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S Genesys
Preface

Welcome to the eServices 8.1 Deployment Guide. This guide introduces you to
the architecture, required components, and procedures relevant to the
deployment of a Genesys eServices solution in your contact center.

eServices was known as Multimedia in releases 8.0.0, 7.6, and 7.5, and was
known as Multi-Channel Routing in releases 7.0 and 7.1.

This document is valid only for the 8.1 release of this product.

Note: For versions of this document created for other releases of this
product, visit the Genesys Customer Care website, or request the
Documentation Library DVD, which you can order by e-mail from
Genesys Order Management at ordermanegenesys lab.com.

This preface contains the following sections:

« eServices and the CIM Platform, page 12

- Intended Audience, page 14

«  Making Comments on This Document, page 14

«  Contacting Genesys Technical Support, page 14

+  Document Change History, page 15

Genesys eServices is a series of components working together to handle
interactions from disparate media-based devices. It allows you to centralize
your handling of the various communication channels that customers use to
reach your interaction contact center. Bringing your eServices solution into
production requires that you deploy a number of Genesys components, as well

as several separate, third-party software applications, without which eServices
cannot work.

For information about related resources and about the conventions that are
used in this document, see the supplementary material starting on page 257.

Deployment Guide 11
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eServices and the CIM Platform

CIM Platform

eServices

12

Genesys eServices (formerly Multimedia) is a cover term for Genesys
components that work together to manage interactions whose media is
something other than traditional telephonic voice (for example, e-mail or chat).

eServices includes some parts of the Genesys Customer Interaction
Management (CIM) Platform, plus certain of the media channels that run on
top of the Platform. See Figure 1 on page 13.

The CIM Platform consists of the following components:
* Management Framework
* Reporting (CC Analyzer, CCPulse+)

* Interaction Management, which in turn consists of:
+ Universal Routing
+ Interaction Workflow
+ Knowledge Management
+ Content Analysis
+ Universal Contact History
On top of the CIM Platform are various media channels. Some, such as

Genesys Network Voice, handle traditional telephony. Others, such as Genesys
E-mail, handle other media.

eServices, then, consists of the following components:

*  From the CIM Platform, all of Interaction Management components except
for Universal Routing. This includes:

+ Interaction Workflow—Centralized handling of interactions
irrespective of media type.

+ Knowledge Management—Creation and maintenance of standard
responses and screening rules.

+ Content Analysis—Optional enhancement to Knowledge Management,
applying natural language processing technology to categorize
interactions.

+ Universal Contact History—Storage of data on contacts and on
interactions (linked as threads).

Universal Routing is not considered part of eServices because it deals with
both traditional telephonic interactions and the nontraditional interactions
that are handled in eServices.

eServices 8.1 @
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* From the media channels, at least one of the following:
+ Genesys E-mail
+ Genesys Chat (formerly Genesys Web Media)
+ Genesys SMS (Short Message Service)
+ Genesys MMS (Multimedia Messaging Service)
+ Genesys Web Callback

+ Genesys 3rd Party Media—A cover term for Genesys 3rd Party Chat,
Genesys 3rd Party SMS, and other products that provide the ability to
add customized support for various media.

*  Optionally, Web Collaboration—the ability for agents and customers to
co-browse (simultaneously navigate) shared web pages. This is an option
that you can add to either Genesys Chat or Inbound Voice.

Media " (;he;) Genesys | Genesys | |Genesys | Genesys | Genesys
Inbound | Network | | E-mail Web 3" Party
Channels Voice Voice Media Media
Interaction Managel nent
Universal Routing Knowledge Management
g Content Analysis
L‘g Interaction Workflow Universal Contact History
L /
= Reporting
@)
Framework

Figure 1: eServices in Relation to the CIM Platform and Media Channels

Note: Although Universal Routing is not considered part of eServices, any
functioning solution (platform plus channels) that includes any part of
the Interaction Management sector requires Universal Routing.

Licensing

Licensing requirements are:
* For each agent, one eServices Agent seat.

* For each media option, one media channel (E-mail and/or Web Media and/or
SMS and/or custom media).

* For Genesys Content Analyzer, NLP Content Analysis license.
See the Genesys Licensing Guide for additional details.
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Intended Audience

Reporting

Reporting templates are available for eServices. For details see the documents
in the Reporting Technical Reference Series.

Intended Audience

This document is primarily intended for system administrators and anyone else
who wants to configure and install eServices 8.1. It has been written with the
assumption that you have a basic understanding of:

*  Computer-telephony integration (CTI) concepts, processes, terminology,
and applications

* Network design and operation
*  Your own network configurations
* Internet, e-mail, chat, and World Wide Web basics

You should also be familiar with Genesys Framework architecture and
functions.

Making Comments on This Document

If you especially like or dislike anything about this document, feel free to
e-mail your comments to Techpubs.webadminegenesyslab.com.

You can comment on what you regard as specific errors or omissions, and on
the accuracy, organization, subject matter, or completeness of this document.
Please limit your comments to the scope of this document only and to the way
in which the information is presented. Contact your Genesys Account
Representative or Genesys Customer Care if you have suggestions about the
product itself.

When you send us comments, you grant Genesys a nonexclusive right to use or
distribute your comments in any way it believes appropriate, without incurring
any obligation to you.

Contacting Genesys Technical Support

14

If you have purchased support directly from Genesys, please contact Genesys
Customer Care.

Before contacting Customer Care, please refer to the Genesys Care Program
Guide for complete contact information and procedures.
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Preface Document Change History

Document Change History

This section lists topics that are new or that have changed significantly since
the first release of this document, which was version v8.1.001.00.

New in Document Version 8.1.201.00

* The procedure “Specifying a webapi-port for Chat Server” on page 134 has
been modified.

* The section “Web Service Capture Point” has been added to Chapter 13
“Capture Points”.

New in Document Version 8.1.301.00

* Information on E-mail Server and UCS in the tables in Chapter 7, “TLS
and Client-Side Port,” on page 169 has been updated.

* Additional description has been added to the section “Configuring the
Corporate E-Mail Server” on page 177 in Chapter 8 “Deploying an E-Mail
System in Secured Mode.”

* Chapter 9, “Multiple Interaction Servers in a Single Tenant,” on page 183
has been added.

New in Document Version 8.1.401.00

“Interaction Server Proxy as Reporting Bus” on page 154 describes this new
feature of Interaction Server Proxy.

Deployment Guide 15
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S Genesys

Chapter

Overview

Genesys eServices (called Multimedia in 8.0.0 and earlier) is a platform on
which you can assemble a coordinated suite of components that processes,
manages, and archives customer/agent interactions in the media of your
choice. This chapter introduces the components, functionality, and concepts
behind them.

The information in this chapter is divided among the following topics:

+  Functions and Components, page 17

» Architecture, page 22

+ Required Software Components, page 26

+  How to Configure eServices, page 26

« New in This 8.1.4 Release, page 28

Functions and Components

Figure 2 shows the overall functionality of eServices (called Multimedia in
8.0.0 and before), with any media type. This figure shows functions only, not

components.
—[ Workflow control
E H @nteﬁace &
Agent

End customer
Data storage and
organization

Figure 2: General Functioning of eServices
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Functions and Components

The three major functions shown in Figure 2 are:

* The media interface, which brings interactions into the system. It may
interface with e-mail, chat, or other media.

* A database, which stores the history of the interaction and associates it
with related interactions to form a thread. It also stores contact information
and other types of data used at different points in the processing of
interactions.

*  Workflow control, which determines where the interaction goes and what
happens to it.

For some media types (such as chat), the media interface also communicates
directly with the agent desktop.

The following sections explain these functions further and describe the
components involved.

Media Interfaces

18

The media interfaces available with eServices 8.1 are E-mail Server, Chat
Server, Social Messaging Server, and SMS Server.

Note: eServices 8.1 also supports the processing of 3rd Party Media
interactions with the help of Genesys’s 3rd Party Media SDK and
Interaction SDK products. See the documentation for those products
for more information.

* E-mail Server interfaces with the enterprise mail server and the Genesys
Web API Server, bringing in new e-mail interactions and sending out
replies or other outbound messages.

* Chat Server works with Web API Server to open, conduct, and close chat
interactions between agents and customers.

* SMS Server receives and handles SMS and MMS messages sent from a
mobile client. SMS Server uses SMPP v3.4 protocol for SMS support, and
MM1, MMT7 protocols for MMS support. For more details see the “SMS
Server” part of the “Administration” section of the “Ongoing
Administration and Other Topics” chapter of the eServices 8.1 User s
Guide.

*  Web API Server works with Interaction Server to create, schedule and
close callback requests via the web.

* Social Messaging Server provides Social Media functionality, such as
support for Facebook, Twitter, and RSS. For more information, see
Chapter 14, “Social Media,” on page 235.

To the workflow control components, these interfaces transmit operational data
about each interaction, consisting of an identifying code plus some data about
the interaction (date received, originating party, and so on).

eServices 8.1 @
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Functions and Components

To the data storage components, they transmit the body of the interaction—that
is, a transcript of the e-mail or chat session.

Data Storage: Universal Contact Server

Universal Contact Server (UCS) interfaces with a database that stores the
following:

* Contact information, such as names, addresses, phone numbers
* Contact history: previous interactions with this contact

*  Other data used in processing interactions, such as standard responses and
screening rules.

Your eServices installation (as part of the Universal Contact Server installation
package) includes scripts for setting up the database (Microsoft SQL Server,
Oracle, and DB2 are supported). Universal Contact Server Manager
provides a user interface for setting data-archiving and pruning functions.

Workflow Control

Deployment Guide

The components illustrated in Figure 3 handle workflow control.

( N\ ( N\
ot
To media interface
- Interaction Server
Interaction m—)
—
To data storage - N
. To agent
- Classification Server g
- Knowledge Manager ' ' eServices component
- ? - -S- - -‘ € = = Optional eServices
- raining Server component
y(Knowledge Management \ J @ Other Genesys component

Figure 3: Workflow Control Components

Not shown in Figure 3 are other required Genesys Management Framework
components, such as Configuration Server and the Management Layer.

The workflow control components fall into three groups, described in the
following sections.
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Functions and Components

Interaction Server

Interaction Server is the central interchange for interaction flow.

It receives interaction operational data from the media interface.

It stores the operational data in a cache (a database) while receiving and
transmitting information about the interaction. This cache also contains
queues through which the interaction passes as part of its processing.

It works in concert with the Routing components to route interactions
according to interaction workflows and routing strategies (see the
“Routing” section).

It provides the means for agents to log in and indicate readiness.

Routing

Routing components include the following:

Interaction Routing Designer (IRD) and Universal Routing Server
(URS) design and execute routing strategies, which trigger functions such
as automatic responses and screening; apply logic (segmentation and
conditional branching) to the flow; and ultimately deliver the interaction to
an agent or other target. Routing strategies are one of the two main types of
objects used in interaction workflows (see the “Interaction Server”
section).

Interaction Design, a sub component of IRD, creates and displays
Business Processes, which plot an overall path for interactions. Interaction
workflows map a route for the interaction between contact center objects,
principally queues and routing strategies (see the “Knowledge
Management” section). Interaction workflows are executed by Interaction
Server.

Stat Server accumulates data about places, agents, and place/agent groups;
converts the data into statistically useful information; and passes these
calculations to other software applications. In particular, Stat Server
provides information to URS about agents’ capacities in terms of the
number of interactions, the media type of an interaction, and so on.

Knowledge Management

Genesys Knowledge Management is made up of the following:

Classification Server, which applies screening rules when triggered to do
so by a routing strategy. Screening rules are basic pattern-matching queries
performed on interaction contents. The results of these queries can then be
referred to by further routing strategy logic. In the Genesys Content
Analyzer option (see below), Classification Server also applies models to
categorize incoming interactions. Both screening rules and models are
stored in the Universal Contact Server database.
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* Training Server, which trains the system to recognize categories. It is
active only in the Content Analyzer option (see below).

* Knowledge Manager, which is the user interface component for
Knowledge Management. You use Knowledge Manager to:

+ Manage the Standard Response Library, which is a collection of

ready-made responses to common inquiries and topics.

+ Manage screening rules.

+ Manage categories, which are used to organize standard responses.
Genesys Content Analyzer is an optional enhancement to Knowledge
Management, requiring a separate license. It uses natural language processing
technology to analyze incoming interactions for assignment to the categories
of the standard response category system. The statistical tools that enable this
analysis, called models, are built up and refined by Training Server as it
processes collections of preclassified interactions. Setting up and scheduling
these training sessions is another function of Knowledge Manager.

FAQ works with Genesys Content Analyzer to convert your category structure
and standard responses into an Frequently Asked Questions (FAQ) list. You
can either post the resulting list as text on your web site or use it as the source
for an automatic question-answering facility.

Summary

To summarize interaction flow:

* At the highest level the flow is controlled by interaction workflows that
Interaction Server executes.

* Each interaction workflow contains queues and routing strategies.

* Routing strategies may bring in other applications/components to apply
processing to the interaction—for example, sending a transcription of the
chat session to the customer.:

+ Send an acknowledgment or an automatic reply.

+ Apply a screening rule.

+ Apply content analysis (with Content Analyzer option only).
+ Forward or redirect the interaction.
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Architecture

Architecture

This section presents the architecture for eServices 8.1. Figure 4 shows the
main eServices components.

POP/SMTP

Mail Server

Web API
Server

Mobile Client
(SMS/MMS)

SMS
Provider

End customer

Note: Each Genesys
component also connects to
the Configuration Server for
configuration data.

E-Mail Server

Routing

Interaction

Chat Server

SMS Server

Server

Genesys
Desktop

Agent

Universal
Contact Server
(Ucs)

Figure 4: eServices Architecture

Note: Workflow control
components are simplified,
with Knowledge
Management and Routing
shown as single objects

Knowledge
Management

Note: WebAPIServer has a
direct connection to UCS to
allow WebSafe E-mail
functionality.

Note: For simplicity, not all connections and details are included in Figure 4.
For example, many components (including Web API Server) connect
to Stat Server.

Interaction processing generally proceeds according to the type of interaction.
The following sections describe how five of the most common interaction
types (e-mail, chat, SMS, MMS, and web callback) are processed.

Processing E-Mail

22

This section describes how e-mails are processed.

1. E-mail interactions arrive in one of two ways:

a.

enterprise mail server.

b. If the customer sends e-mail from a web site (by filling out a web
form), the interaction arrives via the Web API Server.

If the customer sends ordinary e-mail, the interaction arrives via the

2. E-mail Server stores the body of the interaction in the Universal Contact
Server database, and then sends operational data on the interaction to
Interaction Server.
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Architecture

Interaction Server parks the interaction’s operational data in its cache and
starts processing the data according to an interaction workflow.

What happens next depends on the interaction workflow and the routing

strategies that it contains. The system may:

+ Apply a screening rule.

+ Assign the interaction to one or more categories (if Content Analyzer is
present).

+ Generate an automatic response.

+ Route the interaction to an agent’s desktop, possibly also sending an
automatic acknowledgment to the customer.

A supervisor may intervene at various points as long as the interaction’s
operational data remains in the Interaction Server’s cache and the
interaction is not being actively worked on by the Routing components.

The agent receives the interaction.

The agent may then:

+ Simply reply to the interaction.

+ Reply making use of a standard response. With the Content Analyzer
option, the interaction may have arrived already equipped with a
category assignment and associated suggested response. Otherwise, the
agent may search manually for a category with suggested response.

+ Transfer the interaction to another agent.

+ Produce a collaborative response by consulting with other agents.

+ Return the interaction to the system for further processing.

When the agent or agents finally release the reply (typically to an
Outbound queue in the Interaction Server cache), the interaction workflow
may route it to a senior agent or supervisor for QA review. The reviewer
decides whether to let the reply continue through the outbound part of the
interaction workflow, return it to the agent for revision, or take other
action.

Processing Chat

Deployment Guide

This section describes how chat interactions are processed.

1.

Chat interactions begin processing when the Web Client submits a
customer’s chat request to Chat Server.

Chat Server creates a chat session and asks Universal Contact Server to
create an interaction record.

Chat Server submits the interaction to Interaction Server.

Interaction Server places the interaction in its initial queue and begins
processing it according to an interaction workflow.
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10.

Architecture

The interaction workflow and its component routing strategies may do
various things, including sending a message to a customer prior to an agent
actually handling the interaction, but eventually they select an agent who is
available for chat sessions and send an invitation to that agent to participate
in a chat session.

The agent connects to the chat session and accepts the invitation.

Agent and customer conduct a chat session (exchange with messages and
notifications).

The chat session ends (by agent request).

Chat Server writes the content of the chat session to the Universal Contact
Server database and updates the interaction in Interaction Server.

Any postprocessing occurs; for example, a transcript of the chat session is
e-mailed to the customer.

Processing SMS Messages
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This section describes how SMS interactions are processed.

1.

SMS messages arrive when a mobile client sends an SMS message to a
phone number of a Contact Center. Genesys SMS Server is a recipient and
handler of SMS messages.

SMS Server supports two operational modes: paging mode and session
(chat) mode.

Paging mode refers to receiving an individual SMS message from a mobile
client and sending back an agent’s response (paging inbound), or sending
an individual SMS message to a mobile client on a Contact Center
initiative (paging outbound).

Session (chat) mode refers to creating and keeping an interactive
conversation between a mobile client and an agent in the form of a
conventional chat session. All messages received and sent during this
session are associated with one interaction, which corresponds to this SMS
session.

The paging mode incorporates capabilities to send and receive individual
SMS messages. SMS server:

+  Submits the incoming SMS messages to Interaction Server as a new
interaction.

+ Sends SMS messages to mobile clients on requests from an agent,
routing strategy, or application.

The session mode supports an interactive conversation between a client

and an agent:

+ For an incoming SMS message, SMS Server checks if the mobile
client is participating in an active SMS session (Chat Server session).

+ Ifasession is found, the SMS Server forwards the message to the
session.
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+ Ifasession is not found, SMS Server creates a new SMS session. SMS
Server:

+ Requests Chat Server initiate a chat session.
+ Stores a record about this session.

+ Starts forwarding incoming and outgoing messages between the
mobile client and the Chat Server session.

Processing MMS Messages

This section describes how MMS interactions are processed.

MMS messages arrive when a mobile client sends an MMS message to a
phone number of a Contact Center. Genesys SMS Server is a recipient and
handler of MMS messages. MMS messages can include a subject, text parts,
multimedia parts, and a presentation scenario specified in an SMIL
(Synchronized Multimedia Integration Language) part of an MMS message.
SMS Server supports inbound mode for MMS messages.

Inbound mode refers to receiving an individual MMS message from a movable
client and submitting it to Interaction Server as a new interaction.

Processing Web Callback

This section describes how web callback interactions are processed.

1. A customer schedules web callback in the Web Callback sample
application.

2. An interaction is created in Interaction Server and placed in the queue.

3. The interaction is processed by the web callback application business
process.

4. Optional: An acknowledgement e-mail is sent to the customer.

4

Optional: An interaction is created in Universal Contact Server database by
the business process.

The customer can reschedule or cancel the web callback.
The web callback interaction is delivered to an agent at the scheduled time.

The agent calls the customer.

A A

If the agent is unable to reach the customer, the agent can reschedule the
web callback and the process returns to Step 6.

10. The agent can “mark done” the web callback interaction.

Processing Social Media

For information about processing Social Media, refer to the eServices Social
Media Solution Guide, available on the Genesys Documentation Wiki.
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Required Software Components

Required Software Components

The components that you must have running to operate an eServices 8.1
environment can be grouped into the following categories. In this list, when the
item is a generic description it is followed in parentheses by a typical instance:

Genesys components
+  Framework

+ Any third-party items that Genesys Framework requires, such as a
database engine and databases to run with DB Server. (See the
Genesys Supported Operating Environment Reference Guide for a
list of supported databases.)

+ Configuration Layer
+ Management Layer
+ Stat Server (from the Real-Time Metrics Engine)

+ Genesys Universal Routing (either an Enterprise Routing solution or a
Network Routing solution)

+ eServices
+ Servers
+ Clients
Web components
+  Web Server (such as Microsoft 1IS)
+ Browser (such as Microsoft Internet Explorer)
+  Website content (Genesys supplies Web Samples, a starter application
that you can customize).
Java components
+ Java virtual machine (such as Java Runtime Environment or JRE)
+ Java web application container (such as Tomcat)

Note: The 8.1 release of Genesys eServices supports only specific releases
of Tomcat. Check the Genesys Supported Operating Environment
Reference Guide for more information.

Other items
+ Database engine for Interaction Server and Universal Contact Server
databases

How to Configure eServices

You can configure eServices 8.1 in two ways:

26

Using the wizards supplied with the software.
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How to Configure eServices

*  Manually, using the following steps:
+ Creating objects in Configuration Manager, one for each eServices
component.
+ Giving the objects the proper settings for options and other attributes.
+ Assigning the various connections that link components together.

Note: Whether you are deploying eServices exclusively to a Windows
environment or to a Solaris, Linux, or AIX environment, Genesys
strongly recommends that you use wizards to install and configure
your eServices solution.

Chapter 4, beginning on page 55, describes the configuration for various
third-party software components that eServices uses, such as Apache or
Microsoft IIS for the web server. In your final deployment, you will of course
substitute your own architecture (more or fewer hosts), settings (Configuration
Layer Persons corresponding to actual agents in your environment), and
third-party applications (such as WebSphere, rather than Apache or Microsoft
11S).

Chapter 5, beginning on page 97, describes a model wizard deployment on a
single Windows host, such as you might use in a lab configuration. (The model
does not suggest a production environment.) The sample includes specific
values for all settings.

Genesys eServices 8.1 supports Windows, Solaris, Linux, and AIX operating
systems. The model installation uses a Windows environment. Deployment for
Solaris, Linux, and AIX environments is similar; the differences are described
in Chapter 10, beginning on page 185.

If you want to configure and install eServices 8.1 manually in a Windows
environment, consult:

*  Configuration Manager 8.1 Help for instructions on using Configuration
Manager.

*  Framework 8.1 Genesys Administrator Help for instructions on using
Genesys Administrator.

* This chapter, Chapter 1, beginning on page 17, and Table 5 on page 99 for
a list of required components.

* Chapter 5, beginning on page 97, and each component’s configuration
steps for the required connections between eServices components.

o eServices 8.1 Reference Manual for descriptions of all eServices options.
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New in This 8.1.4 Release

This release includes the following new features:

* Interaction Management:
+ Interaction Server Proxy:

+ Ability to function as a dedicated distribution point for reporting
events.

+ Support of TLS and IPv6.
+ Interaction Server:

+ Interdependent login: new value force-logout for option
allow-multiple-agent-connection extends ability to configure how
agents log in on multiple connections.

+ New option delayed-logout-panic-threshold provides ability to
notify reporting clients before and after distribution of events
reporting agent state change due to a proxy disconnecting.

+ Delayed logout for agent clients that disconnect due to intermediate
proxy disconnect, configured using new option
delayed-logout-timeout. No reporting events are distributed if
agents log in and restore their state within a configurable time
interval. This helps to reduce the load on reporting clients.

+ Ability to broadcast requests to multiple third-party servers of the
same type and combine the responses.

+ Ability for clients to request Agent state information with the new
pair of messages RequestAgentState and EventAgentState.

+ Support of IPv6.
+ Java 7 64-bit support by Integrated Capture Points
+ Support of IBM DB2 10
* Genesys E-mail:
+ Support of Java 7 64-bit
+ Support of IPv6
+ Support for the retrieval of e-mail using Exchange Web Services
protocol
* Universal Contact Server (UCS):
+ Support of DB2 10
+ Support of Java 7 64-bit
+ Support of [IPv6

* UCS Proxy—support of IPv6
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Chapter

Deployment Task Flow

This chapter guides you through the various actions you must take to plan,
deploy, and test your eServices solution.

You can find task flow information for the following operating systems:
+  Task Summary: Windows Deployment, page 29
«  Task Summary: UNIX Deployment, page 32

Task Summary: Windows Deployment

This task summary describes a model setup of a blended (e-mail and chat),
single-tenant eServices solution deployed on a single Windows host machine,
such as might be deployed in a lab setting. Complete these actions in the
following order to deploy your solution.

Task Summary: Windows Deployment

Objective

Related Procedures and Actions

1. Plan your deployment.

1.

Choose which machines will host eServices and various
third party components. For a sample architecture layout,
see “Component Distribution” on page 38.

Choose which machines will host your databases. To help
calculate the rough size of your databases, use the formulas
in “Estimating Database Size” on page 39.

Print out and complete the Configuration Worksheet
(Table 1 on page 43) with values that fit your deployment.

2. Complete all prerequisite actions.

. Verify that all prerequisite components are in place. See

. “Create Host” on page 100.

Table 5 on page 99.

Deployment Guide
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Task Summary: Windows Deployment (Continued)

Objective Related Procedures and Actions

3. Complete all prerequisite actions. | 3. For deployments across multiple machines, see “Create a
(continued) Shared Directory” on page 101.

4. If you have already installed KANA Response Live, you
must stop it from running as a service. For more
information, see “Remove the KANA Response Live Start
Service” on page 101.

5. “Create Contact, Interaction (and Co-Browsing) Databases”

on page 101.

4. Install and configure third-party | Install, connect, and/or configure components that enable web
software for processing services. Use one of the following web server/application
Web-based interactions (chat and | container combinations.
web e-mail).

Apache and Tomcat
For an Apache/Tomcat combination, complete these steps:

1. Procedure: Downloading and installing the Java SDK, on
page 56.

2. Procedure: Installing the Apache Web Server on Windows,
on page 58

3. Procedure: Installing the Tomcat web application container
on Windows, on page 60

4. Procedure: Installing the JK1 Connector with Apache, on
page 64

IS and Tomcat

For an IIS/Tomcat combination, complete these steps:

1. Procedure: Installing the Tomcat web application container
on Windows, on page 60

2. Procedure: Installing the JK1 connector with IIS 6, on
page 66 or Procedure: Installing the JK1 connector with IIS
7, on page 69

5. Install and configure third-party | To use Genesys co-browsing, install and configure the KANA
software for co-browsing * Response Live Server.

*Skip this step if you are not using | See Table 4 on page 79 for the deployment task flow.

co-browsing functionality. 1. Procedure: Installing KANA Response Live for Windows,

on page 82

2. Procedure: Configuring KANA Response Live for
Windows, on page 84

3. Procedure: Testing the KANA Response Live installation
on Windows, on page 87

4. Procedure: Launching a co-browsing session, on page 93
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Task Summary: Windows Deployment

Task Summary: Windows Deployment (Continued)

Objective

Related Procedures and Actions

6. Configure eServices objects.

1.

Install the configuration wizards. See Procedure: Installing
the eServices Configuration Wizards, on page 102.

. Create sample workflows for routing simple test

interactions through the contact center to an agent. See
Procedure: Installing and Starting Interaction Workflow
Samples, on page 103.

. Configure eServices objects for installation. See Procedure:

Configuring eServices objects using the wizard, on
page 104.

Specify the webapi-port for Chat Server, for dedicated
communication with Web API Server. See Procedure:
Specifying a webapi-port for Chat Server, on page 134.

. Create configuration objects and sample workflows for

routing web callback interactions through the contact center
to an agent. See Procedure: Installing and Starting the Web
Callback Application, on page 135.

7. Install eServices components

Procedure: Performing an integrated installation of all
eServices servers, on page 138

Note: For deployments across multiple hosts, you need to
launch the Integrated Installation one time for each host.

8. Configure and install eServices
components not included in the
eServices Configuration Wizards

* This step is optional. Your
deployment might not require any of
these components.

Manually deploy the eServices components that are not
included in the eServices Configuration Wizard installation.

Universal Contact Server Proxy or Interaction Server
Proxy

1.

Procedure: Creating the Proxy application object, on
page 225

. Procedure: Installing Universal Contact Server Proxy or

Interaction Server Proxy on Windows, on page 226

Procedure: Configuring the desktop application to use UCS
Proxy or Interaction Server Proxy, on page 228

SMS Server

1.

Procedure: Creating the SMS Server application object, on
page 229

. Procedure: Installing SMS Server on Windows, on

page 230

. Procedure: Configuring eServices Components to work

with SMS Server, on page 232

Deployment Guide
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Task Summary: UNIX Deployment

Task Summary: Windows Deployment (Continued)

Objective

Related Procedures and Actions

9. Verify connections

1.

Double-check that the connections you made with the
configuration wizard are in place. For a list of necessary
connections, see Table 2 on page 52.

. From Configuration Manager, add a connection from Stat

Server to Interaction Server (or to Interaction Server Proxy;
see page 154). Stat Server uses this connection to find and
route interactions to available eServices agents.

For more information, see Procedure: Verifying connections,
on page 153.

10. Modify your databases to process
interactions

Procedure: Running scripts for your databases, on page 153

11. Test the components

1. Procedure: Testing the eServices servers, on page 154

. Procedure: Testing the components using the Web-based

TestTool810, on page 155

. Procedure: Testing that Genesys Desktop can handle

interactions, on page 156

12. Test the setup

. Procedure: Configuring ABC Simple BP for routing e-mail

interactions, on page 158

. Procedure: Configuring ABC Simple Chat BP for routing

chat interactions, on page 159

Procedure: Sending a test e-mail to a Desktop agent, on
page 159

. Procedure: Starting a test chat session with a Desktop

agent, on page 160

. Procedure: Sending a test web form e-mail to a Desktop

agent, on page 161

Procedure: Configuring WebCallback BP for routing web
callback interactions, on page 162

. Procedure: Updating the Interaction Server database for

processing web callback interactions, on page 163

. Procedure: Sending a test web callback to a Desktop agent,

on page 164

Task Summary: UNIX Deployment

For Solaris, AIX, or Linux deployments, Genesys recommends that you use
the eServices Configuration Wizards on a Windows host to configure and
install components to other hosts. Complete the actions in the following order
to deploy your solution.
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Task Summary: Solaris/AIX/Linux Deployment

Objective Related Procedures and Actions

1. Prepare your environment. 1. Define an environment variable for your eServices
directory (for “old-style” installation only; see
explanation on page 165).

GES_HOME_810

2. Create a shared directory on your UNIX host that your
Windows host can access.
OR
Create a shared directory on the Windows host that your
UNIX hosts can access.

3. If you have already installed KANA Response Live, you
must stop it from running as a service. Use the following
command:
rm -f /etc/rc2.d/S88hipctl

4. Create your databases.

2. Configure eServices objects for Launch the eServices Configuration Wizard from a Windows
installation host to configure the components that will run in the Solaris,
Linux, or AIX environments.

1. Procedure: Installing the eServices Configuration
Wizards, on page 102

2. Procedure: Installing and Starting Interaction Workflow
Samples, on page 103

3. Procedure: Configuring eServices objects using the
wizard, on page 104

3. Install Third Party Components On each host where you plan to install components, run the
(omit this step for “new-style” Java Environment and Libraries for eServices and UCS
installation packages; see installation package from the following directory:
explanation page 165). {platform>\ThirdPartyComponents

Note: For an explanation of the difference between Third
Party Components and ThirdPartyApplications, see the note
on page 56.

4. Install the eServices components Run the installation package for each remaining component:

{component>\<platform)
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Task Summary: UNIX Deployment

Task Summary: Solaris/AlX/Linux Deployment (Continued)

Objective

Related Procedures and Actions

5. Configure and install eServices
components not included in the
eServices Configuration Wizards

Manually deploy the eServices components that are not

included in the eServices Configuration Wizard installation.

Universal Contact Server Proxy or Interaction Server

Proxy

1. Procedure: Creating the Proxy application object, on
page 225

2. Procedure: Installing Universal Contact Server Proxy or
Interaction Server Proxy on AIX, Solaris, or Linux, on
page 227

3. Procedure: Configuring the desktop application to use
UCS Proxy or Interaction Server Proxy, on page 228

SMS Server

1. Procedure: Creating the SMS Server application object,
on page 229

2. Procedure: Installing SMS Server on AIX, Solaris, or
Linux, on page 231

3. Procedure: Configuring eServices Components to work
with SMS Server, on page 232
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Task Summary: Solaris/AlX/Linux Deployment (Continued)

Objective Related Procedures and Actions

6. Install and configure third-party Install, connect, and/or configure components that enable
software for processing Web-based | web services. Use one of the following web
interactions server/application container combinations.

Solaris—WebLogic Web Application

1. Procedure: Installing Genesys web applications for
WebLogic, on page 202

2. Procedure: Checking your WebLogic configuration file,
on page 203

3. Procedure: Deploying your web applications, on
page 204

4. Procedure: Testing the WebLogic installation and
deployment, on page 208

Solaris—Apache and Tomcat

* Procedure: Obtaining Apache documentation from the
CD, on page 76

* Procedure: Obtaining Tomcat documentation from the
CD and the Web, on page 77

AIX or Solaris—WebSphere Web Application

1. Procedure: Deploying Genesys web applications for
WebSphere on AIX, Solaris, or Windows, on page 192

2. Procedure: Testing the WebSphere installation on AIX,
Solaris, or Windows, on page 199

Linux—Apache and Tomcat

1. Procedure: Obtaining Apache documentation from the
CD, on page 76

2. Procedure: Obtaining Tomcat documentation from the
CD and the Web, on page 77
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Task Summary: Solaris/AlX/Linux Deployment (Continued)

Objective Related Procedures and Actions

7. Install and configure third-party To use Genesys co-browsing, install and configure the
software for co-browsing. (Solaris | KANA Response Live Server. See Table 4 on page 79 for the
and Linux only) deployment task flow.

Solaris or Linux

1. Procedure: Installing KANA Response Live for Solaris,
on page 88

2. Procedure: Installing KANA Response Live for Linux, on
page 89

3. Procedure: Creating the KANA database schema on
Solaris or Linux, on page 90

4. Procedure: Configuring KANA Response Live for
Solaris or Linux, on page 91

5. Procedure: Testing the KANA installation on Solaris or
Linux, on page 92

6. Procedure: Launching a co-browsing session, on page 93
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Chapter

Deployment Planning

This chapter describes, in general terms, how to plan an effective deployment

process for eServices 8.1. It covers these topics:

«  Overview, page 37

«  Component Distribution, page 38

« Estimating Database Size, page 39

«  Configuration Worksheet, page 42

«  Connections Table, page 52

For further information about specific issues, see also the “Ongoing

Administration and Other Topics” chapter of the eServices 8.1 User's Guide.

Note: Genesys recommends that you configure eServices using the wizards
provided with it and that, for Windows deployments, you install it
using the integrated installation package. These utilities configure and
install all eServices components

Overview

Deployment Guide

Chapter 5, beginning on page 97, and Chapter 10, beginning on page 185,
describe deployment in detail. Before beginning the deployment process there
are several things you can think about and do to make the process easier.

Genesys recommends that you configure eServices using the wizards provided
with it and that, for Windows deployments, you install it using the integrated
installation package. These utilities configure and install all eServices
components.

This chapter provides general information on deployment planning. For further
information about specific issues, see also the “Ongoing Administration and
Other Topics” chapter of the eServices 8.1 User's Guide.
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Component Distribution

Genesys recommends that you divide eServices and associated components
among several host machines. See Figure 5 for a sample architecture.

eServices User Interfaces
Windows
e Interaction Routing Designer
e Knowledge Manager
e UCS Manager

— —
== =
— host network —
0000000~ 000000~
eServices Core Components D?;/'azases U
. . indows or Unix
Windows o Unix Server e Interaction Server cache
o Interaction Server (with separate ¢ Universal Contact Sever database

installation of DB Server)

e Universal Contact Server
e E-mail Server Java
e Chat Server — —
e SMS Server
|— [
00000}~ 000000}~
_ Web API Server Co-Browsing Components
) and Thirdparty Web Comppnents Windows, Solaris, or Linux Server
Windows Server Solaris Server ¢ Genesys Co-Browsing Server
(one of the following) (one of the following) ¢ Kana Response Live Server
* Apache and Tomcat  Apache and Tomcat (requires separate application
* lISand Tomcat * EgAVV\Ce%?_ph'ere container from Web API Server)
AIX Server * ebLoegle
o |BM WebSphere Linux Server

e Apache and Tomcat

Figure 5: Sample Architecture for a Single-Tenant eServices Deployment

When choosing host machines for your eServices deployment, keep the

following recommendations in mind:

* Keep web servers for different applications on separate machines. For
example, Kana Response Live server installs its own instance of the
Apache Tomcat application container, which you should keep separate
from the Apache Tomcat used for Web API Server (according to the
procedures available in this guide).

* Install eServices graphical user interface (GUI) applications on Windows
hosts only. These GUI applications include:

+ Knowledge Manager
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+ Universal Contact Server Manager
+ Interaction Workflow Samples
* Based on the load and nature of contact center media (e-mail, chat, or

blended), you might need to deploy the following components on separate
machines:

+ Universal Contact Server

+  E-mail Server

+  Chat Server

+ SMS Server

For information about distributing eServices components across multiple

hosts for load-balancing purposes, see the “Load Balancing and Backup
Configuration” chapter of the eServices 8.1 User’s Guide.

*  You should also deploy the corporate mail server on a separate computer.

Note: For low-level load configurations such as a functional lab
environment, all components can be installed on a single host.

Estimating Database Size

Deployment Guide

This section suggests some ways of estimating the size of the Universal
Contact Server (UCS) and Interaction Server databases. Please keep in mind
that these are rough estimates only. The size of a database file on a hard drive
depends on a number of factors other than the number of interactions it
contains. For example:

* The size of a database file can vary according to the DBMS platform you
are using.

* Interactions are not uniform in size. An e-mail may be as small as 4 KB or
it may be 200 KB or more. Also, interactions can include attachments,
which can increase size greatly.

Note: You can configure Universal Contact Server Manager to automatically
archive and/or prune old messages to keep this database to a
manageable size. See eServices 8.1 Universal Contact Server
Manager Help for more information.

Event Logger functionality was introduced in Multimedia 7.6.1. This feature
requires its own database. For more information on Event Logger, including
creating the database, refer to the “Event Logger” section in the “Interaction
Server: Advanced Topics” section of the “Ongoing Administration and Other
Topics” chapter of the eServices 8.1 User s Guide.
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Procedure:
Estimating UCS database size for e-mail interactions

Purpose: To calculate the estimated amount of disk space required for the UCS
database to store e-mail interactions.

Start of procedure

1.

Multiply the number of interactions expected each day by the number of
days you want to keep the interactions.

Multiply the result by 25 KB (estimating 20 KB for the message body and
5 KB for headers, comments, and indexes).
For example

If you anticipate 100 incoming interactions per day and you want to keep
90 days’ worth of history, reserve 100 x 90 x 25 KB or 225 MB of disk
space.

Note: Though the average interaction will probably be less than 25 KB
in size, this is a reliable estimate of the amount of disk space
required for contact and history records

Add 1 KB for each related contact in the database. So for 100,000 contacts,
allow 100 MB for the database.

End of procedure

Next Steps

Procedure: Estimating UCS database size for chat interactions

Procedure:
Estimating UCS database size for chat interactions

Purpose: To calculate the estimated amount of disk space required for the UCS
database to store chat interactions.
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Start of procedure

1. Multiply the number of chat interactions expected each day by the number
of days you want to keep the interactions.

2. Multiply the result by 5 KB.
For example

If you anticipate 1000 incoming chat interactions per day, and you want to
keep 90 days’ worth of history, reserve 1000 x 90 x 5 KB, or 450 MB of
disk space.

3. Add 1 KB for each related contact in the database. So for 100,000 contacts,
allow 100 MB for the database.

End of procedure

Next Steps

* Procedure: Estimating the size of the Interaction Server database

Procedure:
Estimating the size of the Interaction Server database

Purpose: To calculate the estimated amount of disk space required by the
Interaction Server database.

Start of procedure

1. Use the following formula:

(3.5+tdm=xKB

Where:

* 3.5 KB is the size of system data and business properties (also called
operational data). See the initialization script for the particular limit for
each property.

* dis the size, in KB, of attached user data. Attached data is normally 4
KB or less, but it may be more. eServices imposes an upper limit on
the size of attached user data written in the logs. However, there is no

limit set for the total amount of attached data that Interaction Server
has to process.

