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About This Guide

Purpose

The manual shows how to use Cisco Intelligent Contact Management (ICM)
configuration tools to configure and maintain the ICM database.

For how to create and manage ICM scripts, se€theo ICM Enterprise Edition
Scripting and Media Routing GuidEor specific information on an ACD or NIC,
see the appropriate Cisco ICM software ACD or NIC supplement documentation
or ask your customer represeita for that documentation.

Audience

This document is intended for CistOM system administrators. A system
administrator should have a general understanding of call center operations and
management and specific information abthe call centers and carrier networks
connected to Cisco ICM software.
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About This Guide]

W Organization

Organization

The manual is divided into the following sections.

Chapter

Description

Chapter 1, “Overview”

Describes the Cisco ICM system and introduces
the Admin Workstation Group set of tools.

Chapter 2, “How Routing
Works”

Describes how ICM software interacts with the
interexchange carrier (IXC) signaling network and
your call centers.

Chapter 3, “The ICM
Configuration Manager”

Describes the ICM Configuration Manager tool
and how to use it to define and maintain
information about your enterprise in the ICM
database.

Chapter 4, “Configuring
Multiple Records at a
Time”

Explains how to configure multiple records at a
time.

Chapter 5, “Configuring
Routing Clients”

Explains how to define your routing clients.

Chapter 6, “Configuring
Peripherals and Trunk
Groups”

Explains how to define your peripherals, trunk
groups, and dialed numbers.

Chapter 7, “Configuring
Skill Targets”

Explains how to define the services, skill groups,
and agents associatadth each peripheral.

Chapter 8, “Configuring
Routes and Routing
Targets”

Explains how to define the routes and targets
within your system.

Chapter 9, “Configuring
ICM Software for
Integrated Applications”

Describes how to configure multimedia
applications in ICM software.

Chapter 10,
“Configuring ICM
Variables”

Describes the ECC and user variables and how to
define and use them.

l_ Cisco ICM Enterprise Edition @iguration Guide Version 6.0
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Conventions Il

Chapter Description
Chapter 11, “Network |This chapter discussehe Network IVR/VRU
IVRs/VRUs” feature that lets you divert a call to an interactive

voice response unit for additional processing.

Appendix A, “Configure |Shows how the Configure ICM menu in ICM,
ICM Tools” version 4.5, is mapped to the new Configuration
Manager tools in ICM, version 4.6.

Conventions

This manual uses the following conventions.

Format Example

Boldface type is used for user |Start the ICM Configuration Manager and
entries, keys, buttons, and folderselectTools > List Tools > Expanded Call

and submenu names. Variable List.

Italic type indicates one of the | « A skill groupis a collection of agents
following: who share similar skills.

+ A newly introduced term « Do notuse the numerical naming

convention that is used in the

predefined templates (for example,
« A generic syntax item that persvc0]).

you must replace with a
specific value

» For emphasis

- |IF (condition, true-value, false-value)

« For more information, see tl&isco
ICM Enterprise Edition Database
Schema Handbook.

« Atitle of a publication

An arrow ( > ) indicates an item |The Save command from the File menu is
from a pull-down menu. referenced akile > Save

Cisco ICM Enterprisgdition Configuratio Guide Version 6.0
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Wl Other Publications

Other Publications

For additional information about Cis¢otelligent Contact Management (ICM)
software, see th€isco web sitdisting ICM documentation.

Obtaining Documentation

The following sections provide sources for obtaining documentation from Cisco
Systems.

World Wide Web

You can access the most current Ciscouwhoentation on the World Wide Web at
the following URL.:

http://www.cisco.com
Translated documentation is available at the following URL:
http://www.cisco.com/public/countries_languages.shtml

Documentation CD-ROM

Cisco documentation and additiondkliature are available in a Cisco
Documentation CD-ROM package, which is shipped with your product. The
Documentation CD-ROM is updated mbht and may be more current than
printed documentation. The CD-ROM package is available as a singlerunit
through an annual subscription.

Ordering Documentation

Cisco documentation is available in the following ways:

» Registered Cisco Direct Customers can order Cisco Product documentation
from the Networking Products MarketPlace:

http://www.cisco.com/cgi-bin/order/order_root.pl

Cisco ICM Enterprise Edition@iguration Guide Version 6.0
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Obtaining Technical Assistancell

» Registered Cisco.com users can orte Documentation CD-ROM through
the online Subscription Store:

http://www.cisco.com/go/subscription

« Nonregistered Cisco.com users can order documentation through a local
account representative by calling Gisorporate headquarters (California,
USA) at 408 526-7208 or, in North America, by calling 800
553-NETS(6387).

Documentation Feedback

Obtaining

If you are reading Cisco product documentation on Cisco.com, you can submit
technical comments electronically. Clickave Feedbackat the bottom of the
Cisco Documentation home page. After you complete the form, print it out and
fax it to Cisco at 408 527-0730.

You can e-mail your comments to bug-doc@cisco.com.

To submit your comments by mail, use the response card behind the front cover
of your document, or write to the following address:

Cisco Systems

Attn: Document Resource Connection
170 West Tasman Drive

San Jose, CA 95134-9883

We appreciate your comments.

Technical Assistance

Cisco provides Cisco.com as a stagtpoint for all technical assistance.
Customers and partners can obtain documentation, troubleshooting tips, and
sample configurations from online tools by usthg Cisco Technical Assistance
Center (TAC) Web Site. Cisco.com regigtérusers have complete access to the
technical support resources on the Cisco TAC Web Site.

[ 78-11589-03
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W Obtaining Technical Assistance

Cisco.com

Cisco.com is the foundation of a suiteioferactive, networked services that
provides immediate, open access to Cisco informatietworking solutions,
services, programs, and resources at any time, from anywhere in the world.

Cisco.com is a highly integted Internet application and a powerful, easy-to-use
tool that provides a broad range of features and services to help you to

« Streamline business processes and improve productivity

« Resolve technical issues with online support

- Download and test software packages

« Order Cisco learning materials and merchandise

« Register for online skill assessment, training, and certification programs

You can self-register on Cisco.com to ohtaustomized information and service.
To access Cisco.com, go to the following URL:

http://www.cisco.com

Technical Assistance Center

The Cisco TAC is available to all custorsarho need technical assistance with a
Cisco product, technology, or solution. Two types of support are available through
the Cisco TAC: the Cisco TAC Web Site and the Cisco TAC Escalation Center.

Inquiries to Cisco TAC are categorizadcording to the urgey of the issue:

« Priority level 4 (P4)—You need information or assistance concerning Cisco
product capabilities, product installation, or basic product configuration.

« Priority level 3 (P3)—Your network performance is degraded. Network
functionality is noticeably impaired, but most business operations continue.

Cisco ICM Enterprise Edition@iguration Guide Version 6.0
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Obtaining Technical Assistancell

« Priority level 2 (P2)—Your production network is severely degraded,
affecting significant aspects of business operations. No workaround is
available.

« Priority level 1 (P1)—Your production network is down, and a critical impact
to business operations will occur if service is not restored quickly. No
workaround is available.

Which Cisco TAC resource you choose is based on the priority of the problem and
the conditions of service atracts, when applicable.

Cisco TAC Web Site

The Cisco TAC Web Site allows you to resolve P3 and P4 issues yosesaifg
both cost and time. The site provida®und-the-clock access to online tools,
knowledge bases, and software. To access the Cisco TAC Web Site, go to the
following URL:

http://www.cisco.com/tac

All customers, partners, and resellerisoahave a valid Cisco services contract
have complete access to the techns&giport resources on the Cisco TAC Web
Site. The Cisco TAC Web Sitequires a Cisco.com login ID and password. If you
have a valid service contract but do not have a login ID or password, go to the
following URL to register:

http://www.cisco.com/register/

If you cannot resolve your technical issues by using the Cisco TAC Web Site, and
you are a Cisco.com registered user, you can open a case online by using the TAC
Case Open tool at the following URL:

http://www.cisco.com/tac/caseopen

If you have Internet access, it is remmended that you open P3 and P4 cases
through the Cisco TAC Web Site.

Cisco TAC Escalation Center

The Cisco TAC Escalation Center addresseges that are cladied as priority
level 1 or priority level 2; these classifitions are assigned when severe network
degradation significantlympacts business operations. When you contact the TAC
Escalation Center with a P1 or P2 problem, a Cisco TAC engineer will
automatically open a case.

[ 78-11589-03
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W Obtaining Technical Assistance

To obtain a directory of toll-free Cisco TAC telephone numbers for your country,
go to the following URL.:

http://www.cisco.com/warp/public/687/Directory/DirTAC.shtml

Before calling, please check with your network operataerger to determine the
level of Cisco support services to which your company is entitled; for example,
SMARTnNet, SMARTnet Onsite, or Network Supported Accounts (NSA). In
addition, please have available your seevagreement number and your product
serial number.

Cisco ICM Enterprise Edition@iguration Guide Version 6.0
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CHAPTER 1

Overview

This chapter provides the following information:

« An introduction to the Intelligent Contact Management (ICM) software and
its components

« An introduction to the ICM Admin Workstation tools

« A summary of system management tasks

ICM Software

Cisco Intelligent Contact ManagemenC\) software provides enterprise-wide
distribution of multi-channel contacts (inbound/outbound telephone calls, Web
collaboration requests, e-mail messagdmt requests) across geographically
separated contact centers. ICM softwigran open standards based solution
whose capabilities include routing, queuing, monitoring, and fault tolerance. ICM
software forms the basis foreatCisco Customer Contact Suite.

ICM software functions aoss environments as well as across channels.

ICM software functions in the older emgnment of telephone calls delivered over
TDM line, of hardware ACDs and IVRs, diof call centers centralized around the
hardware. ICM software can route calls fosingle 800 number or for several
different numbers. ICM software reséhformation about each incoming call

from the public network, determines the best destination for that call, and returns
information to the public network instructing it where to route the call. This is
known ascall-by-call routing.

[ 78-11589-03
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MW CM Software

ICM software makes routing decisions éxyecuting scripts that can easily be
modified. These scripts can use real-timf@imation about actity at the contact
centers to find the destination best able to handle the call. You can monitor how
the system is handling calls and can makanges to the scripts when needed.

ICM software functias in the newer environment of multi-channel contacts
delivered through IP connections, of software ACDs and IVRs, and of contact
centers that can be as decentralized adnternet or as centralized as business
practices—not hardware necdsgs—require them to be.

And ICM software functions in the mixarhnsition environment that involves all
of the above.

Components

The ICM software consists of several components:

TheCentral Controllerincludes the computer thatns the Call Management
process which makes the actual routitegisions and a central database that
stores information about the entire system. The Central Controller consists of
one or more computers.

The Network Interface Controller (NIC)connects to the IXC signaling
network. ICM software both receivesuting requests and returns responses
through the NIC.

A Peripheral Gateway (PGis typically located in each contact center and is
connected to each peripheral (ACD,®BVR, or Call Manager). The PG
reads information from the peripheral, converts it into the format used by
ICM software, and forwards ib the Central Controller.

An ICM Admin Workstationcan be located anywhere on the wide area
network. The ICM Admin Workstation allows you to monitor the activity of
the system or a part ofarsystem. It also allowgou to update the routing
scripts or ICM configuration data.

Figure 1-1shows the connections withi@M software and between ICM
software and the IXC signaling network and contact center peripherals.

Cisco ICM Enterprise Editon Cignfation Guide Version 6.0
EE ‘s i1509.0d
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Figure 1-1  ICM Software Connections
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The following subsections give furthenformation abouthe connections.

Central Controller to IXC Signaling Network

The NIC provides a two-way interfacet@en the Central Controller and the
telephone signaling network. This alloW&M software to make routing decisions
for each call before the IXC deliversta a contact center. This is called
Pre-Routin.

The NIC reads call routing requests from the signaling network and forwards

them to the Central Controller for praseng. Each request includes the number
dialed, the caller’s billing telephone nuethand any caller-entered digits (CED)

received by the network.

Cisco ICM Enterprise Editol@iguration Guide Version 6.
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ICM Software

When the Central Controller has determirgedestination for the call, it returns
the routing information to the NIC. The NIC then passes the information to the
IXC signaling network.

The ICM software serves asauting serverfor the IXC signaling network while
the IXC serves as muting clientto the ICM software.

Central Controller to Peripheral Gateways

Each contact center has a Peripheral ®aye(PG) to read information from the
site’s phone system and relay that information to the Central Controller. The PG
reads information from the local peripheral (an ACD, PBX, IVR, or Call
Manager). This includes information about agent availability, maximum and
average caller wait times, and so on. The Peripheral Gateway then forwards the
information to the Central Controller.

This information serves two purposes within the Central Controller:

« The router can use this information to determine where to route incoming
calls.

