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Chapter 10 CITl

CTI (Computer Telephony Integration) is an integrated system of computer and telecommunication
technology that allows the computer to share the switchboard’s resources and the switchboard to share the
computer’s resources.

It offers cost reduction and convenience in usage for the operator and offers service improvement and
handling time reduction function to the customer.

This chapter explains about the SmartOperator, the CTI system supported by the DCS Gateway system.

Smart Operator

This manual only introduces the functions and installation procedures for the Smart Operator function.
Please look at the ‘Smart Operator User Manual’ supplied with the DCS Gateway system if you are going to
use the Smart Operator function.

FEATURE DESCRIPTION

Smart Operator is an ATC (Attendant Console) based on PC that provides conveniently operated GUI
(Graphical User Interface) and shows events occurring within the telephone communication system. Each
event is to show the changes within the telephone communication system, such as trunk, extension, voice
mail, and automatic reception port. For example, The reception ring message to the trunk line or extension
pops up messages on the PC screen using the Smart Operator applied program and make the applicable
icon blink. Extension events, such as “Off Hook”, makes the applicable icon turn yellow. Smart Operator
provides performance and convenience by using familiar user interface.

Smart Operator connects to the DCS Gateway using the serial port within the system. If the 16550 UART
chipset is attached to the PC, serial cable can connect two machines within 90M. To reduce interference, it is
advisable to use Category 5 level cable.

Smart Operator is a computer based Telephony application program that provides third party call control
function, which was unique feature to existing telephone systems. Smart Operator program considers all
extension, trunk, and customer as “Device.”

In carrying out the call answering and transferring steps, these events will provide information needed to
make the most practical call management method by renewing the user interface.

Smart Operator in run under IBM compatible computers with the NT 4.0 operating system.
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Structure of Smart Operator

Smart Operator is based on client/server structure. “Server” is made up of several software components run
under Windows NT. These components include VistaTDS(Telephony Dynamic Data Server), system
interface module (Smart TAPI), and several application programs.

Windews NT

Smart Operator '
YistaTD 5 '

Smart TAPI
Samsuny

Samsung TSP DCS

Dongle

N\

Windows NT Windows NT
Smart Smart
Operator Operator

Server component resides within the Windows NT computer set up by the system integration company or
end user. Smart Operator server PC connects to the telephony system or communication server using serial
port or network interface. Client PC for Smart Operator connects to the server PC using the TCP/IP network.
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SETTING THE MAP

Looks at the options that have to be set up in MAP, the operating system of the DCS Gateway system, to use
Smart Operator.

1. Confirming Port of OAIl COMPUTER

Select the menu in the MAP screen as follows:

[System Management] = [System I/O Device Management] = [I/O Device in Each Node]

Press the [Rx] button and enter the node number of the DCS Gateway system connected to the computer.
The setup values below then appear.
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Confirm the Node and Port option of the OAI Computer.

When the Port is set up as Lan:

Confirm the IP Address of IPM and Infolink by referring to the ‘2. Setting Network Parameter’ section. The IP
Address of Infolink must be the same as that of the computer (Windows NT) with Smart Operator set up.

When the Port is set up as Asynch:

The 1/0 Port parameter value must be confirmed as follows in this case.

- Select the MAP menu as follows:
[System Management] ] => [System 1/O Device Management] => [I/O Port Para.]

- The various setup options of the 1/0 port then comes up. Among these, the Port Block Status must be
designated as Enable to use the other I/O port information set up.
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2. Setting up Network Parameter
Select the menu in the MAP menu as follows:

[System Management] => [System I/O Device Management] => [Lan Device Register]

Press the [Rx] button and enter the node number of the DCS Gateway system connected to the computer.
The system’s setup values then comes up as follows:

# Lan Device Register/System 10 Device Man,., M= E3
M. Device IP &ddress
0 account Prinker 1 2 . 3 4
1 System Ermor Printer 0] 1] 1] 2
2 Statistics Prinker 0 1] 0 3
3 Hotel Printer a a a 4
4 SMDR 1 0 1] 0 A
& SMDR 2 0 1] 0 5
51 Callvigw 1 a 0 o 0
7 Callvigw 2 a 1} o 1}
g FrS 0 a 0 |
9 Wb 5 0 o 0 10
10 | ARS o . o0 .0 . Mn
11 Infolink1 168 . 219 . 77 |79 «———————— Check
= |\ epae IP &ddress o .1 o a
Fort a
|P Address 188 . 219 . 73 . &0
13 | IPM Subnet ask o . o .o .1 Check
Gateway o .o .o 02
Node [0-7] [0 2] L

| | Update /@@ -

- Confirm the value of IPM Address, Subnet Mask, and Gateway. This value is the network information of
the DCS Gateway system. If the IPM Address is changed, it must be corrected here.

