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TeleVantage overview

Welcome to TeleVantage!

TeleVantage is afeature-rich, software-based phone system that combines rock-solid stability
with the most advanced communications technology available today. TeleVantage delivers
greater functionality, flexibility, and value than proprietary PBXsto avariety of customers,
from small offices to large enterprise organizations with sophisticated call centers.

About this manual

This manual provides instructions for installing the hardware and software necessary to run
TeleVantage. For instructions on running TeleVantage after it isinstalled, see Administering
TeleVantage and Using TeleVantage.

Major TeleVantage features
Major TeleVantage features include:

m Fault tolerant architecture. Designed to keep your phone system up and running. If the
network or your desktop computer goes down, your phone lines are unaffected. Evenin
the case of a TeleV antage Server malfunction or power outage, your critical phonelines
will stay open.

m Graphical call control. Gives you an easy visual way to place calls, transfer, put on
hold, send to voice mail, set up conference calls and more.

= Verbal menus. Guide you through al call handling and user management tasks so that
you can use TeleVantage even without a computer.

m Full-featured voice mail. Letsyou create caller-specific greetings, log in remotely, and
manage your voice messages graphically from the TeleVantage Client or your e-mail
Inbox. You can also easily call back the person who left you a message.

m Powerful call center options. Two types of call centers are availablein
TeleVantage—call center queues and ACD workgroups. Call center queues provide a
full-featured call distribution system, enabling you to customize your calers hold
experience, play single or repeating prompts, prompt callersto enter data, configure call
priority, and set up multi-level supervisor permissions. ACD workgroups provide fewer
features and are available to you if you have not purchased the Call Center Agent
licenses that are required for call center queues. Y ou can use the TeleVantage Call
Center Reporter to run avariety of reports on call center activity for both call center
gueues and ACD workgroups.

= E-mail, pager, and call notification. Receive natification of incoming voice mail,
using e-mail, pager, or by having TeleVantage call you.

m Advanced caller identification. Using PIN numbersor Caller ID, TeleVantageletsyou
easily screen every call and message, either visually or by announcing the caller's name
when you answer the phone.
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m Call recording. Letsyou record conversations of calls or conferences, on demand or
automatically across the entire company or specified individuals.

m Personal statuses. Letsyou create“Vacation,” “Out of the Office,” and other personal
statusesto let your coworkers know what you are doing. Personal status can set whether
your phonerings, the greeting that plays, and routing list behavior when you are not able
to answer calls.

m The TelevVantage Web Client. Enables users with a Web browser to access voice mail
or manage personal settings from anywhere in the world over the Internet or from
non-Windows platforms in the office.

= “Follow-me” call forwarding. Features routing liststhat try severa locationsto find
you. You can create several routing lists and apply them to specific callers.

m Call logging. Lets users see arecord of their own calls and gives TeleVantage system
administrators access to your company’s complete log.

m Scheduled auto attendants. Allowsyou to schedule an auto attendant’ s use of specific
greetings and the way it routes calls according to the time of the day and days of the
week.

m Flexible Internet-ready architecture. Supports pure | P telephony and hybrid solutions
such as | P-connected phones. L ets you adapt to Internet telephony at your own pace.

m TAPI Service Provider and Contact Manager Assistant. Letsyou use Act!, Outlook,
GoldMine, GoldMine FrontOffice, or other TAPI-compliant applications with
TeleVantage. Y ou can place calls and receive screen-pop identifications when you
receive cals from contacts in these applications.

m The TeleVantage Software Development Kit and open architecture. Use one of the
many off-the-shelf applications available from third-party vendors to customize
TeleVantage behavior and call processing. Programmers can use the comprehensive
TeleVantage Software Development Kit (SDK) for the ultimate in flexibility. The SDK
includesthe Client API to accessall Client functions, callsand data; the VR Plug-in API
to perform any custom call and voice processing; and the Device Status API to get
real-time information on any trunk or station.

m Multi-lingual system prompts. Letsboth usersand callers select the languagein which
they hear TeleVantage prompts.

m CLASS, ADSI, IP, and Toshiba digital phone support. mFor analog CLASS phones,
Caller ID, call waiting, and message waiting lights are supported.

m Tenanting support. Tenanting allows one Server to be shared between multiple
companies or groups, with each user's outbound calls to be tracked in the Call Log by
organization.
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How to install TeleVantage using this manual

Where to get help

Significant new features in TeleVantage 5
For acomplete list of new features, do either of the following:

= Double-click the WHATSNEW HTM document on the TeleV antage Master CD

m Select the Show What's New checkbox at the end of any TeleVantage installation
programs.

Thismanual contains two main sections:

m Section 1, “Preparing for Installation”. The chaptersin this section describe the
TeleVantage components, PC and network requirements, and the various trunk and
station options you can use with TeleVantage.

If you areingtalling TeleVantage for the first time—or even if you are upgrading from a
previous version—read the chaptersin this section thoroughly for information that will
help you plan and prepare for installation, including current TeleV antage requirements,
and how to order trunks and services.

m Section 2, “Performing the Installation”. The chaptersin this section describe the
installation processin detail.

Follow the stepsin each chapter before going to the next chapter. The Introduction in
each chapter explains exactly which of the stepsin that chapter you must perform.

Contact your TeleVantage provider for technical support—Artisoft only provides technical
support through TeleVantage providers. For information about how to report problems, see
Administering TeleVantage.

Y ou can get help through TeleVantage documentation as described in the next section.

TeleVantage documentation
TeleVantage includes the following documentation:

= Administering TeleVantage—This manual contains instructions for configuring and
managing your TeleVantage system, including TeleVantage Administrator system
settings, licenses, trunks, stations, users, dialing services, auto attendants, call routing,
and system prompts.

m Using TeleVantage—This manual describes how to use the TeleVantage Client, Web
Client, Contact Manager Assistant, TAPI Service Provider, and the TeleVantage
telephone commands.

= TeleVantage Call Center Administrator’s Guide—This manual contains complete
instructionsfor setting up and maintaining acall center in which multiple agents answer
callsto asingle number, such as a sales or customer support department.
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m TeleVantage Developer’s Guide—This manual describes how to extend TeleVantage's
built-in features using the Client API, the IVR Plug-in API, and the Device Status API.

= TeleVantage Pocket Reference Card—This wallet-sized card is a convenient reference
for the TeleVantage telephone commands.

m TeleVantage QuickSart Guide—This quick-start guide for new users describes basic
TeleVantage commands for the telephone and the Client.

= OnlineHelp—Context-sensitivehelpisavailableinall TeleVantage applications. Inany
dialog box, click the Help button or press F1 for help on that dialog box.

The following table shows the TeleV antage documentation set and the formatsin which it is
available.

Online

Document Printed Acrobat (PDF)
Book

Installing TeleVantage Yes Yes Yes

Administering TeleVantage Yes Yes Yes

Using TeleVantage Yes Yes Yes

TeleVantage Call Center

Administrator’s Guide Yes No Yes

TeIgVantage Developer’s NoO No Yes

Guide

TeleVantage Pocket

Reference Card Yes No No

TeleVantage QuickStart Yes No Yes

Guide

Accessing online documentation

The online books are availablein HTML-based format. To access an online book, click
Help > Online Books in any TeleVantage application.

The PDF versions of the books are available on the TeleVantage Master CD in the\ Manual s
directory. To view and print these files, use Adobe Acrobat Reader, available on the
TeleVantage Master CD in the\ Adobe directory.
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About TeleVantage components

TeleVantage consists of several componentsthat you will beinstalling separately. This chapter
provides an overview and a description of the purpose of each of the following components that
you can install:

m TeleVantage Server

= TeleVantage Administrator

= TeleVantage Client

m TeleVantage Web Services

m TeleVantage TAPI Service Provider

= TeleVantage Contact Manager Assistant

= TeleVantage Station Message Detail Recording (SMDR) Service
m TeleVantage Robbed Bit T1 Experimenter

m TeleVantage Software Development Kit

TeleVantage workstation applications

The Administrator, the Client, the TAPI Service Provider, and the Contact Manager Assistant
are a'so referred to within this manual as the TeleVantage workstation applications.

TeleVantage Server

The TeleVantage Server isthe heart of the TeleVantage system. It controls phone traffic in and
out of your office, and it storesyour database of user and system information aswell asall voice
files, including voice messages.

The TeleVantage Server runs on a Windows NT 4.0 or Windows 2000 PC on which your
telephony boards have been installed.

The Device Monitor

The Device Monitor lets you see the current activity and status of each trunk and station on the
TeleVantage Server. Y ou can al so start and stop the Server by using the Device Monitor, which
you can run independently of the TeleVantage Administrator application. The Device Monitor
isinstalled automatically on the TeleVantage Server PC.

The same information is also available in the Device Monitor view of the TeleVantage
Administrator.
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Server reliability features

Because consistent phone serviceisvital to any business, the TeleVantage Server takes stepsto
ensure continued phone service, even when the phone system isimpaired.

Watchdog mode

With anal og phone service, Watchdog mode ensures limited tel ephone support in the event of a
power failure or Windows Server failure.

Watchdog mode requires that you connect user stations and analog trunk linesto the
TeleVantage Server through the Intel Dialogic Business Communications Platform (BCP)
connection panel, instead of using standard telephone patch panels or breakout boxes.

In Watchdog mode, if a Server or power failure occurs, the BCP routes the first four incoming
analog trunk lines (T1-T4) to the first four stations (S1-S4). Each incoming trunk call rings on
the corresponding station, and each station can then make outgoing calls on its corresponding
trunk. All other system features are disabled during the Server or power failure. When power is
restored, TeleVantage automatically restarts and restores normal phone service.

For systems with more than one BCP, the second BCP (and any others) will receive the same
limited support—the first four trunks (for example, T9-T12) on the second BCP panel will be
mapped to the first four stations on that panel—but only in the event of a power failure. When
the Server is shut down for any reason other than a power failure, there is no Watchdog mode
support for additional BCP panels.

Note: Watchdog mode is only available for analog trunks. On systems that primarily use digital
(T1, E1, or IP) trunks, configure several analog trunks so that Watchdog mode can be used.

Other reliability features

For further reliability, Windows NT and Windows 2000 support RAID drives and
uninterruptible power supplies.

TeleVantage Administrator

The TeleVantage Administrator application enables you to configure, maintain, and monitor
your TeleVantage system. Y ou can use the Administrator to manage trunks, extensions, users,
create and modify auto attendant menus, and manage all aspects of your TeleVantage system.
Y ou caninstall the Administrator on any PC on your network, including the TeleV antage Server
PC.

See “Administrator and Client requirements’ on page 3-22 for specific requirements.
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TeleVantage Client

TeleVantage Web Services

TeleVantage users can use the TeleVantage Client application in conjunction with their
telephonesto place and receive calls, access voice messages visually, and use all the features of
the TeleVantage system. Y ou can install a Client application on any PC on your network.

See “Administrator and Client requirements’ on page 3-22 for specific requirements.

While the Client enhances your access to TeleVantage, it is not required. Most TeleVantage
features are also available to users over the phone through the tel ephone commands.

A Web browser-accessible version of the Client is available by installing TeleVantage Web
Services.

TeleVantage Call Center Reporter

The TeleVantage Call Center Reporter is installed automatically when you install the Client.

The Call Center Reporter allows you to run more than a dozen detailed reports on call activity
and telephone usage in TeleVantage. By carefully tracking only the call activity on which you
want to report, it allowsyou to quickly identify how effectively your phone systemisbeing used
by agents, queues, and trunks. The Call Center Reporter is even more useful if you run a call
center—using either call center queuesor ACD workgroups—becauseit can generate reportson
agent efficiency, average caller hold time, and more.

The TeleVantage Call Center Reporter has additional requirements beyond those of the
TeleVantage Client. See “Call Center Reporter requirements’ on page 3-24 for details.

With TeleVantage Web Services, users can accessan HTML version of the Client viaany Web
browser through the Internet or their Intranet. With the Web Client, users can access
TeleVantage remotely or from non-Windows platforms such as Macintosh. The Web Client
offersall TeleVantage views and access to most Client functions.

See “Web Services requirements’ on page 3-23 for specific requirements.

TeleVantage TAPI Service Provider

The TAPI Service Provider allows any TAPI-compatible application on a networked PC to
access your phone lines through TeleVantage. See “TAPI Service Provider/Contact Manager
Assistant requirements’ on page 3-23 for specific requirements.

Userswhoinstall the TAPI Service Provider on their PCs can place calls using contact managers
such as Microsoft Outlook, Act!, GoldMine, and GoldMine FrontOffice.

The TAPI Service Provider runsin the background and enables the contact manager or other
application to use TeleVantage. You can install the TAPI Service Provider with or without the
TeleVantage Client.
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TeleVantage Contact Manager Assistant

The TeleVantage Contact Manager Assistant tightly integrates with Outlook, GoldMine, or
GoldMine FrontOffice, so that you can receive screen-pop notification when any of your
Outlook, GoldMine, or GoldMine FrontOffice contacts call you. See “TAPI Service
Provider/Contact Manager Assistant requirements’ on page 3-23 for specific requirements.

TheTeleVantage Contact Manager Assistant isnot required if you areusing Act! asyour contact
manager.

TeleVantage Station Message Detail Recording (SMDR) Service

The TeleVantage SMDR Service lets you send real-time call data from TeleVantage to athird-party
application. Third-party applications might be anything from a printer that printsaline for each call,
to call accounting software that generates detailed reports. For complete information about
supported output formats, aswell as how to install, configure, and use the TeleVantage SMDR
Service, see Administering TeleVantage.

Note: The TeleVantage SMDR Service is not normally needed, since TeleVantage has
comprehensive call logging and reporting built in.

TeleVantage Robbed Bit T1 Experimenter

The TeleVantage Robbed Bit T1 Experimenter is a utility that lets you configure a Robbed Bit
T1 line to match the signaling specifications used by your carrier and make test calls until the
lineisoperating properly. Y ou can aso use the TeleVantage Administrator to configure Robbed
Bit T1 settings.

TeleVantage Software Development Kit

The TeleVantage Software Development Kit (SDK) letsyou extend TeleV antage functionality.
The TeleVantage SDK consists of the following components:

= The Client Application Programming Interface (API) gives custom applications the
ability to access al functions and data in the TeleVantage Client.

m ThelVR Plug-in APl is apowerful way to integrate virtually any interactive voice
response or voice processing application with your TeleVantage system.

m TheDevice Status API gives custom applications the ability to get detailed information
about trunks and stations from the TeleVantage Server.

For more information about extending TeleVantage, see Administering TeleVantage and
TeleVantage Developer’s Guide. The TeleVantage Devel oper’s Guide is available as an Acrobat
file (t vsdk. pdf ) in the\ manual s directory on the TeleVantage Master CD.
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Introduction

This chapter describes hardware and software requirements for the PCs on which the various
TeleVantage componentswill run. It also describesthe requirementsfor telephonelines and the
local area network (LAN) configuration in your office environment. Make sure all these
requirements are met before you begin the install ation.

Choosing a location for the TeleVantage
Server PC

The TeleVantage Server must be located in adust-free environment that is close to the location
at which the trunk lines from your tel ephone company enter the premises and your inside phone
lines begin. The existing telephone wiring closet that is available in most officesis a suitable
location.

The Server must also have access to your network wiring if you plan to use any TeleVantage
components on your LAN or remotely, or if you plan to use the Internet telephony features
provided by TeleVantage. See “Network requirements’ on page 3-17.

The location does not have to be easily accessible, since you can remotely reconfigure and
manage a TeleVantage Server running Windows 2000 Server using Windows Terminal Server.

TeleVantage Server requirements
The TeleVantage Server PC works optimally if it is dedicated to TeleVantage.

The minimum requirements for the TeleVantage Server PC are as follows.
m Operating system. The following operating systems can be used:

= Microsoft® Windows® 2000 Server. TeleVantage supports the base release as
well as SP1, SP2, or SP3. The advantage to using Windows 2000 Server isthat it
offers Windows Terminal Server for remote management.

m Windows NT 4.0 Server, SP6 or higher. SP6ais provided on the TeleVantage
Master CD and isinstalled automatically during the TeleVantage installation if
your system does not have SP6 or higher.

m Windows 2000 Professional. TeleVantage supports the base release as well as
SP1, SP2, or SP3. See “Important operating system limitations” below.

m Windows NT 4.0 Workstation, SP6 or higher. SP6ais provided on the
TeleVantage Master CD and isinstalled automatically during the TeleVantage
installation if your system does not have SP6 or higher. See “Important operating
system limitations” below.

Important operating system limitations

= While Windows 2000 Professional or WindowsNT 4.0 Workstation are supported,
a Server using these operating systemsis limited to supporting a maximum of 10
simultaneous connections to any TeleV antage workstation application
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(TeleVantage Client, Administrator, TAPI Service Provider, Contact Manager
Assistant, or Web Client session.)

= Windows XPis not supported by the Intel Dialogic drivers and so cannot be used
for the TeleVantage Server.

m TeleVantage requires afull version of Windows. Do not install a Not for Resale
(NFR) version or a Microsoft Developer’s Network (MSDN) copy.

Note: Throughout this manual, the term “Windows 2000" refers to both Windows 2000
Server and Windows 2000 Professional. “Windows NT 4.0” refers to both Windows NT
4.0 Server and Windows NT 4.0 Workstation. “Windows Server” refers to both Windows
2000 Server and Windows NT 4.0 Server.

m Processor and memory. Processor and memory requirements depend both on call
activity and on how many trunks and stationsthe TeleVantage system will support. The
following tablelistsrecommendationsfor various configurations. Inthetable, Total # of
ports isthe total number of trunks and stations. In any configuration, the total number
of trunks cannot exceed 192, and the total number of stations cannot exceed 480.

System  Total # of Recommended Recommended
: Examples
size ports processor memory

Small 32 8 trunks and 24  Pentium |1 233 MHz at least 256 MB
stations or higher

Medium 168 48 trunks and Pentium 11400 MHz  at least 512 MB
120 stations or higher

Large 360 96 trunks and Pentium 111 800 at least 768 MB
264 stations MHz or higher

Very large 672 192 trunks and  Pentium IV 2 GHz  atleast 1 GB
480 stations or higher

Note: For systems with very heavy call volumes, you should increase processor
speed and memory beyond the amounts recommended in the table. For example, a
system that handles 5000 calls per day requires more memory and a faster CPU than
a system that handles only 500 calls each day.

Memory availability has a direct effect on TeleVantage performance. While the
minimum memory required by TeleVantage is 128 MB—adequate for lightly-used,
demonstration, or test systems—additional memory is recommended for systems with
heavier usage.

Intel Dialogic recommends at least 512 MB of memory for systemswith 3 or more DM3
telephony boards. The DM 3 boardsinclude any of the Internet telephony boards, DI/SIx
or HDSI/x station boards, or the DM/V2400A conference bridge board.
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m Hard drives and available disk space. It is recommended that you format the hard
drives on the TeleVantage Server with NTFS—not FAT or FAT32—as the Server file
system. Thisisespecially important for the hard drive where the TeleVantage voicefiles
are stored. All drives do not have to be formatted the same way.

The amount of disk space you need depends on the size of your system, because each
user requires significant space for voice files such as voice messages and greetings.

The following table lists the minimum disk space required for systems with different
numbers of users, al of whom have voice mailboxes. By default, TeleVantage allows a
maximum of 30 minutes of voice files per user—20 minutes for voice messages and 10
minutesfor personal recordings such as greetings and voicetitles. Increasing the default
per-user settings for voice messages and personal recordings requires more disk space,
asindicated in the table.

Minimum disk space requirements

Minutes of voice files per user

30 minutes 60 minutes 90 minutes 120 minutes 180 minutes 240 minutes

24 4.7 GB 5GB 5.3GB 5.7GB 6.3 BG 7GB
48 5GB 5.7 GB 6.3 BG 7GB 8.3GB 9.6 GB
96 5.7 GB 7GB 8.3GB 9.6 GB 12.3GB 15GB
144 6.3 BG 8.3GB 10.3GB 12.3GB 16.2 GB 20.2GB
264 8 GB 12 GB 15.1 GB 19 GB 26.1 GB 33.4GB
300 8.5GB 12.6 GB 16.7 GB 20.8 GB 29.1 GB 37.3GB
360 9.3GB 14.2 GB 19.2 GB 24.1 GB 34 GB 43.9 GB
420 10.1 GB 15.9GB 21.7GB 27.4GB 39 GB 50.5 GB
480 10.9GB 17.5GB 24.1 GB 30.7 GB 43.9 GB 57.1GB

If you want to calculate the total disk space required for your specific configuration (for
example, 175 users with 45 minutes of voice files per user), add the following together
and then round up to the nearest .5 GB:

1 GB for Windows. Microsoft recommends at least 1 GB disk space for Windows
2000 Server.

1.2 GB for Intel Dialogic drivers
2 GB for the TeleVantage database server and TeleVantage system files

# of users * (.46 MB * minutes of voice files per user)
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m RAID. TeleVantage supportsand recommends Windows Server RAID implementations.
To ensure maximum uptime, configure your TeleVantage Server PC with RAID asyou
would any other mission-critical system. Some options are listed in the following table.
Contact your server manufacturer for more detailed information.

. Disk controllers/
Version . . Comments
Drives required

Provides fault tolerance in the event of a

1 controller (disk mirroring); single drive failure, but not a controller
RAID 1 : .

2 drives failure. Slower, because data must be

written to both drives.

2 controllers (disk duplexing); Provides fault tolerance in the event of a
RAID 1 . : . . .

2 drives single disk or single controller failure.

1 controller: Provides continual operation in the
RAID 5 ' event of a single drive failure, but not a

at least 3 drives .
controller failure.

m Slots. The TeleVantage Server PC requires slots for telephony boards. The type of
available slots—I SA or PCl—depends on the boards that you use. See “Intel Dialogic
hardware requirements’ on page 3-7.

m COM ports. Up to 3 COM ports may be required, asfollows:

m If youareusing analog trunks, 1 COM port for the Dia ogic BCP connection panel,
to support Watchdog mode. See “Watchdog mode” on page 2-3 for more
information.

= 1 COM port for an optional UPS with power-down alarm feature.

= 1 COM port if you are using the TeleVantage Station Message Detail Recording
(SMDR) Service. See Administering TeleVantage for information about installing,
configuring, and using TeleVantage SMDR Service.

= Modem or LAN Internet connection. If youwill beusing the TeleVantage Web Client,
you will need Internet access for the Web Client Server PC. For more information, see
Chapter 13, “Installing TeleVantage Web Services.”

m Network card. Although TeleVantage can run without being connected to a network,
many of its features are unavailable without a network. If you are using a network, you
must have anetwork interface card (NIC) installed in the Server. See “Network
requirements’ on page 3-17 for adiscussion of network-related requirements, including
alist of TeleVantage features that require a network.
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m Power supply. Itishighly recommended that you use an uninterruptible power supply
(UPS) in conjunction with the TeleVantage Server to protect against power surges and
failures.

Make sure that your power supply meetsthe requirements of theinstalled Intel Dialogic
telephony boards. DM3 boards (DM/IPx Internet telephony boards, DISI/x or HDSI/x

station boards, or DM/V 2400A conference bridge boards) in particular require alot of

power. For more information about power requirements for a specific board, look it up
in the Intel Telecom Products Index at the following location:

http: //wwv. i ntel.conm network/csp/ products/indx_001. ht m

m Cooling. If youwill beusing Internet telephony, your PC may need multiple fansto cool
the Intel Dialogic Internet telephony boards.

m CD ROM drive. Onedriveisrequired to install the TeleVantage software and related
components from the TeleVantage CD.

m Offline storage. An offline storage device such asatape drive or Zip driveisuseful for
backing up the TeleV antage database, voice messages, and Windows event logs.

= Dongle. A dongleisone of the hardware locking optionsfor TeleVantage licenses, and
isnot required. If you want adongle, contact your TeleVantage provider. Two Rainbow
Technologies dongles are supported with TeleVantage:

m Artisoft Computer ID Key Parallel Port Dongle (part #SLM25-4)
m Artisoft Computer ID Key USB Dongle (part #SLMUSB-4)

See “How hardware locking works” on page F-9 for more information about dongles
and other options for hardware locking.

Note: A Server license is required for each TeleVantage Server. See “TeleVantage license
requirements” on page 3-20 for more information.

TeleVantage system configuration limits
A single TeleVantage Server can support up to 192 trunks and 480 stations.

Multiple TeleVantage Servers can be connected together using the | P Gateway featureto create
a combined system with greater capacity. See Administering TeleVantage for details.

Using industrial PCs for large systems

Small- to medium-size TeleV antage systems can be configured on a standard PC that meets the
requirements outlined earlier in this chapter. Systems that are not expected to exceed 16 trunks
by 48 lines—or other configurations not exceeding four telephony boards—can usualy be
constructed in this way.

Larger systems may require more |SA or PCI slots than are found in a standard PC. These
systems may also require a bigger power supply to power al the telephony boards. Large
systems can be built using industrial PCs.

For information about recommended industrial PCs, contact your TeleVantage provider.
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TeleVantage database server requirements

TeleVantage uses a database server to manage and access the TeleV antage database.

= Small, medium, or large TeleVantage Serverswith typical office call volumes can use
Microsoft Data Engine (M SDE), Microsoft SQL Server 7.0 (any edition), or Microsoft
SQL Server 2000 (any edition.) MSDE isincluded on the TeleVantage Master CD.

Very large TeleVantage Servers or Servers with heavy call volumes should consider
using Microsoft SQL Server 2000 Standard or Enterprise Edition, because MSDE
contains a performance governor that prevents more than 5 simultaneous transactions
and has a database size limit of 2 GB. SQL Server 2000 must be purchased separately.

Note: SQL Server 2000 Personal, Developer, Evaluation Editions, and the SQL
Server 2000 Desktop Engine contain the same performance governor as MSDE.

The requirements for the database server are:

m The database server must be installed on alocal drive of the TeleVantage Server. You
cannot run the database server from aremote PC.

= 300 MB of free space must be available on the hard drive on which you install the
database server.

= Microsoft Internet Explorer 5.0 or higher must be installed on the PC on which the
database server runs. Internet Explorer 5.5 isincluded on the TeleVantage Master CD.

Database server memory usage

By default, the TeleV antage database uses up to 50% of the available system memory.
TeleVantage automatically allocatesto itself half of the available system memory.

The memory sizeis set when the TeleVantage Server starts. If you add more memory to the
system (for example, to support more extensions or trunks), the new memory sizeisreset the
next time you start the TeleVantage Server.

Intel Dialogic hardware requirements

The particular Dia ogic telephony boards you must use with TeleVantage are determined by the
trunk types that your office uses and the number of internal phones that you need to support.
Trunk lines from the phone company connect to trunk boards, and interna phones connect to
station boards.

Dialogic boards must be installed on the TeleVantage Server PC. For installation and
configuration instructions, see Chapter 8, “Installing Intel Dialogic Hardware” and Chapter 9,
“Installing and Configuring the Intel Diaogic Drivers.”
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Board types
TeleVantage supports four types of boards:

m Trunk boards. Trunk boards connect the TeleVantage Server PC to trunk lines from
your telephone service provider. Therearetrunk boardsfor analog trunks, T1 trunks, E1
trunks, and ISDN BRI trunks. There are a so Internet telephony boards that support
Voice-over-1P (VolP) connections. For details, see “ Supported trunk boards’” on
page 3-10.

= Station boards. Station boards support interna analog phones, music-on-hold devices,
and paging systems. M ost station boards al so provide resourcesfor conference calls. For
details, see “ Supported station boards’ on page 3-14.

m Conference bridge boards. Conference bridge boards provide extended conferencing
capabilities, with up to 60 parties per conference. For details, see Supported conference
bridge boards’ on page 3-17.

Most TeleVantage configurations have sufficient conference resources available on
station boards, and do not need to add conference bridges.

m Dedicated voice resource boards. Dedicated voice resource boards provide additional
resourcesfor carrying out audio-processing tasks such asrecording or playing audio, and
detecting touchtone digits. For details, see “ Supported station boardsfor Toshiba digital
phones’ on page 3-15.

While many TeleVantage hardware configurations have sufficient audio-processing
resources available on trunk boards and do not need to add dedicated voice resource
boards, others may need additional resources, especialy international systems or large
call center systems.

Slot types
Thetype of dot and number of dotsrequired vary by board type. A particular board may require
lor 21SA or PCl dlots, or 1 Universal PCI (UPCI) slot.

There are 2 voltage specifications for PCI slots, 3.3 and 5 volts. A UPCI board can be installed
in either type of PCI dlot, while regular PCI boards can only beinstalled in a5V PCI slot.
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Using the hardware tables: an example

Usetheinformation in the tables on the following pages to determine which boardsyour system
requires, based on the number and types of trunks you plan to use, the number of phones you
need to support, and how you will use TeleVantage.

In this example, information from the tables has been excerpted for a 3-board hardware
configuration—an anal og trunk board, a station board, and an Internet telephony board:

n|1n0t§|eIDri1?Jll(1)1%igr Supports re;/(?LiJ(;ce:es Timeslots Slots CZ:feigtilr H.100
D/160SC-8LS 8 analog trunks 16 32 1ISA SCbus No
MSI/240-GBL 24 stations 0 56 1ISA SCbus No
DM/IP2431A-T1 24 VolP calls 0 24 2 PCI CTbus No

Based on the information in this example, you know the following about this hardware
configuration:

m Thisconfiguration supports an analog phone system with 8 trunks, 24 stations, and
24-call VolP capability.

= Theanaog trunk board provides 16 Voice resources. See Appendix A, “Voice
Resource Usage in TeleVantage” for information on how TeleVantage uses voice
resources, and how to add more if you need them.

m The configuration in this example uses 112 Timeslots. The total number of timeslots
used by all the boardsin your system cannot exceed 1024 or 4096, depending on several
factors. See “Timeslot limits” on page 3-10 for more information.

= Inorder toinstall these 3 boards in the chassis of your TeleVantage Server PC, 4 PC
slots are required—2 ISA slotsand 2 PCI dlots.

Be surethat the chassis of your TeleVantage Server PC can accommodate all the boards
that you require.

m Thishardware configuration contains 2 SCbus boards and one CTbus board. SCbus and
CTbus boards use different cables and Physical connectors.

All Diaogic boards are interconnected by a voice bus within the PC chassis that allows
for the switching of phone calls and sharing of resources between boards. There are 2
voice bus types, the SChus and the CThus. All ISA boards supported by TeleVantage
have SCbus connectors. All PCI boards have CTbus connectors.

m None of the boards in this example support native CTbus H.100 mode signalling. This
means that this system will only use SCbus signalling, and the size of the system is
restricted to amaximum of 1024 timeslots. See“ Timeslot limits’ on page 3-10 for more
information.

CHAPTER 3. TELEVANTAGE REQUIREMENTS 39



Timeslot limits

The number of timeslots consumed by the Dialogic boards in your TeleVantage Server
determine the number of trunks and stations your system can support. The information in this
section is particularly important if you are using a combination of SCbus and CTbus boards.

m The SChus supports a maximum of 1024 timeslots, which means that the total number
of timeslots used by all of theinstalled Dialogic boards cannot exceed 1024.

m The CTbus can support 2 signaling modes:;

= In native H.100 mode, the CTbus supports a maximum of 4096 timeslots. Some of
the CThbus boards supported by TeleVantage support H.100 mode.

If al the Dialogic boardsin the TeleVantage Server are H.100 CTbus boards H.100
mode is used automatically, and your system supports a maximum of 4096
timeslots.

= Inlegacy SCbhus mode, the CTbus supports amaximum of 1024 timeslots, the same
asthe SChus.

However, if any SChus or non-H.100 CTbus boards are combined with H.100
CTbus boards, the CThus will automatically use legacy SCbus signalling and be
subject to the 1024-timedot limit.

Using the information in the Intel Dialogic Hardware Specification tables, add up the timeslots
used by each board to make sure you do not exceed the maximum number of timeslots
supported. For example, you cannot install 10 D/480SC-2T 1 SCbus boards, and 5 M SI/80-GBL
(PCI) CThbus boards, because the total number of timeslots required by this configurationis
1160, which exceeds the system limit of 1024 timeslots.

Supported trunk boards

The following tables describe in detail the Dialogic trunk boards supported by TeleV antage.
= Analog trunk boards. See page 3-11.
m T1trunk boards. See page 3-12.
m E1trunk boards. See page 3-12.
m BRI trunk boards. See page 3-13.
= Internet telephony boards. See page 3-13.

Depending on the type of phone service you have, some types of trunks may require additional
hardware. See Chapter 4, “Trunk Options and Requirements’ for details.

TeleVantage licenses are required for each trunk line. See “ TeleVantage license requirements’
on page 3-20 for more information.

Important: TeleVantage Watchdog mode works with analog trunks only. In the event of a power
failure or Windows Server crash, TeleVantage routes the first four incoming analog trunks to the
first four stations through the Dialogic BCP panel. If you want to use Watchdog mode, your
TeleVantage system must include some analog trunks. See “Watchdog mode” on page 2-3 for
more information.
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Supported analog trunk boards

Use analog trunk boards to connect the TeleVantage Server PC to regular anal og trunks, analog
DID trunks, or Centrex/PBX trunks. Most analog trunk boards also supply voice resources.

The D/41ESC, D/41ESC-Euro, D/41EPCI, and D/41JCT-LS boards require extravoice
resources when used with TeleVantage. For guidelines on determining how many voice
resources your system needs, and for instructions on how to install more voice resources, see
Appendix A, “Voice Resource Usage in TeleVantage.”

Individual analog trunk boards are designed for use in specific geographical areas. The
D/41ESC-Euro board can be used in any European country that supports the CTR21 telephony
standard.

Analog trunk boards

Analog Voice Physical

Model number Timeslots Slots For use in
trunks resources connector
D/80SC-4LS 4 8 16
D/160SC-8LS 8 16 32 North
D/160SC-LS 16 16 48 1ISA SCbus No America
D/41ESC 4 4 8
D/41ESC-Euro 4 4 8 Europe
DI41EPCI 4 4 8 1PCI No North
America
D/41JCT-LS 4 4 8 1 UPCI CTbus North
12 Yes America,
D/120JCT-LS | (seeNote 12 36 1 PCI Europe,
below) Japan

Note: On the D/120JCT-LS board, only 8 of the 12 ports are used in most configurations, in
order to reserve 4 voice resources for use by station boards.
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Supported T1 trunk boards

Use T1 trunk boards to connect the TeleV antage Server PC to ISDN PRI T1 trunks or Robbed
Bit T1 trunks. T1 trunk boards can be used in North America and Japan.

The following table lists the number of T1 lines and channels supported by each board.

T1 trunk boards

Voice Physical

Model number Tllines Channels Timeslots Slots H.100
resources connector
D/240SC-T1 1ISA SChbus
No
D/240PCI-T1 1 24 24 48 1 PCI
CTbus
D/240JCT-T1 1 UPCI Yes
D/480SC-2T1 1ISA SChbus No
2 48 48 96
D/480JCT-2T1 1 UPCI CTbus Yes

Supported E1 trunk boards

Use E1 trunk boards to connect the TeleVantage Server PC to ISDN PRI E1 trunks or E1 CAS
trunks. E1 trunk boards can be used in Europe.

E1 boards used with the CA'S protocol require extra voice resources when used with
TeleVantage. For guidelines on determining how many voice resources your system needs, and
for instructionson how toinstall more voice resources, see Appendix A, “V oice Resource Usage
in TeleVantage.”

The following table lists the number of E1 lines and channels supported by each board.

E1l trunk boards

Voice Physical

Model number Ellines Channels Timeslots Slots H.100
resources connector
D/300SC-E1 1ISA SChus
60 No
D/300PCI-E1 1 30 30 1 PCI
CTbus
D/300JCT-E1 62 1 UPCI Yes
D/600SC-2E1 180 1I1SA SChus No
2 60 60
D/600JCT-2E1 124 1 UPCI CTbus Yes

3-12 INSTALLING TELEVANTAGE



Supported ISDN BRI trunk boards

Use ISDN BRI trunk boards to interface with ISDN BRI trunks. BRI trunk boards can be used
in Europe.

The BRI/x boards—with the exception of the BRI/2V D—do not provide any voice resources.
The BRI/2VFD board provides only 4 voice resources. These boards require extra voice
resources when used with TeleVantage. For guidelines on determining how many voice
resources your system needs, and for instructions on how to install more voice resources, see
Appendix A, “Voice Resource Usage in TeleVantage.”

The following table lists the number of ISDN BRI trunks supported by each board.

Intel Dialogic Hardware Specifications

ISDN BRI trunk boards

Model number Trunks Voice Timeslots Slots Physical H.100
resources connector

BRI/80SC 16 24

1ISA SChus
BRI/160SC 32 48

0

BRI/80-PCI 16 16 No

1 PCI
BRI/160-PCI 32 32 CTbus
BRI/2VFD 4 4 6 1 PCI

Supported Internet telephony boards

Use Internet telephony boards to support VVoice-over IP (VolIP) cals. Internet telephony boards
can be used anywhere in the world.

Internet telephony boards do not provide any voice resources. These boards require extravoice
resources when used with TeleVantage. For guidelines on determining how many voice
resources your system needs, and for instructions on how to install more voice resources, see
Appendix A, “Voice Resource Usage in TeleVantage.”

TeleVantage usesthe Internet telephony boardsonly to support Vol Pcalls. T1 and E1 interfaces
on these boards are not supported.
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The following table lists the number of Vol P calls supported by each board.

Internet telephony boards

Model number VolP Voice Timeslots Slots Physical H.100
calls resources connector
DM/IP241-1T1-10P 12 48
DM/IP301-1E1-10P 12 30 1 PCI Yes
DM/IP241-1T1 100BT (PCI) 24 48
DM/IP2431A-T1 24 24 2 PCI No
0 CTbus
DM/IP301-1E1 100BT (PCI) 20 62 1 PCI Yes
DM/IP3031A-E1-120 30 2 PCI No
DM/IP481-2T1 100BT (PCI) 48 96
1 PCI Yes
DM/IP601-2E1 100BT (PCI) 60 120

Supported station boards

Use station boards to support internal phones, music-on-hold devices, and paging systems.
Station boards—with the exception of HDSI/x boards—also provide basic conferencing
resources. Station boards can be used anywhere in the world.

