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How to Use this Guide 1

Introduction

This guide is designed to allow a Nortel Customerpadl Partner, a Network Administrator, or
Support Personnel to maintain and troubleshoot NortgbRiag for Contact Center.

How this Guide is organized

TheReporting for Contact Center Troubleshooting &taintenance Guide is organized into the
following chapters:

How to Use this Guide Provides a brief overview identifying the organization of
this guide.
Introduction Provides an overview of tHeeporting for Contact Center

Troubleshooting an®laintenance Guide. Information is
also included on getting help from Nortel.

Flow Charts Flow charts to aid the user in troubleshootinga@bfam
encountered in Reporting for Contact Center.

Raising a Case: Information Details the information from Reporting for Contact Center
Gathering and the Contact Center to gather for Nortel Technical
Support when troubleshooting a problem.

Web Host PC Troubleshooting Typical problems and solutions for troubleshootng/eb
Host PC, for example, backing up and restoring the SQL
Server 2005 database, using anti-virus software, and so on.

Client PC Troubleshooting Typical problems and solutions for troubleshooting
Client PC.

BCM and CCRS Typical problems and solutions for troubleshootimeg

Troubleshooting Business Communications Manager (BCM) and Contact

Center Reporting Server (CCRS).

Glossary Glossary of terms used in this guide.
References Lists documents referenced in this guide.
Index Provides a cross-reference of topics in this guide.

Reporting for Contact Center Troubleshooting and Maintenance Guide
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Introduction 2

TheReporting for Contact Center Troubleshooting &aintenance Guide is to be used by
Nortel customers and partners to troubleshoot anylgmabencountered in the Nortel Reporting
for Contact Center client application reportinglttiat is a component of the Contact Center.

About this Guide

Where a symptom indicates a problem with Reporting fot&drCenter this guide, which is
divided into appropriately named chapters, endblesiser to quickly refer to a particular
section. For instance, if the user sees an isstileeoWeb Host PC, the reader can go directly to
the Web Host PC Troubleshooting chapter, and lookapélevant topic to troubleshoot.

Alternatively, the user can troubleshoot a problenoantered in Reporting for Contact Center
by using flow charts. These are provided in the Flow Chagpter, beginning on page 13. The
flow charts cover several areas of Reporting font@ct Center from the installation and
connection of Reporting for Contact Center to prittestules for reports.

If a problem can not be resolved in this guide,uber is advised to consult Nortel Technical
Support — this will be referred to Blertel Supporin the rest of this document. The following
section, How to get Help, provides information omvitto get help from Nortel for either
Reporting for Contact Center issues, or issues witiCth@act Center.

How to get Help

This section explains how to get help for Norteldurcts and services.

Getting Help from the Nortel Web site

The best source of support for Nortel productbésNortel Support Web site:
http://www.nortel.com/support
This site enables customers to:
Download software and related tools
Download technical documents, release notes, and grbdlletins
Sign up for automatic notification of new software and dasniation
Search the Support Web site and Nortel Knowledge Base

Open and manage technical support cases

Reporting for Contact Center Troubleshooting and Maintenance Guide
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Getting Help over the phone from a Nortel Solutions Center

If you have a Nortel support contract and cannot findrif@nation you require on the Nortel
Support Web site, you can get help over the phmra & Nortel Solutions Center.

In North America, call 1-800-4ANORTEL (1-800-466-533

Outside North America, go to the following Web sited look up the phone number that applies
to your region:

http://www.nortel.com/callus

When you speak to the phone agent, you can refe@m&xpress Routing Code (ERC) to route
your call more quickly to the appropriate support specialist. To locate the ERC fgrgduct
or service, go to:

http://www.nortel.com/erc

Getting Help through a Nortel distributor or resell er

If you purchased a service contract for your Nortel prodoch fa distributor or authorized
reseller, you can contact the technical support &iathat distributor or reseller.

NN40040-400
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Flow Charts 3

Introduction

The flow charts enable the user to troubleshodblpros encountered in Reporting for Contact
Center. There are seven flow charts covering areasifretadlation of Reporting for Contact
Center to print schedules of reports. The user is advised to go to the relevastidtbim the

area of Reporting for Contact Center where a prolias arisen. The flow charts are as follows:

1. Installing Reporting for Contact Center
Contact Center Connection

Historical Reports

Real Time Screens

Software Wallboard

o gk Wb

Hardware Wallboard
7. Print Schedules

Questions raised and action items to be performedflow chart are explained in additional help
provided directly after the flow chart. A key to theWlaharts is provided, see the following
section Key to the flow charts, which explains wihett different shapes and colors represent, as
well as what some of the content mean.

Key to the flow charts

Diamonds

oroblem’y.

£id you /
resoha the Tls 1S Inﬂﬂle:hf}
‘N\/'

These shapes are questions; they have eitfies ar No answer. Depending on the answer you
will be redirected to an additional step:
*

Mo
No is represented with a red arri | /

|
. . Yas
Yesis represented with a blue arr +

The yellow background indicates that there is ni@ip available in this document for that
guestion; this will be displayed directly below tiedevant flow chart, as in the following:

Reporting for Contact Center Troubleshooting and Maintenance Guide



14 Flow Charts

Q) Is IIS Installed?
[Answer will be displayed here]

Rectangles
Remove RCC From Add
from AddFemove | | Remaove Winoows LR i
CC Connection
Programs &nd Try Componants Flow Chart
Again install 115

These shapes are action items. You must perform the aetiaited in this ste@lack arrows
direct you to the next step to take from here.

The yellow background indicates that there is nin@ip available in this document for that
action item; this will be displayed directly beldke relevant flow chart, as follows:

From Add Remove Windows Components Install [IS
[Answer will be displayed here]

Rectangular action items with a green background indicate an important stefiowtbleart. A
rectangular action item with a blue backgroundaatis that part of the flow chart is continued
on another flow chart as specified in the step.

Ovals

Schedule a Consult Nortel
Report to Primt (RCC)

These oval shapes are either the start pointlofaadhart which will also be colored green, or a
terminating action in the flow chart. Terminatingfians require you to consult further with
Nortel regarding the current problem. For more informatiorgetting help, see How to get Help
(page 11).

The terminating actions display eiti@onsult Nortel (RCC) or, Consult Nortel (CC),
indicating whether the Reporting for Contact Center (RE&2®nponent or the Contact Center
(CC) requires the initial focus of consultation with Nb&eapport.

If you suspect a problem with RCC, collect the RCC ldfigou suspect a problem with the
BCM, collect the BCM logs. If you are unsure whether the problem originates on the BCM or
the RCC, collect logs from both.

Note: Various diagnostic logs are always running when Nortel Reporting for Contact
Center is operational. The Logging Menu allows y@érchive the current log files
and download any previously archived log files.

NN40040-400
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To Archive the current log files click thirchive Logs button. This will create a
single .zip archive file of the current log files. A newrgmwill appear in the list of
archived files table, following thieog files locationon the Logging Menu page.
Recently created log file archives are indicated Pgllw star. To stamp the Real
Time log click theStamp Real Time Logbutton. This will stamp the Real Time log
constantly for 15 seconds. As the Real Time log can lie quge this option is useful
for tracking down a problem to a specific time.cRing theStamp Real Time Log
button will disable the button for 15 seconds. Stampingadom initiated again in
this time until 15 seconds have passed. Afterttiie has elapsed the button will be
enabled. To download a log file archive click Dewnload Logsbutton next to the
desired archive and save it to a location on younputer.

Note: The maximum number of archives you can create Wen a 6archive is
created it will automatically delete the oldest archivee file naming convention
includes (in the same order) the year, month, dayr, minute and second that the
archive was created, this can be used to determiweold the log file archive is. To
view the contents of the archive you will need avd either WinZip, WinRAR or any
other compatible zip file viewer installed. The défzompressed folder viewer that
comes with Windows XP and above will not work with these as=hi

For theipView SoftBoard, logging is activated by echoing to the lbapk IP address
of 127.0.0.1. The log file is stored in the instidia folder of the SoftBoard.

To retrieve logs of a hardware wallboard, set up&iew SoftBoard to echo to the
hardware wallboard. Again, echo the SoftBoard to the loop back IP Address
(127.0.0.1) to activate logging of the hardwarelbadrd. The wallboard log file can
be retrieved from the installation folder of the SofiBth

Reporting for Contact Center Troubleshooting and Maintenance Guide
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Installing Reporting for Contact Center

- -
Download RCC setup
installation from the

Administrator Applications

page on the BCM

l

L J e
_ / :
Did Setup Exe Consult Nortel
- download from ——HNo (cC)
the CC?
Yes
- From Add/Remove
~ Windows
<|3 11S Installed? No— B e b oneit s
- install 15

Yes
A 4

Run RCC Setup
Installation

.
Did the

< setupcomplete — Mo
100%?

Remove RCC SAL
Server 2005 Express

Add/Remove Programs
and try again

Yes Yes
v
Did the Web
Host PC
reboot?

