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1-1

Introduction

Welcome to the QueWorX Installation and Configuration Guide. This
guide provides the information you need to install and configure the
QueWorX software and the necessary hardware.

Chapter Topics e QueWorX Overview
e Guide Organization
QueWorX Overview

QueWorX is a software application that provides the tools necessary to
add sophisticated Computer Telephony Interface (CTI) functionality to a
call center. Functions, such as customer data collection, estimated time
in queue, queue depth, and customer callback are possible. Call routing
based on a customer information database and the QueWorXAgent
popup screens are expanded features and capabilities of QuelWorX.

InfoServ is the engine driving the QuelWorX application and is a service
in Windows 2000. It enables communication between CallCenterWorX
products on all NEC PBX platforms and the QueWorX system. QueWorX
connects with the CallCenterWorX application to provide system
functionality.

Guide Organization

Chapter 1
Introduction

Chapter 2
Getting Started

Chapter 3
QueWorX Installation

Chapter 4
Configuring the NEAX 2400
PBX

Outlines how to use the manual, including the organization, chapter
layout, and conventions used in the QueWorX Installation and
Configuration Guide.

Explains the hardware and software requirements of the QueWorX
Server.

Lists the installations you need to fully install QueWorX.

Explains how to setup the UCD/IVR, Agent Positions, and ACD Pilots
(Monitored Numbers) using CAT Mode for the NEAX 2000 PBX.

QueWorX Installation and Configuration Guide - Revision 8



1-2 Introduction

Chapter 5
Configuring the NEAX 2400
PBX

Chapter 6
Configuring the WebCallback

Chapter 7
Securing the QueWorX
Server

Chapter 8
Backing Up and Recovering
the QueWorX Database

Describes the ASDT, APHN, ASHU, AMNO, and AKYD commands for the
NEAX 2400 PBX.

Explains how to install the Internet Information Server (IIS), configure
the Web Initiated Callback, and initiate a Web Callback.

Provides recommended security practices to create and enforce a secure
network environment for the QueWorX Server.

Describes how to back up and restore the QueWorX database.
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Getting Started

For QueWorX to operate properly, your operating environment must
meet the requirements in this chapter.

Chapter Topic: o QueWorX Server Requirements

QueWorX Server Requirements

Table 2-1 lists the requirements for the QueWorX server. The minimum
hardware configuration QueWorX needs is the basis for the

requirements. Some installations can operate satisfactorily with this
basic configuration.

In an operational environment, we recommend QueWorX run on a
dedicated server.

Table 2-1 QueWorX Server Requirements

Requirements

Operating System

Microsoft Windows 2000 Server, SP4
Microsoft Windows 2003 Server
Note: Must configure for concurrent licenses

Processor

Pentium 3.0 GHz processor or faster

System Memory
2GB RAM (or above)

QueWorX Installation and Configuration Guide - Revision 8
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Getting Started

Requirements

Hard Drive Space (available before installation)
50MB
Additional Hardware
4x CD-ROM drive

Dedicated USB port for security key

Internal or external modem

4 PCI-E slots
(number of slots depends on number of Dialogic voice boards to be installed)

2 10/100Mbps Ethernet Cards

Integrated SVGA Controller with 4MB VRAM (Display properties must be set to a minimum of 1024
x 768 pixels with a color quality of at least 16 bit)

Table 2-2 QueWorX Agent Application and QueWorX Report Runner Requirements

Requirements

Operating System

Microsoft Windows XP
Microsoft Windows 2000, or
Microsoft Windows Vista

Processor

Pentium 1.2GHz (or above)

System Memory
1GB RAM or more

Hard Drive Space (available before installation)
25MB
Ad(ditional Hardware
Color Monitor with 1024 x 768 True Color resolution
1 10/100Mbps NIC Card
4x CD-ROM drive
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QueWorX Installation

This chapter lists the installations needed to fully install QueWorX.

Chapter Topic WIBU Security Key Driver Installation

e .NET Framework Version 2.0 Installation

e Dialogic System Release 6.0 Installation

e Microsoft SQL Server 2005 Express Installation
e SQL Server Management Studio Express Installation
e QueWorX Installation

e WIBU Security File Installation

e QueWorX Service Configuration

e Ports Configuration GUI Use

e NEC IVR Console Initialization

e QueWorX Upgrade

gonss Requires Windows 2000/2003 Server to install this product. Install the Windows
= Service Pack 4 and ensure you install the latest updates available for your
computer's operating system, software, and hardware. You obtain these from the
Microsoft Windows Update web site.

pa3%) Refer to the CallCenterWorX ACD for Business and Enterprise System Manual non
= the QueWorX Documentation CD-ROM for the procedures to configure the ACD
CallCenterWorX and the ACD MAT, which includes the MAT Menu options.

WIBU Security Key Driver Installation

Do the following to install the WIBU Security Key driver.

pa3%) To install this product, your system must have the Windows 2000/2003 Server and
é Service Pack 4 for Windows 2000. Find Service Pack 4 in the Windows 2000 SP4
NoOTe folder located on CD2.

Step 1 If the WIBU security key is already in the USB port, remove it.
Do not re-insert the WIBU security key into the USB port until directed to
do so.

Step 2 Open CD1 in the WIBU-KEY folder and run the setup32.exe file.
The WIBU-KEY Setup—Welcome dialog box appears (Figure 3-1).
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3-2 QueWorX Installation

Figure 3-1 WIBU-KEY Setup—Welcome dialog box

Welams bo the WIBL-KEY Software Selup pioatamm:
ﬁ Thiz program will install \WIBU-EEY Software on your
compute.

Itz strongly recommendsad that pou exit sl Windows proarams [and the
cortrol panel] before running this Setup progranm.

Chck sCancels to quit Setup and then close any programs you have
FLEFINIFR].
Chck aMexte to continue with the Setup program.

Step 3 Click Next to continue.
The Wibu-Key Setup—destination folder dialog box appears (Figure 3-
2).

Figure 3-2 WIBU-KEY Setup—destination folder dialog box
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QueWorX Installation 3-3

Step 4 Select the desired language for Wibu-Key, if not pre-selected, and click
Next.
The Destination Folder dialog box appears (Figure 3-3).

Figure 3-3 WIBU-KEY Setup—create destination folder dialog box

§= WIBU-KEY Setup =10) x|

Setup willinstall the WIBU-KEY Tocls in the following folder.
To irestall to this Folder, click »Nexte.

To incstall to & diferent folder, click sBrowses and salect
another folder.

‘You can choose not to mstal the WIBLUKEY tools by chcking
sCancels to et Setup,

~ Destination Folder

| |C:\Program Files\WIBUKEY Browse... ||

e | _coen |

Step 5 Do one of the following:

—To accept the default program folder, click Next.

—To select a different location and/or existing folder:
—Click Browse.
—Select the desired location in the new dialog box,
—Click OK to return to the Destination Folder dialog box (Figure 3-3).
—Click Next.

—To specify a different folder name located in the current directory:
—Type a folder name in the Destination Folder text box.

If the folder does not exist, a confirmation dialog box appears (Figure 3-4).

-—y —
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QueWorX Installation

Figure 3-4 WIBU-KEY Setup—select components dialog box

v | WIBU-KEY Setup i =0l

Satup will instal the WIBL-KEY Tools in he folowing folder.
Tovirestal hnﬁs folder, chick »Nexte,

_ Toinstallto a diferent fodes, ciick Browse. and sslect
| E

<> The specified Folder does not exist,
\:.) Should Setup create the Folder?

| [io l

| C:\Program Files\WIBUKE'Y Browse... ”

< Back New> | Cancel |

Step 6 Click Yes to create the new destination folder.

Step 7 Click Next.
The Select WIBU-KEY components dialog box appears (Figure 3-5).

Figure 3-5 WIBU-KEY Setup—select components dialog box

Select the WIBU-KE'Y companents you ke to mstall
~ EHWM Metwork Server

[ \'I'H'lﬂ thﬂksm fﬂlﬂm‘d Hm
¥ WwkLAN AWkNet Network Monitor (32 bit)
I kbt Network Mondion (15 b2

[T Additicna w180 HEY Taols

Once you have selecled the components you wish to install,
press the sMests button to complete the installation.

cBack |[ Mew> | Cancel

QueWorX Installation and Configuration Guide - Revision 8



QueWorX Installation 3-5

Step 8 Select the following components for installation:

—32 bit Reknit/Walk-in Network Server and the related check box to
install it as an NT service with autostart

—WKLAN/WkNet Network Monitor (32 bit)

ganas) Do not install the WkNet Network Server for Novell Netware component.

Step 9 Click Next:

The Component Review dialog box appears (Figure 3-6).

Figure 3-6 WIBU-KEY Setup— component review dialog box

I you press sMext« the following tasks will be pesformed:

{Operating system: Windows =P =
Sousce pathe EX\NWIBL-KEY

Selected languages:
{Engish

The follovang components will be installed:
WIBL-EEY driver ez

WIBLIKEY COM control
WIBU-5YSTEMS Shell Extension
WIBLKE'Y network server

WIBL-KEY tooks

¢ Back ] Cancel |

1=

Step 10 Review the pre-installation information and if everything is correct, click
Next to begin copying the files to the destination folder.
The Copying Files dialog box appears (Figure 3-7).
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3-6 QueWorX Installation

Figure 3-7 WIBU-KEY Setup—copying files dialog box

1=iElx

It you press sHewxte the following tasks will be performed:

The followsng components will be installed: :J
WIBL-EEY drives fles

M 1BL-EEY COM control
WIBL-SYSTEMS Shell Extension
WIBL-EEY network server
WIBL-EEY tools

Inctalling fes .. done.

Wenfving installed language modules . done.
Storing uninstall information ... done.
Irsstalling service ... done.

Trarafenng selfings ... done.

Step 11 When the file copy completes, click Next.
The Completed Setup dialog box appears (Figure 3-8).

Figure 3-8 WIBU-KEY Setup—completed setup dialog box

ol |

WIBLU-KEY Softweare Setup is comglete.
Setup can launch the Readme help file with the latest product

™ Ies, | wank to view the Feadme test now.|

Click »Finishe to complets Setup.

Step 12 If you do not want to view the Readme text file, clear the Yes, | want to
view the Readme text now check box and click Finish to exit setup.
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nED If the WIBU security key setup completes successfully the WIBU_KEY
= Setup—driver installed dialog box appears (Figure 3-9).
NOTE

Figure 3-9 WIBU_KEY Setup—driver installed dialog box

= WIBU-EEY Selup

WIBLEEY _Scﬂmwﬁall.w iz complete.

Setup can launch the Readme help file wilh the latest product

Step 13 Click OK.

Step 14 Insert the security key into the USB port.

pa33) If you are installing the Windows 2003 server, follow Step 15 through Step 21 to
= install the WIBU Key. Otherwise, continue with Step 22.
NOTE

Step 15 When the Windows 2003 server detects new hardware, the Welcome
dialog box appears (Figure 3-10).

QueWorX Installation and Configuration Guide - Revision 8



3-8 QueWorX Installation

Figure 3-10 Found New Hardware Wizard—Welcome

Found Hew Hre SR -

Welcome to the Found New
Hardware Wizard
Wirsdowe: wall seanch lor current anc updated software by

ook on poun compubed, on the haidweare natalsbon CD. of on
the Windowrs Update Web pite [with your peomizson)

Qe puryacy nfoomabon

Can\Windown connect o \Windows Update bo seasch foe
software 7

" Yes, this terw orlly
% ez, now and every hme | connect a device
" Mo, rot the firme

Chek Mesd 1o conbrus

Mot » Concel
| | |

Step 16 Select Yes, now and Everytime | connect a device.

Step 17 Click Next.
The Found New Hardware Wizard dialog box appears (Figure 3-11)
when the Windows 2003 server detects new hardware.
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Figure 3-11 Found New Hardware—hardware select dialog box

Found New Hardware Wizard

Thas wizard helps you mstall solfbwase oo

WiBL-BLRU

o your hardware came with an installation CD
e of Noppy disk, inzedt it now,

What do wou want the weard to do?

(" Irectal the softesare automatically [Recommended]
st froem a kst o gpecific locabion [Advanced)

Cick Next bo continue:

< Back Nest > Cancel |

Step 18 Select Install the software automatically (Recommended) and click
Next.
The Found New Hardware—hardware select dialog box appears (Figure
3-12).
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Figure 3-12 Found New Hardware—hardware select dialog box

Found New Hardware Wizard

Pleaze zelect the best match for powr hardwaie from the izt below.

\> WiBL-BORU

1| | ¥

3\ This driver is nol digitally signed!

< Back I Hed » I Cancsl

Step 19 Select the appropriate installation path, (C:\) for WIBU-BOXRU and click
Next.

The Security Alert - Driver Installation dialog box appears
(Figure 3-13).

Figure 3-13 Security Alert-Driver Installation dialog box

Security Alert - Driver Installation

%

IE The deiver software pou are installing for:
WIBL-BOM/AL
has not been propery signed with duthenticode{T M) technology.
Thereiote, Windows cannat tell if the softwate has been modified
since it was publshed. The publisher's identity canmot be verified
bacause of a problem:

The inztaled INF e does not contain digital signature
infoammation;

D yous till want to inetall this diver soflware?

e [T P
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Step 20 Click Yes to install the driver software.
The Found New Hardware Wizard Completing dialog box appears
(Figure 3-14).

Figure 3-14 Found New Hardware Wizard—Complete dialog box

Fourrd New Hardware Wizard

Completing the Found New
Hardware Wizard

The wazaid has fireshed rstaling the software for

WIBL-BOR/RL

Chck Fmish to close the wizard

Step 21 Click Finish.

Windows 2000 Server automatically detects the key and enables the appropriate
= driver.

Step 22 Proceed to the Control Panel (Figure 3-15) to test the key.

—Click Start
—Click Settings
—Click Control Panel
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Figure 3-15 Control Panel Access

B Control Pansl

essional

rof

The Control Panel directory appears (Figure 3-16).

Figure 3-16 Control Panel—WIBU-KEY
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Step 23 Double-click WIBU-KEY to verify the key information is in the directory.
The WIBU-KEY Software Protection—Test and Settings dialog box
appears (Figure 3-17) where you verify the key exists in the directory.

Figure 3-17 WIBU-KEY Software Protection—Test and Settings dialog box

H WIBU-KEY Software Protection: Test and Settings j_]_i_t_l
Contents | Netwark | Install | About |
WIBL-BOX Tree: USB. address : 1/1, version 5
@ Deskiop
= _.t-_% My Compter
¥
=% usB
7 o
S Network

Sediak | 75057234 11 21 37 4]

ScanPots |  EdtBox.. |

C o] - r

pa3%) If the key is not found, try removing and reattaching the key to the back of the
é computer. If that fails, call technical support.
NOTE
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.NET Framework Version 2.0 Installation

The Microsoft .NET Framework, version 2.0, is a software component of
the Microsoft Windows operating system and you must install it to run
QueWorX. Do the following to install the .NET Framework 2.0.

