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Note: The instructions contained in this document apply to all software version 5.51.x upgrades, for
systems already running Infinity software version 5.50.xx. Customers converting from 5.40 or older
versions must review this document and 5.11- 5.40 upgrade notes.

Inventory:

Customer should have received the following software diskettes and CD’s based on system type:

Single Chassis Type | systems:
232CD016 Infinity Server Install CD (Can be used instead of the 2325738 and 232S752)

2325738  TCPI/IP host diskette
2325752 Prompt upgrade diskette revision H or higher

232CD004 Workstation application CD

Multi Chassis Type Il systems:
232CD016 Infinity Server Install CD (Can be used instead of the 2325739 and 232S752)

2325739  TCP/IP Host diskette for the DB server
2325740  TCP/IP Telephone Service diskette
2325752  Prompt upgrade diskette revision H or higher

plus
232CD004 Agent Workstation Applications CD

All sites! Please check with Amtelco Field Engineering to verify if the following CD’s may be required:
232CD011 Web Applications CD

232CD020 Ultracomm 4.x install

232CDO008 Printer Capture CD

The Server memory requirement for Infinity 5.51 is 256 megabytes of memory. It may be necessary to
increase the amount of memory on the processor for the Single Chassis or DB server.
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Existing configuration review:

Customer should have at least 1 recent, full, successful tape backup. It is recommended that a full
backup be tested at Amtelco prior to scheduling the upgrade. Tape backup testing is available up to 4
times a year for Service Contract customers for no charge. Confirm that recent backups have been made
to the archive.mdb and mdr.mdb files.

Please confirm with Amtelco Field Engineering that no special patches or Software configuration changes
exist that have not be integrated in the newer version. Field Engineering will generally confirm this by
dialing into the Infinity system prior to upgrade, they will do a comparison between common patches and
the patches found on your Infinity server. All unique patches must be sent to Software for confirmation
and instruction.

Customer should confirm the location of existing drive carrier keys and chassis key (for 20 slot chassis on
wheels).

Amtelco Field Engineering should confirm with the customer that both drives are on line and are mirrored!

The customer will be required to restart all applications after the upgrade, it is extremely
important that the customer has all passwords and access to all workstations and servers!

All peripheral software applications listed will require upgrades (except those noted)!

e Web Applications must be upgraded prior to scheduling the 5.51 Infinity upgrade. The
Web applications must be version 1.1.2.13 or greater. The Amtelco Web application now
also requires 2.0 .Net Framework (see .net section following).

e MDR upgrades are recommended but not required. MDR capture 3.03.24 or greater should
be installed (the procedure is included below).

e Site using Network Printer capture must install version 2.23a prior to scheduling the 5.51
server upgrade.

e Only Rhetorex and Amtelco H.100 voice board users can upgrade to the 5.50 and 5.51
Infinity server versions.

e Additional station ports 5201 thru 5400 are available with the Infinity 5.51 release. Stations
ports above 5200 are a separate pay-for option; please contact the Amtelco Sales
department for more information. Additional ports can be enabled during the upgrade
process to version 5.51. Additional ports will necessitate the 256 meg of memory on the
Infinity server and will require some additional down time during the Infinity restart
process.
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Peripheral components include the following:
e Telephone Agent (Take care to document the current network settings prior to upgrading!)
If current version is older than 5.11

Currently Windows 2000 and XP operating systems are required for workstations using the
Telephone Agent or Supervisor applications and highly recommended for all applications!

Workstations must have 512 meg of memory (1GB recommended) and match the minimum
specifications described in the 232M056 System Specification Manual.

