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1. INTRODUCTION 
WebAdmin is the BCS Server Administration site. It's a Web application that is used to set up and configure all 

aspects of the operation of the platform. Its main features are:  

• Management of SIP domains (users, IVRs, gateways, hunt groups, routing, static registrations, telephone 

providers, confereces); 

• Contact Center management (skills, request classes); 

• Applications management (SIP servers, Mail Router Server, HAL, WebAdmin, DbSip); 

• Timetables management; 

• Service classes management; 

• snom reporting. 

 

 

Figure 1-1 WebAdmin user interface 

  

Starting from BCS version 1.1, WebAdmin can also be used by users of the domains created to set their general 

accessibility preferences. 

ACCESS TO WEBADMIN 

To connect to the WebAdmin web site, simply use a browser and type the url: 

http://<host>/WebAdmin 
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where <host> is the name or IP address of the PC where BCS server is installed. WebAdmin is compatible with the 

following browsers: 

 Internet Explorer 10 or higher . 

 Firefox 25 or higher. 

 Google Chrome 30 or higher 
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2. ADMINISTRATION ACCOUNT 

AUTHENTICATION 

Before you can access the administration features you need to provide the credentials of an administrator access. 

Initially there is only one default administrator user account equal to Administrator and 0Qwerty0 password. It is 

advisable in any case to set after the first access a new password for that user or define the new administrators and 

eliminate the default one.  

 

 

Figure 2-1 Authentication 

MAIN VIEW 

The one shown in the following figure is the main screen of WebAdmin, from which you can access all of the 

features provided. 
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Title

Objects list tree view

Working area

Header

 

Figure 2-2Main view 

 

It can be divided into four distinct parts: 

 header 

 title; 

 object list tree view; 

 working area; 

HEADER 
Contains the username of the user logged on (Administrator@alceo.com), a link to exit the application (Log off) and 

the icon to change the user interface language (Italian, English and Portughese languages are supported) 

TITLE 

The title area shows the currently open screen in the work area.  

OBJECTS LIST TREE VIEW 
The objects list tree view area consists of various links from which the administrator can manage the BCS server. 

The selection items are as follows: 

 Domains 

o For each domain: 

 Users 
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 IVRs 

 Gateways 

 Hunt groups 

 Routings 

 Static registrations 

 Telephone providers 

 Conferences 

 

o Applicatins 

 SIP servers 

 Mail Router Servers 

 Web Services 

 HALs 

 Softrunks 

 IvEngines 

o Request classes 

o First setup configuration wizard 

o Monitoring 

 Extra-domains objects 

o Skills 

o Applications 

 DbSip 

o Timetables 

o Service classes 

o VoIP phones 

o Statistics 

o Diagnostic 

WORKING AREA 
The work area is the area of the screen that displays the details of the selected link in the objects tree view. 
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DOMAINS MANAGEMENT 

A single BCS server can manage multiple SIP domains. Each domain created is added as a sub-tree of the Domains 

link in the selection tree. Selecting this link also displays the domain management screen (Figure 2-3). From there 

you can create, edit or delete domains.  

 

 

Figure 2-3 Domains management 

How to create a new SIP domain 

Just click the New button and the domain details for the new item screen will open. 

How to modify an existing SIP domain 

Just click on the domain name to modify an existing SIP domain. 

How to delete an existing domain 

Select one or more domains from the list and then click on the delete button . A confirmation will be required to 

proceed. 

Search for a SIP domain 

The table of SIP domains provides a multi-page display (20 items per page), and you can enter search filters to limit 

the displayed items. To set a filter simply type the desired text in the text box on the left of the button and press the 

Search button. To cancel the filter just put the empty string in the text box and press the Search button. The 

search is performed between the values of the Name column. 
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DOMAIN DETAILS 
The domain details view (Figure 2-4) it is composed of seven sections.  

General 

The General section allows the definition of the domain name and ita description. The domain identifier can only be 

set during the creation and can only contain the following characters: a..z,A..Z,0..9,-,_,. 

 

 

Figure 2-4 Domain details – General section 

Preferences 

The Preferenze section contains settings pertaining the domain. You can set the SIP address of the voicemail service 

that handles calls forwarded to voice mail. In a similar way you can specify the SIP address of the fax server 

assigned to the domain. 

Also from this tab, you can set the parameter of the timeout for forwarding. When the system attempts to contact a 

sip device, and does not have an immediate negative results (busy, rejecting the call, etc.), Wait for the eventual 

response the number of seconds set in this parameter, after which the rule will apply routing provided for in the 

user's profile. The number of seconds must be between 10 and 900. A change of this parameter requires a reboot of 

SipProxy service. 

If you want to enforce a string password policy, you must check the corresponding checkbox. When enabled, the 

passwords must satify the following requirements: 

 Not contain significant portions of the account name or user name 

 Must be composed of at least 6 characters 

 They must contain characters from three of the following four categories: 

 Uppercase letters (from A to Z) 

 Lowercase letters (from a to z) 
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 First 10 digits (from 0 to 9) 

 Non-alphabetic characters (!, $, #, %) 

A mark on the Enable password expire checkbox enables the password expiration check to force a password change 

every 6  months. 

 

 

Figure 2-5 Domain details - Preferences  

The Conference tone interval text-box sets the repetition interval of the conference tone. The conference tone is 

heard by all conference participants except the focus (the user who started the conference). 

The Number of logged call records text-box sets the maximum number of call log entries displayed in the BcsBar 

call log per each user of the domain. 

Voice Mail 

The Voice Mail section contains the parameters required to interface BCS Server to a mail server in order to read or 

send e-mail messages. In fact, some activities require that BCS Server can read or send mail. For example, voice 

mail messages are sent to BCS users as e-mail messages to the address specified in their profile and in a similar way 

incoming faxes are then sent via e-mail. The access to the voice mail mailbox by BCS Server requires the access to 

the each user’s mailbox from BCS Server.  
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The parameters are divided into two groups: those required for sending via SMTP and those to be used for access to 

accounts through IMAP. 

 

SMTP parameters 

Display name: The sender's name that will be displayed by the recipient of the e-mail message 

 

Sender address: email address of the sender of the message. Sometimes this parameter is not mandatory but often 

many SMTP servers doesn’t allow sending messages from unknown users. Beware the address specified must be 

actually the one associated with the mailbox in use and not a forged one. This practice is not recommended because 

often used by spammers. 

 

Outgoing mail server address: You can either specify the machine's address (eg 192.168.1.4) or the host name (eg 

esempio: "mail.comtel.it") where the SMTP server is running; the first one is the most efficient because it does not 

even need to connect to a server for name resolution. It is also possible to specify the listening port of the SMTP 

server using the <server>:<port> syntax, for example mail.comtel.it:833. 

 

Use authentication: two kind of access to SMTP server are a provided: 

 Anonymous. The anonymous access is rarely allowed by SMTP servers for security reasons (anyone could 

use the server to send uncontrolled email messages). The anonymous access is sometimes allowed by 

SMTP servers to clients known to the server. 

 With account and password. A username and the corresponding password of an account with send 

privileges on the SMTP server must be specified. 

 

Use SSL: enables the SSL protocol for the access to the SMTP server. 
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Figure 2-6 Domain details – Voice mail preferences 

IMAP parameters 

Incoming mail server address: You can either specify the machine's address (eg 192.168.1.4) or the host name (eg 

esempio: "mail.comtel.it") where the IMAP server is running; the first one is the most efficient because it does not 

even need to connect to a server for name resolution. 

 

Account name: insert a username of a user with access to the IMAP server. 

 

Password: Insert the password for the specified account. 
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Statistics 

The Statistics section, contains the settings used by each module of BCS Server that must access to the statistics 

database. The required fields are: the SQL server name, the BCS statistics database name (usually BcsStat) and the 

authentication mode chosen between integrated Windows authentication and SQL native authentication. In this last 

case, a username and a password  must be specified. 

 

 

Figure 2-7 Domain details – Statistics configuration 

Mail Router Server 

The Mail Router Server section, contains the settings required by the Mail Router Server module for the domain 

(see p. 77 for moreinfomration on this module). The available parameters can be selected from a drop-down menu. 

The available sections are: 

 General 

 SMTP account 

 POP3 account 

 Database 

 

General 

This section allows the configuration of the handling of email messages stored in the SQL database. An email 

message, once read from the POP3 server is given a state used to dispatch the message. The available states are: 
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 To be processed: queueable message (and so dispatchable); 

 In queue: message wainting to be assigned to an agent; 

 Assigned: message sent to an agent; 

 Expired: the message failed to be assigned to an agent. A message can get this state only if there was at least 

one attempt to dispatch the message to an agent and it is older than the value specified in the Mark as expired 

the message received after settings. 

 

The system provides mechanisms to limit the message store size. Checking the Delete expired messages after and 

Delete assigned messages after it is possible to enable the deletion of the dispatched or expired messages. 

 

 

Figure 2-8 Domain details – Mail Router Server – General settings 

It is possible to limit the number of messages queued to HAL using the Max request in HAL's queue setting. It’s also 

possible to limit the queued messages using the settings on the request class (see p. 72). 

SMTP account 

It’s the account used by Mail Router Server to forward the incoming emails to the contact center agents. 

 

Display name: it’s the name displayed by the recipient of the email message 
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Sender address: it’s the email address of the sender. Sometimes this parameter is not mandatory but often many 

SMTP servers doesn’t allow sending messages from unknown users. Beware the address specified must be actually 

the one associated with the mailbox in use and not a forged one. This practice is not recommended because often 

used by spammers. 

 

Outgoing mail server address: You can either specify the machine's address (eg 192.168.1.4) or the host name (eg 

esempio: "mail.comtel.it") where the SMTP server is running; the first one is the most efficient because it does not 

even need to connect to a server for name resolution. 

 

Use authentication: two kind of access to SMTP server are a provided: 

 Anonymous. The anonymous access is rarely allowed by SMTP servers for security reasons (anyone could 

use the server to send uncontrolled email messages). The anonymous access is sometimes allowed by 

SMTP servers to clients known to the server. 

 With account and password. A username and the corresponding password of an account with send 

privileges on the SMTP server must be specified. 

 

Use SSL: enables the SSL protocol for the access to the SMTP server. 
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Figure 2-9 Domain details – Mail Router Server – SMTP account settings 

POP3 account 

This account is used by Mail Router Server to read the incoming email message for the contact center mailbox. 
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Figure 2-10 Domain details – Mail Router Server – Account Pop3 

 

Incoming mail server address: You can either specify the machine's address (eg 192.168.1.4) or the host name (eg 

esempio: "mail.comtel.it") where the IMAP server is running; the first one is the most efficient because it does not 

even need to connect to a server for name resolution. 

 

Account name: insert a username of a user with access to the IMAP server. 

 

Password: Insert the password for the specified account. 

