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Preparing your browser
and desktop

» About this guide

» Configuring your browser

» Configuring Java runtime parameters
» Installing MeadCo’s Security Manager

» Loggingin



Welcome to Cisco® Interaction Manager™, multichannel interaction software used by businesses all over the
world to build and sustain customer relationships. A unified suite of the industry’s best applications for web and
email interaction management, it is the backbone of many innovative contact center and customer service
helpdesk organizations.

Cisco Interaction Manager includes a common platform and one or both of the following applications:
» Cisco Unified Web Interaction Manager (Unified WIM)
» Cisco Unified E-Mail Interaction Manager (Unified EIM)

About this guide

Cisco Unified Web and E-Mail Interaction Manager Browser Settings Guide helps you set up your web browser
and Sun JVM for Unified WIM and Unified EIM. Users must configure their desktops according to the
procedures described in this guide before logging in to the system.

This guide is for installations that are integrated with Cisco Unified Contact Center Express (Unified CCX).

Contents
This guide contains the following procedures:
» “Configuring your browser” on page 5
» “Configuring Java runtime parameters” on page 16
» “Installing MeadCo’s Security Manager” on page 18
» “Logging in” on page 20

Document conventions

This guide uses the following typographical conventions.

Convention Indicates
Italic Emphasis, or the title of a published document.
Bold Labels of items on the user interface, such as buttons, boxes, and lists.

Or, text that must be typed by the user.

Monospace A file name or command.

Or, text that must be typed by the user.

Variable User-specific text, provided by the user.

Document conventions
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Configuring your browser

This section describes the procedures for configuring Internet Explorer 6 and Internet Explorer 7.

Configuring Internet Explorer 6

To configure your browser for Cisco Interaction Manager:
1.
2.

Open Internet Explorer.

Go to Help (menu) > About Internet Explorer.

In the About Internet Explorer window, verify that the version number is 6.0.x with the update version is
SP3. If you need to get the correct version, download it from the Microsoft web site.

Version number _| sp_uwug.zm

= = bit
ProductIn: 8-Z-0EN-(1011903-00102

pdate Versions:; SP3;

Update version —|

My 19852004 M
!ﬁ [ Copyright ©1995-2004 Microsoft Corp.

Based on NCSA Mosaic. NCSA Mosaic(TM); was developed
at the National Center for Supercomputing Applications at
the University of Tllinois at Urbana-Champaign.

Distributed under a licensing agreement with Spyglass, Inc.

~

.

Verify browser version

Go to Tools (menu) > Internet Options.
The Internet Options window appears.

On the General tab, do the following:
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a. In the Temporary Internet Files section, click the Delete Files button.

Internet Options

General |Sec:|.||'i’q.r || Privacy | Contert | Connections | Programs | Advanced |

Home page
% You can change which page to use for your home page.
Address: | http:febrain/ |

[ Use Cument ] [ Use Default ] [ Use Blank ]

Temporary Intemet files

< Pages you view on the Intemet are stored in a special folder
@\ for quick viewing later.

[Delete Cookies... KrDeIete Files...‘u Settings...

History

The History folder contains links to pages you've visited, for
quick access to recently viewed pages.

Days to keep pages in history: Clear History

[ Colors... ] [ Forts... ] [ Languages... ] [Accessibil'rty...]

[ ok ][ cancsl |[ ppy |

Delete temporary internet files

b. In the Delete Files window, select the Delete all offline content option, and click OK.

Delete Files

't Delete all files in the Temporary Internet Files
L

‘fou can also delete all your offine content stored
locally.

(] Delete all offiine content

[ OK H Cancel ]

Delete the offline content stored locally
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C.

In the Temporary Internet Files section, click the Settings button.

Internet Options

General |Sec:u|'i’q.r Privacy | Content || Connections | Programs || Advanced

Home page
% You can change which page to use for your home page.

Address: http://ebrain/] |

[ Use Cument ] [ Use Default ] [ Use Blank ]

Temporary Intemet files

< Pages you view on the Intemet are stored in a special folder
@\ for quick viewing later.