- Users of ICM Admin Workstations can use this to monitor the performance
of part or all of the system.

Optionally, the ICM software can make routing decisions in response to requests
from each contact center (fexample, for intelligent ant-to-agent transfers or
transfers from a voice response unit). This is caIRedt-Routina). If

Post-Routing is enabled, then Peripheral Gateways can also pass routing request:
to the Central Controller and receive routes in return. In this configuration, the
ACD, PBX, or Call Manager serves asouting client to the ICM software.

Central Controller to ICM Admin Workstations

Users at ICM Admin Workstations caead information from the Central
Controller and can send the Cent€ontroller changes to the system
configuration or to the routing scripts.

The Central Controller includes a datab#sa# stores both information collected
from the Peripheral Gateways and information that the Central Controller has
accumulated about calls it has routed. You can monitor this information to
measure the performance okthystem as a whole or afspecific site or group.

Cisco ICM Enterprise Editon Cignfation Guide Version 6.0
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ICM Routing Targets

ICM software can route a call to a carniesource such as an announcement or to
a target at a peripheral. A peripheral, such as an ACD, PBX, or Call Manager
dispatches calls within a contact center.

Peripheral Targets

Depending on the capabilities of the peripheral and the type of routing
instructions you use, ICM software migittoose a specific agent at the peripheral
to handle the call. In that case, the pharal merely dispahes the call to the
chosen agent. In other cases, ICM sofewaight specify only a group of agents
or a type of service to h@ovided to the caller. Thas$, ICM software can route
to three types of peripheral targets:

« Agent. A specific individual who receives calls through the peripheral. (ICM
software, however, cannot guarantee thatspecific agent will be available
when the call arrives.) The Queue to Agent node allows the targeting of a task
(the work performed by an agent)dcscript-specified agent. This node
enables an agent to receive and operate on more than one task at a time.

« Skill group. A group of agents who share a common set of skills and who
can, therefore, all handle specific typealfls. Each skill group contains one
or more agents. If supported by theipberal, each agent can be a member
of more than one skill group.

« Service A type of processing the caller requires. For example, a peripheral
might have services defined for sales, technical support, or opening new
accounts. Each service has one or more skill groups whose members can
provide the service. Each skill groupncbe associated with more than one
service.

In the last two cases, therggheral must choose a spgciagent within the group

who can provide the service. In each gdbke peripheral plays a key role in
completing the routing that ICM software has determined. Therefore, ICM
software and the peripheral must be set up to complement each other. They must
have the same understanding of the ageskii,groups, and services available at
each site.

For specific information about how MCsoftware routes a call and its
coordination with peripherals, s&hapter 2, “How Routing Works.”
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Scheduled Targets

Some routing clients also suppedheduled target# scheduled target is a group

of agents not associated with a Peripheral Gateway. ICM software cannot monitor
the group directly. Instead it relies on a periodic schedule to determine the number
of agents logged on to the group. Toating client inforns ICM software when

a call to the group ends. Since ICM software knows how many calls it has routed
to the group, it can determine the number of calls in progress. Based on this and
the schedule, ICM software can determine whether the target can handle an
additional call.

Peripherals

Different peripheral manufacturers udiéferent terminology for agents, skill
groups, and services. For example, a semviigght be called aapplication, split,
or gate. A skill group might be called an agent group or hunt group.

Table 1-1summarizes the mapping of ICM terminology to ACD-specific
terminology.

Table 1-1  ICM Software and Peripheral-Specific Terminology

ICM Term Peripheral-Specific Equivalent

Agent Agent

Peripheral Alcatel 400 DNIS

target Ericsson ACP1000 Trunk group or queue

NEC NEAX 2400, NEAX 7400, APEX 7600Pilot number
Nortel DMS-100, DMS-500, and SL-100Primary or
Supplementary ACD DN

Rockwell Galaxy: DNIS

Siemens Hicom 300/EDestination ACD

Others: Trunk group and DNIS
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Table 1-1  ICM Software and Peripheral-Specific Terminology (continued)

ICM Term Peripheral-Specific Equivalent

Service Alcatel 400 Pilot

Aspect Contact Center Application

Ericsson ACP1000 Trunk group/called number

Avaya DEFINITY ECS: Vector Directory Number (VDN)
NEC NEAX 2400, NEAX 7400, APEX 7600CCV number
Nortel DMS-100, DMS-500, and SL-100Primary or
Supplementary ACD DN

Nortel Meridian 1: ACD Directory Number (ACD DN) or
ACD Controlled Directory Number (ACD CDR)
Rockwell Galaxy. Gate

Rockwell Spectrum Application

Siemens Hicom 300/EACD Routing Table (ART)
Siemens Rolm 9005Pilot number for ACD routing table

Skill group Alcatel 400 Agent PG

Aspect Contact Center Agent group

Ericsson ACP1000 Agent group

Avaya DEFINITY ECS: Skill group or hunt grou:b

NEC NEAX 2400, NEAX 7400, APEX 7600Split number
Nortel DMS-100, DMS-500, and SL-100ACD Group
Nortel Meridian 1: ACD DN

Others: Skill group

Trunk Alcatel 400 None

Aspect Contact Center Instrument

Nortel DMS-100, DMS-500, and SL-100None
Nortel Meridian 1: Member of route

Others: Trunk

Trunk group  |Alcatel 400 None

Nortel DMS-100, DMS-500, and SL-100None
Nortel Meridian 1: Route

Others: Trunk group

1. The Aspect contact center maps a trunk grand DNIS to a Call Control Table (CCT). The
DEFINITY ECS uses the trunk growmd DNIS for incoming calls.

2. Without Customer Controlled Routing (CCR), @mremore services map to an ACD DN. With
CCR, one or more sei@s map to an ACD CDN.

3. Ifan ECS is running in Expert Agent Select({®&AS) mode, a skill group maps to an ECS skill
group; otherwise, it maps to a hunt group.
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Note

4. A contact center instrument can beunk, a teleset, or a workstation.

5. Define one network trunk group and one agsted trunk group foeach DMS-100, DMS-500,
and SL-100.

Multi-channel applications functipas application instances. Sekapter 9,
“Configuring ICM Software fo Integrated Applications,for more
information about these applications.

In some cases the ICM concept is velyse to the corresponding ACD feature.
For example, the ICM concept of a sewiis very similar to the Aspect concept
of an application. In other cases, the ACD does not have a feature that maps
exactly to the ICM feature. In these easyou might choose a different mapping
than shown inrable 1-1 For example, although it might make sense to associate
each VDN on a DEFINITY ECS with an ICM service, you could also map each
hunt group to a service.

On a Avaya DEFINITY ECS running iBAS mode and on Rockwell Galaxy
ACDs, each skill group has primary and secondary subgroups. ICM software
emulates this by automatically creating additional skill groups for these
peripheral types. For example, when you configure the Sales skill group for a
Galaxy ACD, ICM software automaticaltyeates the Sales.pri and Sales.sec skill
groups in addition to the base Sales group. In monitoring and scripts, you can
reference the .pri and .sec skill groupeedtly or you can refer to the base skill
group.

Some ACDs have limitations that prevent them from making full use of specific
features of ICM software.

See theCisco ICM Enterprise Edition Pre installation Planniggide for the
current list of supported peripherals with any peripheral-specific limitations.

The ICM Admin Workstation

An ICM Admin Workstation provides toolnd resources for supervisors, system
administrators, and system managefsu can use these resources to:

- Initialize and update configuration information.

« Write and update routing scripind administrative scripts.
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« Monitor the execution of scripts.

You can also monitor the performance of skill groups, services, routes, and trunks
through the ICM Admin Workstation.

The ICM Admin Workstation Group

Each ICM Admin Workstation contains the ICM Admin Workstation group. The
following tools are a&ilable in the group:

« AW Select.Lets you stop and start the services needed to run ICM Admin
Workstation applications.

« Call Tracer. Lets you send test calls to ICM software and see how they are
processed and the target chosen.

« Check Routes.Lets you validate the configuration of routes referenced by a
script.

« Configuration Manager. Lets you set up and maintain your environment.
The configuration includethe hardware within the system, the services
provided by the system, anlde agents who provide them.

« Custom Screen Builder(Option) Lets you create your own report templates
for use in Web View.

« Glossary.Defines terms related to ICM software.

 Initialize Local Database.Lets you copy current information from ICM
software’s central database tetlocal database on the ICM Admin
Workstation. (Normally, this is done automatically.)

« Lock Admin. Lets you check or change tetatus of locks in the ICM
software central database.

« Print Server. Allows you to automatically print reports at specific times.

« Router Log Viewer. Displays information abdtcalls processed by ICM
software and any errors encountered in processing them.

« Scheduled Target ManagerLets you configurand manage scheduled
targets.

« Schema Help.Describes the structure of the ICM databases.

- Script Editor. Lets you create, modify, and schedule routing scripts. ICM
software executes these scriptslaiermine where to route each call.
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« Service Control. Lets you stop and start ICM-related services.

Note In order to conserve system resources, it is recommended you
minimize all ICM process windows prior to configuring your system.

« Setup.Lets you modify I®/ setup parameters.

For more information the Custom Screen Builder, se€ikeo ICM/IP Contact
Center Enterprise Edition Template Design Guide

Central and Local Databases

The Central Controller includes a datab#sat stores the system configuration
information and routing scripts. At leiaane ICM Admin Worlstation (referred to
as a distributor AW) at each site has itsxdacal database that contains a copy of
data from the central database. OtheMIB&dmin Workstations at the site can
read data from the distributor AW’sdal database. ICM software’s UpdateAW
background process automatically keepdalcal database synchronized with the
central database.

When you save a change to configuration data or scripts, ICM software
immediately applies that change to tentral database. The UpdateAW process
copies the change il local databases.

Lock Administration

To modify a script, you must first obtain a lock on that script. This prevents other
users from changing the same script until you have saved your changes. When you
edit a script, the Script Bdr automatically acquires a script lock for you. The
script lock applies to only one script.

Optionally, you can obtain a master lock that prevents other users from making
any changes to scripts or configuratidata. The master lock is for backwards
compatibility only. If a user holds theaster lock, only that user can make
changes to any scripts or configuration data.

To acquire and release a lock, do the following:
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Step 2
Step 3
Step 4

Configuration Managementll

StartLock Admin from the ICM Admin Workstation group. The Lock Admin
dialog box appears, shovgrthe status of all locks.

Select the lock by clicking on theype column of the row describing the lock.
Click Release
Click Closewhen done.

Configuration Management

ICM configuration information is permantiy stored in the Central Controller
database. ICM software configuration cotsisf hardware entities, call targets,
announcements, routes, dialed numbers, and regions. Use the ICM Configuration
Manager tools to create and modify configuration data. When you apply a change
in the ICM Configuration Manager, it is immediately applied to the central
database.

To get started setting up and maintaining your configurationCheeter 3, “The
ICM Configuration Manager.”

Script Management

After you have set up your configuration, you can writeting scriptsand
administrative scripts

« A routing scriptprocesses a call routing request from a routing client and
determines the best destination for ttalt. ICM software then passes a label
associated with thdestination back to the routing client.

- An administrative scriptuns periodically to perform a task, such as setting
variables.

Use the Script Editor to create, maintain, and monitor scripts.

[ 78-11589-03
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You can set up different routing scriptseecute for different types of tasks. You
can define call types in terms of the telephone number the caller dialed, the
number the caller is calling from, and atidinal digits entered by the caller. For
each call type, you can schedule different routing scripts to execute on different
days or at different times of the ddyigure 1-2shows a sample routing script.

Figure 1-2 A Sample Script

A routing script typically examines several targets and applies selection rules to
find an available qualified &t or a target with the shtest expected delay. You
can use any of several predefined selection rules or you can set up your own
selection criteria.
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Within the Script Editor, you can open a script for browsing, monitoring, or
editing. When you open a script foritdg, the Script Editor automatically
obtains the lock for that script.

To get started using the Script Editor to create or maintain scripts, s€éstite
ICM Software Scripting and Media Routing Guide

[ 78-11589-03
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CHAPTER 2

How Routing Works

This chapter describes in detail the process of routing a call. It includes:
« An overview of the routing process
« A description of routing requests and routing clients
- Information about how dks arrive at targets
« An overview of translation routes
« The importance of timeouts and thresholds

Understanding this process will helpwyseet up the configuration of your ICM
software and create effective scripts.

The Routing Process

To properly route calls, three ingendent systems must work together:
« The routing client
- ICM software
» The peripheral that ultimately receives the call

Therouting clientrequests a route from ICM softvea receives a response, and
delivers the call to the specified destination.