Tip: For more information about limits, see the eServices 8.1 User s
Guide.
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* m is the expected maximum number of active interactions. In choosing
this number for Genesys E-mail, take into consideration the large
number of e-mails that may build up during off hours or system
malfunctions.

Tip: For example, if you limit attached user data to 64 KB and you
expect a maximum of 10,000 active interactions, allow about 700 MB
for the database.

End of procedure

Next Steps

Procedure: Completing the configuration worksheet

Configuration Worksheet

Before you begin deployment, it is helpful to assemble information that the
configuration wizards will require you to supply.

Use the following worksheet (see Table 1) to plan your eServices deployment.
After filling out the worksheet you are ready to start the configuration wizards.

This worksheet lists:

Values (mostly Application object names and port numbers) that the
wizards ask you to invent. You can invent them ahead of time in case you
want to incorporate some systematically (for example, you may want all
Application object names to start with a certain prefix, or you may want
port numbers to be consecutive or to all start with the same two digits).

Model Setup Values used during our model deployment. These provide a
reference to help you during the deployment procedures.

Names (or other attributes) of non-eServices objects that the wizards ask
you to enter. Some of these are likely to exist already. Of those which do
not, you can create them before, after, or (in some cases) while running the
eServices Wizard. Here are two examples:

+ eServices requires several databases (tablespaces): one for Interaction
Server, two for UCS, and one for Co-Browsing Server (if you plan on
deploying it). See “Databases and Associated Configuration Objects”
on page 44 for more information.

+ eServices requires a Person or Access Group object that UCS can use to
log in to Configuration Server (see “Login account” on page 47).

The wizards also ask you to select some items from a list. This worksheet does
not list most items of this type, but they are described in Chapter 5, beginning
on page 97.

42
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Procedure:
Completing the configuration worksheet

Purpose: To provide a printable reference sheet that lists all the parameters
required to deploy an eServices solution.

Start of procedure

1. Print out Table 1.

2. Add deployment information for your environment in the Your Value
column.

3. Keep a copy of this worksheet with you during the deployment process.
End of procedure

Next Steps

* Ifyou already have a web server and servlet for Web API Server installed,
continue with Chapter 5 on page 97.

* Ifyoustill need to install a web server and servlet, before you start the
configuration of eServices objects, continue with:

Windows Chapter 4 on page 55
UNIX Chapter 10 on page 185

Table 1: Configuration Worksheet

Field Value Model Setup Value Description

Log In to Wizard Manager

User name User name for logging in to
Configuration Server

User password Password for logging in to
Configuration Server

Application Configuration Server Manager
Application object name

Host Host of Configuration Server

Port Port on Configuration Server
host where Configuration
Server listens for queries
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Table 1: Configuration Worksheet (Continued)

Configuration Worksheet

Field Value Model Setup Value Description
Solution
Name MM&1 Invent a name for your

eServices solution.

Tenant (in mul

ti-tenant environment)

Name

Name of the Tenant object
holding the eServices solution
that you are configuring.

Databases and Associated Configuration Objects

Note: Before installing eServices, you must configure and install a DBMS and create four
databases/tablespaces, one for Interaction Server, two for Universal Contact Server (one main, one
archive), and one for Co-Browsing Server (if you plan on deploying it). You can do this before or after
running the eServices Wizard.

Interaction Server Database Objects

Database Access Point (DAP)

DAP Name

MMS1 Ixn DAP

Invent a name for the DAP to
use with Interaction Server.

If you intend to use the Event
Logger or message queue
functionality you will need
additional DAPs.
Configuration and deployment
is explained in the “Interaction
Server: Advanced Topics”
section of the “Ongoing
Administration and Other
Topics” chapter of the
eServices 8.1 User s Guide.
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Table 1: Configuration Worksheet (Continued)

Configuration Worksheet

Field Value Model Setup Value Description

DB Server

Name MMS1 IxnDBServer Name of the DB Server
application object.

DBMS type Microsoft SQL Server Type of database management
system you are using
(Microsoft SQL, Oracle,
DB2).

Host MMHost Host where you want DB
Server installed.

Port 6110 Port where DB Server listens
for queries.

SNMP Port Not included in the model | Port where DB Server listens

setup. for management commands

(optional).

DBMS name MMHost Name of your database
management system.

DBMS type Microsoft SQL Server Type of database management

system you are using
(Microsoft SQL, Oracle,
DB2).

Database name IxnDB Name of the database
(tablespace) for Interaction
Server.

User name sa User name for logging in to
the DBMS.

Password <password for user sa> Password for logging in to the

DBMS.

Deployment Guide
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Table 1: Configuration Worksheet (Continued)

Configuration Worksheet

Field Value

Model Setup Value

Description

Universal Contact Server (UCS) Database Objects

DB Server

Not needed because UCS uses JDBC to connect with the database.

Database Access Point (DAP)

DAP name

MMS81 UCS_DAP

Invent a name for the DAP to
use with UCS.

Host

MMHost

Host name where database is
running.

Port

1433

Port where the database listens
for queries (for example, 1521
is the default for Oracle, 1433
for Microsoft SQL, 50000 for
DB2).

DBMS type

Microsoft SQL Server

Type of database management
system you are using
(Microsoft SQL, Oracle,
DB2).

Database name Customer Name of the database
(tablespace) for UCS.

User name sa User name for logging in to
the DBMS.

Password <password for user sa> Password for logging in to the

DBMS.

Universal Contact Server

Name MMS81 UCS Invent a name for your UCS
Application object.
Host MMHost Host where you want UCS
installed.
Port 6120 Listening port for requests.
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Table 1: Configuration Worksheet (Continued)

Configuration Worksheet

model setup. See the
description, and choose a
Person or Access Group
accordingly.

Field Value Model Setup Value Description

Universal Default port value Port for Remote Method

Contact Server Invocation (RMI) connection

API port to the UCS API. Must be
different from standard server
port.

Login account Not specified for the The User Account (Person) or

Access Group that UCS will
use to log in to Configuration
Server.

Note: This Person or Access
Group must have
Administrator or higher access
rights so it can update
information in the
Configuration Database. Use
an existing account with these
rights or create one for the

purpose.

Multimedia Switch

Name

In the model setup, we
select New-Style
Interaction Server, which
creates a Multimedia
switch and switching
office automatically in the
background.

Select or create a multimedia
switch.

Note: Include only one
multimedia switch per tenant
to preserve Stat Server and
URS support for Interaction
Server.

Switching Office

Name

In the model setup, we
select New-Style
Interaction Server, which
creates a Multimedia
switch and switching
office automatically in the
background.

Select or create a switching
office.

Deployment Guide
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Table 1: Configuration Worksheet (Continued)

Configuration Worksheet

Field

Value

Model Setup Value

Description

Interaction Server

the Application Cluster.

Name MMS81 IxnSrv Invent a name for your
Interaction Server Application
Object.
Host MMHost Host where you want
Interaction Server installed.
Port 6130 Port where Interaction Server
listens for queries.
Stat Server
Name In the model setup, we Select or create a Stat Server.
select the existing,
Host properly configured Host of Stat Server.
isite Stat . .
Port prerequisite Stat Server Port where Stat Server listens
See Table 5 for details. for queries.
Application Cluster (optional)
Name Model setup does not use | Invent a name for your

Application Cluster.

Web API Server

Name MM&81 WebAPIServer Invent a name for your Web
API Server Application
Object.

Host MMHost Host where you want Web API
Server installed.

Port 80 Port for web server (defaults

are 80 for HTTP, 443 for
HTTPS); used for load
balancing between web
clients.

UCS Manager

Name

MMB81 _UCSMgr

Invent a name for your UCS
Manager Application Object.

E-Mail Server (for Genesys E-mail)

Name

MMS81_E-mailServer

Invent a name.

48
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Table 1: Configuration Worksheet (Continued)

Configuration Worksheet

Field Value Model Setup Value Description

Host MMHost Host where you want E-mail
Server installed.

Port 6150 Listening port for requests

POP server MMHost The name of your corporate
POP server.

SMTP server MMHost The name of your corporate
SMTP server if different from
the POP server.

POP3 user Not specified in the model | Address, user name and

name and setup. Use valid user password for logging on to

password information for your your POP server.

corporate mail server.

Default e-mail MMHost Domain to be appended to

address domain e-mail (both incoming and
outgoing) that does not already
have a domain specified in its
To address field.

External agent external@MMHost Address to be used as the From

e-mail address address in messages to
external agents and as the To
address in messages from
external agents. Typically, this
is different from your general
corporate e-mail addresses.

Integrated Web 7777 Listening port number for Web

Form Form—processing entry point.

processing port

(optional)

Automated Agentl Notional agent name used in

Reply Agent automatic responses. Typically

this is something generic like
Genesys Technical Support.

Deployment Guide
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Table 1: Configuration Worksheet (Continued)

Configuration Worksheet

Field Value Model Setup Value Description

E-mail <mailboxNamel>@MM | Account name and e-mail

account(s) for Host address. These are the

customer access <mailboxName2>@MM accounts on your corporate
Host POP server that E-mail Server

will pull e-mails from and
bring them into the eServices
system. Be sure to also create
them on your corporate mail
server if they do not exist
already.

Classification Server

Name MMB&81 _ClassificationServ| Invent a name.
er
Host MMHost Host where you want
Classification Server installed.
Port 6160 Listening port for requests.

Training Server

Name MMS81 TrainingServer Invent a name.

Host MMHost Host where you want Training
Server installed.

Port 6170 Listening port for requests.

Knowledge Manager

Name

MMS81_ KnowledgeMana
ger

Invent a name.

Chat Server (for Genesys Chat)

Name MMS1_ChatServer Invent a name.
Host MMHost Host where you want Chat
Server installed.

Port 6180 Listening port for requests.
(ID=default)
Port 6181 A specific port for web client
(ID=webapi) connections only.
(recommended)
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Table 1: Configuration Worksheet (Continued)

Configuration Worksheet

Field Value Model Setup Value Description

Port (ID=ESP) 6182 Listening port for ESP
requests.

ESP default system Name to be used in place of

nickname agent’s name for use in

automated chatting.

Co-Browsing Server

Name MMS81 Co-BrowsingServ | Invent a name.
er
Host MMHost2 Host on which you want
Co-Browsing Server installed.
Port 6195 Listening port for requests.

Co-Browsing
Server alias

Invent a four-character name.

Co-Browsing Server Database Access Point (DAP)

Note: If you use the UCS DAP for Co-Browsing Server as well, this is not needed. Genesys does not
recommend using the same DAP.

DAP name

Host

Port

DBMS type

Database name

In the model setup, we use
the UCS DAP and
Database for
Co-Browsing Server.

Invent a name for the DAP to
use with Co-Browsing Server.

Host name where database is
running.

Port where the database listens
for queries (for example, 1521
1s the default for Oracle, 1433
for Microsoft SQL, 50000 for
DB2).

Type of database management
system you are using
(Microsoft SQL, Oracle,
DB2).

Name of the database
(tablespace) for Co-Browsing
Server.

Deployment Guide
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Table 1: Configuration Worksheet (Continued)

Connections Table

Field Value Model Setup Value Description
User name In the model setup, we use | User name for logging on to
the UCS DAP and the DBMS.
Database for
Password Co-Browsing Server. Password for logging on to the
DBMS.

Connections Table

52

Table 2 on page 52 lists connections that you set in the Configuration Layer for
eServices components. eServices 8.1 supports Transport Layer Security (TLS)
and client-side port functionality for some connections. See Chapter 7 on

page 169 for more information.

In addition to the information in Table 2, keep in mind that:

* Connections to Message Server are required only if you are planning to use
it for application log output.

* A Local Control Agent (LCA) runs on each host. All Genesys components
on a host connect to the local LCA. Refer to the Framework 8.1
Deployment Guide for details on configuring LCAs.

* For Reporting purposes, you must also add a connection from your
Reporting Stat Server to Interaction Server (or to Interaction Server Proxy;
see “Interaction Server Proxy as Reporting Bus” on page 154)..

Note: It is possible to have multiple connections to some components. These
components are marked with a *. For information about how and why
you use multiple connections, please see the “Load Balancing and
Configuration” chapter of the eServices 8.1 User'’s Guide.

Table 2: eServices Application Connections

Application

Connects to

Chat Server

Interaction Server

Message Server

Universal Contact Server

Classification Server

Message Server

Universal Contact Server
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Connections Table

Table 2: eServices Application Connections (Continued)

Application

Connects to

E-mail Server

Interaction Server
Message Server

Universal Contact Server

Interaction Server

Chat Server (via the ESP port)*
Classification Server

E-mail Server"

Interaction Server DAP”
Message Server

SMS Server

Stat Server (for reporting)*
Universal Contact Server”

Application Cluster”

Knowledge Manager

Universal Contact Server

Training Server

Message Server

Universal Contact Server

Universal Contact Server

Message Server
Stat Server”
UCS DAPs

Universal Contact Server
Manager

Universal Contact Server

Co-Browsing Server

JDBC-based DAP

Message Server

SMS Server

Message Server
Chat Server"
Interaction Server

Solution Control Server

Deployment Guide
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Connections Table

Table 2: eServices Application Connections (Continued)

Application

Connects to

Web API Server

Application Cluster*

Chat Server (via the webapi port)*
Co-Browsing Server

E-mail Server*

Interaction Server

Message Server

Solution Control Server

Stat Server*

Universal Contact Server*

Web API Server?

a. Ifthis Web API Server is acting as a load balancer for other Web API Servers.
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Chapter

Deploying Third-Party Web
Applications

A web server and a web application container are prerequisites for deploying
eServices. Your environment may already have its own established
configuration of these components. This chapter describes the steps you must
take to install and configure common combinations of these applications,
including the Apache Web Server and the Apache Tomcat web application
container in Windows, Linux, and Solaris environments, as well as the initial
setup for WebSphere in AIX and Solaris environments. Be sure to check the
Genesys Supported Operating Environment Reference Guide for the supported
versions of the third-party software you are using. This chapter includes these
sections:

« Java Software Development Kit, page 56

« Installing Apache and Tomcat on Windows, page 57

«  Connecting Tomcat and its Web Server, page 64

«  Configuring Apache and Tomcat for Linux or Solaris, page 76

«  Deployments with WebSphere on AIX or Solaris, page 77

«  Deploying KANA Response Live for co-browsing, page 78
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Note: Itis important to distinguish Third Party Components from third-party
applications.
eServices Third Party Components—refers to a collection of files,
mostly Java libraries, that eServices uses for its normal operation.
Third Party Components are included in the integrated install, as
described in Procedure: Performing an integrated installation of all
eServices servers, on page 138. In eServices 8.0.1, Third Party
Components were renamed to Java Environment and Libraries for
eServices and UCS. The Java Environment and Libraries for
eServices and UCS installation package places these files in various
locations on the host machine.
ThirdPartyApplications—refers to a directory on the eServices
product CD that contains the web server Apache, the application
container Tomcat, and various supporting files. eServices requires a
web server and an application container, but Apache and Tomcat are
not the only supported types, and you are not required to install the
particular copies in this directory; they are provided as a convenience.

Java Software Development Kit

56

Procedure:
Downloading and installing the Java SDK

Purpose: Download and install the Java SDK to support Tomcat functionality
(web server-side Java content compilation and execution).
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Installing Apache and Tomcat on Windows

Start of procedure

1.

Determine the correct Java software development kit (SDK) for your
system. For supported releases of Java SDK on Windows, Solaris, Linux,

and AIX systems, see the Genesys Supported Operating Environment
Reference Guide.

Tip: Web API Server 8.1 supports JDK 5.0 and 6.0, which use the
extended version number format of 1.5.0.

Select one of the URLs from the list below, according to your system.
Paste the URL into your browser, replacing <release_number > with 1.5.0,
or the supported release number that you found in Step 1.

Solaris http://java.sun.com/j2se/<release number>/install-solaris.html

Linux http://java.sun.com/j2se/<release number>/install-linux.html

Windows http://java.sun.com/j2se/<release number>/install-windows.html

AIX http://www-1.ibm.com/support/docview.wss?rs=180&context=SSEQ

TP&uid=swg24006713

Make sure the JAVA_HOME environment variable points to the directory
where Java SDK is located. For example, on Solaris it might be this path:

JAVA_HOME=/usr/local/jdk1.5.0_22
export JAVA_HOME

Or for Windows, set the JAVA_HOME environment variable to something like
c:\jdk1.5.0_22

End of procedure

Next Steps

If you are deploying the Apache HTTP server and Tomcat Application
Container on a Windows platform, see Procedure: Installing Apache and
Tomcat on Windows, on page 57.

If you are deploying the Apache HTTP server and Tomcat Application
Container on a Solaris or Linux platform, see Procedure: Configuring
Apache and Tomcat for Linux or Solaris, on page 76.

Installing Apache and Tomcat on Windows

Deployment Guide

This section describes procedures for installing the Apache Web Server and the
Tomcat web application container in a Windows environment. The installation
packages for both Apache and Tomcat are included on your eServices 8.1 CD.

If you are using Microsoft’s Internet Information Server (IIS) as your web
server, skip the instructions for installing Apache, proceed to the Tomcat
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Apache
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Installing Apache and Tomcat on Windows

instructions, and then use the steps in “Setting Up the JK1 Connector with IIS
6 or IIS 7” on page 66 for further configuration details.

Genesys provides the Apache Web Server with your eServices software. Look
for it in the third-party applications portion of the installation CDs.

Procedure:
Installing the Apache Web Server on Windows

Purpose: To install the Apache Web Server on Windows.

Start of procedure

1.

S W

Shut down any other web servers (such as IIS) on the machine where
Apache is to run.

On the Interaction Management CD, go to the directory
ThirdPartyApplications\Apache<release_number »\Windows\binary. Find
and double-click apache_<release_number >-win32-x86-no_ssl.msi.

Click Next at the We Lcome window.
Accept the license agreement, and click Next.
Click Next at the Read This First page.

At the Server Information prompt, enter the following information:
a. Network domain

b. Server name

Note: Servers may have an external name that differs from the internal
name. Be sure to use the right name for your situation.

¢. Administrator’s e-mail address.

d. Choose whether to run as a service. Keep the default if you want
Apache running as a service; otherwise select the radio button to
manually start and stop Apache. Click Next to continue.

Choose a typical or custom install.

Choose a destination folder. Genesys recommends that you use a short path
name, such as C:\ApacheGroup.

Warning! Do not include any spaces in the folder name (for example, use
ApacheGroup instead of Apache Group).
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9. Click Install. The Installation Wizard uses the settings you specified to
install and configure Apache.

10. Click Finish. The installation is complete.

Note: Throughout this document, <APACHE_HOME > represents the folder you
define here for your Apache installation. During installation, a
sub-folder named Apache2 may be created. If this is the case,
<APACHE _HOME > represents the folder you define here as well as the
sub-folder Apache2 (C:\ApacheGroup\Apache2).

End of procedure

Next Steps

* Ifyou plan on using Genesys Web Collaboration (Co-Browsing Server),
you need to implement a Secure Socket Layer (SSL) for your web server.
See Procedure: Installing a new SSL certificate using IIS, on page 80.

* Otherwise, proceed with Procedure: Testing the Apache Web Server on
Windows.

Procedure:
Testing the Apache Web Server on Windows

Purpose: To verify the Apache Web Server installation was successful.

Prerequisites

* Apache Web Server has been installed. See Procedure: Installing the
Apache Web Server on Windows, on page 58.

Start of procedure

1. From the Windows taskbar, select Start > Programs > Apache HTTP Server

{release_number) > Control Apache Server ) Start.

Note: If Apache is already running, then the Start command displays an
error message. Continue with Step 2 to confirm that Apache is
running correctly.

2. Open a web browser and go to Apache’s host
(http://<servername_or_IP>:80). If Apache is running correctly, you will
see a white page with the message It works!

End of procedure
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Tomcat
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Next Steps

* Install the Tomcat web application. See Procedure: Installing the Tomcat
web application container on Windows, on page 60

Genesys provides the Tomcat web application container with your eServices
software. Look for it in the ThirdPartyApplications folder of the installation
CDs.

Note: The 8.1 release of Genesys eServices supports only specific releases of
Tomcat. Check the Genesys Supported Operating Environment
Reference Guide for more information.

Procedure:
Installing the Tomcat web application container on
Windows

Purpose: Tomcat is needed to provide standards-compliant support for servlets
and JSP pages.

Start of procedure

1.  On the eServices Interaction Management CD, go to the directory
ThirdPartyApplications\Tomcat_Servlet<release_number>\
Windows\binary. Find and double-click
apache-tomcat-<release_number).exe.

2. Atthe Welcome to the Apache Tomcat Setup Wizard window, click Next.
3. Click I Agree to accept the license agreement.

4. Atthe Installation Options window, select Full from the Select type
of install drop-down list (see Figure 6 on page 61).
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Figure 6: Tomcat Installation Options
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Click Next to continue.

At the Choose Install Location window, enter a path to your Tomcat
installation location, and click Next.

Warning! Do not include any spaces in the folder name (for example, use
Tomcat6 instead of Tomcat 6).

Specify the HTTP/1.1 Connector Port and Administrator Login details for
your Tomcat installation, and click Next.

Tip: For the HTTP/1.1 Connector Port, you can use the default value of
8080.

Confirm the location of your Java SDK, and click Install. The Installation
Wizard uses the settings you specified to install and configure Tomcat.

Click Finish. The installation is complete.

Verity the values of the following environment variables (Start/My

Computer/Properties/Advanced/Environment Variables), or create them if

they do not already exist:

+  CATALINA_HOME—Your Tomcat installation directory.

+ JAVA_HOME—Your JDK base directory, as described under “Java
Software Development Kit” on page 56.
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Note: Throughout this document, <CATALINA_HOME > represents the base
directory of your Tomcat installation.

End of procedure

Next Steps

*  Procedure: Testing the Tomcat installation on Windows.

Procedure:
Testing the Tomcat installation on Windows

Purpose: To verify the Tomcat installation was successful.

If they exist, you should always start and stop Tomcat using the batch files
{CATALINA_HOME>\bin\startup.bat and <CATALINA_HOME>\bin\shutdown.bat.
Using shutdown.bat to stop Tomcat stops the executable and also closes
various files that would otherwise remain open.

If there are no batch files, use the Tomcat Monitor (visible as an icon in the
system taskbar) to start and stop Tomcat.

Tip: You can find an icon for the Tomcat Monitor in the system taskbar:

Apache Tomeat] | —
T2 T
+

>

To start or stop Tomcat, right-click the Tomcat Monitor icon and select your
action: Start service, Stop service, and so on.
Start of procedure

1. Verify that Apache is already running.

2. Start Tomcat using <CATALINA_HOME)\bin\startup.bat. If Tomcat is
running correctly, you will see a console window (see Figure 7).
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Figure 7: Tomcat Console Window

3. Further test the Tomcat installation by opening a browser to
http://localhost:8080. You should see the web page displayed in
Figure 8.

Apache Tomcat

The Apache Software Foundation
= http://www.apache.org/
If you're seeing this page via a web browser, it means yvou've setup Tomcat successfully. Congratulations!
As you may have guessed by now, this is the default Tomcat home page. It can be found on the local filesystem at:
$CATALINA_ HOME/webapps/ROOT/ index . html

where "$CATALINA_HOME" is the root of the Tomcat installation directary. If you're seeing this page, and you don't think you should be, then you're
either a user who has arrived at new installation of Tomcat, oryou're an administrator who hasn't got hisfher setup quite right. Providing the latter is
the case, please refer to the Tomcat Documentation for more detailed setup and administration information than is found in the INSTALL file.

NOTE: For security reasons, using the administration webapp is restricted to users with role "admin". The manager webapp is
restricted to users with role "manager"”. Users are defined in $CATALINA_HOME/conf/ tomeat-users. xwml

Included with this release are a host of sample Serviets and JSPs (with associated source code), extensive documentation, and an introductory
guide to developing web applications

Tomcat mailing lists are available at the Tomcat project web site

+ users@tomcat.apache.org for general questions related to configuring and using Tomcat
+ dev@tomcat.apache.org for developers working on Tomcat

Thanks for using Tomcat!
Powered by

4
TOMCAT
Copyright © 1899-2007 Apache Softwars Foundation
Al Rights Reserved

Figure 8: Successful Tomcat Installation Web Page
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4. Shut down Tomcat. Use shutdown.bat if it exists, or press Ctrl+C from the
console window if the batch file does not exist.

5. Shut down Apache. Select Start > Programs > Apache HTTP Server
<{release_number) > Control Apache Server ) Stop.

End of procedure

63



Chapter 4: Deploying Third-Party Web Applications Connecting Tomcat and its Web Server

Next Steps

* Connect Tomcat and its web server. See Procedure: Installing the JK1
Connector with Apache, on page 64 or Procedure: Installing the JK1
connector with IIS 6, on page 66.

Connecting Tomcat and its Web Server

This section describes connecting Tomcat and its web server on the Windows
platform.

Setting Up the JK1 Connector with Apache

64

Procedure:
Installing the JK1 Connector with Apache

Purpose: To install the JK1connector to invisibly integrate Tomcat with a web
server such as Apache or IIS.

Prerequisites

* Apache web server is installed. See Procedure: Installing the Apache Web
Server on Windows, on page 58.

* Tomcat is installed. See Procedure: Installing the Tomcat web application
container on Windows, on page 60.

Start of procedure

1. On the Interaction Management CD, navigate to
ThirdPartyApplications\Tomcat\jk_apache_for_windows\binary and
locate the file that matches your version of Apache:

e mod_jk-1.2.28-httpd-2.2.3.s0 (for Apache 2.2 or later)

* mod_jk-1.2.28-httpd-2.0.52.s0 (for Apache 2.0.52 or later)

2. Copy this file to your <APACHE_HOME>/modules directory, and rename it to
mod_jk.so.

3. Inthe <CATALINA_HOME>/conf/jk directory, create a file called
workers.properties, with the following contents:
worker.Llist=ajp13
worker.ajp13.port=8009
worker.ajp13.host=localhost
worker.ajp13.type=ajp13

Note: If there is no jk directory, create one.
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4, Inthe <APACHE_HOME)/conf directory, create a file called mod_jk.conf,
with the following contents:
{IfModule 'mod_jk.c>
LoadModule jk_module "<APACHE_HOME»/modules/mod_jk.so"
{/1fModule>
JkWorkersFile "<CATALINA_HOME>/conf/jk/workers.properties"
JkLogFile "<CATALINA_HOME/logs/mod_jk. log"
JkLoglLevel emerg
JkMount /examples/* ajp13

5. Add the following statement to the end of the
{APACHE_HOME >/conf/httpd.conf file:
Include "<APACHE_HOME>/conf/mod_jk.conf"

End of procedure

Next Steps

* After completing the installation, you should test the JK1 connector to
ensure that it functions properly. See Procedure: Testing the JK1 Connector
with Apache.

Procedure:
Testing the JK1 Connector with Apache

Purpose: To verify the JK1 connector is working correctly.

Prerequisites

* JK1 connector is installed. See Procedure: Installing the JK1 Connector
with Apache, on page 64.

Start of procedure

1. Start Tomcat and Apache.

Open a web browser and enter the following address:
http://localhost/examples/jsp/jsp2/el/basic-arithmetic.jsp
You should see the web page shown in Figure 9.
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JSP 2.0 Expression Language - Basic Arithmetic

Thiz exarnple tlustrates basic Expreszon Langusge amthmete. Addiien (+), subsraction (=), mubipkeation (%), dinson
i or div), and me<dabas % or mod) ave all supported. Erres condibons, Bos diviston by 2ero, are handled gracefidly.

EL Expression  Hesult
1) 1
1+ 3
E{l.2+23} 3.5

T{1ZBa+1.4) 120014

Sa-3 6
Bi21=2) a2
334 035
23 dw &) 035
T30 Irfnity
F{10%44) 2
{10 mad A} 2

Bi=x73 43 /a

Figure 9: JK1 Test Page
End of procedure

Next Steps

* If you want your eServices solution to include co-browsing functionality,
see Procedure: Deploying KANA Response Live for co-browsing, on
page 78.

* Otherwise, you can begin to deploy the Model Setup of the eServices
components. See Chapter 5 on page 97.

Setting Up the JK1 Connector with IIS 6 or IIS 7

eServices 8.1 supports IIS 6 and IIS 7.

Note: Make sure that [IS 6 Management Compatibility is installed on the
host with IIS 7 (go to Server Manager > Roles > Web Server (IIS) >
Management Tools and install “IIS 6 Management Compatibility” if it
is not already installed).

The procedures for setting up the JK1 connector with each version is very
similar, but there are a few minor differences, so the instructions are broken
into two separate procedures. Refer to the procedure for the version of IIS that
you are using.

Procedure:
Installing the JK1 connector with IIS 6

Purpose: To install the JK1 connector with IIS 6.
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Prerequisites

* Tomcat is installed. See Procedure: Installing the Tomcat web application
container on Windows, on page 60.

Start of procedure

1. On the Interaction Management CD, go to
ThirdPartyApplications\Tomcat\jk_apache_for_windows\binary, locate
isapi_redirect<{release number).dll, and place it in
c:\jakarta-tomcat\bin.

2. Create the properties files workers.properties and
uriworkermap.properties in c:\jakarta-tomcat\conf.

Here is a minimum workers.properties, using just ajp13 to connect your
IIS web server to the Tomcat engine.

workers.properties

#

#

# This file provides minimal jk configuration properties needed to
# connect to Tomcat.

# Define 1 real worker using ajp13

#

worker. list=ajp13w

#

# Set properties for worker ajp13w

# Note that the name and the type do not have to match.
#

worker.ajp13w.type=ajp13

worker.ajp13w.host=localhost

worker.ajp13w.port=8009

Here is a minimum example of uriworkermap.properties:

# This file provides sample mappings for example
# ajp13w worker defined in workermap.properties
/examp les/*=ajp13w

Note: The workers.properties and uriworkermap.properties files must
be saved in Microsoft Windows/MS-DOS format. Otherwise, an
error will occur when installing the Web API Server and setup will
not proceed.

3. In the registry, create a new registry key named:
HKEY _LOCAL _MACHINE\SOF TWARE\Apache Software Foundation\Jakarta
Isapi Redirector\1.0

4. Add a string value with the name extension_uri and a value of
/jakarta/isapi_redirect.dlLl.
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5. Add a string value with the name Log_file and a value pointing to where
you want your log file to be (for example
c:\jakarta-tomcat\logs\isapi.log).

6. Add a string value with the name Log_level and a value for your log level
(can be debug, info, error or emerg).

7. Add a string value with the name worker_fi Le and a value which is the full
path to your workers.properties file (for example,
c:\jakarta-tomcat\conf\workers.properties).

8. Add a string value with the name worker_mount_fi le and a value which is
the full path to your uriworkermap.properties file (for example
c:\jakarta-tomcat\conf\uriworkermap.properties).

9. Using the IIS management console, add a new virtual directory to your IIS
web site. The name of the virtual directory must be j akarta. Its physical
path should be the directory where you placed isapi_redirect.dlLl (in our
example it is c:\jakarta-tomcat\bin). While creating this new virtual
directory assign it with execute access.

10. Using the IIS management console, add isapi_redirect.dll as a filter in
your IIS web site. The name of the filter should reflect its task (for
example, tomcat), its executable must be our
c:\jakarta-tomcat\bin\isapi_redirect.dlLl.

11. Open IIS Manager, as shown in Figure 10.

T Internet Information Services (IIS) Manager |_(O]:
t’ File Action iew window Help | =3
e | Bm AB[(R(E]> =
f:! Intetnet Information Services . web Service Extensions
(-5, 8 TPLABHOSTZ (local computer)
B FTP Sites 4 | ‘Web Service Extension | Skatus |
B Application Pools “ Al Unknown CGI Extensions Allowed
Bl Eb Sie Al " Al Unknown ISAPT Extensions Allowed
iy :"l web Setne ——— Active Server Pages Allowed
[+ Defaul SMTP Virtual Server ﬂ B AP NET vl.1,4322 Alowed
Properties [ AsP.MET v2.0,40807 Alloveed
- B Internet Data Connector Allowed
B RPC Proxy Server Extension Allowed
U= Server Side Includes Prohibited
[38 webDay Allovied

KL Add & new Web service extension. ..

I allow all web service extensions for a
specific application...

L prohibit all Web service extensions

@ Dpen Help

Extended A Standard /

Figure 10: IS Manager

12. Click Add New Web Service Extension. The resulting dialog box is shown
in Figure 11 on page 69.
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MNew Web Service Extension E

Type the name of the new Web service extension, and specify the files that
must be enabled For the extension ta run,

Extension name:

Required files:

Add...

Remoye |

[~ Set extension status ko Allowed

of I Cancel | Help |

Figure 11: New Web Service Extension

13. In the New Web Service Extension dialog box:
a. Inthe Extension name box, type jakarta.

b. Inthe Required files box, click Add and browse to the location of the
isapi_redirect.dll file.

c. Select the Set extension status to Allowed check box, then click OK.

14. Restart the IIS service. Ensure that the filter you added in Step 10 is
marked with a green up-pointing arrow.

End of procedure

Next Steps

» After completing the installation, you should test the JK1 connector to
ensure that it functions properly. See Procedure: Testing the JK1 Connector
with IIS.

Procedure:
Installing the JK1 connector with IIS 7

Purpose: To install the JK1 connector with IIS 7.

Prerequisites

* Tomcat is installed. See Procedure: Installing the Tomcat web application
container on Windows, on page 60.

Deployment Guide 69



Chapter 4: Deploying Third-Party Web Applications

70

Connecting Tomcat and its Web Server

Start of procedure

1.

#
#
#
#
#
#

On the Interaction Management CD, go to
ThirdPartyApplications\Tomcat\jk_apache_for_windows\binary, locate
isapi_redirect<release number).dll, and place it in
c:\jakarta-tomcat\bin.

Create the properties files workers.properties and
uriworkermap.properties in c:\jakarta-tomcat\conf.

Here is a minimum workers.properties, using just ajp13 to connect your
IIS web server to the Tomcat engine.

workers.properties

This file provides minimal jk configuration properties needed to
connect to Tomcat.
Define 1 real worker using ajp13

worker. list=ajp13w

#

# Set properties for worker ajp13w
# Note that the name and the type do not have to match.

#

worker.ajp13w.type=ajp13
worker.ajp13w.host=Llocalhost
worker.ajp13w.port=8009

Here is a minimum example of uriworkermap.properties:

# This file provides sample mappings for example
# ajp13w worker defined in workermap.properties
/examples/*=ajp13w

3.

Note: The workers.properties and uriworkermap.properties files must
be saved in Microsoft Windows/MS-DOS format. Otherwise, an
error will occur when installing the Web API Server and setup will
not proceed.

In the registry, create a new registry key named:
HKEY _LOCAL _MACHINE\SOF TWARE\Apache Software Foundation\Jakarta
Isapi Redirector\1.0

Add a string value with the name extension_uri and a value of
/jakarta/isapi_redirect.dll.

Add a string value with the name Log_file and a value pointing to where
you want your log file to be (for example
c:\jakarta-tomcat\logs\isapi.log).
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10.
11.
12.
13.

14.
15.
16.

17.
18.

19.
20.

21.

Add a string value with the name Log_Llevel and a value for your log level
(can be debug, info, error or emerg).

Add a string value with the name worker_fi le and a value which is the full
path to your workers.properties file (for example,
c:\jakarta-tomcat\conf\workers.properties).

Add a string value with the name worker__mount_fi Lle and a value which is
the full path to your uriworkermap.properties file (for example
c:\jakarta-tomcat\conf\uriworkermap.properties).

Open IIS 7 Manager.

Navigate to your host.

Double click on the ISAPI and CGI Restrictions icon.
On the right hand panel, click Add. . .

Point the path to your isapi_redirect.dll file and give it a description, for
example, jakarta.

Check Allow extension path to execute.
Click on the Default Website and navigate to ISAPI Filters.

On the right hand panel, click on Add. .. give the filter a name (for
example, jakarta), and point to your isapi_redirect.dll file.

Navigate to your Default Website again.

Add a virtual directory and name it j akarta. Point this to the directory
containing isapi_redirect.dll.

Click on the newly created virtual directory j akarta.

Navigate into Handler Mappings, on the right hand side there is a panel
called Actions. Click on Edit Feature Permissions and click the execute
permission.

Navigate to your host context again and do a restart.

Note: If you are running a 32 bit version of Tomcat with a 32 bit JK

connector on a x64 OS, you have to configure the Application Pool
-> Advanced Settings -> Enable 32 bit Applications = TRUE.

End of procedure

Next Steps

Deployment Guide

After completing the installation, you should test the JK1 connector to
ensure that it functions properly. See Procedure: Testing the JK1 Connector
with IIS.

71



Chapter 4: Deploying Third-Party Web Applications Connecting Tomcat and its Web Server

Procedure:
Testing the JK1 Connector with IS

Purpose: To verify the JK1 connector is working correctly.

Prerequisites

* The JK1 connector is installed. See Procedure: Installing the JK1
connector with IIS 6, on page 66 or Procedure: Installing the JK1
connector with IIS 7, on page 69.

Start of procedure

1. Start Tomcat. Start or restart IIS.

2. Open a web browser and go to:
http://localhost/examples/jsp/jsp2/el/basic-arithmetic.jsp
You should see the web page shown in Figure 12.

JSP 2.0 Expression Language - Basic Arithmetic

Thiz exarnple dlustrates basic Expresnon Lamguage amthmete. Addmen (), subtraction §-), mualipkeaton {*), dim=mon
i or div), and meduns Mooor mod) are all supperted. Errer condifions, Boe diviston by zero, are handled pracefidly.
U ¥ ar

EL Expression | Hesult
(1 1
1+ 3
{12+ 2.3} 3.5
(1.2B4+1.4) [12001.4

A

$id-3 &
21 =2} 42
334 035
(3 dw d) 0.75
T30 Tty
T10%4] 5
210 mad 4} 2

=213 4
Figure 12: JK1 Test Page
End of procedure

Next Steps

*  Optional: Advanced Configuration of the Tomcat Context.

Advanced Configuration of the Tomcat Context

72

To perform additional advanced configuration of your IIS-Tomcat
implementation, see the following:

* Procedure: Configuring IIS to serve static content, on page 73
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* Procedure: Protecting the WEB-INF Directory, on page 74

*  Procedure: Configuring Tomcat to serve multiple contexts, on page 74

Procedure:
Configuring IIS to serve static content

Purpose: To configure IIS-Tomcat so that IIS handles all static content (.htmlL,
.Jpg, and so on), leaving Tomcat to process the Java Server Pages (JSP) and
servlets.

Genesys eServices web applications (Web API Server) use a combination of
static web pages and active java content. You can reduce processing time by
letting IIS serve static pages, even if these files are part of a context already
served by Tomcat. For example, the .html and .qif files in the examp les
context do not need to be served from the Tomcat process—it is enough for IIS
to serve them.

Start of procedure

1. Configure IIS to include the Tomcat contexts.

Adding a Tomcat context to IIS requires the addition of a new IIS virtual
directory that covers the Tomcat context. For example, you could add a
/examp Le IIS virtual directory that covers the D:\tomcat\webapps\examples
directory.

2. Configure the redirector to leave the static files for IIS.

To configure the redirector, you must edit the uriworkermap.properties file
to specify the URL-path pattern(s) that you want Tomcat to handle (usually
only JSPs and servlets). For the examp Les context, you must replace the
following line:

/examples/*=ajp13

with the following two lines:

/examples/#*.jsp=ajp13

/examples/serviet/*=ajp13
The second line is more explicit; it actually instructs the redirector to
redirect only the following:
+ Requests to resources under /examp les/servlet/.
+ Resources under /examples/ whose name ends with .jsp.

You can be more explicit and provide lines such as the following:
/examples/servlet/<servletname)=ajp13

This instructs the redirector to redirect requests whose URL path equals
/examples/servlet/<servletname) to the worker named ajp13.

