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Introduction

Interactive Call Distribution (ICD) is an application that runs on Cisco CallManager to offer queuing and
dispatch services for a call center or help desk environment. ICD can be used as part of IP Contact Center
(IPCC), but IPCC is not required to use ICD. In normal use, agents log into ICD using an application on thei

PC that signals Cisco CallManager that they are ready to accept calls from a shared call in number. This
document provides step—by-step ICD configuration instructions.

Prerequisites

Requirements

This document assumes that the directory configuration has been done and the Application Server has acce
to the Lightweight Directory Access Protocol (LDAP) directory.

Components Used
The information in this document is based on these software and hardware versions:

« Cisco CallManager 3.1
* CRA2.2



The information in this document was created from the devices in a specific lab environment. All of the
devices used in this document started with a cleared (default) configuration. If your network is live, make sul
that you understand the potential impact of any command.

Conventions

Refer to the Cisco Technical Tips Conventions for more information on document conventions.

Configure ICD on CRA 2.2(1)

Add a New User/Agent
Complete these steps to add a new user/agent.

1. Go to the Cisco CallManager Administration page ( http://<ip address of your
CallManager>/ccmadmin/ ).
2. Select User > Add a New User to create a User for your Agent.
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User Information

Back to user list

Applicstion rofiise | User : New User
<No Application Profiles >
aApplication Profiles can bs accesse  status: Pleaze enter Infarmation for the nev user

aftar the new Usar is insarted in th

directory. Insert Cancel Changes I

First Mama™*

Last Name*?

Userlo®

Uszer Passyrord*

PIN®

confirm PIN*

Telephone Number

Manager

|
l
|
|
Confinn Password* |
|
|
l
l
|

Department

Enable CTI Application Use r

* Indicates raquirad Iterm.

3. Enter the First Name, Last Name, UserlID, User Password, and PIN.

4. Make sure that the Enable CTI Application Use box is checked and click Insert.




User Information

Back to user list

User : New User

Statuz: Pleaze enter infarmation for the nev uszen

First Name? [Double ]
Last Name* |a'seven J
Usero® Joo? ]
User Password® I‘- vaew 1
Confirm Password* l* vk l
PIN* lx e ‘
Confirm PIN® [eeree ‘
Telephone Numbar | |
Manager I {
Department I J
Enable CTI Application Uss 2

* indicates required item.

Associate a Phone with an Agent
Complete these steps to associate a phone with an agent.

1. Click Device Association.



User Information
Personal Infomation
Back to uszer list
_ User : Double O'Seven

sfl Davice dssocigion

aﬂ Etatuz: Pleaze enter any changes For the cunent user

sl Extension Mobility Update | Cancel Changes l

=0 Softehone
First Nama*™ IDouble
Last Name* IO‘S svan
UserlD 007
User Password* I" bt
Confirm Password* Juease
PIN® Io veee
Confirm PIN* I"‘"""
Telephone Number I
Manager I
Department |
Enable CTI Application Use [v
Number of Digits Needed for 1
Unigue A4 Name
Autoattendant Dialing O'SevenDouble
associated PC Mot Defined
Primary Extansion nona
ICD Extansion Mot Defined
Conrrolled Devices Blone

2. Click on the square box to the left to assign extensions to your ICD agents.

Each Agent Desktop uses a User ID to log in. The user ID they log in with determines which device
their ICD calls are directed to. For example, if user 007 has an assigned ICD extension of 2200, ther
all of agent 007's calls are sent to extension 2200.