ICM softwarereceives routing requestscadetermines the appropriate
destination for the call. The destinationais announcement (which is played by
the routing client), a scheduled target a specific target at a peripheral
(represented by a trunk group and DNIS).
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Step 1
Step 2

Step 3

Step 4

Step 5
Step 6
Step 7

Step 8

A peripheralis a switch at a call center, such as an ACD, a PBX, or Call Manager.
The peripheral completes the routing by @itghing the call tohe specific target
determined by ICM software.

The process of routing a calbnsists of the following steps:

A routing client requesta route from ICM software.

ICM software, using inform#on supplied by the rout@qclient, categorizes the
request as a specific call type.

ICM software executes a routing scriggheduled for the call type to find a
destination for the call. Theestination can be a rougrabel, an announcement,
or a skill target: a service, skill groupr;, agent. (If the script fails to find a
destination, ICM software uses a defaldstination based on the dialed number.)

If the destination is an announcement, scheduled target, or skill target, ICM
software maps that destination to a rogtlabel. A routing label is a character
string value that the routing client maps to a destination trunk group and,

optionally, a Dialed Number Identification Service (DNIS) value for the call.

ICM software passes the routind& back to the routing client.
The routing client interprets the label to find the destination.

The routing client dispatches the callthe destination (with the appropriate
DNIS value, if any).

If the call is sent to a peripheral, the peripheral must determine the specific target
for which the call is intended. The pergral typically makes this determination
based on the trunk group on which the call arrived and, optionally, the DNIS value
sent with the call. The peripheral theompletes the routing by dispatching the

call appropriately.

The following sections describe the process in detail.
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Routing Requests

Targets

ICM software receives routg requests from routing clients. A routing client can
be either an interexchange carrier (IX&)a peripheral. Routing clients are
classified by type, where type is edththe specific IXC (for example, AT&T,
MCI, or Sprint) or the specific type dlie peripheral (for example, VRU or a
specific type of ACD).

Routing clients send messages to ICM wafie. One type of message is a route
request. In this case, given a call, tbating client asks ICM software for a
destination, or route, for that call. If the routing client is an IXC, this is the only
type of message that it sends.

Routing requests are of two typése-RoutingandPost-Routing A PreRouting
request is sent by an IXC to determine the initial destination for a call. A
PostRoutingrequest is sent by the peripherattheceives the call to either refine
the original route or to redirect the call.

A routing request includes the followingfammation about the dlato be routed:
- Dialed Number (DN). The number the caller dialed.

« Calling Line ID (CLID). The caller’s billing telephone number. This value
is also referred to as Automatic Number Identification or ANI.

- Caller-Entered Digits (CED). Digits the caller entered on a touch-tone
phone in response to prompts.

Post-Routing messages vary depegdin the type of the peripheral.

A target is the destination for a call. The target can be either a label, an
announcement defined by the routing client, or a target at a peripheral.

On a high level, a target at the peripheral is a service, skill group, or individual
agent that ICM software selects tonklée the call. This is called thekill target
Regardless of the specific skill target, gveall routed by ICMsoftware must also

be associated with a service. The comborabf a skill target and a service is a
route.

[ 78-11589-03
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On a lower level, a target representsedwork trunk group at the peripheral and,
optionally, a Dialed Number Identification Service (DNIS) value. The routing
client uses this type of target, callegeripheral targetto route the call.
On a still lower level, each peripheratdat or announcement maps to a routing
label. Alabelis a character string that the routing client associates with a specific
peripheral target or announcement.
Figure 2-1shows the relationships among skiligats, routes, peripheral targets,
announcements, and labels.

Figure 2-1  Targets, Routes, and Labels
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ICM software works from th top to the bottom dfigure 2-1
1. A routing script determines a destination for the call. If the destination is a

routing label, then ICM softare can return that value directly to the routing
client. Otherwise, the destination is one of the following:

— A skill targetto receive the call

— An announcemenb be played

— A scheduled targetb receive the call

If the destination is a skill targehat skill targethas an associatedute.

ICM software uses the roaito find an associatgukripheral targetsupported
by the routing client.

The peripheral targés associated with bel. ICM software returns that
label to the routing client. If the destination is an announcement, ICM
software only needs to find the lalsdsociated with that announcement and
return the label to the routing client.

The routing client’s processing dependstbe type of the label. Some labels
instruct the routing client to take aexpal action: playing busy signal for the
caller, playing an unanswered ring foetballer, or making a special query. For
normal labels, the routing client convettie label to an announcement, scheduled
target, or peripheral target by working up from the bottorrigfire 2-1

1. The routing client receives a label fra@M software in reponse to its route

request. It translates that label into one of the following:
— A peripheral target

An announcement

A scheduled target

— An unrouted taskhat gets routetb a local agent

If the result is an announcement, iaps the announcement for the caller. If
the result is a scheduled target, it delivers the call to that target.

If the result is geripheral targetthe routing client delivers the call to the
specifiednetwork trunk groupat the peripheral @hsends the specifidaNIS
value, if any, with it.

The peripheral itself must then recognize the network trunk group and DNIS
for the call as it arrives and determine the associsdedceandskill target

[ 78-11589-03
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The peripheral then completes the process by locating the appropriate agent to
handle the call.

ICM System Processing

Figure 2-2summarizes how ICM software processes a route request.

Figure 2-2  ICM Route Request Processing
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The following subsections describe this processing.

Determine call type

When ICM software receives a route reques a call, it first determines the call
type of the call. A call type is a category of incoming ICM routable tasks. Each
call type has a schedule that determiwbgch routing script or scripts are active
for that call type at any time.

There are two classes of call types:
« Voice (phone calls)
» Non-voice (for example, e-mail and text chat)

Voice call types are categorized by tieled number (DN), the caller-entered
digits (CED), and the calling line ID (CLID).

Non-voice call types are categorizedthg Script Type Selector, Application
String 1, and Application String 2.

In either case, the last two categoriesh# call type are optional. For voice call
types, the caller-entered digits and the calling line ID are optional, depending on
the call. For non-voice call types, Application String 1 and Application String 2
are optional, depending on the application.

While chat sessions and blended collakioraare different from e-mail and also
require call variables, the call variables are not part of the call type definition.

For example, you might define three call types to correspond to three sales regions
within the country. You might have a network prompt that lets the caller enter 1
for sales, 2 for support, dr8 for information. If a call arrives for the dialed

number 800.486.0029, with a CLID from the 403 (San Jose region) area code, and
the caller enters 1 (sales) in responsthtoprompt, that call is classified as
Western Sales.

If another call arrives with the same dialed number, but with a CLID from the 212
(New York City) area code, and the calleremtd digit 1, that call is classified as
Eastern Sales.

You can define a general default call tygred a specific default call type for each
routing client. If the call qualifiers do not map to a specific call type, ICM
software uses a default call type defined for the routing client. If no default call
type is defined for the routing client, ICM software uses the general default call

type.
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Execute script

Each call type has specific routing scsigtheduled for different times of day and
different days of the year. ICM software finds the script currently scheduled for
the call type and executes it. If that script fails to find a suitable destination (that
is, a label, announcement, or skill tajgktr the call, then ICM software uses a
default target associated with the Dialed Number value.

If ICM software finds an announcementsoheduled target for the call, then it
can immediately resolve that to a label to return to the routing client. If ICM
software finds a skill target for the calimust perform a few extra steps before
it finds a label.

Determine route

Note

If ICM software finds a skill target for thaall, that target has an associated route.
You specify the route when you set up the target within the routing script. A route
represents the combination of a skiligat and a service. That is, a route
represents the destination for a call anel tiype of service to be provided to the
caller. Every call routed to a peripla¢must have an associated service.

For example, the skill target for a call might be the skill grbgpver.PostSales
and the associatexrvice might b&enver. TechSupparfnother call might also
be routed to th®enver.PostSalegroup with the associated service
Denver.Upgrades

If the destination is itself a service, for exam@leicago.Salesthen the
associated servichould also b€hicago.SalesTo associate a service skill target
with a route for a different service wousétew the statistics for those services.

Determine trunk group and DNIS

Once it has determined a route for #,d&€M software finds an associated
peripheral target (trunk group and DNIS)id{possible to have several peripheral
targets associated with the same route, but typically only one of those targets is
valid for the routing client. For examplé,you have switched access lines, two
IXCs could direct calls to the sanreink group and DNIS, but each requires a
different label value for that target. Tleéore, you need to define two separate
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Default label
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peripheral targets for the route. If mdban one peripheral target is associated
with the route, ICM software chooses fiivst peripheral target that maps to a
valid label for the routing client.

Each peripheral target, scheduled targeannouncement maps to one or more
labels. ICM software finds the first label that is valid for the routing client and
dialed number and returns that label to the routing client. It is then up to the
routing client to interpret the label.

It is possible that the ICM software might fail to find a call type for a route
request. Also, the ICM software may ewée the script currently scheduled for a
call type and fail to find a destination for the call. In these cases, it uses a default
label that is defined for the dialed number. If no default label is defined for the
dialed number, the ICM software returns an error to the routing client.

The routing client itself also has some default action defined. When you set up
each routing client you can specify theximum time that client can wait for a
response to a routing requel ICM software has nateturned a destination for
the call before the time limit is reached, or if ICM software returns an error, the
routing client performs its own default action.

For more information on timeout limits, see tfi@meouts and Thresholds”
section on page 2-11

Routing Client’'s Processing

The routing client begins by requestiagoute for a call from ICM software. ICM
software processes the request as destiibthe precedingestion and returns a
label to the routing client.

The routing client has its own internal mappings for labels to announcements,
scheduled targets, and peripheral targiétsses these mappings to interpret the
label from ICM software:

- Busy. Routing client plays a busy signal for the caller.
« Ring. Routing client plays an amswered ring for the caller.

[ 78-11589-03
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« Normal and the label maps to amnouncement Routing client plays the
announcement for the caller.

« Normal and the label maps tosaheduled target Routing client delivers the
call to that target.

« Normal or DNIS Override and the label maps toperipheral target (that
is, a trunk group and a DNIS). Routing client delivers the call and the
specified DNIS value to that trunk group. The peripheral then has
responsibility for dispathing the call to the ggopriate skill target.

The Peripheral’s Processing

When a peripheral receives a call, itelenines the trunk group on which the call
arrived and the DNIS value, if any, associated with it. The peripheral must be
programmed to map these values to the same service and skill target determined
by ICM software.

The peripheral, acting as a routing cliecdn also send a routing request to ICM
software.

Translation Routes

Sometimes you want to send additional information along with the call to a skill
target. Translation routes allow you to do that.

A translation route is a temporary desttion for a call. When ICM software
returns a translation route label to the routing client, it also sends a message
directly to the Peripherdbateway (PG) at the targeted peripheral. This message
alerts the PG that a call will be armng that requires route translation. The
message contains the following information:

« The trunk group on which the call wiltdve and the DNIS value associated
with it.

- Alabel to be used by the PG to deterenthe ultimate skill target of the call.
This is a label that the PG can interpret to find the correct destination.

« Instructions for further processing be performed by the PG. This further
processing might include, for example, looking up an account number in a
database.
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When the peripheral sees the call arovethe specified trunk group and with the
specified DNIS value, it passes this information to the PG. The PG then combines
it with the information it has received frol€M software. It then sends the call
along with this information to the skill target specified by the label it received. At
the same time, the peripheral might; é&xample, send a message to a host
computer that controls the display on the agent’s workstation. This allows data,
such as the caller’'s account informatiom be displayed othe screen when the

call arrives. The PG coordinates communication among the network, the
peripheral, and the computer application that controls the display.

To set up a translation route, you must do the following:

« Set up a translation route associatethwine peripheral. You do not need a
separate translation route for each possible skill target at the site, but you
need at least one for each perigidhat performs anslation routing.

« Set up one or more routes and assecigteripheral targets for the translation
route. Typically, all peripheral targefsr a translation roat refer to the same
trunk group, but with different DNIS values.

- Set up a label for the original routingenit for the call to access each of the
peripheral targets associated with thenslation route. For example, if the
routing client is an interexchange carr{eXC), you must set up a label to the
targets with the IXC. This allows the c#dl be initially sent to the translation
route at the peripheral.

« For each peripheral target that you wembe able to ultimately access via a
translation route, set a label with the peripheral as the routing client. For
example, you might want to be able to send calls to the Atlanta.Support skill
group through a translation route. To do this, you must configure a label for
that skill group with the Atlanta periphad as the routing client. This allows
the peripheral to determine thdimate destination for the call.

- To display data on the agent’s workstation when the call arrives, you must
configure the peripheral tmform the PG which agent is receiving the call.

Timeouts and Thresholds

In setting up your configuration, you need to specify several timeout and timing
threshold values.
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For routing clients, you must specify the maximum time ICM software can spend
before responding to each routing request. You must also specify the maximum
time for the routing client to wait fax response before it stops sending new
requests to ICM software.