Yes
v
Cid DBl

launch? No—

Yes
v ¥

Did VU

launch? Mo Restart the PC

Yes
A J

Launch RCC

|

'
Is the RCC Proceed to the
Login page Yes M CC Connection
displayed? Flow Chart

No

Turn off Friendly
HTTP Error
——— Messages if you
see "Page cannot
be displayed”

and Java 1.6 from ——#

Did you
resolve the
problem?

(o

onsult Nort el}

——No—

\

e

(RCC)

/
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Is IIS Installed?

To check whether IIS is installed, deeporting for Contact Center Setup and Operations
Guide(NN40040-304).

From Add/Remove Windows Components install 11S

For instructions on installing 1S, s&eporting for Contact Center Setup and Operations
Guide(NN40040-304).

Remove RCC, Microsoft SQL Server 2005 and Java Runtime Environment 6 from Add/Remove
Programs and try again

If the Reporting for Contact Center installation did not ptate 100%, Reporting for

Contact Center should be removed from the Web Host @G Mhicrosoft SQL Server

2005 and finally Java Runtime Environment 6, as follows:

a. Click onStart > Control Panel > Add/Remove Programs.

b. SeleciReporting for Contact Center and click theChange/Removebutton to start
the un-installation of Reporting for Contact Center.

c. Follow the on-screen instructions in InstallSthidlizard to remove the program.

d. Repeat steps b and c for Microsoft SQL Server 2005 and JaRar8ime
Environment 6.

Install Reporting for Contact Center again.

Q) Do you see “Page cannot be displayed” rather tha  n an error message?

If Yes go to step Turn off Friendly HTTP Error Messages asva]mr return to the
Installing Reporting for Contact Center flow chart.

Turn off Friendly HTTP Error Messages

To see HTTP 500 error messages, Friendly HTTP Bessages must be disabled in
Internet Explorer. See Page cannot be displayed messaggerils.

Reporting for Contact Center Troubleshooting and Maintenance Guide
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Contact Center Connection

T N
/Logln {Admin, D(I(ID:l\\
change Password
. when prompted j‘

- _//

ls ttie Contact Click the Contact

Center —MNo—p{ Center Connection
Connection page ink
displayed? e

Yés
A J

Enter CC
connection B —

details

Can you
Ea?ﬁr?"lence Is the Status connectitothe Can in Resolve the Ping
No—m» —Mo—#»_ CCusingthe ~—HNo#» JHPNY N failure within your
download of the red? CCRStest the CC?
CC data? network
: : pa?e? ‘
Yés Yes Yes
v v
Resolve the issue o tN “\\.
as per the error | OHSECC orte Run Ivu
message \ ( )
e A

Click the Contact Center Connection page link
See Contact Center Connection page item on page 99.

Resolve the issue as per the error message
Note: For more detailed instructions on troubleshooting the following error messages, see
Error in Download Contact Center data window (page 99).
a) InvalidRequest - The request from the client aapion is not valid, restart the RCC

Launcher.
b) VMServiceNotRunning - The Voicemail service is notmmg on the Contact

Center. Restart the Voicemalil service on the Car@anter through Element
Manager.
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c) InvalidPassword - The password used by the client application is not valid. Enter the
correct password, use the CCRS test page to check if youtaerao

d) NoKeyCode - The keycode used to turn on the CCR& stream is not present.
Enter the correct keycode.

e) NoCCData — No data is present in the CCRSAppServer database. Configure at least
one skillset in CallPilot Manager.

f) NoCCKeyCode - The keycode used to enable the ContaxteCapplication is not
present. Enter the correct keycode.

g) CCRSDisabled - The CCRS data stream is disabled. Eme@CRSAppServer in
Element Manager.

h) ServerBusy - The server is too busy to handle tipgas (too many simultaneous
users). Check that other Reporting for Contact Gagtitents are not communicating
with the same Contact Center, restart the RCC Launcher.

i) CannotConnectToCC - The CCRS cannot contact the Contact Center.

J) CannotConnectToDB — The CCRS could not connect t€trgact Center
database.

k) CCRefusedConnection - Indicates that the Contact«? refused to register the
AppServer.

[) UnknownServerError — If none of the above, contact Nortel Support.

Q) Can you connect to the CC using the CCRStest page?
For instructions on connecting to the Contact Cemarg the CCRS Test page, see

CCRS Test Page (page 138).

Q) Can you ping the CC?

Note: Ensure that any active firewall is not blockinggrequests.

From the Web Host PC, at the command line gipg XX.XX.XX.XX, where XX.XX.XX.XX IS
the IP Address of LAN1 or LAN2 of the BCM.

For further information on pinging to the Contact Centdee Pinging the on page 131.

Resolve the Ping failure within your network

To resolve the Ping failure, see Resolving pinginigifa on your network on page 131.

Reporting for Contact Center Troubleshooting and Maintenance Guide
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Historical Reports

Open an b
l Historical

l‘\- Report -’/

Is the report
displayed?

v

Are the statistics
accurate?

——MNo =

Do you see "Page
cannet be

‘Mo displayed” rather

than an error
message?

Yés
¥

Turn off Friendly
HTTP Emer
Messages

Were your
questions
answered by
consulting the
Reports Explained
guide?

Ve N
( Consult Nortel
No» " Rco)

!

ey

. ™\
[ Consult Nortel |
N°"[, Rcoy |
\. )

-~ A

Q) Do you see “Page cannot be displayed” rather tha  n an error message?

To see HTTP 500 error messages by disabling fryelHdITP error messages in Internet
Explorer see Page cannot be displayed message eri frdg

Turn off Friendly HTTP Error Messages

To see HTTP 500 error messages, Friendly HTTP Biessages must be disabled in
Internet Explorer. See Page cannot be displayed messaggerils.

Q) Were your questions answered by consulting the R eports Explained guide?

Detailed information on the Reports within Repagtfor Contact Center can be found in
the Reporting for Contact Center - Reports ExplaifsitN40040-601) guide (installed
along with this guide on the Web Host PC). This guide details how to use the report
viewer, the terms used within Reporting for Contact Cenefgorts, what statistics and
formulas are used to calculate each field in thentsgdwhere applicable) and frequently

asked questions.
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/Open a Real \‘ _
kl’lma scrasn/(

v
Do you see “Page Does the Real
Is the Real Time ) cannot be Time screen
screen ~"Mo—p= displayed” rather Mo display a red "X"
displayed? than an error in the top left
message? hand corner?
Yes Yes
Y
Yes T“ﬂT"pré;f;d'y Install the Java
Messages Runtime manualky
v
Is the
—»  Connection —— No—» Run WU
Status green?
Yes
A
v
Doyouseea
Do soo call red status icon
—» o 2 ——— Mo »  withan errer No—» Run VU
statistics?
message next
toit?
Yes
p
Yes
Resclve the issue Did you resolve
as per the error the probiem?
message P :
Yes
v B -
Do the Real Is your Wallboard Ve ™
Time screens Real Time refresh { Consult Mortel
— - Mo
B update every 1 Mo interval 1 H-\ (RCC) )
or 3 seconds? second? S y
Yes

v

Increase your
Wallboard and Real
Time refresh rate to 3
seconds

]

Mo

—

Raise a Case\

(CC)

|

Y
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Q) Do you see “Page cannot be displayed” rather tha  n an error message?

To see HTTP 500 error messages by disabling fryelHAITP error messages in Internet
Explorer, see Page cannot be displayed message (page 114)

Turn off Friendly HTTP Error Messages

To view HTTP 500 error messages, Friendly HTTP Extessages must be disabled in
Internet Explorer. See Page cannot be displayed messageip4).

Install the Java Runtime manually

For information about manually installing Java Ronet Environment, see Real Time
screens are not displayed correctly (page 54).

Q) Is there a correct response from the CC usingth e CCRStest page?
See CCRS Test Page (page 132).

Q) Do you see a red status icon with an error messa  ge next to it?

Should an error message be returned from the Contactr@enik be displayed directly
below the Connection Status indicator with a red statusnext to it.

Resolve the issue as per the error message

Note: For more detailed instructions on troubleshooting the following error messages, see
Error messages in Real Time screens (page 87).

a. Invalid Request - The request from the clientiagfion is not valid, restart the
RCC Launcher.

b. Voicemail Service Not Running - The Voicemail service israoning on the
Contact Center. Restart the Voicemail service on th@dacb Center through
Element Manager.

c. Invalid Password - The password used by the client apphda not valid. Enter
the correct password, use the CCRS test page to check if you are not sure.

d. No Key Code - The keycode used to turn on the C@&®R& stream is not present.
Enter the correct keycode.

e. No CC Data — No data is present in the CCRSAppServer databanfigure at
least one skillset in CallPilot Manager.

f. No Contact Center Key Code - The keycode usexhéble the Contact Center
application is not present. Enter the correct kegco

g. CCRS Disabled - The CCRS data stream is disabled. Enable the CCRSAppServer
in Element Manager.
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h. Server Busy - The server is too busy to handlegeast (too many simultaneous
users). Check that other Reporting for Contact €etlients are not
communicating with the same Contact Center, restart the RCC Launcher.

i. CDN Conflict — There is a Control Directory Number (CDédnflict in the Skillset
and CDN identified in the error message, this nbastesolved in the CallPilot

Manager interface.
j.  Unknown Server Error — If none of the above, conlialrtel Support.