End of procedure
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74

Next Steps

* Ifyou want to do any more advanced configuration of the Tomcat context,
return to the list of configuration options—see Advanced Configuration of
the Tomcat Context, page 72.

* If you want your eServices solution to include co-browsing functionality,
see Deploying KANA Response Live for co-browsing, page 78.

* Otherwise, you can begin to deploy the Model Setup of the eServices
components—see Chapter 5 on page 97.

Procedure:
Protecting the WEB-INF Directory

Each servlet application (context) has a special directory named WEB-INF. This
directory contains sensitive configuration data and Java classes, and you must
prevent web users from accessing or even seeing these directories. Although
you can use the IS management console to do this, the administrator must
remember that it has been done. To avoid this complication, the redirector
plugin automatically protects your WEB-INF directories by rejecting any request
that contains WEB-INF in its URL-path.

Start of procedure

*  You do not need to perform any actions to obtain this WEB-INF
protection. The redirector plugin does this automatically.

End of procedure

Next Steps

* Ifyou want to do any more advanced configuration of the Tomcat context,
return to the list of configuration options—see Advanced Configuration of
the Tomcat Context, page 72.

* Ifyou want your eServices solution to include co-browsing functionality,
see Deploying KANA Response Live for co-browsing, page 78.

* Otherwise, you can begin to deploy the Model Setup of the eServices
components—see Chapter 5 on page 97.

Procedure:
Configuring Tomcat to serve multiple contexts

Purpose: To configure the workers.properties file so that different Tomcat
processes can serve different contexts—for example, to spread the load among
different machines.

eServices 8.1 @



Chapter 4: Deploying Third-Party Web Applications

Deployment Guide

Connecting Tomcat and its Web Server

Summary

For Tomcat to serve multiple contexts, you must:

Define the workers (the Tomcat processes or instances) that you want to
use.

Assign each context its own worker.

Start of procedure

1.

Open the workers.properties file, located in the <CATALINA_HOME >/conf
directory.

In the worker. List entry, add workers using the following format:
worker. list=<{a comma separated list of worker names

Example
worker. list=ajp13, ajpl13second

Add entries for each individual worker, one for each associated host and
port, using the following format:

worker.<worker name).<property>=<property value)

Example
worker.ajp13.host=localhost
worker.ajp13.port=8007
worker.ajpl13second.host=otherhost
worker.ajp13second.port=8007

You can now assign the workers to serve the various contexts (one worker
for each context).

For example, look at the following uriworkermap.properties fragment:
/examples/*=ajp13
/webpages/*=ajp13second
The examp Les context is served by ajp13 while the webpages context is
served by ajp13second.

End of procedure

Next Steps

If you want to do any more advanced configuration of the Tomcat context,
return to the list of configuration options—see Advanced Configuration of
the Tomcat Context, page 72.

If you want your eServices solution to include co-browsing functionality,
see Deploying KANA Response Live for co-browsing, page 78.

Otherwise, you can begin to deploy the Model Setup of the eServices
components—see Chapter 5 on page 97.
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Configuring Apache and Tomcat for Linux
or Solaris

This section points you to third-party documentation on how to perform further
Apache and Tomcat configuration for Solaris or Linux. You can obtain
third-party documentation using either of these methods:

*  Procedure: Obtaining Apache documentation from the CD

*  Procedure: Obtaining Tomcat documentation from the CD and the Web

Note: For information about deploying Solaris or AIX with IBM WebSphere,
or Solaris with BEA WebLogic, see the following sections:

* Deploying Genesys Web Applications for WebSphere on AIX,
Solaris, or Windows, page 190

* Deploying Genesys Web Applications for WebLogic on Solaris,
page 201

Procedure:
Obtaining Apache documentation from the CD

Start of procedure
1. From the Interaction Management CD, locate the .html file applicable to
your operating system from one of the following folders:

Solaris

ThirdPartyApplications\Apache2.2.14\solaris\apache_documentation.ht
ml

Linux
ThirdPartyApplications\Apache2.2.14\linux\apache_documentation.html

2. Open the apache_documentation.html file. This document can assist you in
installing and building Apache for a Solaris or Linux environment.

End of procedure

Next Steps

* Ifyou have not done so already, configure and install eServices as outlined
in:

+  Chapter 5 on page 97
+ Deploying eServices on UNIX Hosts, page 185
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Procedure:
Obtaining Tomcat documentation from the CD and the
Web

Purpose: To obtain Tomcat documentation.

Start of procedure

1. From the Interaction Management CD, locate the .html file:
ThirdPartyApplications\TomCat_Servlet6.0.20\unix\tomcat_documentati
on.html

2. Open the tomcat_documentation.html file. This document includes
information about installing, configuring, and operating an Apache Tomcat
server.

3. For documentation about installation, building, and configuring mod_jk for
UNIX, see:
http://tomcat.apache.org/connectors-doc/index.html

4. The site referenced above also describes how to connect Apache to Tomcat
on UNIX.

Note: You can access links to these same locations from the port 8080 page of
your local host when your Tomcat server is running;:
http://localhost:8080/docs

End of procedure

Next Steps

* Ifyou have not done so already, configure and install eServices as outlined
in:

+  Chapter 5 on page 97
+ Deploying eServices on UNIX Hosts, page 185

Deployments with WebSphere on AIX or

Solaris

Deployment Guide

If you intend to use WebSphere on AIX or Solaris for eServices and its
Web-based interaction capabilities, necessary components, such as an
Enterprise Archive project, are dynamically generated during installation of
the Genesys Web API Server for AIX or Solaris. (This feature was introduced
in the 7.2 release.) Details on how to deploy web projects are set out in
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Chapter 10, beginning on page 185, after configuration and installation of
eServices itself.

Minimum Requirements

For hardware and operating system minimum requirements, see the Genesys
Supported Operating Environment Reference Guide. Ensure that you have at
least the following amount of free disk space on your installation host.

WebSphere Application Server 6.1

For AIX ® (32-bit WebSphere Application Server) or Sun Solaris:
* Total amount of disk space required is 1030 MB
*  Minimum 512 MB physical memory; 1 GB recommended

Software

Use IBM HTTP Server 6.1 and IBM WebSphere 6.1.

Deploying KANA Response Live for
co-browsing

KANA Response Live is used to enable the eServices Web Collaboration
feature, which allows an agent to direct a client’s web browser so that they can
view websites at the same time.

This section describes how to install and configure KANA Response Live on
the following platforms.

Table 3: KANA Response Live Supported Platforms

oS Web Server Application Container
Windows | Microsoft Internet Information Apache Tomcat
Server (I1IS)
Solaris Apache HTTP server Apache Tomcat
Linux Apache HTTP server Apache Tomcat

Prerequisites

* Create a new Microsoft SQL or Oracle database to use with KANA
Response Live.
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* Request and install an SSL certificate for your server. See Procedure:
Installing a new SSL certificate using IIS, on page 80.

Table 4: Task Flow to Deploy KANA Response Live

Objective

Related Procedures and Actions

1. Install KANA
Response Live

Follow the procedure for your operating system:

* Procedure: Installing KANA Response Live for
Windows, on page 82

* Procedure: Installing KANA Response Live for
Solaris, on page 88

* Procedure: Installing KANA Response Live for
Linux, on page 89

2. Create the database
schema.

Windows

On Windows deployments, the database schema is
created automatically during installation.

Solaris and Linux

For Solaris and Linux deployments, you must
manually create the schema:

* Procedure: Creating the KANA database schema
on Solaris or Linux, on page 90

3. Configure additional
settings.

Windows

For Windows deployments:

1. Change the router.enabled option in the
config.properties file to false.

2. Point the Home Directory in IIS to your KANA
installation folder.

For the full procedure, see Procedure: Configuring
KANA Response Live for Windows, on page 84.
Solaris or Linux

For Solaris or Linux deployments:

1. Change the router.enabled option in the
config.properties file to false.

2. Install a valid SSL certificate in the Apache Web
Server directory.

For the full procedure, see Procedure: Configuring

KANA Response Live for Solaris or Linux, on

page 91.
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Table 4: Task Flow to Deploy KANA Response Live (Continued)

Objective

Related Procedures and Actions

4. Test the installation.

Windows
For Windows, you can start running the KANA

Response Live server by launching the .bat files in
kana\hbroot\bin.

For the full procedure, see Procedure: Testing the
KANA Response Live installation on Windows, on
page 87.

Solaris or Linux

For Solaris or Linux, you can start the KANA
server using the following command:
/usr/local/kana/hipctl start

For the full procedure, see Procedure: Testing the
KANA installation on Solaris or Linux, on page 92.

5. Test co-browsing

Use the following URLSs to start a test co-browsing

functionality. session:

*  Windows:
http://<hostname)/index.html

* Solaris or Linux:
http://<hostname)/responselive/index.html

For the full procedure, see Procedure: Launching a

co-browsing session, on page 93.

Procedure:

Installing a new SSL certificate using IIS

Purpose: To configure an SSL certificate for your Kana Response Live server,
using Microsoft IIS Manager.

Start of procedure

1.

To open IIS Manager, select Start > Administrative Tools > Internet

Information Services (IIS) Manager.

In the left frame, expand Server_Name(local computer), find and

right-click Default Web Site, and then select Properties.

On the Directory Security tab, in the Secure communications section,

The Web Server Certificate Wizard opens.

2.
3.
click Server Certificate.
4. On the WeLcome page, click Next.
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10.

11.

12.

13.
14.

15.

16.

17.

18.
19.

Deploying KANA Response Live for co-browsing

Select Create a new certificate, and then click Next.
Select Prepare the request now, but send it later, and then click Next.

Enter a name for your certificate, select a bit length (the higher the bit
length, the stronger the encryption), and then click Next.

On the Organization Information page, enter your company name in the
Organization box and a descriptive name for your organizational unit in
the Organizational unit box.

Enter either the fully qualified domain name (FQDN) or the server name as
the Common name for your website—the address you want users to enter
when browsing to your site.

Tip: For the Common name, make sure you use a valid DNS name. It must
match the external FQDN of your website. For intranet-only purposes,
you can use the internal FQDN for your sever, or the NetBIOS name.

Enter your location information, and then click Next. Do not use
abbreviations for State/province or City/locality.

The Certificate Request File Name page opens.

Enter the path and file name where you want to save your certificate
request, and then click Next.

Review the summary of your certificate request information, and then click
Next.

IIS creates the certification file.
Click Finish.

At this point, you need to send the certification file to the online Certificate
Authority of your choice. Contact the Certificate Authority for directions
on how to submit your request.

When you receive the response file from the Certificate Authority, you
need to reopen the certificate installation wizard. Again on the Directory
Security tab of your Default Web Site Properties dialog box, click
Server Certificate. Click Next to continue.

Select Process the pending request and install the certificate, and
then click Next.

Enter the location of the certificate file you received from the Certificate
Authority, and then click Next.

Review the summary, and then click Next.
Click Finish.

End of procedure
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Next Steps

* Install KANA Response Live. See Procedure: Installing KANA Response
Live for Windows.

Installing and Configuring KANA Response Live for Windows

Use these procedures to install and configure KANA Response Live in a
Windows environment.

Procedure:
Installing KANA Response Live for Windows

Purpose: To install KANA Response Live for Windows.

Prerequisites

* An SSL certificate is installed. See Procedure: Installing a new SSL
certificate using IIS, on page 80.

Start of procedure

1. Locate and double-click the KANA Response Live setup file. For
Windows, this file is called V<version>_Win_Tomcat_IIS_DB_CHAT.exe.

Note: For eServices 8.1, the current supported version for Windows is
KANA Response Live Version 10 R3. The file on the 8.0 CD is
V10.3.0.14_Win_Tomcat_IIS_DB_CHAT.exe.

2. Enter your Web Server and Application Server host names, and click Next.
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2 KANA Response Live 101 =l

Response Live Server Name

The installation needs to know akout the server on which it is being installed.
Pleaze enter the fully qualified damain name used to access the web semver {eg
whwy cOnavigator.com). Also, enter the application server name. The application
semver name can differ fram the web server name.

Web Server HostName yourDomain.cam

Application Server HostName |yourDomain.com

Ereviaus Mext

Figure 13: KANA Response Live Installation

3. Select the database type you created, and click Next.

4. Enter login parameters for the database instance that you created, and click
Next.

5. Enter a Server ID, and click Next. This Server ID is a unique name of four
characters or less.

6. Ifyou did not enter valid database login information, the Database Check
Result page displays an error message. To correct the information, click
Previous to return to the appropriate pages. To continue, click Next.

7. Click Next to start the preinstallation checks.

If you did not install a valid SSL certificate before installing KANA
Response Live, a warning appears (see Figure 14). Click Next to continue,
and install your SSL certificate after completing the installation.
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2 KANA Response Live 101 =l

System Fails to Meet Requirements

Problems were found while checking the following cormponents on your system: ﬂ

An S5L (HTTPS) connection was not ahle to be established with your system.
Comman causes include:

* 55Lis notenabled onweb server

* Inwalid S5L cedificate

* Expired certificate

* Cedificate hosthame does not match system hostname

* Incompatible cipher suites on server

You may proceed with the installation. However, the system
testing indicates one or more problems that will likely prevent
the software from working correctly.

[~
Exit | Previousl Mext |

Figure 14: System Requirements Warning

8. Click Next at the Introduction page.

9. Choose the installation folder for KANA Response Live, and click
Install.

Warning! Do not include any spaces in the folder name (for example, use
Responselive instead of Response Live).

10. Click Next.
11. Leave the Yes checkbox unselected, and click Next.
12. At the Launch Page page, click Next.

13. Click Done. The installation is complete.
End of procedure

Next Steps

* Configure KANA Response Live. See Procedure: Configuring KANA
Response Live for Windows.

Procedure:
Configuring KANA Response Live for Windows

Purpose: After installing KANA Response Live on your Windows machine,
you need to make the following additional configurations:
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Update your config.properties file. Change the router.enabled option in
the config.properties file to false.

Change your IIS Default Web Site so that the Home Directory points to
your KANA installation folder.

Apply Patch5 for Kana Response Live Version 10 R3, by using
Responsel ive10R3_Patch5.zip in the
ThirdPartyApplications/KANAResponselL ivePatch5for10R3 folder on the
Genesys Web Collaboration CD.

Note: KANA Response Live has many other functions and configurable

options that are not described in this Deployment Guide. To ensure
compatibility, Genesys does not recommend making use of additional
functionality or changing any options other than those described below.

Prerequisites

KANA Respond Live is installed. See Procedure: Installing KANA
Response Live for Windows, on page 82.

Start of procedure

1.

To update your config.properties file, complete the following actions:
a. Open the config.properties file located in <KANA_HOME >\hbroot\conf.
b. Change the router.enabled option to false.

c¢. Save and close the properties file.

To change your IIS Default Web Site home directory, complete the
following actions:

a. Open Internet Information Services (IIS) Manager.

b. Right-click on Default Web Site, and select the Properties option
(Figure 15).
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t Internet Information Services {II5) Manager - |E||i|
¥9 Fle ackion  Yiew Window  Help | == x|
= | AHEEHE 2 2] moa
-Fg Inkernet Information Services | | Mame | Path | Skatus
=8 (local computer) @ CertCantrol CAWINDOWS sy shem32| CartSrviCe. .
[-_J Web Sites ) CertEnvoll CHWINDOWS system32|CartSriCe. .,
g z Sl E;ci:nlnre CAWINDOWS, system3Z CertSry
) Web Service Extensic = ,
e CAKANA  omCat
Permissions
Browse
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Skop
Pause
Mew »
Al Tasks 3
Vi 3
Mew Window From Here
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Export List...
l | 1l Help I _'I
|O|:|ens property sheet For the curfeRE selectorn, | |

Figure 15: Internet Information Services (lIS) Manager

¢. Onthe Default Web Site Properties page, select the Home Directory

tab (Figure 16).

Default Web Site Properties 2=
Direckory Securiky I HTTP Headers I Cuskom Errors I ASP.MET
WebSite | Performance | ISAPIFikers  HomeDirectory | Documents
The content For this resource should come From:
&' 2 directory located on this computer:
™ A share located on another computer
" A redirection ko a URL
Local path: I CHKANA web Browse. .. |
[ Scripk source access v Log visits
v Read [w Index this resource
[ Write
™ Directory browsing
Application settings
Application name: | Default Application Remove |
Starting point: <Default web Site =
Configuration, .. |
Execute permissions: |Scripts only ;I
Application protection: IMedium {Pooled) j r|mad |
(0] 4 I Cancel | Gy | Help |

Figure 16: Default Web Site Properties
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d. Change the Local path value to <KANA_HOME »\web.
e. Click 0K to save the change.

End of procedure

Next Steps

» Test the installation. See Procedure: Testing the KANA Response Live
installation on Windows, on page 87.

Note: To configure Kana Response Live application server to support a
single remote web server, make the following change on the Response
Live application server:
In the System Administration Tool, edit the ISystems properties for the
Response Live Server. In the Host Servers, change Login Cookie
Domain to the IIS Server domain name.

Procedure:
Testing the KANA Response Live installation on
Windows

Purpose: This procedure describes how to test the KANA Response Live
installation on Windows.

Prerequisites

* KANA Response Live is configured. See Procedure: Configuring KANA
Response Live for Windows, on page 84.

Start of procedure

1. Locate and double-click the following files (in the order listed) to start
your KANA Response Live installation:
a. hipregistry.bat
b. router.bat
c. tomcat.bat

2. Start (or restart) your Web Server.

3. Follow the steps listed in Procedure: Launching a co-browsing session, on
page 93 to test co-browse functionality.

End of procedure
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Installing and Configuring KANA Response Live for Solaris or

Linux
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To install KANA Response Live on a Solaris or Linux system, you must use a
user that has superuser permissions and has write permissions in the
/usr/local directory, such as root.

Procedure:
Installing KANA Response Live for Solaris

Purpose: To install KANA Response Live for Solaris.

Start of procedure

1.

Transfer the KANA Response Live software package to the system, using
the following command:
pkgadd -d Cona_sparc-V<version»_sol7-sparc.

Note: For eServices 8.1, the current supported version for Solaris is
KANA Response Live Version 10R2. Use the
Cona_sparc-V10.2.0.9-sol7-sparc file on the CD.

Select 1 and press Enter.
Type the fully qualified domain name of your system and press Enter.

A message will appear asking where you want to install. Press Enter to
select the default location /usr/Llocal/kana. You cannot install in any other
directory, as this path name is hard-coded.

A message will appear asking for the packages to install. Press Enter to
select the default all option and start the installation process. The installer
creates the KANA Response Live files and copies them to the KANA
Response Live installation directory /usr/local/kana.

Select the database type that you created. For details, see “Prerequisites”
on page 78.

At the prompt, type the database host name and press Enter.

Enter the following information about your database, as prompted:
a. Database server name.
b. Database instance name.

Note: The length of the database instance name should not be greater
than 12.
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¢. Administrator’s user name.

d. Administrator’s password.
9. Enter a server ID. This ID is a unique name of four characters or less.

10. Press Y to confirm the information you entered, and to transfer the package.
End of procedure

Next Steps

* Create the database schema. See Procedure: Creating the KANA database
schema on Solaris or Linux, on page 90.

Procedure:
Installing KANA Response Live for Linux

Purpose: To install KANA Response Live for Linux.

Start of procedure

1. Transfer the KANA Response Live software package to the system, using
the following command:
./pkginst add

Note: For eServices 8.1, the current supported version for Linux is
KANA Response Live Version 10R3. Use the
cona_linux-V10.3.0.14-Linux.tar file on the CD. You will have
to unzip this file. To do so, enter tar -xvf <filename) at the
command prompt. Then you can enter the command in Step 1.

2. Press Enter.
3. Type the fully qualified domain name of your system and press Enter.

4. Select the database type that you created. For details, see “Prerequisites”
on page 78.

5. Enter the following information about your database, as prompted:
a. Database server name.

b. Database instance name.

Note: The length of the database instance name should not be greater
than 12.

¢. Administrator’s user name.
d. Administrator’s password.
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6. Enter a server ID. This ID is a unique name of four characters or less.

Note: The following message can be ignored if it appears during installation:
./postinstall_k: Lline 37: ndd: command not found
It will not have any affect on the installation.

7. The installation generates a dummy certificate.

Note: Installation on Linux ends without a successful completion message
(as it does after installation on Solaris).

End of procedure

Next Steps

* Create the database schema. See Procedure: Creating the KANA database
schema on Solaris or Linux, on page 90.

Procedure:
Creating the KANA database schema on Solaris or
Linux

Purpose: To create the KANA database schema on Solaris or Linux.

Prerequisites

* KANA Response Live is installed. See Procedure: Installing KANA
Response Live for Solaris, on page 88, or Procedure: Installing KANA
Response Live for Linux, on page 89.

Start of procedure

1. Enter the following commands to start the installation script:
cd /usr/local/kana/hbroot/bin
./clinstaller.sh

2. Select the database type that you created. For details, see “Prerequisites”
on page 78.

3. Enter the following information about your database, as prompted:
a. Database instance name.

Note: The length of the database instance name should not be greater
than 12.
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b. Administrator’s user name.
¢. Administrator’s password.
d. Database server name.
4. Type the KANA Response Live server name and press Enter.

5. Enter the server ID that you specified in Step 9 of the “Installing KANA
Response Live for Solaris” section.

6. Enter the database tablespace name.

7. Press Y to confirm the information that you have entered, and to install the
database schema.

End of procedure

Next Steps

* Configure KANA Response Live. See Procedure: Configuring KANA
Response Live for Solaris or Linux, on page 91.

Procedure:
Configuring KANA Response Live for Solaris or Linux

Purpose: To configure KANA Response Live for Solaris or Linux.

Prerequisites

+ KANA Response Live is installed. See Procedure: Installing KANA
Response Live for Solaris, on page 88, or Procedure: Installing KANA
Response Live for Linux, on page 89.

Note: KANA Response Live has many other functions and configurable
options that are not described in this Deployment Guide. To ensure
compatibility, Genesys does not recommend making use of
additional functionality or changing any options other than those
described below.

Start of procedure

1. Update your config.properties file:

a. Open the config.properties file located in
/usr/local/kana/hbroot/conf.

b. Change the router.enabled option to false.

Save and close the config.properties file.
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2. In order for the KANA Response Live Server to function, you must install
a valid SSL certificate in the packaged Apache Web Server located at:

/usr/local/kana/apache

3. For Linux only: apply Patch5 for KANA Response Live Version 10 R3, by
using Responselive10R3_ Patch5.zip in the
ThirdPartyApplications/KANAResponsel ivePatch5for10R3 folder on the
Genesys Web Collaboration CD.

End of procedure

Next Steps

* Test the installation. See Procedure: Testing the KANA installation on
Solaris or Linux, on page 92.

Procedure:
Testing the KANA installation on Solaris or Linux

Purpose: This procedure describes how to test the KANA installation.

Prerequisites
* The KANA database schema exists. See Procedure: Creating the KANA
database schema on Solaris or Linux, on page 90.

* KANA Response Live is configured. See Procedure: Configuring KANA
Response Live for Solaris or Linux, on page 91.

Start of procedure

1. Start your KANA Response Live installation using the following
command:

/usr/local/kana/hipctl start

Note: After the Genesys Web Collaboration Server is installed, you do
not use this command to start or stop KANA Response Live.
Instead, use the following commands:

Start Genesys Web Collaboration:
/usr/local/kana/hipctl_start.sh

Stop Genesys Web Collaboration:
/usr/local/kana/hipctl_stop.sh
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2. Follow the steps listed in Step 1 on page 93 to test co-browsing
functionality.

End of procedure

Next Steps

* Launch a co-browsing session. See Procedure: Launching a co-browsing
session, on page 93.

Launching a Co-Browsing Session

Deployment Guide

Complete the following procedure to launch a test co-browsing session using
either the Windows, Solaris, or Linux deployment of KANA Response Live.

Procedure:
Launching a co-browsing session

Purpose: To test co-browsing functionality. Once KANA Response Live is
installed, you can use two hosts to test the co-browsing sessions.

Prerequisites
* KANA Response Live is installed.

Start of procedure

1. On the first host, open the KANA Response Live launch page in a web
browser (see Figure 17 on page 94).

Windows: http://<hostname>/index.html

Solaris or Linux: http://<hostname>/responselive/index.html

Deploying KANA Response Live for co-browsing
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B

KANA Response Live Server - Version 10.1
Domain: yourDomain.com

Test Install

Choose a specific iChannel ID that yvou would  iChannel ID:
like to test. If you have just installed Resonse |Defau|t

Live, and have not yet created an iChannel,

choose Default. Launch as:

|guest

You may specify text in the 'Launch as' field
that will prepend the User ID for testing Go |
purposes (optional).

Administration Tools
System Administration Tool

Allows you to configure and manage the following: Organizations,
Organization Administrators, and Clustering.

Organization Administration Tool

Allows you to configure and manage the following: iChannels,
Supervisors, Agent Groups, and Agents.

Launch Chat

Launch Agent Page

Allows you to launch chat as agent
Launch Customer Page

Allows you to launch chat as customer
Supervisor Console

Allows supervisor to monitor agent aczivity

Copyright @ 2007 KANA Inc. - All Rights Reserved.

|&] pore |_|_|_|_|_|° Internet 4
Figure 17: KANA Response Live Launch Page

2. Enter the channel and user ID, and click Go.
iChannel ID: Default
Launch as: guest

3. On the second host, repeat Steps 1 and 2.

4. On the first host, enter the user ID for the second host into the
Connect With field (see Figure 18 on page 95), and click 6Go.
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a https:// ful.domain.com - Respon... M=l B3

KANA

guestONE1332
ect with

in another

Connected to
Co-navigate |Exit

| A MNAConnected
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Figure 18: Web Collaboration Connection Window

5. On the second host, click Yes to accept the Web Collaboration session (see
Figure 19).

a https:// ful.domain.com - Response Live Service

@ Do you want to co-navigate with 'guestONE1332'?
Click Wes'to co-navigate with 'guestOnET 332"

|&] Done I_I_I_I_la_lﬂ Internet 4
Figure 19: Request for Web Collaboration

A new web browser window opens on both hosts, showing the shared web
session.

Note: Before installing the Genesys Co-Browsing components, you should
remove the KANA Response Live start service. See “Remove the
KANA Response Live Start Service” on page 101 for details.

End of procedure
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Next Steps

* Install and configure eServices. See Chapter 5 on page 97.
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Chapter

Deployment Guide

Model Configuration and
Installation on Windows

This chapter describes a model single-tenant setup, using a Windows
environment, such as might be deployed in a lab setting. This model setup,
which includes all Genesys and third-party components, is assumed to be a
first-time installation.

The information in this chapter is divided among the following topics:

The Model Environment, page 98

Overall Strategy, page 98

Prerequisites, page 99

Web Server and Web Application Container, page 101
Configuring eServices Objects, page 101

Installing eServices Components, page 136

Manual Installation of eServices Components, page 146
Creating Databases and Running Scripts, page 152
Verifying Connections, page 153

Testing eServices Components, page 154

Testing the Setup, page 157

This chapter assumes that you are familiar with the use of the Genesys
Configuration Manager. See Framework 8.0 Configuration Manager Help for
detailed directions on using Configuration Manager.

For your own deployment, be sure to use the “Configuration Worksheet” on

page 42 to help you plan the specifics of your solution.
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The Model Environment

The model environment is deployed on one computer with the network name
MMHost and with the following software components:

Genesys Framework
Universal Routing

Genesys Desktop (a Genesys-designed agent desktop, not part of
eServices)

Stat Server (part of Real-Time Metrics Engine)
POP3 e-mail server
All eServices components

Web components, including web server and Java components

Overall Strategy

The strategy for configuring and installing the model environment is as
follows:

1.

98

Prerequisites

You must have some items installed and operating before starting,
including Framework, Routing, and various third-party applications. This
document does not describe installation procedures for these components
beyond what is available in Chapter 4, beginning on page 55. (For detailed
information on deploying a given non-eServices component, see the
related Deployment Guide for that component.)

You should also create a shared directory to receive the installation
packages for the eServices components.

Web Server and Web Application Container

Install, connect, and/or configure components that enable web services.
+ Install and connect Apache, then Tomcat. (See Chapter 4.)
Configuration

Install and use the eServices Configuration Wizards that Genesys supplies
to guide you through the process of configuring this solution. These
wizards help you configure a number of different components, and each
component wizard has its own name. Throughout this section, however,
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these wizards will generally be referred to as the eServices Configuration
Wizards, unless identifying a specific component wizard by name is more
helpful.

Note: You can configure most of the components and contact center objects
you need from within the eServices Configuration Wizards interface.

Interaction Server Proxy, Universal Contact Server Proxy, and SMS
Server cannot be configured within the eServices Configuration
Wizards interface. See Chapter 12, beginning on page 223 for
information about the manual deployment of these components.

4. Install the eServices Configuration Wizards.
a. Install Interaction Workflow Samples.
b. Install the Web Callback Application.
c. Configure contact center objects—Switching 0ffice, Switch, Places.
d

Configure eServices objects—Media servers, clients, other
components.

5. Installation
Install the eServices 8.1 components.
a. Perform integrated installation of eServices servers.
b. Install Genesys Desktop.
6. Testing the setup
a. Test individual components.
b. Test your model setup as a whole and troubleshoot any problems.

The following sections of this chapter describe these procedures in detail.

Prerequisites

The model setup uses the components listed in Table 5.

Table 5: Prerequisite Components

Type of Component Component Used
Operating System A supported Windows environment.
Web Server Apache Web Server.

Web Application Tomcat.
Container
E-mail (POP3) Server Third-party e-mail server.
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Table 5: Prerequisite Components (Continued)

Type of Component

Component Used

Java Environment

Java Runtime Environment (JRE). For supported
versions, see the Genesys Supported Operating
Environment Reference Guide.

Database Server

Microsoft SQL 2008. For other supported databases,
see the Genesys Supported Operating Environment
Reference Guide.

License Server

License Server 9.5; License File: 7260eMMHost .
eServices 8.1 also supports FLEXNet Publisher
v11.9 License Manager.

Genesys Framework,
including

* Management Layer

» Stat Server (part of
Real-Time Metrics
Engine)

Genesys Framework, single tenant.

Management Layer.

Stat Server Application object name Stat_Server.

If installing a new Stat Server:

» Do so prior to running the eServices 8.1
Configuration Wizards.

» Make sure you select Stat Server Java Extensions
(SSJE). SSJE requires a Java Runtime
Environment (JRE) on the computer hosting this
instance of Stat Server.

If using an existing Stat Server:

*  You will likely need to enable SSJE. This
requires creating new Java sections in the Stat
Server application object and installing new java
extension files. For details, consult the
Framework 8.1 Stat Server Deployment Guide.

Genesys Universal
Routing

Genesys Universal Routing, with a multimedia
routing strategy enabling e-mail and chat.

Be sure you have these components installed and operating properly before
installing eServices 8.1. For instructions, see the documentation for Genesys
Framework and Universal Routing.

Create Host

If you plan on installing eServices on the same computer as Genesys

Framework, you should already have a Host object created and available for
your eServices deployment. However, if you have not already done so, or if
you want to install eServices on a different computer than Framework, create
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the Host object in the Configuration Layer for the machine that will host your
model environment.

Create a Shared If you plan to install eServices components across multiple hosts, create a
Directory  shared directory on your local drive or network to receive the installation
packages. Genesys recommends that you do this before starting the
configuration and installation process. (This is unnecessary if you plan to
install eServices on a single host.)

Remove the KANA If you plan to install Genesys Co-Browsing components, you should remove
Response Live  the KANA Response Live start service. For Windows systems, check the
Start Service  Wwindows Services application to ensure that KANA Response Live Service is
configured to start manually and is not running. For Solaris systems, use the
rm -f /etc/rc2.d/S88hipctl command to remove the start service.

Create Contact, Create three databases in your SQL Server RDBMS. Two of these will
Interaction (and  accommodate Universal Contact Server contact information, and the other will
Co-Browsing)  handle Interaction Server’s one table for tracking transient data. If you are also
Databases deploying Co-Browsing Server, you may want to create an additional database
for it. (Alternatively, you can use the UCS database to store Co-Browsing
Server information.) You will use the names of these databases during your
creation of eServices Database Access Points (DAPs). After configuration and
installation, you will run scripts against these databases to make them available
to Genesys servers.

Note: For DB2 RDMS users, before running your database scripts, you need
to create an additional table space with a corresponding buffer pool
page size of at least 8 KB.

Web Server and Web Application Container

The installation of the web server and the web application container are
described in Chapter 4, beginning on page 55. Any further instructions in this
chapter coincide with steps you may need to take in using wizards to deploy
eServices.

Configuring eServices Objects

The first step in configuring eServices 8.1 is to install the eServices 8.1
Configuration Wizards.
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The second step is to install the Interaction Workflow Samples. Doing so
provides you with a number of Configuration Layer objects that are useful
later, when implementing the model environment..

Note: Because eServices requires specific configuration objects, including
certain Queue and View objects, if you do not install the Interaction
Workflow Samples first, you must create these objects manually to
allow the wizard to install the solution. If you create these objects
prior to running the wizard, the wizard uses them. If you do not install
the Samples first, and if you have not created these objects previously,
you must create and configure the default Queue objects for E-mail
Server and Chat Server prior to completing the eServices deployment.

The eServices 8.1 Configuration Wizards take you through a step-by-step
configuration process, allowing you to create Configuration Layer objects and
to associate them with each other as needed. After you configure each
component, the wizard copies the software to the directory you specify. Once
you have configured all the eServices components, you will install them with
the eServices Installation Starter. See “Installing eServices Components” on
page 136 for more details.

Note: At certain points, the configuration or installation wizards might
prompt you to restart your computer. If you receive such a prompt,
allow the restart to occur, then continue with the configuration or
installation process.

Procedure:
Installing the eServices Configuration Wizards

Purpose: To install the configuration wizards used to deploy an eServices
solution.
Prerequisites

* Interaction Management CD.

» Start the Configuration Layer.

Start of procedure

1. Install the eServices Configuration Wizards and Genesys Wizard Manager.

In the root directory of the Interaction Management CD, find Setup.exe.
Run Setup.exe and follow the directions. You may want to read the Wizard
Advisory supplied with the wizard.
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2. Ifyou intend to configure your Stat Server as you configure eServices, you
should also install the configuration wizard for this product.

End of procedure

Next Steps

* Procedure: Installing and Starting Interaction Workflow Samples

Procedure:
Installing and Starting Interaction Workflow Samples

Purpose: To instantiate objects in the Configuration Layer, which you will find
helpful when completing the full eServices configuration and installation.

Interaction Workflow Samples use a number of preconfigured Script objects
of various subtypes, including Simple Routing, Interaction Queue, Workbin,
and Interaction View.

Prerequisites

* Interaction Management CD.

Start of procedure

1. Install the Interaction Workflow Samples.

a. On your Interaction Management CD, find and double-click Setup.exe
in the solution_specific\InteractionWorkflowSamples\windows
directory.

b. At the welcome page for the installation wizard, click Next.

Specify the destination for Interaction Workflow Samples, and click
Next.

d. Click Install.
e. ClickFinish.

2. Start the Interaction Workflow Samples.

a. From the Windows taskbar, select Start > Programs ) Genesys
Solutions > eServices 8.1.0 > Interaction Workflow Samples >
Start Interaction Workflow Samples. This launches the Interaction
Workflow Samples Wizard.

b. Login to Configuration Manager using your user name and password.

c. AttheWelcome to Interaction Workflow Samples Wizard window,
click Next.
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d. Ifusing a multi-tenant environment, select the Tenant and click Next.

Tip: During the installation, the setup procedure does not look for
possible name conflicts between existing objects and new
components from the Interaction Workflow Samples. It overwrites
any existing objects.

In order to prevent the loss of existing objects, Genesys
recommends you install the new samples into a separate tenant.
Alternatively, you should use IRD’s Business processes export
capability to create backups of workflows and strategies related to
an existing configuration.

e. Specify a destination directory for the strategy files, and click Next.

You may want to select the directory used for your Interaction Routing
Designer strategies, unless it already contains strategies with same file
names, which would then be overwritten. If you do decide to use that
particular directory, make a backup of its content before proceeding.

Tip: Do not select the StrategyFi Les directory created during
installation of your Interaction Workflow Samples as the target
here. This causes file “collision,” since the source and target files
are then identical.

f. Atthe Import Completed window, click Next.
g. Click Finish.

Once you exit the wizard, you can view the new objects (over 180 of
them) installed with these Samples, by opening the <tenant>\Scripts
folder in Configuration Manager.

End of procedure

Next Steps

*  Procedure: Configuring eServices objects using the wizard

Procedure:
Configuring eServices objects using the wizard

Purpose: To configure all eServices components required for an eServices
solution. Use the eServices Configuration Wizards to launch the main wizard
and any supplementary wizards necessary for your deployment.
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This procedure provides values for a model setup on a single Windows host,
with two databases. Substitute the model values for the values that you entered
on your Configuration Worksheet on page 43.

Note: If you are deploying Co-browsing Server, you must install that
component and the supporting third-party software, KANA Response
Live Server, on a separate host from the Web API Server. Other than
Co-Browsing Server, all other components can reside on the same host
machine.

Prerequisites

* Procedure: Installing the eServices Configuration Wizards, on page 102.

* Procedure: Installing and Starting Interaction Workflow Samples, on
page 103.

* Interaction Management CD (for eServices Objects).
* Management Framework CD (for adding DB Servers).

* Depending on the type of solution that you purchased, you also require the
following CDs:
+ Genesys E-mail CD
+ Knowledge Management CD
+ Genesys Chat CD
+ Genesys Web Collaboration CD

* A license server running on the host computer.

* A completed Configuration Worksheet (see Table 1 on page 43).

Summary of the Wizards

The eServices Configuration Wizards consist of a main wizard and multiple
secondary wizards, which are launched automatically when you indicate that
you want to configure particular components. The wizard presents only those
pages that are applicable for your deployment, or for the stage of deployment
that you have reached.

Table 6 summarizes the flow of the main and secondary wizards to deploy the
model setup. The information in the Key Actions and Inputs (Model Setup)
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column gives you the model-specific data inputs and actions for that section of
the wizard.

Table 6: Configuration Wizard Work Flow

Wizard Step

Key Actions and Inputs (Model Setup)

1.

Launch the eServices
Configuration Wizard,
page 112

Start > Programs > Genesys Solutions >
eServices 8.1.0 > eServices
Configuration Wizards > Start Wizard
Manager

Give your solution a name,
page 113

Solution name: MM81

Select Simple or Custom
Configuration, page 113

Select Custom Configuration.

. Copy the IP to your shared

directory, page 113

Copy the IP from the Interaction Management
CD, and paste it to your shared directory.

For more info, see Procedure: Create a Shared
Directory, on page 101.

Select or add a Message
Server, page 114

Add a Message Server from the existing
Framework components.
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Table 6: Configuration Wizard Work Flow (Continued)

Wizard Step

Key Actions and Inputs (Model Setup)

Add the Database Access Points
and associated DB Servers:

At the Solution Components: Data Access
Point page, click Add to launch the Database
Access Points Wizard, which you run several
times to create the following:

» Interaction Server DAP
* DB Server for Interaction Server database

* A shared DAP for Universal Contact
Server and Co-Browsing Server

Note: You must create all required DAPs and
DB Servers here, before moving on to other
components. The wizard does not permit you
to create DAPs later in the configuration.

If you intend to use the Event Logger
functionality that was introduced in version
7.6.1, or the message queue functionality that
was introduced in 8.0.1, you will need
additional DAPs. Configuration and
deployment is explained in the “Interaction
Server: Advanced Topics” section of the
“Ongoing Administration and Other Topics”
chapter of the eServices 8.0 User's Guide.

6. Create the Interaction Server
DAP, page 114

Name = MM81_Ixn_DAP

7. Add the Interaction DB
Server, page 114

Name = MM81_IxnDBServer
Host = MMHost

Default Port = 6110
DBMS Type = mssql

For the model setup, you can skip TLS
Settings and Backup Server Information.