[Delete Cookies...] [ Delete Files... ]d’Seﬂings...j)

History

The History folder contains links to pages you've visited, for
quick access to recently viewed pages.

Days to keep pages in history: Clear History

[ Colors... ] [ Forts... ] [ Languages... ] [Accessibil'rty...]

[ ok ][ canca |

Click the Settings button

In the Settings window, set the following options and click OK.

i. Select Every time you start Internet Explorer as the option for checking newer versions of stored

pages.

ii. In the Temporary Internet files folder section, specify at least 512 MB as the disk space to use.

Check for newer versions of stored pages:
i
& (O Every visit to the page

(el Every time you start Internet Explore

O Automatically

O Mever

Temporary Internet files folder

Current location:  C:\Documents and
Settings‘\meenakshilLocal
Settings\Temporary Internet Files),

Amount of disk space to use:
3 A

[ Move Folder. .. ] [ View Files, .. H View Objects... ]

[ OK H Cancel ]

Configure temporary internet file settings

6. On the Security tab, perform the following tasks:

a.

Select the Trusted sites zone, and restore default settings by clicking the Default Level button. If the
Default Level button is disabled, then default settings are already in use.
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Internet Options

| General | Security | Privacy || Content || Connections || Programs || Ad\ranced|

Select a Web content zone to specify its security settings.

® Q0 Q

Intemet Local intranet \ Trusted sites stricted sites

Trusted sites

This zone contains Web sites that you
trust not to damage your computer or
data.

Security level for this zone
Move the slider to set the security level for this zone.
- - MediumHow
‘ - Same as Medium without prompts
- Most content will be run without prompts
- Unsigned ActiveX controls will not be downloaded
-|_‘_|- - Appropriate for sites on your local network (intranet)

[ custom Level.. ([ Defaut Lew

(o€ ) (conen J (romv ]

Configure trusted sites settings

b. Next, select the Trusted sites zone, and click the Custom level button.

c. In the Security Settings window, in the Downloads section, enable the Automatic prompting for file
downloads setting. Click OK.

Security Settings

Settings:
A
@File S
Disable
Enable
@ Font download
Disable
Enable
Prompt
= N ad
< 3

Reset custom settings

Resetto: |Low v|[ Reset ]

[ OK ][ Cancel ]

Enable the Automatic prompting for file downloads setting

d. Then, select the Trusted sites zone and click the Sites button.

e. In the Trusted sites window, perform the following tasks:

i. Clear the Require server verification (http:) for all sites in this zone option.
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7.

8.

the Add button. Click OK.

Trusted sites ?]

You can add and remove Web sites from this zone. All Web sites
in this zone will use the zone's security settings.

Add this Web site to the zone:
| =

Web sites:
http://Server_Name.cisco.com Remaove

[Rrequire server verification (https:) for all sites in this zone

L oK ] [ Cancel ]

5

Add the URL for the application to the trusted web sites list

ii. In the Add this Web site to the zone text box, type the Internet address for the application and click

On the Privacy tab, in the Pop-up Blocker section, clear the Block pop-ups option.

Important: If you use additional pop-up blockers, you must configure them to allow pop-up
% windows at the Unified WIM and Unified EIMURL (see “Configuring pop-up blockers” on page 16).

Internet Options

| General || Securi’ry| Privacy |Corrtent || Connections || Programs || Ad\ranced|

Settings

I Move the slider to select a privacy setting for the Intemet
=& zone.

Low

- Restricts third-party cookies that do not have a compact
privacy policy

- Restricts third-party cookies that use personally
identifiable information without your implicit consent

[ Sites.... ][ Import... ][Ad\ranced...][ Default

Pop-up Blocker
@ Prevent most pop-up windows from appearing.