- Confirm the Infolink 1 IP Address. This IP Address must be the same to the IP Address of the computer
(Windows NT) with Smart Operator. If this IP Address is changed, correct it here.

Transmit the corrected value to the system by pressing the [Tx] button.
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3. Designating ACD Service

Select the [Port Information(Total)] menu in the MAP.
Enter the node number of the connected DCS Gateway system at the bottom of the Port Information screen
and press the [Node/Port Rx] button. The following screen then comes up.

- Select ACD Agent for Special Service category.

- Select OAIl Terminal by checking it.

If there is a modified value, press the [Tx] key and transmit the changed value to the system.

4. Organizing Telephone Numbers in the ACD Group

Select the MAP menu through the following stages.
[Database Management] => [ACD & Infolink DB Management] => [ACD Group Info]

When the ACD Group Information screen appears, enter the ACD Group number and press the [Group RXx]
button.
Then the organizing data appears on the screen as follows:

® ACD Group Info, /ACD & Infolink DB Management/Data Base Management

ACD Group [1] Hode [0 ] Pilot Tel [ Member in Group [ 0 ]

ACD Group Infoimation

Tenant [0 - B3] 0 Service Method Distribution ﬂ
CO5 [0-63] 0 Group Overflow Table [0 - 511]

Operator Made Call Interception Table [0 - 255] 1}

Auto. Record Recoder Tel 3423

Infalink Manitor Announcement Group [0-63] -
Agent Reservation Maw. Ratio or Count [0 - 100 or 0 - 255] 1]

ALD Group Information T
ACD Group Configuration

Group Configuration Tel.

Check
=
—
4 »
Group Fix Append Tx | Delete T | Mew Designatia
Connect Tel. Append Tel. |3422 A By ]:'L
[ Update (@@ ~

Adding Telephone Numbers
You can add or remove telephone numbers that are to be organized by the ACD Group.
- Press the [Append Tx] tab and enter Connect Tel. and Append Tel.

- If you want to add a new telephone number right after the existing one, enter the existing telephone
number in Connect Tel. and the new one in Append Tel. If nothing is entered in Connect Tel., the number
entered in Append Tel. is added all the way at the front of the list.

- Press [Append Tx] and transmit the set value to the system.
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5. Designating the Infolink version
Select the MAP menu through the following stages.
[Database Management] => [System DB Management | ] => [IPM Info.]

Then the value received at the system is demonstrated as follows:

# IPM Info. /System DE Management |/Data Base Management = E3
Mo, Ikerm Content
1} Site | dentific:ation 123456
1 Femote Manage. Admin. Tel.
2 Modem Answer Time [sec) i]
3 SMOR Print Type Office
4 Country Code Country 13
5 Printer Size 132 Caolurnn
53 SMDR Farmat Tranzfer Call lgnare
7 | Infolink Yersion Flexible Format(¥340™) - Check
|
[ | Update @@ ~

Check if Infolink is Fixed Format (~V330) or Flexible Format (V340~). This value should correspond with the
LAN protocol type value that was designated at step number (5) of ‘Installing the Samsung TSP’

INSTALLATION PROCEDURE
System Environment
The minimum computer system requirements for the installation of Smart Operator are as follows:
- IBM compatible computer
- Processor exceeding Intel 233Mhz (for first 250 machines)*
- Windows NT 4.0 Workstation and Service Pack 4
- 128 MB RAM (More if there are more than 300 machines)
- SVGA Accelerator card
- 15" SVGA monitor and True Color 24bit (17" recommended)
- 250 MB of usable hard disk space
- Usable serial port (connect to telephone call system using serial port)
- Usable round (hardware key) parallel port
- PCI type network interface card
- TAPI 2.x for Windows NT

- Dual Pentium processor recommended for system with more than 300 machines.

The hardware equipment essential for the use of Smart Operator is as follows:
- DCS Gateway system
- Round (Hardware key supplied with Smart Operator)

Installing Hardware

Check to see if the TCP/IP network protocol is properly installed and organized in the computer.
Connect the dongle to Windows NT server’s parallel port.
Set up the category related to the Smart Operator at the DCS Gateway system’s MAP.
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Installing Software
Insert the Smart Operator installation program CD into the CD-ROM drive.