 

Check for new messages every: set the POP3 server polling interval to check for new messages. 
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Database 

Mail Router Server keeps a copy of the read email messages in an SQL database and uses this database to dispatch 

messages to the agents. The Database section must be used to set the SQL server.  

 

 

Figure 2-11 Domain details – Mail Router Server – Database settings 

 

The required fields are: the SQL server name, the database name used as storage for the email messages (usually 

Mailstore) the authentication type, chosen between the Windows integrated authentication and the SQL Server 

authentication (in this last case an username and the corresponding password must be specified). 

Request class mappings 

The Request class mappings section contains the mapping rules defined for the SIP domain. A mapping rule defines 

a relation between an external object and a request class. The external object can be: 

 An email address managed by the Mail Router Server service; 
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 An outbound predictive or power dialing campaign of a third party CRM, integrated with BCS through the 

BCS Contact Dialer module. 

 

 

Figure 2-12 Request class mappings 

To add a new rule, just click the  button, while to remove an existing rule, select the checkbox in the last column 

of the rule to delete and and click the button. 

To modify an existing rule just edit the displayed values and confirm the changes using the Save button. 

E-mail 

The table in the e-mail section is made of two columns: 

 e-mail address 

 request class associated to the e-mail address 

Such a mapping sets a relation between an email address and a request class. Mail Router Server will forward the 

email messages addressed to the specified email address, to the agents assigned to the specified request class. The 

destination address must be aliases of the mailbox specified in the POP3 server configuration settings for the Mail 

Router Server. 

Predictive o powerdiallling outbound campaign 

The Power outbound table is made of two columns: 
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 Outbound campaign name 

 Associated request class 

 

The predictive outbound table is made of three columns: 

 Campaign name 

 Level  

 Associated request class 

 

To integrate an outbound campaign from a third party CRM into BCS, a mapping rule must be created to instruct the 

BCS Contact Dialer module to take charge of it. The Dialer module can handle two distinct call mechanisms:: 

 Predictive: many outbound calls are placed and only the successful ones are connected to an available 

agent. The number of outgoing calls is calculated by a predictive algorithm whose inputs are: outbound 

available IVR lines, number of available or post-call agents, success rate of outbound calls, 

conversation mean time and predictive level of the campaign; 

 Powerdialing: first an available agent is searched and only then, the outbound call is placed from his 

BcsBar. 

 

In a predictive mapping rule the following parameters must be specified: 

 Outbound campaign name, using the unique ID from the third party CRM; 

 Predictivity level for the campaign. The level of predictability is a number between 0 and 10 and 

affects how the predictive algorithm tends to launch calls are surplus to actual number of free 

operators. The system tries to forecast the number of agents about to get ready to start new outbound 

calls. A value of 0 disables the predictive behaviour, and places new call only for the number of ready 

agents, while a value of 10  and Il valore 0 indica nessuna predittività, in pratica individua solo 

operatori liberi, mentre il valore 10 consider as ready all agent in after call work. High level of 

predictivity will lead to a high level of abandoned calls because no ready agents are found. A good 

compromise is usually a predictivity value around 3. 

 

A mapping rule for an outbound powerdialling campaign requires only the specification of the name of the outbound 

campaign. 

Directory Integration 

 

The Directory Integration (Figure 2-4) tab contains the settings to enable the integration between BCS, BcsBar, 

Snom phones and directory services. Using the directory integration services, BcsBar will be able to query not only 

the BCS directory but also external directory services (LDAP or Exchange). 

This functiona 

This feature allows the BcsBar to perform a search on all the directories at the beginning of each incoming or 

outgoing call to display the real name of the remote user, if found in the phone book. 
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Figure 2-13 Directory Integration – General settings 

 

The Directory Integration tab contains all the necessary settings for the directory integration with the current SIP 

domain. The parameters are groupend into three sections: 

 General 

 LDAP 

 Microsoft Exchange 

General 

This group allows setting of the directory service server type and the maximum number of  contacts returned on 

every search. 

 

Directory type: chose between LDAP or Microsoft Exchange directory server; 

 

Max items returned: set the maximum number of  contacts returned on every search. 
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LDAP 
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Figure 2-14  Directory Integration - LDAP 

 

Server name: insert the name or the IP address of the LDAP server; 

 

Authentication type: select one of the four allowed authentication types: No authentication, basic authentication, 

NTLM o Challenge authentication; 

 

Account name: insert the username required to access the LDAP server; 

 

Password: insert the password to access the LDAP server; 

 

LDAP public contacts path: set the path in the LDAP tree where the public contacts are found; 

 

LDAP private contacts path: set the path in the LDAP server where the private contact are found; 

 

User object LDAP name: the LDAP object representing a user in the LDAP server;    

 

CSV objects hierarchy for user object: the path where to save the new contacts added by users. The path must be 

specified starting from the leaf node up to the root node (e.g..: cn= utente, dc=ve, dc=alceo, dc=com). 

Microsoft Exchange 

 

A Microsoft Exchange Server can be used as a source for an external directory. 
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Figure 2-15   Directory Integration – Microsoft Exchange  

 

Exchange Web Service URL: specify the URL of the Exchange Web Service; 

 

Authentication type: choose between the two authentication types available. 

 Personal account  

 Use impersonation: this authentication method is avaialbe only starting with Exchange Server 2007 and 

requires a proper configuration of the Windows Active Directory domain and Exchange Server; 

 

Public contacts folder name: set the name of the public contacts folder. 
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UTENTI 

The Users link of a domain, shows the users management view (Figure 2-16). The view shows the list of the domain 

users sorted by account name. The view allows to create, modify and delete domain users. 

 

 

Figure 2-16 Users management 

The Reg. (registered) column shows if the user is currently registered in the SIP domain. 

Create a new user 

Clicking the New button an empty user detail view will open. Please note: the username must be unique in the SIP 

domain. 

Modify an existing user 

Click on the account name of an existing user to modify the selected user.. 

Multi-user modification 

It is possible to modify more than one user at a time, by checking the check boxes of the users to modify and then 

clicking on the  button. 

During a batch change, only the properties of the Account and Skills sections can be changed. 

The values set will be applied to all of the selected users. 

The old skill settings for every user will be removed and the new skills will be assigned. 

User delete 

Place a check on the users to remove and click on the button.  Before actually delete the selected users, a 

confirmation window will appear. 



Alceo 27 WebAdmin 

User search 

The users list is a multi-page view where only 20 records are shown. It is also possible to filter the displayed users 

by using a search filter. To set a search filter, insert the desired text to filter for in the text box near the Search 

button. To remove the search filter, simply clear the search text box and start a new search with the Search. The 

search will try to match the Accoun name,  Alias, Last name and First name. 

Users import form file 

It is possible to import a users list from an Excel file. To start the import procedure, use the Import link. The link 

will start the import wizard. 

The user parameters that can be imported are: 

 Username of the user without the SIP domain (e.g. "user1" but not "user1@test.com"). 

 Password 

 FirstName 

 LastName 

 ServiceClass: service class assigned to the user 

 Email 

 Mobile: mobile phone number 

 Phone: PSTN phone number 

 Fax 

 Department 

 EnableVM: if set to1 enable the VoiceMail for the user, if not specified or set to 0 the VoiceMail is 

disabled for the user 

 AliasList: comma separated value list of user’s aliases 

 TelephoneProviderList: comma separated value list of telephony providers with domain (e.g. 

"prov1@test.com") 

 ExternalIdentityList: comma separated value list of external identities. A value must be specified for each 

TelephoneProviderList item. 

 

 

Figure 2-17 Users import: step 1 

The first step of the wizard allows to download an Excel file import template using the Modello link. When the fill 

of the import model form is completed, you can import the file using the Sfoglia button. 

The second step of the wizard shows a preview of the records to import. 

If the previw of the records shows correct values, you can confirm the import using the Importa button. 

The last step of the import wizard will show a report on the import procedure, showing the number of correctly 

imported users and the number of users failed to import because of errors. 
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Figure 2-18 Users import: step 2 

 

 

Figure 2-19 Users import: step 3 

Users export to file 

It is possible to export the users defined in the system, using the Export link. 

The exported field are the following: 

 Username: user account with SIP domain. 

 FirstName: first name of the user 

 LastName: last name of the user 

 Email 

 AccountType: 0 = not operator, 1= inbound operator, 2=outbound operator, 3= inbound and outbound 

operator 

 UniStatWebEnabled: true if the user can access the UniStatWeb reporting application 

 Role: administrative role (0 = user, 1 = system administrator,  2 = telephone administrator, 3 = contact 

center administrator, 4 = user administrator, 5 = conference administrator) 

 ServiceClass: service class assigned to the user 

 Mobile: mobile phone number 
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 Phone: PSTN phone number 

 Fax 

 Department 

 EnableVM: if true, the VoiceMail service is enabled for the user. 

 AliasList: comma separated values list of user’s aliases 
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USER DETAILS 
The user details view (Figure 2-20) is divided in many sections. 

 

Figure 2-20 User details – User account 

The Account section allows to set the user account name. This identifier will be used by the user to register on the 

BCS server; it is modifiable only during the creation of the account and can contains only the following characters: 
a..z,A..Z,0..9,-. 

The Enable account check box allows to enable and disable the account. A disabled account cannot register to the 

BCS server. 

The Password and Confirm Password can be used to change the user’s password. If the strong password policy 

option is enabled for the domain, the password must satisfy the following requirements: 
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 Not contain significant portions of the account name or user name 

 Must be composed of at least 6 characters 

 They must contain characters from three of the following four categories: 

 Uppercase letters (from A to Z) 

 Lowercase letters (from a to z) 

 First 10 digits (from 0 to 9) 

 Non-alphabetic characters (!, $, #, %) 

 

The drop-down menu Account type  can be used to specify if the user can work as a contact center agent. Only if the 

user is defined as a contact center agent, BCS will transfer the contact center calls. The following values are 

ammissible: 

 None: the account is not view by BCS as a call center agent. 

 Inbound operator: the account is view by BCS as a call center agent only for inbound calls. 

 Outbound operator: the account is view by BCS as a call center agent only for outbound calls. 

 Inbound and outbound operator: the account is view by BCS as a call center agent for inbound and 

outbound calls. 

Please note that the user creation is subject to license. 

 

The Telephone operator check-box can be used to specify if the account is a telephone operator, i.e. a switchboard 

operator with a multi-line telephone responsible to receive all incoming calls. BCS handle the calls for this kind of 

user differently from the regular BCS users. An unanswered call to a switchboard operator is handled by an IVR 

service which will try to transfer the call again periodically. 

 

The drop-down menu Service class allows to assign a service class to the user. See pag. Errore. Il segnalibro non è 

definito. for a definition of “service class”. 

The Access to UniStatWeb drop-down menu set the access privileges of the user to the reporting application 

UniStatWeb. 