Note: TeleVantage licenses are required for each station. See “TeleVantage license
requirements” on page 3-20 for more information.

Please note:

= All MSI/x-GBL boards produce aringing voltage of approximately 50 volts or about 2
REN. Verify that your phones meet this specification.

= HDSI/x boardsinclude an external station interface box (SIB) which providesthe analog
interface for station activity. The SIB sits between the board and the Dialogic Business
Communications Platform (BCP) connection panel.

m MSI/XSC-R boards(not listed in thefollowing table) continueto be supported in existing
TeleVantage systems, but are no longer distributed with new systems.
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The following table lists the maximum number of simultaneous conference participants
supported by each station board, as well as the maximum number of participants that can be
included in a single conference.

Station boards

Maximum Voice Physical
Model number Stations  conference IESS Slots H.100
resources connector
resources
MSI/80-GBL 8 40
MSI/160-GBL 16 48 1I1SA| SCbus No
MSI/240-GBL 24 32 total, 56
MSI1/80-GBL up to 7 per
(PCI) 8 | conference 40
1
CTbus No
MSI/160-GBL 16 PCI
48
(PCI) 16
12 total, 0
upto 12 1
DI/SI32 32 per 44 UPCI
conference
HDSI/480 48 48 CTbus Yes
HDSI/720 72 0 72 1
PCI
HDSI/960 96 96
HDSI/1200 120 120

Supported station boards for Toshiba digital phones

If you use Toshiba Strata DKT 2000-series digital phones with TeleVantage, you must use the
Strata CS-DKTU station board to support them. Strata CS-DKTU station boards can be used
globally.
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The CS-DKTU station board supports a maximum of 4 simultaneous conference parties. You
can add M SI/x or other boards with more conference resources to the TeleVantage Server in
order to support larger conferences with these phones.

Station board for digital phones

Maximum Voice Physical
Model number  Stations conference Timeslots Slots y H.100
resources connector
resources
32 total, up
CS-DKTU 16 to 4 per 0 48 1PCI | CTbus Yes
conference

Supported dedicated voice resource boards

Use dedicated voice resource boards if you require additional audio-processing resources for
carrying out tasks such as recording or playing audio, and detecting touchtone digits.

See Appendix A, “Voice Resource Usagein TeleVantage® to determine if your hardware
configuration requires additional voice resources.

Dedicated voice resource boards can be used anywhere in the world.

Intel Dialogic Hardware Specifications

Dedicated voice resource boards

Model number Voice Timeslots Slots Physical
resources connector
D/80SC 8 5
D/160SC 16 16
1ISA SCbus
D/240SC 24 24
No
D/320SC 32 32
D/80-PCl 8 8
1PCI
D/320-PCI 32 32
CTbus
D/160-JCT 16 16
1 UPCI Yes
D/320-JCT 32 32
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Supported conference bridge boards

Use the conference bridge board if you require extended conferencing capabilities beyond the
conference resources supplied by station boards.

The conference bridge board supports amaximum of 120 simultaneous conference parties, with
up to 60 parties per conference.

Intel Dialogic Hardware Specifications

Conference bridge board

Maximum conferen \Voi ) Physical
Model number a um conterence olce Timeslots Slots ysica

H.100
resources resources connector

120 total, up to 60

0 240 1PCI CTbus Yes
per conference

DM/V2400A

Note: When more than one type of board that provides conference resources is installed on the
TeleVantage Server, conference calls may be automatically shifted to a board that supports more
simultaneous conference participants as parties are added, without interrupting the ongoing
conference. For more information on how TeleVantage uses conference resources, see
Administering TeleVantage.

Network requirements
TeleVantage runs simultaneously on two communication systems:

= Your interna telephone wiring connects the TeleVantage Server to users telephones
around the office.

= A Microsoft TCP/IP local area network connects the TeleVantage Server to users
Windows PCs. Thisisthe typical setup in most installations.

Note: TeleVantage runs on Microsoft networking over TCP/IP. If your site already runs
a different network protocol, such as Novell IPX, you will need to run a dual stack
configuration. The TCP/IP networking protocol must be installed on your network.

Using TeleVantage with a LAN

You must useaLAN if any of the following circumstances exist:

= You areinstalling TeleVantage software, such as the TeleVantage Client or the
TeleVantage Administrator, on aremote PC.

m You areinstalling an Intel Dialogic DM/IPx board in order to use the TeleVantage
Internet telephony features.

= Youareusing TeleVantage Web Servicesto provideaWeb Client to usersviatheir Web
browsers.

= You are using the TeleVantage e-mail notification feature.
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TCP/IP and the Microsoft Network Client software are used to provide three kinds of
communication for TeleVantage, as follows:

= Communication between the TeleVantage database and the Client or Administrator is
provided by MDAC inter-process communication. This mechanism delivers
information such as mailbox contents, greetingslists, and Call Log data.

= Communications between the TeleVantage Server and the Client or Administrator is
provided by Microsoft Distributed Component Object Model (DCOM). DCOM allows
real-time monitoring, call control, and media control, for example, when initiating file
recording or playing from Windows.

m Accessto voice files stored on the Server is provided by Microsoft networking file
services so that audio can be played over the speakers on TeleVantage users PCs.

Using TeleVantage without a LAN

Itis possible, although not recommended, to run a TeleVantage system without aLAN. In such
a configuration, users would access TeleVantage only through their phones, not through the
Client program, and some Client-only features would be unavailable to them. (See Using
TeleVantage for details about the telephone commands). System administrators would have to
run the Administrator program on the TeleVantage Server PC itself.

Note: This manual explains how to configure your network for TeleVantage, but it does not
describe wiring your premises or installing your LAN itself.

Network configuration requirements

This section explains network configuration requirements for workgroup-based and
domain-based Windows networks.

Note: If you are installing TeleVantage on a network, the TeleVantage Server PC must be a
member (stand-alone) Server, not a domain controller.

Microsoft Windows workgroup-based network

In a Windows workgroup-based network, or a non-Microsoft network such as LANtastic,
anyone who runs a TeleVantage workstation application requires a network connection to the
TeleVantage Server. In order for the TeleVantage Server PC to be accessible via the network,
you must do one of the following:

= Set up an account for every user who will run a TeleVantage workstation application on
adifferent PC in the workgroup. These accounts must be kept in sync with users’
accounts on their PCs, for exampleif auser changes their password, that change must
be made on the TeleVantage Server aswell.

= Enable the Guest account with an empty password on the TeleV antage Server (not
recommended for security reasons)

Note: The Windows Server installations disable the Guest account by default.
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Microsoft Windows domain-based network

In a Windows domain-based network, authentication is provided by the domain controller. In
this configuration, each TeleVantage user must be a member of the domain that contains the
TeleVantage Server.

The TeleVantage Server PC must be a member of the domain, or a stand-al one server, but not a
domain controller.

Novell networks

To run TeleVantage on a Novell network, you must add Gateway and Client services for
NetWare as a service on the TeleVantage Server PC.

Requirements for e-mail notification of voice messages

TeleVantage can automatically send an e-mail message to any addresswhenever a user receives
anew voice message. Users can also choose to have the recorded voi ce message attached to the
e-mail asa.WAV file. This enables usersto receive e-mail and voice mail in one place, and to
monitor voice mail from aremote location asit arrives. Y ou can also synchronize TeleVantage
with Microsoft Exchange Server so that voice messages deleted in one place are deleted from
the other aswell.

To use the e-mail natification feature, you must have a Microsoft Windows Messaging
Application Programming I nterface (MAPI) compliant e-mail client, such as Microsoft Outlook
or Lotus Notes, installed on your TeleVantage Server. Y ou do not need a MAPI-compliant
e-mail Server. For example, if your mail server does not support MAPI but does support SMTP,
you can still use Outlook (which does support MAPI) to enable TeleV antage e-mail notification.

Supported e-mail clients

TeleVantage has been tested with Microsoft Outlook and Lotus Notes e-mail clients. E-mail
notification should work with any MAPI-compliant e-mail client. Microsoft Outlook Expressis
not supported.

Note: When using MAPI e-mail clients other than Outlook, the MAPI subsystem must be
installed separately. The MAPI subsystem is included on the Windows NT 4 CD. On a Windows
2000 Server, the only way to get the MAPI subsystem is to install Outlook.

See the documentation that came with your e-mail client for installation and configuration
procedures.
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IP telephony requirements

IP telephony uses the H.323 protocol, which can be incompatible with the following network
devices:

m Firewalls

= Network Address Trandators (NATS)
m Packet filters

m Proxy servers

If you are planning to use I P telephony, check with the vendors of these devices to make sure
that they support H.323.

Proxy server requirements

If your network uses aproxy server to accessthe Internet, aspecial configurationisrequired on
WindowsNT and Windows 2000 PCsin order to run TeleV antage workstation applications. See
“Configuring TeleVantage for use with a proxy server” on page 11-14.

If you are using Microsoft Proxy Server, TeleVantage requires version 2.0 or later.

TeleVantage license requirements

TeleVantage licenses can be used for 60 days before they must be activated to a hardware key
over the Internet. See “Entering and activating your TeleVantage licenses’ on page 11-7 for
details.

The following licenses are available. The specific licenses that you need depend on how you
plan to use TeleVantage.

m Server license. Required for each TeleVantage Server. Y ou must have avalid Server
licensein order to start the TeleVantage Server. A Server licenseis provided when you
purchase TeleVantage, and authorizes you to run one copy of the TeleVantage Server.
Only one Server licenseisrequired per TeleVantage Server regardless of the number of
trunks or users the Server supports.

In order to answer or place calls, you need the following licenses:

= Trunk license. Required for each trunk line. Y ou must have avalid Trunk license for
each analog, T1, E1, or BRI trunk connected to the TeleV antage Server.

m |P Port license. Required for each Internet telephony port. Y ou must have avalid IP
Port license for each Internet trunk connected to the TeleVantage Server.

m Station license. Required for eachinterna phone. Y ou must haveavalid Station license
for each internal phone connected to the TeleVantage Server.

A valid Station licenseis aso required for each running instance of an IVR Plug-in. For
more information about 1VR Plug-in licensing, see Administering TeleVantage.
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In order to use the TeleVantage Client, TeleVantage Call Center, or TeleVantage Call Center
Reporter, you need the following licenses:

m Client license. Used by the TeleVantage Client, Web Client, or custom applications
developed with the TeleVantage SDK that use a Client API session.

The TeleVantage Client requires one Client license per PC. With one Client license, a
user can log on to multiple Clients on asingle PC.

Unlike the Client, the Web Client and Client API sessions are licensed per user, not per
PC. Therefore, auser can log on to multiple Web Clients or Client APl sessions with
only one Client license, even on multiple PCs. Also, only one Client licenseisused if
the same user is logged on simultaneously to the Client, multiple Web Clients, and
multiple Client API sessions.

m Call Center Agent license. Required for each agent who isa member of acall center
gueue. A single licensed agent can participate in multiple call center queues.

m Reporter license. Required to run the TeleVantage Call Center Reporter. If you want to
use the Reporter, even for non-queue reports such as call activity on trunks, you need a
Call Center Reporter license.

See “How TeleVantage licenses affect system behavior” on page F-1 for more information.

To see alicense summary that shows the total number of each type of license currently installed
on the TeleVantage Server, in the Administrator choose Tools > System Settings, and then
click the Licensestab. The Stations field under License summary displaysthetotal number of
licenses.

Y ou must supply valid license serial numbers and verification keys to the TeleVantage Server
before you can use the corresponding trunks, stations, and TeleVantage Clients. For thisreason,
you may want to purchase additional licenses from your TeleVantage provider to allow for
expected system growth so that you do not have to wait for alicense the next time you expand
your system.
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Administrator and Client requirements

PCs running the Administrator or the Client workstation applications must meet the following
requirements:

Note:

Operating system. Windows XP, 2000, or NT 4.0 SP6a or higher.

Note: Windows 98 or ME can be used but are not recommended because of the
multi-tasking performance limitations of those operating systems. For users running
high call volumes, such as operators or call center agents, Windows 98 or ME should
not be used.

Processor. Minimum Pentium || 400 MHz.

Memory. Minimum 128 MB RAM for Windows NT, 2000, 98, or ME. Minimum 256
MB RAM for Windows XP.

Disk space. 10 MB free disk space.
Software.
= TCP/IP with Microsoft Network Client.

m Internet Explorer 5.0 or later. Internet Explorer 5.5 is provided on the TeleVantage
Master CD.

= On Windows 98 PCs, Microsoft DCOM 98. See “Downloading DCOM 98 onto
your TeleVantage Server” on page 12-3.

Hardware. Sound card and speakers for the TeleVantage Client.

Network connection. TCP/IP connection to the TeleVantage Server. See “Network
requirements’ on page 3-17.

Associated station port. You cannot use astation ID of 0.

A Client license is required in order to use the TeleVantage Client. See “TeleVantage

license requirements” on page 3-20 for more information.

Using a wheel mouse with TeleVantage

To scroll through Client or Administrator views using a Microsoft mouse with a mouse wheel,
you must have installed the latest Microsoft Intellipoint driver.

To obtain the latest Intellipoint driver, go to the following location and search for a download
using the keyword “Intellipoint”:

http: //wwv. m crosof t. com downl oads
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TAPI Service Provider/Contact Manager Assistant requirements _

ThePC onwhich youwant toinstall the TeleVantage TAPI Service Provider or the TeleVantage
Contact Manager Assistant workstation applications must meet the following minimum
requirements:

m Operating system. Windows 98, ME, XP, 2000, or Windows NT 4.0 SP6a or higher.

m Software. The Contact Manager Assistant requiresthe TAPI Service Provider. Neither
the Contact Manager Assistant or the TAPI Service Provider require the presence of the
TeleVantage Client on the same PC.

The following contact managers are a so supported:
= Act! 3.0, 4.0, and 2000
m Goldmine 4.0 and 5.0, and Goldmine Business Contact Manager 5.7
= Goldmine FrontOffice 2000
= Microsoft Outlook 98, 2000, and XP

m Network connection. To the TeleVantage Server. See “Network reguirements’ on
page 3-17.

Web Services requirements

The PC on which you want to install TeleVantage Web Services must meet the following
minimum requirements;

m Operating system. Windows 2000 or Windows NT 4.0 SP6a or higher support upto 5
users connected to the Web Server smultaneously. Windows 2000 Server or Windows
NT Server 4.0 SP6a or higher support more than 5 simultaneous users.

m Windows NT 4.0 requirements:

Microsoft Internet Information Server (11S) 4.0 or greater. 11S 4.0 is part of the
Windows NT 4.0 Option Pack. To download it, go to the following location and
search for “Option Pack”.

http: //wwv. m crosof t. com ntwor kst at i on/ downl oads/
m Processor. Minimum Pentium |1 400 MHz.
= Memory. 256 MB or more depending on the number of simultaneous users.
m Disk space. 200 MB.

m Network connection. To the TeleVantage Server. See “Network requirements’ on
page 3-17.
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You caninstall the TeleVantage Web Serviceson the same PC asthe TeleVantage Server if you
plan to use the Microsoft Internet Information Server to support asmall number of simultaneous
connections for TeleVantage purposes only. However, if you plan to use the TeleVantage Web
Servicesto support many TeleVantage users or for other high-volume Web-related activity, itis
strongly recommended that you install it on a separate networked PC, not the TeleVantage
Server.

Note: A Clientlicense is required in order to use the TeleVantage Web Client. See “TeleVantage
license requirements” on page 3-20 for more information.

Call Center Reporter requirements

TheCall Center Reporter isinstalled along with the TeleVantage Client. Torunthe TeleVantage
Call Center Reporter you must have the following:

m A PC that meetsthe requirementslisted in “ Administrator and Client requirements’ on
page 3-22.

m Microsoft Excel 2000 or Excel XPinstalled on the PC. Excel 97 is not supported.

= A Reporter license. See “ TeleVantage license requirements’ on page 3-20 for more
information.

TeleVantage SMDR Service requirements

The TeleVantage Station Message Detail Recording (SMDR) Service requiresthefollowing on
the TeleVantage Server:

= Anavailable COM port, if your call accounting package requires one.

= The TeleVantage Client workstation application. The Client can share alicense with
another user (See “TeleVantage license requirements’ on page 3-20.)

Emergency dialing service requirements

TeleVantage supports standard 911 and Enhanced 911 (E-911) emergency diaing services as
follows:

= A standard 911 call does not require any additional hardware. All standard 911 callsuse
a TeleVantage trunk and go through the local carrier to the emergency dispatching
center.

m All E-911 calsgo through a special E-911 device and do not use a TeleVantage trunk.
Typically, adedicated trunk connects the E-911 device directly to the emergency
dispatching center.
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An E-911 call transmits the Automatic Number Identification (ANI) of the calling
station as the TeleVantage station ID. This information allows the E-911 center at the
telephone company to identify the location of the person who made the emergency call.
For example, thisinformation includes the specific floor and office in alarge building
from which the call was made.

Contact your local telephone company to determine the emergency dialing services that are
available in your area.

Enhanced 911 service requirements
After you determine that E-911 service is available from your phone company, you need to
install and configure an E-911 device to make E-911 calls from TeleVantage stations.

Note: When configuring the E-911 device, enter each station number as a 4-digit number,
adding a leading zero if necessary. For example, enter station 3 as 0003, station 123 as 0123, etc.

Once the E-911 device isinstalled and configured, use telephone cable to connect it to an
available station port. See Administering TeleVantage for more about setting up E-911 stations.

E-911 device suppliers
For more information about obtaining, installing, and configuring an E-911 device, contact:

Teltronics, Inc.

waw. t el troni cs. com
800-877-8358 (U.S)
941-753-5000 ext 7315
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Introduction

Trunks are the phone lines that you order from the telephone company. This chapter describes
requirements for the trunks and services you can use with TeleVantage.

See “Supported trunk boards” on page 3-10 for information about the Intel Dia ogic boards
required to support various trunk types.

Connecting trunk linesto the Dialogic boards in your TeleVantage Server PC is covered in
Chapter 8.

After you have connected your trunks to the TeleVantage Server, you must configure them in
the TeleVantage Administrator. See Administering TeleVantage for details.

Ordering services from your telephone company

Y ou can order the following services when you order trunks from your telephone company.

m Caller identification

= Direct Inward Dial (DID)

= Hunt groups

= Inbound-only and outbound-only trunks
m Emergency Dialing service

= Call waiting
Caller identification

Inbound caller identification

Caller ID or Automatic Number Identification (ANI) is used by TeleVantage as a means of
identifying incoming calls. Many useful TeleVantage features rely on caller identification.
Customized greetings, customized routing lists, and call rules for individuals all use caller

identification.

It ishighly recommended that you order acaller identification servicefor all of your trunk lines.
m For analog trunks, order Caller ID.
m For T1, E1, ISDN BRI, or analog DID trunks, order ANI.

Note: For Internet telephony, Caller ID is automatically supported by the Dialogic IP boards.
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Outbound caller identification
TeleVantage allows you to specify custom outbound Caller ID information on ISDN trunks.

Not all ISDN providers support custom numbers as outbound Caller ID—some restrict you to
using only registered numbers for your trunks, and some do not alow you to set custom Caller
ID at al. If you want to specify custom numbers as outbound caller ID on your ISDN trunks,
ask your ISDN provider if they support custom calling party numbers, sometimesreferred to as
custom Caller ID or customer-defined Caller ID.

For more about configuring outbound Caller 1D, see Administering TeleVantage.

Direct Inward Dial

When you order DID, your siteis given ablock of sequential telephone numbers. Y ou then
assign these numberstoindividual phoneswithin TeleVantage. Inthisway callerscan dial users
assigned to those phones directly, without having to go through an auto attendant or operator.
DID generaly transmits the last three or four digits of the phone number dialed. TeleVantage
recognizes the DID digits and routes the call to the appropriate user or auto attendant. DID
enables you to set up private phone numbers for users without having to dedicate trunks.

Another service, Dialed Number Identification Service (DNIS) worksin the sameway asDID,
but isused for toll-free lines such as 800, 877, and 888 numbers. In TeleVantage, DID refersto
both DID and DNIS.

To use DID, you must configure your TeleVantage trunks to recognize it. For instructions, see
Administering TeleVantage.

Hunt groups

Trunks used with TeleVantage must be configured by the phone company in aterminated hunt
group so that callsroll over to the next trunk if the first oneis busy.

In thisarrangement, incoming callstry the lowest numbered phonelinefirst. If that lineisbusy,
they try the next higher phoneline and continuetrying lines until afreelineisfound. If you will
be using the same trunks for both inbound and outbound calls, you must configure dialing
servicesin the Administrator so that on outbound calls, TeleVantage starts searching for afree
line from the highest numbered trunk. This configuration helpsto limit glare conflicts on lines.

Inbound- and outbound-only trunks

Inbound-only trunks and outbound-only trunksdo not affect TeleV antage performance, but they
may be of benefit in your organization. If you order them, you must configure them in the
Administrator. See Administering TeleVantage for details.
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Emergency dialing service

Consult your local phone company to determine the emergency dialing services that are
availablein your area. For information about using Enhanced 911 service, which isdesigned to
help the local emergency dispatching center identify the precise location of a caller making an
emergency call, see “Enhanced 911 service requirements’ on page 3-25.

Call waiting

Itisstrongly recommended that you do not order call waiting on analog trunk lines. TeleV antage
providesits own call waiting toneto users onincoming calls. If telephone company call waiting
tones arrive as well, they can confuse users.

Analog trunk requirements

TeleVantage supports standard |oop-start anal og trunks. TeleVantage can also use Centrex
trunks or operate behind a PBX that is connected to the central office at the telephone company.

Additional required hardware for analog service
No additional hardware is required for analog or Centrex/PBX trunks.

To support analog DID service, you need aDID interface unit which sits between TeleVantage
and your phone company. One DID interface unit can support up to 4 analog DID trunks. For
information about DID interface units that work with TeleVantage, see your TeleVantage
provider.

To support Watchdog mode, you need an Intel Dial ogic Business Communications Platform
(BCP) Connection Panel. See “Watchdog mode”’ on page 2-3 for details.

T1 trunk requirements
TeleVantage supports two protocols over T1 lines:
= Robbed Bit
= ISDN

T1 carrier requirements

Thefollowing table lists the T1 configuration requirements for TeleVantage. Y ou must supply
this information to your phone company when you order T1 service.

T1 Requirements for TeleVantage

Framing Type D4 Superframe or Extended Superframe
Interface DSX-1
Supervisory signal 2- or 4-wire E&M
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T1 Requirements for TeleVantage

Wink Wink and double wink

Line coding/Framing For D4 Superframe: AMI
For Extended Superframe: B8ZS

Digit signaling Robbed Bit: DTMF or MF
ISDN: DTMF

T1 ISDN PRI Protocols

TeleVantage currently supportsthefollowing ISDN PRI protocolsover T1lines. Thedriversfor
these protocolsare provided on the TeleVantage CD. Contact your TeleVantage provider if your
protocol is not listed.

m 4ESS

m 5ESS

s CR13

= DMS/100

= DMS/250

= INS1500

= National ISDN 2 (NI2)

Additional required hardware for T1 service
Robbed Bit T1 service requires the following:
m Channel Service Unit (CSU).
m Cable. Connectsthe CSU to the Dialogic board, provided by the CSU vendor.
ISDN T1 service requires the following:

m Network Termination Unit (NTU). Most ISDN installations include an NTU from the
phone company, so you should ask your phone company for details. Connect the NTU
between TeleVantage and the digital line coming in from the phone company.

If you do not have an NTU available, you can use a standard Channel Service Unit
(CSV) that handles Extended Superframe Format (ESF) instead.

= Network Termination type 1 adapter (NT1). Typically supplied by the phone
company.

CHAPTER 4. TRUNK OPTIONS AND REQUIREMENTS 4-5



m Cable. Connectsthe NTU to the Dialogic board. When ordering one from your supplier,
specify the following:

m Recommended cable type. Twisted-pair, in which each of the two pairsis
shielded and the two pairs also have a common shield.

m Connectors. Thecableconnectsto the board viaaRJ45 Modular connector on the
front or rear bracket of the board.

Connect the CSU or NTU between TeleVantage and the digital line coming in from the phone
company.

Note: A Digital Service Unit (DSU) is not required because the Dialogic boards supply DSU
functionality.

U.S. local and long-distance service

Two kinds of T1 trunks are available from phone companies in the United States, local and
long-distance.

Local T1 trunks

Local T1 trunks operate similarly to local analog lines, in that local calls are free, and you can
place long-distance calls using the long-distance carrier of your choice.

Important: It is recommended that you not use local T1 lines because they do not supply ANI
Caller ID information used by TeleVantage to recognize contacts when they call. Most incoming
calls from contacts on local T1 trunks will display as “Unknown” in the Call Log and in the Client
Call Monitor and Voice Messages views. Also, call rules for external contacts will not work.

Local T1 trunks support DID, and you can order blocks of DID numbers for each T1 line.

Long-distance T1 trunks

Long-distance T1 trunks handle local and long-distance calls through the same carrier, so that
al outbound calls are charged at the rate charged by your long-distance carrier.

Long-distance T1 trunks do not support outbound toll-free calls, for example, to 411 or 800 and
888 numbers, and require that you dial the area code for all numbers, even those in your local
area.

Long-distance T1 trunks provide ANI, which enables full TeleVantage functionality. DID is
supported on incoming callsonly if thelineis used for toll-free calling, for example, 800 or 888
numbers.

Because of the higher cost and limitations on outbound calls, long-distance T1 lines are
recommended for inbound-only trunks, for example, in call centers.

Installing T1 trunk boards and connecting trunks

For instructions on installing the Dialogic D/240SC-T1 or D/480SC-2T1 voice board and
connecting trunks, see Chapter 8.
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El trunk requirements

TeleVantage supports both kinds of E1 service:

ISDN
CAS

E1l carrier requirements

TeleVantage currently supportsthefollowing | SDN PRI protocolsover E1 lines. Thedriversfor
these protocolsare provided on the TeleVantage CD. Contact your TeleVantage provider if your
protocol is not listed here.

E1 ISDN PRI Protocols

Austel

CTRA4 (ETSI 300)
DASS2
EurolSDN

ITR6

PTC132

VN3

VN4

E1 CAS Protocols
For information about the E1 CAS protocols supported, see your TeleVantage provider,

Additional required hardware for E1 service
No additional hardware is required to support E1 CAS service.

To support E1 ISDN service, you need the following:

Network Termination Unit (NTU). Most ISDN installations include an NTU from the
phone company, so you should ask your phone company for details. Connect the NTU
between TeleVantage and the digital line coming in from the phone company.

If you do not have an NTU available, you can use a standard Channel Service Unit
(CSV) that handles Extended Superframe Format (ESF) instead.

Network Termination type 1 adapter (NT1). Typically supplied by the phone
company.
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ISDN BRI trunk requirements

m Cable. Connectsan NTU to the Dia ogic board. When ordering one from your supplier,
specify the following:

m Recommended cable type. Twisted-pair, in which each of the two pairsis
shielded and the two pairs also have a common shield.

m Connectors. Thecableconnectsto the board viaaRJ45 Modular connector on the
front or rear bracket of the board.

Note: A Digital Service Unit (DSU) is not required because the Dialogic boards supply DSU
functionality.

TeleVantage supports ISDN BRI trunks. Connecting BRI devices such as BRI phonesto
Dialogic ISDN BRI boardsis not supported.

ISDN BRI carrier requirements

TeleVantage supports the following ISDN BRI protocols. The drivers for these protocols are
provided on the TeleVantage Drivers CD. Contact your TeleVantage provider if your protocol
isnot listed here.

ISDN BRI Protocols
= 5ESS(ATT 5ESSBRI)

s DMSI100 (Northern Telecom DM S100 BRI)
m NTT (Japanese INS-Net 64 BRI)

= NET3 (EurolSDN BRI)

= NI1 (National ISDN 1)

= NI2 (Nationa ISDN 2)

North American ISDN BRI installations should receive a unique Service Profile Identifier
(SPID) number for each ISDN BRI channel from their carrier.

Additional required hardware for ISDN BRI service
To support ISDN BRI service, you need the following:
= Intel Dialogic shielded breakout box. Part number 89-0592-001.
= Intel Dialogic SCSI-3 BRI breakout box cable. Part number 99-2280-003.

= Network Termination type 1 adapter (NT1). Typically supplied by the phone
company. Connect the NT1 between TeleVantage and the digital line coming in from
the phone company.

All BRI/SCx and BRI/x-PCI boards require an NT1. Contact your phone company to
determine if your BRI/2VFD board needs a termination device.
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m Cable. Connectsthe NT1 to the Dialogic board. See the Quick Install Card included
with your Dialogic BRI board for details.

= BRI/SCx and BRI/x-PCI boards require a specia cable with pins 3 and 4 crossed,
pins5 and 6 crossed, and pins 1, 2, 7, and 8 wired straight through.

s The BRI/2VFD board uses an RJ}45 cable.

Shareable voice resources

Unlike other Dialogic trunk boards, the BRI boards—with the exception of the
BRI/2VFD—do not supply any voice resources to handle auto attendants, voice mail
access, or other TeleVantage features. To use BRI boards with TeleVantage, you must
install extra Dialogic boards that provide shareable voice resources. See “ Supported
station boards for Toshibadigital phones’ on page 3-15 for alist of Dialogic boards that
provide dedicated voice resources.

ISDN Megacom requirements

If you are using |SDN Megacom service, you must make specific modifications to the Windows
registry on the TeleVantage Server PC in order to make outbound international calls. See
Administering TeleVantage for details.

Internet telephony requirements

Placing TeleVantage calls over the Internet or your private TCP/IP network does not require
additional telephone company trunks. The Dialogic Internet telephony board connects directly
to your network and accesses the Internet over the normal Internet or TCP/IP network
connection used in your company.
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Introduction

Supported phones

For instructions on connecting your phones to the Intel Diaogic boardsin your TeleVantage
Server PC, see Chapter 8.

Using IP phones with TeleVantage

Supported IP phones include Microsoft NetM eeting software, Polycom IP phones, and other
H.323-compliant devices. For more information about using | P phones with TeleVantage, see
Administering TeleVantage, Chapter 13, “Configuring Internet Telephony Support” and
Appendix E, “Using the Polycom IP Phone with TeleVantage”.

Using analog phones with TeleVantage

TeleVantage supports standard anal og touchtone telephones—called 2500 setsin U.S.
telephone terminology—for internal stations. Multiline anal og phones can al so be used, but line
use indicator lights may not perform correctly on some models.

CLASS feature support
TeleVantage supports analog phones with the following CLASS features:

= Cdler ID.
m Cdler ID on cal waiting.
m A CLASS Bellcore message waiting indicator. Message waiting lights other than
CLASS Bellcore are not supported with TeleVantage.
On most phonesthat support CLASSfeatures, the features are activated by default. Refer to the

documentation that came with your phone for any setup stepsrequired to activate these features.

Note: Two TeleVantage Windows registry settings specify the format used to send Caller ID or
visual message waiting information to CLASS phones. See Administering TeleVantage for more
information.
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ADSI support

TeleVantage supports Anaog Display Service Interface (ADSI) phones. In addition to the
CLASS features described in the previous section, ADSI phones provide soft-button access to
most TeleVantage functions. ADSI phones support the following TeleVantage features:

= Voicefirst answering

= Intercom
= Paging

Important: You may need to update the script that is running on your ADSI phone. To do this,
contact your phone supplier. Phone scripts for ADSI phones can also be obtained from a variety
of ADSI script developers, for example:

Telephony Supply, Inc.

info@telephonysupply.com

http://lwww.telephonysupply.com)

See Administering TeleVantage and Using TeleVantage for more about setting up and using these
features.

Supported analog phones

Analog phonestested with TeleVantage include those listed in the following table. Talk to your
TeleVantage provider for more information about phones to use with TeleVantage.

Manufacturer Model CLASS features ADSI

Aastra 9316CW Caller ID No
Caller ID on call waiting
Message waiting indicator

Maestro 900 DSS Caller ID No
Caller ID on call waiting

PowerTouch 390 Caller ID Yes
PowerTouch 480 Caller ID on call waiting
Message waiting indicator

AT&T 956 Caller ID No

957 Caller ID on call waiting

960 Message waiting indicator

951 Message waiting indicator No

9130 Cordless Caller ID No

Caller ID on call waiting
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Wiring requirements

Manufacturer Model CLASS features ADSI

Cybiotronics Ltd. Cybiolink P-I Caller ID Yes
CybioLink CY-2135-B Caller ID on call waiting
CybioLink CY-2135-BH Message waiting indicator
(model -BH includes headset
jack)

Sony Caller ID IT70 Caller ID No

Caller ID on call waiting

Radio Shack System 1350 Caller ID Caller ID No

Speakerphone (430-0987) Caller ID on call waiting
Message waiting indicator

Vodavi STARPLUS 2706 (Caller ID) Caller ID No
Communications Caller ID on call waiting
Systems Message waiting indicator

Stations are connected to the Server using standard 2-wire tip and ring telephone cable.
Four-wirecabling can beused if itisalready in use at your facility. All connectionsto the Server,
both station and analog trunk lines, must be terminated with RJ-11 connectors. For digital trunk
line requirements, see your local service provider.

Replacing an existing PBX

If you are replacing an existing PBX with TeleVantage, the information in this section may
apply to you.

Wiring punch down blocks to TeleVantage

Punch down blocks are commonly used to terminate 50-pair cables from officesto the wiring
closet at the company location, and from the wiring closet to the telephone company. Each
phone connection from this punch down block—that is, each station or trunk—must be
connected to awire terminated with an RJ-11 connector in order to be connected to the Dialogic
BCP panedl.

Wiring patch panels to TeleVantage

If your offices are wired to patch panels, you can use a standard phone cord with RJ-11
connectors from the patch panel to the Dialogic BCP panel. This method assumes that the patch
panel accepts RJ-11 connectors. Network patch panelsgenerally use RJ-45 connectors but often
accept RJ-11 connectors as well.
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Replacing telephones connected directly to trunk lines

If you are not replacing aPBX and your office phones are connected directly to trunk lines, the
office may need to be rewired. Trunk lines must come to a central location at the TeleVantage
Server and station lines must be wired from the TeleVantage Server to the offices.

Using TeleVantage with a paging system

Y ou can attach an external paging device to a station or trunk port. For a station port, you must
then activate the hands-free feature for that extension as described in Administering
TeleVantage.

For moreinformation about standard PBX paging systems from various manufacturers, contact:

Graybar Electric Company, Inc.
http://www.graybar.com
1-800-472-9227
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Introduction

All the software that you need to upgrade your existing TeleVantage system or to install a new
TeleVantage system is contained on two CDs. To use the setup program on aCD, start it as
directed in thismanual, and then follow the on-screen instructions. Not all screens are described
in detail in this manual.

Note: The setup program starts automatically when you insert either CD into your CD-ROM
drive. You can also start the setup program manually by running aut or un. exe from the root
directory on either CD. If the message “Corrupt installation detected” appears after you insert the
CD or run aut or un. exe, log on as a local administrator, and then reinsert the CD.

The TeleVantage Drivers CD

The Driver Setup program on the TeleVantage Drivers CD allows you to install the following
TeleVantage components:

= Intel Dialogic System Release 5.1.1 Drivers
= Intel Dialogic SR 5.1.1 SP1
= Intel Dialogic Driver Updates

Y ou can aso view the product rel ease notes from the Driver Setup on the TeleVantage Drivers
CD.

The TeleVantage Master CD

The Master Setup program on the TeleVantage Master CD allows you to install the following
TeleVantage components:

m Microsoft Data Engine (MSDE)
= TeleVantage Server
= TeleVantage Web Services

The TeleVantage Master CD also contains the TeleVantage workstation applications. For
information on installing the TeleV antage workstation applications, see Chapter 12.

Upgrading vs. installing for the first time

If you are upgrading from apreviousversion of TeleVantage, go to “Upgrading from a previous
version of TeleVantage” on page 6-3.

If you are installing a new TeleVantage system, go to “Installing a TeleVantage system for the
first time” on page 6-10.

Troubleshooting installation problems

If you experience problems after completing afirst-time installation or upgrade, see Appendix
D, “Troubleshooting” for more information.
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Upgrading from a previous version of TeleVantage

Read this section carefully if you are upgrading an existing TeleVantage system. Be sure to
follow the instructions in “ Preparing your system for upgrade” on page 6-6.

Important: Do not under any circumstances uninstall the TeleVantage Server or SQL Server.
If you uninstall either one, you will lose your TeleVantage database and voice messages. The
TeleVantage installation program preserves your earlier TeleVantage Server configuration,
including voice messages and prompts. If you follow the instructions in this manual, you will not
lose any data when you upgrade.

Scheduling an upgrade

If you are upgrading the live telephone system at your company, you must schedule the
installation after business hours. The process of installing TeleVantage can take more than two
hours. It can take significantly longer if you must configure and test T1, E1, BRI, or IP trunks.
During this time, your telephone system will be offline and unavailable.

Notes for specific upgrade paths

This section contains information about specific upgrades. Be sure to read the information that
appliesto your upgrade.

Upgrading from TeleVantage 4.x
Note the following changesin TeleVantage 5:

= Dialogic DNA 3.3 drivers and Dialogic Driver Updates are replaced by Dialogic SR
5.1.1, SR 5.1.1 SP1, and Driver Updates.

Upgrading from TeleVantage 3.5
Note the following changesin TeleVantage 5:

m Dialogic DNA 3.3 driversarereplaced by Dialogic SR 5.1.1, SR 5.1.1 SP1, and Driver
Updates.

