S Genesys
Migration Guide

This document is no longer updated. For 8.5 and later
releases, see the respective product documentation.


joemcm
Typewritten Text
This document is no longer updated. For 8.5 and later
releases, see the respective product documentation.

joemcm
Typewritten Text


The information contained herein is proprietary and confidential and cannot be disclosed or duplicated
without the prior written consent of Genesys Telecommunications Laboratories, Inc.

Copyright © 2000-2016 Genesys Telecommunications Laboratories, Inc. All rights reserved.

About Genesys

Genesys is the world's leading provider of customer service and contact center software - with more than 4,000
customers in 80 countries. Drawing on its more than 20 years of customer service innovation and experience,
Genesys is uniquely positioned to help companies bring their people, insights and customer channels together to
effectively drive today's customer conversation. Genesys software directs more than 100 million interactions every day,
maximizing the value of customer engagement and differentiating the experience by driving personalization and multi-
channel customer service - and extending customer service across the enterprise to optimize processes and the
performance of customer-facing employees. Go to www. genesys. com for more information.

Each product has its own documentation for online viewing at the Genesys Documentation website or on the
Documentation Library DVD, which is available from Genesys upon request. For more information, contact your sales
representative.

Notice

Although reasonable effort is made to ensure that the information in this document is complete and accurate at the
time of release, Genesys Telecommunications Laboratories, Inc., cannot assume responsibility for any existing errors.
Changes and/or corrections to the information contained in this document may be incorporated in future versions.

Your Responsibility for Your System’s Security

You are responsible for the security of your system. Product administration to prevent unauthorized use is your
responsibility. Your system administrator should read all documents provided with this product to fully understand the
features available that reduce your risk of incurring charges for unlicensed use of Genesys products.

Trademarks

Genesys and the Genesys logo are registered trademarks of Genesys Telecommunications Laboratories, Inc. All other
company names and logos may be trademarks or registered trademarks of their respective holders.

The Crystal monospace font is used by permission of Software Renovation Corporation,
www.SoftwareRenovation.com.

Technical Support from VARs
If you have purchased support from a value-added reseller (VAR), please contact the VAR for technical support.

Customer Care from Genesys: If you have purchased support directly from Genesys, please contact Genesys
Customer Care. Before contacting Customer Care, please refer to the Genesys Care Support Guide for On-
Premises for complete contact information and procedures.

Ordering and Licensing Information
Complete information on ordering and licensing Genesys products can be found in the Genesys Licensing Guide.

Released by
Genesys Telecommunications Laboratories, Inc. www . genesys.com

Document Version: 80g_mg_02-2016_v8.0.001.85


http://www.genesys.com/customer-care/contact-us
http://www.genesys.com/customer-care/contact-us
http://www.genesys.com/customer-care/support-processes
http://www.genesys.com/customer-care/support-processes
http://www.genesys.com
http://docs.genesys.com/Special:Repository/80g_licensing.pdf?id=a95e98ad-c306-4294-9aa5-a605c3beee92
http://www.genesys.com
joemcm
Typewritten Text