The Enable MS Exchange appointments publish check-box allows to change the presence status of the user when the 

user has set an appointment in the Exchange Server using Microsoft Outlook. The setting Show as of the Outlook 

appointment, will have the following effects on the presence status of the user:  

 If set to Available, or Tentative the appointment will not chage the presence status of the user  

 If set to Busy (default value for a new appointment) or Out of office, the appointment will change the user 

status to Do not disturb 

If the appointment is not marked as private, the status description will be set to the subject and the date and time of 

the end of the appointment.
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The Protection section can be used to set the administration privileges for the current user. It is possible to choose 

between the following security profiles: 

 User: the user is not an administrator. 

 Conference administrator: the user can create and modify only conference objects 

 Users administrator, can manage only the following objects and sections: 

o users: Account tab, Personal informations tab, BcsBar preferences tab, routing profile tab, Voice 

mail tab, Alias tab. 

 Telephone administratos, can manage only the following objects and sections:  

o Users: Account tab, Personal informations tab, BcsBar preferences tab, routing profile tab, Voice 

mail tab, Alias tab. 

o Hunt group: creation, edit and deletion of all parameters. 

o Service classes: change of the assigned timetable and assigned users. 

 Contact center administrator:  

o Users: edit access to the Account, Skills and Alias sections. 

o Skills: creation, edit and deletion of all parameters. 

o Request classes: creation, edit and deletion of all parameters. 

 System administrator, has full access to the system. 

 

If there is more than one SIP domain, it is possible to restrict the administration privileges to only a subset of the 

domains defined. 

To restrict the administration to a subset of the defined domains, just select the domains to administer in the Restrict 

administration to the selected domains list and save the changes. 

 

 

Figure 2-21 User details – Protection 

 

The Personal information section sets the user’s personal data. The Mobile phone and Phone fields, if provided can 

be used by the user’s routing profile. 

The Fax field can be used to specify an inbound fax number. This fax number must be uniquely assigned to the user 

and cannot be assigned to more than one user. The incoming faxes received by BCS will be sent to the user as email 
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attachments to the address specified by the E-mail address field. This e-mail address will also be used to send the 

recorded voice mail messages. 

 

 

Figure 2-22 User details – Personal information 

Starting from BCS 2.2, the personal informations has been expanded adding more fields, used also as search filed in 

the BcsBar. 
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Figure 2-23 User details –BcsBar preferences 

The BCSBar Preferences can be used by the administrator to set some configuration parameters to alter the 

behaviour of the BcsBar while in conversation and for the instant messages handling. These parameters can also be 

modified by the user itself using the BcsBar.  
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The Routing profile section is used to set the routing rules for incoming calls. These parameters can also be modified 

by the user itself, using the BcsBar application. The routing rules are depicted in the following picture: 

 

 
If the call is for an hunt group, to which the user belong, the call routing is modified to avoid transfer to the voice 

mail service. 
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Figure 2-24 User detail – Routing profile 

Some text fileds are effective only if the corresponding check-box is checked. If the unconditional forward or the 

alternative delivery is specified the destination phone number must be specified. The Home telephone and Mobile 

phone numbers, if defined, are those specified in the corresponding fields of the user’s personal information section. 

The Skills settings are used by BCS to select the more qualified agents for every inbound or outbound contact center 

call. An agent become an effective contact center agent when has at least one assigned skill. 

From this view the administrator can assign and remove skills to the user. To add a skill to the user, use the  

button, and to remove a skill from the user use the button after the skill to remove has been selected. 

An assigned skill has three properties: 

 Involved, if set the user is actively involved  in the skill. BCS transfers calls to the user only if the user has 

the skill assigned and the flag Involved set.  

 Read-only, if set the agent cannot change the involved flag to the skill from the BcsBar application. With 

this flag, you can allow the agent to choose if and when to get involved in the skill. 

 Rank, sets the level “skill” of the agent for the specified skill. Can be choosen between Official, Support, 

Partial and Casual. A Support agent will be involved in the skill only after a queued call is older than a 

predefined time (set in the skill configuration). Starting from BCS 1.2 a threshold parameter can be set on 

the request class objects; if a call is queued more than the threshold time the agent with rank lower than 

Official will be involved. An agent is a “holder” of a request class if its associated skills satisfies the 

boolean expression of the request class and it is Owner of the skill. An agent is a support agent for a request 

class if its associated skills satisfies the boolean expression of the request class and its rank for the skill is 

lower than Official. If a queued call doesn’t find an holder because all holder agents are busy, after the 

threshold specified in the request class, the support agent will be involved. 
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Figure 2-25 User detail – Skills 

The Voice mail section sets the parameters to allow the access to the user voice mail mailbox from a telephone 

(PSTN, mobile, VoIP). The Numerical account code must be used along the PIN code to access the IVR system. To 

generate a new numerical account the Generate new button can be used. 
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Figure 2-26 User detail – Voice mail 

The Alias section sets the alias for the user. The alias values must be inserted one item per row. The allowed 

characters are the same allowed for the usernames. 
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Figure 2-27 User detail – Alias 

 

The Asserted identities section allow the setting of the external identity to be used by the user for each telephony 

provider. To set an external identity just type it in the text box under the Asserted identities column on the row of the 

desired telephony provider. The value inserted must fall within the range of the allowed external identities for the 

telephony provider. 
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Figure 2-28 User detail – External identities 

 

 

The Assistants section allows to define a list of assistants for the current user (useful to handle the “boss-assistant” 

policy). 

The assistants of the current user are listed in the Assigned assistant table. 

A call when directed to the user, will be forwarded also to all defined user’s assistants. 
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Figure 2-29 User detail - Assistants 

The Request classes section allows to assign a list of request classes to the user to monitor. Only if the check-box Is 

supervisor is checked, it is possible to assigna request classes to monitor to the user. 
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Figure 2-30 – User detail - Request classes assignment 

To save the changes to the user, use the Save button, while the Cancel link can be used to discard the changes. 
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IVR 

Clicking on the IVR services link for a SIP domain, the IVR list view will be displayed (Figure 2-31). From this 

view you can add, modify and delte the IVRs for the current domain. 

 

 

Figure 2-31 IVR management 

The Reg. (registered) column shows if the IVR is registered on the BCS server. 

How to create a new IVR 

Just click on the New button and the edit page for the new IVR will show-up. The IVR’s name must be unique in 

the domain where it is created. 

How to change an existing IVR 

Just click on the IVR’s name you wish to modify. 

How to delete an existing IVR 

Use the button to delete the IVRs selected by a checkmark on the column below the delete button. A 

confirmation will be asked before actually delete the objects. 

How to search for an IVR 

The IVR list is a multi-page view where only 20 records are shown. It is also possible to filter the displayed IVRs by 

using a search filter. To set a search filter, insert the desired text to filter for in the text box near the Search button. 

To remove the search filter, simply clear the search text box and start a new search with the Search. The search 

will try to match the Accoun name and  Alias. 
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IVR DETAIL 
The IVR detail view (Figure 2-32) is made of the Account and Parameters sections. 

 

 

Figure 2-32 IVR detail – Account 

The IVR enabled check-box is used to enable or disable the IVR account in the BCS system. A disabled account 

cannot register on the BCS system. 

The Account name field is the name used by the IVR service to register and it cannot be changed after creation. Can 

contains only the following characters: a..z,A..Z,0..9,-,. 

The Password and Confirm password specifies the password used by the IVR to register. If the strong password 

policy option is enabled for the domain, the password must satisfy the following requirements: 

 Not contain significant portions of the account name or user name 

 Must be composed of at least 6 characters 
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 They must contain characters from three of the following four categories: 

 Uppercase letters (from A to Z) 

 Lowercase letters (from a to z) 

 First 10 digits (from 0 to 9) 

 Non-alphabetic characters (!, $, #, %) 

 

Please note that the IVR creation is subject to license. 

Every IVR account can have some aliases that can be used to call the IVR service instead of the IVR username. The 

alias list must be inserted as one alias per row in the Alias multi-line text box. 

The Parameters section allows to specify custom parameters for the current IVR service. 

 

 

Figure 2-33 Dettaglio IVR – Parametri 

To add a new parameter use the  button, and use the button to remove the selected parameters. 

A parameter can assume the following data types: 

 string 

 date time 

 integer 

 float  

 boolean (1 = true, 0 = false) 

 

To save the changes, use the Save button, while to undo the changes, use the Cancel link. 
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GATEWAY 

Clicking on the Gateway link ofr a domain, the gateways list will be shown (Figure 2-34). This view shows the 

defined gateway list for the parent domain. From this view it is possible to create a new gateway, and modify or 

delete an existing gateway. 

 

 

Figure 2-34 Gateway management 

The Reg. (registered)  column shows if the gateway is registered on the BCS system. 

If the gateway is a Patton, the User Agent column shows the IP of the device as a link to the administration page of 

the device. 

How to create a new gateway 

Use the New button to create a new gateway. The account name of the new gateway must be unique in the domain. 

How to modfy an existing gateway 

To modify an existing gateway just click on the gateway account name. 

How to delete a gateway 

Use the button to delete the checked items from the list. The delete will actually take place only after a 

confirmation dialog. 

How to search a gateway 

The gateway list is a multi-page view where only 20 records are shown. It is also possible to filter the displayed 

gateways by using a search filter. To set a search filter, insert the desired text to filter for in the text box near the 

Search button. To remove the search filter, simply clear the search text box and start a new search with the 

Search. The search will try to match the Accoun name field. 
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GATEWAY DETAILS 
The gateway details view (Figure 2-35) is made of the Account and External identities sections. 

 

 

Figure 2-35 Gateway detail – Account 

The Gateway enabled  check-box is used to enable or disable the gateway account.  Disabled account cannot register 

on the BCS system. 

The Account name field is the name used by the gateway service to register and it cannot be changed after creation. 

Can contains only the following characters: a..z,A..Z,0..9,-,. 

The Password and Confirm password specifies the password used by the gateway to register. If the strong password 

policy option is enabled for the domain, the password must satisfy the following requirements: 

 Not contain significant portions of the account name or user name 

 Must be composed of at least 6 characters 

 They must contain characters from three of the following four categories: 

 Uppercase letters (from A to Z) 

 Lowercase letters (from a to z) 

 First 10 digits (from 0 to 9) 

 Non-alphabetic characters (!, $, #, %) 

 

If the gateway doesn’t support the SIP registration, it is possible to specify a static SIP address in the Static 

registration field. 

The drop-down menu Telephony provider can be used to specify the telephony provider assigned to the gateway. 

The Asserted identities section can be used to specify the list of the external  identities handled by the gateway. 
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Figure 2-36 Gateway detail – Asserted identities 

 

An asserted identity can be split in two parts: a constant prefix and a variable suffix expressed as a regular 

expression. The prefix can contains only digits, while the suffix can contain digits and the following characters [, ], 

- , \, d, used to build regular expressions: 

 

[xyz] A digit from the set. Match any of the digits in the set. For example "[46]53"  

Will match "453" and "653". 