3. Click Update after you make a selection.



User Information
Personal Information
Back to user list
Update l Cancel Changes I
Available Devices
[" Check &ll on Pags I” Check all in Search : ﬁ e Ewt.ensinn
No [CD Ertension
O = SEPOOOLIEBFFC2A Auto 1005 c 1005 C
r= SEPO00LOGBFFC2A Auto 1005 C 1006 C
[ - SEPOOD19ARFFC2A Auta 1005 o 1007 o
= SEPDOOL96BFFCZA Auta 1005 C 1008 C
-4 SEPOO03GBETR3BS Auto 1004 & 1004 C
r = SEPO0044D0217C7 Auto 1002 C 1002 C
= SEPO03094C27918 Auto 1000 e 1600 e
e SEPON3NIACIBEE? Auto 1003 C 1003 C
v = SEPD0D3094C3BFFE 7960 Phone & 2200 f-‘[%
v = SEPO03094C3BFFE 7960 Phone C 2201 C
7 o SEPDO3094C3RFFE 7960 Fhone o 2202 '
v = SEPON3NI4CIPFFE 7960 Phone C 2204 C
v = SEPO03094C3BFFE 7960 Phone c 220s c
v = SEPO03094C2BFFE 7960 Phone C 2206 C
R SEPODBOGHISEBCS Auta 1001 o 1001 o

Add a CTI Port

Complete these steps to add a CTI port.
1. Select Device > Add a New device.

Note: The number of CTI ports is dependent on how many access ports you want in your Interactive
Voice Response (IVR) system.

Route Plan  Service Feature

: ' 7 . Gisco Systems
Cisco/CallManager Admi
For Cisco IP 'lrlrp'mny Solutions

Find and List Phones E '. % 4dd a New Phone

No current search

2. Select Phone from the pull down menu.



System Route Plan  Service Feature Device User application Help

v y . - : L1360 Sysrews
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Add a New Device

Select the type of device you would like to create:

Device typa® --- Not Selectad --- ;]
--- Not Selected ---
CTI Route Point
Gatekeeper
GCataway

Statuzi Ready

Y indicats s required itam

gl Changes

Cisco Yoice Mail Por

3. Select CTI port from the pull down menu when asked for the type of phone.
4. Assign the Device Name, Description, Calling Search Space, and other fields and then click Insert.

wstem Route Plan

Application Help
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- - 1 3 4h) =
Phone Configuration ok R e
_ Phone: New

Lines can be added after
the new phone is insaertad
inthe database.

Status! Raeady

Ingert cancel Changes |

Device Information

Device Name* IL

Description Ictiportl

Device Pool* |Default x| s datziE
Calling Search Space [« Mone > =l

Media Resource Group List |< Mone > ;]

User Hold Audio Source [« mone > 3

Network Hold Audio Source |< Mone > _'_I

Location | < Mone > |

5. Click OK to add the Directory number for your CTI port.

172.16.240.52 - [JavaScript Application] ) x|

( ? The phone has been inserted in the database. Would vou like
to add a directory number for line 1 of this phone now?

Cancel |

6. Assign a Directory number to the first CTI port. This number must be unique. In order to add more
CTI ports, repeat steps 1 through 5.

Note: The directory numbers of subsequent CTI ports must be sequential.

Note: Make sure the CTI port partition is the same as the Agent partition in Cisco CallManager.



CIsco SYsTEMS

Cisco/CallManager Administration
For Cisco IP Telephony Solutions

H H dd a new phone
Phone Configuration ok A
— Phone: 1 (ctiportl)

*I0% Ling - add new o Registration: Unknown
: b 1P Address: 172.16.240.52

Status! Ready

cnpyl Updatel Del9t9| Rasat Phone ] Cancel Changes I

Device Information

Davice Nama® 1

Dascription |ctiport1

Davice Pool* IDefaulL = (view details)
Calling Search Space |< None » ;]

Media Resource Group List |< None » j

Ucer Hold Audio Source I-: None »

Network Hold Audio Source | < Neone »

I el

Locaticn | < nere »
H H H Confiqure Davice {13
Directory Number Configuration !
L’§ 1 (line 1) Statuzi Ready
Ingert Cancel Changes |

Directory Number

Directory Number® 555301

Partition |c MNore = :’

Directory Number Settings

W

Yoice Message Box

Calling Search Space | < Nore > =]
user Hold audio Source | < nore » |
Network Hold Audio Source | < None » =
Call waiting I—Dm
Activate Auto Answer Not available on this device.
Call Forveard and Pickup Settings

Destination Calling Search Space
Forward all I |< MNone > _'_I
Forward Busy I I< Mone > z]
Forwrard No Answer I Ic: Mone > 3
Forward On Failure | |< None > 'I

Add a CTIl Route Point

Complete these steps to add a CTI route point.