Supervisor

OnCall Supervisor

Web applications, including eResponse (Check with Amtelco Field Engineering)
Voice logger (check with Amtelco Field Engineering)

MDR

Report Generator (check with Amtelco Field Engineering)

Network Archive

IBOE and Backup Operator

Client Import/Export, Directory Import/Export, Real Time Import/Export (RTI)
Auto Call Gateway (check with Amtelco Field Engineering)

Pinter Capture (Network only)
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The Infinity Intelligent Series applications incorporate the Microsoft .NET Framework software

to span workstations and servers and to better connect people, information, systems and devices.
The Microsoft .NET Framework is an integral component of the Microsoft Windows platform

for building and running the next generation of software applications and web services.

The.NET Framework is composed of a unified set of class libraries and a common runtime
language. Implementing the .NET Framework makes it easier for Amtelco to build, deploy, and
administer secure, robust, and high-performance applications that better meet the needs of call
centers and healthcare institutions, both now and in the future.

The Microsoft .NET Framework and MDAC software is the only additional workstation
software required implementing the Infinity Intelligent Series applications in the configuration of
a call center upgrading to Infinity 5.40 from Infinity 5.30.

The .NET Framework version 2.0 (dotnetfx.exe) is a re-distributable Microsoft install file that is included
on the Workstation CD; it is also available on the Amtelco FTP site or directly from Microsoft downloads.
Searching Microsoft support for dotnetfx.exe or using the following link can find additional information
about dotnetfx.exe install:

http://www.microsoft.com/downloads/details.aspx?FamilylD=0856eacb-4362-4b0d-8edd-
aabl15c5e04fi5&displaylang=en
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Customers upgrading from Infinity 5.40 and 5.50 already have the correct version of
Microsoft .NET support loaded and can skip this section! Customers upgrading from
versions prior to 5.40 should install the 2.0 .NET on the workstations prior to scheduling
the server upgrade!

Microsoft supports this install for the following operating systems: Windows 98, Windows ME, Windows
NT (Service pack 6a required), Windows 2000 and Windows XP.

Amtelco currently requires Windows 2000 or Windows XP operating systems for workstations
running Telephone Agent or Supervisor, please check with Amtelco Field Engineering if you have
guestions about which operating system is required.

Please check for updates on the .NET install by contacting Amtelco Field Engineering, Microsoft support,
or your local Network Administrator.

The simplest way to install dotnetfx.exe is to close all programs, insert the 5.50 Amtelco workstation CD
and select the .NET button from the menu as shown below:

=¥ amtelco Infinity 5.30 =10l =]

File Help

Select the Infinity waorkstation application that you wish to install
= by clicking on the appropriate button. To cancel click an exit.

— ‘Windows Applications

Microsoft:
Telephone Agent | DR | M etwork Archiver | rlet
L

: i i i - .
= Ll i Microsoft .NET Framework 2.0 o ]

OnCall Supervizor {7

Inteligent Supersr m G

B ackup Operator

Extracting netfx.mzi

futo Call Gatewsy  WANANNNNNNERNNNENNANNRNNNANRNENE

"R Call Gateway I Chent Trp 7 Expoit I

Alarm Capture
Wwieb Screen Pop | Windows RBTI | [supervizor]

The install file is also located in the \DotNet folder.

Select yes to confirm the install, you will be required to accept the license agreement to proceed,
Restart the computer if prompted.
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Upgrade Procedures for Infinity Host Server Version 5.50.x to 5.51:

Average server downtime is estimated at 12-18 minutes.

The following procedure assumes inventory and existing configuration steps have been completed.
Amtelco Field Engineering should be dialed into the remote diagnostic modem and be on the line prior to
starting this upgrade.

1.

© N o O

10.

11.

Log out Operator (Telephone Agent) and Infinity Supervisor on a few workstations. Close all
applications including voice logger (if running). Un-install the current versions of Telephone Agent
and Intelligent supervisor (if loaded). Upgrade the applications to the appropriate 5.51 release.
Reboot these machines so they are ready for use after the server upgrade. These machines will
not function until after the 5.51 server upgrade.

Verify Amtelco Field Engineering is dialed in. Optionally Amtelco Field Engineering can block new
calls from being processed to aid the operators in logging out.