= MediaCom least cost routing (LCR) software is no longer included with TeleVantage.
This functionality has been replaced by routing services, which are a special type of
diaing service.

Upgrading from TeleVantage 3.5 onto a different TeleVantage Server PC

The following procedure describes how to upgrade from TeleVantage 3.5 on one TeleVantage
Server PC to TeleVantage 5 on a different TeleV antage Server PC.

1. Back up the TeleVantage database and voice files on the old TeleVantage Server
according to theinstructionsin “Backing up the Tel eV antage database and voicefiles’
on page 6-6.

2. Install TeleVantage 3.5 on the PC that will be used as the new TeleVantage Server.
Use the documentation that came with your copy of TeleVantage 3.5.
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3. Restore the backed-up database files (backup. dnp, ext ensi on. ndb, and t vr db. ndb)
onto the new TeleVantage Server. See Administering TeleVantage for information
about how to restore files after a backup.

4. Upgrade the new TeleVantage Server PC to TeleVantage 5 according to the
instructionsin this manual.

Upgrading from TeleVantage 3.0
Note the following changesin TeleVantage 5:

= Dialogic DNA 3.2 drivers are replaced by Dialogic SR 5.1.1, SR 5.1.1 SP1, and Driver
Updates.

= Internet-to-Phone Number and Internet-to-Centrex/PBX Extension dialing services do
not upgrade automatically. Before you upgrade to TeleVantage 5, write down all the
following information:

m All field information contained on the General tab in the User dialog box for any
user with the This user authenticates IP Gateway calls feature enabled.
Double-click each user in the Users view to open the User dialog box.

= All field information contained on each of thetabs of the Internet-to-Phone Number
Servicedialog box. Double-click thedialing servicein the Dialing Servicesview to
open the dialog box.

= All field information contained on each of the tabs of the Internet-to-Centrex/PBX
Extension Service dialog box. Double-click the dialing service in the Dialing
Services view to open the dialog box.

See Administering TeleVantage for more information about configuring these dialing
services and their associated | P Gateways after the upgrade is complete.

Y ou do not need to enter Internet Address dialing services again after the upgrade is
complete because they upgrade automatically.

Upgrading from TeleVantage 2.1 or earlier
Note the following changesin TeleVantage 5:

= Dialogic 98.02 Streams-based drivers are replaced by Dialogic SR 5.1.1, SR 5.1.1 SP1,
and Driver Updates.

m MediaCom least cost routing software is no longer included with TeleVantage. This
functionality has been replaced by routing services, which are a special type of dialing
service.

= Business hours are not retained during the upgrade. Make a note of the business hours
that you have set up in Tools > System Settings > Business Hours, so that after
installation you can enter them again in the Administrator. See Administering
TeleVantage for more information.
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m Microsoft Data Engine (MSDE) isinstalled from the TeleVantage CD to upgrade your
TeleVantage database. Leave Microsoft SQL Server 6.5 or later installed until the
TeleVantage systemisinstalled and running correctly. Y ou can uninstall SQL Server 6.5
or |ater after the upgrade is complete.

Important special upgrade scenarios

This section contains information about other tasks you may want to do at the same time that
you upgrade.

Adding voice resources

If you are planning to use the TeleVantage intercom, paging, voice-first answering, or system
call reporting features, you may need to add voice resources to your system. See Appendix A,
“Voice Resource Usage in TeleVantage” for more information. For information about these
features, see Administering TeleVantage.

Changing the domain of the TeleVantage Server

See Appendix E, “Changing the Domain of the TeleVantage Server” if any of the following
conditions apply to your upgrade:

= Your network configuration has changed, and you now have adomain that you want the
TeleVantage Server to be a part of.

= Yourecently installed aMicrosoft Exchange Server on your network, and you now want
to support e-mail notification in TeleVantage. To support thisfeature, the TeleVantage
Server must be on adomain.

= You changed the name or password of the domain user.

= You moved the TeleVantage Server to adifferent domain.

Moving the TeleVantage voice files

If you want to upgrade your TeleVantage system, but do not have enough free space on your
disk to perform the installation, you can move the TeleVantage voice files to another location
before performing the upgrade. See Administering TeleVantage for more information about
moving voice files.

Moving the TeleVantage Server to a new PC

Y ou can movethe TeleV antage Server to anew PC when you upgrade, for example, if you have
outgrown the original PC you are using for your TeleVantage Server. If the original PCis
running TeleVantage 5.x, see “Moving the TeleVantage Server” on page F-11 for information
about license activation considerations.
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Preparing your system for upgrade

To move the TeleVantage Server to a new PC

1.

Make sure that the Windows user nameyou log in asto install TeleVantage on the new
PC is the same user name as on the origina PC.

On the new PC, install the exact same version of TeleVantage that isinstalled on the
origina PC (for example, version 4.1), plus any TeleVantage service packs and hot
fixesthat you have installed.

Note: Be sure to install exactly the same TeleVantage system prompt languages on
the new TeleVantage Server PC as on the original PC. For example, if you installed
Spanish and English system prompts on the original PC, install those languages on the
new PC as well.

Backup the TeleVantage database and voicefileson the original PC. Then, restore the
TeleVantage database and voicefilesto the new PC. See* Backing up the TeleVantage
database and voicefiles’ on page 6-6.

Make sure that the new PC is operating properly.

Upgrade the new PC to version 5.0 according to the instructions in this manual.

To maintain theintegrity of your existing TeleV antage system and ensure a successful upgrade,
you must perform the tasks described in detail in this section.

Important: Itis critical for a successful upgrade that you perform these tasks exactly as
described in the remainder of this section.

The following steps are necessary to prepare your system for upgrade:

Back up your TeleVantage database and voice filesto a safe location off the
TeleVantage Server PC.

Archiveyour Call Center Reporter databaseif you are upgrading from TeleV antage 3.x.

Shut down the TeleVantage Server and exit al TeleVantage workstation applications,
including the Device Monitor.

Stop the Dialogic drivers, and then uninstall them.

Backing up the TeleVantage database and voice files

By backing up your system, you will be ableto reconstruct your current systemif theinstallation
process fails. Backing up an existing TeleVantage system may take an hour or more, especially
if there are many voice messages stored in your database.

Note:

You can only restore the TeleVantage database and voice files to a Server that is running

the exact same version of TeleVantage (including service packs and hot fixes) as the Server on
which you performed the backup. For example, you cannot backup a TeleVantage 4.x Server and
restore it to a TeleVantage 5.x Server. This restriction applies to minor releases as well, for
example, 5.0 and 5.1.
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To backup the TeleV antage database and voicefiles, perform an offline backup according to the
instructions in Administering TeleVantage. Be sure to refer to the copy of Administering
TeleVantage that matches the TeleVantage version of the system that you are backing up,
because the processis different for each version of TeleVantage.

If for any reason you are unable to start the TeleVantage Administrator, you can back up your
files by running the Administrator from the command line. See “ Cannot start Administrator to
back up the TeleVantage database” on page D-17.

Archiving TeleVantage 3.x Call Center Reporter data
Note: Perform this step only if you are upgrading from TeleVantage 3.x.

TheTeleVantage5 Call Center Reporter can generatereportsfor both ACD workgroupsand call
center queues, but it only reports on data collected after you upgrade to TeleVantage 5.
Therefore, if you want to report on Call Center Reporter data collected before the upgrade, you
must archive that data and report on it separately using the TeleVantage 3.x Call Center
Reporter.

Important: Failure to back up your existing Call Center Reporter data can prevent you from
printing reports based on pre-upgrade data.

To archive existing TeleVantage Call Center Reporter data

1. Roll up the Call Center Reporter data. For more information, see Administering
TeleVantage for TeleVantage 3.5.

2. If you have not previously done so, install the Call Center Reporter for TeleVantage
3.x on the same PC that has the Statistics Database.

3. Maintain the archive for aslong as you want to report on data collected prior to the
upgrade to TeleVantage 5.

Important: After the upgrade to TeleVantage 5, you cannot run a report that uses data from
before and from after the upgrade. You must run separate reports on your archived data and your
new data.

Shutting down TeleVantage components

1. If you have not aready done so, stop the TeleVantage Server by choosing Tools >
Shut down Server in the Administrator.

2. Exit al TeleVantage workstation applications (Client, Administrator, TAPI Service
Provider, and Contact Manager Assistant) running on any PCs in the network.

3. ExittheDevice Monitor by right-clicking itsiconin the system tray and choosing Exit
Device Monitor. Make sure that you exit the Device Monitor and that you do not just
minimize it.
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Remove the Device Monitor from the Startup Group. To do so, right-click the Start
button and then choose Explore All Users. Browse to the following location and then
delete the shortcut:

Start Menu\ Prograns\ Start up\ Tel eVant age Device Monitor

Delete any other TeleVantage component shortcuts from the Startup Group if they are
present.

Turn off auto-start for the TeleVantage Server. To do so:
= Do one of thefollowing:
= InWindows NT, click Start > Settings > Control Panel > Services.

= In Windows 2000, click Start > Settings > Control Panel > Administrative
Tools > Services.

m Inthe Servicesdialog box, locate and double-click Televantage server.

= Inthe TeleVantage server Properties dialog box, select Manual from the Startup
type drop-down list.

m Click OK, and then exit the Services dialog box.

Uninstalling the Dialogic drivers

If you are upgrading from a previous version of TeleVantage, you must uninstall the old
Dialogic drivers.

Important: If you have modified any Dialogic firmware files, for example you edited

spandti . prmin order to support extended superframe T1 service, save the files before you
uninstall the old Dialogic drivers. Once the new drivers are installed, make a backup copy of the
new files for future use, and restore your modified versions.

To uninstall the Dialogic drivers

1.

Verify that the Dialogic drivers are stopped. To do so:

= [If the Diaogic Configuration Manager (DCM) is not already running, start it. See
Appendix H, “Using the Intel Dialogic Configuration Manager” for instructions.

m If you are upgrading from TeleVantage 3.0 or higher:

m Click Dialogic Configuration Manager - DCM. Click OK at the DCM
warning message.

m InDCM, choose Service > Stop Service. Click OK when the service has
stopped, and then exit DCM.

= If you are upgrading from TeleVantage 2.1:
m Click Set Dialogic Service Start Up Mode.

m Click Manual, and then click Stop Now. Click OK when service has
stopped.

m Exit DCM.
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2. Click Start > Programs > Dialogic System Software > Uninstall. Click Yes or OK at
the confirmation messages.

3. If the Remove Shared File dialog box opens, click Yes to All, and then click Yes to
confirm your choice.

4. Click OK when all files have been removed. When you are prompted to restart your
PC, do so.

5. Logon againto Windows NT or 2000 using the same administrator account that you
used when you backed up the TeleVantage database and voice files.

Important: Ifthe Found New Hardware wizard starts, click Cancel to close the wizard.
You will take steps to eliminate this behavior in Chapter 9.

6. Search for the following directories, and if you find one or both of them, delete them.
C: \ DLGCDEV
C:\Program Fil es\Di al ogi ¢

7. Check to seeif the old Dialogic program group was removed by the uninstall. To do
so, right-click the Start button on your Windows desktop and click Explore. Browse
to the following location and delete the shortcut if necessary:

Start Menu\ Prograns\ Startup

8. If you are upgrading from TeleVantage 2.1 or earlier, remove the Streams
environment. Doing this will improve performance.

Toremovethe Streamsenvironment, click Start > Settings > Control Panel, and then
double-click Network. Click the Protocolstab, select Streams Environment, and then
click Remove. Restart your PC when prompted to do so.

Upgrade checklist

If you are upgrading TeleVantage from any previous version, you must perform the stepslisted
in the following table in the order specified. Thislist isonly an overview of the steps you must
perform—Iater chaptersin this manual present detailed instructions for each step.

Step Description

If you plan to upgrade your Dialogic hardware, do so before you
upgrade the Dialogic drivers.

Install and configure the database server. This step is not
required when upgrading from TeleVantage 3.5 or higher.

Upgrade the TeleVantage Server and TeleVantage
Administrator.
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Step Description

Add and activate your TeleVantage 5 licenses. You must have a
valid Server license to start the TeleVantage Server. Trunk,

4  Station, IP Port, Client, Call Center Agent, and Reporter
licenses are optional, and are only required if you want to use
these components.

5 Upgrade the TeleVantage workstation applications.

Upgrade the TeleVantage Web Services to support the

6 TeleVantage Web Client.

Starting the upgrade
To begin the upgrade to TeleVantage 5, do one of the following:

m |f you are upgrading and installing new Dialogic hardware on the TeleVantage Server,
go to Chapter 8, “Installing Intel Dialogic Hardware.”

m If you are leaving your TeleVantage hardware intact, go to Chapter 9, “Installing and
Configuring the Intel Dialogic Drivers.”

Installing a TeleVantage system for the first time
Read this section carefully if you are installing a new TeleVantage system.

Installation checklist

If you areingtalling TeleVantage for the first time, you must perform the steps listed in the
following table in the order specified. Thislist is only an overview of the steps you must
perform. The remaining chaptersin this manual present detailed instructions for each step.

Step Description

Verify that the PCs you plan to use for the TeleVantage Server
and to run the TeleVantage workstation applications and
TeleVantage Web Services meet the requirements described in
Chapter 3.

Verify your Microsoft network type and the IP address of the
2  TeleVantage Server PC, as detailed in the next section. You will
need this information during the installation.

Install and configure Windows NT or Windows 2000 on the
TeleVantage Server PC.

4  Install Dialogic hardware.

5 Install and configure Dialogic drivers.
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Step Description

6 Install and configure the database server.

Install the TeleVantage Server and TeleVantage Administrator

! on the TeleVantage Server.

Add and activate your TeleVantage 5 licenses. You must have a
valid Server license to start the TeleVantage Server. Trunk,

8 Station, IP Port, Client, Call Center Agent, and Reporter
licenses are optional, and are only required if you want to use
these components.

9 Install the TeleVantage workstation applications.

Install the TeleVantage Web Services to support the

10 TeleVantage Web Client.

What you must know before installing
For a smooth first-time installation, gather the following information before you begin:

m Network environment type. |syour Microsoft network a domain or workgroup
environment?

= |f you arein adomain environment, you must know the name of the domain and the
name and password of a domain user with administrator privileges on the PC on
which the TeleVantage Server will beinstalled. See “ Network requirements’ on
page 3-17 for more information.

= If you arein aworkgroup environment, you do not need to know this information.
m The IP address of the TeleVantage Server PC. Do you use static or dynamic IP
addressing?

m |f you use static I P addressing, you must know the | P address of the Server PC, your
Subnet Mask, and the | P address of your default gateway to properly configure the
TeleVantage Server on a network.

= If you use dynamic IP addressing, you do not need to know this information.

Starting the first-time installation

To beginingtalling TeleVantage for the first time, go to Chapter 7, “Installing and Configuring
Windows on the TeleVantage Server.”

Read the Introduction in Chapter 7 and follow the steps as directed. The Introduction also
addresses site-specific installation considerations, such as the versions of operating system or
other system components already present on your PC.
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Introduction

Before you install TeleVantage components, you or your system administrator must install and
configure one of the Windows operating systems listed on page 3-2 on the TeleVantage Server
PC.

If you are upgrading from a previous version of TeleVantage, go to Chapter 8. Otherwise,
continue reading this chapter.

Perform these steps
Y ou will perform the following steps as you install the TeleVantage Server:

= Install and configure Windows 2000 or Windows NT 4.0.
= Configure Windows 2000 or Windows NT 4.0 for TeleVantage.
m Create the Windows 2000 or Windows NT 4.0 user for TeleVantage.

Note: Even if Windows 2000 or Windows NT 4.0 is already installed on your PC, you
must perform these two steps to ensure that your system is set up correctly for use by
TeleVantage.

= Windows NT 4.0: Install Windows NT 4.0 SP6a, if necessary.

Toinstall and configure Windows 2000, go to page 7-3.
Toinstall and configure Windows NT 4.0, go to page 7-6.
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Installing and configuring Windows 2000

Install Windows 2000 on a clean PC according to the instructions that came with the software.

When you are done, you are ready to perform the following tasks:
= Configure Windows 2000
m Create a Windows 2000 user

Go to the next section.

Configuring Windows 2000 for TeleVantage

Use the information in the following table to configure Windows 2000 for use with
TeleVantage.

Dialog Box Name TeleVantage Requirement

Licensing Modes  If each TeleVantage user’s PC already has a Windows 2000
per-seat license to connect to other Windows 2000 Servers,
you do not need any more licenses.

If TeleVantage users’ PCs use concurrent licenses, you must
estimate the number of users who will play voice messages
and custom recordings over their computer speakers
concurrently to determine how many concurrent licenses you
need. Playing voice files over the telephone does not use the
network, so you do not need to allocate licenses for this
purpose.

Computer Name
and Administrator
Password

Enter the network name for the TeleVantage Server PC. Use
the name “TeleVantage” to make the Server easily identifiable.

Go to the next section.

Creating the Windows 2000 user for TeleVantage

After installing and configuring Windows 2000, you must create the Windows 2000 user that
will install and run TeleVantage. Depending on your environment, do one of the following:

= If you are not in adomain environment, go to the next section.

m If you arein adomain environment, go to “If you are in a Windows 2000 domain
environment using Microsoft Exchange”’ on page 7-5.
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If you are not in a Windows 2000 domain environment using Microsoft
Exchange

If you are not in adomain environment, you can create a new user with administrator privileges
on thelocal system, or you can log on yourself as the TeleVantage system administrator.

To create a new user with administrator privileges

1.

S T

~

10.
11.
12.
13.
14.

Log on to the TeleVantage Server PC as the local administrator user.

Click Start > Programs > Administrative Tools > Computer Management.
Select System Tools > Local Users and Groups > Users.

Click Action > New User.

Enter properties for the new user and make a note of the user name you enter.

Click Create to create the new user. Close the dialog box but do not exit Computer
Management.

Select System Tools > Local Users and Groups > Groups.

Select the Administrators group.

Click Add.

Make sure the local computer is selected in the Look in drop-down list.
Select the new user and click Add.

Click OK to close the Select Users or Groups dialog box.

Click OK to close the Administrator Properties dialog box.

Exit Computer Management.

To add required rights for the new user

1.
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Click Start > Programs > Administrative Tools > Local Security Policy.
Select Security Settings > Local Policies > User Rights Assignment.
Select Log on as a batch job.

Click Action > Security and click Add.

Make sure the local computer is selected in the Look in drop-down list.
Select the new user and click Add.

Click OK to close the Select Users or Groups dialog box.

Click OK to closethe Local Security Policy Setting dialog box.

Exit Local Security Settings.

When you are done, go to Chapter 8, “Installing Intel Dialogic Hardware.”
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If you are in a Windows 2000 domain environment using Microsoft
Exchange

If you arein adomain environment in which youwill use Microsoft Exchange with TeleVantage
for e-mail notification or synchronization, you must create adomain user so that TeleVantage
can communicate with Exchange. The domain user must be a member of the Domain Users
Group, which is the default group for a new domain user.

To create a domain user that is a member of the Domain Users Group

1.

Log on to your Windows 2000 primary domain controller (PDC) PC as adomain
administrator user.

Click Start > Programs > Administrative Tools > Active Directory Users and
Computers.

In the console tree, double-click the domain node.

In the details pane, right-click the organizational unit to which you want to add the
user, point to New, and then click User.

Enter properties for the new user and make a note of the user name you enter. For
information about individual properties, see your Windows 2000 documentation.

Click Add to add the new user.
Log off.

To add the new user to the local Administrator group

1.
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Log on to your TeleVantage Server PC as a member of the Domain Administrators
group.

Click Start > Programs > Administrative Tools > Computer Management.
Select System Tools > Local Users and Groups > Groups.

Select the Administrators group.

Click Action > Add to Group and click Add.

Make sure the local computer is selected in the Look in drop-down list.

Select the new user and click Add.

Click OK to close the Select Users or Groups dialog box.

Click OK to close the Administrator Properties dialog box.

10. Exit Computer Management.
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Installing and configuring Windows NT 4.0

To add required rights for the new user

1.

© ©® N o gk w D

Click Start > Programs > Administrative Tools > Local Security Policy.
Select Security Settings > Local Policies > User Rights Assignment.
Select Log on as a batch job.

Click Action > Security and click Add.

Make sure the local computer is selected in the Look in drop-down list.
Select the new user and click Add.

Click OK to close the Select Users or Groups dialog box.

Click OK to closethe Local Security Policy Setting dialog box.

Exit Local Security Settings.

When you are done, go to Chapter 8, “Installing Intel Dialogic Hardware.”

Install WindowsNT 4.0 on aclean PC according to theinstructions that came with the software.

When the PC restarts at the end of the disk-based portion of the installation, you are ready to
perform the following tasks:

= Configure the Windows NT 4.0.
m Create a Server user.
m Install Windows NT 4.0 SP6a, if necessary.

Go to the next section.

7-6

INSTALLING TELEVANTAGE



Configuring Windows NT 4.0 for TeleVantage

Use the information in the following table to configure Windows NT 4.0 for use with
TeleVantage.

Dialog Box Name TeleVantage Requirement

Licensing Modes  If each TeleVantage user’s PC already has a Windows NT
per-seat license to connect to other Windows NT Servers, you
do not need additional Windows NT Server licenses.

If TeleVantage users’ PCs use concurrent licenses, you must
estimate the number of users who will play voice messages
and custom recordings over their computer speakers
concurrently to determine how many concurrent licenses you
need. Playing voice files over the telephone does not use the
network, so you do not need to allocate licenses for this
purpose.

Computer Name Enter the network name for the TeleVantage Server. Use the
name “TeleVantage” to make the Server easily identifiable.

Select If you want to enable TeleVantage e-mail notification of voice

Components mail messages, install the Windows Messaging component.
TeleVantage does not require any of the other components
listed in this dialog box. You can deselect unnecessary items
to save disk space. See “Configuring e-mail notification
support” on page 11-15.

Server Setup - IS Deselect the Microsoft Internet Information Server (1IS)

Installation checkbox.TeleVantage Web Services requires Microsoft
Internet Information Server (11S), but you must install IS from
the Windows NT Option Pack. See “Web Services
requirements” on page 3-23 for more information.

Server Setup - Specify the network protocols used by Windows NT. For the
Protocol TeleVantage Server:

= Verify that TCP/IP Protocol is selected.

= Deselect the IPX/SPX checkbox unless your network
needs it.

m Select any additional protocols required by your
network.
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Dialog Box Name

TeleVantage Requirement

TCP/IP Setup
Prompt

When prompted to use Dynamic Host Configuration Protocol
(DHCP), you can choose either Yes or No. TeleVantage can
run with or without DHCP with most types of Dialogic boards.
If any of the Dialogic Internet telephony boards are installed
on the Server, you can choose Yes or No for DHCP depending
on how your network is configured. Each of these boards has
its own network card. The IP address assigned to them must
be static.

TCP/IP Properties
- WINS Address
tab

The WINS Address is not a TeleVantage issue unless your site
is using routed NetBEUI with a tunneling protocol. In normal
networks, the NetBEUI-to-TCP/IP name resolution is
accomplished through the broadcast protocols built into
Microsoft TCP/IP.

Go to the next section.

Creating the Windows NT 4.0 user for TeleVantage

After installing and configuring the WindowsNT 4.0, you must create the WindowsNT 4.0 user
that will install and run TeleVantage. Depending on your environment, do one of the following:

= If you are not in adomain environment, go to the next section.

m If you arein adomain environment, go to “If you arein aWindows NT domain
environment using Microsoft Exchange”’ on page 7-9.

If you are not in a Windows NT domain environment using Microsoft

Exchange

If you are not in adomain environment, you can create a new user with administrator privileges
on thelocal system, or you can log on yourself as the TeleVantage system administrator.

To create a new user with administrator privileges

1. Logontoyour TeleVantage Server PC as an administrator user.

o > WD

Click Start > Programs > Administrative Tools > User Manager for Domains.
Click User > New User.
Enter properties for the new user and make a note of the user name you enter.

Click the Groups button and verify that the user isamember of the Administrators

Group. If the user isnot amember, select Administrators Group in the Not member
of list and click Add.

6. Click OK to close the dialog box.

Click Add to add the new user. Do not exit User Manager for Domains.
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To add required rights for the new user
1. Click Policies > User Rights.
Select the Show Advanced User Rights checkbox.
Select Log on as a batch job from the Right drop-down list.
Click Add > Show Users.
Select the new user and click Add.
Click OK to closethe Add Users and Groups dialog box.
Click OK to close the User Rights Policy dialog box.

Exit User Manager for Domains.
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Log off and log on again as the new user.

When you are done, go to “Installing Windows NT 4.0 SP6a’ on page 7-10.

If you are in a Windows NT domain environment using Microsoft
Exchange

If you arein adomain environment in which youwill use Microsoft Exchange with TeleVantage
for email notification or synchronization, you must create adomain user so that TeleVantage
can communicate with Exchange. The domain user must be amember of the Domain Users
Group, which is the default group for a new domain user.

To create a domain user that is a member of the Domain Users Group

1. Logontoyour Windows NT primary domain controller (PDC) PC asadomain
administrator user.

Click Start > Programs > Administrative Tools > User Manager for Domains.
Click User > New User.

Enter properties for the new user and make a note of the user name you enter. For
information about individual properties, see your Windows NT documentation.

5. Click Groups and verify that the user isa member of the Domain Users Group. If the
user isnot amember, select Domain Users Group intheNot member of list and click
Add.

6. Click OK to closethe Group Memberships dialog box.
Click Add to add the new user.
8. Logoff.
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To add the new user to the local Administrator group

1.

Log on to the TeleVantage Server PC as a member of the Domain Administrators
group.
Click Start > Programs > Administrative Tools > User Manager for Domains.

Double-click the Administrators group under Groups at the bottom of the dialog box.

Click Add and make sure your domain is selected in the List Names From drop-down
list.

Select the new user.
Click Add and then OK to close the Add Users and Groups dialog box.

Click OK to closethe Local Group Properties dialog box. Do not exit User Manager
for Domains.

To add required rights for the new user

1.
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Click Policies > User Rights.

Select the Show Advanced User Rights checkbox.

Select Log on as a batch job from the Right drop-down list.
Click Add > Show Users.

Select the new user and click Add.

Click OK to closethe Add Users and Groups dialog box.
Click OK to close the User Rights Policy dialog box.

Exit User Manager for Domains.

Log off and log on as the new user.

When you are done, go to the next section.

Installing Windows NT 4.0 SP6a
To determineif you must install Windows NT 4.0 SP6a, do either of the following:

Try to ingtall the TeleVantage Server from\ ser ver\ net set up\ nt sp\ nt sp. exe on the
TeleVantage Master CD. The TeleVantage Master Setup program automatically checks
your PC to seeif SP6 or later isinstalled.

Manually check the version of your existing Service Pack by clicking Start > Programs
> Administrative Tools (Common) > Windows NT Diagnostics and looking on the
Version tab.
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If SP6 or later isinstalled on your PC, go to Chapter 8 now. Otherwise, the TeleVantage Server
Installer promptsyoutoinstall SP6a. If you are prompted to replace existing drivers on your PC
with Windowsdrivers, use your best judgement—Tel eV antage does not require that you replace

any of your existing drivers.
If you install SP6a on your PC, click Restart to restart the PC, and then go to Chapter 8.

Where to go next
When you have installed and configured Windows NT 4.0 or Windows 2000, go to Chapter 8.
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Introduction

TeleVantage runs on Intel Dialogic telephony boards that connect your trunk lines and phones
tothe TeleVantage Server. The Dialogic boards must beinstalled in the TeleV antage Server PC.
This chapter provides instructions for installing Dialogic telephony boards and their associated
hardware.

If you experience problems with the Dialogic hardware after following the instructions in this
chapter, see “ Troubleshooting Intel Dialogic problems” on page D-3.

Perform these steps
Use the following checklist as you install Dialogic hardware.

Set the Dialogic board IDs. Each Diaogic board in your system must have a unique
board ID, which you set using a physical switch on the boards. Because the board IDs
are physical switches on the boards, it is easiest to set the IDs for all boards before
installing them in the PC.

Install the Dialogic boards in the TeleVantage Server PC. This step includes the
following:

m Inserting each board into the PC

m Installing a Network Interface Card (NIC), if you are using an Internet telephony
board

= Connecting all I SA boardswith the SChusribbon cable, and all PCI boardswith the
CThus ribbon cable

= Attaching the SChus-to-CTbus adapter, if you are using a both | SA and PCI boards

Connect Dialogic trunk boards to trunk lines. Depending on the type of trunk boards
you are using, this step may include installing additional required hardware. See
Chapter 4 for more information.

Connect analog station boards.
Connect the power supply. Only on systems with analog trunk boards.

Set up Watchdog mode. Only on systems with analog trunk boards.

8-2

INSTALLING TELEVANTAGE



The following diagram depicts how the hardware components in a basic TeleVantage
configuration are connected. Not all of the hardware components discussed in this chapter are
depicted.
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Static warning

Important: Read and follow the recommendations in this section.

Handle al PC boards and components at a static-safeguarded work area, as described in this
chapter. The work area must have a static-dissipative wrist strap connected to a grounded,
static-dissipative mat or table surface upon which you place the PC and static-sensitive
components.

The following additional safeguards will help prevent static damage during installation:

= Keep the boardsin their plastic anti-static shipping containers until you are ready to
install them.

= Arrangethe PC, al tools, documentation, and hardware so that you can reach them
without moving your feet. Doing this reduces the risk of picking up static charges from
the floor.

m Attach a static-dissipative wrist strap to an electrical ground or to the PC chassis and to
your wrist before removing the Dialogic boards from their anti-static shipping
containers.

= Always handle the boards by their edges or by the metal brackets.

= Always place the Dialogic boards inside the anti-static shipping containers when the
boards are not being handled.
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Setting Dialogic board IDs

Board IDs allow the system to uniquely identify the devices on each Dialogic board. For
example, if you have two D/80SC-4L S boards in your system, the board 1Ds provide away for
the system to distinguish between the trunk lines on each board.

It is recommended that you assign board I Ds in the following order, from lowest to highest:
= Analog trunk boards
= T1, E1, and BRI trunk boards
= Internet telephony boards
m Station boards
Dedicated voice resource boards and conference bridge board can be assigned in any order

Important: If you have T1, E1, or BRI trunks boards installed on the same system with analog
trunk boards, the analog trunks boards must be assigned lower board IDS than the digital trunks.

Y ou do not need to start with board ID 0, aslong as each board has aunique ID and IDs are
assigned in the correct order.

To assign board IDs
1. Locate the switch or switches on the side of each board.
2. Settheboard ID:

m Dialogic trunk boards, IP telephony boards, dedicated voice resource boards,
and conference bridge boards. Set the board ID by dialing the single SW100

rotary switch to one of the 16 available settings (0-F).

S 00 rotary switch

m Station boards. Settheboard ID to one of the 32 available settings (0-31) using the
two switches on the board:

m To set board IDs 0-15, set the SW2 switch to OFF and dial the SW1 rotary
switch to one of the sixteen settings from O-F.
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m Toset board IDs 16-31, set SW2 to ON and dia the SW1 rotary switch to one
of the sixteen settings from O-F.

SWIZ zwitch S rotary switch

The ON and OFF positions of the SW2 switch areindicated by silk-screened letterson
the board.

When you have set your board I1Ds, go to the next section.

Installing Dialogic boards
1.

Shut down the TeleVantage Server PC, switch off the power, and unplug the power
cords before opening the PC cover, to avoid the risk of electric shock.

Insert the board's edge connector into the bus dot. The boardsfit tightly. Insert the
front portion of the board first. The notch on the other end allowsthe board to betipped
forward, making insertion easier.

Apply pressure only to the top edge of the board, and gently rock the board forward
and backward to seat the edge connector into the dot.

If you are using Internet telephony boards: Install athird-party Network Interface
Card (NIC) inthe TeleVantage Server PC, and connect it to your network, if you have
not already done so. Refer to the documentation that came with your NIC for
instructions.

Note: Even if your DM/IPx board contains a built-in NIC, you must install a third-party
NIC and connect to your network.

Connect | SA or PCI boards with the appropriate ribbon cable. Be sureto adhere to the
following guidelines when connecting boards with ribbon cables:

= |f you have more connectors than boards, be sure to use both end connectors,
leaving the unused connectors in the middle of the ribbon cable. Thisis especially
important with the CTbus ribbon cable, since it runs at a higher frequency and is
more prone to termination or antenna effects.

= Make sure that there is no more than 7 inches of unconnected cable (5 unused
connectors on a standard Intel Dialogic H.100 cable) between any two adjacent
boards. If necessary, rearrange the boards in your system or use a cable with fewer
connectors.
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m Tuck the cable down so that unused connectors do not get in the way when you
replace the PC cover.

= If you have ISA boards: Attach the end connector of the SCbusribbon cableto the
SChus connector on the top edge of the first board. Match up the notches on the
connectors for proper insertion—there is only one way that the connector fits.

Attach the ribbon cable to the SCbus connector on the next board until all ISA
boards are connected by the cable.

m If you have PCl boards: Connect them in the same way using the CTbus ribbon
cable.

= If you have both ISA and PCl boards: Usethe SChus-to-CTbus adapter to connect
all the boards together so that they can use the same telephony bus. Only one
SChus-to-CThusis required per PC. See “Troubleshooting mixed CTbus board
systems’ on page D-9 for more information about mixed-board configurations.

m Place the adapter on the 68-pin CTbus edge connector on the PCI board that is
adjacent to the first ISA board. The adapter hangs off the end of the board.

= Connect the SCbus ribbon cable to the SChus side of the adapter.
= Connect the CThus ribbon cable to the CTbus side of the adapter.

When properly connected, the two ribbon cableswill lieflat, and the colored stripe
on one edge of both ribbon cables will face toward the bracket end of the boards.
SChus Cable

CTous/SChus

Adapter D Board

CThus Cable

Caolored Stripa

Difxix-PCI Board

6. After installing and connecting al the boards, replace the PC cover and power cords.
When you have installed al of your Dialogic boards, go to the next section.
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Connecting Dialogic trunk boards to trunk lines

Connect the Dialogic trunk boardsto trunk lines according to the type of phone serviceyou use.

Connecting regular analog trunk boards

1.

Using the 37-pin LS| cable, attach the connector on the rear of the anal og trunk board
to the BCP connection panel port labeled A) LS 1-8. Only the correct cable will fit. If
you areinstalling two D/80SC-4L S boards, connect the second board to the port
labeled B) LS 4-8.

Using phone cable, connect the analog loop-start trunk lines from the telephone
company to the R}11 jackslabeled Outside Lines (Trunks) on the BCP connection
panel. Use jacks T1-T4 for 4 lines and jacks T1-T8 for 8 lines.

Thefirst trunk linein your incoming hunt group must be attached to T1, the second to
T2, and so on in order to minimize conflicts between incoming and outgoing calls.

Note: If youinstall a D/41ESC board, you must enable software tone generation in the
Administrator. See Administering TeleVantage for instructions.

Connecting analog DID trunk boards
See “Additional required hardware for analog service” on page 4-4.

1.

Using the 37-pin LS| cable, attach the connector on the rear of the analog trunk board
to the BCP connection panel port labeled A) LS 1-8. Only the correct cable will fit. If
you areinstalling two D/80SC-4L S boards, connect the second board to the port
labeled B) LS 4-8.

Connect the DID interface unit to the RJ-11 jacks labeled Outside Lines (Trunks) on
the BCP connection panel. Use jacks T1-T4 for 4-line systems and jacks T1-T8 for
8-line systems.

Using phone cable, connect the analog DID trunks from the telephone company to the
DID interface unit.
Connect the DID Interface Unit asfollows:

= Plug aDID trunk from your phone company into the leftmost socket of the
three-hole connector.

m Plug the TeleVantage trunk from the BCP connection panel into the middle socket
of the three-hole connector.

= If you will be using thistrunk for both inbound and outbound calls, and you have a
DID Interface Unit that supportsit, plug a regular analog trunk—not a DID
trunk—into the rightmost socket of the three-hole connector. See the next section
for details.

= Plug the DID Interface Unit into a power outlet using its power connector.
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Refer to the documentation that came with your DID Interface Unit for more
information.

Powear supply

Inbound only
DD trunk Wall power
from CO socked

Trunk to BCP panel
Mon-DI0 trunk from CO (only required for outbound use)

Normally, analog DID trunks handle inbound calls only. However, certain DID interface units
alow you to circumvent this limitation and make outbound calls. These DID interface units
connect one TeleVantage trunk to both a DID trunk and anon-DID trunk. Outbound calls are
routed on the non-DID trunk. In thisway, you can configure the TeleVantage trunk for both
inbound and outbound calls.

Note that with this configuration, acall on either trunk—the DID trunk or the regular analog
trunk—resultsin the TeleVantage trunk being busy. Adding outbound capability increases
traffic on the line. It aso increases the chance that incoming DID calls will be blocked. If you
think you will be receiving many DID calls, you might want to leave your DID trunks as
inbound-only.

Connecting Robbed Bit T1 trunk boards
See “Additional required hardware for T1 service” on page 4-5.

1. Connect the trunk lines from the telephone company to the Channel Switching Unit
(CsU).

2. Using phone cable, connect the CSU directly to the Dialogic T1 trunk board.
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Connecting ISDN PRI T1 trunk boards
See “Additional required hardware for T1 service” on page 4-5.

1. Connect thetrunk linesfrom the telephone company to the Network Termination Unit
(NTU).

2. Using phone cable, connect the NTU directly to the Dialogic ISDN PRI T1 trunk
board.

Connecting ISDN PRI E1 trunk boards
See “Additional required hardware for E1 service” on page 4-7.

1. Connect thetrunk lines from the telephone company to the Network Termination Unit
(NTU).

2. Using phone cable, connect the NTU directly to the Dialogic ISDN PRI E1 trunk
board.

Connecting E1 CAS trunk boards

Connect the E1 CAStrunk linesfrom the telephone company directly into the Dialogic E1 trunk
board.