S Genesys

Preface

Part 1

Chapter 1

Chapter 2

Part 2

Chapter 3

Migration Guide

Table of Contents

................................................................................................................. 33
INtENdEd AUAIENCE......oiiiiiiiiiiieiiie e 34
DocumMeNnt CONVENTIONS .......eviiiiiiiiiiiiieee ettt ettt e e e e e e e e e e e e eeees 34
Related RESOUICES .....ceviiiiiiiiiiiiiiite et 36
Making Comments on This DOCUMENt ...........coovvviiiiiiiiiiiiiiiiiieeeeee 37
Contacting Genesys CUSOMEr Care............uuuurvrrurvrrrrrrnrrreerrersrnrrneereeen. 38
Overview of Migration ProcessS........cccccceevveevvevinnnenn. 39
Migration ROAAMEAP ....coieeeiiieeiiiiii e e e e e e e e e e e e eeaannnaas 41
Overview of Migration PrOCESS........ccuiiiiiiiiiiiiiiieeee e 42
Migration/Upgrade OFUEN .........uuuuuuruieiireeiieriieeeeeeeeeeeeeeeeeeeerereeaeeeaaeeaeeeeeaes 42
Preparations for Migration ..................eeeeeeeeiiiiieiieiiieieeeeeeeeeeeeee e 43
ApProaches to MigratioN............ccvvviiiiiiiiiiiiiiiiiieeeeeeeeee e 44
Solutions/Components and Environment Compatibility..............cccceeeeen. 45
LicenSing Migration............uuuueeueeeiiiiiieeiieeiiiieeeeeeeeeee e et e eeeeeeeeeeeeeeeeeas a7
License Control ArChiteCIUIE ...........uuuuervuieiiiiiiiiiiiiiiiieeeeieeeeeeeeeeeeeeeeeeeeenees 48
Upgrading Licensing SYStEM ........ciiieeeiiiiiiiiiii e e 48
Methods for Upgrading Licensing System ..........cccccciiiii. 50
Upgrading Licensing System with
MUIIPIE VENUOIS ... e e eeans 54
Framework Migration..........cccceeveeevieiiiieeeeceeeie e, 59
Introduction to Framework Migration..........ccccccvvvvveiiiiiiiiiiieiiieiieeee, 61
Preliminary Migration ProCedUres ...........uuuviiiiiiiiiiiiiiiiieee e 61
Reference MaterialS. ... 62
Order of Migration fOr 8.1 ........oocuuiiiiiieeeeeei e 63
Multi-Site/Single-Site and Multi-Tenant Migration............................... 63
Migration and Upgrade Order..........ccccovieeeeiiieiiiiiiin e 63
3



Table of Contents

Chapter 4

Chapter 5

Chapter 6

Chapter 7

Laboratory Testing and Rollback ...........cccco 64
Interoperability Among Framework Components ..........ccccevevevvevveeeeeenenns, 64
Compatibility Among Framework Components.........cccoeeeevvevvvvvnnnnnnn. 65
Additional Information about Migration ..............cccceeeeeiiiiiiiiiieeeennns 69
ADOUL CCW ..ttt ettt e e e e et e e e e e s et eeeeeeeans 69
Migrating from Release 8.1.1 or Later ..........cooovvvveiiiiiiiiiiii 70
Single-Tenant to Multi-Tenant CONVErsioN ..........cccoviviiieeeeeeeeensiiee 70
Conversion to Multi-Language SUPPOIt .....coveeeevveveeiiiiie e, 71
Setup of Migration ENVIironment ............coooviviiiiiiiii i 73
Calculating the New Size of the Configuration Database........................ 73
Checking Configuration Data.............c.cceeoee e, 74
Migrating a Changed Database Structure..............ccccevvviviieiiiieeeneennnn, 74
Installing the Configuration LaYer ..........c..uvvviiieeiiiiiiiiieceeeeeeieee e 76
Installing the Configuration Conversion Wizard...........cccccoeveeeeeevvieennnnnnnn. 76
Specifying the Database ConNection.............occuviviiiiiiiiiiiiiiieeeee e 77
Configuring the Local Configuration File...........ccccviei i, 77
Entering Connection Parameters Dynamically ............cccccceeiien. 80
Using PasswWord-ENCIYPLION ...........uvuiiieiiieiiiieieieeeeeeeeeeeeeeeeee e e eeesaeeaeeaaaees 80
Migration of Configuration Database ..........cccccevvvvvveviiiiieiiiieiieeeeeeee, 83
About Migration from Previous Releases .............uuuveeeviieiiiiiiiiieiiiieiieeeeee. 83
The Migration PrOCESS ........uuiiiiiiiiiiiiiiiiiie e 85
Migrating Configuration Database 8.1.0 or earlier.........ccccoeeeveevvvveennnnnnnn. 85
Starting Applications for CONVErsioN ..........cccuvvvviiieeiiiiciieee e 86
Converting Configuration Database............cccccvvvviiiiiiiiiiii 86
Starting the 8.1 ENVIrONMENT ........ccoviiiiiiiiiiie e 89
Resolving Data INCONSISLENCY .........eveiieiiiiiiiieiiiiiieeeeeeeeeeeeee e 90
Updating Locale of 8.1.1 Configuration Database to Release 8.1.x........ 91
Migrating a Configuration Database from Single-Tenant to Multi-Tenant 93
Cross-DBMS Migration...........ccooeiiiiiiieeeeee e, 95
Multi-Language Configuration Databases ...............eeeeeeeiieeiieeieeieiieeeeeeeee. 96
Update of Configuration Database Locale.........cccccvvvvvvviiiveiienninnnnn.. 929
OVEBIVIBW.....cce e 99
Updating the LoCale..........coovvriiiiiiii e 100
INEXE SIS ..ttt 102
Changes in FramMeWO K ... 103
Component Changes for Framework ...........cccuvvveiiieiniiiiiiiieeeeee e 103