1. Select Device > CTI Route Point to add one CTI route point for each application that is called (for
example, 6000 ICD, 5555 Auto Attendant.

Route Plan SEervice aature De '.'il-jl-f Lser & r rli‘: -|ri|-"-l

’ add a New Dauice
CiscoCallManager Admir| -
For Cisco IP Telepbony Solutions ‘ Zise

Crseo SysTews
I
Find and List Phones

No current search e are, Coac oSt

Button Template

Swystem  Route Plan ervice  Feature  Device

v y , . ’ G1sco SYSTEMS
CiscolCallManager Administration
For Cisco IP Telephony Solutions

Find and List CTI Route Points A4 a i CTLRGuigcRin
No current search
Find CT1 Route Points where [Device Name =] [begins with =] | Findl
and show [20 =] itams per page | < Enter search rext ahoue > =

To list all item s, click Find without mnb=ring any =earch bext, or use *Devics Name= is not mmpty’ as the search criberia,

Mo active query. Please enter your search criteria using the options above.

3. Assign a Device Name, Description, Device Pool, Calling Search Space and Location, then click
Insert.

Service Feature

\e \ ) .. . G1sco SysTems
CiscolCallManager Administration
For Cisco IP Telepbowy Solution:

CTI Route Point Configuration
_ Device: New

Linss can be added aftar tha

new CTI Route Paint is ST Gy
insarted in tha database.

Insprt Cancal Changas |
Device Information
Device Name* []CD_routepcmt
Description [ICD_routepomt
Device Pool* m (view details)
Calling Search Space | < None » |
Location | < none » |

* indicates a raguirad tem.

4. Click OK to add a directory number for line 1 of the CTI Route Point.



'/? The CTI Route Point has been inserted in the database, Would vou like
to add a directory number for line 1 of this CTI Route Point now?

Cancel I

5. Assign a Directory Number to the route point and click Insert.

This is the number that is called to go to the ICD Application. This number must be unique.

Directory Number Configuration

‘& TED_routapaint 0 Status: Raady

l‘tart Cancel Changes I
Directory Number

Directory Number* |6000|
Partition [\' None > E]
Directory Number Settings
Voice Message Box r—
Calling S=arch Space |< Hong = EI
User Hold Audio Source I':. Nong = _'_]
Network Hold Audio Source IC. None = 3
Call Waiting QFf -
activate auto Answer Not available on this device.
CGall Forward and Pickup Settings

Destination Calling Search Space
Farward &l l |< MNorne = EI
Forward Busy l Ic: Norne = l]
Forward No answer I |<: MNore = :I
Forward On Failurs l Ic Nore = l]

Call Pickup Group I:: Nore = vI

Add a JTAPI User for CTlI Components

Complete these steps to add a JTAPI user for CTI components.

1. Select User > Add a New User to add a JTAPI user and associate the CTI Ports and CTI Route
Points created earlier.

Cisco SysTeums

Cisco/CallManager Administra
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2. Assign a user ID and password for your JTAPI user.

Note: Enable CTI Application Use needs to be checked for this user. Click Insert to finish this
step.



User Information

Back to user list

User : New User

Statuzi Pleasze enter infarmation for the nev uzer

First Nams* Jitzpi |
Last Name* Iuser i
userio* litapi l
User Password® Jereoe |
Confirm Password* e |
PIN* Iac CEEE |
Confirn PIN® | |
Telephone Number | l
Manager | |
Department | i
Enzble CTI Application Use 2

* indicates required item,

3. Associate the CTI ports and route point to the JTAPI user and click Device Association on the left
side of the window.