Connecting ISDN BRI trunk boards
See “Additional required hardware for ISDN BRI service” on page 4-8.

The connection procedure for an ISDN BRI trunk board depends on which board you are using.

To connect BRI/XSC or BRI/x-PCI boards

1. Connect the ISDN BRI trunk lines from the telephone company to the Network
terminal type 1 adapter (NT1).

2. Connect the NT1 to the Diaogic shielded breakout box using the custom shielded
RJ-45 cable specified on page 4-8.
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3. Connect the Dialogic shielded breakout box to the Dialogic BRI board using a
Dialogic SCSI-3 BRI breakout box cable.

Dialogic BRI/BOSC or
BRIME0SC board in
Servar
Custom shiekded RJ45 .
cabile (ses Dialegic Dialogic SCSI-3 BRI r“_—-_-‘
Lina from CO Quick Install card) braakoutl box cable IE'
|
Matwaork lerminal Dialogic Shidded e
mam {N-H] Breakoul Box r -!"'.
a _Rhj
e
o

To connect BRI/2VFD boards

Connect the trunk lines from the telephone company directly to the Dialogic board using a
custom RJ-48 cable, specified in the documentation that comes with the board.

Connecting Internet telephony boards

Do not plug phone lines directly into your DM/IPx Internet telephony board. TeleVantage
supports Internet connections over a network interface only. Connect the built-in Network
Interface Card (NIC) on your DM/IPx board to your office network using a standard network
cable.

When you have connected all of your trunk boards, go to the next section.

Connecting analog station boards
This section describes how to connect MSI/x, DI/SIx, and HDSI/x station boards.

Connecting MSI/x boards
1. Ifthe MS/x board is an ISA board: Usethe 50-pin R}21X cableto connect the board
to the port on the BCP connection panel port labeled MSI Board.

If the MS/x board is a PCI board: Attach the 50-pin RJ-21X cable to the port on the
BCP connection panel port labeled MSI Board. Use the 37-pin D-shell adapter cable
to connect the board to the RJ-21X cable.

Note: To avoid damaging the MSI/x board, do not plug trunk lines from the telephone
company into Station Line jacks S1-S24 on the BCP connection panel.
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2. Connect your phones:

= If you are setting up an analog system: Using phone cables, connect your phones
tothe RJ-11 jacks|abeled Station Lines on the BCP connection panel. Use jacks
S1-S8 for 8-station boards, S1-S16 for 16-station boards, or S1-S24 for 24-station
boards.

Assign your Operator to station S1 and other people who can handle alarge volume
of callsto stations S2-$4. In Watchdog mode, your first 4 analog trunks (T1-T4)
will be routed directly to stations S1-$4 in the event of a power failure.

m If you are setting up a T1, E1, or Internet telephony system: Using phone cables,
connect your phones directly to the M SI/x board.

Connecting HDSI/x boards

HDSI/x boards include an external station interface box (SIB) which provides the analog
interface for station activity.

The SIB sits between the HDSI/x board and the Dialogic Business Communications Platform
(BCP) connection panel or breakout box. All connections are on the back of the SIB:

1. Connect the board to the SIB using the 4 RJ-45 cables. Connect the top port of the
installed board to the left-most port on the back of the SIB, and so forth.

Note: Cables must be connected in the correct order. if not, TeleVantage stations will
be numbered incorrectly. Also, stations may not be detected when you start the
TeleVantage Server. See “TeleVantage Server fails to detect some or all stations on
HDSI/x board” on page D-4.

2. Connect the SIB to the BCP viathe 5 RJ-21X ports on the back of the SIB.
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Connecting the station board power supply

3. Connect the SIB to a power outlet using the 3-prong power connector on the back of
the SIB.

4. Using phone cables, connect your phones to the BCP or breakout box.

Connecting DI/SIx boards

DI/SIx boards are connected to stations viaan external Intel Dialogic DI/SIx station breakout
box, not viaa BCP connection panel.

1. Connect the board to the station breakout box using a 68-pin SCSI-3 cable.
2. Using phone cables, connect your phones to the breakout box.

Perform this step only if you are using M SI/x or DI/SIx station boards.

These boardsrequireaDialogic MSI-GBL Power M odule, which suppliesring voltage and loop
current to the stations, aswell as full availability of all trunks and stations on the BCP
connection panel. Also, if you run TeleVantage in Watchdog mode, the power module ensures
that trunks T1-T4 and stations S1-$4 are available in the event of a power failure. See
“Watchdog mode” on page 2-3 for more information.

To connect the Dialogic MSI-GBL Power Module
1. Connect the joined end of ay-cable to the power module.
2. Attach one branch to the DC power plug on the rear of the MSI/x or DI/SIx board.

3. Attach the other branch to the plug labeled Power Supply on the BCP connection
panel.

Note: Forthe BCP connection panel to get power, both the BCP connection panel and
the PC to which the MSI/x or DI/SIx board is attached must be powered on.

An older configuration requires that you use the M S| board power cable to connect the DC
power plug to the matching power plug labeled MSI Board Power on the BCP connection panel.
A separate cord connects the DC power plug on the power supply to the matching power plug
labeled Power Supply on the BCP connection panel.
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Setting up Watchdog mode

Watchdog mode provides continued, limited telephone function in the event of a power failure
or system crash. See “Watchdog mode” on page 2-3 for more information. Watchdog mode
requires analog phone service and the BCP connection panel.

To configure the BCP connection panel for Watchdog mode

1. Usethedlide switch on the top of the BCP connection panel to set the Mode of
Operation to Watchdog mode.

2. Connect aseria cablefrom the COM port on the PC to the RS-232 Watchdog Signal
port on the BCP connection panel.

The cable transmits a periodic “watchdog” signa from TeleVantage to the BCP
connection panel that lets the system determine if there has been a power failure or a
system crash.

3. Set at least one of the Watchdog Signal Type switches on the BCP connection panel
to the On position. More than one of the switches can be on.

Where to go next

When you have successfully installed Dialogic hardware as described in this chapter, go to
Chapter 9.
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Introduction

TeleVantage runs on Intel Dialogic telephony boards that connect your trunk lines and phones
to the TeleVantage Server. Before installing and configuring the Intel Dialogic drivers as
described in this chapter, install the Dialogic boards in the TeleVantage Server PC. See
Chapter 8 for instructions.

Perform these steps

Use the following checklist as you install and configure the Intel Dialogic drivers on the
TeleVantage Server PC.

= Install Intel Dialogic SR 5.1.1 Drivers.
= Install Intel Dialogic SR 5.1.1 SP1.
m Install Intel Dialogic Driver Updates.
m Configure Dialogic drivers for the trunk board types that you are using:
= ISDNT1PRI
= ISDNEL1PRI
= ISDN BRI
m E1 CAS. Contact your TeleVantage provider for more information.
= Internet telephony
= Configure Robbed Bit T1 signaling, if you are using Robbed Bit T1 trunks.

If you experience problems with the Dialogic drivers after following the instructions in this
chapter, see “ Troubleshooting Intel Dialogic problems” on page D-3.

Important: Do not remove the Drivers CD from the CD drive until you are instructed to do so at
the end of “Installing the Intel Dialogic Driver Updates” on page 9-5. If you remove the Drivers CD
before or during a system restart, the installation may not complete successfully.

Installing the Intel Dialogic software

Important: The Dialogic SR 5.1.1 Drivers, SR 5.1.1 SP1, and Driver Updates setup programs
have been customized for TeleVantage 5, and you must use these programs from the Drivers CD.
If you use Dialogic setup programs from another source, the drivers will not work correctly with
TeleVantage 5.

Note the following special cases:

m Using non-English versions of Windows Server: If you are using a non-English
version of Windows Server, create the directory C. \ Progr am Fi | es beforeinstalling the
Dialogic drivers. Doing this prevents Dialogic error messages during the installation.

m Using Dialogic PClI boards in Windows 2000 systems: Windows 2000 systems detect
but do not recognize Dialogic PCI boards. This behavior, and how to deal with it, are
described in step 2 of “Installing the Intel Dialogic SR 5.1.1 Drivers’ on page 9-3.
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Uninstalling the old drivers

If you are upgrading from a previous version of TeleVantage, you must uninstall the old
Dialogic drivers before installing the SR 5.1.1 drivers. If you have not already done so, see
“Uninstalling the Dialogic drivers’ on page 6-8 for instructions.

Installing the Intel Dialogic SR 5.1.1 Drivers

1. Start the TeleVantage Server PC if it isnot running. Log on as a user with
administrator privileges to the Windows Server on the PC on which the TeleVantage
Server will beinstalled. On aWindows NT system, go to step 3.

2. Windows 2000 systems only: If you are upgrading from a previous version of
TeleVantage and you installed Dialogic PCI boards since the last time you started the
TeleVantage Server, the Found New Hardware wizard startsand promptsyouto instal |
driversfor the unknown PCI devices. This behavior occurs because Windows detects
but does not recognize the new boards.

Click Cancel to close the wizard. Y ou will take steps to eliminate this behavior after
you haveinstalled Diaogic SR 5.1.1, SP1, and the Dialogic Driver Updates.

Important: Do not under any circumstances use the Found New Hardware wizard to
install drivers for Dialogic boards.

3. Insert the TeleVantage Drivers CD. The Driver Setup program starts automatically. 1f
it doesnot start, or if the Drivers CD isaready inserted, start the Driver Setup program
manually by running aut or un. exe from the root directory on the Drivers CD. For
information about the Driver Setup program, see page 6-2.

Artisoft Tele¥antage 5.00 Driver Setup e |

X Click the component you wish to
r’ver e up install. For detailed instructions,
please refer to

Installing TeleVantage

View Readme File

Intel® Dialogic SR 5.1.1 Drivers

Intel® Dialogic SR §.1.1 SP1

Tel tag e® Intel® Dialogic Driver Updates

5 Exit to Desktop

4. Click Intel® Dialogic SR 5.1.1 Drivers, and follow the on-screen instructions.
Installation may take 10 minutes or more.

5. Inthe Setup Complete dialog box, do one of the following:

= |f you do not have E1 CAStrunks, select Yes, | want to restart my computer now.
Click Finish to restart your PC and complete the Dialogic Driversinstallation.

Go to step 6.
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= If you have received supplementary E1 CAS protocol files from Dialogic, select
No, I will restart my computer later. Click Finish. Install the supplementary files
according to theinstructionsincluded with thefiles, or contact Dialogic. When you
are done, restart your PC.

Important: Do not remove the TeleVantage Drivers CD until you are instructed to do
so.

After your PC restarts, log on asthe same user you logged on asin step 1. Installation
continues. When the Setup Complete dialog box opens again, indicating that
installation is complete, click Finish to exit the Driver Setup program.

Important: If the Found New Hardware wizard starts, click Cancel to close the wizard.

Go to the next section.

Installing Intel Dialogic SR 5.1.1 SP1
1.

Log on as a user with administrator privileges to the Windows Server on the PC on
which the TeleVantage Server will be installed .

Stop the Dialogic driversif they are running. See Appendix H, “Using the Intel
Dialogic Configuration Manager” for instructions.

Note: If you just installed the Intel Dialogic SR 5.1.1 Drivers from the TeleVantage
Drivers CD, the drivers are stopped by default.

Insert the TeleVantage Drivers CD if you have not already done so. The Driver Setup
program starts automaticaly. If it does not start, or if the Drivers CD is aready
inserted, start the Driver Setup program manually by running aut or un. exe from the
root directory on the Drivers CD. For information about the Driver Setup program, see

page 6-2.

Artisoft Televantage 5.00 Driver Setup x|

H Click the component you wish to
r’ver e up install. For detailed instructions,
please refer to
Installing TeleVantage

View Readme File

Intel® Dialogic SR 5.1.1 Drivers

Artisaft

Tel tage’
Intel® Dialogic Driver Updates

5 Exit to Desktop

Intel® Dialogic SR 5.1.1 SP1

4. Click Intel® Dialogic SR 5.1.1 SP1, and follow the on-screen instructions.

5.

In the InstallShield Wizard Complete dialog box, click Yes, | want to restart my
computer now. Click Finish to complete SP1 installation.
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6. After your PC restarts, log on as the same user you logged on asin step 1.

Important: If the Dialogic Found New Hardware wizard starts, click Cancel to close
the wizard.

Go to the next section.

Installing the Intel Dialogic Driver Updates
1.

Log on as a user with administrator privileges to the Windows Server on the PC on
which the TeleVantage Server will be installed.

Stop the Dialogic driversif they are running. See Appendix H, “Using the Intel
Dialogic Configuration Manager” for instructions.

Note: If you just installed the Intel Dialogic SR 5.1.1 Drivers or Intel Dialogic SR 5.1.1
SP1 from the TeleVantage Drivers CD, the drivers are stopped by default.

Insert the TeleVantage Drivers CD if you have not already done so. The Driver Setup
program starts automatically. If it does not start, or if the Drivers CD is aready
inserted, start the Driver Setup program manually by running aut or un. exe from the
root directory on the Drivers CD. For information about the Driver Setup program, see

page 6-2.

Artisoft Televantage 5.00 Driver Setup x|

H Click the component you wish to
r’ver e up install. For detailed instructions,
please refer to
Installing TeleVantage

View Readme File

Intel® Dialogic SR 5.1.1 Drivers

Intel® Dialogic SR 5.1.1 SP1

Intel® Dialogic Driver Updates

Exit to Desktop

Click Intel® Dialogic Driver Updates, and follow the on-screen instructions.

In the Setup Complete dialog box, select Yes, | want to restart my computer now,
and then click Finish. Do not remove the TeleVantage Drivers CD yet.

After your PC restarts, log on as the same user you logged on asin step 1. The
installation continues.

Important: If the Found New Hardware wizard starts, click Cancel. To eliminate this
behavior at future Server startups, see “PCI boards not recognized at Server startup”
on page D-9.
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7. When the Setup Complete dialog box opens again, indicating that installationis
complete, click Finish to exit the Driver Setup program. Y ou can now remove the
TeleVantage Drivers CD from the CD drive.

Important: You can recover a substantial amount of disk space after the Intel Dialogic
Driver Updates installation completes by deleting the directory used to back up files.
The default location is C: \ Program Fi | es\ Di al ogi ¢\ SAVE.

Go to the next section.

Configuring the Dialogic drivers

After the Dialogic driversand driver updates areinstalled, you must configure them for usewith
the specific Intel Dialogic telephony boards you are using. Diaogic drivers must be configured
correctly before you can start the TeleVantage Server. Y ou do not need to configure driversfor
MSI/x or DISI/x station boards.

Important: After configuring your boards according to the instructions in this section, write down
all of your non-default configuration settings. If at any time you need to run the Restore Device
Defaults command in the Intel Dialogic Configuration Manager (DCM) in order to fix a Dialogic
problem, you will lose all non-default configuration settings for all boards, and will need to
reconfigure them.

Important: When the TeleVantage Server starts, it automatically starts the Dialogic drivers. Do
not set the Dialogic drivers to autostart in DCM. If the drivers are already running when the
TeleVantage Server starts, the Windows Service Control Manager may experience problems.

Basic board configuration tasks
Basic board configuration consists of the following:

m Assign firmware files to DM3 boards. Y ou are automatically directed to perform this
step if DCM detects any new DM 3 boards (DM/IPx Internet telephony boards, HDSI/x
station boards, or DM/V 2400A conference bridge boards).

m Verify that Dialogic is using a free IRQ and base memory address.

m Set trunk boards to use the clocking signal sent from the telephone company. All
installations should perform this step to ensure that your trunk boards use the clocking
signal sent from the telephone company. Y ou specify a board that is connected to the
telephone company, and that board then supplies signaling to the other boards.

m Configure boards for use outside of North America and Japan. If you are outside
North America and Japan, you must configure your Dialogic boards to use the a-law
audio format.
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1. If youhaveall PCI or all ISA boards, go to the next step.
If you have a combination of ISA and PCI boards, do the following:
= Invokethe BIOS configuration utility for your system.
m Reservealow IRQ (for example, 5) for use by | SA devices.

Note: To determine if a board is an ISA or a PCl board, see the hardware tables in
“Intel Dialogic hardware requirements” on page 3-7.

2. Startthelntel Dialogic Configuration Manager (DCM) if it isnot already running. See
Appendix H, “Using the Intel Dialogic Configuration Manager” for instructions.

If you do not have any DM 3 boards installed (DM/IPx Internet telephony boards,
HDSI/x station boards, or DM/V 2400A conference bridge boards), go to step 3.

Otherwise, the Assign Firmware File dialog box opens.

Assign Firmware File

Chooze a firmware file from the kst on the night

i~ Avalable Firmware

i Board Froperties
Irist il iptk_t1_307_12pcd
e iptk_H1_307_12_debug ped
Locator |0 (224 iptk_t1_307 Debugpcd
ipt_cas 307 pcd
Buz |0 ipt_evi_cas_ 307 pcd
ipt_ewi_isdn_dess 307 pod
Slat |14 ipt_ewi_isdn_Dess 307 pod
ipt_ewi_isdn_dms_307 pcd
Serial |KSO10437 it e isdn ni? N7 ned _ILI
4 »

Firmnweare Description :

DMAP24314 - T1 [ DMAPLINE - T1_NIC . 2 daughterboards , 24 ;l

Ji|

channels |

Refer to the next table to find the firmware file for your board. Select that file in the
Available Firmware list and then click OK. The Assign Firmware File dialog box
opens for each DM 3 board listed in the following table that isinstalled on the

TeleVantage Server:
DM/IP241-1T1-10P iptk_t1_307_12.pcd
DM/IP301-1E1-10P iptk_el_307_12.fcd
DM/IP241-1T1 100BT (PCI) iptk_t1_311.pcd
DM/IP2431A-T1 iptk_t1_307.pcd
DM/IP301-1E1 100BT (PCI) iptk_e1_311.pcd
DM/IP3031A-E1-120 iptk_el_307.pcd
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Board Firmware file

DM/IP481-2T1 100BT (PCI) ipt_2isdn_5ess_311.fc
DM/IP601-2E1 100BT (PCI) ipt_2isdn_5ess_311.fcd
HDSI/x us_hdsi.pcd (US)
DM/V2400A ml9b_pcires.pcd

3. The DCM main dialog box opens and shows all the boards that are detected on the
system.

- Intel Dialogic Configurakil n Manag ]
Fil= Wiew Action Service Help

= =
Al E NP

|®| G| 49| 2]

M DAGISCAS #IDE
- Dislag/HD

.. B D/2405CT1 &ID 1

.M D/2405CT1 &tID 2

EI@ DM3

i .3 DMAPLINK-TI_NICD
EI@ MSI

W5 MSI/SCatID s

5 MS1/SCGlobal 2t 1D 4
B MS1/SCGlobal &t 1D 7

B¢ TDM Bus

i [0 BusD

Systemn Service Status:  Stopped

Important: After installing new telephony boards and restarting the TeleVantage
Server PC, DCM may fail to automatically detect some boards. If a board is not
detected, it does not appear in the DCM main dialog box.

4. Comparethe boards listed in DCM with the boards installed on your system. If any
boards are undetected, see the following sectionsin Appendix D, “ Troubleshooting”,
for information about how to resolve the problem:

m DM3 board. If aDM/IPx Internet telephony board, DI/SIx, or HDSI/x station
board, or DM/V 2400A conference bridge board is not detected, see “Dialogic
Configuration Manager failsto detect a DM3 board” on page D-4.

m D/41ESC analog trunk board. See“DCM failsto detect a D/41ESC board” on
page D-8.

m CTbus boards. If aCTbusboard is not detected, see “Troubleshooting mixed
CTbus board systems” on page D-9.
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5. Verifythat Dialogicisusing afree IRQ and base memory address. The Dialogic driver
installation automatically assignsan IRQ and base memory addressfor the boards, but
in some cases its choices may conflict with an existing IRQ or base memory address
assignment. To do so:

m Click Configured Devices in the main dialog box and then choose Action >
Configure Device.

m Click the System tab.

Intel Dialogic Configuration Manager = Properties: EYICE! 1‘

Misc  Spstem l Telephony Bus] Eot.mhyl Files I Interfacel

| Walue
3 dB000
it 5
154Bus'width 8-bit

Farameter

2l | i3

Edit
Parameter |81 TAddress

Walue |da000 |

| 0K I Eancell é.pplyl Help |

6. TheBLTInterrupt parameter containsthe IRQ assigned to Dialogic. To verify that this
isafree IRQ, do one of the following:

= Windows NT: Click Start > Programs > Administrative Tools > Windows NT
Diagnostics. In the Windows NT Diagnostics dialog box, click the Resources tab.

m Windows 2000: Click Start > Programs > Accessories > System Tools > System
Information. In the System Information dialog box, double-click Hardware
Resources, and then double-click IRQs.

Do one of the following:

= If thelRQ assigned to Dialogicisnot listed, you do not need to changeit. Go to the
next step.

m If the IRQ assigned to Dialogic is listed, make a note of one that is not. Close the
screen. In DCM change the Value of the BLTInterrupt parameter to afree IRQ.
Click OK.

Important: Windows assigns IRQs to PCI boards at startup, so they cannot be
changed in DCM. Any IRQ change you make here will not be applied to PCI boards. If
you have PCI boards, you need to work around existing IRQ assignments.
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7. TheBLTAddress parameter contains the base memory address assigned to Dialogic.
Verify that this base memory address is not being used by another board or program.

Note: If there are other SCSI devices attached to the PC, they probably use the same
base memory address (the default is d8000). It is easier to change the base memory
address for the other devices than to change the address assigned to Dialogic in DCM.

8. Toset your trunk boardsto use the clocking signal sent from the tel ephone company,
in the main DCM dialog box, under TDM Bus, double-click Bus-0.

9. Select the parameter Primary Master FRU (User Defined) and then select a trunk
board from the value drop-down list.

Note: Select a digital trunk board (T1, E1, or BRI) if one is installed, else select an
analog trunk board. Internet telephony boards should not be used.

Intel Dialogic Configuration Manager - Properties for Bus-D

TDM Bus Configuration |

Parameter | Value ;I
Primary Master FRU [User Defined)  D/240PCI-T1 #1 in slo
Primary Master FRU [Resolved) DA240CT-T1 #3in =lc

Derive Primary Clock From [User D... Default

Derive Primary Clock From [Resolv... FrontEnd_1

Secondary Master FRU [User Defi...  Default J
Secondary Master FRU [Resolved]  Motpplicable

Derive Secondary Clock From [Us...  Default

Derive Secondary Clock From [Re...  Mot&pplicable
NIITTF!FF One FRLLI zar Nefinedl Miafault _ILI
4 3

Edit
Parameter Frimary Master FRU [User Defined]

Walue [ /Z40PC1-TT 81 in slot 2/

QK I Eancell applyl Help |

10. Click OK.

11. If you are located in North America or Japan, go to the next section, “Board-specific
configuration tasks’ on page 9-11.

If you arelocated outside North Americaand Japan, you must configure your Dialogic
boards to use the a-law audio format. To do so, in the DCM main dialog box, under
TDM Bus, double click Bus-0.

12. Select Media Type (User Defined) from the list.
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13. Select ALaw from the Value drop-down list. Do not select Automatic.

Intel Dialogic Configuration Manager - Properties for Bus-D

TDM Bus Configuration l

Parameter | Walue ﬂ
Media Type [User Defined) Alaw
Media Type [Resolved] MuLaw J

Group One Clock Rate (User Defin...  Default
Group One Clock Rate [Resolved]  Motpplicable
Group Two Clock Rate [User Defin...  Default
Group Two Clock Rate [Resolved]  Mot&pplicable
Group Three Clock Rate [User Def... Default

Group Three Clock Rate [Resolved] Motpplicable
Groun Fraor Clack Bate [ leer Nefin - Nefanl i
1 r »

Edit
Parameter  [Media Type [Uzer Defined]

Walue

QK | Eancel| Qpply| Help |

14. Click OK.

Note: During the TeleVantage Server installation, which is described in Chapter 11,
you will choose your voice files format and your country. For more information see
Administering TeleVantage.

Go to the next section.

Board-specific configuration tasks

Depending on the boardsin your system or your location, you may need to perform one or more
of the following additional tasks. See the referenced pages for details.

Board Task

All DM3 boards Verify logical IDs. See page 9-12.
All ISA boards Set ISA Bus Width. See page 9-14.
Analog trunk boards Configure for best audio quality when See page 9-15.
forwarding calls.
ISDN PRI T1 or E1 trunk Specify the ISDN protocol you are using. See page 9-16.
boards
Configure Calling Name Identification. See page 9-17.

Enable Information Element (IE) based audio  See page 9-17.
connection.
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Board Task

Configure delivery of overlapped DNIS digits.  See page 9-17.

Configure for extended superframe service. See page 9-19.

ISDN BRI trunk boards  Enable Information Element (IE) based audio  See page 9-18.
connection.

Configure delivery of overlapped DNIS digits. See page 9-18.

Change the bearer channel protocol to uLaw  See page 9-18.
(North America and Japan only).

Use Point-to-Point protocol. See page 9-18.
E1 CAS trunk boards If you plan to use E1 CAS trunk boards,

contact your TeleVantage provider.
Robbed Bit T1 boards Configure for extended superframe service. See page 9-19.
Internet telephony Specify IP address, subnet mask, and See page 9-20.
boards gateway IP address.

When you have configured your boards and performed any additional required configuration
tasks, go to “ Test-starting the Dialogic drivers’ on page 9-21.

Verifying logical IDs for DM3 boards
Perform this step only if you are using any of the following boards:
= DM/IPx Internet telephony boards
m DI/SIx or HDSI/x station boards
= DM/V2400A conference bridge board

Logical IDs control the order of DM3 boards. If logical 1Ds are not ordered correctly,
TeleVantage station and trunk numbers will not be correct. Y ou should perform this step
whenever you add, move, or remove a DM3 board.

Note: DM3 boards cannot be moved or changed in a single operation. This restriction applies
whether you are moving a board to a different slot, removing one board and installing another, or
swapping a board for another of the same type. If you experience problems with DM3 boards after
moving or changing them, see “Dialogic drivers may not start after moving or changing a Dialogic
DM3 telephony board” on page D-10.
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To verify logical IDs

1. Startthelntel Dialogic Configuration Manager (DCM) if it isnot aready running. See
Appendix H, “Using the Intel Dialogic Configuration Manager” for instructions.

2. Inthe DCM main dialog box, double-click the first board listed under the heading
DM3. The Properties dialog box opens.

Note: If a DM3 board is not listed, it was not detected by DCM. See “Dialogic
Configuration Manager fails to detect a DM3 board” on page D-4.

3. For Internet telephony boards, click the System tab; for all other DM 3 boards, click
the Physical tab.

4. Make anote of the LogicallD parameter for the board.

Intel Dialogic Configuration Manager’= Pmperliﬁ

Misc  Spstem l Logical] Diriver ] \u"ersiun] Networkl TOM Bus Eonfigurationl

Farameter | Walue -
PcilD 226

PeiSlotNumber 18

PeiBusMumber 0

InstanceMumber o ==
Logicall D 0

Inf¥ector 163

IRGLewel 18

FLxlength 256
Pl %A Ak =1 RN ha
| F »

E dit

Parameter |Logica||D

W alue |g LI

| 0K I Eancell é.pplyl Help |

Repeat for the other DM 3 boards.

Logical IDs should match the order of the boards in the DCM main dialog box (for
example, 0, 1, 2, 3). If they are out of order (for example, 1, 0, 2, 3) change the
LogicallD parameter for the affected boards to reorder them. To do so, in the
Properties dialog box, select the LogicallD parameter, and then select the correct
logical ID from the Value drop-down list. Click OK to save your changes.

If you have ISA boards, go to the next section. Otherwise, configure your trunk boards as
described in the table on page 9-11.
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Configuring ISA boards
Perform thisstep if you have one or more 1 SA trunk or station boardsinstalled. Because settings
are shared acrossall 1SA boards, you only need to make the following changesonce. Thevalues
you select are applied to all I SA trunk and station boards.

1.

Start the Intel Dialogic Configuration Manager (DCM) if itisnot already running. See
Appendix H, “Using the Intel Dialogic Configuration Manager” for instructions.

In the DCM main dialog box, double-click the first ISA trunk or station board if you
have one.

Note: To determine if a board is an ISA or a PCl board, see the hardware tables in
“Intel Dialogic hardware requirements” on page 3-7.

The Properties dialog box opens.

On the System tab, select the ISABusWidth parameter and then select one of the
following from the Value drop-down list:

m Select 16-bit if all of your |SA boardsare 16-bit boards. Y ou can recognize a 16-bit
I SA board because the edge connector hasagapin it.

m Select 8-bit if al of your |SA boards are 8-bit boards, or if you have amix of 8-bit
and 16-hit boards. When you have a mix of 1SA boards, al the boards must run at
the slower rate.

Y ou can recognize an 8-bit | SA board because the edge connector does not have a
gap init, and is shorter than the edge connector on the 16-bit board.

Intel Dialogic Configuration Manager’= Pmperliﬁ

Misc  Spstem l Logical] Diriver ] \u"ersiun] Networkl TOM Bus Eonfigurationl

Farameter | Walue -
PcilD 226

PeiSlotNumber 18

PeiBusMumber 0

InstanceMumber 0 ==
Logicall D 0

Inf¥ector 163

IRGLewel 18

FLxlength 256
Pl %A Ak =1 RN ha
| F »

E dit

Parameter |Logica||D

W alue |g LI

| 0K I Eancell é.pplyl Help |
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4. Click OK to save your changes.

Use the following sections to configure your trunk boards. When you are done, go to
“Test-starting the Dialogic drivers’ on page 9-21.

Configuring analog trunk boards

To get the best audio quality when forwarding calls over analog trunks, set the Receive Gain
setting as described in this section.

1. Startthelntel Dialogic Configuration Manager (DCM) if it isnot aready running. See
Appendix H, “Using the Intel Dialogic Configuration Manager” for instructions.

2. Inthe DCM main dialog box, double-click thefirst analog trunk board. The Properties
dialog box opens.

Note: If a E/41ESC board is not listed, it was not detected by DCM. See “DCM fails to
detect a D/41ESC board” on page D-8

Click the Country tab.
Select the Receive Gain parameter.
Choose RXGAIN_P1 from the Value drop-down list.

Intel Dialogic Configuration Manager - Propetties )/ 1605081 =]

System] Mizc ] TDM Bus Configuration  Country | Files I

Farameter | Walue

Country United States

Feceive Gain RHGAIN_P1

Frequency Resolution FREQRES_HIGH

Dial Pulse Detection DPD_MOME

4] | i

E dit

Parameter  [Receive Gain

W alue

| 0K I Eancell Qpplyl Help |

6. Click OK.
7. Repeat for each additional analog trunk board.

After you have configured all your analog trunk boards, configure other types of trunk boardsif
you have them. When you are done, go to “ Test-starting the Dialogic drivers’ on page 9-21.
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Configuring ISDN PRI T1 and ISDN PRI E1 trunk boards
For each ISDN PRI T1and ISDN PRI E1 trunk board in your system, set the protocol to be used.

1. Startthelntel Dialogic Configuration Manager (DCM) if it isnot already running. See
Appendix H, “Using the Intel Dialogic Configuration Manager” for instructions.

In the DCM main dialog box, double-click the first ISDN trunk board.
Click the Interface tab.
Select the board type from the list displayed.

a > LD

Set the Value field to the appropriate protocol for the type of board, trunk, and ISDN
protocol you are using. Find the appropriate entry from your carrier. For example,
ISDN PRI T1 boardsin the United States are usually set to Ni2. ISDN PRI E1 boards
in Europe are usually set to CTRA4.

Intel Dialogic Configuration Manager’= Pmperliﬁ f24080= 1‘

TDM Bus Configuration ] Country | Filez I
Spztem Telephony Bus: Interface | Mizc

Farameter | Walue
I1SDMPratocol M2

2l | ]

Edit
Parameter [ISOMNProtocal

W alue ,@ LI

| 1] I Eancell Qpplyl Help |

6. Click OK.
7. Repeat for each additional ISDN trunk board.

If you experience problemswith your ISDN PRI trunk boards after following the instructionsin
this section, see “ Troubleshooting ISDN PRI TI/E1 problems’ on page D-14.

For information about modifying protocols for ISDN PRI trunk boards, see Appendix B.
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Configuring Calling Name Identification

Depending on your ISDN PRI provider, Calling Name I dentification is delivered in an
Information Element (1E) either when the incoming call is offered (in the SETUP message) or
on asubsequent FACILITY message.

When you order Calling Name Identification, request the following information from your
provider:

m Message in which the calling name is delivered

= |Einwhich the caling nameis delivered

= Offset within the |E where the calling name field begins
= Length of the calling name field

Thisinformationiscontrolled viaTeleVantage registry valueswhich you set for each ISDN PRI
trunk board in your system. See “ Configuring Calling Name Identification on PRI boards’ in
Appendix A of Administering TeleVantage for details.

Enabling IE-based audio connection

OnISDN PRI trunks, audio connection isbased on Information Elements (1Es) that accompany
Progress messages.

m When thisfeature is turned off, TeleVantage connects audio on all ISDN PRI calls
regardless of Progress | Es.

= When turned on, TeleVantage connectsaudio on al ISDN PRI callsonly with the IEs 1
and 8 on PROCEEDING, SETUP_JACK, and ALERTING.

Thisfeature (turned off by default) is controlled via the TeleVantage registry value
Handl ePr ogr ess! nd, which you set for each ISDN PRI trunk board in your system. See“E1 and
T1 board settings” in Appendix A of Administering TeleVantage for details.

Configuring TeleVantage for delivery of overlapped DNIS digits

Normally, DNIS digits are delivered completely on the SETUP message. Some European
switches deliver DNIS digits one at atime after the SETUP message (overlapped digits).

By default TeleVantage is configured for complete delivery of DNIS digits on the SETUP
message. DNISdigit delivery iscontrolled viathe TeleVantageregistry valuesOver | appedDNI S
and DNI SWai t Ti me, which you set for each ISDN PRI trunk board in your system. See“E1 and
T1 board settings” in Appendix A of Administering TeleVantage for details.

After you have configured all your ISDN PRI trunk boards, configure other types of trunk
boardsif you have them. When you are done, go to “ Test-starting the Dialogic drivers’ on
page 9-21.
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Configuring ISDN BRI trunk boards

Enabling IE-based audio connection

OnISDN BRI trunks, audio connection is based on Information Elements (1Es) that accompany
Progress messages.

= When thisfeature isturned off, TeleVantage connects audio on al ISDN BRI calls
regardless of Progress | Es.

= When turned on, TeleVantage connectsaudio on al ISDN BRI callsonly withthe IEs 1
and 8 on PROCEEDING, SETUP_JACK, and ALERTING.

Thisfeature (turned off by default) is controlled viaa TeleVantage registry value,
Handl ePr ogr ess! D. Add this setting for each ISDN BRI board in your system. See “BRI board
settings’ in Appendix A of Administering TeleVantage for details.

Configuring TeleVantage for delivery of overlapped DNIS digits

Normally, DNIS digits are delivered completely on the SETUP message. Some European
switches deliver DNIS digits one at atime after the SETUP message (overlapped digits).

By default TeleVantage is configured for complete delivery of DNIS digits on the SETUP
message. DNISdigit delivery iscontrolled viathe TeleVantageregistry valuesOver | appedDNI S
and DNI SWai t Ti me. Add these settingsfor each ISDN BRI trunk board in your system. See“BRI
board settings’ in Appendix A of Administering TeleVantage for details.

Changing bearer channel protocol to uLaw

By default, the protocol used on the 2 bearer channelsis alaw, the standard for Europe. If you
areusing I SDN BRI trunksin North Americaor Japan, you need to change the protocol to uLaw.
See page B-4 for information on how to change ISDN span parameters using the TeleV antage
Administrator.

Using Point-to-Point protocol

By default TeleVantage is configured to use Multipoint protocol with ISDN BRI boards.
Protocol choiceiscontrolled by a TeleVantage registry value and the firmware file associated
with the BRI board.

To use Point-to-Point protocol, add the TeleV antage registry value Poi nt ToPoi nt for each
ISDN BRI trunk board. See “BRI board settings” in Appendix A of Administering TeleVantage
for details.

Also, perform the following procedure for each BRI board:

1. StoptheDiaogic driversif they are running. See Appendix H, “Using the Intel
Dialogic Configuration Manager” for instructions.

2. Double-click the board in the DCM main dialog box.
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5.

On the Misc tab, select the Firmware parameter. In the Value text box, enter

Bripp.fw.

On the Telephony Bus tab, make sure that the PCMEncoding parameter is set to

ALAW.
Click OK.

After you have configured all your ISDN BRI trunk boards, configure other types of trunk
boardsif you have them. When you are done, go to “ Test-starting the Dialogic drivers’ on
page 9-21.

Configuring T1 trunk boards for extended superframe service

If you areusing a T1 service with aframing type of extended superframe (Robbed Bit T1 using
B8ZS/ESF or ISDN PRI T1), perform the following procedure for each T1 trunk board in your

system.
Note: You do not need to perform this step if you have Robbed Bit T1 using AMI/SF.

1.

a > w0

Start the Intel Dialogic Configuration Manager (DCM) if itisnot already running. See
Appendix H, “Using the Intel Dialogic Configuration Manager” for instructions.

In the DCM main dialog box, double-click the first T1 trunk board.

Click the Misc tab.

Select the ParameterFile parameter.

Inthe Value field, enter Spandti. prm

Intel Dialogic Configuration Manager’= Pmperliﬁ

TDM Bus Configuration ]

Country I Filez

Spztem Telephony Bus: I Interface Mizc
Farameter | Walue Al
FarameterFile Spandti.prm
EC_Resource
T5FFileSuppart Mo
DisconnectTone Mo
SenalMumber CZ015883
Adminiztrative Status Stopped
Operational Status Ok
Physical State In_System_Locked =
4 | o

E dit
Parameter |ParameterFiIe
W alue |Spandti.prm LI

| 1] I Eancell Qpplyl

Help |
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6. Click OK.
Repeat for each additional T1 trunk board

8. InWindows Explorer, navigate to Program Fi | es\ Di al ogi ¢\ Dat a\ Spandti . prm
Open the file in Notepad.

9. Edit thefile by adding the following lines:
0014 01; ESF framng
0020 01; B8ZS
10. Save and closethefile.
After you have configured all your T1 trunk boards for extended superframe service, configure

other types of trunk boards if you have them. When you are done, go to “ Test-starting the
Dialogic drivers’ on page 9-21.

