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 ���Ã�«�á�î�»�b0¿���� >&P.20>' �†�g!·�K�Z�C�T�I
�8��
14 2013 �º  1 �v  16 �¥
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+¬�·�”�µ�É�¹�î�º

CAD �b�–�å�«�º�î�Ý�ì�_�c�
 Desktop Administrator �b2s�·�ì�_�f�‚�Â�î�ª�Ù�å�@�6�•
�?�]�:�?�†�–�G&�1��M�•�|�:�_0¿���[�A�r�M���q�‚�Â�î�ª�Ù�å�@�6�•�\�
�”�µ�É�¹�î�º  
�É�ß��«�@+¬�·$×�_��/œ�I�€�r�M��

�f�‚�É�ß��«�@��/œ�I�€�•�\�A�c�
�²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�
 Desktop 
Administrator �@�f�‚�I�€�•�G�\�@&g�I�€�r�M�� [OK] �†�¡�Ü�µ�¡�K�
8p��/²&g�I�€�•�²
�–�”�ß�¢�Î�µ�¡�«�b�æ&g�_�‘�8�r�M���”�µ�É�¹�î�º�@)
�¢�M�•�\�
�q�‹�b�²�–�”�ß�¢
�Î�µ�¡�«�@/²&g�I�€�
�f�‚�@�ö�¢�K�S�G�\�@&g�I�€�r�M�� [OK] �†�¡�Ü�µ�¡�K�
 Desktop 
Administrator �†Ì2s�·�K�r�M��

>&�@>'+¬�·�”�µ�É�¹�î�º�@�G�K�C�µ+��M�•�S�u�_�c�
�–�Ñ�I�€�S�Ì�î�ª
�b�q�‚�Â�î�ª�Ù�å�†&�1��M�•�|�:�_  Internet Explorer �†0¿���M�•�²0[
�@�6�~�r�M���G�€�†0¿���M�•�_�c�
 Internet Explorer �†2s�·�K�
 [ �¶�î
�Ý>&Tools>' ] > [ �–�å�±�î�¿�µ�º  �œ�É�©�Ù�å>&Internet Options>' ] �b8p
�_4E�¥�K�r�M�� IE 7 �b���œ�
 [ ²+á>&General>' ] �±�È�b  [ 7�0t�b�š�T

>&Browsing history>' ] ��¡�©�Ù�å�[�
 [ 0¿��>&Settings>' ] �†�¡�Ü�µ�¡�K
�r�M�� [Web �§�–�º�†/²&g�M�•�S�g�_&�1��M�•>& Every time I visit the 
web page>' ] �œ�É�©�Ù�å�†4E�¥�K�r�M��



Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
Desktop Administrator �b�–�å�±�î�Ç�™�–�«

Desktop Administrator �b�–�å�±�î�Ç�™�–�«�_�c  2 �X�b�Ì�–�å�@�6�~�r�M���e��b�Ì�–
�å�_�c�
 Windows Explorer �\� �L�|�:�^�¼�Å�¤�î�©�Ù�å  �¶�Ü�î�[�M���‘��b�Ì�–�å�_
�c�
�e��b�Ì�–�å�[4E�¥�K�S�”�É�Ü�£�î�©�Ù�å�@/²&g�I�€�r�M�� �W 1 �c  Desktop 
Administrator �b�–�å�±�î�Ç�™�–�«�†&g�K�S�v�b�[�M���e��b�Ì�–�å�[�c  [ �²�–�Ö�Ý�e�Ð
�4>&Dial Strings>' ] �À�î�»�@4E�¥�I�€�Z�>�~�
�Q�€�_�P�Â�M�•�_���@�‘��b�Ì�–�å�_/²
&g�I�€�Z�8�r�M��

�¼�Å�¤�î�©�Ù�å  �¶�Ü�î�b�Ý�î�º�c  [ ���d>& Locations>' ] �[�M�� [ ���d>& Locations>' ] �b
�W�c�
�©�«�¸�Ò�_0¿���I�€�S1=#.�¥�å�±�¡�º  ��å�±�î�[�M��1=#.�¥�å�±�¡�º  ��å�±�î�b
�W�c�
 Agent Desktop�
 CAD-BE�
�>�|�g  IP Phone Agent �†'ö#.�M�•�”�É�Ü�£�î�©�Ù�å
�[�M��

�¶�î�Ý�Â�î�\�Ó�½�×�î  �Â�î

�¼�Å�¤�î�©�Ù�å  �¶�Ü�î�V�[�À�î�»�†4E�¥�M�•�\�
�Q�b�À�î�»�b�µ+��_�œ�ƒ�O�Z  Desktop 
Administrator �b�Ó�½�×�î  �Â�î�>�|�g�¶�î�Ý�Â�î�@�š�f�I�€�r�M��

�W 1. Desktop Administrator �b�–�å�±�î�Ç�™�–�«
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Desktop Administrator �b�–�å�±�î�Ç�™�–�«
��7•�_�c�
 /² 2 �_&g�K�S�¶�î�Ý�Â�î  �Î�±�å�b�p�?�}�8�C�X�?�@/²&g�I�€�r�M��

�¼�Å�¤�î�ª�Ù�å  �¶�Ü�î  �Ì�–�å

�e��b�Ì�–�å�[�c���b�|�:�^�Ð�˜�«�ï�8�@�•+��[�M��

� �”�–�¥�å / �”�É�Ü�£�î�©�Ù�å�¡�†�²�È�Ý�¡�Ü�µ�¡�M�•�\�
�¶�Ü�î�@�Ž6ä�I�€�•�r
�S�c�¡�~�S�S�r�€�r�M��

� �É�Û�«0°�•>& +>'�†�¡�Ü�µ�¡�M�•�\�¶�Ü�î�@�Ž6ä�K�r�M��

� �Ð�–�¼�«0°�•>& ->'�†�¡�Ü�µ�¡�M�•�\�¶�Ü�î�@�¡�~�S�S�r�€�r�M��

� �‘�¡�Ü�µ�¡�M�•�\�À�î�»�@�P7V�I�€�r�M>&�M4Š�b�À�î�»�_�P�K�Z�c�G�b�ï�8�†��
/œ�[�A�r�O�‡>' ��

�e��b�Ì�–�å�[�c���b�|�:�^�Ÿ�î�Î�î�»�ï�8�@�•+��[�M���S�T�K�
% $×�b�À�î�»�@4E�¥
�I�€�S"g�Â�_�^�W�Z�8�•�²0[�@�6�~�r�M��

� �V%®�3�Ÿ�î�r�S�c�W%®�3�Ÿ�î�†�²�M�\�
�À�î�»6ë�†&ã�·�M�•�G�\�@�[�A�r�M��

� �e%®�3�Ÿ�î�†�²�M�\�
�¶�Ü�î�@�¡�~�S�S�r�€�r�M��

� �‘%®�3�Ÿ�î�†�²�M�\�
�¶�Ü�î�@�Ž6ä�K�r�M��

/²  2. Desktop Administrator �b�¶�î�Ý�Â�î  �Î�±�å��

�”�–
�¥�å �¡�S 1��Â

�Â�î�ª�Ù�å�_
��

--�8�’�>�|�g�Â�î�ª�Ù�å�_6õ�M�•�_���†/²&g�K�r�M��

�P7V 4E�¥�K�S�á�î�¡�Ç�ß�î  �¢�Ý�î�É�†�P7V�K�r�M��

VoIP�
6�8b /
Ì#Õ�§�î�Å�«
�b�P7V

�¹�•�Þ�¡�º�Ü  �§�î�Å�«�?�}�Y0[�^�§�î�Å�«�†�P7V�K�r�M��

�Ê�Ý�É �Ê�Ý�É  �Ç�“�–�Ý�_�”�¡��«�K�r�M��

�‚0d�8�B �‚�K�8�á�î�¡�Ç�ß�î  �¢�Ý�î�É�†3ã�•�K�r�M��

�É�ß�Ã�¸�• [Unified CCE �b0¿��>& Unified CCE Configuration>' ] �À�î�»
�?�}4E�¥�K�S�§�È�À�î�»�b  URL �†/²&g�K�r�M��

Web �È�Û�˜�¨  �˜�•�å�»�˜�†6ä�A�
�©�«�¥�b  Web �§�–�º�_�”�¡�
�«�K�r�M��
2013 �º  1 �v  16 �¥ 17



Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
/²&g�Ì�–�å�[�b�ï�8

�‘��b�Ì�–�å�_/²&g�I�€�S�”�É�Ü�£�î�©�Ù�å�[�c�
�˜�•�å�»�˜Æ�[�b�ï�8�†/œ�:7•�
�Ð
�˜�«�†�Q#Ý�M�•�æ�ƒ�~�_�©�Ù�î�º�•�µ�º  �Ÿ�î�x  Tab �Ÿ�î�†�Q#Ý�[�A�•�|�:�_�^�W�Z�8�r
�M��"I���b�À�î�»�_4:#Ý�I�€�•�©�Ù�î�º�•�µ�º  �Ÿ�î�_�X�8�Z�c�
�›�À�î�»�b�µ+��_6õ�M
�•8o�[1��Â�K�r�M��
18 2013 �º  1 �v  16 �¥
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Microsoft Windows �b�Ø�î�¨�’7H

Desktop Administrator �b�Ø�î�¨�c�
�Þ�ª�«�º�Ü0¿���†�f�‚�[�A�•�²0[�@�6�•�S�u�

Microsoft Windows XP Professional�
 Microsoft Windows Vista�
�>�|�g  Microsoft 
Windows 7 �É�Û�µ�º�Ç�›�î�Ò�_�P�K�Z'ö#.*…�’7H�r�S�c�Ã�á�î  �Ø�î�¨�’7H�†�â�W�Z�8�•
�G�\�@�²0[�[�M��

�G�€�}�b�Ø�î�¨�’7H�†�”�µ�É�¢�Þ�î�»�M�•�²0[�@�6�•���œ�c�
'ö#.*…�’7H�†�â�X�Ø�î�¨
�T�E�@'ö#.*… PC �b�Ø�î�¨�’7H�†�š�f�[�A�r�M��



Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
�Ã�«�á�î�»�b0¿��

Desktop Administrator �>�|�g  Desktop Presence Administrator �c�]�U�}�v�
�Ã�«
�á�î�»�†�Q#Ý�K�Z�–1¤�M�•�G�\�@�[�A�r�M���8�N�€�?�b�”�É�Ü�£�î�©�Ù�å�_�Ã�«�á�î�»
�†0¿���M�•�\�
�Q�b�Ã�«�á�î�»�@�g�‰�b�”�É�Ü�£�î�©�Ù�å�_4:#Ý�I�€�r�M���¹�Ç�›�Ý�º
�[�c�
�]�U�}�b�”�É�Ü�£�î�©�Ù�å�_�v�Ã�«�á�î�»�c�²0[�6�~�r�O�‡��

Desktop Administrator �†�Ã�«�á�î�»�–1¤�K�^�8���œ�c�
 Desktop Presence 
Administrator �b�Ã�«�á�î�»�†0¿���K�^�8�[�C�T�I�8�� Desktop Presence 
Administrator �b�Ã�«�á�î�»�†�š�f�K�S���œ�c�
�Q�b�‚�K�8�Ã�«�á�î�»�†�Q#Ý�K�S�Ã�«
�á�î�»�–1¤�@  Desktop Administrator �_+¬�·$×�_3ã�•�I�€�r�M��

Desktop Administrator �b�Ã�«�á�î�»�b0¿��

Desktop Administrator �b�Ã�«�á�î�»�b0¿���c�õ�–�[�M���Ã�«�á�î�»�†0¿���K�S���œ�

1=#.�¥�å�±�¡�º  ��å�±�î  �À�î�»�†4E�¥�K�Z�§�È�À�î�»�_�”�¡��«�K�|�:�\�K�S�ì!l�[�

�Ã�«�á�î�»�†°�Š�M�•�|�:�Ó�u�•�É�ß�å�É�º�@/²&g�I�€�r�M��

>&�@>'Desktop Administrator �_0¿���M�•�Ã�«�á�î�»�c�
 Desktop 
Presence Administrator �b�Ã�«�á�î�»�_�v�^�~�r�M��

Desktop Administrator �b�Ã�«�á�î�»�–1¤�†0¿���M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �¼�Å�¤�î�©�Ù�å  �Ì�–�å�[�
 [ �¥�î�Ý  ��å�±�î  1>&Call Center 1>' ] �À�î�»�†4E�¥
�K�r�M��

2. [ ��µ�º�”�µ�É>& Setup>' ] > [ �Ã�«�á�î�»�š�f>& Change Password>' ] �†4E�¥�K
�r�M�� [ 'ö#.*…�Ã�«�á�î�»>& Administrator Password>' ] �²�–�”�ß�¢�Î�µ�¡�«�@
/²&g�I�€�r�M>& �W 2 �†�g!·>' ��

�W 2. [ 'ö#.*…�Ã�«�á�î�»>& Administrator Password>' ] �²�–�”�ß�¢�Î�µ�¡�«
20 2013 �º  1 �v  16 �¥



�Ã�«�á�î�»�b0¿��
3. [ �§�Ã�«�á�î�»>& Old password>' ] �Ç�•�î�Ý�»�c'5$Ñ�b�r�r�_�K�r�M�� [ �‚�Ã�«
�á�î�»>& New password>' ] �Ç�•�î�Ý�»�>�|�g  [ �‚�Ã�«�á�î�»&�1�>& Confirm 
new password>' ] �Ç�•�î�Ý�»�_�Ã�«�á�î�»�†°�Š�K�
 [OK] �†�¡�Ü�µ�¡�K�r�M��
Desktop Administrator �@�Ã�«�á�î�»�–1¤�I�€�r�M���š�fÆ���†�w� �_�M�•�S�u
�_�c�
�”�É�Ü�£�î�©�Ù�å�†Ì2s�·�M�•�²0[�@�6�~�r�M��

>&�@>'�Ã�«�á�î�»�_�c  1 >|  32 �e�Ð�b,e�X�Ð�†�Q#Ý�M�•�²0[�@�6�~�r�M��
�S�T�K�
�±�e�Ð�\�`�e�Ð�c�
�9�I�€�r�M��

Desktop Administrator �b�Ã�«�á�î�»�†�š�f�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �e��b�Ì�–�å�[  [ �¥�î�Ý  ��å�±�î  1>&Call Center 1>' ] �À�î�»�†4E�¥�K�r�M��

2. [ ��µ�º�”�µ�É>& Setup>' ] > [ �Ã�«�á�î�»�š�f>& Change Password>' ] �†4E�¥�K
�r�M�� [ �Ã�«�á�î�»�š�f>& Change Password>' ] �²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€
�r�M>&�W 2>&P.20>' �†�g!·>' ��

3. [ �§�Ã�«�á�î�»>& Old password>' ] �Ç�•�î�Ý�»�_#'�~�Q#Ý�K�Z�8�•�Ã�«�á�î�»�†
°�Š�K�r�M�� [ �‚�Ã�«�á�î�»>& New password>' ] �Ç�•�î�Ý�»�>�|�g  [ �‚�Ã�«�á�î
�»&�1�>& Confirm new password>' ] �Ç�•�î�Ý�»�_�‚�K�8�Ã�«�á�î�»�†°�Š�K�

[OK] �†�¡�Ü�µ�¡�K�r�M�� Desktop Administrator �b�Ã�«�á�î�»�@�š�f�I�€�r�M��
�š�fÆ���†�w� �_�M�•�S�u�_�c�
�”�É�Ü�£�î�©�Ù�å�†Ì2s�·�M�•�²0[�@�6�~�r
�M��

Desktop Administrator �b�Ã�«�á�î�»�–1¤�†�P7V�M�•�_�c�
���b�m8p�†��/œ�K�r�M��
Desktop Administrator �b�Ã�«�á�î�»�–1¤�†�P7V�M�•�\�
 Desktop Presence 
Administrator �b�Ã�«�á�î�»�–1¤�v+¬�·$×�_�P7V�I�€�r�M��

1. �e��b�Ì�–�å�[  [ �¥�î�Ý  ��å�±�î  1>&Call Center 1>' ] �À�î�»�†4E�¥�K�r�M��

2. [ ��µ�º�”�µ�É>& Setup>' ] > [ �Ã�«�á�î�»�š�f>& Change Password>' ] �†4E�¥�K
�r�M�� [ �Ã�«�á�î�»�š�f>& Change Password>' ] �²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€
�r�M>&�W 2>&P.20>' �†�g!·>' ��

3. [ �§�Ã�«�á�î�»>& Old password>' ] �Ç�•�î�Ý�»�_#'�~�Q#Ý�K�Z�8�•�Ã�«�á�î�»�†
°�Š�K�r�M�� [ �‚�Ã�«�á�î�»>& New password>' ] �Ç�•�î�Ý�»�>�|�g  [ �‚�Ã�«�á�î
�»&�1�>& Confirm new password>' ] �Ç�•�î�Ý�»�†'5$Ñ�_�K�
 [OK] �†�¡�Ü�µ�¡�K
�r�M��

4. Desktop Administrator �b�–1¤�†0Ž7V�M�•�?�]�:�?�†&�1��M�•�Ó�µ��î�ª�@/²&g
�I�€�r�M�� [ �c�8>& Yes>' ] �†�¡�Ü�µ�¡�K�r�M�� Desktop Administrator �b�Ã�«
�á�î�»�@�P7V�I�€�r�M���š�fÆ���†�w� �_�M�•�S�u�_�c�
�”�É�Ü�£�î�©�Ù�å�†Ì
2s�·�M�•�²0[�@�6�~�r�M��

�¡�Û�–�”�å�º  �”�É�Ü�£�î�©�Ù�å

���b�”�É�Ü�£�î�©�Ù�å�[�Q#Ý�M�•�Ø�î�¨  ID�
�ß�¢�–�å�¡�
�>�|�g�Ã�«�á�î�»�c  
Unified ICM �['ö#.�I�€�r�M��

� Agent Desktop

� CAD-BE
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Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
� IP Phone �š�î�ª�™�å�º

� Supervisor Desktop

�Ø�î�¨�@�”�É�Ü�£�î�©�Ù�å�†2s�·�M�•�\�
 CTI �§�î�Â�_�|�W�Z�Q�b�Ø�î�¨�b�Ã�«�á�î�»�@
�è0É�I�€�r�M��

Agent Desktop�
 CAD-BE�
�>�|�g  IP Phone Agent #Ý�b�Ø�î�¨  ID�
�ß�¢�–�å�¡�
�>
�|�g�Ã�«�á�î�»

Agent Desktop�
 CAD-BE�
�>�|�g  IP Phone Agent #Ý�b�Ø�î�¨  ID�
�ß�¢�–�å�¡�
�>�|�g
�Ã�«�á�î�»�c  Unified ICM �[0¿���I�€�
 Unified ICM �†�Ó�K�Z�b�s'ö#.�M�•�G�\�@�[�A
�r�M���²0[�[�6�€�d�
 Unified ICM �†�Q#Ý�K�Z�Ø�î�¨�b  Agent Desktop #Ý�Ã�«�á�î�»�†
�š�f�M�•�G�\�@�[�A�r�M��

Supervisor Desktop #Ý�b�Ø�î�¨  ID�
�ß�¢�–�å�¡�
�>�|�g�Ã�«�á�î�»

�›�Ø�î�¨�@�Q#Ý�M�•  Supervisor Desktop #Ý�b�Ø�î�¨  ID �>�|�g�ß�¢�–�å�¡�c�
 Agent 
Desktop #Ý�b�Ø�î�¨  ID �>�|�g�ß�¢�–�å�¡�\� �L�v�b�[�
�Q�b0¿���v  Unified ICM �[/œ
�ƒ�€�r�M��

Supervisor Desktop �b�6�G2s�·�ì�_�c�
�Ã�«�á�î�»�c'5$Ñ�[�M���Ã�«�á�î�»�c�
�«�î
�Ã�î�Â�–�¨�@  Supervisor Desktop Æ4Š�b�Ã�«�á�î�»�š�f�µ+��†�Q#Ý�K�Z�8�B�K�r�M��

Supervisor Desktop #Ý�Ã�«�á�î�»�c  Supervisor Desktop Æ�?�}�š�f�[�A�•�o�?�

Desktop Administrator �b  [ �Ç�(>& Personnel>' ] �À�î�»�?�}�š�f�M�•�G�\�v�[�A�r�M

>&0ò(ý�_�X�8�Z�c�
 �� Cisco CAD Installation Guide���b�� Supervisors���†�g!·�K�Z�C�T
�I�8>' ��
22 2013 �º  1 �v  16 �¥



CAD Configuration Setup �Ø�î�¸�•�Ü�¸�•
CAD Configuration Setup �Ø�î�¸�•�Ü�¸�•

CAD �b�§�î�Å�«�†0¿���M�•�_�c�
 CAD Configuration Setup �Ø�î�¸�•�Ü�¸�•�†�Q#Ý�K�r
�M�� CAD Configuration Setup �c�M4��b�¹�î�±°�Š�˜�•�å�»�˜�?�}�S�B�I�€�Z�8�r�M��
CAD �§�î�Å�«�†�G�–�_�–�å�«�º�î�Ý�K�Z��/œ�M�•�_�c�
�G�b�Ø�î�¸�•�Ü�¸�•�b�M�m�Z�b
�˜�•�å�»�˜�_°�Š�M�•�²0[�@�6�~�r�M��

CAD Configuration Setup �_�c�
�6�‡�Ô�î�»�\�f�‚�Ô�î�»�\�8�:  2 �X�b�Ô�î�»�@�6�~�r
�M���G�b�Ø�î�¸�•�Ü�¸�•�c�
 CAD �§�î�Å�«�b�–�å�«�º�î�Ý)
�¢�‹�
+¬�·$×�_�6�‡�Ô�î�»
�[2s�·�K�r�M���Ø�î�¸�•�Ü�¸�•�†�‹�?�}�f�‚�Ô�î�»�[��/œ�K�
0¿���†�š�f�M�•�G�\�@�[
�A�r�M���Ø�î�¸�•�Ü�¸�•�†�f�‚�Ô�î�»�[��/œ�M�•�_�c�
���b�8�N�€�?�b�‰�2�†�Q#Ý�K�r
�M��

� Desktop Administrator �[�
 [ ��µ�º�”�µ�É>& Setup>' ] > [ �©�«�¸�Ò�b0¿��
>&Configure Systems>' ] �†4E�¥�K�r�M��

� �›  CAD �¥�å�Æ�×�î�±�[�
 C:\Program Files\Cisco\Desktop\bin �Ç�›�Ý�²�_�6
�•  postinstall.exe �†��/œ�K�r�M��

�G�b�Ø�î�¸�•�Ü�¸�•�†��/œ�K�S�\�A�_/²&g�I�€�•�˜�•�å�»�˜�c���b0[�I�_�|�W�Z�š�ƒ�~
�r�M��

� CAD Configuration Setup �@2s�·�I�€�S�Í�«�º  �¥�å�Æ�×�î�±

� CAD Configuration Setup �b��/œ�Ô�î�»

� CAD Configuration Setup �@2s�·�I�€�S�¥�å�Æ�×�î�±�['�>�K�Z�8�•�§�î�Å�«
�x�”�É�Ü�£�î�©�Ù�å

/² 3 �c�
 CAD Configuration Setup �_�µ�r�€�•�M�m�Z�b�˜�•�å�»�˜�b�”�Ý�Ç�“�Ë�µ�º8p
�b�Ü�«�º�[�M���G�b/²�[�c�
�æ���I�€�S�”�É�Ü�£�î�©�Ù�å�r�S�c�§�î�Å�«�†�Í�«�º�M�•
�¥�å�Æ�×�î�±�[  CAD Configuration Setup �@��/œ�I�€�S���œ�_�
�›�˜�•�å�»�˜�@/²&g�I
�€�•�?�]�:�?�†&g�K�r�M��0¿���š�f�@�²0[�^���œ�c�
�G�b/²�†�Q#Ý�K�Z  CAD 
Configuration Setup �†��/œ�M�•�²0[�b�6�•�¥�å�Æ�×�î�±�†�ô���K�r�M��

/²�_�c���b�•�Û�Ò�@�6�~�r�M��

� �˜�•�å�»�˜�b�±�–�º�Ý>8�˜�•�å�»�˜�b�¡�S

� �Ô�î�»>8�˜�•�å�»�˜�@/²&g�I�€�•�Ô�î�»>&�f�‚�
�r�S�c�6�‡�\�f�‚�b�g�‰>'

� �ö�•>8 CAD �b�ö�•�§�î�Å�«�@��/œ�I�€�Z�8�•�¥�å�Æ�×�î�±

� VoIP>8VoIP �Ô�½�± �§�î�Å�«�@��/œ�I�€�Z�8�•�¥�å�Æ�×�î�±

� 6�8b>86�8b�>�|�g)+0£�§�î�Å�«�@��/œ�I�€�Z�8�•�¥�å�Æ�×�î�±

� CAD/CSD>8Agent Desktop �>�|�g  Supervisor Desktop �@��/œ�I�€�Z�8�•�¥�å
�Æ�×�î�±

� CDA>8Desktop Administrator �@��/œ�I�€�Z�8�•�¥�å�Æ�×�î�±
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Ñ

/²  3. CAD Configuration Setup �b�˜�•�å�»�˜

�˜�•�å�»�˜�b�±�–�º�Ý �Ô�î�» �ö�• VoIP
6�
8b

CAD
CSD CDA

�� CAD-BE �§�î�Â>& CAD-BE Servers>'��>&P.29>' Update �Ñ

�� Unified Communications Manager��>&P.31>' �g�‰ �Ñ �Ñ �Ñ

�� Unified CM SOAP AXL �l�b�”�¡��«�m8p�� >&P.33>' �g�‰ �Ñ �Ñ �Ñ

�� CTI OS��>&P.34>' �g�‰ �Ñ �Ñ

�� CTI OS Security Setup>&CTI OS ��Ÿ�×�Ü�¸�•0¿��>' ��
>&P.35>'

�g�‰ �Ñ

�� CTI Server (Unified CM)>&CTI �§�î�Â>& Unified CM>'>'��
>&P.36>'

�g�‰ �Ñ �Ñ

�� ICM Admin Workstation �¹�î�±�Ë�î�«�� >&P.38>' �g�‰ �Ñ

�� ICM Admin Workstation �¹�•�«�º�Ü�Å�×�î�±>& ICM 
Admin Workstation Distributor>'��>&P.40>'

�g�‰ �Ñ

��6�8b�>�|�g)+0£�§�î�Å�«  �¹�î�±�Ë�î�«>& Recording 
and Statistics Service Database>'��>&P.42>'

�g�‰ �Ñ

��00��b0¿��>& Replication Setup>'��>&P.44>' �g�‰ �Ñ

���Â�µ�¡�”�µ�É  �¹�î�±�b�Ÿ–>& Restore Backup Data>'��
>&P.46>'

�g�‰ �Ñ

���§�î�Å�«�b0¿��>& Services Configuration>'��>&P.47>' Update � Ñ � Ñ � Ñ

�� SNMP �b0¿��>& SNMP Configuration>'��>&P.49>' Update � Ñ � Ñ � Ñ

���±�î�Ñ�¼�Ý  �§�î�Å�«>& Terminal Services>'��>&P.51>' �g�‰ �Ñ

�� VoIP �Ô�½�± �§�î�Å�«�� >&P.52>' Update � Ñ � Ñ �
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�6�‡�Ô�î�»�[�b0¿���¹�î�±�b°�Š  
�¹�«�¡�º�µ�É  �§�î�Å�«�b�–�å�«�º�î�Ý�@)
�ƒ�•�\�
 CAD Configuration Setup �@+¬�·$×
�_2s�·�K�
 CAD �¹�•�Þ�¡�º�Ü  �§�î�Å�«  �²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M��

�–�å�«�º�î�Ý�K�S  2 �X�b�ö�•>& Base>'�§�î�Å�«6ë�_�¹�•�Þ�¡�º�Ü  �§�î�Å�«�b00��†0¿
���K�
�¹�•�Þ�¡�º�Ü  �§�î�Å�«�†�µ�u�•�G�\�@�[�A�r�M���G�€�_�c�
�É�Û�–�Ð�Ü  �§�î�Â�_
�ö�•�§�î�Å�«�†�–�å�«�º�î�Ý�K�Z  CAD Configuration Setup �˜�•�å�»�˜�b°�Š�†�ö�¢�K
�Z�?�}�
� �L�8���†��•�å�²�Ü  �§�î�Â�[�v��/œ�K�r�M���Q�b7•�_�
�É�Û�–�Ð�Ü�b�¹�•�Þ
�¡�º�Ü  �§�î�Å�«�b�Í�«�º�\�^�W�Z�8�•�¥�å�Æ�×�î�±�†�æ���K�r�M��

�©�«�¸�Ò�_�¹�•�Þ�¡�º�Ü  �§�î�Å�«�b00��†�µ�r�^�8���œ�c�
�É�Û�–�Ð�Ü�b�ö�•>& Base>'
�§�î�Å�«  �¥�å�Æ�×�î�±�_�b�s0¿���¹�î�±�†°�Š�M�•�m8p�†��/œ�K�r�M��

>&�@>'�¹�•�Þ�¡�º�Ü  �§�î�Å�«�b00��c�
�‹�?�}��/œ�M�•�G�\�v�[�A�r
�M���G�€�_�c�
��•�å�²�Ü�b�ö�•�§�î�Å�«  �¥�å�Æ�×�î�±�[  CAD 
Configuration Setup �†�f�‚�Ô�î�»�[��/œ�K�
 [ 00��b0¿��

>&Replication Setup>' ] �˜�•�å�»�˜�_�_���†°�Š�K�r�M��

�©�å�¢�Ý  �§�î�Â�r�S�c00��©�«�¸�Ò�b�É�Û�–�Ð�Ü  �§�î�Â�b0¿��

�©�å�¢�Ý  �§�î�Â  �©�«�¸�Ò�r�S�c00��©�«�¸�Ò�b�É�Û�–�Ð�Ü  �§�î�Â�[  CAD Configuration 
Setup �†�6�‡�Ô�î�»�[��/œ�M�•���œ�c�
���b�m8p�†��/œ�K�r�M��

�É�Û�–�Ð�Ü�b�ö�•>& Base>'�§�î�Å�«  �¥�å�Æ�×�î�±�_�6�‡�Ô�î�»�[0¿���¹�î�±�†°�Š�M�•�_
�c�
���b�m8p�†��/œ�K�r�M��

1. Configuration Setup �@+¬�·$×�_2s�·�K�
 CAD �¹�•�Þ�¡�º�Ü  �§�î�Å�«  �²�–�”�ß
�¢�Î�µ�¡�«�@/²&g�I�€�r�M  >&�W 3>'��

2. �É�Û�–�Ð�Ü  �¹�•�Þ�¡�º�Ü  �§�î�Å�«�b  IP �”�»�Þ�«�†°�Š�K�
 [OK] �†�¡�Ü�µ�¡�K
�r�M��

�W 3. CAD �¹�•�Þ�¡�º�Ü  �§�î�Å�«  �²�–�”�ß�¢�Î�µ�¡�«
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3. Configuration Setup �@ Unified System Contact Center>&Unified SCC>'#”�C
�[�–�å�«�º�î�Ý�I�€�Z�8�^�8�G�\�@�è���I�€�•�\�
�²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I
�€�
 Unified SCC �b�–�å�«�º�î�Ý�[�6�•�?�]�:�?�†�æ���M�•�|�:�_�Ó�u�}�€�r
�M��

� [ �c�8>& Yes>' ] �\�Â'Å�M�•�\�
�¹�Ç�›�Ý�º�b�Ì�Ü�Ç�™�Û�Ý  ID �@ 1000 �_0¿
���I�€�
�š�î�ª�™�å�º�\�«�î�Ã�î�Â�–�¨�b�ß�¢�–�å  �œ�É�©�Ù�å�c�¡�S�_�|
�•�ß�¢�–�å�b�s>&�ß�¢�–�å  ID �_�|�•�ß�¢�–�å�c!“� >'�_�^�~�r�M��

� [ �8�8�<>& No>' ] �\�Â'Å�M�•�\�
�Ì�Ü�Ç�™�Û�Ý  ID �c  5000 �_0¿���I�€�
�š�î
�ª�™�å�º�\�«�î�Ã�î�Â�–�¨�c�ß�¢�–�å�¡�r�S�c�ß�¢�–�å  ID �[�ß�¢�–�å�•+�
�_�^�~�r�M���G�b�œ�É�©�Ù�å�c�
�‹�?�}  Desktop Administrator �[0¿���K
�r�M��

Unified Communications Manager �À�î�»�@4E�¥�I�€�S"g�Â�[�
 Configuration 
Setup �¶�î�Ý�@/²&g�I�€�r�M��

4. �›�˜�•�å�»�˜�b�Ç�•�î�Ý�»�_°�Š�K�r�M���¶�î�Ý�Â�î�b�‘%®�3�†�Q#Ý�K�Z�
���b
�˜�•�å�»�˜�_4�s�r�M��

� �²8r�_���b°�Š�@�M�m�Z)
�ƒ�}�^�8�\�
›�_�c4�u�r�O�‡��

� �˜�•�å�»�˜�†�\�d�M�G�\�c�[�A�r�O�‡��

� �S�b�˜�•�å�»�˜�_�8�X�[�v�`�•�G�\�@�[�A�r�M��

� �M�m�Z�b�˜�•�å�»�˜�b°�Š�@)
�ƒ�•�\�
 [ �–�Ñ>&Save>' ] �Î�±�å�@�Q#Ý�•+�
�_�^�~�r�M��

5. �¶�î�Ý�b�M�m�Z�b�˜�•�å�»�˜�b°�Š�@�ö�¢�K�S�}�
�¶�î�Ý�Â�î�b  [ �–�Ñ>&Save>'
] �†�¡�Ü�µ�¡�M�•�?�
 [ �Ç�“�–�Ý>& File>' ]�
 [ �–�Ñ>&Save>' ] �b8p�_4E�¥�K�r�M��

�¹�î�±�@�G�–�_�–�Ñ�I�€�•�\�
�É�ß�¢�Û�Ò�c+¬�·$×�_)
�¢�K�r�M��

>&�@>'�–�Ñ�É�ß��«�_�c�X�(�?�?�•���œ�@�6�~�r�M��

00��©�«�¸�Ò�b��•�å�²�Ü  �§�î�Â�b0¿��

00��©�«�¸�Ò�b��•�å�²�Ü  �§�î�Â�[  CAD Configuration Setup �†�6�‡�Ô�î�»�[��/œ�M�•
���œ�c�
���b�m8p�†��/œ�K�r�M��

��•�å�²�Ü�b�ö�•>& Base>'�§�î�Å�«  �¥�å�Æ�×�î�±�_�6�‡�Ô�î�»�[0¿���¹�î�±�†°�Š�M�•�_
�c�
���b�m8p�†��/œ�K�r�M��

1. Configuration Setup �@+¬�·$×�_2s�·�K�
 CAD �¹�•�Þ�¡�º�Ü  �§�î�Å�«  �²�–�”�ß
�¢�Î�µ�¡�«�@/²&g�I�€�r�M  >&�W 3>&P.25>'>'��

2. �É�Û�–�Ð�Ü  �¹�•�Þ�¡�º�Ü  �§�î�Å�«�b  IP �”�»�Þ�«�†°�Š�K�
 [OK] �†�¡�Ü�µ�¡�K
�r�M���²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�
�¹�•�Þ�¡�º�Ü  �§�î�Å�«�b00��†0¿���M
�•�?�]�:�?�†�S�N�a�}�€�r�M��
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3. [ �c�8>& Yes>' ] �†�¡�Ü�µ�¡�K�r�M����•�å�²�Ü  �¹�•�Þ�¡�º�Ü  �§�î�Å�«  �²�–�”�ß
�¢�Î�µ�¡�«�@/²&g�I�€�r�M>& �W 4>'��

4. ��•�å�²�Ü  �¹�•�Þ�¡�º�Ü  �§�î�Å�«�b  IP �”�»�Þ�«�†°�Š�K�
 [OK] �†�¡�Ü�µ�¡�K
�r�M��&�1��b�²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�
�É�Û�–�Ð�Ü�\��•�å�²�Ü�b  IP �”
�»�Þ�«�@�G�K�8�?�]�:�?�†�æ&g�M�•�|�:�_�Ó�u�}�€�r�M��

5. [ �c�8>& Yes>' ] �†�¡�Ü�µ�¡�K�Z00��†0¿���K�r�M��00��@�ö�¢�M�•�\�
 Unified 
CM �@4E�¥�I�€�S"g�Â�[  CAD Configuration Setup �@2s�·�K�r�M��

6. �›�˜�•�å�»�˜�b�Ç�•�î�Ý�»�_°�Š�K�r�M���¶�î�Ý�Â�î�b�‘%®�3�†�Q#Ý�K�Z�
���b
�˜�•�å�»�˜�_4�s�r�M��

� �²8r�_���b°�Š�@�M�m�Z)
�ƒ�}�^�8�\�
›�_�c4�u�r�O�‡��

� �˜�•�å�»�˜�†�\�d�M�G�\�c�[�A�r�O�‡��

� �S�b�˜�•�å�»�˜�_�8�X�[�v�`�•�G�\�@�[�A�r�M��

� �M�m�Z�b�˜�•�å�»�˜�b°�Š�@)
�ƒ�•�\�
 [ �–�Ñ>&Save>' ] �Î�±�å�@�Q#Ý�•+�
�_�^�~�r�M��

7. �¶�î�Ý�b�M�m�Z�b�˜�•�å�»�˜�b°�Š�@�ö�¢�K�S�}�
�¶�î�Ý�Â�î�b  [ �–�Ñ>&Save>'
] �†�¡�Ü�µ�¡�M�•�?�
 [ �Ç�“�–�Ý>& File>' ]�
 [ �–�Ñ>&Save>' ] �b8p�_4E�¥�K�r�M��
�¹�î�±�@�G�–�_�–�Ñ�I�€�•�\�
�É�ß�¢�Û�Ò�c+¬�·$×�_)
�¢�K�r�M��

>&�@>'�–�Ñ�É�ß��«�_�c�X�(�?�?�•���œ�@�6�~�r�M��

�W 4. ��•�å�²�Ü  �¹�•�Þ�¡�º�Ü  �§�î�Å�«  �²�–�”�ß�¢�Î�µ�¡�«
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�f�‚�Ô�î�»�[�b0¿���¹�î�±�b°�Š  

CAD �b0¿���†�š�f�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. CAD Configuration Setup �†2s�·�K�r�M�� CAD Configuration Setup �@2s�·�K�

CAD �¹�•�Þ�¡�º�Ü  �§�î�Å�«  �²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M>& �W 5>'��

� Desktop Administrator �[�
�e��b�Ì�–�å�?�}1=#.�¥�å�±�¡�º  ��å�±�î  
�À�î�»�†4E�¥�K�
���_�Ó�½�×�î  �Â�î�?�}  [ ��µ�º�”�µ�É>& Setup>' ] > [ �©�«
�¸�Ò�b0¿��>& Configure Systems>' ] �†4E�¥�K�r�M��

� �9�b  CAD �Í�«�º  �¥�å�Æ�×�î�±�[�
 ...\Program Files\Cisco\Desktop\bin 
�Ç�›�Ý�²�_&ã�·�K�
 postinstall.exe �†�²�È�Ý�¡�Ü�µ�¡�K�r�M��

2. �¹�•�Þ�¡�º�Ü  �§�î�Å�«�b�É�Û�–�Ð�Ü>&�>�|�g�œ�É�©�Ù�å�b��•�å�²�Ü>' IP �”�»
�Þ�«�@�G�K�8�G�\�†&�1��K�
 [OK] �†�¡�Ü�µ�¡�K�r�M�� Unified CM �À�î�»�@4E�¥
�I�€�S"g�Â�[  CAD Configuration Setup �@2s�·�K�r�M��

>&�@>'�e��\�‘��b�Ì�–�å�†�)�~�p�<�•�_�c�
 F6 �†�Q#Ý�K�r�M���e��b
�Ì�–�å�[�b�V�W�b&ã�·�_�c�
���>�|�g���†�Q#Ý�K�r�M��

3. �e��b�Ì�–�å�[�
�š�f�M�•�À�î�»�†4E�¥�K�r�M���‘��b�Ì�–�å�[�‚�K�8�¹�î�±�†
°�Š�K�Z�
 [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡�K�r�M��

� �À�î�»�c�õ�–�b8p$��[/²&g�[�A�r�M��

� �À�î�»�[�š�f�†/œ�W�S���œ�c�
�9�b�À�î�»�_&ã�·�M�•�S�_�
 [ 4:#Ý>&Apply>'
] �†�¡�Ü�µ�¡�K�Z�š�fÆ���†�–�Ñ�M�•�²0[�@�6�~�r�M��

4. �š�f�@)
�ƒ�W�S�}�
 [ �Ç�“�–�Ý>& File>' ] > [ )
�¢>& Exit>' ] �†4E�¥�M�•�?�
 [ 6â�L
�•>& Close>' ] �†�¡�Ü�µ�¡�K�r�M�� CAD Configuration Setup �@)
�¢�K�r�M��

5. CAD �§�î�Å�«�\�M�m�Z�b�¹�«�¡�º�µ�É�†Ì2s�·�M�•�\�
�š�f�@�w� �_�^�~�r�M��

�W 5. CAD �¹�•�Þ�¡�º�Ü  �§�î�Å�«  �²�–�”�ß�¢�Î�µ�¡�«
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CAD Configuration Setup �b�˜�•�å�»�˜

�G�G�[�c�
 CAD Configuration Setup �b�˜�•�å�»�˜�†�”�Ý�Ç�“�Ë�µ�º8p�_1��Â�K�r�M��

CAD-BE �§�î�Â>& CAD-BE Servers>'

[CAD-BE �§�î�Â>& CAD-BE Servers>' ] �˜�•�å�»�˜�c�f�‚�Ô�î�»�ì�_�b�s/²&g�I�€�r�M��

[ �É�Û�–�Ð�Ü>&Primary>' ] �b  [ ���d>& Location>' ] �Ç�•�î�Ý�»�_�
 CAD �ö�•>& Base>'
�§�î�Å�«  �§�î�Â�b�Í�«�º�¡�r�S�c  IP �”�»�Þ�«�†°�Š�K�r�M���G�b�§�î�Â�_�c�
 CAD-BE 
�b��/œ�_�²0[�^  Tomcat �@�–�å�«�º�î�Ý�I�€�Z�8�r�M��

�M4Š�b�š�î�ª�™�å�º�@�Ç�“�–�”�˜�›�î�Ý�b�¥��_�6�•���œ�c�
�G�€�}�b�§�î�Â�_�P�Â�M
�•�¥4Š�Í�«�º�¡�r�S�c  IP �”�»�Þ�«�†�Q#Ý�K�r�M���M�m�Z�b�š�î�ª�™�å�º�@�Ç�“�–�”
�˜�›�î�ÝÆ�_�Ñ�~�M�•���œ�c�
Æ4Š�Í�«�º�¡�r�S�c  IP �”�»�Þ�«�†�Q#Ý�K�r�M��

�W 6. CAD-BE �§�î�Â>& CAD-BE Servers>'
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CAD �b�ö�•>& Base>'�§�î�Å�«�_  2 �X�u�b�§�î�Â�†�Q#Ý�K�
�§�î�Â6ë�_00��†0¿���K�Z
�8�•���œ�c�
 2 �X�u�b�§�î�Â�b���d�†  [ ��•�å�²�Ü>& Secondary>' ] �b  [ ���d

>&Location>' ] �Ç�•�î�Ý�»�_°�Š�K�r�M��

>&�@>'�6�‡�Ô�î�»�[00��@&�'g�I�€�Z�8�•���œ�c�
 [ ��•�å�²�Ü
>&Secondary>' ] �b  [ ���d>& Location>' ] �Ç�•�î�Ý�»�_+¬�·$×�_�¹�î�±�@
°�Š�I�€�r�M��

>&�@>'[ ��•�å�²�Ü>& Secondary>' ] �b  [ ���d>& Location>' ] �Ç�•�î�Ý�»
�c�
 2 �X�u�b  CAD �ö�•>& Base>'�§�î�Å�«  �§�î�Â�†0¿���K�Z00��†&�'g
�M�•�r�[�w� �_�^�~�r�O�‡��
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Unified Communications Manager

[Unified Communications Manager] �˜�•�å�»�˜�_�c  [ �Ã�È�Ü�µ�©�Õ>&Publisher>' ] �\  [
�§�È�«�¡�Û�–�Â>& Subscribers>' ] �b  2 �X�b��¡�©�Ù�å�@�6�~�r�M�� Unified CM �§�î�Â
�@ 1 �X�b�s�b���œ�c�
 [ �Ã�È�Ü�µ�©�Õ>&Publisher>' ] ��¡�©�Ù�å�_°�Š�K�
 [ �§�È�«�¡�Û
�–�Â>&Subscribers>' ] ��¡�©�Ù�å�c�È�Û�å�¡�b�r�r�_�K�r�M�� Unified CM �¡�Û�«�±�b��
�œ�c�
 1 �X�b�Ã�È�Ü�µ�©�Õ  Unified CM �§�î�Â�\  1 �X�è�V�b�§�È�«�¡�Û�–�Â  Unified CM 
�§�î�Â�[�S�B�I�€�Z�8�•�S�u�
�g�‰�b��¡�©�Ù�å�_°�Š�K�r�M��

[ �Ã�È�Ü�µ�©�Õ>&Publisher>' ] ��¡�©�Ù�å�[�c�
 [ �Í�«�º�¡>& Hostname>' ] �r�S�c  [IP �”
�»�Þ�«>& IP Address>' ] �†4E�¥�K�r�M���Q�b�‹�
 Unified CM �§�î�Â>& Unified CM �¡�Û�«
�±�b���œ�c�Ã�È�Ü�µ�©�Õ  Unified CM>'�b���d�†°�Š�K�r�M��

Unified CM �¡�Û�«�±�b���œ�c�
 [ �§�È�«�¡�Û�–�Â>& Subscribers>' ] ��¡�©�Ù�å�_�M�m�Z
�b�§�È�«�¡�Û�–�Â  Unified CM �§�î�Â�b���d�†3ã�•�K�r�M���§�È�«�¡�Û�–�Â�b���d�†3ã�•
�M�•�_�c�
 [ 3ã�•>&Add>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �Í�«�º�b3ã�• / )…7Ÿ>&Add/Edit Host>' ] 

�W 7. Unified Communications Manager
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�²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M�����b�8�N�€�?�b�‰�2�[�§�È�«�¡�Û�–�Â  Unified CM 
�§�î�Â�b���d�†°�Š�K�
 [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡�K�r�M��

� [ �Í�«�º�¡>& Hostname>' ] �†4E�¥�K�Z�?�}�
�§�È�«�¡�Û�–�Â  Unified CM �§�î�Â
�b�Í�«�º�¡�†°�Š�K�r�M��

� [ �Í�«�º�¡>& Hostname>' ] �†4E�¥�K�Z�?�}�
�»�ß�µ�É�²�˜�å  �Ü�«�º�[�§�È�«�¡
�Û�–�Â  Unified CM �§�î�Â�b�Í�«�º�¡�†4E�¥�K�r�M��

� [IP �”�»�Þ�«>& IP Address>' ] �†4E�¥�K�Z�?�}�
�§�È�«�¡�Û�–�Â  Unified CM �§�î
�Â�b  IP �”�»�Þ�«�†°�Š�K�r�M��

>&�@>'�6�‡0¿���‹�_�G�€�}�b0¿���†�š�f�M�•���œ�
 Sync �§�î�Å�«�>�|�g  
VoIP �Ô�½�± �§�î�Å�«�†Ì2s�·�K�
�š�f�@�G�K�C$Ï6��I�€�S�G�\�†&�1�
�K�Z�C�T�I�8��
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Unified CM SOAP AXL �l�b�”�¡��«�m8p

�Ã�È�Ü�µ�©�Õ  Unified CM �b'ö#.�µ+��@  Unified CM SOAP AXL>&Simple Object Access 
Protocol Administrative XML Layer>'�_�”�¡��«�M�•7•�_�Q#Ý�M�•�ß�¢�–�å  ID �>�|�g�Ã
�«�á�î�»�†°�Š�K�r�M���ß�¢�–�å  ID �\�Ã�«�á�î�»�c�
�Ã�È�Ü�µ�©�Õ  Unified CM �l�b�”
�¡��«�_�Q#Ý�M�•�v�b�\� �L�[�M���»�ß�µ�É�²�˜�å  �Ü�«�º�?�}  Unified CM �b�Â�î�ª�Ù
�å�†4E�¥�K�r�M��

>&�@>'�6�‡0¿���‹�_�G�€�}�b0¿���†�š�f�M�•���œ�
 Sync �§�î�Å�«�>�|�g  
VoIP �Ô�½�± �§�î�Å�«�†Ì2s�·�K�
�š�f�@�G�K�C$Ï6��I�€�S�G�\�†&�1�
�K�Z�C�T�I�8��

�W 8. Unified CM SOAP AXL �l�b�”�¡��«�m8p
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CTI OS

CTI OS>&Computer Telephony Integration Object Server>'�b�Í�«�º�¡�r�S�c  IP �”�»�Þ
�«�
�>�|�g�Ï�î�º$��•�†°�Š�K�r�M��

� CTI OS �@ 1 �X�b�s�b���œ�c�
 [CTI OS A] ��¡�©�Ù�å�_�_���†°�Š�K�r�M��

� �¹�×�É�Þ�µ�¡�«#”�C�[Õ6×  CTI OS �v�Q#Ý�M�•���œ�c�
 [CTI OS B] ��¡�©�Ù�å�_
Õ6× CTI OS �b���d�†°�Š�K�r�M��

CAD Configuration Setup �†�f�‚�Ô�î�»�[��/œ�M�•���œ�c�
 �� CTI OS ��Ÿ�×�Ü�¸�•0¿��
�c�w� �[�M�?>& Is the CTI OS Security Setting Enabled>'���\�8�:2A�e�@/²&g�I�€�r�M�� [
�c�8>& Yes>' ] �r�S�c  [ �8�8�<>& No>' ] �†4E�¥�K�r�M�� [ �c�8>& Yes>' ] �†4E�¥�M�•���œ�c�

CTI OS �§�î�Â�[  CTI OS �b��Ÿ�×�Ü�¸�•�@�w� �_�^�W�Z�8�•�G�\�†&�1��K�Z�C�T�I�8��

�� Cisco CAD Installation Guide���b�� CTI OS ��Ÿ�×�Ü�¸�•0¿��>& Setting Up CTI OS 
Security>'���b�m8p�†��/œ�K�r�M��

>&�@>'CAD Configuration Setup �†>&�–�å�«�º�î�Ý%$�‹�_>'�6�‡�Ô�î�»
�[��/œ�M�•���œ�_�c�
�G�b2A�e�c/²&g�I�€�r�O�‡��

�W 9. CTI OS
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CTI OS Security Setup>&CTI OS ��Ÿ�×�Ü�¸�•0¿��>'

[ 2s�·>&Launch>' ] �†�¡�Ü�µ�¡�K�Z  CTI OS ��Ÿ�×�Ü�¸�•  ��µ�º�”�µ�É  �–�å�«�º�î�Ý  �É
�ß�¢�Û�Ò�†2s�·�K�
 PC �_  CTI OS ��Ÿ�×�Ü�¸�•  �¡�Û�–�”�å�º�†�–�å�«�º�î�Ý�K�r�M��

�G�b�˜�•�å�»�˜�c�
�©�«�¸�Ò�[  CTI OS ��Ÿ�×�Ü�¸�•�@�–�¿�î�È�Ý�_�^�W�Z�8�•���œ�_�b
�s/²&g�I�€�r�M��0ò(ý�_�X�8�Z�c�
 �� Cisco CAD Installation Guide���b�� CTI OS ��Ÿ�×
�Ü�¸�•0¿��>& Setting Up CTI OS Security>'���†�g!·�K�Z�C�T�I�8��

�W 10. CTI OS Security Setup>&CTI OS ��Ÿ�×�Ü�¸�•0¿��>'
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CTI Server (Unified CM)>&CTI �§�î�Â>& Unified CM>'>'

CM �r�S�c  Unified CM �¡�Û�«�±�_6õ4��Ü�E�}�€�S  Unified ICM CTI �§�î�Â�b�Í�«�º�¡�r
�S�c  IP �”�»�Þ�«�
�Ï�î�º$��•�
�>�|�g�Ì�Ü�Ç�™�Û�Ý  ID �†°�Š�K�r�M��

� CTI �§�î�Â�@  Unified ICM �_�Í�«�º�¡�[°�Š�I�€�Z�8�•���œ�c�
�Í�«�º�¡�†°�Š
�K�r�M�� IP �”�»�Þ�«�[°�Š�I�€�Z�8�•���œ�c�
 IP �”�»�Þ�«�†°�Š�K�r�M��
Unified ICM �\  Configuration Setup �_�Í�«�º�¡�\  IP �”�»�Þ�«�@�ã�~�K�Z�8�•
�\�
�¹�«�¡�º�µ�É  �”�É�Ü�£�î�©�Ù�å�[�š�å�±�î�É�Û�–�¬  �¹�î�±�b/²&g�_�»�K�M
�•���œ�@�6�~�r�M��

� Unified ICM CTI �§�î�Â�@  1 �X�b�s�b���œ�c�
 [ �§�–�»  A>&Side A>' ] ��¡�©�Ù�å
�_°�Š�K�r�M��

� �¹�×�É�Þ�µ�¡�«#”�C�[Õ6×  Unified ICM CTI �§�î�Â�v�Q#Ý�M�•���œ�c�
 [ �§�–�»  
B>&Side B>' ] ��¡�©�Ù�å�_Õ6×  Unified ICM CTI �§�î�Â�b���d�†°�Š�K�r�M��

�W 11. CTI Server (Unified CM)>&CTI �§�î�Â>& Unified CM>'>'
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� �Ì�Ü�Ç�™�Û�Ý  ID �c�
�š�î�ª�™�å�º�x�«�Ÿ�Ý�^�]�b�_���†�Ç�•�Ý�±�M�•�S�u�_
�§�î�Å�«�_�|�W�Z�Q#Ý�I�€�r�M���Ì�Ü�Ç�™�Û�Ý  ID �c�
 Unified ICM 
Configuration Manager �b  PG Explorer �†�Q#Ý�K�Z&�1��[�A�r�M��

>&�@>'�Ì�Ü�Ç�™�Û�Ý  ID �†�š�f�M�•���œ�c�
 Sync �§�î�Å�«�
�š�å�±�î�É
�Û�–�¬  �§�î�Å�«�
�>�|�g  BIPPA �§�î�Å�«�†Ì2s�·�K�
�š�f�@�G�K�C$Ï
6��I�€�S�G�\�†&�1��K�Z�C�T�I�8��

>&�@>'Unified SCC �†��/œ�K�Z�8�•���œ�_�Ì�Ü�Ç�™�Û�Ý  ID �†�š�f�M�•
�\�
�©�«�¸�Ò�@�·�8�K�^�C�^�~�r�M��
2013 �º  1 �v  16 �¥ 37
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ICM Admin Workstation �¹�î�±�Ë�î�«

ICM Admin Workstation �¹�î�±�Ë�î�«�b���d�c�
 [ICM Admin Workstation �¹�•�«�º�Ü
�Å�×�î�±>& ICM Admin Workstation Distributor>' ] �˜�•�å�»�˜�[°�Š�K�SÆ���_�ö�Y�8
�Z+¬�·$×�_0¿���I�€�r�M��

�¹�î�±�Ë�î�«  �±�–�É�\�K�Z  SQL �r�S�c  NT �†4E�¥�K�
�–�å�«�±�å�«�¡�\�Ø�î�¨�b�ß�¢�–
�å ID �>�|�g�Ã�«�á�î�»�†°�Š�K�r�M���Ø�î�¨�c  ICM Admin Workstation �¹�î�±�Ë�î�«
�b1��s�v�~�’7H�†�â�X�²0[�@�6�~�r�M��

� NT �†4E�¥�M�•���œ�
�Ø�î�¨�c  ICM Admin Workstation �¥�å�Æ�×�î�±�_�”�•�˜
�å�º�†�â�X�²0[�@�6�~�r�M���ß�¢�–�å  ID �_�c�
 < �»�Ó�–�å >\< �Ø�î�¨�¡ > �r�S
�c  .\< �Ø�î�¨�¡ > �b�g�'�†�Q#Ý�K�r�M��

�K)F�±�–�É�\�K�Z  TCP/IP �r�S�c�¡�S�X�A�Ã�–�É�†4E�¥�K�r�M��

� TCP/IP �b���œ�c�
�¹�î�±�Ë�î�«�l�b�K)F�_�Q#Ý�M�•�Ï�î�º$��•�†°�Š�K�r�M��

�W 12. ICM Admin Workstation �¹�î�±�Ë�î�«
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� �¡�S�X�A�Ã�–�É�b���œ�c�
 [ �Ï�î�º>& Port>'] �Ç�•�î�Ý�»�_  \\< �Ã�« > �b�g�'�[¹
�w�Ã�«�†°�Š�K�r�M��

>&�@>'�6�‡0¿���‹�_�G�€�}�b0¿���†�š�f�M�•���œ�
�›6�8b�>�|�g)+0£
�§�î�Å�«�
�>�|�g  Sync �§�î�Å�«�†Ì2s�·�K�
�š�f�@�G�K�C$Ï6��I�€�S
�G�\�†&�1��K�Z�C�T�I�8��
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ICM Admin Workstation �¹�•�«�º�Ü�Å�×�î�±>& ICM Admin Workstation 
Distributor>'

ICM Admin Workstation>&AW>' Distributor �b�Í�«�º�¡�r�S�c  IP �”�»�Þ�«�†°�Š�K�r
�M��

� ICM AW Distributor �@ 1 �X�b�s�b���œ�c�
 [ �É�Û�–�Ð�Ü>&Primary>'] ��¡�©�Ù�å
�b�s�_°�Š�K�r�M��

� ��•�å�²�Ü  ICM AW Distributor �†�Q#Ý�M�•���œ�c�
 [ ��•�å�²�Ü>& Secondary>'
] ��¡�©�Ù�å�_�Q�b���d�†°�Š�K�r�M��

>&�@>'�6�‡0¿���‹�_�]�U�}�?�M�‰�[�v���d�†�š�f�M�•���œ�
�›6�8b�>�|
�g)+0£�§�î�Å�«�
�>�|�g  Sync �§�î�Å�«�†Ì2s�·�K�
�š�f�@�G�K�C$Ï6�
�I�€�S�G�\�†&�1��K�Z�C�T�I�8��

�W 13. ICM Admin Workstation �¹�•�«�º�Ü�Å�×�î�±>& ICM Admin Workstation Distributor>'
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[ �²�–�¼�Ñ�µ�¡  �Ü�«�Ÿ�Ý>&Dynamic Reskilling>' ] ��¡�©�Ù�å�>�|�g  [Cisco Unified 
System Contact Center #”�C>&Cisco Unified System Contact Center Environment>' ] 
��¡�©�Ù�å�@/²&g�I�€�•�b�c  CAD Configuration Setup �†�f�‚�Ô�î�»�[��/œ�K�Z�8�•��
�œ�T�E�[�M��

[ �²�–�¼�Ñ�µ�¡  �Ü�«�Ÿ�Ý>&Dynamic Reskilling>' ] ��¡�©�Ù�å�[�
 [ �w� >& Enabled>' ] 
�³�™�µ�¡�Î�µ�¡�«�†�œ�å�_�K�r�M���G�€�_�|�~�
�«�î�Ã�î�Â�–�¨�c  Unified Contact 
Center Enterprise Web Administration Agent Re-skilling �¶�î�Ý�†�Q#Ý�K�Z�
�³�î�Ò�b
�š�î�ª�™�å�º�b�«�Ÿ�Ý�†�·$×�_�š�f�[�A�•�|�:�_�^�~�r�M���G�b�¶�î�Ý�c  Web �Ë�î�«�b
�”�É�Ü�£�î�©�Ù�å�[�M���¶�î�Ý�@��Ÿ�×�”  �§�î�Â�_�Ñ�~�K�
��Ÿ�×�”  �¯�£�µ�º  URL

>&https>'�@�²0[�^���œ�c�
 [ ��Ÿ�×�Ü�¸�•�–1¤�I�€�S�¡�Û�–�”�å�º�K)F>& Secured client 
connection>' ] �³�™�µ�¡�Î�µ�¡�«�†�œ�å�_�K�r�M���G�b�Î�µ�¡�«�†�œ�Ç�_�K�Z�8�•�\�

URL �_�c  http �É�Þ�Ç�•�µ�¡�«�@�Q#Ý�I�€�r�M��

[Cisco Unified System Contact Center #”�C>&Cisco Unified System Contact Center 
Environment>' ] ��¡�©�Ù�å�[�
 [ �c�8>& Yes>' ] �r�S�c  [ �8�8�<>& No>' ] �†4E�¥�K�

Unified System Contact Center>&SCC>'#”�C�[0¿���†��/œ�M�•�?�]�:�?�†�æ���K�r�M��

>&�@>'CAD Configuration Setup �@ Unified SCC #”�C�[�–�å�«�º�î�Ý�I
�€�Z�8�^�8�G�\�@�è���I�€�•�\�
�6�‡�Ô�î�»�ì�_�²�–�”�ß�¢�Î�µ�¡�«�@
/²&g�I�€�
 Unified SCC #”�C�[�6�•�?�]�:�?�†�æ&g�M�•�|�:�_�Ó�u�}�€
�r�M��
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6�8b�>�|�g)+0£�§�î�Å�«  �¹�î�±�Ë�î�«>& Recording and Statistics Service 
Database>'

�G�b�˜�•�å�»�˜�c�
�6�‡�Ô�î�»�\�f�‚�Ô�î�»�b�]�U�}�[�v/²&g�I�€�r�M��00��©�«�¸�Ò
�b��•�å�²�Ü  �§�î�Â�[  CAD Configuration Setup �†��/œ�M�•���œ�c�
�M�[�_�É�Û�–�Ð�Ü  
�©�«�¸�Ò�_�_���@°�Š�I�€�Z�8�•�S�u�
�G�b�˜�•�å�»�˜�c/²&g�I�€�r�O�‡��

>&�@>'�6�‡0¿���‹�_�G�€�}�b0¿���†�š�f�M�•���œ�
�›6�8b�>�|�g)+0£
�§�î�Å�«�†Ì2s�·�K�
�š�f�@�G�K�C$Ï6��I�€�S�G�\�†&�1��K�Z�C�T�I
�8��

6�8b�>�|�g)+0£�§�î�Å�«�b�¹�î�±�Ë�î�«�b0¿���‰�2�†4E�¥�K�r�M��

� 1 �X�b�§�î�Å�«�r�S�c00�#”�C�b�É�Û�–�Ð�Ü  �§�î�Å�«�†�–�å�«�º�î�Ý�M�•���œ
�c�
 [ �È�Û�å�¡  �¹�î�±�Ë�î�«>& Blank Database>' ]>&�¹�Ç�›�Ý�º>'�†4E�¥�K�r
�M���G�b�œ�É�©�Ù�å�†4E�¥�M�•�\�
�¹�î�±�Ë�î�«�b�«�Ÿ�î�Ð�@�8�B�I�€�r�M��

�è�S�_�Â�µ�¡�”�µ�É�K�S�¹�î�±�Ë�î�«�?�}�Ÿ–�†/œ�:���œ�c�
 [ �Ç�“�–�Ý�?�}�Ÿ
–>&Restore From>' ] �†4E�¥�K�r�M��00�#”�C�[  CAD �†��/œ�M�•�\�
�Ó�µ��î
�ª�@/²&g�I�€�
�¹�î�±�b�Ÿ–�S�_00��†�©�Õ�µ�º�²�˜�å�M�•�²0[�@�6�•�G�\�@&g
�I�€�r�M���²�–�”�ß�¢�Î�µ�¡�«�†6â�L�S�}�
 [ �g!·>& Browse>' ] �†�¡�Ü�µ�¡�K
�Z�
 BackupDB �>�|�g  CDBRTool �Ø�î�¸�•�Ü�¸�•�†�Q#Ý�K�Z�8�B�I�€�S�Â�µ�¡
�”�µ�É  �¹�î�±�Ë�î�«�b���d�r�[&ã�·�K�r�M�����b�˜�•�å�»�˜�_4�t�\�
�Ó�µ
��î�ª�@/²&g�I�€�
�Ÿ–�‹�_00��†Ì&�'g�M�•�²0[�@�6�•�G�\�@&g�I�€�r�M��0ò
(ý�_�X�8�Z�c�
 �� Cisco CAD Installation Guide���b���Â�µ�¡�”�µ�É�\�Ÿ–

>&Backup and Restore (BARS)>'���†�g!·�K�Z�C�T�I�8��

�W 14. 6�8b�>�|�g)+0£�§�î�Å�«  �¹�î�±�Ë�î�«>& Recording and Statistics Service Database>'
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�A�r�M�@�
�œ�î�¹�•�œ  �Ç�“�–�Ý�c6�8b�b�Ó�±�¹�î�±�@�^�E�€�d�Ÿ–�[
�A�r�O�‡��
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00��b0¿��>& Replication Setup>'

�G�b�˜�•�å�»�˜�c�
��•�å�²�Ü  CAD �§�î�Å�«  �§�î�Â�[  CAD Configuration Setup �†�f
�‚�Ô�î�»�[��/œ�M�•���œ�_�b�s/²&g�I�€�r�M��

�G�b�˜�•�å�»�˜�†�Q#Ý�M�•�\�
�©�«�¸�Ò�b�6�‡0¿���‹�_�
��•�å�²�Ü�b�¹�•�Þ�¡�º�Ü  
�§�î�Å�«�
�r�S�c��•�å�²�Ü�b6�8b�>�|�g)+0£�§�î�Å�«�
�6�•�8�c�Q�b�g�‰�†3ã�•�[�A
�r�M���G�€�_�|�~�
�É�Û�–�Ð�Ü  �§�î�Å�«�?�}��•�å�²�Ü  �§�î�Å�«�_�¹�î�±�@00��I�€�

�g�‰�b�_���@� �M�_�^�~�r�M��

>&�@>'�¹�•�Þ�¡�º�Ü  �§�î�Å�«�
�r�S�c6�8b�>�|�g)+0£�§�î�Å�«�
�r�S�c
�Q�b�g�‰�b00��†0¿���M�•���œ�c�
�g�‰�b�¥�å�Æ�×�î�±�[  CSA �†�õ�F
�K�r�M��

�¹�•�Þ�¡�º�Ü  �§�î�Å�«�b00��†0¿���M�•���œ�c�
�Ç�•�î�Ý�»�_�É�Û�–�Ð�Ü  �§�î�Â�\��•
�å�²�Ü  �§�î�Â�b  IP �”�»�Þ�«�†°�Š�K�Z�?�}�
 [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡�K�r�M��

6�8b�>�|�g)+0£�b00��†0¿���M�•���œ�c�
 [ 6�8b�>�|�g)+0£�b00�>& Recording and 
Statistics Replication>' ] �[  [ �œ�å>&On>' ] �†4E�¥�K�
�Ç�•�î�Ý�»�_�É�Û�–�Ð�Ü  �§�î�Â�\
��•�å�²�Ü  �§�î�Â�b  IP �”�»�Þ�«�†°�Š�K�Z�?�}�
 [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡�K�r�M��
�²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�
6�8b�>�|�g)+0£�b00��_�Q#Ý�M�•�É�Û�–�Ð�Ü  �§�î�Â�b
�Í�«�º�¡�†°�Š�M�•�|�:�_�Ó�u�}�€�r�M���Í�«�º�¡�†°�Š�K�Z  [OK] �†�¡�Ü�µ�¡�K�r�M��

�W 15. 00��b0¿��>& Replication Setup>'
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�9�b�²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�
6�8b�>�|�g)+0£�b00��_�Q#Ý�M�•��•�å�²�Ü  �§�î
�Â�b�Í�«�º�¡�†°�Š�M�•�|�:�_�Ó�u�}�€�r�M���Í�«�º�¡�†°�Š�K�Z  [OK] �†�¡�Ü�µ�¡�K�r
�M��
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�Â�µ�¡�”�µ�É  �¹�î�±�b�Ÿ–>& Restore Backup Data>'

�G�b�˜�•�å�»�˜�c�
 CAD �§�î�Å�«�b�–�å�«�º�î�Ý�ì�_�6�u�Z  CAD Configuration Setup 
�@��/œ�I�€�•���œ�_�b�s/²&g�I�€�r�M��

�è�S�b�Â�î�ª�Ù�å�b  CAD �[�–�Ñ�K�S�¹�î�±�†�Ÿ–�M�•���œ�c�
 [ �c�8>& Yes>' ] �†�¡�Ü�µ
�¡�K�r�M���²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�
�Â�µ�¡�”�µ�É  �¹�î�±�b�Ÿ–�†6ä���M�•�S�_
00��†�©�Õ�µ�º�²�˜�å�M�•�²0[�@�6�•�G�\�@&g�I�€�r�M��

>&�@>'�¹�î�±�b�Ÿ–�S�_00��†�©�Õ�µ�º�²�˜�å�K�^�8�\�
�¹�î�±�Ë�î�«
�@%Ú�†�M�•���œ�@�6�~�r�M��

[OK] �†�¡�Ü�µ�¡�K�
�Â�µ�¡�”�µ�É  �Ç�›�Ý�²�b�Ã�«�†°�Š�K�r�M�����b�˜�•�å�»�˜�_4�t
�?�
 [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡�M�•�\�
�²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�
 CAD 
Configuration Setup �b)
�¢�‹�_00��†Ì&�'g�M�•�²0[�@�6�•�G�\�@&g�I�€�r�M��

�¹�î�±�b�–�Ñ�_�Q#Ý�I�€�•�¶�î�Ý�c  CDBRTool �Ø�î�¸�•�Ü�¸�•�[�M���G�€�}�b�¶�î�Ý�b
�Q#Ý�‰�2�_�X�8�Z�c�
 �� Cisco CAD Installation Guide���b�� Upgrading From a 
Previous Version���†�g!·�K�Z�C�T�I�8��

�W 16. �Â�µ�¡�”�µ�É  �¹�î�±�b�Ÿ–>& Restore Backup Data>'
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�§�î�Å�«�b0¿��>& Services Configuration>'

[ �§�î�Å�«0¿��>& Services Configuration>' ] �˜�•�å�»�˜�c�f�‚�Ô�î�»�ì�_�b�s/²&g�I�€
�r�M��

�¥�å�Æ�×�î�±�_0�X�b  IP �”�»�Þ�«�@�6�•���œ�c�
 LAN �l�b�K)F�_�Q#Ý�K�Z�8�•  NIC �b  
IP �”�»�Þ�«�†4E�¥�K�Z�C�T�I�8���G�b  LAN �_�c�
�¡�Û�–�”�å�º  �¹�«�¡�º�µ�É�?�}�”�¡
��«�[�A�•�²0[�@�6�~�r�M��

CAD �b+¬�·�f�‚�†�w� �_�M�•�_�c�
 [ �c�8>& Yes>' ] �†4E�¥�K�r�M��+¬�·�f�‚�†�w� �_�M
�•�\�
 Agent Desktop�
 Supervisor Desktop�
 Desktop Administrator �b2s�·�ì�_�–�G
�‚�K�8�Â�î�ª�Ù�å�@�è(ô�I�€�•�|�:�_�^�~�r�M���‚�Â�î�ª�Ù�å�@0b�X�?�•�\�
+¬�·$×�_
�f�‚�É�ß��«�@��/œ�I�€�r�M��

Unified CM �_�K)F�M�•�_�c�
�G�b�˜�•�å�»�˜�\  Unified CM �[  BIPPA �§�î�Å�«�b�Ø�î�¨  
ID �\�Ã�«�á�î�»�†� �M�_0¿���K�Z�>�C�²0[�@�6�~�r�M���G�b�˜�•�å�»�˜�b�Ç�•�î�Ý�»�c�

Unified CM �[�Ø�î�¨�†0¿���M�•�S�_°�Š�[�A�r�M���Ø�î�¨  ID �\�Ã�«�á�î�»�b0¿���_�X
�8�Z�c�
 �� Cisco CAD Installation Guide���b�� Creating a Unified CM User���†�g!·�K
�Z�C�T�I�8��

�W 17. �§�î�Å�«�b0¿��>& Services Configuration>'
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>&�@>'�G�€�}�b0¿���†�š�f�M�•���œ�
 CAD �b�§�î�Å�«�†�M�m�ZÌ2s�·
�K�
�š�f�@�G�K�C$Ï6��I�€�S�G�\�†&�1��K�Z�C�T�I�8��
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SNMP �b0¿��>& SNMP Configuration>'