For each service at a peripheral, you must specify your goal for the maximum time
a caller must wait before the call issavered. ICM software uses this value in
calculating the service level.

You can specify how to count abandoned calls in the service level calculation. You
can also specify the minimum time a call must be in the queue before it can be
consideredabandoned.

For specific information about configag routing clients, peripherals, and
services, see Chapters 4 through 7.

Routing Clients

In some cases, a routing client might be unable to receive routing responses from
ICM software. Sometimes this affects g single request, but other times the
routing client loses contact with ICM sofare for longer periods. You can specify

the amount of time for the routing client to wait before giving up on a single
request and the amount of time to waefore it stops sending any requests to ICM
software.

Timeout Threshold

Late Threshold

The timeout threshold is the amount of time to wait for each routing request. Set
this value to be the same as the routing client’s timeout threshold. Under normal
conditions, ICM software finds a routing label for the call within this limit.
However, if this threshold is exceeded and ICM software has not yet sent a
response to the request, the routingrdligerforms its own default action to route
the call. You can specify the timeout threshold in milliseconds. For example, for
AT&T ICP connections, set the timeout threshold to 1500 milliseconds.

You can specify a second threshold, the threshold, that is shorter than the
timeout threshold. If ICM dtware returns a response after this threshold has
passed, it is considered a late reggmrirhe routing client can still use the
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response, but it is logged as a latep@nse. A large number of late responses
might be an early indicator of problems within the system. You can specify the
late threshold in milliseconds. For example, for AT&T ICP connections, set the
late threshold to 500 milliseconds.

ICM software is designed to be a highly reliable system. Distributed duplicated
hardware and software fault-tolerance amstery high availability. However, the

NIC uses a timeout limit to provide a safety net to ensure that your calls continue
to be routed even if ICM software were to become completely unavailable. If the
routing client receives no responses from ICM software within the timeout limit
(and a minimum number of requests have been made), it stops sending requests i«
ICM software. You can set the minimum nuenlof requests that must be made

(the consecutive timeout limit) when you set up the NIC software. The default is
10.

When a routing request first exceeds the timeout threshold, the NIC for the routing
client starts a timer. If the timer reachhe timeout limit before the routing client
receives any on-time routing responses fi@#l software, then the NIC tells the
routing client to stop sending routing requests to ICM software. An on-time
response is a response within the timeout threshold. You can specify the timeout
limit in seconds. For example, for AT&T ICP connections, set the timeout limit to
10 seconds.

Abandoned Call Wait Time

When a call is delivered to a peripherdile caller might be placed in a queue
waiting for an agent to become available. Normally, if the caller hangs up before
being connected with an agent, the caltamsidered abandoned. A high number

of abandoned calls might mean that you are losing business because callers are
being made to wait too long.

However, if a caller hangs up almostmediately after being placed in a queue,

you might not want to count that as alpandoned call. In these cases, caller
impatience or excessive queue times are not the problem; the caller probably hung
up for another reason. Tracking these as abandoned calls can be misleading.

[ 78-11589-03
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Therefore, you can specify a minimum amount of time that a caller must wait
before the call can be considerec&aationed. This value is called tabandoned

call wait time.You can set this value for eachripderal. A typical value might be

10 seconds. This would mean that if the caller hangs up in the first 10 seconds,
the call is not considereabandoned, nor is it counted as a call offered. If the
caller waits at least 10 seconds and thangs up, the call is counted as both
offered and abandoned. (In the real-timéagla call is counted as offered as soon
as it arrives at the peripheral. Therefaehort call might appear as a call offered
in the real-time data, but is not coudtas offered in the historical data.)

Service Level

Service leveis a measure of how well you are meeting your goals for answering
calls. For each service, you can set a doathe maximum time a caller spends

in a queue before being connected to an agent. This value ggiiee level
threshold The service level is usually expressedhe percentage of calls that are
answered within the threshold.

To calculate the service level for a period of time, ICM software determines the
number of calls that have had a service level event within that perisdrvice
level evenbccurs when one of three things happens to a call:

« |tis answered within the service level threshold.
« |tis abandoned within the service level threshold.
« It reaches the service level threshold without being answered or abandoned.

All calls that have a service level evemithin a specified pgod are considered
as service level calls offered for thatripel. This differs from a simple call’'s
offered value, which counts each call a¢ time it is first offered to the service.

Service Level Threshold

The service level threshold is the nuenlof seconds you set as a goal for
connecting a call with aagent. When you set up arjgheral, you can specify a
default service level threshold for all services associated with that peripheral.
When you set up each service, you can skao either use the default threshold
set for the peripheral or specify a threshold for the service itself in the Service
Level Threshold field. If you do not specify a service level threshold for an
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individual service, the default thresholdu specified for the peripheral is used.
Typically, you should set these values to match the service level thresholds being
used by the peripheral itself.

Service Level Types

Different peripheral types use slightljfferent formulas to calculate service
level. ICM software provides a uniforoalculation across all peripherals. This
allows you to apply uniform metrics apérformance goals across all peripherals.
However, ICM software also tracksetlservice level as calculated by the
peripheral itself. This is called tlperipheral service levelou can use this value,
for example, to continue to comgaperformance to historical norms.

Some peripherals let you select one of several types of service level calculation.
You can specify which of these types of service level you want ICM software to
track.

The uniform service level calculation permed by ICM software can be done in
any of three ways:

- Abandoned calls ignored The number of calls answered within the
threshold divided by the number of calls that had a service level event minus
the number of calls that were abandomefore exceeding the service level
threshold. Calls abandoned before the service level threshold expired are
removed from this calculation.

- Abandoned calls negatively impact service levelThe number of calls
answered within the threshold divideg the number of calls that had a
service level event. This treats teesbandoned calls as though they had
exceeded the threshold.

- Abandoned calls positively impact service levellThe number of calls
answered within the threshd plus the number of calls abandoned within the
threshold, all divided by the number of calls that had a service level event.
This treats these abandoned calls asitfh they were answered within the
threshold.

Figure 2-3illustrates these different ways of calculating service level.

[ 78-11589-03
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Figure 2-3 Example Serv ice Level Calculations

Call Counts

Answered within service level threshold: 70
Abandoned within service level threshold: 10
Exceeded service level threshold: 20
Total service level events: 100

Service Level Calculations

Abandoned calls ignored: 70/(100-10) = 77.7%
Abandoned calls negatively impact: 70/ 100 = 70.0%
Abandoned calls positively impact: (70 + 10) / 100 = 80.0%

The value of the Service Level Typelfi for the service determines how ICM
software treats abandoned calls. Yotitbés value when you configure the
service.
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After you have installed ICM and have it running, use the Configuration Manager
to view and update the configuration information in the ICM database. The
configuration information describes the people, groups, and devices that are part
of your enterprise.

For example, use the Configuration Manager to specify:

« The devices in your system ancetblients they serve, including:

The peripherals at your contact centers

The routing clients served by your system

« Targets at the peripherals to which ICM software can direct calls, including:

Trunks and trunk groups connected to peripherals

Skill targets associated with eaphripheral: agents, skill groups,
services, and translation routes

Information used by scripts to orgaricall requests and direct calls to
targets, including call types, regignprefixes, and dialed numbers

Targets understood by the routing client, including announcements,
peripheral targets, and routing labels

The associations among routing labels, routes, peripheral targets, and
skill targets

« Enterprise services and enterprise skill groups as a combination of individual
services and groups from different contact centers

[ 78-11589-03
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Accessing the Configuration Manager

To access the Configuration Manager:

« In the ICM Admin Workstation group, double-click the Configuration
Manager icon

or

« From theStart menu, selecPrograms > ICM Admin Workstation >
Configuration Manager.

Configuration Manager

When you start the Configuration Manager, the Configuration Manager window
appearsFigure 3-1shows the window with the top-level directories displayed for
all its menus.

The ICM Configuration Manager lets ywiew and update the configuration
information in the ICM database. The configuration information describes the
people, groups, and devices that are part of your enterprise.

To set up the configuration of a new systwhen you are a new user, follow the
steps in the menu bar’s Step 8tep Configuration selection list.

Use the tools in the Telephony Contact Center Configuration menu in the order
given to configure, first Network Inteate Controllers (NICs), then peripherals,
and so on. After you configure ICM software for your telephony contact center,
then you can configure the software for multi-media applications.

The tools in the MultiMedia Contact Center Configuration menu are also in the
order in which you might use them. For example: you must have a media class
before you can create a media routing domain for that class. And you must have
an application instance bafoyou can specify the path to that application.
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To ...

« Access the configuration tools according to the menu selections of the former
Configure ICM tool, in the menu, sele€bnfigure ICM.

« Access all the tools you can use in the Configuration Manager, in the menu
bar, selecfools.
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Figure 3-1 Configuration Manager
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Online Help

For information about any ICM menu opiti or other interface features, see the
online help. You can activate help from within ICM software in any of three ways:

« Click Help in the tool bar or in the dialog box.
« ChooseHelp > Help Contentsfrom the menu bar.
+ Press thé-1 key.

Figure 3-2 Example Help as Viewed from the Configuration Manager Help Menu
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Troubleshooting

Problem:

Discussion:

Solution:

Problem:

Discussion:

The following section lists problems wefh may occur when editing records.

If an edit is made and saved in one configuration tool while another configuration
tool is open, the edited data will not display in the other configuration tool
window (or selection boxes) until you cli¢ketrieve.

Clicking Retrieve not only retrieves data when you first open a configuration tool
but also refreshes (updates the display of) the data that is currently in the database
The configuration tools do not automatically update the display of data when it is
changed in the database unless you cliekeor Retrieve.

Click Retrieve.

When | saved an edited record, it disappeared from the display of records

If you edit a record so that one of its fields no longer matches the filter selected
in the Select filter data box, and theweahat record, it Wi disappear from the

list of displayed records. This happérecause the save function not only saves

the data in the database but also refreshes the open window to display the curren
database data according to the current filter selections.
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Solution:

To see the updated record, selinet appropriate filters, and clidketrieve.

Configuration Manager Tools

Use the menu bar in the Configuration Manager window to select the task or tool
you want.

Table 3-1  Tools Summary

Tool Description

Bulk Configuration Tools |Enable you to configure multiple records at a time.

Explorer and List Tools Enable you to both view records and their related
records and to define, edit, and delete them and their
relationships.

The difference betweenetexplorer tools and the
list tools is that the explorer tools manage records
that have more than one relationship while the list
tools manage records that have no or only one
relationship to other records.

Miscellaneous Tools Help you perform configuration tasks for which the
previous tools are not appropriate.

Wizards Guide you through configuration tasks.

Outbound Option Adds outbound dialing functionality to the existing

inbound capabilities of ICM software.
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Bulk Configuration Tools

Use the Configuration Manager’s bulk configuration tools to configure multiple
records at a time. For how to use these toolsCéegter 4, “Configuring Multiple
Records at a Time.”

The bulk configuration tools enable you to bulk configure the following individual
database table records. The tools are named for the records they manage:

Agents

Call types

Dialed number plans
Dialed numbers
Device targets
Labels

Network trunk groups
Network VRU scripts
Peripheral targets
Regions

Region prefixes
Routes

Trunks

Trunk groups
Scheduled targets
Services

Skill groups

VRU port maps
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Use the Configuration Manager explorer and list tools to configure and manage
individual database records.

Use the explorer tools to configure and manage database records that have

hierarchical relationships to other records. In this way, at one time, you can see
and update both the individual records and their relationships. You can configure
and manage the following records with the explorer tools. The tools are named for
the type of records they manage:

Agent Explorer
Announcement Explorer
Database Lookup Explorer
Device Target Explorer
ICM Instance Explorer
Network VRU Explorer
Network Trunk Group Explorer
NIC Explorer

PG Explorer

Region Explorer
Scheduled Target Explorer
Service Explorer

Service Array Explorer
Skill Group Explorer
Translation Route Explorer

[ 78-11589-03
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List Tools

Use the list tools to configure and manage database records that have limited or
no hierarchical relationship to othexcords. You can configure and manage the
following individual records with the list tools. The tools are named for the type
of records they manage:

« Agent Desk Settings List

« Agent Team List

» Application Gateway List

- Bucket Intervals List

« Business Entity List

- Call Type List

« Dialed Number/Script Selector List
« Enterprise Route List

- Enterprise Service List

- Enterprise Skill Group List
« Expanded Call Variable List
« Feature Control Set List

« Label List

» Media Class List

- Media Routing Domain List
« Network VRU Script List

« Person List

+ Reason Code List

« Service Level Threshold List
« Supervisor List

» User List

« User Group List

« User Variable List

« VRU Currency List
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VRU Defaults List
VRU Locale List

Miscellaneous Tools

The following Configuration Manager tools enable you to do miscellaneous
functions not available with the other tools:

Deleted Objects

Enables you to view all records delétieom the database and to permanently
delete them if you no longer watitem available for your records.