Configuring Internet telephony boards
For each DM/IPx board, perform the following procedure:

1. Startthelntel Dialogic Configuration Manager (DCM) if it isnot aready running. See
Appendix H, “Using the Intel Dialogic Configuration Manager” for instructions.

In the DCM main dialog box, double-click the first | P telephony board.
Click the Network tab.

Complete the following required fields. See your network or system administrator for
the values to enter, or run the Windows | P Configuration utility to display the
information. To do so, click Start > Programs > Accessories > Command Prompt,
and then run the command i pconfi g. exe.

m For IPAddress, enter the |P address of the network interface card (NIC) that is
attached to the Internet telephony board.

m SubnetMask defaultsto 0.0.0.0. It is not usually necessary to change the default.
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m For GatewayIPAddress, enter thelPaddressof your router. Ini pconfi g, thisvalue
islabeled Default Gateway.

Intel Dialogic Configuration Manager = Properties: DM/IBLINK 1‘

Mizz ] System] Logical] Diriver ] Version MNetwork | TOM Bus Eonfigurationl

Farameter | Walue

IPaddress 207.79.14.34
Subnethdask 0.0.00

TargetMame target

HostM ame host

Uszertame user

GatewaylPAddress 27781486

4] | i

Edit
Parameter |5 atewanl PAddiess

W alue

| 0K I Eancell Qpplyl Help |

5. Click OK.
6. Repeat for each additional 1P telephony board.
After you have configured all your Internet telephony boards, configure other types of trunk

boardsif you have them. When you are done, go to “ Test-starting the Dialogic drivers’ on
page 9-21.

Test-starting the Dialogic drivers

1. Startthelntel Dialogic Configuration Manager (DCM) if it isnot already running, and
then start the Dialogic drivers. See Appendix H, “Using the Intel Dialogic
Configuration Manager” for instructions.

The System Service Status displayed at the bottom of the DCM main dialog box
changesto “Running” after the drivers have started.

Important: In some cases, especially with Internet telephony boards, the drivers can
take several minutes to start. After five minutes, a dialog box may open and indicate that
the drivers have not yet started. Click Continue to continue the startup procedure.
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If you encounter a problem, see the following troubl eshooting topics:
= “Diaogic drivers do not start” on page D-3
= “Troubleshooting mixed CTbus board systems” on page D-9

= “Diaogic Servicefailsto start when a PCI board isinstalled in a PC with the
Phoenix BIOS” on page D-10

= “Diaogicdriversmay not start after moving or changing aDial ogic DM 3 tel ephony
board” on page D-10

= “‘Error 5aa or ‘PEB/SCBUS cable missing’ message when starting Dialogic
drivers’ on page D-11

m “All phones ring when Dialogic drivers are started” on page D-11
2. When you have finished testing the Dialogic drivers, stop the Dialogic drivers. See
Appendix H, “Using the Intel Dialogic Configuration Manager” for instructions.
If you experience problems starting the Dialogic drivers after following the instructionsin this
chapter, see “Troubleshooting Intel Dialogic problems’ on page D-3.

To configure an ISDN or Robbed Bit T1 line, continue with the following sections. Otherwise,
go to Chapter 10.

Configuring an ISDN line

If you havean ISDN line, verify that it isworking correctly before you proceed to the rest of the
TeleVantage installation. See Appendix B, “Configuring ISDN Parameters’ for details. When
you are done, go to Chapter 10.

Configuring Robbed Bit T1 Signaling

If you have aRobbed Bit T1 line, you must verify that your T1 board is configured properly. Do
not proceed to the rest of the TeleVantage installation until you have checked your T1 board.
Although it is possible to configure your T1 line after you have installed TeleVantage, doing it
now ensures that TeleVantage can use your T1 line correctly as soon asit isinstalled.

Note: This section is for Robbed Bit T1 installations only. If you have an ISDN T1 connection,
you do not need to configure your board, and you can go directly to Chapter 10.

If you experience problemswith your Robbed-Bit T1 line after following theinstructionsin this
chapter, see “ Troubleshooting Robbed Bit T1 problems” on page D-13.
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About Robbed Bit T1 signaling

Robbed Bit T1 signaling replaces the least significant bitsin specific locationsin the T1
transmission with signaling information, such aswhether the caller’'slineis on-hook or off-hook.
The specific locations that contain signaling information are called A-bits, B-bits, C-bits, and
D-bits. Robbed Bit T1 suppliers use different patterns of bit values to signal various events,
including the following:

The signaling information is contained in A, B, C and D bits where each bit can be set High or
Low Robbed Bit T1 suppliers use different patterns of these bit valuesto signal various events,
including the following

= Incoming call

= Linedrop

= Inbound pickup (answering an inbound call)

= Outbound pickup (seizing the line to make an outbound call)
m Disconnect

m Digit collection (capturing DID/DNIS or ANI information about an incoming call)

Check with your carrier to find out the precise patterns used to signal these events.

The method you use to configure Robbed Bit T1 signaling depends on how your carrier signals
events:

m If your carrier usesonly A and B bitsfor T1 Robbed Bit signaling, you can use the
TeleVantage Robbed Bit T1 Experimenter to test the line, manually change bit settings,
or import signaling templates via the TeleVantage Administrator.

m If you carrier uses C and D bitsfor Robbed Bit signaling, you must configure the C and
D bitsmanually using the TeleVantage Administrator. See“ Configuring Robbed Bit T1
signaling manually” on page 9-28.

Note: Most carriers who use C and D bits can optionally set up their system to use only
A and B bits, so that you can still use the Robbed Bit T1 Experimenter.

Installing the Robbed Bit T1 Experimenter

Install the Robbed Bit T1 Experimenter on the TeleV antage Server PC by running the following
file on the TeleVantage Master CD:

\server\rbt1. exe

Follow the on-screen instructions to compl ete the installation. Restart your PC when you are
prompted to do so.
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Using the Robbed Bit T1 Experimenter

Use the Robbed Bit T1 Experimenter to configure event signaling correctly in TeleVantage if
your carrier only uses A and B bits for Robbed Bit signalling. If your carrier uses C and D bits,
you must configure signaling manually, according to the instructions on page 9-28.

The Robbed Bit T1 Experimenter dialog box explains exactly how to ask your carrier for this
information for each event, for example:

= “What are A and B bits set to when | receive an incoming call?’

m “What do | have to set the A and B bitsto in order to seize the line when | detect an
incoming call?’

= “What isthe setting of the line's A and B bitswhen thelineisidle?’

Your carrier will aso provide other information based on the services you ordered on the
Robbed Bit T1 line, including the following:

m Whether thedigit signaling is Dual Tone Multi-Frequency (DTMF) or Multi-Frequency
(MF)

m What signal to send the central office to indicate TeleVantage isready to receive the
digit string (thisis usually awink)

m The Transmit and Receive Wink definition

m Theformat of theincoming ANI/DID/DNIS string

The default values that appear in the Experimenter are the E& M supervisory signaling
protocols. If your Robbed Bit T1 line supportsasupervisory signaling protocol other than E& M,
you might need to modify events using information provided by your carrier. If you ordered
ANI/DID/DNIS services on your Robbed Bit T1 line, you must customize the event signaling
for digit collection.
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To use the Robbed Bit T1 Experimenter
1. Makesurethe Dialogic drivers are started.

2. Start the Robbed Bit T1 Experimenter by choosing Start > Programs > Artisoft
TeleVantage > TeleVantage Robbed Bit T1 Experimenter.

7 TeleVantage Robbed Bit T1 Experimenter

File  Options  Help

B | e 0 timeslots of T1 board #1 and MS stations 1-0
= Transmit Wink Definion——————————— Tinesot | Recoved Bit: IRCHRT U
1 ALEL o, ]
wink definiior:  [Toggle B 2 ALBL ALBL
Wil [T ) T
5 ALBL ALBL
 Digit Collection A ALBL ALBL
Send/Recsive dgt s [DTME = ; i::gt i::gt
Collection Seguence 3 BLEL BLEL
et 10 ANl digits N FlazE A Update
Get 1 fllr g
Get 4 DID digits
v - Logging o oebedBITERE: |

Gathering svents from registiy -

Add.. | Edt. | Dekte Default configuration loaded for Digi Collection 2l
How analyzing board number 1

1 Boards detected

L o i e e |ifializing tineslots snd MS1 cartrel
o

™ Send wink after receiving digits

Fath... Clear Log

Note: The Robbed Bit T1 Experimenter starts only if you have a T1 trunk board and
an MSI board installed on your PC.

3. If you have more than one T1 board installed in your PC, select which board to
configure. Click Options > Analyze Board > Board n, where n is the number of the
board you want to configure. The T1 Board with the lowest D number is selected by
default.

4. Click File > Load Template. If you have aloca T1 trunk, select locall.dst. If you
have along-distance T1 trunk, select longdistance.dst.

The template loads configuration information that will be valid in most cases.

5. Onthe Basic tab, make sure the wink definition described under Transmit wink
definition matches the wink definition of your T1 carrier. Most carrierstoggle the A
and B bitsfor awink, and most use awink length in the 150-400 ms range.

6. Under Send/receive digit type, choose DTMF or MF, depending on thetype of digits
your carrier uses.
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10.

Under Collection Sequence, make sure your digit collection setting matches the
sequence in which your carrier sends DID and ANI datato begin acall. Define the
sequence by adding Retrieve Digits actions of the appropriate type, either DID, ANI,
or Filler, to match how your carrier sendsthe data. Click Add to choose each Retrieve
Digits action in the Digit Collection - Action dialog box.

™ Digit Collection - Action

Select the action to perform

Actions Digit type: | AMI h

Digi length: (& Exactly [@ | digits
= Wariable, up ta the first I" digit

Ok I Lancel | Help |

For example, if your carrier sends datain the format * AAAAAAAAAA* DDDD (where A
isan ANI digit and D isaDID digit), you can add Retrieve Digits actionsin any of
the following sequences:

m Exactly 1 filler digit

m Exactly 10 ANI digits

m Exactly 1 filler digit

= Exactly 4 DID digits

= Exactly onefiller digit

= Variable ANI digitsup to *

m Exactly 4 DID digits

Click OK to add the new action to the digit collection sequence. From the Basic tab

you can aso delete actions, or edit existing ones by clicking the appropriate button.
Use the arrow buttons to move an action up or down in the list.

Complete the digit collection definition by checking Send wink before collection
digits or Send wink after collection digits according to the specifications of your
carrier.

Try to place and receive a call (see “Placing and receiving test phone calls’ on
page 9-30). If the calls succeed, your T1lineisset up correctly, and you can go to step
12.

If the callsfail, go to step 10.

Make sure that all call events are defined to match your carrier's usage by using the
following instructions:
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Click the Advanced tab. From the Actions for list, select each event in turn, ask your
carrier how it defines that event, and check that the definition is entered exactly asit
needs it to be entered. If an event does not match the definition used by your carrier,
redefine the actions that make up the event. To define an action, click Add to open the
Action dialog box, and then select one of the choices under Actions:

= Wait for bit state. In this action, TeleVantage waits to receive bits sent by the
carrier. Select the Bit state (pattern of bitsto be sent by the carrier), and then enter
the Timeout in milliseconds.

m Send bit state. In thisaction, TeleVantage sends bits to the carrier. Select the Bit
state that TeleVantage will send to the carrier.

m Pause. In thisaction, TeleVantage waits for a specific number of milliseconds.
Enter the Timeout in milliseconds.

m Retrieve digits. Inthisaction, TeleVantage retrieves ANI, DID/DNIS, or filler
digits sent by the carrier. This action is a duplicate of the action on the Basic tab.
See step 7 on page 9-26 for more information.

Click OK to save the action. From the Advanced tab you can also del ete actions or edit
existing ones by clicking the appropriate buttons. Use the arrow buttons to move an
action up or down in thelist.

11. Try to place and receive acall (see“Placing and receiving test phone calls’ on
page 9-30). If the callssucceed, your T1 trunk isset up correctly, and you go to step 12.

If the calls till fail, use the custom option to test sending and receiving individual bit
states. See“ Testing individual bit stateswith the custom actions option” on page 9-30.

12. When your T1 lineis configured correctly, choose File > Apply to TeleVantage
Server. Doing this saves the Robbed Bit T1 Experimenter's configuration datafor the
specified board to the Windows registry in the format that TeleVantage requires,
which ensures that the TeleVantage Server can use your T1 trunk.

13. If the board you just configured is the only T1 board, save the file as a template that
you can use in the event that it needs to be reloaded, by choosing File > Save
Template. Close the Robbed Bit T1 Experimenter by choosing File > Exit.

14. If you have multiple T1 boards, go to the next section.
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Using a template to configure additional Robbed Bit T1 boards

If you have more than one T1 board, you can apply the correct settings from the first board to
the others by saving the settings as a template, and then loading them for the other boards, as
follows:

1. With the settings for the first board showing in the Robbed Bit T1 Experimenter,
chooseFile > Save Template. Choose anew name for the template, so that you do not
overwrite the original TeleVantage file.

2. Select another of your T1 boards, and then click Options > Analyze Board > Board
n, where nisthe ID number of the board you want to configure.

Choose File > Load Template. Select the template you just saved.
With the template loaded, choose File > Apply to TeleVantage Server.
Repeat steps 2-4 for any other T1 boards in your system.

I e

Close the Robbed Bit T1 Experimenter by choosing File > Exit.

When you are done, go to “Placing and receiving test phone calls” on page 9-30.

Configuring Robbed Bit T1 signaling manually

If your carrier uses C and D bitsfor Robbed Bit signalling, you must configure the C and D bits
manually.

Note: See Administering TeleVantage for information on adding a Robbed Bit T1 span.

1. Inthe TeleVantage Administrator, edit the Robbed Bit T1 span in the Trunks view.

2. Click the Signaling tab. Make sure that al call events are defined to match your
carrier's usage. Double-click each event in turn to open it in the Definition dialog box.

3. Askyour carrier how it defines each event, and check that the definition is entered
exactly asit needsit to be entered. If an event does not match the definition used by
your carrier, redefinethe actionsthat make up the event. If an actionisundefined, click
Add. Todefinean action, click Edit to open the Action dialog box, and then select one
of the choices under Actions:

m Wait for bit state. In this action, TeleVantage waits to receive bits sent by the
carrier. Select theBit signal (pattern of bitsto be sent by the carrier), and then enter
the Timeout in milliseconds.

= Send bit state. In thisaction, TeleVantage sends bits to the carrier. Select the Bit
signal that TeleVantage will send to the carrier.

m Pause. In thisaction, TeleVantage waits for a specific number of milliseconds.
Enter the Timeout in milliseconds.
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m Retrieve digits. Inthisaction, TeleVantage retrieves ANI, DID/DNIS, or filler
digits sent by the carrier. Make sure your digit collection setting matches the
sequence in which your carrier sends DID and ANI datato begin acall. Define the
sequence by adding Retrieve Digits actionsof the appropriatetype, either DID, ANI,
or Filler, to match how your carrier sends the data. Click Add to choose each
Retrieve Digits action in the Digit Collection - Action dialog box.

Digit collection - Action

— Select the action to perform

Actions:

“wiait for bit state Digit type: — [aMI -
Send bit state

Pause i G -
Betieve digits Digit length: = Exactly [7 digits

= Wariable, up ta the first I" digit

QK I Cancel | Help |

For example, if your carrier sends datain the format * AAAAAAAAAA* DDDD (where
Aisan ANI digit and D isaDID digit), add the following Retrieve Digits actions:

Exactly 1filler digit
Exactly 10 ANI digits
Exactly 1filler digit
Exactly 4 DID digits
Exactly onefiller digit
Variable ANI digitsup to *
Exactly 4 DID digits

Click OK to add each new action to the digit collection sequence. From the Digit
Callection - Definition dial og box, you can also del ete actions, or edit existing ones
by clicking the appropriate button. Use the arrow buttons to move an action up or
downin thelist.

4. Click OK to save your changes until you return to the Trunks view.

Go to the next section.
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Placing and receiving test phone calls

To determine the correct configuration for your T1 line, you must place and receive test phone
cals. Your T1 carrier can give you a number to call.

To place a call

1.
2.
3.

On the Advanced tab, set Actions for to Outbound pickup.
Click Place Call.

In the Place Call dialog box, enter the phone number to dial and the timeslot to use for
thecall.

Click OK to place the call.
To end the call, click Hangup.

No audio connection is made, but the Logging dialog box tells you whether the call was made
successfully.

To receive a call

1.

3.

When theincoming call arrives, you will know it by the Logging dialog box, and also
by the Place Call button, which changesto Inbound Pickup.

To pick up the call, click Inbound Pickup.
To end the call, click Hangup.

Testing individual bit states with the custom actions option

Transmitting custom actions between you and your T1 carrier isapowerful troubleshooting
tool. Use this tool while you are on the phone with your carrier to make sure that it isreceiving
what you send, and that you are receiving what it sends. If any problems arise, you can solve
them by redefining the actions.

To transmit custom actions

1.

Click Options > Set Custom Timeslot. Enter thetimeslot to usefor sending outbound
custom actions, and then click OK.

Uncheck Options > Respond to Events. Doing this ensures that events sent by your
carrier will be used only for testing and will not be interpreted by the system as an
actual incoming call.

On the Advanced tab, select Custom from the Actions for drop-down list.
Click Add.
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5. Inthe Action dialog box, select the action and bit state you have agreed with your
carrier to test.

Examples: To send awink, select Send bit state from the Actions list, and then select
Wink from the Bit State drop-down list. Toreceivean“A high B high” state fromyour
carrier, select Wait for bit state from the Actions list, and then select A high B high
from the Bit State drop-down list.

6. Click OK to add the action to the Actions for list.

Click Execute to execute the command. If the command isto send an action, the action
issent. If thecommand isto receive an action, the Robbed Bit T1 Experimenter stands
by to receiveit. The results of the transmission appear in the Logging dialog box.

Where to go next

When you have successfully installed and configured the Dialogic drivers as described in this
chapter, go to Chapter 10.
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Introduction

TeleVantage requires a database server to manage and access the TeleV antage database, which
isthe repository for both the current system configuration and historical Call Log information.

Database server options

TeleVantage supportsthree database servers, Microsoft SQL Server 7.0, Microsoft SQL Server
2000, and Microsoft Data Engine (M SDE), which is a SQL Server-compatible data engine
included on the TeleVantage CD. The database server you should use depends on the type of
installation you are performing:

m Upgrading from TeleVantage version 3.0 or higher. You can continue to use
Microsoft SQL Server 7.0 as your database server.

m Toinstall SQL Server Service Pack 4 (optiona with TeleVantage), go to page 10-4.
= If you do not plantoinstall SP4, go to Chapter 11.
m Upgrading from TeleVantage version 2.1. You must install MSDE from the
TeleVantage Master CD. Go “Upgrading from TeleVantage 2.1” on page 10-2.

m Installing this version of TeleVantage for the first time. You should install MSDE
fromthe TeleVantage Master CD, or install your own copy of SQL Server 2000 or SQL
Server 7.0, asdescribed in “ TeleVantage database server requirements’ on page 3-7. To
install MSDE, goto “Installing MSDE from the TeleVantage Master CD” on page 10-2.

If MSDE is already installed on your PC:
= Toinstall SQL Server Service Pack 4 (optional with TeleVantage), go to page 10-4.
= If youdo not plantoinstall SP4, go to Chapter 11.

Upgrading from TeleVantage 2.1

When you upgrade TeleVantage 2.1, verify that the TeleVantage Server is not set to autostart
before you begin installing the database server.

To turn off autostart
1. Choose Start > Settings > Control Panel > Services.

2. Select Televantage Service, click Startup, and select Manual.

Go to the section, “Installing M SDE from the TeleVantage Master CD” on page 10-2.

Installing MSDE from the TeleVantage Master CD

Important: The database server installation has been customized for TeleVantage. You must
install the database server using the Master Setup program on the TeleVantage Master CD, as
described in the next procedure.
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To install MSDE from the TeleVantage Master CD

1.

Insert the TeleVantage Master CD if you have not already done so. The Master Setup
program starts automaticaly. If it does not start, or if the Master CD is already

inserted, start the Master Setup program manually by running aut or un. exe from the
root directory onthe Master CD. For information about the M aster Setup, see page 6-2.

Click Microsoft Data Engine.

Artisoft TeleYantage 5.00 Master Setup = x|

Click the component you wish to
aster Setup
please refer to the manual
Instaliing TeleVantage

@ View Readme File

. . % Microsoft Data Engine

TeleVantage Server

Te[ tag e @ TeleVantage Web Services

5 g Exit to Desktop

TheMaster Setup program searchesto seeif Microsoft I nternet Explorer 5.0 isalready
installed on your PC. If you do not get awarning message, Internet Explorer 5.0 or
higher was detected. Go to the next step.

If Internet Explorer 5.0 or higher is not detected, you are prompted to install Internet
Explorer 5.5 from the TeleVantage CD. Click Yes, and then follow the on-screen
instructions to complete the installation.

Note: After the Internet Explorer 5.5 installation completes, your PC restarts
automatically but does not return you the Master Setup program. Therefore, you must
repeat steps 1 and 2 of this procedure and then go to step 3. Be sure to select Microsoft
Data Engine again from the Master Setup program.

If Microsoft Data Engineisdetected on your PC, click OK at the prompt. Click Cancel
in the Select Destination Directory dialog box, and then go to “Installing SQL Server
Service Pack 4" on page 10-4.

If Microsoft Data Engineis not detected on your PC, the Select Destination Directory
dialog box shows the default directory in which the Microsoft SQL Server database

fileswill beinstalled. To install the filesin adifferent location, click Browse. Click

Next to continue.
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5. After file copying starts, acommand window opens and remains open while the
database server installation is taking place. The installation will take while, from 20
minutes when you are installing for the first time to up to an hour when you are
upgrading.

Important: Do not close the command window. Closing it can cause the MSDE
installation to fail.

6. Whentheinstalationisfinished, the command window closes. If you are prompted to
restart the PC, do so.

Go to the next section.

Installing SQL Server Service Pack 4

Where to go next

Installing SQL Server SP4 is optional. SP4 improves SQL Server security and performance on
some PCs, but it is not required for TeleVantage. If you do not plan to install SP4, go to
Chapter 11.

Note: You can install SQL Server SP4 whether you use SQL Server 7 or MSDE as your
database server. It cannot be installed with SQL Server 2000.
To install SQL Server SP4
1. Runthefollowing program on the TeleVantage Master CD:
\ nsde\ SP4\ set up. exe
Follow the on-screen instructions.
2. When you are prompted to restart your PC, do so.

If you experience problems with your database server after following the instructionsin this
chapter, see “ Troubleshooting database server problems’ on page D-11.

When you have successfully installed the database server, go to Chapter 11.
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Introduction

Installing the TeleVantage Server
1.
2.

Perform these steps
Y ou perform the following stepsto install and configure the TeleVantage Server:

Install the TeleVantage Server.
Install the TeleVantage Administrator.

Install adongle, if you plan to use that method of hardwarelocking for your TeleVantage
licenses.

Enter and activate your TeleVantage licenses.
Test the TeleVantage Server.

Set the TeleVantage Server to autostart.

Set accessrightsto the TeleVantage Server.

Optional. Configure TeleVantage for use with a proxy server. Perform this step if you
use aproxy Server to access the Internet from alocal area network.

Optional. Configure e-mail notification support. Perform this step if your userswant to
receive e-mail notification of voice messages.

Optional. Configure TeleVantage to use Lotus Notes for e-mail notification. Perform
this step to use Lotus Notes with TeleVantage.

Optional. Configure any TeleVantage 3.x Serversthat communicate with the
TeleVantage 5.x Server over an |P Gateway connection.

If you experience problems after following theinstructionsin this chapter, see“ Troubleshooting
TeleVantage Server problems’ on page D-12.

Requirements

For alist of the hardware and software requirements for the TeleVantage Server PC, see
“TeleVantage Server requirements’ on page 3-2.

Close al open Windows applications.

Log on to the network using the Windows Server user created for the TeleVantage
Server.

Note: If you have not already created this user, which will be used to run the
TeleVantage Service, see Chapter 7 for information about creating the Windows Server
user.
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3. Veify that the MSSQL Server Serviceisrunning. To do so:

= Right-click the SQL Server Manager icon %ﬁlin the system tray and then click
Open SQL Server Service Manager.

= Inthe SQL Server Service Manager dialog box, select MSSQL Server from the
Services drop-down list.

m [f the status bar at the bottom of the SQL Server Service Manager dialog box
says “Running,” exit the dialog box and go to the next step.

m |[f MSSQL Server isnot running, click Start/Continue to start it. When the
M SSQL Server Serviceisrunning, exit the dialog box.

4. Insert the TeleVantage Master CD if you have not already done so. The Master Setup
program starts automatically. If it does not start, or if the Master CD is already
inserted, start the Master Setup program manually by running aut or un. exe from the
root directory on the Master CD. For information about the M aster Setup, see page 6-2.

5. Click Televantage Server.
Artisoft TeleYantage 5.00 Master Setup e x|
Click the component you wish to
as r e up install. For detailed instructions,
please refer to the manual
Instaliing TeleVantage

@ View Readme File

. . % Microsoft Data Engine

TeleVantage Server

Te[ tag e @ TeleVantage Web Services

> 4

The Artisoft TeleVantage Server 5 installation begins.

6. OnaWindowsNT 4.0 PC, if you have not already installed Windows NT 4.0 Service
Pack 6 or higher, you are prompted to install Service Pack 6 now. See “Installing
Windows NT 4.0 SP6a" on page 7-10 for details.

7. TheWelcome dialog box prompts you to exit any other programs that are running.
After doing so, click Next to continue. If you are installing TeleVantage for the first
time, go to step 8.

Exit to Desktop

Note: When upgrading from a previous version of TeleVantage, you are prompted to
copy the TeleVantage database backup file and voice files to another location. If you
already have backed up your TeleVantage database and voice files as described in
“Preparing your system for upgrade” on page 6-6, you do not need to repeat the process
here.

8. Inthe Software License Agreement dialog box, signify your agreement with the
conditions by clicking Yes.
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10.

11.

12.

13.

14,

15.

When upgrading from a previous version of TeleVantage, the TeleVantage License
Codes dialog box appears and reminds you that you need license codes. Click Next.
Go to step 13.

Inthe User Information dial og box, enter your name and your company name, and then
click Next to continue.

If you areingtalling TeleVantage for the first time, in the VAR Contact Information
dialog box, enter the name, company, and telephone number or e-mail address of your
TeleVantage provider, and then click Next to continue.

Note: Itis important to enter this information, because it is helpful to users who must
contact technical support. They obtain this information by choosing Help > About from
the TeleVantage Client or Administrator.

If you areinstalling TeleVantagefor thefirst time, the TeleVantage Server Destination
dialog box shows the default directory in which the TeleVantage Server will be
installed. Toinstall the TeleVantage Server in adifferent location, click Browse. Click
Next to continue

In the Language Selection and Voice Files Destination dialog box, specify the
language versions of the system prompts that you want to install.

If you areingtalling TeleVantage for the first time, select the checkboxes for al the
languages that your callers and users are likely to want to use, but note that thiswill
require significant extra disk space. Y ou can specify languages later for individual
users and calersin the Administrator and Client, but to install additional languages,
you will have to reinstall the TeleVantage Server.

Voicefilesfor the languages you select (including prompts that both callers and users
hear) will beinstalled in the Destination Folder. To install thefilesin a different
location, click Browse.

Click Next to continue. If you are upgrading from a previous version, go to step 15.

If you selected more than one language, in the Select Default Language dialog box,
select the default language for system prompts. Thislanguage will aso be used asthe
default when creating new users and contacts. Click Next. If you are installing
TeleVantage for thefirst time, go to step 16.

If you are upgrading your TeleVantage system, in the TeleVantage Voice File
Upgrade dialog box, choose what to do with any customized system promptsthat have
you have previously recorded.

Note: This choice affects only the system prompts that you have customized, not other
recordings that you have made such as greetings or auto attendants. Custom greetings
and auto attendants are always preserved during an upgrade.

= If you have not customized any system prompts, or if you want to retain your
customized system prompts, click Preserve existing. Any system prompts that
have been customized are retained, while unmodified system prompts are
overwritten with TeleVantage 5 versions. Click Next to continue and go to the next

step.
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16.

17.

18.

19.

20.

21.

m To update all system prompts, or if you are upgrading from TeleVantage 2.1 or
earlier, click Backup and overwrite. Y ou must choose this option when you are
upgrading from TeleVantage 2.1 or earlier because the system prompts have
changed extensively since that version.

Y our existing system prompts are automatically backed up, and the TeleVantage 5
system prompts are installed. The default backup location is:

c:\Program Fi | es\ Tel eVant age Server\ VFi | es\ ENOO\ Backup

If you choose Backup and overwrite, you can use the System Promptsview in the
TeleVantage Administrator to selectively review and import your customized
system prompts later. See Administering TeleVantage for more information.

Click Next to continue.

In the Windows Account Name and Password dialog box, enter the name and
password of the account you will use to run the TeleVantage Server. Click Next to
continue.

Inthe TeleVantage Area Code dialog box, enter your telephone areacode or city code.
Click Next to continue.

In the TeleVantage Voice File Format dialog box, choose uLaw or aLaw depending
on the format used in your country, and then click Next. Confirm your choice if you
are prompted.

Note: If you must change voice file format after installing the TeleVantage Server, see
Administering TeleVantage. This dialog box does not appear if you reinstall the same
version of the TeleVantage Server again on the same PC.

Review your choicesin the Start Copying Files dialog box. To make changes, click
Back. Click Next to begin copying files. The informational messages |et you follow
the progress of the installation, which can take several minutes.

Inthe Restart to Continue Setup dialog box, select Yes, | want to restart my computer
now, and then click Finish to restart the PC.

Important: Be sure to leave the TeleVantage Master CD in the drive while the PC
restarts.

After the PC restarts, log on as the same user you used previously. The Master Setup
program will resume, copy additiona files, and then complete the installation
automatically.

Important: This may take a significant amount of time, so be sure to allow the Master
Setup program to complete.

In the Setup Complete dialog box, select the Launch Televantage Workstation
Setup checkbox to install the TeleVantage Administrator on the TeleVantage Server
PC in order to enter your licenses. Click Finish.
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Installing the TeleVantage Administrator

22. If you are prompted to restart your PC, do so. After your PC restarts, log on as a user
with administrator privileges. The TeleVantage Workstation Setup starts. If it does not
start automatically, start it manually as described in the next section.

Note: Microsoft SQLServerAgent service may not restart automatically after installing
TeleVantage Server. See page D-11 for more information.

This section explains how use the TeleVantage Workstation Setup to install the TeleVantage
Administrator in the default location on the TeleVantage Server PC.

Note: You will use Workstation Setup again in Chapter 12 to install the TeleVantage workstation
applications on other PCs or to install other workstation applications on the Server. All the
Workstation Setup options are described in that chapter.

To install the TeleVantage Administrator on the TeleVantage Server PC

1. Logontothe TeleVantage Server PC as the same user you specified when you
installed the TeleVantage Server.

Close al open Windows applications.

3. If the TeleVantage Workstation Setup is not running, from the Start menu, choose
Programs > Artisoft TeleVantage Server > TeleVantage Workstation Setup.
Follow the on-screen instructions.

4. Review the License Agreement. Click | accept the terms in this license agreement,
and then click Next to continue.

In the Customer Information screen, enter your User Name and Organization.

In the TeleVantage Server Information screen, enter the TelevVantage Server Name
and the Telephone Station 1D of the phone that will be used by the person
administering the TeleVantage system from this PC (the Admin user).

Thestation | D correspondsto the port number on the station board to which the phone
is connected. To hear your station ID, pick up the phone and dial *0.

Note: If there is not a TeleVantage phone near this PC, enter a station ID of 0. Without
a phone, the user administering TeleVantage from this PC will be able to perform all
administrative functions with the exception of recording voice prompts. If you enter a
station ID of 0, when you click Next, the No Telephone Station ID Specified screen
opens to make sure that you understand this limitation, and gives you the opportunity
to go back and enter a valid station ID.

Select Only for me if you want only thisuser to be able to run the Administrator from
this PC.

Click Next to continue.
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7. Inthe Setup Type screen, select Typical to install the TeleVantage Administrator in
the default location. To install additional workstation applications on the TeleVantage
Server, perform a custom installation, as described in Chapter 12.

Click Next to continue.
In the Ready to Install screen, click Install. Installation may take several minutes.

In the Installation Completed screen, select the Show What's New checkbox to see a
complete listing of the new features available in this version of TeleVantage. Click
Finish to complete the installation.

If you are prompted to restart your PC, do so.
Go to the next section.

Entering and activating your TeleVantage licenses

This section explains how to do the following:

= Enter licenses manually, using the TeleVantage Administrator.

m Activate licenses over the Internet to enable full functionality on your TeleVantage
system.

Pl ease note the following important information:

m You need to enter new licenses even if you are upgrading from a previous version.
To enter alicense, you need to know the serial number and verification key for the
license. Typically, thisinformation is supplied by your TeleVantage provider asa
printed document or in alicensefile. If your TeleVantage provider supplies you with a
license file, see page F-6 for instructions on how to import it.

Keep your license serial numbers and verification keys in a safe location and do not
share them with others. Thisinformation forms the basis for your ability to install and
use TeleVantage.

= You must activate your licenses. Activation requires the following:

= Hardware ID. When you activate your licenses, you must choose ahardware ID on
the TeleVantage Server PC to which your licensesarelocked. Be sureto review the
hardwarelocking optionsdescribed in “How hardwarelocking works’ on page F-9.
If you plan to use a dongle for hardware locking, install it according to the
instructionsin “Installing a dongle” on page F-10 before entering and activating
your licenses.

m Internet access on the PC on which you are running the TeleVantage
Administrator. If you do not have an Internet connection, you can activate your
licenses from another PC in the network that does have Internet access. See
“Activating licenses viathe web” on page F-4 for instructions.

m VAR Authorization number. Request this number from the place where you
purchased TeleVantage.
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See “TeleVantage license requirements’ on page 3-20 for information about the different
licenses that are available.

For details about how TeleVantage licensing works see Appendix F, “Managing TeleVantage
Licenses.”

To enter and activate TeleVantage licenses

1.

Start the TeleVantage Administrator by choosing Start > Programs > Artisoft
TeleVantage > TeleVantage Administrator.

In the Administrator Log On dialog box, enter your User name and Password, and
then click OK.

Artisoft Tele¥antage Administrator Log

Usger name: Indmin

Passward: |"*"

0K I Cancel | Help Options >>

Note: After firstinstalling the TeleVantage Administrator, log on using the default User
name Admin and the default Password of 100.

If you logged on using the default User name and Password, the Security Warning
dialog box opens, reminding you to change the defaults to protect your system.

Security Warning

The fallowing zecurity rizks have been found on this
spsten:

The Admin user has the default extension and
pazzwond.
The Operatar uzer haz the default password,

To prevent unauthorized calls it iz recommended that
you change the default sethings az soon as possible.

[~ Do nat show this message in the future

Click OK to continue.

Change the default passwords for the Admin and Operator user accounts right now to
protect yourself against toll fraud. To do so:

= Open the Users view by clicking its button in the view bar on the left side of the
Administrator window.

m Double-click the Admin user.

m Changethedefault Password to onethatisat least 5 digitslong and cryptic. Retype
the new password in the Confirmation field. Click OK.

= Change the password for the Operator user as well.
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See Administering TeleVantage, Appendix C, “Protecting Y our Phone System Against
Toll Fraud” for moreinformation. For more about password security for TeleVantage
workstation applications, see Administering TeleVantage.

5. Choose Tools > System Settings, and then click the Licenses tab.

System Settings

all Logl Storagel Dialingl Emergenc:yl Securityl Dtherl

General

Licenze category: I Server j

Serial number: |

Werification key: |

License summary
Stations: 0 Trunks: 0 Clierts: 0
IP Ports: O Call Center Agent: 0
Import... | Export... | Activate... |
Business Hours... | QK | Cancel | Help |

6. Enter your Server license first. Select Server from the License category drop-down
list, and then enter the Serial number and Verification key for the Server license.

7. For the next license, select the appropriate license category from the drop-down list.

System Settings

General Licenses | Call Logl Storagel Dialingl Emergenc:yl Securityl Dtherl

License categoy: [T RRRN - |

Serial number [ Werification key [ Count |
Add... Delete
r— Licensze summary
Stations: 0 Trunks: 0 Clierts: 0
IP Ports: O Call Center Agent: 0
Import... | Export... | Activate... |

Business Hours... | QK I Cancel | Help |
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8.

10.

Click Add. The Modify License dialog box opens.

Modify License

Serial number: ||

Werification key: I
QK I Cancel | Help |

Enter the Serial number and Verification key for the license, and then click OK.
For each remaining license, repeat this step.

If this PC is connected to the Internet, click Activate to activate your licenses. If you
do not have Internet accessonthis PC, see“How to activate your licenses’ on page F-4
for other ways to activate your licenses.

The Activation Information dialog box opens.

Activation Information

Fleaze tell ug about yourself. Bold fields are required.

Full name:

LCompany:

Address 1:

Address 2

City:

State/Province:

Country: United States j

E-mail address:

Phone number:

FEax number:

|
|
|
|
|
|
Zip/Postal code: |
|
|
|
|
|

Purchased from:

¥AR Authorization Number: [request thiz from where you purchased)

Lock your licenzes to this hardware key:
| Network card: 00-60-97-CO-ES-CC |

Artizoft takes your privacy seriously. See our web site for our privacy statement.