0

Genesys =



Table of Contents

Chapter 8

Chapter 9

Chapter 10

Migration Guide

Configuration Option Changes for Framework...............cccccceeeeeen. 118
General Configuration Option Changes............cccceeeviiiiiiiiieeeeennnee 118
DB SBIVEN .. 122
Database ACCESS POINT..........uuuiiiiiiiiiiiiiiiiiiieiiieeieeeeeeeeeeeee e e 123
COoNfIQUIALION SEIVET .......uiiiiiiiie it 123
Configuration ManNAQE .........ciieeeeeiiieiiiiiee e e e e e e e e e 129
(o Tor= LI @Lo] )i o] I Ao = o | AP 129
Genesys Deployment AQeNT..........cvvvveiiieeiiiiiiieiee e 130
MESSAGE SEOIVEN ...t eeeeie et e e e e e e e e et eeeaea s 131
SOIULION CONLIOl SEIVET ... 131
Solution Control INterface .........oooeieeeeeee e 132
Genesys SNMP Master Agent.......covvvveeiiiiiiei e 133
TENANT ... e 133
[ [0 1 PSP PP P PP PPPPPPPPP 135

Upgrade of Framework COmponents .......cccceevvveeiiiiiiiiiiiieeeee e 137

(0 oTo =T [ @ A= T T 137

Migrating Framework Components t0 8.1 .........coooviviiiiieieeiiiiiiiiiieeeeen 138
Migration ProCEAUIES..........uuviuiiiiiiiiiiiiiiiiiiiieeteseseeesaesssssseesseeeseneeeeees 139

Migrating Genesys AdMmIiNiStrator........cccvvvveeeiiiiiiiiiieeeee e 147

Interoperability with Other Framework Components ............ccceevvvvvvnnnnn. 147

Preliminary Migration ProCeduUres ..........ccuvvviieiiiiiiiiiiiieiee e 147
Operating System and Web Browser Upgrades..............cccevvvvvvvnnnnn. 148
Management Framework Upgrades ..........cccccovviiiiiieiieeniniiiiiieeeeenn 148
Web Server Software Upgrades ............c.eeveveeeiiiiiiiiiiieieeeiiieeeeeen 148

MiIgration 10 8.1 ......uueiii i 148
PrErEQUISIIES ...ttt 148
Conversion of IP REPOSItONEs .......ccooeeeiieiecieccce e 149
Migration ProCEAUIE ........cccoviiiiiiiiie e e e e e e e e e e e eeaanes 150
ROIIDACK PrOCEAUIE ......uueiiiiiiiiiiiiiiiiiiiiiiiieieeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeees 151

Changes in Genesys AdMINISrator ...........ccovvviviiiiiiii e e e 152
Component Changes for Genesys Administrator .............cccccccvveeee. 152
Configuration Option Changes for Genesys Administrator............... 159

Migrating Genesys Administrator EXteNnSsion..........ccccccevvcvineennnnnnn. 165

Interoperability with Other Framework Components ..........ccccccvvvvveeeee.. 165