Select MM81_IxnDBServer to finish
configuring the DAP.
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Table 6: Configuration Wizard Work Flow (Continued)

Wizard Step

Key Actions and Inputs (Model Setup)

8. Configure the Interaction
Server DAP, page 115

DBMS Type = mssql

DBMS Name = MMHost

Database Name/SID = IxnDB

User Name = sa

Password = <password for user sa>
Case Conversion = any

Note: The Interaction Server DAP must have
its Case Conversion attribute (on the DB Info
tab) set to any or upper. Setting it to Lower
causes an error when Interaction Server
initializes.

9. Create the Universal Contact
Server DAP (Main), page 116

This DAP uses a JDBC connection. You do
not need to create a DB Server, but make sure
you enable JDBC access and clear the DBMS
name.

DAP Name = MM81_UCS_DAP
Database Name/SID = Customer
JDBC Port = 1433

JDBC Role = Main

10.Add the Universal Contact
Server, page 117

At the Solutions Components: Universal
Contact Server Page, click Add to launch the
Universal Contact Server Wizard.

Name = MM81_UCS
Server Host = MMHost
Server Default Port = 6120

11.Select the type of Interaction
Server, page 118

» Ifyouselect New-Style Interaction
Server, the wizard creates a multimedia
Switch object for you. Continue at
Step 13.

» Ifyouselect Switch-based Interaction
Server and the wizard detects a properly
configured Multimedia type Switch
object, continue at Step 14.

» Ifyouselect Switch-based Interaction
Server and the wizard does not detect a
properly configured Multimedia-type
Swi tch object, continue at Step 12.

For the model setup, select New-Sty Le
Interaction Server and continue at Step 13.
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Table 6: Configuration Wizard Work Flow (Continued)

Wizard Step

Key Actions and Inputs (Model Setup)

12.Create a Multimedia Switch
object (Switch-based
Interaction Server only),
page 119

For Switch-based Interaction Server only.
Our model setup uses the following names:

Switch = MM81_Switch

Switching 0ffice = MM81_Switching_Office
Switch Type = Multimedia Switch

13.Configure Framework
Resources, page 120

This wizard lists all current Framework
resources (Agents, Places, and so on), and
prompts you to create any missing resources
that the solution requires. Note that:

» Ifyou selected New-Style Interaction
Server, this wizard launches before you
configure the Interaction Server itself.

» Ifyou selected Switch-based
Interaction Server, this wizard launches
as the last step in configuring the
Interaction Server.

14.Configure the Interaction
Server, page 122

Name = MM81_IxnSrv

Host = MMHost

Default Port = 6130

License Server Host = MMHost
License Server Port = 7260

15.Select a Stat Server, page 124

This wizard connects your existing Stat
Server to all necessary components with one
action—click ADD.

16.Add a Universal Routing
Server, page 124

Add your existing Universal Routing Server
to the solution.

For the full procedure, see page 124.

17.Add an Application Cluster,
page 124

Use this wizard to group components for
load-balancing. Otherwise, you can skip this
step.
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Table 6: Configuration Wizard Work Flow (Continued)

Wizard Step

Key Actions and Inputs (Model Setup)

18.Add the Web API Server,
page 125

For our model setup, enter the following
values:

Name = MM81_WebAPIServer
Host = MMHost
Default Port = 80 (or 443 if using https)

Add connections to: Message Server, UCS,
Stat Server, Interaction Server, SCS

You can also use this wizard to add .NET
Web API Server & Samples. Follow the same
steps, but copy the following installation
package:
DotNetWebAPIServer_CompoundSamples

19.Add the Universal Contact
Server Manager, page 126

For our model setup, name the UCS Manager:
MM81_UCSMgr
Add a connection to UCS.

20.Select Additional CDs for
Installation, page 127

Launch the wizards for the rest of your
purchased components—the wizards launch
one after another, depending on how many
you select.

For the full procedure, see page 127

21.Add E-mail Server, page 127

Skip this step if your solution does not
include e-mail interactions.

Name = MM81_E-mai LServer
Port = 6150

Add connections to: Message Server,
Interaction Server, and UCS

POP Server Info

For the model setup, use MMHost as the POP3
and SMTP server host. Adjust accordingly if
your enterprise is using a POP3 server.

For details about creating addresses and
accounts, and enabling web form e-mail, see
the full procedure on page 127.
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Table 6: Configuration Wizard Work Flow (Continued)

Wizard Step

Key Actions and Inputs (Model Setup)

Complete the Knowledge
Management Wizard:

22.Add the Classification Server,
page 129

23.Add the Training Server,
page 130

24.Add the Knowledge
Manager, page 130

Skip these steps if you did not purchase
Knowledge Manager.

Name = MM81_ClassificationServer
Port = 6160

Add connections to: Message Server and
UCS.

Name
Port

MM81_TrainingServer
6170

Add connections to: Message Server and
UCS.

Name = MM81_KnowledgeManager

25.Add the Chat Server,
page 131

Skip this step if your solution does not
include chat interactions.

Name = MM81_ChatServer

Port (default) = 6180

Port (webapi) = 6181
Port (ESP) = 6182

Add connections to: Message Server,
Interaction Server, and UCS

26.Add the Co-Browsing Server,
page 132

Skip this step if your solution does not
include co-browsing functionality.

Name = MM800_Co-BrowsingServer
Default Port = 6195

Add connections to: Message Server and a
JDBC-based DAP (MM81_UCS_DAP in the
model setup).

27.Create Capacity Rules,
page 132

Select a folder in the Configuration Server
where the rules will be stored, and then select
the rules that eServices will use as its default.

28.Complete the wizard,
page 133

If you quit the wizard before you reach this
point, the solution details do not enter the
Configuration Database. However, any
components that you create remain available
for further configuration.
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Start of procedure

Note: The details of your solution configuration are entered into the

Configuration Database when you have completed the wizard. Exiting
the wizard prior to completion requires that you begin the solution
configuration from the beginning. Any components you create along
the way, however, are available during subsequent solution
configuration using the wizard.

1. Launch the eServices Configuration Wizard

a. To launch the Genesys Wizard Manager, from the Windows taskbar,
select Start > Programs ) Genesys Solutions ) eServices 8.1.0 )
eServices Configuration Wizards > Start Wizard Manager.

b. Click log into the Configuration Layer. This opens the main Wizard

Genesys Wizard Manager

Manager window (see Figure 20).

Wizard Manager, Server pubsjl, port:2020, ¥.7.6.000.04

GENESYS

AN ALCATEL COMPANY

Framework

The Genesys Framewark, a mandatory part of any Genesys-based interaction
ranagerment system, provides functions required for the normal operation of all
Genesys Solutions. Set up your Framework before deployrment of any Solution.

Management Layer provides centralized Solution contral and monitaring, centralized
logging, alarm signaling, and application failure management functions for all
Solutions

« To deploy the Management Layer, start the Managerment Layer YWizard
Media Layer provides interfaces to communication media (traditional telephony, YolP

and non-voice media) and distribution of interaction-related business data within and
across Solutions.

+ Create a new Switch ohject and deploy associated T-Server
Contact Center Environment
Create a new range of DNs and Places
Create a new range of Agent Logins

Create a new Agent Group
Create a new Place Group

Other tasks

— « Start Configuration Manager to view or modify your configuration
+ Change your Passward

=l Learn more about Genesys Framewark &l

Figure 20: Wizard Manager

c. Select Multimedia from the menu on the left side of the window
(Figure 20), and then select Deploy Multimedia Solution in your
contact center. The eServices Configuration Wizard We Lcome page
opens.

d. Click Next to begin configuring eServices objects.
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2. Give your solution a name

At the Solution Name page, enter a name for your solution and click Next.
Name = MM81

3. Select Simple or Custom Configuration

a. Atthe Configuration Process Selection page, select one of the
following:
Simple single-host configuration
Custom Configuration

For our model setup, select Custom Configuration, as shown in

Figure 21.
Multi-Channel Routing Solution Wizard X
Confi ion Process Selecti I 3
Pleaze select the type of the configuration process L5y '?

Select configuration type.

€ Simple single-host configuration
All Multi-Channel Routing Solution servers [one of each type]
will be configured to work on one selected host.

(Ol {Custom configuration
Allaws to configure more than one server of each ype and
uze various hosts for configuration. H

< Back I Hext» I Firish | Cancel

Figure 21: Configuration Process Selection

b. Click Next.

Note: The Simple single-host configuration option is available for a
predefined host in Windows deployments only. This chapter describes
the custom configuration process. If you choose the simple
configuration with Windows, use this chapter by skipping those steps
that the wizard does not present to you during deployment.

4. Copy the IP to your shared directory
a. Atthe Installation Package page, click Have Disk and navigate to the
Interaction Management CD.

b. To select a destination for the package, click Browse and navigate to
your shared directory (see “Create a Shared Directory” on page 101).
Click Next.

Note: cServices uses this group of components for installation. In later
steps you will copy to this directory installation packages that are
specific to each eServices component.
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C.

Atthe Installation Ready page, confirm that your software is ready
for installation and click Next.

5. Select or add a Message Server

a.

b.

At the Solution Components: Message Server page, select or add a
Message Server.

Click Next.

6. Create the Interaction Server DAP

At this point in the wizard, you begin creating your DAPs and associated
DB Servers. You must create all DAPs and DB Servers here, before
moving on to other components. The eServices Configuration Wizard does
not permit you to create DAPs later in the configuration. Relaunch the
Database Access Point Wizard as necessary.

a.
b.

I

At the Solution Components: Data Access Point page, click Add.

At the Browse for Application page, click the New Application icon
as shown in Figure 22.

N

Host —

L
Mew Application

Figure 22: New Application Icon

c.
d.

Create a new DAP.

Enter your Database Access Point name:
Name = MM81_Ixn_DAP

7. Add the Interaction DB Server

a.

114

Click the folder icon beside DB Server, and then click the New
Application icon to run the DB Server Wizard.

At the DB Server Name page, enter a name for your DB Server:

Name = MM81_IxnDBServer

At the Server Information page, enter your host and port information:
Host = MMHost

Default Port = 6110

At the Installation Package page, copy the DB Server installation
package. Select a source (the Management Framework CD) and a
destination (the shared directory). Click Next.

At the Installation Ready page, confirm that your DB Server software
is ready for installation, and then click Next.
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8.

f. AttheListening Ports and Transport Layer Security (TLS)
Settings page, click Next.

Note: For our model setup, we do not require any additional ports. If you
want to install additional ports, you can do so in Configuration
Manager later.

g. DBMS Type = mssql

h. Log Configuration:
Click Next.

Note: For our model setup, we use only the default settings for all log
options.

i. Atthe Backup Server Information page, because no backup servers are
configured, clear the checkbox and click Next.

j- Click Finish to exit the DB Server Wizard. The Database Access Point

Wizard will resume.

Configure the Interaction Server DAP

a. Browse for Application (DB Server):
Select the DB Server you just configured (MM81_IxnDBServer) and click
OK.

b. Database Access Point Name and Type:
The Name and DB Server are already filled in. Clear the Enable JDBC
access box and click Next.

Note: It is important to clear the Enable JDBC access box. Failing to do
so can lead to a configuration problem.

c¢. Database Information:
DBMS Type = mssql
DBMS Name = MMHost
Database Name/SID = IxnDB
User Name = sa
Password = {password for user say

d. Case Conversion = any

Note: The Interaction Server DAP must have its Case Conversion
attribute set to any or upper. Setting it to Lower causes an error
when Interaction Server initializes.

e. Click Finish to complete the Database Access Point Wizard and return
to the eServices Configuration Wizard.
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Browse for Application:
Select the Database Access Point that was just configured
(MM81_Ixn_DAP) and click 0K.

9. Create the Universal Contact Server DAP (Main)

For our model deployment, create a single DAP and database for both UCS
and Co-Browsing Server. In your deployment, you can create both a Main
database and an Archive database. You can also create a fourth database
for Co-Browsing Server.

Note: UCS and Co-Browsing Server connect to their databases directly

through JDBC. You do not need to create DB Server Application
objects for these servers

Solution Components: Database Access Point:
Click Add to open the Database Access Point Wizard. Click the New
Application icon to configure a new DAP.

Database Access Point Name and Type:
Name = MM81_UCS_DAP

DB Server = [NONE]

Select Enable JDBC access.

Database Information:

DBMS Type = mssql

DBMS Name = ""

Database Name / SID = Customer
User Name = sa

Password = {password for user say

Warning! If you do not clear the DBMS Name box, your UCS and your

Co-Browsing Server will not work properly.

JDBC Connection:

Host = MMHost

Port (for JDBC) = 1433 (Microsoft SQL default)
Role = Main

Note: If your RDBMS is Microsoft SQL Server on a different host,

select the host where you have Microsoft SQL Server installed,
and enter the connection information for that instance of the
database.

Case Conversion = any

f. Click Finish to complete the Database Access Point configuration and

return to the eServices Configuration Wizard.
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Browse for Application:
Select the Database Access Point that was just configured
(MM81_UCS_DAP) and click OK.

Click Next.

Warning! If you are using a Microsoft SQL 2005 database, an additional

configuration step is recommended for the UCS DAP.

In Configuration Manager, create a settings section on the
Options tab. Create a new option, setting the option name as
prepare and the option value to false.

For additional details, see the “Ongoing Administration and
Other Topics” chapter of the eServices 8.1 User's Guide.

10. Add the Universal Contact Server

a.

Solution Components: Universal Contact Server:
Click Add.

Browse for Application (Contact Server):
Click the New Application icon.

Universal Contact Server Name:
Name = MM81_UCS

Log Configuration:
Click Next.

Server Information:
Host = MMHost
Default Port = 6120

Universal Contact Server API Port:
Accept the default port value, or enter a port number where UCS
should listen for third-party protocol connections. Click Next.

Application Connections: Message Server:
Click Add, select the Message Server, and then click Finish and Next.

Application Connections: Database Access Point:
Click Add, select MM81_UCS_DAP, and then click Finish and Next.

Universal Contact Server Login Account:

UCS uses the Configuration Layer to pass some of its information back
and forth to certain components. Select the user account (Configuration
Layer Person object) or Access Group that UCS is to use to log in to
the Configuration Layer. The selected account or access group must
have write access to the tenant in use.

Note: For more information on access requirements for this user

Deployment Guide

account, see “Limitations: UCS” in the “Ongoing Administration
and Other Topics” chapter of the eServices 8.1 User’s Guide.
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j.

m.

n.

Installation Package:

i. Click Have Disk, navigate to the Interaction Management CD, and
then click 0K.

ii. Click Browse, navigate to your shared directory, and then click
Next.

Installation Ready:

Click Next.

Click Finish to exit the Universal Contact Server Wizard and return to

the eServices Configuration Wizard.

Browse for Application (Contact Server):

Select the Universal Contact Server and click 0K.

Click Next.

11. Select the type of Interaction Server

At the Interaction Server Selection page, select the type of Interaction
Server that you plan to use. For the model setup, select New-sty Le
Interaction Server (see Figure 23 on page 118).

Multi-Channel Routing Solution Wizard |
Interaction Server Selection L5
Select the type of Interaction Server that wou plan to wse in this solution. L5y '?

The Mew-style Interaction server can provide adwanced functionality for your
zolution. Genesys recommends that pou select Mew-style Interaction Server if you
plan to create a multi-tenant configuration.

' Mew-style Interaction Server

" Switch-bazed Interaction Server

< Back I Mest » I Firish | Cancel |

Figure 23: Interaction Server Application Object Choice

If you select New-Style Interaction Server, the eServices
Configuration Wizard automatically creates a multimedia Switch object
for you in the background. Continue at Step 13 on page 120.

If you select Switch-based Interaction Server, the eServices
Configuration Wizard checks for the required, telephony-related
Configuration Layer resources.
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— If your configuration includes a properly configured Multimedia
type Switch object, continue at “Configure the Interaction Server”
on page 122.

— If your configuration does not include a properly configured
Multimedia type Switch object, continue at “Create a Multimedia
Switch object (Switch-based Interaction Server only)” on
page 119.

Note: Before attempting to run your eServices solution, check
Configuration Manager for the existence of a Multimedia Switch
object. If for some reason the wizard has failed to create one, use
the Framework Wizard to create it. No other configuration is
required; the components that require this switch are able to locate
it automatically.

12. Create a Multimedia Switch object (Switch-based Interaction Server only)

a. Ifyou select Switch-based Interaction Server, the wizard checks for
the following:

* A Multimedia-type switch
* A connection from the switch to a T-Server type Interaction Server

If the wizard fails to detect either the switch or its connection to
T-Server, then it issues a warning (see Figure 24).

Mo properly configured multimedia switch has been
detected.

Press "Proceed" to invoke wizards for deplayment of
Multimedia Switches and Interaction Servers

Press "Quit" to abark this zolution wizard,

Quit |

Figure 24: Switch Warning

b. Click Proceed to launch the Switch Wizard.

Note: You can use a preexisting Switch object (that is connected to a
properly configured Interaction Server) from your Configuration
Layer, if available.

Multimedia Switch c. To create a new Multimedia type Switch object, provide a unique name
and Switching for it and click Next. (The wizard allows you to create the new Switch
Office only in folders designated to contain objects of type Switch.)
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Name = MM81_Switch

Note: Even though the Configuration Layer permits assignment of
multiple Switches of type Multimedia Switch to a single
Interaction Server Application object, Genesys does not currently
support such a configuration. This type of configuration can lead
to unpredictable behavior on the part of the application that is
connected to the switches.

d. Switching Office:
Click Add to create a new Switching 0ffice object. Provide the name
and type, and click Finish.
Name = MM81_Switching_0ffice
Switch Type = Multimedia Switch

e. Atthe Switch Summary page, click Next. See Figure 25 for a sample
summary of a Switch object’s properties.
Switch Wizard

Switch Summary
Yiou are abaut to create a new Switch.

To modify theze properties before creating the Switch, click Back.
To create the Switch with these properties and proceed to configuring
T-Server for this Switch, click Mest.

Mame: FARB0_Switch
Switching Dffice: FMB0_Switching_Office
Switch Type: Fultimedia Switch
Folder: Switches

¢ Back I Mest » I Firizh | Cancel

Figure 25: Multimedia Switch Summary Information

13. Configure Framework Resources

a. Ifyou select New-Style Interaction Server, the wizard opens the
Framework Resources page (see Figure 26 on page 121). This page lists
the following;:

e Current Framework resources
* Any missing resources required to support the media types served
by your switch

b. To create the missing resources now, select Create missing objects
and review the Framework resources again, and then click Next. For
our model setup, select this option.
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In your own deployment, you can choose to wait until after you finish
the wizard to create the required objects. Select Continue the solution
creation process with the Framework resources as they are now.

Multi-Channel Routing Solution Wizard

Framework Resources 53
Review the Framework resources awvailable to support routing of the selected Ao, '?
media lppez,

EI--- TenantResources

g Agentz:Mone - Attention! Agent and/or Skill-bazed Routing cannot be used.
g Skillz:Mone - Attention! Skill-based Routing cannot be used.

Flaces:Maone - Attention! Agent Places are not available.

! %} Capacity Rulez:Mone - Attention! Capacity Rules are not available.

I all required resources are available, or if you wizh to add the miszing resources later, chooze
first action below. Otherwise chooze second action, Click Mext to proceed.

— The nest step is bo...
™ Continue the solution creation process with the Framework resources as they are now.

(%' ‘Create missing objects and review the Framewark resources again

< Back I Mest » I Firigh Cancel

Figure 26: Framework Resources

c. Atthe Framework Objects page, select the object type you want to
create from the drop-down menu. For our model setup, create and
configure the various objects as follows:

Table 7: Framework Resource Object Types

Object Type | Model Setup

Place Create P Lace objects to facilitate the routing of multimedia
interactions:

Place Name = AgentiPlace

Note: Do not create any DNs associated with this P Lace object,
though you may want to create a Place Group object for this
place, as suggested in the wizard.

Capacity Rule | By default, as the final step of the solution’s configuration, the
wizard creates and installs three capacity rules for your tenant.
Do not create any capacity rules here (although you can, if you
have previously installed the Resource Capacity Wizard, which
is available on the Real-Time Metrics Engine CD).
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Table 7: Framework Resource Object Types (Continued)

Object Type | Model Setup

Agent Create Person objects to represent agents in your model setup
and assign agent IDs to them. (Also use this step to create any
Person objects you intend to use as the autoreply agents for
supplying agent-related information in standard responses).
Refer to the Framework 7 Deployment Guide for the full list of
steps required to create Person objects.

Agent Name = Agent One
Employee ID = Agent1
User Name = Agent1
Password = Agent1

Note: The agent values supplied here are for general use in this
chapter’s model setup, and do not correspond to the actual steps
suggested by the wizard for the creation of Person objects.

A Person object’s user name must be unique within the
Configuration Database. This is not a concern for this model
installation, which is in a single-tenant environment. If you
were installing more than one set of eServices components in a
multi-tenant environment, you would use distinct names across
tenants.

Agent Login: | Create Agent Login objects to enable agents to log in to the
switch. The agent login code must correspond to the agent login
numbering of your switch.

Skill: You do not need to create skills for this model installation.

14. Configure the Interaction Server

a. Solution Components: Interaction Server:
Click Add and then click the New Application icon to run the
Interaction Server Wizard.

Note: If you use a switch-based Interaction Server in a multi-tenant
environment, you need to install one Interaction Server per tenant
that requires one. That is, for reporting purposes, a given
Interaction Server cannot serve the needs of multiple tenants.

The new style Interaction Server supports multi-tenancy. One
Interaction Server can serve multiple tenants. This functionality
was added in release 7.2. Releases prior to 7.2 do not support
multi-tenancy.

b. Interaction Server Name:

Name = MM81_IxnSrv
c. Log Configuration. Accept the default log settings and click Next.
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Server Information:
Host = MMHost
Default Port = 6130

Use the Connection Wizard to connect to Message Server.

Application Connections: Database Access Point:
Add the DAP you created for Interaction Server, MM81_Ixn_DAP.

A message box will appear asking you to confirm the DAP settings.
Click Yes to review the settings, and then click 0K to confirm the
settings. Click Next.

Application Connections: Servers for Third-Party Protocol

If you already installed related eServices components (Universal
Contact Server, E-mail Server, and Classification Server, for instance),
you can connect to them now using this page.

For our model setup, click Next

License Server Connection:

Specify the license options to use (either a license host and port or a
local filename) and click Next.

License Server Host = MMHost

License Server Port = 7260

Feature Llicense counters:
Specify the number of licenses for Interaction Server features. Click
Next.

Installation Package:
Copy the Interaction Server installation package. Select a source and
destination. Click Next.

Installation Ready:
Confirm that your Interaction Server software is ready for installation,
and then click Next.

Click Finish to exit the Interaction Server Wizard and return to the
eServices Configuration Wizard.

. Do one of the following:

* Ifyouselected New-style Interaction Server, the wizard returns
you to the Browse for Application (Interaction Server) page.
Select the Interaction Server and click 0K.

* Ifyouselected Switch-based Interaction Server, the wizard asks
if you want to configure Framework resources. Refer to Procedure:
Configure Framework Resources, on page 120 for details on how
to create resources you might need in your environment.

Click Next.
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15. Select a Stat Server

Solution Components: Stat Server:
Click Add and select a Stat Server. This connects all the appropriate
components in your eServices solution to this Stat Server.

Note: Even though the wizard allows you to create a Stat Server here, do
not do so. Prior to using the wizard, you should have one Stat
Server per eServices tenant already configured and installed in
your environment. (Table 5 on page 99 lists prerequisite details.)

If you receive the warning message in Figure 27, this indicates that Stat
Server does not yet have a connection to Interaction Server (or to
Interaction Server Proxy; see page 154). This connection is required for
both the routing and reporting of eServices interactions.

* Ifyouclick Yes, you may receive an error message if the Stat Server
wizard is not installed on your machine. The connection cannot be
created at this time.

* Ifyou click No (the recommended approach), make sure that you add
the connection from Stat Server to Interaction Server before you
attempt to use routing or reporting with the eServices solution.

Configuration Problems... [ <]

@ Stat Server "Stat_Server" is not configured to monitor some of the switches in this solukion.

Do wou want bo reconfigure it now?

] w |

Figure 27: Offer to Reconfigure Stat Server

16.

17.

Add a Universal Routing Server

At the Universal Routing Server (URS) page, select the URS that you
created and installed as one of the prerequisites for your eServices
installation. If you receive a warning message similar to the one shown in
Figure 27, but stating that URS is not configured to monitor Interaction
Server, click Yes to reconfigure now, or click No to reconfigure later.

Tip: If you click No, make sure you add the required connections after
configuration and installation are complete. For more information, see
Procedure: Verifying Connections, on page 153

Add an Application Cluster

At the Application Cluster page, add an application cluster if you intend
to group your eServices components into groups for load-balancing
purposes. After giving a name to your new application cluster, the
Application Cluster Wizard invites you to group, for instance, Chat Server,
E-mail Server, and Web API Server, as well as other application clusters.
See Figure 28.
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Multi-Channel Routing Solution Wizard [ %]
Solution C : Application Cluster 2
Select or create the Application Clusters used for grouping sets of media servers o5 '?

uged in the Web AP Server connection list.

To add one or more applications of this twpe to this Solution, click Add. Then. select the new
applications pou want ko add from that browse window.

Application | Startup Priorit: | Optional

4] |2

Add | Eemave | Eroperties |

< Back I Hext > I Firish | Cancel |
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Figure 28: Application Connections in Application Cluster Wizard

18. Add the Web API Server

a. Solution Components: Web API Server:

Click Add and then click the New Application icon to run the Web

API Server Wizard.

b. Web API Server Name:
Name = MM81_WebAPIServer

¢. Log Configuration:

Accept the default log settings and click Next.

Warning! For Web API Server .NET, you must use Configuration
Manager to specify the full path of your log file in the Log/all
section of the Options tab in your Web API Server
Application object. If only a file name is specified, Web API

Server does not create a log file.

Full permissions should be granted to the Everyone user for the

folder containing your log file.

d. Server Information:

Enter the server information, and click Next.

Host = MMHost

Default Port = 80 (Use your web server’s http port here. The value
might be 443 if you are using the https port.)

e. Application Connections: Message Server:

Use the Connection Wizard to connect to Message Server. Click Next.

f. Application Connections: Servers for Load Balancing:
Connect to the applications that Web API Server will use for load
balancing and click Next. Such applications might include Chat Server
(via the webapi port) and E-mail Server, if you have them. If you do not

have them, click Next.

Deployment Guide
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19.

g.

Configuring eServices Objects

Application Connections: Universal Contact Server:
Use the Connection Wizard to connect to Universal Contact Server.
Click Next.

Application Connections: Stat Server:
Use the Connection Wizard to connect to Stat Server. Click Next.

Application Connections: Interaction Server:
Use the Connection Wizard to connect to Interaction Server. Click
Next.

Application Connections: Solution Control Server:
Use the Connection Wizard to connect to Solution Control Server.
Click Next.

Note: Web API Server will not work without a connection to Solution

0.

Control Server.

Installation Package:

Copy the Web API Server installation package. Select a source and
destination. Click Next.

Installation Ready:

Confirm that your Web API Server software is ready for installation,
and then click Next.

Click Finish to exit the Web API Server Wizard and return to the
eServices Configuration Wizard.

Browse for Application (Web API Server):
Select the Web API Server and click OK.

Click Next.

Add the Universal Contact Server Manager

a.

Solution Components: Universal Contact Server Manager:

Click Add and then click the New Application icon to run the
Universal Contact Server Manager Wizard.

Universal Contact Server Manager Name:

Name = MM81_UCSMgr

Application Connections: Universal Contact Server:

Use the Connection Wizard to connect to Universal Contact Server.
Click Next.

Installation Package:
Copy the UCS Manager installation package. Select a source and
destination. Click Next.

Installation Ready:
Confirm that your UCS Manager software is ready for installation, and
then click Next.

Click Finish to exit the Universal Contact Server Manager Wizard and
return to the eServices Configuration Wizard.
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g. Browse for Application (Contact Server Manager):
Select the Universal Contact Server Manager and click 0K.

h. Click Next.
20. Select Additional CDs for Installation

Based on how you plan to implement eServices, identify any additional
CDs you need to complete this installation.

The list of CDs that the wizard presents (shown in Figure 29) may include
some you have not purchased. Select only those CDs that apply to your
environment. For the purposes of the model environment, this section
describes an installation using all possible CDs. If you select more than
one CD, the wizard presents the appropriate component-related wizards in

order.
Multi-Channel Routing Solution Wizard [x] I
Solution CDs 53
Select COs in order to include their components into the Solution R '?

Please select additional CD s you would like to install into the Multi-Channel Routing Solution.
Before selecting a CO, make sure you have the conesponding inztallation package.

Naote that you can always configure a desired CD later using the Configuration ‘wizard for this
Solution.

I fen
" Enowledge Managemert CO

™ Genesys Weh Media CD
I™ Genesys Weh Collaboration CD

< Back I Mest > I Firish | Cancel |

Figure 29: Other CDs for eServices Installation

21. Add E-mail Server

a. Solution Components: E-mail Server:
Click Add and then click the New Application icon to run the E-mail
Server Wizard.
b. E-mail Server Name:
Name = MM81_E-mai lServer
¢. Log Configuration:
Accept the default log settings and click Next.

d. Server Information:
Host = MMHost
Default Port = 6150

e. Use the wizard to connect to Message Server, Interaction Server, and
Universal Contact Server.
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f. The Names of the POP3 and SMTP Servers:

POP3 server name = MMHost
POP server type = POP3
SMTP server name = MMHost

Notes: This model installation uses MMHost as its POP3 and SMTP
Servers.

If you are using your enterprise POP3 server, enter its name as

Configuring eServices Objects

the POP3 server name value. You do not need to enter a value for

the SMTP server name if it is the same server that you used for
POP3 server name.

g. POP3 User Name:
Add information about the e-mail account identified as the
administrator on the POP3 server.
Address = <mai lboxName»@MMHost
User name = <username)
Password = <{password)

h. Default Domain for E-mail Addresses:
E-mail address default domain name = MMHost

i. External Agent E-mail Address:
External Agent e-mail address = externaleMMHost

jo Web Form Processing:

Enable Web Form Processing by selecting the check box, and provide a
port where the Web API Server should listen for requests—for example

IWF Processing Port = 7777. (See Figure 30.)

E-mail Server Java Wizard

‘Web Form Processing
Enable or dizable Integrated \Web Form proceszsing E

Integrated ‘web Form [I'WF) processing enabled by default in E-mail Server Java. Pleaze check
and if neceszary change the incaming listening port number for the 'web Farm processing entry
point for Web AP Server.

I you want ta dizable integrated *eb Form pracessing uncheck the box belaw.

IwF Processing port: 7T _,::'

< Back I Hext » I Finish | Cancel |

Figure 30: Information for Web Form Processing

k. Automated Reply Agent:
This e-mail address is used to supply field values in automated
responses generated in the contact center. Select an existing Person
object from the Configuration Layer.
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L.

m.

Auto-reply Agent = Agentl
Installation Package:

Copy the E-mail Server installation package. Select a source and
destination. Click Next.

Installation Ready:
Confirm that your E-mail Server software is ready for installation, and
then click Next and Finish.

Browse for Application (E-mail Server):
Select the E-mail Server and click 0K.

E-mail Accounts:

Configure e-mail accounts that exist on your corporate e-mail server
for customers to use when contacting your company—for example:
Customer access account 1 = <mailboxName1>eMMHost

Customer access account 2 = <mailboxName2)eMMHost

Note: If you installed the Interaction Workflow Samples, then your

q.

configuration will automatically include the following three
e-mail accounts (which are used in the samples):
Customer support, Tech support, and Warranty support.

If you did not install the Interaction Workflow Samples before
running the wizard, then no e-mail accounts are shown. You must
add and configure at least one e-mail account before continuing.

Click Finish to exit the E-Mail Wizard.

22. Add the Classification Server

If you selected the Knowledge Management CD in Step 20 on page 127,
the wizard now guides you through the configuration of the Classification
Server, Training Server, and Knowledge Manager.

a.

Solution Components: Classification Server:

Click Add, and then click the New Application icon to run the
Classification Server Wizard.

Classification Server Name:

Name = MM81_ClassificationServer

Log Configuration:

Accept the default log settings and click Next.

Server Information:

Host = MMHost

Default Port = 6160

Application Connections:

Use the wizard to connect to Message Server and Universal Contact
Server.
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f. Access to License:

Configuring eServices Objects

Specify the license options to use (either a license host and port or a

local filename) and click Next.
License Server Host = MMHost
License Server Port = 7260

g. Installation Package:

Copy the Classification Server installation package. Select a source

and destination. Click Next.

h. Installation Ready:
Confirm that your Classification Server software is ready for
installation, and then click Next.

i. Click Finish to exit the Classification Server Wizard and return to the

Knowledge Management Wizard.

jo Browse for Application (Classification Server):
Select the Classification Server and click OK.

23. Add the Training Server

a. Solution Components: Training Server:

Click Add, and then click the New Application icon to run the Training

Server Wizard.
b. Training Server Name:
Name = MM81_TrainingServer
¢. Log Configuration:
Accept the default log settings and click Next.

d. Server Information:
Host = MMHost
Default Port = 6170

e. Use the Connection Wizard to connect to Message Server and
Universal Contact Server.

f. Installation Package:

Copy the Training Server installation package. Select a source and

destination. Click Next.

g. Installation Ready:

Confirm that your Training Server software is ready for installation,

and then click Next.

h. Click Finish to exit the Training Server Wizard and return to the
Knowledge Management Wizard.

i. Browse for Application (Training Server):
Select the Training Server and click 0K.

24. Add the Knowledge Manager

a. Solution Components: Knowledge Manager:
Click Add, and then click the New Application icon to run the
Knowledge Manager Wizard.

b. Knowledge Manager Name:
Name = MM81_KnowledgeManager
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Configuring eServices Objects

Use the Connection Wizard to connect to Universal Contact Server.

d. Knowledge Manager Options:
Indicate that you have a Classification Server Content Analysis license
installed by selecting the check box of the same name. If you do not
have this license, do not select this check box.

e. Installation Package:
Copy the Knowledge Manager installation package. Select a source
and destination. Click Next.

f. Installation Ready:
Confirm that your Knowledge Manager software is ready for
installation, and then click Next.

g. Click Finish to exit the Knowledge Manager Wizard and return to the
Knowledge Management Wizard.

h. Browse for Application (Knowledge Manager):
Select the Knowledge Manager and click 0K. Click Finish to exit the
Knowledge Management Wizard.

Add the Chat Server

a. Solution Components: Chat Server.
Click Add, and then click the New Application icon to run the Chat
Server Wizard.

b. Chat Server Name:
Name = MM81_ChatServer
Log Configuration. Accept the default log settings and click Next.
Server Information:
Host = MMHost
Port = 6180

e. Use the Connection Wizard to connect to Message Server, Interaction
Server, and Universal Contact Server.

f. Installation Package:
Copy the Chat Server installation package. Select a source and
destination. Click Next.

g. Installation Ready:
Confirm that your Chat Server software is ready for installation, and
then click Next.

h. Change ports:
At this time you can change the ESP and webapi ports if necessary.
ESP refers to the ability of URS to submit messages directly from a
strategy into a chat session—for example, to greet a customer who is
waiting for an agent. The webapi port is to be used by Web API Server.

i. Click Finish to exit the Chat Server Wizard and return to the Genesys
Web Media Wizard.

jo Browse for Application (Chat Server):
Select the Chat Server and click 0K. Click Next.

k. Click Finish to exit the Genesys Web Media Wizard.
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26. Add the Co-Browsing Server

a.

Solution Components: Co-Browsing Server:

Click Add, and then click the New Application icon to run the
Co-Browsing Server Wizard.

Co-Browsing Server Name:

Name = MM800_Co-BrowsingServer

Log Configuration:

Accept the default log settings and click Next.

Server Information

Host = MMHost2
Default Port = 6195

Tip: You must install Co-Browsing Server and the supporting
third-party software, KANA Response Live Server, on a separate
host from the Web API Server—MMhost2 for the model setup. To
install and configure Kana Response Live, see “Deploying KANA
Response Live for co-browsing” on page 78.

Use the wizard to connect to Message Server and a JDBC-based DAP.
(You can use the MM81_UCS_DAP that you created.)

Installation Package:
Copy the Web Collaboration installation package. Select a source and
destination. Click Next.

Installation Ready:
Confirm that your Co-Browsing Server software is ready for
installation, and then click Next.

Click Finish to exit the Co-Browsing Server Wizard and return to the
Genesys Web Collaboration Wizard.

Browse for Application (Co-Browsing Server):
Select the Co-Browsing Server and click 0K. Click Next.

Click Finish to exit the Genesys Web Collaboration Wizard and return
to the eServices Configuration Wizard.
Solution Components: Web API Server:

Follow the on-screen instructions to configure servers for load
balancing. Click Next.

27. Create Capacity Rules

a.

Resource Capacity Rules Deployment:
Select a folder in the Configuration Server where eServices should
store its resource capacity rules. Click Next.

Resource Capacity Rules Selection:

From the drop-down menu, select the capacity rule you want to use as
the default for eServices. The wizard assigns that rule to the Tenant
object associated with your deployment in the previous step. Click
Next.
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28. Complete the wizard

a.

Solution Summary:

At this point the wizard lists the solution components you have
collected for use with eServices. Click Next to finish the configuration
or Back to change the configuration of some solution component. See
Figure 31 on page 133 for a sample of the Solution Summary page.

Multi-Channel Routing Solution Wizard E
Solution Summary L5 3
You are abaout to create a Salution. 1oy ‘?

Salution Marme: |MM8IJ
Solution Type:

Solution Components:

IMuIti-ChanneI Routing

Click Back to make any changes.
Click Mext to update the Configuration Database.

Pk B0_|n_DosP
M80_UCS_DapP
rk4B0_LICS
FARMBO_|xnS wr
MME0 W ebAFIServer
rAkAB0_LICS M
FRMB0_EmailServer

[

i .

Fimizh Catcel

Figure 31: Solution Summary

b.

Note:

Completing the eServices Solution Wizard:
Click Finish to confirm your solution configuration. Remember that
you can change configuration details at a later time as well.

Only at this point, when you exit the wizard, are the details of your
solution configuration entered into the Configuration Database.
Exiting the wizard prior to this point requires that you begin the
solution configuration from the beginning. Any components you
create along the way, however, are available during subsequent
solution configuration using the wizard.

End of procedure

Next Steps

* For Chat Server, Genesys recommends that you specify an additional port
for dedicated communication with Web API Server: see Procedure:
Specifying a webapi-port for Chat Server, on page 134.
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If you want Chat Server to use the same port for communicating with both
Web API Server and your call center agents (not recommended), then
continue at Procedure: Installing and Starting the Web Callback
Application, on page 135 and Procedure: Performing an integrated
installation of all eServices servers, on page 138.

Procedure:
Specifying a webapi-port for Chat Server

Purpose: To establish a dedicated port for Chat Server communication with
Web API Server.

Note: Chat Server can function using a single port for communicating with

both web clients and agents. However, for system security Genesys
recommends that you specify an additional webapi-port, which allows
only web clients to communicate through it. Only this port should be
opened/exposed to outside connections, thus prohibiting agent
connections over a firewall.

Start of procedure
1. In Configuration Manager, on the Server Info tab of the Chat Server
Application object, click Add Port.
2. Inthe resulting Port ID dialog, enter the following:
+ Port ID = webapi
+ Communication Port = 6181 (refer to the Procedure: Configuration
Worksheet, on page 43 if using different values than the model).
3. Click 0K, then 0K again.

Your change takes effect immediately.

End of procedure

Next Steps

Procedure: Installing and Starting the Web Callback Application, on
page 135.

Procedure: Performing an integrated installation of all eServices servers,
on page 138
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Procedure:
Installing and Starting the Web Callback Application

Purpose: To instantiate objects in the Configuration Layer and provide
database scripts, which you will find helpful when completing the web
callback workflow configuration.

The Web Callback Application use a number of preconfigured Script objects of
various subtypes, including Simple Routing, Interaction Queue, Interaction
View, Subroutine.