QK I Cancel | Help |

Note: If you do not have Internet access on this PC, see “How to activate your
licenses” on page F-4 for other ways to activate your licenses.

Complete theinformation in the Activation Information dialog box. All fieldsin bold
arerequired. Completing all the fields will help your technical support representative
when troubleshooting problems, and will keep you informed of any updates.

Note: If you do not know your VAR Authorization Number (a required field), you can
request it from the place where you purchased TeleVantage.
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11. Specify the hardware ID to which you want to lock your TeleVantage licenses by
selecting one of the following from the drop-down list. Once locked to ahardware ID,
your licenseswill only work on a PC with that hardware ID. For more information, as
well as details on the pros and cons of each type of hardware ID, see “How hardware
locking works” on page F-9.

m Hard drive. The serial number of each hard drive on the TeleVantage Server PC.
m Network card. The MAC address of each NIC on the TeleVantage Server PC.

= Dongle. Seria number of adongle, if oneisinstalled onthe TeleVantage Server PC
along with the dongle drivers. See page 3-6 for information on how to obtain a
dongle.

12. The next message box confirms the hardware ID that you selected sinceitisan
important decision. Click OK to continue, or Cancel to go back and specify adifferent
hardware ID.

13. Click OK. TeleVantage submits your license information to Artisoft.
If activation was successful, activated licenses are returned and automatically added

to your system.
Artisoft Tele¥antage Admini r ll
@ All licenses have been successfully activated,

Click OK twice, to acknowledge the message and exit the System Settings dialog box.

If activation was not successful, the reason is displayed. See “Licensing errors’ on
page F-6 for more information.

For more information, see Appendix F, “Managing TeleVantage Licenses.”

Testing the TeleVantage Server

At this point in the installation or upgrade process, you should test the TeleVantage Server to
make sure that it has been installed correctly. Testing the Server consists of starting the Server
from the Device Monitor and checking for errors.

Note: The TeleVantage Server will not start until you have entered a valid Server license. See
“Entering and activating your TeleVantage licenses” on page 11-7.

Important: If you have Dialogic PCI boards installed on the Server, perform the process
described in “PCI boards not recognized at Server startup” on page D-9 if you have not already
done so. Otherwise, the Found New Hardware wizard will start after every Server restart.
However, do not under any circumstances use the Found New Hardware wizard to install drivers
for Dialogic boards.
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To test the TeleVantage Server

1.

Close al Windows applications, including the TeleVantage Administrator if itis
running.

Shut down the TeleVantage Server PC. To do so:

= Right-click the Device Monitor icon in the system tray and then click Show Device
Monitor. If the Device Monitor is not running, start it manually. The default
location is:

C:\Program Fi | es\ Tel eVant age Server\tvdevnon. exe
= Stop the TeleVantage Server by selecting Tools > Stop Server.
The status of the TeleVantage Server isdisplayed at the bottom of the Device Monitor.

To simulate anormal startup, restart the TeleVantage Server PC. To do so, select
Tools > Start Server from the Device Monitor.

The TeleVantage splash screen indicates that the Device Monitor is starting. Open the
Device Monitor by right-clicking the Device Monitor icon in the system tray. Then
choose Show Device Monitor (by default, the Device Monitor starts minimized when
you log on).

Start the TeleVantage Server from the Device Monitor by selecting Tools > Start
Server.

After the TeleVantage Server starts, the Device Monitor displays the status of all
station ports on the MSI board and all trunks on the trunk boards. Y ou can close the
Device Monitor without affecting the operation of the TeleVantage Server.

Check for startup errors. Not all error messages are displayed in the Device Monitor,
so you should & so use the Windows Event Viewer to check the System Log for any
startup warnings or Diaogic errors. To do so:

m Choose Start Menu > Programs > Administrative Tools > Event Viewer. In the
Tree pane, click Application Log to view TeleVantage or database server
messages, warnings, or errors. Expand System Log to view operating
system-related events.

Note: If you are not running the Windows Event Viewer on the TeleVantage Server,
choose Log > Select Computer.

If you encounter database server errors, see “Troubleshooting database server problems’ on
page D-11. For TeleVantage Server-related problems, see “Troubleshooting TeleVantage
Server problems” on page D-12.

When you are satisfied that the TeleVantage Server isrunning correctly, go to the next section,
“Setting the TeleVantage Server to autostart.”
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Setting the TeleVantage Server to autostart

In the previous section, you started the TeleVantage Server manually to test it. When you are
satisfied that the Server isworking correctly, you should set the Server to start automatically so
that telephone service is automatically restored whenever the TeleVantage Server PC restarts.

Important: When the TeleVantage Server starts, it automatically starts the Dialogic drivers. Do
not set the Dialogic drivers to autostart in the Intel Dialogic Configuration Manager. If the drivers
are already running when the TeleVantage Server starts, the Windows NT Service Control
Manager may experience problems.

To set the TeleVantage Server PC to autostart
1. Depending on your operating system, do one of the following:
m Windows NT: Click Start > Settings > Control Panel > Services.

= Windows 2000: Click Start > Settings > Control Panel > Administrative Tools >
Services.

In the Services dialog box, locate and double-click Televantage server.

In the TeleVantage server Properties dialog box, select Automatic from the Startup
type drop-down list.

Click OK, and then exit the Services dialog box.
To test automatic startup, first perform an orderly shutdown:

= Inthe Device Manager, stop the TeleVantage Server by choosing Tools > Shut
down Server.

= Inthelntel Dialogic Configuration Manager (DCM), stop the Dialogic drivers. See
Appendix H, “Using the Intel Dialogic Configuration Manager” for instructions.

6. Redtart the TeleVantage Server PC.

In the Device Monitor, check the status of the TeleVantage Server. “ Started” means
that the autostart was successful.

8. Veify that the Startup type for the TeleVantage Server is Automatic, according to
theinstructionsin steps 1-3. On subsequent reboots of the TeleVantage Server PC, the
TeleVantage Server will start automatically.

Note: If you configure your TeleVantage system for e-mail notification, e-mail notification will not
be enabled after Server startup until the TeleVantage user logs on to the system. E-mail
notification is used to alert TeleVantage system administrators that the TeleVantage Server is
being stopped and restarted.
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Completing the TeleVantage Server installation

After you install and test the TeleVantage Server, you can perform any of the following tasksto
complete the installation for your specific environment:

m Set accessrightsto the TeleVantage Server (see page 11-14.)

m Configure TeleVantage for use with a proxy server (see page 11-14.)
= Configure e-mail notification support (see page 11-15.)

m UseLotus Notes for e-mail notification (see page 11-17.)

= Configure any TeleVantage 3.x Servers that communicate with the TeleVantage 5.x
Server using an |P Gateway connection (see page 11-18.)

Setting access rights to the TeleVantage Server
Make sure that any user who will use the TeleVantage Client or run the TeleV antage
Administrator remotely has network access to the TeleVantage Server.

Also make sure that each TeleVantage user can log on to a PC that is on the same network as
the TeleVantage Server PC.

Asaprerequisite, the user’s PC must be able to see the TeleVantage Server in Network
Neighborhood. Also, the buffer share on the TeleV antage Server must be accessible. Verify that
it is accessible by attempting to open the buffer share in Network Neighborhood.

Configuring TeleVantage for use with a proxy server

If you use aproxy server (MS Proxy Server 2.0 or later) to access the Internet from alocal area
network, you must configure your network in one of the ways described in this section. If you
do nat configure your network appropriately, WindowsNT 4.0 and Windows 2000 PCsthat also
use the proxy server will be unable to run TeleV antage workstation applications (such as the
Client or Administrator) correctly.

If you do not use aproxy server, go to “ Configuring e-mail notification support” on page 11-15.

Configuration options
Configure your network in one of the following ways:

m Make surethat local IP traffic does not go through the proxy server (by means of local
address trand ation tables).

m For each Windows NT or 2000 PC running a TeleV antage workstation application,
change the protocol for client-server configuration to TCP (from the default UDP).
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To change the protocol to TCP on a Windows PC
1. Choose Start > Run.

2. Enter dcontnf g. exe in the Open field. The Distributed COM Configuration
Properties dialog box opens.

Distributed COM Configuration Properties 2=l

Applicationsl Default Propertiesl Diefault Security  Default Protocals |

DCOM Protocols:

i Connectior-oriented 5P
i Connectior-oriented MetBEL
i Connectior-oriented Metbins over P

Add Bemove | Move Qpl Move Down Froperties...

r— Description

The zet of network protocols available to DCOM on this machine. The
ordering of the pratocols reflects the priority in which they will be used,
with the top protocol having first pricrity.

QK I Cancel | Lpply |

3. If Connection-oriented TCP/IP isnot at the top of the DCOM Protocols list, select it
and click Move Up until it isthefirst protocol in thelist.

Click OK.
Restart the PC.
Repeat steps 1-4 for each PC running a TeleV antage workstation application.

Configuring e-mail notification support

If your users want to receive e-mail notification of voice mail messages, you must configure
your TeleVantage Server and possibly your network, as follows:

m If you are using Microsoft Exchange for your post office, the TeleVantage e-mail user
(user account) must be adomain user, see Appendix E, “ Changing the Domain of the
TeleVantage Server” for more information.

= If you are using TeleVantage on a non-Microsoft network such as NetWare, you may
have to install the network client for that network on the TeleVantage Server PC to
establish communications between Windows NT/2000 and the post office.

See “Requirements for e-mail notification of voice messages’ on page 3-19 for more
information.
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To configure e-mail notification support on the TeleVantage Server

1. If necessary, create an e-mail user for the TeleVantage Server. Doing thisis not
necessary on UNIX sendmail Servers, but isrequired for Exchange, Notes, and many
other email systems.

Use the tools provided with your e-mail post office (see the documentation from the
manufacturer) to createamail user for the TeleVantage Server. Thenameyou givethis
mail user appears on al voice mail notification messages, so you should use aname
that indicates the purpose of the message, for example, TeleVantage or
VoiceMailReceived.

2. Install and configure aMAPI-compatible e-mail client for the TeleVantage user, such
asMicrosoft Outlook or Lotus Notes. Follow theinstructionsin the documentation for
the particular application you are configuring. If you areinstalling Microsoft Outlook
for Microsoft Exchange, select the Corporate or Workgroup option during
installation and configuration.

Important: If you are using e-mail notification with Microsoft Outlook, install Outlook
with full MAPI support. See “E-mail notification through Microsoft Outlook does not work
if Outlook is installed in Internet Only mode” on page D-17.

3. Configure the default MAPI profile for the TeleVantage user, as follows.

= Onthe TeleVantage Server PC, log on using the account that you use to run
TeleVantage. Thisisthe same account that you provided during the installation of
the TeleVantage Server.

m Click Start > Settings > Control Panel, and double-click the Mail icon.

m Click Add to start the wizard. Follow the Setup wizard directions to configure a
MAPI profile. ThisMAPI profile must be the default profile for the user.

4. Set the default MAPI profile asfollows:
= Double-click the Mail icon from Control Panel, and then click Show Profiles.

m FromtheWhen starting Microsoft Outlook, use this profile drop-down list, select
the MAPI profile that you just configured.

m Click Close.

5. Inthe TeleVantage Administrator, choose Tools > System Settings, and then click
the Other tab.

6. Select the Server is configured to send e-mail notifications checkbox. Click OK to
save your change.

E-mail notification of voice messageswill be availablethe next timethe TeleVantage Server PC
is started. E-mail notifications will be sent to any user who is set up to receive them.

11-16 INSTALLING TELEVANTAGE



There are two ways to set up individual usersto receive e-mail notifications;

= Inthe TeleVantage Administrator, edit the user in the Users view, then click the
Notifications tab. See Administering TeleVantage for more information.

= Inthe TeleVantage Client, users can set up e-mail notification of voice messages
themselves by choosing Tools > Options, and then clicking the Notification tab. See
Using TeleVantage for more information.

Using Lotus Notes for e-mail notification
To use Lotus Notes with TeleVantage, you must perform the following tasks:
m Install Windows Messaging.
= Enable automatic emptying of the Notes Sent folders of TeleVantage users.

m Enter apassword for Notes e-mail notification.

Installing Windows Messaging

Windows Messaging for Windows NT is an optional component that is available on the
Windows NT 4.0 Server CD. It may beinstalled by default when you installed your Windows
NT 4.0 Server, or you can install it at alater time.

Windows Messaging for Windows 2000 is available only in Microsoft Outlook 2000. To use
Lotus Noteswith TeleVantage in aWindows 2000 environment, you must install Outlook 2000.

Enabling automatic emptying of the Notes Sent folders of TeleVantage
users

TeleVantage systemsthat use e-mail notification with Lotus Notes must add aWindowsregistry
setting that enables automatic emptying of the Notes Sent folder. This setting fixes a L otus
Notes MAPI version 5.0.2 or earlier problem that causes the Notes Sent folder of TeleVantage
usersto fill up with old e-mail notifications.

The following Windows registry setting must be added and set to avalue of 1:

HKEY_LOCAL_MACHI NE\ Sof t war e\ Arti sof t\ Tel eVant age\ Ser ver
\ Settings\ Enpt ySent | t ensFol der

To add the Windows registry setting
1. Click Start > Run, type Regedi t, and then click OK.
2. Navigate to the Settings key.
3. Click Edit > New > DWORD value.
4

Type EmptySentltemsFolder as the name of the value. Make sure you spell it exactly
as shown.
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5. Double-click the value icon to open the Edit dialog box.
6. SetValue Data to 1 and click OK.
7. ExitRegedit.

Entering a password for Notes e-mail notification

TheTvNot es. dl | file providesthe password for e-mail notification to Notes programmatically.
If the Notes password is not provided by the TvNot es. dI | , Notes will prompt individual users
for the password at startup. If the password is not provided, e-mail notification will be disabled
until the password is provided, either manually or programmatically.

TvNot es. dI | isprovided on the TeleVantage CD, but is not installed automatically.

To install TvNotes.dll

1. Makesure Notesisnot running.

2. Copy TvNotes. dl | and TvNot es. pdb from the\ | ot us directory on the TeleVantage
Master CD to the Notes executable directory.

3. Editthenotes.ini fileonthe TeleVantage Server. The default location for thisfile
isC:\ W nNT for Notes R4 or C:\ Lot us\ Not es for Notes R5.

4. Addthefollowinglinetothenotes.ini file:
EXTMGR_ADDI NS=TvNot es. dI |
5. Create astring value NotesPwd in the following Windows registry key:

HKEY_LOCAL_MACHI NE\ Sof t war e\ Arti sof t\ Tel eVant age\ Server\
Settings

6. Enter your Notes password as the NotesPwd registry value.

Communicating with a TeleVantage 3.x Server using an IP
Gateway connection

Important: The information in this section applies only if you are upgrading an existing
TeleVantage Server that needs to communicate with a TeleVantage 3.x Server using an IP
Gateway connection.

If your current Server upgrade plan requires that a TeleVantage 5.x Server must connect over
an |P Gateway connection to a TeleVantage 3.x Server, then you need to do the following on
the TeleVantage 3.x Server beforethe TeleVantage 5 Server will be ableto communicatewithit.

1. Create an Artisoft ObjID.

2. Edit the following Windows registry key on the TeleVantage 3.x Server using
Regedit.exe:

HKLM Sof t war e\ Arti sof t\ Tel eVant age\ Server\ Set ti ngs\
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3. Right-click the setting and choose New > String Value. Create the following string
vaue:

" Gat ewayMakeCal | Cbj I D'="2 16 840 1 114123 10 10"
4. Restart the TeleVantage 3.x Server.

Thisallowsthe TeleVantage 3.x Server to communicate using gateway callswithaTeleVantage
5 Server.

Note: If at a later time you upgrade a Server that has this Windows registry key to TeleVantage

5, you must remove the key in order for the upgraded TeleVantage 5 Server to communicate with
other TeleVantage 5 Servers.

Where to go next

When you have successfully installed the TeleVantage Server and the Administrator on the
TeleVantage Server PC, go to Chapter 12.
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Introduction

The TeleVantage workstation applications are a set of programs that can optionally beinstalled
on other PCs. The workstation applications connect with the TeleV antage Server remotely over
your network. With these applications, users can take full advantage of how TeleVantage
integrates the PC and the phone. The following TeleV antage components are the workstation
applications:

m The TeleVantage Client
= The TeleVantage Administrator
= The TeleVantage TAPI Service Provider
m The TeleVantage Contact Manager Assistant
Note: You installed the TeleVantage Administrator on the TeleVantage Server PC according to

the instructions in Chapter 11. Before installing the Administrator on other PCs in the network, see
“About installing the TeleVantage Administrator” on page 12-4.

Requirements
Important: In order to install any of the TeleVantage workstation applications on a PC, you
must be logged on as a user with Administrator rights.

You can install the TeleVantage workstation applications on any Windows PC on the network,
including the TeleVantage Server, that meets the requirements described in Chapter 3.

= For Administrator and Client PC requirements, see page 3-22.
= For TAPI SP and Contact Manager Assistant PC requirements, see page 3-23.

Important: TeleVantage requires Internet Explorer 5.0 or later. If you are installing any of the
workstation applications on a PC with Internet Explorer version 4.x, upgrade to Internet Explorer
5.0 or higher before running the TeleVantage Workstation Setup as described in this chapter.
Although Internet Explorer 5.5 is provided on the TeleVantage Master CD, it should not be
installed on top of Internet Explorer 4.x.

Microsoft Terminal Server support

You can install the workstation applications on a Microsoft Terminal Server. For instructions,
see Appendix C.

Installation checklist

Use the following checklist as you install and configure the TeleV antage workstation
applications.

= Windows 98 systems. Download DCOM 98 onto your TeleVantage Server so that
TeleVantage workstation applications can be installed on Windows 98 systems.

m Install the TeleVantage Administrator on the PCs of users who need to administer the
TeleVantage Server, queues, auto attendants, and so forth. Y ou can limit each user’s
administrator privileges as described in Administering TeleVantage.
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m Install the TeleVantage Client on the PCs of userswho will managetheir callsand voice
messages from their desktop.

= Ingtall the TeleVantage TAPI Service Provider on the PCs of users who will run the
Contact Manager Assistant or want to use some other TAPI-compliant application to
place callsusing TeleVantage.

= Install the TeleVantage Contact Manager Assistant on the PCs of users of Microsoft
Outlook, GoldMine, GoldMine FrontOffice, or GoldMine Business Contact Manager
will receive screen pop notification of incoming calls.

= Synchronize system clocks. Thisstep ensuresthat message time stamps set by the Server
clock match the time on the PCs of users.

Downloading DCOM 98 onto your TeleVantage Server

If your network does not have any Windows 98 PCs that need to run one or more of the
TeleVantage workstation applications, go to the next section. Otherwise, install Microsoft
DCOM 98 on each Windows 98 PC.

Because Microsoft does not allow other companiesto redistribute DCOM 98, you must
download it yourself according to the following instructions.

Once downloaded onto the TeleVantage Server PC, DCOM 98 is automatically installed as
needed when you install one or more TeleVantage workstation applications on a Windows 98
PC.

Note: If you first run the Workstation Setup and attempt to install the Client or Administrator
workstation application on a Windows 98 SE PC without a previous version of TeleVantage
installed or DCOM 98 installed, you will receive an MDAC installation error. If this happens, see
“TeleVantage Client and Administrator fail to install on Windows 98 SE if DCOM 98 is not
previously installed” on page D-16.:

To download DCOM 98
1. Download DCOM 98 from the following location:
http: //wwv. m crosof t. com coml dconf dconB8/ dcont_3. asp.
2. Click thebCcom98 1.3 link and follow the on-screen instructions.
3. IntheFile Download dialog box, click Save this program to disk.

4. Savethe downloaded file (dcon®8. exe) to the following location:
C:\ Program Fi | es\ Tel eVant age Server\ Net Set up\ DCOVD8
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Installing the TeleVantage workstation applications

About installing the TeleVantage Administrator
You can install the TeleVantage Administrator on any Windows PC on the network that meets
the requirements described in “ Administrator and Client requirements’ on page 3-22.

If you install more than one TeleVantage Administrator, you must coordinate work among the
users who have authority to run the Administrator.

Important: If two people make changes to the same data, only the changes that are saved last
are retained.

For information about setting up TeleVantage users with administrative privileges, see
Administering TeleVantage.

About installing the TeleVantage Client

The TeleVantage Client is the most efficient way to use TeleVantage, and some TeleVantage
features are available only through the Client. However, the Client is not required in order to
make and receive calls, and most TeleVantage features can be accessed without it by using the
telephone commands. See Using TeleVantage for alist of Client-only features.

You can install the Client on any Windows PC on the network that meets the requirements
described in “ Administrator and Client requirements’ on page 3-22. See “TeleVantage license
requirements’ on page 3-20 for information about Client license requirements.

The TeleVantage Call Center and Call Center Reporter are installed automatically with the
Client. See “TeleVantage license requirements’ on page 3-20 for information about required
Call Center Agent and Call Center Reporter licenses.

About installing the TeleVantage TAPI Service Provider

In addition to the PC requirements described on page 3-23, a user must have the following to
install and use the TAPI Service Provider:

m A TeeVantage user name and station ID. Y ou cannot use station ID 0.

= A Windows telephony location that allows the user to place calls. Typically, you need
to configure your area code and external dialing prefix, for example“9”.

Performing unattended installs

For information on installing the TeleV antage workstation applications without user input, see
Appendix G.

Using the TeleVantage Workstation Setup

The TeleVantage Workstation Setup can install any or all of the workstation applications. On
all PCs except the TeleVantage Server, if an older version of the TeleVantage Administrator or
Client isinstalled, Workstation Setup will automatically run when you start the Administrator
or Client.
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If you have upgraded your TeleVantage Server from aprevious version, any user who attempts
to run the old versions of the TeleVantage Client or Administrator receives a message saying
that new versions need to be installed. All workstation applications detected on the PC will be
upgraded. However, this message does not appear and the upgrade does not take placeif the user
only has TAPI Service Provider or Contact Manager Assistant installed. If you are upgrading
and have users who only use those applications, you should notify them that they need to install
the new software as described later in this chapter.

If you encounter problemsinstalling the TeleV antage workstation applications, or running them
after installation, see “ Troubleshooting Client/Administrator install ation problems’ on
page D-15.

To install the TeleVantage workstation applications
1. Review the“Client/Administrator installation tips’ on page D-15.

1. LogontothePC onwhich the workstation applicationswill be installed as auser with
administrator privileges.

Close al open Windows applications.

Start the TeleVantage Workstation Setup by running set up. exe, located in the
Net set up directory on the TeleVantage Server. The default location is:

\\ <Tel eVant age Server nane>\ Net set up\ set up. exe

4. When Workstation Setup starts, follow the on-screen instructions. If you cannot run
the Workstation Setup, see “‘ Corrupt installation’ dialog box” on page D-15.

5. Review theLicense Agreement. Click | accept the terms in this license agreement,
and then click Next to continue.

6. Inthe Customer Information dialog box, enter the User Name associated with this PC
and Organization. If you want only this user to be able to run the workstation
applications from this PC, select Only for me. Click Next to continue.

7. Inthe TeleVantage Server Information dialog box, enter the TelevVantage Server
Name and the Telephone Station ID of the phone that will be used by the person at
this PC.

Thestation | D correspondsto the port number on the station board to which the phone
is connected. To hear your station ID, pick up the phone and dial *0.

Note: If there is not a TeleVantage phone near this PC, enter a station ID of 0. Without
a phone, the user at this PC will be able to perform all functions with the exception of
managing calls and recording voice prompts. If you enter a station ID of 0, when you
click Next the No Telephone Station ID Specified dialog box opens to make sure that
you understand this limitation, and gives you the opportunity to go back and enter a valid
station ID.

Click Next to continue.
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10.
11.

In the Setup Type dialog box, select one of the following:

Select Typical to install the listed workstation applications in the default
location.When installing TeleVantage for the first time, the Client and
Adminigtrator are installed. When upgrading from a previous version of
TeleVantage, Workstation Setup detects the workstation applications that are
installed, and upgrades those applications to the current version.

Click Next to continue. Go to step 10.

Select Custom to choose which workstation applicationsto install, or to change the
installation drive or folder.

Click Next to continue.

In the Custom Setup screen, you can do any of the following:

Click aworkstation application to see a description of it as well as the amount of
disk spaceit requires.

Click Space to check the available space on each hard drive on the PC.
Click Change to change the destination drive or folder where the selected

workstation application will be installed. Y ou can specify a different location for
each workstation application.

If you do not want to install one of the listed workstation applications on this PC,
click the drop-down list for the application and then select This feature will not be
available.

Toinstall another listed workstation application, click the drop-down list for the
application and then select This feature will be installed on local hard drive.

Click Next to continue.

In the Ready to Install screen, click Install. Installation may take several minutes.

When Workstation Setup finishes copying files, if you areinstalling the TAPI Service
Provider, the TAPI Service Provider Configuration Wizard is displayed.

Tele¥antage TAPI Service Provider Co

Flease select the name of the TeleVantage Server computer and
enter the Station ID of your TeleYantage phone.

Server: [reLEvanTAGE

Station ID: |

Press *0 on your phone ko hear your station 1D,

Help = Back Mext = Cancel
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m Enter the name of the TeleVantage Server PC and the Station ID of the phone that
will be used by the person at this PC.

The station 1D corresponds to the port number on the station board to which the
phoneis connected. To hear the station ID, pick up the phone and dial *0. If thereis
not a TeleVantage phone near this PC, enter a station ID of 0. Click Next to
continue.

Tele¥antage TAPI Service Provider Co

Flease select your name from the list of TeleVantage users assigned
to this Station ID and enter your TeleVantage password.

User Mame: I Admin j

Password: I

¥ application can hang up calls

¥ Trace output to a file

Help | < Back | Einish I Cancel |

m Select the User Name of the person assigned to this station ID from the drop-down
list, and enter the user’s Password. Click Finish to continue.

m Ifyouareinstaling the TAPI Service Provider for thefirst time, Workstation Setup
prompts you to define a Windows telephony dialing location for your PC, whichis
required to place outbound calls. If you see this prompt, click OK.

In the Location Information dialog box, select your country from the drop-down
list, enter your area code, and enter the number you must dial to get an outside line,
for example“9". Click OK.

In the Phone and Modem Options dialog box, select the location from which you
aredialing, and click OK.

12. IntheInstall Completed screen, select the Show What’'s New checkbox to seea
complete listing of the new features available in this version of TeleVantage. Click
Finish to complete the installation.

Configuring the TeleVantage workstation applications

Configuring the TeleVantage Administrator and Client

For informati on about customizing and using the TeleVantage Administrator, see Administering
TeleVantage.

For information about customizing and using the TeleVantage Client, see Using TeleVantage.
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Configuring the TeleVantage TAPI Service Provider

Workstation Setup runs the TAPI Service Provider Configuration wizard automatically when
you install the TAPI Service Provider for the first time on a PC. Y ou can run the Configuration
Wizard later, for example to change your station ID. To do so:

1. Click Start > Programs > Artisoft TeleVantage > TeleVantage TAPI Service
Provider Configuration Wizard.

2. Follow the on-screen instructions. Click Help for more information.

Configuring your contact manager for use with
the TAPI Service Provider

Before making calls from the contact manager, you must configure it to recognize the TAPI
Service Provider. Use one or more of the following procedures as needed.

To configure Outlook
1. Open the Contacts view in Outlook.
2. Choose Actions > Call Contact > New Call.
3. Inthe New Call dialog box, click Dialing Options.
4

In the Dialing Options dialog box, verify that Connect Using Line isset to
“TeleVantage Line 1.” Thisoption is available after the TAPI Service Provider is
installed.

5. Click OK.

To configure GoldMine, GoldMine FrontOffice, or GoldMine Business Contact
Manager

Use the following procedure after you refer to the documentation that came with the product:
1. Choose Edit > Preferences.
2. Click the Modem tab.

3. Under Modem Settings, verify that TAPI Line issetto “TeleVantageLine 1.” This
option is available after the TAPI Service Provider isinstalled.

4. Click OK.

To configure Act!
1. InAct!, Choose Edit > Preferences.
2. Click the Dialer tab.
3. Select the Use Dialer checkbox.
4

Under Modem or Line, verify that “TeleVantage Line 1" is selected. Thisoptionis
available after the TAPI Service Provider isinstalled.
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5. Toreceive screen pops with contact information when a contact calls, select the
Lookup contact using caller ID checkbox. Deselect the checkbox if you do not want
to receive screen pops.

6. Click OK.

Calling from another application

After installing the TAPI Service Provider, users can call contacts by using the instructions
provided with their contact managers. Calls appear in their Call Logsasif they had dialed them
from the Client or phone.

Configuring the TeleVantage Contact Manager Assistant

1. If the Contact Manager Assistant is not running, start it by clicking
Start > Programs > Artisoft TeleVantage > TeleVantage Contact Manager
Assistant.

2. If only the Contact Manager Assistant splash screen appears, right-click the Outlook,
GoldMine, GoldMine FrontOffice, or GoldMine Business Contact Manager icon on
the system tray at the lower right of your screen. Select Setup.

3. Click Help for detailed instructions.

Synchronizing system clocks

It isrecommended that you make sure that the system clocks on the TeleVantage Server PC and
user PCs are synchronized. This ensures that message time stamps, which are set by the Server
clock, agree with the time displayed on the user PCs.

In Microsoft domain-based networks, you can synchronize the workstation clock with the
TeleVantage Server clock by including the following statement in the logon script that executes
when the workstation connects to the domain controller:

net time \\<Tel eVant ageServerNane> /set /yes

Where to go next

When you have installed the TeleVantage workstation applications, go to Chapter 13 if you
want to support the Web Client.

CHAPTER 12. INSTALLING TELEVANTAGE WORKSTATION APPLICATIONS 12-9






CHAPTER 13

INSTALLING TELEVANTAGE WEB
SERVICES

CHAPTER CONTENTS

INtroduction. . . ... .. e 13-2
Installing Microsoft Internet Information Server .............. 13-2
Installing TeleVantage Web Services. . .................... 13-3

Runningthe Web Client . . ............ ... ... . ... 13-4




Introduction

Installing Microsoft Internet Information Server

TeleVantage Web Servicesis the TeleVantage component that allows you to offer users the
TeleVantage Web Client.

The Web Client isaversion of the TeleVantage Client that users access by using their Web
browsers. Because the Web Client isHTML-based, users can accessit from non-Windows
platforms such as Macintosh and UNIX. The Web Client gives users access to most
TeleVantage features. For information about using the Web Client, see Using TeleVantage and
the Web Client online Help.

Requirements

For your systemto offer the Web Client, you must install the following on a PC that will become
your Web server:

= Microsoft Internet Information Server (11S) 4.0 or higher. I1Sisinstalled automatically
with Windows 2000.

m TeleVantage Web Services

You can install TeleVantage Web Services on the same PC as the TeleVantage Server if you
plan to use the Microsoft Internet Information Server to support asmall number of simultaneous
connections for TeleVantage purposes only. However, if you plan to use the TeleVantage Web
Servicesto support many TeleVantage users or for other high-volume Web-related activity, itis
recommended that you install it on a separate networked PC from the TeleVantage Server.

For acompletelist of requirementsfor the Web server PC, see“Web Servicesrequirements’ on
page 3-23.

Important: Versions of Internet Explorer with security patches may not be able to connect to a
TeleVantage Server that contains an underscore in its name. This behavior was introduced by
Microsoft to improve security. There are two workarounds—rename the Server, or use the
Server's IP address in place of its name when you run the Web Client. For more information, go
to http://support.nicrosoft.comand search the Knowledge Base for article #Q321232.

I1Sisinstalled automatically with Windows 2000 Server. If your Web server isaWindows 2000
Server PC, go to “Installing TeleVantage Web Services’ on page 13-3.

If your Web server isaWindows NT 4.0 Server PC, install the Windows NT 4.0 Option Pack,
which includes|1S. Y ou can download the latest version from Microsoft using the instructions
on page 13-3. Your copy of Windows NT 4.0 Server may also contain the Windows NT 4.0
Option Pack.

Note: 1IS requires Windows Internet Explorer 4.01 or later. If you need to upgrade, Internet
Explorer 5.5 is included on the TeleVantage CD. See page 13-3 for instructions.
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To install Internet Explorer 5.5 from the TeleVantage CD
1. Insert the TeleVantage CD.
2. Click Start > Run. Type the following and then click OK:
Tel eVant age Server\ Net Set up\ | E5\ | E5Set up. exe

3. Follow the on-screen instructions to complete the installation.

To install Microsoft 1IS on a Windows NT 4.0 server
1. Download the Windows NT 4.0 Option Pack from the following location:
http: //wwv. m crosof t. com nt wor kst at i on/ downl oads/

Y ou may be asked to fill out aform with customer information before you can
download the software.

2. Runthefiletoinstall the option pack. Choose the Typical installation. Follow the
on-screen instructions to complete the installation.

3. If you are prompted to restart your PC, do so.

Installing TeleVantage Web Services

1. Closeall applications running on the Web server.

If you areinstalling Web Services on the TeleVantage Server PC, shut down the
TeleVantage Server and Dialogic System Service. Y ou do not need to close your
database server.

2. Insertthe TeleVantage Master CD. The Master Setup program starts. If the Master CD
isalready inserted, start Master Setup program by running aut or un. exe from the root
directory on the Master CD. For information about the Master Setup, see page 6-2.
Artisoft Tele¥antage 5.00 Master Setup = x|

Master Setup e o,
P nstaling Toisvantago

@ View Readme File

% Microsoft Data Engine

Artisoft

Tel

TeleVantage Server

tage @ Televantage Web Services

>

3. Click Televantage Web Services.

Exit to Desktop

4. Follow the on-screen instructions.
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5. Inthe Setup Complete dialog box, click OK to complete the installation.
6. Restart the TeleVantage Server and Diaogic System Service.

TeleVantage Web Services starts automatically after installation and whenever the Web server
isrestarted.

Running the Web Client

After TeleVantage Web Servicesisinstalled, you can run the Web Client from any Web browser
by entering the following URL.

http://<Webserver>/ Tel eVant age

Replace <Wbser ver > with the name of the PC running the TeleV antage Web Services or with
its |P address, as in the following examples:

http://Tel eVant age/ Tel eVant age
http://124.64.77. 68/ Tel eVant age

If you get “The page cannot be displayed” messages while running the Web Client, see “Web
Servicesinstaller seemsto complete without requiring a reboot, but areboot is required to
finish” on page D-17.

Where to go next
When you have successfully installed TeleVantage Web Services, go to Chapter 14.
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Your TeleVantage system so far

After upgrading from TeleVantage 2.1 or earlier

Y ou should have already completed the following tasks:
= |nstalled the Windows Server

m Installed Dialogic hardware, the Dialogic System Release 5.1.1, SP1, and Driver
Updates

= Installed and configured the TeleVantage database server

= Installed the TeleVantage Server

m Added and activated your TeleVantage licenses

m Installed the TeleVantage workstation applications (optional)

= Installed TeleVantage Web Services on the TeleVantage Server to support the
TeleVantage Web Client (optional)

Note: Be sure you have finished all of the tasks before you proceed.

If you upgraded from TeleVantage 2.1 or earlier, you can uninstall Microsoft SQL Server 6.5 at
any time after you complete the database server installation described in Chapter 10. If you
upgraded from TeleVantage 3.0 or higher, or if you installed TeleVantage for thefirst time, you
do not need to uninstall SQL Server.

Note: Your Microsoft SQL Server 6.5 database was upgraded to an MSDE database when you
upgraded. Do not uninstall the Microsoft SQL Server 6.5 database until you are satisfied that the
upgraded TeleVantage system is working properly. At that time, you can uninstall Microsoft SQL
Server 6.5.

Uninstalling Microsoft SQL Server 6.5 frees about 300 MB of disk space. The process does not
affect your new database server in any way.

To uninstall SQL Server 6.5
1. Shut down the TeleVantage Server and the Device Monitor if they are running.
2. Stop the MSDE server using the Windows Control Panel.

3. Choose Start > Programs > Microsoft SQL Server Switch > Microsoft SQL Server
6.5.

Insert the TeleVantage 2.1 CD. Exit the aut or un program if it starts.

Start the setup program which is located in the i386 directory
(\mssql \'i 386\ set up. exe).

6. Click Continue inthe Welcome and the SQL Server Already Installed dialog boxes.

Select Remove SQL Server when the Microsoft SQL Server 6.5 Options dialog box
opens.
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Select Remove filesfrom C. \ MSSQL\ when the next dialog box opens.
Click Resume to uninstall SQL 6.5 from the PC.

10. Choose Start > Programs > Microsoft SQL Server Switch > Microsoft SQL Server
7.0 to switch to MSDE 7.0.

Note: The following prompt may appear in a message box: “The MSSQL Server
Service did not exist, so it has been re-created. Please use the open services control
panel to set any user options (such as logon and startup type)”. Click OK if you see this
message.

11. Choose Start > Programs > MSDE > Service Manager, and verify that the MSSQL
Server Service has “ Auto start service when OS starts’ selected.

12. Click Start/Continue. Microsoft SQL 6.5 has been completely removed from the PC.

If you want to change the TeleVantage Server PC domain, see Appendix E, “Changing the
Domain of the TeleVantage Server.”

Setting up and configuring your TeleVantage system

After you install the TeleV antage components according to the instructions in this manual, you
must set up and configure your system using the TeleVantage Administrator.

See Administering TeleVantage and the TeleV antage Administrator online Help.
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APPENDIX A

VOICE RESOURCE USAGE IN
TELEVANTAGE

Y ou need to be aware of the number of voice resourcesthat your system requiresto support itsvoice
processing and dial tone needs. Thisis especially important for large or international TeleVantage
installations.

TeleVantage uses one voice resource in each of the following situations:

m When playing or recording avoice file over the telephone, including playing a telephone
command prompt to a user or caller, and when a user plays or records a voice message,
greeting, voice title, auto attendant greeting, and so forth. Audio files played over PC
speakers do not use voice resources.