1. Click the Windows start button and select “Execution” menu.

2. If the CD-ROM drive is “E”, enter “E:\Smart Operator\DCSG\Setup.exe.”

3. The following screen appears:

Select Components

Setup can install the Smart Operator and the 5amsung
Telephony Service Provider.
Chooge the options listed below which you would like ta install.

¥ ez, | want to install the Smart Operator

¥ ‘es, | wart ta install the Samsung TSP

¢ Back I Mext > I Cancel |

If you choose both options, the Samsung TSP is installed following the Smart Operator installation. Press the
[Next] button if you want to continue the installation.

Installing Smart Operator
1. When you select Smart Operator for the install option at step (4) of software installation that had
appeared before, the following screen appears: Press the [Next] button.

‘Welcome to the Smart Operator Setup program.  This
program will install Smart Operator on your computer,

It iz strongly recommended that pou exit all wWindows programs
before running this Setup program.

Click Cancel to quit Setup and then cloze any programs you
have running. Click Mest to continue with the Setup program

WARMING: This program is protected by copyright law and
international reaties.

Unauthorized reproduction or distribution of this program, or any
portion of it, may result in gevere civil and criminal penalties, and
will be prozecuted to the maximum extent possible under law.

Cancel
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2. Specify the directory destination in which the Smart Operator is to be installed. The default value is
“C:\Program Files\Samsung Electronics\Smart Operator.” Press the [Next] button.

ation Location

Setup will install Smart Operator in the: following folder.
Ta install to this folder, click Nest.

To install to a different folder, click Browse and select another
falder.

Yol can chonze not ta install Smart Operator by clicking Cancel
to exit Setup.

" Destination Faolder

C:h. MSmart Operator

< Back | Mest > Cancel

3. Enter the program folder and press the [Next] button.

Select Program Folder E

Setup will add program icons to the Program Folder listed below.
“Y'ou may type a new folder name, or select one from the existing
Folders list. Click Mext to continue.

Program Folders:

Ezisting Folders:

nternet Explarer

Online Services

Smart Clignt

Smart Control

Smart Office Professional

< Back I Mest » I Cancel |

4. The following screen appears after the installation file has been fully copied. If you would like to see the
contents of the Readme file, check the following item. Press the [Finish] button as the installation is
complete.

Setup Camplete

Setup has finished installing Smart Operator on your computer.
Setup can launch the Readme File.

Chaoose the option you want belaw

I Shaw me the Feadme. ut file Now

Prezs the Finish button to complete the installation.
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Installing Samsung TSP

If you want to transmit and receive the event to and from the DCS Gateway system, you must install
Samsung TSP (Telephony Service Provider). The service name shown on the service window of Windows
control panel is Samsung DCS Gateway TAPI Service.

If Microsoft TAPI 2.1 Service is not installed in Windows NT system, you must install and
JUTION start this first before installing Samsung TSP.

Important Motice

Please make sure that TAPI 2.1 Server iz installed on thiz system before
installing TSPF. Othenaize Samgung TSP will not function properly.

Begin the installation.
1. When you select Smart TSP for the install option at step (4) of Software Installation, the following screen

appears:
Press the [Next] button.

‘Welcome to the Samsung TSP Setup program. This
program will install Samsung TSP on your computer.

It iz strongly recommended that you exit all Windows programs
before running this 5etup program.

Click Cancel to quit Setup and then close any programs you
have unning. Click Mext to continue with the Setup program.

WARMIMG: Thiz program is protected by copyright law and
international reaties.

Unauthorized reproduction or distribution of this program, or any
portion of it, may result in severe civil and criminal penalties. and
will be prozecuted to the maximum extent possible under law.

Cancel |

2. Specify the directory where Samsung TSP is to be installed and press the [Next] button.

tination Location

Setup will install 5amsung TSP in the following folder.
Toinstall ta this folder, click Mext.

Toinstall to a different folder, click Browse and select another
folder.

“You can choose not to install Samsung TSP by clicking Cancel
to exit Setup.

" Destination Folder

E:%. ASamsung TSP Browse... |

< Back

Cancel |
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3. Specify the folder name of the program and press the [Next] button.

Setup will add program icong to the Program Folder listed below.
‘r'ou may type a new folder name, or select one from the existing
Folders list. Click Mest to continue.

Frogram Folders:

S amzung TSH

Ezisting Folders:

Creative

Dialogic System Software
MGA NT PowerDesk
Microzoft

Seagate Crystal Reports
Smart Control Metwark,
Smart Dperator

WinZip

< Back I Hest > I Cancel |

4. When the files necessary for installation are all copied, the following screen appears: If you press the
[Next] button, the LAN or COM PORT forming operation is continued.