Lok J[ Cancel J[ 2ot |

Configure pop-up blocker setting

On the Advanced tab, in the HTTP 1.1. Settings section, ensure that the Use HTTP 1.1 option is selected.
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[ Internet Options El@l

General | Security | Privacy | Content | Connections Prngramsl Advanced
Settings:
Hovver -~
8 Mewver |
. Use inline AutaCaonmplete
Use Passive FTF [for firewall and DSL modem compatibility)
|l e sranath serolling
©] HTTP 1.1 settings
( Use HTTF 1.1
e HTTE fagh prosy connections
|£| Java [Sun] 3
Use JRE 1.6.0_02 for <applet> (requires restart]
@ Microsaft W
. Java consale enabled [requires restart]
. Java logging enabled
JIT compiler for virtual machine enabled (requires restart)
% Multimedia
m Enable Automatic Image Resizing i
4 ‘ L

Verify HTTP 1.1 setting

If you cannot use HTTP 1.1 on your desktop, IIS compression settings must be modified on the web server.
Contact your system administrator for help.

9. Click OK in the Internet Options window to close it.

Configuring Internet Explorer 7

To configure your browser for Cisco Interaction Manager:

1. Open Internet Explorer.

2. On the Internet Explorer toolbar, click the Help button and select About Internet Explorer.

= Blank Page - Windows Internet Explorer

) - | &) aboutiblank o (4[] | I2E

bl

W & [@ElankPagE l_l fiHome ~ d=hPrint v b Page - () Tools - i

Internet Explorer Tour

Online Suppart

Customer Feedback Options...
Send Feedback

About Internet Explorer

23

Contents and Index

& intermet # 100% -

Select About Internet Explorer

3. Inthe About Internet Explorer window, verify that the version number is 7.0.x. If you need to get the correct
version, download it from the Microsoft web site.
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€ ; Internet Explorer7

Version: 7.0.5730.13
Ciphe gt
Product ID: 92318-600-0011903-00102
Update Versions:0

Version number — |

Warning: This computer program is protected by copyright law and
international treaties. Unauthorized reproduction or distribution of
this program, or any portion of it, may result in severe civil and
criminal penalties, and will be prosecuted to the maximum extent
possible under the law.

2006 Microsoft Corporation System Info...

Verify browser version

4. On the Internet Explorer toolbar, click the Tools button and select Internet Options.

{= Blank Page - Windows Internet Explorer

+.
LS A e |g, about:blank V| i 5 |_-: ogle
— . bl
9r e [@BIank Page l l @ Home - @ Print = |2k Page - o] -

Delete Browsing History. .. |
Pop-up Blocker 3
Phishing Filter 3
Manage Add-ons 3
Work Offiine
Windows Update
Full Screen F11
Menu Bar
Toolbars 3

Windows Messenger
Diagnose Connection Problems. ..
Sun Java Console

L oeneoo:_____ __|

& Internet # 100% <

Select Internet Options

The Internet Options window appears.

Preparing your browser and desktop 11



5.  On the General tab, do the following:

a. In the Browsing history section, click the Delete button.

Internet Options

General |Securit5-I || Privacy || Content || Connections || Programs || Advanoed|

Home page
/’ To create home page tabs, type each address on its own line.
!
o http:/fwww.google.com/

[ Use current ][ Use default H Use blank

Browsing history

-l’/l__ Delete temporary files, history, cookies, saved passwords,
v ,-I and web form information,

q Delete... D Settings ]
Search
p Change search defaults.

Tabs

B | Change how webpages are displayed in
tabs.

Appearance

[ Colors ][ Languages H Fonts ][ Accessibility ]

(oc ) (Ccmen J [romr

Click the Delete button

b. In the Delete Browser History window, in the Temporary Internet Files section, click the Delete files
button. Click Close.

Delete Browsing History

Temporary Internet Files

Copies of webpages, images, and media that
are saved for faster viewing.

Cookies

Files stored on your computer by websites to Delete cookies. ..
save preferences such as login information.

History

List of websites you have visited, Delete history...
Form data

Saved information that you have typed into Delete forms...
forms.

Passwords

Passwords that are automatically filed in when | Delete passwords...

you log on to a website you've previously
visited,

About deleting browsing history. [ Delete all... ] [ Close

Delete temporary internet files
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C.

In the Browser history section, click the Settings button.