User Information

Personzl Information
Back to user list

User ! jtapi user

Stabus; Insert Successful,

First Name* Ijtapi |
Last Name* |user |
UsarlD Jtapi

User Password* |
Confirm Password® st |
PINY Io oo ]
Confirm PIN® PAR %6 |
Telephone Number | |
Manager | |
Departmant ] |
Enable CT1 Application Use 14

Mumber of Digits Needed for 6

Unigue a4 Name

sutoattendant Dizling userjtapi

Associated PC Not Defined

Primary Extension none

ICD Extension Not Defined
Controlled Davices None

Erlaglf Authentication Progy Faida




4. Click Select Devices to search for your CTI ports.

User Information

Assign Devices for : jtapi (user, jtapi)

Status! Please entar any changas for the current user.

Find Devices Whers :
|Davice Name =l |begins with ;”l

Select Devices I

rig-Filter Active

0 available devica(s) listed at last search,
0 device(s) controlled at last seanch,

0 device(s) selected currently,

Update | cancel Changes ]

- ! ) & No Primary Extansion
Chack all on Page Chack all in Search & & No ICD Extension

5. Check the boxes next to your CTI ports and CTI route point from the list of devices from your search

Note: The No Primary Extension and No ICD Extension radio buttons should be selected. Click
Update when you are finished.



User Information

~ gﬁ 1 ctiport1
v 11 Ctiport11
~ eﬂ 2 ctiport?

~ !“ 4 ctiportd

4 gﬁ 6 ctiport

~ 9‘ ] ctiports

~ ‘ [CO_rautepoint [CO_routepoint

Personal Information
Back to user list

555301

Eg&21L

555302

555304

555306

555308

After you have associated the CTI ports and route point you then see them listed as "Controlled

Devices" on the User Information page.




User Information

Personal (nformation
\ack to user list

o —"

) Device Association

& Auto Attendant Updata I Cancel Changes |

< Extension fability ) -
First Name* [Jtapl

< SoftPhone
Last Name™ lu ser
UserlD Jtapi
User Password™ I“‘""‘
Confirm Passwond® [#resn
PINY IQoowe
confirm PINY 0 vnw

Telephong Number

I
Manager I
Department [

Enable CT] Application Use 14
Number of Digits Needed for

Unique A& MName B

Autoattendant Dialing userjtapi

dssociated PC Not Defined

Pnmary Extension none

[CD Extension Not Defined

Controlled Devices ) A | m 5 b IR - R PR L+ Ry () - -

JCO_routepoint

Create a Resource Manager
Complete these steps to create a Resource Manager.

1. Select User > Add a New User to create the Resource Manager user and associate all of the device!
that take ICD calls as defined in step 1 of the previous procedure.

service Feature

CIsco SYsTEMs

Cisco/CallManager Administra
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2. Assign a UserlD and User password for the RM User.

Note: Enable CTI Application Use needs to be checked for this user. Click Insert.



User Information

Back to user list

User : New User

Statuzi Pleaze enter informatian for the nev uzer

First Nma* frm \
Last Name* |usar |
Userip*® [ [
User Password® Enan |
Confirm Password* Jrosnn [
PIN® [Fo== |
Confirm PIN® | R ]
Telephone Number | [
Manager | |
Department | [
Enzble CTI Application Use 2

* indicates required item,

3. Associate all the agents' phones to the RM user and click Device Association on the left side of the
window.

User Information

Personal Information
Back to user list

User : rm user

Status: Tneert Succmsshul,

First Nams* [rm |
Last Name* Jusar |
userio rm

User Password* D |
Confirm Password* | ]
PIN® l« trat l
Confim PIN® s 1
Telephone Number | |
tanager | ]
Department | ]
Enzble CTI Application Use 2

Number of Digits Needad for 5

uUnigue 44 Name

sutoattendant Dialing usenm

Associated PC Mot Defined

Primary Extension nong

ICD Extension Mot Defined
Controlled Devices MNone

Enable Authenticztion Proxy

False




Search for the Agent's phones and check the boxes.