Integrity Check

Allows you to perform specific integrity checks on the configuration data in
the ICM database.

Region Editor
Allows you to:

— View, create, update (cut, copy, pastegve, or edit), and delete custom
regions.

— View, copy, or move predefined regions, but not edit or delete them.
Script Reference

Allows you to generate a report thretows which routingcripts reference a
specific configuration record.

System Information

Allows you to view and set general and application gateway information
about your enterprise.

Unreferenced

Lists the database tables that have ferenced records. Use this tool to find
specific integrity problems within the database.

[ 78-11589-03
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Wizards

Two wizards guide you through the configuration of:
« Translation rows (Translation Route Wizard)
- Call center applicationfApplication Wizard)

Use these wizards foregi-by-step guidance in configuring the above.

Common Bulk, List, and Explorer Tool Features

The bulk, list and explorer tools have the following common features:
« Common Filter Access

To access data from the database, irStlect filter datdox of the explorer,
list, or bulk insert tool window, select the type of data you want and click the
Retrieve button.

+ Record Status Symbols

When you make an edit, the record’atss symbol updates accordingly. This
appears to the left of the record name in the list box of the explorer or list tool
and in the State columof the bulk tool.

Table 3-2 Record Status Symbol Descriptions

Symbol Description

A green check mark means the object has not changed
since you retrieved it from the database or made a save.

Note  This feature not common to the explorer tools.

A red X means the object is marked for deletion and will
be deleted when you click the Save button.

A yellow arrow means that the object's data has been
changed and the changes have not yet been saved in the
database.
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Table 3-2 Record Status Symbol Descriptions (continued)

Symbol Description

A yellow addition sign means the object is to be inserted
into the database when you click the Save button.

A red circle with a red slash through it indicates the
object was created using an application and is controlled
by the Application Object Filter (AOF).

« |D status box

The label in the ID box at the bottomtbe screen identiis the ICM system
(instance) on which you are working.

« Delete/Undelete button

When a record is selected and youlclice Delete button, that button toggles
to Undelete and a red x marks the recforddeletion. As soon as you save
your database changes the markeebrd(s) is deleted from the database.

« Save button
No changes are made to the database until you click the Save button.
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Common List and Explorer Tool Features

The list and explar tools share the following features.
- List Box of Retrieved Records

Both the explorer and list tools have a list box that displays retrieved records.
Selecting a record in this list displays that record’s properties in the right side
of the tool window. Once displayed, you can edit a record if you have
maintenance access to it.

— Tree (only in explorer tools)

In an explorer window, the retrieved list is called a directorg which

can be expanded or contractedstmw a hierarchy of records.légend
above the tree identifieseltypes of records that can be displayed in the
tree.

With the mouse, you can select aoed in a tree and then move it to
another part of the tree, as long as it's object type belongs in that tree
location.

— UNASSIGNED (only in explorer tools)

The explorer tree can also cait UNASSIGNED records. These are
stored in an UNASSIGNED directpffor the selected directory tree
object.

A record is named UNASSIGNED if it was not assigned (mapped) to a
parent object. For example, a label, created in the Bulk Configuration
Tool, might not have been assigned to a peripheral target, or a route might
not have been agpied to a service.

You can also use the Label Bulk Configuration tool to take the output of
a switch and create 20 or 30 labdlken, using an explorer tool, you can
attach the labels tan appropriate location.

— List (only in list tools)

In a list window, the retrieved list is calledist and has no legend above
it since its records have no or only one relationship to another record.

« Adding New Records

The Add button is enabled only afteswyuse the Select filter data section of
the window.
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In the explorer tools, when a recordlie tree is selected, you can add another
record of the same kind or a record immediately below it in the tree hierarchy.
In the list tools, the add button is enabled only for the single type of records
listed.

Deleting Records

Selecting a recordnd clickingDeletemarks the record (with a red x) for
deletion. However, the record is not deleted until you cBake

Deletetoggles tdJndeletewhen you select an object marked for deletion. To
undelete an object marked fdeletion, select it and clicdndelete

Options Menu

In the explorer and list tool windows, right clicking on a retrieved record
displays an options menu containing all the editing options for that record.

Note This menu is not available in the list tools if you have read-only
access.

[ 78-11589-03
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Accessing Database Records

The bulk configuration, explorer, and listols enable you to access records from
the database in the same way. In these tools, ustelket filter data boto select
and retrieve data from the database. lytl retrieve database data, no data is
displayed.

In the top left of the bulk configuration insert, the explorer, and the list tool
windows is aSelect filter databox similar to the following.

Figure 3-3  Select Filter Data

In this example, all records belongitmythe Boston_PG_1 peripheral and having
JO in their names are selectied retrieval from the database.

The filters used to select data vary ac@ogdo the type of data. In the preceding
example, data is first selected by péreral and then by name. Some filter
selection boxes have only optional filters.

If any editable field is changed, anlditional dialog appears (below tBelect
filter data dialog) displaying the original filter settings. In addition, the tree list
box and all buttons except Retrie¥dpse andHelp are disabled.

Clicking Closecancels the filter changes and metsithe fields to their original
settings. ClickingRetrieve closes thé&elect filter datalialog and enables the
display (in the tree list box) of the record retrieved based on the selected filter
criteria.

Table 3-3describes how the optional filters, the check box, and the filter buttons
work for all the bulk insert, explorer, and list tools.
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Table 3-3  Common Filter Functions
Filter Item Function
Optional Nonein the optional filter box means no optional filtering. All
Filter data is displayed for the selected records.
The optional fields to filter on differ by record type according
to both the fields in a record atite fields considered useful as
filters.
Condition If the selected |Then
Optional Filter
is
None The Condition filter is ignored.
A text filter Select one of the text conditions (Contains,
(for example, Ends With, Starts With, Is Blank) and enter
Description) an appropriate entry the Value field.
A numeric filter |Select one of the numeric conditions (Equal,
(for example, Greater Than, Less Than, Not Equal) and
Trunk Number) |enter an appropriate &y in the Value field.
The available numeric conditions can
change depending on the record data. For
example Equal or Not Equal might be the
only choices.
Value The entry in this field is basezh the selections made in the
Optional Filter and Condition fidk. If None is selected in the
Optional Filter field, this field is ignored.
Save Checked, indicates the current settings are saved so that when
check box you next open the list tool for this type of record, the current
settings will be selected. However, no data is displayed until
you click the Retrieve button.
Retrieve This button displays the data selected in the Select filter data
button box.
Cancel filter |If you change the Optional Filter settings after a Retrieve,
changes clicking this button resets the filter settings back to the
button preceding ones.

[ 78-11589-03
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Saving Configuration Data to the Database

When you have completed adding information in an open configuration window,
click Save

ICM software saves the configuration data and immediately applies your changes
to both the local and central ICM database.

Note  Whenever any data is retrieved by a configuration tool, it notes the last change
mark on that data at this point in time. If you then attempt to change that item, it
first checks the current copy in the database for its change mark. If the change
marks do not agree, it indicates another user has changed this item since you last
retrieved it, and an error is returned.uvimust then discard any changes, using
Retrieve to obtain the latest information for editing.

This approach is calleaptimistic locking and assumes that it is rare to have two
people needing to change the same item at the same time. This prevents the
performance and maintenance issues involved with hard locking items, while still
preventing one person from accidentally overwriting another user’s changes.

Feature Control

In general, feature control addresses thednaf restricting users, or classes of
users, from all functionality of the ICM software.

A distinction should be made between object level control and feature control:

« Object control, part of the ICM software partitioning feature, is a method of
security for prohibiting access to configuration data in the ICM database.

« Feature control, like the limited AW, is a method of security for prohibiting
access to ICM software features.

Script Editor feature control addresses tkeedof restricting users, or classes of
users, from some or all of the functionality of the ICM Script Editor software. In
a possible deployment scenario, atMiGoftware administrator can restrict
certain people from doing specific typessafipt editing. Similar functionality
was previously available in the ICM software in both the “Limited AWs” and the
WebView “Quick Edit” feature control.
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An administrator has two meaio restrict aces to the editing features of Script
Editor and Internet Script Editor:

- Edit options
« Script node control

It is also possible for aadministrator top use a combination of both feature
control options.

Note In previous ICM Software versions (including, and prior to ICM 4.x), any change
made to the read-only status of a usas not dynamically updated in the Script
Editor. Script Editor had to be closed, then reopened before the change took
effect.
In ICM Software version 5.@ny change made to a user’s read-only status (using
the User List tool) is automatically updated in Script Editor.

Refer to theCisco ICM Software Scripting and Media Routing Guide
additional feature control information.

Script Node Control

Script node control allows an adminidtvato create feature sets that can be
assigned to users. The feature set contablich script nodes are accessible to the
user.

Node Control Table

The node control table (on ti@onfiguration Manager Script Editor Feature
Control dialog) has two columns, ti¢odecolumn and thévailable column.
This table allows an administrator to create feature control sets that can be
assigned to users. The feature control set controls which script nodes are
accessible to the user.

If a script is opened that contains a disabled node, you can browse or monitor the
script but you cannot put the script into edit mode. If you attempt to put this script
into edit mode a message indicating you are not authorized to enter edit mode is
displayed. However, you can still Quick Edit the script, just not the node.
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Node column

Available column

A node is an executable element within a script. A script consists of nodes,
connections, routing targets, and commelt&ry script begins with a Start node.
This column lists of all the nodes that can be used in a script.

Each checked node in this colurappears on editing pallet of the
feature-control-set user, regardless of the edit mode (Full Edit or Quick Edit
Only).

There are two possible presentation effects:
- Enabled nodes are displayed on the object palette

- Disabled nodes are removed from the object palette

Configuring a Feature Control Set

Configuring a feature control set consists of:

« Creating a feature controls set (3¢@w to create a feature control set,
page 3-20

« Assigning users to a feature controls set ($ee to assign users to a feature
control set, page 3-21

« Selecting the script nodes availalih a feature controls set (déew to select
script nodes for a feature control set, page B-21

How to create a feature control set

Step 1
Step 2

Step 3
Step 4

The system administrator can creat feature control set using tl&v
Configuration Manageon the ICM distributor.

Ensure the user(s) the feature sebibe assigned to are configured.

Start the Configuration Manager by selecting:
Start > Programs > ICM Admin Work station > Configuration Manager
The Configuration Manager dialog opens.

SelectTools > List Tools > Feature Control Set List
In the Feature Control Set section (on the left), chckl.
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Step 5 Select theAttributes tab.

Step 6 Enter the name of the feature control §éte name appears in the left section
whenEnter or Tab is pressed.

Step 7 Enter a description (optional).

How to assign users to a feature control set

Step1l Start the Configuration Manager by selecting:
Start > Programs > ICM Admin Work station > Configuration Manager
The Configuration Manager dialog opens.

Step2 SelectTools > List Tools > User List
Step 3  Select thauserto whom feature control set is to be assigned.

Note If no users appear, add the user(s) using the User List Tool.

Step 4 On theAttribute tab, select the feature set for the selected user.

Step5 Click Savewhen you are finished assigning feature sets.

How to select script nodes for a feature control set

Step1 Select the name of the feagucontrol set to be assigned.
Step 2  Select théAttributes tab.
Step 3  SelectAdvanced (under Script Editor).

Step 4 In the Script Editor Feature Control digl, select the nodes for this feature
control set and an edit option (Full Edit or Quick Edit).

Step5 Click OK.
Step 6 Click Save
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Security Settings

For the Security button (in the explorer and bulk tools) or tab (in the list tools) to
be visible and enabled:

« The ICM Partition installatiosetup option must be installed on your ICM
system.

« You must have maintenance access todblected database record(s) and to
the system class.

Note For additional information refer to tHEM Software Security Guide

How to view or apply security settings

Stepl Follow the steps for viewing the item whose security setting you want to see or
apply. (See the online help if you have questions.)

The selected item’s configuration information displays.
Step2 Select the item(s) whose security settings you want to view or edit.

Note  You can apply security setting to mdrean one record at a time only in
the Bulk Configuration tool. In this tool's window, if there are security
settings on the selected records and they are mixed (different records
having different settings), no security data is displayed. If you want to
apply one setting to recordstiwvimixed settings, sele€verride existing
settings

Step3 Click Security. The Security dialog box displays.
Step4 View and/or make the security settings.

« To remove access to the recordstHa User Access display area of the
Security dialog box, select the user or group to remove andRéakove

« To edit access to the records: In theelJAccess display area, select the user
or group to edit and clickdit or double-click on the item you want to edit.
Then in theEdit Permissionsdialog box, select the access type and click
OK.
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« To add access to the selected records:
a. ClickAdd. The Add Users and Groups dialog box displays.
b. SelectUser or Group.
c. Select the user or group name(s) for which you want access rights.
d. Select the Access type from the selection list and &ikk

Readaccess means a specific usegoyup can view or reference the
object, but cannot modify it.