Internet Options

General |Securit5-I || Privacy || Content || Connections || Programs || Advanoed|

Home page
/? To create home page tabs, type each address on its own line.
|=

4 http: ffwww.google.com/

[ Use current ][ Use default ][ Use blank

Browsing history
}VI—I Delete temporary files, history, cookies, saved passwords,
e

and web form information.
Delete... ([ Settings D

Search

p Change search defaults.

Tabs

] | Change how webpages are displayed in
tabs.

Appearance

[ Colors ] [ Languages ] [ Fonts ] [ Accessibility ]

[ oK ][ Cancel ] Apply

Click the Settings button

In the Settings window, in the Temporary Internet files section, set the following options and click OK.

i. Select Every time I start Internet Explorer as the option for checking newer versions of stored

pages.

ii. Specify at least 512 MB as the disk space to use for temporary internet files.

Temporary Internet Files

Internet Explorer stores copies of webpages, images, and media
for faster viewing later,

Check for newer versions of stored pages:

@ Every time I start Internet Explorer
(O Automatically

O Mever

Disk space to use (8 - 1024ME):
(Recommended: 50 - 250MB)

)
Current location:

C:\Documents and SettingsAdministrator\Local
Settings\Temporary Internet Files),

[ Move folder... ][ View objects ][ View files

History

Specify how many days Internet Explorer should save the list
of websites you have visited.

Days to keep pages in history:

L oK J [ Cancel ]

Configure temporary internet file settings

Preparing your browser and desktop

13



6. On the Security tab, perform the following tasks:

a. Select the Trusted sites zone, and restore default settings by clicking the Default level button. If the
Default level button is disabled, then default settings are already in use.

' Internet Options [XJ

| General | Security |Pri\c'ac5-I || content || Connections || Programs || Advanced |

Select a zone to view or change sequity gettings.

Restricted
sites

e
This zone contains websites that you =
trust not to damage your computer or

your files.,
You have websites in this zone.

Internet  Local intraned\ Trusted sites

Security level for this zone
Allowed levels for this zone: Al
N - Medium-high
- Appropriate for most websites
- Prompts before downloading potentially unsafe

% g content
- - - Unsigned ActiveX controls will not be downloaded

[ Custom Ievel...q[ Defaultlm

[ Reset all zones to default level ]

[ O ][ Cancel ][ Apply ]

Configure trusted sites settings

b. Next, select the Trusted sites zone, and click the Custom level button.

c. In the Security Settings window, in the Downloads section, enable the Automatic prompting for file
downloads setting. Click OK.

Security Settings - Trusted Sites Zone

O Prompt
.93 Doyunkesr
™ Automatic prompting for file downloads
(O Disable

|>

@‘g File downioar
(O Disable
(%) Enable
.93 Font download
(O Disable
(%) Enable
O Prompt
.93 Enable .MET Framework setup
(O Disable
(%) Enable

B Micrallananoe

< |
*Takes effect after you restart Internet Explorer

[ €

|l

Reset custom settings

Resetto: [ medium (defauit) v| [ Reset.. |

[ oK ] [ Cancel ]

Enable the Automatic prompting for file downloads setting
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d. Then, select the Trusted sites zone and click the Sites button.

e. In the Trusted sites window, perform the following tasks:
i. Clear the Require server verification (http:) for all sites in this zone option.

ii. In the Add this website to the zone text box, type the Internet address for the application click the
Add button. Click Close.

Trusted sites le

f ‘fou can add and remove websites from this zone. All websites in
', this zone will use the zone's security settings.

Add this website to the zone:
I

Websites:
http://Server_Name. cisco.com

[1Rrequire server verification (https:) for all sites in this zone

Close

Add the URL for the application to the trusted web sites list

7. On the Privacy tab, in the Pop-up Blocker section, clear the Turn on Pop-up Blocker option.

Important: If you use additional pop-up blockers, you must configure them to allow pop-up
% windows at the Unified WIM and Unified EIM (see “Configuring pop-up blockers” on page 16).

Internet Options

General Security| Privacy |C0nhent Connections | Programs | Advanced

Settings
Select a setting for the Internet zone.