[SNMP �b0¿��>& SNMP Configuration>' ] �˜�•�å�»�˜�c�
 CAD �§�î�Å�«  �§�î�Â�_  
Microsoft (F�Æ�¿�µ�º�á�î�¡'ö#.�É�ß�º�¥�Ý>& SNMP>'�§�î�Å�«�@�–�å�«�º�î�Ý�I�€�Z�8
�•���œ�
�f�‚�Ô�î�»�ì�_�b�s/²&g�I�€�r�M��

[SNMP �º�Û�µ�É�b#Õ�B�†�w� �_�M�•>& Enable SNMP Trap Generation>' ] �³�™�µ�¡�Î�µ
�¡�«�†�œ�å�_�M�•�\�
 CAD �§�î�Å�«  �§�î�Â�?�}  [ ��›>& Destination>' ] �Ì�–�å�[0¿���I
�€�S  IP �”�»�Þ�«�_  INFO �è�V�b�š�Û�î  �Ó�µ��î�ª�@3æ�™�I�€�r�M�� [ 3ã�•>&Add>' ]�
 [
)…7Ÿ>&Edit>' ]�
�>�|�g  [ �P7V>&Remove>' ] �Î�±�å�†�Q#Ý�K�Z�
��›  IP �”�»�Þ�«�b�Ü�«
�º�†'ö#.�K�r�M��

SNMP �§�î�Å�«�†�–�å�«�º�î�Ý�M�•�_�c�
 [ �É�ß�¢�Û�Ò�b3ã�•�\�P7V>& Add or Remove 
Programs>' ] �¥�å�º�ß�î�Ý  �Ã�¿�Ý�†6ä�A�
 [ �¥�å�Ï�î�¿�å�º�b3ã�•�\�P7V>& Add or 
Remove Windows Components>' ] �†�¡�Ü�µ�¡�K�r�M���¥�å�Ï�î�¿�å�º�b�Ü�«�º�?�}  [
'ö#.�\�Ô�½�±  �¶�î�Ý>& Management and Monitoring Tools>' ] �†4E�¥�K�Z�
 [ (F�Æ�¿�µ
�º�á�î�¡'ö#.�É�ß�º�¥�Ý>& SNMP>'>&Simple Network Management Protocol>' ] �†4E�¥
�K�r�M

SNMP �†�Q#Ý�M�•�\�
 1 �X�r�S�c0�X�b  SNMP �Ð�¿�î�ª�Õ�\�ç�d�€�•�á�î�¡�«�¸�î�©�Ù
�å�?�}�¿�µ�º�á�î�¡�†�Ô�½�±�>�|�g'ö#.�[�A�r�M�� SNMP �c�
��7•�_�c�¿�µ�º�á�î�¡Æ

�W 18. SNMP �b0¿��>& SNMP Configuration>'
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�_�Ñ�~�M�•�¹�Â�–�«�?�}�¿�µ�º�á�î�¡'ö#.�¹�î�±�†�p7Ÿ�M�•�S�u�b�m�•�\�^�•�M4��b�Ù
�]�[�M�� SNMP �c�
�G�b�|�:�^�¹�Â�–�«�_�e8Ÿ�@$Î#Õ�K�S�\�A�_'ö#.�«�¸�î�©�Ù�å�_�Q
�€�†���Ì�M�•�m�•�v�f�j�K�r�M���G�b�¶�î�Ý�b�Q#Ý�‰�2�b0ò(ý�_�X�8�Z�c�
 Microsoft &k
�b  SNMP �Ð�½�×�”�Ý�†�g!·�K�Z�C�T�I�8��
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�±�î�Ñ�¼�Ý  �§�î�Å�«>& Terminal Services>'

�G�b  CAD �b�–�å�«�º�î�Ý�@  Microsoft �±�î�Ñ�¼�Ý  �§�î�Å�«�r�S�c  Citrix #”�C�_�–�å�«
�º�î�Ý�I�€�Z�8�•���œ�c�
 [ �c�8>& Yes>' ] �†�¡�Ü�µ�¡�K�r�M���Q�€�è�¥�b���œ�c�
 [ �8�8
�<>&No>' ] �†�¡�Ü�µ�¡�K�Z�C�T�I�8��

>&�@>'�G�b�˜�•�å�»�˜�†/²&g�M�•�_�c�
 Citrix �r�S�c  Microsoft �±�î�Ñ�¼
�Ý �§�î�Å�«�b�§�î�Å�«�@�Í�«�º�I�€�Z�8�•  PC �[  CAD Configuration 
Setup �†��/œ�M�•�²0[�@�6�~�r�M��

�W 19. �±�î�Ñ�¼�Ý  �§�î�Å�«>& Terminal Services>'
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VoIP �Ô�½�± �§�î�Å�«

[VoIP �Ô�½�± �§�î�Å�«>& VoIP Monitor Service>' ] �˜�•�å�»�˜�c�
�f�‚�Ô�î�»�ì�_�b�s/²
&g�I�€�r�M��

8b�Œ�Ã�£�µ�º�†3æ�™�M�•��›�[�6�•�¿�µ�º�á�î�¡  �”�²�É�±�b  IP �”�»�Þ�«�†4E�¥�K�
 VoIP 
�Ô�½�± �§�î�Å�«>&�§�î�Â  �Ð�©�å�b���œ>'�r�S�c�¹�«�¡�º�µ�É  �Ô�½�±>&�¡�Û�–�”�å�º  �¹
�«�¡�º�µ�É�b���œ>'�_�|�•�«�½�µ�Ç�•�å�¢�†��/œ�K�r�M��

� VoIP �Ô�½�± �§�î�Å�«  �§�î�Â�b���œ�
�G�€�c�
 SPAN #Ý�_0¿���I�€�S�Ï�î�º�_�K
)F�M�•  NIC �b  IP �”�»�Þ�«�[�M��

� �¡�Û�–�”�å�º  �¹�«�¡�º�µ�É  �¥�å�Æ�×�î�±�b���œ�
�G�€�c�
�¥�å�Æ�×�î�±�@7Á0ð
�µ�_�¹�–�ª�î�³�™�î�å�I�€�Z�8�•  NIC �b  IP �”�»�Þ�«�[�M��

>&�@>'�G�€�}�b0¿���†�6�‡0¿���b�‹�_�š�f�M�•���œ�
 VoIP �Ô�½�± �§�î�Å
�«�r�S�c�¡�Û�–�”�å�º  �”�É�Ü�£�î�©�Ù�å>& Configuration Setup �b��/œ
#”�C�_�k�Ñ>'�†Ì2s�·�K�
�š�f�@�G�K�C$Ï6��I�€�S�G�\�†&�1��K�Z�C�T
�I�8��

�W 20. VoIP �Ô�½�± �§�î�Å�«



�¹�•�Þ�¡�º�Ü  �§�î�Å�«�b� �‡
�¹�•�Þ�¡�º�Ü  �§�î�Å�«�b� �‡

�¹�•�Þ�¡�º�Ü  �§�î�Å�«  �¹�î�±�Ë�î�«�c�
�Ð�«�±�î  Unified ICM �š�î�ª�™�å�º  �¹�î�±
�Ë�î�«�\� �‡�I�O�•�²0[�@�6�~�r�M�� Unified ICM �\�¹�•�Þ�¡�º�Ü  �§�î�Å�«�\�b6ë�[
�š�î�ª�™�å�º  �¹�î�±�Ë�î�«�†� �‡�I�O�•���œ�_�c�
 Synchronize Directory Services �¥
�Ð�å�»�†�Q#Ý�K�r�M��

�¹�Ç�›�Ý�º�[�c�
�¹�î�±�Ë�î�«�b� �‡�c  10 �(�_  1 �G/œ�ƒ�€�r�M�� DirAccessSynSvr.cfg 
�Ç�“�–�ÝÆ�b0¿���†�š�f�M�•�G�\�[� �‡�b6ë7x�†�š�f�M�•�G�\�@�[�A�•�o�?�
�¹�î�±
�Ë�î�«�†�m�·�[� �‡�I�O�•�G�\�v�[�A�r�M��

�¹�î�±�Ë�î�«�†�m�·�[� �‡�I�O�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �e��b�Ì�–�å�[�
1=#.�¥�å�±�¡�º  ��å�±�î  �À�î�»�†4E�¥�K�r�M��

2. [ ��µ�º�”�µ�É>& Setup>' ] > [ �¹�•�Þ�¡�º�Ü  �§�î�Å�«�b� �‡>& Synchronize 
Directory Services>' ] �†4E�¥�K�r�M��� �‡�@�ö�¢�M�•�\�
� �‡�@�G�–�_/œ�ƒ�€
�S�G�\�†���<�•�Ó�µ��î�ª�@/²&g�I�€�r�M��
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�š�å�±�î�É�Û�–�¬0¿��
�+0[

�š�å�±�î�É�Û�–�¬0¿���[�c�
���b�G�\�†��/œ�[�A�r�M��

� �š�å�±�î�É�Û�–�¬  �¹�î�±�b�Þ�–�”�˜�º�\�Ç�•�î�Ý�»�b0¿���>�|�g�š�f

� "I���b  Cisco VoIP>&Voice over IP>'�Ô�½�±  �§�î�Å�«�_�|�W�Z%�0i�I�€�•7Á0ð�µ
�b�m�~�\�Z

� �¹�«�¡�º�µ�É  �Ô�½�±�Ü�å�¢#Ý�b�¹�Â�–�«�b0¿��

�š�å�±�î�É�Û�–�¬0¿���”�É�Ü�£�î�©�Ù�å�†�Q#Ý�M�•�_�c�
 Desktop Administrator �b�e
��b�¼�Å�¤�î�©�Ù�å  �Ì�–�å�[�
 [ �š�å�±�î�É�Û�–�¬  �¹�î�±>& Enterprise Data>' ] �À�î�»
�r�S�c  [VoIP �Ô�½�±>&VoIP Monitor>' ] �À�î�»�†4E�¥�K�r�M��
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�š�å�±�î�É�Û�–�¬  �¹�î�±

�š�å�±�î�É�Û�–�¬  �¹�î�±�c�
%T�™�¥�î�Ý�_6õ4��Ü�E�}�€�S�_���[�M���G�€�c�
 Agent 
Desktop�
 CAD-BE�
�>�|�g  IP Phone Agent �_/²&g�I�€�r�M>& �W 21>'��

Desktop Administrator �b  [ �š�å�±�î�É�Û�–�¬  �¹�î�±>& Enterprise Data>' ] �˜�•�å�»�˜
�†�Q#Ý�K�Z�
/²&g�I�€�•�_���\�
�Q�b�_���@�š�î�ª�™�å�º  �”�É�Ü�£�î�©�Ù�å�_�]�b�|�:
�_/²&g�I�€�•�?�†�æ���[�A�r�M��

>&�@>'�õ�–�b�š�å�±�î�É�Û�–�¬  �¹�î�±�š�X�r�S�c���‹�M�•�Þ�–�”�˜�º�š
�f�†�w� �_�M�•�S�u�_�c�
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�c�¹�Ç�›�Ý�º�b  Cisco VoIP Monitor Service>&�æ���I�€�Z�8�•���œ>'�l�b�Ç�™�î�Ý�œ�î
�Â�î�@$Î#Õ�K�r�M��

/²  4. �Ô�½�±�Ü�å�¢  �œ�É�©�Ù�å�b�¹�Â�–�«�l�b�s8j

"I���b
VoIP

�¹�«�¡
�º�µ�É
�Ô�½�±

�¹�Ç�›
�Ý�º�b
VoIP �¹�Â�–�«�l�b�s8j

No No No 0�X�b  Cisco VoIP Monitor Services �@�Q#Ý�I�€�Z
�8�•���œ�
�Ô�½�±�Ü�å�¢�@�»�K�K�r�M�� 1 �X�b  
Cisco VoIP Monitor Service �@�Q#Ý�I�€�Z�8�•���œ�

�¹�Â�–�«�c�¹�Ç�›�Ý�º�b  Cisco VoIP Monitor 
Service �_�|�W�Z�Ô�½�±�I�€�r�M��

Yes No No "I���b  Cisco VoIP Monitor Service �_�|�W�Z�Â�µ�¡
�”�µ�É�^�K�[�Ô�½�±�I�€�r�M��

Yes Yes No �¹�«�¡�º�µ�É  �Ô�½�±�_�|�W�Z�Ô�½�±�I�€�
"I���b  
Cisco VoIP Monitor Service �_�|�W�Z�Â�µ�¡�”�µ�É
�I�€�r�M��

Yes No Yes "I���b  Cisco VoIP Monitor Service �_�|�W�Z�Â�µ�¡
�”�µ�É�^�K�[�Ô�½�±�I�€�r�M��

No Yes No �¹�«�¡�º�µ�É  �Ô�½�±�_�|�W�Z�Â�µ�¡�”�µ�É�^�K�[�Ô
�½�±�I�€�r�M�� 1 �X�b  Cisco VoIP Monitor Service 
�b�s�@�Q#Ý�I�€�Z�8�•���œ�c�
�Â�µ�¡�”�µ�É�\�K�Z
�µ+��K�r�M��

No Yes Yes �¹�«�¡�º�µ�É  �Ô�½�±�_�|�W�Z�Ô�½�±�I�€�
�¹�Ç�›�Ý
�º�b  Cisco VoIP Monitor Service �_�|�W�Z�Â�µ�¡
�”�µ�É�I�€�r�M��
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VoIP �Ô�½�±
�¹�•�Þ�¡�º�Ü  �§�î�Å�«�?�}�b�Ô�½�±�Ü�å�¢�r�S�c�Þ
�¥�î�¹�•�å�¢  �§�î�Å�«�b�P7V

�¹�•�Þ�¡�º�Ü  �§�î�Å�«�?�}  Cisco VoIP Monitor Service �r�S�c  Cisco Recording & 
Playback Service �†�P7V�[�A�r�M��

�G�€�}�b�§�î�Å�«�c�
 Cisco VoIP Monitor Service �r�S�c  Cisco Recording & Playback 
Service �†�ö²�_�”�å�–�å�«�º�î�Ý�M�•�?�
�r�S�c�M�[�_�”�å�–�å�«�º�î�Ý�í�s�b���œ
�_�b�s�P7V�K�r�M�� [ �P7V>&Remove>' ] �µ+��_�|�~�
�¹�•�Þ�¡�º�Ü  �§�î�Å�«�†�¡�Ü�î�å
�”�µ�É�[�A�r�M��

>&�@>'Cisco VoIP Monitor Service �†�P7V�M�•�\�
�¹�Â�–�«�@�Ô�½�±�I
�€�^�C�^�•�•+��ö�@�6�~�r�M��

No No Yes �¹�Ç�›�Ý�º�b  Cisco VoIP Monitor Service �_�|�W�Z
�Â�µ�¡�”�µ�É�^�K�[�Ô�½�±�I�€�r�M��

Yes Yes Yes �¹�«�¡�º�µ�É  �Ô�½�±�_�|�W�Z�Ô�½�±�I�€�
"I���b  
Cisco VoIP Monitor Service �_�|�W�Z�Â�µ�¡�”�µ�É
�I�€�r�M��"I���b�§�î�Å�«�_7€���@$Î#Õ�K�S���œ�

�Â�µ�¡�”�µ�É�I�€�r�O�‡��

/²  4. �Ô�½�±�Ü�å�¢  �œ�É�©�Ù�å�b�¹�Â�–�«�l�b�s8j>&)F�A>'

"I���b
VoIP

�¹�«�¡
�º�µ�É
�Ô�½�±

�¹�Ç�›
�Ý�º�b
VoIP �¹�Â�–�«�l�b�s8j
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Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
Cisco VoIP Monitor Service �r�S�c  Cisco Recording & Playback Service �†�¹�•�Þ�¡�º�Ü  
�§�î�Å�«�?�}�P7V�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �Ó�½�×�î  �Â�î�?�}�
 [ )…7Ÿ>&Edit>' ] > [ �§�î�Å�«�b�P7V>& Remove Services>' ] 
�†4E�¥�M�•�?�
�¶�î�Ý�Â�î�b  [VoIP�
6�8b / Ì#Õ�§�î�Å�«�b�P7V>& Remove 
VoIP,Recording/Playback Services>' ] �Î�±�å�†�¡�Ü�µ�¡�K�r�M�� [VoIP�
6�8b /
Ì#Õ�§�î�Å�«�b�P7V>& Remove VoIP,Recording/Playback Services>' ] �²�–�”�ß
�¢�Î�µ�¡�«�@/²&g�I�€�r�M>& �W 27>'��

2. 4:�)�^�»�ß�µ�É�²�˜�å  �Ü�«�º�?�}�
�¹�•�Þ�¡�º�Ü  �§�î�Å�«�?�}�P7V�M�•�§�î�Å
�«�†4E�¥�K�r�M��

3. 4E�¥�K�S�§�î�Å�«�b�“�_�6�•  [ �P7V>&Remove>' ] �Î�±�å�†�¡�Ü�µ�¡�K�r�M��4E
�¥�I�€�S�§�î�Å�«�@�¹�•�Þ�¡�º�Ü  �§�î�Å�«�?�}�P7V�I�€�r�M��

4. [ 6â�L�•>& Close>' ] �†�¡�Ü�µ�¡�K�Z�
�²�–�”�ß�¢�Î�µ�¡�«�†6â�L�r�M��

�P7V�I�€�S�§�î�Å�«�†�¹�•�Þ�¡�º�Ü  �§�î�Å�«�_�Ÿ–�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. [Windows �§�î�Å�«>& Windows Services>' ] �²�–�”�ß�¢�Î�µ�¡�«�?�}�P7V�I�€
�S�§�î�Å�«�†�õ�F�K�
Ì2s�·�K�r�M��

2. Desktop Administrator �†�õ�F�K�
Ì2s�·�K�r�M���Q#Ý�•+��^�§�î�Å�«�b�Ü�«�º
�_�§�î�Å�«�@�Ÿ–�I�€�r�M��

�W 27. [VoIP�
6�8b / Ì#Õ�§�î�Å�«�b�P7V>& Remove VoIP,Recording/Playback 
Services>' ] �²�–�”�ß�¢�Î�µ�¡�«
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2013 �º  1 �v  16 �¥
�á�î�¡�Ç�ß�î0¿��
�+0[

�á�î�¡�Ç�ß�î0¿���”�É�Ü�£�î�©�Ù�å�†�Q#Ý�M�•�\�
 Agent Desktop�
 CAD-BE�
�>�|�g  IP 
Phone Agent �b�¥0{�\�·�8�†0¿���K�
'ö#.�M�•�G�\�@�[�A�r�M���á�î�¡�Ç�ß�î0¿���”�É
�Ü�£�î�©�Ù�å�_�c�
���b�µ+��@�6�~�r�M��

� ���²�–�Ö�Ý�e�Ð�4�� >&P.73>'

� ��7Á0ð�’�� >&P.87>'

� ��#.#ä�¥�î�»�� >&P.94>'

� ���‹��#.�¹�î�±�� >&P.98>'

� ��6�8b / �Ô�½�±3û%±��>&P.104>'

� ���á�î�¡�Ç�ß�î  �¢�Ý�î�É�� >&P.106>'
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Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
�á�î�¡�Ç�ß�î0¿���µ+��†�Q#Ý�M�•�_�c�
 [Desktop Administrator] �˜�•�å�»�˜>& �W 28>'
�b�e��b�¼�Å�¤�î�©�Ù�å  �Ì�–�å�_�6�•�P�Â�M�•�À�î�»�†4E�¥�K�r�M���‘��b�Ì�–�å�_�c�

4E�¥�K�S�À�î�»�_�P�K�Z0¿���[�A�•�œ�É�©�Ù�å�@/²&g�I�€�r�M��

0¿���b�š�f�†�w� �_�M�•�_�c�
 CAD �¡�Û�–�”�å�º  �”�É�Ü�£�î�©�Ù�å�†Ì2s�·�M�•�²0[�@
�6�~�r�M��

>&�@>'�œ�È�ª�™�¡�º�b�¡�S�r�S�c  ID �†0¿���M�•���œ>&�S�\�<�d�
�á�î�¡  
�¢�Ý�î�É�
�á�î�¡�Ç�ß�î�
�š�î�ª�™�å�º�b�ß�¢�–�å�¡�
�§�î�Â�¡�
�>�|
�g�Ð�¡�ß�¡�^�]>' �
�� =���e�Ð�†�Q#Ý�K�^�8�[�C�T�I�8���G�€�c�
�¹�î�±
�b�Â�µ�¡�”�µ�É�>�|�g�Ü�«�º�”�ì�_�e8Ÿ�†�,�A2s�G�M�•+��ö�@�6�~�r
�M��

�W 28. �á�î�¡�Ç�ß�î0¿��  — �²�–�Ö�Ý�e�Ð�4�À�î�»
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�²�–�Ö�Ý�e�Ð�4
�²�–�Ö�Ý�e�Ð�4

�²�–�Ö�Ý�e�Ð�4�µ+��†�Q�W�Z�
�¹�«�¡�º�µ�É  �”�É�Ü�£�î�©�Ù�å�@7Á0ð$��•�†/²&g�K�
�²
�–�Ö�Ý�M�•�‰�2�†0¿���K�r�M��

>&�@>'CAD-BE �²�–�Ö�Ý�e�Ð�4�c0¿���[�A�r�O�‡��

�q�6�_�
�Q#Ý�M�•�²�–�Ö�Ý�e�Ð�4�g�'�†4E�¥�K�
 [ �²�–�Ö�Ý�e�Ð�4>& Dial Strings>' ] �Ì�–
�å�b�W4Š�_�6�•4:�)�^�³�™�µ�¡�Î�µ�¡�«�†�œ�å�_�K�
�Q#Ý�M�•�²�–�Ö�Ý�e�Ð�4�b�g�'�†
4E�¥�K�r�M���³�™�µ�¡�Î�µ�¡�«�†  1 �X4E�¥�M�•�²0[�@�6�~�r�M���Q#Ý�[�A�•�g�'�_�c�

���b�v�b�@�6�~�r�M��

� ���í(•�b�²�–�Ö�Ý�e�Ð�4�g�'�� >&P.73>' 

� ���•�š6×�b�²�–�Ö�Ý�e�Ð�4�g�'�� >&P.82>' 

4E�¥�K�S�³�™�µ�¡�Î�µ�¡�«�_�Â�L�Z�
$��^�•�±�È�†�<#Ý�[�A�r�M��

�í(•�b�²�–�Ö�Ý�e�Ð�4�g�'

�í(•�b�²�–�Ö�Ý�e�Ð�4�g�'�†4E�¥�K�S���œ�
���b�±�È�†�<#Ý�[�A�r�M��

� ��7Á0ð$��•�b/²&g>& Telephone Number Display>'��>&P.73>'

� ��$Î�™�¥�î�Ý�X>& Outgoing Calls>'��>&P.75>'

� ���Q�b�Ú>& Miscellaneous>'��>&P.81>'

7Á0ð$��•�b/²&g>& Telephone Number Display>'

[ 7Á0ð$��•�b/²&g>& Telephone Number Display>' ] �±�È>&�W 29>'�†�Q#Ý�K�Z�
 Agent 
Desktop �@7Á0ð$��•�†/²&g�M�•�b�_�Q#Ý�M�•�g�'�†0¿���K�r�M���§�å�É�Ý  �Ç�•�î�Ý�»�_
4E�¥�M�•Æ���@�[&g�I�€�r�M���G�b�ì�
 [ �q�6�b  'n' �F�†�P7V>&Remove first 'n' digits>' ] 
�\  [ �q�‹�b  'n' �F�†�P7V>&Remove last 'n' digits>' ] �Ç�•�î�Ý�»�_�X�8�Z�c/²&g�I�€�r�O
�‡���G�€�}�b�Ç�•�î�Ý�»�b�8�N�€�?�r�S�c�g�‰�_�®�ß�è�¥�b�Í�†°�Š�K�Z�v�
�§�å�É�Ý
�bÆ���c�š�ƒ�~�r�O�‡��
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Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
/² 5 �c�
 [ 7Á0ð$��•�b/²&g>& Telephone Number Display>' ] �±�È�_�6�•��¡�©�Ù�å�_�X
�8�Z1��Â�K�Z�8�r�M��

7Á0ð$��•�b/²&g�†0¿���M�•�_�c�
���b�m8p�†��/œ�K�r�M��

� [ 7Á0ð$��•�b/²&g>& Telephone Number Display>'] �±�È�_�6�•�³�™�µ�¡�Î�µ�¡�«�>
�|�g�œ�É�©�Ù�å  �Î�±�å�b�œ�å / �œ�Ç�†�²0[�_�Â�L�Z�)�~�p�<�
 [ 4:#Ý>&Apply>' ] 
�†�¡�Ü�µ�¡�K�Z�š�fÆ���†�–�Ñ�K�r�M��

�W 29. [ 7Á0ð$��•�b/²&g>& Telephone Number Display>' ] �±�È

/²  5. [ 7Á0ð$��•�b/²&g>& Telephone Number Display>' ] �±�È  — 1��Â

��¡�©�Ù�å 1��Â

�¥)z$��•�b�g�'>& External 
number format>'

$Î$��•�\%T$��•�b�g�'��

�w�¥�•$� / �º�n�•>& Area 
code/Exchange>'

�w�¥�•$��\�º�n�•�b6ë�b��Ã�Þ�î�±��

�º�n�• / �•°*…�¥�î�»
>&Exchange/Subscriber 
code>'

�º�n�•�\�•°*…�¥�î�»�b6ë�b��Ã�Þ�î�±��

Æ)z$��•�b�g�'>& Internal 
number format>'

Æ)z$��•�_/²&g�I�€�•�¹�•�ª�µ�º�X��›/œ�e�Ð�� x��
>&extension �b�–�á>'�†3ã�•�M�•�G�\�v�[�A�r�M��
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�²�–�Ö�Ý�e�Ð�4
$Î�™�¥�î�Ý�X>& Outgoing Calls>'

[ $Î�™�¥�î�Ý�X>& Outgoing Calls>' ] �±�È>&�W 30>'�†�Q#Ý�K�Z�
�w�¥�•$��\�º�n�•�†0¿��
�K�r�M��

/² 6 �c�
 [ $Î�™�¥�î�Ý�X>& Outgoing Calls>' ] �±�È�b��¡�©�Ù�å�\�œ�É�©�Ù�å�_�X�8�Z1�
�Â�K�Z�8�r�M��

�W 30. [ $Î�™�¥�î�Ý�X>& Outgoing Calls>' ] �±�È

/²  6. [ $Î�™�¥�î�Ý�X>& Outgoing Calls>' ] �±�È  — 1��Â

��¡�©�Ù�å / �œ�É�©�Ù�å 1��Â

�w�¥�•$�>& Local area code>' 3 �F�b�w�¥�•$���

>&�@>'�wÆ3û0ð�_�š�Ü�”  �¥�î�»�†�²�–�Ö�Ý�M�•�²0[�@
�6�•���œ�
�G�b�Ç�•�î�Ý�»�c'5$Ñ�b�r�r�_�K�r�M��

9×�Ø�^�²�–�Ö�Ý ...
>&Advanced Dialing...>'

��9×�Ø�^Æ4Š�²�–�Ö�Ý>& Advanced Internal Dialing>'�� 
�>�|�g  ��9×�Ø�^�¥4Š�²�–�Ö�Ý>& Advanced External 
Dialing>'�� �†0¿���K�r�M��

�É�Þ�Ç�•�µ�¡�«>& Prefixes>'

�ß�î�•�Ý�G)z�”�¡��«  
�¥�î�»>& Local line access 
code>'

�¥4Š�b�ß�î�•�Ý�G)z�_�”�¡��«�M�•�b�_�²0[�^$��•��

6×2¥7³�G)z�”�¡��«  �¥�î
�»>&Long distance line 
access code>'

�¥4Š�b6×2¥7³�G)z�b�¥�_�”�¡��«�M�•�b�_�²0[�^$�
�•��
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Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
$Î�™�†0¿���M�•�_�c�
���b�m8p�†��/œ�K�r�M��

� �_���†°�Š�K�
 [ $Î�™>&Outgoing Calls>' ] �±�È�_�6�•4:�)�^�³�™�µ�¡�Î�µ�¡�«�b
�œ�å / �œ�Ç�†�²0[�_�Â�L�Z�)�~�p�<�
 [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡�K�Z�š�fÆ��
�†�–�Ñ�K�r�M��

6×2¥7³�¥�î�Ý�ì�_+¬�·$×�_  
1 �†�Ü�E�•>& Ensure a 1 on 
long distance calls>'

6×2¥7³�b7Á0ð$��•�†�²�–�Ö�Ý�M�•�S�_+¬�·$×�_�� 1��
�†�²�–�Ö�Ý�K�r�M��

�w�¥�•$��b�p�_�w�¥3û0ð#Ý
�b�w�¥�•$��†�Q#Ý�M�•>& Use 
area code for toll calls 
within the area code>'

�ß�î�•�Ý�b�º�n�•�Ü�«�º�b�p�_�^�8$��•�†�²�–�Ö�Ý
�M�•�S�_�
�w�¥�•$��†+¬�·$×�_�²�–�Ö�Ý�K�r�M��

�wÆ3û0ð�w�¥�•$��†�Q#Ý�M
�•>& Use area code for local 
calls>'

�ß�î�•�Ý�b�º�n�•�Ü�«�º�_�µ�r�€�•$��•�†�²�–�Ö�Ý
�M�•�S�_�
�w�¥�•$��†+¬�·$×�_�²�–�Ö�Ý�K�r�M��

�ß�î�•�Ý�b�º�n�•>& Local 
exchanges>'

�� 1���†���u�_�²�–�Ö�Ý�M�•�²0[�b�^�8�º�n�•�b�Ü�«
�º�†�8�B�M�•�_�c�
 [ 3ã�•>&Add>' ] �†�¡�Ü�µ�¡�K�r
�M���r�S�c�
 [ �M�m�Z�b�º�n�•�c�ß�î�•�Ý>& All 
exchanges are local>' ] �³�™�µ�¡�Î�µ�¡�«�†�œ�å�_
�K�r�M��

/²  6. [ $Î�™�¥�î�Ý�X>& Outgoing Calls>' ] �±�È  — 1��Â>&)F�A>'

��¡�©�Ù�å / �œ�É�©�Ù�å 1��Â
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�²�–�Ö�Ý�e�Ð�4
9×�Ø�^Æ4Š�²�–�Ö�Ý>&Advanced Internal Dialing>'

[ 9×�Ø�^�²�–�Ö�Ý  �É�Û�å>&Advanced Dialing Plan>' ] �˜�•�å�»�˜  ( �W 31) �b  [ 9×�Ø�^Æ
4Š�²�–�Ö�Ý>& Advanced Internal Dialing>' ] �±�È�†�Q#Ý�K�Z�
3ã�•�bÆ4Š�²�–�Ö�Ý  �œ�É
�©�Ù�å�†0¿���K�r�M���G�b�˜�•�å�»�˜�_�”�¡��«�M�•�_�c�
 [ $Î�™>&Outgoing Calls>' ] 
�±�È�b  [ 9×�Ø�^�²�–�Ö�Ý>& Advanced Dialing>' ] �†�¡�Ü�µ�¡�K�r�M��

/² 7 �c�
 [ 9×�Ø�^Æ4Š�²�–�Ö�Ý>&Advanced Internal Dialing>' ] �±�È�_�6�•��¡�©�Ù�å�_
�X�8�Z1��Â�K�Z�8�r�M��

�W 31. [ 9×�Ø�^�²�–�Ö�Ý  �É�Û�å>&Advanced Dialing Plan>' ] — [9×�Ø�^Æ4Š�²�–�Ö�Ý>&Advanced 
Internal Dialing>' ] �±�È

/²  7. [ 9×�Ø�^Æ4Š�²�–�Ö�Ý>&Advanced Internal Dialing>' ] �±�È  — 1��Â

��¡�©�Ù�å 1��Â

Æ)z$��•>& Extensions>' 1 >|  12 �bÆ)z$��•�b�q�±�¹�•�ª�µ�º�X��

>&�@>'7 �†4E�¥�K�S���œ�
Æ4Š�º�n�•�>�|�g�P�Â�M�•�•°
*…$��•�†�æ���K�Z�
�”�É�Ü�£�î�©�Ù�å�@  7 �F�bÆ4Š7Á0ð$�
�•�\  7 �F�b$Î�™�†�
�9�[�A�•�|�:�_�M�•�²0[�@�6�~�r�M��

7 �F�bÆ)z>&7-digit 
extensions:>'

>&Æ)z�b�q�±�F�X�_  7 �F�è�V�†4E�¥�K�S���œ�b�s�<#Ý�•
+�>'��

�º�n�•>& Exchange>' Æ4Š�º�n�•��
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Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
9×�Ø�^Æ4Š�²�–�Ö�Ý  �œ�É�©�Ù�å�†0¿���M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. Æ)z#Ý�_�Q#Ý�I�€�•�q�±�¹�•�ª�µ�º�X�†4E�¥�K�r�M��

2. Æ)z�b�q�±�F�X�_  7 �F�è�V�†4E�¥�K�S���œ�
�è�W�b�m8p�†��/œ�K�Z�C�T�I�8��

a. [ �º�n�•>& Exchange>' ] �Ç�•�î�Ý�»�_$��•�†°�Š�K�r�M��

b. [ �•°*…$��•�b(
�V>& Range of subscriber numbers>' ] �Ç�•�î�Ý�»�_�q�6
�b$��•�†°�Š�K�r�M��

c. [ )
�¢>& To>' ] �Ç�•�î�Ý�»�_�q�‹�b$��•�†°�Š�K�r�M��

d. [ 3ã�•>&Add>' ] �†�¡�Ü�µ�¡�K�r�M��

e. �Q#Ý�M�•3ã�•�b�º�n�•�H�\�_�
�«�¸�µ�É  a >|  d �†)Þ�~3É�K�r�M��

3. [OK] �†�¡�Ü�µ�¡�K�Z�š�fÆ���†�–�Ñ�K�
 [ 9×�Ø�^�²�–�Ö�Ý  �É�Û�å>&Advanced 
Dialing Plan>' ] �˜�•�å�»�˜�†6â�L�r�M��

�•°*…$��•�b(
�V
>&Range of subscriber 
numbers>'

4E�¥�K�S�º�n�•�_�P�Â�M�•�•°*…$��•�b(
�V>&�*>|9×>'

/²  7. [ 9×�Ø�^Æ4Š�²�–�Ö�Ý>&Advanced Internal Dialing>' ] �±�È  — 1��Â>&)F�A>'

��¡�©�Ù�å 1��Â
78 2013 �º  1 �v  16 �¥



�²�–�Ö�Ý�e�Ð�4
9×�Ø�^�¥4Š�²�–�Ö�Ý>& Advanced External Dialing>'

[ 9×�Ø�^�²�–�Ö�Ý  �É�Û�å>&Advanced Dialing Plan>' ] �˜�•�å�»�˜�b  [ 9×�Ø�^�¥4Š�²�–�Ö
�Ý>&Advanced External Dialing>' ] �±�È�†�Q#Ý�K�Z�
3ã�•�b�¥4Š�²�–�Ö�Ý  �œ�É�©�Ù�å�†
0¿���K�r�M>& �W 32>'���G�b�˜�•�å�»�˜�_�”�¡��«�M�•�_�c�
 [ $Î�™>&Outgoing Calls>' ] 
�±�È�b  [ 9×�Ø�^�²�–�Ö�Ý>& Advanced Dialing>' ] �†�¡�Ü�µ�¡�K�r�M��

/² 8 �c�
 [ 9×�Ø�^�¥4Š�²�–�Ö�Ý>& Advanced External Dialing>' ] �±�È�_�6�•��¡�©�Ù�å�_
�X�8�Z1��Â�K�Z�8�r�M��

�W 32. [ 9×�Ø�^�¥4Š�²�–�Ö�Ý>& Advanced External Dialing>' ] �±�È

/²  8. [ 9×�Ø�^�¥4Š�²�–�Ö�Ý>& Advanced External Dialing>' ] �±�È  — 1��Â

��¡�©�Ù�å 1��Â

�ß�î�•�Ý  �²�–�Ö
�Ý"I�’�†�â�X7„�K
�M�•�w�¥�•$�

>&Neighboring 
area codes with 
local dialing 
privileges>'

�Ç�Ü�î  �²�–�Ö�Ý7Á0ð�†�?�E�•�G�\�@�[�A�•�w�¥�•$���

7 �F�b�wÆ$��•#Ý
�b�º�n�•

>&Exchanges for 
7-digit local 
numbers>'

�� 1���r�S�c�w�¥�•$��†�²0[�\�K�^�84E�¥�K�S�w�¥�•$�Æ�b�º�n
�•�� 1 �X�è�V�b7„�K�M�•�w�¥�•$��†°�Š�K�S���œ�b�s�<#Ý�[�A�r
�M��
2013 �º  1 �v  16 �¥ 79



Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
9×�Ø�^�¥4Š�²�–�Ö�Ý  �œ�É�©�Ù�å�†0¿���M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. [ 7„�K�M�•�w�¥�•$�>& Neighboring area codes>' ] �Ç�•�î�Ý�»�_$��•�†°�Š�K�
 [
3ã�•>&Add>' ] �†�¡�Ü�µ�¡�K�r�M��

2. 4:�)�^���œ�c�
���b�8�N�€�?�b�m8p�†�ö�¢�K�Z�C�T�I�8��

� �� 1���r�S�c�w�¥�•$��†0[�Ó�M�•�«�¸�µ�É 1 �[°�Š�K�S7„�K�M�•�w�¥�•$��b
�p�_�º�n�•�@�µ�r�€�Z�8�^�8���œ�c�
 [7 �F�b$��•�\�K�Z�b�M�m�Z�b�º�n�•

>&All exchanges as 7-digit numbers>' ] �³�™�µ�¡�Î�µ�¡�«�†�œ�å�_�K�r�M��

� �«�¸�µ�É 1 �[°�Š�K�S7„�K�M�•�w�¥�•$��b�p�b�M�m�Z�b�º�n�•�@�� 1���[�c
�^�8�w�¥�•$��†0[�Ó�M�•���œ�
 [10 �F�b$��•�\�K�Z�b�M�m�Z�b�º�n�•>& All 
exchanges as 10-digit numbers>' ] �³�™�µ�¡�Î�µ�¡�«�†�œ�å�_�K�r�M��

3. �«�¸�µ�É 1 �[°�Š�K�S7„�K�M�•�w�¥�•$��_�
 �� 1���r�S�c�w�¥�•$��†0[�Ó�K�^�8  
1 �X�è�V�b�º�n�•�@�6�•���œ�
 [7 �F�b�wÆ$��•>& Exchanges for 7-digit local 
numbers>' ] �Ç�•�î�Ý�»�_$��•�†°�Š�K�
 [ 3ã�•>&Add>' ] �†�¡�Ü�µ�¡�K�r�M��

4. �«�¸�µ�É 1 �[°�Š�K�S7„�K�M�•�w�¥�•$��_�
 �� 1���è�¥�b�w�¥�•$��†0[�Ó�M�•  1 
�X�è�V�b�º�n�•�@�6�•���œ�
 [7 �F�b�wÆ$��•>& Exchanges for 7-digit local 
numbers>' ] �Ç�•�î�Ý�»�_$��•�†°�Š�K�
 [ 3ã�•>&Add>' ] �†�¡�Ü�µ�¡�K�r�M��

5. 0¿���K�S�87„�K�M�•�w�¥�•$��H�\�_�
�«�¸�µ�É 1 >| 4 �†)Þ�~3É�K�r�M��

6. [OK] �†�¡�Ü�µ�¡�K�Z�š�fÆ���†�–�Ñ�K�
 [ 9×�Ø�^�²�–�Ö�Ý  �É�Û�å>&Advanced 
Dialing Plan>' ] �˜�•�å�»�˜�†6â�L�r�M��

10 �F�b�wÆ$��•
#Ý�b�º�n�•

>&Exchanges for 
10-digit local 
numbers>'

�� 1���è�¥�b�w�¥�•$��@�²0[�^�
4E�¥�K�S�w�¥�•$�Æ�b�º�n�•�� 1 
�X�è�V�b7„�K�M�•�w�¥�•$��†°�Š�K�S���œ�b�s�<#Ý�[�A�r�M��

/²  8. [ 9×�Ø�^�¥4Š�²�–�Ö�Ý>& Advanced External Dialing>' ] �±�È  — 1��Â>&)F�A>'

��¡�©�Ù�å 1��Â
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�²�–�Ö�Ý�e�Ð�4
�Q�b�Ú>&Miscellaneous>'

3ã�•�b�²�–�Ö�Ý  �É�ß�Ã�¸�•>& �W 33>'�†��µ�º�”�µ�É�M�•�_�c�
 [ �Q�b�Ú
>&Miscellaneous>' ] �±�È�†�Q#Ý�K�r�M��

>&�@>'�G�b�±�È�c�
�í(•�b�•�š6×�b�²�–�Ö�Ý�e�Ð�4�g�'�\� �L�[�M��  

/² 9 �c�
 [ �Q�b�Ú>&Miscellaneous>' ] �±�È�b�œ�É�©�Ù�å�_�X�8�Z1��Â�K�Z�8�r�M��

�W 33. [ �Q�b�Ú>&Miscellaneous>' ] �±�È

/²  9. [ �Q�b�Ú>&Miscellaneous>' ] �±�È  — 1��Â

�œ�É�©�Ù�å 1��Â

3û0ð�Î�±�å�†�²�M7•�
7Á0ð$�
�•�\�K�Z�¡�Ü�µ�É�Î�î�»�b�¸
�Ÿ�«�º�†�Q#Ý�M�•>& Use text 
from the clipboard as the 
phone number when 
pressing the call button>'

Agent Desktop �†�w� �_�K�
 [ 3û0ð>&Call>' ] �Î�±�å�†
�²�K�S7•�
�¡�Ü�µ�É�Î�î�»�b�¸�Ÿ�«�º�@�w� �^�¸�Ÿ�«
�º�e�Ð�4�[�6�•7H�~�
�¡�Ü�µ�É�Î�î�»�b�¸�Ÿ�«�º�†�²
�–�Ö�Ý�M�•$��•�\�K�Z�Q#Ý�K�r�M��

�²�–�Ö�Ý#Ý�_�¡�Ü�µ�É�Î�î�»
�b�¸�Ÿ�«�º�†�Q#Ý�M�•7•�
�²
�–�Ö�Ý  �Ã�µ�»�†/²&g�M�•

>&Show the dial pad when 
using text from the 
clipboard for dialing>'

�¡�Ü�µ�É�Î�î�»�b$��•�†�²�–�Ö�Ý�M�•�S�_�
�²�–�Ö�Ý  
�Ã�µ�»�†/²&g�K�r�M���G�b�œ�É�©�Ù�å�†4E�¥�K�^�8
�\�
 Agent Desktop �c�²�–�Ö�Ý�Ã�µ�»�†/²&g�O�N�_$�
�•�†�²�–�Ö�Ý�K�r�M�� [ �¡�Ü�µ�É�Î�î�»�b�¸�Ÿ�«�º�†
�Q#Ý�M�•>&Use text from the clipboard>' ] �@4E�¥�I
�€�Z�8�•���œ�b�s�<#Ý�[�A�r�M��

7Á0ð$��•Æ�b�e�Ð�†�¹�•�ª�µ
�º�_�š�n�M�•>& Convert text 
to digits in phone 
numbers>'

�²�–�Ö�Ý�M�•�S�_�
�”�Ý�Ç�“�Ë�µ�º�e�Ð>&�S�\�<�d�

1-800-ANYWORD>'�[/²�I�€�Z�8�•7Á0ð$��•�†�Q�€�_
�P�Â�M�•�X�Ð�_�š�n�K�r�M��
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Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
�Q�b�Ú�b�œ�É�©�Ù�å�†0¿���M�•�_�c�
���b�m8p�†��/œ�K�r�M��

� [ �Q�b�Ú>&Miscellaneous>' ] �±�È�_�6�•4:�)�^�³�™�µ�¡�Î�µ�¡�«�b�œ�å / �œ�Ç�†
�²0[�_�Â�L�Z�)�~�p�<�
 [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡�K�Z�š�fÆ���†�–�Ñ�K�r
�M��

�•�š6×�b�²�–�Ö�Ý�e�Ð�4�g�'

�•�š6×�b�²�–�Ö�Ý�e�Ð�4�g�'�†4E�¥�K�S���œ�
���b�±�È�†�<#Ý�[�A�r�M��

� ��7Á0ð$��•�b/²&g>& Telephone Number Display>'��>&P.73>'

� ��7Á0ð$��•�b�g�'>& Phone Number Format>'��>&P.84>'

� ��9×�Ø�^Æ4Š�²�–�Ö�Ý>& Advanced Internal Dialing>'��>&P.77>'

7Á0ð$��•�b/²&g>& Telephone Number Display>'

[ 7Á0ð$��•�b/²&g>& Telephone Number Display>' ] �±�È�†�Q#Ý�K�Z�
 Agent Desktop �@
7Á0ð$��•�†/²&g�M�•�‰�2�†0¿���K�r�M>& �W 34>'��

�§�å�É�Ý  �Ç�•�î�Ý�»�_4E�¥�M�•Æ���@�[&g�I�€�r�M���G�b�ì�
 [ �q�6�b  'n' �F�†�P7V
>&Remove first 'n' digits>' ] �\  [ �q�‹�b  'n' �F�†�P7V>&Remove last 'n' digits>' ] �Ç�•�î�Ý
�»�_�X�8�Z�c/²&g�I�€�r�O�‡���G�€�}�b�Ç�•�î�Ý�»�b�8�N�€�?�r�S�c�g�‰�_�®�ß�è�¥�b
�Í�†°�Š�K�Z�v�
�§�å�É�Ý�bÆ���c�š�ƒ�~�r�O�‡��

>&�@>'�§�å�É�Ý�b7Á0ð$��•�b�›��¡�©�Ù�å�_/²&g�I�€�•�¹�•�ª�µ�º�X�c�

�6�C�r�[�[&g�b�S�u�b�v�b�[�M���§�å�É�Ý�c�
 [ 7Á0ð$��•�b�g�'

>&Phone Number Format>' ] �±�È�V�[��µ�º�”�µ�É�K�S$��•�g�'�†�o�Î
�K�Z�8�r�O�‡��
82 2013 �º  1 �v  16 �¥



�²�–�Ö�Ý�e�Ð�4
/² 10 �c�
 [ 7Á0ð$��•�b/²&g>& Telephone Number Display>' ] �±�È�_�6�•��¡�©�Ù�å�_�X
�8�Z1��Â�K�Z�8�r�M��

7Á0ð$��•�b/²&g�†0¿���M�•�_�c�
���b�m8p�†��/œ�K�r�M��

�¹�î�±�†°�Š�K�
4:�)�^�³�™�µ�¡�Î�µ�¡�«�\�œ�É�©�Ù�å  �Î�±�å�b�œ�å / �œ�Ç�†
�²0[�_�Â�L�Z�)�~�p�<�
 [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡�K�Z�š�fÆ���†�–�Ñ�K�r
�M��

�W 34. [ 7Á0ð$��•�b/²&g>& Telephone Number Display>' ] �±�È

/²  10. [ 7Á0ð$��•�b/²&g>& Telephone Number Display>' ] �±�È  — 1��Â

��¡�©�Ù�å 1��Â

�¥)z$��•�b�g�'
>&External number 
format>'

$Î$��•�\%T$��•�b�g�'��

�©�¸�• / �•°*…�¥�î�»
>&City/subscriber code>'

�©�¸�•  �¥�î�»�\�•°*…�¥�î�»�b6ë�b��Ã�Þ�î�±��

Æ)z$��•�b�g�'
>&Internal number 
format>'

Æ)z$��•�_/²&g�I�€�•�¹�•�ª�µ�º�X��›/œ�e�Ð�� x��
>&extension �b�–�á>'�†3ã�•�M�•�G�\�v�[�A�r�M��
2013 �º  1 �v  16 �¥ 83



Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
7Á0ð$��•�b�g�'>& Phone Number Format>'

[ 7Á0ð$��•�b�g�'>& Phone Number Format>' ] �±�È>&�W 35>'�†�Q#Ý�K�Z�
�í(•�b�²�–�Ö
�Ý�e�Ð�4�g�'�†�Q#Ý�K�^�8�g�'�†0¿���K�r�M��Æ)z$��•�b�q�±�¹�•�ª�µ�º�X�v0¿���[�A
�r�M���›�g�'�b6×�I�b�œ0£�@�M�–�[�6�•7H�~�
�|�ƒ�M�•�X�b�g�'�†�8�B�[�A�r�M��

�W 35. [ 7Á0ð$��•�b�g�'>& Phone Number Format>' ] �±�È
84 2013 �º  1 �v  16 �¥



�²�–�Ö�Ý�e�Ð�4
�‚�K�87Á0ð$��•�b�g�'�†3ã�•�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. [ 3ã�•>&Add>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �©�¸�• / �•°*…�¥�î�»�b6×�I�b3ã�•>& Add 
City/Subscriber Code Lengths>' ] �²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M

>&�W 36>'��

2. �©�¸�•  �¥�î�»�\�•°*…�¥�î�»�b�¹�•�ª�µ�º�X�†°�Š�K�
 [OK] �†�¡�Ü�µ�¡�K�r
�M��°�Š�K�S$��•�c�
�g�'�b�œ0£�b6×�I�@0£'ì�I�€�
 [ 7Á0ð$��•�b�g�'>& Phone 
Number Format>' ] �Ì�–�å�_/²&g�I�€�r�M��

>&�@>'� �L6×�I�b�œ0£�@� �L�9�b�g�'�†°�Š�M�•�G�\�c�[�A�r�O�‡��

3. �g�'�b°�Š�@�ö�¢�K�S�}�
 [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡�K�r�M���‚�K�87Á0ð$��•
�b�g�'�@�–�Ñ�I�€�r�M��

7Á0ð$��•�b�g�'�†)…7Ÿ�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. $��•�b�g�'�†4E�¥�K�
 [ )…7Ÿ>&Edit>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �©�¸�• / �•°*…�¥�î
�»�b6×�I�b)…7Ÿ>&Edit City/Subscriber Code Lengths>' ] �²�–�”�ß�¢�Î�µ�¡�«�@
/²&g�I�€�r�M��

2. �š�f�†/œ�8�
 [OK] �†�¡�Ü�µ�¡�K�r�M��

3. [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡�K�Z�š�f�†�–�Ñ�K�r�M��7Á0ð$��•�b�g�'�@�š�f�I�€
�r�M��

7Á0ð$��•�b�g�'�†�P7V�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. $��•�b�g�'�†4E�¥�K�
 [ �P7V>&Delete>' ] �†�¡�Ü�µ�¡�K�r�M��

2. [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡�K�Z�š�f�†�–�Ñ�K�r�M��7Á0ð$��•�b�g�'�@�P7V�I�€
�r�M��

�Q�b�Ú>&Miscellaneous>'

�•�š6×�b�²�–�Ö�Ý�e�Ð�4�g�'�b  [ �Q�b�Ú>&Miscellaneous>' ] �±�È�c�
�í(•�b�²�–�Ö�Ý�e
�Ð�4�g�'�b  [ �Q�b�Ú>&Miscellaneous>' ] �±�È�\� �L�[�M��

�W 36. [ �©�¸�• / �•°*…�¥�î�»�b6×�I�b3ã�•>& Add City/Subscriber Code Lengths>' ] 
�²�–�”�ß�¢�Î�µ�¡�«
2013 �º  1 �v  16 �¥ 85



Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
[ �Q�b�Ú>&Miscellaneous>' ] �±�È�b1��Â�_�X�8�Z�c�
 ���Q�b�Ú>& Miscellaneous>'��
>&P.81>' �†�g!·�K�Z�C�T�I�8��
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7Á0ð�’
7Á0ð�’

�š�î�ª�™�å�º�_�c�
���b'�8®�b�<#Ý�•+��^7Á0ð$��•�Ü�«�º�@�6�~�r�M��

� �q3Æ�b�¥�î�Ý  �Ü�«�º�� Agent Desktop �@�–�â�K�Z�8�•�q�±  100 �ó�b�q3Æ7Á0ð�K
�S7Á0ð$��•�b�·$×�Ü�«�º�[�M��

� !“7H�b�š�å�º�Ü�X�†�–�Ñ�[�A�•�¶�Ç7Á0ð�’���š�î�ª�™�å�º�@�8�B�>�|�g�–�ò�K�r
�M>&'ö#.*…�@�w�  / !“� �†�)�~�p�<�r�M>' ��

� �q�±  256 �b�¢�ß�î�Â�Ý7Á0ð�’���Q�€�R�€�@!“7H�b�š�å�º�Ü�X�†�–�Ñ�[�A�
�¢
�ß�î�Â�Ý7Á0ð�’�µ+��†�Q#Ý�K�Z'ö#.*…�@�8�B�K�r�M��

� �á�î�¡�Ç�ß�î  �¢�Ý�î�É7Á0ð�’���á�î�¡�Ç�ß�î  �¢�Ý�î�É7Á0ð�’�µ+��†�Q#Ý�K�Z'ö
#.*…�@�8�B�K�r�M��

�¢�ß�î�Â�Ý7Á0ð�’�c�
 [ �á�î�¡�Ç�ß�î0¿��>& Work Flow Configuration>' ] �”�É�Ü�£�î�©�Ù
�å�b  [ 7Á0ð�’>&Phone Book>' ] �À�î�»�†�Q#Ý�K�Z�8�B�>�|�g�–�ò�K�r�M��

>&�@>'�¢�ß�î�Â�Ý7Á0ð�’�b'ö#.�b0ò(ý�_�X�8�Z�c�
 �Ü6� A���¢�ß�î�Â�Ý
7Á0ð�’�_6õ�M�•  FAQ�� �†�g!·�K�Z�C�T�I�8��

�á�î�¡�Ç�ß�î  �¢�Ý�î�É7Á0ð�’�c�
"I���b�á�î�¡�Ç�ß�î  �¢�Ý�î�É  �À�î�»�b7Á0ð�’�À�î�»�†
�Q#Ý�K�Z�8�B�>�|�g�–�ò�K�r�M>& �W 37>'��

�W 37. �¢�ß�î�Â�Ý�>�|�g�á�î�¡�Ç�ß�î�b7Á0ð�’�À�î�»

�¢�ß�î�Â�Ý7Á
0ð�’

�á�î�¡�Ç�ß�î  
�¢�Ý�î�É7Á0ð
�’
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�¢�ß�î�Â�Ý7Á0ð�’>& �W 38�
�e >'�†�Q#Ý�K�Z�
�M�m�Z�b�š�î�ª�™�å�º�@¹�w�M�•�¢�ß�î�Â
�Ý7Á0ð�’�†�8�B�>�|�g'ö#.�K�r�M��

�á�î�¡�Ç�ß�î  �¢�Ý�î�É7Á0ð�’>& �W 38�
�‘ >'�†�Q#Ý�K�Z�
"I���b�á�î�¡�Ç�ß�î  �¢�Ý�î�É
�_�“�M�•�š�î�ª�™�å�º�@¹�w�M�•�á�î�¡�Ç�ß�î  �¢�Ý�î�É7Á0ð�’�†�8�B�>�|�g'ö#.�K�r�M��

7Á0ð�’�>�|�g7Á0ð�’�b�š�å�º�Ü�†�8�B�>�|�g'ö#.�M�•�_�c�
 [ 7Á0ð�’�š�¹�•�±>& Phone 
Book Editor>' ] �†�Q#Ý�K�r�M>&�W 38>'�� 

7Á0ð�’�Ç�•�Ý�±�b�Q#Ý

7Á0ð�’�b�š�å�º�Ü�†(F�"�_�è(ô�M�•�_�c�
7Á0ð�’�Ç�•�Ý�±�†�Q#Ý�K�r�M���G�b�Ç�•�Ý�±
�c�
7Á0ð�’�˜�•�å�»�˜�_/²&g�I�€�•�š�å�º�Ü�†) �~3¸�t�v�b�[�M���š�å�º�Ü�b�Ç�•�Ý�±
�_�c  4 �X�b7Á0ð�’�Ç�•�î�Ý�»�†�Q#Ý�[�A�r�M��

7Á0ð�’�Ç�•�Ý�±�†�Q#Ý�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. [ 7Á0ð�’>&Phone Book>' ] �˜�•�å�»�˜�b  [ �Ç�•�Ý�±>& Filter>' ] �³�™�µ�¡�Î�µ�¡�«
�†�œ�å�_�K�r�M��

2. �š�å�º�Ü�b�Ç�•�Ý�±�‰�2�†  [ �Ç�•�Ý�±>& Filter>' ] �b�»�ß�µ�É�²�˜�å  �Ü�«�º�?�}
4E�¥�K�r�M���q�6�b  2 �X�b�»�ß�µ�É�²�˜�å  �Ü�«�º�[�c�
�Ç�•�Ý�±�ö =>&�Ç�•�Ý
�±�M�•�Ç�•�î�Ý�»�
�>�|�g�Ç�•�Ý�±�‰�2>'�†4E�¥�K�r�M�� 3 $��u�b�Ç�•�î�Ý�»�_
�c�Ç�•�Ý�±�e�Ð�4�†°�Š�K�r�M��

�S�\�<�d�
�¡�Ð�@�� J���[���r�•�Ç�b�M�m�Z�b7Á0ð�’�b�š�å�º�Ü�†/²&g�M�•���œ
�c�
�q�6�b�»�ß�µ�É�²�˜�å  �Ü�«�º�?�}  [ �#>&Last Name>' ]�
 2 $��u�b�»�ß�µ�É
�²�˜�å  �Ü�«�º�?�}  [ ���[���r�•>& Begins with>' ] �†4E�¥�K�
 3 $��u�b�Ç�•�î�Ý
�»�_�� J���\°�Š�K�r�M��

3 $��u�b�Ç�•�î�Ý�»�_�Ç�•�Ý�±�e�Ð�4�†°�Š�M�•�\�
�Ç�•�Ý�±�@�·�8�K�r�M��

�W 38. [ 7Á0ð�’>&Phone Book>' ] �˜�•�å�»�˜  — �¢�ß�î�Â�Ý>&�e>'�>�|�g�á�î�¡�Ç�ß�î  �¢�Ý�î�É
>&�‘>'
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7Á0ð�’
3. 7Á0ð�’�b�Ç�•�Ý�±�†0Ž7V�M�•�_�c�
 [ �Ç�•�Ý�±>& Filter>' ] �³�™�µ�¡�Î�µ�¡�«�b4E
�¥�†0Ž7V�M�•�?�
 3 $��u�b�Ç�•�î�Ý�»�[�Ç�•�Ý�±�e�Ð�4�†�P7V�K�r�M���G�€�[�

7Á0ð�’²�/�@Ì�g/²&g�I�€�r�M��

7Á0ð�’�b�8�B

�‚�K�87Á0ð�’�†��µ�º�”�µ�É�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �¢�ß�î�Â�Ý�r�S�c�á�î�¡�Ç�ß�î  �¢�Ý�î�É7Á0ð�’�b�˜�•�å�»�˜�[�
 [ )…7Ÿ>&Edit>'
] �†�¡�Ü�µ�¡�K�r�M�� [ 7Á0ð�’�š�¹�•�±>& Phone Book Editor>' ] �˜�•�å�»�˜�@/²
&g�I�€�r�M>& �W 39>'��

2. [ 7Á0ð�’>&Phone Books>' ] �Ç�•�î�Ý�»�_�‚�K�87Á0ð�’�b�¡�S�†°�Š�K�
 [ 3ã�•
>&Add>' ] �†�¡�Ü�µ�¡�K�r�M���‚�K�87Á0ð�’�@7Á0ð�’�b�Ü�«�º�_3ã�•�I�€�r�M��

3. [OK] �†�¡�Ü�µ�¡�K�r�M���‚�K�87Á0ð$��•�@�–�Ñ�I�€�
 [ 7Á0ð�’�š�¹�•�±>& Phone 
Book Editor>' ] �˜�•�å�»�˜�@6â�L�r�M��

�W 39. [ 7Á0ð�’�š�¹�•�±>& Phone Book Editor>' ] �˜�•�å�»�˜
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7Á0ð�’�b�š�å�º�Ü�†3ã�•�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. [ 7Á0ð�’>&Phone Book>' ] �˜�•�å�»�˜�[�
�»�ß�µ�É�²�˜�å  �Ü�«�º�?�}7Á0ð�’�†
4E�¥�K�
 [ )…7Ÿ>&Edit>' ] �†�¡�Ü�µ�¡�K�r�M�� [ 7Á0ð�’�š�¹�•�±>& Phone Book 
Editor>' ] �˜�•�å�»�˜�@/²&g�I�€�r�M��

2. �Ç�r�S�c�&k�_�X�8�Z�
�¡�S�
7Á0ð$��•�
�>�|�g�Ó�Ô�†°�Š�K�
 [ 3ã�•>&Add>' ] 
�†�¡�Ü�µ�¡�K�Z7Á0ð�’�_�_���†3ã�•�K�r�M��7Á0ð�’�b�š�å�º�Ü�_�q�`7H�²0[�^�_
���c7Á0ð$��•�[�M��

[ 7Á0ð$��•>&Phone Number>' ] �Ç�•�î�Ý�»�_�c�
�X�Ð>& 0 >|  9>'�
�”�Ý�Ç�“�Ë�µ
�º>&aA >|  zZ>'�
�«�Ì�î�«�
�>�|�g�e�Ð  �B ( ) + ; / : . = ? �b�s�†°�Š�[�A�r�M��

�V0°�è�¥�b�e�Ð�†°�Š�K�S���œ�c�
0Á�•�I�€�Z�8�^�8�e�Ð�†°�Š�K�S�G�\�†3û%±
�I�€�r�M��0Á�•�I�€�Z�8�^�8�e�Ð�c$2�e'¢�_*(�A�n�<�}�€�•�b�[�
$2�e'¢�_�^�W
�Z�8�•4Š�(�†0Á�•�I�€�Z�8�•�e�Ð�_�š�f�K�r�M��

3. �²0[�_�Â�L�Z�«�¸�µ�É  2 �†)Þ�~3É�K�
7Á0ð�’�_�M�m�Z�b�š�å�º�Ü�†°�Š�K�r�M��
�š�å�º�Ü�b3ã�•�@�ö�¢�K�S�}�
 [OK] �†�¡�Ü�µ�¡�K�r�M���š�å�º�Ü�@�–�Ñ�I�€�
 [
7Á0ð�’�š�¹�•�±>& Phone Book Editor>' ] �˜�•�å�»�˜�@6â�L�r�M��

7Á0ð�’�b�š�å�º�Ü�†)…7Ÿ�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �¢�ß�î�Â�Ý�r�S�c�á�î�¡�Ç�ß�î  �¢�Ý�î�É7Á0ð�’�b�À�î�»�_&ã�·�K�r�M��

2. �»�ß�µ�É�²�˜�å  �Ü�«�º�?�}7Á0ð�’�†4E�¥�K�
 [ )…7Ÿ>&Edit>' ] �†�¡�Ü�µ�¡�K�r�M��
[ 7Á0ð�’�š�¹�•�±>& Phone Book Editor>' ] �˜�•�å�»�˜�@/²&g�I�€�r�M��

3. 7Á0ð�’�b�š�å�º�Ü�†4E�¥�K�
���b�8�N�€�?�b�m8p�†�ö�¢�K�r�M��

� �š�å�º�Ü�†�š�f�M�•�_�c�
 [ )…7Ÿ>&Edit>' ] �†�¡�Ü�µ�¡�K�r�M��

� �š�å�º�Ü�†�P7V�M�•�_�c�
 [ �P7V>&Delete>' ] �†�¡�Ü�µ�¡�K�r�M��

4. �š�å�º�Ü�b)…7Ÿ�@�ö�¢�K�S�}�
 [OK] �†�¡�Ü�µ�¡�K�r�M���š�fÆ���@�–�Ñ�I�€�
 [
7Á0ð�’�š�¹�•�±>& Phone Book Editor>' ] �˜�•�å�»�˜�@6â�L�r�M��

7Á0ð�’�b�w� �ì�r�S�c!“� �ì

7Á0ð�’�c�
�¢�ß�î�Â�Ý  �Þ�Ë�Ý�[�b�s�w� �r�S�c!“� �_�M�•�G�\�@�[�A�r�M��

7Á0ð�’�†!“� �_�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �¢�ß�î�Â�Ý7Á0ð�’�b�À�î�»�_&ã�·�K�r�M��

2. �M�m�Z�b�¢�ß�î�Â�Ý�>�|�g�á�î�¡�Ç�ß�î  �¢�Ý�î�É7Á0ð�’�_�š�î�ª�™�å�º�?�}�”
�¡��«�[�A�^�8�|�:�_�M�•�_�c�
 [ �M�m�Z�b7Á0ð�’�†!“� �_�M�•>& Disable all 
phone books>' ] �³�™�µ�¡�Î�µ�¡�«�†�œ�å�_�K�r�M��

3. �M�m�Z�b�¶�Ç7Á0ð�’�_�š�î�ª�™�å�º�?�}�”�¡��«�[�A�^�8�|�:�_�M�•�_�c�
 [ �¶
�Ç7Á0ð�’�†!“� �_�M�•>& Disable personal phone book>' ] �³�™�µ�¡�Î�µ�¡�«�†
�œ�å�_�K�r�M��

>&�@>'7Á0ð�’�b!“� �ì�†�w� �_�M�•�_�c�
�M�m�Z�b�š�î�ª�™�å�º�†�ß�¢
�”�˜�º�K�Z  Agent Desktop �†)
�¢�M�•�²0[�@�6�~�r�M��
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7Á0ð�’
4. [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡�K�r�M��  

7Á0ð�’�†�w� �_�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �¢�ß�î�Â�Ý7Á0ð�’�b�À�î�»�_&ã�·�K�r�M��

2. �M�m�Z�b�¢�ß�î�Â�Ý�>�|�g�á�î�¡�Ç�ß�î  �¢�Ý�î�É7Á0ð�’�_�š�î�ª�™�å�º�?�}�”
�¡��«�[�A�•�|�:�_�M�•�_�c�
 [ �M�m�Z�b7Á0ð�’�†!“� �_�M�•>& Disable all 
phone books>' ] �³�™�µ�¡�Î�µ�¡�«�†�œ�Ç�_�K�r�M��

3. �M�m�Z�b�¶�Ç7Á0ð�’�_�š�î�ª�™�å�º�?�}�”�¡��«�[�A�•�|�:�_�M�•�_�c�
 [ �¶�Ç
7Á0ð�’�†!“� �_�M�•>& Disable personal phone book>' ] �³�™�µ�¡�Î�µ�¡�«�†�œ
�Ç�_�K�r�M��

4. [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡�K�r�M��  

7Á0ð�’�b�–�å�Ï�î�º�>�|�g�š�¡�«�Ï�î�º

7Á0ð�’�†�–�å�Ï�î�º�>�|�g�š�¡�«�Ï�î�º�M�•�\�
�±0d�•�^7Á0ð�’>&�q�±  3,000 �š�å�º�Ü
�r�[>'�†  [ 7Á0ð�’�š�¹�•�±>& Phone Book Editor>' ] �˜�•�å�»�˜�†�Q#Ý�M�•�|�~�v(F�"�_
�8�B�>�|�g�–�ò�[�A�r�M  7Á0ð�’�c�
�¸�Ÿ�«�º  �š�¹�•�±�x�«�É�Þ�µ�»�©�î�º�^�]�b�•�å�Ð
�
�)�~�b�Í>& CSV>'�†�Q#Ý�[�A�•�õ�–�b�§�î�»�Ã�î�¸�•0��”�É�Ü�£�î�©�Ù�å�[�8�B�>�|
�g)…7Ÿ�[�A�r�M���§�î�»�Ã�î�¸�•0��”�É�Ü�£�î�©�Ù�å�†�Q#Ý�M�•�\�
�š�¡�«�Ï�î�º�I�€
�S7Á0ð�’�†)…7Ÿ�K�
�M�Ó�š�f>&�S�\�<�d�
�w�¥�•$��b�š�f>'�x�
7Á0ð$��•�b3ã�•�>�|�g
�P7V�†/œ�<�r�M���f�‚�I�€�S�Ç�“�–�Ý�c�
�Q�b�‹�
 Desktop Administrator �_�–�å�Ï�î
�º�K�
�S�b�Â�î�ª�Ù�å�†*(�A�n�<�•�G�\�@�[�A�r�M��

>&�@>'2 �Â�–�º�e�Ð�†�G�–�_�–�å�Ï�î�º�M�•�_�c�
 2 �Â�–�º0•1�#Ý�b7Á
0ð�’�[  UTF-8 �e�Ð�g�'�†�Q#Ý�M�•�²0[�@�6�~�r�M��

CSV �Ç�“�–�Ý�g�'

7Á0ð�’�b  CSV �Ç�“�–�Ý�_�c�
 /² 11 �_&g�M�|�:�^�Ç�•�î�Ý�»�@�µ�r�€�Z�8�r�M��

7Á0ð�’�b  CSV �Ç�“�–�Ý�b�[�†�è�W�_&g�K�r�M��

"First Name","Last Name","Phone Number","Notes"
"Amanda","Cohen","6511234",""

/²  11. 7Á0ð�’�b  CSV �Ç�“�–�Ý�b0ò(ý

�Ç�•�î�Ý�» �q�±6× �Q#Ý�[�A�•�e�Ð '5$Ñ�b�•�°

�¡>& First Name>' 100 ���Š�•+��^�õ�–�b�e�Ð No

�#>&Last Name>' 100 ���Š�•+��^�õ�–�b�e�Ð No

7Á0ð$��•
>&Phone 
Number>'

40 0 >|  9�
 aA >|  zZ�
�B ( ) + / : . = ? No

�Ó�Ô>&Notes>' 256 ���Š�•+��^�õ�–�b�e�Ð Yes
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"Nicholas","Knight","612-555-1228","Sales"
"Natalie","Lambert","952-555-9876","Benefits"
"Joseph","Stonetree","651-555-7612","Manager"

7Á0ð�’�b  CSV �Ç�“�–�Ý�c�
�G�b�g�'�_ =�Ð�K�
�q�6�b/œ�_�Ê�µ�²�î�†�µ�u�•�²0[�@�6�~
�r�M���–�å�Ï�î�º�p�
�Y�G�^�e�Ð�@�^�8�?�Ç�“�–�Ý�@�«�Ÿ�Õ�å�I�€�r�M���Y�G�^�e�Ð�@
�è���I�€�•�\�
�Q�€�}�c$2�e'¢�_*(�A�n�<�}�€�r�M��

>&�@>'�š�¡�«�Ï�î�º�K�S  CSV �Ç�“�–�Ý�[�c�
�V0°�b�[�b�|�:�_�
�›
�Ç�•�î�Ý�»�@�§5��,#Ý'¢�[�V�r�€�Z/²&g�I�€�r�M���G�€�c�
��7•�b
�Ç�•�î�Ý�»  �¹�î�±�b�M4Š�[�6�•�•�å�Ð�r�S�c�§5��,#Ý'¢�@�Ç�•�î�Ý�»
�b�
�)�~�e�Ð�\6ë4*�ƒ�€�^�8�|�:�_�M�•�S�u�[�M���¹�î�±�_�G�€�}�b�e
�Ð�@�µ�r�€�Z�8�^�8���œ�
�–�å�Ï�î�º#Ý�_ =��M�•�Ç�“�–�Ý�b�p�[�§5�
�,#Ý'¢�†%,$��[�A�r�M��

7Á0ð�’�†�–�å�Ï�î�º�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �� CSV �Ç�“�–�Ý�g�'�� >&P.91>' ��¡�©�Ù�å�[�æ���I�€�Z�8�•�|�:�_�
7Á0ð�’�b  
CSV �Ç�“�–�Ý�@�G�K�C�Ç�›�î�Ð�µ�º�I�€�Z�8�•�G�\�†&�1��K�r�M��

2. [ 7Á0ð�’>&Phone Book>' ] �˜�•�å�»�˜�[�
 [ )…7Ÿ>&Edit>' ] �†�¡�Ü�µ�¡�K�r�M�� [
7Á0ð�’�š�¹�•�±>& Phone Book Editor>' ] �˜�•�å�»�˜�@/²&g�I�€�r�M>& �W 39

>&P.89>'>'��

3. [ �–�å�Ï�î�º>& Import>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �–�å�Ï�î�º�b4E�¥>& Import 
Select>' ] �²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M>& �W 40>'�� 

