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Introduction

This document is part of a document set. For information on each of these documents, consult the index for
this set:
Installing and Configuring Cisco WebAttendant for CallManager 3.1

This document will explain how to configure Cisco WebAttendant for Cisco CallManager from a server
perspective. For information on how to install the Cisco WebAttendant client, please refer to Installing and
Configuring Cisco WebAttendant on the Client PC

This document uses the Default Device Pool. In addition, all Locations are set to <None>, all Calling Search
Spaces are set to <None>, and all Partitions are set to <None>. Make sure to adapt these fields' values to y
topology when appropriate.

Cisco WebAttendant on the Cisco CallManager server uses a pilot point and an associated hunt group to
control call routing. Multiple Cisco WebAttendant users can be cascaded with the hunt groups to allow for a
possible over subscription of any individual user. If the first member of a hunt group has a four line phone th
would make up the first four members of the hunt group, a fifth hunt group member can be added that point:
to another Cisco WebAttendant pilot point.

Cisco WebAttendant Hunt Groups Explained

The following figure shows a scenario where the first hunt group points to four lines on a single Cisco
WebAttendant client (User ID = wa) and its associated phone. The second hunt group points to four differen
IP Phones and either Cisco IP AutoAttendant or a voice mail DN. If the WA user is not logged into his or her
console, calls will immediately be routed to pilot point 4001.
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When you configure DNs in a hunt group (as shown in the right side of the figure above), an incoming call
will only route to the next member if the previous member (DN - Line) is busy.

For example: If an incoming call is not handled by pilot point 4000 because the user WA is not logged into
the Cisco WebAttendant application, it will be handed off to pilot point 4001. Pilot point 4001 will route the
call to the first available DN. In this case, assume that 8001 is busy and 8002 is available. The call will be
handed off to 8002 and the phone to which 8002 is assigned should ring.

At this point the call is no longer under the control of the hunt group. If the call to 8002 is not answered, it
will be lost unless this line has been configured to Forward on No Answer. As this phone is not controlled
by a Cisco WebAttendant client, the Forward on No Answer option is allowed. It is not allowed on phones
controlled by a Cisco WebAttendant client. The point of this example is to demonstrate that you should only
use DNs in a hunt group if you know for certain that there is a user available for every line whenever a call
may be routed to it.

Task 1: Creating the Pilot Point

Pilot points and hunt groups must be configured before the Cisco Telephony Call Dispatcher (TCD) can rou
calls to Cisco WebAttendant. A Cisco WebAttendant pilot point is a virtual directory number that receives
and redirects calls to the members of its associated hunt group. The order in which the members of the hun
group are listed determines the call redirection order. The first available (not busy) member in a hunt group
receives the call.

* A pilot point is a virtual directory number for which the TCD receives and directs calls based on a list
of hunt group members. The pilot point number must be unique throughout the system (it cannot be
shared line appearance).

» A hunt group is a list of destinations that determines the call redirection order. (The Hunt Group is
configured in Task 2, below.)

1. From the main Cisco CallManager menu, select Service/Cisco Web Attendant.
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2. Fill in the fields as required for your configuration.

Enter the appropriate configuration settings as described below.

Cisco SysTems

Field

Description

Usage Notes

Pilot Name

Descriptive name for
the pilot point.

Up to 50 characters can be
entered.

Primary Cisco
CallManager

Name or IP address
of the Cisco
CallManager whose
TCD service will be
used to service this
pilot point.

Call processing and device
load balancing should be
taken into account when
selecting the Primary Cisco
CallManager.

Partition

Select None from thé
drop—down list box.

Cisco WebAttendant pilot
points do not use partitions.

Calling Search
Space

The calling search
space determines
which partitions the
pilot point searches
when attempting to
route a call.

Select a calling
search space from tk
drop—down list.

Directory—based hunt group
members associated with a
Cisco WebAttendant pilot
point must be in a partition
that is visible to the calling
search space for the pilot pg
number.

e

nt

Pilot Number
(DirN)

Directory number for]
this pilot point.

This number should be uniq
throughout the system (it
cannot be a shared line

appearance).

When creating pilot point and hunt groups, be sure to consider
overflow conditions. For example, if you have a single pilot
point called "Support", with three directory numbers in its

hunt group, it is possible that all three directory numbers are
busy when a fourth call comes in. In that case, there are no
additional directory numbers to which the call can be routed.
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To handle overflow conditions, the final directory number in
the hunt group should be either to voice mail or some other
application, such as Cisco IP AutoAttendant, which can accept
multiple inbound calls simultaneously.

Make sure that Always Route Member is enabled for this
voice mail number if TCD can see its line state. Otherwise,
this voice mail number will not receive more than one call at a
time.