Step 1 From the QueWorx CD, find the Dot Net Framework directory and
double-click the Version 2.0 folder to open it (Figure 3-18).

Figure 3-18 QueWorx CD—Dot Net Framework folder

% -\ Dot NET Framework', Version 2.0

Ctak - O - | ) seach [ roltes [ 14 3 X 9|
!__Addrm_;_,;.n;iputmsrmhwumnz.u =B

| Folders x [ Hame - | Sae | Type | Date Modfied | ttributes |
| E D. . -@duuatfxﬂg ‘*l—ﬂ"m'xu—q:mv— IZNZ[20T &0 R

% Local Disk (C:)
= B quework +.2.1-4 (D9
= I3 Acrobat
® £ Archive
J Bin
) Document
= 3 Dot NET Framework
) Version 1.1
o Version 2.0  4——
& 3 trstal
) S0L Server 2005 Expred
) WIBL-KEY
3 dee GHOST (E:)
& @ Contrel Panel
= N My Metwork Places
& Recych Bin

Step 2 Double-click dotnetfx.exe.
The Microsoft .NET Fremework 2.0 Setup dialog box appears (Figure 3-
19).
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Figure 3-19 Microsoft .NET Fremework 2.0 Setup dialog box

Step 3 Click Next to continue the installation.
The End-User License Agreement dialog box appears (Figure 3-20).
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Figure 3-20 End-User License Agreement dialog box

fia' Hicroanft NET Framework 2.0 Setup 2 | .||:|3§*
End-User License Agreement
License Agreement ﬂ
CROSOFT SOFTWARE SUPPLEMENTAL LICENSE TERMS

CROSOFT .MNET FRAMEWORK 2.0

cli:hq accept the terms of the License Agreement”™ and procesding to uss the
F‘Ml:t.-

w (the “software™), you may use this supplement. You may not use & F you do
have 8 keerde For the software, mmma:mﬂwwmm
lcensed copy of the

Conpoaation {or based on where you bve, one of ibs affkates) boenses this
ko you. IF you are koensed bo use Microsoft Windows operating system

=l

M:mmmﬂmmwmmama the End-Liser

¥ 1 accept the terms of the License Agreement

[ <ok || bretal> |[ Goncel |

Step 4
Step 5

Step 6

Step 7

Read the License Agreement.
Select | accept the terms.

Click Install.
The installation begins.

The Setup Complete dialog box appears when the installation completes
(Figure 3-21).

QueWorX Installation and Configuration Guide - Revision 8



QueWorX Installation 3-17

Figure 3-21 Setup Complete dialog box

Microsoft NET Framewaork 2.0 Sebup

Step 8 Click Finish.
The .Net installation is complete.
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Dialogic System Release 6.0 Installation

CD1 contains the setup file you need to install Dialogic System Release
6.0. Do the following to install release 6.0.

Step 1 Insert CD1.
Step 2 Select QueWorX 4.3.0-1 > Dialogic 6 > SU174 to locate setup.exe.
Step 3 Click setup.exe in the Dialogic 6.0/SU174 folder.(Figure 3-22).

Figure 3-22 QueWorX window—Dialogic folder

Fuﬂ Bk Faworkes  Toole  Halp
Gm_i_?‘_l,r__fn_wd'r_h‘:mm. e )ﬂ'i‘l
e |3 D:ADisogic 5.015U174
Folders =-t| Name =
([} oesktop C4_T1 Patch_
® £} My Documents Qcleanp
B My Computer Cdoc
# J 3% Floppy (&) Qe
& % Local Disk {C:] CaGNU

5 B quewonc 301 (o) | | Dmiorate
@ 3 Acobat & subonn, exe
2 Bin b aukorun.int
= ) Dislogic 6.0 %bidﬂ‘n.i'i
__‘jm ! datal.cab
# 2 U174 | | Eldatal hdr

) Documenit ¢ dokaz cab
B () Dot NET Framework | | Eenone32.cab

3 Instal 8] ikernel. i
& (3 5QL Server 2005 Expeeg | =) layout.bin
D WIBLHKEY ) beerse. bt
B & GHOST (E1) A setup.brmg
& [ controlPansl Blsetip. cret—
B % Wy Nestwork Places & setup. ot

o EhReCIP oo s stpndh. | .}W

The Dialogic System Release Setup—Welcome dialog box appears
(Figure 3-23).
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Figure 3-23 Dialogic System Release Setup—Welcome dialog box

Dialogic(R) Sy¥stem Release - Press F1 for help E

Welcome to the Dialogic[R] S5ystem Releaze 6.0
PCI Redistributable Edition setup

Thig program will ingtall build 174 [a Service Update).
Before proceeding, pleaze exit all programs. Exclusive
acceszs to TCP parks 120071, 12004-5 for the loopback,
interface and port 12002 faor all network, interfaces is
required 2o ensure that these parts are available an vaur

¢ Back

Carcel |

Step 4 Click Next to continue.
The Customer Information dialog box appears (Figure 3-24).

Figure 3-24 Customer Information dialog box

Dialogic{R) System Release - Press F1 for help

Customer Information

Pleaze enter your infarmation,

Pleaze enter pour name and the name of the company for which pau wark.

zer Mame:
fi

Compary Mame:

| metallShield

¢ Back Hewt = Cancel

QueWorX Installation and Configuration Guide - Revision 8



3-20

QueWorX Installation

Step 5 Enter the User Name and Company Name.

Step 6 Click Next to continue.
The Choose Destination Location dialog box appears (Figure 3-25).

Figure 3-25 Choose Destination dialog box

Dialogir{R} System Belease - Press F1 For help

Choose Destinalion Location m |

Select folder where zetup will install files. I - |

Setup will nztall Dialogic[R ] Syetem Releaze 6.0 PCl Redetributable Edition inthe
following destination folder.  Ta installto this folder, click Next. Toinztall to a different
folder, click Browse and select another folder.

— Destinabion Folder

CAProgram FileshDialogic Brovwse. . |

| retall5 hield

¢ Back Cancel

Step 7 Click Next to accept the default destination directory.
The Select Features dialog box appears (Figure 3-26).
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Figure 3-26 Select Features dialog box

Dialogic{R) System Release - Press F1 for help I

¥
Select Features w

Select the features setup will install. I - -

Select the features you want ta inztall, and dezelect the features vau do nat want toingtall,

— Dezcription

g# Core Runtime Package
1M Protocaols

) Select thiz option to ingtall
mos

additional software required by

=
D&

3 Dialogic[R] telecom boards for
D SNMPF Component Manager [SDM protocol support. To
. Global Call Protocolz save dizk space, pou can
) Documentation inztall juzt the ISOM protocalz

required for your ervinanment,
Click the + to expand the lizt of
pratocols, then zelect what
you need.

7E3.88 MB of space required on the C dive
10705.27 MEB of space available on the C dive

Irstal Ehreld

¢ Back | Hest » I Cancel

Step 8 Select the features to install:

—ISDN Protocols
—Gilobal Call Protocols
—Documentation

Step 9 Click Next to continue.

The Installation of Third Party Yes/No decision dialog box
appears.(Figure 3-27).

Figure 3-27 Setup Options dialog box

Question

<9 Specific third party software is required for the Dialogic{R} software to function properly.
\:/ The following software will be installed:

Tcl/Tk Version 8,3.4

Xerces XML Yersion 1.1

ICU Support Libraries Version 1.4.0

Microsoft MFCjOther Redistributables VYersion 6.2

For more information about third party software, please refer to the Release Guide. To view the Release Guide, click "About this Release” on the system release navigation screen (which is
started by autorun.exe).

Select "ves" to proceed with the install, If you select "No" the installation will abort because the third party software is required by the Dialogic Software.

Step 10 Click Yes to continue.
A dialog box appears with the notice that the installation did not find Java
Runtime Environment (JRE).
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Figure 3-28 Java Runtime environment not found dialog box
Dialogic{R) System Release

! E Did notk: find a version of the Java Runtime Environment (JRE). Some diagnostic utilities will not Function until version 1.4.2 or later of a Java Runtime Environment is installed.
L3

The Select Program Folder dialog box appears.

Dialogic(R) S¥stem Release - Press F1 for help Ed

Select Program Folder - i

' i

Setup will add program icons to the Program Folder listed below. 'ou may tepe a new folder
name, or zelect one from the existing folders list. Click Mest to continue.

Pleaze zelect a program folder.

Program Folder;

E xisting Folders:

B ]

Administrative Tools
Microgaft SOL Server 2005
Metwork Azzociates

IrztallS hield

< Back | Mext > I Cancel

Step 11 Click Next to continue.
Start Copying Files Window appears.
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Figure 3-29 Start Copying Files Window

Intel{R) Dialogic{R) System Release - Press F1 for help | x|
Start Copying Files W

Review settings before copying files. I -

Setup haz enough information to start copying the program files. 1F you want o review or

change any zettings, click Back. |f you are zatisfied with the zettingz, click Mest to begin
copying files.

Current Settings:

Features Selected: -

- Core Runtime Package

- 1SDM Protocols
-ATET 4ES5 [T1)
- Telcordia Mational ISOM [T1]
- Lucent BESS [T1]
- Mortel DMS100/DMS250 (T1]
-MTT INS1500 [Japan] [T1]

-Eurc-SOM [METS/CTRA][ET] -
4] 2|

[FitallShield

¢ Back

Step 12 Click Next to continue.
Setup Complete appears.
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Figure 3-30 Setup Complete

Dialogic(R) System Release - Press F1 for help

Setup Complete

Setup haz finizhed ingtalling Dialogic(R) Sestem Releaze 6.0
PCl Redistributable Edition build 174 [a Service Update] on
wour computer. You must restart your computer to complete
the operation. [f you want to restart later ar cloge other
programe first, then restart marually.

% Nes | want bo restat my computer now.

£ Mo, | will restart my computer |ater.

Remove any dizks fram their drives, and then click Finizh to
complete setup.

< Back | Finizh I [Cancel

Step 13 Select Yes, | want to restart my computer now.

Step 14 Click Finish.

When the server reboots you may see the following for each board installed.
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Figure 3-31 Welcome to the New Hardware Wizard

Found Mew Hardware Wizard

Welcome to the Found New
:l?\ Hardware Wizard

Windows will search for curent and updated software by
looking on your computer, on the hardware ingtallation C0, or on
the "Windows Update Web zite [with pour permizsion].

Online privacy information

Can Windows connect to wWindows Update to search for
zoftware?

™ ez, this time only

™ ez, now and every time | connect a device

Click Mest to continue.

¢ Back I Mest » I Cancel

Step 15 Select No, not this time.

Step 16 Click Next.
The Found New Hardware Wizard dialog box appears.
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Figure 3-32 Hardware Installation - Installation CD
Found Mew Hardware Wizard

%

Thig wizard helps vou ingtall software for:

Intel Dialogic D1 20JCT-LS Card

\‘] If your hardware came with an installation CD
<= or floppy disk. insert it now.

YWhat da wou want the wizard to da?

¥ Install the software automatically [Fecommended]

™ Inztall from a list or specific location [Advanced]

Click Mest to continue.

¢ Back I Mest » I Cancel |

Step 17 Select Install the software automatically (Recommended).

Step 18 Click Next to install the software automatically.
The Security Alert dialog box appears.

security Alert - Driver Installation

L 'E The driver zoftware you are ingtalling fior;
L]
Intel Dialogic D 20JCT-LS Card

| ¢

has not been properly zsigned with Authenticode(T k] technology.
Therefore, "Windows cannot tell if the software has been modified
zince it waz publizhed. The publizsher's identity cannaot be verified
becauze of a problem;

The installed IMF file does not contain digital zignature
infarrnatior.

Do pous gtill want to inztall this driver software?

taore Info I

Step 19 Click Yes to Install Driver for Dialogic board.
Completing the Found New Hardware Wizard dialog box appears.
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Figure 3-33 Completing the Found New Hardware Wizard dialog box

Found New Hardware Wizard

Completing the Found New
Hardware Wizard

The wizard has finished instaling the zoftware for:

Intel Dialogic D/240)CT-T1 Card

Click Finigh to close the wizard,

<Back |7 R

Canzel

Step 20 Click Finish.

Step 21 Run Dialogic Configuration Manager: Start > Programs > Intel Dialogic

System Release > Configuration Manag

er DCM.

Figure 3-34 Run Dialogic Path

Windows Catalog

windows Update

Frograms ACcessaries -
Administrative Tools » -@
Diocuments MNebwork Associakes

-

52 AENENE E!

Settings

/._.J Search 3
L7

Internet Explorer

Qutlook Express iii
Remote Assistance
WIBI-KEY

Intel D

Lo
']

) Help and Suppaort

&

S=] Run..

@ Shut Dovr, .,

Computer Name dialog box appears.
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Starkup 4 @ Configure GDEK
=

GO Trace Viewer

PE= Expert

Send Fax &pplet

Start Gammalink Swstem Service

IUniversal Dialogic Diagnostics Lkl
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Figure 3-35 Select Computer dialog box

Select Compuiter
& Local I':':D'NH

" Remate I<EnterF|emu::te Computer Marme: j

Time elapsed: 00: 00: 00

Cancel |

Step 22 Select Local.

Step 23 Click Connect.
The Dialog(R) Configuration window appears.

@ Dialogic{R) Configuration Manager i = |EI|5|
File ‘iew Dewice 3Swstern 3Settings Help

y|u| mj=|m| =l G 2 2

El_ﬂ Configured Devices on_LHO4
El' DIALOGAHD-PCI

: o DA20ICT-LS-Rew 2 #0 in slat 50
El‘ﬁ TOM Busz

System status © Bunning

System starked
Step 24 Click the green arrow to initialize the board.

P339 This may take several minutes depending on how many boards are installed.
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Microsoft SQL Server 2005 Express Installation

Microsoft SQL Server 2005 Express Edition is an easy to use database
platform. It employs a graphical user interface (GUI) for easy
installation and provides other free tools, such as the SQL Server
Management Studio Express Edition that simplifies basic database
operations. Do the following to install the SQL Server 2005 Express
Edition.

Step 1 Insert the QueWorX CD1, and open the SQL Server 2005 Express SP2
folder.

Step 2 Double-click the installSqlExpress.bat file.
The DOS Command window appears (Figure 3-36).

DO NOT RUN SQLEXPR.EXE DIRECTLY.
The batch file has default flags set to limit the number of steps.

