CHAPTER 2

Installation and Configuration

This chapter discusses installation and configuration of:
e Cisco CTI Driver for Siebel

e C(Cisco Data Store

Cisco CTI Driver for Siebel: Installing & Configuring

The Cisco CTI Driver for Siebel is responsible for mediating between the Siebel
application and the Cisco CTI product. This section presents the information that
is necessary to install and configure the Cisco CTI Driver for Siebel.

Installation of Cisco CTI Driver for Siebel

This section describes how to use the Setup program to install the Cisco CTI
Driver for Siebel. Setup.exe is found in the SiebelCTI folder of the CD. You can
use this Setup program to:

e Perform an installation that will be used only on a particular workstation

e Perform an installation that will be used to distributively install the Cisco CTI
Driver for Siebel on multiple workstations

Running Workstation Setup

To run the Setup program so as to install the Cisco CTI Driver for Siebel on a
single workstation, perform the following steps:
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Step 1
Step 2

Step 3
Step 4

Step 5
Step 6

Log in with administrator privileges.

Locate and run the program Setup.exe in the SiebelCTI folder of the CD. A
welcome screen appears.

Click the Next button. On the screen that appears, select Workstation Setup.

Click Next. A destination screen appears. If you want to change the installation
directory, click Browse and select a new directory.

Click Next to begin the installation process.

After installation has completed, click the Finish button.

Running Distribution Setup

~

Note

Step 1
Step 2

Step 3
Step 4

Step 5

Step 6

Step 7

To run the Setup program so as to be able to distributively install the Cisco CTI
Driver for Siebel on multiple workstations, perform the following steps:

Distribution installation must be done on a file server workstation.

Log in with administrator privileges.

Locate and run the program Setup.exe in the SiebelCTI folder of the CD. A
welcome screen appears.

Click the Next button. On the screen that appears, select Distribution Setup.

Click Next. Enter the complete path of your distribution directory in UNC format,
that is, \machine_name\share_name\directory. (If Distribution Setup has been
run before, and the file Launcher.ini already exists, the current path is displayed.)

Click Next. A screen appears notifying you that during the current process your
distribution directory will be cleaned, and repopulated.

Click Yes. Enter the complete workstation path—this will be used as the
installation directory on the current workstation and on every workstation where
the desktop components will be distributively installed. (If Distribution Setup has
been run before, the current path stored in the setup.ini file is displayed.)

Click Next to begin the installation process on the current (administrator’s)
workstation.
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Step 8

~

Note

Cisco CTI Driver for Siebel: Installing & Configuring

After installation has completed, click the Finish button.

To distributively install the Cisco CTI Driver for Siebel on other workstations,
you can do one of the following:

e Setup alink and e-mail it to a distribution list of those people who should be
installing the desktop components. Each recipient uses the link to run
Launcher.exe, which automatically either performs a complete installation or
installs additions and corrections—depending on whether this is an initial
installation, or a hot fix or new version is being applied to a previous
installation. No user interface is involved

e Use an Internet browser to do essentially the same thing as above

When Cisco CTI Driver for Siebel is installed on a workstation in this manner,
Launcher.exe is automatically added to the workstation’s Startup folder.
Launcher will then run automatically on every reboot—or the user can run it
explicitly—to get hot fixes and new versions.

Configuration of Cisco CTI Driver for Siebel

~

Note

Step 1

Step 2

In the following instructions we assume that you are using drive c:. If you are
not using drive c:, substitute the name of the drive that you are using.

Once you have run the Cisco CTI Driver for Siebel Setup program, you must
verify that the file uagent.cfg was configured properly. This file is located in
c:\siebel\bin.

Use Notepad to open
c:\siebel\bin\uagent.cfg

which contains the driver information.

Search for the [CTI] section of this file. It should, and must, read:

[ oL-0905-02
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[CTI]

Enable

DeviceDriver =

Step 3

"TRUE"

"CSTGeoTelDriver.Driver"

Assuming that this looks as it should, exit without saving.

