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Installation
Overview

This manual presents a summary of the major steps in setting up
TFB client software on agent and supervisor workstations.

required to run Agent eMail, Agent Chat, and ACD Reports. Each of these

he TFB Media Server is the standard Windows based server platform
products uses a thin client on agent and supervisor Windows desktops.

Any combination of Agent eMail, Agent Chat, ACD Reports may be run on the
same server, and any combination of the associated clients can run on the same
client PC. At the users discretion, the application clients may be selectively
installed on given PCs.

This manual describes installation of the following clients,
O ACD Reports
o Agent eMail
o ACD Display

Before installing any client software, please ensure that the target workstation is
updated with the latest version of Microsoft Windows.
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Major System Components
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THIS MANUAL DESCRIBES SOFTWARE
INSTALLATION ON THE AGENT/SUPERVISOR PC
COMPONENT OF THE SYSTEM ONLY
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Installing the ACD Reports
Client

Platform Requirements: Windows XP, Windows 2000, Pentium Il or better,
64MB RAM, 10MB Hard Drive space

The automated installation wizard is located in the ACDR.msi file. Your version is
site specific, so be sure to get the current file from the Media Server or the
installation technician. The installation process will automatically place an ACD
Reports Browser icon on your desktop. The ACD Reports client requires also that
the .NET framework is installed on the target workstation. If the installation does
not find .NET installed, it will automatically prompt and direct you to the Microsoft
web site for .NET components.

Step 1

Double click the ACDR.msi icon.

Step 2

The install Wizard opens. Click the Next button.

iy acon Browser =11 x|

Walcome 1o The ACDR Browser Selup Wizard &

Thea inrhaller vall quichs you ucugh the ssepe seguaed b instsl ACDF Bowssr on yow compuler,

WEAMPG: Thes cormpler progesn b probechsd By copsnghl s and mlemsional insaties
Linguthoszed duplicsion o distibution of this progesm. or ary portior of i, mey sl in seeers cml
o oriminal pensles, oivd rall D peossouled by e msmm sebenk possbls under e L
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Step 3

Select the installation folder. The default folder is recommended. Click Next.

g acon browser =1C] x|

Select Installation Folder %

The inzhalier rallraial ACDIR Browssr in e folievng folde
Tairaisl inth foide. cick. "Med™ Toiralal in o difesent lokier, anter i beloss o click "Gaosm”™

e
|C “WFiogisin FleiTFEWAODRA Bawbii By |

Dk Cast..

Ireitall BCTOF Broweis Tor poursell, or bor arsone who wies iy compaber

™ Erverpons
% Just me

et | |

Step 4
Confirm the installation by clicking Next, or click Back to change the installation
folder.

g acon browser =1C] x|

Confirm Installation %

The ntalier & resdy o netsll AC0A Bizavser on po compas
Chick "Hexd" o thar the nchallation

et | |
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Step 5

Installation typically takes just a few seconds.

g acon Browser =1C] x|

Installing ACDR Browser &

ACTIR: Brovwser & being irstabed

Step 6

After installation, click the Close button.

g acon Browser =1C] x|

Installation Complete &

ACDIF Brovser has besn succasdully malslad
Chick 'Thosa" ioiml

Pl use Windows Lodsle bo cheok, ko S onbioal updsies o e HET Framssoi.

| e =]
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The installation program automatically put a shortcut on the Windows desktop.

WHAT IF THERE IS AN ERROR DURING INSTALLATION ?
If an error occurs, check the following,
e Thatthere is at least 10MB of hard drive space free
» That all appropriate Windows updates have been applied
* That there are no other programs running
ACD Reports is a thin client, so it takes up very little hard drive space. If you have

at least 10MB, all Windows updates have been applied, and the client does not

install, contact TFB technical support and a technician will help you troubleshoot
the system.
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Installing the Agent eMail Client

Platform Requirements: Windows XP, Windows 2000, Pentium Il or better,
64MB RAM, 10MB Hard Drive space

The automated installation wizard is located in the Agent eMail.exe. Your version
is site specific, so be sure to get the current file from the Media Server.

Step 1

Double click the Agent eMail.exe icon. The Agent eMail Installation Wizard
appears. Click the Continue button.

i Agent eMail x|
“Welzomel

“Welzome to the Agent ebdaill installation wizard, This
wizard will install the neceszany files to your spstem,

It iz recommended that vou exit all other applications
befare starting. Press AT ab to zwitch to ather
applications, zave vour work, and cloze each
application.

Frezz "Continue’ bo begin.

Exit Setup |
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Step 2

Select the installation path. The default path is recommended. Click the Next
button.

i Agent eMail - x|

Select Application Faolder

Uze the field below to specify the folder where pou
want the application files copied to.