[x-y] Match a digit interval. For example "0[0-2]3" will match "003", "013" and "023" 

\d  Will match any digit. Equivalent to [0-9].  

Use the Save,button to save the changes and the Cancel link to undo the changes. 
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HUNT GROUP 

Clicking on the Hunt group link the hunt group list (Figure 2-37) will be shown. This view contains the list of all 

hunt group defined for the parent domain sorted by decreasing priority. From this view it is possible to create new 

hunt groups and modify or delete existing hunt groups. 

 

 

Figure 2-37 Hunt groups management 

How to create a new hunt group 

Use the New button to create a new hunt group. The account name of the new group must be unique in the domain. 

How to modfy an existing hunt group 

To modify an existing hunt group just click on the gateway account name. 

How to delete a hunt group 

Use the button to delete the checked items from the list. The delete will actually take place only after a 

confirmation dialog. 

How to search a hunt group 

The hunt group list is a multi-page view where only 20 records are shown. It is also possible to filter the displayed 

hunt groups by using a search filter. To set a search filter, insert the desired text to filter for in the text box near the 

Search button. To remove the search filter, simply clear the search text box and start a new search with the 

Search. The search will try to match the Name field. 
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HUNT GROUP DETAILS 
The hunt group details view (Figure 2-38) is made from only the section General. From this view you can set the 

hunt group name. The name cannot be modified once created and can accept only the following characters: 
a..z,A..Z,0..9,-,_,. 

 

 

Figure 2-38 Hunt group details – Main parameters 

 

The field Authentication required must be checked if the user can be called only from registered domain users.   

The Priority field is used to set the priority of the current hunt group against the others and its value can be between 

1 and 100. The lower the priority value is the higher the priority of the group is. 

The Rule type specifies if the group is: 

 parallel; 

 linear; 

 cyclic. 
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Parallel hunt group 

A call to a parallel hunt group makes a call to every member of the group in parallel. 

 

 

Figure 2-39 Hunt group details –Parallel group 

 

The Group members field must contains valid SIP address, one per row, of the group’s members. A call to a parallel 

group ends when: 

 A member of the group has answered the call; 

 The call forward timeout for the domain expires (see pag. Errore. Il segnalibro non è definito.); 

 Every call to group’s members has failed. 

 

Starting from BCS 2.0 it is possible to specify a fax number for a parallel group, to dispatch incoming faxes to every 

member of the group through the group email address specified in the Forward to the following e-mail address. 
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Linear hunt group 

A call to a linear hunt group makes a call to every member of the group sequentially, starting from the first member, 

until it gets an answer. The switch from one member to the other occours when: 

 The provisional timer has expired; 

 The call to a group member returns a code different from a success. 

 

 

Figure 2-40 Dettaglio regola di routing – Gruppo lineare o ciclico 

 

To set the ringing time on a group member to a value shorter than the call ringing timeout set for the domain, it is 

possible to set a lower limit with the field Provisional timer. It is also possible to specify SIP termination codes to 
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stop the call sequence when the specified codes are returned from a user agent, for example 486 (Busy),  603 (Call 

rejected). 

Cyclic group 

A cyclic group is similar to a linear group except for the first call which is not always set to the first member of the 

group, but cycles between all group members.  

 

Use the Save,button to save the changes and the Cancel link to undo the changes. 
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ROUTING RULES 

Routing rules allows the definition of mappings between SIP addresses (often PSTN telephone numbers) to a 

gateway or telephony provider. 

 

 

Figure 2-41 Routing rules management 

This view shows the defined routing rules list for the parent domain. From this view it is possible to create a new 

routing rule, and modify or delete an existing routing rules. 

How to create a new routing rules 

Use the New button to create a new routing rule. The name of the new routing rule must be unique in the domain. 

How to modify an existing routing rule 

To modify an existing routing rule just click on the routing rule name. 

How to delete an existing routing rules 

Use the button to delete the checked items from the list. The delete will actually take place only after a 

confirmation dialog. 
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How to search for a routing rule 

The routing rule list is a multi-page view where only 20 records are shown. It is also possible to filter the displayed 

routing rule by using a search filter. To set a search filter, insert the desired text to filter for in the text box near the 

Search button. To remove the search filter, simply clear the search text box and start a new search with the 

Search. The search will try to match the Name field. 

ROUTING RULE DETAILS 
The routing rule details is made of only the General section. From this view you can define the object name which 

can also be a regula expression (see p. Errore. Il segnalibro non è definito., for the syntax definition), allowing a 

compact definition of an address range. 

The Authentication required can be used to allow access to the gateway or telephony provider resources only to 

authenticated domain users. 

Warning: if the Authentication required is enabled, the routing rule access will be denied to users with empty 

password. 

The Restrict to instant messages parameter can be set to limit the routing rule only ot instant messages. 

The Priority parameter is used to set the priority of the current routing rule against the othe reouting rules defined. It 

must be an integer number between 1 and 100. The lower the value the higher the priority for the rule is. 

The Trasformation rule parameter allows to change the initial request address to a new address used by the gateway 

or telephony provider. It is possible to refer to the routing rule regular expression using the variable $<num>, where 

<num> is the integer equal to the order number of the match. 

 

Routing rule name Transformation rule Description 

041111111 041111111 The regular expression identifies 

only one phone number that is 

routed without any changes. 

(^3.*) $1 Locate all outgoing calls beginning 

with the digit 3 (for mobile phones), 

routing them without modification. 

^0(.*) $1 Removes the leading 0 from 

outgoing calls. 

(^[013478]..) $1 Locate all public phone numbers, or 

the numbers of at least 3-digit 

starting with 0 or 1 or 3 or 4 or 7 or 

8, routed without modification.  
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Figure 2-42 Routing rule details – Telephony provider 

 

The Gateway drop-down menu and the Telephony provider section allow to specify if the call matching the routing 

rule name must be sent to a gateway or to one or more telephony providers. 
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STATIC REGISTRATIONS 

Normally there is no need to use static registrations in BCS. Its use is to support user-agents not supporting the SIP 

registration on the BCS server. 

 

 

Figure 2-43 Static registration management 

 

This view shows the defined static registration objects list for the parent domain sorted by decreasing priority. From 

this view it is possible to create a new static registration, and modify or delete an existing static registration. 

How to create a new static registration 

Use the New button to create a new static registration. The account name of the new static registration must be 

unique in the domain. 

How to modify a static registration 

To modify an existing static registration just click on the object name. 

How to delete a static registration 

Use the button to delete the checked items from the list. The delete will actually take place only after a 

confirmation dialog. 

How to search a static registration 

The static registration list is a multi-page view where only 20 records are shown. It is also possible to filter the 

displayed static registrations by using a search filter. To set a search filter, insert the desired text to filter for in the 
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text box near the Search button. To remove the search filter, simply clear the search text box and start a new search 

with the Search. The search will try to match the Name field. 

STATIC REGISTRATION DETAILS 
To define a new static registration you must specify a name and a contact to forward the requests to. The view is 

made from only the General section. From this view it is possible to set the name of the static registration. This 

name once set cannot be changed, and can contains regular expressions. 

The Authentication required field is used to allow only registered domain users to call the specified destination.   

The Priority filed can be used to specify the priority of the registration against other static registrations defined. 

Only integer values between 1 and 100 are allowed. The lower the value, the higher the priority of the static 

registration. 

The Destination field specifies the SIP address to which forward the requests. 

 

 

Figure 2-44 Static registration – General properties 
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TELEPHONE PROVIDERS 

Starting from BCS 2.3, to provide a more refined routing policy the telephony provider concept has been introduced. 

This new entity can satisfy the following two requirements:  

 Asserted identities management: the possibility for users to use a specific identity to the PSTN. 

 Gateway selection starting from the caller identity: if a user works from a well defined place and in that 

place a gateway exists (i.e. user and gateway are in the same place) the outgoing calls will use that 

gateway. 

 

The two requirements can be traced to a single theme: a gateway is connected to a well defined telephone line with a 

well defined telephone numbers. If the user must appear with a specific asserted identity it is necessary to use the 

gateway which provides the desired identity. For example: two gateways are defined,  gateway A has 041777777 as 

external identity and gateway B has the external identity 045888888. If you want the user X to appear with the 

external identity 045888888 on outgoing calls, this user must use the gateway B. 

Every gateway can handle one or more telephone lines (or SIP addresses for VoIP/VoIP gateways) to which are 

assigned one or more telephone numbers. Those telephone numbers are called asserted identities. Every gateway 

must have a list of asserted identities.  

A telephony provider is composed by: 

1. A gateway group. A gateway can be assigned to only one telephony provider. The routing rules can use a 

telephony provider instead of a single gateway; 

2. A default asserted identity. Every user can own an asserted identity in every defined telephony provider. 

3. A group of assigned users, where each user has an asserted identity chosen between those available for the 

gateways belonging to the telephony provider. 

 

The routing procedure and the asserted identity selection is defined as follows: 

1) The routing rules selects the telephony provider starting from the destination address of the outgoing call. 

2) The external identity of the user if verified for the telephony provider selected: 

a) If the user has an asserted identity defined, then the call goes to the gateway providing the 

requested external identity; 

b) If the user doesn’t have an asserted identity, then the call goes to the gateway providing the default 

asserted identity for the telephony provider. 

In both cases the system will set the external identity for the outgoing request. 
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Figure 2-45 Telephony providers list 

 

This view shows the defined telephony provider objects list for the parent domain. From this view it is possible to 

create a new static registration, and modify or delete an existing static registration. 

How to create a new telephone provider 

Use the New button to create a new telephone provider. The account name of the new telephone provider must be 

unique in the domain. 

How to modify a telephone provider 

To modify an existing telephone provider just click on the object name. 

How to delete a telephone provider 

Use the button to delete the checked items from the list. The delete will actually take place only after a 

confirmation dialog. 

How to search a telephone provider 

The telephone provider list is a multi-page view where only 20 records are shown. It is also possible to filter the 

displayed telephone provider by using a search filter. To set a search filter, insert the desired text to filter for in the 

text box near the Search button. To remove the search filter, simply clear the search text box and start a new search 

with the Search. The search will try to match the Name field. 
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TELEPHONE PROVIDER DETAILS 
The details view allows the setting of the default asserted identity and the gateway list assigned to the telephony 

provider. 

 

 

Figure 2-46 Telephone provider – General 

The General section allows to set the object name and a brief. The object name cannot be changed once created and 

allows only the following characters: a..z,A..Z,0..9,-,_,. 

The Default asserted identity field is used to specify the identity used by users without a specified asserted identity. 

The Gateway list allows to assign the gateways to the current telephone provider. To assign a gateway, just check 

the check-box next to the gateway name. 

Every change will be effective only after a click on the Save button. 
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CONFERENCES 

 

The Conferences link shows the list of defined conferences for the parent domain. 