Setup has finished copying files to your system
Mow you can configure Lan or Com Port interface

for Samsung TSP

Click Mext button to proceed with configuration

5. Set up the computer’s COM PORT. Select LAN from the ‘Connection’ option and enter the DCS Gateway
system’s IP address. Select “Flexible” or “Fixed” for ‘LAN Protocol.” (Default : “Flexible”)

Communication Port Settings

— Connection
= Lan = Comm

— Set Lan

IP Addiess  [168.219.83.250 Lan Protocol
i+ Flexible
Port M 2100
o e € Fixed

— Set Aspnc.

B Bort

Blaid 5 ate

[ata Size

Stop Eits

Cancel I About
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6. Enter the domain name, name of domain operator, and password if the computer is Primary Domain
Controller. If not, enter the PC’s computer name, name of domain operator, and password.

Dormain Name Ictigne
Adrnin Name Iadministrator
Pazzward : |==’1

7. To start Samsung TSP when starting server operation, press the [Yes] button.

Do EDU want to start Samsung TSP
at Server startup?

Before TSP is run, the dongle supplied with Smart Operator must be connected o the

ﬁ'ﬂON computer’s parallel port. Confirm that the parallel port is usable. Samsung TSP
inspects the port at start and inspects according to programmed time interval. If
Samsung TSP does not detect the programmed validity inspection code of the
dongle, repeat the DCS link reset function.

8. Select the appropriate option to see the Readme file.
SDMT (Samsung Device Management Tool) utility is used to set up the database of the DCS Gateway
device includes extension and related information. Press the [Finish] button after selecting SDMT.

Setup Complete

Setup has finished installing S amsung TSP and related
components on pour Computer.

Setup can Launch Read Me file and
Samsung Device management Tool using which you can
generate the Device D atabaze for Samsung TSP

¥ Show me the Readme. bt file Now.

IV Launch The SDMT.

It iz recomended that you launch the SDMT now and add the
Devices which are used for creating Line Devices by
Samsung TSP

9. Windows NT is restarted when the [OK] button is pressed after setting up SDMT.

Important Motice

@ &fter setting the SOMT, restart Windows MT,
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OPERATING PROCEDURE

This manual briefly introduces FEATURE DESCRIPTION of the Smart Operator. Please look at the ‘Smart
Operator User Manual’ supplied with the DCS Gateway system is you are going to operate the system.

Handling call using the Drag and Drop function
The operator can easily transfer calls by dragging and dropping the extension icon.

Expression of caller information

Activity List shows all calls of call, waiting, or recall status to the operator. All information on the caller
including the caller ID is shown.

Expression of extension status

Operator can express the status of all system devices at once using Smart Operator. These devices help
identify extensions according to department or branch because they are shown as independent BLF group or
member of another group made by the user. BLF group is made by putting members of active group into the
new group. These members are shown as icons showing the status of the extension.

The icon can show information related to the extension user as follows:
- ‘Do Not Disturb’ message.
- Call transfer status (Applicable only when all calls are in call transfer status).
- Number of calls connected to extension or waiting.

- Telephone number of other user.

Management of calls using keyboard/mouse

User can use the keyboard, mouse, or both to handle to call. Operator can change between Smart Operator
and telephone if they answer to calls by lifting the handset.

Options in Handling of Calls.

Smart Operator provides the following call transfer options. Operator can handle the following operations
using keyboard and mouse.

- Term transfer

- Transfer without term (call transmission)
- Transfer to voice mail

- Transfer to external telephone number

- Call waiting

- Reserve call answer

- Common call reserve on specific extension

Online Help

Info Banner provides useful information to the user and helps become proficient in Smart Operator
application program.
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Caution on Call Suspension Function

System operator and normal user must understand in depth how the call suspension function influences the
call handling ability of the host telephone call system and application program.

Call suspension function stands for the ability to suspend all stages from the time the system first receives
the call to the time the caller puts down the handset. In the past, call was carried out using a path set up
beforehand, but by using the call suspension function, the call path can be reset based on real time events,
ignoring or stopping algorithm programmed beforehand.

If the call suspension function is added to the telephone system, control of trunk line, extension,
broadcasting, voice mail, and automatic receive device is possible. Therefore, all devices related to call
handling are controlled.

Because of these control functions, Smart Operator must be operated carefully after installation so it is not
put to use illegally. If not, control function on a specific device not intended can be supplied to the user.

RESTRICTIONS

Member of ACD group cannot be appointed an extension of Smart Operator.
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