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CTl Toolkit Desktop Client

The CTI Toolkit Desktop Client consists of the following components:

* CTI Toolkit Desktop applications:
> Agent desktop (including silent monitor)
* UCCE Supervisor Desktop (including silent monitor)
° Tools

* CTI Toolkit SDK (previously the CTT OS Developer's Toolkit, including necessary files, controls,

documentation, and samples needed to write custom applications):

> Win32
e Java

° NET
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. Upgrade from Previous Version

A

Note  Before you begin installation, verify that your system meets the hardware and software requirements for
the components that you plan to install. See the Compatibility Matrix for Unified CCEUnified CCE Solution
Compatibility Matrix at https://www.cisco.com/c/en/us/support/customer-collaboration/
unified-contact-center-enterprise/products-device-support-tables-list.html. For details on using Unified
CCE in a virtualized environment, see the Virtualization for Unified Cisco Contact Center Enterprise at
http://www.cisco.com/c/dam/en/us/td/docs/voice ip _comm/uc_system/virtualization/
virtualization-unified-contact-center-enterprise.html.

Upgrade from Previous Version

You can upgrade from previous version, CTT OS 11.0(x), 11.5(x) to 11.6(1).
The supported upgrade paths to 11.0(x) are as following:

* Release 10.0(x) to Release 11.0(x)
* Release 10.5(x) to Release 11.0(x)

Install Cisco CTl Toolkit Desktop Client Component

To install the CTI Toolkit Desktop Client components, perform the following steps.
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Step 1
Step 2

Step 3

Step 4

Step 5

Step 6

Step 7

Install Cisco CTI Toolkit Desktop Client Component .

Procedure

From the CTIOSClient directory on the CD, run Setscreenup.exe.

Click the Next button on the Welcome . The Software License Agreement screen appears.

Figure 1: CTI Toolkit Desktop Client Component Installation License Agreement

Software License Agreement : - x|
Pleaze read the License Agreement set forth below [The Licenze Aareement] carefully before
inztalling or uging CISCO or CISCO-Supplied software. vour uge of the software iz governed
by the licenze agreement.

CISCO SOFTwWARE LICEMSE AGREEMENT -
E?I ahd CTIOS DEVELOPERS TOOLKIT

[010507]

vOUR USE OF THE SOFTWARE CONTAIMED OM THIS MEDIUM 15 SUBJECT TO T

1. USE
"r'ou [an entity or a person] may uze the software product called the Cizeo CTI Develope

[a] For Current Cusztomers of Cizoo:

T e

By clicking the ""v'es" button below and/ar installing the software, you are consenting to be
bound by the License dgreement,

If pou do not agree to all the termz of the License Agreement, click the "Mo'' button, do not
inztall the software, and return the zoftware to CISCO Systems, IMC. 1474 Mass Ave,
Bosborough, Magzzachuzetts, 154, 01719,

Click the Yes button.
A window displays the destination directory of the CTI Toolkit Desktop Client.

Note  Ifyou want to change the destination directory, you must uninstall and reinstall the Cisco CTI Toolkit
Desktop Client Component.

Click OK.

The Select Features window appears.

Select the CTI Toolkit Desktop Client features that you want to install.

Note  Ifyou plan to use the Silent Monitor Service, you must select at least one of the CTI Toolkit Desktop
Software components or the CTI Desktop SDK Win32 component.

Click Next.

The IMPORTANT NOTE window appears.

Click Next.

If you select CTI Toolkit Agent Desktop or CTI Toolkit UCCE Supervisor Desktop, the CTIOS Server

Information window appears.
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. Install Cisco CTI Toolkit Desktop Client Component

Note  Phones that are configured to use SRTP cannot be silently monitored. Customers who wish to silently
monitor agents must not configure the agent phones to use SRTP.