The view lists both the scheduled conferences and the expired conferences.  

From this view it is possible to create a new conference, and modify or delete an existing conference. 

 

 

Figure 2-47 Conferences  

How to create a new conference 

Use the New button to create a new conference. 

How to modify a conference 

To modify an existing conference just click on the conference code. 

How to delete a conference 

Use the button to delete the checked items from the list. The delete will actually take place only after a 

confirmation dialog. 

How to search a conference 

The conference list is a multi-page view where only 20 records are shown. It is also possible to filter the displayed 

telephone provider by using a search filter. To set a search filter, insert the desired text to filter for in the text box 

near the Search button. To remove the search filter, simply clear the search text box and start a new search with the 

Search. The search will try to match the Code, Administrator and Subject field.. 
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CONFERENCE DETAILS 
The conference details view is composed by four sections. 

 

 

Figure 2-48 Conference detail - General 

 

The General section allows to set the general parameters of the conference: 

 

 Conference code: must be an integer number and identifies the conference.  

 Description: used to set a description of the conference.permette di inserire (opzionale) una descrizione 

relativa alla conference. 

 Display text: currently not used. 
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 PIN : an (optional) 4 digits integer number between 0000 and 9999. If specified, this code is required to 

enter the conference. 

 Activation PIN: if set, the conference cannot start until the conference moderator has joined the conference 

and dialled this PIN. Must be a 4 digits value between 0000 and 9999. If this value is specified it must 

differ from the PIN value and the PIN must also be set. 

 Enabled: is effective only if the Activation PIN is specified. This flag make it easy for the moderator to 

enable the conference without actually join the conference and dial the activation PIN. 

 Dial-out conference: if set, the conference system wil make the dial-out calls to the attendees. During a 

dial-out conference the PIN, if specified, will not be requested to the users called by the system, but it will 

be requested if a user calls the conference system. 

 Notify participants: if enabled for each attendee with an email address specified, an email will be sent to the 

user with the conference details. 

  

 

Figure 2-49 Conference details - Schedule 

The Schedule section, allows to set the schedule for the conference.  

A conference can also be defined as recurrent, choosing between: None, Weekly, Monthly, Yearly. 

The From: and  To: fields defines the start and end of the conference. 

The On: field defines the day of the conference. 
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Figure 2-50 Conference details - Users 

The Users section allows to set the participants of the conference. Both domain and external users can be specified. 

If generic users are specified, it is mandatory to specify the telephone number of the user, and optionally its email 

address to send the notifications email. If the user is a domain user, its personal information as set in the user profile 

will be used. 

 

The Maximum number of users field sets an upper limit to the number of users the conference will accept. 
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Figure 2-51 Conference details - Status 

The Status section shows the status of the conference and the list of connected attendees.The actual start date and 

time of the conference will also be shown in this section. 
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SKILLS 

The Competences link shows the list of defined skills. 

From this view it is possible to create a new competence, and modify or delete an existing competence. 

 

 

Figure 2-52 Competences  

How to create a new competence 

Use the New button to create a new competence. The competence name must be unique. 

How to modify a competence 

To modify an existing competence just click on the object name. 

How to delete a competence 

Use the button to delete the checked items from the list. The delete will actually take place only after a 

confirmation dialog. 

How to search a competence 

The competence list is a multi-page view where only 20 records are shown. It is also possible to filter the displayed 

competence by using a search filter. To set a search filter, insert the desired text to filter for in the text box near the 

Search button. To remove the search filter, simply clear the search text box and start a new search with the 

Search. The search will try to match the Name field. 
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COMPETENCE DETAILS 
A competence (skill) is used in a contact center environment for skill based routing of the incoming calls. 

The General section allows to define the competence name and to assign users to the competence. The competence 

name is not modifiable after creation and allows only the following characters: a..z,A..Z,0..9,-. 

Use the Save,button to save the changes and the Cancel link to undo the changes. 

Users can be assigned to the competence using the  button and removed using the button. 

 

Figure 2-53 – Competence details 
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REQUEST CLASSES 

The Request classes link shows the list of defined request classes. 

A request class, often called a “queue” selects a set of agents with specified skills. 

The request class list view, shows the name of the object, its description and the timetable (if any) assigned to the 

object. The timetable information is a link to the properties of the timetable itself. 

 

 

Figure 2-54 Request classes list 

How to create a new request class 

Use the New button to create a new competence. The request class name must be unique. 

How to modify a request class 

To modify an existing competence just click on the object name. 

How to delete a request class 

Use the button to delete the checked items from the list. The delete will actually take place only after a 

confirmation dialog. 

How to search a request class 

The competence list is a multi-page view where only 20 records are shown. It is also possible to filter the displayed 

competence by using a search filter. To set a search filter, insert the desired text to filter for in the text box near the 

Search button. To remove the search filter, simply clear the search text box and start a new search with the 

Search. The search will try to match the Name field. 
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REQUEST CLASS DETAILS 
The General section of the request class details view allows the definition of the operating parameters of the object.  

The request class name cannot be changed once created and allows only the following characters: 
a..z,A..Z,0..9,-. 

The Value field must be a Boolean expression build with competences values. The allowed logical operators are 

AND and OR. It is also possible to use parenthesis. The competences groups sets of disjoint agents. An agent is part 

of a request class if its skills satisfies the Boolean expression for the request class. An agent can be part of more than 

one request class.  

For example, if CA e CB are two skills, “CA and CB” is a Boolean expression defining agents with both CA and CB 

skills; the expression CA or CB selects instead the agent with either the competence CA or CB. 

The Description fields can briefly describe the request class. This text will also be displayed to the agents. 

The Priority field is used to set the priority of the request class against the others defined. This value must be an 

integer value between 1 and 9, where 1 represents the top priority.  

For example if the two skills ENGLISH and FRENCH are defined and two agents are defined with both skills and 

we create following two request classes: 

 ENG with value ENGLISH with priority 1 

 FRA with value FRENCH with priority 9 

If calls are enqueued for both the ENG and FRA request classes, the ENG clases calls will be routed to a ready agent 

before the calls for the FRA request class because of the higher priority of the ENG request class. 

The drop-down menu Timetable can be used to set a time validity for the request class. A request class without a 

timetable is always active. 

Checking the check-box Keep position in queue and estimated wait time these informations will not be available to 

the IVR service and to the caller. 

The drop-down menu ACD algorithm is used to choose the ACD policy to select the agent: Longest non busy time 

agent and Smallest session busy time percent agent. 

Checking the check-boxes in the Widening to support competences box you can set the selection of the support level 

agents timeout. Support agents will be involved only after a call is queued more than the threshold set. 

The After-call duration field sets the duration of the after-call phase for th agent. If set to -1 it is responsibility of the 

agent to come back in the ready state through the BcsBar, while if set to 0, there will be no after-call and the agent 

will come back to the ready state immediately after the call terminates. 

The Recall request class can be used to specify the request class to use for recall requests. Please note that this value 

is effective only if the Bcs Contact module is enabled. 
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Figure 2-55  Request class details – General 

 

The In/out rules sections sets the rules for the management of inbound and outbound calls for the request class.  

The check-box Disallow requests if there are no operators logged in can be used to reject calls if there are no agent 

working for the request class. 

The Maximum queue wait time sets a limit on the wait time for a queued request. 

The Estimated maximum wait time to enter queue sets the threshold after which no more requests will be accepted 

by the queue if the estimated wait time is greater than this value. 

The Maximum number of request in queue set a limit non the number of queued requests. 

 



Alceo 72 WebAdmin 

 

Figure 2-56  Request class details – In/out rules 

 

The Alarms section allows to set the threshold after which the request calls can be considerend in alarm. Two types 

of threshold are available: 

1. Alarm if the queue length is greater than; 

2. Alarm if a request is queued for more than (seconds) 

 The alarmed request classes will be properly notified on the Supervisor application. 
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Figure 2-57 Request class details - Alarms 

 

Use the Save,button to save the changes and the Cancel link to undo the changes. 
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SIP SERVER 

From the Applications section of a domain, selecting the SIP Servers link the list of defined SIP server for the parent 

domain will be shown. A SIP server is made of three components: SipProxy, Registrar and Presence. At least one 

SIP server must be defined for a working BCS system. 

From this view it is possible to create a new SIP server, and modify or delete an existing SIP server. 

 

 

Figure 2-58 SIP servers list 

How to create a new SIP server 

Use the New button to create a new SIP server. The SIP server name must be unique. 

How to modify a SIP server 

To modify an existing SIP server just click on the object name. 

How to delete a SIP server 

Use the button to delete the checked items from the list. The delete will actually take place only after a 

confirmation dialog. 

How to search a SIP server 

The SIP server list is a multi-page view where only 20 records are shown. It is also possible to filter the displayed 

competence by using a search filter. To set a search filter, insert the desired text to filter for in the text box near the 

Search button. To remove the search filter, simply clear the search text box and start a new search with the 

Search. The search will try to match the Name field. 

SIP SERVER DETAILS 
The SIP server details view is made of two sections (Figure 2-59). The General section allows to set the name of the 

SIP server. The name once set cannot be changed and allows only the following characters: a..z,A..Z,0..9,-,. 

The Last event messages box shows the last 10 events written by the SIP server in the Windows event log. 
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Figure 2-59 SIP server details – General 

 

 

The Log section contains the settings of the log for the server. It is possible to set the automatic deletion of the log 

files based on total dimension of all the log files or on its date.  You may want to set the automatic deletion as 

shown in the following picture. 
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Figure 2-60 SIP server details – Log settings 

The Maximun single file size sets a limit on the size of each log file. 

As for the log level values, it is advisable to set the log level to the value Warning to catch errors and other 

warnings. The Info, Debug and LockDbg should be set only if instructed by the support staff of Alceo. 

 

Use the Save,button to save the changes and the Cancel link to undo the changes. 
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MAIL ROUTER SERVER 

Mail Router Server is the application in charge of the email messages routing to the Contact Center agents in the 

BCS system, using skill based policies based on request classes. The routing works as follows: 

1. One or more email messages goes to an email address assigned to the Contact Center.  

2. Mail Router Server, downaloads periodically the unread messages from the mailbox using the POP3 protocol 

and store the messages in its database. 

3. Mail Router Server requests an available agent to the BCS server (the destination address of the incoming 

email will select a suitable request class). If no agents are available, Mail Router Server keeps the request in a 

messages queue. The mailbox assigned to the Contact Center can have aliases so Mail Router Server can 

dispatch different addresses to distinct request classes. For example the mailbox mrs@bcstest.org can have the 

following two alias technical@bcstest.org and support@bcstest.org so the Mail Router Server can be setup to 

dispatch the email messages to the technical and support request classes.   

4. If a ready agent is found, it is selected by BCS and a notification is sent to the Mail Router Server. 

5. Mail Router Server sends a notification to the agent and forwards through the SMTP protocol the mail 

message to his mailemail address as set in the agent’s user profile. 