Low

- Blocks third-party cookies that do not have a compact
privacy policy

- Restricts third-party cookies that save information that
can be used to contact you without your implicit consent

—— e

[ Sites ] [ Import ] [ Advanced ] [ Default

Pop-up Blocker
j| Preventmost pop-up windows from
= ppearing

a
[ Turn on Pop-up Blocker

[ O H Cancel ][ Apply

Configure pop-up blocker setting
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8.  On the Advanced tab, in the HTTP 1.1. Settings section, ensure that the Use HTTP 1.1 option is selected.

f 7]

General || Security | Privacy | Content | Connections | Programs Advanced

Settings
[1 use inline AutoComplete A~
] Use most recent order when switching tabs with Cirl+Tab
Use Passive FTP (for firewall and DSL modem compatibility
= erertiesesaling

€| HTTP 1.1settings

Use HTTP 1.1

T T through proxy connections
[=] International®

[ always show encoded addresses

Send IDM server names

[] Send IDN server names for Intranet addresses

Send UTF-8 URLs

Show Information Bar for encoded addresses

[71 Use UTF-8 for mailto links |
< ¥

*Takes effect after you restart Internet Explorer

Restore advanced settings
Reset Internet Explorer settings
Deletes all temporary files, disables browser
add-ons, and resets all the changed settings.

You should only use this if your browser is in an unusable state.

Verify HTTP 1.1 setting

If you cannot use HTTP 1.1 on your desktop, IIS compression settings must be modified on the web server.
Contact your system administrator for help.

9. Click OK in the Internet Options window to close it.

Configuring pop-up blockers

» If you use an external pop-up blocker such as the Google and Yahoo toolbar, configure it to allow pop-up
windows at your Unified WIM and Unified EIM installation URL.

Configuring Java runtime parameters

The application uses Sun JVM for various operations. This section describes three different procedures for
configuring Java runtime parameters to optimize memory usage by Sun JVM. You can use any one of the
following methods to configure Java runtime parameters.

» Before a user logs into the system, the application prompts the user to allow the application to automatically
optimize Java runtime parameters. For details, see “Configuring Java runtime parameters while logging in”
on page 17.

» You can also use the Client JRE Configuration Utility that is packaged with the product to configure Java
runtime parameters. For details, see “Configuring Java runtime parameters using the Client JRE
Configuration Utility” on page 17.

» From the client desktop, you can also configure these parameters from the Control Panel. For details, see
“Configuring Java runtime parameters from the Control Panel” on page 17.
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Configuring Java runtime parameters while logging in

Before a user logs into the system, the application prompts the user to allow the application to automatically
optimize Java runtime parameters.

To configure Java runtime parameters while logging in:

1.

Click OK when the application displays the following message:

This application uses Java. The Java Runtime memory parameters on your desktop
are not optimized for this application. Please click OK to configure the
parameters.

The application configures the required Java runtime parameters automatically and confirms that the
parameters have been configured.

If the application fails to configure the parameters, contact your system administrator.

Configuring Java runtime parameters using the Client JRE Configuration

Utility

Use the Client JRE Configuration Utility that is packaged with the product to configure Java runtime parameters.

To configure Java runtime parameters using the Client JRE Configuration Utility:

1.

From the Cisco_tome\Utilities directory, copy the clientjreconfig folder and its contents to the
client desktop. The folder includes the following files: JRERuntimeParam.class,
JREVersions.properties, readme.txt, and setJREParam.bat.

Open the setJREParam.bat file in a text editor and make the following changes:
a. Locate the line SET JAVA_HOME=</AVA HOME>

b. Replace </AlA_+HoME> with the path where the latest version of JRE 1.6 is installed. For example,
C:\Program Files\java\jrel.6.

c. Save the file.

Double-click the set JREParam.bat file to set the Java runtime parameters on the user desktop.

Configuring Java runtime parameters from the Control Panel

From the client desktop, configure the Java parameters from the Control Panel.

To configure Java runtime parameters from the Control Panel:

1.

2
3.
4

Close all open Internet Explorer browsers.
Go to Start > Control Panel.
Double-click Java.

In the Java Control Panel window, go to the Java tab.