Figure 2: CTI OS Server Information

CTIOS Server Information : '_ ﬂ

CTIDS Server A

Hame or IP Address: Ilocalhost
Poit: |42D28

CTIOS Server B

Name or IP Address: I|DCEI|hDSl
Pot |42028

™ Enable Quslity of Service [Do5]

I you weant CTIOS to have fully functional oS, you must
alzo enable DoS dunng inztallation of the CTIOS Server.
MOTE: QoS does not apply to applications wsingJava or
MET CiLs.

Help | < Back MNext » Cancel

Enter the Name or IP Address and the Port Number for your CTI OS systems.

Note  Ifyouenable the QoS checkbox during the CTI OS Server Installation, you must select the checkbox
at this stage.

Step8 Click the Next button.
The Start Copying Files window appears.
Step9 Click the Next button to begin installation.

Step 10 After the installation is complete, the following window appears, prompting you to install the Security feature.
For more information about CTI OS Security, see CTI OS Security.

Figure 3: CTI OS Client Security

Cisco CTIOS Client Security : ﬂ

MHOTE: Installing zecuty on CTIOS Chent dosen't enable
zecLrity automatically. CTIDS Server needs to have security
enabled az well

&' Self Signed Certificate Authority
£ Third Party Cestificate Authority

CTIOS Client Certificate Passwond: '

ItstallS hield
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Install Cisco CTI Toolkit Desktop Client Component .

For more information about what Security Certificate option you must select, see CTI OS Security

Step 11 Click OK.
The following window appears:

Figure 4: CTI OS Security InstallShield Wizard

Cisco CTIOS Security - InstallShield Wizard

IMPORTANT NOTE

"r'ou have chosen to install and configure CTIOS -
Client Securty uzing zelf zigned CA. Here are the
neceszam steps that the administrator needs to do.

Thiz zetup will gererate 3 files that will be used to gererated certificates. The fallawing file:
C:\Program FileshCizco SystemzshCTI0S ClientsSecurnity directory:

1] ChiozClientreq. pem which containg the CTIOS Chent certificate request.
2] CtiozClientkey pem which containg the CTIOS Clhent private key.
3] ChiozClient.cnf which containg the CTI0S Client configuration information.

The adminiztrator copies the files mentioned above to the spstem where the zelf zigned _ILI
4

< |

InstallShield

¢ Back | MNesxt » I Cancel |

While Security is being configured, several status messages appear.

Step 12 Lastly, the CTIOS Setup Completed dialog box appears.

Figure 5: CTI OS Server Setup Completion Dialog Box

Cisco CTIOS Setup Completed

Setup has completed installing Cizco CTIOS Server and itz
components o wour cornpber.

% ez, | want to restart my computer now.

€ Ma, | will restart my computer later.

To zee what has been added to this version and note any
outstanding iszues, please refer to the
CTI_Release_Motes. pdf on the Install CO.

< Back I Firizh I
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Step 13 Specify whether or not you want to restart your computer. Click the Finish button to exit Setup.

Localization

Next, import the configl anguages.reg registry, which is the registry file to configure language libraries for
the CTI OS Agent and Supervisor phones. The following example provides steps for setting the CTIOS desktop
language to French Canadian.

1 Log out of the CTIOS desktop.
2 Open the Registry Editor.

3 Import the ConfigLanguages.reg from the location C: \Program Files (x86)\Cisco
Systems\CTIOS Client\CTIOS Toolkit\Win32 CIL\Internationalization
Kit\Languages.

4 Refresh the Registry Editor and navigate to HKEY CURRENT USER\Software\Cisco Systems,
Inc.\CTI Desktop\Shared\Languages\<LAN> where <LAN> is the abbreviation for the
language code. In this example it will be FRC, as this customer is setting a French Canadian Localization.

5 Set the value of the DLL Key using the following path: C: \Program Files (x86)\Cisco
Systems\CTIOS Client\CTIOS Toolkit\Win32 CIL\Internationalization
Kit\Languages\ctioslanguage.FRC.d11.