�¹�Ç�›�Ý�º�b�Ç�›�Ý�²  C:\Program Files\Cisco\Desktop\config �_�µ�r�€�Z�8
�•�M�m�Z�b  CSV �Ç�“�–�Ý�@�M0t/²&g�I�€�r�M��% $×�b�Ç�“�–�Ý�@�9�b���d�_�6
�•���œ�c�
 [ �Ç�›�Ý�²�b�è(ô>& Find folder>' ] �†�¡�Ü�µ�¡�K�
�Q�b���d�†�g!·�K
�r�M��

�W 40. [ �–�å�Ï�î�º�b4E�¥>& Import Select>' ] �²�–�”�ß�¢�Î�µ�¡�«
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7Á0ð�’
4. �–�å�Ï�î�º�M�•�Ç�“�–�Ý�†4E�¥�K�
 [OK] �†�¡�Ü�µ�¡�K�r�M��7Á0ð�’�@�–�å�Ï�î
�º�I�€�
 [ �q�‚�Ü�«�º>& Current List>' ] �Ì�–�å�b�p�b�<#Ý�•+��^7Á0ð�’�b�Ü�«�º
�_3ã�•�I�€�r�M��

CSV �b�Ç�“�–�Ý�¡>& CSV �\�8�:�K�•3¡�^�K>'�@7Á0ð�’�b�¡�S�_�^�~�r�M���¡�S
�@�M�[�_�Q#Ý�I�€�Z�8�•���œ�c�
�–�å�Ï�î�º�K�S7Á0ð�’�[�¤�Ñ�b7Á0ð�’�†*(�A�n
�<�•�?�\�a�}�€�r�M���¤�Ñ�b7Á0ð�’�†*(�A�n�<�S�C�^�8���œ�c�
�–�å�Ï�î�º�†
�Ÿ�Õ�å��Ý�K�
 CSV �Ç�“�–�Ý�b�¡�S�†�š�f�K�Z�x�~%$�K�Z�C�T�I�8��

5. [OK] �†�¡�Ü�µ�¡�K�Z  [ 7Á0ð�’�š�¹�•�±>& Phone Book Editor>' ] �˜�•�å�»�˜�†6â
�L�r�M��

7Á0ð�’�†�š�¡�«�Ï�î�º�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. [ 7Á0ð�’>&Phone Book>' ] �˜�•�å�»�˜�[�
 [ )…7Ÿ>&Edit>' ] �†�¡�Ü�µ�¡�K�r�M�� [
7Á0ð�’�š�¹�•�±>& Phone Book Editor>' ] �˜�•�å�»�˜�@/²&g�I�€�r�M>& �W 39

>&P.89>'>'��

2. [ �q�‚�Ü�«�º>& Current list>' ] �Ì�–�å�b�p�[�
�š�¡�«�Ï�î�º�K�S�87Á0ð�’�†4E�¥
�K�
 [ �š�¡�«�Ï�î�º>& Export>' ] �†�¡�Ü�µ�¡�K�r�M�� [ 7Á0ð�’�b�š�¡�«�Ï�î�º

>&Export Phone Book>' ] �²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M>& �W 41>'�� 

3. �¹�Ç�›�Ý�º�b�š�¡�«�Ï�î�º���d�c  C:\Program Files\Cisco\Desktop\config 
�Ç�›�Ý�²�[�M���è�S�_7Á0ð�’�†�–�å�Ï�î�º�r�S�c�š�¡�«�Ï�î�º�K�S���œ�
4E�¥�K
�S���d�@/²&g�I�€�r�M���9�b���d�_7Á0ð�’�†�š�¡�«�Ï�î�º�M�•���œ�c�
 [ �9�b
�Ç�›�Ý�²�†�g!·>& Browse to a different folder>' ] �†�¡�Ü�µ�¡�K�
�Q�b���d�_&ã
�·�K�r�M��

4. [OK] �†�¡�Ü�µ�¡�K�r�M��7Á0ð�’�@4E�¥�K�S���d�_�š�¡�«�Ï�î�º�I�€�r�M���Ç�“
�–�Ý�¡�c�
 CSV �Ç�“�–�Ý�Ñ�G�Ê�@�Ü�8�S7Á0ð�’�b�¡�S�[�M��

�W 41. [ 7Á0ð�’�b�š�¡�«�Ï�î�º>& Export Phone Book>' ] �²�–�”�ß�¢�Î�µ�¡�«
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Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
#.#ä�¥�î�»

#.#ä�¥�î�»�c�
�š�î�ª�™�å�º�@ =��p>& Not Ready>'�b�š�î�ª�™�å�º"g�Â�_�š�ƒ�W�S#.
#ä�r�S�c�ß�¢�”�˜�º�K�S#.#ä�_�X�8�Z1��Â�K�r�M��

Agent Desktop �>�|�g  CAD-BE �[�c�
0¿���[�A�•#.#ä�¥�î�»�b�X�_�D7H�c�6�~�r�O�‡��
IP Phone Agent �[�c�
#.#ä�¥�î�»�b�X�c  100 �¶�_�D7H�I�€�Z�8�r�M��

#.#ä�¥�î�»�c�
 Cisco Unified Contact Center Enterprise Web Administration Tool
>&System IPCC �†�Q#Ý�M�•���œ>'�r�S�c  Unified ICM Configuration Manager>&System 
IPCC �è�¥�
�S�\�<�d  Unified ICM Enterprise/Hosted �r�S�c  Unified CC 
Enterprise/Hosted �†�Q#Ý�M�•���œ>'�†�Q#Ý�K�Z�
 Unified ICM �[��µ�º�”�µ�É�>�|�g
�–�ò�I�€�r�M���¢�ß�î�Â�Ý�\�á�î�¡�Ç�ß�î  �¢�Ý�î�É  �Þ�Ë�Ý�b�g�‰�[�š�î�ª�™�å�º�_#.#ä
�¥�î�»�†�m�~�\�Z�•�_�c�
 Desktop Administrator �†�Q#Ý�K�r�M��

�¢�ß�î�Â�Ý�^#.#ä�¥�î�»�c�
 [ �á�î�¡�Ç�ß�î0¿��>& Work Flow Configuration>' ] �À�î�»�b  
[ #.#ä�¥�î�»>& Reason Codes>' ] �À�î�»�†�Q#Ý�K�Z�m�~�\�Z�}�€�r�M���á�î�¡�Ç�ß�î  �¢
�Ý�î�É�b#.#ä�¥�î�»�c�
"I���b  [ �á�î�¡�Ç�ß�î  �¢�Ý�î�É>& Work Flow Group>' ] �À�î�»�b  
[ #.#ä�¥�î�»>& Reason Codes>' ] �À�î�»�†�Q#Ý�K�Z�m�~�\�Z�}�€�r�M>& �W 42>'��

�¢�ß�î�Â�Ý�^#.#ä�¥�î�»�c�
�M�m�Z�b�š�î�ª�™�å�º�@�<#Ý�[�A�r�M���á�î�¡�Ç�ß�î�b#.
#ä�¥�î�»�c�
�Q�b"I���b�á�î�¡�Ç�ß�î  �¢�Ý�î�É�_�“�M�•�š�î�ª�™�å�º�@�<#Ý�[�A�r�M��

�W 42. �¢�ß�î�Â�Ý�>�|�g�á�î�¡�Ç�ß�î�b#.#ä�¥�î�»  �À�î�»

�¢�ß�î�Â
�Ý�^#.#ä
�¥�î�»  
�À�î�»

�á�î�¡�Ç
�ß�î  �¢
�Ý�î�É�b#.
#ä�¥�î�»  
�À�î�»
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#.#ä�¥�î�»
�£(Ù�í�s�b#.#ä�¥�î�»�c�
 LDAP Æ�[�6�}�?�L�u��*O�I�€�Z�>�~�
�8�B�r�S�c�P7V�M�•�G
�\�c�[�A�r�O�‡���G�€�}�b#.#ä�¥�î�»�c�
�«�î�Ã�î�Â�–�¨�_�|�•�ß�¢�”�˜�º�x�©�«�¸�Ò
7€���^�]�b�–�Ë�å�º�_+¬�·$×�_4:#Ý�I�€�
�š�î�ª�™�å�º�@�D�š�M�•�G�\�c�[�A�r�O�‡  
�š�î�ª�™�å�º�?�}�c0b�•�G�\�@�[�A�N�
�Þ�Ï�î�º�>�|�g�¢�ß�î�Â�Ý�^  [ #.#ä�¥�î�»

>&Reason Codes>' ] �˜�•�å�»�˜�_�b�s/²&g�I�€�r�M��

>&�@>'Unified ICM �[�8�B�I�€�S#.#ä�¥�î�»�@�
�£(Ù�í�s�b#.#ä�¥�î�»
�\� �L#.#ä�¥�î�»$��•�†�Q#Ý�K�^�8�G�\�†�N�á�K�r�M��#.#ä�¥�î�»$��•
�@5�0�K�Z�8�•���œ�
�Þ�Ï�î�ºÆ�_�š�Û�î�@$Î#Õ�K�S�~�
�Q�b�Ú�b�e8Ÿ
�@$Î#Õ�M�•�•+��ö�@�6�~�r�M��

/² 12 �c�
�£(Ù�í�s�b#.#ä�¥�î�»�b�M0t�[�M��

���…�w�õ�F���>�|�g���ß�¢�”�˜�º���b#.#ä�¥�î�»�c�
�á�î�¡�Ç�ß�î  �¢�Ý�î�É  �Þ�Ë�Ý�[�w
�  / !“� �@�)�~�p�<�}�€�r�M��

>&�@>'Cisco Unified Contact Center Enterprise Web Administration 
Tool>&System IPCC �†�Q#Ý�M�•���œ>'�r�S�c  Unified ICM 
Configuration Manager>&System IPCC �è�¥�†�Q#Ý�M�•���œ>'�b�p�[

/²  12. �£(Ù�I�€�S#.#ä�¥�î�»

#.#ä�¥�î�» 1��Â

-3 �ß�¢�–�å�p�_Æ)z$��•�š�f

-2 PG 7€��

-1 Peripheral Ì2s�·

22 �«�î�Ã�î�Â�–�¨�_�|�•�ß�¢�”�˜�º

33 �«�î�Ã�î�Â�–�¨�_�|�•�…�w�õ�F

20001 �I�D�ß�¢�”�˜�º�b�…�µ�^�K

20002 �I�D�ß�¢�”�˜�º

20003 �ß�¢�”�˜�º�b�…�µ�^�K

32767 �ç�g���K�_�Â'Å�^�K

50001 CTI OS �)�•

50002 CTI OS �¥�å�Ï�î�¿�å�º�)�•

50003 �¹�Â�–�«�@�”�˜�º�œ�È�§�î�Å�«

50004 �š�î�ª�™�å�º�•�q�·

50010 �Ý�î�º�I�€�S�¥�î�Ý�@�•4Ä�™

50020 �š�î�ª�™�å�º�«�Ÿ�ÝÌ0¿��
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Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
#.#ä�¥�î�»�†0¿���M�•�G�\�[�
�ß�¢�”�˜�º�ì�x�…�w�õ�F"g�Â�_&ã/œ�M�•
7•�_#.#ä�¥�î�»�†0[�Ó�[�A�•�|�:�_�^�~�r�M���S�T�K�
 Agent Desktop 
�c�G�€�}�b0¿���†�è���[�A�r�O�‡���&k�b�¹�«�¡�b0¿��  [ �”�–�»�Ý�b#.
#ä�@�²0[>&Idle reason required>' ] �>�|�g  [ �ß�¢�”�˜�º�b#.#ä�@�²0[

>&Logout reason required>' ] �†�•4E�¥�b�r�r�_�K�
#.#ä�¥�î�»�b�w� �ì
/ !“� �ì�†  Desktop Administrator Æ�[��/œ�M�•�G�\�†�N�á�K�r�M��

>&�@>'#.#ä�¥�î�»�_�•�<�S�š�f�†&�1��M�•�_�c�
�š�î�ª�™�å�º�@  Agent 
Desktop�
 CAD-BE�
�>�|�g  IP Phone Agent �†Ì2s�·�M�•�²0[�@�6�~
�r�M��

>&�@>'�p�\1��
�¥�•1��
8Q�\1��_�ß�î�•�Û�–�¬�I�€�S�§�–�º�[�c�
7Á0ð
�µ�b�Ð�Ý�³�Â�–�º�e�Ð�b�D7H�_�|�~  IP Phone Agent �[#.#ä�¥�î�»�@�G
�K�C/²&g�I�€�^�8���œ�@�6�~�r�M��

#.#ä�¥�î�»�b�m�~�\�Z

�¢�ß�î�Â�Ý�^#.#ä�¥�î�»�†�m�~�\�Z�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �¼�Å�¤�î�©�Ù�å  �¶�Ü�î�b�p�[�¢�ß�î�Â�Ý�^  [ #.#ä�¥�î�»>& Reason Codes>' ] 
�À�î�»�†4E�¥�K�
 [ #.#ä�¥�î�»>& Reason Codes>' ] �˜�•�å�»�˜�†/²&g�K�r�M

>&�W 43�
�e >'��

2. �m�~�\�Z�•#.#ä�¥�î�»�b�±�–�É�_4:�K�S�±�È�†  [ �ß�¢�”�˜�º>& Logout>' ] �r�S�c  
[ �…�w�õ�F>&Not Ready>' ] �?�}4E�¥�K�r�M��

3. [ �<#Ý�•+��^#.#ä�¥�î�»�b�Ü�«�º>& Available Reason Codes List>' ] �?�}�
�M�m
�Z�b�š�î�ª�™�å�º�@�<#Ý�[�A�•�|�:�_�K�S�8#.#ä�¥�î�»�†4E�¥�K�
�‘%®�3�Î�±�å
�†�¡�Ü�µ�¡�K�Z  [ �¢�ß�î�Â�Ý�^#.#ä�¥�î�»�b�Ü�«�º>& Global Reason Codes 
List>' ] �_&ã�·�K�r�M��

�W 43. [ #.#ä�¥�î�»>& Reason Code>' ] �˜�•�å�»�˜  — �¢�ß�î�Â�Ý>&�e>'�>�|�g�á�î�¡�Ç�ß�î  �¢
�Ý�î�É>&�‘>'
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#.#ä�¥�î�»
4. [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡�K�r�M��  

�á�î�¡�Ç�ß�î�b#.#ä�¥�î�»�†�m�~�\�Z�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �¼�Å�¤�î�©�Ù�å  �Ì�–�å�b�p�[% $×�b�á�î�¡�Ç�ß�î  �¢�Ý�î�É�b  [ #.#ä�¥�î�»
>&Reason Codes>' ] �À�î�»�†4E�¥�K�
 [ #.#ä�¥�î�»>& Reason Codes>' ] �˜�•�å�»
�˜�†/²&g�K�r�M>& �W 43>&P.96>'�
 �‘ >'��

2. �m�~�\�Z�•#.#ä�¥�î�»�b�±�–�É�_4:�K�S�±�È�†  [ �ß�¢�”�˜�º>& Logout>' ] �r�S�c  
[ �…�w�õ�F>&Not Ready>' ] �?�}4E�¥�K�r�M��

3. [ �<#Ý�•+��^#.#ä�¥�î�»�b�Ü�«�º>& Available Reason Codes List>' ] �?�}�
�á�î
�¡�Ç�ß�î  �¢�Ý�î�É�_�“�M�•�š�î�ª�™�å�º�@�<#Ý�[�A�•�|�:�_�K�S�8#.#ä�¥�î�»
�†4E�¥�K�
�‘%®�3�Î�±�å�†�¡�Ü�µ�¡�K�Z  [ �á�î�¡�Ç�ß�î  �¢�Ý�î�É�b�Ü�«�º

>&Work Flow Group List>' ] �_&ã�·�K�r�M��

4. [ �ß�¢�”�˜�º#.#ä�¥�î�»�b�w� �ì>& Enable Logout Reason Codes>' ] �r�S�c  [ �…
�w�õ�F#.#ä�¥�î�»�b�w� �ì>& Enable Not Ready Reason Codes>' ] �³�™�µ�¡
�Î�µ�¡�«�†�œ�å�_�K�
�á�î�¡�Ç�ß�î  �¢�Ý�î�É�_�“�M�•�š�î�ª�™�å�º�¥�E�_�8�N
�€�?�b'�8®�b#.#ä�¥�î�»�†�w� �_�K�r�M���G�€�_�c�
�M�m�Z�b�¢�ß�î�Â�Ý�^#.#ä
�¥�î�»�b��µ�º�”�µ�É�@�µ�r�€�r�M��

5. [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡�K�r�M��  

#.#ä�¥�î�»�b�w� �ì�r�S�c!“� �ì

#.#ä�¥�î�»�c�
�á�î�¡�Ç�ß�î  �¢�Ý�î�É  �Þ�Ë�Ý�[�b�s�w�  / !“� �†�)�~�p�<�•�G�\�@�[
�A�
�M�m�Z�b�á�î�¡�Ç�ß�î  �¢�Ý�î�É�_�P�K�Z�¶�9�_/œ�:�²0[�@�6�~�r�M��

#.#ä�¥�î�»�†�w� �r�S�c!“� �_�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. #.#ä�¥�î�»�†!“� �r�S�c�w� �_�M�•�á�î�¡�Ç�ß�î  �¢�Ý�î�É�[  [ #.#ä�¥�î�»
>&Reason Codes>' ] �À�î�»�†4E�¥�K�r�M��

2. 4:�)�^�±�È�†4E�¥�K�
 [ �ß�¢�”�˜�º�b#.#ä�¥�î�»�b�w� �ì>& Enable Logout 
Reason Codes>' ] �r�S�c  [ �…�w�õ�F�b#.#ä�¥�î�»�b�w� �ì>& Enable Not Ready 
Reason Codes>' ] �³�™�µ�¡�Î�µ�¡�«�b�œ�å / �œ�Ç�†�)�~�p�<�r�M��

3. [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡�K�r�M��  
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Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
�‹��#.�¹�î�±

�¥�å�±�¡�º  ��å�±�î�[�c�
"I�_�›'��”�¡�¸�•�Å�¸�•�b8–�Ø�b3ã2§�x�¥�î�Ý�b�q5 13�Ó›
�”�•�˜�å�º�b"I���\�8�W�S% $×�b�S�u�_�
�‹��#.�¹�î�±�b0°3Ù�†�Q#Ý�K�r�M���‹��#.
�¹�î�±�@��µ�º�”�µ�É�>�|�g�–�ò�I�€�
 [ �‹��#.�¹�î�±>& Wrap-up Data>' ] �˜�•�å�»�˜�†
�Q#Ý�K�Z+¬�·�ì�I�€�S"g�Â�š�f�@�w� �ì�I�€�r�M��

Agent Desktop �>�|�g  CAD-BE �[�c�
0¿���[�A�•�‹��#.�¹�î�±�b0°3Ù�b�X�_�D7H�c�6�~
�r�O�‡�� IP Phone Agent �[�c�
�‹��#.�¹�î�±�b0°3Ù�c  100 �¶�_�D7H�I�€�Z�8�r�M��

>&�@>'Agent Desktop �>�|�g  CAD-BE �b�š�î�ª�™�å�º�c�
�š�f�†�w� �_
�M�•�S�u�_�”�É�Ü�£�î�©�Ù�å�†�ß�¢�”�˜�º�
)
�¢�
�>�|�gÌ2s�·�I�O�•
�²0[�@�6�~�r�M��

�¢�ß�î�Â�Ý�‹��#.�b0°3Ù�c�
 [ �á�î�¡�Ç�ß�î0¿��>& Work Flow Configuration>' ] �À�î�»�b  
[ �‹��#.�¹�î�±>& Wrap-up Data>' ] �À�î�»�†�Q#Ý�K�Z�8�B�>�|�g�m�~�\�Z�}�€�r�M���á�î
�¡�Ç�ß�î  �¢�Ý�î�É�‹��#.�b0°3Ù�c�
"I���b  [ �á�î�¡�Ç�ß�î  �¢�Ý�î�É>& Work Flow 
Group>' ] �À�î�»�b  [ �‹��#.�¹�î�±>& Wrap-up Data>' ] �À�î�»�†�Q#Ý�K�Z�8�B�>�|�g�m�~
�\�Z�}�€�r�M>& �W 44>'��

Agent Desktop�
 CAD-BE�
�>�|�g  IP Phone Agent �[�c�
3û0ð�b�‹��#.�ì6ë�b6ä���ì�_
4:�)�^�‹��#.�¹�î�±�b0°3Ù�†�š�î�ª�™�å�º�@4E�¥�K�r�M���š�î�ª�™�å�º�@4E�¥�M�•�Í�c�


�W 44. �¢�ß�î�Â�Ý�>�|�g�á�î�¡�Ç�ß�î  �¢�Ý�î�É�b�‹��#.�¹�î�±

�¢�ß�î�Â�Ý
�^�‹��#.
�¹�î�±  �À�î
�»

�á�î�¡�Ç
�ß�î  �¢
�Ý�î�É�b�‹
��#.�¹�î�±  
�À�î�»
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�‹��#.�¹�î�±
Unified ICM �¹�î�±�Ë�î�«Æ�b�¥�î�Ý�b  Termination_Call_Detail �Þ�¥�î�»�_/²&g�I�€�r
�M��

IP Phone �š�î�ª�™�å�º�[�c�
�‹��#.�¹�î�±�b0°3Ù�b�X�c�q�±  100 �¶�_�D7H�I�€�Z�8�r
�M��

Desktop Administrator �†�w� �_�K�Z�‹��#.�¹�î�±�†4:�)�_'ö#.�M�•�_�c�
 Unified ICM 
Configuration Manager �[���b  [ �š�å�±�î�É�Û�–�¬  �¹�«�¡0¿��>& Enterprise Desk 
Settings>' ] �œ�É�©�Ù�å�†  [ �œ�É�©�Ù�å>&Optional>' ] �_0¿���M�•�²0[�@�6�~�r�M��

� Work mode on Incoming>&%T�™�ì�b�8���Ô�î�»>'

� Work mode on Outgoing>&$Î�™�ì�b�8���Ô�î�»>'

Unified ICM Configuration Manager �[�c�
 [ �‹��#.�‹�…�w>& Work Ready>' ] �r�S�c  [ �‹
��#.�‹�…�w�õ�F>& Work Not Ready>' ] �b"g�Â�_&ã/œ�M�•���œ�_�²8r�\�^�•�|�:�_�‹��#.
�¹�î�±�†0¿���M�•�G�\�@�[�A�r�M���S�T�K�
 Agent Desktop �[�c�G�€�}�b0¿���c�è���[
�A�r�O�‡�� Unified ICM Configuration Manager �b0¿���c  [ �œ�É�©�Ù�å>&Optional>' ] �b
�r�r�_�K�Z�
 Desktop Administrator �[�‹��#.�¹�î�±�†�w� �r�S�c!“� �_�K�Z�C�T�I�8��

�‹��#.�¹�î�±�b0°3Ù�†�8�B�M�•���œ�c�
���b�ž�–�»�Û�–�å�_�‘�W�Z�C�T�I�8��

� 0°3Ù�_�c�
�q�±  39 �e�Ð�b,e�X�Ð�†�Q#Ý�[�A�r�M���ƒ1�!l�x�Q�b�Ú�b�e�Ð�c�Q#Ý
�[�A�r�O�‡��

>&�@>'�p�\1��
�¥�•1��
8Q�\1��_�ß�î�•�Û�–�¬�I�€�S�§�–�º�[�c�
7Á0ð
�µ�b�Ð�Ý�³�Â�–�º�e�Ð�b�D7H�_�|�~  IP Phone Agent �[1��Â�@�G�K�C/²
&g�I�€�^�8���œ�@�6�~�r�M��

� 5�0�M�•0°3Ù�c0Á�•�I�€�r�O�‡��

�‹��#.�¹�î�±�b0°3Ù�b�8�B

�¢�ß�î�Â�Ý  �Þ�Ë�Ý�>�|�g�á�î�¡�Ç�ß�î  �¢�Ý�î�É  �Þ�Ë�Ý�b�g�‰�[�‹��#.�¹�î�±�b0°3Ù�†�8
�B�>�|�g�š�f�[�A�r�M��
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Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
�‹��#.�¹�î�±�b0°3Ù�†�8�B�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �¼�Å�¤�î�©�Ù�å  �¶�Ü�î�b�p�[�¢�ß�î�Â�Ý�r�S�c�á�î�¡�Ç�ß�î  �¢�Ý�î�É�b  [ �‹��
#.�¥�î�»>& Wrap-up Codes>' ] �À�î�»�†4E�¥�K�
 [ �‹��#.�¥�î�»>& Wrap-up 
Codes>' ] �˜�•�å�»�˜�†/²&g�K�r�M>& �W 45>'��

2. [ �Ü�«�º�b�š�f>& Modify List>' ] �†�¡�Ü�µ�¡�K�
 [ �‹��#.�¹�î�±  �š�¹�•�±
>&Wrap-up Data Editor>' ] �²�–�”�ß�¢�Î�µ�¡�«>& �W 46>'�†/²&g�K�r�M��

3. [ 0°3Ù>&Description>' ] �Ç�•�î�Ý�»�_�‚�K�8�‹��#.�¹�î�±�b0°3Ù�†°�Š�K�
 [ 3ã�•
>&Add>' ] �†�¡�Ü�µ�¡�K�r�M���‹��#.�¹�î�±�b0°3Ù�@�
�‹��#.�¹�î�±�b�Ü�«�º�_3ã
�•�I�€�r�M��

4. [OK] �†�¡�Ü�µ�¡�K�Z�²�–�”�ß�¢�Î�µ�¡�«�†6â�L�
 [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡
�K�Z�š�f�†�–�Ñ�K�r�M��

�W 45. [ �‹��#.�¹�î�±>& Wrap-up Data>' ] �˜�•�å�»�˜  — �¢�ß�î�Â�Ý>&�e>'�>�|�g�á�î
�¡�Ç�ß�î  �¢�Ý�î�É>&�‘>'

�W 46. [ �‹��#.�¹�î�±  �š�¹�•�±>& Wrap-up Data Editor>' ] �²�–�”�ß�¢�Î�µ�¡�«
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�‹��#.�¹�î�±
�‹��#.�¹�î�±�b0°3Ù�†)…7Ÿ�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �¼�Å�¤�î�©�Ù�å  �¶�Ü�î�b�p�[�¢�ß�î�Â�Ý�r�S�c�á�î�¡�Ç�ß�î  �¢�Ý�î�É�b  [ �‹��
#.�¹�î�±>& Wrap-up Data>' ] �À�î�»�†4E�¥�K�
 [ �‹��#.�¹�î�±>& Wrap-up Data>'
] �˜�•�å�»�˜�†/²&g�K�r�M>& �W 45>&P.100>'>'��

2. [ �Ü�«�º�b�š�f>& Modify List>' ] �†�¡�Ü�µ�¡�K�
 [ �‹��#.�¹�î�±  �š�¹�•�±
>&Wrap-up Data Editor>' ] �²�–�”�ß�¢�Î�µ�¡�«>& �W 46>&P.100>'>'�†/²&g�K�r
�M��

3. )…7Ÿ�M�•�‹��#.�¹�î�±�b0°3Ù�†�²�È�Ý�¡�Ü�µ�¡�K�r�M��

4. �Ï�µ�É�”�µ�É  �²�–�”�ß�¢�Î�µ�¡�«�[�
�õ�–�b0°3Ù�†)…7Ÿ�K�
 [OK] �†�¡�Ü�µ�¡�K
�r�M��

5. [OK] �†�¡�Ü�µ�¡�K�Z  [ �‹��#.�¹�î�±  �š�¹�•�±>& Wrap-up Data Editor>' ] �²�–�”
�ß�¢�Î�µ�¡�«�†6â�L�
 [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡�K�Z�š�f�†�–�Ñ�K�r�M��

�‹��#.�¹�î�±�b0°3Ù�†�P7V�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �¼�Å�¤�î�©�Ù�å  �¶�Ü�î�b�p�[�¢�ß�î�Â�Ý�r�S�c�á�î�¡�Ç�ß�î  �¢�Ý�î�É�b  [ �‹��
#.�¹�î�±>& Wrap-up Data>' ] �À�î�»�†4E�¥�K�
 [ �‹��#.�¹�î�±>& Wrap-up Data>'
] �˜�•�å�»�˜�†/²&g�K�r�M>& �W 45>&P.100>'>'��

2. [ �Ü�«�º�b�š�f>& Modify List>' ] �†�¡�Ü�µ�¡�K�
 [ �‹��#.�¹�î�±  �š�¹�•�±
>&Wrap-up Data Editor>' ] �²�–�”�ß�¢�Î�µ�¡�«>& �W 46>&P.100>'>' �†/²&g�K�r
�M��

3. �P7V�M�•�‹��#.�¹�î�±�b0°3Ù�†�²�È�Ý�¡�Ü�µ�¡�K�
 [ �P7V>&Delete>' ] �†�¡�Ü�µ
�¡�K�r�M��

4. [OK] �†�¡�Ü�µ�¡�K�Z�²�–�”�ß�¢�Î�µ�¡�«�†6â�L�
 [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡
�K�Z�š�f�†�–�Ñ�K�r�M��

�‹��#.�¹�î�±�b0°3Ù�b�m�~�\�Z

�‹��#.�¹�î�±�b0°3Ù�c�
�¢�ß�î�Â�Ý  �Þ�Ë�Ý�>�|�g�á�î�¡�Ç�ß�î  �¢�Ý�î�É  �Þ�Ë�Ý�b�g�‰�[
�m�~�\�Z�}�€�r�M���¢�ß�î�Â�Ý  �Þ�Ë�Ý�b�‹��#.�¹�î�±�b0°3Ù�c�
�M�m�Z�b�š�î�ª�™�å�º
�@�<#Ý�[�A�r�M���á�î�¡�Ç�ß�î  �¢�Ý�î�É  �Þ�Ë�Ý�b�‹��#.�¹�î�±�b0°3Ù�c�
�Q�b"I���b
�á�î�¡�Ç�ß�î  �¢�Ý�î�É�_�“�M�•�š�î�ª�™�å�º�b�s�@�<#Ý�[�A�r�M��

�¢�ß�î�Â�Ý�^�‹��#.�¹�î�±�b0°3Ù�†�m�~�\�Z�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �¼�Å�¤�î�©�Ù�å  �¶�Ü�î�b�p�[�¢�ß�î�Â�Ý�^  [ �‹��#.�¹�î�±>& Wrap-up Data>' ] 
�À�î�»�†4E�¥�K�
 [ �‹��#.�¹�î�±>& Wrap-up Data>' ] �˜�•�å�»�˜�†/²&g�K�r�M

>&�W 45>&P.100>'�
�e >'��

2. [ �<#Ý�•+��^�‹��#.�b0°3Ù�b�Ü�«�º>& Available Wrap-up Descriptions>' ] �?�}�

�M�m�Z�b�š�î�ª�™�å�º�@�<#Ý�[�A�•�|�:�_�K�S�8#.#ä�¥�î�»�†4E�¥�K�
�‘%®�3�Î
�±�å�†�¡�Ü�µ�¡�K�Z  [ �¢�ß�î�Â�Ý�^�‹��#.�b0°3Ù�b�Ü�«�º>& Global Wrap-up 
Descriptions>' ] �_&ã�·�K�r�M��

3. [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡�K�r�M��  
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Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
�á�î�¡�Ç�ß�î  �¢�Ý�î�É�b�‹��#.�¹�î�±�b0°3Ù�†�m�~�\�Z�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �¼�Å�¤�î�©�Ù�å  �Ì�–�å�b�p�[% $×�b�á�î�¡�Ç�ß�î  �¢�Ý�î�É�b  [ �‹��#.�¹�î�±
>&Wrap-up Data>' ] �À�î�»�†4E�¥�K�
 [ �‹��#.�¹�î�±>& Wrap-up Data>' ] �˜�•�å
�»�˜�†/²&g�K�r�M>& �W 45>&P.100>'�
 �‘ >'��

2. [ �<#Ý�•+��^�‹��#.�¹�î�±>& Available Wrap-up Data>' ] �Ü�«�º�?�}�
�á�î�¡�Ç
�ß�î  �¢�Ý�î�É�_�“�M�•�š�î�ª�™�å�º�@�<#Ý�[�A�•�|�:�_�K�S�80°3Ù�†4E�¥�K�

�‘%®�3�Î�±�å�†�¡�Ü�µ�¡�K�Z  [ �á�î�¡�Ç�ß�î�‹��#.�¹�î�± >&Work Flow Wrap-up 
Data>' ] �Ü�«�º�_&ã�·�K�r�M��

3. [ �‹��#.�¹�î�±�b�w� �ì>& Enable Wrap-up Data>' ] �³�™�µ�¡�Î�µ�¡�«�†�œ�å�_
�K�
�Q�b�á�î�¡�Ç�ß�î  �¢�Ý�î�É�b�š�î�ª�™�å�º�¥�E�_�‹��#.�¹�î�±�†�w� �ì�K
�r�M���G�€�_�c�
�6�}�z�•�¢�ß�î�Â�Ý�^�‹��#.�¹�î�±�b0°3Ù�@�µ�r�€�Z�8�r�M��

4. [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡�K�r�M��  

�‹��#.�¹�î�±�b�w� �ì�\!“� �ì

�‹��#.�¹�î�±�c�
�á�î�¡�Ç�ß�î  �¢�Ý�î�É  �Þ�Ë�Ý�[�b�s�w� �r�S�c!“� �_�M�•�G�\�@�[�A
�r�M��

�‹��#.�¹�î�±�†�w� �r�S�c!“� �_�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �‹��#.�¹�î�±�b0°3Ù�†!“� �r�S�c�w� �_�M�•�á�î�¡�Ç�ß�î  �¢�Ý�î�É�[  [ �‹��#.
�¹�î�±>& Wrap-up Data>' ] �À�î�»�†4E�¥�K�r�M��

2. [ �‹��#.�¹�î�±�b�w� �ì>& Enable Wrap-up Data>' ] �³�™�µ�¡�Î�µ�¡�«�b�œ�å /
�œ�Ç�†�)�~�p�<�r�M��

3. [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡�K�r�M��  

+¬�·"g�Â�š�f

+¬�·"g�Â�š�f�@�w� �^���œ�
�š�î�ª�™�å�º�@�‹��#.�¹�î�±�†°�Š�M�•�\�
 [ �‹��#.�‹�…�w
�õ�F>&Work Not Ready>' ] "g�Â�?�}  [ �…�w�õ�F>&Not Ready>' ] "g�Â�
�>�|�g  [ �‹��#.�‹
�…�w>&Work Ready>' ] "g�Â�?�}  [ �…�w6ä��>&Ready>' ] "g�Â�_+¬�·$×�_�š�f�I�€�r�M��

+¬�·"g�Â�š�f�c�
�á�î�¡�Ç�ß�î  �¢�Ý�î�É  �Þ�Ë�Ý�[�b�s�w� �r�S�c!“� �_�M�•�G�\�@�[�A
�r�M��

>&�@>'+¬�·"g�Â�š�f�_ƒ›�I�€�•�±�–�Ð�î�†  Unified ICM �b�p�[0¿���[
�A�r�M���±�–�Ð�î�@0¿���K�S�ì6ëÆ�_�š�î�ª�™�å�º�@�‹��#.�¹�î�±�†°
�Š�K�^�8�\�
�©�«�¸�Ò�_�|�~�š�î�ª�™�å�º�b"g�Â�@���b"g�Â>& [ �…�w�õ
�F>&Not Ready>' ] �r�S�c  [ �…�w6ä��>&Ready>' ]>'�_�š�f�I�€�
�1�v°
�Š�I�€�^�8�r�r  [ �‹��#.�¹�î�±>& Wrap-up Data>' ] �²�–�”�ß�¢�Î�µ�¡�«
�@6â�L�}�€�r�M��
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�‹��#.�¹�î�±
+¬�·"g�Â�š�f�†�w� �r�S�c!“� �_�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. +¬�·"g�Â�š�f�†!“� �r�S�c�w� �_�M�•�á�î�¡�Ç�ß�î  �¢�Ý�î�É�[  [ �‹��#.�¹�î�±
>&Wrap-up Data>' ] �À�î�»�†4E�¥�K�r�M��

2. [ +¬�·"g�Â�š�f�b�w� �ì>& Enable Automatic State Change>' ] �³�™�µ�¡�Î�µ�¡
�«�b�œ�å / �œ�Ç�†�)�~�p�<�r�M��

3. [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡�K�r�M��  
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6�8b / �Ô�½�±3û%±

[ 6�8b / �Ô�½�±3û%±>&Record/Monitor Notification>' ] �˜�•�å�»�˜>& �W 47>'�c�
�š�î
�ª�™�å�º�l�b�Ó�µ��î�ª�b6�8b�r�S�c�Ô�½�±>&�r�S�c�g�‰>'�†�w� �r�S�c!“� �_�M�•�S
�u�_�
�¢�ß�î�Â�Ý  �Þ�Ë�Ý�[�Q#Ý�I�€�r�M��  

3û%±�†�w� �r�S�c!“� �_�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �¼�Å�¤�î�©�Ù�å  �¶�Ü�î�[�
 [ 6�8b / �Ô�½�±3û%±>&Record/Monitor Notification>'
] �À�î�»�†4E�¥�K�r�M��

2. [ 6�8b / �Ô�½�±3û%±>&Record/Monitor Notification>' ] �˜�•�å�»�˜�[�
 [ �Ô�½�±
�Ü�å�¢3û%±>&Notify Monitoring>' ] �r�S�c  [ �Þ�¥�î�¹�•�å�¢3û%±>& Notify 
Recording>' ] �³�™�µ�¡�Î�µ�¡�«�†�œ�å�r�S�c�œ�Ç�_�K�
 [ 4:#Ý>&Apply>' ] �†�¡
�Ü�µ�¡�K�r�M��

�Ô�½�±�>�|�g6�8b�c�Ó�½�×�î  �Â�î�?�}�w�  / !“� �_�M�•�G�\�v�[�A�r�M>& �W 48>'��

1. �¼�Å�¤�î�©�Ù�å  �¶�Ü�î�[  [ �á�î�¡�Ç�ß�î0¿��>& Work Flow Configuration>' ] 
�À�î�»�r�S�c�Q�b�§�È�À�î�»�†4E�¥�K�r�M��

2. �Ó�½�×�î  �Â�î�[�
 [ �Ô�½�±>&Monitoring>' ] �†4E�¥�K�r�M��

�W 47. [ 6�8b / �Ô�½�±3û%±>&Record/Monitor Notification>' ] �˜�•�å�»�˜
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6�8b / �Ô�½�±3û%±
3. �Ó�½�×�î�?�}�
 [ �Ô�½�±�Ü�å�¢3û%±>&Notify Monitoring>' ] �?  [ �Þ�¥�î�¹�•�å�¢
3û%±>&Notify Recording>' ]�
�r�S�c�Q�b�g�‰�†4E�¥�K�r�M���œ�É�©�Ù�å�†�w� 
�_�M�•�\�
�Q�b�“�_�³�™�µ�¡  �Ð�î�¡�@�Ü�A�r�M��

�W 48. �Ô�½�±�Ü�å�¢3û%±>&Notify Monitoring>'
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Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
�á�î�¡�Ç�ß�î  �¢�Ý�î�É

[ �á�î�¡�Ç�ß�î  �¢�Ý�î�É>& Work Flow Groups>' ] �µ+��†�Q#Ý�K�Z�
�š�î�ª�™�å�º�b�á�î
�¡�Ç�ß�î  �¢�Ý�î�É�†�8�B�>�|�g0¿���K�r�M>& �W 49>'�� 

[ �á�î�¡�Ç�ß�î  �¢�Ý�î�É>& Work Flow Groups>' ] �À�î�»�b�W�_�c�
�¶�9�b�á�î�¡�Ç�ß�î  
�¢�Ý�î�É�@�6�~�r�M���\�6�c�
�¹�Ç�›�Ý�º�b�á�î�¡�Ç�ß�î  �¢�Ý�î�É�@�6�~�
�G�€�}�c)…
7Ÿ�
�¡�S�š�f�
�r�S�c�P7V�[�A�r�M��3ã�•�b�á�î�¡�Ç�ß�î  �¢�Ý�î�É�†�8�B�M�•�G�\�v�[
�A�r�M��

�á�î�¡�Ç�ß�î  �¢�Ý�î�É�†�¡�Ü�µ�¡�M�•�\�
�Q�€�†�S�B�M�•���b�|�:�^0[(ò�@�§�È�À�î�»
�\�K�Z/²&g�I�€�r�M��

� [ �š�å�±�î�É�Û�–�¬  �¹�î�±>& Enterprise Data>' ]��4E�¥�K�S�á�î�¡�Ç�ß�î  �¢�Ý�î
�É�¥�E�b�š�å�±�î�É�Û�–�¬  �¹�î�±�†�š�î�ª�™�å�º  �¹�«�¡�º�µ�É�V�_0¿���K�r
�M��

� [ #.#ä�¥�î�»>& Reason Codes>' ]��4E�¥�K�S�á�î�¡�Ç�ß�î  �¢�Ý�î�É�_#.#ä�¥�î�»
�†�m�~�\�Z�r�M��

� [ �‹��#.�¹�î�±>& Wrap-up Data>' ]��4E�¥�K�S�á�î�¡�Ç�ß�î  �¢�Ý�î�É�b�‹��#.
�¹�î�±�†�8�B�>�|�g)…7Ÿ�K�r�M��

� [ 7Á0ð�’>&Phone Book>' ]��4E�¥�K�S�á�î�¡�Ç�ß�î  �¢�Ý�î�É�b7Á0ð�’�†�8�B�>�|
�g)…7Ÿ�K�r�M��

� [CAD �š�î�ª�™�å�º>& CAD Agent>' ]�� Agent Desktop �†�Q#Ý�M�•�š�î�ª�™�å�º
�¥�E�_�
�Ø�î�¨  �–�å�±�î�Ç�™�–�«�
8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î�
�>�|�g�š�î
�ª�™�å�º'ö#.�á�î�¡�Ç�ß�î�†0¿���K�r�M��

�W 49. �¼�Å�¤�î�©�Ù�å  �¶�Ü�îÆ�b  [ �á�î�¡�Ç�ß�î  �¢�Ý�î�É>& Work Flow Groups>' ] �µ+��l�b�”
�¡��«
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�á�î�¡�Ç�ß�î  �¢�Ý�î�É
� [CAD-BE �š�î�ª�™�å�º>& CAD-BE Agent>' ]�� CAD-BE �†�Q#Ý�M�•�š�î�ª�™�å�º�¥
�E�_�
�Ø�î�¨  �–�å�±�î�Ç�™�–�«�>�|�g8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î�†0¿���K�r
�M��

� [IP Phone �š�î�ª�™�å�º>& IP Phone Agent>' ]�� IP Phone �š�î�ª�™�å�º  �§�î�Å
�«�†�Q#Ý�M�•�š�î�ª�™�å�º�¥�E�_�
�š�î�ª�™�å�º�@6ä���M�•6�8b�†�w� �_�K�r
�M��

�á�î�¡�Ç�ß�î  �¢�Ý�î�É�b�–�ò

[ �á�î�¡�Ç�ß�î  �¢�Ý�î�É>& Work Flow Groups>' ] �À�î�»�[�c�
�á�î�¡�Ç�ß�î  �¢�Ý�î�É�†
3ã�•�
�P7V�
�r�S�c)…7Ÿ�[�A�r�M��

>&�@>'�¹�Ç�›�Ý�º�b�á�î�¡�Ç�ß�î  �¢�Ý�î�É�†�P7V�M�•���œ�
��µ�º�”�µ
�É�í�s�b�•�«�±�Ò  �á�î�¡�Ç�ß�î  �¢�Ý�î�É�_�M�m�Z�b�š�î�ª�™�å�º�@�m
�~�\�Z�}�€�Z�8�•�G�\�†&�1��K�Z�C�T�I�8���š�î�ª�™�å�º�@�á�î�¡�Ç
�ß�î  �¢�Ý�î�É�_�m�~�\�Z�}�€�Z�>�}�N�
�¹�Ç�›�Ý�º�b�á�î�¡�Ç�ß�î  �¢
�Ý�î�É�@�^�8���œ�
�Q�b�š�î�ª�™�å�º�c  Agent Desktop �†2s�·�[�A�r
�O�‡��

�‚�K�8�á�î�¡�Ç�ß�î  �¢�Ý�î�É�†3ã�•�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �¼�Å�¤�î�©�Ù�å  �¶�Ü�î�b�p�[�
 [ �á�î�¡�Ç�ß�î  �¢�Ý�î�É>& Work Flow Groups>'] 
�À�î�»�†4E�¥�K�r�M��

2. [ �Ç�“�–�Ý>& File>' ] > [ �‚0d>& New>' ] �†4E�¥�M�•�?�
�¶�î�Ý�Â�î�b  [ �‚0d
>&New>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �á�î�¡�Ç�ß�î  �¢�Ý�î�É�¡�š�¹�•�±>& Work Flow 
Group Name Editor>' ] �²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M>& �W 50>'��

3. �‚�K�8�á�î�¡�Ç�ß�î  �¢�Ý�î�É�¡�†°�Š�K�r�M���¤�Ñ�b�á�î�¡�Ç�ß�î  �¢�Ý�î�É�†
�¥�Æ�î�M�•���œ�
 [ ���b�á�î�¡�Ç�ß�î  �¢�Ý�î�É�†�¥�Æ�î�M�•>& Copy the 
following work flow group>' ] �³�™�µ�¡�Î�µ�¡�«�†�œ�å�_�K�
�»�ß�µ�É�²�˜�å  �Ü
�«�º�?�}�á�î�¡�Ç�ß�î  �¢�Ý�î�É�†4E�¥�K�r�M��

�W 50. [ �á�î�¡�Ç�ß�î  �¢�Ý�î�É�¡�š�¹�•�±>& Work Flow Group Name Editor>' ] �²�–�”
�ß�¢�Î�µ�¡�«
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4. [OK] �†�¡�Ü�µ�¡�K�r�M���‚�K�8�á�î�¡�Ç�ß�î  �¢�Ý�î�É�@�¼�Å�¤�î�©�Ù�å  �Ì�–�å
�b  [ �š�î�ª�™�å�º>& Agents>' ] �À�î�»�_/²&g�I�€�r�M��

�¤�Ñ�b�á�î�¡�Ç�ß�î  �¢�Ý�î�É�†�P7V�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �¼�Å�¤�î�©�Ù�å  �Ì�–�å�[�
�P7V�M�•�á�î�¡�Ç�ß�î  �¢�Ý�î�É�†4E�¥�K�r�M��

2. [ �Ç�“�–�Ý>& File>' ] > [ �P7V>&Delete>' ] �†4E�¥�M�•�?�
�¶�î�Ý�Â�î�b  [ �P7V
>&Delete>' ] �†�¡�Ü�µ�¡�K�r�M���P7V�M�•�á�î�¡�Ç�ß�î  �¢�Ý�î�É�_�“�K�Z�8�•�M
�m�Z�b�š�î�ª�™�å�º�†�Ú�b�á�î�¡�Ç�ß�î  �¢�Ý�î�É�_Ì�m�~�\�Z�M�•�²0[�@�6�•
�G�\�†&g�M�Ó�µ��î�ª�@/²&g�I�€�r�M���P7V�†&�1��M�•���œ�c  [ �c�8>& Yes>' ] 
�†�¡�Ü�µ�¡�K�
�P7V�†�v�~�˜�M���œ�c  [ �8�8�<>& No>' ] �†�¡�Ü�µ�¡�K�r�M���š�î
�ª�™�å�º�†Ì�m�~�\�Z�K�^�8�\�
�á�î�¡�Ç�ß�î  �¢�Ý�î�É�†�P7V�[�A�r�O�‡��

3. [OK] �†�¡�Ü�µ�¡�K�Z�
�²�–�”�ß�¢�Î�µ�¡�«�†6â�L�r�M��

�¤�Ñ�b�á�î�¡�Ç�ß�î  �¢�Ý�î�É�b�¡�S�†%$�K�š�f�M�•�G�\�c�[�A�r�O�‡���Q�b�æ�ƒ�~�_�

�‚�K�8�á�î�¡�Ç�ß�î  �¢�Ý�î�É�†��µ�º�”�µ�É�K�
�Q�b�á�î�¡�Ç�ß�î  �¢�Ý�î�É�_�¤�Ñ�b
�á�î�¡�Ç�ß�î  �¢�Ý�î�É�b0¿���†�¥�Æ�î�M�•�²0[�@�6�~�r�M��

�á�î�¡�Ç�ß�î  �¢�Ý�î�É�b�¡�S�†�š�f�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �¤�Ñ�b�á�î�¡�Ç�ß�î  �¢�Ý�î�É�b�¡�S�?�}�š�f�M�•�¡�S�[�
�á�î�¡�Ç�ß�î  �¢�Ý�î
�É�†3ã�•�K�r�M��

2. [ ���b�á�î�¡�Ç�ß�î  �¢�Ý�î�É�†�¥�Æ�î�M�•>& Copy the following work flow 
group>' ] �³�™�µ�¡�Î�µ�¡�«�†�œ�å�_�K�
�»�ß�µ�É�²�˜�å  �Ü�«�º�?�}�¤�Ñ�b�á�î
�¡�Ç�ß�î  �¢�Ý�î�É�†4E�¥�K�
 [OK] �†�¡�Ü�µ�¡�K�r�M���¥�Æ�î  �É�ß��«�c�ì6ë�@
�?�?�•���œ�@�6�~�r�M��

3. �‚�8�á�î�¡�Ç�ß�î  �¢�Ý�î�É�†�P7V�K�r�M��
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�š�å�±�î�É�Û�–�¬  �¹�î�±
�š�å�±�î�É�Û�–�¬  �¹�î�±

[ �š�å�±�î�É�Û�–�¬  �¹�î�±>& Enterprise Data>' ] �˜�•�å�»�˜�†�Q#Ý�M�•�\�
���b�±�«�¡
�†�ö�¢�[�A�r�M��

� 4E�¥�K�S�á�î�¡�Ç�ß�î  �¢�Ý�î�É�_�“�M�•�š�î�ª�™�å�º�@�š�å�±�î�É�Û�–�¬  �¹�î
�±�†)…7Ÿ�[�A�•�|�:�_  Agent Desktop �†0¿���M�•

� �¥�î�Ý�@�¥�å�±�¡�º  ��å�±�î�_�6�•���œ�b�
"I���b�±�–�É�b�¹�Â�–�«�b�¥�î�Ý
�â)F�ì6ë�b�K�A�8�Í�†0¿���M�•

�¹�î�±>& Data>'

[ �¹�î�±>& Data>' ] �±�È�c�
�á�î�¡�Ç�ß�î  �¢�Ý�î�É�_�“�M�•�š�î�ª�™�å�º�@  Agent 
Desktop �_/²&g�I�€�Z�8�•�š�å�±�î�É�Û�–�¬  �¹�î�±�†)…7Ÿ�[�A�•�?�]�:�?�†�D�š�K�r�M

>&�W 51>'��

�W 51. [ �¹�î�±>& Data>' ] �±�È
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�š�å�±�î�É�Û�–�¬  �¹�î�±�b)…7Ÿ�†�w� �_�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

� [ �š�î�ª�™�å�º�@�š�å�±�î�É�Û�–�¬  �¹�î�±�†)…7Ÿ�[�A�•�|�:�_�M�•>& Allow 
agent to edit Enterprise Data>' ] �³�™�µ�¡�Î�µ�¡�«�†�œ�å�_�K�
 [ 4:#Ý>&Apply>'
] �†�¡�Ü�µ�¡�K�r�M��

�¥�î�Ý  �”�¡�¸�•�Å�¸�•>& Call Activity>'

[ �¥�î�Ý  �”�¡�¸�•�Å�¸�•>& Call Activity>' ] �±�È>&�W 52>'�[�c�
�¥�î�Ý�@�¥�å�±�¡�º  ��å
�±�î�_�6�•7•�b"I���b�±�–�É�b�¹�Â�–�«>&�Ý�î�º  �Ï�–�å�º�>�|�g�š�î�ª�™�å�º>'�b�¥�î
�Ý�â)F�ì6ë�b�K�A�8�Í�†�
4E�¥�K�S�á�î�¡�Ç�ß�î  �¢�Ý�î�É�_0¿���[�A�r�M��

�¥�î�Ý�@�¹�Â�–�«�_ k$��K�Z�8�•�ì6ë�@�
�6�}�?�L�u��*O�I�€�S�@�–�r�S�c1™�Ì�K�A�8
�Í�†2x4#�M�•�\�
 Agent Desktop �¥�î�Ý  �”�¡�¸�•�Å�¸�•  �Ì�–�å�b�p�b�¹�Â�–�«�b�“�_�@
�–�”�–�¥�å�r�S�c1™�Ì�”�–�¥�å�@/²&g�I�€�r�M��

�¥�î�Ý  �”�¡�¸�•�Å�¸�•�b�K�A�8�Í�†0¿���M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. [ �¥�î�Ý  �”�¡�¸�•�Å�¸�•>& Call Activity>' ] �±�È�[�
�õ�–�b�K�A�8�Í�ì6ë�†°�Š�K
�r�M��1™�Ì�b�q�±�Í�c  59 �(  59 &Ê�[�M���@�–�b�q�±�Í�c  59 �(  58 &Ê�[�M��

�W 52. [ �¥�î�Ý  �”�¡�¸�•�Å�¸�•>& Call Activity>' ] �±�È
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�š�å�±�î�É�Û�–�¬  �¹�î�±
>&�@>'[ �@�–>&Caution>' ] �Ç�•�î�Ý�»�_�Í�†°�Š�M�•�S�_�
 [ 1™�Ì
>&Warning>' ] �Ç�•�î�Ý�»�_�Í�†°�Š�K�r�M�� Desktop Administrator 
�c�
�¹�î�±�@  [ 1™�Ì>&Warning>' ] �Ç�•�î�Ý�»�_/²&g�I�€�^�8���œ�
 [ �@
�–>&Caution>' ] �Ç�•�î�Ý�»�_°�Š�I�€�S�¹�î�±�†�w�E°�€�r�O�‡��

>&�@>'1™�Ì�b�K�A�8�Í�c�
�@�–�b�K�A�8�Í�|�~�v�±�A�C�^�E�€�d�^�~�r
�O�‡�� [ �@�–>&Caution>' ] �Ç�•�î�Ý�»�_°�Š�K�S�Í�b�o�:�@�±�A�8��
�œ�
1™�Ì�b�Í�|�~�v%·�8&Ê�X�_�^�•�|�:�_  Desktop Administrator �@+¬
�·$×�_�Í�†�š�f�K�r�M��

2. [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡�K�Z�š�f�†�–�Ñ�K�r�M��
2013 �º  1 �v  16 �¥ 111



Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
CAD�
 CAD-BE�
�>�|�g  IP Phone �š�î�ª�™�å
�º�b�À�î�»

[CAD �š�î�ª�™�å�º>& CAD Agent>' ]�
 [CAD-BE �š�î�ª�™�å�º>& CAD-BE Agent>' ]�
�>�|
�g  [IP Phone �š�î�ª�™�å�º>& IP Phone Agent>' ] �b�À�î�»�[�c�
4E�¥�K�S�á�î�¡�Ç�ß�î  
�¢�Ý�î�É�_�“�M�•�š�î�ª�™�å�º�b�±�–�É�H�\�_�I�r�J�r�^�µ+��†0¿���[�A�r�M��

[CAD �š�î�ª�™�å�º>& CAD Agent>' ] �À�î�»

Agent Desktop �†�Q#Ý�M�•�š�î�ª�™�å�º�¥�E�_���b0[(ò�†0¿���[�A�r�M��

� ���Ø�î�¨  �–�å�±�î�Ç�™�–�«�� >&P.113>'

� ��8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î�� >&P.130>'

� ���š�î�ª�™�å�º'ö#.�á�î�¡�Ç�ß�î�� >&P.138>'

[CAD-BE �š�î�ª�™�å�º>& CAD-BE Agent>' ] �À�î�»

CAD-BE �†�Q#Ý�M�•�š�î�ª�™�å�º�_�c�
���b0[(ò�†0¿���[�A�r�M��

� ���Ø�î�¨  �–�å�±�î�Ç�™�–�«�� >&P.113>'

� ��8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î�� >&P.130>'

[IP Phone �š�î�ª�™�å�º>& IP Phone Agent>' ] �À�î�»

[IP Phone �š�î�ª�™�å�º>& IP Phone Agent>' ] �À�î�»�b  [ 6�8b>&Recording>' ] �À�î�»�[
�c�
 IP Phone �š�î�ª�™�å�º  �§�î�Å�«�†�Q#Ý�M�•�š�î�ª�™�å�º�¥�E�_�
�š�î�ª�™�å�º�@6ä
���M�•6�8b�†�w� �_�[�A�r�M��

>&�@>'�H�Q#Ý�b CAD �©�«�¸�Ò�[  Cisco Unified Communications 
Manager �Ë�î�«�b�Ô�½�±�Ü�å�¢�†�Q#Ý�M�•�|�:�_0¿���I�€�Z�8�•���œ
�c�
 [IP Phone �š�î�ª�™�å�º>& IP Phone Agent>' ] �À�î�»�c�<#Ý�[�A�r
�O�‡��

�G�b�µ+��@�w� �_�^�•�\�
 IP Phone �š�î�ª�™�å�º  �§�î�Å�«�c�
6�8b�†6ä���>�|�g�õ�F�M
�•�¯�Ç�º  �Ÿ�î  �œ�É�©�Ù�å�†�<#Ý�[�A�r�M�� IPPA �š�î�ª�™�å�º�c�
+¬3��b3û0ðÆ���†6�
8b�[�A�•�|�:�_�^�~�
�«�î�Ã�î�Â�–�¨�c  Supervisor Record Viewer �†�Q#Ý�K�Z�Q�b6�8b
Æ���†&�1��[�A�r�M��

0ò(ý�_�X�8�Z�c�
 �� Cisco IP Phone Agent User Guide���>�|�g�� Cisco Supervisor 
Desktop User Guide���†�g!·�K�Z�C�T�I�8��

IPPA �š�î�ª�™�å�º�@6ä���M�•6�8b�†�w� �_�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. [IPPA 6�8b�b�w� �ì>& Enable IPPA Recording>' ] �³�™�µ�¡�Î�µ�¡�«�†�œ�å�_�K
�r�M��

2. [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡�K�Z�š�f�†�–�Ñ�K�r�M��
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�Ø�î�¨  �–�å�±�î�Ç�™�–�«
�Ø�î�¨  �–�å�±�î�Ç�™�–�«

[ �Ø�î�¨  �–�å�±�î�Ç�™�–�«>& User Interface>' ] �˜�•�å�»�˜�[�c�
 Agent Desktop>&[CAD 
�š�î�ª�™�å�º>& CAD Agent>' ] �À�î�»�?�}�”�¡��«�K�S���œ>'�>�|�g  CAD-BE>&[CAD-BE 
�š�î�ª�™�å�º>& CAD-BE Agent>' ] �À�î�»�?�}�”�¡��«�K�S���œ>'�b�¥0{�\�·�8�†0¿���[
�A�r�M��

>&�@>'[CAD �š�î�ª�™�å�º>& CAD Agent>' ] �>�|�g  [CAD-BE �š�î�ª�™�å�º
>&CAD-BE Agent>' ] �À�î�»�b  [ �Ø�î�¨  �–�å�±�î�Ç�™�–�«>& User 
Interface>' ] �˜�•�å�»�˜�c�
 2 �X�b�”�É�Ü�£�î�©�Ù�å6ë�b4*�8�†��#'�M
�•�S�u�_,]�¸$��^�W�Z�8�r�M�����b��¡�©�Ù�å�[�c�
 [CAD �š�î�ª�™�å
�º>&CAD Agent>' ] �À�î�»�_�X�8�Z1��Â�K�
 [CAD-BE �š�î�ª�™�å�º

>&CAD-BE Agent>' ] �À�î�»�\�b4*�8�_�X�8�Z�v0•�l�K�r�M��

�¶�î�Ý�Â�î>& Toolbar>'

[ �¶�î�Ý�Â�î>& Toolbar>' ] �±�È>&�W 53>'�[�c�
���b�±�«�¡�†�ö�¢�[�A�r�M��

� ���¶�î�Ý�Â�î�b�Î�±�å�b3ã�•�\�P7V�� >&P.114>'

� ���±�«�¡  �Î�±�å�\�”�¡�©�Ù�å�\�b6õ4��Ü�E�� >&P.114>'

� ���±�«�¡  �Î�±�å�b�Ä�å�º�b�š�f�� >&P.115>'

� ���Î�±�å�b�”�–�¥�å�b�•�«�±�Ð�–�¬�� >&P.115>'

� ���¹�î�±  �Ç�•�î�Ý�»�b/²&g>& Show Data Fields>'��>&P.117>'

�W 53. [ �¶�î�Ý�Â�î>& Toolbar>' ] �±�È  — [CAD �š�î�ª�™�å�º>& CAD Agent>' ] �À�î�»>&�e>'�>�|�g  
[CAD-BE �š�î�ª�™�å�º>& CAD-BE Agent>' ] �À�î�»>&�‘>'
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�¶�î�Ý�Â�î�b�Î�±�å�b3ã�•�\�P7V

[ �¶�î�Ý�Â�î>& Toolbar>' ] �±�È�b�e��b�Ì�–�å�_�c�
 Agent Desktop �r�S�c  CAD-BE �b
�¶�î�Ý�Â�î�[�Q#Ý�[�A�•�Î�±�å�@/²&g�I�€�r�M���m�~�\�Z�í�s�b�Î�±�å�_�c�
�Q�b�“�_
�”�–�¥�å�@/²&g�I�€�
�•�m�~�\�Z�b�Î�±�å�_�c�”�–�¥�å�@/²&g�I�€�r�O�‡��

�† =�Î�±�å�b�Ä�å�º�x�©�Ù�î�º�•�µ�º  �Ÿ�î�b)��s�œ�ƒ�O�†�š�f�K�S�~�
�Î�±�å�_3ã�•�b
�”�¡�©�Ù�å�†�m�~�\�Z�•�G�\�c�[�A�r�O�‡���S�T�K�
�Î�±�å�V�_/²&g�I�€�•�”�–�¥�å�†
�•�«�±�Ð�–�¬�M�•�G�\�c�[�A�r�M>& ���Î�±�å�b�”�–�¥�å�b�•�«�±�Ð�–�¬�� >&P.115>' �†�g
!·>' ��

�¶�î�Ý�Â�î�_�Î�±�å�†3ã�•�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �Î�±�å�b�Ü�«�º�?�}�
3ã�•�M�•�<#Ý�•+��^�Î�±�å�†4E�¥�K�r�M��

2. [ /²&g>&Visible>' ] �³�™�µ�¡�Î�µ�¡�«�†�œ�å�_�K�Z�?�}  [ 4:#Ý>&Apply>' ] �†�¡
�Ü�µ�¡�K�r�M��

�¶�î�Ý�Â�î�?�}�Î�±�å�†�P7V�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �Î�±�å�b�Ü�«�º�?�}�
�P7V�M�•�Î�±�å�†4E�¥�K�r�M��

2. [ /²&g>&Visible>' ] �³�™�µ�¡�Î�µ�¡�«�†�œ�Ç�_�K�Z�?�}  [ 4:#Ý>&Apply>' ] �†�¡
�Ü�µ�¡�K�r�M��

Cisco Unified Outbound Dialer �¶�î�Ý�Â�î�b3ã�•

Cisco Unified Outbound Dialer �b�µ+��c�
 Agent Desktop �Ø�î�¨�b�s�@�<#Ý�[�A�r�M��
CAD-BE �_�c  Outbound Dialer �†3ã�•�[�A�r�O�‡��

0ò(ý�_�X�8�Z�c�
 �� Cisco Unified Outbound Dialer��>&P.185>' �†�g!·�K�Z�C�T�I�8��  

Outbound Dialer �¶�î�Ý�Â�î�†  Agent Desktop �_3ã�•�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

� [Outbound Dialer �Ô�î�»>& Outbound Dialer Mode>' ] ��¡�©�Ù�å�[�
�H�Q#Ý�b
$Î�™�Ÿ�Õ�å�Ì�î�å�@�Q#Ý�M�•�²�–�Ö�Ü�å�¢  �Ô�î�»�b'�8®�†4E�¥�K�
 [ 4:#Ý

>&Apply>' ] �†�¡�Ü�µ�¡�K�r�M���²�–�Ö�Ü�å�¢  �Ô�î�»�b�³�™�µ�¡�Î�µ�¡�«�c�
0�X
4E�¥�M�•�G�\�@�[�A�r�M�� �Q�b$Î�™�Ÿ�Õ�å�Ì�î�å�b'�8®�_4:�K�S�Î�±�å�@  Agent 
Desktop �b�¶�î�Ý�Â�î�_3ã�•�I�€�r�M��

>&�@>'[Outbound Dialer �Ô�î�»>& Outbound Dialer Mode>' ] ��¡�©�Ù
�å�c�
 Outbound Dialer �@ Unified ICM �[�w� �^���œ�b�s  [ �¶�î�Ý�Â�î

>&Toolbar>' ] �±�È�_/²&g�I�€�r�M���w� �[�^�8���œ�
��¡�©�Ù�å�c'5�
�_�^�~�r�M��

�±�«�¡  �Î�±�å�\�”�¡�©�Ù�å�\�b6õ4��Ü�E

�±�«�¡  �Î�±�å�_�c�
�H�|�ƒ�b�X�b�”�¡�©�Ù�å�†6õ4��Ü�E�}�€�r�M���”�¡�©�Ù�å�c�
 [ �”
�¡�©�Ù�å>& Actions>' ] �˜�•�å�»�˜�_�M0t/²&g�I�€�Z�8�•8p�Î�[8p$��_��/œ�I�€�r�M��
114 2013 �º  1 �v  16 �¥



�Ø�î�¨  �–�å�±�î�Ç�™�–�«
>&�@>'�”�¡�©�Ù�å�†��/œ�M�•�b�_�?�?�•�ì6ë�b6×�I�†*ƒ�Ö�K�Z�C�T�I�8��
�±�«�¡  �Î�±�å�H�\�_�
�q�±  2 >|  3 �¶�b�”�¡�©�Ù�å�@�N�á�I�€�r�M��

�¹�Ç�›�Ý�º�b�±�«�¡  �Î�±�å�_�c�
 1 >|  10 �b$��•�@�Ü�8�S�”�–�¥�å�@/²&g�I�€�r�M���²
0[�_�Â�L�Z�
�G�€�}�b�”�–�¥�å�c�•�«�±�Ð�–�¬�[�A�r�M��

�”�¡�©�Ù�å�†�±�«�¡�Î�±�å�_6õ4��Ü�E�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �<#Ý�•+��^�Î�±�å�b�Ü�«�º�b�p�?�}�±�«�¡  �Î�±�å�†4E�¥�K�r�M��

2. [ /²&g>&Visible>' ] �³�™�µ�¡�Î�µ�¡�«�†�œ�å�_�K�r�M�� [ �”�¡�©�Ù�å>& Actions>' ] 
�Ì�–�å�\6õ4��M�•�Î�±�å�@�w� �_�^�~�r�M��

3. [ �”�¡�©�Ù�å>& Actions>' ] �Ì�–�å�[�
 [ 3ã�•>&Add>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �”�¡
�©�Ù�å�b4E�¥>& Select Action>' ] �˜�•�å�»�˜�@/²&g�I�€�r�M��

4. �Î�±�å�_6õ4��Ü�E�•�”�¡�©�Ù�å�†4E�¥�K�r�M���¤�Ñ�b�”�¡�©�Ù�å�†4E�¥�M�•�?�

�‚�K�8�”�¡�©�Ù�å�†��µ�º�”�µ�É�[�A�r�M���‚�K�8�”�¡�©�Ù�å�b��µ�º�”�µ�É�b
0ò(ý�_�X�8�Z�c�
 ���”�¡�©�Ù�å�b�8�B�� >&P.143>' �†�g!·�K�Z�C�T�I�8��

5. [OK] �†�¡�Ü�µ�¡�K�r�M�� [ �¶�î�Ý�Â�î>& Toolbar>' ] �±�È�@/²&g�I�€�r�M��

6. [ �Ä�å�º>& Hint>' ] �Ç�•�î�Ý�»�_�”�¡�©�Ù�å�b(F�"�^1��Â�†°�Š�K�r�M���Ä�å�º
�c�š�f�[�A�r�M�@�
�©�Ù�î�º�•�µ�º  �Ÿ�î�b)��s�œ�ƒ�O�c�š�f�[�A�r�O�‡��

7. � �L�±�«�¡  �Î�±�å�_�Ú�b�”�¡�©�Ù�å�†3ã�•�M�•�_�c�
�«�¸�µ�É  3 >|  6 �†)Þ�~3É
�K�r�M��

8. [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡�K�Z�š�f�†�–�Ñ�K�r�M��

�±�«�¡  �Î�±�å�b�Ä�å�º�b�š�f

�±�«�¡�Î�±�å�_6õ4��Ü�E�}�€�Z�8�•�Ä�å�º>&�Î�±�å�b�V�_�Ð�˜�«�†*(�C�\�š�î�ª�™�å�º
�_/²&g�I�€�•�¸�Ÿ�«�º>'�†�š�f�[�A�r�M���† =�Î�±�å�_6õ4��Ü�E�}�€�Z�8�•�Ä�å�º�x�

�Î�±�å�b�©�Ù�î�º�•�µ�º  �Ÿ�î�b)��s�œ�ƒ�O�†�š�f�M�•�G�\�c�[�A�r�O�‡��

�±�«�¡  �Î�±�å�b�Ä�å�º�†�š�f�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �Ä�å�º�†�š�f�M�•�Î�±�å�†4E�¥�K�r�M��

2. [ �Ä�å�º>& Hint>' ] �Ç�•�î�Ý�»�[�
�š�î�ª�™�å�º�_/²&g�M�•�Ä�å�º�†°�Š�K�r�M��

3. [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡�K�Z�š�f�†�–�Ñ�K�r�M��

�Î�±�å�b�”�–�¥�å�b�•�«�±�Ð�–�¬

$��^�•�”�–�¥�å�†4:#Ý�M�•�G�\�[�Î�±�å�†�•�«�±�Ð�–�¬�[�A�r�M���<#Ý�•+��^�”�–�¥�å
�b�Û�–�È�Û�Ü�@  Desktop Administrator �_�Ü�“�K�Z�8�r�M��"‚+¬�b�”�–�¥�å�v�Q#Ý�[�A
�r�M��

"‚+¬�b�”�–�¥�å�†�Q#Ý�M�•���œ�
�”�–�¥�å�b�Ç�“�–�Ý�@�Î�±�å�_4:#Ý�I�€�•�\�
�”�–�¥
�å�@�¹�•�Þ�¡�º�Ü  �§�î�Å�«�_�i�A3¸�r�€�•�b�[�
 Agent Desktop �\  CAD-BE �b�M�m�Z�b
�–�å�«�±�å�«�[�<#Ý�[�A�•�|�:�_�^�~�r�M��

�•�«�±�Ò�b�”�–�¥�å�c�
���b�Ù�]�† 6�S�M�²0[�@�6�~�r�M��
2013 �º  1 �v  16 �¥ 115



Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
� ICO �g�'

� 16 �™ 16 �Æ�¡��Ý�r�S�c  32 �™ 32 �Æ�¡��Ý

� �q�±  256 ,

� �Ç�“�–�Ý  �§�–�¬�@  50,000 �Â�–�º�†2x�<�^�8

�Î�±�å�b�”�–�¥�å�†�•�«�±�Ð�–�¬�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �•�«�±�Ð�–�¬�M�•�”�–�¥�å�†�â�X�Î�±�å�†4E�¥�K�r�M��

2. [ �”�–�¥�å�b�•�«�±�Ð�–�¬>& Customize Icon>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �”�–�¥�å
�b4E�¥>&Choose Icon>' ] �²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M>& �W 54>'��

3. �”�–�¥�å�†4E�¥�K�r�M���”�–�¥�å�@�É�Þ�Å�×�î8•�æ�_/²&g�I�€�r�M��"‚+¬�b�”�–
�¥�å�†�Q#Ý�M�•���œ�
 [ �g!·>& Browse>' ] �†�¡�Ü�µ�¡�K�Z�9�b�Ç�›�Ý�²�_&ã�·�[
�A�r�M��

4. [OK] �†�¡�Ü�µ�¡�K�r�M���‚�K�8�”�–�¥�å�@�Î�±�å�b�Ü�«�º�_/²&g�I�€�r�M��

5. )
�¢�K�S�}�
 [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡�K�Z�š�f�†�–�Ñ�K�r�M��

�W 54. [ �”�–�¥�å�b4E�¥>& Choose Icon>' ] �²�–�”�ß�¢�Î�µ�¡�«
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�Ø�î�¨  �–�å�±�î�Ç�™�–�«
�Î�±�å�b�”�–�¥�å�†�Ü��µ�º�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �è�S�_�•�«�±�Ð�–�¬�K�S�”�–�¥�å�†�â�X�Î�±�å�†4E�¥�K�r�M�� [ �Ü��µ�º
>&Reset>' ] �Î�±�å�@�w� �_�^�~�r�M��

2. [ �Ü��µ�º>& Reset>' ] �†�¡�Ü�µ�¡�K�r�M��–�b�”�–�¥�å�@�Î�±�å�b�Ü�«�º�_/²&g
�I�€�r�M��

3. )
�¢�K�S�}�
 [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡�K�Z�š�f�†�–�Ñ�K�r�M��

�¹�î�±  �Ç�•�î�Ý�»�b/²&g>& Show Data Fields>'

[ �¹�î�±  �Ç�•�î�Ý�»�b/²&g>& Show Data Fields>' ] �±�È>&�W 55>'�[�c�
 Agent Desktop 
�>�|�g  CAD-BE �b�¥�å�±�¡�º  �”�Æ�”�Û�å�«  �Ì�–�å�_/²&g�I�€�•�¹�î�±  �Ç�•�î�Ý�»�b�¡
�S�b�š�f�>�|�g0¿���†/œ�W�S�~�
 CAD-BE �b�‡6ë�b�Q�•�Ç�•�î�Ý�»�†�w�  / !“� �_�K�S
�~�[�A�r�M��

>&�@>'�š�fÆ���@�w� �_�^�•�_�c�
 CAD-BE �š�î�ª�™�å�º�?�}�ß�¢�”�˜
�º�K�Z)
�¢�K�
Ì�Ø�ß�¢�–�å�M�•�²0[�@�6�~�r�M��

�¹�î�±  �Ç�•�î�Ý�»�b�¡�S�b�š�f�>�|�g0¿��

�e�Ì�–�å�_�c�
 Agent Desktop �>�|�g  CAD-BE �_/²&g�I�€�•�Ç�•�î�Ý�»�@/²&g�I�€�r
�M���‘�Ì�–�å�_�c�
�<#Ý�•+��^�À�î�»�@/²&g�I�€�r�M��

>&�@>'�e�Ì�–�å�_�c�
�a�^�C�\�v  1 �X�b�Ç�•�î�Ý�»�@�µ�r�€�•�²0[�@�6
�~�r�M��

/²&g�I�€�•�¹�î�±  �Ç�•�î�Ý�»�†0¿���M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �e�‘�b%®�3�†�Q#Ý�K�Z�
�<#Ý�•+��^�Ç�•�î�Ý�»�†�e�‘�b�Ì�–�å6ë�[&ã�·�K�
�V�W
�b%®�3�†�Q#Ý�K�Z�
�Ç�•�î�Ý�»�@�e�?�}�‘�_/²&g�I�€�•8p�Î�†0¿���K�r�M��
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Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
2. [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡�K�Z�š�f�†�–�Ñ�K�r�M��

�¹�î�±  �Ç�•�î�Ý�»�b�¡�S�†�š�f�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �¡�S�†�š�f�M�•�Ç�•�î�Ý�»�†�²�È�Ý�¡�Ü�µ�¡�K�r�M�� [ �¡�S�b�š�f>& Rename>' ] 
�²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M>& �W 56>'��

2. �‚�K�8�¡�S�†°�Š�K�Z  [OK] �†�¡�Ü�µ�¡�K�r�M��

�‡6ë�b/²&g

CAD-BE �š�î�ª�™�å�º�b���œ�
 [ �‡6ë�b/²&g>& Show Duration>' ] �³�™�µ�¡�Î�µ�¡�«�†�œ
�å�_�M�•�\�
 CAD-BE �b  [ �‡6ë>&Duration>' ] �Ç�•�î�Ý�»�b�Í�@�¥�î�Ý�p�_�Q�•�M�•�|�:
�_�^�~�r�M���¹�Ç�›�Ý�º�[�c�
�G�b�œ�É�©�Ù�å�c�w� �_�^�W�Z�8�r�M���S�T�K�
�Ç�•�î
�Ý�»�@8–)¾�_�š�ƒ�•�\�
�«�¡�Ü�î�å  �Ü�î�²�î�b�Q#Ý�_�T7´�@#Õ�L�•�•+��ö�@�6�•�S�u�

�G�b�œ�É�©�Ù�å�c0i0l7€�@�8�†�â�X�š�î�ª�™�å�º�b�S�u�_!“� �_�[�A�r�M��

�W 55. [ �¹�î�±  �Ç�•�î�Ý�»�b/²&g>& Show Data Fields>' ] �±�È  — [CAD �š�î�ª�™�å�º
>&CAD Agent>' ]>&�e>'�>�|�g  [CAD-BE �š�î�ª�™�å�º>& CAD-BE Agent>' ]>&�‘>'

 

�W 56. [ �¡�S�b�š�f>& Rename>' ] �²�–�”�ß�¢�Î�µ�¡�«
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�Ø�î�¨  �–�å�±�î�Ç�™�–�«
Agent Desktop �b���œ�
 [ �‡6ë�b/²&g>& Show Duration>' ] �µ+��c�
 [ �É�Ü�Ç�“�Þ�å�«
>&Preferences>' ] �˜�•�å�»�˜�b  [ �”�¡��©�Å�Ü�¸�•  �œ�É�©�Ù�å>&Accessibility Options>'
] �±�È�[�w�  / !“� �†�)�~�p�<�r�M��

�Q�b�Ú>&Miscellaneous>'

[ �Q�b�Ú>&Miscellaneous>' ] �±�È>&�W 57>'�†�Q#Ý�K�Z�
�Q�b�Ú�b�Ø�î�¨  �–�å�±�î�Ç�™
�–�«  �œ�É�©�Ù�å�†0¿���K�r�M���²0[�^0¿���†4E�¥�M�•�?�œ�å�_�K�
 [ 4:#Ý>&Apply>' ] �†
�¡�Ü�µ�¡�K�Z�š�fÆ���†�–�Ñ�K�r�M��

�W 57. [ �Q�b�Ú>&Miscellaneous>' ] �±�È  — [CAD �š�î�ª�™�å�º>& CAD Agent>' ]>&�e>'�>�|�g  
[CAD-BE �š�î�ª�™�å�º>& CAD-BE Agent>' ]>&�‘>'
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Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
/² 13 �c�
 [ �Q�b�Ú>&Miscellaneous>' ] �±�È�b�œ�É�©�Ù�å�_�X�8�Z1��Â�K�Z�8�r�M��

�È�Û�˜�¨�b��µ�º�”�µ�É>& Browser Setup>'

[ �È�Û�˜�¨�b��µ�º�”�µ�É>& Browser Setup>' ] �±�È>&�W 58>'�†�Q#Ý�K�Z�
 Agent 
Desktop �b)+�œ�È�Û�˜�¨4Š�(�†0¿���K�r�M���G�b�±�È�[�c�
���b�G�\�†��/œ�[�A�r�M��

� )+�œ�È�Û�˜�¨�b�˜�•�å�»�˜�†�w�  / !“� �_�M�•

� �È�Û�˜�¨�@/²&g�M�•�¹�Ç�›�Ý�º�b  Web �Ì�î�ª�†0¿���M�•

/²  13. [ �Q�b�Ú>&Miscellaneous>' ] �±�È�b�œ�É�©�Ù�å

�œ�É�©�Ù�å 1��Â

�˜�•�å�»�˜�b�·�8
>&Window Behavior>'

[Agent Desktop] �˜�•�å�»�˜�b�·�8���¹�Ç�›�Ý�º�[�c�
�š�î
�ª�™�å�º�c�q�‚�b�œ�É�©�Ù�å�b�s�†4E�¥�[�A�r�M��

>&�@>'�q�6�b  4 �X�b�œ�É�©�Ù�å�b�:�U  1 �X�†4E�¥�K�S���œ�

Agent Desktop �[�c�
 [ �¹�«�¡�º�µ�É  �É�Ü�Ç�“�Þ�å�«

>&Desktop Preferences>' ] �²�–�”�ß�¢�Î�µ�¡�«�b  [ �É�Ü�Ç�“
�Þ�å�«>& Preferences>' ] �±�È�c/²&g�I�€�r�O�‡��

• [ 3û�–>&Normal>' ]���˜�•�å�»�˜�c�
�¥�î�Ý�@�Ñ�~�M�•�\
�A�_/²&g�I�€�
�”�–�»�Ý"g�Â�b�\�A�c�q�`�ì�I�€�r�M��

• [ �–�_/²&g>& Keep Open>' ]���˜�•�å�»�˜�c�–�_/²&g�I�€
�r�M�@�
�Ú�b6ä�8�Z�8�•�”�É�Ü�£�î�©�Ù�å�_�|�W�Z7ƒ�I
�€�•�G�\�@�6�~�r�M��

• [ �–�_�m�S�_/²&g>& Always on Top>' ]���˜�•�å�»�˜�c�–
�_�Ú�b�”�É�Ü�£�î�©�Ù�å�b�m�S�_/²&g�I�€�r�M��

• [ 7ƒ�M>&Stealth>' ]���˜�•�å�»�˜�c�
�©�«�¸�Ò  �º�Þ�–�_
�”�–�¥�å�\�K�Z/²&g�I�€�r�M��

• [ �š�î�ª�™�å�º�b4E�¥>& Agent Choice>' ]���š�î�ª�™�å�º
�c�˜�•�å�»�˜�b�·�8�†4E�¥�[�A�r�M��

�Ð�¡�ß�b�Í�µ�º  �Ÿ�î
>&Macro Hot Key>'

�Ð�¡�ß�b0°6��†�M�ì�õ�F�K�
 [ �Ð�¡�ß�b0°6��b�M�ì�õ�F
>&Suspend Macro Recording>' ] �²�–�”�ß�¢�†/²&g�M�•�b�_
�Q#Ý�M�•�Ÿ�î�[�M���¹�Ç�›�Ý�º�c  F2 �[�M��

�Ý�î�Ý�\�”�¡�©�Ù�å�†
�q�6�b�¥�î�Ý  �”�Æ�”
�Û�å�«�_�b�s4:#Ý

>&Rules and Actions 
only apply to the first 
call appearance>'

4E�¥�K�S���œ�
�q�v�‚�8>&�q�V�)�b>'�¥�î�Ý  �”�Æ�”�Û�å�«�_
�P�K�Z�b�s�Ý�î�Ý��#.�@�ç�g���I�€�r�M��4E�¥�K�^�8���œ�

�M�m�Z�b%T�™�¥�î�Ý�_�P�K�Z�Ý�î�Ý��#.�@�ç�g���I�€�r�M��

�Þ�Ï�î�º  �˜�•�å�»�˜
�†�–�_�m�S�_/²&g

>&Report Window is 
always on top>'

[Agent Desktop �b�Þ�Ï�î�º>& Agent Desktop Reports>' ] 
�˜�•�å�»�˜�@6ä�C�S�g�_�Ú�b�”�É�Ü�£�î�©�Ù�å�|�~�v�–�_�m
�S�_/²&g�I�€�•�|�:�_0¿���K�r�M��
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�Ø�î�¨  �–�å�±�î�Ç�™�–�«
� �q�±  5 �b�È�Û�˜�¨  �±�È�†�w� �_�M�•

� �š�î�ª�™�å�º�b�Ú�b  Web �§�–�º�l�b�”�¡��«�†�w�  / !“� �_�M�•  

� �š�î�ª�™�å�º�@8–)¾�_�Q#Ý�I�€�•  Web �§�–�º�_(ò�©�C�”�¡��«�[�A�•�|�:�_�

�8���§�–�º>&�r�S�c���>�¼�_°�~�� >'�†3ã�•�M�•

)+�œ�È�Û�˜�¨�b�w� �ì

[ )+�œ�È�Û�˜�¨�b�w� �ì>& Enable Integrated Browser>' ] �³�™�µ�¡�Î�µ�¡�«�b�œ�å / �œ
�Ç�†�)�~�p�<�Z�
 Agent Desktop/CAD-BE �b)+�œ�È�Û�˜�¨�†�w�  / !“� �_�K�r�M��

�Ú�b  Web �§�–�º�l�b�”�¡��«�b�w� �ì

[ �”�»�Þ�«�b)…7Ÿ�†0Á�•�M�•>& Allow Address Editing>' ] �³�™�µ�¡�Î�µ�¡�«�b�œ�å / �œ�Ç
�†�)�~�p�<�Z�
�Ú�b  Web �§�–�º�l�b�š�î�ª�™�å�º�b�”�¡��«�†�w� �r�S�c!“� �_�K�r
�M���œ�å�_�M�•�\�
)+�œ�È�Û�˜�¨�b�˜�•�å�»�˜�_  [ �”�»�Þ�«>& Address>' ] �Ç�•�î�Ý�»�@
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<?xml version="1.0"?>
<!-- IPC Receive Event Message -->
<IPCActions>

<IPCMakeCallAction>
<ActionName>IPC Make Call Action</ActionName>
<PhoneNumber> 2961 </PhoneNumber>
<DisplayError>true</DisplayError>

</IPCMakeCallAction>
</IPCActions>
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<!-- IPC Receive Event Message -->
<IPCActions> 
<IPCBlindTransferAction> 
<ActionName>IPC Blind Transfer Action</ActionName> 
<PhoneNumber> 7865551234 </PhoneNumber>
<Delay> 0</Delay>
<DisplayError>true</DisplayError> 
</IPCBlindTransferAction>
</IPCActions>
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<!-- IPC Receive Event Message -->
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<PhoneNumber> 7865551234 </PhoneNumber>
<DisplayError>true</DisplayError> 
</IPCSupervisedTransferAction>
</IPCActions>

IPC �È�Û�–�å�»�1Ÿ

IPC �È�Û�–�å�»�1Ÿ�”�¡�©�Ù�å�c�
 IPC �Ó�µ��î�ª�b�e�Ð�4�[��*O�I�€�Z�8�•7Á0ð$��•�_
�P�K�Z�”�¡�¸�•�È  �¥�î�Ý�†%$�K7Á0ð�1Ÿ�_�K�r�M���¥�î�Ý�c�
��*O�I�€�S$��•�†�Q#Ý�K
�Z7Á0ð�1Ÿ�\�^�~�
�š�î�ª�™�å�º�c�¥�î�Ý�_�K)F�I�€�S�r�r�_�^�~�r�M���1Ÿ�²�–�Ö�Ý  
�Ã�µ�»�c�
�š�î�ª�™�å�º�_�c�f&g�I�€�r�O�‡��

IPC �È�Û�–�å�»�1Ÿ�”�¡�©�Ù�å�@�B�Œ�M�•�_�c�
���b�²�ó�† 6�S�M�²0[�@�6�~�r�M��

� �š�î�ª�™�å�º�@  Agent Desktop �b�”�¡�¸�•�È  �¥�î�Ý  �”�Æ�”�Û�å�«�V�_�8�^�E�€
�d�^�}�^�8

� �š�î�ª�™�å�º�@3û0ð"g�Â�[�^�E�€�d�^�}�^�8���š�î�ª�™�å�º�@�–$�"g�Â�b�”�¡
�¸�•�È  �¥�î�Ý�†�â�X�G�\�c�[�A�^�8

� �G�€�}�b�²�ó�@ 6�S�I�€�N�_�
 IPC �Ó�µ��î�ª�b�e�Ð�4�@  Agent Desktop �_3æ
�™�I�€�•�\�
 Agent Desktop �c�š�î�ª�™�å�º�b0[�Ó�”�¡�©�Ù�å�@�»�K�K�S�\�8
�:�×#Ý�š�Û�î  �Ó�µ��î�ª�†/²&g�K�r�M��

Agent Desktop �_3æ�™�I�€�•  IPC �È�Û�–�å�»�1Ÿ�Ó�µ��î�ª�c�
���b  XML �g�'�_�‘�:
�²0[�@�6�~�r�M�� �´�Ð �b�¸�Ÿ�«�º�c�š�X�†/²�K�
�²�–�Ö�Ý�I�€�•7Á0ð$��•�_*(�A�n�<�•
�²0[�@�6�~�r�M��

<?xml version="1.0"?>
<!-- IPC Receive Event Message -->
<IPCActions> 
<IPCBlindConferenceAction> 
<ActionName>IPC Blind Conference Action</ActionName> 
<PhoneNumber> 7865551234 </PhoneNumber>
<DisplayError>true</DisplayError> 
</IPCBlindConferenceAction>
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</IPCActions>

IPC %�0i�1Ÿ

IPC %�0i�1Ÿ�”�¡�©�Ù�å�c�
�Q�b�‹�b�M�m�Z�b�¥�î�Ý�D�š�b�S�u�_�
7Á0ð$��•�@+¬�·°
�Š�I�€�S�1Ÿ�²�–�Ö�Ý  �Ã�µ�»�†�š�î�ª�™�å�º�_�f&g�M�•�G�\�_�|�~�
 IPC �Ó�µ��î�ª�b
�e�Ð�4�[��*O�I�€�Z�8�•7Á0ð$��•�_�P�K�Z�”�¡�¸�•�È  �¥�î�Ý�b%�0i�1Ÿ�†6ä���K�r�M��
�š�î�ª�™�å�º�c�
�1Ÿ�²�–�Ö�Ý  �Ã�µ�»�†�Q#Ý�K�Z�1Ÿ�†6ä���K�
�\�¦*…6ë�b�º�«�b�x�~
�\�~�
�Ÿ�Õ�å��Ý�
�r�S�c�1Ÿ�b3?3æ�†�ö�¢�[�A�r�M��

IPC %�%i�1Ÿ�”�¡�©�Ù�å�@�B�Œ�M�•�_�c�
���b�²�ó�† 6�S�M�²0[�@�6�~�r�M��

� �š�î�ª�™�å�º�@  Agent Desktop �b�”�¡�¸�•�È  �¥�î�Ý  �”�Æ�”�Û�å�«�V�_�8�^�E�€
�d�^�}�^�8

� �š�î�ª�™�å�º�@3û0ð"g�Â�[�^�E�€�d�^�}�^�8���š�î�ª�™�å�º�@�–$�"g�Â�b�”�¡
�¸�•�È  �¥�î�Ý�†�â�X�G�\�c�[�A�^�8

� �G�€�}�b�²�ó�@ 6�S�I�€�N�_�
 IPC �Ó�µ��î�ª�b�e�Ð�4�@  Agent Desktop �_3æ
�™�I�€�•�\�
 Agent Desktop �c�š�î�ª�™�å�º�b0[�Ó�”�¡�©�Ù�å�@�»�K�K�S�\�8
�:�×#Ý�š�Û�î  �Ó�µ��î�ª�†/²&g�K�r�M��

Agent Desktop �_3æ�™�I�€�•  IPC %�%i�1Ÿ�Ó�µ��î�ª�c�
���b  XML �g�'�_�‘�:�²0[�@
�6�~�r�M�� Agent Desktop �_3æ�™�I�€�•  IPC �È�Û�–�å�»�1Ÿ�Ó�µ��î�ª�c�
���b  XML 
�g�'�_�‘�:�²0[�@�6�~�r�M�� �´�Ð �b�¸�Ÿ�«�º�c�š�X�†/²�K�
�²�–�Ö�Ý�I�€�•7Á0ð$��•�_
*(�A�n�<�•�²0[�@�6�~�r�M��

<?xml version="1.0"?>
<!-- IPC Receive Event Message -->
<IPCActions> 
<IPCSupervisedConferenceAction> 
<ActionName>IPC Supervised Conference Action</ActionName> 
<PhoneNumber> 7865551234 </PhoneNumber>
<DisplayError>true</DisplayError> 
</IPCSupervisedConferenceAction>
</IPCActions>

IPC )m�ô�³�Õ�µ�º

IPC )m�ô�³�Õ�µ�º�@�B�Œ�M�•�_�c�
�š�î�ª�™�å�º�@�ß�¢�–�å�K�Z�8�•�²0[�@�6�~�r�M��

Agent Desktop �_3æ�™�I�€�•�Ó�µ��î�ª�c�
���b  XML �g�'�_�‘�:�²0[�@�6�~�r�M�� �´
�Ð�b�¸�Ÿ�«�º�c�š�X�†/²�K�
"‚+¬�b�Í�_*(�A�n�<�•�²0[�@�6�~�r�M��

<?xml version="1.0"?>
<!-- IPC Receive Event Message -->
<IPCActions>

<IPCHighPriorityChatAction>
<ActionName>IPC High Priority Chat Action</ActionName>
<MessageText> Need help from supervisor </MessageText>

</IPCHighPriorityChatAction>
</IPCActions>
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IPC �Þ�¥�î�»

IPC �Þ�¥�î�»  �”�¡�©�Ù�å�@�B�Œ�M�•�_�c�
���b�²�ó�† 6�S�M�²0[�@�6�~�r�M��

� Agent Desktop �_�¥�î�Ý  �”�Æ�”�Û�å�«�@�Ñ�~�K�^�E�€�d�^�}�^�8

� �¥�î�Ý�@�K)F�p�
�–$��
�r�S�c�1Ÿ�p�[�^�E�€�d�^�}�^�8

� �¥�î�Ý�@  Agent Desktop �_�M0t/²&g�I�€�Z�8�•�q�6�b�¥�î�Ý  �”�Æ�”�Û�å�«�[�^
�E�€�d�^�}�^�8

Agent Desktop �_3æ�™�I�€�•�Ó�µ��î�ª�c�
���b  XML �g�'�_�‘�:�²0[�@�6�~�r�M���”
�¡�©�Ù�å�c�
 start �>�|�g  stop �\�8�:  2 �X�b�¥�Ð�å�»�†�§�Ï�î�º�K�r�M��

<?xml version="1.0"?>
<!-- IPC Receive Event Message -->
<IPCActions>

<IPCRecordAction>
<ActionName>IPC Record Action</ActionName>
<Command>start</Command>
<DisplayError>true</DisplayError>

</IPCRecordAction>
</IPCActions>

IPC �š�î�ª�™�å�º3û%±

IPC �š�î�ª�™�å�º3û%±�@�B�Œ�M�•�_�c�
�š�î�ª�™�å�º�@�ß�¢�–�å�K�Z�8�•�²0[�@�6�~�r
�M��

Agent Desktop �_3æ�™�I�€�•�Ó�µ��î�ª�c�
���b  XML �g�'�_�‘�:�²0[�@�6�~�r�M�� �´
�Ð�b�¸�Ÿ�«�º�c�š�X�†/²�K�
"‚+¬�b�Í�_*(�A�n�<�•�²0[�@�6�~�r�M��

<?xml version="1.0"?>
<!-- IPC Receive Event Message -->
<IPCActions>

<IPCAgentNotificationAction>
<ActionName>IPC Agent Notification Action</ActionName>
<MessageText> Go to Not Ready state! </MessageText>

</IPCAgentNotificationAction>
</IPCActions>

IPC �š�X0¿��

IPC �š�X0¿���@�B�Œ�M�•�_�c�
�š�î�ª�™�å�º�@�ß�¢�–�å�K�Z�8�•�²0[�@�6�~�r�M��

IPC �š�X0¿���”�¡�©�Ù�å�c�
�§�î�»�Ã�î�¸�•0��”�É�Ü�£�î�©�Ù�å�?�}  UDP �g�'�[�¹�î�±
�š�X>&�S�\�<�d�
›8Œ�_�� BA���b�Ü�8�S  Cisco Outbound Dialer �š�X>'�†�w�™�K�r�M��
�”�¡�©�Ù�å�c�
�G�€�}�b�¹�î�±�Í�†  CTI �§�î�Â�_3æ�™�K�r�M��

�G�b�”�¡�©�Ù�å�[�M�m�Z�b�š�X>& ECC �š�X�
�¥�î�Ý�š�X�
�>�|�g  Outbound Dialer �š
�X>'�†0¿���[�A�r�M��

Agent Desktop �_3æ�™�I�€�•�Ó�µ��î�ª�c�
���b  XML �g�'�_�‘�:�²0[�@�6�~�r�M�� �´
�Ð�b�¸�Ÿ�«�º�c�š�X�†/²�K�
"‚+¬�b�Í�_*(�A�n�<�•�²0[�@�6�~�r�M��
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<?xml version="1.0"?>
<!-- IPC Receive Event Message -->
<IPCActions>

<IPCSetVariableAction>
<ActionName>IPC Set Variable Action</ActionName>
<Variable> BAResponse </Variable>
<DataValue> 11/03/05 05:45 </DataValue>

</IPCSetVariableAction>
</IPCActions>
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8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î

8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î�c�
8b�Œ�¥�î�Ý�b�–�Ë�å�º�_�ö�Y�8�Z�š�î�ª�™�å�º�b�”�¡
�¸�•�Å�¸�•�†'ö#.�K�r�M���¥�î�Ý�@�(8®�I�€�•�\�
�I�}�_�
�–�Ë�å�º�
�Ý�î�Ý�
�>�|�g
�”�¡�©�Ù�å�_�Â�L�Z�Ç�•�Ý�±�Ü�å�¢�I�€�r�M��8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î�c�
 Agent 
Desktop �>�|�g  CAD-BE �†�Q#Ý�M�•�š�î�ª�™�å�º�@�Q#Ý�[�A�r�M��

�S�\�<�d�
8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î�c�
���b�|�:�_0¿���[�A�r�M��

1. �¥�î�Ý�@�¥�å�±�¡�º  ��å�±�î�_°�~�
�…�w6ä��"g�Â�b�š�î�ª�™�å�º�_�Ý�î�¸�•
�å�¢�I�€�r�M��

2. 8b�Œ�¥�å�±�¡�º�(8®�Ç�•�Ý�±�@�
�]�b�á�î�¡�Ç�ß�î�†4E�¥�M�•�?�†�ô���K�r�M��
%T�™�¥�î�Ý�b�š�å�±�î�É�Û�–�¬  �¹�î�±>&–�b�²�–�Ö�Ý�I�€�S$��•>'�†�è���K�

�Q�€�@0���  A �b�¸�¡�½�•�Ý  �§�Ï�î�º�¥�E�b�¥�î�Ý�[�6�•�b�[�
�á�î�¡�Ç�ß�î  1 
�b�¹�î�±�²�ó�† 6�S�K�Z�8�•�\�8�•�K�r�M���¥�î�Ý�c�
�á�î�¡�Ç�ß�î  1 �b�Ç�•
�Ý�±�Ü�å�¢  ��µ�º�”�µ�É�b  2 $�% �b�Þ�–�Ö�_�‘�:�|�:�_�^�~�r�M��

�W 60. 8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î�b�Ç�ß�î  �³�Õ�î�º
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8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î
3. �á�î�¡�Ç�ß�î  1 �c�
0���  A �b�§�Ï�î�º  �Û�–�å�V�b�ç�g���K�–�Ë�å�º�@  HTTP �”
�¡�©�Ù�å�†�º�Ü�ž�î�M�•�G�\�†&g�K�Z�8�r�M���G�b�”�¡�©�Ù�å�c�
8³���@°�Š�K
�S�”�•�˜�å�º�_���†  IVR>&�¥�î�Ý�b�š�å�±�î�É�Û�–�¬  �¹�î�±�b�M4Š>'�?�}�v�“
�K�
 Agent Desktop �r�S�c  CAD-BE )+�œ�È�Û�˜�¨�_  Web �Ì�î�ª�†/²&g�K�r�M��
�G�b�Ì�î�ª�c�
�š�î�ª�™�å�º�_8³���b�”�•�˜�å�º�_���†/²&g�K�r�M��

4. �š�î�ª�™�å�º�@7Á0ð�b�ç�g���K�_�Â'Å�K�
8³���†�-�|�M�• =��@�Z�8�r�M��

8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î�b�8�B

8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î�†�8�B�M�•�M+á$×�^�m8p�c�
���b�\�>�~�[�M��

1. ���b�m8p�[�
�‚�K�88b�Œ�¥�å�±�¡�º�(8®�Ç�•�Ý�±�†��µ�º�”�µ�É�K�r�M��

a. �á�î�¡�Ç�ß�î�_4:#Ý�I�€�•�¥�î�Ý�b'�8®>&�–�å�Â�˜�å�»�
�”�˜�º�Â�˜�å�»�

�M�m�Z>'�†4E�¥�K�r�M��

>&�@>'�Q#Ý�K�Z�8�•  Outbound Dialer �²�–�Ö�Ü�å�¢  �Ô�î�»�_�Â�L�Z�
8³���b
�¥�î�Ý�@�–�å�Â�˜�å�»�r�S�c�”�˜�º�Â�˜�å�»�\�K�Z/²&g�I�€�r�M���Q�b�S�u�

Outbound Dialer �á�î�¡�Ç�ß�î�†�8�B�M�•�\�A�c�
8b�Œ�¥�å�±�¡�º�(8®�Ç�•�Ý
�±�\�K�Z�� all calls���†4E�¥�K�r�M��

b. �²0[�_�Â�L�Z�
�I�r�J�r�^�¹�î�±  �Ç�•�î�Ý�»�b�²�ó�† 6�S�M�|�:�_�æ���K
�Z�
�¥�î�Ý�†�I�}�_�(8®�K�r�M��

2. ���b�m8p�[�
'¨  2 �Þ�Ë�Ý�b�Ç�•�Ý�±�Ü�å�¢�†��µ�º�”�µ�É�K�r�M��

a. �¥�î�Ý�r�S�c�š�î�ª�™�å�º�b"g�Â�–�Ë�å�º>&�ç�g���K�p�
�Â'Å�
�)�•�
�‹��
#.�‹�…�w�
�r�S�c�‹��#.�‹�…�w�õ�F>'�†4E�¥�K�r�M��

b. �²0[�_�Â�L�Z�
�¥�î�Ý�@ 6�S�M�²0[�b�6�•�¹�î�±  �Ç�•�î�Ý�»�²�ó�†�Q#Ý�K
�Z�
 1 �X�è�V�b�Ý�î�Ý�†0¿���K�r�M��

c. �¥�î�Ý�x�š�î�ª�™�å�º�b�–�Ë�å�º�@�Ý�î�Ý�b�¹�î�±  �Ç�•�î�Ý�»�b�²�ó�† 6
�S�K�Z�8�•���œ�_/œ�ƒ�€�•�”�¡�©�Ù�å�†�
 1 �X�è�V��µ�º�”�µ�É�K�r�M��

3. '¨  1 �Þ�Ë�Ý�b�Ç�•�Ý�±�_�|�W�Z4E�¥�I�€�S�¥�î�Ý�¥�E�_�
�²0[�^�X�T�E'¨  2 �Þ
�Ë�Ý�b�Ç�•�Ý�±�†��µ�º�”�µ�É�K�r�M���Ç�•�Ý�±�I�€�S�¥�î�Ý�b�¥�î�Ý  �–�Ë�å
�º�r�S�c�š�î�ª�™�å�º  �–�Ë�å�º�H�\�_�Ý�î�Ý�\�”�¡�©�Ù�å�†0¿���[�A�r�M��

>&�@>'�á�î�¡�Ç�ß�î�@�µ+��[�A�^�8�|�:�^�
%©%*�M�•�Ý�î�Ý�\�²�ó�†0¿
���M�•�G�\�@�•+��[�M�� Desktop Administrator �c�
�á�î�¡�Ç�ß�î�b�ß
�ª�µ�¡�\���\�ö�†�³�™�µ�¡�K�r�O�‡���á�î�¡�Ç�ß�î�@�‡�…�]�>�~�_�·�8
�K�^�8���œ�
��µ�º�”�µ�É�K�S�Ý�î�Ý�\�²�ó�@1=#.$×�_���\�[�6�•�G�\
�†&�1��K�Z�C�T�I�8��
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�‚�K�88b�Œ�¥�å�±�¡�º�(8®�b��µ�º�”�µ�É

�¼�Å�¤�î�©�Ù�å  �¶�Ü�î�[  [ 8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î>& Voice Contact Work Flow>' ] 
�À�î�º�†4E�¥�M�•�\�
 [ 8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î  �Ü�«�º>& Voice Contact Work Flow 
List>' ] �˜�•�å�»�˜�@/²&g�I�€�r�M���G�b�˜�•�å�»�˜�_�c�
�¤�Ñ�b�M�m�Z�b8b�Œ�¥�å�±�¡
�º�b�á�î�¡�Ç�ß�î�@/²&g�I�€�
�Q�€�}�†)…7Ÿ�K�S�~�
�‚�K�8�v�b�†��µ�º�”�µ�É�[�A�r
�M��

8b�Œ�¥�å�±�¡�º�(8®�\�c�
8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î�b�p�b'¨  1 �Þ�Ë�Ý�b�Ç�•�Ý�±�Ü
�å�¢�b�G�\�[�M��

�‚�K�88b�Œ�¥�å�±�¡�º�(8®�†��µ�º�”�µ�É�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. [ 8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î  �Ü�«�º>& Voice Contact Work Flow List>' ] �˜�•
�å�»�˜�[�
 [ 3ã�•>&Add>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �‚�K�8�á�î�¡�Ç�ß�î�b�¡�S

>&New Work Flow Name>' ] �²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M��

2. �‚�K�88b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î�b�¡�S�†°�Š�K�
 [OK] �†�¡�Ü�µ�¡�K�r�M�� [
8b�Œ�¥�å�±�¡�º�(8®�b)…7Ÿ>& Edit Voice Contact Classification>' ] �²�–�”�ß�¢
�Î�µ�¡�«�@�
�S�b�m8p�[�8�B�K�S�á�î�¡�Ç�ß�î�¡�[/²&g�I�€�r�M>& �W 61>'��

3. �G�b�²�–�”�ß�¢�Î�µ�¡�«�[�c�
'¨  1 �Þ�Ë�Ý�b�Ç�•�Ý�±�²�ó�†��µ�º�”�µ�É�K�r
�M��

a. �»�ß�µ�É�²�˜�å�Ü�«�º�?�}�
�Ç�•�Ý�±�†4:#Ý�M�•�¥�î�Ý�b'�8®>&�–�å�Â�˜�å
�»�¥�î�Ý�
�”�˜�º�Â�˜�å�»�¥�î�Ý�
�r�S�c�M�m�Z�b�¥�î�Ý>'�†4E�¥�K�r�M��

�á�î�¡�Ç�ß�î�†!“� �_�M�•�œ�É�©�Ù�å�v�6�•�G�\�_�@�–�K�Z�C�T�I�8���á�î
�¡�Ç�ß�î�c!“� �_�M�•�E�€�]�v�
�‹�¥�w� �_�M�•���œ�_��<�Z�á�î�¡�Ç�ß�î
�†�Ç�“�–�Ý�_�–�Ñ�K�S�8���œ�c�
�G�b�œ�É�©�Ù�å�†4E�¥�[�A�r�M��

�W 61. [ 8b�Œ�¥�å�±�¡�º�(8®�b)…7Ÿ>& Edit Voice Contact Classification>' ] �²�–�”�ß�¢
�Î�µ�¡�«
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8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î
b. �q�±  3 �X�b�¹�î�±  �Ç�•�î�Ý�»�b�²�ó�†4:#Ý�K�r�M�� [ )…7Ÿ>&Edit>' ] �†�¡
�Ü�µ�¡�K�Z�
 [ �¹�î�±  �Ç�•�î�Ý�»�b�²�ó>& Data Field Condition>' ] �²�–�”
�ß�¢�Î�µ�¡�«�†/²&g�K�r�M���¹�î�±  �Ç�•�î�Ý�»�b�²�ó�b��µ�º�”�µ�É�_�X
�8�Z�c�
 ���¹�î�±  �Ç�•�î�Ý�»�b�²�ó�� >&P.135>' �†�g!·�K�Z�C�T�I�8��

c. �M�m�Z�b�²�ó�† 6�S�K�Z�8�•���œ�_�Ç�•�Ý�±�†�f�j�M�•�?�
�õ�–�b�²�ó�† 6
�S�K�Z�8�•���œ�_�Ç�•�Ý�±�†4:#Ý�M�•�?�†4E�¥�K�r�M��

4. [OK] �†�¡�Ü�µ�¡�K�
�‚�K�88b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î�b�p�b'¨  1 �Þ�Ë�Ý�b
�Ç�•�Ý�±�b��µ�º�”�µ�É�†�ö�¢�K�r�M��

�‚�K�8�á�î�¡�Ç�ß�î�b��µ�º�”�µ�É

�‚�K�88b�Œ�¥�å�±�¡�º�(8®�@�8�B�I�€�•�\�
 Desktop Administrator �_�|�W�Z  [ 8b�Œ�¥�å
�±�¡�º  �á�î�¡�Ç�ß�î>& Voice Contact Work Flow>' ] �˜�•�å�»�˜�_&ã�·�K�r�M>& �W 62>'��
�G�b�˜�•�å�»�˜�[�c�
�Ç�•�Ý�±�Ü�å�¢�b'¨  2 �Þ�Ë�Ý�†0¿���K�r�M���G�€�c�
�‚�K�88b�Œ
�¥�å�±�¡�º  �á�î�¡�Ç�ß�î�b�–�Ë�å�º�\�Ý�î�Ý�
�>�|�g�Q�G�?�}#Õ�L�•�”�¡�©�Ù�å�?�}�S
�B�I�€�r�M��

�–�Ë�å�º�@$Î#Õ�M�•�\�
�–�Ë�å�º�_6õ4��Ü�E�}�€�Z�8�•�Ý�î�Ý�c�
 [ �Ý�î�Ý>& Rules>' ] 
�Ì�–�å�_�M0t/²&g�I�€�Z�8�•8p�Î�[0Û�o�I�€�r�M���Ý�î�Ý�@ 6�S�I�€�•�\�
�Q�b�Ý�î�Ý

�W 62. [ 8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î>& Voice Contact Work Flow>' ] �˜�•�å�»�˜
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�_6õ4��Ü�E�}�€�S�”�¡�©�Ù�å�c�
 [ �”�¡�©�Ù�å>& Actions>' ] �Ì�–�å�_�M0t/²&g�I�€�Z�8�•
8p�Î�[��/œ�I�€�r�M���Q�€�|�~�‹�b�Ý�î�Ý�c0Û�o�I�€�r�O�‡��

 6�S�I�€�•�Ý�î�Ý�@�^�8���œ�
�¹�Ç�›�Ý�º�b�Ý�î�Ý�@4:#Ý�I�€�
�¹�Ç�›�Ý�º�b�Ý�î�Ý�_
6õ4��Ü�E�}�€�S�M�m�Z�b�”�¡�©�Ù�å�@��/œ�I�€�r�M���¹�Ç�›�Ý�º�b�Ý�î�Ý�c�š�f�r�S�c
�P7V�[�A�r�O�‡���¹�Ç�›�Ý�º�b�”�¡�©�Ù�å�c�
 <no action> �[�6�•�•+��ö�@�6�~�r�M��

�‚�K�8�á�î�¡�Ç�ß�î�†0¿���M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. [ �–�Ë�å�º>& Event>' ] �Ì�–�å�?�}�á�î�¡�Ç�ß�î�†�º�Ü�ž�î�M�•�–�Ë�å�º�†4E�¥�K
�r�M���Q#Ý�[�A�•�–�Ë�å�º�c���b�\�>�~�[�M��

— [�ç�g���K�p>& Ringing>' ]��  �š�î�ª�™�å�º�b7Á0ð�@;��~�r�M��

— [�Â'Å>&Answered>' ]��  �š�î�ª�™�å�º�@7Á0ð�_�Â'Å�K�r�M��

— [�)�•>& Dropped>' ]��  �¥�î�Ý�@�)�•�I�€�r�M��

— [�‹��#.�‹�…�w>& Work Ready>' ]��  �š�î�ª�™�å�º�@�‹��#.�‹�…�w>& Work 
Ready>'�b�š�î�ª�™�å�º"g�Â�_&ã/œ�K�r�M��

— [�‹��#.�‹�…�w�õ�F>& Work Not Ready>' ]��  �š�î�ª�™�å�º�@�‹��#.�‹�…�w�õ
�F>&Work Not Ready>'�b�š�î�ª�™�å�º"g�Â�_&ã/œ�K�r�M��

2. [ �Ý�î�Ý>& Rules>' ] �Ì�–�å�[�
 [ �‚0d>& New>' ] �†�¡�Ü�µ�¡�K�Z�‚�K�8�Ý�î�Ý�†
��µ�º�”�µ�É�K�r�M�� [ �‚�K�8�Ý�î�Ý�¡>& New Rule Name>' ] �²�–�”�ß�¢�Î�µ�¡
�«�@/²&g�I�€�r�M��

3. �‚�K�8�Ý�î�Ý�b�¡�S�†°�Š�K�
 [OK] �†�¡�Ü�µ�¡�K�r�M���˜�•�å�»�˜�b  [ #'�~�b
�Ý�î�Ý�b�²�ó>& Current Rule Conditions>' ] ��¡�©�Ù�å�_�6�•�Ç�•�î�Ý�»�@�w� 
�_�^�~�r�M��

4. �q�±  3 �X�b�¹�î�±  �Ç�•�î�Ý�»�b�²�ó�†3ã�•�K>&0ò(ý�_�X�8�Z�c�
 ���¹�î�±  
�Ç�•�î�Ý�»�b�²�ó�� >&P.135>' �†�g!·>' �
�”�¡�©�Ù�å�†��/œ�M�•�±�–�Ñ�å�¢>&�¹�î
�±  �Ç�•�î�Ý�»�b�²�ó�b�8�N�€�?�@ 6�S�I�€�S���œ�
�r�S�c�M�m�Z�@ 6�S�I�€�S
���œ>'�†�æ���K�r�M���¹�î�±  �Ç�•�î�Ý�»�b�²�ó�@&�'g�I�€�•�\�
 [ �Ý�î�Ý�b�w� 
�ì>& Enable Rule>' ] �³�™�µ�¡�Î�µ�¡�«�@+¬�·$×�_4E�¥�I�€�r�M��

>&�@>'�–�å�Â�˜�å�»  ACD �¥�î�Ý�¥�E�b�Ý�î�Ý�†0¿���M�•���œ�c�
�Ý�î�º  �Ï�–�å
�º�b7Á0ð$��•�c�Q#Ý�[�A�r�O�‡��

5. [ �”�¡�©�Ù�å>& Actions>' ] �Ì�–�å�[�
 [ 3ã�•>&Add>' ] �†�¡�Ü�µ�¡�K�
�–�Ë�å�º�@
$Î#Õ�K�
�Ý�î�Ý�@ 6�S�I�€�S�\�A�_��/œ�M�•  1 �X�è�V�b�”�¡�©�Ù�å�†4E�¥�K�r
�M���¤�Ñ�b�”�¡�©�Ù�å�†4E�¥�M�•�?�
�‚�K�8�”�¡�©�Ù�å�†�8�B�[�A�r�M��

>&�@>'4E�¥�K�S�”�¡�©�Ù�å�†�–�Ë�å�º�_6õ4��Ü�E�}�€�^�8���œ�
�š�Û�î  �Ó�µ��î
�ª�†�w�™�K�r�M��0ò(ý�_�X�8�Z�c�
 ���”�¡�©�Ù�å�b�8�B�� >&P.143>' �†�g!·�K�Z�C
�T�I�8��

6. �²0[�^�–�Ë�å�º�X�_�Â�L�Z�
�«�¸�µ�É  1 >|  5 �†)Þ�~3É�K�r�M��

7. �Ý�î�Ý�\�”�¡�©�Ù�å�l�b�–�Ë�å�º�b6õ4��Ü�E�@)
�¢�K�S�}�
 [ 4:#Ý>&Apply>' ] �†
�¡�Ü�µ�¡�K�
�‚�K�88b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î�†�–�Ñ�K�r�M��
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8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î
�¹�î�±  �Ç�•�î�Ý�»�b�²�ó

�¹�î�±  �Ç�•�î�Ý�»�b�²�ó�\�c�
�¥�î�Ý�b4E�¥�I�€�S�š�å�±�î�É�Û�–�¬  �¹�î�±�@�
�á�î�¡
�Ç�ß�î  �Ý�î�Ý�r�S�c8b�Œ�¥�å�±�¡�º�(8®�Ç�•�Ý�±�†���‹�M�•�S�u�_ 6�S�M�²0[�b�6�•�²
�ó�b�G�\�[�M��

�á�î�¡�Ç�ß�î  �Ý�î�Ý�>�|�g8b�Œ�¥�å�±�¡�º�(8®�Ç�•�Ý�±�_�c�
�q�±  3 �X�b�¹�î�±  �Ç�•�î
�Ý�»�b�²�ó�†0¿���[�A�r�M���M�m�Z�b�¹�î�±  �Ç�•�î�Ý�»�b�²�ó�@ 6�S�I�€�•�²0[�@�6�•
�?>&AND �«�¸�î�º�Ó�å�º>' �
�¹�î�±  �Ç�•�î�Ý�»�b�8�N�€�?�b�²�ó�@ 6�S�I�€�•�²0[�@�6
�•�?>& OR �«�¸�î�º�Ó�å�º>'�†�æ���K�r�M��

�á�î�¡�Ç�ß�î  �Ý�î�Ý�_�¹�î�±  �Ç�•�î�Ý�»�b�²�ó�†0¿���M�•�_�c�
 [ 8b�Œ�¥�å�±�¡�º  �á�î
�¡�Ç�ß�î>& Voice Contact Work Flow>' ] �˜�•�å�»�˜�b  [ #'�~�b�Ý�î�Ý�b�²�ó>& Current 
Rule Conditions>' ] ��¡�©�Ù�å�†�Q#Ý�K�r�M��8b�Œ�¥�å�±�¡�º�(8®�¥�E�_�¹�î�±  �Ç�•�î
�Ý�»�b�²�ó�†0¿���M�•�_�c�
 [ �¹�î�±  �Ç�•�î�Ý�»�b�²�ó>& Data Field Condition>' ] �²�–
�”�ß�¢�Î�µ�¡�«�†�Q#Ý�K�r�M>& �W 63>'��

�¹�î�±  �Ç�•�î�Ý�»�b�²�ó�†��µ�º�”�µ�É�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. [ 8b�Œ�¥�å�±�¡�º�(8®>& Voice Contact Classification>' ] �²�–�”�ß�¢�Î�µ�¡�«�[�

[ )…7Ÿ>&Edit>' ] �†�¡�Ü�µ�¡�K�r�M�� [ 8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î>& Voice 
Contact Work Flow>' ] �˜�•�å�»�˜�[�‚�K�8�Ý�î�Ý�†3ã�•�K�
�˜�•�å�»�˜�b  [ #'
�~�b�Ý�î�Ý�b�²�ó>& Current Rule Conditions>' ] ��¡�©�Ù�å�[  [ )…7Ÿ>&Edit>' ] 
�†�¡�Ü�µ�¡�K�r�M��

�W 63. [ �¹�î�±  �Ç�•�î�Ý�»�b�²�ó>& Data Field Condition>' ] �²�–�”�ß�¢�Î�µ�¡�«
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2. [ �¹�î�±  �Ç�•�î�Ý�»>& Data Field>' ] �»�ß�µ�É�²�˜�å  �Ü�«�º�?�}�¹�î�±  �Ç�•�î�Ý
�»�†4E�¥�K�r�M��

[ �¹�î�±  �Ç�•�î�Ý�»>& Data Field>' ] �_�c�
�©�«�¸�ÒÆ�[�Q#Ý�I�€�•�M�m�Z�b�š
�å�±�î�É�Û�–�¬  �¹�î�±�b�Ç�•�î�Ý�»�@�M0t/²&g�I�€�r�M��

�M�m�Z�b�¹�î�±  �Ç�•�î�Ý�»�@�M�m�Z�b�–�Ë�å�º�[�Q#Ý�[�A�•�ƒ�E�[�c�6�~�r�O
�‡���S�\�<�d�
 Calling# �\  Called# �c�ç�g���K�–�Ë�å�º�_�c�Q#Ý�[�A�r�O�‡��

3. ���b�¹�î�±  �Ç�•�î�Ý�»�b�Ç�•�Ý�±�b�8�N�€�?�†4E�¥�K�r�M��

— ['5>&Is Empty>' ]��  �¹�î�±  �Ç�•�î�Ý�»�@'5�[�M��

— ['5�[�c�^�8>& Is Not Empty>' ]��  �¹�î�±  �Ç�•�î�Ý�»�@'5�[�c�6�~�r�O�‡��

— [�Ü�«�º�_�Ñ�~�M�•>& Is In the List>' ]��  �¹�î�±  �Ç�•�î�Ý�»�@�
 [ �Ü�«�º
>&List>' ] �Ì�–�å�[0¿���I�€�S�Ü�«�º�\�š3Q�I�€�
�Ü�«�º�_�µ�r�€�•�?�8�•�I
�€�r�M���”�–�¸�Ò�†�e�Ð�4�b�Ü�«�º�_3ã�•�M�•�_�c�
 [ 3ã�•>&Add>' ] �†�¡
�Ü�µ�¡�K�r�M���e�Ð�4�_�c�
�±�e�Ð�\�`�e�Ð�b�
�9�c�6�~�r�O�‡���á�–�Ý�»  
�•�î�»>& * �>�|�g  ?>'�†�Q#Ý�K�Z�
�Ü�«�º�†(F(ò�ì�[�A�r�M��  ���á�–�Ý�»  
�•�î�»�è(ô�� >&P.136>' �†�g!·�K�Z�C�T�I�8��

— [�Ü�«�º�_�Ñ�~�K�^�8>& Is Not in the List>' ]��  �¹�î�±  �Ç�•�î�Ý�»�@�
 [ �Ü�«
�º>&List>' ] �Ì�–�å�[0¿���I�€�S�Ü�«�º�\�š3Q�I�€�
�Ü�«�º�_�µ�r�€�^�8�?
�8�•�I�€�r�M���”�–�¸�Ò�†�e�Ð�4�b�Ü�«�º�_3ã�•�M�•�_�c�
 [ 3ã�•>&Add>' ] 
�†�¡�Ü�µ�¡�K�r�M���e�Ð�4�_�c�
�±�e�Ð�\�`�e�Ð�b�
�9�c�6�~�r�O�‡���á�–
�Ý�»  �•�î�»>& * �>�|�g  ?>'�†�Q#Ý�K�Z�
�Ü�«�º�†(F(ò�ì�[�A�r�M��  ���á�–�Ý
�»  �•�î�»�è(ô�� >&P.136>' �†�g!·�K�Z�C�T�I�8��

— [�¹�î�±�b6×�I>& Length of Data>' ]��  �¹�î�±  �Ç�•�î�Ý�»�b6×�I�c�
0¿���K
�S�e�Ð�b�q�`�X�\�q�±�X�b6ë�_�^�~�r�M��

4. [ �²�ó�b�w� �ì>& Enable Condition>' ] �³�™�µ�¡�Î�µ�¡�«�@�œ�å�_�^�W�Z�8�•�G
�\�†&�1��K�
 [OK] �†�¡�Ü�µ�¡�K�r�M��

�á�–�Ý�»  �•�î�»�è(ô

�¹�î�±  �Ç�•�î�Ý�»�b�²�ó�Ü�«�º�b�Ì�–�å�_�e�Ð�4�†°�Š�M�•7•�_�
�á�–�Ý�»  �•�î�»�†�Q
#Ý�[�A�r�M���G�€�_�|�~�
�M0t/²&g�M�•�e�Ð�4�@¹3û�b0[(ò�†�â�W�Z�8�•���œ�_�
�¨�C
�b�e�Ð�4�†°�Š�K�^�C�Z�v�í�t�|�:�_�M�•�G�\�@�[�A�r�M��

�Q#Ý�I�€�•�á�–�Ý�»  �•�î�»�e�Ð�c�
�”�«�±�Ü�«�¡>& * >'�\$2�e'¢>& ?>'�[�M��

�e�Ð�4�_�µ�r�€�•�”�«�±�Ü�«�¡�c�
�Q�b�e�Ð�4Æ�b�Ú�b�e�Ð�@�M+´�M�•7H�~�
�õ�–�b�X
�b�e�Ð�†*(�A�n�<�r�M���S�\�<�d  ABC* �c�
 ABC �[���r�~�
�Q�b�‹�
�õ�–�b�e�Ð�@)F�C
�e�Ð�4�\�M+´�K�r�M��

�e�Ð�4�_�µ�r�€�•$2�e'¢�c�
�õ�–�b�e�Ð�†*(�A�n�<�r�M�@�
�e�Ð�4�b6×�I�c�
�Q�€�@/²
�M6×�I�\�]�&�_�M+´�M�•�²0[�@�6�~�r�M���S�\�<�d�
 ABC?? �c�
 ABC �[���r�~�
�Q�b�Ú
�b  2 �e�Ð�[)
�¢�M�•�e�Ð�4�\�M+´�K�r�M��

�e�Ð�4�b�Ø�~�†�§5��,#Ý'¢�[�V�t�\�
�Q�b�§5��,#Ý'¢�[�V�r�€�S�e�Ð�\�]�&�_�M+´�M�•
�e�Ð�4�@�è(ô�I�€�r�M���G�€�}�b�e�Ð�_�c�
�á�–�Ý�»  �•�î�»�e�Ð>& * >'�>�|�g>& ?>'+¬�/
�v�µ�r�€�r�M���S�\�<�d�
 "123*ABC"�c�
 �� 123*ABC���\�8�:�e�Ð�4�_�b�s�M+´�K�
�”
�«�±�Ü�«�¡�c�á�–�Ý�»�•�î�»�\�K�Z�c�µ+��K�r�O�‡��
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8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î
8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î�b�š�f

�¹�Ç�›�Ý�º�b�á�î�¡�Ç�ß�î�x�
�8�B�K�S�•�«�±�Ò  �á�î�¡�Ç�ß�î�c�š�f�[�A�r�M��

>&�@>'�¹�Ç�›�Ý�º�b�á�î�¡�Ç�ß�î�b�(8®�Ç�•�Ý�±�c�
�–�å�Â�˜�å�»  �¥�î
�Ý�[�M���G�€�c�š�f�[�A�r�O�‡��

8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î�†�š�f�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. [ 8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î  �Ü�«�º>& Voice Contact Work Flow List>' ] �?�}�

�š�f�M�•�á�î�¡�Ç�ß�î�†4E�¥�K�
 [ )…7Ÿ>&Edit>' ] �†�¡�Ü�µ�¡�K�r�M��

� �•�«�±�Ò  �á�î�¡�Ç�ß�î�†4E�¥�M�•�\�
 [ 8b�Œ�¥�å�±�¡�º�(8®�b)…7Ÿ>& Edit 
Voice Contact Classification>' ] �²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M��

� �¹�Ç�›�Ý�º�b�á�î�¡�Ç�ß�î�†4E�¥�M�•�\�
 [ 8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î
>&Voice Contact Work Flow>' ] �˜�•�å�»�˜�@/²&g�I�€�r�M���¹�Ç�›�Ý�º�b
�á�î�¡�Ç�ß�î�c8b�Œ�¥�å�±�¡�º�†�(8®�K�^�8�b�[�
 [ 8b�Œ�¥�å�±�¡�º�(8®�b
)…7Ÿ>&Edit Voice Contact Classification>' ] �²�–�”�ß�¢�Î�µ�¡�«�c%,$��I�€
�r�M��

2. �²0[�_�Â�L�Z�
8b�Œ�¥�å�±�¡�º�(8®�†�š�f�K�
 [OK] �†�¡�Ü�µ�¡�K�Z  [ 8b�Œ�¥�å
�±�¡�º  �á�î�¡�Ç�ß�î>& Voice Contact Work Flow>' ] �˜�•�å�»�˜�_4�s�r�M��

3. �²0[�_�Â�L�Z�á�î�¡�Ç�ß�î�†�š�f�K�
 [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡�K�Z�š�fÆ��
�†�–�Ñ�K�r�M��

8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î�b�P7V

�8�B�K�S�õ�–�b�•�«�±�Ò  �á�î�¡�Ç�ß�î�†�P7V�[�A�r�M���¹�Ç�›�Ý�º  �á�î�¡�Ç�ß�î�c�P7V
�[�A�r�O�‡��

8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î�†�P7V�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. [ 8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î  �Ü�«�º>& Voice Contact Work Flow List>' ] �?�}�

�P7V�M�•�á�î�¡�Ç�ß�î�†4E�¥�K�
 [ �P7V>&Delete>' ] �†�¡�Ü�µ�¡�K�r�M���á�î�¡
�Ç�ß�î�b�P7V�†&�1��M�•�Ï�µ�É�”�µ�É  �˜�•�å�»�˜�@/²&g�I�€�r�M��

2. [OK] �†�¡�Ü�µ�¡�K�Z�P7V�†&�1��K�r�M��
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�š�î�ª�™�å�º'ö#.�á�î�¡�Ç�ß�î

�š�î�ª�™�å�º'ö#.�á�î�¡�Ç�ß�î�c�
 Agent Desktop �x  CAD-BE �b�”�¡�¸�•�Å�¸�•�
�š�î
�ª�™�å�º�b  ACD "g�Â�
�>�|�g�ì�I�_�ö�Y�8�Z�š�î�ª�™�å�º  �”�¡�¸�•�Å�¸�•�†'ö#.�K�r
�M���á�î�¡�Ç�ß�î�c�
8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î�[�Q#Ý�I�€�•�
�–�Ë�å�º  - �Ý�î�Ý  - 
�”�¡�©�Ù�å�b�·�8�_�‘�8�r�M�� 1 �X�b5�0[�^4*�8�\�K�Z�c�
8b�Œ�¥�å�±�¡�º�_4:#Ý�I�€
�•8b�Œ�¥�å�±�¡�º�(8®�b�|�:�^�q�6�b�Ç�•�Ý�±�Ü�å�¢�@�Ñ�~�K�^�8!l�@�ò�F�}�€�r�M��

�S�\�<�d�
�š�î�ª�™�å�º'ö#.�á�î�¡�Ç�ß�î�c�
���b�|�:�_0¿���[�A�r�M��

� �Å�»�¥�b���‹  4 �ì  30 �(�_�^�•�\�²�N�
�±�–�Ò  �•�î�»�†�²�M�b�†�À�€�^�8�|�:
�_�•�M�Ï�µ�É�”�µ�É  �Ó�µ��î�ª�†�š�î�ª�™�å�º�@�w�E�v�•�|�:�_�M�•��

� Agent Desktop �@6ä���M�•�S�g�_�
�š�î�ª�™�å�º�b�¹�«�¡�º�µ�É�_�Ó�Ô�’�@2s
�·�I�€�•��

� �š�î�ª�™�å�º�@�ß�¢�–�å�M�•�S�g�_�
8³���¹�î�±�Ë�î�«�@2s�·�I�€�•��

�š�î�ª�™�å�º'ö#.�á�î�¡�Ç�ß�î�b�8�B

�š�î�ª�™�å�º'ö#.�á�î�¡�Ç�ß�î�†�8�B�M�•�M+á$×�^�m8p�c�
���b�\�>�~�[�M��

1. �á�î�¡�Ç�ß�î�†�º�Ü�ž�î�M�•�–�Ë�å�º�†4E�¥�K�r�M��

�W 64. �š�î�ª�™�å�º'ö#.�á�î�¡�Ç�ß�î�b�Ç�ß�î  �³�Õ�î�º
138 2013 �º  1 �v  16 �¥



�š�î�ª�™�å�º'ö#.�á�î�¡�Ç�ß�î
2. �–�Ë�å�º�@�ì�I�b���œ�
�–�Ë�å�º�@ 6�S�M�²0[�b�6�•�¹�î�±�²�ó�†  1 �X�è�V�Q
#Ý�K�Z�Ý�î�Ý�†��µ�º�”�µ�É�K�r�M��

>&�@>'�á�î�¡�Ç�ß�î�@�µ+��[�A�^�8�|�:�^�
%©%*�M�•�Ý�î�Ý�\�²�ó�†0¿���M�•�G
�\�@�•+��[�M�� Desktop Administrator �c�
�á�î�¡�Ç�ß�î�b�ß�ª�µ�¡�\���\�ö�†
�³�™�µ�¡�K�r�O�‡���á�î�¡�Ç�ß�î�@�‡�…�]�>�~�_�·�8�K�^�8���œ�
��µ�º�”�µ�É
�K�S�Ý�î�Ý�\�²�ó�@1=#.$×�_���\�[�6�•�G�\�†&�1��K�Z�C�T�I�8��

3. �–�Ë�å�º�@$Î#Õ�M�•�S�g�_�
�r�S�c�ì�I�b�–�Ë�å�º�b���œ�c�Ý�î�Ý�@�M+´�M�•�S
�g�_��/œ�I�€�•�”�¡�©�Ù�å�†  1 �X�è�V��µ�º�”�µ�É�K�r�M��

[ �š�î�ª�™�å�º'ö#.�á�î�¡�Ç�ß�î>& Agent Management Work Flow>' ] �À�î�»�†4E�¥�M�•
�\�
 [ �á�î�¡�Ç�ß�î>& Work Flow>' ] �˜�•�å�»�˜�@/²&g�I�€�r�M>& �W 65>'��

8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î�b�Ý�î�Ý�\�c$��^�~�
�š�î�ª�™�å�º'ö#.�á�î�¡�Ç�ß�î�b
�Ý�î�Ý�c�
�M�m�Z�b�–�Ë�å�º�[�c�^�C�
�ì�I�b�–�Ë�å�º�_�b�s4:#Ý�I�€�r�M��

�š�î�ª�™�å�º'ö#.�á�î�¡�Ç�ß�î�[�c�
�M4Š�b�”�¡�©�Ù�å�@�<#Ý�[�A�r�M��0ò(ý�_�X�8�Z
�c�
 ���”�¡�©�Ù�å�b�<#Ý�•+��ö�� >&P.144>' �†�g!·�K�Z�C�T�I�8��

�W 65. [ �á�î�¡�Ç�ß�î>& Work Flow>' ] �˜�•�å�»�˜
2013 �º  1 �v  16 �¥ 139
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CAD �š�î�ª�™�å�º  �”�¡�¸�•�Å�¸�•�r�S�c�š�î�ª�™�å�º"g�Â�á�î�¡�Ç�ß�î�†��µ�º�”�µ�É�M�•
�_�c�
���b�m8p�†��/œ�K�r�M��

1. [ �–�Ë�å�º>& Event>' ] �Ì�–�å�?�}�á�î�¡�Ç�ß�î�†�º�Ü�ž�î�M�•�–�Ë�å�º�†4E�¥�K
�r�M���Q#Ý�[�A�•�–�Ë�å�º�c���b�\�>�~�[�M��

— [�«�±�î�º�”�µ�É>& Startup>' ]��  Agent Desktop/CAD-BE �@6ä���K�r�M��

— [�©�Õ�µ�º�²�˜�å>& Shutdown>' ]��  Agent Desktop/CAD-BE �@6â�L�r�M��

— [�ß�¢�–�å�K�r�K�S>& Logged in>' ]��  �š�î�ª�™�å�º�@  Agent 
Desktop/CAD-BE �_�ß�¢�–�å�K�r�M��

— [�ß�¢�”�˜�º�K�r�K�S>& Logged out>' ]��  �š�î�ª�™�å�º�@  Agent 
Desktop/CAD-BE �?�}�ß�¢�”�˜�º�K�r�M��

— [�…�w6ä��>&Ready>' ]��  �š�î�ª�™�å�º�@�…�w6ä��>& Ready>'"g�Â�_&ã/œ�K�r
�M��

— [�…�w�õ�F>&Not Ready>' ]��  �š�î�ª�™�å�º�@�…�w�õ�F>& Not Ready>'"g�Â�_
&ã/œ�K�r�M��

2. [ �”�¡�©�Ù�å>& Actions>' ] �Ì�–�å�[�
 [ 3ã�•>&Add>' ] �†�¡�Ü�µ�¡�K�
4E�¥�K�S�–
�Ë�å�º�@$Î#Õ�K�S�\�A�_��/œ�M�•  1 �X�è�V�b�”�¡�©�Ù�å�†4E�¥�K�r�M���¤�Ñ�b
�”�¡�©�Ù�å�†4E�¥�M�•�?�
�‚�K�8�”�¡�©�Ù�å�†�8�B�[�A�r�M��0ò(ý�_�X�8�Z�c�


���”�¡�©�Ù�å�b�8�B�� >&P.143>' �†�g!·�K�Z�C�T�I�8��

3. �²0[�^�–�Ë�å�º�X�_�Â�L�Z�
�«�¸�µ�É  1 >|  2 �†)Þ�~3É�K�r�M��

4. �”�¡�©�Ù�å�l�b�–�Ë�å�º�b6õ4��Ü�E�@)
�¢�K�S�}�
 [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡
�K�
�š�î�ª�™�å�º'ö#.�á�î�¡�Ç�ß�î�†�–�Ñ�K�r�M��

�ì�I�á�î�¡�Ç�ß�î�†0¿���M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. [ �–�Ë�å�º>& Event>' ] �Ì�–�å�?�}  [ �ì�I>& Time>' ] �–�Ë�å�º�†4E�¥�K�r�M��

2. [ �Ý�î�Ý>& Rules>' ] �Ì�–�å�[�
 [ �‚0d>& New>' ] �†�¡�Ü�µ�¡�K�Z�‚�K�8�Ý�î�Ý�†
��µ�º�”�µ�É�K�r�M�� [ �‚�K�8�Ý�î�Ý�¡>& New Rule Name>' ] �²�–�”�ß�¢�Î�µ�¡
�«�@/²&g�I�€�r�M��

3. �‚�K�8�Ý�î�Ý�b�¡�S�†°�Š�K�
 [OK] �†°�Š�K�r�M���˜�•�å�»�˜�b  [ #'�~�b�Ý�î
�Ý�b�²�ó>& Current Rule Conditions>' ] ��¡�©�Ù�å�_�6�•�Ç�•�î�Ý�»�@�w� �_�^
�~�
 [ �ì�I�b�²�ó>& Time of Day Condition>' ] �²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r
�M>&�W 66>'��
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�š�î�ª�™�å�º'ö#.�á�î�¡�Ç�ß�î
4. �Ý�î�Ý�_�P�K�Z�Y�¥�r�S�c�¥�Ü�b�²�ó�†��µ�º�”�µ�É�K�
 [OK] �†°�Š�K�r�M��
��µ�º�”�µ�É�K�S�²�ó�c�
 [ �á�î�¡�Ç�ß�î>& Work Flow>' ] �˜�•�å�»�˜�b  [ #'�~�b
�Ý�î�Ý�b�²�ó>& Current Rule Conditions>' ] ��¡�©�Ù�å�_�6�•  [ �¹�î�±  �Ç�•�î
�Ý�»�b�²�ó>& Data Field Conditions>' ] �b'¨  1 /œ�_+¬�·$×�_°�Š�I�€�
 [ �Ý�î�Ý
�b�w� �ì>& Enable Rule>' ] �³�™�µ�¡�Î�µ�¡�«�@+¬�·$×�_�œ�å�_�^�~�r�M��

a. �”�¡�©�Ù�å�@�–4�"I���b�Y�¥�r�S�c�ì�I�_��/œ�I�€�•�|�:�_�æ���M�•�_�c�

[ �Y�¥>&Day(s) of the week>' ] �†4E�¥�K�
�|�ƒ�M�•�Y�¥�†�œ�å�_�K�r�M���ì
�I�v�æ���M�•�²0[�@�6�~�r�M��

b. �”�¡�©�Ù�å�@"I���b�¥�Ü�_��/œ�I�€�•�|�:�_�æ���M�•�_�c�
 [ �¥�Ü>&Date>'
] �†4E�¥�K�
�•�Þ�å�²�?�}�|�ƒ�M�•�¥�Ü�†4E�¥�K�r�M���Ò�¥�b�¥�Ü�@2e�x�[
�V�r�€�r�M���ì�I�v�æ���M�•�²0[�@�6�~�r�M��

5. �²0[�_�Â�L�Z�
�g�~  2 �X�b  [ �¹�î�±  �Ç�•�î�Ý�»�b�²�ó>& Data Field Conditions>'
] �Ç�•�î�Ý�»�b7„�_�6�•  [ )…7Ÿ>&Edit>' ] �†�¡�Ü�µ�¡�K�
���b�Ý�î�Ý�†��*O�K�r
�M��

� �š�î�ª�™�å�º�@�œ�å  �Ç�µ�¡�?�œ�Ç  �Ç�µ�¡�?�†�æ���M�•

� �š�î�ª�™�å�º"g�Â�@�…�w6ä���r�S�c�…�w�õ�F�?�°�?�†�æ���M�•

�W 66. [ �ì�I�b�²�ó>& Time of Day Conditions>' ] — �Y�¥>&�e>'�\�¥�Ü>&�‘>'
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6. [ �”�¡�©�Ù�å>& Actions>' ] �Ì�–�å�[�
 [ 3ã�•>&Add>' ] �†�¡�Ü�µ�¡�K�
�–�Ë�å�º�@
$Î#Õ�K�
�Ý�î�Ý�@ 6�S�I�€�S�\�A�_��/œ�M�•  1 �X�è�V�b�”�¡�©�Ù�å�†4E�¥�K�r
�M��

�¤�Ñ�b�”�¡�©�Ù�å�†4E�¥�M�•�?�
�‚�K�8�”�¡�©�Ù�å�†�8�B�[�A�r�M��0ò(ý�_�X�8
�Z�c�
 ���”�¡�©�Ù�å�b�8�B�� >&P.143>' �†�g!·�K�Z�C�T�I�8��

7. [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡�K�Z�
�‚�K�8�ì�I�á�î�¡�Ç�ß�î�†�–�Ñ�K�r�M��

�W 67. [ "g�Â�b�²�ó>& State Condition>' ] �²�–�”�ß�¢�Î�µ�¡�«
142 2013 �º  1 �v  16 �¥



�”�¡�©�Ù�å�b�8�B

� Ñ

� Ñ
�”�¡�©�Ù�å�b�8�B

�”�¡�©�Ù�å�c�
�–�Ë�å�º�\�Ý�î�Ý�\�c�9�_�–�Ñ�I�€�r�M�� Agent Desktop �>�|�g  
CAD-BE �[�c�
 1 �X�b�”�¡�©�Ù�å�†0�X�b�–�Ë�å�º�[�Q#Ý�K�S�~�
�”�¡�©�Ù�å�†0�X�b�±
�«�¡  �Î�±�å�_�m�~�\�Z�S�~�[�A�r�M��

�”�¡�©�Ù�å�c��#.�I�€�r�M�@�
�–�Ë�å�º�c�Ÿ�×�î�_°�~�r�M���M+á$×�_�
�”�¡�©�Ù�å�@
6×�C�^�}�^�8�|�:�_�M�•�G�\�†�>�È�u�K�r�M�� /² 14 �[�c�
 Agent Desktop �†�Q#Ý�M�•
�š�î�ª�™�å�º�\  CAD-BE �†�Q#Ý�M�•�š�î�ª�™�å�º�_6õ�K�Z�
�›�”�¡�©�Ù�å�@�<#Ý�•+��?
�]�:�?�†�r�\�u�Z�8�r�M�� ���Ñ��0°�•�c�
�”�¡�©�Ù�å�†�<#Ý�[�A�•�G�\�†�–�á�K�
 �� —��0°
�•�c�
�”�¡�©�Ù�å�†�<#Ý�[�A�^�8�G�\�†�–�á�K�r�M��  

/²  14. �”�¡�©�Ù�å�bÆ���\�
 Agent Desktop �>�|�g  CAD-BE �†�Q#Ý�M�•�š�î�ª�™�å�º�b�”�¡�©�Ù
�å�b�<#Ý�•+��ö  

�”�¡�©�Ù�å�b'�8®�\1��Â
Agent

Desktop
CAD-B

E

���”�¡�©�Ù�å�b�–�å�Ï�î�º�\�š�¡�«�Ï�î�º�� >&P.146>'���š�î�ª�™
�å�º�b�¹�«�¡�º�µ�É�_�Ï�µ�É�”�µ�É  �Ó�µ��î�ª�†/²&g�K�r�M��

�Ñ —

���š�î�ª�™�å�º"g�Â�”�¡�©�Ù�å�b�8�B�� >&P.152>'�� �š�î�ª�™�å�º
�b"g�Â�†0¿���K�r�M��

�Ñ —

���¥�î�Ý�D�š�”�¡�©�Ù�å�b�8�B�� >&P.155>'���Â'Å�
�)�•�
7Á0ð�
1Ÿ�
3?3æ�
$Î�™�
�r�S�c�¥�î�Ý�p�b�±�µ�³  �º�î�å�b°�Š��

�Ñ —

��4����”�¡�©�Ù�å�b�8�B�� >&P.156>'���M4��b�”�¡�©�Ù�å�_�>�8
�Z�
�”�¡�©�Ù�å6ë�_4����ì6ë�†3ã�•�K�r�M��

�Ñ —

�� HTTP �”�¡�©�Ù�å�b�8�B�� >&P.157>'�� Agent Desktop )+�œ�È�Û
�˜�¨�@  Web �”�É�Ü�£�î�©�Ù�å�\�x�~�\�~�[�A�•�|�:�_�K�r�M��

� Ñ

�� IPC �”�¡�©�Ù�å�b�8�B�� >&P.164>'���š�î�ª�™�å�º�b�¹�«�¡�º�µ
�É�?�}�
�•�«�±�Ò�b�§�î�»�Ã�î�¸�•0��”�É�Ü�£�î�©�Ù�å�_�š�å
�±�î�É�Û�–�¬  �¹�î�±�r�S�c�Ø�î�¨��*O�¹�î�±�†�û�K�r�M��

�Ñ —

���¥4Š�”�É�Ü�£�î�©�Ù�å�b2s�·�”�¡�©�Ù�å�b�8�B�� >&P.166>'��
�§�î�»�Ã�î�¸�•0��”�É�Ü�£�î�©�Ù�å�†6ä���K�r�M��

�Ñ —

���Ð�¡�ß�b��/œ�”�¡�©�Ù�å�b�8�B�� >&P.169>'���Ÿ�î�«�º�ß�î�¡�b
0°6��I�€�S�©�î�£�å�«�†Ì#Õ�K�r�M��

�Ñ —

���š�å�±�î�É�Û�–�¬  �¹�î�±�b0¿���”�¡�©�Ù�å�b�8�B�� >&P.179>'��
Agent Desktop �b�š�å�±�î�É�Û�–�¬  �¹�î�±  �Ç�•�î�Ý�»�†�
4E
�¥�K�S�¹�«�¡�º�µ�É�š�X�r�S�c7ü$×�¸�Ÿ�«�º�_�š�f�K�r�M��

�Ñ —

���±�–�Ð�î  �”�¡�©�Ù�å�b�8�B�� >&P.181>'���æ���K�S�ì6ë�@)�4#
�K�S�}�
�”�¡�©�Ù�å�†�º�Ü�ž�î�K�r�M��

�Ñ —

���Ø�î�¸�•�Ü�¸�•  �”�¡�©�Ù�å�� >&P.182>'��0°6��b6ä�� / �õ�F�

�«�î�Ã�î�Â�–�¨�l�b�¦�S��*O�I�€�S)m�ô�³�Õ�µ�º  �Ó�µ��î�ª�b
3æ�™�^�]�b�Ø�î�¸�•�Ü�¸�•�†��/œ�K�r�M��

� Ñ
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�”�¡�©�Ù�å�b�<#Ý�•+��ö

�M�m�Z�b�–�Ë�å�º�x�M�m�Z�b'�8®�b�š�î�ª�™�å�º�[�
�M�m�Z�b�”�¡�©�Ù�å�@�<#Ý�[�A�•
�ƒ�E�[�c�6�~�r�O�‡�� /² 15 �[�c�
�]�b�”�¡�©�Ù�å�@  3 '�8®�b�á�î�¡�Ç�ß�î�\�
�š�î
�ª�™�å�º�b�›'�8®>& Agent Desktop �š�î�ª�™�å�º�\  CAD-BE �š�î�ª�™�å�º>'�[�<#Ý�[�A
�•�?�†&g�K�Z�8�r�M �����Ñ��0°�•�c�
�”�¡�©�Ù�å�†�<#Ý�[�A�•�G�\�†�–�á�K�
 �� —��0°�•
�c�
�”�¡�©�Ù�å�†�<#Ý�[�A�^�8�G�\�†�–�á�K�r�M��  

/²  15. �á�î�¡�Ç�ß�î�b'�8®�\�š�î�ª�™�å�º�b'�8®�H�\�b�”�¡�©�Ù�å�b�<#Ý�•+��ö

�”�¡�©�Ù�å  �±�–�É

8b�Œ�¥�å�±�¡�º �š�î�ª�™�å�º'ö#. �ì�I

Agent
Desktop

CAD-B
E

Agent
Desktop

CAD-B
E

Agent
Desktop

CAD-B
E

�š�î�ª�™�å�º3û%± �Ñ — �Ñ — �Ñ —

�š�î�ª�™�å�º"g�Â �Ñ — — — �Ñ —

�¥�î�Ý�D�š �Ñ — — — — —

4��� �Ñ — �Ñ — — —

HTTP � Ñ � Ñ � Ñ— �Ñ —

IPC �Ñ — �Ñ — — —

�¥4Š�”�É�Ü�£�î
�©�Ù�å�b2s�·

�Ñ — �Ñ — — —

�Ð�¡�ß�b��/œ �Ñ — �Ñ — — —

�š�å�±�î�É�Û�–�¬  
�¹�î�±�b0¿��

�Ñ — — — — —

�±�–�Ð�î �Ñ — — — — —

�Ø�î�¸�•�Ü�¸�• �Ñ �Ñ — — — —
144 2013 �º  1 �v  16 �¥



�”�¡�©�Ù�å�b�8�B
�‚�K�8�”�¡�©�Ù�å�b3ã�•

�‚�K�8�”�¡�©�Ù�å�†3ã�•�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. [ 8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î>& Voice Contact Work Flow>' ] �r�S�c  [ �š�î�ª�™
�å�º'ö#.�á�î�¡�Ç�ß�î>& Agent Management Work Flow>' ] �˜�•�å�»�˜�_�”�¡
��«�K�r�M��

2. �‚�K�8�”�¡�©�Ù�å�_6õ4��Ü�E�•�–�Ë�å�º�†4E�¥�K�r�M��

3. [ �”�¡�©�Ù�å>& Actions>' ] �Ì�–�å�[�
 [ 3ã�•>&Add>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �”�¡
�©�Ù�å�b4E�¥>& Select Action>' ] �²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M>& �W 68>'��

4. �–�Ë�å�º�_6õ4��Ü�E�•�”�¡�©�Ù�å�b'�8®�b�±�È�†4E�¥�K�r�M��

5. �”�¡�©�Ù�å�@�M�[�_�Ñ�~�M�•���œ�c�
�Q�€�†4E�¥�K�Z  [OK] �†�¡�Ü�µ�¡�K�r�M��
�”�¡�©�Ù�å�@�r�T�Ñ�~�K�^�8���œ�c�
 [ �‚0d>& New>' ] �†�¡�Ü�µ�¡�K�
�è�W�[1�
�Â�M�•�|�:�_�Q�b�”�¡�©�Ù�å�b'�8®�†��µ�º�”�µ�É�M�•�S�u�b�æ&g�_�‘�8�r�M��

6. [OK] �†�¡�Ü�µ�¡�K�r�M�� [ �”�¡�©�Ù�å�b4E�¥>& Select Action>' ] �²�–�”�ß�¢�Î�µ
�¡�«�@6â�L�
 [ �á�î�¡�Ç�ß�î>& Work Flow>' ] �˜�•�å�»�˜�_�`�~�r�M���‚�K�8�”
�¡�©�Ù�å�@  [ �”�¡�©�Ù�å>& Actions>' ] �Ì�–�å�_�M0t/²&g�I�€�r�M��

�W 68. [ �”�¡�©�Ù�å�b4E�¥>& Select Action>' ] �²�–�”�ß�¢�Î�µ�¡�«
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Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
�”�¡�©�Ù�å�b)…7Ÿ

�”�¡�©�Ù�å�†)…7Ÿ�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. [ �á�î�¡�Ç�ß�î>& Work Flow>' ] �˜�•�å�»�˜�[�
4:�)�^�–�Ë�å�º�†4E�¥�K�
 [ �”�¡
�©�Ù�å>&Actions>' ] �Ì�–�å�?�})…7Ÿ�M�•�”�¡�©�Ù�å�†4E�¥�K�r�M��

2. [ )…7Ÿ>&Edit>' ] �†�¡�Ü�µ�¡�K�r�M���Q�b�”�¡�©�Ù�å#Ý�b)…7Ÿ�²�–�”�ß�¢�Î�µ�¡
�«�@/²&g�I�€�r�M��

3. �š�f�†/œ�8�
 [OK] �†�¡�Ü�µ�¡�K�r�M���G�€�[�
�”�¡�©�Ù�å�@�š�f�I�€�r�K�S��

�”�¡�©�Ù�å�b�P7V

�”�¡�©�Ù�å�†�ö²�_�P7V�M�•�_�c�
�r�N�c�Q�€�@6õ4��Ü�E�}�€�Z�8�•�–�Ë�å�º�?�}�Q�b
�”�¡�©�Ù�å�†�P7V�K�Z�?�}�
�”�¡�©�Ù�å+¬�/�†�P7V�M�•�²0[�@�6�~�r�M��

�”�¡�©�Ù�å�†�ö²�_�P7V�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. [ �á�î�¡�Ç�ß�î>& Work Flow>' ] �˜�•�å�»�˜�[�
�–�Ë�å�º�†4E�¥�K�r�M��

2. �P7V�M�•�”�¡�©�Ù�å�@�–�Ë�å�º�_6õ4��Ü�E�}�€�Z�8�•���œ�c�
 [ �”�¡�©�Ù�å
>&Action>' ] �Ì�–�å�[�”�¡�©�Ù�å�†4E�¥�K�
 [ �P7V>&Delete>' ] �†�¡�Ü�µ�¡�K�Z�–
�Ë�å�º�?�}�”�¡�©�Ù�å�†�P7V�K�r�M��

3. �Q�b�Ú�M�m�Z�b�–�Ë�å�º�_�P�K�Z�
�«�¸�µ�É  1 >|  2 �†)Þ�~3É�K�r�M���G�€�[�

�”�¡�©�Ù�å�@�M�m�Z�b�–�Ë�å�º�?�}�P7V�I�€�r�M��

4. [ �”�¡�©�Ù�å>& Actions>' ] �Ì�–�å�[�
 [ 3ã�•>&Add>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �”�¡
�©�Ù�å�b4E�¥>& Select Actions>' ] �˜�•�å�»�˜�@/²&g�I�€�r�M��

5. 4:�)�^�±�È�†4E�¥�K�
�P7V�M�•�”�¡�©�Ù�å�†4E�¥�K�r�M��

6. [ �P7V>&Delete>' ] �†�¡�Ü�µ�¡�K�r�M���”�¡�©�Ù�å�@�P7V�I�€�r�M��

7. [ �Ÿ�Õ�å��Ý>& Cancel>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �”�¡�©�Ù�å�b4E�¥>& Select 
Action>' ] �˜�•�å�»�˜�@6â�L�
 [ �á�î�¡�Ç�ß�î>& Work Flow>' ] �˜�•�å�»�˜�_�`�~
�r�M��

�”�¡�©�Ù�å�b�–�å�Ï�î�º�\�š�¡�«�Ï�î�º

"I���b�á�î�¡�Ç�ß�î  �¢�Ý�î�É�_6õ4��Ü�E�}�€�S�”�¡�©�Ù�å�†�š�¡�«�Ï�î�º�K�
�Q�€�}�†
�Ú�b�á�î�¡�Ç�ß�î  �¢�Ý�î�É�_�–�å�Ï�î�º�M�•�G�\�@�[�A�r�M���”�¡�©�Ù�å�c�
�ß�î�•�Ý
�r�S�c�¿�µ�º�á�î�¡  �»�Û�–�È�V�[4E�¥�K�S�õ�–�b���d�_�š�¡�«�Ï�î�º�I�€�r�M��

>&�@>'PC �b�¹�Ç�›�Ý�º�b���d�[�6�•  
C:\Program Files\Cisco\Desktop\config\Action �_�”�¡�©�Ù�å�†�š�¡
�«�Ï�î�º�M�•�\�
�¡�Û�–�”�å�º�b�¹�«�¡�º�µ�É�†Ì�–�å�«�º�î�Ý�M�•7•
�_�”�¡�©�Ù�å�@�»�ƒ�€�r�M���G�b�e8Ÿ�†4J�E�•�S�u�_�
 CAD �b�–�å�«
�º�î�Ý  �¹�•�Þ�¡�º�Ü>& C:\Program Files\Cisco\Desktop>'�[�c�^�8
�Ç�›�Ý�²�_�”�¡�©�Ù�å�†�š�¡�«�Ï�î�º�K�Z�C�T�I�8��
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�”�¡�©�Ù�å�b�8�B
�š�¡�«�Ï�î�º�K�S�”�¡�©�Ù�å�c�
 Desktop Administrator �b�–�å�«�±�å�«�@� �L�Â�î
�ª�Ù�å�[�6�~�
�Ç�“�–�Ý  �«�º�Þ�î�ª  �Ç�›�Ý�²�_�”�¡��«�[�A�•7H�~�
�H�Q#Ý�b�©�«�¸�Ò
�x�9�b�©�«�¸�Ò�_�“�M�•�Ú�b  Desktop Administrator �_�|�W�Z�–�å�Ï�î�º�[�A�r�M��

�š�¡�«�Ï�î�º�>�|�g�–�å�Ï�î�º�[�A�•�”�¡�©�Ù�å�b'�8®�c�
���b�\�>�~�[�M��

� �Ð�¡�ß��/œ�”�¡�©�Ù�å

� HTTP �”�¡�©�Ù�å

� IPC �”�¡�©�Ù�å

� �¥4Š�”�É�Ü�£�î�©�Ù�å2s�·�”�¡�©�Ù�å

�”�¡�©�Ù�å�_6õ4��Ü�E�}�€�Z�8�•�Ý�î�Ý�x�–�Ë�å�º�c�
�G�b�µ+��_�c�µ�r�€�^�8�b�[�

�š�¡�«�Ï�î�º�r�S�c�–�å�Ï�î�º�[�A�r�O�‡��

�M�Ø�_ 1 �X�b�”�¡�©�Ù�å�K�?�š�¡�«�Ï�î�º�[�A�r�O�‡���S�\�<�d�
�á�î�¡�Ç�ß�î  �¢�Ý�î
�É�?�}�š�¡�«�Ï�î�º�K�S�8�”�¡�©�Ù�å�@  5 �X�6�•���œ�
�›�”�¡�©�Ù�å�†�¶�9�_�š�¡�«
�Ï�î�º�M�•�²0[�@�6�~�r�M��

�š�¡�«�Ï�î�º�I�€�S�”�¡�©�Ù�å�c�
1��Â>& 255 �e�Ð�b�D7H�6�~>'�†�•�<�•�G�\�[�
�9�b
�á�î�¡�Ç�ß�î  �¢�Ý�î�É�_�–�å�Ï�î�º�M�•7•�_���Æ�_1‘�9�[�A�•�|�:�_�^�~�r�M��

�–�å�Ï�î�º�I�€�S�”�¡�©�Ù�å�@�
�á�î�¡�Ç�ß�î  �¢�Ý�î�ÉÆ�_�M�[�_�Ñ�~�M�•�”�¡�©�Ù�å
�\� �L�¡�S�†�â�W�Z�8�•���œ�
�–�å�Ï�î�º�I�€�S�”�¡�©�Ù�å�b�¡�S�†�š�f�M�•�|�:�_0[
�Ó�I�€�r�M��
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Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
�á�î�¡�Ç�ß�î  �”�¡�©�Ù�å�†�š�¡�«�Ï�î�º�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �š�¡�«�Ï�î�º�M�•�”�¡�©�Ù�å�@�“�M�•�á�î�¡�Ç�ß�î  �¢�Ý�î�É�†4E�¥�K�r�M�� [
�á�î�¡�Ç�ß�î  �”�¡�©�Ù�å�b�–�å�Ï�î�º / �š�¡�«�Ï�î�º>& Import Export Work 
Flow Actions>' ] �˜�•�å�»�˜�@/²&g�I�€�r�M>& �W 69>'�� [ �–�å�Ï�î�º>& Import>' ] 
�r�S�c  [ �š�¡�«�Ï�î�º>& Export>' ] �Î�±�å>&�6�•�8�c�Q�b�g�‰>'�c�
�–�å�Ï�î�º
/ �š�¡�«�Ï�î�º#Ý�_�”�¡�©�Ù�å�@�<#Ý�[�A�•���œ�_�b�s�w� �_�^�~�r�M��

�W 69. [ �á�î�¡�Ç�ß�î  �”�¡�©�Ù�å�b�–�å�Ï�î�º / �š�¡�«�Ï�î�º>& Import Export Work 
Flow Actions>' ] �˜�•�å�»�˜
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�”�¡�©�Ù�å�b�8�B
2. [ �š�¡�«�Ï�î�º>& Export>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �”�¡�©�Ù�å�b�š�¡�«�Ï�î�º
>&Export Action>' ] �²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M>& �W 70>'��

3. [ �”�¡�©�Ù�å  �Ü�«�º>& Action List>' ] �?�}�š�¡�«�Ï�î�º�M�•�”�¡�©�Ù�å�†4E�¥�K�

�²�–�”�ß�¢�Î�µ�¡�«Æ�b�Ç�•�î�Ý�»�l�b°�Š�†�ö�¢�K�r�M��

� [ �Ç�›�Ý�²�b�Ã�«>& Folder Path>' ]��/²&g�I�€�•�¹�Ç�›�Ý�º�b�Ã�«�†4E�¥�M
�•�?�
�Q�b�Ú�
�õ�–�b�ß�î�•�Ý�r�S�c�¿�µ�º�á�î�¡  �Ç�›�Ý�²�b���d�†�g!·
�K�r�M��

� [ 1��Â>&Description>' ]>&�õ�–>'��  �”�¡�©�Ù�å�b1��Â�†°�Š�K�r�M���G�b1��Â
�b�q�±6×�c  255 �e�Ð�[�M��

4. [OK] �†�¡�Ü�µ�¡�K�r�M��

�W 70. [ �”�¡�©�Ù�å�b�š�¡�«�Ï�î�º>& Export Action>' ] �²�–�”�ß�¢�Î�µ�¡�«
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Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
�á�î�¡�Ç�ß�î  �”�¡�©�Ù�å�†�–�å�Ï�î�º�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �”�¡�©�Ù�å�b�–�å�Ï�î�º›�\�^�•�á�î�¡�Ç�ß�î  �¢�Ý�î�É�†4E�¥�K�r�M�� [ �á�î�¡
�Ç�ß�î  �”�¡�©�Ù�å�b�–�å�Ï�î�º / �š�¡�«�Ï�î�º>& Import Export Work Flow 
Actions>' ] �˜�•�å�»�˜�@/²&g�I�€�r�M>& �W 69>&P.148>'>'��

2. [ �–�å�Ï�î�º>& Import>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �–�å�Ï�î�º�b4E�¥>& Import 
Select>' ] �²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M>& �W 71>'��

3. �”�¡�©�Ù�å�@�–�Ñ�I�€�Z�8�•�Ç�›�Ý�²�_&ã�·�K�r�M���Ç�•�î�Ý�»�_�c�
�¹�Ç�›�Ý
�º  �Ã�«�@+¬�·°�Š�I�€�r�M��

4. [ �”�¡�©�Ù�å�b�¡�S>& Action Names>' ] �Ü�«�º�?�}�
�á�î�¡�Ç�ß�î  �¢�Ý�î�É�_
�–�å�Ï�î�º�M�•�”�¡�©�Ù�å�†4E�¥�K�r�M���M�Ø�_  1 �X�b�”�¡�©�Ù�å�K�?�–�å
�Ï�î�º�[�A�r�O�‡��

5. [OK] �†�¡�Ü�µ�¡�K�r�M��

�W 71. [ �–�å�Ï�î�º�b4E�¥>& Import Select>' ] �²�–�”�ß�¢�Î�µ�¡�«
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�”�¡�©�Ù�å�b�8�B
�š�î�ª�™�å�º3û%±�”�¡�©�Ù�å�b�8�B

�š�î�ª�™�å�º3û%±�”�¡�©�Ù�å�c�
"I���b�–�Ë�å�º�@$Î#Õ�M�•�\�
�š�î�ª�™�å�º�b�¹�«�¡
�º�µ�É�_�•�«�±�Ò�b�Ó�µ��î�ª  �Ï�µ�É�”�µ�É  �˜�•�å�»�˜�†/²&g�K�r�M���S�\�<�d�
�š�î
�ª�™�å�º�@�ß�¢�”�˜�º�M�•7•�
�¹�«�¡�º�µ�É�_�±�–�Ò  �•�î�»�†�²�M�|�:�_�•�M�Ï�µ�É
�”�µ�É  �˜�•�å�»�˜�@�Ï�µ�É�”�µ�É/²&g�I�€�r�M��

�š�î�ª�™�å�º3û%±�”�¡�©�Ù�å�†��µ�º�”�µ�É�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �‚�K�8�”�¡�©�Ù�å�†��µ�º�”�µ�É�K�r�M�� >&�m8p�_�X�8�Z�c�
 ���‚�K�8�”�¡�©�Ù�å
�b3ã�•�� >&P.145>' �†�g!·�K�Z�C�T�I�8>' �� [ �”�¡�©�Ù�å�b4E�¥>& Select Action>' ] 
�˜�•�å�»�˜�@/²&g�I�€�r�M��

2. [ �š�î�ª�™�å�º3û%±>& Agent Notification>' ] �±�È�†4E�¥�K�
 [ �‚0d>& New>' ] �†�¡
�Ü�µ�¡�K�r�M�� [ �š�î�ª�™�å�º3û%±�”�¡�©�Ù�å�b��µ�º�”�µ�É>& Agent 
Notification Action Setup>' ] �²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M>& �W 72>'��

3. �”�¡�©�Ù�å�¡�†°�Š�K�
�Ï�µ�É�”�µ�É  �˜�•�å�»�˜�b�”�–�¥�å�†4E�¥�K�
�Ó�µ
��î�ª�†°�Š�K�Z�?�}�
 [ �É�Þ�Å�×�î>& Preview>' ] �†�¡�Ü�µ�¡�K�r�M>& �W 73>'��
�Ï�µ�É�”�µ�É  �˜�•�å�»�˜�b�É�Þ�Å�×�î�@/²&g�I�€�r�M��

�W 72. [ �š�î�ª�™�å�º3û%±�”�¡�©�Ù�å�b��µ�º�”�µ�É>& Agent Notification Action 
Setup>' ] �²�–�”�ß�¢�Î�µ�¡�«
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Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
>&�@>'��7•�b�Ï�µ�É�”�µ�É  �˜�•�å�»�˜�b�±�–�º�Ý  �Â�î�_�c3õ�)�€�S�¸�Ÿ�«�º�@
�µ�r�€�•�•+��ö�@�6�~�r�M���G�€�c�
 Windows �@�±�–�º�Ý  �Â�î�b�¸�Ÿ�«�º�b›
8Œ�_��Cisco Agent Desktop���\+¬�·$×�_3ã�•�K�
�Ï�µ�É�”�µ�É  �˜�•�å�»�˜�@
�§�–�¬�†�š�f�K�^�8�S�u�[�M��

4. [OK] �†�¡�Ü�µ�¡�K�r�M��

�š�î�ª�™�å�º"g�Â�”�¡�©�Ù�å�b�8�B

�š�î�ª�™�å�º"g�Â�”�¡�©�Ù�å�[�c�
�–�Ë�å�º�_6õ4��Ü�E�•�š�î�ª�™�å�º"g�Â�†4E�¥�[�A
�r�M���š�î�ª�™�å�º"g�Â�”�¡�©�Ù�å�c�
�Â'Å�\�)�•�b�–�Ë�å�º�_�b�s6õ4��Ü�E�•�G�\�@
�[�A�r�M���w� �^�š�î�ª�™�å�º"g�Â�c�
�…�w6ä��>& Ready>'�
�…�w�õ�F>& Not Ready>'�

�‹��#.�‹�…�w>& Work Ready>'�
�>�|�g�‹��#.�‹�…�w�õ�F>& Work Not Ready>'�b�s�[�M��

>&�@>'�š�î�ª�™�å�º"g�Â�†�)�•�–�Ë�å�º�_6õ4��Ü�E�•�G�\�v�[�A�r�M�@�

Unified ICM �[0¿���I�€�S�š�î�ª�™�å�º"g�Â�b4D&ã�b�o�:�@�G�G�[0¿��
�M�•�š�î�ª�™�å�º"g�Â�”�¡�©�Ù�å�|�~�vƒ›�I�€�•�•+��ö�@9×�8�[�M��

�š�î�ª�™�å�º"g�Â�”�¡�©�Ù�å�†��µ�º�”�µ�É�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �‚�K�8�”�¡�©�Ù�å�†��µ�º�”�µ�É�K�r�M�� ���‚�K�8�”�¡�©�Ù�å�b3ã�•�� >&P.145>'
�†�g!·�K�Z�C�T�I�8�� [ �”�¡�©�Ù�å�b4E�¥>& Select Action>' ] �˜�•�å�»�˜�@/²&g
�I�€�r�M��

�W 73. [ �š�î�ª�™�å�º3û%±>& Agent Notification>' ] �Ï�µ�É�”�µ�É  �˜�•�å�»�˜�b�É�Þ
�Å�×�î
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�”�¡�©�Ù�å�b�8�B
2. [ �š�î�ª�™�å�º"g�Â>& Agent State>' ] �±�È�†4E�¥�K�
 [ �‚0d>&New>' ] �†�¡�Ü�µ�¡
�K�r�M�� [ �š�î�ª�™�å�º"g�Â�”�¡�©�Ù�å�b��µ�º�”�µ�É>& Agent State Action 
Setup>' ] �Î�µ�¡�«�@/²&g�I�€�r�M>& �W 74>'��

3. �”�¡�©�Ù�å�b�¡�S�†°�Š�K�
�»�ß�µ�É�²�˜�å  �Ü�«�º�?�}�š�î�ª�™�å�º"g�Â�D�š
�†4E�¥�K�
 [OK] �†�¡�Ü�µ�¡�K�r�M��

�š�î�ª�™�å�º"g�Â�b�š�f�_6õ�M�•+¬�·#.#ä�¥�î�»

�ß�¢�”�˜�º>& Logout>'�r�S�c�…�w�õ�F>& Not Ready>'�_&ã/œ�M�•�S�u�b�š�î�ª�™�å�º"g
�Â�”�¡�©�Ù�å�†��µ�º�”�µ�É�M�•7•�
+¬�·#.#ä�¥�î�»�†�w� �_�[�A�r�M��

+¬�·#.#ä�¥�î�»�†�w� �_�M�•�\�
�ß�¢�”�˜�º>& Logout>'�r�S�c�…�w�õ�F>& Not Ready>'
�_&ã/œ�M�•�š�î�ª�™�å�º"g�Â�”�¡�©�Ù�å�@�º�Ü�ž�î�I�€�•7•�
�š�î�ª�™�å�º�c4:�)�^#.
#ä�¥�î�»�†4E�¥�M�•�²0[�@�6�~�r�O�‡��

+¬�·#.#ä�¥�î�»�†�w� �_�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �š�î�ª�™�å�º"g�Â�”�¡�©�Ù�å>& ���š�î�ª�™�å�º"g�Â�”�¡�©�Ù�å�b�8�B�� >&P.152>'>'
�†��µ�º�”�µ�É�M�•�?�
�¤�Ñ�b�š�î�ª�™�å�º"g�Â�”�¡�©�Ù�å>& ���”�¡�©�Ù�å�b)…
7Ÿ��>&P.146>'>'�†)…7Ÿ�K�r�M��

�W 74. [ �š�î�ª�™�å�º"g�Â�”�¡�©�Ù�å�b��µ�º�”�µ�É>& Agent State Action Setup>' ] 
�²�–�”�ß�¢�Î�µ�¡�«
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2. [ �š�î�ª�™�å�º"g�Â�”�¡�©�Ù�å�b��µ�º�”�µ�É>& Agent State Action Setup>' ] �²
�–�”�ß�¢�Î�µ�¡�«�_�
�”�¡�©�Ù�å�b�¡�S�†°�Š�K�
 [ �š�î�ª�™�å�º"g�Â�D�š

>&Agent State Control>' ] �»�ß�µ�É�²�˜�å  �Ü�«�º�?�}  [AgentNotReady] �r�S�c  
[AgentLogout] �†4E�¥�K�r�M�� [ #.#ä�b+¬�·�ì>& Automate Reason>' ] �Î�±�å�@
�²�–�”�ß�¢�Î�µ�¡�«�_/²&g�I�€�r�M>& �W 75>'��

3. [ #.#ä�b+¬�·�ì>& Automate Reason>' ] �†�¡�Ü�µ�¡�K�r�M�� [ #.#ä�b4E�¥
>&Select Reason>' ] �²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M>& �W 76>'��

�W 75. [ #.#ä�b+¬�·�ì>& Automate Reason>' ] �Î�±�å�b�6�•  [ �š�î�ª�™�å�º"g�Â�”�¡
�©�Ù�å>&Agent State Action>' ] �²�–�”�ß�¢�Î�µ�¡�«

�W 76. [ #.#ä�b4E�¥>&Select Reason>' ] �²�–�”�ß�¢�Î�µ�¡�«
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4. �”�¡�©�Ù�å�@�º�Ü�ž�î�I�€�S���œ�_+¬�·$×�_°�Š�I�€�•#.#ä�¥�î�»�†4E�¥�K�

[OK] �†�¡�Ü�µ�¡�K�r�M�� [ #.#ä�b4E�¥>&Select Reason>' ] �˜�•�å�»�˜�@6â�L�
 [
�š�î�ª�™�å�º"g�Â�”�¡�©�Ù�å�b��µ�º�”�µ�É>& Agent State Action Setup>' ] 
�˜�•�å�»�˜�b  [ #.#ä�b+¬�·�ì>& Automate Reason>' ] �Î�±�å�b7„�_4E�¥�K�S#.#ä
�¥�î�»�b$��•�@/²&g�I�€�r�M��

>&�@>'[ �š�î�ª�™�å�º�@4E�¥>& Agent will choose>' ] �†4E�¥�M�•�\�
�š�î�ª�™�å�º
�@#.#ä�¥�î�»�†°�Š�M�•�|�:�_�I�D�I�€�r�M��

5. [OK] �†�¡�Ü�µ�¡�K�r�M��

�¥�î�Ý�D�š�”�¡�©�Ù�å�b�8�B

�–�Ë�å�º�r�S�c�±�«�¡  �Î�±�å�†�
�š�î�ª�™�å�º�b�«�î�Ã�î�Â�–�¨�_�¥�î�Ý�†�È�Û�–�å�»
3?3æ�M�•�^�]�b�|�:�^�¥�î�Ý�D�š�”�¡�©�Ù�å�_6õ4��Ü�E�•�G�\�@�[�A�r�M���¥�î�Ý�D�š
�”�¡�©�Ù�å�_�c�
���b�v�b�@�µ�r�€�r�M��

� �È�Û�–�å�»�1Ÿ

� �È�Û�–�å�»3?3æ>&0¿���•+��^4����ì6ë�†�µ�t>'

� %�0i�1Ÿ

� 'ö#.�I�€�S3?3æ

� �¥�î�Ý

� �)�•

� �±�µ�³  �º�î�å

� �Â'Å

>&�@>'�¥�î�Ý  �Â�–  �¥�î�Ý  �Ô�î�»�b�Ô�Â�–�Ý  �š�î�ª�™�å�º�c�
�¥�î�Ý�_
�m�·�[�Â'Å�M�•�S�u�
�ç�g���K�p�–�Ë�å�º�ì�_�¥�î�Ý�_�Â'Å�M�•�S�u�b
�á�î�¡�Ç�ß�î�†�Q#Ý�[�A�r�O�‡��

�È�Û�–�å�»�1Ÿ�”�¡�©�Ù�å�_�c�
�8�X�”�¡�©�Ù�å�†��/œ�M�m�A�?�†��*O�M�•�Ý�î�Ý�@  1 
�X�è�V�²0[�[�M>&�S�\�<�d�
�Ý�î�º  �Ï�–�å�º�?�}�b%T�™�¥�î�Ý�^�]>' ���”�¡�©�Ù�å�@�Ý�î
�Ý�†�â�S�^�8���œ�
6õ4��Ü�E�}�€�Z�8�•�–�Ë�å�º�@$Î#Õ�M�•�S�g�_�Q�b�”�¡�©�Ù�å�@��
/œ�I�€�r�M���S�\�<�d�
�Â'Å�–�Ë�å�º�b�È�Û�–�å�»�1Ÿ�”�¡�©�Ù�å�†�Ý�î�Ý�^�K�[�8�B
�M�•�\�
�M�m�Z�b�Â'Å�¥�î�Ý�_�P�K�Z�”�¡�©�Ù�å�@��/œ�I�€�r�M��

�¥�î�Ý�D�š�”�¡�©�Ù�å�†��µ�º�”�µ�É�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �‚�K�8�”�¡�©�Ù�å�†��µ�º�”�µ�É�K�r�M>& P.145 �†�g!·>' �� [ �”�¡�©�Ù�å�b4E�¥
>&Select Action>' ] �˜�•�å�»�˜�@/²&g�I�€�r�M��

2. [ �¥�î�Ý�D�š>& Call Control>' ] �±�È�†4E�¥�K�
 [ �‚0d>& New>' ] �†�¡�Ü�µ�¡�K�r
�M�� [ �¥�î�Ý�D�š�”�¡�©�Ù�å�b��µ�º�”�µ�É>& Call Control Action Setup>' ] �˜�•
�å�»�˜�@/²&g�I�€�r�M>& �W 77>'��
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3. �¥�î�Ý�D�š�”�¡�©�Ù�å�b�¡�S�†°�Š�K�
 [ �¥�î�Ý�D�š>& Call Control>' ] �»�ß�µ�É
�²�˜�å  �Ü�«�º�?�}�”�¡�©�Ù�å�†4E�¥�K�
�²0[�_�Â�L�Z7Á0ð$��•�†°�Š�K�r�M��
�S�\�<�d�
�È�Û�–�å�»3?3æ�b���œ�
�¥�î�Ý�@3?3æ�I�€�•7Á0ð$��•�†°�Š�K�r�M��

4. [OK] �†�¡�Ü�µ�¡�K�r�M��

4����”�¡�©�Ù�å�b�8�B

4����”�¡�©�Ù�å�c�
�M4��b�”�¡�©�Ù�å�_�>�8�Z�
�”�¡�©�Ù�å6ë�_4����ì6ë�†3ã�•�M�•�b
�_�Q#Ý�I�€�r�M���S�\�<�d�
�á�î�¡�Ç�ß�îÆ�b  2 �X�b�Ð�¡�ß6ë�_4����”�¡�©�Ù�å�†3ã�•
�[�A�r�M��

4����”�¡�©�Ù�å�†��µ�º�”�µ�É�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �‚�K�8�”�¡�©�Ù�å�†��µ�º�”�µ�É�K�r�M>& P.145 �†�g!·>' �� [ �”�¡�©�Ù�å�b4E�¥
>&Select Action>' ] �˜�•�å�»�˜�@/²&g�I�€�r�M��

2. [ 4����”�¡�©�Ù�å>& Delay Action>' ] �±�È�†4E�¥�K�
 [ �‚0d>& New>' ] �†�¡�Ü�µ�¡
�K�r�M�� [ 4����”�¡�©�Ù�å�b��µ�º�”�µ�É>& Delay Action Setup>' ] �˜�•�å�»�˜
�@/²&g�I�€�r�M>& �W 78>'��

�W 77. [ �¥�î�Ý�D�š�”�¡�©�Ù�å�b��µ�º�”�µ�É>& Call Control Action Setup>' ] �˜�•�å�»
�˜
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3. 4����”�¡�©�Ù�å�b�¡�S�\4����ì6ë�b6×�I�†�Ñ�Ü&Ê�"�)�[°�Š�K�r�M��4����p�_�–
�Ë�å�º�†�Â�µ�¡�¢�Û�˜�å�»�[��#.�M�•���œ�
 [ 4����p�_�–�Ë�å�º�†��#.�M�•

>&Process Events During Delay>' ] �³�™�µ�¡�Î�µ�¡�«�†�œ�å�_�K�r�M�� [OK] �†�¡
�Ü�µ�¡�K�r�M��

HTTP �”�¡�©�Ù�å�b�8�B

HTTP �”�¡�©�Ù�å�c�
�š�î�ª�™�å�º�@)+�œ�È�Û�˜�¨�b�˜�•�å�»�˜Æ�[�¥�î�Ý�Ë�î�«�b�¹�î
�±�†�Q#Ý�K�Z  Web �§�–�º�r�S�c  Web �”�É�Ü�£�î�©�Ù�å�\�x�~�\�~�[�A�•�|�:�_�K�r�M��
�S�\�<�d�
%T�™�b�š�å�±�î�É�Û�–�¬  �¹�î�±�†�Q#Ý�K�Z8³���Þ�¥�î�»�†�v�“�K�Z�Q�€�†)+
�œ�È�Û�˜�¨Æ�_/²&g�M�•�|�:�_  HTTP �”�¡�©�Ù�å�†��µ�º�”�µ�É�[�A�r�M��

>&�@>'HTTP 0[�Ó�\  HTTP �É�ß�º�¥�Ý�b0ò(ý�_�X�8�Z�c�
 World Wide 
Web Consortium �b  Web �§�–�º�[�6�•  www.w3.org �†�g!·�K�Z�C�T�I
�8��

Post �>�|�g  Get HTTP �”�¡�©�Ù�å�c�
 Agent Desktop �†�É�Þ�Ñ�”�Ò  �Þ�Ë�Ý�[�Q#Ý�M�•
�š�î�ª�™�å�º�@�<#Ý�[�A�r�M�� Get HTTP �”�¡�©�Ù�å�c�
 CAD-BE �†�Ñ�G�Þ�Ë�Ý�\�É�Þ�Ñ
�”�Ò  �Þ�Ë�Ý�[�Q#Ý�M�•�š�î�ª�™�å�º�@�<#Ý�[�A�r�M��

>&�@>'�,�X�†�â�X  URL �c�
 HTTP �§�î�Å�«�_�|�W�Z�q�±  2075 �e�Ð�_�D
7H�I�€�r�M���G�€�|�~�v  URL �@6×�C�^�•  HTTP �”�¡�©�Ù�å�†�8�B�M�•
�\�
�”�¡�©�Ù�å�c�G�K�C�·�8�K�r�O�‡��

HTTP �”�¡�©�Ù�å�†��µ�º�”�µ�É�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �‚�K�8�”�¡�©�Ù�å�†��µ�º�”�µ�É�K�r�M >&P.145 �†�g!·>' �� [ �”�¡�©�Ù�å�b4E�¥
>&Select Action>' ] �˜�•�å�»�˜�@/²&g�I�€�r�M��

�W 78. [ 4����”�¡�©�Ù�å�b��µ�º�”�µ�É>& Delay Action Setup>' ] �˜�•�å�»�˜
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2. [HTTP �”�¡�©�Ù�å>& HTTP Action>' ] �±�È�†4E�¥�K�
 [ �‚0d>& New>' ] �†�¡�Ü�µ�¡
�K�r�M�� [HTTP �”�¡�©�Ù�å�b��µ�º�”�µ�É>& HTTP Action Setup>' ] �˜�•�å�»�˜
�@/²&g�I�€�r�M>& �W 79>'��

3. [HTTP �”�¡�©�Ù�å�b��µ�º�”�µ�É>& HTTP Action Setup>' ] �²�–�”�ß�¢�Î�µ�¡�«
�†���b�|�:�_0¿���K�r�M��

�W 79. [HTTP �”�¡�©�Ù�å�b��µ�º�”�µ�É>& HTTP Action Setup>' ] �˜�•�å�»�˜
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�”�¡�©�Ù�å�¡
>&Action 
Name>'

�‚�K�8�”�¡�©�Ù�å�b�¡�S��
158 2013 �º  1 �v  16 �¥



�”�¡�©�Ù�å�b�8�B
4. [ 3ã�•>&Add>' ] �†�¡�Ü�µ�¡�K�Z�
 [HTTP 0[�Ó�¹�î�±>& HTTP Request Data>' ] �²
�–�”�ß�¢�Î�µ�¡�«�†/²&g�K�r�M>& �W 80>'��

�G�b�²�–�”�ß�¢�Î�µ�¡�«�[3ã�•�I�€�S�Ç�•�î�Ý�»�c�
 0[�Ó�b�¡�š�Ü�r�S�c�Ï�«�º  
�¹�î�±4Š�(�†�S�B�K�r�M���G�b�Ç�•�î�Ý�»�c�œ�É�©�Ù�å�[�6�~�
�¹�Ç�›�Ý�º�[�c
'5$Ñ�_�^�W�Z�8�r�M��

�É�ß�º�¥�Ý
>&Protocol>'

�Q#Ý�I�€�•�É�ß�º�¥�Ý�� http>&�¹�Ç�›�Ý�º>'�r�S�c  https �b
�8�N�€�?��

�‰�2
>&Method>'

�Q#Ý�I�€�•  http �‰�'�� GET>&�¹�Ç�›�Ý�º�
 Agent Desktop 
�>�|�g  CAD-BE �[�<#Ý�•+�>'�r�S�c  POST>&Agent Desktop 
�[�b�s�<#Ý�•+�>'�b�8�N�€�?��

�Í�«�º
>&Host>'

Web �§�–�º�b�Í�«�º�¡�r�S�c  IP �”�»�Þ�«���É�ß�º�¥�Ý�c%,
$��K�r�M��

�Ï�î�º>& Port>' �Í�«�º�@�Ü�µ�«�å�M�•�Ï�î�º>& 0 >|  65535>'�� HTTP �b�¹
�Ç�›�Ý�º�c  80 �[�M�� HTTPS �b�¹�Ç�›�Ý�º�c  443 �[�M��

�Ã�«>&Path>' �G�€�c�œ�É�©�Ù�å�[�M�� URL �b�Ã�«4Š�(���¹�Ç�›�Ý�º�c'5$Ñ
�[�M��›/œ�«�Û�µ�©�×�†�µ�u�^�8�[�C�T�I�8��

�È�Û�˜�¨  �±�È
>&Browser 
Tab>'

�”�¡�©�Ù�å�b)��Ý�†/²&g�K�S�8�È�Û�˜�¨  �±�È��4E�¥�K�S�±�È
�@�‹�[�P7V�I�€�S���œ�
�”�¡�©�Ù�å�c�q�6�b�±�È�_/²&g�I�€
�r�M>&3û�–�c�«�î�Ã�î�Â�–�¨  �Ì�î�ª  �É�µ�©�×#Ý�_�£(Ù�I�€
�Z�8�r�M>' ���G�b�Ç�•�î�Ý�»�c  CAD-BE �[�c/²&g�I�€�r�O�‡��
CAD-BE �_�c�±�È�@  1 �K�?�^�8�?�}�[�M��

�W 80. [HTTP 0[�Ó�¹�î�±>& HTTP Request Data>' ] �²�–�”�ß�¢�Î�µ�¡�«

�Ç�•�î�Ý�» 1��Â
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5. [HTTP 0[�Ó�¹�î�±>& HTTP Request Data>' ] �²�–�”�ß�¢�Î�µ�¡�«�†���b�|�:�_0¿
���K�r�M��

6. [ 3ã�•>&Add>' ]�
 [ )…7Ÿ>&Edit>' ]�
�>�|�g  [ �P7V>&Delete>' ] �Î�±�å�†�Q#Ý�K�Z
0[�Ó�b�S(��†)F�E�r�M��

7. 0[�Ó�b�S(��@�ö�¢�K�S�}�
 [ �É�Þ�Å�×�î>& Preview>' ] �†�¡�Ü�µ�¡�K0[�Ó�†/²&g�K
�r�M�� Desktop Administrator �_�c�
�w� �^  HTTP 0[�Ó�_�²0[�^"I�f�e�Ð�@3ã�•
�I�€�Z�8�•�G�\�_�@�–�K�Z�C�T�I�8���§�Ï�î�º�I�€�•�g�'�c�
���b�\�>�~�[�M��

� �Ã�«�@�æ���I�€�
0[�Ó�¹�î�±�@�6�•���œ�c�
�Ï�î�º�b�‹�_�� / ���
�Ã�«�b�‹�_
�� ?���@�Ü�A�r�M��

�[>8 http://www.site.com:80/index.jsp?name=value

� �Ã�«�@�æ���I�€�N�_�
0[�Ó�¹�î�±�@�6�•"g�#�[�
�q�6�b�¹�î�±�@  
DataFieldOnly �[�c �^�8 ���œ�
�Ï�î�º�b�‹�_�� ?���@�Ü�A�
 �� / ���c�Ü�A�r�O
�‡��

�[>8 http://site.com:80?name=value

� �Ã�«�@�æ���I�€�N�_�
0[�Ó�¹�î�±�@�6�•"g�#�[�
�q�6�b�¹�î�±�@  
DataFieldOnly �b���œ�
�Ï�î�º�b�‹�_�� / ���@�Ü�A�
 �� ?���c�Ü�A�r�O�‡��

�[>8 http://www.site.com:80/value

�Ç�•�î�Ý�» 1��Â

�Í�b�¡�S
>&Value 
Name>'

Web �”�É�Ü�£�î�©�Ù�åÆ�b�Ç�•�î�Ý�»�b�¡�S�†°�Š�K�r�M��

�Í�b'�8®
>&Value 
Type>'

���b�8�N�€�?�[�M��

• DataField>8�š�å�±�î�É�Û�–�¬  �¹�î�±�š�X�@�¹�î�±�b�¯�î
�«�[�M�� <name>=<value> �\�8�:�g�'�†�Q#Ý�K�r�M��

• UserDefined>8[ �Í>& Value>' ] �Ç�•�î�Ý�»�_°�Š�I�€�•"I
���b�e�Ð�4�[�M�� <name>=<value> �\�8�:�g�'�†�Q#Ý�K
�r�M��

• DataFieldOnly>8[ �Í>& Value>' ] �»�ß�µ�É�²�˜�å�Ü�«�º�b
�õ�–�b�Í�� <name>=<value> �\�8�:�g�'�c�Q#Ý�K�r�O
�‡��

�Í>& Value>' [ �Í�b'�8®>& Value Type>' ] �@ [UserDefined] �b���œ�c�
��7•
�b�Í�[�M�� [ �Í�b'�8®>& Value Type>' ] �@ [DataField] �r�S�c  
[DataFieldOnly] �b���œ�
�š�å�±�î�É�Û�–�¬  �¹�î�±)…7Ÿ�[�M��

�¸�«�º  �¹�î
�±>&Test 
Data>'

DataField �r�S�c  DataFieldOnly �¹�î�±�†�©�Ñ�×�Þ�î�º�M�•
�S�u�b�e�Ð�4�� [ �Í�b'�8®>& Value Type>' ] �@ [DataField] �r
�S�c  [DataFieldOnly] �b���œ�b�s�w� �[�M��
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� �Ã�«�@�æ���I�€�N�_�
0�X�b0[�Ó�¹�î�±�@�6�•"g�#�[�
�q�6�b�¹�î�±�@  
DataFieldOnly �b���œ�
�Ï�î�º�b�‹�_�� / ���@�Ü�A�
 �� ?���c�Ü�A�r�O�‡��

�[>8 http://www.site.com:80/value&value&value...

8. 0[�Ó�b�g�'�@�G�K�C0¿���I�€�S�\&��™�K�S�}�
 [ �¸�«�º>& Test>' ] �†�¡�Ü�µ�¡�K
�Z�
0[�Ó�¹�î�±�b3ã�•�ì�_°�Š�K�S�¸�«�º  �¹�î�±�†�Q#Ý�K�Z�g�'�†�¸�«�º�K�r
�M��

�£(Ù�í�s�e�Ð

/² 16 �c�
�£(Ù�í�s�b�e�Ð�b�M0t�[�M���£(Ù�í�s�e�Ð�c  HTTP 0[�Ó�b�p�[�c�Q#Ý�K�^�8
�[�C�T�I�8��

/²  16. �£(Ù�í�s�e�Ð

0°�• �¡�S 0°�• �¡�S 0°�• �¡�S

& �”�å�Ã�§�å
�»

" �§5��,#Ý'¢ # �©�Õ�î�É0°�•

@ �”�µ�º  �Ð�î
�¡

= '¼�• ? $2�e'¢

\ �Â�µ�¡  �«
�Û�µ�©�×

! �¤�Ã'¢ > �‘0…�È�Û�£�µ�º

^ �•�Þ�µ�º < �e0…�È�Û�£�µ
�º

] 6â�L�±�•�µ�¥

: �¥�ß�å [ 6ä�A�±�•�µ�¥ ; ��Ñ�¥�ß�å

, �•�å�Ð % �Ã�î��å�º �B �M5��,#Ý'¢
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2013 �º  1 �v  16 �¥ 161



Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
HTTP 0[�Ó�b�[

���b�m8p�[�c�
 Google �b�è(ô�š�å�ª�å�†�Q#Ý�K�Z�
 �� Cisco Systems���†�è(ô�M�•  HTTP 
0[�Ó�b�8�B�‰�2�_�X�8�Z1��Â�K�Z�8�r�M��

�Í�b�¡�S�>�|�g�Í�\�c�1�?�_�X�8�Z�c�
���b�m8p�[  Google �è(ô�_�”�¡��«�K�Z�C�T�I�8��

1. Web �È�Û�˜�¨�†6ä�A�
 www.google.com �_&ã�·�K�r�M��

2. �è(ô�Ç�•�î�Ý�»�_�� Cisco Systems���\°�Š�K�
 [Google �è(ô>&Google 
Search>' ] �†�¡�Ü�µ�¡�K�r�M���”�»�Þ�«  �Â�î�_  HTTP 0[�Ó�@/²&g�I�€�r�M

>&�W 81>'���G�b0[�Ó�†�8�B�K�r�M��

3. �”�»�Þ�«  �Â�î�_�c�
���b�|�:�^�e�Ð�4�@/²&g�I�€�r�M���G�€�_�c�
�Í�«�º�\�Ã
�«�
$2�e'¢�
0[�Ó�¹�î�±�@8p$��_�”�å�Ã�§�å�»�[�
�)�}�€�^�@�}�µ�r�€�Z�8�r
�M��0[�Ó�¹�î�±�\�Í�c�
�Ø�î�¨�_�|�W�Z��*O�I�€�r�M���Í�b�¡�S�c�
'¼�•�b�e�
�_�6�~�
�Í�c�
'¼�•�b�‘��_�6�~�r�M��

www.google.com/search?ie=UTF-8&oe=UTF-8&sourceid=gd&q=Cisco+
Systems&wxob=0

�W 81. Google �è(ô�b)��Ý�Ì�î�ª

�¡�S �Í

�Í�«�º www.google.com

�Ã�« search

�È�Û�˜�¨  �±�È HTTP Web Browser Tab 1

0[�Ó�¹�î�± ie=UTF-8
oe=UTF-8
sourceid=gd
q=Cisco+Systems
wxob=0
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HTTP 0[�Ó�†�8�B�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. [HTTP �”�¡�©�Ù�å�b��µ�º�”�µ�É>& HTTP Action Setup>' ] �²�–�”�ß�¢�Î�µ�¡�«
�_�
 Google �è(ô�†�m�·�[/œ�W�S)��Ý�?�}�p7Ÿ�K�S�_���†°�Š�K�r�M>& �W 82>'��

>&�@>'Google �@�
0[�Ó�e�Ð�4�b�� Cisco���\�� Systems���\�8�:�"1��b6ë�_�É�Û
�«0°�•>& +>'�†��°�K�r�M��0[�Ó�¹�î�±�†°�Š�M�•7•�_�c�
�G�b�e�Ð�c%,$��[�A
�r�M�� Desktop Administrator �@�«�Ì�î�«�†&g�M�e�Ð�†+¬�·$×�_3ã�•�K�r�M��

2. 0[�Ó�¹�î�±�†°�Š�K�S�}�
 [ �É�Þ�Å�×�î>& Preview>' ] �†�¡�Ü�µ�¡�K�
)��Ý�b�e�Ð
�4�†/²&g�K�r�M���G�€�c�
 Google �b�è(ô)��Ý�b�”�»�Þ�«  �Â�î�_/²&g�I�€�•�e�Ð
�4�\� �M�_�^�•�c�N�[�M�� Cisco �\  Systems �\�8�:�"1��b6ë�_�É�Û�«0°�•�†°
�Š�K�S���œ�
�e�Ð�4�_�c�É�Û�«0°�•�b�æ�ƒ�~�_�� %2B���@�µ�r�€�r�M���«�Ì�î
�«�†°�Š�K�S���œ�
 �� %20���@�µ�r�€�r�M���g�‰�b�e�Ð�4�c�«�Ì�î�«�†/²�K�
�É
�Û�«0°�•�b�æ�p�\�K�Z0Á�•�I�€�r�M��

3. [ �¸�«�º>& Test>' ] �†�¡�Ü�µ�¡�K�
 HTTP 0[�Ó�†�¸�«�º�K�r�M���G�b0[�Ó�_�|�W
�Z�
�È�Û�˜�¨�@6ä�A�
 Google �b�è(ô�Ì�î�ª�_&ã�·�K�
 �� Cisco Systems���b�è(ô
�@/œ�ƒ�€�•�c�N�[�M��

�W 82. Google �è(ô�b  [HTTP �”�¡�©�Ù�å�b��µ�º�”�µ�É>& HTTP Action Setup>' ] �²�–
�”�ß�¢�Î�µ�¡�«
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IPC �”�¡�©�Ù�å�b�8�B

�G�b�”�¡�©�Ù�å�c�
 Agent Desktop �†�É�Þ�Ñ�”�Ò  �Þ�Ë�Ý�[�Q#Ý�M�•�š�î�ª�™�å�º�@�<#Ý
�[�A�r�M��

IPC �”�¡�©�Ù�å�c�
�É�ß��«6ë3û�™>& IPC>'�‰�'�†�Q#Ý�K�Z�
�Ø�î�¨  �¹�î�±�¢�Û�Ò  �É�ß
�º�¥�Ý>& UDP>'�Ó�µ��î�ª�b�g�'�[  Agent Desktop �?�}�§�î�»�Ã�î�¸�•0��”�É�Ü�£�î
�©�Ù�å�_�_���†�û�K�r�M���§�î�»�Ã�î�¸�•0��”�É�Ü�£�î�©�Ù�å�c�
�š�î�ª�™�å�º�b�¹�«
�¡�º�µ�É�r�S�c�¿�µ�º�á�î�¡�V�b�õ�–�b���d�_�Ñ�~�[�A�r�M��

>&�@>'�§�î�»�Ã�î�¸�•0��”�É�Ü�£�î�©�Ù�å�c�
"I���b  IP �”�»�Þ�«�\�Ï�î
�º�_3æ�™�I�€�•�¹�î�±�†�Ü�µ�«�å�M�•�|�:�_"I�9�_�¥�î�¹�•�å�¢�M�•�²
0[�@�6�~�r�M��

IPC �”�¡�©�Ù�å�c�M�‰3û/œ�[�M���X�r�~�
 Agent Desktop �c�
 IPC �”�¡�©�Ù�å�†�Q#Ý�K
�Z�¹�î�±�†3æ�™�M�•�T�E�[�
�8�?�^�•�Â'Å�x�
�w�™��b�§�î�»�Ã�î�¸�•0��”�É�Ü�£�î
�©�Ù�å�@�w�™�K�S�\�8�:&�1��Â'Å�†�w�™�K�r�O�‡��

3æ�™�I�€�•�¹�î�±�c�
�š�å�±�î�É�Û�–�¬  �¹�î�±�r�S�c�Ø�î�¨��*O�b�¹�î�±�[�M���¹�î�±
�c���b�g�'�[3æ�™�I�€�r�M��

valuename=value&name=value&name=alue �P

IPC �”�¡�©�Ù�å�†��µ�º�”�µ�É�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �‚�K�8�”�¡�©�Ù�å�†��µ�º�”�µ�É�K�r�M >&P.145 �†�g!·>' �� [ �”�¡�©�Ù�å�b4E�¥
>&Select Action>' ] �˜�•�å�»�˜�@/²&g�I�€�r�M��
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2. [IPC �”�¡�©�Ù�å>& IPC Action>' ] �±�È�†4E�¥�K�
 [ �‚0d>& New>' ] �†�¡�Ü�µ�¡�K�r
�M�� [IPC �”�¡�©�Ù�å�b��µ�º�”�µ�É>& IPC Action Setup>' ] �˜�•�å�»�˜�@/²&g�I
�€�r�M>& �W 83>'��

3. [IPC �”�¡�©�Ù�å�b��µ�º�”�µ�É>& IPC Action Setup>' ] �˜�•�å�»�˜�b�Ç�•�î�Ý�»
�†���b�|�:�_0¿���K�r�M��

4. [ 3ã�•>&Add>' ] �†�¡�Ü�µ�¡�K�Z�
 [IPC 0[�Ó�¹�î�±>& HTTP Request Data>' ] �²�–
�”�ß�¢�Î�µ�¡�«�†/²&g�K�r�M>& �W 84>'���G�b�²�–�”�ß�¢�Î�µ�¡�«�[3ã�•�I�€�S
�Ç�•�î�Ý�»�c�
0[�Ó�b�¡�š�Ü4Š�(�†�S�B�K�r�M��

�W 83. [IPC �”�¡�©�Ù�å�b��µ�º�”�µ�É>& IPC Action Setup>' ] �˜�•�å�»�˜

�Ç�•�î�Ý�» 1��Â

�”�¡�©�Ù�å�¡
>&Action 
Name>'

�‚�K�8�”�¡�©�Ù�å�b�¡�S��

�É�ß�º�¥�Ý
>&Protocol>'

�¹�Ç�›�Ý�º>&�?�X�O�M>'�b�É�ß�º�¥�Ý�c  UDP �[�M��

IP �”�»�Þ�«
>&IP Address>'

�§�î�»�Ã�î�¸�•0��”�É�Ü�£�î�©�Ù�å�@�Ü�µ�«�å�M�•  IP �”�»
�Þ�«��

�Ï�î�º
>&Port>'

�§�î�»�Ã�î�¸�•0��”�É�Ü�£�î�©�Ù�å�@�Ü�µ�«�å�M�•�Ï�î�º��
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5. [IPC 0[�Ó�¹�î�±>& HTTP Request Data>' ] �²�–�”�ß�¢�Î�µ�¡�«�†���b�|�:�_0¿��
�K�r�M��

6. [ 3ã�•>&Add>' ]�
 [ )…7Ÿ>&Edit>' ]�
�>�|�g  [ �P7V>&Delete>' ] �†�Q#Ý�K�Z0[�Ó�b
�S(��†)F�E�r�M��

7. 0[�Ó�b�S(��@�ö�¢�K�S�}�
 [OK] �†�¡�Ü�µ�¡�K�r�M��

�¥4Š�”�É�Ü�£�î�©�Ù�å�b2s�·�”�¡�©�Ù�å�b�8�B

�¥4Š�”�É�Ü�£�î�©�Ù�å�b2s�·�”�¡�©�Ù�å�c�
�§�î�»�Ã�î�¸�•0��”�É�Ü�£�î�©�Ù�å�†�‚�K
�8�˜�•�å�»�˜�[6ä���K�r�M��

�Ð�¡�ß�@�”�É�Ü�£�î�©�Ù�å�†�Q#Ý�K�|�:�\�M�•�S�_�Ð�¡�ß�†�²�N��/œ�I�O�Z�>�C�_�c�

�«�±�î�º�”�µ�É  �–�Ë�å�º�_�m�~�\�Z�}�€�S2s�·�”�¡�©�Ù�å�†�Q#Ý�K�Z�”�É�Ü�£�î�©�Ù�å
�†6ä���K�r�M��

>&�@>'2s�·�”�¡�©�Ù�å�_�|�W�Z6ä���I�€�S�”�É�Ü�£�î�©�Ù�å�c�
'ö#.*…
�b  PC �[�Q#Ý�M�•�b�\� �L�Ã�«�†�š�î�ª�™�å�º�b  PC �V�[�v�Q#Ý�M�•�²
0[�@�6�~�r�M���r�S�c�
�Ã�«�@�¿�µ�º�á�î�¡  �»�Û�–�È�V�_�6�•�²0[�@
�6�~�r�M���Q�:�K�^�8�\�
2s�·�”�¡�©�Ù�å�@�»�K�K�r�M��

�W 84. [IPC 0[�Ó�¹�î�±>& HTTP Request Data>' ] �²�–�”�ß�¢�Î�µ�¡�«

�Ç�•�î�Ý�» 1��Â

�Í�b�¡�S
>&Value 
Name>'

�Ç�•�î�Ý�»�b�¡�S��

�Í�b'�8®
>&Value 
Type>'

�¹�î�±�b�¯�î�«�� DataField �c�
�š�å�±�î�É�Û�–�¬  �¹�î�±�š
�X�†&g�K�r�M�� UserDefined �c�
 [ �Í>& Value>' ] �Ç�•�î�Ý�»
�_°�Š�I�€�•"I���b�e�Ð�4�†&g�K�r�M��

�Í>& Value>' [ �Í�b'�8®>& Value Type>' ] �@ [DataField] �b���œ�
�š�å�±�î
�É�Û�–�¬  �¹�î�±�š�X�[�M�� [ �Í�b'�8®>& Value Type>' ] �@ 
[UserDefined] �b���œ�
�Q#Ý�I�€�•�Í�[�M��
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Agent Desktop �c�
2s�·�”�¡�©�Ù�å�†�Q#Ý�M�•�\�¥�Ð�å�»�Û�–�å�,�X�^�]�b�Ã�Û�Ó�î�±
�†  2 �X�b�‰�2�[�û�M�G�\�@�[�A�r�M��

1 $�% �b�‰�2�c�
�”�É�Ü�£�î�©�Ù�å  �Ã�«�b�¡�S�b�‹�_�Ã�Û�Ó�î�±�†3ã�•�M�•�‰�2�[�M��
�S�\�<�d�
 Microsoft Excel �†6ä���K�
 mrmtest.xls �\�8�:�«�É�Þ�µ�»�©�î�º�†6ä�C�¥�Ð
�å�»�c���b�|�:�_�^�~�r�M��

"c:\program files\excel.exe" "c:\my documents\mrmtest.xls"

>&�@>'�«�Ì�î�«�@�µ�r�€�Z�8�•�É�ß�¢�Û�Ò�¡�>�|�g�¥�Ð�å�»�Û�–�å�,�X
�c�
�,#Ý'¢�[�V�‡�[0�X�b�,�X�[�c�^�C  1 �X�b�,�X�\�K�Z�æ���M�•�²0[
�@�6�~�r�M��

2 $�% �b�‰�2�c�
�¹�î�±  �Ç�•�î�Ý�»�†�,�X�\�K�Z�û�M�‰�2�[�M���”�É�Ü�£�î�©�Ù�å�b2s
�·�ì�_�õ�–�b�w� �^�¹�î�±  �Ç�•�î�Ý�»�†�û�M�G�\�@�[�A�r�M��

>&�@>'2s�·�”�¡�©�Ù�å�@�«�±�î�º�”�µ�É  �–�Ë�å�º�[��/œ�I�€�S���œ�

�¥�î�Ý  �¹�î�±�c�Ñ�~�K�^�8�•+��ö�@�6�~�r�M��'5�b�¹�î�±  �Ç�•�î�Ý�»
�_�c�
 <NULL> �\�8�:�e�Ð�4�@�µ�r�€�r�M��
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�¥4Š�”�É�Ü�£�î�©�Ù�å�b2s�·�”�¡�©�Ù�å�†��µ�º�”�µ�É�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �‚�K�8�”�¡�©�Ù�å�†��µ�º�”�µ�É�K�r�M>& P.145 �†�g!·>' �� [ �”�¡�©�Ù�å�b4E�¥
>&Select Action>' ] �˜�•�å�»�˜�@/²&g�I�€�r�M��

2. [ �¥4Š�”�É�Ü�£�î�©�Ù�å�b2s�·�”�¡�©�Ù�å>& Launch External Application 
Action>' ] �±�È�†4E�¥�K�
 [ �‚0d>&New>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �¥4Š�”�É�Ü�£�î
�©�Ù�å�b2s�·�”�¡�©�Ù�å>& Launching External Application Action Setup>' ] 
�˜�•�å�»�˜�@/²&g�I�€�r�M>& �W 85>'��

3. �”�¡�©�Ù�å�¡�\% $×�b�”�É�Ü�£�î�©�Ù�å�b���d�†&g�M�Ã�«�†°�Š�K�r�M����/œ�ì
�_  Agent Desktop �@�Q#Ý�[�A�•���d�_�”�É�Ü�£�î�©�Ù�å�@�6�•�G�\�†&�1��K�r
�M��

4. �”�É�Ü�£�î�©�Ù�å�_�û�M�õ�–�b�,�X�†3ã�•�K�r�M�� [ �<#Ý�•+��^�,�X>& Available 
Arguments>' ] �Ü�«�º�?�}% $×�b�,�X�†4E�¥�K�
�e%®�3�†�Q#Ý�K�Z�Q�€�†  [ �,�X

>&Argument>' ] �Ü�«�º�_3ã�•�K�r�M���V�W%®�3�†�Q#Ý�K�Z�
 [ �,�X>& Argument>'
] �Ü�«�ºÆ�b8p�Î�†�š�f�K�r�M��

5. �_���b°�Š�@)
�ƒ�W�S�}�
 [OK] �†�¡�Ü�µ�¡�K�r�M��

�G�b�”�¡�©�Ù�å�b�±�–�É�†0¿���M�•�[�_�X�8�Z�c�
 ���¥4Š�”�É�Ü�£�î�©�Ù�å2s�·�”�¡�©�Ù
�å�b0¿���� >&P.259>' �†�g!·�K�Z�C�T�I�8��

�W 85. [ �¥4Š�”�É�Ü�£�î�©�Ù�å�b2s�·�”�¡�©�Ù�å>& Launching External Application 
Action Setup>' ] �˜�•�å�»�˜
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�Ð�¡�ß�b��/œ�”�¡�©�Ù�å�b�8�B

�Ð�¡�ß�\�c�
�Ÿ�î�«�º�ß�î�¡�b�©�î�£�å�«�b�S�u�b�©�Ù�î�º�•�µ�º�[�M���S�\�<�d�
%T
�™�H�\�_���b�±�«�¡�†��/œ�M�•�Ð�¡�ß�†0°6��[�A�r�M��

1. +¬�·$��•1‘�9>& ANI>'�†  Agent Desktop �?�}  Microsoft Outlook �_�¥�Æ�î�K�r
�M��

2. �¥�å�±�¡�º  �Ü�«�º�†6ä�A�r�M��

3. �¹�î�±�Ë�î�«�r�S�c�«�É�Þ�µ�»�©�î�º�[  ANI �†�è(ô�K�r�M��

4. $Î�™*…�b�”�•�˜�å�º�_���†�µ�t#ì8��@/²&g�I�€�r�M��

>&�@>'�Ú�b�”�¡�©�Ù�å  �±�–�É�[��/œ�[�A�•�±�«�¡�_�c�
�Ð�¡�ß�b��/œ�”
�¡�©�Ù�å�†�Q#Ý�K�^�8�[�C�T�I�8���S�\�<�d�
�¥�î�Ý�†3?3æ�M�•�_�c
�¥�î�Ý�D�š�”�¡�©�Ù�å�
�š�î�ª�™�å�º�b"g�Â�†�š�f�M�•�_�c�š�î�ª�™�å
�º"g�Â�”�¡�©�Ù�å�†�Q#Ý�K�r�M��

>&�@>'�Ð�¡�ß��/œ�”�¡�©�Ù�å�c�
�p�\1��\8Q�\1��b�e�Ð�†�Q#Ý�M�•�\�G
�–�_�µ+��K�r�O�‡>&�Ð�Ý�³�Â�–�º�e�Ð�[�6�€�d� �]�b�•+��ö�@�6�~�r
�M>'��

�Ð�¡�ß�b�8�B�b�[�_�X�8�Z�c�
�Ü6�  C �b ���³�×�î�º�Ü�”�Ý�� >&P.239>' �†�g!·�K�Z�C�T�I
�8��

�Ð�¡�ß0°6��b�Ä�å�º

�Ð�¡�ß�@�§�î�»�Ã�î�¸�•0��b�”�É�Ü�£�î�©�Ù�å�_�”�¡��«�M�•���œ�
�Q�b�”�É�Ü�£�î
�©�Ù�å�@6ä�8�Z�8�•�G�\�†&�1��K�Z�C�T�I�8���Ð�¡�ß�@�§�î�»�Ã�î�¸�•0��b�”�É�Ü�£�î
�©�Ù�å�_�¸�Ÿ�«�º�†°�Š�M�•���œ�
�Q�b�”�É�Ü�£�î�©�Ù�å�_  Windows �b�Ç�›�î�•�«�@
�6�•�G�\�†&�1��K�Z�C�T�I�8��

�Ÿ�î�«�º�ß�î�¡  �Ð�¡�ß�c�
�Q�€�@0°6��I�€�S�q�V�)�b�˜�•�å�»�˜�_Ì#Õ�I�€�r�M���Ÿ�î
�«�º�ß�î�¡  �Ð�¡�ß�†�±�î�Ñ�¼�Ý  �§�î�Å�«  �˜�•�å�»�˜�_�P�K�Z��/œ�M�•���œ�c�
�Q�b�±�î
�Ñ�¼�Ý �§�î�Å�«  �˜�•�å�»�˜Æ�b4:�)�^�”�É�Ü�£�î�©�Ù�å�_�–�_�Ç�›�î�•�«�@�6�•�G�\�†
&�1��M�•�²0[�@�6�~�r�M��

�Ð�¡�ß�b0°6��†6ä���M�•�S�_�
��/œ�K�S�8�±�«�¡�_�²0[�^�Ÿ�î�«�º�ß�î�¡�†�M�m�Z�i�A
$��u�Z�
�§�î�»�Ã�î�¸�•0��b�”�É�Ü�£�î�©�Ù�å�b�¸�«�º�†��/œ�K�r�M��

�Ÿ�î�Î�î�»�b�©�Ù�î�º�•�µ�º  �Ÿ�î�†�Q#Ý�K�Z�”�É�Ü�£�î�©�Ù�å�b�”�¡�©�Ù�å�†��/œ�K�r
�M���Ð�¡�ß�[�c�
���b�”�¡�©�Ù�å�†�Q#Ý�K�^�8�[�C�T�I�8��

� Tab �r�S�c%®�3�Ÿ�î���˜�•�å�»�˜�@6ä�C�S�g�_�•�î�¯�Ý�@� �L���d�_�6�•�\�c7H
�}�^�8�?�}�[�M��

� �Ð�˜�«�b�¡�Ü�µ�¡�\&ã�·���G�€�}�c0°6��I�€�r�O�‡��

>&�@>'�Ð�¡�ß�b��/œ�c�
�¡�Û�–�”�å�º  PC �b�Ÿ�î�Î�î�»0¿���_�|�•�s8j
�†�w�E�•�G�\�@�6�~�r�M�� Caps Lock �^�]�b�Ÿ�î�Î�î�»0¿���@1��W�Z�œ
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�å�_�^�W�Z�8�^�8�?&�1��K�r�M���Ð�¡�ß�_�s8j�†�Z�<�•�•+��ö�@�6�•�b
�[�
�Ð�¡�ß�b��/œ�p�_�Ÿ�î�«�º�ß�î�¡�†°�Š�K�^�8�|�:�_�š�î�ª�™�å�º
�_1™�Ì�K�Z�C�T�I�8��

�©�Ù�î�º�•�µ�º  �Ÿ�î�c�
�Î�±�å�¡�
�Ç�•�î�Ý�»�¡�
�r�S�c1��Â�b�p�[�W)z�Ü�A�b�e�Ð�[
&g�I�€�r�M���”�¡�©�Ù�å�†��/œ�M�•�_�c�
 Alt�
 Ctrl�
�r�S�c  Shift �†�²�K�^�@�}�W)z�Ü�A
�b�e�Ð�†�²�K�r�M�� Alt �†�²�K�S"g�Â�[  E �†�²�M�\�
 [ )…7Ÿ>&Edit>' ] �Î�±�å�@�¡�Ü�µ�¡�I
�€�r�M>& �W 86>'��

�Ÿ�î�Î�î�»  �©�Ù�î�º�•�µ�º�b�G&��^�«�º�ß�î�¡�c�
�”�É�Ü�£�î�©�Ù�å�b�Ó�½�×�î�_�M0t
/²&g�I�€�Z�8�r�M���S�\�<�d�
 Microsoft Word �[�c�
�e�i�†�–�Ñ�M�•�©�Ù�î�º�•�µ�º�@
�1�[�6�•�?�†1*�m�•�_�c�
�Ó�½�×�î  �Â�î�?�}  [ �Ç�“�–�Ý>& File>' ] �†4E�¥�K�r�M���»�ß�µ
�É�²�˜�å  �Ó�½�×�î�_�c�
 [ �–�Ñ>&Save>' ] �œ�É�©�Ù�å�@�6�~�
�Q�b�‹�_�c�©�Ù�î�º�•�µ�º  
Ctrl+S �@)F�E�Z0°3U�I�€�Z�8�r�M��

/² 17 �c�
�M+á$×�^  Windows �b�©�Ù�î�º�•�µ�º�b�M0t�[�M��

�Ð�¡�ß�_�c�
0�X�b�”�É�Ü�£�î�©�Ù�å#Ý�b�Ÿ�î�«�º�ß�î�¡�†�µ�u�•�G�\�@�[�A�r�M���S
�\�<�d�
 1 �X�b�Ð�¡�ß�_�
�á�î�É�ß�
�«�É�Þ�µ�»�©�î�º�
�¹�î�±�Ë�î�«  �”�É�Ü�£�î�©�Ù
�å#Ý�b�Ÿ�î�«�º�ß�î�¡�†�µ�u�•�G�\�@�[�A�r�M���Ð�¡�ß�†0°6��M�•7•�_�”�É�Ü�£�î�©�Ù
�å�†�)�~�p�<�•�_�c�
�Ð�˜�«�†�Q#Ý�K�Z�”�É�Ü�£�î�©�Ù�å�†4E�¥�K�r�M�� Alt �†�²�K�S"g
�Â�[  Tab �†�²�K�Z�)�~�p�<�^�8�[�C�T�I�8���Q�:�K�Z�K�r�:�\�
�Q�€�}�b�Ÿ�î�«�º�ß�î

�W 86. �e�Ð  E �c�
 [ )…7Ÿ>&Edit>' ] �b�©�Ù�î�º�•�µ�º  �Ÿ�î�[�M��

/²  17. Windows �b�©�Ù�î�º�•�µ�º

�©�Ù�î�º
�•�µ�º 1��Â

Esc �”�¡�©�Ù�å�†�Ÿ�Õ�å��Ý�K�r�M��

Enter [OK] �†�¡�Ü�µ�¡�M�•�?�
�²�–�”�ß�¢�Î�µ�¡�«�b�¹�Ç�›�Ý�º�b�Î�±�å�†�¡
�Ü�µ�¡�K�r�M�� >&�¹�Ç�›�Ý�º�b�Î�±�å�b�C#ú)z�c�
�Ú�b�v�b�|�~�v ð�C
�^�W�Z�8�r�M>' ��

Ctrl+A �M�m�Z�b�¸�Ÿ�«�º�†4E�¥�K�r�M��

Ctrl+C 4E�¥�K�S�¸�Ÿ�«�º�†�¡�Ü�µ�É�Î�î�»�_�¥�Æ�î�K�r�M��

Ctrl+P �e�i�†�3�E�K�r�M��

Ctrl+S �e�i�†�–�Ñ�K�r�M��

Ctrl+V �¸�Ÿ�«�º�†�˜�•�å�»�˜�b�•�î�¯�Ý�b�6�•�)*(�_2��~�Ü�E�r�M��

Ctrl+X 4E�¥�K�S�¸�Ÿ�«�º�†�)�~�v�W�Z�¡�Ü�µ�É�Î�î�»�_�¥�Æ�î�K�r�M��
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�”�¡�©�Ù�å�b�8�B
�¡�@0°6��I�€�
�Ð�¡�ß�bÌ#Õ�ì�_�G�K�8�”�É�Ü�£�î�©�Ù�å�@4E�¥�I�€�^�8�•+��ö�@�6�~
�r�M��

>&�@>'Microsoft Windows �b  [ �«�±�î�º>& Start>' ] �Î�±�å�†�¡�Ü�µ�¡�M
�•% $×�[  Ctrl �†�²�K�S"g�Â�[  Esc �†�²�I�^�8�[�C�T�I�8���Q�:�K�^�8
�\�
�Ð�¡�ß  �Þ�¥�î�²�c�
0°6��@�õ�F�K�S�G�\�†&g�M�Ó�µ��î�ª�†/²&g
�O�N�_0°6��†�õ�F�K�r�M���G�b�ì!l�r�[�_0°6��I�€�S�M�m�Z�b�Ÿ�î�«�º
�ß�î�¡�@�P7V�I�€�r�M���š�Û�î�†�,�A2s�G�K�S�~�
0°6��†�õ�F�I�O�S�~
�O�N�_  [ �«�±�î�º>& Start>' ] �Î�±�å�†�¡�Ü�µ�¡�M�•�_�c�
�Ð�˜�«�†�Q#Ý
�K�r�M��

�Ð�¡�ß�[�Q#Ý�[�A�•�Ÿ�î�«�º�ß�î�¡

/² 18 �c�
�Ð�¡�ß�[�Q#Ý�[�A�•�Ÿ�î�«�º�ß�î�¡�b�M0t�[�M��

/²  18. �Ð�¡�ß�[�Q#Ý�[�A�•�Ÿ�î�«�º�ß�î�¡  — �Ÿ�î

�Ÿ�î  �±�–�É �Ÿ�î  �Ð�¡�ß�b/²0°

�e�Ð 0 1 2 3 4 5 6 7 8 9

A B C D E F G H I J K L M N O P Q R S T U V W X Y Z

* + ; = , - . / ` [ \ ] '
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/² 19 �c�
�Ð�¡�ß�[�Q#Ý�[�A�•"I�f�¥�Ð�å�»�b�M0t�[�M��

�e�Ð�è�¥ Tab [TAB]

Back Space [BACKSPACE]

Enter/Return [ENTER]

Shift [SHIFT]

Control/Ctrl [CONTROL]

Alt [ALT]

Pause/Break [PAUSE]

Caps Lock [CAPSLOCK]

Esc [ESC]

Space/Space �Ÿ�î  [SPACE]

Page Up/PgUp [PAGE-UP]

Page Down/PgDn [PAGE-DOWN]

End [END]

Home [HOME]

�� [LEFT-ARROW]

�� [UP-ARROW]

� [RIGHT-ARROW]

�� [DOWN-ARROW]

Print Scrn [PRINTSCREEN]

Insert [INSERT]

Delete [DELETE]

F1 >|  F24 [F1] >|  [F24]

/²  19. �Ð�¡�ß�[�Q#Ý�[�A�•"I�f�¥�Ð�å�»

"I�f�¥�Ð�å�» 1��Â

[ENTERPRISE 
FIELD:]

[ �š�å�±�î�É�Û�–�¬  �¹�î�±>& Enterprise Data>' ] �Ç�•�î�Ý�»
�†��°�K�r�M��

[DATA FIELD:] Agent Desktop �?�}�¹�î�±�†��°�K�r�M��

/²  18. �Ð�¡�ß�[�Q#Ý�[�A�•�Ÿ�î�«�º�ß�î�¡  — �Ÿ�î>&)F�A>'

�Ÿ�î  �±�–�É �Ÿ�î  �Ð�¡�ß�b/²0°
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�”�¡�©�Ù�å�b�8�B
�Ð�¡�ß�b0°6�

�Ð�¡�ß�†0°6��M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �Ð�¡�ß�_�µ�u�•�§�î�»�Ã�î�¸�•0��b�”�É�Ü�£�î�©�Ù�å�†6ä���K�Z�q�`�ì�K�r�M��

2. �‚�K�8�”�¡�©�Ù�å�†��µ�º�”�µ�É�K�r�M���G�b1��Â�_�X�8�Z�c�
 ���‚�K�8�”�¡
�©�Ù�å�b3ã�•�� >&P.145>' �†�g!·�K�Z�C�T�I�8�� [ �”�¡�©�Ù�å�b4E�¥>& Select 
Action>' ] �˜�•�å�»�˜�@/²&g�I�€�r�M��

3. [ �Ð�¡�ß�b��/œ>& Run Macro>' ] �±�È�†4E�¥�K�
 [ �‚0d>& New>' ] �†�¡�Ü�µ�¡�K�r
�M�� [ �‚�K�8�Ð�¡�ß>& New Macro>' ] �²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M��

4. �¡�S�†°�Š�K�Z  [OK] �†�¡�Ü�µ�¡�K�r�M�� [ �Ð�¡�ß  �š�¹�•�±>& Macro Editor>' ] 
�˜�•�å�»�˜�@/²&g�I�€�r�M��  �W 87 �_�
 �� Ringing Macro���\�8�:�¡�S�b�Ð�¡�ß�@
/²&g�I�€�S  [ �Ð�¡�ß  �š�¹�•�±>& Macro Editor>' ] �˜�•�å�»�˜�†&g�K�r�M��

[SYSTEM FIELD:] Agent Desktop �©�«�¸�Ò�b�Ç�•�î�Ý�»�?�}�¹�î�±�†��°�K�r
�M��

[APPLICATION:=] �Ç�›�î�•�«�†�”�É�Ü�£�î�©�Ù�å  �˜�•�å�»�˜�_�)�~�p�<�r�M��
'¼�•>&=>'�c�
�”�É�Ü�£�î�©�Ù�å�¡�\�˜�•�å�»�˜  �±�–�º�Ý�†
�
�)�~�r�M���”�É�Ü�£�î�©�Ù�å�¡�r�S�c�˜�•�å�»�˜  �±�–�º�Ý
�b�8�N�€�?�@�Y�Â�^���œ�
 Agent Desktop �c�Ã�Û�Ó�î�±�_�ö
�Y�8�Z�Ð�¡�ß�†Ì#Õ�M�•�G�K�8�”�É�Ü�£�î�©�Ù�å�\�˜�•�å�»
�˜�†�H�Q�:�\�K�r�M��

[DELAY] ���b�Ð�¡�ß  �¥�Ð�å�»�†��/œ�M�•�r�[�_�…�µ�M�•�ì6ë�†�Ñ�Ü&Ê
�"�)�[�æ���K�r�M���[>8 [DELAY] 1000 �\�æ���M�•�\�
���b
�Ð�¡�ß  �Ÿ�î�r�S�c�¥�Ð�å�»�b��/œ�@  1 &Ê4��€�r�M��

�W 87. [ �Ð�¡�ß  �š�¹�•�±>& Macro Editor>' ] �˜�•�å�»�˜

/²  19. �Ð�¡�ß�[�Q#Ý�[�A�•"I�f�¥�Ð�å�»>&)F�A>'

"I�f�¥�Ð�å�» 1��Â
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5. [ 0°6�>&Record>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �Ð�¡�ß  �š�¹�•�±>& Macro Editor>' ] 
�˜�•�å�»�˜�@�q�`�ì�I�€�
�Ð�¡�ß  �Þ�¥�î�²�@6ä���K�r�M���è�‹°�Š�M�•Æ���c�

�‚�K�8�Ð�¡�ß�_�µ�r�€�r�M��

6. �§�î�»�Ã�î�¸�•0��b�”�É�Ü�£�î�©�Ù�å�†�q�±�ì�K�
°�Š�†6ä���K�r�M��

7. �¹�î�±  �Ç�•�î�Ý�»�†��°�M�•�_�c�
�Ð�¡�ß�b�M�ì�õ�F�Í�µ�º  �Ÿ�î�†�²�K�r�M
>&�¹�Ç�›�Ý�º�c F2>'�� [ �Ð�¡�ß  �Þ�¥�î�²�@�M�ì�õ�F�I�€�r�K�S >&Macro Recorder 
Suspended>' ] �²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M>& �W 88>'��

>&�@>'�Ð�¡�ß�b�M�ì�õ�F�Í�µ�º  �Ÿ�î�†�²�M�r�[�
�§�î�»�Ã�î�¸�•0��b�”�É�Ü�£�î
�©�Ù�å�?�}�Ð�¡�ß  �Þ�¥�î�²�_�Ç�›�î�•�«�†&ã�I�^�8�[�C�T�I�8��&ã�K�Z�K�r�:
�\�
�š�Û�î  �Ó�µ��î�ª�@/²&g�I�€�
�Ð�¡�ß�b0°6��@�p�•�I�€�Z�K�r�8�r�M��

8. [ �¹�î�±�b��°>& Insert Data>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �¹�î�±  �Ç�•�î�Ý�»�b4E�¥
>&Select a Data Field>' ] �²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M>& �W 89>'��0ò(ý�_
�X�8�Z�c�
 ���¹�î�±  �Ç�•�î�Ý�»�� >&P.176>' �†�g!·�K�Z�C�T�I�8��

�W 88. [ �Ð�¡�ß  �Þ�¥�î�²�@�M�ì�õ�F�I�€�r�K�S>& Macro Recorder Suspended>' ] �²�–
�”�ß�¢�Î�µ�¡�«
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�”�¡�©�Ù�å�b�8�B
9. �²0[�_�Â�L�Z�
�Ü�«�º�?�}% $×�b�¹�î�±  �Ç�•�î�Ý�»�†4E�¥�K�Z�¸�«�º  �¹�î�±�†
°�Š�K�
 [OK] �†�¡�Ü�µ�¡�K�r�M��°�Š�K�S�¸�«�º  �¹�î�±�c�
Ì#Õ�µ+��†�Q#Ý�K
�Z�Ð�¡�ß�†�¸�«�º�K�Z�8�•���œ�_�b�s�
�”�É�Ü�£�î�©�Ù�å�_/²&g�I�€�r�M�� [ �Ð
�¡�ß�b0°6��@�M�ì�õ�F�K�r�K�S>& Macro Recording Suspended>' ] �²�–�”�ß�¢
�Î�µ�¡�«�@/²&g�I�€�r�M��

10. �Ð�¡�ß�b0°6��†)F/œ�M�•�_�c�
 [ 0°6��bÌ6ä>& Resume Recording>' ] �†�¡�Ü�µ
�¡�K�r�M��

11. �Ð�¡�ß�b0°6��@)
�¢�K�S�}�
�Ð�¡�ß  �Í�µ�º  �Ÿ�î�†�²�K�r�M�� [ �Ð�¡�ß�b0°6��@
�M�ì�õ�F�K�r�K�S>& Macro Recording Suspended>' ] �²�–�”�ß�¢�Î�µ�¡�«�@/²
&g�I�€�r�M��

12. [ 0°6��b)
�¢>& End Recording>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �Ð�¡�ß  �š�¹�•�±>& Macro 
Editor>' ] �˜�•�å�»�˜�@Ì�g/²&g�I�€�r�M��

13. ���b�8�N�€�?�b��#.�†��/œ�[�A�r�M��

� 0°6��I�€�S�Ð�¡�ß�†�Q�b�r�r�–�Ñ�M�•�_�c�
 [OK] �†�¡�Ü�µ�¡�K�r�M��

— �Ð�¡�ß�_�š�Û�î�@�^�8���œ�
�Ð�¡�ß�@�–�Ñ�I�€�
 [ �”�¡�©�Ù�å�b4E�¥
>&Select Action>' ] �²�–�”�ß�¢�Î�µ�¡�«�_�`�~�r�M��

— �Ð�¡�ß�_�š�Û�î�@�6�•���œ�
�Ð�¡�ß  �š�¹�•�±�_�Q�b/œ�@/²&g�I�€�
�e
8Ÿ�b�¸�Ÿ�«�º�@�I1*/²&g�I�€�r�M���š�Û�î�†�Ÿ�G�K�
Ì�Ø  [OK] �†�¡
�Ü�µ�¡�K�r�M��

� �Ð�¡�ß�†�¸�«�º�M�•�_�c�
 [ Ì#Õ>&Playback>' ] �†�¡�Ü�µ�¡�K�r�M��

— �Ð�¡�ß�_�š�Û�î�@�6�•���œ�
�Ð�¡�ß  �š�¹�•�±�_�Q�b/œ�@/²&g�I�€�
�e
8Ÿ�b�¸�Ÿ�«�º�@�I1*/²&g�I�€�r�M���š�Û�î�†�Ÿ�G�K�
Ì�Ø  [ Ì#Õ

>&Playback>' ] �†�¡�Ü�µ�¡�K�r�M��

�W 89. [ �¹�î�±  �Ç�•�î�Ý�»�b4E�¥>& Select a Data Field>' ] �²�–�”�ß�¢�Î�µ�¡�«
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— �Ð�¡�ß�_�š�Û�î�@�^�8���œ�
�Ð�¡�ß�@Ì#Õ�I�€�r�M���–�W�K�S�\�>�~�_
�·�8�K�S�}�
 [OK] �†�¡�Ü�µ�¡�K�Z�Ð�¡�ß�†�–�Ñ�K�
 [ �”�¡�©�Ù�å�b4E�¥

>&Select Action>' ] �²�–�”�ß�¢�Î�µ�¡�«�_�`�~�r�M��

� �¸�«�º  �¹�î�±�†�š�f�M�•�_�c�
�Ð�¡�ß  �š�¹�•�±�[  [ �¹�î�±>& Data>' ] > [ �¸
�«�º  �¹�î�±�b�š�f>& Change Test Data>' ] �†4E�¥�K�
�‚�K�8�¸�«�º  �¹�î�±
�†°�Š�K�r�M��

� �Ð�¡�ß�†�Ÿ�Õ�å��Ý�M�•�_�c�
 [ �Ÿ�Õ�å��Ý>& Cancel>' ] �†�¡�Ü�µ�¡�K�r�M��
�Ð�¡�ß�@�Ÿ�Õ�å��Ý�I�€�
 [ �”�¡�©�Ù�å�b4E�¥>& Select Action>' ] �²�–�”�ß
�¢�Î�µ�¡�«�@/²&g�I�€�r�M��

�¹�î�±  �Ç�•�î�Ý�»

[ �¹�î�±  �Ç�•�î�Ý�»�b4E�¥>& Select a Data Field>' ] �²�–�”�ß�¢�Î�µ�¡�«>& �W 89
>&P.175>'>'�[�c�
 Agent Desktop �¹�î�±  �Ç�•�î�Ý�»�†4E�¥�K�
�Ð�¡�ß�_��°�[�A�r�M��
�G�b�²�–�”�ß�¢�Î�µ�¡�«�_�c�
 [ �Ð�¡�ß  �š�¹�•�±>& Macro Editor>' ] �˜�•�å�»�˜�b  [ �Ð�¡
�ß�b0°6��b�M�ì�õ�F>& Suspend Macro Recording>' ] �²�–�”�ß�¢�Î�µ�¡�«�?�
 [ �¹�î�±

>&Data>' ] �Ó�½�×�î�?�}�”�¡��«�K�r�M��

�¹�î�±  �Ç�•�î�Ý�»�_�c  3 '�8®�6�~�
�Ð�¡�ß��/œ�”�¡�©�Ù�å�\�¥4Š�”�É�Ü�£�î�©�Ù�å�b2s
�·�”�¡�©�Ù�å�_�µ�u�•�G�\�@�[�A�r�M��

� �† =���«�–�µ�³�?�}�b�¹�î�±��

� �©�«�¸�Ò���S�\�<�d�
�¥�ì�^�]��0…�•�µ�¥  [ ] �_�V�r�€�Z�8�r�M��

� �š�å�±�î�É�Û�–�¬���š�å�±�î�É�Û�–�¬  �§�î�Å�«�?�}°�Š�I�€�r�M���”�«�±�Ü�«
�¡>& * >'�@�Ü�8�Z�8�r�M��

>&�@>'�M�m�Z�b�¹�î�±  �Ç�•�î�Ý�»�@�M�m�Z�b�–�Ë�å�º�_�<#Ý�[�A�•�ƒ�E
�[�c�6�~�r�O�‡���S�\�<�d�
$Î$��•�c�
�«�±�î�º�”�µ�É  �–�Ë�å�º�p�c
�<#Ý�[�A�r�O�‡���Ð�¡�ß�@�<#Ý�[�A�^�8�Ç�•�î�Ý�»�†�Q#Ý�K�Z�”�É�Ü
�£�î�©�Ù�å�†/²&g�K�|�:�\�M�•�\�
�”�É�Ü�£�î�©�Ù�å�c�� <N/A>���\/²
&g�K�r�M��

/² 20 �_�
�<#Ý�•+��^�¹�î�±  �Ç�•�î�Ý�»�†&g�K�r�M��

/²  20. �š�å�±�î�É�Û�–�¬  �¹�î�±�b�Ç�•�î�Ý�»

�¹�î�±  �Ç�•�î�Ý�» 1��Â

* 1"5 $��•>& *Account 
Number>'

8³���b1"5 $��•��

* �ç�g���K$��•>& *Alerting 
Number>'

�ç�g���K�p�b�¹�Â�–�«�b$��•

*ANI �¥�î�Ý�†$Î�™�K�S7Á0ð�µ�b$��•��

* �”�É�Ü�£�î�©�Ù�å  �¹�î�±
>&*Application Data>'

ISDN �Ø�î�¨6ë�_��0[(ò��
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�”�¡�©�Ù�å�b�8�B
*BAAccountNumber Outbound Dialer>88³���b1"5 $��•��

*BABuddyName Outbound Dialer>8�•�å�Ð�[�
�)�}�€�S8³���b�#�\�¡��

*BACampaign Outbound Dialer>8�¥�î�Ý�@�“�M�•�Ÿ�Õ�å�Ì�î�å�b�¡
�S��

*BADialedListID Outbound Dialer>8BA �É�Û�–�Ë�î�º  �¹�î�±�Ë�î�«�b  
Dialing_List �¸�î�È�ÝÆ�b"I���b8³���Þ�¥�î�»�†1‘�9�M
�•�M�–�b�Ÿ�î

*BAResponse Outbound Dialer>8�¹�î�±�†  Agent Desktop �?�}  BA 
Dialer �_3æ�™�M�•�¨% $×�š�X���š�X�c�
�£(Ù�¥�î�Ý�

�¥�î�Ý�Â�µ�¡�b�«�£�ª�×�î�Ý�\�Ÿ�Õ�å��Ý�
�>�|�g
�¥�î�Ý�Â�µ�¡$��•�b�š�f�_�P�Â�K�r�M��

*BAStatus Outbound Dialer>8BA Dialer �@6ä���K�S�¥�î�Ý�b�Ô�î
�»�\�‰�¥�†&g�M  2 �e�Ð���q�6�b�e�Ð�c�
���b�|�:�_
�¥�î�Ý  �Ô�î�»�†/²�K�r�M��

• R >8�£(Ù�¥�î�Ý�
�É�Þ�¹�•�¡�¸�•�È  �Ô�î�»�r�S�c�É
�ß�¢�Þ�µ�©�È  �Ô�î�»

• P >8�£(Ù�¥�î�Ý�
�É�Þ�Å�×�î  �Ô�î�»

• C >88³���¥�î�Ý

• A >8�£(Ù�¥�î�Ý�
�Ã�î�¯�¼�Ý  �¥�î�Ý�Â�µ�¡

�£(Ù�¥�î�Ý�p�c�
�q�6�b�e�Ð�c  P�
 R�
�r�S�c  A �[�M��
8³���¥�î�Ý�@�š�î�ª�™�å�º�_3?3æ�I�€�•�\�
�q�6�b�e
�Ð�c  C �[�M��

BAStatus �b  2 $�% �b�e�Ð�c�
���b�|�:�_�¥�î�Ý�b�‰�¥
�†/²�K�r�M��

• O >8$Î�™

• I >8%T�™

• B >8�ã�œ

*BATimeZone Outbound Dialer>88³���b�±�–�Ò�°�î�å�b  GMT �œ�Ç
��µ�º�†�(�"�)�[&g�K�
8³���b#'�…�ì6ë�†�v�“�K�r�M��
�g�'�c�
�É�Û�«0°�•�r�S�c�Ð�–�¼�«0°�•�_  5 �F�b�X�Ð
�@)F�A�r�M>&+/-##### >'�����_�[�†&g�K�r�M��

• 8³���@  GMT �|�~�v  1 �ì6ë4��€�Z�8�•���œ>8

BATimeZone = -00060

• 8³���@  GMT �|�~�v  2 �ì6ë�©�8���œ>8

BATimeZone = +00120

/²  20. �š�å�±�î�É�Û�–�¬  �¹�î�±�b�Ç�•�î�Ý�»>&)F�A>'

�¹�î�±  �Ç�•�î�Ý�» 1��Â
2013 �º  1 �v  16 �¥ 177



Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
* �¥�î�Ý�‡6ë>& *Call 
Duration>'

�¥�î�Ý�b)
�¢�ì�I�\6ä���ì�I�b�j���ì�I�c�
�š�å�±�î
�É�Û�–�¬  �§�î�Â�b�ì0£�?�}1��s3¸�r�€�r�M��

*cisco.com.Category �Ò�‹�Q#Ý�M�•�S�u�_�£(Ù�I�€�Z�8�r�M��

*cisco.com.MessageKey �Ò�‹�Q#Ý�M�•�S�u�_�£(Ù�I�€�Z�8�r�M��

*cisco.com.Priority �Ò�‹�Q#Ý�M�•�S�u�_�£(Ù�I�€�Z�8�r�M��

* �p7Ÿ�I�€�S�¹�•�ª�µ�º
>&*Collected Digits>'

IVR �É�ß�å�É�º�_�P�Â�K�Z$Î�™*…�@°�Š�K�S$��•��

*DNIS �¥�î�Ý�†�w�™�K�S7Á0ð�µ�b$��•��

*ICM �¥�î�Ý�š�X ...
>&*ICM Call Variable 1...>'
*ICM �¥�î�Ý�š�X  10

>&*ICM Call Variable 10>'

�¥�î�Ý6õ4��b�š�X�¹�î�±�� 10 �¶�b�š�X�@�<#Ý�[�A�r
�M��

* %$�S�b%T$��•>&*Last 
Called Number>'

%$�S�_�?�E�S$��•��

* %$�S�b$Î$��•>& *Last 
Calling Number>'

%$�S�_$Î�™�K�S�¹�Â�–�«��

* %$�S�b�K)F$��•>& *Last 
Connected Number>'

�¥�î�Ý�_�g�•�K�S�
%$�S�b%�0i�P1ß�¹�Â�–�«��

* %$�S�b�Ü�²�–�Þ�¡�º$��•
>&*Last Redirection 
Number>'

�¥�î�Ý�@�Ü�²�–�Þ�¡�º�I�€�S%$�S�b$��•��

* �Þ�–�”�˜�º>& *Layout>' �š�å�±�î�É�Û�–�¬  �¹�î�±�b�Þ�–�”�˜�º�¡��

* �º�Û�å�¡  ID>&*Trunk 
ID>'

�º�Û�å�¡�b�¹�Â�–�«  ID��

*UCID 4:#Ý�^�K

[AGENT_ID] �š�î�ª�™�å�º�b  ID��

[CALL_DURATION] �¥�î�Ý�b)
�¢�ì�I�\6ä���ì�I�b�j���ì�I�c�
�š�î�ª�™
�å�º�b  PC �b�ì0£�?�}1��s3¸�r�€�r�M��

[CALL_END_TIME] #'�~�b�¥�î�Ý�b)
�¢�ì�I���¥�î�Ý�@�r�T)
�¢�K�Z�8�^
�8���œ�c�
#'�~�b�ì�I���ì�I�c�
�š�î�ª�™�å�º�b  PC �b
�ì0£�?�}1��s3¸�r�€�r�M��

[CALL_START_TIME] #'�~�b�¥�î�Ý�b6ä���ì�I���¥�î�Ý�@�Ñ�~�K�^�8���œ�

�G�b�Ç�•�î�Ý�»�c'5$Ñ�_�^�~�r�M���ì�I�c�
�š�î�ª�™
�å�º�b  PC �b�ì0£�?�}1��s3¸�r�€�r�M��

/²  20. �š�å�±�î�É�Û�–�¬  �¹�î�±�b�Ç�•�î�Ý�»>&)F�A>'

�¹�î�±  �Ç�•�î�Ý�» 1��Â
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�”�¡�©�Ù�å�b�8�B
�š�å�±�î�É�Û�–�¬  �¹�î�±�b0¿���”�¡�©�Ù�å�b�8�B

�G�b�”�¡�©�Ù�å�c�
 Agent Desktop �b�š�å�±�î�É�Û�–�¬  �¹�î�±  �Ì�–�å�b�p�b�š�å�±�î�É
�Û�–�¬  �¹�î�±  �Ç�•�î�Ý�»�b�š�X�†�¹�«�¡�º�µ�É�b�š�X�x�
�õ�–�b7ü$×�¸�Ÿ�«�º�_0¿���[
�A�r�M��

�G�b�”�¡�©�Ù�å�c�
�ç�g���K�p�–�Ë�å�º�\�Â'Å�–�Ë�å�º�[�b�s�<#Ý�•+��[�M��

>&�@>'�š�å�±�î�É�Û�–�¬  �¹�î�±�b0¿���”�¡�©�Ù�å�†�
%�0i3?3æ�
�È�Û�–
�å�»3?3æ�
�1Ÿ�
�r�S�c�È�Û�–�å�»�1Ÿ�\�8�W�S�¥�î�Ý�D�š�”�¡�©�Ù�å
�\� �L�á�î�¡�Ç�ß�î�_�µ�u�^�8�[�C�T�I�8���µ�u�Z�K�r�:�\�
�š�å�±�î
�É�Û�–�¬  �¹�î�±�†�<#Ý�[�A�^�8�|�:�^5��±�^'‡�œ"g�Â�†�,�A2s�G�M�•
+��ö�@�6�~�r�M��

[COMPUTER_NAME] �š�î�ª�™�å�º�@#'�~�ß�¢�œ�å�K�Z�8�•�¥�å�Æ�×�î�±�¡��

[LOCAL_PHONE_EXT] �š�î�ª�™�å�º�bÆ)z$��•��

�ç�g���K$��•>& Alerting#>' 7Á0ð�µ�b$��•��

%T$��•>&Called#>' �¥�î�Ý�†�w�™�K�S7Á0ð�µ�b$��•��

$Î$��•>& Calling#>' �¥�î�Ý�†$Î�™�K�S7Á0ð�µ�b$��•��

–�b%T$��•>& Original 
Called#>'

�¥�î�Ý�†�w�™�K�S–�b$��•��

–�b$Î$��•>& Original 
Calling#>'

�¥�î�Ý�†$Î�™�K�S–�b$��•��

/²  20. �š�å�±�î�É�Û�–�¬  �¹�î�±�b�Ç�•�î�Ý�»>&)F�A>'

�¹�î�±  �Ç�•�î�Ý�» 1��Â
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Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
�š�å�±�î�É�Û�–�¬  �¹�î�±�b0¿���”�¡�©�Ù�å�†��µ�º�”�µ�É�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �‚�K�8�”�¡�©�Ù�å�†��µ�º�”�µ�É�K�r�M >&P.145 �†�g!·>' �� [ �”�¡�©�Ù�å�b4E�¥
>&Select Action>' ] �˜�•�å�»�˜�@/²&g�I�€�r�M��

2. [ �š�å�±�î�É�Û�–�¬  �¹�î�±�b0¿��>& Set Enterprise Data>' ] �±�È�†4E�¥�K�
 [ �‚
0d>&New>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �š�å�±�î�É�Û�–�¬  �¹�î�±�b0¿���b��µ�º�”�µ
�É �š�¹�•�±>& Set Enterprise Data Action Setup Editor>' ] �˜�•�å�»�˜�@/²&g�I
�€�r�M>& �W 90>'��

3. ���b�|�:�_�Ç�•�î�Ý�»�_°�Š�K�r�M��

�W 90. [ �š�å�±�î�É�Û�–�¬  �¹�î�±�b0¿���b��µ�º�”�µ�É  �š�¹�•�±>& Set Enterprise 
Data Action Setup Editor>' ] �˜�•�å�»�˜

�Ç�•�î�Ý�» 1��Â

�”�¡�©�Ù�å�¡
>&Action Name>'

�‚�K�8�”�¡�©�Ù�å�b�¡�S��

0¿���M�•�š�å�±�î
�É�Û�–�¬  �¹�î�±  
�Ç�•�î�Ý�»

>&Enterprise Data 
Field to Set>'

0¿���M�•�š�å�±�î�É�Û�–�¬�š�X���»�ß�µ�É�²�˜�å  �Ü�«
�º�?�}�c�
 Unified ICM �b�¥�î�Ý�š�X�\�Ø�î�¨�@�8�B�K
�S ECC �š�X�b�s�†4E�¥�[�A�r�M��

�¹�î�±�b�¯�î�«>& Source for the Data>'>&1 �X4E�¥>'

�¹�«�¡�º�µ�É�š�X
>&Desktop 
Variable>'

�š�å�±�î�É�Û�–�¬  �¹�î�±  �Ç�•�î�Ý�»�b�Í�_�Q#Ý�M�•�¹
�«�¡�º�µ�É�š�X�b�¡�S��4E�¥*å�c�
�š�î�ª�™�å�º  ID

>&Agent ID>'�
�©�«�¸�Ò�¡>& System Name>'�
 System 
Time>&�©�«�¸�Ò�ì6ë>' �
�>�|�g�«�Ÿ�Ý  �¢�Ý�î�É>& Skill 
Group>'�[�M��

7ü$×�¸�Ÿ�«�º
>&Static Text>'

�š�å�±�î�É�Û�–�¬  �¹�î�±  �Ç�•�î�Ý�»�b�Í�_�Q#Ý�M�•7ü
$×�¸�Ÿ�«�º���q�±6×�c  210 �e�Ð�[�M��
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�”�¡�©�Ù�å�b�8�B
4. [OK] �†�¡�Ü�µ�¡�K�r�M��

�±�–�Ð�î  �”�¡�©�Ù�å�b�8�B

�±�–�Ð�î  �”�¡�©�Ù�å�c�
"I���b"g�#�[�æ���I�€�S�ì6ë�†)�4#�M�•�\�
�š�î�ª�™�å�º"g�Â�

HTTP�
�š�î�ª�™�å�º3û%±�
�r�S�c�š�å�±�î�É�Û�–�¬  �¹�î�±�b0¿���”�¡�©�Ù�å�†�º�Ü�ž�î
�K�r�M���S�\�<�d�
�š�î�ª�™�å�º�b"g�Â�@�‹��#.�‹�…�w"g�Â�[  3 �(6ë)�4#�K�S�}�
�…�w
6ä���_�š�f�M�•�|�:�_�±�–�Ð�î  �”�¡�©�Ù�å�†0¿���[�A�r�M���G�b�”�¡�©�Ù�å�c�
 Agent 
Desktop �†�Ñ�G�Þ�Ë�Ý�>�|�g�É�Þ�Ñ�”�Ò  �Þ�Ë�Ý�[�Q#Ý�M�•�š�î�ª�™�å�º�[�<#Ý�[�A�r
�M��

�±�–�Ð�î  �”�¡�©�Ù�å�†��µ�º�”�µ�É�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �‚�K�8�”�¡�©�Ù�å�†��µ�º�”�µ�É�K�r�M >&P.145 �†�g!·>' �� [ �”�¡�©�Ù�å�b4E�¥
>&Select Action>' ] �˜�•�å�»�˜�@/²&g�I�€�r�M��

2. [ �±�–�Ð�î  �”�¡�©�Ù�å>& Timer Action>' ] �±�È�†4E�¥�K�
 [ �‚0d>&New>' ] �†�¡
�Ü�µ�¡�K�r�M�� [ �±�–�Ð�î  �”�¡�©�Ù�å�b��µ�º�”�µ�É>& Timer Action Setup>' ] 
�˜�•�å�»�˜�@/²&g�I�€�r�M>& �W 91>'��

�W 91. [ �±�–�Ð�î  �”�¡�©�Ù�å�b��µ�º�”�µ�É>& Timer Action Setup>' ] �˜�•�å�»�˜
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3. [ �±�–�Ð�î  �”�¡�©�Ù�å�b��µ�º�”�µ�É>& Timer Action Setup>' ] �˜�•�å�»�˜�b
�Ç�•�î�Ý�»�†���b�|�:�_0¿���K�r�M��

4. �±�–�Ð�î�b�‡7H�@)�4#�K�S�\�A�_��/œ�M�•�”�¡�©�Ù�å�†4E�¥�K�
 [ 3ã�•>&Add>' ] 
�†�¡�Ü�µ�¡�K�r�M��

5. �±�–�Ð�î�b�w� �‡7H�á�î�¡�Ç�ß�î�b0¿���@)
�ƒ�W�S�}�
 [OK] �†�¡�Ü�µ�¡�K�r�M��

�Ø�î�¸�•�Ü�¸�•  �”�¡�©�Ù�å

�Ø�î�¸�•�Ü�¸�•  �”�¡�©�Ù�å�_�c�
���b  3 �X�@�6�~�r�M��

� 6�8b�†6ä���M�•

� 6�8b�†�õ�F�M�•

� ��*O�í�s)m�ô�³�Õ�µ�º  �Ó�µ��î�ª�†�š�î�ª�™�å�º�b�«�î�Ã�î�Â�–�¨�_3æ�™�M�•

�Ç�•�î�Ý�» 1��Â

�”�¡�©�Ù�å�¡
>&Action Name>'

�‚�K�8�”�¡�©�Ù�å�b�¡�S��

�±�–�Ð�î�b�‡6ë
>&Timer 
Duration>'

�”�¡�©�Ù�å�@��/œ�I�€�•�r�[�_�
�š�î�ª�™�å�º�@4E�¥�K
�S�š�î�ª�™�å�º"g�Â�[)�4#�M�•�²0[�@�6�•�‡6ë��

�±�–�Ð�î�b�‡7H�)�€�á�î�¡�Ç�ß�î�b��µ�º�”�µ�É>& Timer expiration work 
flow setup>'

�š�î�ª�™�å�º
"g�Â>&Agent 
state is>'

�G�€�c�œ�É�©�Ù�å�[�M���š�î�ª�™�å�º"g�Â�@�…�w6ä�� /
�…�w�õ�F�\'¼�K�8 / '¼�K�C�^�8�²0[�@�6�~�r�M��

�”�¡�©�Ù�å
>&Actions>'

�±�–�Ð�î�b�‡6ë�@)�4#�K�S�‹�_��/œ�I�€�•�”�¡�©�Ù�å��
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 [ �”�¡�©�Ù�å�¡
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�Ý�»�b�s�@/²&g�I�€�r�M�� [ 6�8b>&Record>' ] �”�¡�©�Ù�å  �±�–�É�†4E�¥
�M�•�\�
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�¢�K�S�‹�
�9�b8³���b7Á0ð$��•�_$Î�™�K�r
�M��

— [$��ò>&Not Home>' ]��8³���@$��ò�[�6�•�G�\�†�š�î�ª�™�å�º�_3û%±�K�r
�M���¥�î�Ý�@)
�¢�K�S�‹�
�9�b8³���b7Á0ð$��•�_$Î�™�K�r�M��

� [ �¥�î�Ý�Â�µ�¡>& Callback>' ]��  [ �¥�î�Ý�Â�µ�¡  �É�ß�Ã�¸�•>& Callback 
Properties>' ] �²�–�”�ß�¢�Î�µ�¡�«�†/²&g�K�r�M���G�€�c�
8³���_�¥�î�Ý�Â�µ�¡
�M�•�¥�ì�†0¿���M�•�S�u�_�š�î�ª�™�å�º�@�Q#Ý�K�r�M���G�b�”�¡�©�Ù�å�c�
�š�î
�ª�™�å�º�@3û0ð�p�r�S�c�‹��#.�b�š�î�ª�™�å�º"g�Â�_�6�•���œ�_�b�s�•+��[�M��
�r�S�š�î�ª�™�å�º�c�
�G�b�²�–�”�ß�¢�Î�µ�¡�«�†�Q#Ý�K�Z�
#'�~�b8³���_�P�K�Z
�¦�S�_�«�£�ª�×�î�Ý�I�€�Z�8�S�¥�î�Ý�Â�µ�¡�†�Ÿ�Õ�å��Ý�M�•�G�\�v�[�A�r�M��
�G�b�”�¡�©�Ù�å�c�
 Unified ICM �_�|�W�Z#Õ�B�I�€�S�¥�î�Ý�p�_�š�î�ª�™�å�º�@
3û0ð�p�r�S�c�‹��#.�b"g�Â�_�6�•���œ�_�b�s�µ+��K�r�M��

� [ Ì�(8®>& Reclassify>' ]��  �š�î�ª�™�å�º�@�
8³���b7Á0ð$��•�†8b�Œ�
$��ò$�7Á0ð�

�Ç�“�¡�« / �Ô�¹�Ò�
�r�S�c!“� �^$��•�_Ì�(8®�[�A�•�|�:�_�M�•�S�u�b�Ó
�½�×�î�†/²&g�K�r�M���Ó�½�×�î  �œ�É�©�Ù�å�c���b�\�>�~�[�M��

� [ �£(Ù�Ÿ�Õ�å��Ý>& Cancel Reservation>' ]���š�î�ª�™�å�º�†$Î�™�Ÿ�Õ�å�Ì�î�å�?
�}0Ž�:�K�
 [ �…�w�õ�F>&Not Ready>' ] "g�Â�_�K�r�M��$Î�™�Ÿ�Õ�å�Ì�î�å�l�b�g
�•�†Ì6ä�M�•�_�c�
�š�î�ª�™�å�º�c�š�î�ª�™�å�º"g�Â�†  [ �…�w6ä��>&Ready>' ] 
�_�š�f�M�•�²0[�@�6�~�r�M��
186 2013 �º  1 �v  16 �¥



Cisco Unified Outbound Dialer

� Ñ

� Ñ

Ñ

Ñ

Ñ

Ñ � Ñ

Ñ � Ñ

Ñ � Ñ
Outbound Dialer �¶�î�Ý�Â�î

Outbound Dialer �b�”�¡�©�Ù�å�†�š�î�ª�™�å�º�@�<#Ý�[�A�•�|�:�_�M�•�_�c�
�š�î�ª�™
�å�º�b�–�å�±�î�Ç�™�–�«�_  Outbound Dialer �¶�î�Ý�Â�î�†�µ�u�•�|�:�_0¿���M�•�²0[�@
�6�~�r�M��$Î�™�Ÿ�Õ�å�Ì�î�å�[�Q#Ý�I�€�•�²�–�Ö�Ü�å�¢  �Ô�î�»�_�|�~�
�¶�î�Ý�Â�î�_/²
&g�I�€�•�Î�±�å�@�ô���I�€�r�M��

/² 21 �_�
�<#Ý�•+��^  Outbound Dialer �b�¶�î�Ý�Â�î  �Î�±�å�\�
�Q�€�@/²&g�I�€�•�²�–
�Ö�Ü�å�¢  �Ô�î�»�†&g�K�r�M ��

/²  21. Outbound Dialer �b�¶�î�Ý�Â�î  �Î�±�å�\�Q�€�@/²&g�I�€�•�²�–�Ö�Ü�å�¢  �Ô�î�»

�”�–
�¥�å �¡�S

�²�–�Þ�¡�º  
�É�Þ�Å�×�î  

�É�Þ�¹�•
�¡�¸�•�È

�É�Þ
�Å�×�î

�É�ß�¢�Þ�µ
�©�È

�Ž1�>&Accept> ' � Ñ

�Ä�°>& Reject> ' � Ñ

�Ä�°�K�Z�¡�ß�î�¬
>&Reject Close>'

� Ñ �

�«�Ÿ�µ�É>& Skip>' � Ñ �

�«�Ÿ�µ�É�K�Z�¡�ß�î
�¬>&Skip Close>' 

� Ñ �

�«�Ÿ�µ�É�K�Z���l
>&Skip-Next>' 

� Ñ � Ñ �

�¥�î�Ý�Â�µ�¡
>&Callback>' 

� Ñ � Ñ �

Ì�(8®>& Reclassify>' �Ñ

�£(Ù�Ÿ�Õ�å��Ý
>&Cancel 
Reservation>'

� Ñ � Ñ �
2013 �º  1 �v  16 �¥ 187



Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
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1. [ �Ø�î�¨  �–�å�±�î�Ç�™�–�«>& User Interface>' ] �˜�•�å�»�˜�[�
 [ �¶�î�Ý�Â�î
>&Toolbar>' ] �±�È�†4E�¥�K�r�M��

2. [Outbound Dialer �Ô�î�»>& Outbound Dialer Mode>' ] ��¡�©�Ù�å�[�
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�W 94. [ �Ø�î�¨  �–�å�±�î�Ç�™�–�«>& User Interface>' ] �˜�•�å�»�˜�b  [ �¶�î�Ý�Â�î
>&Toolbar>' ] �±�È
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Cisco Unified Outbound Dialer
Outbound Dialer �š�å�±�î�É�Û�–�¬  �¹�î�±
[ �š�å�±�î�É�Û�–�¬  �¹�î�±>& Enterprise Data>' ] �˜�•�å�»�˜�_  Outbound Dialer �š�å
�±�î�É�Û�–�¬  �¹�î�±�†/²&g�M�•�_�c�
�¹�Ç�›�Ý�º  �Þ�–�”�˜�º�†)…7Ÿ�K�Z  Outbound 
Dialer �b�Ç�•�î�Ý�»�b�M4Š�r�S�c�M�m�Z�†�µ�u�•�²0[�@�6�~�r�M>& /² 22>'�� Outbound 
Dialer �b�M�m�Z�b�Ç�•�î�Ý�»�_�c�
›8Œ�_�� BA���b�e�Ð�@�Ü�8�Z�8�r�M��

�¹�Ç�›�Ý�º  �Þ�–�”�˜�º�b)…7Ÿ�_�X�8�Z�c�
 ���Þ�–�”�˜�º�� >&P.59>' �†�g!·�K�Z�C�T�I�8��

/²  22. Cisco Outbound Dialer �b�š�å�±�î�É�Û�–�¬  �¹�î�±  �Ç�•�î�Ý�»

�Ç�•�î�Ý�» �¥�Ó�å�º

BAAccountNumber 
[200]

BABuddyName [201]

BACampaign [202]

BADialedListID [203] �É�Þ�Å�×�î�>�|�g�²�–�Þ�¡�º  �É�Þ�Å�×�î  �²�–�Ö�Ü�å�¢  
�Ô�î�»�[�«�Ÿ�µ�É�µ+��@�·�8�M�•�S�u�_�²0[�[�M��

BAResponse [204]

BAStatus [205] �M�m�Z�b�²�–�Ö�Ü�å�¢  �Ô�î�»�[�²0[�[�M���G�b�Ç�•�î�Ý
�»�@�Þ�–�”�˜�º�_�µ�r�€�Z�8�^�8���œ�
 Outbound 
Dialer �b�Ú�b�Ç�•�î�Ý�»�c/²&g�I�€�r�O�‡��

�¥�î�Ý�@�É�Þ�Å�×�î  �²�–�Ö�Ü�å�¢  �Ô�î�»�b�Ÿ�Õ�å�Ì�î�å
�_�“�M�•���œ�
 BAStatus �Ç�•�î�Ý�»�b�š�å�º�Ü�b›8Œ�e
�Ð�c  P �[�M���¥�î�Ý�@�²�–�Þ�¡�º  �É�Þ�Å�×�î  �²�–�Ö�Ü�å
�¢  �Ô�î�»�b�Ÿ�Õ�å�Ì�î�å�_�“�M�•���œ�c�
›8Œ�e�Ð�c  D 
�_�^�~�r�M��

BATimeZone [206] �M�m�Z�b�²�–�Ö�Ü�å�¢  �Ô�î�»�[�¥�î�Ý�Â�µ�¡�µ+��@�·�8
�M�•�S�u�_�²0[�[�M��
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2013 �º  1 �v  16 �¥
Unified CCE �b0¿��
�+0[

[Unified CCE �b0¿��>& Unified CCE Configuration>' ] �À�î�»�_�|�~�
�«�î�Ã�î�Â�–�¨�@
�Q�b�š�î�ª�™�å�º�b�«�Ÿ�Ý�†�·$×�_�š�f�M�•���œ�_�Q#Ý�M�•  Web �§�–�º�†0¿���[�A�r�M

>&�W 95>'��

�¹�Ç�›�Ý�º�[�c�
 [ �š�î�ª�™�å�º�b�«�Ÿ�Ý�š�f>& Agent Re-skilling>' ] �b�W�_�M0t/²&g�I
�€�•  Web �§�–�º�c0¿���I�€�r�O�‡���G�b�À�î�»�c�
�¹�Ç�›�Ý�º�b  Cisco Unified 
Contact Center Enterprise Web Administration Agent Re-skilling Web �§�–�º�b�æ�p  
Web �§�–�º�†�æ���M�•�G�\�@�[�A�r�M��

�W 95. [Unified CCE �b0¿��>& Unified CCE Configuration>' ] �À�î�»
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b 
�æ�p�š�î�ª�™�å�º�b�«�Ÿ�Ý�š�f  Web �§�–�º

2 �X�b�æ�p�š�î�ª�™�å�º�b�«�Ÿ�Ý�š�f  Web �§�–�º�†  Cisco Supervisor Desktop �b  [
�¶�î�Ý>& Tools>' ] �Ó�½�×�î�_/²&g�M�•�|�:�æ���[�A�r�M>& �W 96>'��

�¹�Ç�›�Ý�º�[�c�
�G�€�}�b�Ó�½�×�î  �œ�É�©�Ù�å�_�|�~�
�¹�Ç�›�Ý�º�b  Unified ICM �b  
Cisco Unified Contact Center Enterprise Web Administration Agent Re-skilling We
�§�–�º�@/²&g�I�€�r�M��

�æ�p�š�î�ª�™�å�º�b�«�Ÿ�Ý�š�f  Web �§�–�º�†0¿���M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. [ �š�î�ª�™�å�º�b�«�Ÿ�Ý�š�f>& Agent Re-skilling>' ] �À�î�»�b�W�[�
�§�–�º  1 �r
�S�c�§�–�º  2 �†4E�¥�K�r�M��

2. �‘��b�Ì�–�å�[�
 [ �©�«�¥�b�«�Ÿ�Ý�š�f�¶�î�Ý�†�Q#Ý>& Use Cisco�Cs Re-skilling 
tool>' ] �³�™�µ�¡�Î�µ�¡�«�†�œ�Ç�_�K�r�M�� [URL] �Ç�•�î�Ý�»�\  [ 4:#Ý>&Apply>' ] 
�Î�±�å�@�w� �_�^�~�r�M��

3. �«�î�Ã�î�Â�–�¨�@�Q#Ý�M�•�§�–�º�b  URL �†°�Š�K�
 [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ
�¡�K�r�M��

>&�@>'/²&g�¡�c�š�f�[�A�r�O�‡��

�æ�p�š�î�ª�™�å�º�b�«�Ÿ�Ý�š�f  Web �§�–�º�†�P7V�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. [ �š�î�ª�™�å�º�b�«�Ÿ�Ý�š�f>& Agent Re-skilling>' ] �À�î�»�b�W�[�
�¹�Ç�›�Ý�º
�†�Q#Ý�M�•�§�–�º�†4E�¥�K�r�M��

2. [ �©�«�¥�b�«�Ÿ�Ý�š�f�¶�î�Ý�†�Q#Ý>& Use Cisco�Cs Re-skilling tool>' ] �³�™�µ�¡
�Î�µ�¡�«�†4E�¥�K�
 [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡�K�r�M��

�W 96. Cisco Supervisor Desktop �b  [ �¶�î�Ý>& Tools>' ] �Ó�½�×�î
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�æ�p�š�î�ª�™�å�º�b�«�Ÿ�Ý�š�f  Web �§�–�º
�š�î�ª�™�å�º�b�«�Ÿ�Ý�š�f�b�@�–�¦8o

� Supervisor Desktop �†Ì2s�·�M�•�r�[�
 Web �§�–�º�l�b�š�f�c�w� �_�^�~�r�O
�‡��

� °�Š�M�•  URL �b�G&��ö�c�©�«�¸�Ò�[�c�³�™�µ�¡�I�€�r�O�‡��

� URL �Ç�•�î�Ý�»�_�c�
�q�±  256 �e�Ð°�Š�[�A�r�M��

� �õ�–�b�±�–�É�b  URL �†°�Š�[�A�r�M>& http�
 https�
 file�
�r�S�c  ftp>'��
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2013 �º  1 �v  16 �¥
�Ç�(0¿��
�+0[

�Ç�(0¿���”�É�Ü�£�î�©�Ù�å�†�Q#Ý�K�Z�
1=#.�¥�å�±�¡�º  ��å�±�îÆ�b�š�î�ª�™�å�º�

�«�î�Ã�î�Â�–�¨�
�>�|�g�³�î�Ò�b�_���†/²&g�[�A�r�M���Ç�(0¿���†�Q#Ý�K�Z�
�«�î�Ã�î
�Â�–�¨�b�Ã�«�á�î�»�†�š�f�K�
�š�î�ª�™�å�º�†�á�î�¡�Ç�ß�î  �¢�Ý�î�É�_�m�~�\�Z�•�G�\
�v�[�A�r�M��

>&�@>'�š�î�ª�™�å�º�
�«�î�Ã�î�Â�–�¨�
�³�î�Ò�b�M4Š�b�É�ß�Ã�¸�•�c  
Cisco Unified Intelligent Contact Management>&Unified ICM>'�[0¿
���I�€�Z�>�~�
 Desktop Administrator �?�}�c/²&g�b�s�•+��[�
)…7Ÿ�c
�[�A�r�O�‡��

[ �Ç�(0¿��>& Personnel Configuration>' ] �À�î�»�_�c�
���b�µ+��@�6�~�r�M��

� ���š�î�ª�™�å�º  �É�ß�Ã�¸�•�b0¿���� >&P.196>'

� ���«�î�Ã�î�Â�–�¨�b�É�ß�Ã�¸�•�b0¿���� >&P.201>'

� ���³�î�Ò�b�_���b/²&g�� >&P.204>'
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�š�î�ª�™�å�º  �É�ß�Ã�¸�•�b0¿��

[ �š�î�ª�™�å�º>& Agents>' ] �˜�•�å�»�˜>& �W 97>'�_�c�
 Unified ICM �[0¿���I�€�S�M�m�Z
�b�š�î�ª�™�å�º�b�Ü�«�º�@/²&g�I�€�r�M���G�b�˜�•�å�»�˜�?�}�
���b�8���†��/œ�[�A�r
�M��

� ���š�î�ª�™�å�º�b�ß�¢�–�å�‰�2�b�š�f�� >&P.197>'

� ���š�î�ª�™�å�º�b�É�ß�Ã�¸�•�b/²&g�� >&P.198>'

� ���š�î�ª�™�å�º�b�á�î�¡�Ç�ß�î  �¢�Ý�î�É�b�š�f�� >&P.199>'

>&�@>'�š�î�ª�™�å�º�b  ID�
�ß�¢�–�å�¡�
/²&g�¡�
�Ã�«�á�î�»�
�³�î�Ò�c
�š�f�[�A�r�O�‡���G�€�}�b�_���c  Unified ICM �['ö#.�I�€�r�M��   

�W 97. [ �š�î�ª�™�å�º>& Agents>' ] �˜�•�å�»�˜
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�š�î�ª�™�å�º  �É�ß�Ã�¸�•�b0¿��

 

�š�î�ª�™�å�º�b�ß�¢�–�å�‰�2�b�š�f

�š�î�ª�™�å�º�\�«�î�Ã�î�Â�–�¨�@�Q#Ý�M�•�ß�¢�–�å�‰�2�c�
 [ �š�î�ª�™�å�º>& Agents>' ] 
�˜�•�å�»�˜�[0¿���K�r�M���š�î�ª�™�å�º  ID �[�ß�¢�–�å�M�•�‰�2�
�r�S�c�š�î�ª�™�å�º�¡
�[�ß�¢�–�å�M�•�‰�2�b�8�N�€�?�†0¿���[�A�r�M��

>&�@>'System IPCC �†�Q#Ý�K�Z�8�•���œ�c�
�š�î�ª�™�å�º�¡�[�ß�¢�–�å
�M�•�œ�É�©�Ù�å�b�s�@�§�Ï�î�º�I�€�r�M�� System IPCC �†�Q#Ý�K�Z�8
�^�8���œ�c�
 CAD Configuration Setup �†��/œ�K�Z�G�b�œ�É�©�Ù�å�†�Ü
��µ�º�K�r�M��0ò(ý�_�X�8�Z�c�
 �� Cisco CAD Installation Guide���†�g
!·�K�Z�C�T�I�8��

�š�î�ª�™�å�º�b�ß�¢�–�å�‰�2�†�š�f�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

� �š�î�ª�™�å�º  ID �r�S�c�š�î�ª�™�å�º�¡�b�8�N�€�?�†4E�¥�K�
�š�î�ª�™�å�º�@  
Agent Desktop �l�b�ß�¢�–�å�_�Q#Ý�M�•�²0[�@�6�•�_���†0¿���K�r�M��

>&�@>'�ß�¢�–�å�‰�2�†�š�f�M�•�\� �ì�_�š�î�ª�™�å�º�@�ß�¢�–�å�†0è�s
�•�\�
�š�î�ª�™�å�º�c�š�Û�î  �Ó�µ��î�ª�†�w�™�K�r�M���š�î�ª�™�å�º
�c  Agent Desktop �†Ì2s�·�K�
�‚�K�8�ß�¢�–�å�‰�2�†�Q#Ý�M�•�²0[�@
�6�~�r�M��

�Ô�Â�–�Ý  �š�î�ª�™�å�º  �Ô�î�»�b0¿��

Agent Desktop �b  [ �š�î�ª�™�å�º�b�ß�¢�–�å>& Agent Login>' ] �˜�•�å�»�˜�_�c�
�ß�¢�–
�å�¡�r�S�c  ID�
�Ã�«�á�î�»�
Æ)z$��•�b  3 �X�b�Ç�•�î�Ý�»�@�6�~�r�M>& �W 98>'��

CTI OS �K)F�É�ß�Ç�“�–�Ý�b0¿���_�Â�L�Z�
�ß�¢�–�å  �˜�•�å�»�˜�_  [ �Ô�Â�–�Ý  �š�î�ª�™�å
�º  �Ô�î�»>& Mobile Agent Mode>' ] �³�™�µ�¡�Î�µ�¡�«�†�µ�u�•�G�\�v�[�A�r�M���Þ�ª�«
�º�Ü�Í  ShowFieldBit Mask �c�
�ß�¢�–�å  �˜�•�å�»�˜�_�]�b�Ç�•�î�Ý�»�@/²&g�I�€�•�?
�†&g�K�r�M��0ò(ý�_�X�8�Z�c�
 �� CTI OS System Manager's Guide for Cisco ICM/IPCC

�W 98. [ �š�î�ª�™�å�º�b�ß�¢�–�å>& Agent Login>' ] �˜�•�å�»�˜
2013 �º  1 �v  16 �¥ 197
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Enterprise & Hosted Editions���b�� CTI OS Configuration���b'v�b�� Defining 
Connection Profiles���†�g!·�K�Z�C�T�I�8��

�š�î�ª�™�å�º�b�É�ß�Ã�¸�•�b/²&g

�š�î�ª�™�å�º�b�É�ß�Ã�¸�•�†/²&g�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �Ü�«�º�?�}�š�î�ª�™�å�º�†4E�¥�K�
 [ �É�ß�Ã�¸�•>& Properties>' ] �†�¡�Ü�µ�¡�K
�r�M�� [ �š�î�ª�™�å�º�b�É�ß�Ã�¸�•>& Agent Properties>' ] �˜�•�å�»�˜�@/²&g�I
�€�r�M>& �W 99>'��

2. �š�î�ª�™�å�º�b�É�ß�Ã�¸�•�†&�1��K�S�‹�_�˜�•�å�»�˜�†6â�L�•�_�c�
 [OK] �†�¡
�Ü�µ�¡�K�r�M��

�W 99. [ �š�î�ª�™�å�º�b�É�ß�Ã�¸�•>& Agent Properties>' ] �˜�•�å�»�˜
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�š�î�ª�™�å�º  �É�ß�Ã�¸�•�b0¿��
�š�î�ª�™�å�º�b�á�î�¡�Ç�ß�î  �¢�Ý�î�É�b�š�f

�š�î�ª�™�å�º�c�M�Ø�_  1 �X�b�á�î�¡�Ç�ß�î  �¢�Ý�î�É�_�b�s�“�M�•�G�\�@�[�A�r�M���M�m
�Z�b�š�î�ª�™�å�º�c�
�9�b�á�î�¡�Ç�ß�î  �¢�Ý�î�É�_�¶�9�_�m�~�\�Z�}�€�•�r�[�¹�Ç�›�Ý
�º�b�á�î�¡�Ç�ß�î  �¢�Ý�î�É�_�m�~�\�Z�}�€�r�M��

�š�î�ª�™�å�º�b�á�î�¡�Ç�ß�î  �¢�Ý�î�É�†�š�f�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �š�î�ª�™�å�º�b�Ü�«�º�?�}�š�î�ª�™�å�º�†4E�¥�K�
 [ �É�ß�Ã�¸�•>& Properties>' ] 
�†�¡�Ü�µ�¡�K�r�M�� [ �š�î�ª�™�å�º�b�É�ß�Ã�¸�•>& Agent Properties>' ] �²�–�”
�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M>& �W 100>'��

>&�@>'�š�î�ª�™�å�º�b�¡�S�†�²�È�Ý�¡�Ü�µ�¡�M�•�?�‘�¡�Ü�µ�¡�K�Z  [ �š�î�ª�™�å
�º�b�É�ß�Ã�¸�•>& Agent Properties>' ] �²�–�”�ß�¢�Î�µ�¡�«�†/²&g�M�•�G�\�v�[
�A�r�M��

2. �»�ß�µ�É�²�˜�å  �Ü�«�º�?�}�á�î�¡�Ç�ß�î  �¢�Ý�î�É�†4E�¥�K�
 [OK] �†�¡�Ü�µ�¡�K
�r�M���š�î�ª�™�å�º�@�‚�K�8�á�î�¡�Ç�ß�î  �¢�Ý�î�É�_�m�~�\�Z�}�€�r�M��

�W 100. [ �š�î�ª�™�å�º�b�É�ß�Ã�¸�•>& Agent Properties>' ] �²�–�”�ß�¢�Î�µ�¡�«

�Ç�•�î�Ý�» 1��Â

ID Agent Desktop/IP Phone Agent �b�š�î�ª�™�å�º�b�Ø�î
�¨  ID��

�ß�¢�–�å�¡
>&Login Name>'

�š�î�ª�™�å�º�b�ß�¢�–�å�¡��

/²&g�¡>& Display 
Name>'

Agent Desktop/Supervisor Desktop �_/²&g�I�€�•�š�î
�ª�™�å�º�b�¡�S��
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�³�î�Ò�¡>& Team 
Name>'

�š�î�ª�™�å�º�@�m�~�\�Z�}�€�Z�8�•�³�î�Ò��

�á�î�¡�Ç�ß�î  �¢
�Ý�î�É>& Work 
Flow Group>'

�š�î�ª�™�å�º�b�¹�«�¡�º�µ�É�\�á�î�¡�Ç�ß�î�b0¿���†�D
�š�M�•�á�î�¡�Ç�ß�î  �¢�Ý�î�É�b�m�~�\�Z��

�Ç�•�î�Ý�» 1��Â
200 2013 �º  1 �v  16 �¥



�«�î�Ã�î�Â�–�¨�b�É�ß�Ã�¸�•�b0¿��
�«�î�Ã�î�Â�–�¨�b�É�ß�Ã�¸�•�b0¿��

[ �«�î�Ã�î�Â�–�¨>& Supervisors>' ] �˜�•�å�»�˜>& �W 101>'�_�c�
 Unified ICM �[0¿���I
�€�S�M�m�Z�b�«�î�Ã�î�Â�–�¨�b�Ü�«�º�@/²&g�I�€�r�M���G�b�˜�•�å�»�˜�?�}�«�î�Ã�î�Â
�–�¨�b�É�ß�Ã�¸�•�†4E�¥�K�Z/²&g�[�A�r�M���É�ß�Ã�¸�•�b�²�–�”�ß�¢  �Î�µ�¡�«�[�
�«�î
�Ã�î�Â�–�¨�b�Ã�«�á�î�»�†�š�f�[�A�r�M  >&�«�î�Ã�î�Â�–�¨�c�
 Supervisor Desktop �[
+¬3��b�Ã�«�á�î�»�†�š�f�M�•�G�\�v�[�A�r�M>' ��

>&�@>'�«�î�Ã�î�Â�–�¨�b  ID�
�ß�¢�–�å�¡�
/²&g�¡�
�r�S�c�³�î�Ò�c�š�f
�[�A�r�O�‡���G�€�}�b�_���c  Unified ICM �['ö#.�I�€�r�M��

�«�î�Ã�î�Â�–�¨�b�É�ß�Ã�¸�•�†/²&g�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �«�î�Ã�î�Â�–�¨�b�Ü�«�º�?�}�«�î�Ã�î�Â�–�¨�†4E�¥�K�
 [ �É�ß�Ã�¸�•
>&Properties>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �«�î�Ã�î�Â�–�¨�b�É�ß�Ã�¸�•>& Supervisor 
Properties>' ] �²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M>& �W 102>&P.202>'>'��

>&�@>'�«�î�Ã�î�Â�–�¨�b�¡�S�†�²�È�Ý�¡�Ü�µ�¡�M�•�?�‘�¡�Ü�µ�¡�K�Z  [ �É�ß�Ã
�¸�•>& Properties>' ] �²�–�”�ß�¢�Î�µ�¡�«�†/²&g�M�•�G�\�v�[�A�r�M��

�W 101. [ �«�î�Ã�î�Â�–�¨>& Supervisors>' ] �˜�•�å�»�˜
2013 �º  1 �v  16 �¥ 201
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2. �«�î�Ã�î�Â�–�¨�b�É�ß�Ã�¸�•�†&�1��K�S�‹�_�˜�•�å�»�˜�†6â�L�•�_�c�
 [OK] �†
�¡�Ü�µ�¡�K�r�M��

�«�î�Ã�î�Â�–�¨�b�Ã�«�á�î�»�b�š�f

�q�6�
�«�î�Ã�î�Â�–�¨�b�Ã�«�á�î�»�c'5$Ñ�[�M���«�î�Ã�î�Â�–�¨�c�
�Ã�«�á�î�»�†4E�¥
�[�A�r�M���«�î�Ã�î�Â�–�¨�@�Ã�«�á�î�»�†�À�€�S���œ�c�
 [ �«�î�Ã�î�Â�–�¨�b�É�ß�Ã�¸�•

>&Supervisor Properties>' ] �²�–�”�ß�¢�Î�µ�¡�«�?�}�Ã�«�á�î�»�†�Ü��µ�º�[�A�r�M��
�«�î�Ã�î�Â�–�¨�c�
�‚�K�8�Ã�«�á�î�»�†4E�¥�[�A�r�M��

�«�î�Ã�î�Â�–�¨�b�Ã�«�á�î�»�†�š�f�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. �«�î�Ã�î�Â�–�¨�b�Ü�«�º�?�}�«�î�Ã�î�Â�–�¨�†4E�¥�K�
 [ �É�ß�Ã�¸�•
>&Properties>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �«�î�Ã�î�Â�–�¨�b�É�ß�Ã�¸�•>& Supervisor 
Properties>' ] �²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M>& �W 102>'��

2. [ �Ã�«�á�î�»>& Password>' ] �Ç�•�î�Ý�»>&�”�«�±�Ü�«�¡�[/²&g�I�€�r�M>'�_�‚�K
�8�Ã�«�á�î�»�†°�Š�K�
 [OK] �†�¡�Ü�µ�¡�K�r�M���Ã�«�á�î�»�@�š�f�I�€�r�M��

���_�
�²�–�”�ß�¢�Î�µ�¡�«�b�Ç�•�î�Ý�»�_�X�8�Z1��Â�K�r�M��

�W 102. [ �«�î�Ã�î�Â�–�¨�b�É�ß�Ã�¸�•>& Supervisor Properties>' ] �²�–�”�ß�¢�Î�µ�¡�«

�Ç�•�î�Ý�» 1��Â

ID Supervisor Desktop �b�«�î�Ã�î�Â�–�¨�b�Ø�î�¨  ID��

�Ã�«�á�î�»
>&Password>'

�«�î�Ã�î�Â�–�¨�b�Ã�«�á�î�»��

�ß�¢�–�å�¡
>&Login Name>'

�«�î�Ã�î�Â�–�¨�b�ß�¢�–�å�¡��
202 2013 �º  1 �v  16 �¥



�«�î�Ã�î�Â�–�¨�b�É�ß�Ã�¸�•�b0¿��
/²&g�¡>& Display 
name>'

Agent Desktop �>�|�g  Supervisor Desktop �_/²&g�I�€
�•�«�î�Ã�î�Â�–�¨�b�¡�S��

[ �³�î�Ò / �±�–�É
>&Team/Type>' ] 
�Ì�–�å

�«�î�Ã�î�Â�–�¨�@�m�~�\�Z�}�€�S�³�î�Ò�\�
�«�î�Ã�î�Â
�–�¨�b�±�–�É>&�É�Û�–�Ð�Ü�r�S�c��•�å�²�Ü>' ��

�Ç�•�î�Ý�» 1��Â
2013 �º  1 �v  16 �¥ 203
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�³�î�Ò�b�_���b/²&g

[ �³�î�Ò>& Teams>' ] �˜�•�å�»�˜�[�c�
"I���b�³�î�Ò�b�«�î�Ã�î�Â�–�¨�
�š�î�ª�™�å�º�

�>�|�g�«�Ÿ�Ý�†/²&g�[�A�r�M���G�b�_���c�M�m�Z  Unified ICM �['ö#.�I�€�r�M���¶�Ç0¿
���b�_���K�?/²&g�I�€�^�8�G�\�@�6�~�r�M��

�«�î�Ã�î�Â�–�¨

[ �«�î�Ã�î�Â�–�¨>& Supervisors>' ] �±�È>&�W 103>'�_�c�
4E�¥�I�€�S�³�î�Ò�b�É�Û�–�Ð
�Ü �«�î�Ã�î�Â�–�¨�
��•�å�²�Ü  �«�î�Ã�î�Â�–�¨�
�>�|�g�Q#Ý�•+��^�«�î�Ã�î�Â�–�¨�@/²
&g�I�€�r�M��

>&�@>'�›�³�î�Ò�_�c�É�Û�–�Ð�Ü  �«�î�Ã�î�Â�–�¨�@�²8r�[�M���É�Û�–�Ð�Ü  
�«�î�Ã�î�Â�–�¨�@�^�8���œ�c�
 Supervisor Desktop �b  [ �³�î�Ò  �Ü�«�º

>&Team List>' ] �b�³�î�Ò�_��•�å�²�Ü  �«�î�Ã�î�Â�–�¨�@/²&g�I�€�r�O
�‡���r�S�
�Q�b�³�î�Ò�@��•�å�²�Ü  �«�î�Ã�î�Â�–�¨�b�s�b�³�î�Ò�b��
�œ�
�«�î�Ã�î�Â�–�¨�c  Supervisor Desktop �_�ß�¢�–�å�[�A�r�O�‡��

�W 103. [ �«�î�Ã�î�Â�–�¨>& Supervisors>' ] �b�±�È
204 2013 �º  1 �v  16 �¥



�³�î�Ò�b�_���b/²&g
�š�î�ª�™�å�º

[ �š�î�ª�™�å�º>& Agents>' ] �±�È>&�W 104>'�_�c�
4E�¥�I�€�S�³�î�Ò�_�d�“�M�•�š�î�ª�™
�å�º�b�Ü�«�º�\�
�M�m�Z�b�Q#Ý�•+��^�š�î�ª�™�å�º�b�Ü�«�º�@/²&g�I�€�r�M���š�î�ª�™
�å�º�c  Unified ICM �b�³�î�Ò�_�m�~�\�Z�}�€�r�M��

>&�@>'1 �X�b�š�î�ª�™�å�º�c  Unified ICM �b  1 �X�b�³�î�Ò�T�E�_�d�“�M
�•�G�\�@�[�A�r�M���S�T�K�
 [ �Q#Ý�•+��^�š�î�ª�™�å�º>& Available 
Agents>' ] �Ì�–�å�[�c�
4E�¥�I�€�S�³�î�Ò�_�d�“�K�Z�8�^�8�M�m�Z�b
�š�î�ª�™�å�º�@>&�M�[�_�9�b�³�î�Ò�_�m�~�\�Z�}�€�Z�8�•�v�b�v�µ�u
�Z>'�M0t/²&g�I�€�r�M��

>&�@>'Unified ICM �[�
�š�î�ª�™�å�º�†�6�•�³�î�Ò�?�}�b�9�b�³�î�Ò�_
&ã�·�M�•���œ�c�
 Agent Desktop �?�}�š�î�ª�™�å�º�†�ß�¢�”�˜�º�I�O
�Z�?�}Ì�ß�¢�–�å�K�Z  Supervisor Desktop �_�³�î�Ò�b�š�f�†$Ï6��M�•
�²0[�@�6�~�r�M��

�W 104. [ �š�î�ª�™�å�º>& Agents>' ] �±�È
2013 �º  1 �v  16 �¥ 205
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�«�Ÿ�Ý

[ �«�Ÿ�Ý>&Skills>' ] �±�È�_�c�
4E�¥�I�€�S�³�î�Ò�_�¥�î�Ý�†�Ý�î�¸�•�å�¢�M�•�«�Ÿ�Ý  �¢
�Ý�î�É�b�Ü�«�º�\�
�Q#Ý�•+��^�M�m�Z�b�«�Ÿ�Ý  �¢�Ý�î�É�b�Ü�«�º�@/²&g�I�€�r�M���G�b
6õ�€�c  Unified ICM Æ�[0¿���I�€�r�M��

>&�@>'Unified ICM �c  Cisco Voice Default �«�Ÿ�Ý  �¢�Ý�î�É�\�ç�d�€�•�«
�Ÿ�Ý  �¢�Ý�î�É�†+¬�·$×�_�8�B�K�
 000271607568  �b�|�:�_�
�M�m�Z
�X�Ð�[�S�B�I�€�•�¡�S�†�Ü�E�r�M>& �W 105 �†�g!·>' ���M�m�Z�b�š�î�ª�™
�å�º�c�
�G�b�«�Ÿ�Ý  �¢�Ý�î�É�_�m�~�\�Z�}�€�r�M��

�W 105. [ �«�Ÿ�Ý>&Skills>' ] �±�È
206 2013 �º  1 �v  16 �¥



2013 �º  1 �v  16 �¥
Cisco Unified Presence �\  CAD �\
�b)+�œ
�+0[

Cisco Unified Contact Center Enterprise �Ü�Ü�î�«  7.6 �c�
 Cisco Desktop Presence 
Administrator �\�8�:�¡�S�b�È�Û�˜�¨�Ë�î�«�b'ö#.�¶�î�Ý�†�f�j�K�r�M���G�€�_�|�~�
'ö
#.*…�c Cisco Unified Presence �\  CAD �†)+�œ�[�A�r�M��

Unified Presence �\  CAD �†)+�œ�M�•�\�
 Supervisor Desktop �†�Q#Ý�K�Z�8�•�«�î�Ã�î
�Â�–�¨�\  Agent Desktop �†�Q#Ý�K�Z�8�•�š�î�ª�™�å�º�c�
 Unified Presence Client �r
�S�c  Microsoft Office Communications Server>&MOCS>'�†�Q#Ý�K�Z�8�•8��š�î�ª�™�å
�º�b�”�Ë�–�Û�Å�Ü�¸�•�†/²&g�[�A�r�M���G�b�µ+��_�|�~�
�«�î�Ã�î�Â�–�¨�>�|�g�š�î
�ª�™�å�º�c�
�š�î�ª�™�å�º�@8³���†�|�~3¿3ÿ�?�X� �Ý$×�_�-�|�M�•7•�_�z'g�X�_���†�f
�j�[�A�•�S6Û��>& SME>'�\�³�Õ�µ�º  ��µ�©�Ù�å�†6ä���[�A�r�M��

Cisco Unified Presence �b0ò(ý�_�X�8�Z�c�
���b  URL �b1��Â�†�g!·�K�Z�C�T�I�8��

http://www.cisco.com/en/US/products/ps6837/index.html

Unified Presence �¡�Û�«�±�\  CAD �b)+�œ�[�c�
���b�8���†/œ�8�r�M��

� �� Cisco Unified Presence �¡�Û�«�±�b0¿���� >&P.213>'

� ���¥�å�±�¡�º  �Ü�«�º�b0¿���� >&P.215>'

� ���¥4Š4�)!›�b0¿���� >&P.224>'

� ���á�î�¡�Ç�ß�î  �¢�Ý�î�É�b0¿���� >&P.229>'

Desktop Presence Administrator �l�b�”�¡��«

Desktop Presence Administrator �c�
 Desktop Administrator �b�Ó�½�×�î�?�}�<#Ý�[�A
�r�M��
207
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Desktop Presence Administrator �_�”�¡��«�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. Desktop Administrator �†2s�·�K�r�M�� Cisco Desktop Administrator �˜�•�å�»
�˜�@/²&g�I�€�r�M>& �W 106>'��

�W 106. Cisco Desktop Administrator
208 2013 �º  1 �v  16 �¥



�+0[
2. [Desktop Presence Administrator] > [�§�–�»  A>&Side A>' ]>&�r�S�c  [ �§�–�»  B
>&Side B>' ]>'�†4E�¥�K�r�M�� Cisco Desktop Presence Administrator �ß�¢�–�å
#ì8��@/²&g�I�€�r�M���¹�Ç�›�Ý�º�b�Ø�î�¨�¡>& admin>'�c�
 [ �Ø�î�¨�¡

>&Username>' ] �Ç�•�î�Ý�»>& �W 107>'�_+¬�·°�Š�I�€�r�M��

3. �”�É�Ü�£�î�©�Ù�å�@�Ã�«�á�î�»�[�–1¤�I�€�Z�8�•���œ�c�
 [ �Ã�«�á�î�»
>&Password>' ] �Ç�•�î�Ý�»�_�Ã�«�á�î�»�†°�Š�K�
 [ �ß�¢�–�å>& Login>' ] �†�¡
�Ü�µ�¡�K�r�M���”�É�Ü�£�î�©�Ù�å�@�Ã�«�á�î�»�[�–1¤�I�€�Z�8�^�8���œ�c�
 [ �Ã
�«�á�î�»>& Password>' ] �Ç�•�î�Ý�»�†'5�b�r�r�_�K�Z  [ �ß�¢�–�å>& Login>' ] �†
�¡�Ü�µ�¡�K�r�M���«�É�Û�µ�©�×#ì8��@/²&g�I�€�r�M>& �W 108>'��

>&�@>'Desktop Presence Administrator �@�Ã�«�á�î�»�[�–1¤�I�€�Z�8�•
���œ�c�
 [ �Ã�«�á�î�»>& Password>' ] �Ç�•�î�Ý�»�†'5�b�r�r�_�K�Z  [ �ß

�W 107. Cisco Desktop Presence Administrator �ß�¢�–�å#ì8�
2013 �º  1 �v  16 �¥ 209
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�¢�–�å>& Login>' ] �†�¡�Ü�µ�¡�M�•�\�
�Ã�«�á�î�»�b°�Š�†�Ó�u�•�É�ß�å
�É�º�@/²&g�I�€�r�M��

Desktop Presence Administrator �b�Ã�«�á�î�»�b0¿��

Desktop Presence Administrator �>�|�g  Desktop Administrator �c�]�U�}�v�
�Ã�«
�á�î�»�†�Q#Ý�K�Z�–1¤�M�•�G�\�@�[�A�r�M���8�N�€�?�b�”�É�Ü�£�î�©�Ù�å�_�Ã�«�á�î�»
�†0¿���M�•�\�
�Q�b�Ã�«�á�î�»�@�g�‰�b�”�É�Ü�£�î�©�Ù�å�_4:#Ý�I�€�r�M���¹�Ç�›�Ý�º
�[�c�
�]�U�}�b�”�É�Ü�£�î�©�Ù�å�_�v�Ã�«�á�î�»�c�²0[�6�~�r�O�‡��

Desktop Presence Administrator �†�Ã�«�á�î�»�–1¤�K�^�8���œ�c�
 Desktop 
Administrator �_�Ã�«�á�î�»�†0¿���K�^�8�[�C�T�I�8�� Desktop Administrator �b�Ã�«
�á�î�»�†�š�f�K�S���œ�c�
�Q�b�‚�K�8�Ã�«�á�î�»�†�Q#Ý�K�S�Ã�«�á�î�»�–1¤�@  Desktop 
Presence Administrator �_+¬�·$×�_3ã�•�I�€�r�M��

>&�@>'Desktop Presence Administrator �_0¿���M�•�Ã�«�á�î�»�c�

Desktop Administrator �b�Ã�«�á�î�»�_�v�^�~�r�M��

�W 108. Desktop Presence Administrator �b�«�É�Û�µ�©�×#ì8�
210 2013 �º  1 �v  16 �¥



�+0[
Desktop Presence Administrator �b�Ã�«�á�î�»�–1¤�†0¿���M�•�_�c�
���b�m8p�†��/œ�K�r
�M��

1. Desktop Presence Administrator �[�
 [ �Ã�«�á�î�»�š�f>& Change Password>'
] �†�¡�Ü�µ�¡�K�r�M�� [ �Ã�«�á�î�»�š�f>& Change Password>' ] �˜�•�å�»�˜�@/²
&g�I�€�r�M>& �W 109>'��

2. [ �‚�Ã�«�á�î�»>& New password>' ] �Ç�•�î�Ý�»�>�|�g  [ �Ã�«�á�î�»�b&�1�
>&Confirm Password>' ] �Ç�•�î�Ý�»�_�‚�K�8�Ã�«�á�î�»�†°�Š�K�
 [ �–�Ñ
>&Save>' ] �†�¡�Ü�µ�¡�K�r�M�� Desktop Presence Administrator �>�|�g  
Desktop Administrator �@�Ã�«�á�î�»�[�–1¤�I�€�r�M��

>&�@>'�š�f�†�w� �_�M�•�_�c�
�”�É�Ü�£�î�©�Ù�å�†��/œ�K�Z�8�•�È�Û�˜
�¨�b�–�å�«�±�å�«�†�M�m�Z)
�¢�K�r�M��

Desktop Presence Administrator �b�Ã�«�á�î�»�†�š�f�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. Desktop Presence Administrator �[�
 [ �Ã�«�á�î�»�š�f>& Change Password>'
] �†�¡�Ü�µ�¡�K�r�M�� [ �Ã�«�á�î�»�š�f>& Change Password>' ] �²�–�”�ß�¢�Î�µ
�¡�«�@/²&g�I�€�r�M��

2. [ �§�Ã�«�á�î�»>& Old password>' ] �Ç�•�î�Ý�»�_#'�~�Q#Ý�K�Z�8�•�Ã�«�á�î�»�†
°�Š�K�r�M�� [ �‚�Ã�«�á�î�»>& New password>' ] �Ç�•�î�Ý�»�>�|�g  [ �‚�Ã�«�á�î
�»&�1�>& Confirm new password>' ] �Ç�•�î�Ý�»�_�‚�K�8�Ã�«�á�î�»�†°�Š�K�

[OK] �†�¡�Ü�µ�¡�K�r�M�� Desktop Presence Administrator �>�|�g  Desktop 
Administrator �b�Ã�«�á�î�»�@�š�f�I�€�r�M��

>&�@>'�š�f�†�w� �_�M�•�_�c�
�”�É�Ü�£�î�©�Ù�å�†��/œ�K�Z�8�•�È�Û�˜
�¨�b�–�å�«�±�å�«�†�M�m�Z)
�¢�K�r�M��

�W 109. [ �Ã�«�á�î�»�š�f>& Change Password>' ] �˜�•�å�»�˜
2013 �º  1 �v  16 �¥ 211
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Desktop Presence Administrator �b�Ã�«�á�î�»�–1¤�†�P7V�M�•�_�c�
���b�m8p�†��/œ�K�r
�M��
Desktop Presence Administrator �b�Ã�«�á�î�»�–1¤�†�P7V�M�•�\�
 Desktop 
Administrator �b�Ã�«�á�î�»�–1¤�v+¬�·$×�_�P7V�I�€�r�M��

1. Desktop Presence Administrator �[�
 [ �Ã�«�á�î�»�š�f>& Change Password>'
] �†�¡�Ü�µ�¡�K�r�M�� [ �Ã�«�á�î�»�š�f>& Change Password>' ] �²�–�”�ß�¢�Î�µ
�¡�«�@/²&g�I�€�r�M��

2. [ �§�Ã�«�á�î�»>& Old password>' ] �Ç�•�î�Ý�»�_#'�~�Q#Ý�K�Z�8�•�Ã�«�á�î�»�†
°�Š�K�r�M�� [ �‚�Ã�«�á�î�»>& New password>' ] �Ç�•�î�Ý�»�>�|�g  [ �‚�Ã�«�á�î
�»&�1�>& Confirm new password>' ] �Ç�•�î�Ý�»�†'5$Ñ�_�K�
 [OK] �†�¡�Ü�µ�¡�K
�r�M��

3. Desktop Presence Administrator �@�–1¤�I�€�^�8"g�Â�_�^�•�G�\�†&�1��M�•�|
�:�_�Ó�u�}�€�r�M�� [ �c�8>& Yes>' ] �†�¡�Ü�µ�¡�K�r�M�� Desktop Presence 
Administrator �>�|�g  Desktop Administrator �b�Ã�«�á�î�»�@�P7V�I�€�r�M��

>&�@>'�š�f�†�w� �_�M�•�_�c�
�”�É�Ü�£�î�©�Ù�å�†��/œ�K�Z�8�•�È�Û�˜
�¨�b�–�å�«�±�å�«�†�M�m�Z)
�¢�K�r�M��
212 2013 �º  1 �v  16 �¥



Cisco Unified Presence �¡�Û�«�±�b0¿��
Cisco Unified Presence �¡�Û�«�±�b0¿��

CAD �\  Unified Presence �¡�Û�«�±�b)+�œ�b�q�6�b�8���c�
�K)F�_���†�æ���K�Z�¡�Û�«
�±�†0¿���M�•�G�\�[�M��

>&�@>'�M�m�Z�b�š�î�ª�™�å�º�@  1 �X�b  Unified Presence �¡�Û�«�±�['ö
#.�I�€�Z�8�•�G�\�†�S�f�\�K�Z�8�r�M��

Unified Presence �¡�Û�«�±�†0¿���M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. [Cisco Unified Presence 0¿��>&Cisco Unified Presence Settings>' ] > [Cisco 
Unified Presence �¡�Û�«�±0¿��>& Cisco Unified Presence Cluster Settings>' ] 
�†4E�¥�K�r�M�� [Cisco Unified Presence �¡�Û�«�±0¿��>& Cisco Unified 
Presence Cluster Settings>' ] �Ì�î�ª�@/²&g�I�€�r�M>& �W 110>'��

2. �è�W�b1��Â�_�‘�W�Z�
�Ç�•�î�Ý�»�_°�Š�K�r�M��

�W 110. Cisco Unified Presence �¡�Û�«�±0¿��

�Ç�•�î�Ý�» 1��Â

Cisco Unified 
Presence �\�b)+�œ
�†�w� �_�M�•

>&Enable Cisco 
Unified Presence 
Integration>' 

�«�î�Ã�î�Â�–�¨�\�š�î�ª�™�å�º / 8��š�î�ª�™�å�º�\�b
6ë�b3û�™�«�¸�î�±�«��

�Â�î�ª�Ù�å
>&Version>'

Cisco Unified Presence �b�Â�î�ª�Ù�å��
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3. [ �è0É>&Verify>' ] �†�¡�Ü�µ�¡�K�
°�Š�K�S�_���@�G�K�8�G�\�†&�1��K�r�M��
Desktop Presence Administrator �c�
�Í�«�º�¡�r�S�c  IP �”�»�Þ�«�
�ß�¢�–�å  
ID�
�>�|�g°�Š�K�S�Ã�«�á�î�»�†�Q#Ý�K�Z  Unified Presence Server �_�K)F�K
�r�M��

>&�@>'�K)F�_���@�G�K�C�^�8���œ�c�
 Desktop Presence Administrator 
�_�š�Û�î�@$Î#Õ�K�S�G�\�†&g�M�š�Û�î  �Ó�µ��î�ª�@/²&g�I�€�r�M��

4. [ �–�Ñ>&Save>' ] �†�¡�Ü�µ�¡�K�Z�
�š�f�†�–�Ñ�K�r�M��

�Ã�È�Ü�µ�©�Õ  �Í�«
�º /IP �”�»�Þ�«

>&Publisher 
Host/IP Address>'

Unified Presence Server �b�Í�«�º�¡�r�S�c  IP �”�»�Þ
�«>&Unified Presence �¡�Û�«�±�@�6�•���œ�c�Ã�È�Ü�µ
�©�Õ>'��

AXL �ß�¢�–�å  ID
>&AXL Login ID>'

Unified Presence �§�î�Â / �¡�Û�–�”�å�º�µ+��†�â�X
�Ø�î�¨�b  ID���š�î�ª�™�å�º�\� �L  LDAP �É�ß�Ç�“�–�Ý
�†�â�X�²0[�@�6�~�r�M��

�Ã�«�á�î�»
>&Password>'

AXL �Ø�î�¨�b�Ã�«�á�î�»��

�§�È�«�¡�Û�–�Â  �Í
�«�º /IP �”�»�Þ�«

>&Subscriber 
Host/IP 
Addresses>'

Unified Presence �¡�Û�«�±�@�6�•���œ�
 Unified 
Presence �§�È�«�¡�Û�–�Â�b�Í�«�º�¡�r�S�c  IP �”�»�Þ
�«��

�Ç�•�î�Ý�» 1��Â
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�¥�å�±�¡�º  �Ü�«�º�b0¿��
�¥�å�±�¡�º  �Ü�«�º�b0¿��

�¥�å�±�¡�º  �Ü�«�º�c�
 Agent Desktop �†�Q#Ý�M�•�š�î�ª�™�å�º�_�Q#Ý�[�A�•�|�:�_�M�•  
SME �[�S�B�I�€�Z�8�r�M���š�î�ª�™�å�º�>�|�g�«�î�Ã�î�Â�–�¨�c�
 Presence �µ+��@�w
� �^���œ�_  [ �³�Õ�µ�º>& Chat>' ] �Î�±�å�†�¡�Ü�µ�¡�K�S�‹�_�
 [ 4�)!›4E�¥>& Contact 
Selection>' ] �˜�•�å�»�˜�[  SME �†&�1��K�r�M���š�î�ª�™�å�º�_�c�
�š�î�ª�™�å�º�b�á�î
�¡�Ç�ß�î  �¢�Ý�î�É�_�m�~�\�Z�}�€�S  SME �b�s�@/²&g�I�€�r�M���S�T�K�
�«�î�Ã�î�Â�–
�¨�_�c�
�«�î�Ã�î�Â�–�¨�b�³�î�Ò�_6õ4��Ü�E�}�€�S�M�m�Z�b�á�î�¡�Ç�ß�î  �¢�Ý�î�É�b�M
�m�Z�b  SME �@/²&g�I�€�r�M��

>&�@>'�š�î�ª�™�å�º�>�|�g�«�î�Ã�î�Â�–�¨�c�
 Agent Desktop �>�|�g  
Supervisor Desktop �†Ì2s�·�K�Z�
�¥�å�±�¡�º  �Ü�«�º�_/œ�:�š�f�†&�
1��M�•�²0[�@�6�~�r�M��

�¥�å�±�¡�º  �Ü�«�º�b  SME �b�q�±�X�c  Unified Presence �[0¿���[�A�r�M���N�á�I�€�•  
SME �b�q�±�X�c  Unified Presence 6.0 �[  100�
 Unified Presence 7.0 �è7F�[  200 �[
�M��

[ �¥�å�±�¡�º  �Ü�«�º>& Contact Lists>' ] �À�î�»�†�Q#Ý�K�Z�
���b�8���†��/œ�K�r�M��

� ���¥�å�±�¡�º  �Ü�«�º�b�8�B�� >&P.215>'

� ���¥�å�±�¡�º  �Ü�«�º�b�è(ô�� >&P.216>'

� ���¥�å�±�¡�º  �Ü�«�º�b�P7V�� >&P.217>'

� ���¥�å�±�¡�º  �Ü�«�º�b)…7Ÿ�� >&P.217>'

� �� SME �b�¥�å�±�¡�º  �Ü�«�º�l�b3ã�•�� >&P.219>'

�¥�å�±�¡�º  �Ü�«�º�b�8�B

�¥�å�±�¡�º  �Ü�«�º�†�8�B�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. [Cisco Unified Presence 0¿��>&Cisco Unified Presence Settings>' ] > [ �¥�å�±
�¡�º  �Ü�«�º>& Contact Lists>' ] �†4E�¥�K�r�M�� [ �¥�å�±�¡�º  �Ü�«�º>& Contact 
Lists>' ] �Ì�î�ª�@/²&g�I�€�r�M>& �W 111>'��

�W 111. �¥�å�±�¡�º  �Ü�«�º
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2. [ �‚0d3ã�•>& Add New>' ] �†�¡�Ü�µ�¡�K�Z�‚�K�8�¥�å�±�¡�º  �Ü�«�º�†�8�B�K�r
�M�� [ �‚0d3ã�•>& Add New>' ] �Ì�î�ª�@/²&g�I�€�r�M>& �W 112>'��

3. [ �¥�å�±�¡�º  �Ü�«�º�¡>& Contact List Name>' ] �Ç�•�î�Ý�»�_�q�±  64 �e�Ð�b�¡
�S�†°�Š�K�
 [ �¥�å�±�¡�º  �Ü�«�º�b1��Â>& Contact List Description>' ] �Ç�•�î�Ý
�»�_1��Â�†°�Š�K�r�M��

>&�@>'�¥�å�±�¡�º  �Ü�«�º�b�8�B�‹�c�
�¡�S�†�š�f�[�A�r�O�‡��

4. [ �–�Ñ>&Save>' ] �†�¡�Ü�µ�¡�K�
 [ �¥�å�±�¡�º  �Ü�«�º�_�`�•>& Return to Contact 
list>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �¥�å�±�¡�º  �Ü�«�º>& Contact Lists>' ] �Ì�î�ª�@�
�‚
�K�8�¥�å�±�¡�º  �Ü�«�º�@3ã�•�I�€�ZÌ/²&g�I�€�r�M��

�¥�å�±�¡�º  �Ü�«�º�b�è(ô

���b�8�N�€�?�b�Ì�î�ª�?�}�¥�å�±�¡�º  �Ü�«�º�†�è(ô�[�A�r�M��

� [ �¥�å�±�¡�º  �Ü�«�º>& Contact Lists>' ] �Ì�î�ª�� [Cisco Unified Presence 0¿��
>&Cisco Unified Presence Settings>' ] > [ �¥�å�±�¡�º  �Ü�«�º>& Contact Lists>' ] 
�†4E�¥�K�Z�
�G�b�Ì�î�ª�_&ã�·�K�r�M��

� [ �á�î�¡�Ç�ß�î  �¢�Ý�î�É>& Workflow Group>'] �Ì�î�ª�� [Cisco Unified Presence 
0¿��>&Cisco Unified Presence Settings>' ] > [ �á�î�¡�Ç�ß�î  �¢�Ý�î�É

>&Workflow Groups>' ] �†4E�¥�K�Z�
�G�b�Ì�î�ª�_&ã�·�K�
�á�î�¡�Ç�ß�î  �¢�Ý�î
�É�†4E�¥�K�r�M��

>&�@>'�è(ô�[�c�
�±�e�Ð�\�`�e�Ð�c�
�9�I�€�r�O�‡���S�\�<�d�
�è(ô
�Ç�•�î�Ý�»�_�`�e�Ð�b�� s���†°�Š�M�•�\�
�`�e�Ð�b�� s���\�±�e�Ð�b

�� S���[���r�•�M�m�Z�b8o% �@)��Ý�_/²&g�I�€�r�M��

�W 112. [ �‚0d3ã�•>& Add New>' ] �Ì�î�ª
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�¥�å�±�¡�º  �Ü�«�º�b0¿��
�¥�å�±�¡�º  �Ü�«�º�†�è(ô�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. [ �è(ô>&Search for>' ] �»�ß�µ�É�²�˜�å  �Ü�«�º�?�}0°3Ù�Ê�†4E�¥�K�
�¸�Ÿ�«�º  
�Ç�•�î�Ý�»�_  1 �e�Ð�è�V°�Š�K�r�M��

2. �²0[�^���œ�
���b�8�N�€�?�b�ï�8�†/œ�8�r�M��

� �è(ô�¡�š�Ü�î�_�9�b�²�ó�†3ã�•�M�•���œ�c�
 [+] �†�¡�Ü�µ�¡�K�r�M���Ç�•�î
�Ý�»  �»�ß�µ�É�²�˜�å  �Ü�«�º�
0°3Ù�Ê�»�ß�µ�É�²�˜�å  �Ü�«�º�
�>�|�g�¸�Ÿ�«
�º  �Ç�•�î�Ý�»�@°�W�S�‚�K�8/œ�@/²&g�I�€�r�M���‚�K�8/œ�_�X�8�Z�«�¸�µ
�É 1 �†)Þ�~3É�K�r�M��

� �è(ô�¡�š�Ü�î�?�}�q�‹�b�²�ó�†�P7V�M�•���œ�c�
 [—] �†�¡�Ü�µ�¡�K�r�M���M
$��W�b/œ�@�P7V�I�€�r�M�� [—] �†�¡�Ü�µ�¡�K�
�è(ô�¡�š�Ü�î�_�²�ó�@  1 �X�K
�?�^�8���œ�
�š�f�c/œ�ƒ�€�r�O�‡��

� �è(ô�¡�š�Ü�î�?�}�M�m�Z�b�²�ó�†�P7V�M�•���œ�c�
 [ �Ç�•�Ý�±�b�¡�Ü�”
>&Clear Filter>' ] �†�¡�Ü�µ�¡�K�r�M���q�6�b/œ�†7V�C�M�m�Z�b/œ�@�P7V�I�€�

�q�6�b/œ�c�¹�Ç�›�Ý�º�Í�_�Ü��µ�º�I�€�r�M��

3. �è(ô�¡�š�Ü�î�†�8�B�K)
�ƒ�W�S�}�
 [ �è(ô>&Find>' ] �†�¡�Ü�µ�¡�K�r�M���M�m�Z
�b�²�ó�_�M+´�M�•�¥�å�±�¡�º  �Ü�«�º�b�Ü�«�º�@/²&g�I�€�r�M��

�¥�å�±�¡�º  �Ü�«�º�b�P7V

�¥�å�±�¡�º  �Ü�«�º�†�P7V�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. [Cisco Unified Presence 0¿��>&Cisco Unified Presence Settings>' ] > [ �¥�å�±
�¡�º  �Ü�«�º>& Contact Lists>' ] �†4E�¥�K�r�M�� [ �¥�å�±�¡�º  �Ü�«�º>& Contact 
Lists>' ] �Ì�î�ª�@/²&g�I�€�r�M>& �W 111>&P.215>'>'��

2. �²0[�_�Â�L�Z�
�P7V�M�•�¥�å�±�¡�º  �Ü�«�º�†�è(ô�K�r�M���G�b1��Â�_�X�8�Z�c�

���¥�å�±�¡�º  �Ü�«�º�b�è(ô�� >&P.216>' �†�g!·�K�Z�C�T�I�8��

3. �P7V�M�•�¥�å�±�¡�º  �Ü�«�º�_0ñ�\�M�•�³�™�µ�¡�Î�µ�¡�«�†�œ�å�_�K�
 [ 4E�¥8o% 
�b�P7V>&Delete Selected>' ] �†�¡�Ü�µ�¡�K�r�M��4E�¥�I�€�S�¥�å�±�¡�º  �Ü�«�º
�c�
4�)!›�b�Ü�«�º�_/²&g�I�€�^�C�^�~�r�M���K�?�K�
 [ �–�Ñ>&Save>' ] �†�¡
�Ü�µ�¡�M�•�r�[�
��7•�_�P7V�I�€�r�O�‡��

�¥�å�±�¡�º  �Ü�«�º�b)…7Ÿ

�¥�å�±�¡�º  �Ü�«�º�†)…7Ÿ�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. [Cisco Unified Presence 0¿��>&Cisco Unified Presence Settings>' ] > [ �¥�å�±
�¡�º  �Ü�«�º>& Contact Lists>' ] �†4E�¥�K�r�M�� [ �¥�å�±�¡�º  �Ü�«�º>& Contact 
Lists>' ] �Ì�î�ª�@/²&g�I�€�r�M>& �W 111>&P.215>'>'��

2. �²0[�_�Â�L�Z�
)…7Ÿ�M�•�¥�å�±�¡�º  �Ü�«�º�†�è(ô�K�r�M���G�b1��Â�_�X�8�Z�c�

���¥�å�±�¡�º  �Ü�«�º�b�è(ô�� >&P.216>' �†�g!·�K�Z�C�T�I�8��
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Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
3. �¥�å�±�¡�º  �Ü�«�º�b�¡�S�†�¡�Ü�µ�¡�K�Z�
4E�¥�K�r�M���Q�b"I���b�¥�å�±�¡�º  
�Ü�«�º�b�Ì�î�ª�@/²&g�I�€�r�M>& �W 113>'��

4. �¥�å�±�¡�º  �Ü�«�º�?�}  1 �X�è�V�b  SME �†�P7V�M�•�_�c�
 [ �µ�r�€�r�M
>&Included>' ] �4�b0ñ�\�M�•�³�™�µ�¡�Î�µ�¡�«�†�œ�Ç�_�K�r�M��

5. �¥�å�±�¡�º  �Ü�«�º�b1��Â�†�š�f�M�•�_�c�
 [ 1��Â>&Description>' ] �Ç�•�î�Ý�»�_
�‚�K�81��Â�†°�Š�K�r�M��

6. �š�f�@)
�ƒ�W�S�}�
 [ �–�Ñ>&Save>' ] �†�¡�Ü�µ�¡�K�
 [ �¥�å�±�¡�º  �Ü�«�º�_�`�•
>&Return to Contact list>' ] �†�¡�Ü�µ�¡�K�r�M��

�W 113. "I���b�¥�å�±�¡�º  �Ü�«�º
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�¥�å�±�¡�º  �Ü�«�º�b0¿��
SME �b�¥�å�±�¡�º  �Ü�«�º�l�b3ã�•

�Ø�î�¨�@���b�ö =�b  1 �X�† 6�S�K�Z�8�€�d�
 Desktop Presence Administrator �b�¥�å
�±�¡�º  �Ü�«�º�_�Ø�î�¨�†  SME �\�K�Z3ã�•�[�A�r�M��

� �Ø�î�¨�@  Unified Presence LDAP �§�î�Â�_�|�W�Z'ö#.�I�€�Z�8�•��

� �Ø�î�¨�@�¥4Š4�)!›�\�K�Z�m�·�[  Desktop Presence Administrator �_3ã�•�I�€
�S��

Desktop Presence Administrator �c�
 Unified Presence LDAP �§�î�Â�?�}�Ø�î�¨�†�v�“
�K�r�M�� LDAP �§�î�Â�@�¨�X�b�Ø�î�¨�†'ö#.�[�A�•�S�u�
 Desktop Presence 
Administrator �_�c�v�“�I�€�S�Ø�î�¨�@�M�m�Z/²&g�I�€�^�8���œ�@�6�~�r�M���¥�å�±�¡�º  
�Ü�«�º�_  SME �\�K�Z3ã�•�M�•"I���b�Ø�î�¨�†�è(ô�M�•�²0[�@�6�~�r�M��/²&g�•+��^�Ø�î
�¨�X�|�~�¨�C�b�Ø�î�¨�@�v�“�I�€�S���œ�
 Desktop Presence Administrator �[�c�q�6�b  
500 �b�Ø�î�¨�T�E�@/²&g�I�€�r�M��

>&�@>'Unified Presence LDAP �§�î�Â�['ö#.�I�€�Z�8�^�8�¥4Š#”�C�b
�Ø�î�¨�_�”�¡��«�I�O�•���œ�
�Q�€�}�†�¥4Š4�)!›�\�K�Z�m�·�[3ã�•�[
�A�r�M���G�b1��Â�_�X�8�Z�c�
 ���¥4Š4�)!›�b3ã�•�� >&P.224>' �†�g!·�K
�Z�C�T�I�8��

SME �†�¥�å�±�¡�º  �Ü�«�º�_3ã�•�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. [Cisco Unified Presence 0¿��>&Cisco Unified Presence Settings>' ] > [ �¥�å�±
�¡�º  �Ü�«�º>& Contact Lists>' ] �†4E�¥�K�r�M�� [ �¥�å�±�¡�º  �Ü�«�º>& Contact 
Lists>' ] �Ì�î�ª�@/²&g�I�€�r�M>& �W 111>&P.215>'>'��

2. �¥�å�±�¡�º  �Ü�«�º�b�¡�S�†�¡�Ü�µ�¡�K�Z�
4E�¥�K�r�M���Q�b"I���b�¥�å�±�¡�º  
�Ü�«�º�b�Ì�î�ª�@/²&g�I�€�r�M��4E�¥�K�S�¥�å�±�¡�º  �Ü�«�º�_  SME �@°�W�Z�8
�^�8���œ�
 [ �S6Û���Ü�«�º>& Subject Matter Expert List>' ] �@'5�_�^�~�r�M

>&�W 114>'��

>&�@>'�è(ô�²�ó�b�6�‡0¿���c�
 [ �µ�r�€�r�M>& Included>' ] = True �[�M��

�W 114. SME �†�µ�t"I���b�¥�å�±�¡�º  �Ü�«�º
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Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
3. �è(ô�µ+��†�Q#Ý�K�Z�
�¥�å�±�¡�º  �Ü�«�º�_3ã�•�M�•  1 �Ç�è�V�b�Ø�î�¨�†�è(ô�K
�r�M���Ø�î�¨�b�è(ô�m8p�_�X�8�Z�c�
 ���Ø�î�¨�b�è(ô�� >&P.221>' �†�g!·�K�Z�C�T
�I�8�� �W 115 �_�
�#�@�e�Ð�� s���[���r�~�
�e�Ð�� c���†�µ�t�Ø�î�¨�†&g�K�r
�M��

4. �¥�å�±�¡�º  �Ü�«�º�_3ã�•�M�•�Ø�î�¨�†4E�¥�K�r�M��

� /²&g�I�€�Z�8�•�M�m�Z�b�Ø�î�¨�†3ã�•�M�•�_�c�
 [ �M�m�Z4E�¥>&Select All>'] 
�†�¡�Ü�µ�¡�K�r�M��

� �Ø�î�¨�†�¶�9�_3ã�•�M�•�_�c�
 [ �µ�r�€�r�M>& Included>' ] �4�b0ñ�\�M�•
�³�™�µ�¡�Î�µ�¡�«�†�œ�å�_�K�r�M��

5. �Ú�b�Ø�î�¨�†�è(ô�K�Z3ã�•�M�•���œ�c�
�«�¸�µ�É  3 >|  4 �†)Þ�~3É�K�r�M��

6. �Ø�î�¨�b3ã�•�@)
�¢�K�S�}�
 [ �–�Ñ>&Save>' ] �†�¡�Ü�µ�¡�K�
 [ �¥�å�±�¡�º  �Ü�«
�º�_�`�•>& Return to Contact List>' ] �†�¡�Ü�µ�¡�K�r�M��

�W 115. �è(ô)��Ý
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�¥�å�±�¡�º  �Ü�«�º�b0¿��
�Ø�î�¨�b�è(ô

>&�@>'�è(ô�[�c�
�±�e�Ð�\�`�e�Ð�c�
�9�I�€�r�O�‡���S�\�<�d�
�è(ô
�Ç�•�î�Ý�»�_�`�e�Ð�b�� s���†°�Š�M�•�\�
�`�e�Ð�b�� s���\�±�e�Ð�b
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5. �²0[�^���œ�
���b�8�N�€�?�b�ï�8�†/œ�8�r�M��
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 [—] �†�¡�Ü�µ�¡�K�r�M���M
$��W�b/œ�@�P7V�I�€�r�M�� [—] �†�¡�Ü�µ�¡�K�
�è(ô�¡�š�Ü�î�_�²�ó�@  1 �X�K
�?�^�8���œ�
�š�f�c/œ�ƒ�€�r�O�‡��
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���b�8���†��/œ�K�r�M��

� ���¥4Š4�)!›�b3ã�•�� >&P.224>'
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�¥4Š4�)!›�b3ã�•
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1. [Cisco Unified Presence 0¿��>&Cisco Unified Presence Settings>' ] > [ �¥4Š4�
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�W 120. [ �‚0d3ã�•>& Add New>' ] �Ì�î�ª

�Ç�•�î�Ý�» 1��Â

�#>&Last 
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�¡>& First 
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�G�€�c�œ�É�©�Ù�å�[�M���q�±  128 �e�Ð�[0°°�K�r�M��°�Š�[
�A�•�e�Ð�_�D7H�c�6�~�r�O�‡��
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>&Phone 
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�¥4Š4�)!›�Ø�î�¨�†�è(ô�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. [Cisco Unified Presence 0¿��>&Cisco Unified Presence Settings>' ] > [ �¥4Š4�
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�>�|�g�¸�Ÿ�«
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�8�B�K�S�¥�å�±�¡�º  
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���b�8���†��/œ�K�r
�M��
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� ���¥�å�±�¡�º  �Ü�«�º�b�á�î�¡�Ç�ß�î  �¢�Ý�î�É�l�b3ã�•�� >&P.231>'

� ���œ�Ç�Û�–�å/²&g�M�•�š�î�ª�™�å�º�b4E�¥�� >&P.232>'
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1. [Cisco Unified Presence 0¿��>&Cisco Unified Presence Settings>' ] > [ �á�î�¡
�Ç�ß�î  �¢�Ý�î�É>& Workflow Groups>' ] �†4E�¥�K�r�M�� [ �á�î�¡�Ç�ß�î  �¢�Ý�î�É

>&Workflow Groups>' ] �Ì�î�ª�@/²&g�I�€�r�M>& �W 123>'��
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�è(ô�¡�š�Ü�î�†�8�B�K�r�M��

� �á�î�¡�Ç�ß�î  �¢�Ý�î�É�†�¡�S�[�è(ô�M�•�_�c�
�Ç�•�î�Ý�»  �»�ß�µ�É�²�˜�å  
�Ü�«�º�?�}  [ �á�î�¡�Ç�ß�î  �¢�Ý�î�É>& Workflow Group>' ]�
 [ �²�ó

>&criterion>' ] �»�ß�µ�É�²�˜�å  �Ü�«�º�?�}�õ�–�b8o% �†4E�¥�K�
�¸�Ÿ�«
�º �Ç�•�î�Ý�»�_  1 �e�Ð�è�V°�Š�K�r�M��

� �š�î�ª�™�å�º�@�œ�Ç�Û�–�å�[/²&g�I�€�•�á�î�¡�Ç�ß�î  �¢�Ý�î�É�†�è(ô�M�•
�_�c�
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�ª�™�å�º>& Agents appear offline>' ] �>�|�g  [ �²�ó>& criterion>' ] �»�ß�µ�É
�²�˜�å  �Ü�«�º�?�}  [True] �†4E�¥�K�r�M��

� �è(ô�¡�š�Ü�î�_�9�b�²�ó�†3ã�•�M�•���œ�c�
 [+] �†�¡�Ü�µ�¡�K�r�M���Ç�•�î
�Ý�»  �»�ß�µ�É�²�˜�å  �Ü�«�º�
0°3Ù�Ê�»�ß�µ�É�²�˜�å  �Ü�«�º�
�>�|�g�¸�Ÿ�«
�º  �Ç�•�î�Ý�»�@°�W�S�‚�K�8/œ�@/²&g�I�€�r�M���V0°�b�|�:�_�‚�K�8�²�ó
�†��*O�K�r�M��

� �è(ô�¡�š�Ü�î�?�}�q�‹�b�²�ó�†�P7V�M�•���œ�c�
 [—] �†�¡�Ü�µ�¡�K�r�M���M
$��W�b/œ�@�P7V�I�€�r�M�� [—] �†�¡�Ü�µ�¡�K�
�è(ô�¡�š�Ü�î�_�²�ó�@  1 �X�K
�?�^�8���œ�
�š�f�c/œ�ƒ�€�r�O�‡��

� �è(ô�¡�š�Ü�î�?�}�M�m�Z�b�²�ó�†�P7V�M�•���œ�c�
 [ �Ç�•�Ý�±�b�¡�Ü�”
>&Clear Filter>' ] �†�¡�Ü�µ�¡�K�r�M���q�6�b/œ�†7V�C�M�m�Z�b/œ�@�P7V�I�€�

�q�6�b/œ�c�¹�Ç�›�Ý�º�Í�_�Ü��µ�º�I�€�r�M��

3. �è(ô�¡�š�Ü�î�†�8�B�K)
�ƒ�W�S�}�
 [ �è(ô>&Find>' ] �†�¡�Ü�µ�¡�K�r�M���M�m�Z
�b�²�ó�_�M+´�M�•�á�î�¡�Ç�ß�î  �¢�Ý�î�É�b�Ü�«�º�@/²&g�I�€�r�M��

�W 123. [ �á�î�¡�Ç�ß�î  �¢�Ý�î�É>& Workflow Groups>' ] �Ì�î�ª
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�¥�å�±�¡�º  �Ü�«�º�†�á�î�¡�Ç�ß�î  �¢�Ý�î�É�l3ã�•�M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. [Cisco Unified Presence 0¿��>&Cisco Unified Presence Settings>' ] > [ �á�î�¡
�Ç�ß�î  �¢�Ý�î�É>& Workflow Groups>' ] �†4E�¥�K�r�M�� [ �á�î�¡�Ç�ß�î  �¢�Ý�î�É

>&Workflow Groups>' ] �Ì�î�ª�@/²&g�I�€�r�M>& �W 123>&P.230>'>'��

2. �²0[�_�Â�L�Z�
�¥�å�±�¡�º  �Ü�«�º�†3ã�•�M�•�á�î�¡�Ç�ß�î  �¢�Ý�î�É�†�è(ô�K�r
�M���G�b1��Â�_�X�8�Z�c�
 ���á�î�¡�Ç�ß�î  �¢�Ý�î�É�b�è(ô�� >&P.229>' �†�g!·�K�Z
�C�T�I�8��

3. �¢�Ý�î�É�b�¡�S�†�¡�Ü�µ�¡�K�Z�
�á�î�¡�Ç�ß�î  �¢�Ý�î�É�†4E�¥�K�r�M��4E�¥�I
�€�S�á�î�¡�Ç�ß�î  �¢�Ý�î�É�b�Ì�î�ª�@/²&g�I�€�r�M>& �W 124>'��

4. �²0[�_�Â�L�Z�
4E�¥�I�€�S�á�î�¡�Ç�ß�î  �¢�Ý�î�É�_3ã�•�M�•�¥�å�±�¡�º  �Ü�«�º
�†�è(ô�K�r�M���G�b1��Â�_�X�8�Z�c�
 ���¥�å�±�¡�º  �Ü�«�º�b�è(ô�� >&P.216>' �†�g
!·�K�Z�C�T�I�8��

�W 124. "I���b�á�î�¡�Ç�ß�î  �¢�Ý�î�É�b�Ì�î�ª
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5. [ �µ�r�€�r�M>& Included>' ] �4�b0ñ�\�M�•�³�™�µ�¡�Î�µ�¡�«�†4E�¥�K�Z�
�¥�å�±
�¡�º  �Ü�«�º�†  1 �X�è�V3ã�•�K�r�M>& �W 125>'���M�m�Z�b�¥�å�±�¡�º  �Ü�«�º�†4E
�¥�M�•�_�c�
 [ �M�m�Z4E�¥>&Select All>' ] �†�¡�Ü�µ�¡�K�r�M��

6. �¥�å�±�¡�º  �Ü�«�º�†�è(ô�K�
4E�¥�I�€�S�á�î�¡�Ç�ß�î  �¢�Ý�î�É�_3ã�•�M�•�_
�c�
�«�¸�µ�É 4 �\�«�¸�µ�É 5 �†)Þ�~3É�K�r�M��

7. �¥�å�±�¡�º  �Ü�«�º�b3ã�•�@)
�¢�K�S�}�
 [ �–�Ñ>&Save>' ] �†�¡�Ü�µ�¡�K�
 [ �á�î
�¡�Ç�ß�î  �¢�Ý�î�É  �Ü�«�º�_�`�•>& Return to Workflow Group List>' ] �†�¡�Ü�µ
�¡�K�r�M��

�œ�Ç�Û�–�å/²&g�M�•�š�î�ª�™�å�º�b4E�¥

[ 4�)!›4E�¥>& Contact Selection>' ] �˜�•�å�»�˜�[�
�á�î�¡�Ç�ß�î  �¢�Ý�î�ÉÆ�b�š�î
�ª�™�å�º�†  SME �_�œ�Ç�Û�–�å�b�|�:�_/²&g�M�•�|�:0¿���[�A�r�M��

�œ�Ç�Û�–�å/²&g�M�•�á�î�¡�Ç�ß�î  �¢�Ý�î�ÉÆ�b�š�î�ª�™�å�º�†4E�¥�M�•�_�c�
���b�m8p�†��
/œ�K�r�M��

1. [Cisco Unified Presence 0¿��>&Cisco Unified Presence Settings>' ] > [ �á�î�¡
�Ç�ß�î  �¢�Ý�î�É>& Workflow Groups>' ] �†4E�¥�K�r�M�� [ �á�î�¡�Ç�ß�î  �¢�Ý�î�É

>&Workflow Groups>' ] �Ì�î�ª�@/²&g�I�€�r�M>& �W 123>&P.230>'>'��

2. [ 4�)!›4E�¥>& Contact Selection>' ] �˜�•�å�»�˜�[�œ�Ç�Û�–�å/²&g�M�•�š�î�ª�™
�å�º�@�µ�r�€�S�á�î�¡�Ç�ß�î  �¢�Ý�î�É�_0ñ�\�M�•  [ �œ�Ç�Û�–�å/²&g�I�€�•�š�î
�ª�™�å�º>& Agents appear offline>' ] �³�™�µ�¡�Î�µ�¡�«�†�œ�å�_�K�r�M��

3. �ö�¢�K�S�}�
 [ �–�Ñ>&Save>' ] �†�¡�Ü�µ�¡�K�r�M��

�W 125. "I���b�á�î�¡�Ç�ß�î  �¢�Ý�î�É�b�Ì�î�ª  — 0�X�b�¥�å�±�¡�º  �Ü�«�º�†4E�¥
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�G'Å �¹�•�Þ�¡�º�Ü  �§�î�Å�«>& LDAP>'�¹�î�±�Ë�î�«�b  SpanlinkCommunications > 
Company > [LCC name] > PhoneBook �_�–�Ñ�I�€�r�M��

2A�e Õ6×�©�«�¸�Ò�b�”�¡�¸�•�È  �¹�•�Þ�¡�º�Ü  �§�î�Å�«�\�«�±�å�Â�–  �¹�•�Þ�¡�º�Ü  �§�î
�Å�«�\�b6ë�_�>�E�•7Á0ð�’�b� �‡�c�]�b�|�:�^�‰�2�[/œ�ƒ�€�•�b�[�K�{�:�?��

�G'Å �”�¡�¸�•�È  �¹�•�Þ�¡�º�Ü  �§�î�Å�«�_�¹�î�±�@°�Š�I�€�•�\�
�6�Ù�_�Q�b�¹�î�±�@�«
�±�å�Â�–  �©�«�¸�Ò�V�[00��I�€�r�M���G�€�_�|�~7Á0ð�’�c�–�_� �‡�I�€�S"g�Â�@)T
�â�I�€�r�M��

2A�e �¢�ß�î�Â�Ý7Á0ð�’�_6õ�M�•�º�Û�È�Ý�©�×�î�¸�•�å�¢�†/œ�:�S�u�_�c�
�8�N�€�b�ß�¢
�†�p7Ÿ�M�m�A�[�K�{�:�?��

�G'Å 7Á0ð�’�_6õ�M�•�º�Û�È�Ý�©�×�î�¸�•�å�¢�_�c�
 Cisco Agent Desktop �>�|�g  Cisco 
Desktop Administrator �b�ß�¢>& agent.log �>�|�g  administrator.log>'�\  DEBUG 
�Þ�Ë�Ý�_0¿���I�€�S�¹�Â�µ�¢  �º�Þ�î�«>& agent.dbg �>�|�g  administrator.dbg>'�@
�Q#Ý�I�€�r�M��

2A�e �¢�ß�î�Â�Ý7Á0ð�’�b0¿���c�]�b�|�:�_/œ�ƒ�€�•�b�[�K�{�:�?��

�G'Å �¢�ß�î�Â�Ý7Á0ð�’�b�8�B�>�|�g�¹�î�±�b°�Š�c�
'ö#.*…�@  Cisco Desktop 
Administrator �†�Q#Ý�K�Z/œ�8�r�M���š�î�ª�™�å�º�@�¢�ß�î�Â�Ý7Á0ð�’�†)…7Ÿ�M�•�G
�\�c�[�A�r�O�‡���š�î�ª�™�å�º�@  Cisco Agent Desktop �?�})…7Ÿ�[�A�•�b�c�
+¬�(
+¬3��b�‘���(7Á0ð�’�b�s�[�M��

'ö#.*…�c�
�M�m�Z�b7Á0ð�’�b�w�  / !“� �†�)�~�p�<�•�G�\�@�[�A�•�o�?�
�‘���(7Á
0ð�’�b�s�†�P1ß�\�K�Z�w�  / !“� �†�)�~�p�<�•�G�\�v�[�A�r�M��7Á0ð�’�b'ö#.�‰�2
�_�X�8�Z�c�
 ��7Á0ð�’�� >&P.87>' �†�g!·�K�Z�C�T�I�8��

2A�e 7Á0ð�’�c�¹�•�Þ�¡�º�Ü  �§�î�Å�«  �¹�î�±�Ë�î�«�?�}��/œ�I�€�•�b�[�K�{�:�?��

�G'Å �§�Â�î�ª�Ù�å�b  CAD �[�c�
�š�î�ª�™�å�º�@�²�–�Ö�Ý  �Ã�µ�»�†2s�·�M�•�S�g�_�
�¹�•
�Þ�¡�º�Ü  �§�î�Å�«�?�}7Á0ð�’�@�ß�î�»�I�€�Z�8�r�K�S��#'/œ�Â�î�ª�Ù�å�b  CAD �[
�c�
�8�W�S�‡�ß�î�»�I�€�S7Á0ð�’�c�
4����†4J�E�•�S�u�Ó�Ô�Ü�_�A(á�I�€�r�M��
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2A�e �¢�ß�î�Â�Ý7Á0ð�’�†&kÆ�¹�•�Þ�¡�º�Ü�?�}�Q#Ý�[�A�•�|�:�_  Cisco Unified 
Communications Manager/Unified CallManager LDAP �Ø�î�¨  �Ü�«�º�_�Ü�å�¡�M
�•�G�\�c�[�A�•�[�K�{�:�?��

�G'Å �[�A�r�O�‡��

2A�e �š�î�ª�™�å�º�c�
 ACD �è�¥�bÆ)z�†�Q#Ý�K�Z�8�•���œ�[�v7Á0ð�’�†�Q#Ý�[�A�•�b�[
�K�{�:�?��

�G'Å �[�A�r�O�‡��

2A�e 7Á0ð�’�_$Ï6��[�A�•�š�å�º�Ü�X�_�V7H�c�6�•�b�[�K�{�:�?��

�G'Å �6�~�r�O�‡��7Á0ð�’�b�§�–�¬�c�š�î�ª�™�å�º�b�¹�«�¡�º�µ�É�b�Q#Ý�•+��^�Ó�Ô�Ü�_
�|�W�Z�b�s�D7H�I�€�r�M��7Á0ð�’�c�q�±  3,000 �ó�b�š�å�º�Ü�†�Q#Ý�K�Z�¸�«�º�I�€
�Z�8�r�M��

2A�e �6�•"I���³�î�Ò�b�Ó�å�Â�î�b�s�@7�0t�[�A�•�|�:�_�¢�ß�î�Â�Ý7Á0ð�’�†�ß�µ�¡  �²�˜
�å�M�•�G�\�c�[�A�•�[�K�{�:�?��

�[�A�r�O�‡���¢�ß�î�Â�Ý7Á0ð�’�c�
�M�m�Z�b�š�î�ª�™�å�º�@�Q#Ý�[�A�•�?�
�8�N�€
�b�š�î�ª�™�å�º�v�Q#Ý�[�A�^�8�?�b�]�U�}�?�[�M���S�T�K�á�î�¡�Ç�ß�î  �¢�Ý�î�É7Á
0ð�’�[�6�€�d�
"I���b�á�î�¡�Ç�ß�î  �¢�Ý�î�É�_�m�~�\�Z�}�€�S�š�î�ª�™�å�º�_7H�W
�Z�Q#Ý�M�•�G�\�@�[�A�r�M���6�•�á�î�¡�Ç�ß�î  �¢�Ý�î�É�S#Ý�b7Á0ð�’�@�Ñ�~�M�•��
�œ�
�Q�b�á�î�¡�Ç�ß�î  �¢�Ý�î�É�_�m�~�\�Z�}�€�Z�8�•�³�î�Ò�†7V�8�Z�c�
�8�N�€�b
�³�î�Ò�v�Q�b7Á0ð�’�†7�0t�M�•�G�\�c�[�A�r�O�‡���›'��±�–�É�b7Á0ð�’�_6õ�M�•0ò
(ý�_�X�8�Z�c�
 ��7Á0ð�’�� >&P.87>' �†�g!·�K�Z�C�T�I�8��
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Cisco Desktop Monitoring 
Console
�+0[

Cisco Desktop Monitoring Console �c�
 CAD �§�î�Å�«�>�|�g�¹�•�Þ�¡�º�Ü  �§�î�Å�«
>&LDAP>'�b�«�¸�î�±�«�†�Ô�½�±�M�•�S�u�b  Java �”�É�Ü�£�î�©�Ù�å�[�M��

Monitoring Console �†�Q#Ý�M�•�S�u�_�c�
 Tomcat �†��/œ�M�•�²0[�@�6�~�r�M�� Tomcat 
�c�
 CAD �Ë�î�«  �§�î�Å�«�\¹�_+¬�·�[�–�å�«�º�î�Ý�I�€�r�M��

>&�@>'Monitoring Console �c�
 CAD �Ë�î�«  �§�î�Å�«�†�–�å�«�º�î�Ý�M
�€�d�
+¬�·$×�_�–�å�«�º�î�Ý�I�€�r�M���S�T�K�
�M4Š�b��µ�º�”�µ�É�>
�|�g0¿���c�m�·�[/œ�:�²0[�@�6�~�r�M��0ò(ý�_�X�8�Z�c�
 �� Cisco CAD 
Installation Guide���†�g!·�K�Z�C�T�I�8��

Monitoring Console �”�É�Ü�£�î�©�Ù�å�c�
 CAD �Ë�î�«  �§�î�Å�«�@�–�å�«�º�î�Ý�I�€�S
�¥�å�Æ�×�î�±�V�_4Ä*(�I�€�r�M���G�b�”�É�Ü�£�î�©�Ù�å�l�b�Á�–�Ã�î�Ü�å�¡�_�Q#Ý�M�•  
URL �c���b�\�>�~�[�M���S�T�K�
 <CAD server>  �c�
 CAD �Ë�î�«  �§�î�Å�«�@�–�å�«�º�î
�Ý�I�€�S�§�î�Â�b  IP �”�»�Þ�«�[�M��

http://<CAD server>:8088/smc/monitor.jsp
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Monitoring Console �b�Q#Ý�‰�2

Monitoring Console �_�c  2 �X�b�Ì�–�å�@�6�~�r�M���e��b�Ì�–�å�_�c�
 CAD �§�î�Â�\
�Q�€�}�b�§�î�Â�V�_4Ä*(�I�€�Z�8�•  CAD �§�î�Å�«�b�Ü�«�º�@/²&g�I�€�r�M���‘��b�Ì�–
�å�_�c�
�§�î�Å�«  �«�¸�î�±�«�b�+0[�r�S�c0ò(ý�@/²&g�I�€�r�M��

�e��b�Ì�–�å�?�}�8�N�€�?�b�§�î�Â�b  IP �”�»�Þ�«�†4E�¥�M�•�\�
�+0[�@/²&g�I�€�r�M
>&�W 126 �†�g!·>' ��"I���b�§�î�Å�«�†4E�¥�M�•�\�
0ò(ý�@/²&g�I�€�r�M��

�W 126. Cisco Desktop Monitoring Console �b�+0[/²&g>&�V>'�\0ò(ý/²&g>&�W>'
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�r�S�e��b�Ì�–�å�[�c�
�›�§�î�Å�«�b�“�_�Q�b�«�¸�î�±�«�†/²�M,�Ü�A�b�”�–�¥�å�@/²
&g�I�€�r�M���§�î�Å�«�@��/œ�p�b���œ�c�
)s,�b�x�3�@/²&g�I�€�r�M���§�î�Å�«�@�²�˜
�å�M�•�\�
$Ñ,�b  X �@�Ü�8�S2e,�b�x�3�@/²&g�I�€�r�M��

�§�î�Â�@�²�˜�å�M�•�\�
$Ñ,�b  X �@�Ü�8�S!J,�b�¥�å�Æ�×�î�±  �”�–�¥�å�@/²&g�I�€�r
�M��

>&�@>'#'/œ�Â�î�ª�Ù�å�[�c�
�+0[/²&g�\0ò(ý/²&g�\�[�c�
�_���b/²&g�‰
�2�@$��^�~�r�M���W�¶�b�Â�î�ª�Ù�å�[�c�
0ò(ý/²&g�_�§�î�Å�«�_6õ�M�•
0ò(ý�_���@�I�}�_3ã�•�I�€�•�£���[�M��

�e��b�Ì�–�å�b�§�î�Â  �Ü�«�º�^�]�
/²&g�I�€�Z�8�•�_���c  15 �(6ë7x�[�Ü�Ç�Þ�µ�©�×�I
�€�r�M���S�T�K�
 [ �§�î�Â  �Ü�«�º�b�Ü�Ç�Þ�µ�©�×>& Refresh Server List>' ] �Î�±�å�†�¡
�Ü�µ�¡�M�€�d�
�8�X�[�v�m�·�[�Ü�Ç�Þ�µ�©�×�M�•�G�\�@�[�A�r�M��
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�³�×�î�º�Ü�”�Ý
�+0[

�G�b'v�[�c�
�M+á$×�^�±�«�¡�b��/œ�‰�2�†&g�K�r�M���±�«�¡�c�³�×�î�º�Ü�”�Ý�\�K�Z�f
&g�I�€�
�›�±�«�¡�_�c8p�†3ã�W�S1��Â�\�Ÿ�î�«�º�ß�î�¡  �Ð�¡�ß�b�[�@�µ�r�€�r�M��

�³�×�î�º�Ü�”�Ý�c�
 Rock Coast Products �\�8�:�ë'5�b�&k�†�•���K�Z�8�r�M���³�×�î
�º�Ü�”�Ý�c���b8o% �[�S�B�I�€�r�M��

� �� ANI �Ë�î�«�b#ì8��Ï�µ�É�”�µ�É�b0¿���� >&P.240>' 

� ���±�î�Ñ�¼�Ý  �š�Ñ�×�Þ�î�±  �Ã�µ�£�î�ª�b�Q#Ý�� >&P.244>'

� ���æ���K�S$��•�_3?3æ�M�•�S�u�b�±�«�¡  �Î�±�å�b0¿���� >&P.249>'

� ���‹��#.�b�±�«�¡  �Î�±�å�b0¿���� >&P.250>'

� ���¥4Š�”�É�Ü�£�î�©�Ù�å2s�·�”�¡�©�Ù�å�b0¿���� >&P.259>'

� ���á�–�Ý�»  �•�î�»  �¹�î�±�²�ó�b�Q#Ý�� >&P.261>'

>&�@>'�G�€�}�b�³�×�î�º�Ü�”�Ý�[�Q#Ý�I�€�•�Ð�¡�ß�c�
�Q#Ý�M�•  PC �>
�|�g�”�¡��«�M�•�§�î�»�Ã�î�¸�•0��b�¯�Ç�º�˜�™�”�_�Â�L�Z�¤1*�Z�M�•
�²0[�@�6�•���œ�@�6�~�r�M��
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ANI �Ë�î�«�b#ì8��Ï�µ�É�”�µ�É�b0¿��

�S�f

Rock Coast Products �c�
�•�«�±�Ð�î  �¥�å�±�¡�º�_���†�µ�t#ì8��Ï�µ�É�”�µ�É�b�ö&O�\
�K�Z  ANI �†�Q#Ý�K�r�M��

�m8p

Microsoft Outlook 2000 �b�¥�å�±�¡�º  �Ü�«�º�b  ANI �†�è(ô�M�•�S�u�b�Ð�¡�ß�†0¿���K
�r�M��

>&�@>'�G�b�[�[�c�
 Microsoft Outlook 2000 SR-1(9.0.0.3821) �†�Q#Ý
�K�r�M���Â�î�ª�Ù�å�@$��^�W�Z�8�•�\�
�Ÿ�î�«�º�ß�î�¡�@$��^�•���œ�@
�6�~�r�M��

1. Microsoft Outlook �†2s�·�K�r�M��

2. Desktop Administrator �b�¼�Å�¤�î�©�Ù�å  �Ì�–�å�[�
 [ �á�î�¡�Ç�ß�î0¿��
>&Work Flow Configuration>' ] > [ �á�î�¡�Ç�ß�î  �¢�Ý�î�É>& Work Flow Groups>'
] �†4E�¥�K�r�M��

3. �á�î�¡�Ç�ß�î  �¢�Ý�î�É�†4E�¥�K�
 CAD Agent �r�S�c  CAD-BE Agent �b�8�N�€�?
�†4E�¥�K�r�M��

4. [ 8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î>& Voice Contact Work Flows>' ]>&�W 62
>&P.133>'>'�†4E�¥�K�r�M��

5. �‚�K�8�á�î�¡�Ç�ß�î�†�8�B�K�
�M�m�Z�b%T�™�¥�î�Ý�_�P�K�Z�w� �_�K�r�M��

6. [ �–�Ë�å�º>& Events>' ] �Ü�«�º�?�}  [ �ç�g���K�p>& Ringing>' ] �†4E�¥�K�
 [ �Ý�î�Ý
>&Rules>' ] �Ü�«�º�b�W�_�6�•  [ �‚0d>&New>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �‚�K�8�á�î�¡
�Ç�ß�î�b�Ý�î�Ý>& New Work Flow Rule>' ] �²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M��

7. �Ý�î�Ý�b�¡�S>& CustContact �^�]>'�†°�Š�K�Z�
 [OK] �†�¡�Ü�µ�¡�K�r�M�� [
�Ý�î�Ý>& Rules>' ] �Ü�«�º�_�‚�K�8�Ý�î�Ý�@/²&g�I�€�r�M��

8. �‚�K�8�Ý�î�Ý�†4E�¥�K�
�q�6�b  [ �¹�î�±  �Ç�•�î�Ý�»�b�²�ó>& Data Field 
Conditions>' ] �Ç�•�î�Ý�»�b�“�b  [ )…7Ÿ>&Edit>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �¹�î�±  
�Ç�•�î�Ý�»�b�²�ó>& Data Field Conditions>' ] �²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r
�M>&�W 63>&P.135>'>'��

9. [ �¹�î�±  �Ç�•�î�Ý�»>& Data Field>' ] �»�ß�µ�É�²�˜�å  �Ü�«�º�?�}  [ $Î$��•
>&Calling#>' ] �†4E�¥�K�
 [ '5�[�c�^�8>& Is Not Empty>' ] �¹�î�±  �Ç�•�î�Ý�»  �Ç�•
�Ý�±�†&�1��K�S�}�
 [OK] �†�¡�Ü�µ�¡�K�r�M�� [ �¹�î�±  �Ç�•�î�Ý�»�b�²�ó>& Data 
Field Conditions>' ] �²�–�”�ß�¢�Î�µ�¡�«�@6â�L�r�M��

10. [ �8�N�€�b�²�ó�v  True>&Any Condition is True>' ] �†4E�¥�K�r�M��

11. [ �”�¡�©�Ù�å>& Actions>' ] �Ü�«�º�b�W�b  [ 3ã�•>&Add>' ] �†�¡�Ü�µ�¡�K�Z�
�–�Ë�å
�º�b�‚�K�8�”�¡�©�Ù�å�†�8�B�K�r�M�� [ �”�¡�©�Ù�å�b4E�¥>& Select Action>' ] �²
�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M��

12. [ �Ð�¡�ß�b��/œ>& Run Macro>' ] �±�È�†4E�¥�K�
 [ �‚0d>& New>' ] �†�¡�Ü�µ�¡�K�r
�M�� [ �‚�K�8�Ð�¡�ß>& New Macro>' ] �²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M��
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13. �Ð�¡�ß�b�¡�S>& LookUpPhoneNumber �^�]>'�†°�Š�K�Z�
 [OK] �†�¡�Ü�µ�¡�K
�r�M�� [ �Ð�¡�ß  �š�¹�•�±>& Macro Editor>' ] �²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M��
°�Š�K�S�¡�S�@�±�–�º�Ý  �Â�î�_/²&g�I�€�r�M��

14. [ 0°6�>&Record>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �Ð�¡�ß  �š�¹�•�±>& Macro Editor>' ] �²
�–�”�ß�¢�Î�µ�¡�«�@�q�`�ì�I�€�r�M��

15. �Ð�˜�«�†�Q#Ý�K�Z  Outlook �†�q�±�ì�K�
���b�Ð�¡�ß  �Ÿ�î�«�º�ß�î�¡�†°�Š�K�r
�M���Ÿ�î�«�º�ß�î�¡�c�Ð�¡�ß  �Þ�¥�î�²�_0°6��I�€�r�M��

16. [ �¹�î�±�b��°>& Insert Data>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �¹�î�±  �Ç�•�î�Ý�»�b4E�¥
>&Select a Data Field>' ] �²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M��

17. �Ü�«�º�?�}  CALLING# �¹�î�±  �Ç�•�î�Ý�»�†4E�¥�K�
 [OK] �†�¡�Ü�µ�¡�K�r�M�� [
�Ð�¡�ß�b0°6��@�M�ì�õ�F�K�r�K�S>& Macro Recording Suspended>' ] �²�–�”�ß
�¢�Î�µ�¡�«�@/²&g�I�€�r�M��

18. [ 0°6��bÌ6ä>& Resume Recording>' ] �†�¡�Ü�µ�¡�K�r�M�����b�g�~�b�Ð�¡�ß  
�Ÿ�î�«�º�ß�î�¡�†°�Š�K�r�M��

�Ð�¡�ß  �Ÿ�î�«�º
�ß�î�¡ �”�¡�©�Ù�å

Alt+V [ /²&g>&View>' ] �Ó�½�×�î�†6ä�A�r�M��

G [ &ã�·›>& Go to�P>' ] �†4E�¥�K�r�M��

O [ 4�)!›>& Contacts>' ] �†4E�¥�K�r�M��

Alt+T [ �¶�î�Ý>& Tools>' ] �Ó�½�×�î�_�”�¡��«�K�r�M��

D [ 9×�Ø�^�è(ô>& Advanced Find>' ] �†4E�¥�K�r�M��

Alt+C [ �è(ô�M�•�e�Ð�4>& Search for the word(s)>' ] �Ç�•�î
�Ý�»�_�•�î�¯�Ý�†&ã�·�K�r�M��

F2
>&�Ð�¡�ß  �Í�µ�º  
�Ÿ�î>'

�Ð�¡�ß�b0°6��@�M�ì�õ�F�I�€�
 [ �Ð�¡�ß�b0°6��@�M�ì
�õ�F�K�r�K�S>& Macro Recording Suspended>' ] �²�–
�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M��

�Ð�¡�ß  �Ÿ�î�«�º
�ß�î�¡ �”�¡�©�Ù�å

Alt+I [ �–�å>& In>' ] �Ç�•�î�Ý�»�†4E�¥�K�r�M��

P [ 7Á0ð$��•>&Phone Number>' ] �Ç�•�î�Ý�»�b�s�b�œ�É
�©�Ù�å�_�)�~�p�<�r�M��

Alt+N [ �è(ô6ä��>& Find Now>' ] �Î�±�å�†�¡�Ü�µ�¡�K�r�M��

F2
>&�Ð�¡�ß  �Í�µ�º  
�Ÿ�î>'

�Ð�¡�ß�b0°6��@�M�ì�õ�F�I�€�
 [ �Ð�¡�ß�b0°6��@�M�ì
�õ�F�K�r�K�S>& Macro Recording Suspended>' ] �²�–
�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M��
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19. �G�€�[�Ð�¡�ß�c�ö�¢�[�M���G�€�†�¸�«�º�M�•�_�c�
 [ Ì#Õ>&Playback>' ] �†�¡
�Ü�µ�¡�K�r�M�� [ )…7Ÿ>&Edit>' ] �˜�•�å�»�˜�[�Ð�¡�ß�_�š�f�†�•�<�•�G�\�@�[�A
�r�M��

>&�@>'�Ð�¡�ß�_0�X�b  [ALT] �š�å�º�Ü�@/²&g�I�€�•�G�\�@�6�~�r�M���G�€�}�c!“
6õ�€�^�b�[�P7V�K�Z�v�?�r�8�r�O�‡���Ð�¡�ß�_�g�K�Z�>�8�Z�v�
�š�Û�î�b�N�I�_
�c�^�~�r�O�‡��

20. �Ð�¡�ß�_�e8Ÿ�@�^�8���œ�c�
 [OK] �†�¡�Ü�µ�¡�K�Z�–�Ñ�K�
�”�¡�©�Ù�å�\�K�Z4E
�¥�[�A�•�Q#Ý�•+��^�Ð�¡�ß�b�Ü�«�º�_3ã�•�K�r�M��

21. �‚�K�8�Ð�¡�ß�†4E�¥�K�
 [OK] �†�¡�Ü�µ�¡�K�r�M�� [ 8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç
�ß�î>& Voice Contact Work Flow>' ] �˜�•�å�»�˜�@/²&g�I�€�r�M��4E�¥�K�S�Ý�î
�Ý�\�–�Ë�å�º�b�”�¡�©�Ù�å�b�Ü�«�º�_�Ð�¡�ß�@/²&g�I�€�Z�8�•�G�\�†&�1��K�r
�M��

�Ð�¡�ß  �¸�Ÿ�«�º

���b�¸�Ÿ�«�º�@  [ �Ð�¡�ß  �š�¹�•�±>& Macro Editor>' ] �²�–�”�ß�¢�Î�µ�¡�«�_/²&g�I�€�r
�M��

[APPLICATION:RCTRL_RENWND32=INBOX - MICROSOFT OUTLOOK]
[ALT] V
G
O
[ALT] T
D
[APPLICATION:RCTRL_RENWND32=ADVANCED FIND]
[ALT] C
[DATA FIELD:CALLING#]
[ALT] I
P
[ALT] N

�G�G�[�
 2 $��u�b�Ð�¡�ß�†0°6��K�Z  [ 9×�Ø�^�è(ô>& Advanced Find>' ] �²�–�”�ß�¢�Î�µ�¡
�«�†6â�L�•�²0[�@�6�~�r�M�� Outlook �\  [ 9×�Ø�^�è(ô>& Advanced Find>' ] �²�–�”�ß�¢
�Î�µ�¡�«�c6ä�8�Z�>�8�Z�C�T�I�8��

1. [ 8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î>& Voice Contact Work Flow>' ] �˜�•�å�»�˜�[�
 [
�–�Ë�å�º>& Events>' ] �Ü�«�º�?�}  [ �)�•>& Dropped>' ] �†4E�¥�K�r�M��

2. [ �”�¡�©�Ù�å>& Actions>' ] �Ü�«�º�b�W�[�
 [ �‚0d>&New>' ] �†�¡�Ü�µ�¡�K�Z�‚�K�8
�”�¡�©�Ù�å�†�8�B�K�r�M��

3. [ �”�¡�©�Ù�å�b4E�¥>& Select Action>' ] �²�–�”�ß�¢�Î�µ�¡�«�[�
 [ �Ð�¡�ß�b��/œ
>&Run Macro>' ] �±�È�†4E�¥�K�
 [ �‚0d>&New>' ] �†�¡�Ü�µ�¡�K�r�M��

4. [ �‚�K�8�Ð�¡�ß>& New Macro>' ] �²�–�”�ß�¢�Î�µ�¡�«�[�
�‚�K�8�Ð�¡�ß  �”�¡�©�Ù
�å�¡>& CloseAdvFind �^�]>'�†°�Š�K�Z�
 [OK] �†�¡�Ü�µ�¡�K�r�M��

5. [ �Ð�¡�ß  �š�¹�•�±>& Macro Editor>' ] �²�–�”�ß�¢�Î�µ�¡�«�[�
�«�¸�µ�É  4 �[°�Š
�K�S�Ð�¡�ß�¡�@�±�–�º�Ý  �Â�î�_/²&g�I�€�Z�8�•�G�\�_�@�–�K�Z�C�T�I�8�� [ 0°6�

>&Record>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �Ð�¡�ß  �š�¹�•�±>& Macro Editor>' ] �²�–�”�ß�¢
�Î�µ�¡�«�@�q�`�ì�I�€�r�M��
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6. �Ð�˜�«�†�Q#Ý�K�Z  [ 9×�Ø�^�è(ô>& Advanced Find>' ] �²�–�”�ß�¢�Î�µ�¡�«�†�q�±
�ì�K�
���b�Ð�¡�ß  �Ÿ�î�«�º�ß�î�¡�†°�Š�K�r�M���Ÿ�î�«�º�ß�î�¡�c�Ð�¡�ß  �Þ
�¥�î�²�_0°6��I�€�r�M��

>&�@>'�Ð�¡�ß�b�q�6�_4����†3ã�•�M�•�²0[�@�6�~�r�M���W�b���Ð�¡�ß  �¸
�Ÿ�«�º���†�g!·�K�Z�C�T�I�8��

7. �Ð�¡�ß�b0°6��@)
�¢�K�S�}�
�Ð�¡�ß  �Í�µ�º  �Ÿ�î�†�²�K�Z  [ �Ð�¡�ß�b0°6��@�M�ì
�õ�F�K�r�K�S>& Macro Recording Suspended>' ] �²�–�”�ß�¢�Î�µ�¡�«�†/²&g�K�

[ 0°6��b)
�¢>& End Recording>' ] �†�¡�Ü�µ�¡�K�r�M��

8. �Ð�¡�ß�†�¸�«�º�M�•�_�c�
 [ Ì#Õ>&Playback>' ] �†�¡�Ü�µ�¡�K�r�M��

9. �Ð�¡�ß�_�e8Ÿ�@�^�8���œ�c�
 [OK] �†�¡�Ü�µ�¡�K�Z�–�Ñ�K�
�”�¡�©�Ù�å�\�K�Z4E
�¥�[�A�•�Q#Ý�•+��^�Ð�¡�ß�b�Ü�«�º�_3ã�•�K�r�M��

10. �‚�K�8�Ð�¡�ß�†4E�¥�K�
 [OK] �†�¡�Ü�µ�¡�K�r�M�� [ 8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç
�ß�î>& Voice Contact Work Flow>' ] �˜�•�å�»�˜�@/²&g�I�€�r�M��4E�¥�K�S�Ý�î
�Ý�\�–�Ë�å�º�b�”�¡�©�Ù�å�b�Ü�«�º�_�Ð�¡�ß�@3ã�•�I�€�S�G�\�†&�1��K�r�M��

�Ð�¡�ß  �¸�Ÿ�«�º

���b�¸�Ÿ�«�º�@  [ �Ð�¡�ß  �š�¹�•�±>& Macro Editor>' ] �²�–�”�ß�¢�Î�µ�¡�«�_/²&g�I�€�r
�M��

[DELAY] 1500
[APPLICATION:RCTRL_RENWND32=ADVANCED FIND]
[ALT] F
C

�Ð�¡�ß  �Ÿ�î�«�º
�ß�î�¡ �”�¡�©�Ù�å

Alt+F [ �Ç�“�–�Ý>& File>' ] �Ó�½�×�î�_�”�¡��«�K�r�M��

C [ 9×�Ø�^�è(ô>& Advanced Find>' ] �²�–�”�ß�¢�Î�µ�¡�«
�†6â�L�r�M��

F2
>&�Ð�¡�ß  �Í�µ�º  
�Ÿ�î>'

�Ð�¡�ß�b0°6��@�M�ì�õ�F�I�€�
 [ �Ð�¡�ß�b0°6��@�M�ì
�õ�F�K�r�K�S>& Macro Recording Suspended>' ] �²�–
�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M��
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�±�î�Ñ�¼�Ý  �š�Ñ�×�Þ�î�±  �Ã�µ�£�î�ª�b�Q#Ý

�S�f

Rock Coast Products �c�
�±�î�Ñ�¼�Ý  �š�Ñ�×�Þ�î�©�Ù�å  �É�ß�¢�Û�Ò�†�Q#Ý�M�•�G�\�_�|
�~�
 ANI �_�ö�Y�8�Z$Î�™��b�¡�S�†�è(ô�K�
�¥�î�Ý�†�w�™�M�•�S�g�_7Á�Ê�Ó�î�Ý  �Ó�µ
��î�ª�†+¬�·$×�_�8�B�K�r�M��

�m8p

�G�b�[�[�c�
���b�¯�Ç�º�˜�™�”�†�Q#Ý�K�r�M��

� �±�î�Ñ�¼�Ý  �š�Ñ�×�Þ�î�©�Ù�å  �¯�Ç�º�˜�™�”>8 Hummingbird Communications, 
Ltd. 0�  HostExplorer for Windows 95/98�
�Ç�“�–�Ý  �Â�î�ª�Ù�å  6.1.0.0.