Preparing your browser and desktop 17



5. In the Java Applet Runtime Settings section, click the View button.

va Control Panel

General | Update Security | Advanced

Java Applet Runtime Settings

Runtime settings are used when an applet is executed in the browser,

Java Application Runtime Settings

Runtime settings are used when a Java application or applet is launched using the
Java Metwork Launching Protocal (ML),

Click the View button

6. In the Java Runtime Settings window, locate JRE version 1.6.0_04, 1.6.0_05, 1.6.0_06, or 1.6.0_07. For the
latest version found, in the Java Runtime Parameters column, copy and paste the following parameters,
and then click OK.

-Xms200m -Xmx200m -XX:NewSize=48M -XX:MaxNewSize=48M -XX:SurvivorRatio=4 -XX:PermSize=40m -XX:MaxPermSize=40m -Djavaplugin.classloader.cache.enabled=false

E9 Java Runtime Settings

Java Runtime Versions

Product: Name Version Location Java Runtime Param...
RE [1.6.0 [E:\Program Files|Javal. . ] -psa .
RE |1.6.0_07 [E:\Program Files|Javal...] &us200m -xmx200m .,

Copy and paste parameters

Installing MeadCo’s Security Manager

MeadCo’s Security Manager is required to enable the page-pushing feature in Unified WIM. Users who are
assigned chat licenses are asked to install this control when they first log in to the Agent Console.

Organizations that do not want to use this feature should set the Chat - MeadCo download on Agent Console
department-level setting to No, in which case users will not be prompted to download the control.
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To install MeadCo’s Security Manager:

1.

2
3.
4

7.

Type the Cisco URL in your web browser.
In the login window, provide your user name and password. Click Log In.
In the Consoles window, select Agent to go to the Agent Console.

If MeadCo’s Security Manager is not installed, a related message appears near the title bar. Click the
message and select Install ActiveX Control. When you select this option, you are prompted to log out of

the application.

@ This site might require the following ActiveX control: 'MeadCo's Security Manager' from 'Mead & Company X

Limited'. Click here to install... ¢ .
2l FE @ e VIR

Inbox

Information Bar Help

@Eﬁx @ '@rg'@@ Available: |No x| Inbox: |g
E‘ My Wark - Key Queus name Activity IDA  Customer ... Activity...  Chat sta.., @'
[=] activities
[=1 br frtiivi

Select the Install ActiveX Control option

Log out and log in again. Go to the Agent Console.

In the Agent Console, you are prompted to install MeadCo’s Security Manager. Click the Install button.

Do you want to install this software?
Mame: MeadCo's Security Manager
Publisher: Mead & Company Limited
E] Mare options ( Install } Don't Install

‘while Files from the Internet can be useful, this file type can potentially harm
wour computer, Only install software from publishers you trust, What's the risk?

Install MeadCo’s Security Manager

In the MeadCo Publishing License window, click the Yes, allow button to complete the installation.

2 MeadCo Publishing License

Do you want to allow:
# Cross-Domain Scripting
» Internet Explorer Dbject Scripting

Publisher: eGain Communications Corp

Applies to: Details...

- — -
Cres, allowd)

Advanced printing and templates uses ActiveX controls from Mead & Co
Lirnited that you must already have accepted and installed. Only allow
the use of these contrals by publishers you trust,

Allow cross-domain and Internet Explorer object scripting

Preparing your browser and desktop
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Logging in

5\ Important: While logging in, use only one user account at a time on a particular desktop. For
> example, if you have an agent and an author account, log out of one account before logging in to
the other account on the same desktop.

To log in to the business partition from your browser window:

1. Type the URL provided by your system administrator in the browser. The URL is typically in the following
format: http:// Web Server/Partition, Virtual Directory where Web_Serveris your web server and
Partition, Virtual Divectory is the virtual directory created for the business partition.

2. In the Login window, type your user name and password. Click the Log In button.

To log in to the business partition using Cisco Agent Desktop:

» Cisco Interaction Manager integrates with the lower pane of the Cisco Agent Desktop. As an agent, you can
configure a task button to launch external applications and use it to log into Unified WIM and Unified EIM.
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