IMPORTANT

Figure 3-36 DOS Command window

= C WINNT sy stem3 2 cmd.exe

Installing 5Q1 Server 2005 Express

sgword iz required for the "sa’ user account.
te down thi il and keep it in safe place? ww

Pleaze enter a ‘sa’ password then press the Enter key: za

Step 3 Type an ‘sa’ (system administrator) password.

Step 4 Press ENTER.
The End User License Agreement dialog box appears (Figure 3-37).
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Figure 3-37 End User License Agreement dialog box

P Microsoft SOL Server 2005 Setup ﬂ

End Uzer License Agreement

MICROSOFT SOFTWARE LICEMSE TERMS =
MICROSOFT S0L SERVER 2005 EXPRESS EDITION SERVICE PACK 1

These boense terms & an agreement between Microsoft Corposation [or based on
whete pou bve, one of iz affilates) and you  Fleass 1ead them. They apply 1o the
software named sbove. which includes the media on which vou recenved it, if ary.
The tesms alzo appl to arg Microsoft

* updates.

" supplements.

" Irtemet-bazed services, and

* suppoi services

|fos this soltwace, unless other terms accompany those fems. If 2o, those berms
apply.

R 1 zccept the licensing tems 2nd conditions
Prirt New> |  Cancel |

Step 5 Select | accept the licensing terms and conditions.

Step 6 Click Next.
The Installing Prerequisites dialog box appears (Figure 3-38).
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Figure 3-38 Installing Prerequisites dialog box

¥ Microsoft SOL Server 2005 Setup x|
Installing Prerequisites
Installs sofbwate components requred prior bo mnstaling SOL
Server. |

SOL Server Component Update wil install the following components :J
required for SOL Sarver Satup:

Microsoft SQL Mative Chart
Microsaft SOL Server 2005 Setup Support Fles

Chick Instal to continue,

Step 7 Click Install.
The Welcome to the Microsoft SQL Server Installation Wizard dialog box
appears (Figure 3-39).

Figure 3-39 Microsoft SQL Server Installation Wizard dialog box

fi5! Microsoft SQL Server 2005 Setup

*» Welcome to the Microsoft SQL
Server Installation Wizard

Setup will help vou irstal, modfy oo remove Microsalt
SOL Server. To continue, chick Mext.

¢ Back ”WI Cancel I
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Step 8 Click Next.

The System Configuration Check dialog box appears

(Figure 3-40).

Figure 3-40 System Configuration Check dialog box

!'L-';!- Microsolt SQL Server 2005 Setup o
System Configuration Check
Whail whie the system is checked for potential nstallaton
problems.
|
@ 13 Total 0 Emoe
Success 13 Success 0 Waming
Dmtais:
_I Action | Status [ Meszage [=]
@ Mirienum Hatdweane Requirement Succass
@ Pending Reboot Requitemant Success
@ Default Installation Path Peimizzion Re..  Success
@ Intesnet Explorer Requinsment Succass
@ COM Plus Catalog Requirement Success
@ ASPMetVersion Registration Require .. Success
@ Mirinum MOAC Version Requrement Succass
@ Edison Changs Check Success
Fae v | | Repet v |
Heb | et

Step 9 Click Next.

The Registration Information dialog box appears

(Figure 3-41).
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Figure 3-41 Registration Information dialog box

for Microsoft SQL Server 2005 Express Edition Setup x|
Registration Information
The Followsing information will personalize yvour installation,
|
The Narme field must be Filed in prior to proceeding. The Company fisld i= optional,
Hame:
|
Company:
I~ Hige advanced configuration options|
Heky | < Back ” Mt = I Cancel |

Step 10 Type Name and Company.

Step 11 Un-select Hide advanced configuration options.

Step 12 Click Next.
The Feature Selection dialog box appears (Figure 3-42).
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Figure 3-42 Feature Selection dialog box with Defaults

fia Microsoft SQL Server 2005 Express Edition Setup x|

Feature Selection
Select the program festures you wenk nstalled.

|
Chck an icon in the Following kst bo changs how & Festure is installed,
~Faature description
Services Trestalls the 50U Server Databace
£l X =] Client Componants Engine, bools for managing relstional
_¥_=| Connectivity Components and %ML data, and replication.
¥ = | Software Developient Kit
This Festure requires 107 MB on your
heard drive. It has 2 of 3 subfeatures
selected, The subfeatures require 38
ME on your hard drive.
r~ Installation path
c:\Program FilesiMicrosoft S0L Server|, Browse..,., I
Disk Cost... |

oo | cpock [ met> | cael |

Step 13 Click Next.
The Instance Name dialog box appears (Figure 3-43).

Figure 3-43 Instance Name dialog box

fier Microsoft SOL Server 2005 Express Edition Setup ﬂ

Instance Name

You can install a default instance or you can specfy & named
inskance.
|
Provide & name Fior the instance. For & defeulk installation, chick Default instance and chick
Hext, Toupgrade an exdsting def sult nstance, chick Default instance. To upgrade an existing
named instance select Named instance and specify the instance name.

" Defaul nstance

@
ISQLExnrm

Tio wiew a It of excsting instances and components click on Instalad instances,

Instalied instances [

o | <gack || met> | come |

QueWorX Installation and Configuration Guide - Revision 8



QueWorX Installation 3-35

Step 14 Ensure the selection is Named Instance and SQLExpress.

Step 15 Click Next.
The Service Account dialog box appears (Figure 3-44).

Figure 3-44 Service Account dialog box

fia Microsoft SQL Server 2005 Express Edition Setup El

Service Account
Service accounts define which accounts to log in.

[~ Customize for each sarvice acoount
Service:

| I7]
(¥ Lse the bult-in Systemn scoount |Local system |
™ LUse a domain usey account

— Skart services st the end of setup
¥ SCL Serve
[+ SOL Browser

b | <psck [ mem> Cancel

Step 16 Ensure the options match those in (Figure 3-44).

Step 17 Click Next.
The Authentication Mode dialog box appears (Figure 3-45).
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Figure 3-45 Authentication Mode dialog box

fig Microsoft SOL Server 2005 Express Edition Setup El

Authentication Mode

The suthentication mode specifies the seouity used when
connecting to SOL Server,

Select the authentication mode o use For thes installation,

(" wWindows duthentication Mode

{* Mioced Mode (Windows Suthentication and SOL Server Authentication)]

Specify the sa logon password below:

Enter password:
|

Confirm password:

uelnl <pock  |[ mems Cancel

Step 18 Verify selection of Mixed Mode.

Step 19 Enter a password for the 'sa’ user in Enter password and Confirm
password.

aanis Remember this password.

Step 20 Click Next.
The Collation Settings dialog box appears (Figure 3-46).
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Figure 3-46 Collation Settings dialog box

i Microsoft SOL Server 2005 Express Edition Setup El

Collation Settings
Collstion settings define the sorting behavior For your server.

Collation settings For service: SOL Server

" Collstion designator and sort order:

[Lo:nl_ﬁd.'ncrul d

I™ Enary I” |Binary - code point
IT Cese - conskive I™ |Kana - sensitive
I | ficcent - sensitine I et - senitive

% 500 collations (used for compatibiity with prervious versions of SOL Server)

mawdubasndmtndcpuﬂcmmism.hrumwihﬂ‘mﬂﬁﬂw:d
Strick compatibilty with version 1. case-insensitive databases, fior use withthe
Dictionary order, case-sensitive, For use with 1252 Character Set.

L

o | cpack [ mea> cancel |

Step 21 \Verify selection of SQL collations.

Step 22 Click Next.
The Configuration Options dialog box appears (Figure 3-47).

PR3 Backwards compatibility with previous databases requires this selection.

NOTE

Figure 3-47 Configuration Options dialog box

|',_r:'I Microsolt SQL Server 2005 Express Edition Setup

I

Configuration Options
Configure user and administrator accounts

This option enables users without administrator permissions ko run & separate
instance of the SOL Server Express Database Engine.

I ndd user to the SOL Server Administrator rols

This option adds the user wha is running the SOL Server Express installation program
to the SOL Server System Administrator role, By default, users on Microsoft Windows
Wista operating system are not members of the SOL Sarver System Admnistrator role.

I:hhl cpack  |[ met> | cancel |

Step 23 Ensure selection of Enable User Instances.
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Step 24 Click Next.
The Error and Usage Report Settings dialog box appears (Figure 3-48).

Figure 3-48 Error & Usage Report Settings dialog box

1".;1- Microsoflt SQL Server 2005 Express Edition Setup x
Error and Usane Report Settings
Help Microsoft improve sorme of the SQL Sarver 2005 companents
ard services. <

send Error neports for S0L Server 2005 to Microsoft or your corporate
reporting server. Emor reports incude infarmation regarding the condition of SOL
r 2005 when an error occurred, your hardware configuration and other data, Error
5 may uninkentionally inchude personal information, which will ot be: used by

Autoenatically send Festure Usage data For SOL Server 2005 to Microsoft. Usage dats
[ indudes anarmymous information about your hardwars configuration and how you use our
software and services.,

By instaling Microsoft SOL Server 2005, 50U Server and ks components will be configured to
automatically send Fatal service emmor reports to Microsoft or & Corporate Error Reporting
Server. Microsoft uses error reports to improve SOL Server funchionality, and treats all
infiormation &% confidential,

uup| <gack || met> | cance |

Step 25 Click Next.
The Ready to Install dialog box appears (Figure 3-49).

Figure 3-49 Ready to Install dialog box

fig Microsoft SOL Server 2005 Express Edition Setup x|

Ready to Install
Sebup & veady bo begn rstalation.
- |
Satup has enough information to stark copying the progra files. Topmmd ddtlﬂlt«!l To
change any of your installation settings, dick Back. To exit setup, dick

he following components will be installed:

. SOL Server Database Services
(Catabase Seryvices)

b | <ok |[ wwal ]| concal
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Step 26 Click Install and the installation begins.
The Setup Progress dialog box appears (Figure 3-50).

Next button is unavailable until the setup is complete.

—) ——

NOTE

Figure 3-50 Setup Progress dialog box

¥ Microsoft SOL Server Z005 Setup x|

Setup Progress
The selected components are being configured

Product | Status
Qrsons Setup firished
(% S0L Setup Supgart Fles Setup Finichad
SOL YSS Writer Setup Finished
. . =

Step 27 Click Next.
The Completing Microsoft SQL Server 2005 Setup dialog box appears
(Figure 3-51).
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Figure 3-51 Completing SQL Server 2005 Setup dialog box

P Microsoft SOL Server 2005 Setup x|

Completing Microsoft 0L Server 2005 Setup
Setup has finished configuration of Microsoft SOL Server 2005

Refer ko the setup error logs For information describing any Falure(s) that ocoured during
satup. Chck Finish bo ecdt the installation wizard.

Summany Log

To minimize the server surface area of SOL Server 2005, some features and services are
dizabled by default for new installations. To configure the surface area of SOL Sarver, use the

Surface frea Confiquestion kool

Express

i+ Forimproved manageability and securty, SOL
Server 2005 provides more contral over the SAL
Server surface area on yvour system. To minimize
the surface area, the following default
configurations have been applied to your
instance of SAL server:

Configuring and Managing SQL Server j

o TCPRIP connections are dizabled
- Rl sl s B sl ll

_ e |

Step 28 Click Finish to complete the installation and close the DOS window.

Use SQL Server Management Studio Express (included with SQL Server 2005) to
administer components of the Microsoft SQL Server. Refer to “SQL Server
Management Studio Express Installation” to install the SQL Server Management
Studio Express application.

)
%

RE

m
m

RENCE
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Uninstalling SQL Server 2005 Express

Do the following to completely uninstall Microsoft SQL Server 2005
Express Edition.

Step 1  Click Start, Settings, Control Panel (Figure 3-52).

Figure 3-52 Start, Settings, Control Panel

O0eE
ol

L
=

Mew Office Document

: n;{ Cpen Office Document
=

- Microsoft Lpdate

.

o

ﬁ HP Solution Center
._

Programs 4

| <y Documents s

E..- Settings - Control Panel

E t}_ Metwork, Connections
7 Search [
I:a;d Printers and Faxes
&) Help and Support a Taskbar and Start Menu

RFun...

Shut Dovr,..,

=7
Lj Undock Computer
©

Step 2 Start the Add/Remove Programs from the Control Panel.
The Add/Remove Programs dialog box appears (Figure 3-53).
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Figure 3-53 Add/Remove Programs dialog box

JRI=TEY

Currently installed programs: Sork I:uy:l larme ;I
[P I L S IO £ I I sy ;|
@ Microsoft .MET Framework 2.0 Size &9.9MB

Microsaft Base Smark Card Crypkographic Service Provider

Package
F Microsoft SOL Server 2005

Click here For support information.

To change this program or remove it from wour
cornpuket, hange or Re ="ang —

Add Mew
Programs

ﬁ_%! Micrasaft SOL Server Desktop Engine Size a1.8MEB
Microsaft 0L Server Management Studio Express Size 132ME
Microsaft SOQL Server Mative Client Size 5, 74ME
Ij Microsoft SOL Server Setup Support Files (English) Size 22.4MB
Micrasaft SOL Server W35 Writer Size 218KB
ﬁ MSEML 4.0 SPZ (KBE9Z27973) Size 1.26MEB
ﬁ MSsML 4.0 SPZ (KB9361581) Size 1.28MB
MS=ML 6.0 Parser Size 1.30ME LI

Close |

Step 3 Select Microsoft SQL Server 2005.

Step 4 Click Remove.
The Component Selection dialog box appears (Figure 3-54).

QueWorX Installation and Configuration Guide - Revision 8




QueWorX Installation 3-43

Figure 3-54 Component Selection dialog box

% Microsoft SQL Server 2005 Uninstall x|

Component Selection
Select SQL Server 2005 components ko uninstall,

To uninskall existing components, select components ko remove and click Mesxk,

¥ Remove SOL Server 2005 instance components
Select an instance:

SOLEXPRESS: Dakabase Engine

Remove SOL Server 2005 cormon components

o common components have been installed,

Report. .. |
< Bach: I Mexk = I Zancel | Help |

Step 5 Select SQLEXPRESS: Database Engine.

Step 6 Click Next.
The Confirmation dialog box appears (Figure 3-55).
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Figure 3-55 Confirmation dialog box

% Microsoft SQL Server 2005 Uninstall x|

Confirmation
Werify SOL Server 2005 components ko uninstall,

il
The Fallawing companents will be uninstalled Fram your maching, To proceed,
& 4 click Finish.
* Database Engine: SOLEXPRESS ;I

< Back I Finish I Zancel | Help |

Step 7 Click Finish.

PR3 The removal of SQL server 2005 Express application begins.