� 7Á�Ê�Ó�î�Ý  �É�ß�¢�Û�Ò>8 Microsoft Outlook 98 (8.5.5104.6)

2 �X�b�Ð�¡�ß�†�Q#Ý�K�r�M���G�€�c�
�Q�€�R�€�@�Ú�b�”�¡�©�Ù�å�[Ì�<#Ý�[�A�•�•+��ö
�@�6�•�S�u�[�M���±�A�^�±�«�¡�†��/œ�M�•�_�c�
�`�I�^�Ð�¡�ß�†�8�B�K�Z�¹�Â�µ�¢�K�

�G�€�}�†  1 �X�b�©�î�£�å�«�[  2 �X�b�”�¡�©�Ù�å�\�K�Z��/œ�M�•�‰�@(F�"�[�M��

� �q�6�b�Ð�¡�ß�c�
�±�î�Ñ�¼�Ý  �š�Ñ�×�Þ�î�©�Ù�å  �É�ß�¢�Û�Ò�_�”�¡��«�K�
$Î�™
*…�b�¡�S�†�¡�Ü�µ�É�Î�î�»�_�¥�Æ�î�K�r�M��

� 2 $��u�b�Ð�¡�ß�@�¡�Ü�µ�É�Î�î�»�?�}$��•�†�¥�Æ�î�K�
7Á�Ê�Ó�î�Ý  �Ó�µ��î�ª
�[�Q#Ý�K�r�M��

>&�@>'�±�î�Ñ�¼�Ý  �š�Ñ�×�Þ�î�©�Ù�å  �Ã�µ�£�î�ª�c�
�Ð�¡�ß�\�\�v�_�Q#Ý
�M�•�\�£ ��Y+��_�^�~�r�M���Ÿ�î�Î�î�» / �±�î�Ñ�¼�Ý  �š�Ñ�×�Þ�î�©�Ù
�å�c�
0°6��\Ì#Õ�†�G�K�C/œ�:�S�u�_�
�Ð�¡�ß�_�P�K�Z�G�K�8�²0[�@�6
�~�r�M���M4Š�b�±�î�Ñ�¼�Ý  �š�Ñ�×�Þ�î�©�Ù�å  �Ã�µ�£�î�ª�[�c�
#ì8��[
�¸�Ÿ�«�º�†�Á�–�Û�–�º/²&g�K�Z�¥�Æ�î�M�•�S�u�b�É�ß�Å�ª�Ù�½�å�¢�c/œ
�ƒ�€�r�O�‡��

�Ð�¡�ß�†0°6��M�•�S�_�É�ß�¢�Û�Ò�@�g�‰�\�v�·�8�K�Z�8�•�G�\�†&�1��K�r�M���r�S�

�±�î�Ñ�¼�Ý  �É�ß�¢�Û�Ò�@�§�î�Â�_�ß�¢�–�å�K�Z�>�~�
 Vi>&UNIX �š�¹�•�±>'�†�Q#Ý�K�Z�¸
�Ÿ�«�º  �Ç�“�–�Ý�†6ä�C�G�\�v&�1��K�r�M���¸�Ÿ�«�º  �Ç�“�–�Ý�b�Þ�–�”�˜�º�†���_&g�K�r
�M��

7Á0ð$��• �¡�S
612-555-2000  Spanlink Communications
612-555-1234  John Smith
612-555-0000  Mary Nelson
612-555-5555  Ned Marvin

Vi �Ð�¡�ß�†0¿���M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. Vi �†6ä�A�
�§�î�Â�_�ß�¢�–�å�K�Z�
�¸�Ÿ�«�º  �Ç�“�–�Ý�†6ä�A�r�M��

2. Desktop Administrator �†2s�·�K�
 [ 8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î>& Voice 
Contact Work Flow>' ] �†�¡�Ü�µ�¡�K�Z�
 [ �ç�g���K�p>& Ringing>' ] �–�Ë�å�º�_
�‚�K�8�”�¡�©�Ù�å�†3ã�•�K�r�M��

3. [ �”�¡�©�Ù�å�b4E�¥>& Select Action>' ] �²�–�”�ß�¢�Î�µ�¡�«�[�
 [ �Ð�¡�ß�b��/œ
>&Run Macro>' ] �²�–�”�ß�¢�Î�µ�¡�«�b  [ �‚0d>&New>' ] �†�¡�Ü�µ�¡�K�r�M��
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4. �‚�K�8�Ð�¡�ß  �”�¡�©�Ù�å�¡>& GetNamePutInClipBoard �^�]>'�†°�Š�K�Z�

[OK] �†�¡�Ü�µ�¡�K�r�M��

5. [ �Ð�¡�ß  �š�¹�•�±>& Macro Editor>' ] �²�–�”�ß�¢�Î�µ�¡�«�[�
 [ 0°6�>&Record>' ] 
�†�¡�Ü�µ�¡�K�r�M�� [ �Ð�¡�ß  �š�¹�•�±>& Macro Editor>' ] �²�–�”�ß�¢�Î�µ�¡�«�@
�q�`�ì�I�€�r�M��

6. Vi �†�q�±�ì�K�
���b�Ð�¡�ß  �Ÿ�î�«�º�ß�î�¡�†°�Š�K�r�M���Ÿ�î�«�º�ß�î�¡�c�Ð
�¡�ß  �Þ�¥�î�²�_0°6��I�€�r�M��

7. [ �Ð�¡�ß�b0°6��@�M�ì�õ�F�K�r�K�S>& Macro Recording Suspended>' ] �²�–�”�ß
�¢�Î�µ�¡�«�[�
 [ �¹�î�±�b��°>& Insert Data>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �¹�î�±  
�Ç�•�î�Ý�»�b4E�¥>& Select a Data Field>' ] �²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r
�M��

8. �Ü�«�º�?�}��°�M�•�¹�î�±  �Ç�•�î�Ý�»�†4E�¥�K�
 [OK] �†�¡�Ü�µ�¡�K�r�M�� [ �Ð
�¡�ß�b0°6��@�M�ì�õ�F�K�r�K�S>& Macro Recording Suspended>' ] �²�–�”�ß�¢
�Î�µ�¡�«�@/²&g�I�€�r�M��

9. [ 0°6��bÌ6ä>& Resume Recording>' ] �†�¡�Ü�µ�¡�K�r�M�����b�Ÿ�î�«�º�ß�î�¡
�†°�Š�K�r�M��

�Ð�¡�ß  �Ÿ�î�«�º
�ß�î�¡ �”�¡�©�Ù�å

H �� home���b�)*(�_�•�î�¯�Ý�†*(�A�r�M��

/ �è(ô��

F2
>&�Ð�¡�ß  �Í�µ�º  
�Ÿ�î>'

�Ð�¡�ß�b0°6��@�M�ì�õ�F�I�€�
 [ �Ð�¡�ß�b0°6��@�M�ì
�õ�F�K�r�K�S>& Macro Recording Suspended>' ] �²�–
�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M��

�Ð�¡�ß  �Ÿ�î�«�º
�ß�î�¡ �”�¡�©�Ù�å

ENTER �è(ô�� [ 7Á0ð$��•>&Phone Number>' ] �Ç�•�î�Ý�»�_4Ä
*(�I�€�r�M��

/ �è(ô��

<SPACE> [ �¡�S>& Name>' ] �4�†�v�“�M�•�S�u�_�«�Ì�î�«�†�è(ô
�K�r�M��

ENTER �è(ô�� [ 7Á0ð$��•>&Phone Number>' ] �Ç�•�î�Ý�»�b�‹
�_4Ä*(�I�€�r�M��

L �‘�_  1 �e�Ð�(&ã�·�K�r�M>& 1 �X�u�b�«�Ì�î�«�†2z�<�r
�M>'��

L �‘�_  1 �e�Ð�(&ã�·�K�r�M>& 2 �X�u�b�«�Ì�î�«�†2z�<�r
�M>'��
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10. �Ð�¡�ß�b0°6��@)
�¢�K�S�}�
�Ð�¡�ß  �Í�µ�º  �Ÿ�î�†�²�K�Z  [ �Ð�¡�ß  �Þ�¥�î�²�@�M
�ì�õ�F�I�€�r�K�S>& Macro Recorder Suspended>' ] �²�–�”�ß�¢�Î�µ�¡�«�†/²&g
�K�
 [ 0°6��b)
�¢>& End Recording>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �Ð�¡�ß  �š�¹�•�±

>&Macro Editor>' ] �˜�•�å�»�˜�@/²&g�I�€�r�M��

11. �Ð�¡�ß�†�¸�«�º�M�•�_�c�
 [ Ì#Õ>&Playback>' ] �†�¡�Ü�µ�¡�K�r�M�� [ )…7Ÿ
>&Edit>' ] �˜�•�å�»�˜�[�Ð�¡�ß�_�š�f�†�•�<�•�G�\�@�[�A�r�M���Q�b�‹�
 [ Ì#Õ
>&Playback>' ] �†�¡�Ü�µ�¡�K�Z�š�f�†�¸�«�º�M�•�G�\�@�[�A�r�M��

12. �Ð�¡�ß�_�e8Ÿ�@�^�8���œ�c�
 [OK] �†�¡�Ü�µ�¡�K�Z�–�Ñ�K�
�”�¡�©�Ù�å�\�K�Z4E
�¥�[�A�•�Q#Ý�•+��^�Ð�¡�ß�b�Ü�«�º�_3ã�•�K�r�M��

13. �‚�K�8�Ð�¡�ß�†4E�¥�K�
 [OK] �†�¡�Ü�µ�¡�K�r�M�� [ 8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç
�ß�î>& Voice Contact Work Flow>' ] �˜�•�å�»�˜�@/²&g�I�€�r�M��4E�¥�K�S�Ý�î
�Ý�\�–�Ë�å�º�b�”�¡�©�Ù�å�b�Ü�«�º�_�Ð�¡�ß�@3ã�•�I�€�S�G�\�†&�1��K�r�M��

[SHIFT] [CONTROL] 
[RIGHT-ARROW]

���b  3 �X�b�Ÿ�î  �«�º�ß�î�¡�b)��s�œ�ƒ�O�[$Î�™*…�b�¡
�S�†4E�¥�K�r�M��

[SHIFT] [CONTROL] 
[RIGHT-ARROW]

[SHIFT] [CONTROL] 
[RIGHT-ARROW]

[ALT]-E vi �b  [ )…7Ÿ>&Edit>' ] �Ó�½�×�î

C 4E�¥�K�S�¸�Ÿ�«�º�†�¡�Ü�µ�É�Î�î�»�_�¥�Æ�î�K�r�M��

Press F2
>&�Ð�¡�ß  �Í�µ�º  
�Ÿ�î>'

�Ð�¡�ß�b0°6��@�M�ì�õ�F�I�€�
 [ �Ð�¡�ß�b0°6��@�M�ì
�õ�F�K�r�K�S>& Macro Recording Suspended>' ] �²�–
�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M��

�Ð�¡�ß  �Ÿ�î�«�º
�ß�î�¡ �”�¡�©�Ù�å
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�g�‰�b�Ð�¡�ß�†0°6��M�•�\�
 [ �”�¡�©�Ù�å>& Actions>' ] �Ì�–�å�_/²&g�I�€�r�M�� �W 127 
�_&g�M8p�Î�[/²&g�I�€�Z�8�•�G�\�†&�1��K�r�M��

Vi �Ð�¡�ß  �¸�Ÿ�«�º

���b�¸�Ÿ�«�º�@  [ �Ð�¡�ß  �š�¹�•�±>& Macro Editor>' ] �²�–�”�ß�¢�Î�µ�¡�«�_/²&g�I�€�r
�M��

[APPLICATION:HOSTEXPLORER=1 - DEFAULT (DEACON)]
[SHIFT] H
/
[DATA FIELD:CALLING#]
[ENTER]
/
[SPACE]
[ENTER]
L
L
[SHIFT] [CONTROL] [RIGHT-ARROW]
[SHIFT] [CONTROL] [RIGHT-ARROW]
[SHIFT] [CONTROL] [RIGHT-ARROW]
[ALT] E 
C

Outlook �Ð�¡�ß  �¸�Ÿ�«�º

[ �Ð�¡�ß  �Þ�¥�î�²>& Macro Recorder>' ] �²�–�”�ß�¢�Î�µ�¡�«�_���b�¸�Ÿ�«�º�@/²&g�I�€
�r�M��

[APPLICATION:RCTRL_RENWND32=INBOX - MICROSOFT OUTLOOK]
[SHIFT] [CONTROL] B
[APPLICATION:ABCLS=ADDRESS BOOK]
[ALT] Y 
[CONTROL] V
[CONTROL] N
[SHIFT] R
E
G
A

�W 127. [ �”�¡�©�Ù�å>& Actions>' ] �Ì�–�å�b�Ð�¡�ß
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R
D
I
N
G
[SPACE]
[SHIFT] Y
O
U
R
[SPACE]
[SHIFT] C
A
L
L
[SPACE]
O
N
[SPACE]
[SYSTEM FIELD:CALL_START_TIME]
[TAB]
[SHIFT] D
E
A
R
[SPACE]
[CONTROL] V
.
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�æ���K�S$��•�_3?3æ�M�•�S�u�b�±�«�¡  �Î�±�å�b0¿��
�æ���K�S$��•�_3?3æ�M�•�S�u�b�±�«�¡  �Î�±�å
�b0¿��

�S�f

Rock Coast Products �[�c�
�š�î�ª�™�å�º�@�«�î�Ã�î�Â�–�¨�_�¥�î�Ý�†���Æ�_3?3æ�[�A
�•�|�:�_�¥�î�Ý�D�š�Î�±�å�†0¿���K�r�M��

�m8p

1. Desktop Administrator �[�
 [ �¹�«�¡�º�µ�É�b0¿��>& Desktop Configuration>' ] 
> [ �á�î�¡�Ç�ß�î  �¢�Ý�î�É>& Work Flow Groups>' ] > [ �š�î�ª�™�å�º>& Agents>'
] �†4E�¥�K�
�á�î�¡�Ç�ß�î  �¢�Ý�î�É�†4E�¥�K�Z�
 [ �Ø�î�¨  �–�å�±�î�Ç�™�–�«

>&User Interface>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �Ø�î�¨  �–�å�±�î�Ç�™�–�«>& User 
Interface>' ] �˜�•�å�»�˜�@/²&g�I�€�r�M��

2. [ �¶�î�Ý�Â�î>& Toolbar>' ] �±�È�[�
0¿���M�•�±�«�¡  �Î�±�å�†4E�¥�K�r�M��

3. [ /²&g>&Visible>' ] �³�™�µ�¡�Î�µ�¡�«�†�œ�å�_�K�r�M��

4. [ �Ä�å�º>& Hint>' ] �Ç�•�î�Ý�»�_�”�¡�©�Ù�å�b(F�"�^1��Â�†°�Š�K�r�M>& �� Xfer to 
Super���^�]>' ��

5. [ 3ã�•>&Add>' ] �†�¡�Ü�µ�¡�K�r�M��

6. [ �”�¡�©�Ù�å�b4E�¥>& Select Action>' ] �²�–�”�ß�¢�Î�µ�¡�«�[�
 [ �¥�î�Ý�D�š
>&Call Control>' ] �±�È�†4E�¥�K�
 [ �‚0d>& New>' ] �†�¡�Ü�µ�¡�K�r�M��

7. [ �¥�î�Ý�D�š�”�¡�©�Ù�å�b0¿��>& Setup Call Control Action>' ] �²�–�”�ß�¢�Î�µ�¡
�«�[�
 [ �”�¡�©�Ù�å�¡>& Action Name>' ] �Ç�•�î�Ý�»�_�”�¡�©�Ù�å�b�¡�S�†°�Š
�M�•�?�
�¥�î�Ý�D�š�b�±�–�É�†4E�¥�K�Z  [ 7Á0ð$��•>&Phone Number>' ] �Ç�•�î
�Ý�»�_�«�î�Ã�î�Â�–�¨�b7Á0ð$��•�†°�Š�K�r�M��

8. [OK] �†�¡�Ü�µ�¡�K�Z0¿��Æ���†�–�Ñ�K�r�M�� [ �¥�î�Ý�D�š>& Call Control>' ] �±
�È�[�
�‚�K�8�”�¡�©�Ù�å�@�I1*/²&g�I�€�r�M��

9. [OK] �†�¡�Ü�µ�¡�K�r�M�� [ �¶�î�Ý�Â�î>& Toolbar>' ] �±�È�[�
0¿���M�•�±�«�¡  �Î
�±�å�_�‚�K�8�”�¡�©�Ù�å�@6õ4��Ü�E�}�€�r�M��

10. [OK] �†�¡�Ü�µ�¡�K�Z�š�f�†�–�Ñ�K�r�M��
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�‹��#.�b�±�«�¡  �Î�±�å�b0¿��

�S�f

Rock Coast Products �[�c�
�‹��#.#Ý�b  Microsoft Outlook 2000 7Á�Ê�Ó�î�Ý  �Ó�µ��î
�ª�† =��M�•�±�«�¡  �Î�±�å�†0¿���K�r�M��

�G�b�[�[�c�
 Access 2000 �¹�î�±�Ë�î�«�?�}8³���_��>&7Á�Ê�Ó�î�Ý  �”�»�Þ�«�
�¡�S�
�>
�|�g�Ž�€9×>'�†�v�“�K�
 Outlook 2000 7Á�Ê�Ó�î�Ý  �Ó�µ��î�ª�_2��~�Ü�E�r�M��

�S�f�²�ó

� �š�î�ª�™�å�º�@�Ç�›�î�Ò  �Å�×�î�b  Access �¹�î�±�Ë�î�«�[8³���b0°6��†&�1��K
�Z�8�S��

� �š�î�ª�™�å�º�b�¹�«�¡�º�µ�É�[  Outlook �@2s�·�K�Z�>�~�
 [ �w�™�º�Þ�–>& In Box>'
] �†/²&g�K�Z�8�•��

� �š�î�ª�™�å�º�@+¬�·#Õ�B�I�€�S7Á�Ê�Ó�î�Ý�†&�1��K�
�Q�€�†�m�·�[3æ�™�M�•��

�m8p

1. Desktop Administrator �[�
 [ �¹�«�¡�º�µ�É�b0¿��>& Desktop Configuration>' ] 
> [ �á�î�¡�Ç�ß�î  �¢�Ý�î�É>& Work Flow Groups>' ] > [ �š�î�ª�™�å�º>& Agents>'
] �†4E�¥�K�
�á�î�¡�Ç�ß�î  �¢�Ý�î�É�†4E�¥�K�Z�
 [ �Ø�î�¨  �–�å�±�î�Ç�™�–�«

>&User Interface>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �Ø�î�¨  �–�å�±�î�Ç�™�–�«�b0¿��>& User 
Interface Setup>' ] �˜�•�å�»�˜�@/²&g�I�€�r�M��

2. [ �¶�î�Ý�Â�î>& Toolbar>' ] �±�È�[�
0¿���M�•�±�«�¡  �Î�±�å�†4E�¥�K�r�M��

3. [ /²&g>&Visible>' ] �³�™�µ�¡�Î�µ�¡�«�†�œ�å�_�K�r�M��

4. [ �Ä�å�º>& Hint>' ] �Ç�•�î�Ý�»�_�”�¡�©�Ù�å�b(F�"�^1��Â�†°�Š�K�r�M>& �� After 
Call Email���^�]>' ��

5. [ 3ã�•>&Add>' ] �†�¡�Ü�µ�¡�K�r�M��

6. [ �”�¡�©�Ù�å�b4E�¥>& Select Action>' ] �²�–�”�ß�¢�Î�µ�¡�«�[�
 [ �Ð�¡�ß�b��/œ
>&Run Macro>' ] �±�È�†4E�¥�K�
 [ �‚0d>&New>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �‚�K�8�Ð
�¡�ß>& New Macro>' ] �²�–�”�ß�¢�Î�µ�¡�«�@/²&g�I�€�r�M��

7. [ �‚�K�8�Ð�¡�ß>& New Macro>' ] �²�–�”�ß�¢�Î�µ�¡�«�[�
�‚�K�8�Ð�¡�ß�b�¡�S
>&�� AfterCallEmail���^�]>'�†°�Š�K�Z�
 [OK] �†�¡�Ü�µ�¡�K�r�M�� [ �Ð�¡�ß  �š�¹�•
�±>&Macro Editor>' ] �˜�•�å�»�˜�@/²&g�I�€�r�M��

8. [ 0°6�>&Record>' ] �†�¡�Ü�µ�¡�K�Z�Ð�¡�ß�b0°6��†6ä���K�r�M��
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�‹��#.�b�±�«�¡  �Î�±�å�b0¿��
9. �Ð�˜�«�†�Q#Ý�K�Z  Access �†�q�±�ì�K�
���b�Ð�¡�ß  �Ÿ�î�«�º�ß�î�¡�†°�Š�K�r
�M���Ÿ�î�«�º�ß�î�¡�c�Ð�¡�ß  �Þ�¥�î�²�_0°6��I�€�r�M��

10. �Ð�˜�«�†�Q#Ý�K�Z  Outlook �†�q�±�ì�K�
���b�Ð�¡�ß  �Ÿ�î�«�º�ß�î�¡�†°�Š�K�r
�M��

�Ð�¡�ß  �Ÿ�î�«�º
�ß�î�¡ �”�¡�©�Ù�å

[HOME] Home �†�²�K�Z�
�Ç�›�î�Ò�b�q�6�b�Ç�•�î�Ý�»�_�•�î
�¯�Ý�†4Ä*(�K�r�M��

[TAB] �²0[�_�Â�L�Z�
 Tab �†�²�K�Z7Á�Ê�Ó�î�Ý  �”�»�Þ�«  
�Ç�•�î�Ý�»�_&ã�·�K�r�M��

[CONTROL] C 7Á�Ê�Ó�î�Ý  �”�»�Þ�«�†�¥�Æ�î�K�r�M��

[HOME] Home �†�²�K�Z�
�Ç�›�î�Ò�b�q�6�b�Ç�•�î�Ý�»�_�•�î
�¯�Ý�†4Ä*(�K�r�M��

�Ð�¡�ß  �Ÿ�î�«�º
�ß�î�¡ �”�¡�©�Ù�å

[CONTROL] N '5�b7Á�Ê�Ó�î�Ý  �Ó�µ��î�ª�†6ä�A�r�M��

[CONTROL] V 7Á�Ê�Ó�î�Ý  �Ó�µ��î�ª�b  [ ��›>8 >&To:>' ] �Ç�•�î�Ý�»�_
7Á�Ê�Ó�î�Ý  �”�»�Þ�«�†2��~�X�E�r�M��

[TAB] Tab �†�²�K�Z  [ �ó�¡>& Subject>' ] �Ç�•�î�Ý�»�_&ã�·�K
�r�M��[TAB]

[SHIFT] Y [ �ó�¡>& Subject>' ] �Ç�•�î�Ý�»�_�� Your Order���\°�Š
�K�r�M��O

U

R

[SPACE]

[SHIFT] O

R

D

E

R

[TAB] Tab �†�²�K�Z7Á�Ê�Ó�î�Ý  �Ó�µ��î�ª�b�•�e�Ç�•�î�Ý�»
�_&ã�·�K�r�M��
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11. �Ð�˜�«�†�Q#Ý�K�Z  Access �†�q�±�ì�K�
���b�Ð�¡�ß  �Ÿ�î�«�º�ß�î�¡�†°�Š�K�r
�M��

12. �Ð�˜�«�†�Q#Ý�K�Z  Outlook �†�q�±�ì�K�
���b�Ð�¡�ß  �Ÿ�î�«�º�ß�î�¡�†°�Š�K�r
�M��

[SHIFT] D �õ�Ü�\�K�Z�� Dear���†°�Š�K�r�M��

E

A

R

[SPACE]

�Ð�¡�ß  �Ÿ�î�«�º
�ß�î�¡ �”�¡�©�Ù�å

[TAB] �²0[�_�Â�L�Z  Tab �†�²�K�Z  [ �¡�S>& Name>' ] �Ç�•�î�Ý
�»�_&ã�·�K�r�M��

[CONTROL] C 8³���b�¡�S�†�¥�Æ�î�K�r�M��

�Ð�¡�ß  �Ÿ�î�«�º
�ß�î�¡ �”�¡�©�Ù�å

[CONTROL] V �õ�Ü�b�‹�_8³���b�¡�S�†2��~�Ü�E�r�M��

[ENTER] �Ó�µ��î�ª�b�•�e�[�‚�K�8/œ�†6ä���M�•�_�c�
 Return 
�Ÿ�î�†  2 �G�²�K�r�M��[ENTER]

[SHIFT] T �Ó�µ��î�ª�� Thank you for your order in the amount 
of���†°�Š�K�r�M��H

A

N

K

[SPACE]

Y

O

U

�Ð�¡�ß  �Ÿ�î�«�º
�ß�î�¡ �”�¡�©�Ù�å
252 2013 �º  1 �v  16 �¥



�‹��#.�b�±�«�¡  �Î�±�å�b0¿��
[SPACE]

F

O

R

[SPACE]

Y

O

U

R

[SPACE]

O

R

D

E

R

[SPACE]

I

N

[SPACE]

T

H

E

[SPACE]

A

M

O

U

N

T

�Ð�¡�ß  �Ÿ�î�«�º
�ß�î�¡ �”�¡�©�Ù�å
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13. �Ð�˜�«�†�Q#Ý�K�Z  Outlook �†�q�±�ì�K�
���b�Ð�¡�ß  �Ÿ�î�«�º�ß�î�¡�†°�Š�K�r
�M��

[SPACE]

O

F

[SPACE]

[TAB] �²0[�_�Â�L�Z  Tab �†�²�K�Z  [ �Ž�V9×>&Amount of Sale>'
] �Ç�•�î�Ý�»�_&ã�·�K�r�M��

[CONTROL] C �Ž�€9×�†�¥�Æ�î�K�r�M��

�Ð�¡�ß  �Ÿ�î�«�º
�ß�î�¡ �”�¡�©�Ù�å

[CONTROL] V �Ó�µ��î�ª�b�•�e�_�Ž�€9×�†2��~�Ü�E�r�M��

. �e�_�Æ�Ü�œ�»�†3ã�•�K�r�M��

[SPACE] �� Your order is in the mail.���†°�Š�K�Z7Á�Ê�Ó�î�Ý  
�Ó�µ��î�ª�†)
�¢�K�r�M��[SHIFT] Y

O

U

R

[SPACE]

O

R

D

E

R

[SPACE]

I

S

[SPACE]

I

�Ð�¡�ß  �Ÿ�î�«�º
�ß�î�¡ �”�¡�©�Ù�å
254 2013 �º  1 �v  16 �¥



�‹��#.�b�±�«�¡  �Î�±�å�b0¿��
14. �Ð�¡�ß�b0°6��@)
�¢�K�S�}�
�Ð�¡�ß  �Í�µ�º  �Ÿ�î�†�²�K�Z  [ �Ð�¡�ß�b0°6��@�M�ì
�õ�F�K�r�K�S>& Macro Recording Suspended>' ] �²�–�”�ß�¢�Î�µ�¡�«�†/²&g�K�

[ 0°6��b)
�¢>& End Recording>' ] �†�¡�Ü�µ�¡�K�r�M��

15. �Ð�¡�ß�†�¸�«�º�M�•�_�c�
 [ Ì#Õ>&Playback>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �Ð�¡�ß  �š
�¹�•�±>& Macro Editor>' ] �˜�•�å�»�˜�[�Ð�¡�ß�_�š�f�†�•�<�•�G�\�@�[�A�r�M��
�Q�b�‹�
 [ Ì#Õ>&Playback>' ] �†�¡�Ü�µ�¡�K�Z�š�f�†�¸�«�º�M�•�G�\�@�[�A�r�M��

�Ð�¡�ß�b�·�8�†4��C�K�Z�Q�b�«�¸�µ�É�†&�1��M�•�_�c�
�¥�Ð�å�»�b�S�‹�_  
[DELAY] 1000 �¥�Ð�å�»�†°�Š�K�
 Outlook �\  Access �†�q�±�ì�K�r�M���G�€�c
�Ð�¡�ß�b�¹�Â�µ�¢�_�z'g�U�r�M�����_�[�†&g�K�r�M��

[DELAY] 1000
[APPLICATION:OMAIN=MICROSOFT ACCESS - [CUSTOMERS : FORM]
[DELAY]1000

16. �Ð�¡�ß�_�e8Ÿ�@�^�8���œ�c�
 [OK] �†�¡�Ü�µ�¡�K�Z�–�Ñ�K�
�”�¡�©�Ù�å�\�K�Z4E
�¥�[�A�•�Q#Ý�•+��^�Ð�¡�ß�b�Ü�«�º�_3ã�•�K�r�M��

17. [ �Ð�¡�ß�b��/œ>& Run Macros>' ] �±�È�[�
�‚�K�8�Ð�¡�ß�@�I1*/²&g�I�€�r�M��
[OK] �†�¡�Ü�µ�¡�K�Z  [ �Ø�î�¨  �–�å�±�î�Ç�™�–�«�b0¿��>& User Interface Setup>'
] �˜�•�å�»�˜�_�`�~�r�M��

18. [ �Ø�î�¨  �–�å�±�î�Ç�™�–�«�b0¿��>& User Interface Setup>' ] �˜�•�å�»�˜�b  [
�¶�î�Ý�Â�î>& Toolbar>' ] �±�È�[�
0¿���I�€�S�±�«�¡  �Î�±�å�_�‚�K�8�Ð�¡�ß  �”�¡
�©�Ù�å�@6õ4��Ü�E�}�€�r�M��

19. [OK] �†�¡�Ü�µ�¡�K�Z�š�f�†�–�Ñ�K�r�M��

�§�å�É�Ý  �Ð�¡�ß  �¸�Ÿ�«�º

[ �Ð�¡�ß  �Þ�¥�î�²>& Macro Recorder>' ] �²�–�”�ß�¢�Î�µ�¡�«�_���b�¸�Ÿ�«�º�@/²&g�I�€
�r�M��

N

[SPACE]

T

H

E

[SPACE]

M

A

I

L

.

�Ð�¡�ß  �Ÿ�î�«�º
�ß�î�¡ �”�¡�©�Ù�å
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[APPLICATION:OMAIN=MICROSOFT ACCESS - [CUSTOMERS : FORM]
[HOME]
[TAB]
[TAB]
[TAB]
[TAB]
[TAB]
[TAB]
[TAB]
[TAB]
[TAB]
[TAB]
[TAB]
[TAB]
[TAB]
[CONTROL] C
[APPLICATION:RCTRL_RENWND32=INBOX - MICROSOFT OUTLOOK]
[CONTROL] N
[APPLICATION:RCTRL_RENWND32=UNTITLED - MESSAGE (PLAIN TEXT) ]
[CONTROL] V
[TAB]
[TAB]
[SHIFT] Y
O
U
R
[SPACE]
[SHIFT] O
R
D
E
R
[TAB]
[SHIFT] D
E
A
R
[SPACE]
[APPLICATION:OMAIN=MICROSOFT ACCESS - [CUSTOMERS : FORM]
[HOME]
[TAB]
[CONTROL] C
[APPLICATION:RCTRL_RENWND32=YOUR ORDER - MESSAGE (PLAIN TEXT) ]
[CONTROL] V
,
[ENTER]
[ENTER]
[SHIFT] T
H
A
N
K
[SPACE]
Y
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O
U
[SPACE]
F
O
R
[SPACE]
Y
O
U
R
[SPACE]
O
R
D
E
R
[SPACE]
I
N
[SPACE]
T
H
E
[SPACE]
A
M
I
[BACKSPACE]
O
U
N
T
[SPACE]
O
F
[SPACE]
[APPLICATION:OMAIN=MICROSOFT ACCESS - [CUSTOMERS : FORM]
[TAB]
[TAB]
[TAB]
[TAB]
[TAB]
[TAB]
[TAB]
[TAB]
[TAB]
[TAB]
[TAB]
[CONTROL] C
[APPLICATION:RCTRL_RENWND32=YOUR ORDER - MESSAGE (PLAIN TEXT) ]
[CONTROL] V
.
[SPACE]
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[SHIFT] Y
O
U
R
[SPACE]
O
R
D
E
R
[SPACE]
I
S
[SPACE]
I
N
[SPACE]
T
H
E
[SPACE]
M
A
I
L
.
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�¥4Š�”�É�Ü�£�î�©�Ù�å2s�·�”�¡�©�Ù�å�b0¿��
�¥4Š�”�É�Ü�£�î�©�Ù�å2s�·�”�¡�©�Ù�å�b0¿��

�S�f

Rock Coast Products �[�c�
�§�î�»�Ã�î�¸�•0��”�É�Ü�£�î�©�Ù�å�@+¬�·$×�_2s�·�M�•�|
�:�_�±�«�¡  �Î�±�å�†0¿���K�r�M��

�m8p

���b�[�[�c�
 Microsoft WordPad �†2s�·�M�•�”�¡�©�Ù�å�†0¿���K�
�š�î�ª�™�å�º�b�¶�î
�Ý�Â�î�b�±�«�¡  �Î�±�å�_�”�¡�©�Ù�å�†6õ4��Ü�E�r�M��

1. Desktop Administrator �[�
 [ �¹�«�¡�º�µ�É�b0¿��>& Desktop Configuration>' ] 
> [ �á�î�¡�Ç�ß�î  �¢�Ý�î�É>& Work Flow Groups>' ] > [ �š�î�ª�™�å�º>& Agents>'
] �†4E�¥�K�
�á�î�¡�Ç�ß�î  �¢�Ý�î�É�†4E�¥�K�Z�
 [ �Ø�î�¨  �–�å�±�î�Ç�™�–�«

>&User Interface>' ] �†�¡�Ü�µ�¡�K�r�M�� [ �Ø�î�¨  �–�å�±�î�Ç�™�–�«�b0¿��>& User 
Interface Setup>' ] �˜�•�å�»�˜�@/²&g�I�€�r�M��

2. [ �¶�î�Ý�Â�î>& Toolbar>' ] �±�È�[�
0¿���M�•�±�«�¡  �Î�±�å�†4E�¥�K�r�M��

3. [ /²&g>&Visible>' ] �³�™�µ�¡�Î�µ�¡�«�†�œ�å�_�K�r�M��

4. [ �Ä�å�º>& Hint>' ] �Ç�•�î�Ý�»�_�”�¡�©�Ù�å�b(F�"�^1��Â�†°�Š�K�r�M
>&�� WordPad���^�]>' ��

5. [ 3ã�•>&Add>' ] �†�¡�Ü�µ�¡�K�r�M��

6. [ �”�¡�©�Ù�å�b4E�¥>& Select Action>' ] �²�–�”�ß�¢�Î�µ�¡�«�[�
 [ �¥4Š�”�É�Ü�£�î
�©�Ù�å�b2s�·>& Launch External Application>' ] �±�È�†4E�¥�K�
 [ �‚0d>&New>' ] 
�†�¡�Ü�µ�¡�K�r�M��

7. [ �¥4Š�”�É�Ü�£�î�©�Ù�å�b2s�·�”�¡�©�Ù�å�b0¿��>& Setup Launching External 
Application Action>' ] �²�–�”�ß�¢�Î�µ�¡�«�[�
 [ �”�¡�©�Ù�å�¡>& Action Name>'
] �Ç�•�î�Ý�»�_�”�¡�©�Ù�å�b�¡�S�†°�Š�K�
 [ �”�É�Ü�£�î�©�Ù�å>& Application>' ] 
�Ç�•�î�Ý�»�[�”�É�Ü�£�î�©�Ù�å�b��/œ�Ç�“�–�Ý>& Wordpad.exe>'�†�g!·�K�r�M��

>&�@>'�”�É�Ü�£�î�©�Ù�å�c�
�M�m�Z�b�š�î�ª�™�å�º�@�”�¡��«�[�A�•�|
�:�_�¿�µ�º�á�î�¡  �»�Û�–�È�_�6�•�²0[�@�6�~�r�M���š�î�ª�™�å�º�b  PC 
�_�6�•�”�É�Ü�£�î�©�Ù�å�†�Q#Ý�M�•�²0[�@�6�•���œ�c�
�”�É�Ü�£�î�©�Ù
�å�@�›�š�î�ª�™�å�º�b  PC �b� �L�Ã�«�?�}�”�¡��«�[�A�•�|�:�_�K�r
�M��

8. �²0[�_�Â�L�Z�
 WordPad �_�û�M�S�u�b�<#Ý�•+��^�,�X�†3ã�•�K�r�M���‘��b  [
�<#Ý�•+��^�,�X>& Available Arguments>' ] �Ì�–�å�?�}�,�X�†4E�¥�K�
�e�‘�b%®
�3�†�Q#Ý�K�Z�e��b  [ �,�X>& Arguments>' ] �Ì�–�å�_3ã�•�M�•�?�
�r�S�c�Q�G�?
�}7V�d�K�r�M���V�W�b%®�3�†�Q#Ý�K�Z�
/²&g�I�€�•8p�Î�†�š�f�K�r�M��

9. [OK] �†�¡�Ü�µ�¡�K�Z  [ �¥4Š�”�É�Ü�£�î�©�Ù�å�b2s�·>& Launch External 
Application>' ] �±�È�_�`�~�r�M���”�¡�©�Ù�å�b�Ü�«�º�[�‚�K�8�”�¡�©�Ù�å�@�I1*
/²&g�I�€�r�M��

10. [OK] �†�¡�Ü�µ�¡�K�Z  [ �Ø�î�¨  �–�å�±�î�Ç�™�–�«�b0¿��>& User Interface Setup>'
] �˜�•�å�»�˜�_�`�~�r�M��
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11. [ �Ø�î�¨  �–�å�±�î�Ç�™�–�«�b0¿��>& User Interface Setup>' ] �˜�•�å�»�˜�b  [
�¶�î�Ý�Â�î>& Toolbar>' ] �±�È�[�
0¿���I�€�S�±�«�¡  �Î�±�å�_�‚�K�8�”�¡�©�Ù�å
�@6õ4��Ü�E�}�€�r�M��

12. [OK] �†�¡�Ü�µ�¡�K�Z�š�f�†�–�Ñ�K�r�M��
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�á�–�Ý�»  �•�î�»  �¹�î�±�²�ó�b�Q#Ý
�á�–�Ý�»  �•�î�»  �¹�î�±�²�ó�b�Q#Ý

�S�f

Rock Coast Products �b�d�~�…�c�
 2 �X�b7„�K�M�•�w�¥�•$��†�â�X4”�w�_�6�~�r�M���¾
�…�
�b�w�¥�•$��c  651 �[�
0Y�…�
�b�w�¥�•$��c  612 �[�M�� Rock Coast �b�•�«�±�Ð�î  
�§�î�Å�«4Š6Û�_�c�
�¾�…�
�b$Î�™*…�†�-�|�M�•�š�î�ª�™�å�º�\0Y�…�
�b$Î�™*…�†�-�|�M
�•�š�î�ª�™�å�º�@  1 �X�N�X�6�~�r�M��

�¾�…�
�b$Î�™*…�@�Ó�–�å�b�•�«�±�Ð�î  �§�î�Å�«�b7Á0ð$��•�_�²�–�Ö�Ý�M�•�\�
 Rock 
Coast �c�¾�…�
�b�¥�î�Ý�†'ö3„�M�•�š�î�ª�™�å�º�_�¥�î�Ý�†+¬�·$×�_3?3æ�K�r�M��

�¾�…�
�b$Î�™*…�†�(7³�M�•�S�u�_�
 Rock Coast �[�c�¹�î�±�²�ó���Ü�«�º�_�Ñ�~�M�•>& Is 
in the List>'���>�|�g���Ü�«�º�_�Ñ�~�K�^�8>& Is not in the List>'���†�Q#Ý�K�Z�Ý�î�Ý�†0¿
���K�Z�8�r�M���G�€�}�b�¹�î�±�²�ó�c�
�ö²�_�e�Ð�4�@�M+´�M�•���œ�_�T�E  True �\�K�Z
3É�I�€�r�M��

�Ü�«�º�_�X$Ò�r�S�c�X���b7Á0ð$��•�†°�Š�M�•�G�\�c�[�A�^�8�S�u�
 Rock Coast �[�c�á
�–�Ý�»  �•�î�»  �¹�î�±�²�ó�†�Q#Ý�K�Z�8�r�M���G�b�ï�8�c�
 Windows �b�è(ô�¶�î�Ý�b�µ
+��_���Z�8�r�M���e�Ð�4�b�M4Š�r�S�c²�/�†°�Š�K�Z�
�è(ô�P1ß�†�è(ô�[�A�r�M���á�–
�Ý�»  �•�î�»�b�Q#Ý�b0ò(ý�_�X�8�Z�c�
 ���á�–�Ý�»  �•�î�»�è(ô�� >&P.136>' �†�g!·�K�Z�C�T
�I�8��

�m8p

�w�¥�•$�  651 �?�}�¾�…�
�b�š�î�ª�™�å�º�_�¥�î�Ý�†3?3æ�M�•�á�–�Ý�»  �•�î�»  �¹�î�±�²
�ó�†0¿���M�•�_�c�
���b�m8p�†��/œ�K�r�M��

1. Desktop Administrator �[�
 [ �¹�«�¡�º�µ�É�b0¿��>& Desktop Configuration>' ] 
> [ �á�î�¡�Ç�ß�î  �¢�Ý�î�É>& Work Flow Groups>' ] > [ �š�î�ª�™�å�º>& Agents>'
] �†�¡�Ü�µ�¡�K�
�á�î�¡�Ç�ß�î  �¢�Ý�î�É�†4E�¥�K�Z�
 [ 8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç
�ß�î>& Voice Contact Work Flow>' ] �†�¡�Ü�µ�¡�K�r�M�� [ 8b�Œ�¥�å�±�¡�º  �á�î
�¡�Ç�ß�î>& Voice Contact Work Flow>' ] �˜�•�å�»�˜�@/²&g�I�€�r�M��

2. �¹�Ç�›�Ý�º�b8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î�†4E�¥�K�
 [ )…7Ÿ>&Edit>' ] �†�¡�Ü�µ
�¡�K�r�M�� [ 8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î>& Voice Contact Work Flow>' ] �˜�•
�å�»�˜�@/²&g�I�€�r�M��

3. [ �ç�g���K�p>& Ringing>' ] �–�Ë�å�º�†4E�¥�K�r�M��

4. [ �Ý�î�Ý>& Rules>' ] �Ì�–�å�b�W�[�
 [ �‚0d>& New>' ] �†�¡�Ü�µ�¡�K�r�M��

5. East Metro �\�8�:�¡�S�b�‚�K�8�Ý�î�Ý�†�8�B�K�r�M��

6. [ 8b�Œ�¥�å�±�¡�º  �á�î�¡�Ç�ß�î>& Voice Contact Work Flow>' ] �˜�•�å�»�˜�[�
 [
�Ý�î�Ý>& Rules>' ] �Ü�«�º�_�‚�K�8�Ý�î�Ý�@/²&g�I�€�Z�8�•�G�\�_�@�–�K�Z�C�T
�I�8���‚�K�8�Ý�î�Ý�@�I1*/²&g�I�€�S�}�
�q�6�b  [ �¹�î�±  �Ç�•�î�Ý�»�b�²�ó

>&Data Field Conditions>' ] �Ç�•�î�Ý�»�b�“�b  [ )…7Ÿ>&Edit>' ] �†�¡�Ü�µ�¡�K�r
�M��

7. [ �¹�î�±  �Ç�•�î�Ý�»>& Data Field>' ] �»�ß�µ�É�²�˜�å  �Ü�«�º�?�}  [ $Î$��•
>&Calling#>' ] �†4E�¥�K�r�M��

8. [ �²�ó�b�w� �ì>& Enable Condition>' ] �³�™�µ�¡�Î�µ�¡�«�†�œ�å�_�K�r�M��

9. [ �Ü�«�º�_�Ñ�~�M�•>& Is in the list>' ] �³�™�µ�¡�Î�µ�¡�«�†�œ�å�_�K�r�M��
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10. �Ü�«�º�_�á�–�Ý�»  �•�î�»  �¹�î�±�²�ó  651* �†3ã�•�K�r�M��

11. [OK] �†�¡�Ü�µ�¡�K�Z�
 [ 4:#Ý>&Apply>' ] �†�¡�Ü�µ�¡�K�r�M��
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#Ý1�7Ÿ
�G�b#Ý1�7Ÿ�[�c�
���b�›�š�å�º�Ü�_�X�8�Z1��Â�K�r�M��

� �� A��>&P.264>'

� �� D��>&P.266>'

� �� E��>&P.266>'

� �� I��>&P.266>'

� �� L��>&P.267>'

� �� P��>&P.268>'

� �� R��>&P.268>'

� �� S��>&P.268>'

� �� T��>&P.268>'

� �� U��>&P.269>'

� �� V��>&P.269>'

� ���6�� >&P.269>'

� ���8�� >&P.269>'

� ���<�� >&P.270>'

� ���>�� >&P.270>'

� ���?�� >&P.271>'

� ���A�� >&P.271>'

� ���C�� >&P.271>'

� ���G�� >&P.272>'

� ���I�� >&P.273>'

� ���K�� >&P.273>'

� ���M�� >&P.273>'

� ���O�� >&P.274>'

� ���Q�� >&P.274>'
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� ���S�� >&P.274>'

� ���U�� >&P.275>'

� ���X�� >&P.275>'

� ���Z�� >&P.276>'

� ���\�� >&P.277>'

� ���^�� >&P.277>'

� ���c�� >&P.277>'

� ���i�� >&P.278>'

� ���l�� >&P.278>'

� ���o�� >&P.278>'

� ���r�� >&P.278>'

� ���z�� >&P.279>'

� ���|�� >&P.279>'

� ���}�� >&P.279>'

� ���~�� >&P.279>'

� ���•�� >&P.279>'

� ���•�� >&P.279>'

� ���ƒ�� >&P.280>'

A

ACD
��+¬�·%T�™�ç�(4Ä/æ*(���†�g!·�K�Z�C�T�I�8��

Agent Desktop
�¥�å�±�¡�º  ��å�±�î�[8³���¥�î�Ý�b��#.�_�Q#Ý�I�€�•�©�«�¥�b�¹�«�¡�º�µ�É  �”�É�Ü
�£�î�©�Ù�å��

ANI
��+¬�·$��•1‘�9���†�g!·�K�Z�C�T�I�8��

C

CAD-BE
Cisco Agent Desktop - Browser Edition�� Web �È�Û�˜�¨�[��/œ�M�•�S�u�b  Agent 
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�Q#Ý�K�Z�_���†°�Š�K�Z3É'Å�M�•�?�
�r�S�c�•8Œ�[3É'Å�K�r�M��3û�–�c�
 �� IVR���\

�� VRU���@�º�«�_�Q#Ý�I�€�r�M�� ��8b�Œ�Â'Å/æ*(>& VRU>'���†�g!·�K�Z�C�T�I�8��
270 2013 �º  1 �v  16 �¥



8b�Œ�Ã�£�µ�º
�¿�µ�º�á�î�¡)�#ä�[3æ�™�I�€�•8b�Œ3û0ð�†�¹�ª�±�Ý  �§�å�É�Ü�å�¢�K�S�v�b��

8b�Œ�Ô�½�±�Ü�å�¢
�š�î�ª�™�å�º�_�v'¨�U*…�_�v%±�}�€�•�G�\�^�C�
�«�î�Ã�î�Â�–�¨�@�š�î�ª�™�å�º�b
3û0ð�†�Ô�½�±�M�•�G�\��

�?

�Ó°
�«�î�Ã�î�Â�–�¨�@�š�î�ª�™�å�º�b8³���\�b�¥�î�Ý�†�I�D$×�_�g�•�I�O�•�S�u�b  
Supervisor Desktop �b�µ+��[�M���I�D$×�^�1Ÿ3û0ð�b�M'��[�M��

�¥4Š�”�É�Ü�£�î�©�Ù�å

CAD �_�“�I�^�8�¯�Ç�º�˜�™�”  �”�É�Ü�£�î�©�Ù�å��

�¥4Š�”�É�Ü�£�î�©�Ù�å2s�·�”�¡�©�Ù�å

Agent Desktop Æ�?�}�¥4Š�”�É�Ü�£�î�©�Ù�å�†2s�·�M�•�”�¡�©�Ù�å��

�Ñ�G�¥�î�Ý  �¥�å�¸�Ÿ�«�º�š�X
7Á0ð�¥�î�Ý�_6õ�M�•�8�C�X�?�b�_���†/²�M  Unified ICM �b#Ý1����G�b�š�X�c�

Unified ICM Æ4Š�[��*O�M�•�²0[�@�6�~�r�M��

#ì8��Ï�µ�É�”�µ�É
�š�î�ª�™�å�º�b�¥�å�Æ�×�î�±#ì8��V�_$Î�™*…�[�w�b�_���†/²&g>&#ì8��_�¹�î�±�†/²
&g>'�M�•�G�\��

'ö#.*…

CAD �†'ö#.�M�•�Ç�(���á�î�¡�Ç�ß�î�x�³�î�Ò�b�o�?�
�š�î�ª�™�å�º�b�¹�«�¡�º�µ�É
�b�Ý�µ�¡  �”�å�»  �Ç�•�î�Ý�†��*O�K�r�M��

�A

2s�·�–�Ë�å�º

Agent Desktop �†2s�·�M�•7•�_$Î#Õ�M�•�–�Ë�å�º�� ���–�Ë�å�º���†�g!·�K�Z�C�T�I
�8��

�C

�\$��•
�a#ú7Á0ð$��•0£#ì�_�>�8�Z�a#ú�b�Q�€�R�€�b�\�r�S�c)r�œ$×�^7Á0ð$��•0£#ì�†�M�–
�_/²�M  1 >|  3 �F�b�¥�î�»��
2013 �º  1 �v  16 �¥ 271



Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
�G

¶/—7Á0ð�º�n)Y>&PSTN>'
�a#ú�p�_�6�•�¸� �r�S�c¶� �b8b�Œ#Ý¶/—7Á0ð)Y�†%&�«�K)F�K�S�v�b��

�SÆ�º�n�µ>& PBX>'
�û��Æ4Š�[�Q#Ý�I�€�•+¬&k7Á0ð)Y�� PBX �b�Ø�î�¨�c�
�M���X�b�¥)z�†¹#Ý�M�•�G�\
�[�
 PBX �b�¥4Š�l7Á0ð�¥�î�Ý�†$Î�™�K�r�M��

�¥�î�Ý  �”�¡�¸�•�Å�¸�•  �¹�î�±
�¥�î�Ý  ��å�±�îÆ�b"I���±�–�É�b�¹�Â�–�«�r�S�c�š�î�ª�™�å�º�_�>�E�•�¥�î�Ý�b6×
�I�_�X�8�Z  Agent Desktop �_/²&g�I�€�•�_����

�¥�î�Ý�D�š
�¥�î�Ý�b$Î�™�
�Â'Å�
3?3æ�
�)�•�^�]�
�¥�î�Ý�b"g�Â�†�š�f�M�•�”�¡�©�Ù�å��

�¥�î�Ý�D�š�”�¡�©�Ù�å
�Ý�î�Ý�_4:�œ�M�•�–�Ë�å�º�_�|�W�Z�º�Ü�ž�î�I�€�S�¥�î�Ý�D�š�µ+��†��/œ�M�•�”�¡
�©�Ù�å���¥�î�Ý�D�š�”�¡�©�Ù�å�c�
�«�–�µ�³�b�±�–�É�_�|�W�Z$��^�~�r�M��

�¥�î�Ý  ��å�±�î
�¥�î�Ý�@$Î�™�r�S�c�Â'Å�I�€�•���d��3û�–�
�¥�î�Ý  ��å�±�î�[�c�¨�X�b�š�î�ª�™�å
�º�@�P�Â�K�Z�8�•�o�?�
 1 �Ž�b+¬�·%T�™�ç�(4Ä/æ*(�@�µ+��K�Z�8�r�M��

�¥�î�Ý�š�T
���¥�î�Ý  �”�¡�¸�•�Å�¸�•  �¹�î�±���†�g!·�K�Z�C�T�I�8��

�¥�î�Ý  �Ý�î�¸�•�å�¢
Æ)z$��•�x�Ÿ�×�î�^�]�
% $×�b3æ�™›�l�¥�î�Ý�†+¬�·3æ�™�M�•�G�\��

�¥�î�Ý  �ß�¢

Agent Desktop �b��/œ�p�_�¹�«�¡�º�µ�É�[$Î�™�>�|�g�w�™�K�S�¥�î�Ý�b0°6���

�¥�å�±�¡�º  ��å�±�î
7Á0ð�¥�î�Ý�T�E�[�^�C�
7Á�Ê�Ó�î�Ý�
�Ç�“�¡�«�
 Web �³�Õ�µ�º  �Ó�µ��î�ª�^�]�b$Î
�™�>�|�g%T�™�†/œ�<�•�|�:�_�¥�î�Ý  ��å�±�î�†�Ñ�G�K�S�v�b��

�¥�å�Æ�×�î�±  �¸�Þ�Ç�›�½�î  �–�å�¸�¢�Þ�î�©�Ù�å>& CTI>'
�¥�å�Æ�×�î�±�?�}�¥�Ð�å�»�b$Î/œ�x�¥�î�Ý�>�|�g�š�î�ª�™�å�º�_6õ�M�•�–�Ë�å�º�_
���b�v�“�@�[�A�•�|�:�_�
�¥�å�Æ�×�î�±�\7Á0ð�«�–�µ�³�†�K)F�M�•�G�\��

�¥�å�Ç�•� �×�Þ�î�©�Ù�å  �Ç�“�–�Ý
�”�É�Ü�£�î�©�Ù�å�_6õ�M�•0¿���@�–�â�I�€�Z�8�•�¥�å�Æ�×�î�±  �Ç�“�–�Ý��
272 2013 �º  1 �v  16 �¥



�I

�q3Æ�b�¥�î�Ý  �Ü�«�º
�š�î�ª�™�å�º�@$Î�™�K�S%$3Æ  100 �ó�b7Á0ð�¥�î�Ý�b�Ü�«�º�� [ �²�–�Ö�Ý  �Ã�µ�»

>&Dial Pad>' ] �˜�•�å�»�˜�[+¬�·$×�_'ö#.�I�€�r�M��

�K

�©�î�º

Agent Desktop �x  Supervisor Desktop �^�]�b  CAD �”�É�Ü�£�î�©�Ù�å�b�–�å�«�±�å
�«��

�w�¥�•$�
(•�\�>�|�g�•�¼�²�b7Ÿ�p�•�†�æ���M�•  3 �F�b�¥�î�»��

�K�A�8�Í
"I���b�¹�Â�–�«�r�S�c�¥�å�±�¡�º  ��å�±�î�_�¥�î�Ý�@ k$��[�A�•0Á���ì6ë���6�•
�¥�î�Ý�_�X�8�Z�
�K�A�8�Í�_4)�M�•�?�r�S�c�K�A�8�Í�†2x4#�M�•�\�
 [ �š�å�±�î�É�Û
�–�¬  �¹�î�±>& Enterprise Data>' ] �˜�•�å�»�˜�_�@�–�”�–�¥�å�r�S�c1™�Ì�”�–�¥�å�@
/²&g�I�€�r�M��

+¬�·%T�™�ç�(4Ä/æ*(>&ACD>'

PBX �V�_�–9T�M�•�œ�É�©�Ù�å  �¯�Ç�º�˜�™�”���©�«�¸�ÒÆ�>�|�g�¥�î�Ý  ��å�±�îÆ�b
�I�r�J�r�^�Ã�Û�Ó�î�±�†�Ô�½�±�K�
�Q�b�_���_�ö�Y�8�Z�¥�î�Ý�b�Ý�î�¸�•�å�¢�†�–
�å�¸�Ü�ª�™�å�º�_/œ�8�r�M��

+¬�·$��•1‘�9>& ANI>'
7Á0ð�¥�î�Ý�_›'g�W�Z$Î�™*…�b1"5 $��•>&�²�N�K�v7Á0ð$��•�[�c�^�8>'�†3û%±�M�•
�S�u�b�M4��b�X�Í��

�©�Õ�µ�º�²�˜�å  �–�Ë�å�º

Agent Desktop �@�©�Õ�µ�º�²�˜�å�M�•7•�_$Î#Õ�M�•�–�Ë�å�º�� ���–�Ë�å�º���†�g!·�K
�Z�C�T�I�8��

�©�Ù�î�º�•�µ�º  �Ÿ�î
"I���b�¥�Ð�å�»�†�ç�g���M�S�u�b�Ÿ�î�Î�î�»�V�b�""‚�b�Ÿ�î�r�S�c0�X�Ÿ�î�b)��s
�œ�ƒ�O>&���Í�µ�º�Ÿ�î���r�S�c���Ÿ�î�Î�î�»  �”�¡��Û�Þ�î�±  �Ÿ�î���\�v�ç�d�€�•>' ��
3û�–�c�
�Ó�½�×�î�?�}�Ð�˜�«�b�¡�Ü�µ�¡�ï�8�†/œ�:�|�~�v�©�Ù�î�º�•�µ�º  �Ÿ�î�†�Q
#Ý�K�S�‰�@%·�ì6ë�[�¥�Ð�å�»�†�ç�g���M�G�\�@�[�A�r�M��

�M

�«�î�Ã�î�Â�–�¨
�š�î�ª�™�å�º  �³�î�Ò�b�Ü�î�²�î / �Ð�¿�î�ª�Õ��
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Cisco Desktop Administrator �Ø�î�¨  �ž�–�»
�«�•�Û�š�X
�""‚�b�¹�î�±�†�–�â�M�•�Ñ�G�¥�î�Ý  �¥�å�¸�Ÿ�«�º>& ECC>'�š�X��

�«�Ÿ�Ý
�¥�å�±�¡�º  ��å�±�î�b�š�î�ª�™�å�º�@�â�W�Z�8�•+��Š>&"I���±�–�É�b�¯�Ç�º�˜�™�”
�†�Q�8�G�^�O�•�G�\�x�
�¥�\1��_��+��^�G�\�^�]>' ���|�~ƒ�€�S�•�«�±�Ð�î  �§�î�Å�«
�†��#'�[�A�•�|�:�
�¥�î�Ý�b�Ý�î�¸�•�å�¢�c�š�î�ª�™�å�º�b�«�Ÿ�Ý�_�ö�Y�8�Z/œ�:
�G�\�@�[�A�r�M>&�«�Ÿ�Ý  �Ë�î�«  �Ý�î�¸�•�å�¢>' ��

�«�¸�î�±�«  �Â�î

Agent Desktop �r�S�c  Supervisor Desktop �b�–�å�±�î�Ç�™�–�«�V�[�
�š�î�ª�™�å
�º�>�|�g  CAD �©�«�¸�Ò�b�«�¸�î�±�«�†/²&g�M�•8•�æ��

�«�¸�Ý�«  �Ô�î�»
�”�É�Ü�£�î�©�Ù�å�b/²&g�Ô�î�»�b  1 �X���”�É�Ü�£�î�©�Ù�å�c�
�š�î�ª�™�å�º�_�|�W
�Z�q�`�ì�I�€�^�8�?�B�~�
�©�«�¸�Ò  �º�Þ�–�_�”�–�¥�å�\�K�Z/²&g�I�€�r�M��

�O

��•�å�²�Ü  �§�î�Â
�¹�×�É�Þ�µ�¡�«#”�C�_�>�E�•�Â�µ�¡�”�µ�É  �§�î�Â���É�Û�–�Ð�Ü  �§�î�Â�_7€���@$Î#Õ
�M�•�\�
��•�å�²�Ü  �§�î�Â�@�Q�b��#.�†�,�A)E�B�r�M��

�)�•
7Á0ð�¥�î�Ý�b�K)F�†0Ž7V�M�•�G�\��

�)�•�–�Ë�å�º
�¥�î�Ý�@�)�•�I�€�S�G�\�†&g�M�–�Ë�å�º��

�Q

�¯�Ç�º  �Ç�›�å

Agent Desktop �b�²�–�Ö�Ý  �Ã�µ�»�^�]�b�¯�Ç�º�˜�™�”7Á0ð��

�S

�æ/œ�w�™
�«�î�Ã�î�Â�–�¨�@  [ �æ/œ�w�™>&Intercept>' ] �Î�±�å�†�Q#Ý�K�Z�š�î�ª�™�å�º�?�}�«�î
�Ã�î�Â�–�¨�l�b3?3æ�†�I�D�K�S���œ�_�æ/œ�w�™�@/œ�ƒ�€�r�M��

�²�–�Ö�Ý  �Ã�µ�»>& Dial Pad>'
�š�î�ª�™�å�º�@$��•�†�²�–�Ö�Ý�M�•�G�\�@�[�A�•�¯�Ç�º  �Ç�›�å#ì8���

�²�–�Ö�Ý  �É�Û�å
7Á0ð)Y�_�>�8�Z8³���@�Q#Ý�M�•�²�–�Ö�Ý$��•�b�S�B  >&�ß�î�•�Ý  �”�¡��«  �¥�î�»�x
�ß�î�•�Ý  �š�Ü�”  �¥�î�»�^�]>' ��
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�±�«�¡  �Î�±�å

Agent Desktop �b�–�å�±�î�Ç�™�–�«�V�[�”�¡�©�Ù�å�†�m�~�\�Z�•�G�\�@�[�A�•  10 
�¶�b�Î�±�å��

�±�µ�³  �º�î�å
���¹�×�”�Ý  �º�î�å�¨5��Ø�<�X���†�g!·�K�Z�C�T�I�8��

�U

�³�î�Ò
� �L�«�î�Ã�î�Â�–�¨�_�P�K�Z�Þ�Ï�î�º�†/œ�:�š�î�ª�™�å�º�b�¢�Ý�î�É

�³�î�Ò  �Ã�Ç�›�î�Ð�å�«  �Ó�µ��î�ª>& TPM>'
5�0[�^�_���†��4)�M�•�S�u�«�î�Ã�î�Â�–�¨�@�8�B�K�Z�d���b�ì6ë  Agent Desktop �_
/²&g�[�A�•�Ó�µ��î�ª�� TPM �c�
�«�î�Ã�î�Â�–�¨�b0¿���_�Â�L�Z�
�«�¡�ß�î�Ý�º�_
�v8��«�¡�ß�î�Ý�º�_�v�^�~�r�M��

�³�Õ�µ�º>& Chat>'
�š�î�ª�™�å�º�>�|�g�«�î�Ã�î�Â�–�¨�@�–�å�«�±�å�º  �Ó�µ��î�ª  �˜�•�å�»�˜�†�Ó�K�Z
3û�™�†/œ�:�G�\�@�[�A�•  Agent Desktop �>�|�g  Supervisor Desktop �b�µ+���

�³�Õ�µ�º  �§�î�Å�«
�� Cisco Chat Service���†�g!·�K�Z�C�T�I�8��

�³�Õ�µ�º  ��µ�©�Ù�å
�š�î�ª�™�å�º�\�š�î�ª�™�å�º�r�S�c�š�î�ª�™�å�º�\�«�î�Ã�î�Â�–�¨�@�³�Õ�µ�º  �”�É
�Ü�£�î�©�Ù�å�†�Q#Ý�K�Z�e�Ð�_���†�x�~�\�~�M�•�G�\��

�X

3û�–�Ô�î�»
�–�å�±�î�Ç�™�–�«�b/²&g�Ô�î�»�b  1 �X���¥�î�Ý�@�Ñ�~�M�•���œ�_�c�–�å�±�î�Ç�™�–
�«�@/²&g�I�€�
�”�–�»�Ý"g�Â�b���œ�_�c�–�å�±�î�Ç�™�–�«�@�q�`�ì�I�€�r�M��

�–�_�m�S�_/²&g�Ô�î�»
�–�å�±�î�Ç�™�–�«�b/²&g�Ô�î�»�b  1 �X���–�å�±�î�Ç�™�–�«�c�Q�b�Ú�b�6�}�z�•�˜�•
�å�»�˜�b�m�S�_4Ä*(�I�€�r�M���r�S�q�`�ì�I�€�•�G�\�v�6�~�r�O�‡��

�–�_/²&g�Ô�î�»
�–�å�±�î�Ç�™�–�«�b/²&g�Ô�î�»�b  1 �X���–�å�±�î�Ç�™�–�«�c�–�_/²&g�I�€�r�M�@�

6ä�8�Z�8�•�Q�b�Ú�b�”�É�Ü�£�î�©�Ù�å�_7ƒ�€�•���œ�v�6�~�r�M��
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�Z

�¹�•�Þ�¡�º�Ü  �§�î�Å�«  
LDAP �\�v�ç�d�€�r�M��2s�·�ì�_�Ú�b�M�m�Z�b  CAD �§�î�Å�«�@$Ï6��I�€�•�§�î�Å�«
�[�M���¡�Û�–�”�å�º�@�Ú�b  CAD �¥�å�Ï�î�¿�å�º�_6õ�M�•�_���†0[�Ó�M�•���œ�_�c�

�G�b�§�î�Å�«�@�Q#Ý�I�€�r�M��

�¹�î�±  �«�–�µ�³
�¿�µ�º�á�î�¡Æ�b  LAN ��¢�Ó�å�º6ë�[�Ã�£�µ�º�b�Ç�•�Ý�±�Ü�å�¢�\3?3æ�†/œ�:�¹�Â
�–�«��

�¹�î�±  �Ç�•�î�Ý�»
7Á0ð�¥�î�Ý6õ�M�•�_���b�:�U�
 Agent Desktop �–�å�±�î�Ç�™�–�«�_/²&g�[�A�•�v�b��

�¹�î�±  �Ç�•�î�Ý�»�b�²�ó
�¥�î�Ý  �¹�î�±�_6õ�M�•1=#.�e�� true �r�S�c  false �\�K�Z0Û�o�I�€�r�M��

�¹�î�±�Ë�î�«
% $×�b�_���_�M�d�x�C�”�¡��«�[�A�•�|�:�
(Ô)+$×�_�S4��ì�I�€)�)Ê�ì�I�€�S�¹�î
�±�b7Ÿ�œ�/��

�¹�î�±  �Ý�î�±
�¿�µ�º�á�î�¡�_�>�8�Z�
�õ�–�¶�X�b  IP �ß�î�•�Ý  �š�Ü�”  �¿�µ�º�á�î�¡>& LAN>'�†�K)F
�M�•�S�u�b�¹�Â�–�«��

�¹�Â�–�«
7Á0ð�©�«�¸�Ò�_�K)F�I�€�S/æ*(>&7Á0ð�^�]>' ��

�¹�×�”�Ý  �º�î�å�¨5��Ø�<�X>& DTMF>'
�±�µ�³  �º�î�å  �²�–�Ö�Ý�_6õ�M�•#Ý1��� DTMF �[�c�
�É�µ�©�×  �Î�±�å  �Ã�µ�»�V�b�Î
�±�å�_�±�µ�³�M�•�\�
��7•�_�c9×�Ø�<�X�\�*�Ø�<�X  2 �X�b�º�î�å�†)��s�œ�ƒ�O�S�v
�b�@ 1 �X�b�º�î�å�\�K�Z���Š�I�€�r�M���G�€�}�b�º�î�å�c�
7Á0ð$��•�†�²�–�Ö�Ý�M
�•7•�b�Å�î�É8b�\�K�Z$Î�O�}�€�r�M��

�¹�×�É�Þ�µ�¡�«#”�C
�É�Û�–�Ð�Ü  �§�î�Å�«�\��•�å�²�Ü  �§�î�Å�«�†��<�S�·�8#”�C���É�Û�–�Ð�Ü  �§�î�Å�«
�_7€���@$Î#Õ�M�•�\�
��•�å�²�Ü  �§�î�Å�«�@�Q�b��#.�†�,�A)E�B�r�M��

�¹�Ü�Ñ�±
�¹�î�±  ��¢�Ó�å�º�b›8Œ�r�S�c�Ž�•�†&g�M1��r�S�c�e�Ð��

3?3æ
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