Log out all remaining operators

This step is required for Telephone servers (T-Severs) but is optional for Single Chassis Servers
and DB Servers.

a. Atthe C:\MCI prompt Type: MD OLD (if it does not exist)

b. Copy **OLD

c. Overwrite all if prompted

d. Server CD go to step 8, floppy install go to step 5.

Insert the appropriate host diskette
Reboot the Infinity Server, monitor for errors.
When prompted that the upgrade is complete remove the host diskette and reboot the Server.
Server CD installs!
A. Insert the 232CD016 Server Install CD

B. A menu will be display with two options, 1 Update the host software or 2
Configure a new system Infinity system. Select option 1.

C. Select the appropriate server type (normally option 1 single chassis)
D. The upgrade will run, remove the CD and reboot when complete.

Amtelco Field Engineering must run conversion routines and updates to the system variables; a
second restart will be required prior to operators logging in.

Once the server has completed resetting, Amtelco Field Engineering will ask you to log in on
converted machines with Telephone Agent and as a Supervisor. We will ask you to test inbound
and outbound calls and voice mail (by calling the Check-in line or a line with a VVoice Greeting).

Applications that normally auto log in after restarts like: MDR, Ultracomm, eResponse, eVoicelink,
Printer Capture, the Infinity Server service (web applications), will need to be manually reset at
this time.
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12. Verify all applications required have been upgraded and tested.

13. Complete a new full system backup.

Upgrade MDR and the MDR.MDB:

The following instructions are for upgrading the MDR and MDR.MDB applies to sites running
version 5.11 Infinity server software and MDR 3.00.00 or greater. Sites running older software will
perform the upgrade defined in the 5.11 upgrade document (they will simply use the MDR program
and conversions included with 5.30).

Do not attempt this part of the upgrade if your current MDR version is not a 3.00.00 or greater version!
The MDR and CTE database sizes should not be above 1500 MB. If they are, you will need to
purge/compact the databases prior to running the upgrade. We recommend backing up MDR and CTE
MDB files prior to upgrading!

1. Upgrade the MDR Capture program to the newest version found on the 232CD004
workstation CD.

2. Open the MDR Capture program. The MDR Upgrader program will open in addition to
normal MDR Capture and will make all of the necessary database changes.

3. After the Upgrader completes, close all open MDR windows, and restart the program.

4. Select the Import button on the MDR Capture program.
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Upgrading the Intelligent Series Server

Pre-upgrade discussion

e We strongly recommend that you back up your Intelligent database on your SQL server
before moving ahead with the upgrade. (Assistance with backing up your IS database can
be found in the Application Maintenance manual on Techhelper).

e When you stop the Amtelco Intelligent Series service (explained later in this document),
no operators can access accounts with programmed Intelligent Series features (e.g.,
Intelligent Messaging, Intelligent Info Pages, and/or Intelligent Directories). Consider
doing the upgrade during a slow call processing time.

e The Intelligent Series server upgrade must be done in succession with upgrades on the
Infinity Telephone Agent and IS Supervisor programs. Please contact Amtelco Field
Engineering if you have any questions or concerns.

IS Server upgrade

1. Stopping the Amtelco Intelligent Series service:

4 Services

File  Action  Wiew Help
""||@|I§| N BRI T
@SErvices {Local) . Services {Local)

Amtelco Intelligent Series Mame ¢ | Description | Status |~
% MET Runtime Opki,..  Microsoft ...

Stop the service 8 dlerter Matifies sel,..

HESEAME FhE Service T e

Skarted
%Application Expetie... Process ap... Started
%Application Laver G... Prowvides s...

%Applicakion Manage... Processesi,.. Started
98 ASP.NET State Ser...  Provides ...

%Autnmatic Updates  Enables th..,  Started
%Background Intellig... Transfers f... Started
%ClipBook Enables Cli...