Increase your Wallboard and Real Time refresh rate  to 3 seconds
a. Launch and log on to Reporting for Contact Ceasesin Administrator.

b. Click on theContact Center Connectionlink.
c. Select 3 Seconds from tid¢allboard and Real Time Refresh Interval

d. Click Submit.

Reporting for Contact Center Troubleshooting and Maintenance Guide
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Software Wallboard
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Uninstall and re-install the ip View SoftBoard
SeeipView Software Wallboard Setup and Operation Giik40010-500).

Reconfigure the Wallboard, with the correct IP Address and port.
SeeipView Software Wallboard Setup and Operation Giis40010-500).

Were your questions answered by consulting the ip View SUOG?
For more information about theView SoftBoard, se@View Software Wallboard Setup
and Operation GuidéNN40010-500).

Close the SoftBoard and reconfigure the firewall to allow the same port as configured in RCC.

For more information about Reporting for Contact Centetr pambers and executable
files, see Ports and .exe files used by Reportin@émtact Center (page 60).
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Is MS Indexing Service running?
On the Web Host PC, or the PC that the hardware wallbodmedly connected to,
check by one of the following options:
Option 1

1. Open the Windows Task Manager by pres§iti-Alt+Delete .
2. Click Task Manager.

3. Click theProcessesab.
4

Search for the procesglaemon.exelf this is running, MS Indexing Service will be
running on the PC.

Option 2

1. From the Start menu, click &ettings > Control Panel > Administrative Tools >
Services.

2. Locate the servicedexing Service

3. If the Status is set ttarted, MS Indexing Service will be running on the PC.

Stop the MS Indexing Service and set to Manual
See Pause in parameter count on the Hardware Wellljpage 96).

Reconfigure the Wallboard, with the correct IP Addr  ess and port

SeeipView Software Wallboard Setup and Operation GiK40010-500).

Were your questions answered by consulting the RCC SUOG?
For more information about the configuration and the statistics displayed on the hardware
wallboard, se®eporting for Contact Center Setup and Operations G{hii40040-
304) (installed along with this guide on the Web Host PC).

Obtain the correct IP Address of the Hardware Wallb  oard
For instructions on obtaining the IP Address ofliaedware wallboard, see IP Address
of the Hardware Wallboard (page 96).

Reporting for Contact Center Troubleshooting and Maintenance Guide
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Print Schedules
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Check that printCaller.exe is not being blocked by your firewall

See .exe files used by Reporting for Contact Centere(fay

Q) Were your questions answered by consulting the R eports Explained guide?

For more information about the Reports within ReportingJontact Center, see
Reporting for Contact Center — Reports Explaifdti40040-601) (installed along with
this guide on the Web Host PC). This guide details how tohgéseport viewer, the
terms used within Reporting for Contact Center reportst\statistics and formulas are
used to calculate each field in the reports (wlagicable) and frequently asked
guestions.

Check that the report was configured to print on th e correct day

See Check the print schedule (page 98).

Can you print a standard document using the same pr inter?

See Check the printer (page 98).

Q) Is Print Caller Service (PCS) running?
See Print Caller Service (PCS) (page 98).

Launch Print Caller Service (PCS)
See Print Caller Service (PCS) (page 98).
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Raising a Case: Information Gathering )

This chapter details the minimum requirements &ckHor and the information to collate before
requesting Nortel Support assistance for any problidat may arise in Reporting for Contact
Center. To aid in problem investigation a check ligtevhs is also provided that must be posted
to a Customer Service Request (CSR) case.

Requirements prior to raising a case

The minimum requirements to perform prior to raising &@8ainst Reporting for Contact
Center are, as follows:

1. Follow the troubleshooting flow charts at the beginning of this guide. See Flote Ghar
page 13.

2. For comprehensive setup and troubleshooting informadifer to theReporting for
Contact Center Setup and Operations GUiddl40040-304) in addition to this guide. In
the case of report interpretation questions reféhéReporting for Contact Center —
Reports Explaine@N40040-601) guide. Otherwise attempt to define dport
problem.

3. If the documentation does not resolve the problemréiciemmended that you search the
Nortel Knowledge Base for a possible solution.

Refer to Getting Help from the Nortel Web site on page IdmRhe Nortel Support
Web site http://www.nortel.com/supparchooseOnline Self-Service> Knowledge
Base

4. If none of the above resolve the issue, ensure thénternet access to the Reporting for
Contact Center Web Host PC before raising a CSR. Acodhs LogMeln Web site is
required ahttp://www.logmein123.comor any other remote access method to the
Reporting for Contact Center PC desktop.

Minimum requirements for a case
The minimum details required for a CSR are as vailo

1. A clear description of the problem and how to reprodiegroblem. For example, the
exact selection criteria if a particular report failed

2. The change history, that is, any changes that have been made to the BCM and/or RCC.
3. The troubleshooting steps that have already beenmadmncluding:

Running ccrstest.htm to identify if this is a problenthvthe BCM or with RCC.
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Troubleshooting with the flowcharts at the begimgnat this guide.

4. Remote access to the desktop of the RCC Web Host PC. Faplexasing LogMeln at
http://www.logmein123.copor some other proven and tested method.

If you can access the LogMeln Web site on the Web Hostdnite support will be
available.

Note: It is highly recommended that you provide the echtetails of the support
personnel who can join the LogMeln session.

Ensure an authorised personnel who can agree upon establishing a remote support
session is present. This can be, for example,dhtact center manager or a member
of the Information Technology team.

Note: If a proxy server has to be configured on the Web R@sto provide remote
access to it, ensure both the BCM and RCC are aasledceptions to the proxy
server.

5. All applicable usernames and passwords, including thawioig:
Web Host PC
Reporting for Contact Center
Business Element Manager
CallPilot Manager
Contact Center Reporting Server Password

Note: In order to provide sufficient error detail, turn off friéypéH TTP error messages in
Internet Explorer before capturing screen shotfelRe Page cannot be displayed message on
page 114.

Case check list

The following check list items should be provided in tf&RCcompleting all of the relevant
steps:

1. Is this a new installation? [Yes / NoO]
If Yes answer the following:
What was the previous software running on the eqgaig?

Was the issue present on that software or didstheeistart after an upgrade?
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© 0 N o

Provide a detailed description of the issue:
What was the time and date of the first occurrence of theAssue
What is the frequency of the issue? Always, ondayg rarely?
Were there any changes to the configuration or sybtdore the issue occurred?
Is the issue reproducible? [Yes / No]

Detail the steps and/or conditions to reprodueadsue. Provide any screenshots to aid
Nortel Support.

If the issue is not reproducible, this must beestaDescribe the exact actions taken
before the problem occurred.

Provide the following details of the Web Host Riemating system:
Version
Service Pack
Hot fixes
Language
Is the operating system an Original Equipment Model (OEM, Microsoft build?
Who provided the PC?
What is the make and model of the PC?
What is the Reporting for Contact Center version, and the language of installation?
What is the VoiceMail (CallPilot) version?
What is the Core (Telephony) version?

How many agents are configured and in use at aayime? What are the normal contact
center operating hours?

10. How many skillsets are configured?

11. How manyipView software and hardware wallboards are configured?

12. For issues related to the reports, such as iredest

Is the issue related to one report, some repart) of the reports?

Provide a copy of the report(s) exported to PDF format:
This can be done from the report viewer in Reporting for Contact Center.

Note: The Agent Audit report (the recommended report period being less than 24
hours) is a good test for checking issues with Rempfor Contact Center.

Provide a detailed description of what the issue is thighreport(s).

Provide the start and end date(s) and time(s)salettion criteria for the problem
report(s).

Detail how you expect the report(s) to appear.
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13. For issues related to Reporting for Contact Cduateationality, provide the following:
Provide a detailed description of what the issue is.
Capture screen shots of any errors and what you didise¢he problem.
Detail how you expect Reporting for Contact Cetework.

14. For issues relating to tigView SoftBoards or the Real Time screens, provide the
following:

In addition to the Reporting for Contact Center logging,ssep 16, include the
logging for the problematic SoftBoard.

Activate logging by echoing the SoftBoard to the loop back IP address of 127.0.0.1 for
at least an hour. Collect the .log file in the atisiocation of the SoftBoard.

ipView SoftBoard version?
Does the problem occur on the Web Host PC itselfiot?
Describe what happens if you run tp¥iew SoftBoard on the Web Host PC.