Table 2-1 describes the configuration parameters used by the Cisco CTI Driver for
Siebel. The parameters must be configured in accordance with the CTI Server
being used by the particular workstation. We recommend that entries be made for

all of the parameters.

Table 2-1

Cisco CTI Driver for Siebel Configuration Parameters

Parameter Type (Valid Values)

Explanation

String
(TRUE or FALSE)

Driver:IsEasySim

Simulate call in Siebel Client without CTI
Server and GeoDCS.exe.

The default value is FALSE.

Driver:
LogFileName

String

(pathname)

Path describing the location and name
prefix for the driver log file. This is
defaulted to c:\cisco in the shipped
Cisco.INI file. If this path is deleted from
the Cisco.INI file, the log file will be
generated in the system \Win directory.

Driver: TraceLevel |String

(CTITRACE_NONE,
CTITRACE_CRITICAL,
CTITRACE_SEVERE,
CTITRACE_SERIOUS,
CTITRACE_WARN,
CTITRACE_INFO, or
CTITRACE_ALL)

No log information written to log file. Logs
only critical events. Logs severe and critical
events. Logs serious, severe, and critical
events. Logs warnings, serious, ... events.
Logs informational, warnings, ... events.
Logs all events, including unclassified ones.

The default is CTITRACE_ALL.

Service: Number

PeripherallD

Peripheral ID of the ACD used by the agent.
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Table 2-1  Cisco CTI Driver for Siebel Configuration Parameters (continued)

Parameter Type (Valid Values) Explanation

Service: SideAHost |String Cisco CTI Server A name or address.

Service: SideBHost |String Cisco CTI Server B name or address.

Service: SideAPort |Number Service A port number.

Service: SideBPort |Number Service B port number.

Service: String Call variable used for transferring

ViewBmkCookie SiebelView bookmark. During a transfer or
conference, a view bookmark is exchanged
between members of the call. The allowed
values are: CallVariablel, Call Variable2, ...
CallVariable10. The default is
CallVariable10. Note that if a call variable
is being used for this purpose, it cannot be
used for any other purpose.

Service: String Cisco Data Store server name or address.

DataServerName

Service: String Autoln: Agent automatically becomes

AgentWorkMode (AutoIn, Manualln, or available after handling a call.

Unspecified) Manualln: Agent must explicitly indicate

availability after handling a call.
Unspecified: Use default behavior.
The default is Unspecified.

Service: String See Chapter 4, “Statistics Broadcast

BroadcastStatistics (TRUE or FALSE) Service” for details.
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Cisco Data Store: Installing & Configuring

The Cisco Data Store is used to store the Siebel application call context data
during conferences, transfers, and internal calls. This section presents the
information that is necessary to install and configure the Cisco Data Store.

Cisco Data Store Installation

The Cisco Data Store must be installed on a commonly accessible machine. The
system must be accessible from the current domain. Since your client applications
can currently access the CTI Server, you may want to consider installing the data
store on the CTI Server machine.

To install, copy the contents of the CiscoDataStore folder (contained in the
SiebelCTI folder) from the CD to the root directory of a CTI Server machine.
Then run the Install.bat file that is contained in the folder.

Cisco Data Store Configuration

Once you have installed the Cisco Data Store, you must configure the security
environment for this component.

To begin configuration:

Step 1 Click the Start button.
Step2  Choose Run...

Step3  Enter dcomcenfg.exe
Step4  Click OK.

The configuration steps outlined below are designed to maintain a secure server
environment and enables minimal user access rights to Cisco Data Store. You may
alter this configuration to suit your specific security requirements. The Data Store
can run on any NT 4.x system and has very minimal requirements.

Cisco ICM Software CTI Driver for Siebel Reference Guide
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Step 1
Step 2
Step 3
Step 4

Step 5

Cisco Data Store: Installing & Configuring

Successfully configuring Cisco Data Store involves the following steps:

Enable DCOM on the server.
Allow users to access your server through DCOM.
Allow everyone to access the Data Store.