6 Set the value of the Language Code key to cOc (Hexadecimal).

7 Navigate to the HKEY CURRENT USER\Software\Cisco Systems, Inc.\CTI
Desktop\Shared\Languages\Last Language and set the value of Language Code to cOc
(Hexadecimal).

Note  If the value Last Language key is not set, the CTIOS uses the default locale of the Windows operating
system.

8 Re-launch the CTIOS client desktop.

Installed Files

When you install the CTI Toolkit Agent Desktop or the CTI Toolkit UCCE Supervisor Desktop, the CTI
Toolkit installation process installs a number of dynamic link libraries (DLLs). The installation process
registers many of these DLLs automatically, but you must manually register some of these DLLs to work
correctly.

The following table lists the Windows DLLs that are installed with the CTI Toolkit Agent Desktop or the CTI
Toolkit UCCE Supervisor Desktop, along with the command line entry for manually registering the DLL (if
needed).
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Table 1: Windows DLLs

Installed Files

DLL Command Line Entry For Manually Registering
msvert.dll Registration not needed.

msvertd.dll Registration not needed.

msvep60.dll Registration not needed.

msvep60d.dil Registration not needed.

mfc42.dll Registration not needed.

mfc42d.dll Registration not needed.

atl.dll regsvr32 atl.dll

msvbvm60.dll regsvr32 msvbvm60.dll

The following Softphone Controls DLLs are installed with the CTI Toolkit Agent Desktop or the CTI Toolkit

UCCE Supervisor Desktop:
* CtiosStatusbar.dll
* EmergencyAssistCtl.dll
 AgentSelectCtl.dll
* GridControl.dll
* AgentStateCtl.dll
* HoldCtl.dll
* AlternateCtl.dll
* IntIResourceLoader.dll
» AnswerCtl.dll
» Arguments.dll
 BadLineCtlL.dll
* ButtonControl.dll
* ChatCtl.dll
* ConferenceCtl.dll
*» CtiCommonDlgs.dll
» MakeCallCtl.dll
* ReconnectCtl.dll
» CTIOSAgentStatistics.dll
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* RecordCtl.dll

» CTIOSCallAppearance.dll
* SubclassForm.dll

» CTIOSClient.dll

* SupervisorOnlyCtl.dll

» CTIOSSessionResolver.dll
* TransferCtl.dll

» CTIOSSkillGroupStatistics.dll

CTI Toolkit Desktop Client Installation

If the CTI Toolkit Agent Desktop or the CTI Toolkit UCCE Supervisor Desktop indicate that a given DLL
is not registered, you can manually register the DLL by using the following command:

regsvr32 <DLL filename>

For example, you can register CtiosStatusbar.dll by using the following command:

regsvr32 CtiosStatusbar.dll

With interoperability, the Win32 COM controls work under the .NET framework. The installation lays down

the following files and installs them into the Global Access Cache (GAC):

AxInterop.AgentSelectCtl.dll

Cisco.CTICOMMONDLGSLib.dlI

Interop.AgentSelectCtl.dll

AxlInterop.AgentStateCtl.dll

Cisco.CTIOSARGUMENTSLIib.dll

Interop.AgentStateCtl.dll

AxInterop.AlternateCtl.dll

Cisco.CTIOSCLIENTLib.dll

Interop.AlternateCtl.dll

AxInterop.AnswerCtl.dll

Cisco.CTIOSSESSIONRESOLVERLIb.dIl

Interop.AnswerCtl.dll

AxInterop.BadLineCtl.dll

Cisco.INTLRESOURCELOADERLIb.dll

Interop.BadLineCtl.dll

AxInterop.ButtonControl.dll

Interop.ButtonControl.dll

AxInterop.ChatCtl.dll

Interop.ChatCtl.dll

AxInterop.ConferenceCtl.dll

Interop.ConferenceCtl.dll

AxInterop.CTIOS AgentStatistics.dll

Interop.CTIOSAgentStatistics.dll

AxInterop.CTIOSCallAppearance.dil

Interop.CTIOSCallAppearance.dll

AxInterop.CTIOSSKkill
GroupStatistics.dll

Interop.CTIOSSKkill
GroupStatistics.dll

AxInterop.CTIOSStatusBar.dll

Interop.CTIOSStatusBar.dll

AxInterop.EmergencyAssistCtl.dll

Interop.EmergencyAssistCtl.dll

AxInterop.GridControl.dll

Interop.GridControl.dll
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Uninstall CTI Toolkit ]