%COM+ Ewent System  Supports 5., Started
%COM+ System Appl... Managest... Started
%Computer Browser Maintains a,..  Starked
%Cryptngraphic Serv... Provides th... Started
%DCOM Server Proc,,.  Provides la Starked

.
CumFLL -k Chowked
4 | 3

Restart & tambelco Intelligent ..

Extended A Standard /

a) Access the Services console and locate the ‘Amtelco Intelligent Series’ service
and “Stop” it.
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b) Close the Services console window.

2. Go to Start - Control Panel - Add/Remove Programs. Locate “Amtelco Intelligent Series
Server” and click ‘Remove.” After the program is removed, close the Add/Remove
programs window.

E Add or Remove Programs _ O]
ET Currently installed programs and updates; ¥  Show updates Sart by: IName vl

ol = B adobe Reader 8.1.0 Size  86.50ME =
: - |'|i,nE! Amtelco Intelligent Series Server
%
Add ast /14
Programs To change this program or remove it from your computer, click Change or Remove.
fl- % Amtelco Yoice Logger 2.0.9 Size 25.82MB
Futls .=.r- @ Amtelco Woice Logger 2.0.9 Size  160.00MB
[ = @ Amtelco Voice Logger 2.0.9 Size  154.00MB
g Armkelco Woice Logger 2,1.9 Size 3.43ME
Amtelco Woice Logger 2,1.9 Size  165.00ME
E Amtelco Voice Logger 2.1.9 Size  169,00MB
E Armkelco Woice Logger 2,1.9 Size  169.00MB
Amtelco Yoice Logger 2,1.9 Size  156,00MB
E Amtelco Voice Logger 2.2.0 Size  194,00MB
E Armkelco Woice Logger 2.2.0 Size  171.00ME
Amtelco Yoice Logger 2.2.0 Size  165.00MB
@ Amtelco Woice Logger 2.2.1 Size  188.00MB
@ Amtelco Voice Logger 2.2.1 Size  185.00MEB -

3. Run the newly downloaded Setup.exe and install the Intelligent Series Server program.
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i"w!;‘- Intelligent Series Server

Select Installation Folder

The installer will install Inteligent Series Server ta the following folder.

Toinstall in this folder, click "Mest”. Toinstall to a different folder, enter it below or click "Browse".

Folder:

C:%Program Fileshamtelcotnteligent Seres Serverh Browse... |
Disk Cost... |

Inztall Inteligent Senies Server for poursell, or for anyone who uses this computer:

' Evemyone

 Just me

Cancel < Back

4. Starting the Amtelco Intelligent Series service:

File  Action Wew Help

—
= "||| B EmE|r = 1 =
W Services {Local)

Amtelco Intelligent Series Mame ¢ I Description I Status I o
884 NET Runtime Opti...  Micrasaft ...,

IStart the servicel 8 Alerter Motifies sel... L

Process ap... Started
%Application Layer @... Providess..,

%Application Manage... Processesi... Started
4 ASPNET State Ser... Providess..,

% Aukomatic Updates  Enablesth...  Starked
é%Backgrouncl Intellig... Transfersf... Started
% ClipBook Enables Cli...

%COM+ Event Swstern  Supports 5., Started
%COI\H Swstern Appl... Managest... Starked
%Computer Browser Maintains a.., Started
% Cryptographic Serv... Prowidesth... Started
%DCOM Server Proc,,,  Provides la Started

i -
CrmFLLY kb [=CE
] | »

\ Extended A Standard /

a) Access the Services console once again and “Start” the ‘Amtelco Intelligent
Series’ service.