Restrict their rights when they do access the Data Store to maximize server
security. You do this by specifying their identity on the server.

Enter the name of the server where Cisco Data Store resides.

The following discussion describes these steps in more detail.

Step 1: Enable DCOM on server

Select the Default Properties tab and make sure the Enable Distributed COM

on this computer checkbox is checked.

Distributed COM Configuration Properties

Applications  Default Properties IDefauItSecurity] Defauit Protocols]

¥ ‘Enable Distibuted COM on this computer

[~ Enable COM Interet Services on this computer
Default Distnbuted COM communication properties
The Authentication Level specifies security at the packet level

Default Authentication Level:

| [(None) LI

The Impersonation Level specifies whether applications can
determine who is calling them, and whether the application can da
operations using the client's identity.

Default Impersonation Level:

| Identify ;I

[~ Provide additional security for reference tracking

| aK I Cancel |

56040
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Step 2: Allow users to access server through DCOM

Step 1 Select the Default Security tab and then click Edit Default... in the Default
Access Permissions group.

Distributed COM Configuration Properties

Applications | Default Properties Default Security | Defaul Protocols |

Default Acceass Parmissions

You may edit who iz allowed to access applications that do not
pravide their own settings

o= Registiy Yalue Permissions | X] |

—De
v, RegistyValue: DefaulthccessPermission

P Owner: Administrator [Administrator)
Name:

& Everyone Allow Access

De

¥
ct
ar

Type of Access: |Allow Access ﬂ

Cancel | Add. | Remove |  Hep |

56045

Step2  Allow Access to Everyone in the domain. Then click OK.

Step 3: Allow everyone to access Data Store

Now that you have granted access for DCOM clients to the server, you need to
specify the access and launching rights for the Cisco Data Store.

Step1  Select the Applications tab. From the list, select CiscoSiebelDataStoreClass.

Cisco ICM Software CTI Driver for Siebel Reference Guide
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Distributed COM Configuration Properties

Cisco Data Store: Installing & Configuring W

Applications l Default Pruperties] Default Securityl Default Protuculsl

Applications:

AspTracker 1.0 Object
AwRitClient
Bank Class
Bank Class [
Bank Class (
Bank Class (
Bank Class (
Bank Class
Bank Class (
Bank Class (
Bank Class (2)
Bank. Account

Bank CreateTahle

1)
1)
1
1)
2)
2)
2)
2

iCiscoSiebelDataStore Class
COM+ Event System Tier2
Coric Chat Room
COMMonitor Document

Froperties...

o ]

56039

Step2  Then click Properties... and configure the Access and Launching rights as

follows:

Access Rights

Step 1 Select the Security tab.

Step2  Select the radio button marked Use custom access permissions.

Step3  Click the Edit... button in the associated area.

Step4  Then Allow Access to Everyone in the domain.

Step5 Click OK.

Cisco ICM Software CTI Driver for Siebel Reference Guide
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CiscoSiebelDataStore Class Properties HE

General | Location Security | Ideniity] Endpoints ]

" Use default access permissions

& lse custom access permissions

“You may editwho can access this application.

‘o] Registry ¥alue Permissions E3

ol

Registry Value: AccessPermission
e Owner. Administrator [Administrator)

MHame:

& Everyone Allow Access

ol
ol
Yo
ap|

Type of Access: IAIIow Access ﬂ

Cancel | Add... | Bemaove | Help |

56035

Launching Rights

Step1  Select the radio button marked Use custom launch permissions.
Step2  Click the Edit... button in the associated area.
Step3  Then Allow Launch to Everyone in the domain.

Stepd  Click OK.
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Cisco Data Store: Installing & Configuring W

CiscoSiebelDataStore Class Properties H K
Geneml' Location Security IIdenﬁly' Endpoints'
C Use default access permissions

~ & Use custom access pemmissions

You may edit who can access this application.