 

Mail Router Server can access the mail server using the POP3 (for email downloads) and SMTP (for email forward 

to agents) protocol.  

 

 

Figure 2-61 Mail Router server list 

How to create a new Mail Router Server 

Use the New button to create a new Mail Router Server. The SIP server name must be unique. 

How to modify a Mail Router Server 

To modify an existing Mail Router Serverjust click on the object name. 

How to delete a Mail Router Server 

Use the button to delete the checked items from the list. The delete will actually take place only after a 

confirmation dialog. 

mailto:mrs@alceo.com
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How to search a Mail Router Server 

The Mail Router Server list is a multi-page view where only 20 records are shown. It is also possible to filter the 

displayed competence by using a search filter. To set a search filter, insert the desired text to filter for in the text box 

near the Search button. To remove the search filter, simply clear the search text box and start a new search with the 

Search. The search will try to match the Name field. 

MAIL ROUTER SERVER DETAILS 
The Mail Router Server details view is made of two sections. The General section allows to set the name of the 

server. The name once set is not modifiable and allows only the following characters: a..z,A..Z,0..9,-,.  

The SIP address field is read-only and set by the server when running. 

 

 

Figure 2-62 Mail Router Sserver details  –  General 

The Messages list administration link allows the management of the mail messages downloaded from the POP3 

server. The view shows a table where every row represents the archived messages. The columns are the following: 

 Destination: recipient of the email message. Must be one of the aliases assigned to the Contact Center 

mailbox. 

 Receive date: date and time of the message download by the Mail Router Server. 

 Sender: sender of the mail message. 

 Subject: subject of the email message. 

 Status: shows the current status of the message. The possible statuses are: 

o To be processed: email message waiting to be processed; 

o Queued: email message waiting for a ready agent; 

o Assigned: email message sent to an agent; 

o Expired: a message can reach the expired status when it cannot be assigned within the timeout set 

in the Mark as expired the message received after parameter of the SIP domain. 

 Last change: date and time of the last status change. 

 Operator: if the message has be assigned to an agent this field shows the agent’s username. 
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Figure 2-63 Mail Router  Server  – Messages archive 

 

The system administrator can delete messages from the repository using the  button. 

 

The Log section allows to set the log levels for the service. It is possible to set the automatic deletion of the log files 

based on total dimension of all the log files or on its date.  You may want to set the automatic deletion as shown in 

the following picture. 
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Figure 2-64 Mail Router  Server details  – Log 

 

 

The Maximun single file size sets a limit on the size of each log file. 

As for the log level values, it is advisable to set the log level to the value Warning to catch errors and other 

warnings. The Info, Debug and LockDbg should be set only if instructed by the support staff of Alceo. 

 

Use the Save,button to save the changes and the Cancel link to undo the changes. 
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WEB SERVICES 

From the Applications section of a domain, selecting the Web Services link the list of defined Web services servers 

for the parent domain will be shown. 

 

 

Figure 2-65 Web Services servers list 

How to create a new Web Services server 

Use the New button to create a new Web Services server. The server name must be unique. 

How to modify a Web Services server 

To modify an existing Web Services server just click on the object name. 

How to delete a Web Services server 

Use the button to delete the checked items from the list. The delete will actually take place only after a 

confirmation dialog. 

How to search a Web Services server 

The Web Services server list is a multi-page view where only 20 records are shown. It is also possible to filter the 

displayed competence by using a search filter. To set a search filter, insert the desired text to filter for in the text box 

near the Search button. To remove the search filter, simply clear the search text box and start a new search with the 

Search. The search will try to match the Name field. 

WEB SERVICES SERVER DETAILS 
The SIP server details view is made of two sections (Figure 2-66). The General section allows to set the name of the 

SIP server. The name once set cannot be changed and allows only the following characters: a..z,A..Z,0..9,-,. 
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Figure 2-66 Web Services server details - General 

The Maximun single file size sets a limit on the size of each log file. 

As for the log level values, it is advisable to set the log level to the value Warning to catch errors and other 

warnings. The Info, Debug and LockDbg should be set only if instructed by the support staff of Alceo. 

 

Use the Save,button to save the changes and the Cancel link to undo the changes. 
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Figure 2-67 Dettaglio server Web Services – Giornale di attività 
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POA 

The POA (Posto Operatore Automatico, automated attendant in english) allows the configuration of a basic 

welcome service for the BCS system. 

Warning: this service is visible only if the BCS system is configured as a single-node system. 

The automated attendant configuration view allows the configuration of the treatment of the 10 digits (from 0 to 9) 

of the IVR service 

. 

 

Figure 2-68 POA configuration 

Voice messages 

The following voice messages must be set to be used in the IVR system: 

 Welcome: it’s the first message played to the caller 

 Menu: lists the choices available to the caller. For each choice allowed, a destination in the Menu section 

must be set. 
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 Overtime: this message will be played to the incoming calls when ouside of working hours. The working 

hours for the service is set in the timetable object TimetablePoa. 

 Deterrence: this message is played when it’s impossible to transfer the message to the destination selected 

from the menu. 

To load a message you must click on the Browse… button. The file must be of type WAV A-Law, mono, 8 bit, 8 

KHz. Upon a succesfull load of the message, the message name will become a link, a click on the link will start the 

playback of the message. 

Menu 

You can assign the digits from 0 to 9 to transfer the call to a single user or to an hunt group. 

If the user enters a digit without a defined destination, the menu message will be repeated. 

SOFTRUNK 

Softrunk is the B2BUA (Back to Back User Agent) application of the BCS system. 

 

 

Figure 2-69 Softrunk servers list 

How to create a new Softrunk server 

Use the New button to create a new Softrunk server. The Softrunk server name must be unique. 

How to modify a Softrunk server 

To modify an existing Softrunk server just click on the object name. 

How to delete a Softrunk server 

Use the button to delete the checked items from the list. The delete will actually take place only after a 

confirmation dialog. 

How to search a Softrunk server 

The Softrunk server list is a multi-page view where only 20 records are shown. It is also possible to filter the 

displayed competence by using a search filter. To set a search filter, insert the desired text to filter for in the text box 
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near the Search button. To remove the search filter, simply clear the search text box and start a new search with the 

Search. The search will try to match the Name field. 

SOFTRUNK SERVER DETAILS 
The Softrunk server details view is made of five sections. 

Warning: when a new Softrunk server is created, only the General section is visible, the others sections will be 

available only after the first save. 

The General section allows to set the name of the Softrunk server. The name once set cannot be changed and allows 

only the following characters: a..z,A..Z,0..9,-,. 
 

 

Figure 2-70 Softrunk server details – General settings 

The VoIP profiles section, allows the management of the VoIP profiles defined for the current Softrunk instance.  

Every Softrunk interface can handle the media in a different and distinct way from each other. For example an 

interface can use the G.711 A-law and G.711 µ-law audio codec, while another can use the G.729 and GSM audio 

codec. The VoIP profiles allows to group these settings in distinct sets that can be freely assigned to the different 

interfaces. 

Warning: at least one VoIP profile must be defined in a working Softrunk instance. 
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Figure 2-71 Softrunk details – VoIP profiles list 

The button is used to create a new VoIP profile. 

The button is used to delete the check VoIP profiles from the list. 

Warning: a VoIP profile cannot be deleted if in use by at least one interface. 
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VoIP profile details 
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Figure 2-72 Softrunk details –VoIP profile details 

 

The BCS interface section allows the configuration of the only interface to the BCS system. 

 

 

Figure 2-73 Dettaglio Softrunk – Interfaccia BCS 

The External interface section show the list of the defined external interfaces. 
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Figure 2-74 Softrunk details – External interfaces list 

External interface details 

The following external interface parameters deserve a more detailed explanation: 

 Maxi calls: it’s an upper limit to the calls handled by the interface. The check is made on the sum between  

inbound and outbound calls. When this limit is reached, any new call will receive a “500 This call exceeds 

max allowed limit” SIP answer. 

 Min incoming calls: reserves the specified number of channels to incoming calls for the current external 

interface. These channels will not be available to other external interfaces. 

 Min outgoing calls: reserves the specified number of channels to outgoing calls for the current external 

interface. These channels will not be available to other external interfaces. 

 Telephone numbers: list of the telephone numbers assigned to the external interface. Number ranges must 

be specified, using the “.” (dot) character to represent a single digit from 0 to 9. For example, the string 

“04112345.” Defines the number from 041123450 to 041123459. 
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Figure 2-75 Softrunk details –External interface details 

 

The Log section allows to set the log levels for the service. It is possible to set the automatic deletion of the log files 

based on total dimension of all the log files or on its date.  You may want to set the automatic deletion as shown in 

the following picture. 

The Maximun single file size sets a limit on the size of each log file. 

As for the log level values, it is advisable to set the log level to the value Warning to catch errors and other 

warnings. The Info, Debug and LockDbg should be set only if instructed by the support staff of Alceo. 
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Figure 2-76 Softrunk details –Log settings 

 

IVENGINE 

The IvEngine server, provides the IVR (Interactive Voice Response) services for the BCS platform. 
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Figure 2-77 IvEngine server list 

How to create a new IvEngine server 

Use the New button to create a new IvEngine server. The IvEngine server name must be unique. 

Warning: for each defined IvEngine server, a corresponding installation of the IvEngine.exe application must be 

done by Alceo’s staff. 

How to modify an IvEngine server 

To modify an existing IvEngine server just click on the object name. 

How to delete an IvEngine server 

Use the button to delete the checked items from the list. The delete will actually take place only after a 

confirmation dialog. 

How to search a IvEngine server 

The IvEngine server list is a multi-page view where only 20 records are shown. It is also possible to filter the 

displayed competence by using a search filter. To set a search filter, insert the desired text to filter for in the text box 

near the Search button. To remove the search filter, simply clear the search text box and start a new search with the 

Search. The search will try to match the Name field. 

IVENGINE SERVER DETAILS 
The IvEngine server details view is made of four sections. 

The Softrunk server details view is made of five sections. 

Warning: when a new Softrunk server is created, only the General section is visible, the others sections will be 

available only after the first save. 

The General section allows to set the name of the Softrunk server. The name once set cannot be changed and allows 

only the following characters: a..z,A..Z,0..9,-,. 

The VoIP profiles section, allows the management of the VoIP profiles defined for the current IvEngine instance.  
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Every IVR service can handle the media in a different and distinct way from each other. For example an IVR service 

can use the G.711 A-law and G.711 µ-law audio codec, while another can use the G.729 and GSM audio codec. The 

VoIP profiles allows to group these settings in distinct sets that can be freely assigned to the different IVR services. 

Warning: at least one VoIP profile must be defined in a working IvEngine instance. 

 

 

Figure 2-78 IvEngine details – VoIP profiles list 

The button is used to create a new VoIP profile. 

The button is used to delete the check VoIP profiles from the list. 