AxInterop.HoldCtl.dll

Interop.HoldCtl.dll

AxInterop.MakeCallCtl.dll

Interop.MakeCallCtl.dll

AxInterop.ReconnectCtl.dll

Interop.ReconnectCtl.dll

AxInterop.RecordCtl.dll

Interop.RecordCtl.dll

AxlInterop.SilentMonitorCtl.dll

Interop.SilentMonitorCtl.dll

AxInterop.SubclassForm.dll

Interop.SubclassForm.dll

AxInterop.SupervisorOnlyCtl.dll

Interop.SupervisorOnlyCtl.dll

AxInterop.TransferCtl.dll

Interop. TransferCtl.dll

Uninstall CTI Toolkit

To uninstall the CTI Toolkit, run Add/Remove programs from the Windows Control Panel and select Cisco

CTI Toolkit Uninstall.

Determine Version Number of Installed CTI Toolkit Files

If the CTI Toolkit Agent Desktop or the CTI Toolkit Supervisor Desktop for UCCE are currently running,
the title bars of the desktop windows display the CTI Toolkit version number.

Step 1

If these desktops are not currently running, you can determine the version number of an installed CTI Toolkit

file by performing the following steps.

Procedure

Go to the directory:

CTI 0S System Manager Guide for Cisco Unified ICM/Contact Center Enterprise, Release 11.6(1) -



Determine Version Number of Installed CTI Toolkit Files

CTI Toolkit Desktop Client Installation

Program Files\Cisco Systems\CTIOS Client\CTIOS Toolkit\Win32 CIL\COM
Servers and Activex Controls

Step2 Highlight, and then right-click the ctiosclient.dll file.
Figure 6: CTI 0S COM Directory
& C:'Program Files"Cisco Systems',CTIOS Client'CTIOS Sh = |EI|5|
File  Edit  Wiew Faworites Tools  Help ‘ -
daBack - = - | Qhsearch yFolders o4 | 302 X © | -
Address I[:I C\Prograr Files\Cisca Systems\CTIOS ClientCTIOS SharediCOM j @Gn
Mame | Size | Type | IModified | ~
9 AgentSelectCH, dl 152 KE Application Extension  5/23/2003 6:24 PM
9 agentstakect],dl 196 KB Application Extension  5/23/2003 6;13 PM
9 AlkernateCtl.dl 96 KB  Application Extension  5/23/2003 6:21 PM
9 answerckl,dll 128 KE Application Extension  5/23/2003 6:13 PM
9 arguments, dll 284 KB Application Extension  5/23/2003 6:02 PM
9 BadLineCtl. dil 100KE Application Extension  5/23/2003 6:23 PM
9 buttoncontral dil 83 KB Application Extension  5/23/2003 6:16 PM b
9 chatetl.dil 164 KB  Application Extension  5/23/2003 6:20 PM
9 conferencect!. dll 116 KE Application Extension  5/23/2003 6:21 PM
9 cticommondlgs. dil 463 KB Application Extension 50232003 6:17 PM
9 CTIOSAgentStatistics, dll 166 KE Application Extension  5/23/2003 6:22 PM
E ctioscallappearance, dil 243 KB Application Extension 50232003 6:19 PM
4,781 KB Application Extension  5/23/2003 6:07 PM
chinssessionresolyer, dll 64 KB  Application Extension 50232003 £:07 PM ;I
|Type: Application Extension Size: 4.66 ME |4.66 MB |@‘ My Compuber -
Step3 Select Properties from the drop-down menu.