Preliminary Migration ProCedures ...........ccuvvvveeeiiiiiiiiiiiieee e 166
Management Framework Upgrades .........ccvvvvvveevieiiieiiieiieeiiieiieeeee, 166

MIGration t0 8.5.0 ... .uuiiiiiiiiiiie s 166
PrErEQUISITES ...t 166
Migration ProCEAUIE ..........uuueivviiiiiiiriiieeiireesesvsssssesseeeseeseeeeeeeeeereeeeeees 169

5



Table of Contents

Chapter 11

Chapter 12

Chapter 13

Related ProCeAUIES ........uuuiuiiiiiiiiiiiieieeeieieieeeeeeeee ettt e e e 177
YT To = U To] T (o T = 0 A PP 180
e (T (=T {81 (=P 180
MiIQration PrOCEAUIE .......coooiuiiiiiiiieeee et 183
Related ProCEAUIES .......cooiiiiiiiiiiiie e 190
Y/ To = U To g T o T = 0 R PP 192
PrErEQUISIIES ...t 192
Migration ProCEAUIE ........cccoviiiviiiii e ee e e e e e e e e eeanens 195
Related ProCeAUIES .........uuuuiiiiiiiiiiiieieieieeeeeeeeeeee et e e 200
Changes in Genesys Administrator Extension ...............cccccoeeeeeeeeeeeenn, 209
Component Changes for Genesys Administrator Extension ............ 209
Configuration Option Changes for Genesys Administrator Extension ....
213
Load Distribution Server Migration ..........cccccceeeviiiiiiiiiieeee e, 215
LDS 8.x General Changes........uuciiiiieeiieieiiiiis e 215
LDS 7.xX General ChangEes...........cuuiiieiiiiiiiiiiieee e 216
Prerequisites for Migration from LDS 6.5/7.Xt0 8.1......cccccooveeevvvvrniinnnnn. 218
Configuration Option Changes ..., 219
Stat Server Migration ... 221
Preliminary Migration INStrUCLIONS ...........evvviieeeiiiiiiiiiieeeieeeieeeeeeeeee e 221
Licensing ReqUIFrEMENTS .........ccuvviiiiiii e e e e e e e e 221
Compatibility with Framework Components ...........ccccovvvviireeeeeeeenninne 222
Stat Server 8.x General ChangesS......cccouvveeviiiieiiiiiiie e e e 222
Stat Server 7.x General Changes...........coouiiiiiiiiiiiieiiiiieee e 224
Configuration Option Changes ...........ccccceeiiii 228
MIGrating O 8.X ..cci ittt 238
Upgrading Stat SEIVET .......coovviiiiiiiii e ee e e e e e e e eeann 238
Updating an Existing Stat Server Database..........cccccccccvvveviveinnnnen.. 238
Implementing Other Configuration Updates ............ccccceviiiiiiinennenn. 239
Rolling Back Stat SEIVer ..........uuuiiiiii i 240
Integration Server and Software Development Kits Migration....... 241
OVEIVIBW......cceiiee ettt 242
Genesys Integration Server with Custom Clients...............c.coeeeeeeeee. 243
System Requirements for 7.2 (or later) ... 244
System Requirements for 7.1 ..., 244
System Requirements for 7.0 ... 245
GIS Migration 7.510 7.6......ccooiiiiiiiii 245
GIS Migration 7.2t0 7.5 (Or later) .....ccoeeeeeeeeee 245