5. Open the Intelligent Series Server Configuration program:
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ﬁ Arntelco 3 InfShelp Help

.lﬁ eireator » _l Infinity Supervisor

,lﬂ eCreatar 2 3 Inteligent Seties Supervisor
Jj MDR Capture 3 Infinity Telephone Agent
) Microsoft Metwark Maritor » %) MDR Backup

Jj Microsoft Office 3 ﬁ- Inteligent Series 3 Eﬁ Server Configuration |

ServerConfig | x|

Cuztamer 1d:
Cancel |

b) Enter your IS Customer Number and click ‘OK’

6. Checking the database upgrade:
a) Click on the ‘Database’ tab and then click on the ‘Database Version’ button

ServerConfig E
Database version:1.32.319 ‘_
Expected Version:1.52.319

Database server:Microsoft SQL Server 2005 - 9.00,3042,00 (Intel X88)
Feb 92007 22:47:07

Copyright () 1988-2005 Microsaft Corporation
Express Edition with Advanced Services on Windows NT 5.1 (Build 2600; Service Pack 2)

b) A successful database upgrade has only taken place if the Database version
number and the Expected version number matches.
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List of New Features

Please note that some of the following features may require additional licensing of
hardware.

FEATURE ‘ DESCRIPTION

64 CDT Groups The number of call distribution groups has increased from 32 to 64.
This doubles the number of groups available. Additional costs
involved please contact Amtelco Sales.

Disconnect Alert An alert called Disconnect Alert has been created that will flash the
call state on an operators call line if the call has been on the in a call
slot for more than a specified number of seconds. A sound can be
played when the alert is triggered. An event can also be printed out on
the system printer.

400 Stations The number of operator stations that can be connected to one Infinity
server has been increased from 200 to 400. This doubles the number
of stations. This increase does not apply to servers running NetBIOS.

Additional costs involved please contact Amtelco Sales.

128 CDTs The number of Call Distribution Tables (CDTSs) has increased from
100 to 128.
Additional costs may be involved please contact Amtelco Sales.
500 Perfect Answer The number of Perfect Answer greetings per account has increased
Greetings from 250 to 500. This doubles the number of Perfect Answer

greetings per account.
Additional costs may be involved please contact Amtelco Sales.

Inter-Chassis The conference ports for Unity Logger when using a multi-chassis
Conference Ports for Infinity Server have been changed. Previously, Unity Logger
Unity Logger conference ports had to occupy valid Infinity port numbers. Now

Unity Logger conference ports occupy port numbers above 1537, with
64 ports per telephony server. This frees Infinity port numbers to be
used for incoming and outbound calls.

IS Gateway The Intelligent Series (1S) Server can now dispatch messages through
Infinity distribution. This requires IS Gateway service.

Sandbox The Sandbox can be enabled on a per-account basis to display the
Sandbox search window when a call to that account is answered.
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Agent Shared Fields Agent Fields are fields that can be referenced throughout Infinity
Intelligent Series but which hold different values for each agent ID.
Agent fields can be used to reference information about an agent that
isn’t inherently part of the Intelligent Series system, for example agent
fields called CmiLogin and CmiPassword could contain each agent’s
login and password for an Amtelco’s Client Management Intelligence
(CMI) database.

Agent Setup [;

174 Agents =] Generallnfo.:: E Groups| Shared Fields

e |
adam la\]
alan
any

bernie = Shared Agent Fields
chiig

chriz b = EMlLogin Value:
cindy CHIPaszward acardoz
dawid
dennis
-
gloria
areg
jaha
jason
john
john g
john m
Lath_l,l Legend
ken
kewin
linla
matt ¥ Required [Value Empty)

megan [ ¥ Required [Value Entersd)
; ; ]

lul B || [>]

The Shaied Agent Fields allow pou to enter comman values in just ane
locatioh and then reference them in multiple looations in the spetem.

alue Empty
Walue Entered

Agent Fields are created in System Setup under Custom Shared Fields
on a new page called Agent Fields.