= While playing atone, such asthe dial tone or callback, or while collecting digits from the
user.

= For the half-second it takes to send Caller ID or message-waiting information to a CLASS
phone:

m For Caller ID, this event occurs once per call.

m For message waiting information, it occurs when the message waiting indicator needsto
be lit and again when it needs to be unlit (a blinking light is considered lit). Note that
this can result in up to half of your voice resources being used at once at Server startup
if many users have received new voice messages. See “ Conserving voice resources’ on
page A-2 for information on how to ensure that adeguate voice resources are reserved
for other purposes.

m For ADSI phones, when performing voice-first answering, paging or intercom. Note that
paging multiple phones can result in up to half of your voice resources being used at once.
See “Conserving voice resources’ on page A-2 for information on how to ensure that
adequate voice resources are reserved for other purposes.

= When auser islogged in remotely from atrunk, for the duration of the call, so that the remote
user can press ** to access the Hold menu, instead of pressing Flash.

m If theKeys are only active while prompts are playing checkbox (on the Hold tab of the
Queue diaog box) is not selected, when acaller to acall center queue iswaiting on hold, so
that the caller can press a key to leave a message or transfer out while listening to music on
hold. Y ou can opt to not use avoice resource in this case by choosing when the queue offers
special-key optionsto callers. See TeleVantage Call Center Administrator’s Guide.




Maximum possible voice resource use

m If you are using system call recording to record all system calls. System call recording
requiresone additional voiceresourcefor each call occurring inthe TeleVantage system
at any given time, including internal (station to station) calls, if configured that way.
Callsthat you have exempted from system call recording do not require the additional
Vvoice resource. See “ Conserving voice resources’ on page A-2 for information on how
to ensure that adequate voice resources are reserved for other purposes.

m E1 CAStrunksrequire adedicated voice resource at all times.

Dedicated vs. shareable voice resources
Intel Diaogic telephony boards come with both dedicated and shareable voice resources:

= A dedicated voice resource is associated with a trunk.

m A shareable voice resource can be used by TeleVantage as needed for astation or trunk.
See “Voice resources by Intel Dialogic board” on page A-4 for alisting of dedicated and
shareabl e voice resources by board.

Note: Analog trunk boards have dedicated voice resources. If a channel on an analog trunk
board is not connected to your phone company, or is disabled in the Windows registry, its
dedicated voice resources become shareable.

See“Disabling Diaogic devices’ in Appendix A of Administering TeleVantage for instructions
on how to disable channels on an analog trunk board in the Windows registry.

TeleVantage needs enough voice resources to handle the peak expected voice resource load on
the system.

The theoretical maximum peak load with system call recording turned off is all trunks and all
stations each requiring 1 voice resource at the same time. For example, on an 8-trunk by
8-station system, the maximum number of voice resources required is 16, which is the amount
provided by a D/160SC-8L S board. With system call recording turned on, there are 8 possible
calls, so the number of voice resources required increases to 24, requiring an additional voice
resource board.

However, actual peak loads are much less. In most situations, a D/160SC-8L S board (8 trunks)
can support up to 16 stations.

Conserving voice resources

As described above, some situations—using system call recording to record all calls, sending
message-waiting information to CLASS phones, and paging to ADSI phones—can consume
many voice resources. TeleVantage can be tuned to conserve some voice resources for other
purposes, to ensure that users can get dial tone and answer calls. See the Advanced
Configuration Settings chapter in Administering TeleVantage for more information.
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Identifying if you need more voice resources

If al trunks are busy using voice resources (for example, leaving voice mail), and a user picks
up a station, the user will not get adial tone, and a voice resource error will be written to the
Windows Event Log on the TeleVantage Server. These errors can be e-mailed to you if you
configure TeleVantage system settings appropriately in the Administrator. If this problem
happens, the remedy is to add more voice resources to your system.

Important: BRI trunk boards (with the exception of the BRI/2VFD board) supply no voice
resources. Therefore, you must install extra voice resources if you want to use BRI boards with
TeleVantage. Extra voice resources are also recommended with the D/41ESC analog trunk
board.

Gaining extra voice resources

Administratorsof large or international TeleV antageinstallations should analyze usage patterns
of callers and users before determining voi ce resource requirements. Depending on call usage,
the number of voice resources required can vary wildly.

To obtain additional voice resources to support the needs of your system, you can do the
following:

m Add avoice resource-only board such as a D/80SC or D/240SC board.

m Addaregular D/41ESC or other analog board as a resource-only board, or do not attach
trunks to several of the trunk ports on the board. The dedicated voice resources for
unattached trunks can be used by TeleVantage as shared resources.

m Addadua T1or E1 card, and do not connect the second channel to trunks. Doing this
frees the 24 or 30 voice resources for shareable use.

Note: If you are using E1 CAS on an E1 trunk board and want to dedicate some of its voice
resources to stations, you must reserve the Dialogic devices on the E1 board as described in
Administering TeleVantage. If you do not reserve the Dialogic devices, TeleVantage will dedicate
those voice resources to the E1 trunks.

Configuring the D/41ESC board for trunk or

voice resource use

When configuring a D/41ESC board, set the board as follows:
m Frontend. If you will be plugging trunks into the board.

m Route resource to SC bus. If you will be using the board just for the voice resources.
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Voice resources by Intel Dialogic board

Dialogic boards that provide voice resources to TeleVantage are listed in the following table.
See page A-2 for an explanation of the difference between dedicated and shareable voice

resources.

MOdel number Board type VO[i)Ceedl’ie(;iEel‘((JjeS VOSI?eafreeSikz:Ses
D/80SC-4LS Analog trunk 4 4
D/160SC-8LS Analog trunk 8 8
D/160SC-LS Analog trunk 16 0
D/41ESC Analog trunk 4 0
D/41ESC-Euro Analog trunk 4 0
D/41EPCI Analog trunk 4 0
D/41JCT-LS Analog trunk 4 0
D/120JCT-LS Analog trunk o oltf o 0
D/240SC-T1 T1 trunk 0 24
D/240PCI-T1 T1 trunk 0 24
D/240JCT-T1 T1 trunk 0 24
D/480SC-2T1 T1 trunk 0 48
D/480JCT-2T1 T1 trunk 0 48
D/300SC-E1 E1 trunk 0 30
D/300PCI-E1 E1 trunk 0 30
D/300JCT-E1 E1 trunk 0 30
D/600SC-2E1 E1 trunk 0 60
D/600JCT-2E1 E1 trunk 0 60
BRI/2VFD ISDN BRI trunk 0 4
D/80SC ii‘;iﬁfgsd voice 0 8
D/160SC ii‘;iﬁfgsd voice 0 16
D/240SC Dedicated voice 0 o4

resource
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Model number

Board type

Dedicated Shareable
voice resources voice resources

Dedicated voice

D/320SC 0 i
resource

D/80-PClI Dedicated voice 0 .
resource

D/320-PClI Dedicated voice 0 N
resource

D/160-JCT Dedicated voice 0 6
resource

D/320-JCT Dedicated voice 0 N

resource

Note: The D/120JCT-LS analog trunk is not typically configured for 12 dedicated voice
resources. Rather, 4 of the channels are unplugged so that they become shareable resources
that can be used for station activity.
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APPENDIX B

CONFIGURING ISDN PARAMETERS

Some sites may need to modify the ISDN parameters used for outgoing calls so that their ISDN
trunks will work with TeleVantage.

To determine if you have a problem, do the following:

= Install TeleVantage according to theinstructionsin thismanual . See” Configuring ISDN PRI
T1land ISDN PRI E1 trunk boards’ on page 9-16 and “ Configuring ISDN BRI trunk boards”
on page 9-18. Also, see Administering TeleVantage for information on adding an ISDN span
using the TeleVantage Administrator.

m Try placing callsonthe ISDN lineusing TeleVantage. If callsfrom TeleVantage work, there
is no need to troubleshoot your line or modify any ISDN parameters.

If you cannot place calls successfully, follow the instructionsin this Appendix to use the following
two Dia ogic troubleshooting utilities to place calls and diagnose problems on your ISDN line. Both
utilities are included on the TeleVantage Drivers CD:

m The Dialogic Makecall Utility (DMU)
m TheDialogic ISDIAG utility

To troubleshoot problems on your ISDN line

1. Askyour ISDN carrier for the optimal protocol values for your line. Enter them into the
Windows registry as described in “ Changing TeleVantage |SDN protocol parameters’ on
page B-4.

2. If callsfrom TeleVantage still fail, use the DMU to determine the protocol valuesfor your
line. See the next section, “Using the Dialogic Makecall Utility.”

3. If cadlsfromthe DMU fail, use ISDIAG to determine why the Dialogic board cannot
communicate with your ISDN line. See “Using ISDIAG” on page B-2.




Using the Dialogic Makecall Utility

The Dialogic Makecall Utility (DMU) isincluded on the TeleVantage CD in the

Di al ogi ¢\ Suppor t\ DMJ directory. To run it, copy the entire DMU directory from the
TeleVantage CD to your hard drive, and then run the file DMJ. exe, which isin the DMU
directory.

Important: The pathname for the DMU directory must not contain long file names. Copy the
DMU directory to your local drive or another path containing only short file names.

For instructions on using the DMU, see its Help file, DMJ. hl p, inthe DMU directory.

Note: The DMU works best with only one ISDN board in the PC. If you have multiple ISDN
boards installed, you may have problems running the DMU.

If you are ableto make calls successfully using the DM U, you do not need to use ISDIAG. Enter
the correct protocols in the Windows registry as described in “Changing TeleVantage ISDN
protocol parameters’ on page B-4.

Using ISDIAG

Use ISDIAG only if you have aready tried the DMU and are till unable to solve your ISDN
line problems.

With ISDIAG you can place test calls on an ISDN line and generate a trace that provides
valuable feedback to your carrier on the cause of failed calls.

Note: After running ISDIAG, be sure to shut down the Dialogic drivers and restart them before
starting the TeleVantage Server. If you do not do this, the TeleVantage Server does not initialize
the data channel at startup, which may cause unpredictable results.
To run ISDIAG
1. Onthe TeleVantage Server PC, open acommand prompt window.
2. Gotothefollowing directory:
C:\Program Fil es\Di al ogi c\BI'N

Note: This is the default directory. If you specified a different directory for the Dialogic
drivers when you installed them, go to that location instead.
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3. Enter ISDIAG. The syntax for launching ISDIAG appears, as shown in the next figure.

% Command Prompt

C:“\Program Files“Dialogic“BIN>isdiag

Dialogic ISDN Diagnostic Utility
Copyright{c) 1998 Dialogic Corporation
Uersion Package 3 vl.B1l

USAGE: isdiag ¢hoard’?> <channel> <{hoardtype> <{type’> {voicer

board = board #
channel => 1-23 for T1
1-38
1-2
boardtype i

I
BRI-RoadRunner
PER

SCBUS
trace mode »' = Trace mode, Mo waitcall issued at startup
default: Mormal mode. waitcall issued at startup
= voice supported{span cards)
default: no voice support{dti cards>

type ==

C:wProgram Files“Dialogic“BIN>

4. Enter ISDIAG followed by the appropriate codes. For example:
ISDIAGL1 1t sv

Doing thislaunches| SDIAG totest thefirst channel onthefirst board, wherethe board
isaT1 board on an SChus connection, using the voice option.

The menu shown in the next figure appears.

W INNTASpstem32hemd. exe - isdiag 1 1t s

MAIM MENU ISDIAG Uersion Package 3 — Beta 1_88
Driver performance monitor LOS O0OF BRAI AIS CRC Rs/E DCH
1. set call parameters i A a a 1] a i
request calling party number(ANI >
send maintenance request
display information
drop call Fi. help menu
make call
playsrecordsdial
set info
send message
start/stop-browse trace
restart and waitcall
shell to DOS
change current channel
Hold-/Retrieve Call
dpnss supp service
exit
Please enter choice:
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For information about using the ISDIAG menu to test calls and generate trace
information, see the following document on the Dialogic technical support website;

http://resource.intel.contel econt support/appnotes/isdn03. htm

Changing TeleVantage ISDN protocol parameters

When you have determined the protocolsthat your ISDN linerequiresto make and receivecalls,
you can update TeleVantage with those protocols by using the TeleVantage Administrator.

Use the following procedureif you were able to determine the correct protocols when you used
the DMU or if you want to change a particular parameter. For example, if you are using ISDN
BRI trunks in North America or Japan, you need to change the Layer 1 protocol on bearer
channel to G.711 uLaw (see “Changing bearer channel protocol to uLaw” on page 9-18.)

1.

In the TeleVantage Administrator Trunks view, right-click atrunk in the ISDN span
that you want to update and choose Open Span.

Click the Tuning tab.

Undefined - ISDN BRI Span

General ;. Trunks I

Parameter

Bearer channel transfer capacity

Bearer channel transfer mode

Bearer channel transfer rate

Layer 1 protocol on bearer channel

Uszer rate on bearer channel

Called party number type

Called party number plan

Called party sub number type data element
Called party sub number plan data element
Called party sub number data element
Calling party number type

Circuit switch

B4 kBps

CCITT ¥.100/%.30
E bits in 1.470
En-block
Unknown

MNSAP

255

En-block ﬂ

1
J
|~ Apply these settings ta all ISDN BRI spans

Impart...

| Restore Defaults |

QK | Cancel | Help |

Update the ISDN protocolsin one of the following ways:

= Automatically. If you were able to determinethe correct protocolsusing the DMU,
you canimport al of those protocols at onetime. Click Import, and then choose the
file Qut bound_nch. t xt from the DMJ/ Qut put directory.

= Manually. Toeditanindividual protocol, click thecell for that protocol. Choosethe
new vaue from the drop-down list.

Click OK.
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APPENDIX C

USING TELEVANTAGE WITH
MICROSOFT TERMINAL SERVER
OR CITRIX METAFRAME

Using Microsoft Terminal Server or Citrix Metaframe with TeleVantage enables you to do the
following:

Manage a TeleVantage Server remotely.

Run the TeleVantage Administrator or Client on a PC that does not meet the minimum
requirements described in “ Administrator and Client requirements’ on page 3-22.

Centrally manage the installation and maintenance of the TeleVantage Administrator and
Client workstation applications by installing them on an application server, instead of on
individual users’ PCs.

Microsoft Terminal Server or Citrix Metaframe can be used in one of two modes, Application Server
or Remote Administration. Both of these modes can be used with TeleVantage, asfollows:

Application Server. Inthismode, remote PCs can be used asterminal sfor programs running
in amultisession environment on an application server. For example, several userson remote
PCs can start terminal sessions to run the TeleVantage Client. Each session starts a new
instance of the Client, and all instances of the Client run simultaneously on the application
server. No TeleVantage software is required on the remote PCs.

Both the TeleVantage Administrator and TeleVantage Client are compatible with the
multi session environment provided by Microsoft Terminal Server and Citrix metaFrame. See
the next section for details.

Note: The TeleVantage TAPI Service Provider and Contact Manager Assistant are not
supported on Microsoft Terminal Server or Citrix MetaFrame.

Remote Administration. In this mode, you can use aremote PC to access a server over the
network just asif you were sitting at the server console. Remote Administration can be used
to perform upgrade and maintenance tasks remotely. For details, see “Using Terminal Server
for remote administration” on page C-4.




Installing TeleVantage on an application server

Bear the following considerations in mind when you set up an application server for
TeleVantage:

m The application server should not be the same PC as your TeleVantage Server PC.

= Applications should not be installed in the same partition as the Windows operating
system. In most cases, Windowswill beinstalled on your C: drive and applicationswill
beinstaled on aD: drive. The D: drive can either be a separate hard disk or another
partition on the same disk as the C: drive.

= Always use Add/Remove Programs (located on the Windows Control Panel) to install
programs. This ensures that the programs are set up properly for multisession use.

Note: The server must be in remote administration mode to remotely install any TeleVantage
workstation applications. See “Using Terminal Server for remote administration” on page C-4.

Installing workstation applications on a Windows 2000 server

Toinstall the TeleVantage workstation applications on a Microsoft Windows NT Terminal
Server, use the following procedure:

1. OntheTermina Server PC, open the Windows Control Panel and click Add/Remove
Programs.

In the Install/Uninstall tab, click Install.
In the Install Program dialog box, click Next, and then click Browse.

In the Browse dialog box, go to the TeleVantage installation directory. The default
location is:

\\ <Tel eVant age Server name>\ Net set up

5. Selecteither admi n. exe orcli ent. exe, depending on the workstation application that
you want to install.

6. Click Finish, and then proceed with theinstallation. Add/Remove Programswill make
sure that the application is set up for multisession use.

7. If youwant to install more than one application, close Add/Remove Programs and
restart it for each new application that you want to add.
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Installing workstation applications on a Windows NT server

Toinstall the TeleVantage workstation applications on a Microsoft Windows NT Terminal
Server, use the following procedure:

Note: This procedure can also be used with Citrix MetaFrame.

1.

At the Terminal Server PC, open a command prompt window and type change user
/install.

Stop all ODBC-dependent servicesincluding, but not limited to, 11'S, SQL Server, SQL
Server Enterprise Manager, Terminal Server licensing service, and the ODBC
Administrator.

Install MDAC 2.7 by running the file <Ser ver name>\ Net Set up\ Mlac\ Miac_t yp. exe,
where <Server nane> isyour TeleVantage Server PC.

Follow the on-screen instructions to install MDAC with the “ Complete” option.

With this installation window still open, run the application compatibility script by
running the following file:

C:\Application Conpatibility Scripts\install\Cdbc.cnd
Find the following file:

C:\ Application Conpatibility Scripts\rootdrv2.cn

If that fileis not present, repeat step 4, and it should appear.

When you have located thefile, edit it in Notepad and add the following lineto theend
of thefile. You can set Root Dr i ve to W: or any unused drive |etter.

Set Root Drive=W

Save and close the file when you are done.

Run the following file again:

C:\Application Conpatibility Scripts\install\Cdbc.cnd

Return to the final window of the MDAC 2.7 installation. Click Restart Windows.

If you see the following error message after restarting your PC, click OK, and then
restart your PC again.

i Service Control Manager

At least one service or driver falled during system startup. Usze Event
Wiewer Lo examine the event log for details,
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9. AttheTerminal Server command prompt, typechange user /install.

10. Ingtal any of the TeleVantage workstation applications, such as the TeleVantage
Client, from the TeleVantage Server NetSetup directory. For detailed instructions, see
Chapter 12.

11. Atacommand prompt, typechange user /execute.

The Terminal Services Client on Windows 2000

Remote PCs use the Terminal Services Client to run sessionsin Terminal Server. In Windows
2000, you have a choice between two different versions of the Terminal Services Client:

m Terminal Services Client. The standard Terminal Services Client is provided with
Terminal Server. To ingtall it, you must create a set of installation disks with Terminal
Server Client Creator. Y ou can use this option if you do not want to install Microsoft
Internet Explorer.

m Terminal Services Advanced Client (TSAC). The Terminal Services Advanced Client
(TSAC) isan ActiveX control that can be used to run Terminal Services sessionswithin
Microsoft Internet Explorer. It provides amost the same functionality as the full
Terminal Services Client, but is designed to deliver this functionality over the Web.

TSAC issomewhat easier to install because you do not have to create and use a set of
floppy disks. The TSAC installation package can be downloaded from the following
location:

http: //wwmv. m crosof t. com wi ndows2000/ downl oads/
recommended/ TSAC/ def aul t. asp

Using Terminal Server for remote administration

In Remote Administration mode, you can use aremote PC to access a server over the network
just asif you were sitting at the server console. Remote Administration can be used to perform
upgrade and maintenance tasks remotely.

When you start asession, your remote terminal may not be aware of applicationsthat are already
running on the server and will not display them on the console or in the task manager. This does
not apply to all applications. For example, neither the TeleVantage Client nor the Administrator
would be visible, but the TeleVantage Device Monitor would be visible in the system tray.
Before attempting to upgrade an application, you should restart the server to make sure the
application is no longer running.
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APPENDIX D

TROUBLESHOOTING

Thisappendix containsinformation that may be hel pful when you are troubleshooting problemswith
various TeleVantage components. It is divided into the following sections:

= “TeleVantage system overview” on page D-2

= “Troubleshooting telephone problems’ on page D-3

= “Troubleshooting Intel Dialogic problems’ on page D-3.

= “Troubleshooting database server problems’ on page D-11

= “Troubleshooting TeleVantage Server problems’ on page D-12

= “Troubleshooting Robbed Bit T1 problems’ on page D-13.

m “Troubleshooting ISDN PRI T1/E1 problems” on page D-14

m “Troubleshooting Client/Administrator installation problems” on page D-15
= “Troubleshooting Web Services’'Web Client problems’ on page D-17

= “Other troubleshooting topics’ on page D-18




TeleVantage system overview

The following figure shows the logical structure of a TeleVantage Server. Understanding this
information will be helpful when you are trying determine the significance of system behavior
when you are troubleshooting problems.

System Server

;

Server Software MSOE Data
“whice files used by the Telephone
played on Telephone System Serwer
w
=
c
T
E= EEIt
1] 0o “hice File on disk
[}
i} i
D0 network connection
Phane Wire Connection for client Call Control § !
to the Telephone Company File sharing Network
cannection for Woice files
Phone Wire Connection played on speakers IPC newtork connection for
to station board for Call Control Data uzed by cliart
and Audio
co H = = — 11 il
Telephone Telephone System Client

The TeleVantage Server connectsto a user by means of two different physical sets of wiring:

m Phone wire connects the station telephone to the Server (by means of the station board
and optional BCP connection panel).

m The network connects the Client software to the Server.
When troubleshooting networking problems, keep in mind that TeleV antage uses three kinds of

communication between the TeleVantage Server and the TeleVantage Client or TeleVantage
Administrator.
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As shown in the previous figure, the network connection between the Server and the
TeleVantage Client software actually consists of three different logical connections:

= The Server software and the Client software communicate using DCOM.

m The Client accesses voice files stored on the Server through file sharing.

m The MSDE Client software, which is embedded in the TeleVantage Client,
communicates with the M SDE database on the Server using its own | PC protocol.

Understanding these different data paths can beimportant in understanding and troubleshooting
the TeleVantage system. For example, the previous diagram shows that if a user can listen to
voice mail messages using the telephone commands, but cannot do so using the Client, problems
with file sharing or accessing the M SDE database may be the cause. To solve the problem, you
would use Windows Explorer to check the file sharing privileges on the Server machine.

Reporting problems
For information about how to report problems, see Administering TeleVantage.

Troubleshooting telephone problems

Calls are rejected

Possible causes for the error message, “1’m sorry, the other party rejected the call” include the
following:

= Thecall isplaced on an Internet telephony trunk, and the receiving party does not have
an | P phone.

= None of the trunks at the receiving end are configured to accept incoming calls.

= Anoutbound call isplaced on an ISDN line, but the switch sends TeleVantage a
disconnect message before the call is connected to the intended recipient.

Troubleshooting Intel Dialogic problems

Dialogic drivers do not start
If you are unable to start the Dialogic drivers after they are installed, do the following:
= Verify that no other device is using the IRQ assigned to the Dialogic drivers. To do so:

m Windows NT: Click Start > Programs > Administrative Tools > Windows NT
Diagnostics. In the Windows NT Diagnostics dialog box, click the Resources tab.

= Windows 2000: Click Start > Programs > Accessories > System Tools > System
Information. In the System Information dialog box, double-click Hardware
Resources, and then double-click IRQs.
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Be sure to access the network with the Dial ogic drivers running to ensure the IRQ is not
conflicting with the network card. IRQ conflicts can also cause the system to crash. If
thereisaconflict, enter adifferent free IRQ number for the affected boards.

If you experienceintermittent problemswith boards not starting, and your configuration
includes both PCI and | SA boards, in BIOS reserve for ISA devicesthe IRQ that is
assigned to Dialogic. This prevents the PCI boards from intermittently using the same
IRQ.

Make sure that the network card on the DM/IPx board and the third-party network card
are both connected to the Ethernet hub, and that the | P address of the DM/IPx network
card isnot in use by another PC.

Verify that DCM recognizes all of your boards, each at the correct ID.

If you haveaT1trunk board, inthe DCM main dialog box, double-click it and then click
the Interface tab. Verify that the ISDNProtocol setting reflects the switch protocol used
by your carrier. For a Robbed Bit T1 line, ISDNProtocol should be set to None.

TeleVantage Server fails to detect some or all stations on HDSI/x

board

If you encounter this problem, do the following:

1.

2.

Verify that all four cablesthat connect the HDSI/x board and the station interface box
(SIB) are connected properly and in the correct order. For more information about
connecting the HDSI/x board to the SIB, see “Connecting HDSI/x boards’ on

page 8-11.

Power off the SIB to reset it, and then restart the TeleVantage Server.

Dialogic Configuration Manager fails to detect a DM3 board

The Dialogic Configuration Manager (DCM) isoccasionally unableto automatically detect one
or more of the following DM 3 boards:

Internet telephony boards
DI/SIx or HDSI/x station boards
DM/V 2400A conference bridge board

If you encounter this problem, do the following:

1.

Determineif the undetected boards passed the Power-on System Test (POST). You
will need to remove the PC cover to see the diagnostic LEDs on the Dia ogic boards.
Full POST is performed only when aboard has gone from a power off to a power on
state. It isnot performed in response to a soft restart, or when the Dialogic driversare
started in DCM.

Note: After the TeleVantageServer starts, the LEDs on a board indicate the various
tests that are being performed. POST may take awhile to complete, but should be
complete by the time the Windows logon screen appears.
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Do one of the following:

m If the board does not pass POST. Reseat or replace the board and run DCM
again. If it still fails, contact your Technical Support representative.

m If the board passes POST. Go to the next step.

The diagnostic settings in the following table indicate that a DM 3 board has passed
POST:

Model number  Board type LED settings after successful POST

DM/IPx IP telephony  All lights are off.
DI/SI32 Station 2 yellow Ilght_s are blinking, green and red
lights are solid on.
HDSI/x Station All lights are off.
DM/V2400A anference Green light stays on.
bridge

2. Toverify whether Windowsis able to detect the board and IRQ, run PCI Tree, a utility
that listsinstalled PCI boards. PCITree may show boards that do not appear in
Windows Device Manager.

Y ou can download PCITree from the following location:
http: //ww. pcitree. de/
Dialogic PCI boards are identified by one of the following Vendor 1Ds (VID):
m 10b5 PLX Technology. Identifiesa DM 3 board.
m 12C7 Dialogic Corp. Identifies anon-DM3 board.

To display the VID for aboard, click on the board in the PCITree main window. The
VID isdisplayed in the PCI Device pane at the upper right of the PCITree window.
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The following graphic showsthe VID for a DM3 board:
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For comparison purposes, the following graphic shows the VID for anon-DM 3 board:
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Add up al of your DM3 vs. non-DM3 PCI boards, and see if you can account for all
of them in the PCI Tree main window.

Also, verify that Windows assigned an |RQ to the boards. The IRQ isdisplayed in the
last byte in hex in the Config Space Dump pane at the bottom right of the PClITree
window. (In the 2 previous graphics, thisvalueis‘11’ and ‘OB’ respectively.) Any
value other than ‘FF meansthat an IRQ was assigned. If thisvalueis‘FF, report this
to your technical support representative.

Do one of the following:
m If all the boards and IRQs are detected in PCITree. Go to step 4.
m If any boards or IRQs are not detected. Go to the next step.

3.  Try thefollowing:
= Ingtall the affected board in one or more different slots.
m Make sure that the chassis is PCl-compliant.
= Install the latest version of BIOS.
= Make sure that the BIOS setting for Plug and Play OSis set to No.
If none of these resolves the problem, go to the next step.
4. Veify that no other device isusing the IRQ assigned to the Dialogic drivers. To do so:

= Windows NT: Click Start > Programs > Administrative Tools > Windows NT
Diagnostics. In the Windows NT Diagnostics dialog box, click the Resources tab.

= Windows 2000: Click Start > Programs > Accessories > System Tools > System
Information. In the System Information dialog box, double-click Hardware
Resources, and then double-click IRQs.

Do one of the following:
m If thereis no IRQ conflict. Go to the next step.

m If thereis an IRQ conflict. Resolvethe conflict. If thereisstill aproblem, gotothe
next step.

5. Onefinal troubleshooting step that may result in DM3 boards being detected
successfully isto restore device defaultsin DCM. To do so:

= Write down al of your non-default configuration settings. The Restore Device
Defaults command resets all Dialogic board configuration settings to their default
values, and you will need to reconfigure all of your boards.

= Inthe DCM main dialog box, choose Action > Restore Device Defaults.

If this does not resolve the problem, go to the next step.
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Run the TeleVantage Problem Report Wizard, which isinstalled automatically when
you install the TeleVantage Server. For more about the Problem Report Wizard, see
Administering TeleVantage. The appropriate log files are automatically added to the
Problem Report .cab file. E-mail the .cab file to your technical support representative.

If you have not yet installed the TeleVantage Server, assemble the following
information manually and send it to your technical support representative.

= Windows registry key:

HKEY_LOCAL_MACHI NE\ SYSTEM Cur r ent Cont r ol Set\ Ser vi ces\ dI gcrpd\ NunCX De
vi cesFound

m Logfiles, located in the <K Syst em di r>\ SYSTEMB2\ directory:
m nerc.log
= dnBbsp. | og
= poweron. | og
m clusterpkg.log.* (* is1, 2, 3, and so forth)
= dnBfdspdl | . og

DCM fails to detect a D/41ESC board

The Diaogic Configuration Manager is occasionally unable to automatically detect aD/41ESC
board. If you encounter this problem, manually add the board, as follows:

1.

8.

N o g MW DN

If the Dialogic Configuration Manager (DCM) is not already running, start it
according to the on-screen instructions.

Choose Action > Add Device.

In the Add Hardware Wizard dialog box, under Family, select D/x1E.

From the Model list, select D/41ESC.

Click Next.

Enter a name to identify the board, for example, “First D/41ESC.” Click Next.

In the Properties dialog box, select the appropriate parameters for the board. For
RXGAIN settings, see “ Configuring analog trunk boards’ on page 9-15.

Click OK.

The next timeyou start the DCM, it will automatically detect the D/41ESC board and any other
D/41ESC boardsin your system.
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Troubleshooting mixed CTbus board systems
If your system uses CTbus (H.100) Dialogic boards, and you experience problems with board
detection or operation, you may need to change the order of your boardsin the PC chassis.

m Determine your board type. A board with an H.100 connector can be either an H.100
board or an SChus board. To determine which typeit is, check to seeif thereisa
dedicated CTbus ASIC chip (-OKI ML53812-x) located within 2 inches of the H.100
connector.

If thereisone, it isan H.100 board. If thereis not such achip, it isan SCbus board. For
more assistanceinidentifying thetype of board you have, contact your technical support
representative.

m Insert your boards in the correct order. Perform this step only if one or more boards
inyour system are H.100 boards. If no H.100 boards are in your system, the board order
does not matter.

The appropriate order for the boardsin your PCI slotsis as follows:

= SChus boards with SCbus connectors (26-pin) must be placed closest to the ISA
dlotsinthechassis. (If your chassishasno | SA dlots, place the boardsfarthest to the
right, when viewed from the face plates of the boards.)

= H.100 boards with H.100 connectors (68-pin) must be next.
= SChus boards with H.100 connectors (68-pin) must be next.

PCl boards not recognized at Server startup

Windows 2000 systems detect but do not recognize Dialogic PCI boards. Asaresult, when you
restart a Server in which you have installed Dialogic PCI boards, the Windows Found New
Hardware wizard starts for each new board detected. The wizard promptsyou to install drivers
for the unknown PCI device.

Important: Normally, you should NEVER use the Found New Hardware wizard to install drivers
for Dialogic boards. The only time you should use the Found New Hardware wizard is as
described below to resolve this problem with unrecognized PCI boards.

To prevent the Found New Hardware wizard from starting when new PCl boards
are detected

1. Follow theinstructionsin Chapter 9 to install Intel Dialogic SR 5.1.1, Dialogic SR
5.1.1 SP1, and the Dialogic Driver Updates.

2. Veifythatthefilesdl gcdnB_nt 4. inf anddl gcsram nt4. i nf arelocatedinthe\ DRVR
directory in the Intel Dialogic system directory. The default location is:

C:\Program Fi | es\ Di al ogi c\ DRVR\

Shut down the TeleVantage Server PC, and then restart it and log on.

The Found New Hardware wizard starts. Follow the on-screen instructions.
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5. Inthelnstal Hardware Device Driversdialog box, select Search for a suitable driver
for my device (recommended). Click Next to continue.

6. Inthe Locate Driver Filesdialog box, select the Specify a location checkbox. Click
Next to continue.

Click Browse and point to the directory listed in step 2. Click OK.

8. Inthe Driver Files Search Results dialog box, verify that the correct file wasfound as
adriver for the new device:

m For DM3 PCl boards: dl gcdnB_nt 4. i nf
m For legacy PCl boards: dl gsram nt 4. i nf
Click Next to continue.

9. Inthe Completing the Found New Hardware Wizard dialog box, verify that the board
name is correct, and then click Finish.

Dialogic Service fails to start when a PCl board is installed in a PC
with the Phoenix BIOS

Dialogic PCI boards cannot be auto detected when installed in a PC that usesthe Phoenix BIOS.
This problem results from an incompatibility between the Dialogic System Service and the
BIOS Advanced Configuration and Power Interface (ACPI). Resolving thisissue involves
disabling the ACPI functionality.

To configure BIOS so that the Dial ogic System Service can start, invoke the BI OS configuration
utility for your system. The configuration choice depends on the version of the Phoenix BIOS:

= Inearlier versions, thereis an option for Plug and Play O/Sinstalled (Y/N). For this
option, select N.

= Inlater versions, thereisan O/S Installed selection with thefollowing options: Win2000
/ Win98, Win95 or Other. For this option, select Other.

Dialogic drivers may not start after moving or changing a Dialogic
DM3 telephony board

Dialogic DM 3 boards—DM/IPx Internet telephony boards, DI/Six or HDSI/x station boards, or
the DM/V 2400A conference bridge board—cannot be moved or changed in asingle operation.
Thisrestriction applies whether you are moving a board to a different slot, removing one board
and installing another, or swapping a board for another of the same type.

Asaworkaround, do the following.
1. Stopthe TeleVantage Server.
2. Remove the board.
3. Restart the Server.
4

Run the Dialogic Configuration Manager (DCM) and verify logical IDs for DM3
boards. See “Verifying logical 1Ds for DM 3 boards’ on page 9-12.
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Shut down the Server.

Install the board (either the same board or a different one.)
Restart the Server.

Run DCM and verify logical IDs again.

© ©® N o v

Start the Dialogic drivers.

‘Error 5aa’ or ‘PEB/SCBUS cable missing’ message when starting
Dialogic drivers

If the SCBus cable that connectsyour I SA boardsisinstalled correctly (see“Installing Dialogic
boards” on page 8-5), the problem may be IRQ related.

First, in BIOS, reserve an IRQ for use by legacy 1SA devices. You can usually use IRQ 5.

Restart the Dialogue drivers. If the problem recurs, contact your technical support
representative.

All phones ring when Dialogic drivers are started

If al the phonesring for approximately 30-60 seconds when the Dialogic drivers are started, the
M SI boards are not getting power from the M Sl power supply. Check the power supply, thefuse,
and so forth. Y ou may need a different power supply.

Troubleshooting database server problems

Cannot access the TeleVantage database server
If you cannot connect to or load the database server, verify the following:

m Thesystem wasrestarted after Microsoft MSDE wasinstalled and the MSDE serviceis
running.

= The correct MSDE password was entered during installation. (The password is entered
if you followed the installation instructions.) Contact your TeleVantage provider for
assistance.

Microsoft SQLServerAgent service may not restart automatically
after installing TeleVantage Server

At the end of the TeleVantage Server installation, arestart isrequired after which the Server
installation compl etes. SQL ServerAgent service may not restart automatically asit should after
the restart.
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Troubleshooting TeleVantage Server problems

If SQL ServerAgent does not restart, do the following:

1.

o > WD

Select Start > Settings > Control Panel.

= OnaWindows NT Server, click Services.

» On aWindows 2000 Server, click Administrative Tools > Services.
Double-click SQLServerAgent.

On the General tab, select Automatic from the Startup type drop-down list.
Click Start.

Click OK, and then exit Control Panel.

If you encounter problems after successfully installing the TeleVantage Server, check the
following:

Isthere sufficient free disk space on the drive containing thevfi | es directory?

Isthere sufficient free database space? (Choose Tools > System Settings and click the
Storage tab to check.)

What isthe accessibility of database, voice files, and shares on the network?

Can the server be pinged? (Try entering C: \ pi ng <Server nane> from a DOS prompt.)

Specific conditions and remedies

TeleVantage Server is unknown. Run the utility TVAccUt | . exe asdescribed in
Appendix E.

TeleVantage Service will not start. Verify that the account (valid license) from which
the user istrying to start the TeleVantage Server has administrator privileges.

Device Monitor does not appear when the Device Monitor menu item is selected.
Click the Device Monitor icon in the system tray (lower right area of the task bar). By
default, the Device Monitor starts minimized.

“Unable to find libdxxmt.dll” error displayed when starting Server. Thiserror
indicates that the Dialogic drivers are not properly installed and started. Reinstall the
drivers according to the instructions.

A trunk or station displays a “Error!” in Device Monitor. The trunk or station is
experiencing an error from which it cannot automatically recover. Use the Device
Monitor Restart command to reinitialize the device.

All stations show “Error!” when the system is started. The power supply is not
connected to the BCP connection panel. Connect the power supply.