Warning: a VoIP profile cannot be deleted if in use by at least one IVR service. 
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Dettagli profilo VoIP 

 

Figure 2-79 IvEngine details –VoIP profile details 

The IVR services section show the list of IVR services assigned to the current IvEngine server.  
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Figure 2-80 IvEngine details – IVR services list 

The button is used to create a new IVR service. 

The button is used to delete the checked IVR services from the list. 

IVR service details 

The IVR service details view is made of two sections: General and Project file. 

The General sections allows to set the SIP parameters of the IVR service. 

The Registration weight parameter sets the weight of the registration of the IVR service to the SIP Proxy and affect 

the search order of IVR services by the SIP Proxy module. This parameter can assume a decimal value from 0 

(excluded) to 1 (top priority) with less than 4 decimal digits. 
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Figure 2-81 IvEngine details –IVR service details –Generale settings 

The Project file section allows to set the name of the Ivd file which describe the IVR service and the stop and restart 

policy of the service. 

The stop and restart policy can be: 

 None: the service will not reload after a changes save 

 Now: the service will reload obeying the stop mode set by the Stop mode parameter 

 At selected date time: the service will reload at the date and time specified 

The Stop mode choose the condition on the service channels to wait for to reload the service: 

 Now: the service is reloaded even if one or more channels are in use 

 When idle: the service will not accept new calls and will reload when the last channel is idle 
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Figure 2-82 IvEngine details –IVR service details – Project file section 

The Log section allows to set the log levels for the service. It is possible to set the automatic deletion of the log files 

based on total dimension of all the log files or on its date.  You may want to set the automatic deletion as shown in 

the following picture. 

The Maximun single file size sets a limit on the size of each log file. 

As for the log level values, it is advisable to set the log level to the value Warning to catch errors and other 

warnings. The Info, Debug and LockDbg should be set only if instructed by the support staff of Alceo. 
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Figure 2-83 IvEngine details – Log settings 
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HAL 

HAL is the BCS system module in charge of the Contact Center functionalities management. In particular, it shall 

perform the following functions: 

 ACD management; 

 Queue management: requests queue position and wait time forecasts; 

 Publication of its managed informations (queue length, service level for each request class,  agents for 

every service class, etc.). 

To provide high service availability, more than one HAL instance can be running, even if only one can be the 

default instance.  

HAL instances are sorted byGli HAL sono elencati secondo l’ordine in cui BCS in caso di fallimento del HAL 

corrente passerà il controllo al HAL successivo. Il nuovo HAL corrente sarà quello successivo, come numero 

d’ordine, a quello ora in uso. Se l’HAL corrente è l’ultimo nell’elenco  il successivo sarà quello di ordine uno. 

How to create a new HAL 

Use the New button to create a new HAL server. The HAL server name must be unique. 

How to modify a HAL 

To modify an existing HAL server just click on the object name. 

How to delete a HAL 

Use the button to delete the checked items from the list. The delete will actually take place only after a 

confirmation dialog. 

How to search a HAL 

The HAL servers list is a multi-page view where only 20 records are shown. It is also possible to filter the displayed 

HAL server by using a search filter. To set a search filter, insert the desired text to filter for in the text box near the 

Search button. To remove the search filter, simply clear the search text box and start a new search with the 

Search. The search will try to match the Name field. 

How to set the default l’HAL 

To change the default HAL, a check must be set in the Default check-box of the property view of the selected HAL. 

 

 

Figure 2-84 HAL list 
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HAL DETAILS 
The Softrunk server details view is made of five sections. 

The General section allows to set the name of the HAL server. The name once set cannot be changed and allows 

only the following characters: a..z,A..Z,0..9,-,. 

The URI parameter is read-only from BCS 2.0. 

The Order parameter sets the order of the current HAL instance in the list of the defined HALs. 

The Operator selection timeout sets the interval, in seconds, where the agent is selected to answer to a call. 

The Minimum information publish interval sets the period, in seconds, of the informations publishing. 

 

 

 

Figure 2-85 HAL details – General 

 

The Log section allows to set the log levels for the service. It is possible to set the automatic deletion of the log files 

based on total dimension of all the log files or on its date.  You may want to set the automatic deletion as shown in 

the following picture. 
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The Maximun single file size sets a limit on the size of each log file. 

As for the log level values, it is advisable to set the log level to the value Warning to catch errors and other 

warnings. The Info, Debug and LockDbg should be set only if instructed by the support staff of Alceo. 

 

 

Figure 2-86 HAL details – Log settings 

 

Use the Save,button to save the changes and the Cancel link to undo the changes. 
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INITIAL SETUP WIZARD 

The First setup link starts the first setup wizard. 

Warning: the first setup wizard will start automatically after the logon procedure only if the system is not fully 

configured. 

The wizard allows to set the following objects: 

 Timetables 

 Service classes 

 Users, also imported from Excel file 

 Hunt groups 

 Routing rules 

 POA, only on single-host BCS systems 

 VoIP phones 

 E-mail settings (SMTP server for outgoing e-mail) with also a test procedure for the SMTP settings 

The first view of the wizard presents a welcome page and a check-box Do not show again at next access  to disable 

the wizard at next logon even if the system is not fully configured. 

 

 

Figure 2-87 First setup wizard – Welcome page 
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Figure 2-88 First setup wizard –Timetables management 
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Figure 2-89 First setup wizard – Service classes management 
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Figure 2-90 First setup wizard – Domain users management 
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Figure 2-91 First setup wizard – Hunt groups management 
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Figure 2-92 First setup wizard – Routing rules management 

The POA configuration page is visible only if the BCS system is configured in single-host mode. 
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Figure 2-93 First setup wizard –POA management 
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Figure 2-94 First setup wizard –VoIP phones management 

In the SMTP server settings page, in addition to the configuration parameters there is a box that allows you to send 

an test email message to validate the SMTP settings. 
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Figure 2-95 First setup wizard –SMTP settings 

MONITORING 

The monitoring section allows to monitor the performance of the following modules: 

 C6 

 HAL 

 IvEngine 

 Mail Router Server 

 Patton 

 SipServer 

 Softrunk 

 

The C6 monitoring view shows the list of the defined C6 instances and for each instance the number of active 

subscriptions, the maximum number of subscriptions configured and the number of notifies sent per minute. 
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Figure 2-96 - C6 monitoring 

The HAL monitoring view shows the number of  queued requests and the service rate for module each instance. 

 

 

Figure 2-97- HAL monitoring 

The IvEngine monitoring shows the number of busy channels and the total number of channels assigned to each IVR 

service for each IvEngine instance defined in the parent domain. 
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Figure 2-98 IvEngine monitoring 

The Mail Router Server monitoring page shows the number of queued emails and the number of email messages to 

be processed. 

 

 

Figure 2-99 –Mail Router Server monitoring 

The Patton monitoring page shows the operative and administrative status of each device interface, and shows also 

the total number of busy lines. 

Nota: the Patton gateway monitoring it is performed via SNMP protocol, so the SNMP protocol must be enabled on 

the Patton gateway with the read-only community string public. 
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Figure 2-100 Patton monitoring 

The Sip server monitoring page shows the number of active transactions, the maximum number of  transactions set 

in the configuration of the module and the number of transaction per minute. 

 

 

Figure 2-101- Sip server monitoring 

The Softrunk monitoring page shows the number of inbound and outbound busy and total channels for each defined 

interface, for every Sotrunk instace defined. 
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Figure 2-102 Softrunk monitoring 

DBSIP 

Starting from  BCS 1.3, to provide an higher reliability, the concept of multiple DbSip instances has been 

introduced. In a high availability configuration, three instances of DbSip are defined: principal, mirror and witness. 

The principal DbSip is the one to which every BCS module will connect to get and set the platform informations. 

The secondary DbSip is always on a hot standby. It is always notified of the changes in the configuration from the 

principal instance and is always ready to take over the principal. The witness DbSip checks the health status of the 

principal and mirror instances and on a failure of the principal instance switch the role of the two servers (an 

operation called “failover”). The witness DbSip can also make a failover on a command sent from WebAdmin. On a 

working BCS system there must be at least one DbSip; the first instance is created during the installation of the 

system and cannot be removed.  

Clicking on the DbSip link in the Applications section extra-domain the list of defined DbSip is shown. The list 

view will show per each entry: the DbSip type, its name and address. 

How to create a new DbSip 

Use the New button to create a new HAL server. The HAL server name must be unique. 

Only mirror and witness DbSip can be created, the principal DbSip is always defined. 

How to modify a DbSip 

To modify an existing HAL server just click on the object name. 

How to delete a DbSip 

Use the button to delete the checked items from the list. The delete will actually take place only after a 

confirmation dialog. 

You cannot remove the principal DbSip. 
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Figure 2-103 DbSip management 

How to start a manual failover 

To switch the roles between the principal and the mirror instances, click on the Failover button. It is advisable to 

start a failover only on low load period because the operation can impact on the current operations of the system. 

Warning: the Failover button is visible only if all the three DbSip instances are defined. 

DBSIP DETAILS 
The DbSip details view is made of two sections. 

The General section contains the instance name, the type and the address of the current instance. The instance name 

must match the one specified in the application’s configuration file DBSIP.INI (SIP section, Name entry) located in 

the directory where DbSip.exe is installed. The SIP address must be specified only if more than one DbSip is 

defined. 

 



Alceo 118 WebAdmin 

 

Figure 2-104 DbSip details – General 

 

The License section shows all the licenses assigned to the BCS system and for every license, the number of license 

in use. 
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Figure 2-105 DbSip details – License 

 

The Log section allows to set the log levels for the service. It is possible to set the automatic deletion of the log files 

based on total dimension of all the log files or on its date.  You may want to set the automatic deletion as shown in 

the following picture. 

The Maximun single file size sets a limit on the size of each log file. 

As for the log level values, it is advisable to set the log level to the value Warning to catch errors and other 

warnings. The Info, Debug and LockDbg should be set only if instructed by the support staff of Alceo. 
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Figure 2-106 Dettaglio DbSip – Giornale attività 

TIMETABLES 

The Timetables link shows the list of all defined timetables. 
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How to create a new timetable 

Use the New button to create a new timetable. The timetable name must be unique. 

How to modify a timetable 

To modify an existing timetable just click on the object name. 

How to delete a timetable 

Use the button to delete the checked items from the list. The delete will actually take place only after a 

confirmation dialog. 

How to search a timetable 

The timetable list is a multi-page view where only 20 records are shown. It is also possible to filter the displayed 

timetable by using a search filter. To set a search filter, insert the desired text to filter for in the text box near the 

Search button. To remove the search filter, simply clear the search text box and start a new search with the 

Search. The search will try to match the Name field. 

 

 

Figure 2-107 Timetables management 
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Batch timetables edit 

It is possible to batch modify more than one timetable using the  button, to modify all the entries selected. 