An uninstall/setup dialog box appears (Figure 3-56) with a list of
components being removed and the progress of the uninstall.
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Figure 3-56 Uninstall/Setup Progress dialog box

¥ mMicrosoft SQL Server 2005 Setup x|

Setup Progress
The selactad components are bein configured

| Product | Status |
Drss Setup Finished

SOL Setup Support Fles Setup Finished
(9 50U Mistive Client Setup finished

SOL VS5 Writer Setup finished

SOL Server Database Services Setup Finished

<« Back | Mek > I Cancel I

Step 8 When finished, click Next.
The Add/Remove Programs dialog box appears again (Figure 3-57).
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Figure 3-57 Add/Remove Programs dialog box —remove native client

Currently installed programs: Sork I:ﬂ;.-':l Mame ;I
ﬁl Microsobt Base Smart Card Crypltographic Service Provider :I
Package
ﬁl Microsoft S0L Server Deskiop Engine Size 21,8MB

Microsoft S0L Server Management Studio Express
E Microsoft SOL Server Mative Client

Click here for support information,
Lask s

I- v
Ta change this program of ¢ it From ywaur - _
compuker, hange or R Change R

ﬁ' MSEML 4.0 SPZ (KBE9Z27973) Size 1.26MB

ﬁl MSXML 4.0 SP2 (KBE936181) Size 1.26MEB

[ MEC Call Center Agent Server Size 1.95ME

ﬁl MEC CallZenterwaors ACD 3.0

ﬁl MEC Web Callback Demo Size 324KB

] Quetors Size 12,ZMB

D Report Runner Size 4.23MB

=1 Security Update For Microsoft \MET Framework 2,0 ;I

Close |

Step 9 Select SQL Server Native Client and click Remove. When the client is
uninstalled a confirmation dialog box appears (Figure 3-58).

Figure 3-58 Confirmation dialog box

Add/Remove Programs 5'

@ Are wou sure you wank bo remove Microsoft SOL Server Mative Client From your compuker?

Yes Mo |

Step 10 Click Yes.
SQL Server 2005 Express is uninstalled. If previously installed, the SQL
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Server Management Studio Express may also be uninstalled now, if
desired.

Refer to “Uninstalling SQL Server Management Studio” on page 3-51 for detailed
instructions.

=

=
=
REFERENCE

)
)

SQL Server Management Studio Express Installation

SQL Server Management Studio Express is a free administration tool
provided by Microsoft that helps users manage SQL Server 2005
Express. Use the following steps to install SQL Server Management
Studio Express.

Step 1 Open Windows Explorer.

Step 2 Select the C:\ drive.

Step 3 Double-click SQL Server 2005 Express SP2 folder.

Step 4 Double-click the SQLServer2005_SSMSEE.msi file.
The Install Wizard dialog box appears (Figure 3-59).

Figure 3-59 Install Wizard dialog box

i Microsoft SOL Server Management Studio Express Sebup x|

" Welcome to the Install Wizard for Microsoft
SOL Server Management Studio Express

Satup hedps you instal, modfy or remove Microsoft S0L Server
Management Studio Express. To continue, cick Mext.

WARNING: This program is protected by copyright kaw and
International treaties,

Step 5 Click Next.
The License Agreement dialog box appears (Figure 3-60).
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Figure 3-60 License Agreement dialog box

b Microsoft SOL Server Management Studio Express Setup El

License Agreement
Flease read the following license sgreement carefully.

HICROSOFT SOFTWARE LICENSE TERMS ﬂ
HICROSOFT SQL SERVER 2005 MAMNARGEMENT STURIO EXPRESS

These license terms are an agreemsnt becween Hicrosofc
Corporation (or based on vhere you live, one of itcs
mffiliates) and you. Flease read them. They apply to

the software named above, which includes the media on
vhich you received ic, 1f any. The terms al3o apply to
any Microsofc ﬂ

¥ 1 accept the terms inthe kcense agreement]

1 do not accept the berms in the kcense agresment

< Back I gm:- I Cancel

Step 6 Select | accept the terms in the license agreement.

Step 7 Click Next.
The Registration Information dialog box appears
(Figure 3-61).

Figure 3-61 Registration Information dialog box

b Microsoft SOL Server Management Studio Express Setup El

Registration Information
The: Following information will personalize your installstion.

Enter your name and the name of your crganization in the Fiskds: below,

< otk I Pt = I Canced

Step 8 Type Name and Company.
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Step 9 Click Next.
The Feature Selection dialog box appears (Figure 3-62).

Figure 3-62 Feature Selection dialog box

b Microsoft SOL Server Management Studio Express Setup El
Feature Selection
Select the: program features you want instalbad.

Chick. an icon in the: Following list to change how a feature is installed,

— Installation path
C:\Program Files\Microsoft SOL Server',

Step 10 Click Next.
The Ready to Install the Program dialog box appears
(Figure 3-63).

Figure 3-63 Ready to Install dialog box

fig- Microsoft SQL Server 2005 Express Edition Setup EI

Ready to Install
Setup i ready bo begin installation.
Lol

Setup has enough information to start copying the program files. To wo:wdlctkm To
change any of your installation settings, dick Back. To exit setup, dick Cancel.

rhe following components will be installed:
L]

SOL Server Database Services
(Database Services)

weo | <pock  |[ sl | comel |
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Step 11 Click Install.

P339 No further interaction is required until the Installation Complete dialog box appears
= (Figure 3-64) when the installation is finished.

—_—

NOTE

Figure 3-64 Installation complete dialog box

§5 Microsoft SOL Server Management Studio Express Sebup x|

" Completing the Microsoft SOL Server
Management Studio Express Setup

Satup has installed Microsoft SO Server Management Studio
Express successfully. Chick Finish to ek,

“-.

Step 12 Click Finish.

The SQL Server Management Studio Express installation is complete.
SQL Server Management Studio Express

Use the following path to start SQL Server Management Studio Express:

Start > Programs > Microsoft SQL Server 2005 > SQL Server
Management Studio Express
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Uninstalling SQL Server Management Studio

Do the following to uninstall the SQL Server Management Studio, if

desired,

Step 1

after uninstalling the SQL Server 2005 Express.

Click Start, Settings, Control Panel (Figure 3-65).

Figure 3-65 Start, Settings, Control Panel

. Microsoft Update

Mew Office Document

Cpen Cffice Document

HP Solution Center

Programs 3

Documents

Conkral Pane

!__.

§ ﬂ'_; Metwork Connections
%4 Printers and Faxes
a Taskbar and Start Menu

Settings
Search

Help and Suppaort

Run...

IUndock Computer

Shut Do,

Start Add/Remove Programs from Control Panel.

The Add/Remove Programs dialog box appears (Figure 3-66).
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Figure 3-66 Add/Remove Programs dialog box

-l x

Currently installed programs: Sork h";.-':l Mame ;I

Ij Microsoft S0L Server 2005 Size 3B0ME ﬂ

ﬁ! Microsoft 0L Server Deskiop Engine Size 21.8ME

a Microsoft SQL Server Management Studio
EXpress

Click here for suppork information,

r o —— waur

Microsoft S0L Server Makive Client Size 5. 74ME
Ij Microsaft 0L Server Setup Support Files (English) Size 22 .4MB
Microsaft SOL Server Y55 Witer Size 218kKE
ﬁ! MS=ML 4.0 SPZ (KBIZ7978) Size 1.26ME
EE! MS=ML 4.0 SPZ (KBI36181) Size 1.28MEB
M3xML 6.0 Parser Size 1.30MB
[ MEC Call Center Agent Server Size 1.95ME
ﬁ! MEC CallCenterwiors ACD 3.0 ;I

—

Close |

Step 3 Select Microsoft SQL Server Management Studio Express.
Step 4 Click Remove.

A confirmation dialog box appears when the SQL Server Management
Studio Express is uninstalled (Figure 3-67).
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Figure 3-67 Confirmation dialog box

Add/Remoye Programs

Are ywou sure you wank ko remove Microsoft SOL Server Management Studio Express fram your compuker?

fes Mo |

Step 5 Click Yes to confirm the application removal.

pa3%) Microsoft SQL Server Management Studio Express is now uninstalled.

QueWorX Installation

Step 1 Insert the CD1 CD-ROM into an available CD drive.
The QueWorX Server installation screen appears (Figure 3-68).

Figure 3-68 QueWorX Server Installation screen

Install

Step 2 Select Install, then Install QueWorX Server.
The QueWorX Server Welcome dialog box appears (Figure 3-69).
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Figure 3-69 QueWorX Server Welcome dialog box

QueWorX

This setup will install Queworx's features, IVR and Agent
Applications on this machine

Step 3 Click Next.
The QueWorX Server Choose Destination Location appears (Figure 3-
70).
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Figure 3-70 QueWorX Server Choose Destination Location dialog box

InstallShield Wizard X|

Choose Destination Location
Select folder where Setup will install files.

Setup will install QuewworX in the following folder.
To install to this folder, click Next. To install to a different folder, click Browse and select

another folder.
Destination Folder
|7 C:AQuetw o< Browse... |
Irsta |!5E':i eld

<Back [ Nest> |  Concel |

Step 4 Click Next to accept the default destination location.
The QueWorX Server Setup Type dialog box appears (Figure 3-71).

Figure 3-71 QueWorX Server Setup Type dialog box

Setup Type
Select the setup type to install.

Flease select a setup twpe.

" Complete

All program features will be installed. [Requires the most disk space.]

Select which program features vou want installed. Recommended for
advanced uzers.

|mstall5hield

< Back | Mest » I Cancel
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Step 5 Click Next.

The QueWorX Server Select Features appears
(Figure 3-72).

P339 The Windows 2003 server window may display differently.

NOTE

Figure 3-72 QueWorX Server Select Features dialog box

InstallShield Wizard

Select Features
Choose the features Setup will install.

Select the features you want to install, and clear the features you do not want to install

m — Desciription
v Agent Applications Server This installs the IVR feature
Space Reguired on C: 39456 K
Space Available on C: 18421928 K
IrstallShield
<Back | New> Cancel |

Step 6 Click Next.
The QueWorX Server IVR Prompts appears (Figure 3-73).

pa33) The Windows 2003 server window may display differently.
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Figure 3-73 QueWorX Server IVR Prompts dialog box

InstallShield Wizard

IVR Prompts

Installshield)

Step 7 Click Next to accept the default destination folder.
The QueWorX Server Database Setup dialog box appears (Figure 3-74).
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Figure 3-74 QueWorX Server Database Setup dialog box

QueWorX - InstallShield Wizard x|

Databaze Setup ._.

Select the SAL zerver where the database will be created ..

SOL Server  [QUEWORNX\SOLEXPRESS |

Izer Mame: I

Paszword: I

IJze Windows authentication

| atallShield

¢ Back | M et = I Canicel

Step 8 Select Use Windows authentication.
Step 9 Click Next.

The QueWorX Server Start Copying Files dialog box appears (Figure 3-
75).
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Figure 3-75 QueWorX Server Start Copying Files dialog box

InstallShield Wizard :

Start Copying Files
Review settings before copying files.

Setup has enough information to start copying the program files. If you want to review or
change any settings, click Back. If you are satisfied with the settings, click Mext to begin
copying files.

Current Settings:

Database instalation status:
- database was installed
Features status:

IR
-This installs the [VR feature

- destination: =
K1 JJ

InstallShield
<Back | Nest> | Cancel |

Step 10 Click Next to begin copying files. The Dialogic DNA Configuration
Wizard Welcome appears (Figure 3-76) when the files are copied.

Figure 3-76 Dialogic DNA Configuration Wizard Welcome dialog box

x|
% Dialogic DNA Configuration ‘Wizard
F—

This application will autodetect Dialogic boards and configure
the Dialogic TAPI service provider on your system.

Press "Next" to begin.

This software is copyrighted and the use of the software is governed by
license agreements

¢ Back l MNest » I Cancel
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Step 11 Click Next to begin Dialogic DNA configuration.

When configuration finishes, the Dialogic DNA Configuration Wizard
Complete dialog box appears (Figure 3-77).

Figure 3-77 Dialogic DNA Configuration Wizard Complete dialog box

pone x|

Configuration is complete.

Back Finish Cancel

Step 12 Click Finish.

If a T1 Dialogic board is in use, Choose DTI Protocol dialog box appears
(Figure 3-78).

If using a T1 Dialogic board continue with Step 13 on page 3-61.

If a T1 Dialogic board is not in use, proceed to Step 14 on page 3-61.
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Figure 3-78 Choose DTI Protocol dialog box

hoose DTI Protocol k X

DTl boards Available DTI Protocols
D/240UCT-T1 #0in slot 1/9 |NE|: E1 Emtocol
Basic ISDN
ISDNETSIO
Protocol
|NEC T1 protocol

o] oo |

Step 13 Select NEC T1 Protocol from the Available DTI Protocols section.

Step 14 Click OK.
The QueWorX Server Complete appears
(Figure 3-79).

Figure 3-79 QueWorX Server Setup Complete dialog box

InstallShield Wizard

InstallShield Wizard Complete

Setup has finished installing Quew oi< on your computer.

Step 15 Click Finish.
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WIBU Security File Installation

Do the following to install the WIBU Security file.

Step 1 From the Start, select Programs > NEC > QueWorX >
SecurityKeyUtility > QueWorX License Key.
The QueWorX License Key Administrator—Select File dialog box
appears (Figure 3-80).

Figure 3-80 QueWorX License Key Administrator—Select File dialog box
X CT— 21

Instal License  Refresh Saveas Help 5
P T Look inc l"_\'seuntyLicumFie :J = m ﬁ' -

Senal Number, 5054763
Foz 1]

Feahure I
O twtomatic Attendant

[ Scheduled Calback Deskiop

[0 Voicemai ranster &

[ ETA arncuncement My Diocuments

[ &MI Routing Ui
[ Account code routing My Compiser

?
i
g
&
L] 1«

Step 2 Select Install License on the menu bar (Figure 3-81).

Step 3 The QueWorX Authorized License Keys window appears (Figure 3-
82).Select From File.
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Figure 3-81 Install License - From File

QueWurx license key adm " Lrator 5’

Install License  Refresh  Save as Help

et e 10028937
n

From Web

Feature

[ sutomatic Attendant
[ Immediate Callback.
[ 5cheduled Callback
[ web Callback

[ oicemail Tranzfer

[ ET4 Announcement
[ 3-Depth &nnouncement
[ &K1 Routing

[ &ccount Code Fouting
[ £rea Code Routing

[ Screen Fopup

[ Soitphane

Step 4 Navigate to the security files location.
Step 5 Select the security file.

A sucessful installation dialog box appears and the securityKeyUtility
GUI lists the applicable licensed features (checked) (Figure 3-82).
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Figure 3-82 QueWorX Authorized License Keys window

EZ gueWorX license key adminis

Install License  Refresh  Save as  Help

Senial Mumber: A0R7243
Farts: 48

Feature

Automatic Attendant
Immediate Callback
Scheduled Callback
[#] ‘weh Calback
Yoicemail Transfer
ETA Announcement
G-Depth Announcement
&M Riouting

Account Code Routing
Area Code Fouting
Screen Popup
Saftphone

x

\ 1 J The file has been successfully loaded!