To zpecify a different folder, type a new name, or use
the Browse button to zelect an existing folder.

IE:"-.F'ru:ugram FilezhagentE mail

Browse...

Exit Setup |

Step 3

After installation, click the Close button.

i Agent eMail x|

Setup waz successiul

The inztallation iz complete and the application haz
been properly zet Lp.

Select "Cloze" to exit setup.

Hewt |
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WHAT IF THERE IS AN ERROR DURING INSTALLATION ?

If an error occurs, check the following,

e Thatthere is at least 10MB of hard drive space free

That all appropriate Windows updates have been applied

That there are no other programs running

Agent eMalil is a thin client, so it takes up very little hard drive space. If you have at
least 10MB, all Windows updates have been applied, and the client does not

install, contact TFB technical support and a technician will help you troubleshoot
the system.
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Installing the ACD Display
Client

Platform Requirements: Windows 98, Windows XP, Windows 2000,
Pentium Il or better, 64MB RAM, 10MB Hard Drive
space

ACD Display is actually two executables:
O Queue Display, tgr.exe provides queue wallboard information in real time
O Agent Display, taar.exe provides agent wallboard information in real time

The installation process involves a simple copy into the tfb\bin folder on the agent
PC, entering the CTI Server IP address, and creating the necessary shortcuts on
the desktop. You can also configure the shortcut to open a particular profile
automatically.

Before starting you may want to create all the profiles your agents will commonly
use so they can simply be copied along with executables to all the desired PCs.
You also need to know the IP address of CTI Server. The following steps show
how to setup both programs on the first machine, then copy configuration to other
agent workstations.

Step 1 - Copy Executables

Copy the executables, tgr.exe and taar.exe into the tfb\bin folder on an agent PC.

IFE JFB
e =

baar.exe  tor.exe
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Step 2 - Run Queue Display (tgr.exe)

Execute tgr.exe from the tfb\bin folder and enter ‘1’ (or any valid split number) in
the split field, then click OK. You can enter a title for that split also, but it is not
necessary in order to start the program.

New Split Repork Pl
Tenant  Split

IF I'I Cancel |
" EMail

Enter Title

€ Chat | Load Profie |

Step 3 - Configure CTI Server IP

Enter the network name or IP address of CTI Server, then click OK.

Initialization Dialog

Pleaze enter the |P &ddrezs or
Marme for the CT| Server:

Cancel |

If you get an error message, check that the IP address entered is correct. If you
entered a server name and see an error, try entering an explicit IP address instead.

NOTE The client IP addresses are stored in \winnt\tfbclients.ini. After initial
configuration, it is convenient to copy this file to other agent PCs along with the
executables.
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Step 4 - Create Queue Display Profiles

You can now create one or more profiles that can then be copied to agent
machines for repeated use. A profile is simply a saved configuration of the splits to
be viewed in a single queue display window. Follow the instructions on the next
page to create profiles, or skip ahead to Step 5. Profiles can be created and copied
after installation if desired.

sz TFB ¥isual Queus Report : -0l x|
File Splts Calculstions  Alarms  Profiles  Graphing  Help

Mame | Split | Queue | LW | ETA | .ﬁ.gentsl Ready | Break. | Work. | Talk
Tech Support 1 Acd ] 0:00 0:00 z 1] a a 2

You can add more splits by clicking from the Splits | Add Split

=z TFB ¥isual Queue Report -0 x|

File | Splits Calculations  Alarms  Profiles  Graphing  Help

Mam  Reparting | QUELE | L | ETA | .ﬁ.gentsl Ready | Break | Work | Talk

Tech Add Splik 0 0:00 0:00 2 0 u] u] 2
Foalaba m= L

NOTE Entering a split that does not exist in the ACD or is not a configured Email /
Chat split is not harmful, although erroneous information might be displayed for
that split.
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Step 4 - Cont'd

TO CREATE A PROFILE

Add the desired splits by clicking from the Splits | Add Split

=z TFB ¥isual Queue Report -0 x|

File | Splits Calculations  Alarms  Profiles  Graphing  Help

Mam  Reparting | QUELE | L | ETA | .ﬁ.gentsl Ready | Break | Work | Talk

Tech Add Splik 0 0:00 0:00 2 0 u] u] 2
Foalaba m= L

Enter the split number and title. If the split number is already configured in the
ACD, then the split title will automatically appear in the display and does not need
to be entered manually

ﬂ
T
m 2 C
Erdie Tl
I" Chal BT

Select the type of split then click OK. You can continue to add splits this way until
the display shows all the desired splits.

Save the display by selecting Profiles | Create from the main menu. Name the
profile as desired and save it in the tfb\bin folder. A file with a wbp extension will be
created. This file can then be copied for use on other systems. Even more usefully,
the profile files can be specified in shortcuts so that they load automatically.