Prerequisites

* Interaction Management CD.

Start of procedure
1. Install the Web Callback Application.

a.

d.
e

On your Interaction Management CD, find and double-click Setup.exe
in the solution_specific\ Web Callback Application \Windows
directory.

At the welcome page for the installation wizard, click Next.

Specify the destination for the Web Callback Application, and click
Next.

Click Install.
Click Finish.

2. Start the Web Callback Application.

a.

From the Windows taskbar, select Start > Programs > Genesys
Solutions > eServices 8.1.0 > eServices Web Callback Application
>Start Web Callback Application. This launches the Web Callback
Application Wizard.

Login to Configuration Manager using your user name and password.

At the Welcome to the Web Callback Application Wizard window,
click Next.

If using a multi-tenant environment, select the Tenant and click Next.

Tip: During the installation, the setup procedure does not look for
possible name conflicts between existing objects and new
components from the Web Callback Application. It overwrites
any existing objects. In order to prevent the loss of existing
objects, Genesys recommends you install the new samples into a
separate tenant. Alternatively, you should use IRD’s Business
processes export capability to create backups of workflows and
strategies related to an existing configuration.
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Specify a destination directory for the strategy files, and click Next.
You may want to select the directory used for your Interaction Routing
Designer strategies, unless it already contains strategies with same file
names, which would then be overwritten. If you do decide to use that
particular directory, make a backup of its content before proceeding.

Tip: Do not select the StrategyFi Les directory created during
installation of your Web Callback Application as the target here.
This causes file “collision,” since the source and target files are
identical.

At the Import Completed window, click Next.

Optionally, select a resource capacity rule which takes into account
webcal Lback media type. Click Next.

h. Click Finish.

3. Once you exit the wizard, you can view the following:

New objects installed with these Samples, by opening the
{tenant)\Scripts folder in Configuration Manager

Database scripts in the <Web Callback Application
installation>\Scripts folder for updating the Interaction Server
database.

UcS_impex.kme file in the <Web Callback Application installation)
folder for importing Web Callback standard responses via Knowledge
Manager.

WebCallback distribution for processing Agent Group in the
{tenant>\Agent Groups folder in Configuration Manager
WCB_CUSTOMER_NUMBER Attribute Value in the <tenant>\Business
Attributes\Interaction Custom Properties\Attribute Values folder
in Configuration Manager

webcal Lback Media Type in the <tenant>\ Business Attributes\ Media
Type\ Attribute Values folder in Configuration Manager.

WebCal Llback Transaction in the <tenant>\Transactions folder in
Configuration Manager.

End of procedure

Next Steps

* Procedure: Performing an integrated installation of all eServices servers,
on page 138.

Installing eServices Components

This section describes the installation process for eServices 8.1 components
after you have finished configuring them with the wizards.

136
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For Windows-only installations and the Windows portions of Solaris, Linux,
and AIX installations, Genesys provides an installation package that integrates
the installation of most or all eServices 8.1 components. The installation
package is copied to one host as part of the process of running the eServices
Configuration Wizards. Start IPStarter.exe, located in the Windows/
subdirectory of your installation directory, one time for each Windows host
that is part of your eServices deployment. (Each time you run IPStarter.exe,
you are installing the appropriate components for the given Windows host.)

For Solaris, Linux, or AIX installations, after going through the configuration
process, install eServices components by first manually copying them from
their deployed locations (where the wizards placed them) to each Solaris,
Linux, or AIX host. Then manually install each component separately by
launching its own setup. Detailed information on Solaris, Linux, and AIX
installations is available in “Deploying eServices on UNIX Hosts” on

page 185.

Note: Prior to the 8.1.3 release, for all platforms you need to install the Java
Environment and Libraries for eServices and UCS, before installing
individual components. (This does not affect Chat Server, Interaction
Server, Web API Server, and Co-Browsing Server.)

In releases prior to 8.0.1, the Java Environment and Libraries for
eServices and UCS were named Third Party Components.

On Windows, if you use IPStarter.exe, that executable takes care of
this for you automatically. On each Solaris, Linux, or AIX host,
however, you must manually run the Java Environment and Libraries
for eServices and UCS setup before you run the setup for the other
eServices components on that host.

For an explanation of the difference between Third Party Components
(executable) and ThirdPartyApplications (directory), see the note on
page 56.

For the purposes of this section, the host where you have the eServices
installation directory is called the /local host. Any other hosts that you
configured to receive eServices components are called remote hosts.

Generalized Installation Procedure

Deployment Guide

The general outline of how the integrated installation proceeds is as follows:
1. Local host

a. The installer presents a list of eServices components that you
configured to run on the local host, and asks you to verify it.

b. The installer presents a list of components for which you did not
specify a host, and asks if you want to install them on the local host.

¢. The installer installs the appropriate components on the local host.
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Component
Installation

2. Remote hosts

a. From each remote host in turn, you must access the installation
package from its shared directory on the local host (see “Create a
Shared Directory” on page 101).

b. The installation package then begins to install on the remote host.

If for some reason you want to install individual components rather than using
the integrated installation package, be aware that the directory structure of the
individual installation packages looks like this:

{componentA>

AIX

Linux

Solaris

Windows

{componentB)
AIX

Linux
Solaris
Windows

aix
ThirdPartyComponents

Linux
ThirdPartyComponents

solaris
ThirdPartyComponents

windows
Configuration Wizards
ThirdPartyComponents

That is, for each eServices component other than Common and Third Party
Components, there is a directory named for the component. That directory
contains subdirectories holding the installation packages for the supported
operating systems.

To perform an integrated installation of all eServices Servers, see the next
section.

Procedure:
Performing an integrated installation of all eServices
servers

Purpose: To install the eServices components that were configured with the
eServices Configuration Wizards.
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Prerequisites

* An eServices solution has been configured with the wizards. See
Procedure: Configuring eServices objects using the wizard, on page 104.

Start of procedure

1. Starting the Integrated Installation

a. Go to your shared directory, on which you had the Genesys Wizard
Manager place the eServices components (for example,
\\MMHost\GenesysSetup). Find and run windows\IPStarter.exe.

b. At the Welcome window, click Next to proceed.

If any components were not assigned to a specific computer while
running the Configuration Wizards, the Host independent components
dialog page lists those components. Select the check box of any of
these components that you want to install on the current machine (the
host computer of the installation package). Click Next.

d. Atthe Ready to start dialog page, click Next to proceed.

The Integrated Installation takes you through each component’s

necessary installation steps. Prior to each subsequent component’s

installation, the installer displays a list of component directories (see

Figure 32) containing;:

* Components that have been installed, each with a green check
mark next to it.

* Components not yet installed, with no markings next to them.

*  The component to be installed next, with a blue check mark next to

it.
MCR Installation Starter - Deployment status 5[
MCR deplovrment
Application Path :I

+ CiMMInstallvwindowsiConfigurationiwizards
+ C:AMMInstallUniversalContactS erverM anager
C:iMMInstallFnowledgetd anager
C: M MInstalvw ebCompaounds ampleswindows

| | »

Legend
~/  Deployed applications

«/  Mest application for deployment

MCR Inzstallation Starter iz about to launch the nest application scheduled for
deplayriert,
To continue MCR deployment press DK button.

To cancel MCR deployment press Cancel button.

Cancel |

Figure 32: Deployment Status Window
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2.

Note:

5.

Installing Java Environment and Libraries for eServices and UCS (Third
Party Components)

For an explanation of the difference between Third Party Components
(executable) and ThirdParty Applications (directory), see the note on
page 56.

a. Onthe Choose Solution Destination Location page, enter the
location of your solution destination folder and click Next.

b. Confirm the location of your Java Environment and Libraries for
eServices and UCS and click Install.

c. Click Finish.
Installing Configuration Wizards

If you do not already have the Genesys eServices Configuration Wizards
installed on this host, the Installation Starter will install them for you in the
existing Wizards directory. You may need to restart your host after
eServices Configuration Wizard installation.

If you already have the Genesys eServices Configuration Wizards installed
on this host, click Cancel on the first page of the eServices Configuration
Wizard setup.

Installing Universal Contact Server

a. Click Next, and then click Install.

b. Click Finish.

Note: Once you install any given eServices component on your
computer, the wizard uses that directory for all other eServices
components. You are not allowed to install these components
across different directories.

Installing Interaction Server
a. Click Next, then Install, if ready for installation.
b. Click Finish.
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6.

Installing eServices Components

Installing Web API Server

Note: If Co-Browsing Server is going to be installed with Web API Server

7.

8.

on the same host, then you must install KANA Response Live Server
first. See “Deploying KANA Response Live for co-browsing” on
page 78 for details.

In addition to following the steps listed here, installing the Web API Server
requires that you refer back to the installation of your web server and your
web services container. Installation of those components is described in
Chapter 4, “Deploying Third-Party Web Applications,” on page 55.

To install the Web API Server:

e ae T8

Select the web server. Click Next.

Browse to the web server location. Click Next.

Browse to the web application container location. Click Next.

Select the tenant ID. Click Next.

Specify the Co-Browse Server name and location of the
worker.properties file you created during installation of the web
application container (<CATALINA_HOME \conf\jk directory). Click Next.
Select the aj p13 worker. Click Next.

Select a server-side code page—that is, the preferred language for
processing all requests to Web API Server. Click Next.

Click Install if ready for installation.
Click Finish.
Next steps:

i. If necessary, create a special text file and update the web.xml
configuration file to read parameters from this special file. See
Procedure: Specifying properties in a special file for passing
initialization parameters to the Load Balancer Servlet, on page 142
for details.

ii. If you want Web API Server to use system variables instead of, or
in addition to, the parameters that are specified in the web.xml
configuration file, specify system variables for passing
initialization parameters to the Load Balancer Servlet. See
Procedure: Specifying system variables for passing initialization
parameters to the Load Balancer Servlet, on page 145 for details.

Installing E-Mail Server

a.
b.

Click Next, then Install if ready for installation.
Click Finish.

Installing Classification Server

a.
b.

Click Next, then Install if ready for installation.
Click Finish.
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9. Installing Training Server
a. Click Next, then Install if ready for installation.
b. Click Finish.

10. Installing Chat Server
a. Click Next, then Install if ready for installation.
b. Click Finish.

11. Installing Universal Contact Server Manager
a. Click Next, and then Install.
b. Click Finish.

12. Installing Knowledge Manager
a. Click Next, then Install.
b. Click Finish.

Note: The error log is written to the following location: Documents and
Settings\<local account>\My Documents\KM_ErLog. The log is
generated when Knowledge Manager is started. This change was
made in release 7.6.1 to comply with Vista security systems.

13. Installing Co-Browsing Server

a. Enter the fully qualified domain name of the web server and the unique
server identifier. Click Next.

b. Browse to the root folder containing your KANA Response Live
server. (See “Deploying KANA Response Live for co-browsing” on
page 78.) Click Next.

¢. Browse to the destination folder where the application will be installed,
and click Next.

d. Click Install, then Finish.
The integrated installation is now complete.

End of procedure

Next Steps

* Procedure: Creating Databases and Running Scripts

Procedure:
Specifying properties in a special file for passing
initialization parameters to the Load Balancer Serviet

Purpose: Web API Server has been modified in eServices 8.1. The way in
which parameters are passed to initialize Web API Server has been changed. In
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8.1, the parameters may be stored in a special properties file. This addresses
the restriction of previous versions where properties might be specified only in
the web.xml file. In earlier versions, you had to stop Web API Server and
manually update the web.xml file in different locations to use the new
properties. While Web API Server will still need to be restarted for changes to
take effect, only the properties file needs to be updated. Note the following
limitations:

» The properties file has to be placed in the same location for each server on
which Web API Server is deployed.

* The parameters in this file should represent connection parameters related
to specific host.

* The account under which the Web Application Server is running must have
read access permissions to the location of the properties file.

* This solution will work on all platforms, not only WebSphere, as long as
the path to the properties file is properly configured according to the
operating system requirements.

e Standard UNIX, Windows, and Linux installations do not offer this

functionality by default. You must configure the web.xml file manually
later.

Start of procedure

1. Create applications for each instance/clone/cell of the Web Application
Server. After that he/she should follow the next steps to configure the same
application over the cluster of Web Application Servers.

2. Create Web or Enterprise Application Archive and deploy it using the Web
Application cluster. During this step, you must update the web.xml with
information about the location of the properties file. The following is an
example web.xml file using the current configuration style. The current
configuration of the Load Balancing servlet requires storing
host_config_serv, port_config_serv and app_config_serv in the web.xml
file:

{servlet)

{servlet-name)SvcDispatcherServiet{/serviet-name)
{display-name)SvcDispatcherServlet{/display-name)

{servlet-class>com.genesyslab.webapi.core.LoadBalancerServlet<{/servlet-
class>

init-param)
{param-name >host_config_serv</param-name>

{param-value>[ToBeChanged: <CONFIG_SERVER_HOST
value]<{/param-value)

{/init-param)
init-param)
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{param-name>port_config_serv<{/param-name>

{param-value>[ToBeChanged: <CONFIG_SERVER_PORT
value>]<{/param-value)

{/init-param)
{init-param)
{param-name >app_config_serv<{/param-name
{param-value>[ToBeChanged: <CONFIG_SERVER_APP value>]<{/param-value)
{/init-param)
{---- Added since 8.1.0 release ----)
init-param)
{param-name>transport_address<{/param-name)
{param-value){/param-value)
{/init-param)
init-param)
{param-name>transport_port</param-name
{param-value)<{/param-value)
{/init-param)
{load-on-startup>100</load-on-startup>
{/servlet)
The alternate configuration points the Load Balancing servlet to a file with
the required properties:
{servlet)
servlet-name)SvcDispatcherServliet{/servliet-name)
{display-name)SvcDispatcherServliet{/display-name)

{servlet-class)com.genesyslab.webapi.core.LoadBalancerServlet</servlet-
class)
init-param)
{param-nameYexternal_properties_file</param-name)
{param-value>[ToBeChanged: <PATH_TO_PROPERTIES_FILE
value]<{/param-value)
{/init-param)
{load-on-startup>100</load-on-startup>
{/servlet)

3. The Web Application cluster deploys this information on all cells/clones
that are configured in it.

On each host, create and update the properties file with information
specific to the application configured on the specific host (Host1, Host2 ...
HostN). All of these files have to be stored at the same location according
to the information in the web.xml file. The format of the properties file
uses the standard approach for such files—each parameter is stored on a
new line, with the name of the parameter and its value separated by “=".
For example:
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host_config_serv=config_server_host, backup_config_server_host
port_config_serv=config_server_port, backup_config_server_port
app_config_serv=config_server_app_name
transport_address=client_side_host_mapping
transport_port=client_side_port_mapping

In this configuration, the value of the host_config_serv parameter contains
the primary and backup Configuration Server hosts separated by “,”. The
value of the port_config_serv parameter contains primary and backup
Configuration Server ports separated by “, . The app_config_serv
parameter contains information about the name of the application in
Configuration Server. The transport_address and transport_port
parameters contain information about client-side host/port definition for
the connection to Configuration Server.

4. During initialization, Load Balancer will check the presence of the path to
the configuration file. If everything is fine, it will initialize using
parameters from it, otherwise it will use the old way of initialization.

5. Restart the Web Application Server.

End of procedure

Procedure:
Specifying system variables for passing initialization
parameters to the Load Balancer Servlet

Purpose: Another approach is to use environmental variables from the
operating system to get access to the information required for Genesys Web
API Server to initialize the Load Balancing Servlet.

Start of procedure

1. Create the following system variables:
* host_config_serv—hosts of the primary/backup Configuration

Servers, separated by “,”

* port_config_serv—ports of the primary/backup Configuration
Servers, separated by “,”

* app_config_serv—name of the application in Configuration Server

* transport_address—client-side host definition for the connection to
Configuration Server

* transport_port—client-side port definition for the connection to

Configuration Server
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Example 1:

host_config_serv=cshost.mycompany.com
port_config_serv=2020
app_config_serv=WebApiServer81
transport_address=127.0.0.1

transport_port=47774

Example 2:

host_config_serv=primarycshost.mycompany.com, backupcshost.mycompany.com
port_config_serv=2020, 4020

app_config_serv=WebApiServer81

transport_port=47774

End of procedure

Note: During startup of Web API Server, parameters from the properties file
have top priority. After that, Web API Server will check for
parameters in the environment variables. If parameters are present in
the system and in the web.xml file, the parameters in the properties
file will be used first, then data from the system variables, and
parameters in the web.xml file will be used last.

Manual Installation of eServices
Components

146

eServices components can also be installed manually. This section provides
instructions on manually deploying eServices. The eServices Configuration
Wizard can be used to configure the components, or they can be configured
separately.

If wizards were not used to configure your eServices components, begin at
Procedure: Creating the Application object, on page 147.

If the wizards were used to configure your eServices solution, begin at
Procedure: Installing eServices components on Windows, on page 148 or
Procedure: Installing eServices components on AIX, Solaris, or Linux, on
page 151.
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Procedure:
Creating the Application object

Purpose: Before installing the eServices component, a corresponding
Application object must exist in the Configuration Database.

Prerequisites

The product CD for the component you are installing.

Start of procedure

1.

Create an Application object for the application if it does not already exist.
a. Import the application template from the product CD.
b. Create a new Application object based on the template.

Open the Properties dialog box of the Application object.

On the Server Info tab:

* Inthe Host box, enter the name of the desired host.

* Inthe Communication Port box, enter the port the component will use
for listening.

On the Start Info tab enter some characters in the Working Directory,
Command Line, and Command Line Arguments fields. These characters will be
over-written with the correct values during the installation, but they cannot
be left blank at this point.

On the Connections tab, add the appropriate connections. Refer to
“Verifying Connections” on page 153.

Click Apply.

End of procedure

Next Steps

Deployment Guide

Install the application. See Procedure: Installing eServices components on
Windows or Procedure: Installing eServices components on AIX, Solaris,
or Linux, on page 151.
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Procedure:
Installing eServices components on Windows

Prerequisites

The Application object has been configured. See Procedure: Creating the
Application object, on page 147. Or, the application was configured using
the eServices Configuration Wizards. See Procedure: Configuring
eServices objects using the wizard, on page 104.

(Prior to the 8.1.3 release only:) Java Environment and Libraries for
eServices and UCS are installed on the host machine. Java Environment
and Libraries for eServices and UCS are included in the integrated install,
as described in Procedure: Performing an integrated installation of all
eServices servers, on page 138. These components are not required for
every eServices component.

The product CD for the component you are installing.

Start of procedure

1. Locate the Setup.exe for the component you are installing (available on
the Product CD).

2. Double-click Setup.exe.

3. Enter the login information for your Configuration Server:

Host
Port
User
Password
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4. For components that support client-side port functionality, a dialog box
like the one shown in Figure 33 will appear. See “Client-Side Port” on
page 172.

Genesys Installation Wizard |

Chent 5ide Port Configuration

Select the option below to use a Client Side Poit. |F pou zelect thiz option, the Interaction Server
can uze the Client Side Port number for initial connection to Configuration Server,

[T Use Client Side Port
Thiz option allowes uger bo configure Client Side Port parameters.

Cancel |

Figure 33: Use Client Side Port

5. If you are not setting up client-side port configuration, click Next and
continue at Step 8 on page 150.

Note: Client-side port configuration is not supported for every eServices
component. This dialog will only appear for Chat Server and
Interaction Server installations. This step is optional. Refer to the
Genesys 8.1 Security Deployment Guide for more information.
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6. Ifyou are setting up client-side port configuration for the initial connection
to Configuration Server as described in the Genesys 8.1 Security
Deployment Guide, select the Use Client Side Port check box to reveal
additional fields (see Figure 34).

Genesys Installation Wizard

Chent 5ide Port Configuration

Select the option below to use a Client Side Poit. IF pou select thiz option, the Interaction Server
can uze the Client Side Port number for initial connection to Configuration Server,

[+ Use Chent Side Pork
Thiz option allowes uger bo configure Client Side Port parameters.

— Configuration Options

Specify Client Side Port Mumber. F‘urt:l

Specify Client Side P Address. IP Addless:l

< Back I Mest » I Cancel

Figure 34: Client Side Port Number and IP Address

7. Specify the following parameters and click Next:

Port—Enter any free port number (this is not the Listening port in the
Server Info tab of the Application object).

IP Address—Enter the IP Address of the computer on which you are
installing and running the application.

Note: After you have entered this information, the installation process
will add the necessary command-line arguments
(-transport-address and -transport-port) for connecting to
Configuration Server during Application startup.

8. Select the appropriate Application object from the list.
9. Click Install.

End of procedure
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Procedure:
Installing eServices components on AlX, Solaris, or
Linux

Prerequisites
* The Application object has been configured. See Procedure: Creating the
Application object, on page 147.

* The product CD for the component you are installing.

Start of procedure

1. Locate the install.sh file for the application you are installing.
2. Start the installation script with the command >install.sh

3. Press Enter to confirm the host name for the installation
4

Enter the login information for your Configuration Server:
Host
Port
User
Password

5. If the component you are installing supports client-side configuration, you
will see the following prompt:
Do you want to use Client Side Port option (y/n)?

If you are not setting up client-side port configuration, enter n and continue
at Step 8 on page 151.

Note: Client-side port configuration is not supported for every eServices
component. This dialog will only appear for Chat Server and
Interaction Server installations. This step is optional. Refer to the
Genesys 8.1 Security Deployment Guide for more information.

6. Ifyou are setting up client-side port configuration for the initial connection
to Configuration Server as described in the Genesys 8.1 Security
Deployment Guide, enter y.

7. Specity the following parameters:

Port—Enter any free port number (this is not the Listening port in the
Server Info tab of the Application object).

IP Address—Enter the IP Address of the computer on which you are
installing and running the application

8. From the list of applications, select one and enter its number in the list.

9. Press Enter to confirm the suggested destination directory, or choose
another one.

151



Chapter 5: Model Configuration and Installation on Windows Creating Databases and Running Scripts

10. Answer other questions, if required.

Note: On some Red Hat Linux platforms, eServices 8.1 components might
fail to start and produce the error ./cfgutility: error while loading
shared libraries: libstdc++.s0.5: cannot open shared object
file: No such file or directory. Refer to “Compatibility Package
for Red Hat Linux” on page 189 for information about correcting this
issue.

End of procedure

Creating Databases and Running Scripts

152

If you have not already done so, create the databases for Interaction Server,
Universal Contact Server, and Co-Browsing Server. For UCS, you may also
want to create an Archive database to store older UCS data and ease storage in
the Main UCS database.

Note: If you intend to use the Event Logger functionality that was
introduced in release 7.6.1, you will need to create another database
and run the corresponding script. Configuration and deployment of
Event Logger is explained in the “Event Logger” section in the
“Interaction Server: Advanced Topic” section of the “Ongoing
Administration and Other Topics” chapter of the eServices 8.1 User s
Guide.
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Procedure:
Running scripts for your databases

Start of procedure

1. At the starting directory for each component, locate the SQL script folder:

Component Script Folder
Interaction Server Script

UCS sql-scripts
Co-Browsing Server dbscripts

2. Run the database scripts for each component.

Note: Only one Universal Contact Server database pair (Main and
Archive) is allowed per Tenant.

End of procedure

Next Steps

* Confirm the components’ connections are correct. See “Verifying
Connections”.

Verifying

Deployment Guide

Connections

At this point in the eServices installation process, you must update the
configuration settings for some components before continuing. Refer to
Table 2 on page 52 for a list of connections that must be set in the
Configuration Layer. Refer to the eServices 8.1 Reference Manual for
information on option settings.

Procedure:
Verifying connections

Start of procedure

1. In Configuration Manager, verify that the required connections have been
made in the eServices Application objects. See Table 2 on page 52 for a
detailed list of the connections you need to add to the eServices objects.

2. Add a connection from Stat Server to Interaction Server, or to Interaction
Server Proxy (see “Interaction Server Proxy as Reporting Bus” on
page 154).
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Testing eServices Components

3. Add a connection from Universal Routing Server to Interaction Server.

End of procedure

Next Steps

Test the components. See “Testing eServices Components”.

Interaction Server Proxy as Reporting Bus

You can connect Stat Server to Interaction Server Proxy rather than directly to
Interaction Server. This can be advantageous if you are running multiple Stat
Servers.

To do this,

Deploy Interaction Server Proxy, as described in “Deploying UCS Proxy
or Interaction Server Proxy” on page 223.

Wherever this Guide speaks of connecting Stat Server to Interaction
Server, instead make the connection to Interaction Server Proxy.

Testing eServices Components

The minimum required components for testing include:

154

Local Control Agent

DB Server

Configuration Server
Message Server

Solution Control Server
Solution Control Interface
Stat Server

Universal Routing Server

Procedure:
Testing the eServices servers

Purpose: To test that the eServices servers will successfully launch and run
free of errors.

Tip: General instructions for starting and stopping your eServices solution
are in Chapter 16 on page 241. This section provides startup instructions for
the sole purpose of testing your solution.
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Prerequisites
e Both Universal Contact Server and Interaction Server have connections to
Stat Server (if you have not already made these connections).

* Both Stat Server and Universal Routing Server have connections to
Interaction Server.

* Genesys Framework is running.

* Before testing chat and web form e-mail, restart the host(s) running the
Chat Server, and ensure that your POP3 e-mail server is up and running.

Start of procedure

1. Start the servers in this order:

DB Server for Interaction Server
Interaction Server

Universal Contact Server
E-mail Server

Chat Server

Classification Server

Training Server

Fa@ oo e TR

Co-Browsing Server

Web Server and Web Application Container for Web API Server
launch

e
.

2. After each server starts, check its console window for errors.
End of procedure

Next Steps

*  Procedure: Testing the components using the Web-based TestTool810

Procedure:
Testing the components using the Web-based
TestTool810

An application for testing the components, called TestTool810, is included as
part of the installation of Web API Server. Use this tool to test the various Java
classes and servlets that run the eServices solution.

Note: TestTool810 supports Internet Explorer. It does not support Mozilla
Firefox.
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Start of procedure

1. Open a web browser window and enter the following URL:
http://<{WebAPIServerhost>/WebAPI810/TestTool810

Note: The address used to access the testing application is case sensitive.

You should see a window that looks like the one in Figure 35.

MCR 8.1.0 Test Tool menu <$5$

* LoadBalancing servet info page Iniac 1t pacivides infcamaon shoct ol

¥ E-Mail servers selftest page . Uad paeve Bibig Slecond

¥ chat servers selftest page Salf tmpt infoemaron agot CHAL MR Bnd COREEN SHBCIR miscontiguTItons
- Stat server salf test page Calf test information aboot Stad servess and p

L Univerzal Contact Server self lest page Salf test wiormaton sboul Univirsal Contact Servers and p i

Figure 35: eServices Test Tools Page

2. Click any of the links to launch the various testing tools. The results of the
test display in the bottom frame of the web page.

End of procedure

Next Steps

* Verify interactions can be handled by Genesys Desktop. See Procedure:
Testing that Genesys Desktop can handle interactions.

Procedure:
Testing that Genesys Desktop can handle interactions

Purpose: To log in the Genesys Desktop agent that will receive test eServices
interactions (e-mail, chat, web e-mail, and web callback).
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Test agent handling of interactions by configuring and installing Genesys
Desktop. For instructions on how to do this, see the Genesys Desktop 7.6
Deployment Guide.

Note: After installing Genesys Desktop, use Configuration Manager to
ensure that the Desktop Application object has a connection to your
Interaction Server or if applicable, Interaction Server Proxy.

Start of procedure

1. Enter the following URL into your web browser:
http://<Host_IP_Address:port)/gdesktop

2. To log in an agent, enter the following information:
 AgentID
* Password
* The name of the agent’s associated Place

End of procedure

Next Steps
» Test the installation’s functionality. See “Testing the Setup”.

Testing the Setup

Next you should test your installation’s functionality. This requires that you
implement an interaction workflow. The workflow and its associated routing
strategies can be very simple. The simplest way to test the setup is to use the
ABC Simple BP and the ABC Simple Chat BP business processes that are
installed as part of your Interaction Workflow Samples installation.

Using the Sample Business Processes

The ABC Simple BP receives e-mail interactions that enter the system and
delivers them to an agent group. This business process also allows the agent
who works on a given interaction to reply to it and send a resulting outbound
e-mail. The ABC Simple Chat BP does essentially the same thing, but for chat
interactions; it receives chat interactions that enter the system and delivers
them to an agent group. See the Universal Routing 8.0 Business Process Users
Guide for more details on these and the other sample business processes. That
guide also describes how to work with strategies and queues in the Interaction
Design portion of IRD.
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Procedure:

Configuring ABC Simple BP for routing e-mail
interactions

Start of procedure

1. Set E-mail Server’s default-inbound-queue option (in the

emai L-processing section) to the value Inbound queue, which is the name
of the inbound queue in ABC Simple BP.

Note: Ifyou installed the Interaction Workflow Samples before using the
wizard installation, you will find that two Interaction Queue
objects named Inbound queue and Outbound queue already exist
in your <Tenant)\Scripts folder in Configuration Manager. Use
the Inbound queue name as the value for this E-mail Server
default queue option.

The Person object you plan to use for handling e-mail interactions must be
a member of the Agent Group named E-mail distribution for
processing, which serves as a target for interactions in the Process ABC
strategy of this sample business process.

From the Interaction Design portion of IRD, if they are not already
activated, activate the two strategies that this business process uses,
Process ABC and Send ABC.

See the Universal Routing 8.0 Business Process User’s Guide and
Universal Routing 8.0 Interaction Routing Designer Help for additional
instructions on creating and activating/loading routing strategies.

End of procedure

Next Steps

To test chat functionality, configure the business process to route a chat.
See Procedure: Configuring ABC Simple Chat BP for routing chat
interactions, on page 159.

If chat is not being used, send a test e-mail. See Procedure: Sending a test
e-mail to a Desktop agent, on page 159 and Procedure: Sending a test web
form e-mail to a Desktop agent, on page 161.
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Procedure:
Configuring ABC Simple Chat BP for routing chat
interactions

Start of procedure

Be sure you have set the following prior to testing this workflow:

1.

If you installed the Interaction Workflow Samples before using the wizard
installation, you will find that an Interaction Queue object named Chat
inbound queue already exists in your <Tenant>\Scripts folder in
Configuration Manager. That queue is also the value for the Chat Server
default option (in the endpoints:<tenant_id> section). Make sure this is
the case.

The Person object you plan to use for handling chat interactions must be a
member of the Agent Group named Chat distribution for processing,
which serves as a target for interactions in the Chat inbound strategy
strategy of this sample business process.

From the Interaction Design portion of IRD, if they are not already
activated, activate the three strategies this business process uses: Chat send
transcript email strategy, Chat request transcript send strategy,
and Chat inbound strategy.

See the Universal Routing 8.0 Business Process Users Guide and
Universal Routing 8.0 Interaction Routing Designer Help for additional
instructions on creating and activating/loading routing strategies.

End of procedure

Next Steps

To test chat, launch a chat session. See Procedure: Starting a test chat
session with a Desktop agent, on page 160.

To test e-mail, send a test e-mail. See Procedure: Sending a test e-mail to a
Desktop agent and Procedure: Sending a test web form e-mail to a Desktop
agent, on page 161.

Procedure:
Sending a test e-mail to a Desktop agent

Purpose: To send a test e-mail from your installed eServices solution to a
Genesys Desktop agent using the ABC Simple BP routing strategy.
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Start of procedure

1. Ifyou have not already started the necessary components (as noted in
“Testing eServices Components” on page 154), do so now.

2. Open your e-mail client and send an e-mail to the POP box that E-mail
Server checks (the value of that component’s address option).

3. Ready an agent at the Genesys Desktop and look for the arrival of the
e-mail interaction.

4. If the inbound e-mail fails (for example, E-mail Server does not see the
message or E-mail Server sends the message to a bad directory), check
each of the E-mail Server options, logs, and the routing strategies for
possible errors.

End of procedure

Next Steps

* To test chat, see Procedure: Starting a test chat session with a Desktop
agent.

Testing the Setup

* To send a test web form e-mail from the Genesys MCR 8.1 Platform SDK
Java Samples Pages, see Procedure: Sending a test web form e-mail to a

Desktop agent, on page 161

Procedure:
Starting a test chat session with a Desktop agent

Purpose: To start a test chat session between a sample customer from the

Genesys MCR 8.1 Platform SDK Java Samples Pages and a Genesys Desktop

agent, using the ABC Simple Chat routing strategy.

Start of procedure

1. Start the web server and the web application container, if you have not
already.

2. If you have not already started the necessary components (as noted in
“Testing eServices Components” on page 154), do so now.

3. Ready an agent at the Genesys Desktop.
4. Open the Genesys MCR 8.1 Platform SDK Java Samples Pages by

opening a browser navigating to http://<{WebAPIServerhost>/WebAP1810.

5. Select the New samples based on PSDK Java API link to open the samples

page.
6. Click Chat Sample with "user" typing notification.

7. Fill in customer data and click Start Chat.

eServices 8.1
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Look for the arrival of the chat interaction at the Genesys Desktop.

If chat does not work (for example, a disconnected from chat server
message appears or the customer joins but the agent does not), check each
of the manual install steps. Specifically, check the:

+  Chat Server options.
+  Web API Server options.
+  WebAPI810 parameters, contained in the constants.jsp file.

End of procedure

Next Steps

To test e-mail, see Procedure: Sending a test e-mail to a Desktop agent, on
page 159 and Procedure: Sending a test web form e-mail to a Desktop
agent, on page 161, otherwise you have completed all steps for testing the
setup of eServices 8.1.

Procedure:
Sending a test web form e-mail to a Desktop agent

Purpose: To send a test web form e-mail from the Genesys MCR 8.1 Platform
SDK Java Samples Pages to a Genesys Desktop agent.

Start of procedure

1. Ifyou have not already started the necessary components (as noted in
“Testing eServices Components” on page 154), do so now.

2. Open the Genesys MCR 8.1 Platform SDK Java Samples Pages by
opening a browser navigating to http://<{WebAPIServerhost>/WebAP1810.

3. Select the New samples based on PSDK Java API link to open the samples
page.

4, Selectthe E-mail over the Web link.

5. Fill in customer data and click Submit.

6. Ready an agent at the Genesys Desktop and look for the arrival of the web
form e-mail interaction.

7. If web form e-mail does not work (for example, no thank you page

displays, a thank you page displays with an error, or a thank you page
displays but the e-mail never pops to the desktop), check each of the
manual install steps.

End of procedure
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Next Steps

To prepare testing configuration for web callback processing, see
Procedure: Configuring WebCallback BP for routing web callback
interactions and Procedure: Updating the Interaction Server database for
processing web callback interactions, on page 163.

Procedure:
Configuring WebCallback BP for routing web callback
interactions

Purpose: Set the following prior to testing this workflow.

Start of procedure

1.

If you installed the Web Callback Application before using the wizard
installation, you will find that an Interaction Queue object named New
already exists in your <Tenant>)\Scripts folder in Configuration Manager.
That queue is also the value for the Web API Server webNewQueue (in the
\...\SimpleSamples810\constants.jsp). Make sure this is the case.

The Person object you plan to use for handling web callback interactions
must be configured to work with voice media and be a member of the
Agent Group named WebCal Llback distribution for processing, which
serves as a target for interactions in the Delivering strategy of this sample
business process.

Start Knowledge Manager and import the UCS_impex.kme file located in the
folder <Web Callback Application installation) to receive standard
responses related to WebCallback BP.

Open the Send Email Notification subroutine. Select the corresponding
standard responses in the two Acknowledgement receipt objects. Save
changes in the subroutine and then in IWD.

From the Interaction Design portion of IRD, if they are not already
activated, activate the following strategies this business process uses:
* Preprocessing

* Rescheduled by Agent

¢ Rescheduled by Customer

* Delivering

e Stop By Customer

e Stop By Agent

* Expired Transfer Callbacks

e Expired Conference Callbacks
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* Qutbound notification email sending

Note: Sce the Universal Routing 8.0 Business Process User s Guide and
Universal Routing 8.0 Interaction Routing Designer Help for
additional instructions on creating and activating/loading routing
strategies.

End of procedure

Next Steps

* To complete preparing testing configuration for web callback processing,
see Procedure: Updating the Interaction Server database for processing
web callback interactions.

Procedure:
Updating the Interaction Server database for
processing web callback interactions

Purpose: To run the scripts required to update the Interaction Server database
for processing web callback interactions.

Start of procedure

Run the appropriate script for your Interaction Server database. The scripts are
located in the following directories:

» for DB2, in the <Web Callback Application installation>\Scripts\Db2
folder

» for MS SQL, in the <Web Callback Application
installation)\Scripts\MsSQL folder

o for Oracle, in the <Web Callback Application
installation)\Scripts\Oracle folder

End of procedure

Next Steps

* To test web callback, see Procedure: Sending a test web callback to a
Desktop agent, otherwise you have completed all steps for testing the setup
of eServices 8.1.
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Procedure:
Sending a test web callback to a Desktop agent

Purpose: To send a test web callback from the Genesys MCR 8.1 Platform
SDK Java Samples Pages to a Genesys Desktop agent.

Start of procedure

1. If you have not already started the necessary components (as noted in
“Testing eServices Components” on page 154), do so now.

2. Open the Genesys MCR 8.1 Platform SDK Java Samples Pages by
opening a browser and navigating to
http://<{WebAPIServerhost>/WebAPI810.

3. Select the New samples based on PSDK Java API link to open the samples
page.

4. Select the WebCal Lback link.

5. Fill in customer data and click Request cal lback.

6. Ready an agent at the Genesys Desktop and look for the arrival of the web

callback interaction.

End of procedure

Next Steps

You have completed all steps for testing the setup of eServices 8.1.
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Chapter

Deploying Java
Components on 64-bit
Windows and UNIX

This chapter describes how to deploy the eServices 8.1 Java components on
64-bit Windows and 64-bit UNIX operating systems. It covers these topics:

« 0Old and New Styles of Installation Package, page 165.

- Installing Components on 64-bit Windows Operating Systems, page 166
+ Installing Components on 64-bit UNIX Operating Systems, page 167

«  Supported Versions of JDK/JRE, page 168

Old and New Styles of Installation

Package

Deployment Guide

In the 8.1.0 release, a new type of installation package (IP) was introduced for
SMS Server. This “new-style” IP does not differentiate between 32- and 64-bit
Java platforms, unlike the “old-style” IP which required different procedures
for 32-bit and 64-bit Java. Between the 8.1.0 and 8.1.3 releases, some other
Java components switched to the “new-style” IP and some retained the
“old-style.” Starting with the 8.1.3 release, all Java-based components use the
new style of IP. Table 8 lists the components in question and shows when (and
if) they changed to the new-style IP.

Note: Knowledge Manager and UCS Manager do not support 64-bit Java,
but they did shift to the new-style IP in release 8.1.3.
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In the following procedures, any differences between the deployment of the
two IP types is clearly noted. Table 8 lists the components in question and
shows when (and if) they changed to the new-style IP.

Table 8: Old- and New-Style IPs

Component Change to New-Style IP
Classification Server 8.1.3 and later

E-mail Server 8.1.2 and later

Knowledge Manager 8.1.3 and later

SMS Server all 8.1.x releases

Social Messaging Server 8.1.1 and later

Training Server 8.1.3 and later

Universal Contact Server 8.1.1 and later

UCS Manager 8.1.1 and later

Installing Components on 64-bit Windows
Operating Systems

The shared steps for all IPs are the following:

1. Verify the Oracle JDK for Windows x64, version 1.6.0 26 or higher (as
long as it is within the 1.6 family) is installed.

2. Run the component’s IP (located in the Windows_x64 folder on the CD).

3. The next steps are:
+  For the “old-style” IPs (see Table 8),
i. Install the MCR Java Environment and Libraries for eServices and
UCS.
ii. Manually modify the file <installation folder>\< filename
>.ini. Replace the placeholder <<JVM 64-BIT LOCATION>> with the

actual location of the jvm.dl !l file of the 64-bit JDK that is
installed.