15. Collect the BCM logs and attach them to the Custddervice Request (CSR) with
details regarding the time and date of the problem)@mndtamping.

BCM logs are stamped by pressipgature 9*9from a display telephone. This displays
a stamp number which should be provided to Nortel for logdtie exact point a
problem occurred in the logs. Refer to B@M50 Administration GuidéN0016868 01)
for instructions on retrieving log files from the Contaeingr.

Note: Before retrieving logs, ensure that the Web Host y&em time is synchronized
with that of the Contact Center.

16. Collect and provide a copy of the Reporting fontaot Center logs:

a. The log file location is specified by the Adminggor in Reporting for Contact
Center. ClickAdmin > Maintenance > Logging. The path is given undéng files
location.

b. Collect the latest logs by clicking thechive Logs button.

c. Click theDownload Logsbutton next to the log file archive that you wish to
download.

17. Collect and provide a copy of the Reporting fontaot Center database for Microsoft
SQL Server:

a. From the Start menu, click &ettings> Control Panel > Administrative Tools >
Services.

b. Click onRCC Launcher. Click theExtendedtab and click orstop to stop the RCC
Launcher Server.

c. Click onSQL Server (RCCSQLEXPR)service, and click oBtop from the
Extended window to stop the Microsoft SQL Server 2005 service.
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d. Browse to the \Program Files\Microsoft SQL Server\MS$QPIMSSQL\Data folder
(where[n] =1 to 31).

Note: Usually[n] = 1. However, if there is more than one instance of thdicrdsoft
SQL Server\MSSQIn]\MSSQL\Data\CCRDB.mdf file, the smaller value[of
contains the earlier version of the Reporting fontact Center SQL Server CCRDB
database.

e. Copy and paste the CCRDB.mdf and CCRDB_log.ldf files ddferent location, for
instance, to the desktop.

f. Restart the&SQL Server (RCCSQLEXPR)service.

g. Restart the RCC Launcher service.

Note: It may be necessary to provide the Contact Center databastydirom the BCM.
18. Provide a summary of the system impact.

For example, being unable to generate one or @liefeports.
19. Provide a summary of the end customer impact.

For example, being unable to run all of the repatiere the number of calls determines
the payment out to agents. Another example is gognable to complete the RCC
installation that requires live operation by end of tomorrow.

20. Provide the following to Nortel Support:
Remote access to the RCC Web Host PC desktop.
All required usernames and passwords.

Contact details of the support technician and, where pes#ile end customer who
can join a LogMeln session, or any other remotessmethod (to the Web Host PC
desktop).

Note: For high security sites, be aware that remotesacasing LogMeln requires a
“two way handshake”. It is preferred that you discuss this with the Nortel engineer
when attempting to join a LogMeln session.

Note: If access to both the Web Host PC desktop and the BCM is not available,
problem resolution may be severely delayed.
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Web Host PC Troubleshooting 6

This section provides information and details palssproblems that occur on the Web Host PC
and how to resolve those issues. The Web Host BE€fiised as the PC where Reporting for
Contact Center was installed.

This section is further divided into the following subsections:

Microsoft SQL Server 2005
Internet Information Services
Java Runtime Environment
Firewalls

Anti Virus

Proxy Server

Historical Reports
Wallboards

Printing report
Miscellaneous
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Microsoft SQL Server 2005

Overview and installation

The historical report information is stored in arstard SQL Server database on the Web Host
PC. If Users have reporting requirements that are naahleathrough Nortel Reporting for
Contact Center, they can analyze the data using plairty reporting packages.

Reporting for Contact Center installs Microsoft SQ&rver 2005 Express which is used to
administer and maintain the historical data in the S@tver database.

Version compatibility

The user does not need to uninstall this versiddiofosoft SQL Server 2005 after upgrading a
previous version of Reporting for Contact Center. If nesgly the Reporting for Contact Center
database will be modified during the installation op&ging for Contact Center. This is
performed by the Database Installer Utility. Thisrao loss of statistical data but, where
necessary, new data, tables, columns, and indexes willdeel &al it.

Database Installer Utility

On installation of Reporting for Contact Center, the Dase Installer Utility (DBI) launches
and configures a new Reporting for Contact Center database as well as upgradatglihse
from a previous version of Reporting for Contact teenf the Web Host PCs security policy
has password complexity enabled when passwords in the BBearg created, DBl may not
run properly. The following error script may be displayed:

SQL Server 2005 SQLCMD tool error in script: CreateRCCUser.sql

To allow the DBI to run on the Web Host PC the passg complexity requirement should be
disabled, as follows:

1. Click onStart > Control Panel > Administrative Tools. Double-click onLocal
Security Policyto open the Local Security Settings window.

2. Under Security Settings in the left pane, exp&ocbunt Policiesand selecPassword
Policy. A list of the Policies will be listed in the righand pane, as shown in Figure 1:
Password Policies in Local Security Settings.
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& Local Security Settings

File  Action ‘iew Help

& B & 2

@ Security Settings Palicy Security Setking
=18 Account Palicies EnFu:uru:e password hiskory 0 passwords remembered
+-(§ Password Policy Maximum password age 42 days
+-@ .ﬁ.ccu.u!'ut Lockout Policy Minimum password age 0 days
-8 Local PD_"E'ES_ Minimum password length 0 characters
+ (@ Audit Policy d must meet comples Enabled

: % ;::Lrilﬁhot:;;;;gnment Stu:ure password using reversible encryption Fo.,, Disabled
+1-[_7 Public Key Policies
+1- |7 Software Restriction Policies
+ g IP Security Policies on Local Computer

¢ requirements

Figure 1: Password Policies in Local Security Setigs

Right-clickPassword must meet complexity requirementand selecProperties, or
double-clickPassword must meet complexity requirementsThe Password must meet
complexity requirements Properties window will opas shown in Figure 2: Password
must meet complexity requirements Properties window
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Password must meet complexity requirements Proper... |E|[z|

Local Security Setting |

.8 Pazsword muzst meet complesity requirements

igﬁ:

() Digabled

0k l [ Cancel

Figure 2: Password must meet complexity requiremestProperties window

SelecDisabledand clickOK.
Close the Local Security Settings window.

. Re-run the DBI by opening [installation directory]\Reporting for Contact Center\Utils,
typically this is: C:\Program Files\Nortel\Reporting for Contact Centds\touble-
click onRCC Database Installer Utility.

7. After the DBI has completed all the installatioeps, reset the password complexity
requirement by repeating steps 1 to 3.

8. From the Password must meet complexity requiresrféraperties window select
Enabled.

9. Close the Local Security Settings, Administrafiwels and Control Panel windows.

Uninstalling and re-installing

The Microsoft SQL Server will need to be removed and redladtavhen required, for instance,
if installation of Reporting for Contact Center did not ctetg 100%, see the Installing
Reporting for Contact Center flow chart on page 16. To renMierosoft SQL Server from the
Web Host PC, perform the following:

1. Click onStart > Settings > Control Panel > Add or Remove Progims > Microsoft
SQL Server 2005

2. Click theRemoveinstall button.
After this has been done run the Install VerifioatUtility (IVU) from the desktop.
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Backup and Restore the RCC Database

1. On the Web Host PC download and install SQL Serverdgement Studio Express
(SSMSE) for SQL Server 2005 Express Edition from Microsdfteb site:

http://www.microsoft.com/downloads

2. After the installation is complete open SQL Server Mameage Studio Express by
clicking onStart > All Programs > Microsoft SQL Server 2005 >SQL Server
Management Studio Express

3. From the Connect to Server dialog box, connect to tlad QL Server with the host
name of the current PC and authentication details, seeeR3g$QL Server Management
Studio login dialog box, as follows:

a. Server name [#C name]\RCCSQLEXPR
b. From the Authentication drop down box se8@L Server Authentication.

c. Enter the user authentication details where Lagiackupuserand Password is
rccbackupl! (including the exclamation mark).

£® Connect to Server

Server type: Databaze Engine w
Server name: 30,3030 96 \RCCSALEXPR w
Authentication: SOL Server Authentication L4
Logir: | backupuser w
Eaggwurd xxxxxxxxxxxxx
[ ]iRemember pazsword:
Lgl:unnect ] [ Cancel ] [ Help ] [ Options =» ]

Figure 3: SQL Server Management Studio login dialodpox

Note: During the backup and restore operations of thebdatg do not access the Reporting
for Contact Center Web pages. This also applies to &egt®C connected to the Web Host
PC.
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Backup

1. From the left of the Microsoft SQL Server Management Sthdmress window, in the
Object Explorer pane, expafidlC name]\RCCSQLEXPR > DATABASES See Figure

4: Navigation tree view of databases.