=z TFB ¥isual Queue Report -0 x|

File Splits Calculakions  Alarms | Profiles  Graphing  Help

Marme | Split | Quel  Create I ETA | .ﬁ.gentsl Ready | Break | Work | Talk
PR —

Tech Support 1 Acd 0 0:00 0:00 z ] 0 0 2

For more on profiles and using the Queue Display, see the TFB APM Users Guide.
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Step 5 - Run Agent Display (taar.exe)

Execute taar.exe and enter a valid agent DN (stn) in the Agent DN field, then click
OK. You can enter a title or name for that agent also, but it is not necessary in
order to start the program.

New Agent DN Report

Agent DM K

e

Enter Title
| Load Profile

Cancel

dath

Step 6 — Configure CTI Server IP
Enter the IP address of CTI Server, then click OK.

Initialization Dialog

Pleaze enter the |P &ddrezs or
Marme for the CT| Server:

Cancel |

If you get an error message, check that the IP address entered is correct. If you
entered a server name and see an error, try entering an explicit IP address instead.

NOTE The client IP addresses are stored in \winnt\tfbclients.ini. After initial
configuration, it is convenient to copy this file to other agent PCs along with the
executables.
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Step 7 - Create Agent Display Profiles

Just as with Queue Display, you can now create one or more profiles that can then
be copied to agent machines for repeated use. A profile for Agent Display is simply
a saved configuration of the agent DNs to be viewed in a single display window.
Follow the instructions on the next page to create profiles, or skip ahead to the next
Step. Profiles can be created and copied after installation if desired, and you can
create as many profiles as required.

You can add more splits by clicking from the Agents | Add Agent DN menu.

«s THU Wisual figent Report =10 %]
Fis | dgerts Coloulstions  Alwrms  Display  Help
Mam A Agant DM Status | Tme  Cals | AwgThk | Tak | Work | Bresk  Ready | Total

Sabe  Delete Agerd DN

aron

Cancel |
Enter Title
[ Tam Srmith

WARNING Entering a DN that does not exist in the ACD is NOT recommended.
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Step 7 - Cont'd

TO CREATE A PROFILE

Add the desired splits by clicking from the Agents | Add Agent DN menu

=0 x|
Fis | Agergs Cooulstions Mlarms Ciplay  Help
Mam  Ackd gant DN Status | Tme | Cals | AwgTh | Tak | work | Bresk | Ready | Total

Sabe  Delete Agerd DN

Enter the agent DN and title.

x

a7a0

Cancel |
Enter Title
[ Tam Srmith

Select the type of split then click OK. You can continue to add splits this way until
the display shows all the desired splits.

Save the display by selecting Files | Create Profile from the main menu. Name
the profile as desired and save it in the tfb\bin folder. A file with a aap extension will
be created. This file can then be copied for use on other systems. Even more
usefully, the profile files can be specified in shortcuts so that they load
automatically.

g
Filz Agenks Caloulstions  Alaerms  Deplay  Help
Craate Profils Status | Tme | Cals | AwgTh | Tak | work | Bresk | Ready | Total
Save Frofie

For more on profiles and using the Agent Display, see the TFB APM Users Guide.
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Step 8 - Create Desktop Shortcuts

As with any other client, shortcuts can be created from taar.exe and tgr.exe as
desired. The real value of shortcuts for these applications is that they allow profiles
to be loaded automatically. For each application, you can create multiple shortcuts
that each load a different profile.

If you created profiles in the steps above, you can use them in your shortcuts.
TO LOAD PROFILES FROM A SHORTCUT
» Create a shortcut to tqr.exe or taar.exe
» Right click the shortcut icon and select Properties
» Inthe Target field, enter the path to the executable file, followed by a space

and the name of the profile file. Click OK. Queue Display shortcuts have a
wbp extension, and Agent Display shortcuts have an aap extension.

Shortcut to kqr.exe Properties ed |

Gereral  Shartout | SEn::urit_l,II

Tr5

m Shortcut to tarexe

T arget type: Application

Target location: Temp

Target: C:hkbsbintar. exe prafile_a. wbp

[¥ BEunin separate memony space | Bun as different user

Start ir: IE:'xth:u'xI:uin

Shaortout ke IN-:une

Bur: I M ormal window j

Eind Taraet. .. | Ehangelcan...l

k. I Cancel | Apply |
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Step 9 - Copy to Workstations

With the ACD Display modules setup on a single machine you can copy not only
the executables but the profiles as well.

From the folder of your first workstation installation, copy the following files,
» tfb\bin\tgr.exe
+ tfb\bin\taar.exe
«  tfb\bin\*.wpb
+ tfb\bin\*.aap

Also copy any shortcuts you set up if applicable.
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