Note: In the preceding step, <filename> could be either
JavaServerStarter.ini, JavaEmailServerDriver.ini, or
ContactServerDriver.ini.
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+  For the “new-style” IP, when you are prompted with a list of JDK
choices, select the required version (1.6.0_26 or higher) of Oracle
JDK.

Installing Components on 64-bit UNIX
Operating Systems

The shared steps for all IPs are the following:

1. Verify that JRE x64 for UNIX is installed.
+ For Oracle JRE, the version must be 1.6.0 26 or higher.

+ For IBM JRE (for AIX), the version must be 1.6.0 build
pap6460sr9fp2-20110627 03(SRI FP2) or higher.

2. Run the component’s UNIX IP. When prompted, enter the path to the Java
executable (from JRE x64).

3. The next steps are
+ For the “old-style” IPs:

i. For Classification Server only: install the MCR Java Environment
and Libraries for eServices and UCS

ii. Manually modify the file <installation folder>\< filename >.sh
as outlined in Table 9. For each component, update the specified
file. Replace the text in the “Old” column with the text in the
“New” column. See Table 8 on page 166 for a list of old versus
new IPs.

Table 9: Updates for 64-bit UNIX Installations

Component Filename Oild New

Social Messaging Server | smserver.sh $GES HOME 810/jre/bin/java | <path to Java
executable, including

Classification Server Clfserver.sh executable name>

Universal Contact contactServer.sh | JAVA. HOME=${GES HOME} | JAVA. HOME=<JRE

Server /jre location>?

E-mail Server Java emailServer.sh

a. For Solaris installations, the line “JAVACMD=${JAVA _HOME}/bin/java” must be adjusted because x64
java executable is located in the folder “/bin/sparcv9”

+ For the “new-style” IP, enter the path to the Java executable (from JRE
x64) when you are prompted to do so during the installation.
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Supported Versions of JDK/JRE

Regarding supported versions of JDK/JRE, keep the following in mind:

« JDK/JRE versions that are /ower than specified in the foregoing
procedures are not supported.
e For the 8.1.3 release,

+ JDK/JRE for Oracle 1.8 or higher is not supported, except that
Knowledge Manager additionally does not support JDK/JRE 1.7.

+ JDK/JRE 1.8 for AIX or higher is not supported.

* For releases prior to 8.1.3,
+ JDK/JRE for Oracle 1.7 or higher is not supported.
+ JDK/JRE 1.6.1 for AIX or higher is not supported.

168 eServices 8.1 @



S Genesys

Chapter

TLS and Client-Side Port

This chapter describes TLS and client-side port functionality in eServices 8.1.
It includes these sections:

- TLS, page 169
«  Client-Side Port, page 172

TLS

eServices 8.1 supports Transport Layer Security (TLS) protocol to secure data
exchange between components. Table 10, Table 11, and Table 12 in this
chapter list various component connections and indicates whether the specific
connection supports TLS. In these tables, the components listed in the first
column are connecting to the components that are listed in the top row.

Further information on using TLS is available as follows:

* Refer to the Genesys 8.1 Security Deployment Guide for information about
how to configure TLS for eServices components.

* For detailed information on using TLS with UCS and UCS clients, see the
“TLS” section of the “Security and Authentication” page of the Context
Services User's Guide.

* UCS, E-mail Server, and UCS Manager use Genesys Platform SDK to
implement TLS connectivity. Refer to the “Using and Configuring Security
Providers” page of the Platform SDK Developer's Guide for detailed
configuration of TLS providers, as well as recommended Java versions for
TLS on Windows.
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Table 10: TLS Support 1

TLS

Connection | Configura- | Configura-| Solution | Message | Interaction Universal
tion Server | tion Control | Server Server Contact

Server Server Server
Proxy

Interaction Yes Yes N/A Yes Yes Yes

Server

Interaction Yes Yes N/A Yes Yes N/A

Server Proxy

Universal Yes Yes N/A Yes N/A

Contact

Server

Universal Yes Yes N/A Yes N/A Yes

Contact

Server Proxy

E-mail Server| Yes Yes N/A Yes Yes Yes

Chat Server | Yes Yes N/A No Yes Yes

SMS Server | Yes Yes Yes No Yes N/A

Social Yes Yes N/A No Yes N/A

Messaging

Server

Classifica- Yes Yes N/A No N/A No

tion Server

Web API Yes Yes Yes No Yes Yes

Java

Web API Yes Yes Yes No Yes Yes

.NET
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Table 11: TLS Support 2

TLS

Connection | E-mail Chat SMS Social Classifica-
Server Server | Server | Messaging tion Server
Server
Interaction Yes Yes No No No
Server
Universal N/A N/A N/A N/A N/A
Contact
Server
Universal N/A N/A N/A N/A N/A
Contact
Server Proxy
E-mail Server N/A N/A N/A N/A
Chat Server | N/A N/A N/A N/A
SMS Server | N/A No N/A N/A
Social N/A N/A N/A N/A
Messaging
Server
Classifica- N/A N/A N/A N/A
tion Server
Web API Yes Yes N/A N/A N/A
Java
Web API Yes Yes N/A N/A N/A
.NET
Table 12: TLS Support 3
Connection | Web Web DB Server | Universal Stat Server
API API Routing
Java .NET Server
Interaction N/A N/A Yes N/A Yes
Server
Universal N/A N/A N/A N/A No
Contact
Server

Deployment Guide
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Table 12: TLS Support 3 (Continued)

Connection | Web Web DB Server | Universal Stat Server
API API Routing
Java .NET Server
Universal N/A N/A N/A N/A N/A
Contact
Server Proxy
E-mail Server| N/A N/A N/A N/A N/A
Chat Server | N/A N/A N/A N/A N/A
SMS Server | N/A N/A N/A N/A N/A
Social N/A N/A N/A N/A N/A
Messaging
Server
Classifica- N/A N/A N/A N/A N/A
tion Server
Web API N/A N/A Yes
Java
Web API N/A N/A Yes
.NET

Client-Side Port

Note: Training Server does not support the TLS connection type. Stat Server
and Universal Routing Server support TLS with their connections to
Interaction Server. Universal Contact Server Proxy supports TLS with
its connection to Universal Contact Server. No other connections to

eServices components are supported by UCS Proxy.

Client-Side Port

172

eServices 8.1 supports client-side port definition between components as
outlined in Table 13, Table 14, and Table 15. In these tables, the components
listed in the first column are connecting to the components that are listed in the
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Client-Side Port

top row. Refer to the Genesys 8.1 Security Deployment Guide for information
about how to configure client-side port parameters.

Table 13: Client-side Port Support 1

Connection | Configura- | Configura- | Solution | Message| Interaction | Universal

tion Server | tion Server | Control | Server Server Contact
Proxy Server Server

Interaction Yes Yes N/A Yes Yes Yes

Server

Interaction Yes Yes N/A Yes Yes N/A

Server Proxy

Universal Yes Yes N/A Yes N/A

Contact

Server

Universal Yes Yes N/A Yes N/A Yes

Contact

Server Proxy

E-mail Server| Yes Yes N/A Yes Yes Yes

Chat Server | Yes Yes N/A Yes Yes Yes

SMS Server | Yes Yes Yes Yes Yes N/A

Social Yes Yes N/A Yes Yes N/A

Messaging

Server

Classifica- Yes Yes N/A Yes N/A No

tion Server

Web API Yes Yes Yes Yes No No

Java

Web API Yes Yes Yes Yes No No

.NET

Deployment Guide
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Table 14: Client-side Port Support 2

Client-Side Port

Connection | Universal E-mail Chat SMS Social Classifica-
Contact Server Server | Server | Messaging tion Server
Server Proxy Server
Interaction N/A Yes Yes Yes Yes Yes
Server
Universal N/A N/A N/A N/A N/A N/A
Contact
Server
Universal N/A N/A N/A N/A N/A
Contact
Server Proxy
E-mail Server| N/A N/A N/A N/A N/A
Chat Server | N/A N/A N/A N/A N/A
SMS Server | N/A N/A No N/A N/A
Social N/A N/A N/A N/A N/A
Messaging
Server
Classifica- N/A N/A N/A N/A N/A
tion Server
Web API N/A No No N/A N/A N/A
Java
Web API N/A No No N/A N/A N/A
.NET
Table 15: Client-side Port Support 3
Connection | Web Web DB Server | Universal Stat Server
API API Routing
Java .NET Server
Interaction N/A N/A No N/A Yes
Server
Universal N/A N/A N/A N/A No
Contact
Server
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Table 15: Client-side Port Support 3 (Continued)

Connection | Web Web DB Server | Universal Stat Server
API API Routing
Java .NET Server
Universal N/A N/A N/A N/A N/A
Contact
Server Proxy
E-mail Server| N/A N/A N/A N/A N/A
Chat Server | N/A N/A N/A N/A N/A
SMS Server | N/A N/A N/A N/A N/A
Social N/A N/A N/A N/A N/A
Messaging
Server
Classifica- N/A N/A N/A N/A N/A
tion Server
Web API N/A N/A No
Java
Web API N/A N/A No
.NET

Deployment Guide
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Note: Training Server does not support the client-side port connection type.
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Chapter

Deploying an E-Mail System
in Secured Mode

This chapter describes how to configure an e-mail system to work in secured
mode using TLS/SSL. This applies to POP3, IMAP4, and SMTP. The purpose
is to generate and install a public/private key pair. The information in this
chapter is divided among the following sections:

«  Configuring the Corporate E-Mail Server, page 177

«  Configuring TLS/SSL for E-mail Server, page 178

Configuring the Corporate E-Mail Server

Deployment Guide

Configure TLS/SSL in the Corporate E-mail Server. Follow the constructor
recommendations to generate a certificate and configure TLS/SSL on ports
POP3, IMAP and SMTP.

The following is an example of generation of a certificate with keytool
(keytool is a Java utility that is available with the JRE. The utility can be found
in <eServices_Install_Dir>/jre/bin for Unix operating systems, and in
<eServices_Install_Dir>\jre\bin for Windows operating systems):

keytool -genkey -v -alias hostname.example.com

-dname "CN=hostname.example.com, 0U=IT, 0=ourcompany, C=FR" -keypass
{certificate_password)

-keystore <certicate_name).keystore -storepass <certificate_password)
-keyalg "RSA" -sigalg "SHATwithRSA" -keysize 2048 -validity 3650

The arguments used in this command are the following:
-alias—Defines an alias in keystore, to store the key.

-dname—Distinguished Name, a comma-separated list made up of the
following, in the following order:
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CN—Common Name. This must be the name of the host where the
corporate e-mail server is running. It must be the host name used in
E-mail Server’s settings; for example, if connecting to a POP 3 server,
the option server inthe pop-client section must have this value.

OU—Organizational Unit Name
O—Organization Name
L—Locality Name (city)
S—State

C——Country Name

Notes:
+ The abbreviations are not case-sensitive.
+ Only CN is required.

-keypass—Password of the key of the certificate.
-keystore—Specifies the keystore used.
-storepass—Password of the keystore.

-keyalg—Algorithm used to generate the key. Possible values are DSA and
RSA. More information is available at http://docs.oracle.com/javase.

-sigalg—Specifies the algorithm used to sign the key.
-keysize—Specifies the size of the key.

-validity—Defines the validity of the certificate, in days. The value in the
example is 3,650 days, or 10 years.

Configuring TLS/SSL for E-mail Server

This section describes procedures for configuring your E-mail Server
application to work with TLS/SSL. This configuration is supported for E-mail
Server version 7.0 and above. The following procedures are included in this
section:
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Procedure: Generating the .truststore file, on page 179

Procedure: Modifying the E-mail Server startup command line on
Windows, on page 179

Procedure: Modifying the E-mail Server startup command line on Unix, on
page 180

Procedure: Configuring E-mail Server’s POP, IMAP, and SMTP ports, on
page 181
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Procedure:
Generating the .truststore file

Prerequisites:

* The corporate e-mail server is configured to work in secured mode. See
“Configuring the Corporate E-Mail Server” on page 177.

Start of procedure

1. From the certificate on the Corporate E-mail Server, extract the public key.

The following is an example of extracting a public key using keytool:

keytool -export -v -alias hostname.example.com -file
{certificate_name).cer -keystore <certificate_name).truststore
-storepass <{certificate_password)

keytool -import -alias hostname.example.com -file
{certificate_name).cer -keystore client.truststore -storepass
{certificate_password)

At this point, the client. truststore file contains the public key.

2. Copy it to the host on which E-mail Server is running.
End of procedure

Next Steps

* Provide E-mail Server with the location of the . truststore file. See
Procedure: Modifying the E-mail Server startup command line on
Windows or Procedure: Modifying the E-mail Server startup command
line on Unix.

Procedure:
Modifying the E-mail Server startup command line on
Windows

Purpose: To provide E-mail Server with the location of the .truststore file
on startup.

Prerequisites

* The .truststore file has been created. See Procedure: Generating the
truststore file, on page 179.
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Start of procedure

1. Open JavaEmailServerDriver.ini in a text editor.

2. Inthe [JavaArgs] section, add the following:
-Djavax.net.ssl.trustStore=<path to certificate

3. Save and close the file.
End of procedure

Next Steps

* Configure ports required for E-mail Server to work in secured mode. See
Procedure: Configuring E-mail Server’s POP, IMAP, and SMTP ports.

Procedure:
Modifying the E-mail Server startup command line on
Unix

Purpose: To provide E-mail Server with the location of the .truststore file

on startup.

Prerequisites

* The .truststore file has been created. See Procedure: Generating the
truststore file, on page 179.

Start of procedure

1. Locate the E-mail Server startup file (emai LServer.sh).

2. Open the file in a text editor and modify the startup command line so
E-mail Server can locate the .truststore file. For example:

java -Djavax.net.ssl.trustStore="<path to certificate>" --Xmx512M
3. Save and close the file.
End of procedure

Next Steps

» Configure ports required for E-mail Server to work in secured mode. See
Procedure: Configuring E-mail Server’s POP, IMAP, and SMTP ports.
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Procedure:
Configuring E-mail Server’s POP, IMAP, and SMTP
ports

Purpose: The ports must be configured in order for the e-mail system to work
in secured mode.

Prerequisites

* The .truststore file has been generated and E-mail Server’s startup
command line has been modified. See Procedure: Generating the .truststore
file, on page 179 and Procedure: Modifying the E-mail Server startup
command line on Windows, on page 179 or Procedure: Modifying the
E-mail Server startup command line on Unix, on page 180.

Start of procedure

1. In Configuration Manager, open the properties for your E-mail Server
application.

2. Inthe Options tab, locate the [pop-client] section for IMAP and configure
the type, port, and enable-ssl options. For example:
[pop-client1]
type = IMAP
port = 993 (the default SSL port for IMAP)
pop-connection-security = ssl-tls

3. Locate the [pop-client] section for POP3 and configure the type, port,
and enable-ssl options. For example:

[pop-client2]

type = POP3

port = 995 (the default SSL port for POP3)
pop-connection-security = ssl-tls

4. Locate the [smtp-client] section and configure the port and enable-ssl
options. For example:

port = 465 (the default SSL port for SMTP)
smtp-connection-security = ssl-tls

5. Save your changes.

End of procedure
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Chapter

Multiple Interaction
Servers in a Single Tenant

This chapter discusses configuring multiple Interaction Server instances in a
single tenant. It covers the following topics:

«  Overview, page 183
«  Configuring, page 184

Overview

Deployment Guide

If you deploy separate solutions within a single tenant, the usual architecture
has a single Interaction Server processing all the interactions according to
business processes that are defined for the entire tenant (which may include
separate business processes for the separate solutions). The server also uses a
single database to store all the interactions.

However, assigning a separate instance of Interaction Server to each solution
can provide the following benefits.

Functional Separation

* Stopping or terminating one solution does not affect the others.

* New solutions can be deployed with their own Interaction Servers without
disturbing existing solutions.

* The Interaction Servers assigned to different solutions can be configured
most appropriately to handle the specific solution

* The overall system performance can be higher:
+ The servers do not affect each other and can utilize different hardware.
+ The servers use separate databases.

* Each solution can be managed and maintained separately by different
teams.
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Data Separation

Physically separating the data of different solutions within one tenant provides
the following benefits:

Databases can be managed separately. Backup or restoration of one
solution does not affect other solutions.

Data corruption or hardware failures in one database only affects one
solution.

Performance is improved.

Note: If you have separate objects in a single tenant for use with multiple

Interaction Servers, you must similarly use multiple instances of Stat
Server, desktop applications, reporting applications, and any other
application that supports a connection to only one application of
Interaction Server or T-Server type.

Configuring

You can use Configuration Server security to allow a specific server instance to
work only with a subset of Business Processes within a tenant. At a high level,
the procedure is as follows:

1.

184

Use the Interaction Design window of Interaction Routing Designer to
create an account and associate a Business Process with it, as described in
the “Last Step in Creating a Business Process” topic of Universal Routing
8.1 Interaction Routing Designer Help (control of access to other
configuration s is not supported at this time).

Associate any other desired Business Processes with this account.

This creates an Access Group object that has access to the associated
Business Process.

In Genesys Administrator or Configuration Manager, create a Person
object and add it to the Access Group.

Configure the selected Interaction Server instance to run under this new

Person account:

+ Configuration Manager: In the Log On As area of the Security tab of
the Interaction Server Application object, select This Account, then
select the desired Person in the resulting Add User dialog box.

+ Genesys Administrator: On the Configuration tab of the Interaction
Server Application object, go to the Server Info area, clear the Log
On As System checkbox, and click Browse to select an account.
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Deploying eServices in
UNIX Environments

This chapter describes procedures for configuring and installing eServices

components in UNIX environments—Solaris, AIX, and Linux—as well as for

configuring the Web API components in a WebSphere or WebLogic

environment.

This chapter has these sections:

«  Deploying eServices on UNIX Hosts, page 185

«  Compeatibility Package for Red Hat Linux, page 189

«  Deploying Genesys Web Applications for WebSphere on AIX, Solaris, or
Windows, page 190

«  Deploying Genesys Web Applications for WebLogic on Solaris, page 201

Note: You can deploy all eServices 8.1 components on UNIX platforms,
except for the following user interfaces:

* Knowledge Manager
* Universal Contact Server Manager
* Interaction Workflow Samples

Deploying eServices on UNIX Hosts

Deployment Guide

Configuring and installing eServices 8.1 on Solaris, AIX, or Linux follows the
general procedure introduced in Chapter 5, beginning on page 97. You can use
the eServices 8.1 Configuration Wizards on a Windows host to configure
components that will run in UNIX environments. For the installation phase,
however, you should proceed in a slightly different fashion than you would for
a Windows-only environment. The main difference is that after configuration,
you will need to manually copy the individual component installation packages
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to each UNIX host, as initially suggested in “Installing eServices Components
on page 136. Also consider the guidelines under “Copying Installations to
Remote Computers” in the “Genesys Wizards” section of Chapter 4,
“Deployment Overview,” of the Framework 8.1 Deployment Guide.

After you copy the software to the UNIX hosts, do one of the following:
*  Run the setup for individual components manually.

* Use the eServices CD on each host to run the setup for the components
directly from that CD.

Note on Java Environment and Libraries for eServices and

UCS

186

Some components require Java Environment and Libraries for eServices and
UCS (JELEU), supplied as part of eServices. For all platforms, before you
install these components, you must first install the Java Environment and
Libraries for eServices and UCS. On Windows, if you use IPStarter.exe, it
takes care of this automatically. On Solaris, AIX, or Linux, however, you must
manually run the Java Environment and Libraries for eServices and UCS setup
on each host before you run the setup for the other eServices components for
that host. Table 16 lists eServices components according to their requirement
for JELEU.

Table 16: Components and Releases not Requiring JELEU

Component JELEU Required?

Interaction Server No

Interaction Server Proxy | No

UCS Proxy No
SMS Server No
Web API Server No
E-mail Server Prior to release 8.1.2 only

Social Messaging Server | Prior to release 8.1.1 only

UCsS Prior to release 8.1.1 only
UCS Manager Prior to release 8.1.1 only
Classification Server Prior to release 8.1.3 only
Knowledge Manager Prior to release 8.1.3 only
Training Server Prior to release 8.1.3 only
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Interaction Server, Chat Server, Interaction Server Proxy, UCS Proxy, and Web
API Server are exceptions to this guideline.

Interaction Server, Chat Server, Interaction Server Proxy, UCS Proxy, and Web
API Server (on all platforms) do not require Java Environment and Libraries
for eServices and UCS.

For an explanation of the difference between Third Party Components
(executable) and ThirdParty Applications (directory), see the note on page 56.

Procedure:
Deploying eServices on Solaris, AlX, or Linux from a
Windows host

Purpose: To suggest how you might use the eServices Configuration Wizards
on a Windows host to configure and install components to other hosts for
Solaris, AIX, or Linux deployments.

Start of procedure

1. (This step is not required for release 8.1.3 and higher): On each Solaris,
AIX, or Linux host, set the environment variable GES_HOME_810 to target the
directory containing eServices components. Refer to the online UNIX
manual for the syntax for the set command in the shell you use. If for any
reason you cannot complete the deployment of your eServices Solution
during one login session, you may need to set the variable again after a
new login.

Warning! Do not include any spaces in the value of the GES_HOME_810
environment variable (for example, use
/home/Lab/GCTI/eServices81instead of /home/lab/GCTI/eServices
8.1).

2. When you run the eServices Configuration Wizard, it will ask you to
specify the destination for copying installation packages. Do one of the
following:

* Create a shared directory on your Solaris, AIX, or Linux computer for
the installation package deployment, making sure that it is accessible
from the Windows host.

* Create a shared directory on a Windows host (as recommended in
“Create a Shared Directory” on page 101 for the Windows
installation), making sure that it is accessible from the Solaris, Linux,
or AIX host(s) that will run your eServices components.

In either case you must copy all installation packages to the Solaris, Linux,
or AIX computer(s) that will host your eServices solution.
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3. On a Windows machine, run the eServices Configuration Wizards as
described in Chapter 5, beginning on page 97.

The Wizards copy the installation packages using a directory structure such
as the following:
{componentA)

IBM_AIX

Linux

Solaris

Windows_2008

Windows_Server_2003

{componentB>
IBM_AIX
Solaris
Windows_2008
Windows_Server_2003

aix
ThirdPartyComponents

Linux
ThirdPartyComponents

solaris
ThirdPartyComponents

windows
CommonWizardComponentSet
ThirdPartyComponents
4. After completing configuration using the Wizards, begin installation by
running the installation package in <platform>\ThirdPartyComponents on
each host where you plan to install components.

5. Continue installation by running the installation package for each
remaining eServices component. You will find that package in the
{platform) subdirectory contained in the directory named for each
component.

End of procedure

Next Steps

* For Solaris deployments, you need to install and configure one of the
following web application servers:

+ Deploying Genesys Web Applications for WebLogic on Solaris,
page 201

+ Deploying Genesys Web Applications for WebSphere on AIX, Solaris,
or Windows, page 190

+ Configuring Apache and Tomcat for Linux or Solaris, page 76

* For AIX deployments, you need to deploy the following web application
server:
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Deploying Genesys Web Applications for WebSphere on AIX, Solaris, or
Windows, page 190

* For Linux deployments, you need to install and configure the following:
+ Configuring Apache and Tomcat for Linux or Solaris, page 76

Compatibility Package for Red Hat Linux

Deployment Guide

On some Red Hat Linux platforms, eServices 8.1 components might fail to
start and produce the following error:

./cfgutility: error while loading shared libraries: Llibstdc++.s0.5:
cannot open shared object file: No such file or directory

To correct this issue, a compatibility package must be added to the Operating
System. The exact name of the package depends on the OS version of your
Linux host. Here are several examples for different Linux versions:

Example for Red Hat 4:
alexeyerh40pd32$ rpm -qf /usr/lib/libstdc++.s0.5
compat-libstdc++-33-3.2.3-47.3

The name of package indicates that it is not a part of the OS, but the part of a
compatibility package.

Example for Red Hat 5:
alexeyerh50-vm$ rpm -qf /usr/Llib/libstdc++.s0.5
compat-libstdc++-33-3.2.3-61

The name of package indicates that it is not a part of the OS, but the part of a
compatibility package.

Note: A package newer than compat-Llibstdc++-33-3.2.3-61 might already
exist for Red Hat 5 Linux.

If you have yum installed then you can use it to get the package from a
predefined Red Hat repository. For example:

yum -y install compat-libstdc++-33

If you do not have yum installed then you need to find package manually and
use rpm for installation. For example:

rpm -i
ftp://ftp.pbone.net/mirror/archive.fedoraproject.org/fedora/linux/core/
6/x86_64/0s/Fedora/RPMS/compat-Llibstdc++-33-3.2.3-61.1386.rpm

This package could possibly be found here:
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http://rpm.pbone.net/index.php3/stat/4/idpl/3416184/com/compat-Llibstdc+
+-33-3.2.3-61.1386.rpm.html

Note: Refer to the Genesys Supported Operating Environment Reference
Guide for more information.

Deploying Genesys Web Applications for
WebSphere on AlX, Solaris, or Windows

Environment

190

In eServices 8.1, you can use the IBM WebSphere Application Server in AIX,
Solaris, and Windows deployments. After configuring and installing eServices
as outlined in Chapter 5 on page 97, and in “Deploying eServices on UNIX
Hosts” on page 185, you need to enable your WebSphere deployment to use
the Web API Server and the Multimedia 8.1 Samples.

For AIX deployments, WebSphere is the only supported web server. For
Windows deployments, Web API Server 8.1.0 can work with WebSphere,
Apache/Tomcat or IIS/Tomcat platforms. For Solaris, however, you can use
WebSphere, Apache/Tomcat, or WebLogic in your deployment. For
WebSphere deployment procedures, see:

* Installing Genesys web applications for WebSphere on AIX or Solaris,
page 191

* Deploying Genesys web applications for WebSphere on AIX, Solaris, or
Windows, page 192

» Testing the WebSphere installation on AIX, Solaris, or Windows, page 199

Note: For information about deploying on Solaris with Tomcat or
WebLogic, see the following sections:

» “Configuring Apache and Tomcat for Linux or Solaris” on page 76

* “Deploying Genesys Web Applications for WebLogic on Solaris”
on page 201

Prerequisites

This section assumes that you have your WebSphere environment ready to go,
and that you have completed the model setup. The steps outlined in this section
use values you entered for that model installation.

This document refers to the root directory for IBM WebSphere as
<WEBSPHERE_HOME>. The root directory for the IBM HTTP Server, an
Apache-based Web Server, is <IHS_HOME>. <MCR_API_EAR) represents the base
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directory of your MCR_API_EAR. ear file location. A sample directory structure in
this case might be:

{WEBSPHERE_HOME >/AppServer/profiles/AppSrv01/instal ledApps/DefaultNodeC
ell/MCR_API_EAR.ear.

Note: For instructions on how to configure and install Genesys Web API
Server see the Web API Server sections of the following procedures:

* Procedure: Configuring eServices objects using the wizard, on
page 104

* Procedure: Performing an integrated installation of all eServices
servers, on page 138

Procedure:
Installing Genesys web applications for WebSphere on
AIX or Solaris

Prerequisites

* The environment variable GES_HOME_810 is set. See page 187.

Start of procedure

1. Run the install.sh script for Web API Server for WebSphere.
2. Enter the name of the host on which you are installing Web API Server.

3. If you have not specified configuration information using a Wizard, you
are prompted to enter the following login information for your
Configuration Server:

Host
Port
User
Password

4. Enter the backup Configuration Server host and port.
5. Specify which application to install.

6. Select the code page (the character set pair for processing requests from
computers with different locale settings).

7. Enter the fully qualified host name where Co-Browsing Server is installed.
8. Enter the Configuration Server tenant name.

9. Press Enter to confirm the destination directory, and to begin the
installation.

End of procedure
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Next Steps

* Deploy Genesys web applications for WebSphere. See Procedure:
Deploying Genesys web applications for WebSphere on AIX, Solaris, or
Windows.

Procedure:
Deploying Genesys web applications for WebSphere
on AlX, Solaris, or Windows

The following procedures and sample screens apply to WebSphere version
6.1.0.21. For other versions of WebSphere, variations may occur.

Start of procedure

1. Launch your WebSphere Application Server.

2. Login to the Administrative Console (typically using the address
http://<yourhost>:9060/ibm/console) and proceed to the main page (see
Figure 36).

ETTTTeeE

I Integrated Solutions Console Welcomeadmin  Help | Logeut | .l 8:33,%

| Vies 5 =
W

B Ma

Figure 36: Administration Console—Main Page

3. In the left frame of the main page, click Applications > Enterprise
Applications (see Figure 37).
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‘ View: IAII tasks ;I

IWelcome
Guided Activities
Servers
B applications /
Enterprise Applications
Install Mew Application

Resources

Security

Environment

Systemn administration
Uzets and Groups
Manitoring and Tuning
[ Troubleshooting
Service integration

ool

Figure 37: Click Enterprise Applications

4. After the Enterprise Application page opens, in the right frame, select
Default Application, and then click Stop (see Figure 38).

Enterprise Applications =

Enterprise Applications
Use this page to manage installed applications. A single application can be deployed onte rultiple servers,

Preferances
Start | | Stop| | Install Uninstall Update Rollout Update Remous Fila Export | | Export DDL Export File

el

select| Mame &

Application Status ¢
- Defsultipplicstion ®
PlantzBywebSpheare

SamplesGallery

ivbApp

I
F | F P

uer

Total 5

Figure 38: Stop the Default Application

Tip: You must click Stop, because the WebSphere default application
shares the same context root as the one you created in your EAR project.
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5. After the page refreshes, in the left frame, click Applications > Install
New Application (see Figure 39).

View: IAII tashs ;I |

Welcame
Guided Activities

Servers

Bl applications
Enterprize Applications /

Install Mew Application
Resources
Security
Enviranrnent
System administration
Users and Groups
Monitoring and Tuning
Troubleshooting
Service integration

UDDI

Figure 39: Click Install New Application

6. After the Install New Application page opens, in the right frame, enter the
full path to the MCR_API_EAR.ear file that was prepared when you ran the
installation package script (see Figure 40). Click Next.

Preparing for the application installation 7=

Specify the EAR, WAR, JAR, or SR module to upload and install,

Path to the new application

© Local file systern

[ [ Browse

% Remote file system

Full path

[ W61/ GCT WebAPIServery MCR_APT_EAR. ear]

Context root
Used only for standalone Web modules ( war files) and SIP modules (isar files)

How do you want to install the application?

# prompt me only when additional information is required,

' Show me all installation options and parameters,

Mext Cancel

Figure 40: Enter the Path to the MCR API EAR File

Tip: If you experience difficulties, check access permissions for your
UNIX user account as it applies to the .ear file.
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7. Atthe Step 1 page (see Figure 41), retain all defaults, or change the
Application Name value (retaining defaults for the remaining fields), and
click Next.

Install Hew Application

Install New Application =

Specify options for installing enterprise applications and modules.

= Step 1: Select select installation options
installation options

Specify the various options that are available to prepare and install your application,

[T Precompile JavaServer Pages files

Directory to install application

¥ Distribute application
T use Binary Gonfiguration

7 beploy enterprise beans

Application name
MCR_API_EAR

W Create MBeans for resources

[T Enable cass reloading

Reload interval in seconds

[T Deploy web services

Walidate Input offfwarn/fail
warn x

[ Process embedded configuration

File Parmission

Allaw all files to be read but nat written to
Allau executables to exscute
Allow HTML and image files to be read by everyone

Set file permissions

[ #4.dll=755#.*\. 50=755# *,, 3=7558. *.51=755

Application Build 1D
Unknown

[T Allow dispatching indudes to remote resources

T allow servicing includes from remote resources

Figure 41: Change Application Name

8. Atthe Step 2 page (see Figure 42), select your web and application servers
from the Clusters and Servers drop-down list, and then click Apply.
Click Next.

Install Hew Apphcaton Ll
Seacify opticns for ingtalling enterprize spplicati and dul
e i Select Map modules to servers [
inatallation options
Spacify targats such as applicaticn servers or dusters of application servers whare you want to install the modules that
=¥ Step I: Map are contained in your applicatien. Modules can ba installed on the same application server or disparsed amang sevaral
madules to servers application pervers. Aleg, spacify the Web servers as targets that sarve as routers for requasts to this application, The
plug-in configuration file (plugin-cfg.xml) for sach Waeb server is generated, based on the applications that are routed
Giep 3 Summary thraugh.
Clugters and garars: 3
W z
| Apply
Select Moduls | URI | Server |
E WabAPIR1O WabADIB10.war, WEB- WebSphers call=aix33deNodedICall node=pixiddehode0. sarmararabiarcarl
ENF et xmil WebSphere call=aixS3dcNode02Call. node=abcI3dchod e 02, sarvar=serverl

| Pravious | | next| | canesl |

Figure 42: Select Your Web and Application Servers
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9. Atthe Step 3 page (see Figure 43), review the summary of the your install
options. If it is correct, click Finish. Otherwise, click Previous to return to
an earlier page and make any necessary changes.

Install New Application

Install New Application ?

Specify options for installing enterprise applications and modules,

Summary

Surmmary of installation options

Options values

Pracompile JavaServer Pages files Ho

Directory to install application

Distribute application ves

=3 Step 4: Summary Use Binary Configuration Mo
Deploy sntarprize beans Ho
Application name MCR_API_EAR
Crests MBeans for resources ves
Enable dass reloading Ho

Feload interval in seconds

Deploy Web services Mo

Validate Input off/warn/Fail warn

Process embedded configuration Ho

File Parmissian 1, dII=TS5H. M 30=T 554, M a=TSTH M, 5|=755
Application Build 1D Unknown

Allow dispatching indudes to remate resources Ha

Allow servicing includes fram remote resources Ho

Call/Node/Server Click here

Previous Finish Cancel

Figure 43: Review the Summary

After a few moments, you will receive a message notifying you that the
installation was successful (see Figure 44).

Installing...

Ifthere are ise beans in the ication, the EJB process can take several minutes. Please do not save the configuration until the process completes.

Check the SystemOLt Ing on the Deployment Manager or server where the application is deployed for specific nformation sibout the EJB deployment process s it oocurs

ADMASTEL Installation of MCR_API_EAR started.

ADMASOETL: Resource validation for spplicstion MCR_API_EAR completed successfully.

ADMASOSEE Application and module versions are validated with wersions of deployment targets.

ADMAS005L The application MCR_API_EAR is configured in the WehSphere Application Server repository.

ADMAS0S53E The library references for the installed optional package are crested.

ADMAS00SE The application MCR_API_EAR is configured in the WebSphere Application Server repasitory.

ADMASO01E The application kinaries are saved in fdata#VS61 ippServeriprofies/AppSrvil fstempE2666751 fworkspac 4Mode0t R_API_EAR earMCR_API_EAR sar
ADMAS00SE The application MCR_API_EAR is configured in the WebSphere Application Server repasitory
SECJ04001 Successfuly updated the application MCR_API_EAR with the appContextiDForSecurity information
ADMASIE The cleanup of the temp directory for application MCR_API_EAR is complete
ADMASI 3L Application MCR_API_EAR installed successfully
Application MCR_APT_EAR installed succassfully.
To start the application, first save changes to the master configurstion
Changes have been made to yaur local configuration. ou car:

& Save dirsctly to the rmaster configuration.
s Rewiew changes befare saving or discarding

To wiark with installed spplications, click the "Manage Applications" button

Manage Applications

Figure 44: Notice of Successful Installation

10. Click the Save to Master Configuration link in the middle of the right
frame.
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11. If you are using the IBM HTTP Server to provide frontline access to
WebSphere, you must also do the following:

a. In the left frame, click Servers > Web Servers (see Figure 45).

View: IAII tasks ;I
Welcome
Guided Activities

Bl 5ervers

\tl-\lehSpheremI"ﬂQ Servers
Applications
Resources
Security
Environment
System administration
Users and Groups
Manitoring and Tuning
Traubleshoating
Service integration

ool

Figure 45: Click Web Servers

b. In the right frame select your web server. Click Generate Plug-in.
You will see the Update web server plug-in configuration
confirmation page (as shown in Figure 46).

7 ]
B Messages

[} pLGSO0OST: Plug-in configurstion file

= /data/Wse1/AppEerver/profiles/AppEr0i/ config/ cells/solitgagdiode0iCellfnodes/sali0qat dHodedi/sarvars/ uebs erverl/ plugin-|

cfg.xrl

[} pLacons21: Plug-in configuration file generation is complete for the Web seruer

den1Gell sol10q deni. 5
9= ta view a list of the installed Web sarvers,
Ganzrate Plug-in Propagate Plug-in | Dzlzta Templatas... | [start| [stop| | Terminats
D =5

Select Hame & Web server Tepe 3. Mode & _ Versian £ _ Status ()
[ mebserers IBM HTTP Sarver salingagdnodeni Base 6,1.0.21 ®
Total 1

Figure 46: Update Web Server Plug-in Confirmation Page
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c¢. Update the web server configuration file to accommodate the specifics
of your deployment. To do this, locate the <IHS_HOME >/conf/httpd.conf
file and add following text (one for each web project, with your
environment’s specifics), indicating a virtual root, to the end of it:
Alias /AgentCoBrowse810 "<MCR_API_EARD/WebAPI810.war/AgentCoBrowse810"
Alias /WebAPI810 "<MCR_API_EAR>/WebAPI810.war"
For an example of an amended http.conf file, see Figure 47:

iHE > < MR RGeS

Losddodule whatkilledus module modules/debugrmod whatkilledas.so &

can be seen.
# The following example confiquracisn £en be scriveced by uncossencing
# the Losdesdule dinective.

</ ITHodule

ilsadadule wig
diEebEphereFlugl

FEin/med was_apldl |
ig/webserverl/plugin-¢d

LeadMadule was_apll_sedule /daza/WST Flesves/
Webiphereriugintondiq /data B0 HITE erver/Plugl

edApps faixTldcHoded10e 11,/ HCR AP ERR. ear WebAPIEL0 waz™ =

0 " aaca/WSTO/AppServ/prol ilen/ AppSrvol/ inat
finstalledippa/aixTldcNode0lCel L/NCR AP _EAR. eas/WeEAPIE1 0 . was/ AgenrloBoouaedln”™

Alias /AgeseloBscwaellld "/data/RET0SAppdecv/proliles/Applow

!me 11921 Calumn: 1 Character 35 {(x23)

Figure 47: Sample http.conf File

d. Save the http.conf file.
e. Restart the IHS Web Server.

12. If needed, create a special text file and update the web.xml configuration
file to read parameters from this special file. See Procedure: Specifying
properties in a special file for passing initialization parameters to the Load
Balancer Servlet, on page 142 for details.

13. Specify system variables for passing initialization parameters to the Load
Balancer Servlet. Do this if you want Web API Server to use system
variables instead of, or in addition to, the parameters that are specified in
the web.xml configuration file. See Procedure: Specifying system variables
for passing initialization parameters to the Load Balancer Servlet, on
page 145 for details.

14. Back in WebSphere, in the left frame, go to Applications > Enterprise
Applications.
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15. Atthe Enterprise Applications page, in the right frame, select your Web
API Server EAR application and click Start.

The status arrow next to your EAR application should change to green as
shown in Figure 48.

B Messages
[ #pplication MCR_API_EAR on server serverl and node aixS3lp64NodeDl started successfully.

Enterprise Applications
Use this page to manage installad spplicstions. & single applicstion can be deployed ento multiple servers,

Preferences
Start| Stop| Install | Uninstall Updste Rollout Updste Remnove File Export | Export DDL Export Fils

&

select| Name % Application Status ()

Im] Defsultapplication

MCR_API EAR

PlantsByiebSphere

ivtApp

aquery

FF R e

I
-
[ | Samolesallers
I
-
To

tal &

Figure 48: Start Your EAR Application
End of procedure

Next Steps

* Test the WebSphere installation. See Procedure: Testing the WebSphere
installation on AIX, Solaris, or Windows.

Procedure:

Testing the WebSphere installation on AlX, Solaris, or
Windows

Purpose: Use the Genesys MCR 8.1 Platform SDK Java Samples Pages to test
your IBM WebSphere deployment.