EX

B.. Microsoft SQL Server Management Studio Express

File Edit View Tools ‘Window  Community  Help
_-,J;_HE'WQUEW L]:j LE' B o s ol @ EE&&?E
5l sl | [ : I@ =

Object Explarer - Summary |

33 2] 2 E &
= |\ 30,3030, 96\RCCSOLERPR (S0L Server 9.0,3042 - 53) |
= | Databases | L_]
i# || System Databases CCRDB

DEMGOOSEVRCCSOLERPRDatabases\CCRDE 6 Ttem(s)

i .J RCCReports
# .J ReportServer SRCCSOLEXPR =

i# | | ReportServerfRCCSOLEXPR TempDE | r;.l-ame |
[+ | Security _| Dakabase Diagrams
[+ |__| Server Objects [J Tables
[ Replication | views
# | Management ;JSynunyrrrs
|| Prograramaility
| Security

Ready

Figure 4: Navigation tree view of databases

Right click onCCRDB and selecTasks > Backup

The Back Up Database — CCRDB dialog box will open, as shown in Figure 5: Back Up
Database control dialog box.

4. Click OK to back up the CCRDB database.
This will take a few minutes depending on the size of youibdata
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¥ Back Up Database - CCRDB |L”§|r_§j
Select a page ] i .
" e % Script - Hel
2 General =5 St ~ [ Hebp
A Dptiang
Source
Databaze: ICCROE |
Recovery model: | |
Backup type: |Fu|] Vi
Backup component:
(3} Database
Backup zet
Name: \CCRDEFull Database Backup i
Drezcriphion; |_ |
Backup zet will expire:
(&) After: iU S daps
Connechion ) Ore | !
Server Deztination
303030 96%RCCSOLEXPR
Connectior:
za Add...
F? View connection properties
Feady
| |
[ Dk ] [ Cancel

Figure 5: Back Up Database control dialog box

Note: Your CCRDB database backup file will be savechedefault location. This may
be:

C:\Program Files\Microsoft SQL Server\MSS@i]\MSSQL\Backup
where[n] = 1 to 31.

Do not move the backup file from the default looatiYou may copy over the back up
file to a network location where files are automaticallykeacup to a storage media.

Contact your network administrator for advice on your camggaocedures for backing
up and restoring the database.
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Restore

Before restoring the CCRDB database, stop RCC procesdebeaSQL Server service as
follows:

1. Pres<trl+Alt+Delete and clickTask Managerto open the Windows Task Manager
dialog box.

Select thé’rocessesab to view all the processes running on the Web Host PC.
Select the proce$8CCMonitor.exe and clickEnd Processto end this process.
Select the procesxintCaller.exe and clickEnd Processto end this process.
Close the Windows Task Manager window.

Click onStart > All Programs > Microsoft SQL Server 2005 > Configuraton Tools >
SQL Server Configuration Manager.

SelectSQL Server 2005 Servicefrom the left pane.
SelectSQL Server (RCCSQLEXPR)from the right hand pane.

From the toolbar click o8top Serviceicon, as shown in Figure 6: SQL Server
Configuration Manager stopping services dialog box.

o gk Wb

5 SOL Server Configuration Manager, |Z||E|g|

File  Action  View Help

& B FE 2 PN

30L Server Configuration Manager {Local)

Stop Service [ State Start Mode | Log On As

ol QL Server 2005 Services SCL Server (MSSMLBIZ) Running  Automatic  MT AUTHOF

+ . sqL Ser?'er 2905 Netwlurk Colnfiguration Running el MT &LUTHOA
+- 22 50U Mative Client Configuration e Autamatic NT ALTHOE
SQL Server Reporting Services (RICCIQLEXPR) Running Aukamatic MT ALUTHOR

SQL Server Reporting Services (SOLEXPRESS) Running Aukamatic MT AUTHOR

@SQL Setver Browser Running Aukomatic MT AUTHOF

S A

Figure 6: SQL Server Configuration Manager stoppingservices dialog box

10. After the service has stopped, from the toolbar Siekt Serviceto restart the service.
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Perform the following steps to restore the CCRDB daaba

1. From the left of the Microsoft SQL Server Management StEgmess window, in the
Object Explorer pane, expaffdlC name]\RCCSQLEXPR > DATABASES See Figure

4: Navigation tree view of databases.
2. Right click onCCRDB and selecTasks > Restore > Database

The Restore Database — CCRDB dialog box will opsrshown in Figure 7: Restore
Database control dialog box.

(=13

¥ Restore Database - CCRDB
Selectapage | @eeis s I

: z Script = |-y Hel
2 General | ; 2o Lf] o
2 Dptions [

Destination for restore

Select ar type the name of a new ar existing database far your restore operation.

To database: ! v

To apoint in time; _._D;'I-cjxt-r.ecent_p.n-x-si-b-le ] B
Source for restare

Specify the source and location of backup sets to restore,

(%) From database: lI:_IZIEIIZ_?lé | "':

() Fram device:

Sglect the backup sets to restore:
| Re Marne Component  Tupe  Server [!
CCRDE-Full Databaze Backup  Databaze Ful DEYGOODSENSRCCSOLEXPR ll

Server:
20.30.20 964RCCSOLEXFPR

Connection;
za

3§ View connection properties

|

Ready

v

[_ Ok, ] [ Cancel

Figure 7: Restore Database control dialog box

4. The latest backup file saved in the default locationhleltisplayed. ClickOK to restore
the CCRDB database with the latest saved database.
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To restore the CCRDB database from a backup saved at a certain point in time, under
Destination for restore select the ellipsis buttorheoright ofTo a point in time. The
Point in time restore dialog box will open.

5. SelectA specific date and timeand select the point in time from tbate andTime
boxes of the backup database set to restore freenFure 8: Point in time restore
dialog box.

& Point in time restore |:| |§|rz|

Fuaint in time restore stops the restoration of the transaction log entries after a zpecified point in
time. r'ou can specify the point in time ar the most recent state pozsible.

Restore to
() The most recent state possible
() 4 specific date and time
Date: | 25/08/2008 v|

Time: 11:08:47 ]

] l [ Cancel ] [ Help

Figure 8: Point in time restore dialog box

6. Click OK.

7. The specified point in time backup file will be displayed. Clidk to restore the
CCRDB database with this database.

After the CCRDB database backup is restored, start tiie [R@@ncher service and start RCC
Monitor as follows:

1. Click onStart > Settings > Control Panel > Administrative Tods > Services

2. From the Extended window pane seR€C Launcher.

3. Right-click onRCC Launcher and selec$tart to restart the RCC Launcher service.
To start RCC Monitor, perform the following:

1. Click onStart > All Programs > Startup > RCC Monitor.

2. The RCC Monitor splash screen will be displayed.
All users are now allowed to access the RCC Web pages.
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Database Corruption

Microsoft SQL Server 2005 maintains itself and automadyicapairs any corruptions. However,
if a corruption is detected run the Install Verificationlityt (IVU) to automatically check this

for you by clickingStart > All Programs > Nortel > Reporting for Contact Center> RCC
Install Verification Utility .
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Internet Information Services

IIS overview and installation

Microsoft Internet Information Services (11S) iset of Internet-based services for servers using
Microsoft Windows. 1IS provides Web application itructure for Reporting for Contact
Center. Ensure that the full suite of Microsoftelmtet Information Services is installed and
operational on the Web Host PC, and that the DeY&leb Site is enabled. To install Microsoft
Internet Information Services and check the defaldb site, seReporting for Contact Center
Setup and Operations GuidgsN40040-304).

Recreating Virtual Directories

Reporting for Contact Center uses virtual folders whrehcaeated during an installation of
Reporting for Contact Center on the Web Host PC. Taese

java

rcc

rcclogs

rccx

Reports$RCCSQLEXPR
ReportServer$RCCSQLEXPR

Virtual folders not created in Internet Information Services

Run the Install Verification Utility (IVU) from the deskiaand it will check and, if necessary, re-
create any virtual directories that are missing.

Enabling buffering in 11S

If after logging on to Reporting for Contact Cerderinternal server error message is displayed
in the Internet Explorer window, as shown in the follogvexample, buffering may be disabled
within IIS:

Response object error 'ASP 0156 : 80004005

Header Error

[rcc/scripts/html_head.asp, line 24

The HTTP headers are already written to the client browser. Any HTTP header modifications must be
made before writing page content.
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To enable buffering on the Reporting for Contact Centesikelperform the following steps:

1. Click onStart > Control Panel > Administrative Tools > Internet Information
Servicesto open the Internet Information Services window.

From the left hand pane expand the ngié name] (local computer) > Web Sites >
Default Web Site See Figure 9: Internet Information Services window.