0

Genesys =



Table of Contents

Part 3

Chapter 14

Chapter 15

Chapter 16

Migration Guide

GIS Migration 7.0 0r 7.1 to 7.2 (Or later) ..., 246
GIS Migration 6.5.1 10 7.X..ccccviieeiiieiieeeee e, 247
GIS Migration 6.1 0r 6.5.0 10 7.X.ccceiieieieiieeee 248
Start and TeSt GIS......ooi i 248
Update Your Client Application ..........ccovvveiiiiiiiiiee e, 248
Changes to GIS Application OPLioNS ..........cccuvveiiiiieeriiiiee e 248
Options Tab Option Changes.........ccceeeeieeiiiiiiieeeaaees 249
Changes to Error Messages 6.5.110 7.X .cccceeeeeieeeeeeeiiieieeeeeeee 250
6.1 and 6.5.0 t0 7.X StatiStiCS APl .......ceiiiiiiiiiiiiiiieeeeeeee e 253
Changes to Statistics APl Methods from 6.1 and 6.5.0to0 7.X ............... 254
Changes to Statistics APl TYPES ......ccceeieiiiieanes 256
6.5.1to 7.x Configuration APl..........ii 259
New Configuration Server SOAP Interface.......cccccccvvvvviviiieiiiniinnnnn.. 259
Unregister OPEratioN ..............ueeuerrrerrreeeerreeeereersrreeeeeereereeeeeerre———. 260
Unsolicited NOIfICAtION .............uuueeiiieiiiiiiiiiiiiiiiiieeieeeeeeeeeeeee e 260
Reporting Migration ..........ccoeeeeeeviiiiii e 261
Introduction to Reporting Migration ...........cccccveeeeeeiiiiiiiiiieeiieeeeeeeee, 263
Preliminary Migration ProCedUres ..............uvveeeeieeiieiieeeiieeiieseeeeeeeeieeeeen 263
Reference MaterialS.............eeeeeiiiiiiiiiiiiiiieeeeeeeeee e 264
Migration CONSIAEratioNS...........uuvviiiieiiiiiiiiiii e 265
Implementation ConsSIderations ...........ccouvvuuviiniieeeeeereeen e 265
Architectural DIfferenCesS..........uuuweeiiiiiiiiiiiieeeeeeeeeeee e 266
Configuration and Installation ISSUES ...........ccuvvieiiiiiiiiiiiiiiieeeeeeee 270
TEMPIALE ISSUBS ... .cciieeeeeiee e e e e e 272
REPOM ISSUES ... eaees 275
FrameWOrK ISSUBS .......uuuuuiueiiiiiiiiieiiieiiieiieeeeeeeeeseeeeseeesesseeeseeeeeeeeeeeeees 276
Interoperability Among Framework and Reporting Components........... 276
Changes iN REPOIMING .uuuvuiiiii e e e 277
Changes in Release CONtENt............uvviiieiiiiiiiiiieeceee e 277
Changes to Configuration Options and Runtime Parameters ............... 287
Reporting Migration ProCedUresS...........uuuvuieviveiiieeieeeieeeiieeeeeeeeeeeeeaeen 307
OVEIVIBW......cc et 307
Migrating CC ANAlYZer 7.X 10 7.6.X .....uuuuurrrrrereeirrerieeeeeeeeeeeeeereeeeeeeeeeeeees 308
Migrating CC ANAIYZEr 6.X 10 7.X ....uuuuuuerereiieieeeniieeieieeeeeeeeeeeeeeeeeeeeeeeeeeens 310
Migrating CCPulse+ 6.X/7.X to0 CCPUISe+ 8.0.X.....cvvvvveieeirieiiiiiiieiieeeenn, 311
;