Note: The No Primary Extension and No ICD Extension radio buttons should be selected. Click
Update.

User Information

ers n b

Back to yserlist
Upgate | Cancel Changes I

I” check All on Page [ check all in Search :: g-ﬂ'u 1€D Extension
r e SEPOO0196BFFC2A Auto 1005 c 1005 s
rz SEPODD196BFFC24 Auto 1005 € 1006 8
re= SEPOO019EBFFC2A Auto 1005 c 1007 c
rz SEPOO0L9EEFFCIA Auto 1005 C 1008 c
r ,ﬁ; SEPOO03GRETRIRE Auto 1004 s 1004 c
ra SEPOO04400217C7 Auto 1002 » 1002 ®
r= SEFDD30S4C27818 Auta 1000 c 1600 L
rg SEPO0Z094CIBEDR Auto 1003 @ 1003 c
v 2 SEPO03094C3BFFE 7960 Phone C 2200 c
v = SEP003094C3BFFE 7960 Phone C 2201 C
v &= SEPOO3094C3BFFE 7960 Phone © 2202 ¥
s SEPO03094C3BFFE 7960 Phone C 2204 C
v 2 SEPO03094C3BFFE 7960 Phone c 2208 c
v = SEPO03094C3BFFE 7960 Phone ¢ 2206 i

After you associate the phones with your RM user, you see them listed as "Controlled Devices" on tf
User Information page.



User Information

Personal Information
Back to user list

miEappicstonBofise N User : rm user

50 Davice 4ssociztion

=i} Auto Attendant Status: Updata Successful

=0l Extension Mobilit Update | Cancel Changes |

s softphone
First Name® frrm
Last Name* Jusar
UserlD m

[ User Password® [7oe99

Confirm Password™ I""""
PIN? Ix R
confirm PIN® R

Telephone Number [

Manager I

Departmeant |

Enablz CTI application Use ~
Number of Digits Reeded for

Unique &4 Name :

Asutoattendant Dialing userm

Associated PC Not Defined
Primary Extansion none

1CD Extension Mot Defined
Controlled Devices SEPOD3094C3BFFE

Create the JTAPI User Account

Complete these steps to create the JTAPI user account. Application Administration can be found at
http://<ipaddressofCM>/appadmin/.

1. Create the JTAPI user. (This matches the user created earlier in Add a JTAPI User for CTI
Components. ) From the Main Menu click JTAPI.

1. Application Administration

LT

Telephony Applications Create and configure new telephony applcations,
Eeal Tooe Beporing  Reports tha resl-time, curmnt-day sctivity of the ergine.
Lﬁ;l Satup tha JTAP] subsystem for talephony applications

Besnuece Manager Satup the Resource Manager subsystam which manages resawrces for applications

I%cka Setup the meda subsystem

Databass Setup the database subsystem. The database subsystem enables apphcations to access an enterpnise database,

oMl Satup aMal suasystam. Configure dafaulits to enabla sending aMall,

Blugrine Frawdes irke to Disco CRA Administrator editor and reporting client nstalers,

Directory Setup LLAD drectery access. Ths specifies the access to the crectory service, inclucing the LOAP URL. Al configuration datd
Crectiony service

Ergke Configure engne parameters and monitor engne activity.

Ganane & s Craate and configure new genedc applications

WIIP Yoggers Create and confique new HTTF Suasysztam Tnoggers.




2. Enter the Cisco CallManager's IP address, the JTAPI username and password, and click Update.

El. Application Administration
» Help

JTAPI provider(s)* [<cm 1p aDDRESS>

UserlD* Ijtapi

Password? Ixx v

*indicatzz required tem.

Updte | Cancel I

emnPort Groups

[Number Type [Initial CTI Port Last CTI Port Number of GTI Ports |

4dd new CT[ Port Group.