The Properties dialog box appears.

Step4 Select the Version tab.
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Unified CM Intercept Configuration Requirement

This tab contains version information (release number and build number) for the file.

Figure 7: CTI OS Client Properties

Generall Securty Details | Previous \-"ersic-nsl

Property | Yalue

Description

File degcription  CTIOS Clent Interface Library for CORM
Tupe Application extenzion

10.0.264.1

Product name  CTIOS Clent Interface Library for CORM
Product wergion  Cizeo CTI Products Family 10.0.00264

File wersion

Copuright
Size 211 MB

Date modified  11/22/2013 8:08 AM
Language Englizh (United States]
Qriginal filename CTIDSChent.dl

Remove Properties and Personal [nformation

Copyright € 1934 - 2013 Cigco Systems...

ak I Cancel

340554

Unified CM Intercept Configuration Requirement

You must set the Cisco Unified CM service parameter named Drop Ad Hoc Conference to “never” (the default
value), otherwise during the Intercept function, all the parties in the call get dropped.

Configure Supervisory Assistance Features

The CTI Toolkit Agent Desktop includes buttons that enable an agent to make an emergency call to a supervisor
or to place a call to request assistance from a supervisor. To enable the functionality for these buttons, a Unified

ICM system administrator must perform the following steps.
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Procedure

Step 1

CTI Toolkit Desktop Client Installation

Perform the following tasks from the Unified ICM Configuration Manager (for more information, see

Configuration Guide for Cisco Unified ICM/Contact Center Enterprise & HostedConfiguration Guide for
Cisco Unified ICM/Contact Center Enterprise).

a) On the Dialed Number List screen, create a Dialed Number for the supervisor, as shown in the following

screens.

Figure 8: Dialed Number List

= Diaded Number List

Select fker data

Floutng chent il
Casstomer defintion <l
Dplional Fiker 7

Valoe

|HONE x| |

K

" Save Relieve

I Carced files changes I

= Dikabed Mumbser

| Hame

Altibutes | Call Type Mapping | Disked Humber Label |

[ £4_PG_1.20002

[ E&_PG_1.9000

[ E4_PG_1_Taegey CCM1.1501
[ E4_PG_1_Taegey CCM1,1502
[ E4_PG_1_Taeget COM1,1903
[ E4_PG_1_Taeget COM1, 1504
[ EA_PG_1_Taeget CCM1,2989
[ E4_PG_1_Tacget COM1, 8838
[ EA_PG_1_Targsy COM1.811
[ E5_PG_1_Targes_DCM1,95350
[#4 £4_PG_1_Tacget COM1. 95391
EA_PG_1_Target_CCM2900
EA_PG_1_Targel_DCM 399959
EA_PG_1_Target_DCM2 399590
EA_PG_1_Target_DCM239999%
EA_PG_1_Target_CCMA.9041
EA_PG_1_Targel_CCM5.9051
EA_PG_1_Targel_CCME 9051
EA_PG_23333

EA_PG_2 4444
EA_PG_2 Load CCM2 5301

A _PG_2 Load CCHM2 5311

IPYRL_PG_4_CCM1 4151
IPYRIL_PG_4_CCM1 9339
MediaT eminationLAAZ0M
PG_3_Target_CCM3.3015

add | Dete Revet

Flouting chent * | PG_3_ Target_CCM3 =
Disled rumber shing. ™ (311

Name * [Emergency_issist

Customer [ <Mones =]
Defauh label [Mones =]
Destript [Emergeny Assist Disled Humber

SEvE

Help
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= Dialed Nurnber List H= S