Table of Contents

Chapter 17

Part 4

Chapter 17

Chapter 18

Reporting Service Pack 6.5 ......ccooooieeiiiiiiiiiiiii e, 313
OVEBIVIBW.....cce ittt 314
Considerations and Recommendations. ..., 315
Data Collection MUSE STOP ....vvvvrrrreiieiiiiiiiiiieeiieeeieeeeeeeeeeee e eeeeeeeeeees 315
Service Factor Considerations.........cccoooeeeeeeieeeiiiieeeieeeees 316
Shared Stat SEIVEIS......cooi i 316
Stat-Type Considerations..........coooeiiiiiiii e 317
Canned and Custom Report LayOutS..........ccuvvveeieeeininiiiiiiieeeee s 319
Canned and Custom Brio Report Templates ..........cccceeeevveeeevveeinnnnnn. 319
ReCOMMENAALIONS ... ..eiiiiiiiiiiiieiiieeeee ettt e e e e e eeeas 320
Analyzing Differences in Definitions ..............evvvvviiiiiiiiiiiiiiiciicieeieeee, 320
Methods of Comparing Stat-Type Definitions.............cevvvvveevveeeeeennnn. 321
Deployment PIANNING ......ooooiiiiiiiiiieceeeeeiee e 324
System ReqUIrEMENTS........oooiiiii i 324
Genesys ReqUIrEMENTS ......coooiiiiii i 324
What Must Be RUNNING ........ouiiiiiiiiiiiiiee e 325
What MUst B StOPPEd .......ueevviiiiiiiiiiiieiieeeeeeeeeeeeee e 325
Deployment and Removal ...........ccccoovieeiiiiiiiiiiii e 325
RUNNING the UPGrade ..o 326
Restoring from BackUp ......coovvviiiiiii i 330
SEAt-TYPE LISTING ..eeieeiiiiiiiieeieie et 330
Outbound Contact Migration .........ccccceeveeveviiiinnenne, 335
Introduction to Outbound Contact Migration ............ccccceeveeeeeeieeneee. 337
Interoperability Among Outbound Contact Components.............cc....... 337
Two Levels of Interoperability ............cccooee . 337
Additional Information about Migration ............cccceeveeeiiiiiiiiiiieeee e, 340
Preliminary Migration ProCedUres ..........ccuvvviieiiiiiiiiiiiieiee e 341
Database and Operating System Upgrades.............ccccceeveveeeenennen.n. 341
Preliminary Migration ProCedures............ccccceeviiiiiiiiiiieeniiieeeeenn 341
Order of Migration...........ccoooiiiiiii e, 342
Migration and Upgrade Order.........c.ooeevviiveiiiiiiiie e eeeeenans 342
Changes in Outbound Contact.......ccccoeeveeeiiiieiiiiiiie e 345
Changes in Outbound Contact COMPONENTS..........coovivvrrireeeeereiiiineee. 346
Changes in Configuration Options............cccooeiiiiiii . 356
Changes inthe Primary Key ..., 377
Changes in Reserved User Data Keys............cccceeeeiiieii e, 377
Changes in Fields and Field Values ...........ccccc 379
Changes in Calling Lists and Formats...........cccccoeeeiiii e, 380