Return to Main fManu.
Create the Application's CTI Port Group
Complete these steps to create the application's CTI port group.

1. Click CTI Port Group.
'Pgl‘ Application Administration
» Help

JIT4PI Configuration has bean updated successfully,

ITAPL provider{s)* I‘*CM P bDDPESS;»I

[itapi
Pacsword® IM-.M

UserlD*

tindicatas required Itam.

Update I Cancel I

Number h‘ypa Initial CTI Port ILust CTI Port Number of CTI Ports

Add new CT1 P O

Retum to Main Menu,

2. Select Applications from the pull down menu and click Next.



’
T, Application Administration

Select the CTI Port Group type you would like to create

CTI Port Group Type* mg
Neﬁl Cancel I

P H=lp

3. Assign a reference number (positive integer) and the initial and last CTI port that you created in Add
CTI Port and click Update.

EL Application Administration

»Halp

Mumher® [1
Initial CTL Port* ISSSSDI
Last CTI Port* |555312

*indicates raguirad item.

Updat@_l Delete | Cancel I

Application CTI Route Points
Name CTI Route Point lMax session Enabled

Add new application.

Returmn to JTaPl Configuration.

Return to MMain Menu

Create the RM User

Complete these steps to create the RM user.

1. From the CTI port group configuration page, click Main Menu.

2. From the Main Menu click Resource Manager.

3. Enter the IP address of the Cisco CallManager and the RM username and password that you create
in Create a Resource Manager. Click Update when you are finished.



EL. Application Administration

» Help

5 RM ITAPI Provider Configuration

Evant Sarvica Dagks
Basource Groups

RM ITAPI Providen{s)”? IcCM IP ADDRESS=>
Mair menu Userin® =

Password® IOO(-Q«OI

Yindicata s raquirad tam.

Upd&ge | Cancel |

Add a Resource Group
Complete these steps to add a resource group.

1. Click Resource Groups from the menu on the left side of the window to add a Resource Group.

EL Application Administration

» Help

BM T AR[ Provider
S RM ITAPI Provider Configuration

BNt Service ghe
Resoure Lk AM JTAPL Configuration has been updated successfully.
i neny PM IT4PI Provider(s)* [ 1p ADDRESSS|
UserlD® frm
Password? lnu.

*indicatas regquirad tem.

Update ] Cancel I

2. Click Resource Group to add a new Resource Group.



h Application Administration

¥ Help

B JTaP] BErovider
Event Service Desks

[ Group T
esource Groupns Nomps D

fdain menu
Create & new RESO@rce Group.

Resource Groups

3. Assign a name for the Resource Group, as well as a Resource Group ID (positive integer). Assign
agents to the Resource group using the arrows in the middle of the page and click Update.

EL. Application Administration

» Help
S »n L : Resource Group Configuration
nt i <
F?F,‘-ﬁIJ[FZF! ﬁ[ﬁllnq
Pesource Group Name™ IGroup 1
M2 s Resource Group I1I0° |l
Resources:
Assigned: Mot Assigned:
Double O'Seven (007) =] =]

QOrder Assigned Resources:

Mz

*indicabss required tem,

Upsﬁtel Delete I Cancel

Add an Event Service Desk
Complete these steps to add an event service desk.

1. Click Event Service Desk from the menu on the left hand side of the window.



-th Application Administration
» Help
M ~ Resaource Groups
i S
Name 1D
Main men |Gruug 1‘1
Create a new Resource Group,
2. Click Event Service Desks to add a new Event Service Desk.
El—» Application Administration
» Help

um Event Service Desks
——
Besource Groups

S ‘ Namw ’ 10 E::;:g‘::" Resource Selection Criteria
Main meny

Creats a new S ek,

3. Assign a name to the Event Service Desk, as well as an Event Service Desks ID (positive integer) at
select a Resource Selection Criteria. Assign the Resource Pool (resource group that you created in

Add a Resource Group) to be associated with the Event Service Desk. Click Update to complete this
step.