Referenceaccess means a specific usegayup can reference the object
in a script. This includes read access, but not write access.

Maintenanceaccess means a specific user or group can update or delete
the object as well as view and use it.

Step5 When done, in the Sectyidialog box, clickOK.

Validating Configuration Data

After making changes or additions to your configuration, you should always
check that it is internally consistent and complete.

Note It is especially important to performtaygrity checks if you have imported data
from another source.

How to check the integrity of your configuration data

Step1l Inthe Configuration Manager menu, selbtiscellaneous Tools > Integrity
Check. The Integrity Check dialog box appears.

Step2 Choose the type of check option that you want to perform or Sle&ct Allto
choose all the check options. (For spexiififormation about each of these options
and the tables and fields they chede she Configuration Manager online help.)
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Step3 Click Perform Check. The Configuration Manager performs the check and one
of the following happens:

« If the check discovers a problem, the Configuration Manager displays
messages in the Integrity Problems text box. Double-click on a message to
receive specific information about the reds in the data table at the bottom
of the window.

« If the check completes without finding any invalid data, the Configuration
Manager displays a message saying the integrity check completed
successfully.

Step4 When all checks acomplete, cliciClose The Integrity Check dialog box closes.

Many database records need refereroaglated records. For example, each
peripheral target ought to reference a route and each trunk group ought to
reference a network trunk group.

How to check record references

Step1l Inthe Configuration Manager menu, selkliscellaneous Tools > Unreferenced
Objects. The Unreferenced Object dialog bappears listing the database tables
containing objects thatre missing references.

Step2 To see the specific rows that are missirfgmences in a table, double-click on the
table name. Double-clicking on a table name entry displays that table showing the
records that are missing references.

Deleting Configuration Records

At some point, you might want to remove configuration records from your
database; for example, if data has beetered in error ochanges occur in your
business.
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How to delete a record

Step 1

Step 2
Step 3

Step 4

Step 5

Within Configuration Manager, openyaone of the tools in which you can
configure that type of recd and retrieve the record.

Select the retrieved record.

Click Delete A red X (marked for deletion) appears in the window next to the
name of the record. The Delete button t@gglo Undelete. To undelete the record,
select it and clickndelete

Click Saveto save the deletion to the database. The record is deleted from the
database and is removed from the window.

Note Some deleted records can still be viewed, as described in the
“Administering Deleted Records” section on page 3-Pi7e following
section,Types of Deletiondescribes why.

Click Save The deletion is saved to the datsdand the record disappears from
the window.

Types of Deletion

Depending on the record involved, the Configuration Manager performs one of
two types of deletion:

« Immediate deletion.The ICM software immediately removes the record
from the database. (Also known as “physical deletion.”)

« Logical deletion.The ICM software sets the rectg@deleted field to Y (yes),
but the record remains in the databaThe Configuration Manager and the
ICM Router treat the record as though it were deleted. The record remains in
the database, however, for historical reporting purposes.

[ 78-11589-03
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Immediate Deletion

Logical Deletion

Some tables—for example, the Skill GppMember table, which maps agents to
skill groups—do not have a Deleted field. When you delete a record from such a
table, ICM software immediately removes the record from the central and local
database.

Other tables, for example, the Skill Group table, which describes a skill group
associated with a peripheral—do have ddbed field. When you delete a record
from such a table, ICM software doed nemove the record from the central and
local database. Instead, ICM software ghtsrecord’s Deleted Field to Y to
indicate that it is logically deleted.

Logical deletion ensures that any nefeces to the record—for example,
references to a skill group in call detail records—remain valid. However, the
Configuration Manager and the Script Editor treat the record as though it were
deleted.

Caution

Never attempt to set a configuration record’s Deleted field directly. Changing a
Deleted field directly can compromise the integrity of your ICM database. Use the
Configuration Manageftools > Miscellaneous Tools > Deleted Objectsption

to permanently remove logically deleted records.

Deletion Dependencies

How a configuration tool processes a recadetetion request depends on whether,
and how, the record is referencey other configuration records:

« If no other records reference the currmtord, the configuration tool deletes
the record.

« If other records reference the current record—and the configuration tool can
neither modify the refereres nor delete the other records—the configuration
tool does not delete the record.
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Administering Deleted Records

The Configuration Manager lets you viewmgically deleted records. It also allows
you to permanently delete these records.

How to view deleted records

Step1l In Configuration Manager menu, seldatols > Miscellaneous Tools > Deleted
Objects. The Deleted Objects dialog box aaps, indicating the tables in which
records are marked for deletion athe number of records so marked.

Step2 To see the specific records marked for deletion within a table, double-click on a
table name. If you double-click on a tablame entry, a list window appears
showing records from that table that are marked for logical deletion.

Step3 To remove a record(s) from the database entirely, select it in the list (or use the
Select All button to select all) and cli€kelete Permanently The Configuration
Manager displays a message indicating the operation completed.

You must have access rights to a record to be able to delete it permanently.

Step4 Click Closeto close the dialog box.
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CHAPTER I

Configuring Multiple Records at a
Time

This chapter shows you how to use the Configuration Manager Bulk
Configuration Tool to insert and update multiple configuration records in a single
transaction from a single screen.

In some cases, you might need to work with multiple records of configuration data
simultaneously. For example, you might want to:

« Import records from a text file
« Modify a specific field in multiple records
« Insert a set of records

The Bulk Configuration Tool let you perform these operations on several ICM
data tables simultaneously. This tool supplements the Configuration Manager
explorer and list tools, which allow you to insert and update single records.

How to access the Bulk Configuration Tools

Stepl Double-click theConfiguration Manager in the ICM Admin Workstation group.
Step2 In the Menu selection box, seletdols > Bulk Configuration .

Step3 Then from the submenu selection list, selesert if you need to insert data or
Edit if you need to edit.

Step4 Finally, in the next menu selection list, select the type of table with which you
need to work.
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Data You Can Bulk Configure

From the Bulk Configuration menu, you can choose to create or update records in
one of the following database tables:

« Agent

« Call Type

- Dial Number Plan

« Device Target

« Dialed Number

« Label

« Network Trunk Group
+ Network VRU Script
« Peripheral Target

- Region

« Region Prefix

* Route

« Scheduled Target

- Service

« Skill Group

« Trunk

« Trunk Group
 VRU Port Map

Start by selecting the Bulk Configuration Insert or Edit menu. Then select the
database table you want to modify.

If you have any questions, see the online help. The help contains table record and
field definitions and procedures for all that you can do with the Bulk
Configuration Tool. The following sections briefly describe the tool and how to
use it.
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Insert and Edit Windows

Depending on whether you seld@iilk Configuration > Insert or Edit, the Bulk
Configuration Insert or Edit window fdhe selected database table opens. These
two windows have the following features:

Same Options

Both windows have the same options except for Insert (Insert window) and
Retrieve (Edit window).

Reason for Two Windows

The reason for having both an insert and an edit window is to prevent
confusion when editing records since some configuration objects can only be
edited when inserted into the database, the database being a relational one.
For example, when you insert the record of a label, you can edit all its fields.
However, once you define (and sav@ithe database) its routing client, the
only way you can redefine the routing client is by deleting the label and
creating a new one.

Saving Changes

The changes you make in the Inser&dlit window are not applied to the
database until you clicRaveor Close The Close button closes the window
and gives you the option of saving or cancelling any database changes.

Initial Display

Initially, both windows open without data and wait for your retrieval
command (in the Edit window) or insert/import command (in the Insert
window).

Editable Data Table Fields

Columns with an asterisk (*) next to the title indicate required fields. Fields
shaded irblue cannot be modified directly. However, in some cases setting
or changing one field will make another field updateable.

[ 78-11589-03

Cisco ICM Enterprise Editoi@iguration Guide Version 6.0gg



Chapter4  Configuring Multiple Records at a Tijne

Bulk Configuration Features

Record State

The first data column contains a symbol indicating the condition of a row's
record.

Symbol Indicates the record is

Not changedsince you retrieved the record or saved it.

Changedn the current editing session but not yet saved.

To be insertednto the database when you save your edits.

To be deletedrom the database when you save your edits.

Bulk Configuration Features

You can do the following with the Bulk Configuration Tool:

Retrieve records from the database (Edit Window only).
Sort records by a single column or by multiple columns.
Use the search tool to firdhta in a list of records.

Apply a single value to a range of fields or apply a range of values to a range
of fields.

Insert additional new rows (records}drthe database table (Insert Window
only).
Import multiple record data (eith&hole records or record fields).

Export multiple record data (eitheshole records or record fields).
Set or change security settings to multiple records at a time.

Delete records. After deletions are saved to the database (or after you close
your editing session), you can no longer undelete deleted records.

Undelete records that are marked for deletion in the current editing session.
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The following sections describe how to use the Bulk Configuration Tool.

Retrieving and Editing Records

Use theSelect filter databox in theEdit window to retrieve records from the
database.

How to retrieve and edit existing records

Step1 Within the Bulk Configuration > Edit menu, select the name of the database
tableyou want to modify. The appropriate Edit window appears. (Initially, no
records are shown.)

Step2 Do one of the following:

- To retrieve a range of records, specify values inbkect filter datafields.
For example, you could enter values that would retrieve only dialed numbers
associated with a specific customertiwa specific routing client, or both.

« To retrieve all records, leave the Carster and Routing Client fields set to
All.

Step3 Click Retrieve. The appropriate rows are displayed in the Edit window as in the
following example.
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Figure 4-1 Example Bulk Configuration Edit Window

Step4 Once you have retrieved the records you want to edit, you can edit individual
records or a range of records. In a rangeeobrds, you can enter a range of values
or the same value. You can also delete, import, export, and sort records.
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Sorting Records

You can sort records (rows) in two ways: by one column or by multiple columns.

You might want to sort by multiple columns if the first column(s) to sort by has
the same value in more than one field, for example, the same routing client, label,
or customer name.

« To sort records by one column: dowaléck on that column’s header. To
reverse the sort, double-click a second time. When you double-click, an A
(Ascending) or D (Descending) appears after the header to indicate the sort
order.

« To sort records by multiple columns, see the following procedure.

How to sort records by multiple columns

Step1 In the Insert or Edit window, clickort. The Sort dialog box displays.

Step2 In theColumns available for soltst, select each column by which you want to
sort and clickAdd.

The primary sorting column will be the first column listed in the Columns selected
for sort list. To change the column sort order, select a column and click the Up or
Down arrow.

The data within each column is sorteddscending order unless you deselect the
check box beside the column.

Step3 Click OK.

Finding Data in a List of Records

After you have retrieved a set of recorgleu can use the Find area of the Edit
window (Column Name and Expressionlfls) to search fospecific records
within the set.
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How to find data

Step1l In Find box of theEdit or Insertwindow, select the database column in which you
want to search for data.

Tip: You can also select a column by clicking in that column.

Step2 IntheFind box Expressiofield, enter the value for which you want to search. You
can enter a full value or a sub-string.

Step3 Click Find Nextto locate the first record that matches the search criteria. The first
row that contains the speigfl expression in the selected column is highlighted.

Selecting Data

You can select whole records for importing, exporting, setting security, deleting,
or undeleting. Or, you can select the same field in multiple records for
simultaneous editing.

How to select records

Clicking in the left-most numbered field in a row both selects that row and
highlights it. Clicking in any field ira row also selects the row but does not
highlight it.

How to select one field in multiple records
You can select one edit-control field (wheeité is no section box in the field) in
multiple records in any one tiie following three ways:

« Click the field where you want to startdrkeeping the left mouse button held
down, move the cursor to the last field.

« Click the field where you want to start. While holding down $iaft key,
click the last field.

« Click the field where you want to start. While holding down $isft key,
make your selection by clicking the down arrow.

« PressCtrl, then left-click on each field you s to select. This allows you to
select a random group of fields.
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For selecting one value in multiple selectibox fields, see the following section,
“Editing a Range of Data”

Editing a Range of Data

You can edit a range of data in a table column in several ways:
« Apply a single value to a range of (edit-control) fields
- Apply a single value to a range of selection-box fields

« Apply a range of values to a range of fields

How to apply a single value to a range of edit-control fields

Step 1

Step 2
Step 3

An edit-control field is one you can edit that does not contain a selection box.

Make your selection: click the field where you want the range to start and, keeping
the left mouse button held down, move thesor to the last field in the range.

Type the new entry that you want to appear in all the fields.

Click Enter or Tab. This applies the change td #ie records in the range and
moves the focus to the next data field.