N
a

Internet Information Services -_ E| g|

File  Ackion  Wiew Help

«» @B 2 8
Internet Information Services Computer Local Yersion
=/~ &) DEVSWAN (local computer) B pevswan focal computer) Yes 115 45, 1
=-[L1 web Sites
gl Default Web Site
+ {8 T15Help
Printers
Reports$RCCSOLERPR
ReportServer$RCCSOLERPR.
v
FoCE
reclogs
+ java
+-[_] aspnet_client
+- %% Default SMTP Yirkual Server

I

][] [ [ [ [

[
15

Figure 9: Internet Information Services window

2. Right-click thercc node and sele&roperties. The rcc Properties window will open as
shown in Figure 10: rcc Properties window in IIS.
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rcc Properties

| HTTF Headers || Cuztom Errors || AS5PMET |
“irtual Directory | Docurments [ Directany S ecurity |

“when connecting to this resource, the content zhould come fron;
(%) directany located on this computer

() & share located on anather computer
(71 A redirection to a URL

Local Path: ||::HF'r|:|gram Files\Martel\R eporting for Co | [ Browse...
[] 5cript zource access Log wisits

Read |ndex this resource

Wirite

[] Directory browsing
Application Settings

Application name: | | [ Remowve ]
Starting point: <Default ‘wWeb Sitexhroo

Canfiguratian. .
Execute Permissions: | Scripts and Executables w |

Application Protection: |L|:|w 5 Process) v|

Cx I o] oo

Figure 10: rcc Properties window in IIS

3. From thevirtual Directory tab, undeApplication Settings click on Configuration.
The Application Configuration window will open.

4. Click on theOptions tab to display the Options window, as shown iruFegl1:
Application Configuration Options window.
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Application Configuration r>_<|

Mappings | Options |Del:uugging|

Application Configuration
Enable sezzion state

Sesgion timeout: i mifutes
[ Enable buffering
Enable parent pathz
Drefault ASF language: |"~"'|35'3fili't

A5P Script timeout: zeconds

(] l [ Cancel Apply

Figure 11: Application Configuration Options window

Select th&nable buffering check box and clickpply to enable buffering on the
Reporting for Contact Center website.

Click OK to close the Options window. From the Application Configuration window
click OK again to close this window.

Close the Internet Information Services window.

You may reboot your PC to ensure buffering is enablatde®eporting for Contact
Center website, or restart the 11S Admin service, see
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Restarting the 11Service(page 53).

Note: when restarting thBS Admin service World Wide Web Publishing service
will also be restarted.
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Restarting the IIS Service

Perform the following steps to restart the IIS g=rv

1.

2.

o

Click onStart > Settings > Control Panel > Administrative Tods > Services
From the Extended window pane sel&#8tAdmin (or IS Admin Service).

Click onStart to the left of theextendedwindow, or right-click onlIS Admin and
selectStart to restart the 1IS Service.

Ensure that the World Wide Web Publishing service is also rungingpleating steps 1
to 3, replacindglS Admin service withworld Wide Web Publishing service.

Close all windows.
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Java Runtime Environment

Java overview and installation

PCs that have network access to the Web Host R@yrkas Client PCs, can access Reporting

for Contact Center through Web pages in Internet Explorer browser sessions. Multiple users can,
therefore, use Nortel Reporting for Contact Center withawing any software other than

Internet Explorer installed on their PCs.

Note: The Java Runtime Environment (JRE), if required, and the ActiveX Report Viewer
are automatically downloaded to the Client PC the tiims¢ they are required.

Java version compatibility

Only one JRE version can live during a browser’s session. In other words, once a version of the
JRE is loaded in a browser’s process, you cannib¢ttswo run an applet in a different version of
the JRE. You can only switch to a different JRE version at the start of the browser process.

It is essential that you have Java(TM) SE Runtimeifenment 6 installed on your PC for
correct operation of Reporting for Contact Center. Seeolfening section Real Time screens
are not displayed correctly on page 54.

Note: At the date of release of this guide Java SE Runtime Environment v. 1.6.0_[release
version] was the latest JRE version available emtlarket. Any future JRE version higher
than this, for example, JRE 1.7.0_[release version] piphalh be backward compatible

with Reporting for Contact Center.

Real Time screens are not displayed correctly

If you have multiple versions of JRE installed on yourd?@ the Real Time screens are not
being displayed correctly check that Internet Explorer is using JREndr$.0 for applets, or
higher, by the following:
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#

/=~ Nortel Reporting for Contact Center - Windows Internet Explorer |:||E|r£

e-\.h- y - |E, htkp:f130,.30,30. 1 2)rcc)admin._pages/system_status, asp Vi | K | B~

File Edit Wiew Favorites Tools  Help

s igmrtgfnepmkmfnrmxt&mf | | T’;} :

NCRTEL

System Status

Web Server Details

- SERVER_NAME 30.30.30.12

SERVER_PORT 80

SERVER_PROTOCOL HTTP/1.1

ik iantnn: « SERVER_SOFTWARE Microsoft-IIS/5 1
Mozilla/4.0 (compatible, MSIE 7.0, Windows NT 5.1,

HTTP_USER_AGENT NET CLR 114322, NET CLR 2.0 50727, NET CLR
3.0.04506.30)

Svstem Sty « rammi\Nortel\Reporting

Looang. |  PUTIL RANSEATED ¥ oo sisssiapaciing e Ctact -
REMOTE_ADDR 30.30.30.102
Compmny Dl « REMOTE_HOST 30.30.30.102

Maintenance

Reporting RCC Database connection status
‘Status Connection successful
Chick Here to open the Download Status window

Current RCC Network Port Status
Web Server 80 0K
Real Time G010 OK
Report B011 OK

4 System Info

) Java Ruiniime Sistaliad Schema Version 2170

i w60 App Server Platfiorm  Unix

Java App Server Version 2200
Contact Centre PlatformM_50 |
Contact Centre Version CallCenter 30 00 1 16_02 22 2007
Contact Center Status: OK

(4 @ Internet 00 -

Figure 12: Page cannot be found error message

1. Click Start, then right-click thénternet Explorer icon, and seledhternet Properties.
See Figure 13: Internet Properties Dialog Box.
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Note: If you do not see the dialog box shown in Figure 13: Internet Prep&ialog Box,
you have clicked a shortcut to Internet Explorer. You must click the Internet Explorer icon

Internet Properties

General | Security | Privacy | Content| Conmections | Programs | Advanced |

Home page
[ E! Y'ou can change which page to uze for pour home page.
Address; itkp: fifles, ca mortel .com)

Lze Default J [ I1ze Blank,

Temporary | nkernet files

i Pages pou view on the Intermet are stored in a special folder
i for quick viewing later.

[Delete Emukies...] [ Delete Files... ] |_ Seftings...

Higtom

|_ The Hiztaory folder containg links to pages you've visited, for
£ quick access to recently viewed pages.

[ravz to keep pages in hiztony: {20 = Clear Higtory

[ Calars... J [ Fants... ] [ Languages... ] [ﬁ.u:u:essil:uilit_l,l...]

[ 0K ][ Cancel J

Figure 13: Internet Properties Dialog Box

in the Start menu.

2. Click on theAdvancedtab and scroll down to Java (Sun) and selecUdeJRE
1.6.0_[version] for <applet>check box. See Figure 14: Advanced window for JRE 1.6.0

for <applet> selection.

Click Apply and clickOK to close the Internet Properties dialog box.

If the Use JRE 1.6.0[_version] for <applet>ption is not available, JRE version 1.6.0

must be installed. Go to step 6.
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Internet Options E|E|

General | Security | Privacy | Content | Connections Prngrams' Advanced

Settings
' {2 Java (Sun) ol
se JRE 1.6.0 for <applet > (requires restart)
=J Microsoft VM

[] 1ava console enabled {requires restart)
[ 1ava logging enabled
T cormpiler For virtual machine enabled (requires restart)

g Mulkimedia
Always use ClearType For HTML*
Enable automatic image resizing
Play animations in webpages™
Play sounds in webpages
[ show image download placeholders
Show pictures
[v] Smart imane dithering ™

< »

*Takes effect after wou restart Inkernet Explorer

Restare advanced settings ]

Reset Internet Explorer settings
Celetes all temporary files, disables browser
add-ons, and resets all the changed settings.

You should only use this i your browser is in an unusable state,

I (] ] [ Cancel

Figure 14: Advanced window for JRE 1.6.0 for <apple> selection

3. If the Real Time screens are still being displayedrirectly, uninstall JRE version 1.6.0
by selecting from the Window taskb@tart > Settingsand then clickControl Panel.
The Control Panel window appears.

4. Double-click theAdd or Remove Programsicon. The Add or Remove Programs dialog
box appears.

5. Under Java(TM) SE Runtime Environment 6 ciRgmove Click Yesto confirm
uninstalling the program.

6. Re-install Java Runtime Environment 6 on the Web HGgbyopening C:\Program
Files\Nortel\Reporting for Contact Center\Java. Dodliek on the filejre-6-windows-
i586.exeto install the Java Runtime Environment.

When JRE 1.6.0 is installed on the PC you should be ablewoReal Time screens correctly.
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Java Cache
Real Time screens are_ displayed but no data is seen (clearing the Java C  ache)

If you can launch the Real Time screens, but once loadede@no data and the connection
status is red you may need to clear the Java Cabieeis most prevalent when having

performed an upgrade, if you have not performed an upgrade, that is,reesé anktall this will
not be applicable.