Sebect fier dsta Aibutes  Cal Type Mapping | Disled Numbes Label |

Riouting chert fcar =l el [ceo [ et Type
Cushomer defirtion | » v| Al Al aly

<Al
Dpional Filsr Cordiion ek
none =l I ] =

™ Save Retiieve [ Cancel fer changes I

r~ Diaded Numbes
Marne
EA_PG_1.20002 -
EA_PG_1.90001
EA_PG_1_Target_CCM1.1801
EA_PG_1_Target_CCM1.1802
EA_PG_1_Target_CCM1.1803
Ed_PG_1_Target_CCM1.1904 | I Z
- o | e | v | [ o
[#4] E&_PG_1_Target_CCM1.911
[#7] E&_PG_1_Target_CCM1.3%5330
[#7] E&_PG_1_Target_CCM1 33351
[#] E&_PG_1_Target_CCM3.3001
[#7] E&_PG_1_Target_CCM3 33353
[#7] Ea_PG_1_Target_CCM3 333330
[#7] E&_PG_1_Target_CCM3 339531
[ E&_PG_1_Taget_CCM4 9041
[# E4_PG_1_Target CCMS.9051
[# E4_PG_1_Target_CCMB 9061
¥ e4 PE_23333
[# £ PG_24444
E4_PG_2 Load CCM2 5500
EA_PG_2 Load CCM25311

l#] IPVRL_PG_4_COMI1. 151
IPVRIL_PG_4_CCM) 5999
MediaT eiminationLAAZ001

PG_3_Target_CCM3.3015
40 | Dele Feved |

KNl
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b) On the Agent Team List screen, enter the Dialed Number in the Supervisor script dialed number field, as
shown.

Figure 9: Agent Team List

— Agent Team List

Select flter data | Airbutes [Mwbus|$1w\rism|
Penphesal A1 "I N *|Te-am‘3'5m

Peripheisl * [PG_3_Targe_CCM3 =]

* Optional Fites Condtion Vahie
|HEIHE ;l | j J ;l Supesvizor script dialed rambes |Emelnemy_Assiat ﬂ

[ Save FAetmeve I Cancel ker changes | Descaplion |

rfigent Team
CS_SG1_Teamn
C5_562_Team
Team2100

2 a0 EE |
Tean3570
[+ Team_1100
[#] Team_1200
[ Team_1200
[ Team_1400
[ Tesm_1500
[ TesmBob2izo

Sove | Gee | mep |

Step2 Perform the following task from the Script Editor (for more information, see Scripting and Media Routing
Guide for Cisco Unified ICM/Contact Center Enterprise and HostedScripting and Media Routing Guide for
Cisco Unified ICM/Contact Center Enterprise).
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Video Configuration .

a) On the Call Type Manager screen, associate the Dialed Number with your script, as shown.

Figure 10: Call Type Manager

B Seript Editor - [Emergency_Assist_911_v< (Al Customers 016 [Active Yersion J{Brovwse]]

[Deag|dd|rBe|’|Fw|||nme oo
maam|#|lvyane||cemim

Tl lype apocastor:

e e g st cptons yoedow b R -

Call Type | Call Tyme Magpings | Scheddes |

Emaegency
- Hibsgersily (1)
B CalGieniZ]
CaliGien Posfoue ()
COM1_1202 [0y
CoM2_20e [y
- COM3_ 2001 [1)
& COM4_304111)
- COM5_ 3051 1)
B CCMB_3061 [1]
B CBesasi 1)
& 5100000
- £5_SG61_ 1000 (3
P s

- Propeities 4
Dlescrption: Reouting calls from 311 agert lom |
Call by m

(%) Skill Group

Skill Group

Ma.

HPG_3 Targat CCM2 Supandsor.
—

IET]

Fer Help, prass Fi

Video Configuration

i

105+ | SMmiter [ Cutomners [Tk vpec.

For more information about configuring video on CTI OS , see the associated topic in the Configuration and

Administration Guide for Cisco Unified Customer Voice Portal at:

http://www.cisco.com/en/US/products/sw/custcosw/ps1006/products_installation and configuration guides

list.html.
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