How to apply a single value to a range of selection-box fields

Stepl Select the first field where you want the range to start.
Step2 Hold down theShift key and keep it down for steps 3, 4, and 5.
Step3 Click the selection-box down arrow bugép the left mouse button held down and
select the fields you want in the range.
Step4 Click the last field in the selection to display the selection list.
You can also open the selection box by presgiligt an arrow key.
Step5 Click your selection.
Cisco ICM Enterprise Editon@iguration Guide Version 6.
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Step6 Click Enter or Tab (or in any other field). This applies the change to all the
records and moves the focus to the next data field.

How to apply a range of values to a range of fields in a column

Step1l Select the range of fields in a database column. This enables the Edit Range
button.

Note TheEdit Range button does not work for selection-box fields.

Step2 Click Edit Range. The Edit Range dialog box displays.

Step3 In the Edit Range From field, &7 the first number of the range.

Step4 In the Prefix and Suffix fields, you can optionally enter substrings to appear at the
start and/or end of each value. The Edit Range dialog box lists the generated
values.
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Note When entering a humeric range, ymay also enter leading zeros to
ensure proper alignemt (i.e., 001 to 999).

Step5 Click OK. This applies the changésthe fields you selectdad the Insert or Edit
window.

Inserting New Records

You can insert new records by inserting multiple blank rows (records) and filling
in the data (seklow to insert new records, page 4}Xk by importing the data
(seeHow to import data, page 4-1L2

You can also edit the data you insert when you insert it.

How to insert new records

Step1l IntheBulk Configuration > Insert menu, select the name of the data table to
which you want to add records. The appropriate Insert window opens,
automatically displaying one new row.

Step2 To create additional rows, enter the nwanbf additional rows in the Quantity
field and clickinsert. The additional rows are added in the Insert window.

Step3 Enter the data in the rows:

- If you want to edit individual fields in the new rows, type the information you
want in each of the fields and go to Step 8.

« If you want to edit a column in multiple rows so that a range of values is
entered, go to Step 4.

- For other ways of entering data into multiple rows, seéHadting a Range
of Data” section on page 4-9

Step4  Select the rows in the column you want to modify.
Step5 Click Edit Range. The Edit Range dialog box appears.

Step6 Enter a prefix (optional), the start value for the range, and a suffix (optional). The
generated values are listed in the dialog box.
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Click OK to close the Edit Range dialog box and apply the values to the column
you selected.

When you have finished setting fields in the new rows, gEessr to apply your
changes to the ICM database.

You can leave empty rows, the system ignores them.

Note No changes are made to the database until you press.

Importing Data

How to import data

Step 1
Step 2
Step 3

You can import data from a specified tdik¢ into the opened database table.
Whole records or only columns of datandae imported, if the data matches (see
Step 3 of the following procedure). If any error occurs during the import process,
the process is cancelled.

In the Insert or Edit window, clicknport .
In the Import dialog box, clickile.

In the File Open dialog box, select the file containing the data you want to import
and clickOpen. For a description of the reget import-file format, see the
“Import/Export Data File Format8ection following this procedure.

The Import File Data area displaystfirst few lines of the opened file.
«  When importing data in the Edit mode, the following rules apply:

— The Bulk Configuration Tool reads only those records whose primary key
values match those of records in the Edit window.

If there is a record that does nottetathe primary key value, the record
is considered to be an error and a message box with the primary key value
pops up to ask you to correct the problem.
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If any field in the import record is null, the corresponding field value in
the grid window become blank for an edit cell or uses the default value
for a drop-down list cell.

If any field is missing in the import file, the corresponding field in the
Edit window remain unchanged.

If there is a larger number of records in the file to be imported than the
number of rows in the grid, it is considered as an error and a message box
pops up asking you to correct it.

If there is a duplicated primary key in the file to be imported, it is
considered as an error. A messaga with the duplicated primary key
value pops up asking you to correct it.

After importing, all records importe(including records marked for
deletion in the grid) are marked &hanged” regardless whether the
value is changed or not.

After a importing, the records are diaped in index order (ordered by
logical keys). If you did not sort before importing, the order appears the
same after the import.

«  When importing data in the Insert mode, the following rules apply:

Only a single import is supported and any existing rows are removed
from the grid. When you clicknport, a message box pops up if there is
any record in the grid. You will see the following message:

“All the existing data will be replaced by the data to be imported. If you
want to retain the current data on the grid please click the Cancel button
then save or export the existing data. Click the OK button to proceed with
the importing.”

After importing, all rows are marked as “New” and the ordering is the
same as that in the file imported from.

In the Import Insert mode, thedbreads only those records whose
primary key values are not presented. If the primary key field is selected
for file to be imported, it is conséded an error and a message box with
the primary key field name pops up asking you to correct the problem.

If any field in the import record is null, the corresponding field value in
the grid window becomes blank for adit cell or uses the default value
for a drop-down list cell.

[ 78-11589-03
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Note If headers are included in the imported file, the Add and Remove buttons
are not enabled and you can only import the record(s) as a whole. In that
case, go to Step 6.

Step4 If the imported data does not contaiealdlers, in the Available Fields list box,
select the names of the fields to import that match the data andAclack

Step5 To change the order of thelamns, select a column and move it within the list by
clicking Up or Down.

Step6 Click OK. The data is imported into the data table.

Import/Export Data File Format

The import and export files used by the Bulk Configuration Tool can optionally
include a header that identifies the ®mhbihd columns in thiéle. The header is
followed by one line for each row of data.

The following rules apply to the file headers:
« Aline beginning with a number sign (#) is a comment and is ignored.
« Blank lines are also ignored.

« The header content is indicated by a line beginning with two underline
characters and the word TABLE or COLUMNS. The following line contains
the name of the table or the name of the columns. For example:

__TABLE
Call_Type

__COLUMNS
CallTypelDEnterpriseNameDescriptionDeleted CustomerDefinitionID

« All column names must be on a single line and are separated by Tab
characters.
The following rules apply to the data in the files:
» One row of table data per line.

« Column values must be in the samdarin all rows. If columns are specified
in the header, the columns in the data rows must be in the same order.
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« Column values are separated by a single Tab character.

« Fields intentionally left blank must be represented by two adjacent Tab
characters or a Tab character at the@falline. On import, the default value
is used for such a value.

« String values may include spaces.
« An error occurs on import if a line contains too few or too many values.

Tip: A simple way to create the import file with a valid format is to use Excel and
save it aslext (Tab delimited) (*.TXT)

Exporting Data

How to export data

Step 1

Step 2
Step 3

Step 4

The export function saves the selected records or field(s) to a tab-delimited text
file that you can import into the ICM database or into a database tool such as
Microsoft Excel. If any error occurs during the export process, the process is
cancelled.

Select the rows with fields you want to export.

Note If you intend to import this data into the Edit window, you must export a
primary key field along with any other fields. The primary key field has
the same column name as the database table name.

Note  All rows selected (including recaosdnarked for deletion) are exported.

Click Export.

Select the Header option if you want telude a header containing the table name
and column names in the output file. This is recommended since it makes it clear
what is in the file.

In the Export dialog box, select the column(s) you want to export andAdidk
or AddAll.
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Step5 To change the order of the columns to export, select one of them and move it
within the list by clickingUp or Down.

Step6 Click File and specify the file name and directory to which to save the data.
Step7 Click OK.

Applying Security Settings to Multiple Records

For instructions on how to view or apply security settings to multiple records, see
Security Settings, page 3-22

Deleting and Undeleting Records

You can delete one or more records fitree and you can undelete records marked
for deletion.

How to delete records

Stepl Select the row(s) to be deleted.

Note Selecting any field in a row (or any range of fields in a column) selects
the rows of which they are a part.

Step2 Click Delete The selected rows are marked for deletion.
Step3 Click Save The rows marked for deletion are deleted from the database.

Note  You can no longer undelete records marked for deletion once you have
saved your changes to the database.
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How to undelete records

Stepl Select the rows marked for deletion.
Step2 Click Undelete The deletion mark is removed from the records.
Step3 Click Save The change is saved to the database.
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CHAPTER 5

Configuring Routing Clients

This chapter describes how to set up routing clients and their directly related
elements. It includes:

- An introduction to the Routing Client subsystem

« Instructions on how to view, delete, modify, and define:
« Network Interface Controllers (NICs)

« Routing clients

- Dialed numbers

The Routing Client Subsystem

A routing client is an entity that sends route requests to ICM software. A routing
client can be:

« A public network interexchange carrier (IXC), such as AT&T, BT, MCI,
Nortel, or Sprint

« A private network peripheral, su@s an Aspect or Lucent ACD
Figure 5-1shows the elements of the Routing Client subsystem.
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Figure 5-1  Routing Client Subsystem
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Interface Controllers

Each routing client must be associatedhvan interface controller. An interface
controller operates on two levelshysicalandlogical. A physical device is a
single instance of a devicA logical device is either a single physical device or
more than one physical device running duplexed.

A Physical Interface Controller can be a:

« Network Interface Controller (NIC) A NIC communicates directly with the
IXC’s signaling network, reading call routing requests from the network and
transferring them to the ICM’s Centi@bntroller. This chapter describes how
to set up a NIC.
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The Routing Client Subsystenlll

« Peripheral Gateway (PG)A PG communicates with the ACD, PBX, or VRU
at a contact center, monitoring status information from the peripheral and
sending it to the ICM’s Central Controller. The PG can also act as a routing
client, sending routing requests to ICM software. For information on setting
up Peripheral Gateways, s€baapter 6, “Configuring Peripherals and Trunk
Groups.”

Examples of Routing Client Subsystems

You can associate more than one routitignt with a single logical interface
controller. For example, if an ICM Netwointerface Controller (NIC) is serving
two AT&T Intelligent Call ProcessinffCP) subsystems, as shownHigure 5-2
you can define each as a separate routing client through the single logical
interface controller.

Figure 5-2  Two Clients / One Logical Interface Controller

Routing Client #1.: Routing Client #2:
AT&T ICP #1 AT&T ICP #2
IXC Switch IXC Switch
#1 #2
A Routing requests A

/ (and responses) \

36434

Network Interface
Controller (NIC)

On the other hand, if you have two ACDs performing private network routing
through two different Peripheral Gateways, as showkignire 5-3 you must

define each as a routing client because each Peripheral Gateway is a separate
logical interface controller.

[ 78-11589-03
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Figure 5-3 Two Clients / Two  Logical Interface Controllers

Two ACDs performing
private network

routing
Routing Client #1: / \Routing Client #2:

Lucent ACD #1 Lucent ACD #2
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(=]

A Routing requests A
(and responses)
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Peripheral Gateway (PG) #1 Peripheral Gateway (PG) #2

Configuring a Network Interface Controller (NIC)

Use the NIC Explorer to view, define, modify, or delete Network Interface
Controller information and its associated routing client information.

The NIC Explorer generates records thdtugea logical interface controller, one
or more physical interface controller@mnd one or more routing clients.

How to view a NIC and its routing client(s)

Stepl From theConfiguration Manager menu, selectools > Explorer Tools > NIC
Explorer.

The NIC Explorer window appears.
Step2 In theSelect filter databox, select the filters you want.
Step3 Click Retrieve. The name(s) of the retrieved NIC(s) are listed in the tree list box.
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Step 4

Step 5

Configuring a Network Interface Controller (NI

In the tree list box, select the NIC whose records you want to view. The selected
NIC’s configuration information displays in the fields on the right. For field
descriptions, see tH&IC Explorer Tab Descriptions” section on page 5-5

To view a routing client record, in theetr list box, expand the tree branch for the
selected NIC and select the NIC’s routing client icon.

The routing client configuration information displays in the window on the right.
For field descriptions, seEable 5-3 on page 5:8

NIC Explorer Tab Descriptions

The following tables describe the tabbed property fields and buttons that
configure a NIC and its routing client(s).

Logical Interface Controller Tab

The Logical Interface Controller tab allows you to view (and define or edit, if you
have maintenance access) the propsrtif the selected logical interface
controller.

The NIC (Network Interface Controller) tee computer and process within ICM
software that reads call routing requefstsn the network antransfers them to
the ICM Central Controller. It consists aflogical interface controller and one or
two physical interface controllers. Tmember of physical interface controllers
permitted depends on the client type.

Table 5-1  Logical Interface Controller Tab Descriptions

Field/Button Description
Controller ID A unique identifier for the NIC’s logical controller. This
(required) is a read-only field. When you create a new NIC, the

system places UNASSIGNED in this field and
automatically creates an ID when you save your edits.

Name (required) The enterprise name for the NIC’s logical controller.
This name also identifiethe NIC and must be unique
for all logical controllers in the enterprise.

[ 78-11589-03
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Table 5-1  Logical Interface Controller Tab Descriptions (continued)

Field/Button Description

Client Type (required) |The type of routing client serviced by the NIC. For
example, Lucent, MCI, Sprint, and so on. When defining
a new NIC, select one from the pop-up selection box.