To clear your Java Cache open up the Control Panel windowoarhdeeclick on thelava icon.

| Fle Edit Wiew Favorites Tools  Help

| JE:.&-‘_} * .__JI - ? | J | Search Faolders |E\r
J Address |G' Control Pansl

Control Panel 6 %

Accessibility  Add Hardware add or

I

i

[} Swikch bo Cateqaory Yiew Options Rernay. ..
y @ B
See Also £ - o .
Date and Time Direcks Display

& 'windows Update

W Help and Support 3 2
?

Internet m Jaws PDF
Options Creator

Figure 15: Clearing the Java Cache (Control Panel)

This will open the Java Control Panel window. FriGeneral tab, undeifemporary

Internet Files click Delete Files as shown in Figure 16: Clearing the Java Caciea(Control
Panel).
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=101 x|

£ Jawa Control Panel

| Llpu:latel Javal Securityl .ﬁ.dvancedl

— Abaouk

Wigsw version information about 1ava Contral Panel,

about, ., |

 Mebwork, Settings

Mebwork settings are used when making Internet connections, By default, Java
will use the netwark setkings in your web browser, Only advanced users should
modify these settings.

Mebwork Settings. ..

. Temporary Inkernet Files

Files vwou use in Java applications are stored in a special Folder For quick execution
later. Only advanced users should delete Files or modify these settings,

Delete Files. .. | Settings. .. |

| oK I Cancel | Bl |

Figure 16: Clearing the Java Cache (Java Control Rzel)

The Delete Temporary Files prompt window will opakiag to confirm temporary internet files
deletion, as shown in Figure 17: Clearing the Jaaeh€ (Prompt). ClicloK.

Delete Temporary Files x|

9P Delete the Following temporary Files?
-

[+ Downloaded Applets
[+ Downloaded Applications
[+ Cther Files

Zancel |

Figure 17: Clearing the Java Cache (Prompt)
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Firewalls

Ports and .exe files used by Reporting for Contact Center

Port Numbers used by Reporting for Contact Center

The following is a list of all the port numbers used by Repgifior Contact Center on the Web
Host PC:

Port 80 — this is the standard port used by the Web SgheeWeb Host PC) for Internet
Information Services.

Port 8088 — used for the Reporting Server in th&/BC

Port 3500 — default value usedipyiew SoftBoard to listen for incoming data and to
echo to other wallboards.

Note: this value is configurable when setting up a wallboard and should be noted.
Port 6010 — used by the Reporting for Contact Cdréal Time (RCCRT) Server.
Port 6011 — used by the Reporting for Contact Carégrorting (RCCRPT) Server.

.exe files used by Reporting for Contact Center

The following files are used by Reporting for Cant@enter. Ensure that these files are not
being blocked by your Personal Firewall:

inetinfo.exe

java.exe

printCaller.exe

RCC Install Verification Utility.exe
RCC Monitor.exe
rcclauncher.exe

RSBackup.exe

wallboarddriver.exe
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Common Firewall Configuration

If any Internet security software is installed on your P@ afirewall is enabled, the user may
encounter problems with the Contact Center conmeetihereby data can not be downloaded
from the Contact Center to the database on the Mésb PC.

There are numerous firewall software packagesadailon the market. Only a selected few are
mentioned here. It is essential that the user chibeitdiles listed under the section .exe files
used by Reporting for Contact Center (page 60), areaing blocked by your personal firewall.

Alternatively, third-party firewall logging can l@mabled if the user is unsure whether or not it is
blocking a port or application.

For more information about third-party software firevgattings, see the user’s own firewall
documentation, or consult their support personnel mvanage the third-party firewall.

Uninstalling other firewalls

If the user encounters one or more of the followpngblems with their PC, more than one
firewall may be installed on that PC:

‘Blue screen’ fatal errors, system freezing or sudden isystboots.
Every access request is allowed for every applinatimthing is blocked.

All application and system activities are blocked ¢he user is unable to connect to any
site.

The computer is unable to boot up.

These problems do not relate to a specific firewall butanemon to all firewall software. It is
important that only one firewall is installed on aned?C.

Windows Firewall

Launch the Install Verification Utility (IVU) from theesktop, any blocked ports in the
Windows Firewall will be unlocked.

Norton Internet Security and Personal Firewall

If Norton Internet Security is installed on your PC andRkeesonal Firewall is enabled, the .exe
files used by Reporting for Contact Center, see .exe filed by Reporting for Contact Center,
may be blocked. This will prevent data to be downloaded tie Contact Center to the Web
Host PC. Perform the following to allow data downloadrfthe Contact Center:

1. Open Norton Internet Security.

2. Inthe Personal Firewall settings pagmck All (recommended)or Custom will have
been selected. Seldeermit All .

The data download from the Contact Center should continue as normal.
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Zone Alarm and Sophos

Zone Alarm and Sophos are names of companies thdtipe firewall software packages, as
well as anti-virus software. For more informatidooat using these, as well as other third-party
firewall software packages available on the marses, Common Firewall Configuration (page
61).
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Anti Virus

Anti-Virus Software Slowing Down the File System

Some Anti-Virus software packages can significantly slow down the file systdéra Web Host
PC. This causes problems in the Real Time screens procafisifighe XML data they receive
from the Contact Center in time to refresh the R@akTdata in a timely fashion.

Norton AntiVirus is one anti-virus package knowrctuse this symptom.

Norton AntiVirus software can enable the File Sgstealtime Protection on your computer
that constantly monitors your computer activity for sga. Disabling the File System Realtime
Protection option in Norton AntiVirus will no longeestrict the operation of the Real Time
screens. To do this, perform the following:

1. Right-click on the Norton AntiVirus icon in thestgm tray.

2. If there is a check mark nextEmable File System Realtime Protectionselect the
check mark to clear this option.

Anti-Virus packages vary in their implementations anthigranularity with which you can
adjust their operational parameters. Typically therggs that you can adjust that make the Real
Time screens appear sluggish and slow to update areallimesfile scanning settings.

Note: Realtimein this context means that the Anti-Virus softwasars the files on your
computer constantly — it does not refer to the Rppfor Contact Center Real Time
screens. It is just a coincidence that both applications have featureavbahe wordseal
timein their title.

Some Anti-Virus packages allow you to specify files withtaie extensions which are to
be ignored during virus scans. If this is possibidy your Anti-Virus software, instruct it
to ignore files with .log extensions.

Some Anti-Virus packages allow you to specify locatiomgour hard disk which are to
be ignored during virus scans. If this is possibiié your Anti-Virus software, instruct it
to ignore the location of the Reporting for Contact Center log files. By default this is
\Program Files\Nortel\Reporting for Contact Centegt.

Some Anti-Virus packages allow you to disable or finestthre real time scanning action
of files, and to isolate which types of file modification will trigger a re-scan (crefdes a
modify a file, write to a file, and so on).

Blank dialog boxes

McAfee 8.0i Anti-Virus software

If McAfee Viruscan Enterprise 8.0i is installed on y®C the user may see blank dialog boxes
in Reporting for Contact Center.

If this happens please install the latest patckiadadble from the McAfee Web site:
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http://www.mcafee.com/
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Proxy Server

A proxy server is a server that sits between thgoRmng for Contact Center Web browser and
the Contact Center. All requests from ReportingGontact Center to the Contact Center will be
intercepted by the proxy server. If the proxy seoan not fulfill the requests, the requests are
not forwarded to the Contact Center and an err@sage is returned to the web browser.

Proxy settings

If a proxy server is enabled on a Web Host PC, ensure thatdkee server is not used when
downloading call data from the Contact Center, see DigaBlroxy server. On a Client PC, the
proxy server can be disabled or have an exception creatdtefdveb Host PC IP Address to
allow communication with the Web Host PC. See also, URlahaived to be proxied error
message on page 67.

Disabling Proxy server

Ensure any proxy server is disabled on the Web R@sbefore downloading data from the
Contact Center as follows:

1. On theTools menu in Internet Explorer, clidkternet Options, click theConnections
tab, and then clickAN Settings. See Figure 18: Selecting LAN Settings from
Connections window.

The Local Area Network (LAN) Settings window will be dispgaly

Reporting for Contact Center Troubleshooting and Maintenance Guide



66 Web Host PC Troubleshooting

Internet Options

General | Securty | Privacy | Content | Connechion: | Programs | Advanced

i Toset up an Internet conmection, click
Setup. —

Dialup and Yirtual Prvate Networtk, settings

&dd...

iZhoose Setkings if wou need to configure & prosey
server for a connection,

Local Avea Metwork, [L&M) seftings

LAM Settings dao not apply ta dial-up connections. L&k Settings. ..