QK |
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QueWorX Service Configuration

You can configure and manage QueWorX Service through Windows
Services management console.

QueWorX Service Setup

Do the following to set up QueWorX Service.

Step 1

Click Start > Settings > Control Panel > Administrator Tools.

The Administrative Tools window appears (Figure 3-83).

Figure 3-83 Administrative Tools window—Services

Administrative Tools =10| x|
| Fie Edt View Favortes Tooks Help [ & |
| GaBack v = - [£] | Qsearch [YFolders (HHistory [F O5 X & | F-
| Address IL'_ﬂI Administrative Tools "J 6o
= N Services Management  Your Server {ODEC) :]
T o ¢
e i f; s,
Ad -L. = t t- .E}:‘SJH [ ? lﬁ
ministrative Distributed File Event Viewer Internet Licensing
Tools System Servic...
Shorkcut 2
. Local Security Microsoft .WET Microsoft .NET Performance
Starts and stop services. Palicy Framework ... Framework. ...
Modified: 5{26/2004 2:12 PM i% EEE $ ﬁ
Size: 1.30 KB 2| [d
) Routing and Server Telnet Server
Attributes: (normal) Remote ...  Extensions... Administration ~ _|
Starts and stop services. 1,30 KB A= My Computer 2
Step 2 Double-click Services.

The Windows Services Management Console appears.
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Figure 3-84 Windows Services Management Console

*% Services g@

File  Action  Wew Help

e |@ BB > >

Services (Local)

Services (Local)

Select an item to view its description. Mame ] Diescription I Status 1 (|
48 NET Runtime Optim... Microsaft ...,
%.ﬁ.lerter Motifies sel... =

%Applicatinn Layer G... Prowidess... Started
%Applicatiun Manage... Provides s..,
48 ASP.NET State Serv... Provides s...
%.ﬁ.utnmatic |Ipdates Enables th...  Started

Ayieork VR MEC IWR 5. Manual

%Eackgmund Intelig... Tranmsfers ... Started

%Bluetnnth Support 5., Started
%Channel Deployer Started
%Cism Swstems, Inc.... Started
%Clipﬁnnk Enables Cli...

%COWH Event Syskemn  Supports 5., Starked
%COWH Syskem Appli... Managest...
A5EL

< | i

| £

\\. Extended J.-"\; Standard ,.«"‘

Step 3 Right-click the AvQueWorX IVR service.
A menu appears (Figure 3-85).

Figure 3-85 Menu

Skart

All Tasks 3

Refresh

Help
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Step 4 Select Properties (Figure 3-85).
The QueWorX IVR Properties dialog box appears (Figure 3-86).

Figure 3-86 QueWorX IVR Properties dialog box (Local Computer)

"mH:lr’.l‘:l SLdlE DT YWaee FIUVILES 5.4, I aal . HHJP"I\‘:I
%Autmaﬁc Updates Enables th,,. Started Automatic Localsyste
%HW VR MEC I¥R 5... Manual LocalSyste

AvQueWorX IYR Properties (Local Computer) E

General Log On | Recovery | Dependencies |

Log on as:

% Local System accourt
[T Allow service to interact with desktop

™ This account: I Browse.,. |

Password |

[Corfim pazswond: I

Step 5 Ensure the service uses the administrator local system user account for
logon, or any other local user account with administrator permissions on
the QueWorX server, and click OK.

Step 6 Click the X in the upper-right corner of the Windows Services
Management Console to exit.
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QueWorX Service Dependencies Configuration
Do the following to set up the QueWorX Service dependencies.

Step 1  Click Start and click Run.
The Run dialog box appears (Figure 3-87).

Figure 3-87 Run dialog box

Run 2|

= Type the name of a program, folder, document, or
5 Internet resource, and Windows will open it For wou,

Open j
Ck I Cancel | Browse.., |
Step 2 Type regedit and click OK.
The Registry Editor window appears (Figure 3-88).
Figure 3-88 Registry Editor window
& Registry Editor I
File Edit “ew Favorites Help
=i My Cormputer Marne Type | Data

-] HKEY_CLASSES_ROOT {valug nc
-] HKEY_CURRENT _USER.
=1 HKEY_LOCAL_MACHINE
-] HARDWARE
& saM
-] SECURITY
- SOFTWARE
=10 SYSTEM
-1 ControlSetnnz
-1 ControlSetnns
- ControlSetnnd
L_—_|D CurrentControlSet
& Contral
D Erm
-] Hardware Profiles
D LastknownGoodRecowversy
-2 MountedDevices

-2 Select
-7 Setup
- WPa
- HKEY_ISERS
B#1-{_] HKEY_CURRENT_CONFIG

(ab](Def ault) REG_SZ
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Step 3  Select the following folder:

My Computer\ HKEY_LOCAL_MACHINE\
SYSTEM\CurrentControlSet\Services\AvQwxSvc.

P If the right pane of the Services directory in the Registry Editor window (Figure 3-88)
= already contains “DependOnService”, then skip to Step 6.
NOTE

Step 4 Right-click in the right pane and a shortcut menu appears.

Step 5 Select New > Multi-String Value. A New Value field appears in the right
pane (Figure 3-89).

Figure 3-89 Registry Editor—New Value field
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- ControlSetonz
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{:l LastknownGoodRecavery

-2 MountedDevices

-7 select

-0 Setup

xR

[#-{_] HKEY_USERS

- HKEY_CURRENT_CONFIG

| |

Step 6 Select New Value, if it is not already selected and type
DependOnService.

Step 7 Double-click DependOnService.
The Edit Multi-String dialog box appears (Figure 3-90).
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Figure 3-90 Edit Multi-String dialog box

Edit MultiStiing 2 x]
Yalue name:
INew Walue #1
Yalue data:

" o

] I Cancel |

Step 8 Type the following services in the Value data text box:
—Dialogic
—MSSQL$SQLEXPRESS
—Tepip

Step 9 Click OK, and then click the X in the upper-right corner of the Registry
Editor window (Figure 3-88) to exit.
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Ports Configuration GUI Use

Do the following to enter IVR Ports with Ports Configuration GUI.

Step 1  Select Start > Programs > NEC > QueWorX > MIU Ports Config.
The Ports Config dialog box appears (Figure 3-91).

Figure 3-91 Ports Config dialog box
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Step 2 Enter the applicable IVR ports.

Step 3 Click Save to keep the entered information.
Click Exit to close the Ports Config dialog box without saving the entered
information.
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NEC IVR Console Initialization

Do the following to start the QueWorX IVR.

Step 1 From the Microsoft Windows Desktop, select Programs > NEC >
QueWorX > NEC Admin Console.
The NEC IVR Console dialog box appears (Figure 3-92).

Figure 3-92 NEC IVR Console dialog box

EZNEC IVR Console
| File Tools Help
Logon IVR Global Settings | Pilots | Auto Attendants | Database Dptions | Custom Announcements | Record Prompts | M

Step 2 Select File > Logon IVR.
The NEC IVR Console—Logon IVR dialog box appears (Figure 3-93).

Figure 3-93 NEC IVR Console—Logon IVR dialog box

i34

File  Tools: Help
System infarmation IGIohaI Setting&l At Attendant&l EustnmAnnouncementSI Mappingl Filatz I Databaze Option: | Record F'mmpt&l

x

— Please enter the following infarmation ;

Database Server : Im
Database Mame: IW
IJze Trusted Connection I

Uzer Mame : I—
Pazzwond : I—
[WR Pasaword Imxxx—

Ok I Cancel |
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Step 3 In IVR Password, enter 321321 and click OK.
The NEC IVR Console—System Information dialog box appears (Figure
3-94).

Figure 3-94 NEC IVR Console—System Information dialog box

EZnEC IVR Console )

Fie Tooks Help
System information | Global Settings | Pilots | Auto Attendants | Database Options | Custom Announcements | Record Prompts | Mapp
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Drefault language: IE"ﬁsh [United Stau-,sj Awailable Languages:
— Agent Applications
Remote end point: |AgertappicationsServer Remote porl: IEﬂ2ﬂ1
— Riecord Lty
Pazmword: |
Language: | English [United States |
Pilot: [
3 Update |
~IWR Server Connectioninfo ————— 1 [ Change VR Password
Server IP addiess: |12?I}I:|1 L I
Pt rumber; FET Mew password: |
Check Connection | Coniirm new password [
Change Password I

Step 4 Enter the applicable ACD IP address and ACD port number.

Step 5 Click Update.
The Windows Services window appears (Figure 3-95).
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Figure 3-95 Services window—QueWorX IVR
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o . s = am i
Step 6 Do the following:
—Select QueWorX IVR and right-click.
The shortcut menu appears.
—Select Start to start the QueWorX IVR service.
PR3 After starting the AVQueWorx service, you may have to reinstall the Security File
= before features are enabled.
NOTE
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QueWorX Upgrade

The following sections describe how to upgrade QueWorX from Version
4.0, 4.01, and 4.2 to 4.3.0. If upgrading to newer release than 4.3.0,
these procedures are not necessary.

Upgrades should be done after hours because the server will need to be
rebooted several times. If the upgrade must be done during business
hours then adjust the ACD Call Control Vectors (CCV) so that no calls
are routed to QueWorX until the upgrade is complete.

If CallCenterWorX and QueWorX are running on the same machine then you must
perform the upgrade after hours because the machine will be rebooted and calls will
not be answered.

Before You Start the Upgrade

Ensure the following conditions are met you start the upgrade.

e Stop the QueWorX service.
¢ Backup the QueWorX database.

e Save a copy of the "QueWorX Prompts" folder located on the C drive
at: C:\QueWorX Prompts.

e Save a copy of the "MiuDialogic.avd" file located in the IntLib folder
at: c:\QueWorX\MIU\IntLib folder.

e The original Security License floppy disk file is needed to complete the
upgrade.

The following must be removed prior to beginning the upgrade:

e MSDE -Microsoft SQL Desktop Engine (Only if MIS is not installed)
e QueWorx

¢ Dialogic Global Call Protocol 4.2 (For QueWorx version 4.2 only)

e Dialogic 5.1.1 Feature Release 39

¢ Dialogic System software

Accessed and use the Add or Remove Programs tool to uninstall the
individual components as follows:

Step 1  Click Start.
Step 2 Click Control Panel.

Step 3 Double-click Add or Remove Programs.
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MSDE (prerequisite - MIS not loaded) Removal

Do the following to remove MSDE when MIS is not installed.

MSDE should only be removed if no MIS application is loaded on the system.

—) ——

NOTE
Step 1 Click Control Panel.
Step 2 Double-click Change or Remove Programs.
Step 3  Select Microsoft SQL Server Desktop Engine.
Step 4 Click Change/Remove.
Step 5 Select Yes to remove the software.
Step 6 Continue to “QueWorX Removal”.
QueWorX Removal
Do the following to uninstall QueWorX.
Step 1 Select QueWorx in Currently installed programs.
Step 2 Click Change/Remove.
Step 3 Remove WibuKey following the procedure in Step 1. Continue to
“Dialogic 5.1.1 Feature Release 39 Removal”.
P If an error screen appears, click the Ignore button and continue removing WibuKey
= from the server.
NOTE

Global Call Protocol 4.2 Removal
Do the following to remove Global Call Protocol 4.2.

Step 1  Select Intel Dialogic@Global Call Protocol 4.2.
Step 2 Click Change/Remove.

Step 3 Click Ok to confirm uninstall.

Step 4 Click Finish when complete.

Step 5 Select Global Call Protocol.

Step 6 Click Change/Remove.

Step 7 Click Ok to confirm uninstall.

Step 8 Click Finish when complete.
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Dialogic 5.1.1 Feature Release 39 Removal
Do the following to remove Feature Release 39.

Step 1 Select 5.1.1 feature Release 39 and click Change/Remove.

Step 2 Click Yes when the Don't display message again dialog box appears and
reboot the computer.

Step 3 When Windows restarts, click Control Panel, then double-click Change
or Remove Programs. The Change or Remove Programs dialog box
appears. Continue to “Dialogic System Software Removal”.

Dialogic System Software Removal
Use the following steps to remove Dialogic System software.

Step 1  Select Dialogic Software and click Change/Remove.

Step 2 Click OK if a dialog box appears asking to close any open Dialogic
program.

Step 3 Click Yes to All if a pop-up appears asking to remove shared files.
Step 4 Click Yes when asked if you want to remove shared files.
Step 5 Click OK when finished and reboot the computer. Continue to “Registry

Entries Cleanup”.

Registry Entries Cleanup

Problems with the Windows registry can cause Windows crashes and
error messages. Use the following steps to clean up the registry.

NEC recommends that you make a backup of your registry before proceeding.

IMPORTANT
Step 1 Insert the QueWorX CD1 and explore to Dialogic 6.0\cleanup folder.
Step 2 Double-click the dlgc-rel_clean.bat file to run it.

Step 3 Reboot the computer and proceed to “Dialogic System Release 6.0
Installation”.
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Reinstallations

QueWorx

Refer to "QueWorX Installation” on page 3-53 for detailed instructions
for installing (or reinstalling) QueWorX. The only exception is for the
procedure to upgrade the database from SQL 2000 to SQL 2005, which
is documented in the following section, "QueWorX Database-SQL 2000
Database to SQL Server 2005 Upgrade”

Dialogic 6.0

Refer to “Dialogic System Release 6.0 Installation” on page 3-18. for
detailed instructions for installing Dialogic 6.0.

.Net Framework 2.0

Refer to".NET Framework Version 2.0 Installation” on page 3-14 for
detailed instructions for Installing the NET Framework Version 2.0 (if
needed).

Microsoft SQL Server 2005 Express. (only for 4.0,4.1, and 4.2.0.6)

Refer to“Microsoft SQL Server 2005 Express Installation” on page 3-29
for detailed instructions for installing SQL Server 2005 Express.

SQL Server Management Studio Express. (only for 4.0,4.1, and
4.2.0.6)

Refer to“SQL Server Management Studio Express Installation” on page 3-47 for
detailed instructions for Installing SQL Server Management Studio Express.

Table 3-1 contains page references to each installation.

Table 3-1 Installation links

Install Names Page locations
WIBU Security Key Driver Installation Page 3-1
.NET Framework Version 2.0 Installation Page 3-14
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Install Names Page locations

Dialogic System Release 6.0 Installation Page 3-18
Microsoft SQL Server 2005 Express Installation Page 3-29
SQL Server Management Studio Express Installation Page 3-47
QueWorX Upgrade Page 3-75

QueWorX Server Installation Page 3-90

QueWorX Database-SQL 2000 Database to SQL Server 2005
Upgrade

Back up the current QueWorX database in SQL 2000 prior to beginning
the following upgrade process to SQL Server 2005.