Edit...
© Use default |aunch permissions
~ & Use custom |munch issions|
You may edit who can launch this application.
Edit...

c Us Registry Yalue Permissions E3 I

& Us  Reqisty Value: LaunchPermission

Youn e Account Unknown
applit
Name:
| @ Eveyone Allow Launch
i) INTERACTIVE Allow Launch
MIKEPLAPT OP-NT“Administrators Allow Launch
SYSTEM Allow Launch
Type of Access: IAIInw Launch :I

Cancel |  Add. | Remove |  Hep |

56041

Step 4: Restrict user rights to Data Store

Step 1
Step 2

Now that access to the Data Store has been granted, you will want to restrict user
rights. To do this, you must specify the identity of a single average user on the
Server.

Select the Identity tab.

Select the radio button marked This user.

[ oL-0905-02
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Step3  Enter the User (including both domain and username information) and Password.
The username provided must not be the username of the domain
administrator—otherwise all users will be given the same access rights as the
administrator.

CiscoSiebelDataStore Class Properties HE

General] Lcn:atil:ln] Security |dentity ] Endpoints]

Which user account do you want to use fo run this application?

" The interactive user

¢ The launching user

& This user.
User: ‘Domaln\User Browse... |
[ Ahmddd
Passward: ‘

‘

Confirm Password:

oK | Cancel Apply |

56046
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Installation Checklist

Step 5: Enter name of Data Store server

In the configuration of a call center (see step 9 in Table 2-2) be sure to enter the
name of the server where the Cisco Data Store resides (see the parameter
Service:DataServerName that is described in the “Configuration of Cisco CTI
Driver for Siebel” section on page 2-3).

Installation Checklist

Having read the preceding sections, you may find the following checklist helpful.

Table 2-2 Installation Checklist for Integration

Task Reference
1. Make sure Siebel Client 5.0.2 or |Siebel Client Install Manual.
above is installed on the host
workstation.
2. Install Cisco CTI Driver for “Installation of Cisco CTI Driver for Siebel”
Siebel from the CD. section on page 2-1 in the current manual.
3. Install the Cisco Data Store “Cisco Data Store Installation” section on
page 2-6 in the current manual.
4. Configure the Cisco Data Store “Cisco Data Store Configuration” section on
page 2-6 in the current manual.
5. Verify the agent configuration file |“Configuration of Cisco CTI Driver for Siebel”
that uses the driver. section on page 2-3 in the current manual.

Cisco ICM Software CTI Driver for Siebel Reference Guide
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Table 2-2 Installation Checklist for Integration (continued)

Task Reference
6. Verify access to database server a. Open Control Panel.
from workstation. b. Launch “ODBC Data Source”.
c. Use notepad to open
<drive>:\siebel\bin\uagent.cfg
d. Search for [Server] and then look for
ConnectString=data_source_name
e. Go back to “OBDC Data Source” and make

sure that an entry for data_source_name
exists in the “User Data Sources” list. If it
does not exist, consult the Siebel Client Install
Manual.

To test access for Microsoft SQL Server, see the
“Testing Access for Microsoft SQL Server”
section on page 2-16.

To test access for other database managers, refer to
the ODBC driver documentation provided by the
database vendor.

7. Create a shortcut to Siebel Client
executable on the workstation’s
desktop.

Create a shortcut and drop it on the
workstation desktop.

Select the shortcut and right click.
Select the Properties menu.
Select the Shortcut tab.

In the target edit box, append next to the
executable path name the following
parameters separated by spaces:

/¢ "<drive>:\siebel\bin\uagent.cfg"

/d server /x

] Cisco ICM Software CTI Driver for Siebel Reference Guide
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Table 2-2 Installation Checklist for Integration (continued)
Task Reference

8. Log into Siebel Enterprise Server |Execute the shortcut and enter User Name:
as Administrator. SADMIN, Password: SADMIN. Pre-selected, the

last field will display Server.