Start of procedure

1. Launch the IBM HTTP Server.
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2. Enter the following address in your browser:
http://<yourhost>/WebAPI1810/

The Multimedia 8.1 Platform SDK Java Start page opens (see Figure 49).

S
GENESYS

Ak AATE L TR LCaRRNT

Figure 49: Multimedia Platform SDK Java Start Page
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3. Select the Samples based on Java API link. The samples page opens (see
Figure 50). If you can access and work with those sites, you successfully
performed the installation.

=
GEMESYS

e
tad Home Email
Email Media Availability
Simple Email Media availability d brabes howe ¢ b wihich ia va
With Attachments

Chat 2 e 11 Connected Media o 6 Disconnected Media
Simple Chat
Advanced Chat

Chat widget ﬂ E-muail over the Web n Chat sampla with “user typing” notification
Chat HA n Chat sample with emoticons and hyper-links support
E E-mail over the Web sample with file attachments

'# Callback -

i) chat Widget
Web Callback ) Interaction Server sample

= n Chat HA sample
H Cobrowse u

Basic Cobrowss a Seatistical information sample

1]

n [ynamic [nvitation sample
Dynamic Start Page

Init Start Page
Mest Ma E Basic cobrowse exampla.
Cobrowse and Chat

ﬂ Universal Contact Server sample n 7, PO [ R S

a Cobrowse dynamic start-up page
“s Open Media v

Interaction Submit | ) Cobrowse initial start-up page

& Miscellaneous .
B Cobrowse ‘mest me’

Stabistics
UCs
: a WebCallback sampla
Dynamic Invitation
Media Availability ﬂ' FAQ exampla
FAQ -
‘ i | »

Figure 50: eServices Platform SDK Java Samples
End of procedure

Next Steps

*  You have completed all the actions required to deploy Genesys web
applications for WebSphere for AIX, Solaris, or Windows.

Deploying Genesys Web Applications for
WebLogic on Solaris

For deployment on Solaris, after configuring and installing eServices as
outlined in Chapter 5, beginning on page 97, and “Deploying eServices on
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202

UNIX Hosts” on page 185, you need to enable a web application to use Web
API Server and the Multimedia 8.1 Samples. You can deploy any of the
following web applications on Solaris hosts:

* BEA WebLogic Server—See this section for deployment details.

* IBM WebSphere Application Server—See “Deploying Genesys Web
Applications for WebSphere on AIX, Solaris, or Windows” on page 190
for details.

* Apache HTTP Server and Apache Tomcat Application Container—See
“Configuring Apache and Tomcat for Linux or Solaris” on page 76 for
details.

Prerequisites

This section assumes that you have your WebLogic environment installed and
ready, and that you have completed the model setup. The steps outlined in this
section use values you entered for that model installation.

Procedure:
Installing Genesys web applications for WebLogic

Prerequisites

* The environment variable GES_HOME_810 is set. See page 187.

Start of procedure

1. Run the install.sh script.
2. Enter the host name where you will install the Web API Server.

3. If you have not specified configuration information using a Wizard, you
are prompted to enter the login information for your Configuration Server:
+  Host
Port
User
Password

Enter the backup Configuration Server host and port.
Specify which application to install.
Choose the web server type, and then enter the web server root directory.

Enter the WebLogic domain directory that you are using.

® A e

Select the code page-character set pair for processing requests from
computers with different locale settings.

9. Enter the fully qualified host name where Co-Browsing Server is installed.

10. Enter the Configuration Server tenant name.
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11. Press Enter to confirm the destination directory, and to begin the
installation.

The installer will extract the necessary files to the locations you specified,
and will update the following files:

* <{Apache root>/conf/httpd.conf.

o Allrelated *.j sp files.

e startWeblLogic.sh.

End of procedure

Next Steps

*  Verify the WebLogic configuration file is correct. See Procedure: Checking
your WebLogic configuration file.

Procedure:
Checking your WebLogic configuration file

Purpose: To confirm that your eServices web application will run correctly.
WebLogic automatically generates a config.xml configuration file during the
first run of the domain created in DEVELOPMENT mode. This configuration
file specifies which Web API applications WebLogic starts.

Start of procedure

1. Locate and open your WebLogic config.xml file.

2. Search for the following lines inside your configuration file:
{app-deployment)
<name)_appsdir_MCR_API_EAR_ear</name>
{target>AdminServer</target)
<{module-typeear<{/module-type>
{source-pathyautodep Loy\MCR_API_EAR.ear</source-path)
{security-dd-model »DDOnly</security-dd-model
{staging-mode>nostage</staging-mode)
{/app-deployment>

End of procedure

Next Steps

* Procedure: Deploying your web applications, on page 204
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Procedure:
Deploying your web applications

Purpose: Genesys web applications for WebLogic are deployed automatically
during the installation process. However, if you choose to create a custom
package based on the Web API Server, then you will have to use WebLogic to
manually deploy the related web applications.

Start of procedure
1.
2.
3.

Start your Admin and Managed servers, if they are not already running.
Open your web browser and start the Administrative console.

Log in using your user name and password.

4. Open the Deployments section for your domain, and click the Lock & Edit

button as shown in Figure 51 on page 204.

ADMINISTRATION CONSOLE

Change Center

Welcome, admin Connected to: MCR_WEBAPI & Home | Log Out | Preferences | Help | AskBEA |

Wiew changes and restarts

Click the Lock & Edit button to
modify, add or delete items in
this domain.

Lock & Edit

Domain Structure

MCR_WEBAPI
Environment
Deployments
Services
Security Realms
Interoperability
Diagnostics

How do L...

& Install an Enterprise
application

@ Configure an Enterprise
el b

Home > Summary of Deployments > Summary of Servers > Summary of Deployments
Summary of Deployments

Control | Monitoring

This page displays a list of J2EE Applications and stand-alone application modules that have been installed to this domain. Installed applications and modules can be started, stopped,
updated (redeployed), or deleted from the domain by first selecting the application name and using the controls on this page.

To install a newr application or module for deployment to targets in this domain, click the Install button

b Customize this table

Deployments
Instal Update Showing 0 - 0 of 0 Previous | Next
I |Name & ‘ State Type Deployment Order
There are no items to display
Ins Upda

Showing 0 - 0 of 0 Previous | Next

Figure 51: Deploy a Web Application in WebLogic

WEBLOGIC SERVER

@ ADIINISTRATION CONSOLE

5. Click the Install button. See Figure 52.

Change Center.

Welcome, admin Connected to: MCR_WEBAPI & Home | Log Out | Preferences = Help = AskBEA

View changes and restarts

No pending changes exist. Click
the Release Configuration button
to allow others to edit the
domain

Lock & Edit

Release Configuration

Home > Summary of Servers = Summary of Deployments
Summary of Deployments

Control | Monitoring

This page displays a list of J2EE Applications and stand-alone application modules that have been installed to this domain. Installed applications and modules can be started, stopped,
updated (redeployed), or deleted from the domain by first selecting the application name and using the controls an this page.

Domain Structure

MCR_WEBAPI
=-Environment
~Servers
Clusters
Virtual Hosts
Migratable Targets
Machines
~Work Managers
Startup & Shutdown Classes
Deployments
Services
Security Realms

. Intaranarahilif

To install a new application or module for deployment to targets in this domain, click the Install button.

B Customize this table

Deployments

Update Showing 0 - 0 of 0 Previous | Next
r ‘ Name & State Type Deployment Order
There are no items to display
Update Showing 0 - 0 of 0 Previous | Next

Figure 52: Click Install
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6. Specify the full path to your MCR_API_EAR.ear application archive and click
Next. See Figure 53.

WEBLOGIC SERVER
LE

10N CON

Change Center Wi

elcome, admi

Connected tn: MCR_WEBAPL | firHome } Log Out | Preferences | Hep | AskBEA

Wiew changes and restarts
o pending changes exist, Click

the Release Configuration button
10 allow others o edit the dormain,

Lock & Edit

Domain Structure

MCR_WEBART
=-Erwiranment
~Servers
Clusters
Wirtual Hosts.
Wigratable Targets
WMachines
wiork Managers
Startp % Shutdown Classes
Deployments
Services
Security Realms
Interoperahility
Diaghostics

Figure 53:

ERVER

ONSOLE

WEBLOGIC S|
A 10}

Home * Summary of Deployments 3 Summary of Environment > Summary of Deployments > Summary of Servers > Summary of Deployments

Install Application Assistant

Locate deployment ta install and prepare for deployment

Select the file path that represents the application root directary, archive flle, exploded archive directory, or application module descriptor that you want to install,

Note: Only valid file paths are displayed below. If you cannot find your deployment files, upload your file(s) andfor confirm that your application contains the required deployrment descriptors.,

Location: s0/10064202.genesyslab.cam / data / bea / user_prajects / domains / MCR_WEBAPI / applications

@ | | @BMCR_AFT_EAR.ar

Specify the Path

7. Select Install this deployment as an application and click Next. See
Figure 54.

Change Center.

Welcome, a Connected to: MCR_WEBAPI & Home | Log Out | Preferences | Help | AskBEA

View changes and restarts

No pending changes exist. Click
the Release Configuration button
to allow others to edit the
domain.

L

Release Configuration

Home > Summary of Servers > Summary of Deployments
Install Application Assistant

Choose targeting style

Targets are the servers, dusters, and virtual hosts on which this deployment will run. There are several ways you can target an application.

Domain Structure

@ Install this deployment as an application

MCR_WEBAPI
&-Environment
Servers
~Clusters
Virtual Hosts
Migratable Targets
Machines
Work Managers
~Startup & Shutdown Classes
Deployments
1 Servicac

The application and its components will be targeted to the same locations. This is the most common usage

© Install this deployment as a library
Application libraries are deployments that are available for other deployments to share. Libraries should be available on all of the targets running their referencing applications.

Figure 54: Install this Deployment as an Application

WEBLOGIC SERVER

ADWINISTRATION CONSOLE

8. Select your Managed Servers and click Next. See Figure 55.

Change Center.

Welcome, a

Connected to: MCR_WEBAPI & Home | Log Out | Preferences = Help = AskBEA

View changes and restarts

No pending changes exist. Click
the Release Configuration button
to allow others to edit the
domain

L

Release Configuration

Home > Summary of Servers > Summary of Deployments
Install Application Assistant

Select deployment targets

Select the servers and/or clusters to which you want to deploy this application. (You can reconfigure deployment targets later)

Domain Structure

Available targets for MCR_API_EAR

MCR_WEBAPI
=-Environment
~Servers
Clusters
Virtual Hosts
Migratable Targets
Machines
~Work Managers

Servers

't,Adm\'nSewel

~ WEBAPI

Figure 55: Select your Managed Servers
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9. Modify optional settings or accept the defaults. Click Next. See Figure 56.

Change Center.

Connected to: MCR_WEBAPI & Home | Log Out

ences | Help | AskBE

View changes and restarts

No pending changes exist. Click
the Release Configuration button
to allow others to edit the
domain

L

Release Configuration

Domain Structure

MCR_WEBAPI
=-Environment
i -Servers
-Clusters
i-Virtual Hosts
~-Migratable Targets
i-Machines
“Work Managers
¢ “Startup & Shutdown Classes
-Deployments
ervices
~-Security Realms
&-Interoperability
@-Diagnostics

How do I.. il

@ Start and stop a deployed
Enterprise application

© Configure an Enterprise
application

@ Create a deployment plan

® Target an Enterprise application
to a server

@ Test the modules in an
Enterprise application

System Status &
Health of Running Servers

[ Failed (0)

[ Critical (0)

Overloaded (0)
Warn (0

Home > Summary of Servers > Summary of Deployments

Install Application Assistant

You can modify these settings or accept the defaults

General

What do you want to name this deployment?

Name: [MCR_APLEAR

Security

What security model do you want to use with this application?
@ DD Only: Use only roles and policies that are defined in the deployment descriptors.
© Custom Roles: Use roles that are defined in the Administration Console; use policies that are defined in the deployment descriptor.
© Custom Roles and Policies: Use only roles and policies that are defined in the Administration Console.
© Advanced: Use a custom model that you have configured on the realm's configuration page.

Source accessibility

Howr should the source files be made accessible?

@ Use the defaults defined by the deployment's targets

Recommended selection

© Copy this application onto every target for me

During deployment, the files will be copied automatically to the managed servers to which the application is targeted.

© 1 will make the deployment accessible from the following location

Location: \fdala/beafuserﬁprojeds/duma\ nsfMCRfWEBAPVautodd

Provide the location from where all targets will access this application's files. This is often a shared directory. You must ensure the application files exist in this location and that
each target can reach the location

Figure 56: Modify Settings

206

10. Review your choices and click Finish to complete the deployment. See
Figure 57 on page 207.
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OLE

Connected to: MCR_WEBAPL 4@ Home . Log Out . Preferences : Help | AskBEA

View changes and restarts

No pending changes exist.
Click the Release

others to edit the domain.

Release Configuration

Configuration button to allow

Home > Summary of Deployments > Summary of Servers > Summary of Deployments > MCR_APL_EAR > Summary of Deployments

Install Application Assistant

Review your choices and click Finish
Click Finish to complete the deployment. This may take a few moments to complete.

Domain Structure

Additional configuration

MCR_WEBAPL
Environment
Deployments
Services
Security Realms
Interoperability
Diagnostics

In order to work successfully, this application may require additional configuration. Do you want to review this application's configuration after completing this assistant?

© Yes, take me to the deployment’s configuration screen.

€ No, I will review the configuration later.

How do L...

® Start and stop a deployed
Enterprise application

® Configure an Enterprise
application

® Create a deployment plan
@ Target an Enterprise
application to a server

@ Test the modules in an
Enterprise application

System Status

Health of Running Servers

Summary
I Jdata/bea/user_projects/domains/MCR_WEBAPI/applications/MCR_API_EAR .ear
Name: MCR_API_EAR
Staging mode: Use the defaults defined by the chosen targets
Security Model: DDOnly: Use only roles and policies that are defined in the deployment descriptors.
P Customize this table
Target Summary
dules & Targets
MCR_API_EAR MCRSERVER

[ Failed (0)
[ Gitical (0)
[ Overloaded (0
[ wam(0)
I 0K (2)

)

Figure 57: Review Choices

ihange, Centes

11. Click the Save and then click the Activate Changes button. See Figure 58.

| Welcome, admin

Connected to: MCRﬁWEBAPI‘ @ Home | Log Out | Preferences | Help . AskBEA

View changes and restarts

Pending changes exist. They
must be activated to take
effect.

Activate Changes

Domain Structure

MCR_WEBAPI
Environment
Deployments
Services
Security Realms
nteroperability
Diagnostics

How do L.

@ Start and stop a deployed
Enterprise application

@ Configure an Enterprise
application

@ Create a deployment plan
® Target an Enterprise
application to a server

@ Test the modules in an
Enterprise application

System Status

Health of Running Servers
[T Failed (0)
[ itical (0)
[ Overloaded (0)
[ wamn(0)
K (2)

Home > Summary of Deployments > Summary of Servers > Summary of Deployments > MCR_API_EAR > Summary of Deployments > MCR_API_EAR

Settings for MCR_API_EAR

Overview | Deployment Plan Configuration Security Targets Control Testing Monitoring Notes

Use this page to view the general configuration of an Enterprise application, such as its name, the physical path to the application files, the associated deployment plan, and so on.

The table at the end of the page lists the modules (such as Web applications and EJBs) that are contained in the Enterprise application. Click on the name of the module to view and
update its configuration.

Name: MCR_API_EAR The name of this Enterprise Application. More Info

Path: / data/ bea/ user_projects/ domains/ MCR_WEBAPI/ The path to the source of the deployable unit on the Administration Server, More Info...
applications/ MCR_API_EAR. ear

Deployment Plan: (no plan specified) The path to the deployment plan document on Administration Server. More Info...

Staging Mode: (not specified) The mode that specifies whether a deployment's files are copied from a source on the
Administration Server to the Managed Server's staging area during application preparation.
More Info...

Security Model: DDOnly

The security model that is used to secure a deployed module. More Info

] peployment Order: A numerical value that indicates when this unit is deployed, relative to other DeployableUnits
on a server, during startup. More Info...

Modules and Components

Showing 1- 1 of 1 Previous | Next

Name & Type
=MCR_API_EAR Enterprise
Application
=EJBs

None to display

= Madnlac

Figure 58: Activate Changes
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12. The deployment is now complete. Check your summary page to ensure
that the WebAPI810 module is contained in the Enterprise application, as
shown in Figure 59.

Welcome, admin Connected to: MCR_WEBAPI
View changes and restarts Home > Summary of Deployments > Summary of Servers > Summary of Deployments > MCR_APL_EAR > Summary of Depioyments > MCR_API_EAR
Click the Lock & Edit button to Messages

modify, add or delete items in

@ Home | Log Out | Preferences | Help | AskBEA |

this domain. & All changes have been activated. No restarts are necessary.
Settings for MCR_APL_EAR

Qverview| Deployment Plan Configuration Security Targets Control Testing Monitoring Notes
Domain Structure

MCR_WEBAPL
Environment

Click the Lock & Editbutton in the Change Center to modify the settings on this page.

Deployments Use this page to view the general configuration of an Enterprise application, such as its name, the physical path to the application files, the associated deployment plan, and so on.
Services The table at the end of the page lists the modules (such as Web applications and EJBs) that are contained in the Enterprise application. Click on the name of the module to view and
Security Realms update its configuration.
Interoperability
Diagnostics Name: MCR_API_EAR The name of this Enterprise Application. More Info.
Path: [ dataf bea/ user_projects/ domains/ MCR_WEBAPI/ The path to the source of the deployable unit on the Administration Server. More Info...
applications/ MCR_API_EAR. ear
How do L. E
& Start and stop a deployed Deployment Plan: (no plan specified) The path to the deployment plan document on Administration Server. More Info...
Enterpri licati
8 CZ;%DU’?EE :rSDE;wiaey[Orm\'se Staging Mode: (not specified) The mode that specifies whether a deployment's files are copied from a source on the
apu\i:gaﬂoﬂ P Administration Server to the Managed Server's staging area during application preparation
® Create a deployment plan More Infa...
“ Targ_et an Enterprise Security Model: DDOnly The security model that is used to secure a deployed module. More Info.
application to a server

 Test the modules in an

Enterprise application “ Deployment Order: 100

A numerical value that indicates when this unit is deployed, relative to other DeployableUnits
on a server, during startup. More Info
System Status &

Health of Running Servers
Modules and Components

I Failed (0)
[ Critical (0) Showing 1 - 1 of 1 Previous | Next
Overloaded (0) Name & Type

I Warn (0) B MCR_API_EAR /E\Et;r‘gay t\lsoeﬂ
N 0K (2) SIEE:

None to display

& Modules
[8)/WebAPISO Web

Application

Figure 59: Summary Page
End of procedure

Next Steps

» Test the installation. See Procedure: Testing the WebLogic installation and
deployment, on page 208.

Procedure:
Testing the WebLogic installation and deployment

Purpose: To verify the WebLogic installation and deployment was successful.

Start of procedure

1. Ensure Apache is running.
2. Start WebLogic.

3. Inabrowser, enter the following address:
http://<{Apache host):<{Apache Listen port)>/WebAPI810
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If you can access and work with this site, you have successfully completed
the installation and deployment.

Note: The address listed above is case sensitive.

End of procedure

Next Steps

*  You have completed all the actions required to deploy Genesys web
applications for WebLogic on Solaris.
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Chapter

11

Manual Deployment—Web
API Server and UCS

This chapter describes the manual deployment of Web API Server, Universal
Contact Server (UCS) and UCS Manager.

The information in this chapter is divided among the following topics:

+ Introduction, page 211

«  Configuring Web API Server and UCS, page 212

« Installing Web API Server and UCS, page 215

Introduction

Deployment Guide

It is possible that you may want to use Web API Server or UCS and UCS
Manager without deploying the other eServices components. For example,
Genesys Voice Callback requires these components. In such a situation you
may want to install these components on their own without using the eServices
Configuration Wizards or the eServices integrated installation. This chapter
describes procedures for such manual configuration and installation.

Note: The installation procedures outlined in this chapter are specific to
Apache and Tomcat on Windows and Apache and Tomcat on Solaris
or Linux. Other combinations of web servers, application containers,
and operating systems are supported, but their installation procedures
may vary. Refer to Chapter 10 on page 185 for information about
installation on WebLogic and WebSphere.
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Requirements

Configuring Web API Server and UCS

These components require certain other components to operate:

The Web API Server requires a web server and an application container.
See Chapter 4 for a description of installing these objects.

Prior to the 8.1.3 release, UCS and UCS Manager require Java
Environment and Libraries for eServices and UCS installed on the host.
Java Environment and Libraries for eServices and UCS are included in the
integrated install, as described in Procedure: Performing an integrated
installation of all eServices servers, on page 138. Java Environment and
Libraries for eServices and UCS can also be installed manually, as
described in Procedure: Installing Universal Contact Server Manager (see
Step 1 on page 220).

Note: For an explanation of the difference between Third Party Components

(executable) and ThirdPartyApplications (directory), see the note on
page 56.

Configuring Web API Server and UCS

In the Configuration Layer, create or edit the required Application objects.
Refer to the following procedures:

212

1.

Procedure: Creating or editing the Web API Server application object, on
page 212

Procedure: Creating or editing the UCS application object, on page 213

Procedure: Creating or editing the UCS Manager application object, on
page 214

Procedure:
Creating or editing the Web API Server application
object

Purpose: To create or update the Application object for Web API Server.

Start of procedure

1.

2.

Create an AppLication object if it does not already exist.

a. Import the Web API Server application template from the Interaction
Management CD.

b. Create a new Application object based on the template.

Open the Properties dialog box of the Application object.
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3. Onthe Server Info tab:

* Inthe Host box, enter the name of the desired host.

* Inthe Communication Port box, enter the number of the web server
HTTP port.

4. Onthe Start Info tab, enter the working directory.

5. Onthe Connections tab, add connections to:
* Solution Control Server (mandatory)
*  Universal Callback Server
*  Chat Server
* E-mail Server
* Interaction Server
*  Universal Contact Server
o Stat Server

* Configuration Server, if you want support for Genesys Advanced
Disconnect Detection Protocol (ADDP)

* Co-Browsing Server

Only the connection to Solution Control Server is mandatory. Make
additional connections based on your planned configuration.

End of procedure

Next Steps

* Configure the Universal Contact Server Application object. See
Procedure: Creating or editing the UCS application object.

Procedure:
Creating or editing the UCS application object

Purpose: To configure the Universal Contact Server Application object.

Prerequisites

* UCS requires one database (the main database). It can optionally use a
second (archive) database to store older UCS data and ease storage in the
main database.

Start of procedure

1. Create the main and (optional) archive databases if you have not already
done so. See also “Creating Databases and Running Scripts” on page 152.

2. Run the SQL script located in the sql_scripts folder of the UCS starting
directory.
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10.

Create a Database Access Point (DAP) for the main database. Create a
second DAP for the archive database if you have one. Use the JDBC
connection type.

Create a UCS Application object if it does not already exist.

a. Import the UCS application template from the Interaction Management
CD.

b. Create a new Application object based on the template.

Open the Properties dialog box of the AppLication object.

On the Server Info tab, enter the host name and communication port.
On the Start Info tab, enter the working directory.

On the Connections tab, add connections to:

* Message Server

o  Stat Server

* The two DAPs that you created in Step 3.

Click Apply.

On the Security tab, in the Log On As area, sclect the This Account

check box, and then select a Person or Access Group with privileges that
are high enough to include write permission.

On the Options tab, ports section, specify for the option ucsapi a valid
network port number that UCS will use for connections from Java clients.

End of procedure

Next Steps

Configure the UCS Manager App Lication object. See Procedure: Creating
or editing the UCS Manager application object.

Procedure:
Creating or editing the UCS Manager application
object

Purpose: To create and configure the UCS Manager App Lication object.

Start of procedure

1.

214

Create a UCS Manager AppLication object if it does not exist.

a. Import the UCS Manager application template from the Interaction
Management CD.

b. Create a new Application object based on the template.
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2.

On the Connections tab, add a connection to UCS and click Apply.

End of procedure

Next Steps

Installing Web API Server and UCS, page 215

Installing Web API Server and UCS

Complete the following procedures to install Web API Server and UCS:

Deployment Guide

1. Procedure: Installing Web API Server on Windows, on page 215 or
Procedure: Installing Web API Server on Solaris or Linux, on page 217.

2. Procedure: Installing Universal Contact Server on Windows, on page 218
or Procedure: Installing Universal Contact Server on AIX, Solaris, or
Linux, on page 219.

3. Procedure: Installing Universal Contact Server Manager, on page 220.

Procedure:

Installing Web API Server on Windows

Purpose: To manually install Web API Server on a Windows host.

Prerequisites

The Web API Server AppLication object exists in Configuration Manager.
See Procedure: Creating or editing the Web API Server application object,
on page 212.

A web server and an application container are installed on the host. See
Procedure: Installing the Apache Web Server on Windows, on page 58 and
Procedure: Installing the Tomcat web application container on Windows,
on page 60.

The Interaction Management CD.

Start of procedure

1.

AN I N

Locate the Setup.exe for Web API Server on the Interaction Management
CD.

Double-click Setup.exe.
Select the web server. Click Next.
Browse to the web server location. Click Next.

Browse to the web application container location. Click Next.
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10.

11.
12.

13.
14.
15.

Enter the login information for your Configuration Server:
* Host

* Port

* User

* Password

If necessary, specify the solution destination directory. Click Next.
Enter the backup Configuration Server Host and Port. Click Next.
Select the tenant ID. Click Next.

Specify the Co-Browsing Server name and location of the
worker.properties file you created during installation of the web
application container (<CATALINA_HOME X\conf\jk directory). Click Next.

Select the ajp13 worker. Click Next.

Select a server-side code page (the preferred language for processing all
requests to Web API Server). Click Next.

Specify the Agent Place ID that will be used in the Web Callback sample.
Click Install if you are ready for installation.

Click Finish.

End of procedure

Next Steps

216

If needed, create a special text file and update the web.xml configuration
file to read parameters from this special file. See Procedure: Specifying
properties in a special file for passing initialization parameters to the Load
Balancer Servlet, on page 142 for details.

Specify system variables for passing initialization parameters to the Load
Balancer Servlet. Do this if you want Web API Server to use system
variables instead of, or in addition to, the parameters that are specified in
the web.xml configuration file. See Procedure: Specifying system variables
for passing initialization parameters to the Load Balancer Servlet, on

page 145 for details.

Install Universal Contact Server. See Procedure: Installing Universal
Contact Server on Windows, on page 218 or Procedure: Installing
Universal Contact Server on AIX, Solaris, or Linux, on page 219.

Install Universal Contact Server Manager. See Procedure: Installing
Universal Contact Server Manager, on page 220.
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Procedure:
Installing Web API Server on Solaris or Linux

Purpose: To manually install Web API Server on a Solaris or Linux host.

Note: This installation procedure is specific for Apache and Tomcat on

Solaris or Linux. Other combinations of web servers, application
containers, and operating systems are supported, but their installation
procedures may vary. Refer to Chapter 10 on page 185 for information
about installation on WebLogic and WebSphere.

Prerequisites

The Web API Server App Lication object exists in Configuration Manager.
See Procedure: Creating or editing the Web API Server application object,
on page 212.

A web server and an application container are installed on the host. See
“Configuring Apache and Tomcat for Linux or Solaris” on page 76.

The Interaction Management CD.

The environment variable GES_HOME_810 is set. See page 187.

Start of procedure

1.
2.
3.

A S AT R o

Run the install.sh script for Web API Server.
Enter the name of the host on which you are installing Web API Server.

If you have not specified configuration information using a Wizard, you
are prompted to enter the following login information for your
Configuration Server:

Host

Port

User

Password

Enter the backup Configuration Server Host and Port.

Select the web server.

If necessary, browse to the web server location.

Select the web application container.

If necessary, browse to the web application container location.

Select the code page (the character set pair for processing requests from
computers with different locale settings).

. Specify the location of the worker.properties file you created during

installation of the web application container (<CATALINA_HOME \conf\jk
directory).
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218

11.
12.
13.
14.
15.

Installing Web API Server and UCS

Select the ajp13 worker.

Enter the fully qualified host name where Co-Browsing Server is installed.
Enter the Configuration Server tenant name.

Specify the Agent Place ID that will be used in the Web Callback sample.

Press Enter to confirm the destination directory, and to begin the
installation.

End of procedure

Next Steps

If needed, create a special text file and update the web.xml configuration
file to read parameters from this special file. See Procedure: Specifying
properties in a special file for passing initialization parameters to the Load
Balancer Servlet, on page 142 for details.

Specify system variables for passing initialization parameters to the Load
Balancer Servlet. Do this if you want Web API Server to use system
variables instead of, or in addition to, the parameters that are specified in
the web.xml configuration file. See Procedure: Specifying system variables
for passing initialization parameters to the Load Balancer Servlet, on

page 145 for details.

Install Universal Contact Server. See Procedure: Installing Universal
Contact Server on Windows, on page 218 or Procedure: Installing
Universal Contact Server on AIX, Solaris, or Linux, on page 219.

Install Universal Contact Server Manager. See Procedure: Installing
Universal Contact Server Manager, on page 220.

Procedure:
Installing Universal Contact Server on Windows

Prerequisites

The UCS Application object has been configured. See Procedure: Creating
or editing the UCS application object, on page 213.

(For releases prior to 8.1.1 only:) Java Environment and Libraries for
eServices and UCS are installed on the host machine. Java Environment
and Libraries for eServices and UCS are included in the integrated install,
as described in Procedure: Performing an integrated installation of all
eServices servers, on page 138. They can also be installed manually from
the Interaction Management CD, as described in Procedure: Installing
Universal Contact Server Manager (see Step 1 on page 220).

The Interaction Management CD.

eServices 8.1 @



Chapter 11: Manual Deployment—Web API Server and UCS Installing Web API Server and UCS

Deployment Guide

Start of procedure

1. Locate the Setup.exe for Universal Contact Server (available on the
Interaction Management CD).

2. Double-click Setup.exe.

3. Enter the login information for your Configuration Server:
Host
Port
User
Password

4. Select the appropriate UCS Application object from the list.
5. Click Install.

End of procedure

Next Steps

* Install Universal Contact Server Manager. See Procedure: Installing
Universal Contact Server Manager, on page 220.

Procedure:
Installing Universal Contact Server on AlX, Solaris, or
Linux

Prerequisites
* The Universal Contact Server Application object has been configured. See
Procedure: Creating or editing the UCS application object, on page 213.

* (For releases prior to 8.1.1 only:) Java Environment and Libraries for
eServices and UCS are installed on the host machine. Java Environment
and Libraries for eServices and UCS are included in the integrated install,
as described in Procedure: Performing an integrated installation of all
eServices servers, on page 138. eServices Third Party Components can
also be installed manually from the Interaction CD.

* The Interaction Management CD.

* (For releases prior to 8.1.1 only:) The environment variable GES_HOME_810
is set. See page 187.

Start of procedure

1. Locate the install.sh file for Universal Contact Server.
2. Start the installation script with the command >install.sh

3. For UCS 8.1.1 and later, provide the absolute path to the directory
containing the Java executable.
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4. Press Enter to confirm the host name for the installation.

5. Enter the login information for your Configuration Server:
Host
Port
User
Password

6. From the list of applications, select one and enter its number in the list.

7. Press Enter to confirm the suggested destination directory, or choose
another one inside the directory referred to by the GES_HOME_810 variable.

8. Answer other questions, if required.
End of procedure

Next Steps

* Install Universal Contact Server Manager. See Procedure: Installing
Universal Contact Server Manager.

Procedure:
Installing Universal Contact Server Manager

Purpose: To install an instance of Universal Contact Server Manager.
Instances of UCS Manager can be installed on multiple hosts.

Prerequisites

* The Universal Contact Server Manager Application object exists in
Configuration Manager. See Procedure: Creating or editing the UCS
Manager application object, on page 214.

* The Interaction Management CD.

Start of procedure

1. Install the Java Environment and Libraries for eServices and UCS on the
host.
a. Locate and double-click Setup.exe.

b. Enter or browse to the location of the solution destination folder. Click
Next.
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¢. Click Install.

Note: This step can be omitted if either of the following is true:

* Java Environment and Libraries for eServices and UCS were
already installed on the host as part of an integrated install.
See Procedure: Performing an integrated installation of all
eServices servers, on page 138 for more information.

*  You are using UCS Manager 8.1.1 or later.

2. Locate and double-click Setup.exe for UCS Manager on the Interaction
Management CD.

3. Click Next.

4. For UCS Manager 8.1.1 and later:
a. Enter or browse to the location of the destination folder. Click Next.
b. Select JDK version in the list. Click Next.

5. Click Install.
6. ClickFinish.

End of procedure

Next Steps

*  You have completed the steps to manually install Web API Server and
UCS.
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Chapter

12

Manual Deployment—UCS
Proxy, Interaction Server
Proxy, and SMS Server

This chapter describes the deployment of eServices components that are not
included in the eServices Configuration Wizards. These components must be
installed manually.

Universal Contact Server Proxy and Interaction Server Proxy were introduced
in release 7.6.1 and SMS Server was new in release 8.0.0.

This chapter includes these sections:

«  Deploying UCS Proxy or Interaction Server Proxy, page 223

«  Deploying SMS Server, page 228

Deploying UCS Proxy or Interaction Server

Proxy

Deployment Guide

Large numbers of custom desktop (ESP client) connections to Interaction

Notes: UCS Proxy and Interaction Server Proxy support High Availability in
Warm Standby mode.

UCS Proxy and Interaction Server Proxy are not supported with
Genesys Agent Desktop and desktops that connect using Interaction
SDK. A custom desktop that connects using Platform SDK Contact
can use UCS Proxy and Interaction Server Proxy.

Server and UCS may give rise to performance issues. To mitigate the issues
caused by a high load on the server, Genesys introduced Interaction Server
Proxy and UCS Proxy in release 7.6.1. Desktop applications can be configured
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to connect to these Proxy servers instead of the main server, significantly
reducing the load on the server. For example, it is easier for the server to
handle 20,000 clients that operate through ten proxies (only ten connections)
than to handle the same 20,000 clients that each connect separately.

Notes: These Proxy components are not part of the eServices Configuration
Wizards and must be installed manually.

UCS Proxy only supports connections from desktop applications;
Interaction Server Proxy supports connections from desktop
applications and from Stat Server.

Because of the many variables in deployment (choice of operating system,
number of clients, details of architecture) is so broad, it is not possible to
provide exact guidelines as to when deploying Proxy servers would be
advantageous. However it may be stated that you can anticipate performance
issues when the number of clients exceeds 10,000.

Requirements

224

These components work with Universal Contact Server and Interaction Server.
In order for the respective Proxy servers to work properly, all components that
are needed by Universal Contact Server and Interaction Server must be
installed. This will depend on your environment and how you are using
Universal Contact Server and Interaction Server. For more details, refer to the
chapter that is applicable to you:

* Chapter 5, “Model Configuration and Installation on Windows,” on
page 97 for a typical eServices Solution running on Windows.

* Chapter 10, “Deploying eServices in UNIX Environments,” on page 185
for a sample deployment of an eServices Solution running on UNIX.

e Chapter 11, “Manual Deployment—Web API Server and UCS,” on
page 211, for environments that are not using all eServices components,
but that do require Universal Contact Server, such as Voice Callback.

Deploying the Proxy servers can be divided into the following procedures:
1. Procedure: Creating the Proxy application object, on page 225

2. Procedure: Installing Universal Contact Server Proxy or Interaction Server
Proxy on Windows, on page 226 or Procedure: Installing Universal
Contact Server Proxy or Interaction Server Proxy on AIX, Solaris, or
Linux, on page 227.

3. Procedure: Configuring the desktop application to use UCS Proxy or
Interaction Server Proxy, on page 228
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Procedure:
Creating the Proxy application object

Purpose: Before installing the Proxy component, a corresponding App Lication
object must exist in the Configuration Database.

Prerequisites

A Universal Contact Server Application object (for UCS Proxy) or
Interaction Server Application object (for Interaction Server Proxy) must
already exist.

The Interaction Management CD.

Start of procedure

1.

Create an Application object for the Proxy if it does not already exist.

a. Import the correct application template from the Interaction
Management CD for the type of Proxy you are creating.

b. Create a new Application object based on the template.
Open the Properties dialog box of the AppLication object.

On the Server Info tab:

* Inthe Host box, enter the name of the desired host.

* Inthe Communication Port box, enter the port the Proxy will use for
listening.

On the Start Info tab enter some characters in the Working Directory,
Command Line, and Command Line Arguments fields. These characters will be
over-written with the correct values during the installation, but they cannot
be left blank at this point.

On the Connections tab, add connections to:

* the primary Universal Contact Server (for UCS Proxy) or Interaction
Server (for Interaction Server Proxy). This connection is mandatory.

*  Message Server (optional)
Click Apply.

If you would like to configure your Proxy for HA, repeat this procedure for
the second Proxy instance.

End of procedure

Deployment Guide
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226

Next Steps

* Install UCS Proxy. See Procedure: Installing Universal Contact Server
Proxy or Interaction Server Proxy on Windows or Procedure: Installing

Universal Contact Server Proxy or Interaction Server Proxy on AIX,
Solaris, or Linux, on page 227.

Procedure:
Installing Universal Contact Server Proxy or
Interaction Server Proxy on Windows

Prerequisites

* The Proxy Application object has been configured. See Procedure:
Creating the Proxy application object, on page 225.

* The Interaction Management CD.

Start of procedure

1. Locate the Setup.exe for the Proxy (available on the Interaction
Management CD).

2. Double-click Setup.exe.

3. Enter the login information for your Configuration Server:
Host
Port
User
Password

4. Select the appropriate Proxy Application object from the list.
5. Click Install.

End of procedure

Next Steps

* Update the desktop application to use the Proxy. See Procedure:
Configuring the desktop application to use UCS Proxy or Interaction
Server Proxy.
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Procedure:
Installing Universal Contact Server Proxy or
Interaction Server Proxy on AlX, Solaris, or Linux

Prerequisites

The Proxy Application object has been configured. See Procedure:
Creating the Proxy application object, on page 225.

The Interaction Management CD.

Review the section “Compatibility Package for Red Hat Linux” on
page 189.

Start of procedure
1. Locate the install.sh file for the Proxy.
2. Start the installation script with the command >install.sh
3. Press Enter to confirm the host name for the installation
4. Enter the login information for your Configuration Server:
Host
Port
User
Password
5. From the list of applications, select one and enter its number in the list.
6. Press Enter to confirm the suggested destination directory, or choose
another one.
7. Answer other questions, if required.

Note: On some Red Hat Linux platforms, eServices 8.1 components might

fail to start and produce the error ./cfgutility: error while loading
shared libraries: Llibstdc++.s0.5: cannot open shared object
file: No such file or directory. Refer to “Compatibility Package
for Red Hat Linux” on page 189 for information about correcting this
issue.

End of procedure

Next Steps

Update the desktop application to use the Proxy. See Procedure:
Configuring the desktop application to use UCS Proxy or Interaction
Server Proxy.
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Procedure:
Configuring the desktop application to use UCS Proxy
or Interaction Server Proxy

Purpose: In order to take advantage of the benefits provided by UCS Proxy or
Interaction Server Proxy, your desktop Application object must be updated to
connect to the Proxy instead of the main Universal Contact Server or
Interaction Server

Note: UCS Proxy and Interaction Server Proxy are not supported with
Genesys Agent Desktop and desktops that connect using Interaction
SDK. A custom desktop that connects using Platform SDK Contact
can use the Proxy servers.

Prerequisites

*  Your desktop application is installed and configured.

* The Proxy is installed and configured. See Procedure: Creating the Proxy
application object, on page 225 and Procedure: Installing Universal
Contact Server Proxy or Interaction Server Proxy on Windows, on
page 226.