0

Genesys =



Table of Contents

Chapter 19

Part 5

Chapter 20

Chapter 21

Migration Guide

SCXML Changes.....cccoiieiieeeieeeee e 380
Changes in LIiCENSING .....cooviiieiieeieee 381
Outbound Contact Migration Procedures ..........cccceoeeeieiiiicnnnnnnnns 383
Migration from 8.0 10 8.1........uvuiiiiii e 383
MiIgration PrOCEAUIE .......coooiiiiiiiiiie et 384
Migration from Outbound Contact 7.50r 7.6 t0 8.0 .......ceeeviieerveveniinnnn, 386
MIgration PrOCEAUIE .......ccooiiiiiiiiiiie et 386
Migration from 7.5 10 7.6.........uuuuuuiiiiiiiiiiiiiiiiiiiieiieeereeeree e eeeeeereeeeees 388
Migration ProCeAUIE ........cccoviiiiiiiiie e ee e e e e e e e eeaaens 388
Migration from 7.2 10 7.5....cco i 390
Preliminary ProCedures ............uuiiiiiiieeieieeiiis e e eeaeens 390
Migration ProCEAUIES.........uuueieiiiiiiiiiiiiiieieiiieeeieeieeeeeeeeeeeeeeeeeeeeeeeeeeeees 391
Migration from 7.1 80 7.2.......uuuuiiiuiiiiiiiiiiiiiiiiisieeereeeeeeeeeeeeeseeeeeeeeeeereeeeeees 393
Preliminary ProCedures ............iiiiiiieeieieeciis e 393
Migration PrOCEAUIES........cooiiiiiiiiie ettt 394
Migration from 7.0 10 7.1.....cooumiiiii e 397
Migration from 6.5.2 10 7.2........uumiiiiiieieee e 397
Preliminary ProCeAUIES ...........uuvuvviuriiieiiiiiieeeieeiieeeeeesseereeeeeeseeeeeeeeees 397
Migration ProCEAUIES.........uuuuiuiiiiiiiiiiiiiiiiritreetiseiresesssrssssseserseraeeeeeee. 398
Migration from 6.5.100.27-6.5.100.30 t0 7.0 ......cooiivivrieiieeiiiiiiieeeeeenn 400
Migration from 6.5.xXX-6.5.100.26 t0 7.0 .......ccevvrvririiiiiiiiiiieiieeeeeeeeeeeee 403
Migration from 5.1.5, 6.0, OF 6.1 ........uuuviiiiiiiiiiiiiiieiieieeeeeeeeeeeeeeeeeeeeee e 405
T-Server Migration .........coovvviiiiiiieeicie e 407
Introduction to T-Server Migration ..........cccccevvevveveeeeieeeiieeeeeeeeeeieeeee, 409
Preliminary Migration ProCedures ...............eeeeeeeiieieiieeiiiiiiieiieeeeeeeeeeeee 409
Migration CoNSIAEratiONS..........uuvuuuuiiiiiriiiiiiiereeeereeeree e eeererrreeeeees 410
Multi-Site/Single-Site and Multi-Tenant Migration .............ccccceeeeeeee... 410
(Y=T0 18] a0 F= g | A IS =T V= = SRR 410
Historical Changes t0 T-SerVEr...........uuuuuerreiiieiiiieieeeieeeeeeeeeeeeeeeeeeaees 411
Required Framework Components.............cceeiieeeeeiiviiiiiiiin e 411
Earlier Configuration ENVIronment..............eeeeevvieiiiiiiiiiiieiieeeeeeeeeeeene 412
T-Server ENhanCemMents .......coooiiiiiiiiiiiiiiece i 413
Interoperability Among Framework Components ..........cccccvvvvvveeeienenen... 413
T-Server Interoperability ... 414
Additional Information about Migration ..............ccccceeevveieiiii. 414
Changes in T-Server and HA Proxy Configuration Options........... 415
Configuration Options Common to All T-Servers..........ccccceeeeeiieeeen. 415
9