Disable call waiting and call forwarding for lines and
directory numbers on Cisco IP Phones used with Cisco
WebAttendant consoles.

Do not use shared line appearances for any phone used with
Cisco WebAttendant.

In this example:

Pilot name: cisco

Primary Cisco CallManager: CM_CRUSADER
Pilot number: 3000

Note: The pilot number should be unique and should not have been associated with any phone.

System Route Plan Servic Feature Application Help

~s < e . Cisco SysTems
CiscoiCallManager Administration
For Cisco IP Telephomny Solutions

Pilot Point Configuration St Sraup configuieien

Cisco Webattendant User Configuration
Cieco WebAttendant Server Confiquration

Pilot Point: New
Pilot Number (DirN): Not Assigned

There are no pilots

Status: Ready

EE;J Cancel Changes |

Pilot Name* |cisco
Primary Cisco CaliManager® [CM_CRUSADER E]
Partition | <None > |
calling Search Space [ < None > ~|
Pilot Number (DirN)* |3000

Route Calls to

* indicates required tem

3. Click Insert.

Once the pilot point has been created, you must configure a hunt group to specify how the calls that
come in to the pilot point are redirected.
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Task 2: Creating and Configuring the Hunt Group

When a call comes in to a pilot point, the TCD uses the hunt group list for that pilot point to determine the ce
destination. TCD goes through the members in the hunt group in order, until it finds the first available
destination for routing the call. A hunt group member can be specified as a directory number (DN) or as a
Cisco WebAttendant user plus a line number (user member).

« If a DN is specified, TCD checks to see whether the line is available (not busy) and if it is, routes the
call. This is a DN associated with one Cisco IP phone — DNs for WebAttendant must be unique.

« If a user and line number are specified, TCD checks to see whether the user is logged in to a Cisco
WebAttendant and online before checking to see whether the line is available. If the user is logged ir
and online, and the line is available, TCD routes the call.

The advantage of specifying a user and line number instead of a DN is that the Cisco WebAttendant
user can be logged in and online at any Cisco IP Phone controlled by Cisco WebAttendant software
the cluster and receive calls. If a DN is specified, the Cisco WebAttendant user must be logged into

the PC that is associated with the phone that owns the DN that was configured.

1. Click Hunt Group Configuration.

System Route Plan Application Help

e . e . Cisco Systems
CiscotCallManager Administration
For Cisco IP Telephony Solutions

- - - - int Group.Confiquration
Pilot Point Configuration e webattomtas et o0

Cisco WebAttendant Server Configuration

Pilot Point: cisco
Pilot Number (DirN): 3000

Status: Insert completed

Update | Delete | Cancel Changes

Pilot Name* [bsco
Primary Cisco CallManager* |CM_CRUSADER :J
Partition [<MNone > ~|
Calling Search Space |< None > .1]
Pilot Number (DirN)* [3000
Route Calls to ILongest Idle Hunt Group Member :]

* indicates required item

2. Select the Pilot number configured in Task 1 from the left pane (3000 in this example).
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m Route Plan Service Feature Device Ser

N . . : Cisco Sysvems
CiscolCallManager Administration
For Cisco IP Telepbony Solutioni

pilot Point Configuration

Hunt Group Configuration ba

QisCe Attendant U onfiguration
Cisco Webattendant Server Configuration

Pilot Point: cisco
Pilot Number (DirN): 3000

Status: Ready
Add Member J Update | Delete Member Cancel Changes
Hunt Group Me’ﬁ‘bers

Device Member Information
Partition [<None > ~|

Directory Number I
Always Route Member r
User Member Information

User Name |< None >

L L

Lne Number I( None >

| | 2]

Click Add Member. This will create a member that will initially appear as <<not configured>>.

Status: Ready
Add Member % Update Delete Member Cancel Changes
Hunt Group Me

bers

3. Fill in the user and line number in the User Member Information section. Members are entered
either as Device members or User members.

Enter the appropriate configuration settings as described below.

Field Description Usage Notes

Device Member Information

(these fields only apply to directory number based hunt group
members)

Partition |Route partition to You can only select a partition fpr
which this directory |a directory number based hunt
number belongs. group member. You can not

select a partition for a user and
line number—based hunt group
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If the directoryf
number for

this hunt grouil:l

member is in
partition, you
must select a
partition.

If the directoryf
number is not
in a partition,
select None.

member.

ote: Directory number based

unt group members must be ir

a

partition that can be seen from the

calling search space of the
associated pilot point.

Directory
Number

Directory number of
the hunt group memb
device.

If a partition is specified, and th
glirectory number is not in that
partition, an error dialog box is
displayed.