System Setup g@
Configuration
8. Shared Agent Fields allow users ta define Agent fields which can be types
CustomShagt Fiaids '3) which can be referenced in other places in the system.
B> Agent Fields
Cligrt Fields Agent Fields: _ AgEn! Field Properties -
System Fields 1) Add of manage Agent fields | 2) Mame and define the properties for the selected Agent field
Holiday here:
Secuiily g X —
Settings Cmilogin fm | Cmilooi !
SMS Devices CrriPagsword Dats Type:  Te ‘V_l
TAP Paging
Format:
Width: | 20
Default
Required: []

Field Width

This iz the actual master field
width. It is the masimum number of
characters allowed in this field.
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Reports Permissions In System Setup, a new Permissions Group Properties page has been
added to control access to IS Reports. The Reports tab is used to
control which reports are available through the IS Web and whether
the reports can be edited or deleted.

(&l system Setup =

Configuration

Custom Shared Fields Permission Graups defing what rights agents have in specific areas of the

spstem. You may define 5 many groups as are needed

Holiday
Secuiity Permission Groups: Permission Group Properti
B Pemission Groups 1) Aqd_cu delete 2) Name and define access rights for a group
Settings I?vals“_s_lon Groups
SMS Devices g X _ Agents | Subij. Views :'7 DnCaIISchedu\es% |@| Freparts \
TAF Paging E Agents/Operators
Night operators
OnCall administrators
: g % J
Lperysars
s Fiepart Permissions
15 - Call Detail e
“wieh users 15 - Client Statistics Permigsion Group Property Mame:
15 - Message Summary 15 - Call Detail
Edit
[ Delete

Dispatch Distribution The Contact Dispatch and Send to Dispatcher response element
properties now include a Distribution tab. The settings on the
Distribution tab allow you to set a call to be created when a dispatch
job is due. The call can either be directed to the station of the operator
who was last working on the call, a specific station number, or an
Infinity Call Distribution Table (CDT).

*4 'Contact Dispatch' Properties®

SMS Paging | Unsuccessful
General | Dispatch Job | Distribution |F'h0ne Paging | E-mail

Theze zettings determine how a dizpatch job iz going to be digtnbuted
to an operator. |f these values are specified and the job is due, a call
will be created for this dispatch.

Station | Use curent station [v]
coT MHone [v
MNane lA
a
1
2
3
4
5
5 w

’ Ok ][ Cancel ] [ Apply ]
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IS Directory OnCall Comment fields have been added to IS Directory OnCall in two
Comment Fields locations.

In Schedule Properties, the Comment field is used to add information
about a schedule. This information at the top of the OnCall Schedule
whenever the schedule is displayed.

Schedule Properties

tame: | Trauma Team
tode: |Fiotate w

Cormnent

Roles

Attending Physician ~
[] Cardiac Dr On Call
[] Cardiac Murse On Call
Dr On Call

[] Lab Technician
Hurse On Call

[] Obstetrics Dr On Cal

Select &l

<

!
]
i

When assigning a contact to a shift, the Comment field can be used to
add a comment to a shift assignment. This comment is displayed next
to the shift assignment in the OnCall schedule.

Contacts

Andersan, Tomas, Physician ”
Cobum, Christine, Physician

Darcy, David, Physician Pediatrics

Grenzow, Lawrence, Physician

Sauter. Ryan. Physician

Sorensan, Erica, Physician

Sura, Brianna, Fhysician

Thormpsaon, Allan, Physician bt
Comment;
[ Azzigh ] [ E it ]
Coming Soon! Amtelco is currently adding IS Time Zones to Infinity version 5.51.
IS Time Zones This feature will allow you to set a time zone offset for each
Intelligent Series Client account and each IS Directory OnCall

schedule.

Unity record patches A per client Infinity option has been added to server versions 5.51.05
and greater to record operator initiated patches.

Additional costs may be involved please contact Amtelco Sales.
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Unity record PBX calls

A per client Infinity option has been added to server versions 5.51.05
and greater to record PBX calls.

Additional costs may be involved please contact Amtelco Sales.

SMS messaging

SMS inbound/outbound messaging support has been added to Infinity
Server versions 5.51.05 and greater. A separate white paper for
Infinity SMS messaging is available.

Additional costs may be involved please contact Amtelco Sales.