9. Configure a Call Center, Users Section specifying CTI Configuration Settings in
and Telesets in Siebel Server Siebel eBusiness Applications/Siebel CTI Guide
Database. (Siebel 2000 Manual).

10. |Configure driver parameters for |Table 2-1 in the “Configuration of Cisco CTI
the created Call Center by Driver for Siebel” section on page 2-3 in the
entering the parameters described |current manual.
in the reference. Alternatively, rather than referring to Table 2-1 for
Note  Make sure you are default/recommended settings, you may refer to

provided with the Cisco.INI, which can be found in (assuming that
correct values for Side the default installation directory was used):
A.and B so the driver c:\Program Files\Cisco\CTI Desktop\Cisco.INI
will connect properly
to the Cisco CTI
Server.
Cisco ICM Software CTI Driver for Siebel Reference Guide
[ oL-0905-02 .m



Chapter2 Installation and Configuration |

I Installation Checklist

Table 2-2 Installation Checklist for Integration (continued)

Task

Reference

11. |Configure Commands and Events
in created Call Center.

The Cisco CTI Driver for Siebel Setup installed a
sample definition file—CiscoENU.DEF—that can
be imported into the database as described in the
section on Importing and Exporting CTI
Configuration Data in Siebel eBusiness
Applications/Siebel CTI Guide (Siebel 2000
Manual). (CiscoENU.DEEF is discussed in the
current manual in the “Cisco CTI Driver
Customization: CiscoENU.DEF” section on

page 3-1.)

Note  The provided definition file can be
used to create the actual mappings your
enterprise will follow.

12. |Test Installation

Obtain a configured Agent ID and Password. Log
into the Siebel Client and log into the ACD. If
successful, at the status bar you will see the state
for the teleset you logged onto. If there is any
problem, see Chapter 6, “Troubleshooting and
Testing”of the current manual.

Testing Access for Microsoft SQL Server

Item 6 in the Table 2-2 checklist involves testing access to the database server.
The following is a step-by-step process for testing access to a Microsoft SQL

Server.

Step 1 Select SQL Server as your User Data Source, then click Configure.

] Cisco ICM Software CTI Driver for Siebel Reference Guide
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Q‘ 0ODBC Data Source Administrator [ 7]

User DSN IS_l.Jstem DSN I File DSM ] Dri\ters] Tracing] Cannection Pnoling] About I

Uszer Data Sources:

Mame | Ciriver | Add...
_Bomove_|

dBASE Files Microsoft dBase Driver [*.dbf)

FoxPro Files Microsoft FowPro Driver [*, dbf) Bemove
MS Access 97 Database Microsoft Access Driver (*.mdb)

SEA Local Db c:/siebel  Siebel Database o /siebel Configure...
SEA MMerge c:/siebel Microzoft Access Driver [*.mdb]

SEA MSLL o /siebel SOL Server

SEA Text c/siebel Micrasoft Text Driver [*.tat; *.cav)

Wisual FoxPro Database  Microsoft Visual FoxPro Driver

Yizual FoxPro T ables Microsoft Visual FoxPro Driver

‘-“'1 An ODBC User data source stores information about how to connect to
@ the indicated data provider. A User data source is only visible to pou,
and can only be used on the current machine.

ok | cancel | |  Hep

Step 2 Make sure the SQL Server name at the bottom (HOWARDH-NT in the screen
shot) corresponds to the machine where the Siebel Server Database is installed.
Click Next.

56056

Microsoft SQL Server DSN Configuration E

This wizard will help you create an ODBEC data source that you can use to
connect to SOL Server,

What name do you want to use to refer ta the data source?

How do you want to descibe the data source?

Description: |Siebe| M5 SOL Database

Wwhich SOL Server do you want to connect to?
Server: [HOWARDH-NT -]

Finish Next > Cancel | Help |

56049
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Step3  Make sure that the radio button labeled With SQL Server authentication using
a login ID and password entered by the user is selected. Then, click Client
Configuration.