Start of procedure

1. Login to Configuration Manager.
2. Locate the desktop Application object and open its Properties dialog box.

3. On the Connections tab, remove the connection to the main Universal
Contact Server or Interaction Server.

4. Add a connection to the UCS Proxy or Interaction Server Proxy.
5. Click Apply.

End of procedure

Deploying SMS Server

228

SMS Server was introduced in 8.0.0. This component is not part of the
eServices Configuration Wizards and must be installed manually.

Deploying SMS Server can be divided into the following procedures:
1. Procedure: Creating the SMS Server application object, on page 229

2. Procedure: Installing SMS Server on Windows, on page 230 or Procedure:
Installing SMS Server on AIX, Solaris, or Linux, on page 231
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3. Procedure: Configuring eServices Components to work with SMS Server,
on page 232

Procedure:
Creating the SMS Server application object

Purpose: To create and configure the SMS Server Application object in
Configuration Manager. This is needed to install SMS Server.

Prerequisites

*  The SMS Server CD.
* The following Java versions:
+ Inrelease 8.1.3 and later,
+ Windows: JDK 1.6 or JDK 1.7 for all eServices Java components.
+ UNIX: JRE 1.6 or JRE 1.7.
+ Inreleases prior to 8.1.3, JDK 1.6 on Windows and JRE 1.6 on UNIX.

Note: In this release, SMS server is supported with Java 1.6.0 26 or
higher (within the 1.6 family); in release 8.1.3 and higher SMS
Server also supports Java 1.7. The 64-bit version is required for
64-bit Windows.

Start of procedure

1. Create an Application object for SMS Server if it does not already exist.
a. Import the SMS Server application template from the CD.
b. Create a new Application object based on the template.

2. Open the Properties dialog box of the AppLication object.

3. Onthe Server Info tab:
* Inthe Host box, enter the name of the desired host.
* Inthe Communication Port box, enter the port SMS Server will use.

4. Onthe Start Info tab enter some characters in the Working Directory,
Command Line, and Command Line Arguments fields. These characters will be

over-written with the correct values during the installation, but they cannot
be left blank at this point.

5. Onthe Connections tab, add a connection to Interaction Server.

6. If this is for a multi-tenant environment, add the tenant(s) on the Tenants
tab.
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7. Click Apply.
End of procedure

Next Steps

* Install SMS Server. See Procedure: Installing SMS Server on Windows, on
page 230 or Procedure: Installing SMS Server on AIX, Solaris, or Linux,
on page 231.

Procedure:
Installing SMS Server on Windows

Prerequisites

* The SMS Server Application object has been configured. See Procedure:
Creating the SMS Server application object, on page 229.

e Javais installed on the host.

Note: In this release, SMS server is supported with Java 1.6.0 26 or
higher (within the 1.6 family); in release 8.1.3 and higher SMS
Server also supports Java 1.7. The 64-bit version is required for
64-bit Windows.

e The SMS Server CD.

Start of procedure

1. Locate the Setup.exe for SMS Server (available on the SMS Server CD).
2. Double-click Setup.exe.

3. Select Java.

4. Select Use Client Side Port if applicable.

5

Enter the login information for your Configuration Server:
Host
Port
User
Password

Select the appropriate SMS Server App Lication object from the list.
Select destination location.

Select JDK.

Click Install.

e *® A

End of procedure
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Next Steps

Update existing eServices components to work with SMS Server. See
Procedure: Configuring eServices Components to work with SMS Server,
on page 232

Procedure:
Installing SMS Server on AlX, Solaris, or Linux

Prerequisites

The SMS Server Application object has been configured. See Procedure:
Creating the SMS Server application object, on page 229.

JRE x64, or x32, (depending on the Operating System version) is installed.

Note: For Oracle, Java version 1.6.0 26 or higher (within the 1.6 family)
is supported. In release 8.1.3 and higher, JRE 1.7 is also
supported.

For IBM, Java (OS AIX) version 1.6.0 build
pap6460sr9fp2-20110627 03(SR9 FP2) for AIX or higher (within
the 1.6 family) is supported. In release 8.1.3 and higher, Java 1.7
is also supported.

The SMS Server CD.

Review the section “Compatibility Package for Red Hat Linux” on
page 189.

Start of procedure
1. Locate the install.sh file for SMS Server.
2. Start the installation script with the command >install.sh
3. On request, enter the absolute path for the directory of the Java executable.
4. Press Enter to confirm the host name for the installation
5. Enter the login information for your Configuration Server:
Host
Port
User
Password
6. Choose whether the application will use Client Side Port.
7. From the list of applications, select one and enter its number in the list.
8. Press Enter to confirm the suggested destination directory, or choose

another one.
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9. Answer other questions, if required.

Note: On some Red Hat Linux platforms, eServices 8.1 components might
fail to start and produce the error ./cfgutility: error while loading
shared libraries: libstdc++.s0.5: cannot open shared object
file: No such file or directory. Refer to “Compatibility Package
for Red Hat Linux” on page 189 for information about correcting this
issue.

End of procedure

Next Steps

*  Optionally, configure SMS Server to work with Chat Server in session
mode:

a. Add a connection to Solution Control Server.
b. Add a connection to one or more Chat Servers.

* Update existing eServices components to work with SMS Server. See
Procedure: Configuring eServices Components to work with SMS Server,
on page 232

Procedure:
Configuring eServices Components to work with SMS
Server

Purpose: To ensure eServices components are configured correctly to work

with SMS Server.

Prerequisites

* The SMS Server Application object exists. See Procedure: Creating the
SMS Server application object, on page 229.

Start of procedure

1. In Configuration Manager, locate the Interaction Server Application object
and open its properties.

2. On the Connections tab, add a connection to SMS Server.

3. Click Apply.

End of procedure
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1 3 Capture Points

Interaction Server 8.1 supports four integrated capture points:

» Java Messaging Service (JMS) Capture Point captures interactions from
source systems that use JMS as a message bus.

» File Capture Point captures interactions from XML files.
* Database Capture Point captures interactions from databases.

*  Web Service Capture Point (8.1.2 and later) provides a web service
interface for interaction-related requests such as such as submit, stop,
update, hold, resume, and get info, as well as for ping requests.

In previous version of this Deployment Guide, this chapter described how to
deploy the integrated capture point functionality. That information is now
provided in the eServices Integrated Capture Points document, which you can
access at http://docs.qgenesyslab.com/Documentation/ES.
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Social Media

eServices 8.1 includes Social Media functionality, such as support for
Facebook and Twitter. For more information about Social Media in eServices,
including how to deploy the new Social Messaging Server and other
components, refer to the eServices Social Media Solution Guide, available on
the Genesys Documentation Wiki at http://docs.genesyslab.com.
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1 5 Uninstalling eServices

This chapter describes how to uninstall eServices components. It covers the
following topics:

«  Using Wizards to Uninstall eServices, page 237

+ Removing eServices Components, page 238

«  Removing Genesys Desktop, page 240

Using Wizards to Uninstall eServices

Complete the following procedure to uninstall eServices.

Procedure:
Uninstalling eServices using the wizards

Start of procedure

1. Launch the Genesys Wizards Manager.

2. Click Multimedia on the left side of the window. The Wizard presents a list
of currently installed eServices Solutions. Selecting one of them enables
you to change or uninstall the solution (see Figure 60).
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Wizard Manager, Server pubsj3, port:2520, ¥.5.0.100.04

Genesys Wizard Manager

GENESYS

AN ALEATEL-USCERT EOMPBANY

L e Multimedia

ETE . N
_,(JI_(_; Currently installed Solutions:

—z Name Version
-'—'«/H.—g:_J rAmAB0 5.0.000.00

Deploy another Multimedia Solution in your contact center.

YWisit Genesys to learn more about Multimedia.

=
Figure 60: Genesys Wizard Manager

3. Click Uninstall. The Wizard asks you to confirm your decision, and then
uninstalls the solution.

End of procedure

Next Steps

* Remove the eServices components from each host machine. See
Procedure: Removing eServices components.

Removing eServices Components

Use the following procedure to remove eServices components from each host
machine.
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Procedure:
Removing eServices components

Start of procedure
1. From the Windows Start menu, open the Control Panel (Settings >
Control Panel) and click Add or Remove Programs.
2. Atthe Add or Remove Programs dialog box, select these programs:
+ Genesys .Net Web API Server & Samples 8.1
+ Genesys Chat Server 8.1
+ Genesys Classification Server 8.1
+ Genesys Co-Browsing Server 8.1
+ Genesys E-mail Server 8.1
+ Genesys Interaction Server 8.1
+ Genesys Interaction Server Proxy 8.1
+ Genesys Interaction Workflow Samples 8.1
+ Genesys Knowledge Manager 8.1
+ Genesys eServices Configuration Wizards 8.1
+ Genesys Java Environment and Libraries for eServices and UCS 8.1
+ Genesys SMS Server 8.1
+ Genesys Social Messaging Server 8.1
+ Genesys Training Server 8.1
+ Genesys Universal Contact Server 8.1
+ Genesys Universal Contact Server Proxy 8.1
+ Genesys Universal Contact Server Manager 8.1
+ Genesys Web API Server 8.1
+ Genesys eServices Web Callback Application 8.1
3. Click change/Remove. Repeat this step as needed for each component listed
in Step 2.
4. Using Windows Explorer, browse to the 6CTI main directory and delete the
complete eServices subdirectory, including all subfolders.
5. In your RDBMS, delete the tables and databases that relate to eServices.

For the model setup presented in Chapter 5, beginning on page 97, for
instance, this would mean deleting the IxnDB, Customer, and, possibly,
co-browse databases from the Microsoft SQL 2000 RDBMS on host
MMHost. If you have an Archive instance of your Universal Contact Server
database, you would delete its Customer database as well. If you have an
Event Logger database, you would delete that as well.
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6. Consult with your database administrator about deleting the database files
themselves.

End of procedure

Next Steps

*  You have completed all the necessary steps to uninstall your eServices 8.1
Solution.

Removing Genesys Desktop

To remove Genesys Desktop, refer to the Genesys Desktop 7.6 (or later)
Deployment Guide.
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Starting and Stopping
Procedures

This chapter describes how to start and stop eServices 8.1. It covers these
topics:

«  Starting eServices with Solution Control Interface, page 241

« Starting eServices Manually, page 242

+  Stopping eServices with Solution Control Interface, page 244

Starting eServices with Solution Control

Interface

Deployment Guide

Complete the following procedure to start eServices using the Solution Control
Interface (SCI).

Procedure:
Starting eServices using SCI

Note: You cannot use Solution Control Interface to start or stop Web API
Server. See “Starting eServices Manually” for instructions on how to
start your Web API Server.

Prerequisites

You must start all of the following Genesys components before starting SCI:
* Local Control Agent
* Primary Database Server

* Configuration Server
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*  Solution Control Server (SCS)

Start of procedure
1. Start SCI.

2. Go to the Solutions view.

3. Select the name of your eServices solution on the List pane. (For the
model installation, the name is MM81.)

4. Click Start on the toolbar or select Start from the shortcut menu and
confirm the action in the dialog box.

Starting eServices Manually

The command to start eServices is sent to SCS, which uses Local Control

Agents (LCAs) to activate the solution components in the Solution
configuration object.

After all of the eServices components have reported a status of Running

within the configured timeout, SCI reports a successful start of eServices

by changing the solution status from Pending to Running.

Note: Because many components are shared by a number of solutions,

some eServices components can have status Running before the
solution as a whole has started.

End of procedure

Next Steps

*  You have completed all of the steps to start eServices using SCI.

For more information, see Framework 8.0 Solution Control Interface Help.

view the Help file, open SCI, and then launch the Help file.

For information about the following Management Layer topics, see the
documentation for Genesys Framework 8.1:

* Message Server

* Solution Control Server

* Solution Control Interface
* Local Control Agent

* Log Database

To

Starting eServices Manually
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This section describes how to manually start eServices and the eServices
servers. For information on manually starting Database Server, Message
Server, and Stat Server, see the Framework 8.1 Deployment Guide. For
Universal Routing, see the Universal Routing 8.1 Deployment Guide.
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Procedure:
Starting eServices components from the
command line

Start of procedure

1.

A *.bat (or *.sh for UNIX) file for Interaction Server is available in its
installation directory (as is the case with almost all eServices components).
You can use this file to start Interaction Server (or the given component).
Or you can start Interaction Server by using a command line with the
following command-line options:

-host The name of the host where Configuration Server is running
-port The Configuration Server port

-app The Application object name in the Configuration database
-1 The port and host of the license server

You can place the command line with the specified command-line
parameters in your own *.bat file. For Solaris, Linux, and AIX
environments, you should also place the command line parameters in the
startup script.

Example

interaction_server.exe -host cs-host -port 2020
-app "IxnSrv" -1 7260eMMHost

End of procedure

Procedure:
Starting eServices components as services

Services may include LCA and the web server.

Start of procedure

1. From the Windows Start menu, seclect Settings > Control Panel.

2. Inthe Control Panel window, select Administrative Tools » Component
Services.

3. Inthe Component Services window, verify that a given service is running.

If it is not, start it.

End of procedure
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Procedure:
Starting eServices from the Windows Start menu

You can start all eServices applications from the Windows Start menu.

Start of procedure

*  From the Windows Start menu, select Start > Programs > Genesys
Solutions > eServices 8.1.0 > <ApplicationName> > <Shortcut to
Application).

End of procedure

Note on E-mail Server

Before starting E-mail Server, make sure the computer where it is installed has
TCP/IP loaded and that it can communicate with the corporate mail server. If
the server has a dial-up connection to the Internet, connect to the Internet
before starting E-mail Server.

As soon as you start the e-mail POP server, E-mail Server retrieves all the
messages stored in the specified POP mailbox and stores them in the
Interaction Server database. If you are evaluating e-mail functionality, empty
the POP mailbox ahead of time.

Stopping eServices with Solution Control

Interface

244

Complete the following procedure to stop eServices using SCI.

Procedure:
Stopping eServices using SCI

Start of procedure
1. Start SCI.

2. Goto the Solutions view.

3. Select the name of your eServices solution on the List pane (MM81 in the
model setup).
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Click Stop on the toolbar or select Stop from the shortcut menu and
confirm the action in the dialog box.

The command to stop eServices is sent to SCS, which uses LCAs to
terminate the solution components in the reverse order of the component
startup. (The component startup order is defined in the Solution
configuration object.)

SCI reports a successful de-activation of eServices after all of the solution
components have terminated within the configured timeout. Upon a
successful de-activation of eServices, its status changes from Running to
Stopped.

Note: Because many components are shared by a number of solutions,
some eServices components can continue to have the status
Running after the solution has stopped.

End of procedure

Next Steps

You have completed all the steps to stop eServices using SCI.
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Deploying an E-Mail
Solution Using MIME
Customization
Multipurpose Internet Mail Extensions (MIME) is a standard that allows
e-mail messages to include graphics, audio or video files, or text in languages
other than English.
This appendix describes how to create a custom transformer that enables you
to modify the content of e-mails and still ensure that they are compliant with
MIME standards.
- Overview, page 247
«  Configuration Process, page 248
«  Message Flow Pattern, page 254

Overview

MIME customization in a Genesys e-mail handling environment ensures that
you have normalized formats for all e-mail messages processed by your system
and stored in the UCS database. To accomplish this, your e-mail solution uses
a custom transformer to transform any MIME content in incoming or outgoing
messages.

You implement this solution by using MIME customization APIs (as described
in “Creating a custom transformer” on page 249) to change the content of
incoming and outgoing e-mails. After creating the custom MIME transformer,
you configure the E-mail Server Application object to enable the MIME
customization option. For details, see “Configuring the E-Mail Server
Application Object” on page 251.

Deployment Guide 247



Appendix : Deploying an E-Mail Solution Using MIME Customization Configuration Process

Your custom server then does all of the work required to handle incoming and
outgoing e-mail messages as needed.

*  When an e-mail message is received, E-mail Server uses the custom MIME
transformer to transform the message before saving it in the UCS database.

*  When an e-mail message is sent, E-mail Server uses the custom MIME
transformer to transform the message (if it requires MIME customization)
before sending it to the external e-mail server.

Configuration Process

248

Complete the following procedure to deploy a MIME-compliant e-mail
solution.

Procedure:
Deploying a MIME-compliant e-mail solution

Start of procedure
1. Procedure: Viewing a sample transformer
2. Procedure: Creating a custom transformer

3. Procedure: Configuring the E-mail Server application object, on page 251

End of procedure

Procedure:
Viewing a sample transformer
E-mail Server 8.1 includes a sample incoming MIME transformer. This sample

is an “MS-TNEF Microsoft specific format to MIME” transformer, and can be
found in the mimeapi subdirectory.

Start of procedure

1. Open the directory where E-mail Server 8.1 is installed.

2. Inthe mimeapi subdirectory, you can find the following files:
* esj-mime-api-doc.jar—Javadoc documentation for the API.
e esj-mime-api.jar—The actual API archive.
* samples—A subdirectory, containing the following files:
+ TNEFMimeTransformer.java—Java source code for this sample.
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+ readme.txt—A readme file describing the sample.

Tip: Use the instructions in the readme. txt to download the JTNEF
library and then compile the source. After you complete these two
actions, you can use the sample to transform MS-TNEF incoming
mails into regular MIME messages.

End of procedure

Next Steps

* Create a custom transformer. See Procedure: Creating a custom
transformer, on page 249.

Procedure:
Creating a custom transformer

Overview

To transform MIME content of e-mail messages, you must create a custom
transformer. Your transformer code needs two Java classes: one to implement
the API for transforming MIME content of incoming e-mail, and another to
provide an API that transforms MIME content of outgoing e-mail. Both of
these classes return the transformation result, and contain the following
parameters:

* input—The MIME message content.

* config—Properties contained in the [mime-custom-outbound-properties]
section of your E-mail Server Application object.

* debuglLogStream—Log object to be used for debugging purposes.
Each custom class that you create should satisfy the following conditions:

* Implements one of the two appropriate interfaces (see “Incoming E-Mail
Customization API” and “Outgoing E-Mail Customization API” for
details).

e Is thread-safe.

* Does not change the MIME message ID.

Start of procedure

1. Create two Java classes: one for transforming incoming e-mail, another for
transforming outgoing e-mail. Use the following interfaces:

* Incoming E-Mail Customization API, page 250
*  Outgoing E-Mail Customization API, page 250

2. Bundle these two classes into a JAR file called mimecustomization.jar.
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3. Place the new JAR file in the esj\Lib\external\ folder of your E-mail
Server installation.

End of procedure

Next Steps

* Procedure: Configuring the E-mail Server application object, on page 251

Incoming E-Mail Customization API

Your custom transformer for incoming e-mail must implement the following
interface:

EmaillnTransformer Interface

public interface EmaillnTransformer {
public TransformerResult transform(bytel[] input, java.util.Properties config,

java.io.PrintStream debuglLogStream);

public class TransformerResult {
public static TransformerResult noTransformationNeeded();
public static TransformerResult succesfull(byte[] transformedInput);
public static TransformerResult failure(String failureReason, FailureAction

failureAction);

// Implementation details skipped -

}

public class FailureAction {
public static final FailureAction RETRY;
public static final FailureAction BYPASS_TRANSFORMATION;
public static final FailureAction DEPEND_ON_BAD_FORMAT_OPTION;
// Implementation details skipped -

}

Outgoing E-Mail Customization API

The only difference between this API and the incoming e-mail customization
API is that the failureAction parameter and class have been removed. If a
transformation fails, then the original message is sent to the external e-mail
server.

Your custom transformer for outgoing e-mail must implement the following
interface:

EmailOutTransformer Interface

public interface EmailOutTransformer {
public TransformerResult transform(byte[] input, java.util.Properties config,
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java.io.PrintStream debuglLogStream);
public static class TransformerResult {
public static TransformerResult noTransformationNeeded();
public static TransformerResult succesfull(byte[] transformedInput);
public static TransformerResult failure(String failureReason);
// Implementation details skipped -

)

Configuring the E-Mail Server Application Object

Deployment Guide

After you create the custom MIME transformer, configure the E-mail Server
Application object to specify the class names and configuration settings used
with your custom transformer. E-mail Server will use the values you specify to
transform content that is sent and received as e-mail messages.

Procedure:
Configuring the E-mail Server application object

Start of procedure

In Configuration Manager, configure the following sections on the Options
panel of your E-mail Server Application object:

* [mime-custom-inbound-properties]—Content in this section is passed to
the Emai LInTransformer.transform() method using the config parameter.
You can use this section to define custom options and settings.

This section is not part of the default template. Add this section manually
to set options for your custom transformer for incoming e-mail.

* [mime-custom-outbound-properties]—Content in this section is passed to
the Emai LOutTransformer.transform() method using the config parameter.
You can use this section to define custom options and settings.

This section is not part of the default template. Add this section manually
to set options for your custom transformer for outgoing e-mail.

* [mime-customization]—Use this section to enable or disable the MIME
customization, to specify the fully qualified class names of your custom
classes, or to set allow optional debugging or saving features.

See Table 17 on page 253 for details about the options applicable to this
section.

End of procedure
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Next Steps

*  You have completed the actions required to deploy a MIME-compliant
e-mail solution.

252 eServices 8.1 @



Appendix : Deploying an E-Mail Solution Using MIME Customization

MIME Customization Options Table
Table 17: MIME Customization Options Section

Configuration Process

Option Name

Value

Description

[mime-customization] Sect

on

enable-inbound

Default Value: false

Valid Values: true, false

If set to true, sends inbound e-mail
messages to the specified inbound MIME
transformer class.

enable-outbound

Default Value: false
Valid Values: true, false

If set to true, sends outgoing e-mail
messages to the specified outbound
MIME transformer class.

enable-inbound-debug-log

Default Value: false
Valid Values: true, false

If set to true, activates the inbound debug
logger.

enable-outbound-debug-log

Default Value: false
Valid Values: true, false

If set to true, activates the outbound
debug logger.

inbound-class-name

Default Value: ""

Valid Values: <any string>

Specifies the fully qualified name of the
custom inbound transformer.

outbound-class-name

Default Value: ""

Valid Values: <any string>

Specifies the fully qualified name of the
custom outbound transformer.

inbound-keep-received-mime

Default Value: false
Valid Values: true, false

Controls the way E-mail Server saves the
content of MIME messages.

If set to true, and if the message was
transformed successfully, then saves the
unmodified MIME content of incoming
e-mails received in the UCS database
(along with the transformed content).

outbound-keep-sent-mime

Default Value: false
Valid Values: true, false

Controls the way E-mail Server saves the
content of MIME messages.

If set to true, and if the message was
transformed successfully, then saves the
transformed MIME content of outgoing
e-mails is also saved in the UCS database
(along with the initial content).
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Message Flow Pattern

Message Flow Pattern

Incoming E-Mail Message Flow

254

Figure 61 shows the message pattern for incoming e-mail messages.

Corporate Inbound Custom
E-Mail Server Messaging Client Code

ucs

I
OpenSession |
I SessionOpened—p» |
7 RetrieveMsg |
MsgContent——p», I
FindMsgUsingMimeld(
I
|
¢—LookupResult
I

——TransformMime(

S EGaEEEEREEE

g—TransformedMime

SaveTransformedMime(
1

I
SaveOrigMimeMsg(

Repeated for each available message,
up to the configured maximum

MarkMsg
ForDeletion

CloseSession

SessionClosed—p»

n

E-mail Server Java checks if a message with the same MIME message-
ID already exists the UCS database to avoid duplicate processing.

The MIME message is only transformed if UCS does not find that
message in its database.

If the transformation is successful and the option to keep original MIME
messages is enabled, E-mail Server Java saves the original message in
the UCS database.

The messaging client removes any messages that are marked for
deletion after the session is closed.

® @@ ——g@%

Figure 61: Message Flow for Incoming E-Mail
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Outgoing E-Mail Message Flow

Message Flow Pattern

Figure 62 shows the message pattern for outgoing e-mail messages.

URS Interaction E-Mail Service ucs Corporate Custom Code
Server E-Mail Server
I I
OutboundEmail | :
Send IRD | Applies only
Block Hit to: Send

EventPrivateReq(
SendRequest()

&

ServiceResult—

EventPrivateResp(

—— -

—FindOutMsgBYyId(

¢—OutboundMsg

Generate | —GetMimeMsg(

MimeMsg

MimeMsg—p» | €4——MimeMsg

OpenSMTPSession(
I

|
i ¢——SMTPSessionOpened

TransformMime()

TransformedMime

1
SendMsg()
1

|
¢—MimeMsgld
I

SaveSent
MimeMsg()

—Result |

SaveOrig
MimeMsg()

¢—Result

n

@ Only if the MIME message does not exist in the UCS database.

e Only if the MIME message already exists in the UCS database.

@ Only if required. SMTP sessions are pooled, and closed when unused for a configured time period.

@ Only if Transformation was successful and the option to keep original MIME messages is enabled.

Figure 62: Message Flow for Outgoing E-Mail
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Related Documentation
Resources

The following resources provide additional information that is relevant to this
software. Consult these additional resources as necessary.

eServices

» eServices 8.1 Reference Manual, which provides a reference listing of all
configuration options and of field codes used in standard responses.

» eServices 8.1 User’s Guide, which provides overall information and
recommendations on the use and operation of eServices.

» eServices Social Media Solution Guide, which provides information on
deploying and using the Genesys Social Messaging Management product.
It is available on the Genesys Documentation Wiki.

» eServices 8.1 Universal Contact Server Manager Help, which is a guide to
the Universal Contact Server Manager user interface.

o eServices 8.1 Knowledge Manager Help, which is a guide to the
Knowledge Manager user interface.

* For a listing of classes, methods, fields, and constants of the Web API
portion of the Web API Server component, see:
+ eServices 8.0 .NET Web API Reference for the NET Web API
+ The API References of the Platform SDK for the Java-based Web API
o eServices 8.1 Web API Client Developer s Guide, which describes the

structure of the Web API, explains the Simple Samples, and describes
procedures for customizing them.

* “eServices Log Events” in Framework 8.1 Combined Log Events Help,
which is a comprehensive list and description of all events that may be
recorded in logs.

* For the Web Collaboration option, the following documents describing
design and administration for the KANA Response Live Server, which is
supplied by Genesys as part of the Web Collaboration product:

+ Hipbone Client API Reference Guide
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+  KANA Response Live Organization Administration Tool Guide
+ KANA Response Live Server Installation Guide
+ KANA Response Live System Administration Tool User Guide

Genesys Desktop

Genesys Desktop 7.6 (or later) Deployment Guide, which describes
deployment procedures for the Genesys Desktop.

Genesys Desktop 7.6 (or later) Developer s Guide, which describes
customizing the Genesys Desktop.

Genesys Desktop 7.6 (or later) Agent Help, which is a guide to the
Genesys Agent Desktop.

Genesys Desktop 7.6 (or later) Supervisor's Help, which is a guide to the
Genesys Supervisor Desktop.

Universal Routing

Universal Routing 8.1 Reference Manual, which contains descriptions of
all routing strategy objects, including those that are specific to eServices.

Universal Routing 8.1 Strategy Samples, which describes the sample
strategies supplied with Universal Routing.

Universal Routing 8.1 Business Process User s Guide, which contains
step-by-step instructions for using Interaction Routing Designer to design
interaction workflows. It also describes the sample business processes
supplied with eServices.

Universal Routing 8.1 Interaction Routing Designer Help, which is a guide
to Interaction Routing Designer, including the portion of it that designs
interaction workflows and business processes for eServices.

Genesys

Genesys Events and Models Reference Manual, which includes a set of
basic interaction models, showing the components involved and relevant
event messages sent among them. For authoritative description of the event
messages, see the next item.

The API References of the Platform SDK, which provide the authoritative
information on methods and functions for each SDK, including requests
and events. The class Message includes all event and request messages.

Genesys Technical Publications Glossary, which ships on the Genesys
Documentation Library DVD and which provides a comprehensive list of
the Genesys and computer-telephony integration (CTI) terminology and
acronyms used in this document.
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Related Documentation Resources

Deployment Guide

*  Genesys Migration Guide, which ships on the Genesys Documentation
Library DVD, and which provides documented migration strategies for
Genesys product releases. Contact Genesys Customer Care for more
information.

*  Genesys 8.1 Security Deployment Guide, which describes Genesys security
features and detailed instructions for deploying them. These features
provide secure data transfer between Genesys components, protection
against unauthorized access, and protection against data loss in case of
component failure.

* Release Notes and Product Advisories for this product, which are available
on the Genesys Customer Care website at http://qenesyslab.com/support.

Information about supported hardware and third-party software is available on
the Genesys Customer Care website in the following documents:

*  Genesys Supported Operating Environment Reference Guide
*  Genesys Supported Media Interfaces Reference Manual
Consult these additional resources as necessary:

* The documentation on the other three members of the Genesys Customer
Interaction Platform: Universal Routing, Reporting, and Management
Framework.

*  Genesys Hardware Sizing Guide, which provides information about
Genesys hardware sizing guidelines.

*  Genesys Interoperability Guide, which provides information on the
compatibility of Genesys products with various Configuration Layer
Environments; Interoperability of Reporting Templates and Solutions; and
Gplus Adapters Interoperability.

* Genesys Licensing Guide, which introduces you to the concepts,
terminology, and procedures relevant to the Genesys licensing system.

*  Genesys Database Sizing Estimator 8.x Worksheets, which provides a
range of expected database sizes for various Genesys products.

For additional system-wide planning tools and information, see the
release-specific listings of System-Level Documents on the Genesys
Documentation website (docs.genesyslab.com).

Genesys product documentation is available on the:

* Genesys Customer Care website at http://genesyslab.com/support.

*  Genesys Documentation wiki at http://docs.qgenesyslab.com/.

* Genesys Documentation Library DVD and/or the Developer
Documentation CD, which you can order by e-mail from Genesys Order
Management at ordermanegenesyslab.com.
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Document Conventions

This document uses certain stylistic and typographical
conventions—introduced here—that serve as shorthands for particular kinds of
information.

Document Version Number

A version number appears at the bottom of the inside front cover of this
document. Version numbers change as new information is added to this
document. Here is a sample version number:

80fr_ref_06-2008_v8.0.001.00

You will need this number when you are talking with Genesys Technical
Support about this product.

Screen Captures Used in This Document

Screen captures from the product graphical user interface (GUI), as used in this
document, may sometimes contain minor spelling, capitalization, or
grammatical errors. The text accompanying and explaining the screen captures
corrects such errors except when such a correction would prevent you from
installing, configuring, or successfully using the product. For example, if the
name of an option contains a usage error, the name would be presented exactly
as it appears in the product GUI; the error would not be corrected in any
accompanying text.

Type Styles

Table 18 describes and illustrates the type conventions that are used in this
document.
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Document Conventions

Table 18: Type Styles

Type Style

Used For

Examples

Italic

*  Document titles

* Emphasis

+ Definitions of (or first references to)
unfamiliar terms

e Mathematical variables

Also used to indicate placeholder text within
code samples or commands, in the special case
where angle brackets are a required part of the
syntax (see the note about angle brackets on
page 261).

Please consult the Genesys Migration
Guide for more information.

Do not use this value for this option.

A customary and usual practice is one
that is widely accepted and used within a
particular industry or profession.

The formula, x +1 =7
where x stands for . . .

Note: In some cases, angle brackets are
required characters in code syntax (for
example, in XML schemas). In these cases,
italic text is used for placeholder values.

Monospace | All programming identifiers and GUI Select the Show variables on screen
font elements. This convention includes: check box.
(Looks like |+ The names of directories, files, folders, In the Operand text box, enter your
teletype or configuration objects, paths, scripts, dialog | formula.
typewriter boxes, options, fields, text and list boxes, Click 0K to exit the Properties dialog
text) operational modes, all buttons (including box.
radio buttons), check boxes, commands,
tabs, CTI events, and error messages. T-Server distributes the error messages in
. EventError events.
* The values of options.
. Logical ts and d svnt If you select true for the
gical arguments and command syntax. ) )
inbound-bsns-calls option, all

* Code samples. established inbound calls on a local agent

Also used for any text that users must are considered business calls.

manually enter during a configuration or . Enter exit on the command line.

installation procedure, or on a command line.
Square A particular parameter or value that is optional | smcp_server -host [/flags]
brackets ([ ])| within a logical argument, a command, or

some programming syntax. That is, the

presence of the parameter or value is not

required to resolve the argument, command, or

block of code. The user decides whether to

include this optional information.
Angle A placeholder for a value that the user must smcp_server -host <confighost>
brackets specify. This might be a DN or a port number
(<>) specific to your enterprise.
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S Genesys

Index

Symbols
[l (square brackets). . . . . . ... ... .. 261
<> (angle brackets) . . . .. ... ... .. 261
Numerics
3rd Party Media SDK. . . . . . . ... ... 18
64-bit UNIX. . . . . ... ... ... .... 165
64-bit Windows. . . . . .. ... ... ... 165
A
ABC Simple Business Processes
chat . . . . ... 159
email . . ... ... L. 158
AIX
configuration. . . . . .. . . ... ... .. 27
installationon . . . . . .. ... ... .. 137
JavaSDK . . . . . ... ... 57
WebSphere configuration . . . . . . . . .. 77
anglebrackets . . . . ... ... ... ... 261
Apache Tomcat. . . . . . .. ... ... .. 55
ApacheGroup . . ... ... ........ 58
Application Cluster
configuration. . . . . . ... ... .. .. 124
audience, fordocument . . . . . . ... .. 14
B
brackets
angle. . . .. . ... 261
square. . . . ... 261
businessprocess. . . . . .. ... ... .. 20
C
cache (Interaction Server database). . . .20, 23

Capacity Rules
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configuration . . . . . . ... ... ... 132
CATALINA HOME. . . . ... ... .. ... 61
chat

testing. . . . ... ... ... 159, 160
chatmode . . . . . . .. ... ... ..... 24
ChatServer . . . . . ... ... ... .... 18

inWizard . . . . ... ... ....... 131

installation. . . . . ... ... ...... 142
CIMPlatform. . . . . . . ... ... ... .. 12
Classification Server. . . . . . ... ... .. 20

inWizard . . . . ... ... ... .... 129

installation. . . . . .. ... ... .. .. 141

new-style installation . . . . . . . . ... 166
client-sideport. . . . . .. ... ... ... 169
client-side port configuration. . . . . . 149, 151
co-browse session. . . . . ... ... 93
Co-Browsing Server

inWizard . . . . ... ... ....... 132

installation. . . . . ... ... ... ... 142
commenting on this document. . . . . . . .. 14
configuration

Application Cluster . . . . . . ... ... 124

CapacityRules . . . . . ... ... ... 132

DAPsand DB Server . . . . . . ... .. 114

E-mailServer . . . . . ... ... 127

Genesys Web Collaboration . . . . . . . 132

KANA Response Live for Windows . . . . . 84

Knowledge Manager . . . . . . ... .. 130

Multimedia Solution. . . . . . . ... .. 112

multimedia switch. . . . . .. ... ... 119

StatServer . . . . .. ... L. 32,52,124

Training Server . . . . . . .. ... ... 130

Universal Contact Server . . . . . . . .. 117

Universal Routing Server . . . . . . . .. 124
configuring

Checking your WebLogic configuration file 203
Configuring E-mail Server’s POP,

IMAP, and SMTP ports. . . . . .. .. 181
Configuring IS to serve static content . . . 73
Configuring KANA Response Live for

Solaris or Linux. . . . . ... .. .. .. 91
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Index

Configuring KANA Response Live for

Windows . . . . ... ... ... .... 84
Configuring Multimedia Components to

work with SMS Server . . . . . . . .. 232
Configuring Multimedia objects using the

wizard . . . ..o 104

Configuring the desktop application to use
UCS Proxy or Interaction Server Proxy . 228
Configuring Tomcat to serve multiple

contexts. . . . . . ... ... 74
Configuring WebCallback BP for routing web

callback interactions. . . . . .. .. .. 162
Creating or editing the UCS application

object. . . . ... ... L. 213
Creating or editing the UCS Manager

applicationobject . . . . .. .. .. .. 214
Creating or editing the Web API Server

applicationobject . . . . ... ... .. 212
Creating the Application object . . . . . . 147
Creating the KANA database schema on

SolarisorLinux . . . ... ... ..... 90

Creating the Proxy application object . . . 225
Creating the SMS Server application

object. . . . .. ... ... 229
Generating the .truststore file . . . . . . . 179
Modifying the E-mail Server startup command

line

Unix . ... ... ... .. ...... 180
Windows . . . . . ... ... ... .. 179
Proctecting the WEB-INF Directory . . . . . 74
Running scripts for your databases . . . . 153
conventions
indocument . . . . .. ... 260
typestyles. . . . ... .. ... ... .. 261

Customer Interaction Management
See CIM Platform

database
Size .. ... 39
Universal Contact Server database . 19, 20, 22
See also cache

Database Access Point (DAP)

configuration. . . . . ... ... ... .. 114
for Universal Contact Server . . . . . . . 116
note forJDBCuse. . . . . . . ... . .. 116
document
audience. . . . . . . ... ... 14
change history. . . . . .. ... ... ... 15
conventions . . . . . . . ... ... ... 260
errors, commentingon . . . . ... .. .. 14
versionnumber . . . . . .. .. .. ... 260
264

E
e-mail
incoming message flow. . . . . ... .. 254
MIME customization . . . . . . ... .. 247
outgoing message flow . . . . . . . . .. 255
testing. . . . .. ... 158, 159
testingwebform . . .. ... ... ... 161
E-mail CD
Wizard . . . . ..o 127
E-mail Server . . . . . ... 18
configuration . . . . . . ... ... ... 127
inWizard . . . . . ... ... ... ... 127
installation. . . . . . ... ... ... .. 141
MIME customization . . . . . . ... .. 251
startingmanually . . . . ... ... ... 244
enable-ssl option (E-mail Server) . . . . . . 181
Estimating UCS database size for chat
interactions . . . . .. ... ... .. 40
EventlLogger . . . ... .. .. 39,44,107,152
EventLoggerDAP. . . . . . ... ... 44,107
F
font styles
italic. . ... ... . ... ... ... 261
monospace . . . . . . . ... .. 261
Framework resources
agent . . .. ... 122
agentlogin . . ... .. .. ....... 122
capacityrule. . . . . ... ... L. 121
place . . ... ... ... 121
skills. . . ... ... 122
G
Genesys Content Analyzer . . . . . ... .. 21
H
https portvalue . . . . .. ... ... ... 125
|
IHS HOME . . ... ... ... ...... 190
IMAP. . . . . . ... 181
install directory
Apache . . . . . . . ... ... ... ... 58
IBMHTTP Server. . . . . ... ... .. 190
JDK . . .. 57,61
Multimedia . . . . .. ... .. ... 101,113
Tomecat . . . ... ... ... ..., . 61
WebSphere . . . . ... ... ... ... 190
installation

eServices 8.1 @



Index

ChatServer . . . . . ... ... ..... 142
Classification Server. . . . . . . .. ... 141
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E-mail Server . . . . .. ... 141
Interaction Server . . . . ... ... ... 140
IPStarter. . . . . . ... ... ...... 139
KANA Response Live for Solaris . . . . . . 88
KANA Response Live for Windows . . . . . 82
Knowledge Manager . . . . .. ... .. 142
Training Server . . . . . . .. ... ... 142
Universal Contact Server . . . . . . . 140, 142
Web APl Server. . . . . ... ... ... 141
installation on
AX. .o 137
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Solaris. . . . .. ... oo 137
installing
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WebSphere on AlX or Solaris . . . . . 192
Deploying Multimedia on Solaris, AlX, or

Linux from a Windows host. . . . . . . 187
Deploying your web applications . . . . . 204

Downloading and installing the Java SDK. .56
Installing a new SSL certificate using IIS . .80
Installing and Starting Interaction Workflow
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Installing eServices components manually
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Installing Genesys web applications for
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Installing Genesys web applications for
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Installing KANA Response Live for Solaris .88
Installing SMS Server
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Installing the Apache Web Server on
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Installing the JK1 Connector with Apache. .64
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Installing the JK1 connector with IIS7 . . .69
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Installing Universal Contact Server
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Interaction Server Proxy
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