Faint music heard on calls. This problem is probably due to radio interference.
Installing a Radio Shack RF Filter (Part Number 43-150) on the user end between the
jack and the phone should correct the problem.
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m Allincoming calls hear a busy signal but the phones are not busy. UsetheServices
icon on the Windows Control Panel to ensure the Dialogic serviceis running. When
Dialogic boardsare powered up and no drivers are present, the reaction to incoming calls
is controlled by the setting of the hook-state switch (SW1) on the boards. This switch
may be set to generate a busy signal.

m Gateway calls between TeleVantage Servers failed. See “Communicating with a
TeleVantage 3.x Server using an |P Gateway connection” on page 11-18.

Troubleshooting Robbed Bit T1 problems

TeleVantage supports Robbed Bit T1 spans. These installations often require significant
configuration work because of the nature of Robbed Bit protocols. This section covers ordering
and troubleshooting Robbed Bit T1 spans on TeleVantage systems.

Obtaining details about your T1 span

It iscritical to have the right signalling information for your T1 span. The following questions
should be submitted to your T1 carrier so that you have the correct information.

It isimportant that you speak with a switch technician when you call your carrier.

Incoming calls:

= What arethe A and B bits set to when you receive an incoming call?

Line drop:
= What arethe A and B bits set to when the caller hangs up?

Inbound pickup:

= What do| haveto set the A and B bitsto in order to seize the linewhen an incoming call
is detected?

m Doesthe CO respond by sending back additional signals? If Yes, what are the line's A
and B values set to?

m Do | haveto respond again with another bit signal? If Yes, what isit?

Outbound pickup:
m What do | haveto set the A and B bitsto in order to seize the line to place a call?

= Doesthe CO respond by sending back additional signals? If Yes, what are the line's A
and B values set to?

= Dol haveto respond again with another bit signal? If Yes, what isit?
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Hangup:
= What do | haveto set A and B bitsto in order to hang up the line?

= Doesthe CO respond by sending back additional signals? If Yes, what are the line's A
and B values set to?

m Do | haveto respond again with another bit signal? If Yes, what isit?

Initialize:

m What are the settings of the ling's A and B bitswhen thelineisidle?

Digit collection (if applicable):

m What signal should TeleVantage send to indicate that it is ready to receive the digit
string?

m What isthe format of the incoming ANI/DID string, including any filler characters?
= Do you usefixed or variable format strings?

= If you use variable format strings, what is the delimiter character?

= What isthe Transmit and Receive Wink Definition?

m Isdigit signaling DTMF or MF?

Troubleshooting ISDN PRI T1/E1 problems

TeleVantage supports ISDN PRI TI/E1 spans. Although these tend to be more straightforward
to configure and test than their Robbed Bit T1 counterparts, some specia utilities are available
to troubleshoot these configurations.

Testing and optimizing ISDN PRI T1/E1 spans

TeleVantage supports two Dialogic utilities to help trace and debug your ISDN span. Details
about these utilities can be found in Appendix C aswell as on the Dialogic support website:

www. support . di al ogi c. com

Dialogic MakeCall Utility (DMU)

This utility allows you to test inbound and outbound calls on an ISDN PRI span. It isincluded
on the TeleVantage CD and is available for download from

http://support.dial ogi c. conl appnot es/ dmu/

ISDIAG

If you havetried the DMU and are still unable to place or receive cals, run the ISDIAG utility.
Detailed diagnostic information is provided.

ISDIAG isaDOS-based application that will monitor asingle channel onthe |SDN TL/E1 span.
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Troubleshooting Client/Administrator installation problems

Client/Administrator installation tips

m ‘Class Automation’ errors 430 or 1720 can occur if Windows Scripting Runtime is not
installed. Install Windows Scripting Runtime, then try installing the Client again by
running Cl i ent. exe from the Server's\ Net Set up directory. Y ou can download
Windows Scripting Runtime from the following location:

http://msdn. m crosof t. com downl oads/ def aul t. asp?URL=/ downl oads/ sanpl
e.asp?url =/ nmsdn-files/ 027/ 001/ 733/ msdnconposi t edoc. xm

= If you run the Client installation while Microsoft Outlook is running, you may see an
error message that says, ‘Microsoft Outlook cannot run the add-in. Thisfeatureis
currently not installed. Would you liketo install it now? If you see this message, do the
following:

m Click No.

= Another dialog box then appears with the message, ‘ Add-in fldpub.dll could not be
installed or loaded. Problem may be resolved by using Detect and Repair on the
Help menu.’

m Click OK.
= Manually restart your system by choosing Start > Shut Down.
When your system restarts, the Client installation will continue.

= Error 1904 may occur when installing the Client on Windows NT, ending the Client
installation. If this happens, reboot the system and run the Client installation again.

‘Corrupt installation’ dialog box

Thiserror meansyou are unableto install TeleVantage workstation applications. Y ou must log
on as auser with administrator privileges to the PC on which the workstation applications will
beinstaled. If you do not, a“Corrupt Installation” dialog box may open.

‘Server not available’ dialog box appears when upgrading the
TeleVantage Client or Administrator

If the TeleVantage Server has been started, close the “ Server not available” dialog box and
continue with the installation.
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TeleVantage Client and Administrator fail to install on Windows 98
SE if DCOM 98 is not previously installed

Tosafely install the TeleVantage Client or Administrator on aWindows 98 SE PC that does not
have a previous version of TeleVantage installed, you must install DCOM 98 first as described
in “Downloading DCOM 98 onto your TeleVantage Server” on page 12-3.

Note: If you first run the Workstation Setup and attempt to install the Client or Administrator
workstation application on a Windows 98 SE PC without a previous version of TeleVantage
installed or DCOM 98 installed, you will receive an MDAC installation error. If this happens,
perform the following steps:

1.
2.

5.

Close al open applications on the affected PC.

Run the Microsoft Data Access Components (MDAC) installer (mdac_t yp. exe) from
either of the following locations:

m \Program Fil es\ Tel eVantage Server\ netset up\ ndac directory on the
TeleVantage Server PC

m \server\netset up\ ndac directory on the TeleVantage Master CD
Restart the affected PC.

Obtain thefilei nst al | edndac. reg from the\ support directory on the TeleVantage
Master CD, and then run it on the affected PC.

Install the Client or Administrator workstation application again and restart the PC.

‘Error 3706 (Provider cannot be found. It may not be properly
installed.) has occurred’ when starting the Client
Thiserror can occur on some PCs when starting the Client. To fix the problem:

1.

Using aprogram such as WinZip (www.winzip.com), open the file ndac_t yp. exe
from either of the following locations:

m \Program Fil es\ Tel eVantage Server\ net set up\ ndac directory on the
TeleVantage Server PC

m \server\netset up\ mdac directory on the TeleVantage Master CD

Using WinZip, double-click the file sgl ol db. cab to view its contentsin a new
window.

In that new window, extract all the filesin sql ol db. cab into C: \ Program
Fi | es\ Common Fi | es\ System O e DB.

At acommand prompt, enter the following:
regsvr32 "C:\Program Fi | es\ Conmon Files\System O e DB\sql ol edb.dl "

Start the TeleVantage Client again.
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Cannot start Administrator to back up the TeleVantage database
If you are unable to start the Administrator, you can still back up the TeleVantage database by
running the Administrator from the command line.

From Start > Run, enter the path of the application in quotes, and then enter the /backup
command, that is, “\\ <syst em nanme>\ C\ Progr am Fi | es\ Tel eVant age
Admi ni strator\ TVAdmi n. exe” /backup.

E-mail notification through Microsoft Outlook does not work if
Outlook is installed in Internet Only mode

E-mail notification through Microsoft Outlook will not work if Outlook isinstalled in Internet
Only mode. Outlook must be installed with full MAPI support to be used with the TeleVantage
Server. To change modes, go to Microsoft Outlook and select Tools > Options > Mail Services
> Reconfigure Mail Support.

Troubleshooting Web Services/Web Client problems

Web Services installer seems to complete without requiring a
reboot, but a reboot is required to finish

If the Web Servicesinstaller completes without requiring arestart, it is recommended that you
restart anyway to ensure that the setup is really completed.

‘The page cannot be displayed’ messages while running the Web
Client

These messages may be the result of anti-virus software scanning that causes 11S to restart the
Web Client. Turning off virus scanning for thefile gl obal . asa may help resolvethisissue. For
more information, gotohtt p: // support. m crosoft. comand search the Knowledge Base for
article #Q248013
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Other troubleshooting topics

This section describes several other problems that you may encounter.

Microsoft WinSock Proxy problems

Microsoft WinSock Proxy blocks local UDP traffic

Microsoft Proxy Server isagateway to the Internet that allows multiple workstationson asingle
network to share one Internet connection.

MS Proxy Server can sometimes block UDP (User Datagram Protocal) traffic on the network.
If DCOM is configured to use UDP first and UDP traffic is blocked by MS Proxy Server,
TeleVantage client applications may not be able to establish aDCOM connection with the

Server.
Preconditions Symptoms Resolution
The following error(s) will be
visible in the TeleVantage logs.
1211\7’:)2;(1)71109: Automation error Move Connection-oriented TCP
MS Proxy Server to the top of the DCOM protocol
et o e veomoga e e e e
’ At Advi se("{1D7D9320- 64EC- 11D1- B
page 11-15.

866- 006097COE8CC}") fail ed;
HRESULT 0x800706ba: The RPC
server is unavail able.

Microsoft WinSock Proxy client DLL causes deadlock in RPCSS

Microsoft Proxy Server isagateway to the Internet that allows multiple workstationson asingle
network to share one Internet connection. RPCSS is the DCOM resol ver/end-point mapper
process. MS Proxy Client can sometimes cause a deadlock in RPCSS.

Preconditions Symptoms Resolution

MS Proxy Client is
installed on the
client PC.

TeleVantage Client hangs at the

Uninstall MS Proxy Client.
splash screen.
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Hang up not being detected

Not al CO linesindicate a disconnect in the same way. Most will drop loop current (whichis
fairly easy to detect) but some may do other things, including:

m Gosilent
= Play adia tone
= Play areorder tone

= Play some other kind of tone

To determine the disconnect tones, see Administering TeleVantage.

Slow Server and station startup after migrating TeleVantage to a
new Server with a new name

Thisproblem is caused by importing a database from another machine with adifferent machine
name.

Resolution

When migrating to a new machine and new TeleVantage version, do the following:
1. Moveyour existing version of TeleVantage to anew machine and verify that it works.
2. Back up the database on the existing Server.

3. Copy TVDB. Dnp and TVSer ver . Reg to the backup directory on the new Server
(C:\Program Fi | es\ Tel eVant age Server\ Dat a\ Backup).

Copy the voice (. VOX) files to the new Server.
Restore the TeleVantage database.
Upgrade to the new version of TeleVantage and verify that it works.

TeleVantage Server does not start because account password

changed

When you installed the TeleVantage Server, you entered the Windows NT account name and
password used to run the TeleVantage Server. If the password for this account changes, the
TeleVantage Server will not start.

Resolution

Use the DCOM config utility to update the account password in the Identify settings for
TeleVantage Starter application.
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APPENDIX E

CHANGING THE DOMAIN OF THE
TELEVANTAGE SERVER

This appendix describes how to change the domain of the TeleVantage Server PC for any of the
following reasons:

= Your network configuration has changed, and you now have a domain that you want the
TeleVantage Server to be a part of.

= You recently installed a Microsoft Exchange Server on your network, and you now want to
support e-mail notification in TeleVantage. To support this feature, the TeleVantage Server
must be on adomain.

= You changed the name or password of the domain user.
= You moved the TeleVantage Server to a different domain.

If you do not have a TeleVantage Server user on the new domain, create one.

m For aWindows NT domain, see “Creating the Windows NT 4.0 user for TeleVantage” on
page 7-8.

= For aWindows 2000 domain, see “Creating the Windows 2000 user for TeleVantage” on
page 7-3.

Running the TeleVantage Password Change Utility

Y ou must reconfigure Windows NT services and DCOM to enable TeleVantage to start on the new
domain. The TeleVantage Password Change Utility automatically updates services and DCOM
settings to your new specifications.

1. Runthefile TVAccUt | . exe, whichislocated in the TeleVantage Server directory. The
default location for thisdirectory isC: \ Program Fi | es\ Tel eVant age Server.

£ Tele¥antage Service .m:l:ou::_ il

Domain: IMAIN

Account: |Tele\-’arﬂage

Paszword: |

EIK = s

2. Enter the Domain name, Account name, and Password for the domain.
3. Click OK.







APPENDIX F

MANAGING TELEVANTAGE LICENSES

This appendix provides background information on how TeleV antage licenses work, and addresses
the following topics:

m How TeleVantage licenses affect system behavior. See page F-1.
m How to activate licenses manually. See page F-4.
= How to import and export license information to a license file. See pages F-6 and F-8.
m How hardware locking works. See page F-9.
m Installing an optional dongle. See page F-10.
m Terms of use. See page F-9.
m Special licensing situations. See page F-10.
For information on how to enter licenses using the TeleVantage Administrator, and activate them

using Web-based one-click activation, see “ Entering and activating your TeleVantage licenses’ on
page 11-7.

How TeleVantage licenses affect system behavior

It is strongly recommended that you enter all of your licenses and activate them immediately after
installing the TeleVantage Server, as described on page 11-7. Also, if you add licensesto a
previously-activated system (for example, adding 10 new Trunk licenses), you must activate again.
In either case, activating licensesimmediately avoids all of the disruptions (described below) that
occur before licenses are activated.

For more about license activation, see page F-3.

Before your licenses are activated

Y ou can useyour TeleVantage system for 60 dayswithout activating your licenses. The 60-day grace
period starts on the day you enter thelicenses using the TeleVantage Administrator. Y ou can activate
your licenses at any time during or after the 60 days.

Until you activate your licenses, starting any TeleV antage workstation application will pause at the
splash screen, to remind you of the number of days|eft. Users must click OK to continue running the
application.

After your licenses are activated

Onceyou activate your TeleVantage licenses, the 60-day grace period iseliminated and your system
isfully licensed. All of theTeleVantage workstation applications are fully enabled, and remain so
unless the hardware ID you choose stops operating or is removed.




After 60 days without activation
If you do not activate your licenses within 60 days, the following occur:

= All TeleVantage workstation applications—with the exception of the TeleVantage
Administrator—display a message at startup stating that “Y our licenses have expired.
Ask your TeleVantage Administrator to activate system licenses to fully enable the
features of thisapplication.” When the user clicks OK to close the message window, the
application shuts down.

m The TeleVantage Server continues to function normally, so users can place and take
cals, including emergency calls. However, users must use the phone to do so, as they
will no longer be able to use the TeleVantage Client.

= Theonly functionsavailablein the TeleVantage Administrator arethe ability to start and
stop the TeleVantage Server, perform backups, and enter and activate licenses. Y ou can
no longer add users, make configuration changes, and so forth.

Using trial licenses

Trial licenses allow you to evaluate TeleVantage for 60 days, starting on the day you enter the
trial licenses using the TeleVantage Administrator. Trial licenses cannot be activated.

At any time during or after thetrial period, you can purchase full licenses from your
TeleVantage provider, and then enter and activate them. The trial period can only be extended
by obtaining anew set of trial licenses from your TeleVantage provider.

With trial licenses, starting any TeleV antage workstation application will pause at the splash
screen, to remind you of the number of days left. Users must click OK to continue running the
application. In addition, when users take their phone off-hook during the last 5 days of thetrial
period, they hear amessage warning of the upcoming end of thetrial period beforethey get dial
tone.

After the 60-day trial license period ends, the following occur:

= TeleVantage will not answer any calls, no new calls can be placed, and all active
callsaredropped. The TeleVantage Server shutsdown and cannot berestarted.

= All TeleVantage workstation applications—with the exception of the TeleVantage
Administrator—display a message at startup stating that “Y our licenses have expired.
Y ou must purchase full licenses to fully enable the features of this application.” When
the user clicks OK to close the message window, the application shuts down.

m Theonly available function in the TeleVantage Administrator isthe ability to enter and
activate licenses.

Viewing the status of licenses on your system

The status of the licenses on your system isdisplayed in the splash screen and About dial og box
for any of the TeleVantage workstation applications.
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The following graphic shows the TeleVantage Administrator splash screen on a system with
licenses that have not yet been activated. Note that the number of daysleft in the 60-day grace

period is also displayed.

Version 5.00.1413 This product is licensed to:

Contact your administrator to activate your Boenses (10 days remaining]

tage

Activate How I
. . - Aictivate Later
@ Copyight 1933-2002 Arfisoft, Inc. All nghts reserved.

About entering licenses
Y ou use the TeleV antage Administrator to enter licensesinto your system. There are two ways
to enter licenses:

m Enter licenses manually. For details, see“ Entering and activating your TeleVantage
licenses’ on page 11-7.

= Import licenses from a license file. For details, see “Importing license information”
on page F-6.

About activating licenses
Activating your TeleVantage licenses does the following:

= Eliminates the 60-grace period so your system is fully operational.

= Disables on-screen messages and telephone warnings that occur before licenses are
activated and when using trial licenses. See “How TeleVantage licenses affect system
behavior” on page F-1 for more information about how systems behave before and after
licenses are activated, and when using trial licenses.

m Locksthelicensesto your TeleVantage Server hardware so they cannot be used on more
than one system at the same time.
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Activation consists of the following steps:

1. You submit your license and hardware information to Artisoft using one of the
methods described in the next section.

2. Artisoft verifies the information and locks your licenses to a hardware ID on your
TeleVantage Server.

3. Activated licenses are returned to you and applied to your TeleVantage system.

Note: When you activate licenses, the license information you submit to Artisoft is verified and
saved for future troubleshooting purposes.

Onceasystemisactivated, it stays activated until you add additional licenses (for example, you
purchased another Station license to support more users), or the hardware | D against which the
licenses are locked stops operating or isremoved. At that time, the system becomesinactivated
and the 60-day grace period begins, until you activate again. Y ou will also need to activate your
licensesagain if you change the hardware |D on the TeleVantage Server. See“ Termsof use” on
page F-9 for information on how hardware locking works.

How to activate your licenses
Y ou can activate TeleVantage licenses in two ways:

= Automatically, using one-click activation

= Manually, by submitting your exported license information directly to the Artisoft
activation website

If you encounter problems with any of the activation methods or have questions, contact your
TeleVantage provider, or call Artisoft at 617-354-0600, extension 555.

About one-click activation

If you have Internet access on the PC on which you are running the TeleVantage Administrator,
one-click activation is the easiest way to activate your licenses. When you use one-click
activation, all the required information is submitted and imported automatically for you. See
“Entering and activating your TeleVantage licenses’ on page 11-7 for details about using
one-click activation.

Activating licenses via the web

If you do not have Internet access on your Administrator PC or have a problem with one-click
activation, you can go directly to the Artisoft activation website to activate your licenses.
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To activate licenses via the web

1. Export your licensing information as described on page F-8. The license file contains
all the required information for successful activation

2. Using your browser, gotohttp://activation.artisoft.confactivation

/2 Activate Licenses - Microsoft Internet Explorer (=] 5|

JFlIe Edit View Favorites Tools Help

| wpak - 5 - @ @) 4| @Qoearch Garavortes Christory | By S B - 5

| Address [&] g factivation. artisuft comfactivation] = ¢ ‘

To activate your licenses manually you must supply license information exported from the
Administrator application

To activate your license exportfile (e.9. Licenses lic) please enter the name of the file
below and click Upload

| Browse...
Upload

If your browiser does not support uploading files perfarm the following steps instead

1. Openyourlicense export file (8 9. Licenses lic) with Windows Motepad

2. From MNotepad select Edit-=Select All then Edit-=Copy

3. Inthis web page click the text area below and from your browser select Edit-=Paste
4. Click Activate

E
E
Activate 0
]
@] Done [ [ | mternet v

Note: If you have problems with one-click activation or activating via the web, make
sure that the TeleVantage Administrator can connect on TCP Port 80 to the host
activation.artisoft.com Note that Port 80 is the default port for HTTP so it is the
most common port to be open, but it is possible that your network administrator has
blocked that Port and redirected HTTP traffic over a different Port.

3. Supply your licensing in either of the following ways:

= |f your browser supportsfile uploads, enter the name of thelicensefileyou exported
from the Administrator, and then click Upload.

= |f your browser does not support file uploads, paste the contents of your licensefile
into the web page. To do so:

= Open your exported license file using Windows Notepad.

= In Windows Notepad, select Edit > Select All, and then select Edit > Copy.
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m Click inthe text box on the Artisoft activation database web page. In your
browser, select Edit > Paste.

m Click Activate.

A license file containing activated licenses—called activation.lic—is downloaded to
you after a brief pause. Save thefile to your PC, and then import the file according to
the instructionsin “Importing license information” on page F-6.

Licensing errors

If activation was not successful, one of the following error messages is displayed. If you have
further questions or need help, contact your TeleVantage provider.

“Unknown activation failure”. An unexpected error has occurred.

“Activation database unavailable”. The activation databaseisnot available. Pleasetry
activating again later.

“Invalid license”. One or more licensesin an exported licensefile isinvalid. Export
your licenses again from the TeleVantage Administrator and activate them again.

“Exceeded maximum activation count”. One or more of your licenses has already
been activated using a different hardware ID. See “ Terms of use” on page F-9 for more
information.

“Exceeded maximum activation depth”. One or more of your licenses has already
been locked to the maximum number of hardware IDs alowed. See “Terms of use” on
page F-9 for more information.

“Invalid activated license”. The license file that you are importing contains one or
more invalid licenses. Activate your licenses again.

Importing license information
Y ou import license information for any of the following reasons:

To enter licenses, if your TeleVantage provider supplied you alicensefile that contains
your license serial numbers and verification keys

After successfully activating your licenses manually viathe Artisoft activation website

To use licenses exported from another PC, for example, if you have moved your
TeleVantage Server to another PC

Torebuild a TeleVantage Server

During animport, only new license records are imported. Licensesthat were that wereimported
or activated previously are ignored.

F-6
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To import licensing information

1. Inthe TeleVantage Administrator, choose Tools > System Settings, and then click
the Licenses tab.

System Settings

General all Logl Storagel Dialingl Emergenc:yl Securityl Dtherl
Licenze category: Isewer j
Serial number: |

Werification key: |

License summary
Stations: 0 Trunks: 0 Clierts: 0
IP Ports: O Call Center Agent: 0
Import... | Export... | Activate... |
Business Hours... | QK | Cancel | Help |

2. Click Import. The Import File From dialog box opens. Browse to the license file that
you want to import, select it, and then click Open.

3. After theimport finishes, click OK to close the message window that displays the
number of license records that were imported.

Artisoft Tele¥antage Administrator x|

@ 3 records were imported, and 7 duplicate records were ignored.

Note: Only new license records are imported. Licenses that were imported or
activated previously are ignored.

After importing new licenses, be sure to activate them using one of the methods described in
“About activating licenses’ on page F-3.
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Exporting license information
Y ou export license information for any of the following reasons:

To activate your licenses manually, via the Artisoft activation website
To create arecord of all your licenses that you can view and print

To use the licenses on another PC, if you need to move your TeleVantage Server to
another PC

To use the licenses to rebuild a TeleVantage Server

Exporting your TeleVantage licenses creates a license file—atext file with the extension
.LIC—that contains the following information:

Serial numbers and verification keysfor all the licensesin your system

MAC address of the network interface cards (NICs) on the TeleVantage Server, if one
is present

Serial number of the hard disk drive where the TeleVantage Server was installed
Serial number of your dongle, if oneis present

Profile information that you entered when you activated licenses

Y ou can view the exported license file using atext editor.

To export license information

1.

In the TeleVantage Administrator, choose Tools > System Settings, and then click
the Licenses tab.

Click Export.

In the Registration Information dialog box, update or add customer profile
information, and then click OK.

Note: If you do not know your VAR Authorization Number (a required field), you can
request it from the place where you purchased TeleVantage.

The Export Licenses To dialog box opens. Browse to the location where you want to
save the exported license file, and then click Save.

Click OK to close the message window that displaysthe number of license recordsthat
were exported.

Artisoft Tele¥antage Ad x|

@ 7 records were exported,

F-8
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More about TeleVantage licensing

How hardware locking works

Y our TeleVantage licenses can only be used on one system at atime. When you activate your
TeleVantage licenses, they are locked to one of the following hardware 1Ds on your
TeleVantage Server PC. Y ou can choose which hardware ID to use. There are pros and consto
each one.

m Network card (NIC). Locking your licenses to the MAC address of a NIC on the
TeleVantage Server PC is probably the best choice, since NICs are cheap and easy to
move to another PC. However, if your NIC islocated on the PC motherboard it cannot
be moved. In that case, lock your licensesto adongle or hard drive, or buy another NIC
and install it in the TeleVantage Server PC.

m Dongle. You can lock your licenses to the serial number of adongle, if oneisinstalled
on the TeleVantage Server PC along with the dongle drivers. Dongles are very easy to
transport to another PC, and are a good choice if you may eventually move the
TeleVantage Server to adifferent PC, or you do not want to or cannot move your NIC
or hard drive. Also, since adongle serves no other purpose, it will rarely fail. However,
dongles cost money and must be purchased separately. If you choose this option, see
“Installing adongle” on page F-10.

m Hard drive. Locking your licenses to the serial number of a hard drive on the
TeleVantage Server PC is another option. However, hard drives are more difficult to
move to another PC, and may have to be replaced or upgraded.

The hardware ID is verified each time the TeleVantage Server or any of the workstation
applications start. If the hardware ID is not detected (for example, the dongle fell out or your
NIC failed), your licensesrevert to an unactivated state, and the 60-day grace period starts again.

If necessary, you can relock your licenses to a different hardware ID once, as described in the
next section.

Terms of use

Thefollowing terms of use apply when you activate licenses. License locking and relocking are
automatic until these limits are reached. At that point, you must contact your TeleVantage
provider or technical support representative for assistance.

m You can activate a license once. Oncean licenseisactivated, it can never be activated

again.

For example, if you activate Trunk license 1 on TeleVantage Server A, and then try to
activate Trunk license 1's serial number and verification key on a TeleVantage Server
B, the activation will fail.
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m You can change the hardware ID for an activated license once. There may be

circumstances under which you need to use your activated TeleV antage licenses with a
different hardware 1D, for example, afailure on the network card or hard disk drive used
for the initial activation, a catastrophic hardware failure such as aflood or fire, or a
complete upgrade or migration of the TeleVantage Server, where you do not want to
move any of the old hardware over to the new PC. Y ou are allowed to relock your
licenses to anew hardware ID once without contacting your TeleVantage provider.

For example, if you activate your licenseson a TeleVantage Server with hardware D A,
and then need to replace your network card, you can reactivate the licenses using
hardware ID B. However, if you try to reactivate the same licenses a third time using a
different hardware ID, the activation will fail. Also, after activating the licenses using
hardware ID B, the licenses on hardware ID A can no longer be upgraded to new
versions of TeleVantage, and additional licenses cannot be added to hardware ID A
unless a fresh set of licensesis entered and activated.

Installing a dongle
See page 3-6 for alist of supported dongles.

To install a dongle on the TeleVantage Server

Run the Sentinal System Driver installation program from the following location on
the TeleVantage Drivers CD:

\ dongl e\ set up. exe
Follow the on-screen instructions.
In the Setup Type dialog box, select Complete, and then click Next.
Plug the dongle into the appropriate port.
Restart the TeleVantage Server.

Now when you run the TeleVantage Administrator, the dongle will appear in the Lock your
licenses to this hardware key drop-down list in the Activation Information dialog box.

Special licensing situations

This section describes situations that may require you to relock your TeleéVantage licensesto a
different hardware 1D, as described in “ Terms of use” on page F-9.

Once you have installed the TeleVantage Server on a PC with the new hardware, you must
activate the licenses again using the one of the methods described on page page F-4.

Moving licenses to another TeleVantage Server

If you want to use your TeleVantage licenses on adifferent Server, be awarethat once activated,
they will no longer be available on the original Server.
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Moving the TeleVantage Server

If you are moving the TeleV antage Server to another PC, you can avoid having to activate the
licenses again if you move the network interface card (N1C) aswell. If you have more than one
NIC on the TeleVantage Server, you only have to move the one to which the TeleVantage
licenses are locked. If you have no NIC, move your hard drive where the TeleVantage Server
was installed.

Moving the hardware is optional. If you cannot move the NIC or hard drive—for example, the
NIC is attached to the PC’'s motherboard, or the hard drive failed or is too small—simply
activatethelicenses again on the new PC. See“ Terms of use” on page F-9 for information about
limits on activating TeleVantage licenses again on new hardware.
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APPENDIX G

PERFORMING UNATTENDED
WORKSTATION INSTALLATIONS

You can install the TeleVantage workstation applications unattended (silently), so that your
organization can perform automatic software updates or use a network maintenance system that
performs remote installations. When running Workstation Setup unattended, you can perform either
of the following types of installation:

= Typical installation. Inatypical installation, the following occur. Y ou cannot change any of
these options.

= Wheninstalling TeleVantage for the first time on the TeleVantage Server, only the
Administrator isinstalled. On all other PCs, when installing TeleVantage for the first
time, only the Client isinstalled.

When upgrading from apreviousversion of TeleVantage, Workstation Setup detectsthe
workstation applicationsthat areinstalled, and upgrades those applicationsto the current
version.

= Theworkstation applications are installed in the default location.

m Custom installation. In acustom installation, you can specify which workstation
applicationsto install, change the installation drive or folder, uninstall workstation
applications, and specify other options.

Note: Because the PC where the workstation applications are installed must be restarted to
complete the installation, you should perform unattended installations when users will not be
interrupted while they are working.

Performing a typical unattended installation

To perform atypical unattended workstation application installation, run the following command on
the PC where the workstation applications will be installed:

\\<Tel eVant age Servernane>\ Net set up\ setup.exe /s /v'/qn /l*v
YEMP% wsset up. | og"




Performing a custom unattended installation

To perform a custom unattended workstation application installation, run the following
command on the PC where the workstation applications will be installed, including any of the
parameters described in the table on page G-3.

\\ <Tel eVant age Servernane>\ Net set up\ setup. exe /s /v"/gn CUSTOM | NSTALL=1
I'1*v Y%TEMP% wsset up. | og"

Note: This example only shows the parameters required for any custom unattended installation.

For examples of custom installation commands, see the next section.

Custom unattended installation examples

Thefollowing examples demonstrate different unattended installations. See* Workstation Setup
command parameters’ on page G-3 for details on the command parameters you can sue.

This command installs only the TeleVantage Administrator in the default location:
setup.exe /s /v"/qgn CUSTOM | NSTALL=1 ADDLOCAL=Admi n"

This command installs the TeleVantage Administrator and Client in the default location:
setup.exe /s /v"/gn CUSTOM | NSTALL=1 ADDLOCAL=Admin,dient"

Thiscommand installs al of the workstation applications in the default location:
setup.exe /s /v"/gn CUSTOM | NSTALL=1 ADDLOCAL=ALL"

This command does the following:
= Ingtallsthe TAPI Service Provider in the default location.
= Installsthe Contact Manager Assistant in the specified location.
= Configuresthe TAPI Service Provider.

m Launchesthe Contact Manager Assistant when the installation completes, if arestartis
not required.
setup. exe /s /v"/gn CUSTOM | NSTALL=1 ADDLOCAL=TSP, CMA TVSERVER=Tel eVant age
TVSTATI ON=1 TVUSER=Oper at or TVPASSWORD=0 TVTSPAPPHANGUP=1 TVTSPTRACE=1
TVCMAFOLDER=/ " C: \ Program Fi | es\ CMA/ " TVLAUNCHCMA=L /[ *v
YTEMPY% wsset up. | og"

Note: Any string value that contains a space must be delimited with the characters /" before
and after the string value, as in the following example:

TVCVAFOLDER=/ " C: \ Proogram Fi | es\ CMA/ "
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Workstation Setup command parameters

The following parameters can be specified in any order. Separate parameters with spaces.

NETTE Value Description

CUSTOM_INSTALL Integer Installation type:
0 = Typical installation (Default)
1 = Custom installation

ADDLOCAL Admin Workstation application to install:
Client
CMA To install more than one
TSP application, separate each one
ALL with a comma (,), for example:

ADD_LOCAL=Admi n, Cl i ent

To install all of the workstation
applications, specify ALL, for
example:

ADDLOCAL=ALL

REMOVE Admin Workstation application to
Client remove:
CMA
TSP To remove more than one
ALL application, separate each one
with a comma (,), for example:
REMOVE=Adni n, C i ent

To remove all of the workstation
applications, specify ALL, for
example:

REMOVE=AL L

TVSERVER String Name of the TeleVantage Server
PC:
TVSERVER=TELEVANTAGE
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Name Value

Description

TVSTATION String

Station ID of the phone that will
be used by the person at this
PC:

TVSTATI ON=186

If you do not know the station ID,
pick up the phone and dial *0.

If there is not a TeleVantage
phone near this PC, enter a
station ID of 0.

TVSTATI ON=O

SUPPRESS_MSGS  Integer

0 = Workstation Setup displays
message boxes on the PC
where the applications are
installed (Default). Workstation
Setup stops processing and
waits until someone responds to
each message box.

1 = Suppress display of
message boxes. The messages
are still written to the
Workstation Setup Log (see
“Performing a typical unattended
installation” on page G-1.)

Use the following 4 parameters to specify the complete path to the
location where a workstation application will be installed, for example:
TVCLI ENTFOLDER=/"C: \ Program Fil es\ TV dient/"

If not specified, the application will be installed in the default location.

TVCLIENTFOLDER  String

Location where the Client will be
installed.

TVADMINFOLDER String

Location where the Administrator
will be installed.

TVTSPFOLDER String Location where the TAPI Service
Provider will be installed.
TVCMAFOLDER String Location where the Contact

Manager Assistant will be
installed.
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Name Value

Description

Optionally, use the following 4 parameters if you are installing the TAPI
Service Provider (ADD_LOCAL=TSP or ADD LOCAL=ALL.) If you do not
provide this information during the unattended install, you must run the
TAPI Configuration Wizard later to configure TAPI SP for the user at
this PC. See “Configuring the TeleVantage TAPI Service Provider” on

page 12-8 for more information

TVUSER String

TAPI SP only. User name of the
person assigned to the station ID
in TVSTATION:

TVUSER=SRyan

Note: TVUSER must be the user
assigned to the station ID in
TVSTATION, else this parameter is
ignored.

TVPASSWORD String

TAPI SP only. User’s
TeleVantage password:
PASSWORD=17530

TVTSPAPPHANGUP Integer

TAPI SP only. Specifies whether
applications using TAPI SP can
hang up calls.

0 = Applications using the TAPI
SP cannot hang up calls
(Default).

1 = Applications using the TAPI
SP can hang up calls.

Important: Some contact manager
programs experience problems
when TVTSPAPPHANGUP=1. For
details, run the TAPI SP
Configuration Wizard after installing
TAPI SP, and read the Help for the
second Wizard screen. Do set
TVTSPAPPHANGUP=1 for users who
use Microsoft Outlook as their
contact manager.

APPENDIX G. PERFORMING UNATTENDED WORKSTATION INSTALLATIONS G-5



NETTE Value Description

TVTSPTRACE Integer TAPI SP only. Specifies whether
TAPI SP writes debugging
information to disk when placing
calls. This information is useful
when communicating with
technical support.

0 = TAPI SP does not create a
trace file (Default).
1 = TAPI SP creates a trace file.

Note: The trace file is located at the
following location:

C.\ Program Fi | es\ Tel eVant age
Qient\Logs\ Tvtsp. t xt

Use the following 3 parameters to launch a workstation application after
the installation completes.

Note: Each parameter takes effect only if the application was installed
successfully and no restart is necessary. These parameters are not affected by
the REBOOT parameter setting.

TVLAUNCHCLIENT  Integer 0 = Do not start the Client after
the installation completes
(Default).
1 = Start the Client after the
installation completes.

TVLAUNCHADMIN Integer 0 = Do not start the Administrator
after the installation completes
(Default).
1 = Start the Administrator after
the installation completes.

TVLAUNCHCMA Integer 0 = Do not start the Contact
Manager Assistant after the
installation completes (Default).
1 = Start the Contact Manager
Assistant after the installation
completes.
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NETTE Value Description

REBOOT String Force = Automatically restarts
the PC where the workstation
applications are installed after
the installation completes
(Default).

ReallySuppress = Do not
restart the PC after installation
completes. If you specify
REBOOT=Real | ySuppr ess, the
PC must be restarted later.

Verifying that an unattended installation was successful

Y ou can determineif aunattended installation was successful by viewing the Workstation Setup
Log. Thisfileiscreated in the\ Tenp directory on the PC where Workstation Setup was run.
When an installation is successful, an entry appears near the end of thefile:

MSI (c) (80:34): Product: TeleVantage workstation applications -- Installation
operation conpl eted successfully.

Note: You can also examine the Windows Event Log on the PC to see if the installation
completed successfully.
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APPENDIX H

USING THE INTEL DIALOGIC
CONFIGURATION MANAGER

Thelntel Dialogic Configuration Manager (DCM) isused to perform many of the
configuration tasksin Chapter 9, “Installing and Configuring the Intel Dialogic
Drivers.”

This appendix describes how to perform the following basic functions using
DCM:

m Start DCM.

m Start the Dialogic drivers.

= Stop the Dialogic drivers. In order to make changes to how boards are
configured, the Dialogic drivers must be stopped.

Detailed instructions for performing specific configuration tasks are provided in
Chapter 9.

To use the Intel Dialogic Configuration Manager

1. Click Start > Programs > Intel Dialogic System Software >
Configuration Manager - DCM.

2. Inthe Computer Name dialog box, select the TeleVantage Server PC,
and then click Connect. Wait while DCM detects the tel ephony boards
installed on the Server.

3. After board detection is complete, the status of the Diaogic drivers
(“Stopped”, “Running”, and so forth) is displayed at the bottom of the
DCM main dialog box.

m To start the Dialogic driversif they are stopped, click the green
button on the toolbar, or choose Service > Start Service.

= To stop the Dialogic driversif they are running, click the red button
on the toolbar, or choose Service > Stop Service.

4. Toexit DCM, choose File > Exit.
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