Step 1 Go to Start\ Programs\ Microsoft SQL Server 2005\SQL Server
Management Studio Express after completing a backup of the current
QueWorX SQL 2000 database.

The Connect to Server dialog box for Microsoft SQL Server 2005
appears (Figure 3-96).

Figure 3-96 Connect to Server

z ¥ Connect to Server |

. By Microsoft-
Micrasoft " Windows Server System

SQL Server 2005

Server lype: I D atabase Engine j

Server name: L 4DENVYS OLEXPRESS j

Authentication; IWindnws ALthentication j
L zer name: IE!WﬂlD EVAdrniriztrator j
Pazzwiord: I

[T Eemember passwond

Connect I Cancel Help Options >

Step 2 Click Connect.
The Microsoft SQL Server Management Studio Express window appears
(Figure 3-97).
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Figure 3-97 Microsoft SQL Server Management Studio Express window

r-. sPUIFFASAIT w1}l SPrver MAR

agement sriidin FEprsgg

=10l x|
Ale  Edk  View Took ‘Window  Comrnority  Halp
Aoy | B gdEI PERES,
“Sumimory | - "
B8 TE @ @& T EE |
= |4 CoWSASOLEIPRESS (SQL Server 9.0.3042 - £3)
# (13 System Databases I:.E Data bases
M [ Security COWRNSILE-FRESS |Databases 1 Ttemis)
B [ Jerver Objects
B[4 Replication
M 3 Management Hame I
|2 System Databases
Ready A

Step 3 Select the Databases folder and right-click.
The shortcut menu appears (Figure 3-98).
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Figure 3-98 Database shortcut menu
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Step 4 Select New Database from the shortcut menu.
The New Database dialog box appears (Figure 3-99).
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Figure 3-99 New Database dialog box
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Step 5

Step 6

Step 7

Type QueWorX in Database name.

Click OK.
The Object Explorer pane appears on the left with the QueWorX
database listed under the Databases folder.

Select QueWorX and right-click.
A shortcut menu appears (Figure 3-100).
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Figure 3-100 Object Explorer pane—Databases folder
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Step 8 Select Tasks > Restore > Database from the shortcut menu
(Figure 3-100).
The Restore Database dialog box appears (Figure 3-101).
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Figure 3-101 Restore Database - QueWorX dialog box
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Step 9

Select From Device .

Step 10 Click the ellipse button to the right of this option.

The Specify Backup dialog box appears (Figure 3-102).
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Figure 3-102 Specify Backup dialog box

= specify Backup |

Specify the backup media and its location for pour restore operation.

Backup media: File -

Backup location:

Step 11 Click Add.
The Locate Backup File - QW4TEST\SQLEXPRESS dialog box appears
(Figure 3-103).
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Figure 3-103 Locate Backup File - QW4TEST\SQLEXPRESS dialog box
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Step 12 Select the folder where the backup file was created in Step 1.

Step 13 Click OK.
The Specify Backup dialog box re-appears with the entry in the Backup
location list (Figure 3-104).

If the backup file name does not have “.bak” for the extension, select All Files(*) for
= the “Files of type” option.
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Figure 3-104 Specify Backup dialog box

== specify Backup

Specify the backup media and its location for pour restore operation.

Backup media: File j
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oK Cancel Help

Step 14 Click OK.
The Restore Database - QueWorX dialog box appears
(Figure 3-105).
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Figure 3-105 Restore Database dialog box - QueWorX
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Step 15

Do the following in the Restore Database dialog box (Figure 3-105):

—Select the Restore check box by the QueWorx backup under the

Select the backup sets to restore list box.
—Select Options in the Select a page pane.

The Restore Database dialog box—Options appears
(Figure 3-106).
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Figure 3-106 Restore Database dialog box—Options
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Step 16
Step 17

Select Overwrite the existing database under Restore options.

Do the following for each entry in the Restore the database file as list
box:

—Click the ellipses button at the right end of the row.

—Change the path to your SQL Server 2005 instance for both queworx
and queworx_log.
Example1: Original Path: C:\Program Files\Microsoft SQL
Server\MSSQL\Data\queworx.mdf
Modified Path: C:\Program Files\Microsoft SQL
Server\MSSQL.1\MSSQL\Data\queworx. mdf

Example2: Original Path: C:\Program Files\Microsoft SQL
Server\MSSQL\Data\queworx_log.Idf

Modified Path: C:\Program Files\Microsoft SQL
Server\MSSQL.1\MSSQL\Data\queworx_log.Idf
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Microsoft SQL Server Management Studio Express

Step 18 Click OK and the database restoration begins.

When complete a dialog, box appears (Figure 3-107) stating the
database was successfully restored.

Figure 3-107 Database restore complete dialog box

|5

@ The restore of database 'Quetwors’ completed successfully.

Step 19 Click OK.

The restoration process is complete.

Step 20 Start the Dialogic system service before installing Que Worx.

QueWorX Server Installation

Step
Step

Step

Step
Step
Step
Step
Step
Step
Step

1
2

4
5
6
7
8
9

Insert CD1 and go to Start > Run >type D:\Launch.exe.

Click Install QueWorx Server.
The Install Shield Wizard dialog box appears.

Click Next in the following dialog boxes:

—opening Install Shield Wizard
—Choose Destination Location
—Setup Type

—Select features

—IVR prompts

Verify the Windows authentication.

Click Next.

Select Upgrade Database.

Click Next.

Click Next in the Copying files dialog box.

Click Next in the Welcome dialog box.

10 Click Finish in Installation dialog box to complete the installation.
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Use online instructions under the following sections to install the
remaining components:

—WIBU Security File Installation on page 3-62

—QueWorX Service Configuration on page 3-65

—Ports Configuration GUI Use on page 3-71

—NEC IVR Console Initialization on page 3-72.

The Upgrade is complete.

After starting the AVQueWorx service, you may have to reinstall the Security File
before features are enabled.

Adding or Modifying Digital Dialogic Board Configurations

Skip this section if a single Analog board (4 port only) is in use.
Continue with the following steps for any other configuration.

Step
Step

Step

Step

Step
Step
Step
Step
Step
Step

Step
Step
Step

Step

1
2

© 0 N O O

10

11
12
13

14

Click Start/Programs/Intel Dialogic System Software.
Select Configuration Manager-DCM.

—The configuration manager should list all the installed Dialogic boards.
—A red dot on the boards indicates that the boards are stopped.

Click the large green dot in the menu to activate the boards. It will require
a minute or two for them to come up.

A green dot appears on the boards when they are active.
Do the following:

—Close the window
—Right-click My Computer
—Select Explore

Select the QueWorX\MIU\Utilities directory.

Double-click MiuDialogiclnstall.exe.

When the Miu Dialogic Install window opens, click OK to continue.
In the pop-up window, click the Browse button.

Select the MiuDialogic.avd file and click Save.

If a Save As pop-up window appears, select Yes to replace the existing
file.

If analog boards are being installed, the procedure is finished.
If digital boards are installed, the Choose DTI Protocol screen appears.

Highlight the DTI board, located on the left-hand side, and any additional
boards that are installed.

On the right, select NEC T1 Protocol, then click OK.
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Step 15 From the Microsoft Windows Desktop, select Start > Programs > NEC >
QueWorX > MIU Ports Config.

Step 16 Verify that the number of ports displayed is the same as the licensed
number (24 or 48).

Step 17 Close the window.

pa33) MSDE installation error:

QueworX 4.2.0.6 or earlier versions may not install MSDE when the MIS application
is already loaded on the server. If this occurs, from the command prompt navigate
to the MSDE folder located at C:\SQL2KSP4\MSDE>setup /upgradesp sqlrun
disablenetworkprotocols=0 securitymode=sql upgradeuser=sa
upgradepwd=sa
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Configuring the NEAX 2000 PBX

This chapter explains how to setup the UCD/IVR, Agent Positions, and
ACD Pilots (Monitored Numbers) using CAT Mode for the NEAX 2000
PBX.

Chapter Topics

Overview

UCD/IVR Setup Using CAT Mode

Agent Positions Setup Using CAT Mode

ACD Pilots (Monitored Numbers) Setup Using CAT Mode

Overview

Please note the following when you configure the NEAX 2000 PBX:

Lens numbers, extensions, and some data used in this guide are
arbitrary and may be replaced with real numbers. If unsure about
these entries, please contact the PBX administrator.

You must first install the correct card(s) in the NEAX 2000 IVS PBX.
We recommend the PN-4LCD-A card. This card provides positive
disconnect supervision.

For the UCD group settings, you should have n+2 extensions in a
contiguous range, where n is the number of the ports the IVR will use,
plus two virtual extensions for the IVR pilot humber and the callback
number.

Before you start programming the PBX, you should know the pilots
and the extensions that will be used for the IVR board and
configuration.
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UCD/IVR Setup Using CAT Mode

Use the following to configure UCD/IVR using CAT Mode for the NEAX
2000 PBX.

Program Two Virtual Extensions for the IVR Pilot and the Callback
Pilot

ST+11+EXE+000+EXE+2000 DE (program ext. 2000 as a virtual)

ST+11+EXE+001+EXE+2001 DE (program ext. 2001 as a virtual)

Program IVR Ports Extensions to Ports on the PN-4LCD-A
ST+10+EXE+005+EXE+2002 DE (program ext. 2002 to a port)
ST+10+EXE+006+EXE+2003 DE (program ext. 2003 to a port)
ST+10+EXE+007+EXE+2004 DE (program ext. 2004 to a port)

ST+10+EXE+008+EXE+2005 DE (program ext. 2005 to a port)

Program a Hunt Group for the IVR

ST+170+EXE+2000+EXE+2002 DE (programming the UCD Hunt Group)

ST+170+EXE+2002+EXE+2003 DE ( " )
ST+170+EXE+2003+EXE+2004 DE ( " )
ST+170+EXE+2004+EXE+2005 DE ( " )
ST+170+EXE+2005+EXE+2000 DE ( " )

Set Ext. 2000 and 2001 as Pilot Numbers for the UCD Group
ST+714+EXE+2000+EXE+1 DE (make ext. 2000 a pilot humber)

ST+714+EXE+2001+EXE+1 DE (make ext. 2001 a pilot humber)
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Assign All the Extension to a UCD Group Number
ST+172+EXE+2000+EXE+07 DE
ST+172+EXE+2001+EXE+07 DE
ST+172+EXE+2002+EXE+07 DE
ST+172+EXE+2003+EXE+07 DE
ST+172+EXE+2004+EXE+07 DE

ST+172+EXE+2005+EXE+07 DE

Busy Out the UCD Pilots

ST+E50+EXE+2000+ EXE+0 DE (Busy out Pilot)

ST+E50+EXE+2001+ EXE+0 DE (Busy out Pilot)

On a 2000 pbyx, if all the IVR ports are continuously busy, IVR callbacks
may drop when IVR ports become available. To prevent this, the IVR,
Callback Pilot, and Analog ports can be put in a hunt group in CMD 180.
Then busy out can be performed on the IVR and Callback Pilot CMD E50.

To Busy Out IVR and Callback Pilot CMD E50 When All IVR Ports are Busy
Step 1 Remove IVR pilot Callback Pilot, and Analog ports from CMD 172.
Step 2 Remove IVR and Callback Pilot from CMD 171.

Step 3 Remove IVR Pilot and Analog ports from CMD 170.

Step 4 Add IVR Pilot, CallBack Pilot, Analog ports to Hunt Group in CMD 180.
Add the IVR and Callback Pilot or Make sure they are still busied out in
CMD E50.

Example: CMD 180 >Assign 2000(Pilot) >2001(CallBack Pilot>
2001> 2002>
2002> 2003>
2003> 2004>
2005> 2000>
CMD E50> 2000>0

2001>0
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This method should only be used when ports have heavy call volume. Under
normal call volume conditions, a hunt group will not maximize the full use of all
the IVR ports.

Agent Positions Setup Using CAT Mode

Use the following to configure Agent Positions using CAT Mode for the
NEAX 2000 PBX.

Define the Virtual Lines Used by Agents
ST+11+EXE+256+EXE+455+DE

ST+11+EXE+257+EXE+456+DE

Set the ACD Lines as Primary Lines for Agents
ST+93+EXE+305+EXE+455+DE

ST+93+EXE+304+EXE+456+DE

Set the Dterm Function Keys

ST+9000+EXE+305+, +01+EXE+F1042+DE (Log ON/OFF the agent)
ST+9000+EXE+305+, +02+EXE+F1036+DE (Work)
ST+9000+EXE+305+, +03+EXE+F1033+DE (Break)
ST+9000+EXE+305+, +06+EXE+F1046+DE (Queue monitor lamp)
ST+9000+EXE+305+, +07+EXE+455+DE (Get line 455)

ST+9000+EXE+305+, +08+EXE+305+DE (Get line 305)
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ACD Pilots (Monitored Numbers) Setup Using CAT Mode

Use the following to configure ACD Pilots using CAT Mode for the NEAX
2000 PBX.

Define the Virtual Extensions for the ACD Pilots
ST+11+EXE+258+EXE+444+DE

ST+11+EXE+259+EXE+445+DE

Set the Defined Extensions as Monitored Numbers

ST+171+EXE+444+EXE+3+DE

ST+171+EXE+445+EXE+3+DE

Assign the ACD Pilots to a Group Number
ST+172+EXE+444+EXE+10+DE (assign pilot 444 to the group number 10)

ST+172+EXE+445+EXE+10+DE (assign pilot 445 to the group number 10)
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Configuring the NEAX 2400 PBX

This chapter describes the ASDT, APHN, ASHU, AMNO, and AKYD
commands for the NEAX 2400 PBX.

Chapter Topics e Installation Prerequisites
e ASDT Command

APHN Command

ASHU Command

AMNO Command

AKYD Command

Installation Prerequisites

Apply the commands in the list below on a functional NEAX 2400 PBX.
Extensions 2002-2004 are analog lines on the 16-LCBE programmed by
the ASDT command.

The UCD Hunt group configuration should be set using the model seen
in Figure 5-1.

Figure 5-1 UCD Hunt group configuration

Filat Murnbers 2000

2001 UCD Hunt Group
2002
"R Ports 2003

2004
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gonss * Lens numbers, extensions, and some data used in this guide are arbitrary and
= may be replaced with real numbers. If you are not sure about these entries, please
contact your PBX administrator.

» The first step is to have the correct card(s) installed in the NEAX 2400 IMS PBX.

* The recommended card is the 16-LCBE. This card provides positive disconnect
supervision.

* Forthe UCD group settings, you should have n+1 extensions in a contiguous
range, where n is the number of the ports the IVR will use, plus one virtual
extension for the IVR pilot number.