Selecting a type of routing client automatically places
that type’s default values in the Routing Client’s
Timeout Threshold, Late Thskold, Timeout Limit, Use
DN/Label Map, and Client Type fields.

Configuration A string containing information such as logon

Parameter information, specific to the interface controller device.
For example: -rtusaddserNamertpswdPassword

Description Additional information abut the Logical interface
controller.

Add Physical Interface |Click this button to add one or more Physical Interface
Controller Controllers.

This button is disabled when there is no client type, as
in a new NIC record, or when the NIC node reaches its
upper limit of Physical Interface Controllers.

Physical Interface Controller Tab

The Physical Interface Controller tab alloysu to view (and define or edit, if you
have maintenance access) the properties of the selected NIC’s physical interface
controller(s).
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Table 5-2  Physical

Configuring a Network Interface Controller (NI

Interface Controller Tab Descriptions

Field/Button

Description

Associated
Physical Interface
Controllers

A duplexed NIC has two entries in the Physical Interface
Controller table and a singéatry in the Logical Interface
Controller table.

ID

A unique identifier for theNIC’s associated physical
interface controller. This is a read-only field. When you
create a new NIC, the system places UNASSIGNED in
this field and automatically creates an ID when you save
your edits.

Name

The enterprise name of the routing client associated with
the NIC. This name must be unique for all physical
controllers in the enterprise.

Description

Any other information about the physical interface
controller.

Modify

To edit the name or description of the physical interface
controller, click this button and in thHehysical Interface
Controller dialog box enter your edits and cli€k .

New

To enter a record for a new associated physical interface
controller, click this button and in thiehysical Interface
Controller dialog box, enter its enterprise name and click
OK.

The system assigns an IDttee controller when you save
it to the database. The NIC can represent multiple
physical devices. The limit is different for different client
types. See th€isco ICM Software Preinstallation
Planning—Preparing Contact Center Systegside for
more information.

Delete

Deletes the selected physical interface controller.

Routing Client Tab

The Routing Client tab allows you to view (and define or edit, if you have
maintenance access) the properties efgblected routing client. The Routing
client is the entity that sends routing requests to ICM software.

[ 78-11589-03
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Table 5-3  Routing Client Tab Descriptions

Field

Description

Name (required)

The enterprise name of the routing client associated with
the NIC.

You can have more than ormuting client associated with
a NIC. Typically, each routing client maps to a subsystem
within the interexchange carrier network.

Timeout threshold
(required)

The maximum time, in milliseconds, that the routing
client can wait for a response a routing request. The
NIC sends a default response slightly before this
threshold.

Late threshold
(required)

A threshold value, in milliseconds, for classifying
responses as late. Any response that exceeds this
threshold is considered lateesvif it does not exceed the
Timeout Threshold.

Timeout limit
(required)

The maximum time, in seconds, for which the routing client
waits for a response. This is the maximum time the routing
client will tolerate consecutive response timeouts before it
stops sending requests to the ICM software. For more
information, see&hapter 2, “How Routing Works.”

Default call type

An enterprise name for the call type. Initially, you can
leave this field blank. For information on this field, see the
Cisco ICM Software Scripting and Media Routing Guide

Configuration
parameters

A string containing any initialization parameters that must
be passed to the routing client. For a public network, this
might include the subsystem number.

A null value indicates no configuration parameters are
provided.

Use DN/Label map

Indicates whether the Dialed Number (DN) Label table is
used to determine which labeise valid for each dialed
number. If not, all labels for the routing client are valid for
all dialed number.
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Table 5-3  Routing Client Tab Descriptions (continued)

Field Description

Client type (required)| The type of routing client that ultimately routes the call on
the requesting ICM system.

This field is enablé only for the routig client associated
with an INCRP NIC. In all other cases, it is the same as the
logical interface controller's client type.

See also “Sprint Routing Cli#s” on page 11 and “CRSP
and France Telecom Routing Clients” on page 11.

Description Additional information about the routing client.
Network routing A name used to associateuting clients across instances.
client

The same string value fordhrouting client on the NAM
and the corresponding routing client on the CICM
(applies only for a networlfCM.) For information on the
Network routing client field, see th@isco Network
Applications Manager Setup and Configuration Guide.

Default Media (selection list) The media routing domain associated with
Routing Domain the routing client.

How to modify a NIC and or its routing client(s)

Step 1

Step 2

Step 3

Follow the preceding steps for viewing a NIC (See“thew to view a NIC and
its routing client(s)” section on page -4

The selected NIC’s configuiiah information displays in the fields on the right.

Edit the configuration information. (For field descriptions, se¢'tH€ Explorer
Tab Descriptions” section on page 5-5

You can modify all fields irthe logical contrbber, physical controller, and router
client tabs that are not greyed out.

When you make a modification,Ghangedcon appears next to the edited
item (NIC or routing client) in the tree list box.

Click Save

[ 78-11589-03
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The modified data in the ICM database is saved an@hamgedcon is removed
from the display in the tree list box.

How to define a NIC

Stepl1 From theConfiguration Manager menu, selectools > Explorer Tools > NIC
Explorer. The NIC Explorer window appears.

Step2 In theSelect filter databox, click Retrieve. This enables the Add NIC button.

Step3 Click Add NIC. A new NIC and its routing client display in the tree list box. Next
to each is &0 Be Insertedcon

On the right of the tree list box, tabbed fields also display for the new NIC’s and
routing client’s configuration information.

Step4 Fill in the tabbed fields. (For field descriptions, see‘thEC Explorer Tab
Descriptions” section on page 5}5

Step5 If desired, set security saitis on the records. (See théow to view or apply
security settings” section on page 3:22

Step6 Click Save The newly defined NIC is saved in the database antidi® Inserted
icon is removed from the tree list box.

How to define a routing client

Step1l Follow the steps for viewing a NIC. (See th&ow to view a NIC and its routing
client(s)” section on page 5¥The selected NIC’s ediguration information
displays in the fields on the right.

Step2 Inthe tree list box, select the NIC to which you want to add a routing client. This
enables the Add Routing Client button.

Step3 Click Add Routing Client. A new routing client icon appears under the selected
NIC in the tree list box and a new routing client tab appears in the window on the
right.

Step4 Enter the needed routing client configuration information in the fields on the
right. (For field descriptions, sél@ble 5-3 on page 5:8
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Step5 If desired, set security settis on the records. (See théow to view or apply
security settings” section on page 3:22

Step6 Click Save

Sprint Routing Clients
If you specify Sprint as the type of routing client, the NIC Explorer automatically
generates some additional records:

« An announcement named NPA_Blocked_Recording (if it does not already
exist).

« Alabel named @NPA Blocked Recordiassociated with the generated
routing client. The label type is Normal and the target is the
NPA_Blocked_Recording announcement.

« Alabel named @Slow Busy associated with the generated routing client. The
label type is Busy.

These records provide support for SpaiPA Blocked Recording feature and
for returning a busy signal to the caller.

CRSP and France Telec®wouting Clients

+ CRSP If you specify CRSP as the type of routing client, the following two
labels are automatically created by tkC Explorer and are associated with
the new routing client:

— “ringForever” with a label type of 3 (ring)
— “busyForver” with a label type of 2 (busy)

« France Telecom.f you specify France Teleawo as the routing client, the
following three labels are automaticatiyeated by the NIC Explorer and are
associated with theew routing client:

— @Interdiction
— @Fermeture
— @RenvoiForce
All three have the Label Type of 0 (Normal).
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How to delete a NIC

Step 1

Step 2
Step 3
Step 4

Step 5

When a CRSP or France Telecom routingrd record is deleted, the preceding
labels associated with the routing client are also deleted.

Follow the steps for viewing a NIC. (See ttitow to view a NIC and its routing
client(s)” section on page 5M

The selected NIC’s configurian information displays in the fields on the right.
In the tree list box, select the Gllwhose records you want to delete.
Click Delete

This places #Marked for Deletioricon next to the NIC in the tree list box.
This also toggles the Delete button to Undelete.

To undelete a NIC marked for deletion, select it in the tree list box and click
Undelete

Click Save

This deletes from the database the Mi@rked for deletion and removes it from
the tree list box. Once you do this, you cannot undelete the NIC.

Configuring Dialed Number/Script Selectors

After you have set up a routing client, you need to define the dialed number/script
selectors serviced by it. A dialed numiseript selector can represent an actual
number dialed by a caller or any stringspad by a routing client to indicate the
number dialed.

The Configuration Manager’s Dialed Number/Script Selector List tool allows you
to list the dialed number/spt selectors currently defined in the ICM database, to
define new ones, and to view, edit, otete the records of existing ones. The
following instructions show you how to configure individual dialed number/script
selectors. For configuring multiple dialed number/script selectors at a time, see
Chapter 4, “Configuring Multiple Records at a Time”
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How to view, define, delete, or modify dialed number/script selectors

Step 1

Step 2

Step 3

Step 4

From within theConfiguration Manager menu, selectools > List Tools >
Dialed Number/Script Selector List The Dialed Number/Script Selector List
window appears.

In theSelect filter dataarea, select thRouting client andCustomerassociated
with the dialed number/script selector.

Note Once you have saved a Dialed Number record to the ICM database, you
cannot update the Routing Client field.

If you are viewing or modifying a previously created record and you want to limit
the number of records retrieved from the database, also select one of the optional
filters.

Click Retrieve. This enables the Add button and displays a list of the retrieved
dialed number/script selectors.

The properties of the dialed number/ptiselector selected in the Dialed
Number/Script Selector list box on the left side of the window are displayed in the
property tabs on the right side of the window:

« The Attributes tab allows you to vieand (if you have maintenance access)
to define, edit, or delete the attributes of the selected dialed number/script
selector. Attributes with an asterisk are requirEahle 5-4describes these
attributes.

« The Dialed Number Label tab allows you to map labels (in addition to a
default label) to the selected dialed number/script seletabte 5-5
describes the fields and buttons on this tab.

« The Security tab allows you to set satyusettings to the selected record. For
a description of how to esthe Security tab, s&ecurity Settings, page 3-22

This step depends on what you want to do:

« To add a new dialed number/script selector, chckl and enter the
appropriate values in the tabbed property fields on the right side of the
window.

« To delete a dialed number/script selector, select that number Didked
Number/Script Selectorlist box and clickDelete

[ 78-11589-03
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- To edit a dialed number/script seter, select that number in tibgaled
Number/Script Selectorlist box and edit the ggopriate values in the
tabbed property fields on the right side of the window.

Step5 Click Saveto enter any edits into the database.

The dialog box closes, and for a newldd number/script selector, the ICM
database manager automatically generatenique Dialed Number ID for the
routing client.

Dialed Number/Script Selector List Tab Descriptions

The following tables describe the tabbed property fields and buttons that
configure a dialed number record.

Attributes Tab

Allows you to view and (if you have maimence access) to define, edit, or delete
the attributes of the dialed number/script selector.

Attributes with an arisk are required.

Table 5-4  Dialed Number/Script Selector Attributes Tab Descriptions

Attribute Description

Routing Client (required) | (selection list) The enterpriseame of the routing client
associated with thidialed number/script selector. Once you
select a routing client and save to the database, this field
becomes read only.

Dialed number/script The string value by which theuting client identifies this
selector string (required) |dialed number/script selector. This must be the value the
routing client passes to the MCsoftware for calls to this
number. For example: 8005551212.

Name (required) The enterprise name for the didlnumber/script selector. This
name must be unique among all dialed number/script selectors
in the system.
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Table 5-4  Dialed Number/Script Selector Attributes Tab Descriptions (continued)

Attribute Description

Media routing domain  |(selection list) The media routindomain associated with the

(required) selected dialed number/script selector.

Customer (optional) (selection list) Theustomer associated with the
dialed number/script selector.

Default label (optional) (selection list) The name of the default label for this

dialed number/script selector. The label must have been
previously defined for it to be in the selection list. Use the
Configuration Manager’s Label & tool to define labels.

If ICM software fails to determine a target for the call within the
routing client’s time-out threshold, then the default label for the
dialed number/script selector is used.

Description (optional) Additional description for the dialed number/script
selector.

Dialed Number Label Tab

Allows you to view, add, or remove the mapping of labels to the selected dialed
number/script selector. Thesre additional to the default label assigned in the
Attributes tab.

Note  The Dialed Number Label tab is enabledyoifithe routing client for the selected
number/script selector has the Use Dallel map box checked in the routing
client tab of the NIC Explorer.

Table 5-5  Dialed Number Label Tab Descriptions

Column/Button Description

Name This list contains all the Labels currently assigned to the selected dialed
number/script selector.

Description Additional information about the label.
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