Microsoft SQL Server DSN Configuration E
How should SGL Server verify the authenticity of the login ID?

" With Windows NT authentication using the network login (D,

= 'With SOL Server authentication using a login ID and password
entered by the uger,

To change the network library used to communicate with SQL Server,

chck Chent Configuration.
Chent Configuration...

l v Lonnect to SOL Server to obtain defauk setiings for the
L additional configuration options.

Login ID: |SADMIN

= Pazzword: |

< Back | Mest » | Cancel | Help |

56048

Step4  Make sure the TCP/IP network library is selected. (Do not change the Computer
Name or the Port Number.) Click OK.

Edit Metwork Library Configuration
= Server alias: |HDWAFIDH NT
MNetwark libraries - Connection parameters
~ )
i s LComputer name: |HDWAHDHNT

& TCRAP

£ Muliprotacel Poat number: |1433

WLk [P /5P

" AppleT alk

™ Baryan ¥IMES

! DECret

" Other
o
!

| oK I Cancel | Help | el

Step5  As Login ID enter: SADMIN. As Password enter: SADMIN. Then click Next.

Cisco ICM Software CTI Driver for Siebel Reference Guide
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Microsoft SQL Server DSN Configuration
How should SGL Server verify the authenticity of the login ID?

" With Windows NT authentication using the network login (D,

= 'With SOL Server authentication using a login ID and password
entered by the uger,

To change the network library used to communicate with SQL Server,

chck Chent Configuration.
Chent Configuration...

v Lonnect to SOL Server to obtain defauk setiings for the
additional configuration options.

Login ID: |SADMIN

Pazzword:

< Back | Mest » | Cancel | Help

Step6  Make sure the default database is siebel. Click Next.

56048

Microsoft SAL Server DSN Configuration E3
[snebel j
[™ Attach database filename:
r
-
-
=" ¥ Use ANSI quoted identifiers.
W Use ANSI nulls, paddings and wamings.
r
< Back | Mest > I Cancel Help

Step7  Click Finish.

Installation Checklist

56038
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Step 8

Step 9

Microsoft SQL Server DSN Configuration

ﬁadnﬁ":"f:‘/‘ I

-

W Peiform translation for character data

times.

W Save long running quenies to the log fils:
|C\QUERY.LDG

Long query time [milizeconds): |BDDEI]

W LoaODBC driver statistics to the log fils:
[crsTATSLOG

o=

Vel —
8

r Use regional seitings when outputting cusrency, numbers, dates and

Browse. .

Browse. ..

56050

< Back | Finish I Cancel | Help |
Then click Test Data Source.
ODBC Microsoft SAL Server Setup x|

A new ODBC data source will be created with the fallowing
configuration:

Microsoft SOL Server ODBC Driver Yersion 03.70.0623

-

Data Source Name: SEA MSOL o /siebel

Data Source Descrption: Siebel MS SGL Database
Server HOWARDH-NT

Database: siebel

Language: [Default)

Translate Character Data: Yes

Log Long Running Queries: Yes

Query Log File: C:A\AUERY.LOG

Query Log Time: 30000

Log Driver Statistics: Yes

Statistics File: CASTATS.LOG

Use Integrated Security: Mo

Use Regional Settings: No

Prepared Statements Option: Do not create temporaty procedures
Use Failover Server: No

Use ANSI Quoted |dentifiers: Yes

Use ANSI Null, Paddings and Warnings: Yes

]

0K ‘ Cancel |

56051

If successful, click OK on each dialog until you close the ODBC Data Source.
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SOL Sesver DDBC Data Source Test | X|

Test Results

Microsoft SOL Server ODBC Driver Yersion 03.70.0623 _I
Running connectivity tests.

Attemnpting conrection

Cornnection established

‘Verifying option settings

Disconnecting from server

TESTS COMPLETED SUCCESSFULLY!

56062
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