» Before you start programming the PBX, you should know the pilots and the
extensions that will be used for the IVR board and configuration.

ASDT Command

The ASDT command is used to program the analog extensions and
virtual lines. It is configured in the ASDT - 2400MS_second dialog box
(Figure 5-2).

Figure 5-2 ASDT - 2400IMS_second dialog box—TN and STN

S a5 - Z4uuIMs_second oy ] 23
File Wwiew Help

ASDT[Assignment of Station Data)
TN STN

I

Step 1 Enter tenant number 1 in TN.

Step 2 Enter the first extension 2001 from the IVR ports in STN.
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Figure 5-3 ASDT - 2400IMS_second - LEN, TEC, RSC, SFC

Step 3
Step 4
Step 5

Step 6

=8| x|

File View Help

ASDT[Assignment of Station Data)
TN STN
Il IZI][I]
LENS

SFC

DEL?

-

Enter LEN 001001 for this extension in LENS.
Set TEC 3, RSC to 1, and SFC to 1.
Repeat Step 1 thru Step 4 for the following extensions:

—STN: 2002 — LEN: 001002
—STN: 2003 — LEN: 001003
—STN: 2004 — LEN: 001004

Define a virtual line STN: 1802 using a virtual LEN.
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APHN Command

Use the APHN command to program the phantom station number data.

Figure 5-4 APHN - 2400IMS_second - Mode

#+ APHN - 2400IMS_second =10/
Eile ‘iew Help

APHN [Assignment of Phantom Station Number)
MODE

i

Step 1 Enter 1in Mode.

Figure 5-5 APHN - 2400IMS_second - TN and REAL STN

o= APHN - 2400IMS_second -0 x|

File Wiew Help

APHN [Assignment of Phantom Station Number]
MODE

.

TN REAL STN

1 [2!]1]1 |

Step 2 Enter tenant number 1 in TN.
Step 3 Enter Real Station Number 2000 in REAL STN.
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Figure 5-6 APHN - 2400IMS_second - PH and PHSTN

1 x]

Fle Yew Help

APHN [Assignment of Phantom Station Number]
MODE

S N
2 [ P
N
| . { - [

Step 4 Enter Phantom extension number 1 in a hunting group in PH.

Step 5 Enter Phantom Station Number 2000 in PHSTN.
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ASHU Command

Use the ASHU command to assign the analog extensions to an UCD
group.

Figure 5-7 ASHU - 2400IMS_second - TN and STN

4= ASHU - 2400IMS_second =10] x|
File ‘iew Help

ASHU [Assignment of Station Hunting Group-UCD)

™ |1_' Get
STN |20m|

View Log File

E it

AL

CNT

E%T |7
|_

STN

Step 1 Enter tenant number 1 in TN.
Step 2 Enter UCD Pilot number 2001 in STN.
Step 3 Press Get to validate the entry.
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Figure 5-8 ASHU - 2400IMS_second - EDIT SYN

Step 4

Step 5

&7 ASHU - 2400IMS_second

=101 x|

AS5HU [Assignment of Station Hunting Group-LUCD)

TN

|1_
STN |2I]EI1

EDIT (200 List Del |
CNT |1_

STN |
2002

Yiew Log File

gLtk

Get

[el

E xit

To add extensions to the UCD Group, enter an extension in EDIT STN,

and press Enter.

—The extension appears in the STN extension list.
—Enter all UCD Group extensions using Step 4.

After you enter all the extensions, click Set.
The UCD Group is now set.
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AMNO Command

Use the AMNO command to define a monitored number to use for ACD
pilots.

Figure 5-9 AMNO - 2400IPX - A/G, TN, and MNO

_a]

File View Help

AMNO[Assignment of Monitored Number)

AIG TN MNO
P b

Step 1 Enter Ain AIG.
Step 2 Enter tenant number 1 in TN.
Step 3 Enter monitored number 1445 in MNO.
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Figure 5-10 AMNO - 2400IPX - NMI, MFC, and UCD

=101 x|

File WYiew Help

AMNO[Assignment of Monitored Number)
AIG TN MNO
|A | |l 445

p e

Step 4 SetNMlto1.
Step 5 Set MFC to 0.
Step 6 SetUCD to 0.
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AKYD Command

Use the AKYD command to configure a Dterm phone for an agent
position.

Figure 5-11 AKYD - 2400IPX - TN and STN

-iBix]

File \Wiew Help

AKTYD [Aszignment of Key Data for Diterm)

™ |1_ 5TH |1502

Step 1 Enter tenant number 1 in TN.
Step 2 Enter agent position number 1602 in STN.

Step 3 Click Get.
The AKYD - 2400IPX - PL STN, PBX Line and ACD Line displays (Figure

5-12).
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Figure 5-12 AKYD - 2400IPX - PL STN, PBX Line and ACD Line

T=I
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AEYD [Assignment of k.ey Data far Dierm)
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1

37| DAl Key Code 40work)

38 DAl Key Code S[Might)

39 DAl Key Cade BTrunk Trouble)
40| DA Key Code 7T ally]

41| 04l Key Code Blbssistance Keay)
42| 04l Key Code 9[Emergency Key) ;I

TN ey = = e e N P N

==

KYMN2| Exl2)  FRY

Get HModify |

Step 4 Set primary line to 1602 in PL STN.

Step 5 Assign the Dterm phone keys for the PBX line and the ACD line as
follows:
—KYN: 1, TN: 1, STN: 1602 - Get line 1602
—KYN: 2, TN: 1, STN: 1802 - Get line 1802
—KYN: 3, FKY: 43 - Log ON/OFF the agent
—KYN: 4, FKY: 34 - Break
—KYN: 6, FKY: 37 - Work
—KYN: 14, FKY: 47 - Queue Call Monitoring Lamp

QueWorX Installation and Configuration Guide - Revision 7



5-12 Configuring the NEAX 2400 PBX

QueWorX Installation and Configuration Guide - Revision 7



6-1

Configuring the WebCallback

Chapter Topics

This chapter explains how to install the Internet Information Server
(I1IS), configure the Web Initiated Callback, and initiate a Web Callback.

e Internet Information Server (IIS) Installation
e Configuring the Web Initiated Callback
e Initiating a Web Callback

Internet Information Server (lIS) Installation

Use the following steps to install the Internet Information Server (IIS).
Some steps may vary depending on whether Windows Server 2000
operating system or Windows Server 2003 operating system is in use.
When separate instructions apply to Windows Server 2000 and Windows
Server 2003, they are differentiated in the text.

To Install the Internet Information Server

Step 1 From the Microsoft Windows Desktop, select Start > Settings > Control
Panel > Add/Remove Programs.

Step 2 Inthe Add/Remove Programs dialog box, select Add/Remove Windows
Components.

Step 3 Do one of the following:

— Windows Server 2000: In the Windows Components Wizard dialog
box, select Internet Information Services (11S) and click Details.

—Windows Server 2003: Check Application Server and double-
click Application Server Name.

Step 4 Do one of the following:

—Windows Server 2000: In the Application Server window, select
Asp.net and Internet Information Services(lIS) and click Details for
Internet Information Services.

— Windows Server 2003: Under the Application Server window,
select Asp.net and Internet Information Services(11IS)
and click Details for Internet Information Services.

From the Internet Information Services window, select Common
Files, Internet Information Services Manager and World Wide Web
Services.
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Step 5 Do one of the following:

—Windows Server 2000: Click OK to continue.
—Windows Server 2003: Click OK twice to continue.

Step 6 Click Next to start installing these components.

Step 7 When dialog box directs, insert the Windows 2000 or 2003 Server CD
into the CD-ROM drive.

Step 8 Press OK to continue.

Step 9 When the installation finishes, remove the CD from the drive and if
prompted, restart the computer.

After the IIS installation is through, use the following steps to ensure
the ASP.NET service is enabled.

To Enable ASP.NET
Step 1 Open the Internet Information Services (1IS) Manager.

Step 2 Select the Web Service Extension directory in the left pane.
The Web Service Extensions display in the right pane (Figure 6-1).

Figure 6-1 IS Manager—ASP.net Web Service Extension

‘I._':' Internet Information Services {I15) Manager =]
¥4 Ele  Acion  View Window  Help =181
- BE FER|@E|Z])r 8 0
-?'g Internet Information Services - web Service Extensions
=+, CCO-IVR (local computer)
E‘ i F'.pplicelitiun Poals b I Web Service Extension I Stakus
E‘ _ wieb SItES- . “F &l Unknown CGI Extensions Prohibited
~1.J Web Servics Extensior ol “F Al Unknovn TSAPT Extensions Prohibited
Brahini @ fctive Server Pages Prohibited
R s 0% acp.NET V114322 Allowed
Praperties iﬁ. FrontPage Server Extensions 2002 Allowed
iﬂ Internet Data Connector Prohibited
@ Server Side Includes Prohibited
Tasks [»] webDay Prohibited
EL add a new web service extension...
L allow sl web service extensions For
specific application...
i prohibit all web service extensions
@ Qpen Help
l | 2
1] | MM Extended A Standard £

Step 3 Ensure ASP.NET Web Service Extension has Allowed in the Status
column. If the service is allowed, close the IIS Manager Services dialog
box.
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Do the following, if Allow is not displayed in the Status column of
ASP.Net:

—Select the ASP.NET service and right-click. A shortcut menu appears
(Figure 6-1).

—Click Allow to enable the ASP.NET service and then close the 1IS
Manager Services dialog box.

The ASP.NET service should now be enabled.

Configuring the Web Initiated Callback

Step 1

Step 2

Copy the WebCallback directory from the Install folder located on the
QueWorX 4 CD-1 to C:\Inetpub\wwwroot.

Proceed to C:\Inetpub\wwwroot\WebCallback and right-click on
Web.config.
The Web.config shortcut menu appears (Figure 6-2).

Figure 6-2 Web.config Properties shortcut menu

Step 3

=10l x|

File  Edit Tools  Help ‘
‘EBack + = - | @ search LY Folders ®| »
j @Gn

& C: Inetpub’ wwwroot', WebCallba

Wiesw  Favarites

Address II:I Ci\InetpublvwwrootwebCallback

_1Bin
[:I Sources

Global, asax
web, config

WwiehCallbac

Open

Edit

Prinkt

Cipen With,

Send To 3

Zut
Copy

Create Shorbcut
Delete
Renarne

oy

Displaws the properties of the selected items. 4

Select Properties.
The Web.config Properties dialog box—General tab appears (Figure 6-
3).
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Figure 6-3 Web.config Properties dialog box—General tab

Web.config Properties ﬂﬂ

General | Securityl Summaryl

%| IW’eb.config

Type of file:  CONFIG File

Opens with; @ MHotepad LChange. .. |

Location: C:AInetpubbwwwiootywebCallback

Size: 4 B6 KB [4.774 bytes]
Size ondisk:  B.00KE [3.192 bptes)

Created: Yesterday, Map 25, 2004, 5:37:36 PM
Modified: “esterday, Map 28, 2004, 5:40:04 P
Accessed: Today, May 26, 2004, 3:30:08 P

[~ Hidden Advanced... |
’TI Cancel | Apply |

Attribubes:

Step 4 Clear Read-only, then click OK to continue.
Step 5 Proceed to C:\Inetpub\wwwroot\ and right-click on WebCallback folder.

Step 6 Click Properties.
The WebCallback Properties dialog box—Web Sharing tab appears
(Figure 6-4).
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Figure 6-4 WebCallback Properties dialog box—Web Sharing tab

WebCallback Properties il |

General “web Sharing | Sharingl Securityl

1 |nternet [nformation Services

Share on: IDefauIt Wweb Site j

™ Do not share thiz folder >
— {* Share this folder
Aliazes

‘ebCalback

Bemove |

ak | Cancel | Apply

Step 7 Select Share this folder.
The Edit Alias dialog box appears (Figure 6-5).

Figure 6-5 Edit Alias dialog box

Editalias B x

Directory: IC:\Inetpub\wwwront\WebCallback

Alias:

—Access permissions
¥ Read [ Script source access

[~ Wwiite [™ Directory browsing

—Application permizsions
= Mone
{* Scripts

{~ Execute [includes scripts)

aK I Cancel

Step 8 Select Read located in Access permissions.

Step 9 Select Scripts located in Application permissions.
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Step 10
Step 11
Step 12
Step 13
Step 14

Click OK to close the Edit Alias dialog box.

Click OK to close the WebCallback Properties dialog box.

Return to the Microsoft Windows Desktop and select Start > Run.
Type inetmgr in Run dialog box Open .

Click OK.
The Internet Information Services Manager window appears (Figure 6-
6).

Figure 6-6 Internet Information Services Manager window
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Step 15 Select and expand the Default Web Site directory.

The WebCallback folder will be listed as a virtual directory.

Step 16 Go to C:\Inetpub\wwwroot\Webcallback\ and open the Web.config file.

Step 17 Enter the Pilot and Split values under AppSettings.

The Pilot and Split values entered under the AppsSettings module enables

= webcallback for that specific pilot and split.
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Initiating a Web Callback

Step 1 Open Microsoft Windows Internet Explorer.
Step 2 Enter http://[<WebServerName>/WebCallback/WebCallback.aspx

—You must replace <WebServerName> with the computer name where
the 1IS server and the WebCallback component are installed.

—The WebCallback Web page appears (Figure 6-7) in the web browser.

Figure 6-7 WebCallback Web Page

Queue Depth:

Long waiting call

Server time:

Business hours: 09:00AM - 05:00PM
CallBack Number

Callback Immediate

Date Tune (HE:IMM) 04 =|[56 ~=||PM =
Email :

Account ¢

Information:

TEL
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Table 6-1 WebCallback Web Page Settings Descriptions

Fields Description

Queue Depth
Long waiting call

Expected delay to newly
queued calls

Server time

Business hours

Callback Number

Callback Immediate

Date Time

Email (optional)

Account Code (optional)

Information (optional)

URL (optional)

Displays the current number of calls in queue.

Displays the longest period of time a call has been waiting before it
was answered.

Displays the Estimated Time to Answer (ETA) for the next call.

Displays server time to the customer.
Displays the hours that a customer can leave a schedule callback.

A customer should provide a valid callback number. Otherwise, the
callback is not successful.

If a customer wishes to leave an immediate callback, then this
option must be checked. If this option is unchecked, then the
callback will be scheduled.

This option is used for a scheduled callback. The customer must
enter a time when the callback would be scheduled. If the scheduled
time is outside of the business hours, then the system should
announce that no callbacks would be accepted.

This is the customer's e-mail address which will be used to send
information to a customer if he cannot be contacted by phone.

The customer can provide an account code which will provide
additional call information to an agent through the Customer Popup
information window.

This field can be used to provide additional call information.