You can not enter a user name

line number if a directory numbé

is specified in this field.

1%

or

Always
Route
Member

If this box is checked
(enabled), then the c3
is always routed to thi
hunt group member,
whether it is busy or
not.

The TCDr does not
check to see whether
the line is available

before routing the call,

This option can be enabled for

levices that can handle multiplé
simultaneous calls, such as voi
mail devices.

Always Route Member can only
be specified for directory numbgd
based hunt group members.

User Member Information
(these fields apply only to user and line number hunt group

members)
User Name of the Cisco [Select a user name from the
Name WebAttendant user tgdrop—down list. Only user namsg
select as a hunt grougthat have been added using Cig
member. WebAttendant User
Configuration should appear in
this list.
Line Drop—down list of ling]When you define a user and lin
Number [numbers to select. |number pair as a hunt group

member, the TCD first checks t
see whether that user is logged
into Cisco WebAttendant and
online. If the user is not online,
TCD automatically goes to the

1%

next member of the hunt group.
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Note: If you use Directory Numbers instead of User Names and Line Numbers, calls can only be
routed to the phones for which the DNs have been assigned. Any user that wants to use the Cisco
WebAttendant client to accept calls to their assigned extension (DN) must log into a WebAttendant
enabled PC that has been configured to control the IP Phone that handles their DNs.

In this example:

User Name: wa
Line Number: 1

pilot Point Configuration

Hunt Group Configuration e ey e

Cisco WebAttendant Server Confiquration

[Pilot Paints " pilot paint: cisco

TG cisco 3000 Pilot Number (DirN): 3000

Status: Update completed

Add Member I Update Delete Member Cancel Changes I

Hunt Group Members

Device Member Information
Partition [<None > =l

Directory Number [
Always Route Member r
User Member Information
User Name [wa =]

Lne Number ¥

| | »]

Click Update.

You should see a screen similar to the following.
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- y .. . Cisco Systems
CiscolCallManager Administration
For Cisco IP Telepbony Solutioni

Hunt Group Configuration

PlloPalats I pilot point: cisco

T cisco 3000 Pilot Number (DirN): 3000

Status: Update completed

Add Member | Upden! Dolete Momber | Cancel Changos |
bers

Hunt Group Mem

#1: Direct call to wa, lne 1

Device Member Information
Partiton I( None > ;]

Directory Number [

Always Route Member r
User Member Information

User Name [<None >

Ly L

Line Number [<None >

< | »]
4. Repeat steps 2 and 3 to add additional user or DN members.

When you have finished entering the new users, you have completed this task.

Task 3: Restarting the TCD Service

Most changes to the Cisco WebAttendant server configuration require that the service be stopped and
restarted for the changes to take effect.

A Caution: Resetting the TCD service stops all TCD call routing until the service is back on-line.

1. Select Application > Cisco CallManager Servicability.
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Tools Application

Cisco CallManager 3.1 Serviceability

Details |

Copyright @ 1999 - 2001 Cisco Systems, Inc.
All rights reserved.

Server: Select a Server

20 All Servers

of CQPDSQDER Status: Ready

4. Click Stop for the Cisco Telephony Call Dispatcher. Wait until the arr@w) (turns into a
square(@), then click Start. The arrow should return, showing the service is running.
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Tools Application

||'v |'|l|

isco CallManager Serviceability ::‘::j

Server: CRUSADER

ol All Servers

@fl CRUSADER Status: Ready

Service Name Service Status  Service Control

St Siop |
> St Sp]
> S| S|
> S| Siop]
> S| Sep]
| 4 | § I
> S| Swp]

Cisco CallManager > Start | Stop
Cisco TFTP Start | Stop

Cisco Messaqing Interface Start | Stop

Cisco 1P Voice Media Streaming App Start | Stop
Cisco CTIManager Start | Stop
Cisco Telephony Call Dispatcher Start | Stop

Cisco RIS Data Collector Start | Sto

Cisco Database Layer Monitor Start | Stop

5. To return to the main admin page, select Application > Cisco CallManager Administration.

AET

Cnntral Center

This completes this task.

Return to the index page.

Tools Information

For additional resources, refer to Cisco TAC Tools for Voice, Telephony and Messaging Technologies.

Related Information

« Voice, Telephony and Messaging Technical Tips

« Voice, Telephony and Messaging Top Issues

« Voice, Telephony and Messaging Technologies

« Voice, Telephony and Messaging Products

» Cisco Solutions: Voice, Telephony and Messaging
* Field Notices

All contents are Copyright © 1992--2002 Cisco Systems Inc. All rights reserved. Important Notices and Privacy Statement.
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