The only modifications allowed during a batch modify are on the holidays and exceptional business hours settings. 

Warning: batch modifications resets the previous values of the affected objects. If for example you do not specify 

any holiday, all the affected timetables will not have any holiday. 

 

 

Figure 2-108 Batch timetables edit 

TIMETABLES DETAILS 
The timetable details view is made of sections. 

The General section allows to set the name of the HAL server. The name once set cannot be changed and allows 

only the following characters: a..z,A..Z,0..9,-,. 

The Fast settings box allows to quickly make changes to the curent timetable, such as a permanent closure o 

permanent opening. 

 



Alceo 123 WebAdmin 

 

Figure 2-109 Timetable details  – General 

 

The Weekly section sets the weekly opening hours. 

Each entry is made of a start time, an end time, and a day of week. It is also possible to assign an alphanumeric label 

(characters from a to z and digits from 0 to 9) to each time entry which could be used by an IVR service using this 

timetable. This label will be added to the call information such that it is possible to modify the IVR behaviour on a 

weekday base. 

The  button adds a new entry in the list. 

The button deletes the checkd entries from the list. 
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Figure 2-110 Timetable details - Weekly 

 

The Holidays section sets the holidays for the current timetable. 

An holiday is made by a start date and time and an end date and time. An holiday can also be recurrent (for example 

the Christmas day on December 25th of each year). It is also possible to assign an alphanumeric label (characters 

from a to z and digits from 0 to 9) to each time entry which could be used by an IVR service using this timetable. 

This label will be added to the call information such that it is possible to modify the IVR behaviour on a holiday 

base. 

The  button adds a new entry in the list. 

The button deletes the checkd entries from the list. 
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Figure 2-111 Timetable details  – Holidays 

The Exceptional business hours section groups all the special openings for the current timetable. 

A special opening is made by a start date and time and an end date time. It is also possible to assign an alphanumeric 

label (characters from a to z and digits from 0 to 9) to each time entry which could be used by an IVR service using 

this timetable. This label will be added to the call information such that it is possible to modify the IVR behaviour 

on a holiday base. 

The  button adds a new entry in the list. 

The button deletes the checkd entries from the list. 

 

 

Figure 2-112 Timetable details – Exceptional business hours 

Use the Save,button to save the changes and the Cancel link to undo the changes. 

SERVICE CLASSES 

With the increasing number of funzionalities provided by the BCS platform, also the number of configuration 

parameters for the users is grown. Many of such parameters often must be applied to many users and the editing of 
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every single user is a tedious operation and may lead to errors. For this reason the Service class concept has been 

introduced to group many of these parameters. The system administrator can assign a service class to many users 

which inherits the settings of the service class. Service classes can be applied to users and IVRs. 

The Service classes link from the main tree-view will show the defined service classes list.nell’albero di selezione 

sarà visualizzata l’apposita schermata di management. 

How to create a new service class 

Use the New button to create a new service class. The service class name must be unique. 

How to modify a service class 

To modify an existing service class just click on the object name. 

How to delete a service class 

Use the button to delete the checked items from the list. The delete will actually take place only after a 

confirmation dialog. 

How to search a service class 

The service class list is a multi-page view where only 20 records are shown. It is also possible to filter the displayed 

service classes by using a search filter. To set a search filter, insert the desired text to filter for in the text box near 

the Search button. To remove the search filter, simply clear the search text box and start a new search with the 

Search. The search will try to match the Name field. 

 

 

Figure 2-113 Service classes list 
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SERVICE CLASS DETAILS 
The service class details view is made of five sections. 

The General section allows to set the name of the HAL server. The name once set cannot be changed and allows 

only the following characters: a..z,A..Z,0..9,-,. 

The tmetable drop-down menu allows to assign a timetable to the service class which will be applied only inside the 

timetable specified. 

 

 

Figure 2-114 Service class details – General 

 

The Inbound call section sets filters on incoming calls. The parameters that can be specified for each entry are: 

 the caller telephone number, this field can also be a regular expression (see pag. Errore. Il segnalibro non 

è definito.) 

 a timetable specifying the enable interval of the rule, if no timetable is specified, the rule is always enabled 

 an action  to be done on the incoming call: 

o forbidden: reject the incoming call 

o allowed: allow the incoming call 

o alternate URI: forwards the call to the address specified in the Argument field 

 argument, used only if the alternate URI action is enabled 
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Figure 2-115 Service class details – Inbound call 

 

The Outbound call section allows to limit the outgoing calls to the users the service class is applied. The rule allows 

to specify if the user can call every address not specified in the list (black list) or if the user can only call the 

addresses specified in the list (white list). For every rule, a timetable can be selected to set a time limit on the rule, if 

not timetable is set, the rule is always enabled. 

The destination address (Called (To) field) can also be specified as a regular expression. 
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Figure 2-116 Service class details – Outbound call 

The Telephony operations section sets the limits on the telephony operations a user is allowed to do. The managed 

operations are: 

 conference creation; 

 call transfer: 

o to every destination 

o only to other users of the current request class 

o disable call transfer 

 Call pickup, intrusion: 

o To every destination 

o only to other users of the current request class 

o disable operation 
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Figure 2-117 Service class details – Telephony operations 

In the Other operations section you can control the request class user’s limits on instant messages sending. Instant 

messages sending can be allowed to: 

 All 

 Only to user of the current request class 

 To nobody 
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Figure 2-118 Service class details – Other operations 

 

Use the Save,button to save the changes and the Cancel link to undo the changes. 
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VOIP PHONES 

 

The VoIP phones link from the main tree view shows the list of defined VoIP phones (usually Snom phones). 

The registry of defined VoIP phones allows to keep trace of the phones in use and is also required to provide the 

auto-provisioning functionality, used to automatically set the configuration parameters of the phone and to update 

the phone firmware. 

 

 

Figure 2-119 Snom 

How to create a new VoIP phone 

Use the New button to create a new VoIP phone. The VoIP phone name must be unique. 

How to modify a VoIP phone 

To modify an existing service class just click on the object name. 

How to delete a VoIP phone 

Use the button to delete the checked items from the list. The delete will actually take place only after a 

confirmation dialog. 
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How to search a VoIP phone 

The service class list is a multi-page view where only 20 records are shown. It is also possible to filter the displayed 

service classes by using a search filter. To set a search filter, insert the desired text to filter for in the text box near 

the Search button. To remove the search filter, simply clear the search text box and start a new search with the 

Search. The search will try to match the MAC, Owner, User agent, IP and Location. 

VOIP PHONE DETAILS 
The VoIP phone details view is made of only one section. The General section allows to set the MAC address of the 

phone, its owner chosen among the BCS system users, and to set a brief description of its location. 

 

 

Figure 2-120  Dettaglio VoIP phone - Generale 

 

The MAC field must be unique and must be in the following format: XX:XX:XX:XX:XX:XX. 

 

Use the Save,button to save the changes and the Cancel link to undo the changes. 



Alceo 134 WebAdmin 

DIAGNOSTIC 

The Diagnostic section shows the events list stored in the Windows Event registry of every node of the BCS system. 

 

 

Figure 2-121  Events list 

 

 



Alceo 135 WebAdmin 

3. NON-ADMINISTRATOR ACCOUNTS 

AUTHENTICATION 

To access the WebAdmin application as a non-administrator account you are required to enter your credentials. A 

non-administrator account can access only some fields of the user profile section of the WebAdmin user interface. 

 

 

Figure 3-1 User details 

To end the session, use the Log Off link. 

USER DETAILS 

The user details view allows to change the current user’s password. To change the password set the new password 

into the Password and Confirm password fields.  

If the administrator has enebled the password expiration policy, when the password expires, the user is required to 

change the old password before make any other change to its account. 
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The Routing profile sections allows to set the routing rules for incoming calls as described in page 30. 
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a. REGULAR EXPRESSIONS 
A regular expression is a string containing “jolly” characters used to match a set of strings. 

 

Character Description 

\ Mark the following character as special. For example, the "n" character match the literal "n" 

character, while the "\n" string matches the newline character. To match the “\” character, it must 

be doubled. For example, the string "\\" match "\", "\(" match "(" and "\*" match "*". 

^ Match the start of the string. For example "^ci" match "city" and “cinema” but doesn’t match 

"Vinci" 

$ Match the end of the string. For example “ama$” matches "panorama" but not "Amadeus" 

* Matches the preceding character one or more times. For example "zo*" matches "z" and "zoo". 

+ Matches the preceding character one or more times. For example "zo+" matches "zoo" but 

doesn’t match "z". 

? Matches the preceding character zero or one time. For example, "a?ve?" matches "veneziana" 

and "navicella". 

. Matches a single character except a newline. For example “p.” Matches “ape”but odesn’t 

matches “rap” 

(pattern) Matches the pattern string. The pattern string can contains jolly characters and also “remembers” 

the match so it can be used with the \num notation, where num is the order number of the match. 

To match the “(“ and “)” characters, you must use the escape character “\(” or “\)”. 

x|y Matches “x” or “y”. For example "f|case" matches "fase" and "case". 

{n} n is a non-negative integer. Matches exactly n times the preceding expression. For example 

"o{2}" doesn’t matches "Bob", but matches the first two characters “oo” and the third and fourth 

“oo” characters in "foooood". 

{n,} n is a non-negative integer. Matches at least n times. For example "o{2,}" doesn’t matches 

"Bob" but matches all the o's in "foooood". "o{1,}" it is equivalent to "o+". "o{0,}" it is 

equivalent to "o*". 

{ n , m } m and n are two non negative integer. Matches at least n times and at most m times. For example 

"o{1,3}" matches the first three “o” in "fooooood". "o{0,1}" it’s equivalent to "o?". 

[xyz] Matches any one character in the set. For example "[abc]urta" matches "aurta", "burta" and 

"curta". 

[^xyz] Matches any character not in the set. 

[m-z] Matches a characters interval. For example "c[a-c]sa" matches "casa", "cbsa" e "ccssa" 

[^m-z] Matches any character not in the interval. For example "^[m-z]" matches every character not in 

the interval from "m" to "z". 

\d  Matches any digit. It is equivalent to [0-9].  

\D Matches any character not a digit. It is equivalent to [^0-9].  

\f Matches a form feed character. 

\n Matche a newline character. 

\r Matches a return character. 

\s Matches a space character, including the tab character. It is equivalent to "[ \f\n\r\t\v]". 

\S  Matches any non-spaces character. It is equivalent to "[^ \f\n\r\t\v]".  

\t Matches a tab character. 

\v Matches a vertical tab character. 

\w Matches any alphanumeric characters including the “_” character. It is equivalent to "[A-Za-z0-

9_]". 

\W Matches any non alphanumeric character. It is equivalent to "[^A-Za-z0-9_]". 

\num Is a reference to the previous matched patterns. For example "(.)\1" matches two identical 

characters, while (a)m\1 matches "ama". 
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