The customer can provide his website address so that an agent
would receive additional call information.
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Securing the QueWorX Server

Chapter Topics

This chapter provides recommended security practices to create and
enforce a secure network environment for the QueWorX Server.

e QOverview

e Service Conditions

e Firewall Overview

e Configure Firewalls

e Jsolation of Windows Services
e Secure the Operating System
e Virus Detection

e Intrusion Detection

e Secure the Database

e Database System Administrator (sa) Passwords
e Backup and Recovery Plans

Overview

The lack of strong security policies, out-of-date anti-virus protection, or
obsolete software can place your data at risk. NEC is aware of this risk
and strives to ship its products with the latest Operating Systems,
Service Packs, and Critical Updates.

NEC promotes a secure solution, which involves a layered approach.
This includes the use of a firewall, a secure database, and other readily
available security practices, in conjunction with your current security
framework.

Customers should follow best practices as they relate to their business
objectives and specific business environment.

The recommendations in this chapter are offered for your convenience
and should be tested prior to deployment or integration with your IT
systems. Before applying recommendations from this guide, NEC
recommends that you understand the high-level concepts and methods
required to apply these recommendations.
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Service Conditions

==
2;1\
==

REFERENCE

Do not implement recommendations in this guide before testing them in
a test environment. The customer is responsible for securing their NEC
(or third-party) applications. The latest Service Packs, Patches, and
Critical Updates should be applied to the Operating System to maintain
system-wide security.

The following operating systems are supported:

e Microsoft Windows 2000 Advanced Server
e Microsoft Windows Server 2003

Please note the following about the information in this chapter:

¢ No step-by-step instructions are provided for any Windows
application. Please refer to the Microsoft Users Guide or online help to
locate Windows Operating System procedures.

¢ No information contained in this chapter replaces a well-structured
security policy and it does not address site-specific configuration
issues. Consult your System or Network Administrator before
adopting NEC's security recommendations.

A secure network environment is a critical security component. To
protect a web server on the network from unauthorized modification,
destruction, or disclosure, develop network security policies to
safeguard data and equipment.

For more information on Securing the Network, go to http://www.microsoft.com.
Keywords: Network, Security, Network Security, Firewall, Disable, Disable NetBIOS
Flaw, SQL, Database

Firewall Overview

A firewall is a combination of hardware and software that monitors and
controls incoming and outgoing network traffic. To achieve the best
results, place a firewall between the Internet and the QueWorX Server
as seen in Figure 7-1.

QueWorX Installation and Configuration Guide - Revision 7


http://www.microsoft.com

Securing the QueWorX Server 7-3

Figure 7-1 Firewall Protection
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Potential intruders scan computers from the Internet or within the Local
Area Network (LAN), probing for an open port where they can break
through and access a server.

Enable the Microsoft Windows firewall when a third-party firewall (hardware/
software) is not in place.

IMPORTANT

To increase security, configure the firewall to allow specific types of
traffic into and out of the internal network.
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Configure Firewalls

The following ports should be allowed for the ACD to communicate with
QueWorX (IVR):

— 135/tcp Incoming (Dcom)

— 2223/tcp Virtual Wallboard server Outgoing

— 1900/tcp Virtual Wallboard admin Incoming

— 1433/tcp QueWorx Report Runner Incoming

— 1945/tcp Virtual Wallboard client Incoming

— 60030/tcp PBX Outgoing

— 60201/tcp Queworx Screenpop Client Application

For more information on securing your computer, go to link

i = P http://support. microsoft.com/kb/309798(2000 and
http://support. microsoft.com/kb/816792(2003).

Isolation of Windows Services

To enforce security, it is recommended that you exclude the server from
the following Windows Services:
¢ Do not use the server as a Domain Controller or Global Administrator.
e Do not install the SQL Server on a Domain Controller.
e Disable all unnecessary Windows Services.
¢ Do not enable the following Windows Services:

— WINS

— DHCP

— FTP

— SMTP

The installation will fail when installed as a Domain Controller.

IMPORTANT

Secure the Operating System

Use the following recommendations to secure the supported Windows
Operating Systems.

= For more information on Securing the Operating System, go to
%/?1\ http.//www.microsoft.com.
f‘/‘\
REFERENCE
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Server Administration

To ensure your operating system is secure, NEC recommends the
following basic server administration policies.

General

e Download and apply all Critical Updates and configure the Windows
Automatic Updates service to receive Critical Update and Security
Patch notices.

e Enforce strong passwords.
e Disable/restrict remote access to administrators.

¢ Clear Password never expires for the accounts from computer
management or customer maintained. Set passwords on indicated
account to expire.

e Restrict Anonymous access:

¢ Go to Administrative Tools > Local Security Policy > Security
Settings > Local policies > Security Options.

e Configure additional restrictions for anonymous connections by
setting to: No access without explicit anonymous
permissions.

Refer to Microsoft documentation for more information about modifying security
settings.

m
\%

REFERENCE

User Accounts & Policies

Use the following recommendations to help prevent a hacker from
gaining administrative access to the QueWorX Server and possibly the
network.

e Disable the Windows guest user account.

¢ Disable and delete user accounts as they become inactive.

e Remove descriptions, which refer to account privileges.

¢ Create all Windows accounts with the lowest possible privileges.

e Rename or remove privileges from the default administrator account.

e Label administrative accounts with a user name other than
administrator.

e Enforce policies to limit administrative access to two accounts.

QueWorX Installation and Configuration Guide - Revision 7



7-6 Securing the QueWorX Server

Virus Detection

Maintaining a secure environment means scanning for viruses regularly.
Most anti-virus software allows you to automatically download anti-virus
software updates and schedule scans at preset intervals.

NEC recommends you scan your systems nightly to reduce the chance
of virus infection. Always ensure anti-virus software is up-to-date.
Schedule downloads nightly for patches and updates.

= For more information on virus detection, go to http.//www.microsoft.com.
(’é:?:\\ Keywords: Anti-virus Defense.
=

REFERENCE

Intrusion Detection

Intrusion detection software actively analyzes packets looking for
vulnerabilities on your network.

To increase network security, closely monitor your network and use
intrusion detection software.
/_ﬂ For more information on intrusion detection, go to http://www.microsoft.com.
%/Z;\ Keywords: Intrusion Detection Logging.
REFERENCE

Secure the Database

The database is a vital component of QueWorX. Sensitive data related to
customers is stored in a database. A hacker can use this data to launch
a malicious attack.

Any database server that is not kept up-to-date with the latest security
patches and critical updates can become infected with a worm. (A
computer worm is a self-replicating program. A worm is self-contained
and does not need to be part of another program to propagate itself.) A
worm attacks vulnerabilities in database applications, which can cripple
your network and render your hardware useless. To avoid this type of
attack, check nightly for software updates and enforce strong passwords
for all system administrator accounts.
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Database System Administrator (sa) Passwords

)

—
==\
=

;5:4—\

REFERENCE

System Administrator (sa) passwords are the first line of defense
against hackers and malicious software. Hackers can access free
programs designed to guess an sa password. The program generates
test passwords using a combination of common words and numbers to
gain access to the server.

Complex passwords are much more secure. Never, under any
circumstance, use a blank sa password.

A strong password is defined as a password containing six or more
characters, including at least one number or one special character.
Enforcing strong passwords and using strong passwords on servers with
Windows Authentication is highly recommended.

For more information on SQL Server 2005 Express, go to http://
msdn2.microsoft.com/en-us/library/ms345149.aspx.

Backup and Recovery Plans

Backup and Recovery plans are important. A well-developed plan aids
recovering from a virus or an attack.

The QueWorX server automatically backs up its database each night at
2:00 A.M. in the SQL Server's default backup location, C:\Program
Files\Microsoft SQL Server\MSSQL.1\MSSQL\Backup, to a file
named QueWorX.bak. This backup file is a complete backup. It is
recommended that you develop an automatic process to make a copy of
this backup file to a separate location in case of fire, flood, or disaster.

The following recommendations apply:

¢ Develop a solid plan to recover from a virus or attack.

e Back up the QueWorX database before an upgrade, service pack, or
patch.

e Test your backup and recovery plan.
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Backing Up and Recovering the
QueWorX Database

Chapter Topics

This chapter describes how to back up and restore the QueWorX
database.

e Creating Manual QueWorX Backups
e Restoring the QueWorX Database

Creating Manual QueWorX Backups

The SQL Server Management Studio Express can be used to manually
back up the QueWorX database. Identical procedures apply to the
licensed version of SQL Server 2005.

The QueWorX server automatically backs up its database each night at
2:00 A.M. to a file named QueWorX.bak in the SQL Server's default
backup location at C:\Program Files\Microsoft SQL
Server\MSSQL.1\MSSQL\Backup. This backup file is a complete
backup of the database.

It is recommended that you manually backup the database before an
upgrade, service pack, or patch update. Use the following steps to
backup the QueWorX database using SQL Server Management Studio
Express.

To Backup the QueWorX Database
Step 1 Stop the QueWorX server.

Step 2 Go to Start > Programs > Microsoft SQL Server 2005 > SQL Server
Management Studio Express. The Connect to SQL Server 2005 dialog
box displays (Figure 8-1).
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Figure 8-1 Connectto SQL Server 2005 dialog box
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Step 3 Complete the required fields and click Connect to connect to the SQL
Server 2005. The Object Explorer pane in the SQL Server Management
Studio Express window displays (Figure 8-2).

Figure 8-2 SQL Server Management Studio Express window—backup tasks
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Step 4 Select QueWorX under the Databases directory in the left pane, and
then right-click and select Tasks > Back Up. The Back Up Database-
QueWorX window displays (Figure 8-3).

Figure 8-3 Back Up Database-QueWorX window
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27 View connection properies
Ready
[ ok ] conce |
Y

Step 5 Click the Add button on the right side of the dialog box under the
Destination section. The Select Backup Destination dialog box displays
(Figure 8-4).

QueWorX Installation and Configuration Guide - Revision 7



8-4 Backing Up and Recovering the QueWorX Database

Figure 8-4 Select Backup Destination dialog box

. Select Backup Destination
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Step 6 Click the ellipse button at the end of the File name field. The Locate
Database Files dialog box displays (Figure 8-5).

Figure 8-5 Locate Database Files dialog box
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Step 7 Select the QueWorX.bak file under the backup folder located at
Microsoft SQL Server > MSSQL.1 > MSSQL > Backup.

P339 If this file does not exist, select the Backup folder and enter QueWorX.bak in the
= filename field.
NOTE

Step 8 Click OK, and then click OK again when the Select Backup Destination
dialog box displays again (Figure 8-4). The SQL Server Management
Studio Express window—Options displays (Figure 8-6).

Figure 8-6 SQL Server Management Studio Express window—Options
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Step 9 Select Options in the left pane, and then select Overwrite the existing
database under Overwrite media > Back up to the existing media
set, and then click OK. The backup of the QueWorX database begins.

Step 10 Click OK in the Confirmation dialog box when it displays when the
backup completes successfully.
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Figure 8-7 Confirmation dialog box

Microsoft SQL Server Management Studio Express E
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\__
EE

The QueWorX database backup is complete.

Restoring the QueWorX Database

Databases can be restored using the Microsoft SQL Server Management
Studio Express. Use the following steps to restore the QueWorX
database.

To Restore the QueWorX Database
Step 1 Stop the QueWorX server.

Step 2 Go to Start > Programs > Microsoft SQL Server 2005 > SQL Server
Management Studio Express. The Connect to SQL Server 2005 dialog
box displays (Figure 8-8).

Figure 8-8 Connect to SQL Server 2005 dialog box

qumIft_ S A Windows Server System

Server bype: IDatabam Engine j

Server name: Q4/ADEV-SOLEXFRESS i

Authentication: IWindnws Authentication j

User name: IDW-‘-iDEV'\.-'-‘«dminiﬂratu:ur j
Fazzword: I

I Remember passward
Connect I Cancel | Help | Options »> |

Step 3 Complete the required fields and click Connect to connect to the SQL
Server 2005. The Object Explorer pane in the SQL Server Management
Studio Express window—restore option displays (Figure 8-9).
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Figure 8-9 SQL Server Management Studio Express window—restore option
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Step 4 Select QueWorX under the Databases directory in the left pane, and
then right-click and select Tasks > Restore > Database. The Restore
Database-QueWorX window displays (Figure 8-10).
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Figure 8-10 Restore Database-QueWorX window
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Step 5 Select From Device under the Specify the source and location of
backup sets to restore section and click the ellipse button at the right
end of the From Device field. The Specify backup dialog box displays
(Figure 8-11).
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Figure 8-11 Specify backup dialog box
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Step 6 Click the Add button. The Locate Backup File dialog box displays (Figure
8-12).
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Figure 8-12 Locate Backup File dialog box
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Select the QueWorX.bak file in the backup folder located at Microsoft
SQL Server > MSSQL.1 > MSSQL > Backup. If the backup file was
saved at another location or under a different file name, then navigate to
that location and then select the QueWorX.bak file. If the backup file
was saved under a different file name, then select the modified name at
this time.

If the name of your backup file does not have “.bak” for the extension then you need
to select All Files(*) for the “Files of type” options.

Step 8

Click OK. The Specify Backup dialog box displays (Figure 8-13) with one
entry in the Backup location list.
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Figure 8-13 Specify Backup dialog box —backup file displayed
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Step 9 Click OK. The Restore Database-QueWorX window displays again
(Figure 8-14).
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Figure 8-14 Restore Database-QueWorX window

I restore Database - QueWorx H=]E3
Selectapage % Seript = [ Help
4 General E L
44 0ok
kt;: Do Destination for restore
Sedact of lype the name of & new of sasting database for your restore operation.
To database: IDue\H'orx ﬂ
To a point in bme: |Mns!reomtposﬂ:lu _l
Source for restore
Spacily the source and location of backup sets to restare.
. From database: IE‘I 1B O _:I
% From device: |C:\.F"rogam Filez\Microsoft SOL Server\MSSOL 1Y\M55 J
Select the backup sets bo restore;
Restore | Mame | Component | Type | Server | D
1 |7__: Quew'on-Full Database Backup  Database  Full  OW4DEVVSOLEXPRESS C
|
Server.
Owd4DEVMSALEXPRESS
Connection;
G/ DEV administratorn
By View connection properties
|
Ready
| | i
[ ok | coancel |
Y

Step 10 Select the Restore check box of the backup file under Select the
backup sets to restore.

Step 11 Select Options in the left Select a page pane. The Restore Database -
QueWorX window displays (Figure 8-15) with additional options.
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Figure 8-15 Restore Database -QueWorX window—Restore options
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Step 12 Select the Overwrite the existing database check box under Restore
options, and then click OK. A confirmation dialog box displays
(Figure 8-16) when the database has been restored.

Figure 8-16 Restore Confirmation dialog box
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Step 13 Click OK when the restored database has completed successfully.
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