Choose Settings above for dial-up setkings.,

[ Ok ][ Canicel J

Figure 18: Selecting LAN Settings from Connections/indow

2. UnderProxy server, ensure thé&Jse a proxy server for your LAN (These settings will
not apply to dial-up or VPN connections)heck box is cleared, as shown in Figure 19:
Disabling proxy server in LAN Settings.
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Local Area Metwork (LAN) Settings

Automatic configuration

Aukomatic configuration may override manual setkings. To ensure the
use of maljual settings, disable automatic cunfiguratinn.

[ Automatically detect settings

[] use automatic configuration script

Proxy server

] IJse a proxy server for your LAM (These settings will nok apply to
dial-up or ¥PM connections),

[ CE _i [ Cancel

Figure 19: Disabling proxy server in LAN Settings

3. Click OK to close th&.AN Settings dialog box.
4. Click OK again to close thimternet Options dialog box.

URL not allowed to be proxied error message

If a Client PC cannot access Reporting for Contact Center &rolnternet Explorer browser
window and gets a “This URL is not allowed to be proxied” emessage, as in Figure 20:
Proxy server denying access to RCC, the Proxy Server settings have to be modified.
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=13

2} This URL is not allowed 1o be proxied - Microsoft Internet Explorer
3

File Edit ‘iew Faworites Tools Help
I_ - . " A Z " - o
e Back - > iL] g | S ! Search s Favorites @T b3~ i .E\,l 4‘

Address .E_Ll htbp:/f10.1.1.51 frecfschedule_pagesfschedule_indes. asp bt Go Links ** @ -

This URL is not allowed to be proxied

The prozy's access control confisuration demes access to the requested object through this prozy.

‘.ﬁ Local intranet

éj Dane

Figure 20: Proxy server denying access to RCC

For the Client PC to be able to access the Web Piosthe User can do one of the following on
the Client PC. Either:
1. Disable the proxy server, see Disabling the proxyesemn a Client PC; or

If the Proxy server has to be active, allow thédd¢iress of the Web Host PC as an

2.
exception in the proxy server settings. See Allowing etkaep on the proxy server.

Disabling the proxy server on a Client PC
Follow steps 1 to 4 under Disabling Proxy server on gager the Client PC.

Allowing exceptions on the proxy server
Allow the IP Address of the Web Host PC as an exceptidmeiiptoxy server settings, as

follows:
a. On theTools menu in Internet Explorer, clidkternet Options, click the
Connectionstab, and then clickAN Settings. See Figure 21: Selecting LAN

Settings from Connections window.
The Local Area Network (LAN) Settings window will be disptaly
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Internet Options

General | Securty | Privacy | Content | Connection: | Programs | Advanced |

=i Toset up an Inkernet connection, click
Setup. -

Mal-up and Yitual Prvate Metwork, settings

add...

iZhoose Settings if vou need ko configure & prosoy
server for a connection,

Local Area Metwork, [LAN] zettings

LA&N Settings do not apply to dial-up connections. LAM Settings. ..

Choose Setkings above for dial-up settings.,

[ Ok ][ Cancel J

Figure 21: Selecting LAN Settings from Connectionsindow

b. UnderProxy server, theUse a proxy server for your LAN (These settings wlil
not apply to dial-up or VPN connections)check box will be selected, as shown
in Figure 22: Proxy server enabled in the LAN Settings window. Click
Advanced

The Proxy Settings window will open.
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Local Area Network [LAN) Settings

Butomatic configuration

Butomatic configuration may override manual settings. To ensure the
use of maljual settings, disable automatic u:-:ujfiguratinn.

[ Automatically detect settings

[use automatic configuration seript

Proxy server

IJse a prowy server for your LAN (These settings will nok apply to
dial-up or ¥PM conmections).

Address: | 123.45.678.9 Pork: | 1234

Bypass prowy server For local addresses

[ Ok, _i[ Cancel ]

Figure 22: Proxy server enabled in the LAN Settingsvindow

c. UnderExceptions enter the IP Address of the Web Host PC to by-pass the proxy
server. ClickOK.

Proxy Settings

Servers

. Type Prozy address to use Port
“E e [12asseme 1234
Secure; .
FTP:

Gopher:

Socks;

IUse the same proxy server For all protocols

Exceptions
Do nok use proxy server For addresses beginning with;

iy

i}

10.1.1.103
Ise semicolons § ;) to separate entries.

L 64 J[ Cancel J

Figure 23: Allowing an IP Address exception in Proy Settings

NN40040-400



Web Host PC Troubleshooting 71

d. Click OK to close thee.AN Settings dialog box.
e. ClickOK again to close thmternet Options dialog box.

Reporting for Contact Center Troubleshooting and Maintenance Guide



72 Web Host PC Troubleshooting

Historical Reports

Detailed information on the Reports within Repagtfor Contact Center can be found in the
Reporting for Contact Center — Reports Explai®ti40040-601) guide (installed along with
this guide on the Web Host PC). This guide details how to esefort viewer, the terms used
within Reporting for Contact Center reports, what st and formulas are used to calculate
each field in the reports (where applicable) aeddiently asked questions.

Error on page in Report Viewer

If the Report Viewer window displays the message “ErroPage” in the status bar to the
bottom left of the window, the browser window may be aaglain older version of Reporting
for Contact Center. In this case pr€td +F5 to refresh the page with the current version of
Reporting for Contact Center

Server Error in /rcex in Report Viewer

If the computer name of the Web Host PC has beangdd after installation of Nortel
Reporting for Contact Center then a user may sex=ranin the Report Viewer window whilst
viewing some reports. An example of such an egehown in Figure 24: Server Error in ‘/rccx’
Application error.
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Figure 24: Server Error in ‘/rccx’ Application erro r

The Server Error is caused by Nortel Reportingdontact Center and the Reporting Services
Server not being able to connect to the SQL Setatabase server due to the computer name
change. The Reporting Services Server has to be upddkethe&/new computer name.

Note: Ensure the user has Administrative rights to the We$t RC before continuing.
Open Reporting Services Configuration Manager and cordithe report server deployment, as
follows:

1. From theStart menu, selecAll Programs > Microsoft SQL Server 2005 >
Configuration Tools> Reporting Services Configuration

The Report Server Installation Instance Selectiatod box will open, as shown in
Figure 25: Report Server Installation Instance Seleatialog box, displaying the new
machine name for the report server to connect to.
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, the Print Caller Service (PCS) must be running, if it is not runréng a
a service a user must be logged on to a PC. Loggirsger on the PC will automatically launch
PCS. However to check if it is running perform the following:

1. Open the Window$ask Manager by pressingCtrl+Alt+Delete.

2. Click Task Manager.

3. Click theProcessesab.

4. Search for the itemprintCaller.exe.

5. Ifit does not appear in that list then Print Caller Service (PCS} rsimoing.

To re-launch PCS either reboot the PC or cBtkrt > All Programs > Startup > RCC
Monitor .






InvalidRequed The request from the client application is notd,
restart the RCC Launc

The Voicemail service is not running on the Co

MServiceNotRunnin Center. Restart the Voicemail service on the Ca
Center through Element Mana
The password used by the client application i
InvalidPasswo valid. Enter the correct password, use the CCRY
page to check if you are not
The keycode used to turn on the CCRS data stre
NoKeyCodjf
not present. Enter the correct keyd
NoCCDat: No data is present in the CCRSAppServer datg

Configure at least one skillset in CallPilot Mang

The keycode used to enable the Contact g
application is not present. Enter the correct ke

The CCRS data stream is disabled. Enab
CCRSAppServer in Element Mana

0CCKeyCod

p

(@)

CRSDisabl¢g

The server is too busy to handle the reques|
many simultaneous users). Check that
Reporting for Contact Center clients are
communicating with the same Contact Center, r4

erverBus

n

[@)

annotConnectTo( The CCRS cannot contact the Contact C

annotConnectToD Could not connect to the datab
CRefusedConnecti

istoricalReqOveraHou The request from the client application is notd
(exceeds three hours), restart

If none of the above, contact Nortel Sup

[@)

(@)

I

(e






at the keycodéh®ICCRS data stream is ac



No data is present in the CCRSAppServer databasdiglee at least one skillset in CallP
Manager as follo

The XML for the newly created skillset will be updated in the CCRSAppSeérierdata will b
available to RCC in the next data qu






















http://10.10.10.102/rc¢ selectinternet ;

If your intranet is used to access the Web Host PGnétance, a network name
is used, for exampléttp://AndysPC/rcc, selectLocal intranet; or

If the Web Host PC has been added as a trusted site 88&RCE (select
Trusted sitesand clickSitesto view all trusted sites), selébtusted sites

. UnderSecurity level for this zonefor the Web zone selected in step 2, clickG@stom
Level button. The Security Settings window will open.

. From the Security Settings window scroll dowmmwvnload signed ActiveX controls
as shown in Figure 45: Security Settings window. @eleeEnable check box.


































































http://localhost/rcc/ccrstest.htirom the
Web Host PC, omttp://[Web Host IP Address]/rcc/ccrstest.ifiom a Client PC.

2. The CCRS Test page opens up, see Figure 65: CCRfaest
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