h Application Adminis

Stracion

»Halp

Mﬂ Event Service Desk Configuration
Event Service Desks

Pesource Groups EiiE Sarvice Dedk
_ vkl |ESD_Group1
[Main meny

Euent Service Desk [D* |1

Contact Queuing Criteriz FIFO
Resource Selection

e [Longest available =)
Resource Pool”® TGN - |

Yindicatas required itam.

qu§te_| Delote Cancell

4.You should now see the Event Service Desk that you just created listed on the window. Click Main
Menu to return to the main menu from the menu on the left hand side of the window.



EL. Application Administration

»Hel
ol APl P T
Event Service Desks
EusAr Servics Dpeve
E"!’ fce |llllx"- E t
Name 1 v:m Quayy Resaurce Selection Criteria
Mainamornu garthos
—‘Eﬁf‘m E50 Grouol 1 FIFO Jiengest avaiavle

Create & new Cvent Sepvice Dask.

Assign a Name to the Application
Complete these steps to assign a name to the application.

1. Click Telephony Applications.

h Application Administration
pp

L. Ud
option  Action
Tesphory E poaluos Comate and conligure new Lebsphony spphcabors,

Pad Timo Bapcrting  Raports the real-time, current-day activity of the engne.

11sE] Setup the JTAPI subsystam for teephony applic ations

Kesource Manager Satup the ki " g bry wheh 2qes r for appicaty

Mediz Setug the media suosystem

Datsbasa Satup the catavase sudsystom. The database subsysiom enabdles appications to access an entarprss databaze.

£rasi Satup eval subsystam, configura dafaults to ensbie sandng ems

Hugoinz Frovices inks to Cizco CRA Admnistrator ector ard repartng chent inztalers.

Dirsctory Setup LDAP directory access. This specifies the sccess 10 the diectory service, nicluding the LDAR UBL, All cenfiguration

Gasclory ssivee

Engne Configure engio paramatars and monitor engl actwity.
Genade cariyns  Creats and configure naw genade spplications
HLIP Ingcecs Create and configure naw HI TF Subsyzzem Inagers.

2.Click Application to add a new application.

El. Application Adrninistration

b Halp

[vame |GTI Route Point [Max session [Enabled [script Name

add new ag!w: ation.

Return ta Main fManu.

3. Assign a name to your application (for example, ICD). Select the script from the pull down menu for
ICS (select icd.aef) and click Next.



EL. Application Administration

»Halp

spplication Kame*

[rco

Script Name™ |

or selact from the following helper list :

-Selections - 'I
-Selections -
aa.aef
C¥Input.aaf
CVOutput.aef
hotel, asf
hotelDut, aef

icd,aef 3
Input.aef™
output,aef

4. Assign these parameters to the application:

*indicab=s required dem

¢ CTI Route Point: As in Add JTAPI User for CTI Components.
¢ ESD: As in Add an Event Service Desk.

Note: This is case sensitive.

¢ Maximum Number of Sessions: This depends on how many CTI ports you created in

Adding a CTI Port. The total maximum number of sessions for all applications is equal to the
number of CTI ports in your CTI group.
5. Select Yes to enable to application.

6. Select the DelayWhileQueued, WelcomePrompt and QueuePrompt that you would like played during
the ICD application and click Update.



EL Application Administration
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Application Names™ IICD

CTI Route Point* |'5'3‘3’3'

Script Name icd,aef

Mawimum Numbar of Sessions® [2

Enabled* ® Yes C No
ESD* [ESD_Group1
DelayWhileQuausd* I30
WelcomePrompt™ {rcowelcome. wav

e

DueuePrompt? |ICD Queue. wav

e

[-Selection List- ~|

Updﬁte | Celete | cancal |

Yindicatas required itam.

Note: DelayWhileQueued value delays a queued call within a workflow. Make sure that the value fol
DelayWhileQueued is not set to zero. If you configure zero for this parameter, the result can be that
the calls do not get queued.

7.Click Main Menu.

EL Application Administration

Ll

Name GTI Route Paint [Max session Enabled [Script Name
ICD 6000 [1 Vas icd.asf

Add new application.

Return to Main @f_nu,

Verify Engine Operation
Complete these steps to verify the engine operation.

1. Click Engine from the Main Menu.
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Isiephony sppications Creats and configure nsw telephory sppications,
Esal lime Bsparting  Reparts che real-time, cument-day actinty of the engrne.
JTAPL Selup the JTAPT subsystem for takphony Sppiicators,

Rosourns Manager Setup the Aescurce Manager ssbsystem which manages razourcns for apphications.

Media Setup the media subsysiam

Datebase Setup the datab iozystom. The datab. iz yste: = picatons to an entemnse dstebase,

aMail Sotup eval subsystom. Configura defaudts to enebio sonding oMal.

Pucing Providas lirks to Cizco CRA Administrator ecitor ard raparting client inztallers.

Dorectory Selup LDAP directary sccess. Ths specifies the sccess to the directary ssrvice, ncuding the LDA? URL. A1 cenfguration
dirsclony seivice

mﬁm Configure enging paramaters ard monitor enging activity.

G i spolcs Create and configure naw ganaric applcations,

HIIP [aggars Create and corfigure new HI TP Subsystem Tncgers.

2. Click Start Engine. If the engine is already started, click Stop Engine and then restart it.
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» Help

e States
Configura
Traca configuration System Status
Mﬂ | . Engine Stopped
Subsystems
Main Many Unavailable

StanEhaine | Stap Engine |
a7

Lazt updated 0L/0S/2002 23:42:57
V' auto-refresh mymry '3 s=conds,

3. Check the Auto-refresh every 3 seconds box.

When all is configured correctly, the Application, RM—-CM, HTTP, and JTAPI Subsystems should
have IN_SERVICE listed for their status.
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configure

Trace configuration [gugrem status

Trace files = =

: Engine Running

Refresh Scrints
Subsystems

[Main Meny JTAP] Subsystem IN_SERVICE
HTTP Subsystem IN_SERVICE
EMail Subsystem QUT_OF_SERVYICE
PM-CM Subsystam IN_SERVICE
Database Subsystem |QUT_OF_SERVICE
Application Subsystem IN_SERVICE

Star Engine | Stap Engine I

Last updabed DL/05/2002 23:4%:37
V' auto-refresh CUERT IS— seconds.

Install the Agent Desktop
Complete these steps to install the agent desktop.

1. Once you have downloaded and installed the Agent Desktop click the Agent Desktop icon to being
login.
2. Click Login and enter your Agent's userid (for example, 007).

Note: Do not use upper case characters for this userid, as the agent login only passes lower case
characters to Cisco CallManager.
3. Enter your Cisco CallManager's IP address and click OK.
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Fie Help

User ID:

[P [CD Exdension:

State: Lagoff

[ tomn | L= | e e

Loomooos Y
Ugex ID: 1jiig

Hoz: Name: <GP ADDRESS

Rl Pot. |1 099

E] Concel |

4. Click Available to allow the agent to start receiving calls from the ICD script.

_iolx]

Bl Hely

User [D: 007
IP ICD Extension: 2200

State: Unavailable

l [ooZn I Legoff A o eavaldsle
'—F}I"“ | |
I The sten i in e2ivice. The services e avalable 1o |he agent ‘

For problems with agent log in, check the username for upper case characters. If the agent is still

unable to log in, open a TAC case and attach the logs on the Agent's PC located at C:/program
files/wfavvid/AgentDesktop(xx).txt .

Verify

There is currently no verification procedure available for this configuration.

Troubleshoot

There is currently no specific troubleshooting information available for this configuration.

Related Information

* Voice Technology Support

* Voice and Unified Communications Product Support
* Troubleshooting Cisco IP Telephony

» Technical Support — Cisco Systems
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