Table of Contents

T-Server-Specific Configuration OptioNS ..., 426
T-Server for Alcatel A4200/OXO......cccuuiieieiiieieeee e 428
T-Server for Alcatel A4400/OXE .........oeeeiiiiiieieiiiieeeeeiie e, 431
T-Server for ASPECt ACD .....coooviiiiiiiiee e 439
T-Server for Avaya Communication Manager.............ooccvvvveeeeeerinnnns 442
HA Proxy for Avaya DEFINITY ECS (MV) ...ccvvviiiiiiiiiieiieeeeeeeeeeeeee 447
T-Server for Avaya INDeX ... 447
T-Server for Avaya TSAPL. ... 452
T-Server for Cisco Unified Communications Manager...................... 454
T-Server for DataVoice Dharma..........ccocooevvviiiiiiiiiieeeieeeeeee e, 457
T-Server for Digitro AXS/20 .....cooiiiiiiiiiiiieeeeeiiee e 459
T-Server for Ericsson MDI10........ccooiiiiiiieiiiieceeee e, 461
T-Server for FUjitsu FOB00 .........oooiiiiiiii e, 469
T-Server for EADS INtecom MB880 .........cceevvvvvvviiiiiieeeeeeeeeiviiieeee e, 471
T-Server for EADS Telecom M6500 SUCCESSION ........ccvveevvvvnneeennnn. 473
T-Server for Huawei CE&CO8 .........cooevviiieiiie e, 478
T-Server for Meridian L.......ccoooeiiiiiiiiiiieiiee e 479
T-Server for Mitel MITAL ....... i, 479
T-Server for Mitel SX-2000/MN-3300 ........ccovivieeirieeeeeeeeeeeeee e 485
T-Server for NEC NEAX/APEX ... 486
T-Server for Nortel Communication Server 1000 with SCCS/MLS... 488
T-Server for Nortel Communication Server 2000/2100..................... 492
HA Proxy for Nortel Communication Server 2000/2100 ................... 498
T-Server for Philips Sopho iS3000............ccccooi, 498
HA Proxy for Philips SOpho iS3000 .........cceviiiiiiiiiiiiiiiiiieiieeeieeeeeeeee 500
T-Server for Siemens Hicom 300/HiPath 4000 CSTA I.........ccvvvuvenn.. 501
T-Server for Siemens HiPath DX .......ccoiviiiiiiiiiiiiicieeeeeeeeeeee e 507
T-Server for Siemens HiPath 3000 CSTA Hl......ceeeiiiiiiieiiiieeeeee, 511
T-Server for Siemens HiPath 4000 CSTA ll.......ccceeeeeiiiiiiiiiiiiiieenne. 512
T-Server for SPECIIUM ... ...ciii i e e 518
T-Server for Symposium Call Center SErver ......ccccoeevvvvveiiiiciineeeenn, 520
T-Server for Tadiran Coral ............uuviiiiiiiieiiieeiiie e 520
T-Server for Teltronics 20-20 ........cuvvvieiiieeeeiieeeciee e 524
T-Server for Tenovis Integral 33/55......ccccceeiiiiiiiiiiiie e 525
Network T-Server for AT&ET .......uviiieii i, 527
Network T-Server for CONCEIM .......vieiie e, 528
Network T-Server for CRSP ... 531
Network T-Server for DTAG .......iiiiiii e 532
Network T-Server for GENSPEC.......cuvvveiiieieeieeeieeeeeeeeeeee e 533
Network T-Server for ISCP ... 541
Network T-Server for MCl.........oiiiiie e 542
Network T-Server for NGSN ........cooiiiiiiiiieieicie e, 542
Network T-Server for OPSI ... 543
Network T-Server for SR351L......coovviiiiiiieeeeeeeee e 544

0

10 Genesys =



Table of Contents

Chapter 22

Part 6

Chapter 23

Chapter 24

Part 7

Chapter 25

Migration Guide

T-Server Migration ProCeadUresS .......ooceivviiiiiiiiiiie e e e 545
Migration from Previous Releases...........cccvevvieeiiiiiiiiiiiiiee e 545
Prerequisites for 8.1 Framework Environment ...............ccccceeeeeee. 545
T-Server Migration ProCedUresS........ccouviveeiiiieiiiiiiis e 546
Known Migration Issues for Specific T-Servers .........ccccccvvvvvivnneeenn. 548
Deploying T-Server 8.x in 6.x Environment ............cccevvieeiiiveeeveeevininnnnn, 548
Licensing Issues for T-Server 8.x in a 6.x Environment.................... 549
HA Environment Migration...............uuuuieiiieiiiiiieeiieeeeeeeeeeeeeeseeeeeeseeeeeeseees 550

Migrating from IP Media eXchange to SIP Server.. 553

IPMX 7.0.2 Migration to SIP Server 7.2 ....ccoveevvveeeviiiee e 555
OVEBIVIBW......e it 555
General INSIIUCLIONS ........uviiiiiiie e 556
Required Framework COmMpPONENtS...........ccoeeviiiiiiiiiieieeeeiaiiieeeeeenn 556
LICENSING . .ttt 557
Component Changes from 7.0.2t0 7.2.....ccccoeeiiieiieiiiiieiiens 557
Migration from 7.0.2 10 7.2......uueeieiiiiiieieiieeiieieeeeeeee et ee e e e 560
Migration ProCEAUIE ..........uuuviviriiiiiieiiiieiireeseeesssssesseeeseeseeeeeeeeeeeeeeeees 560
ROIIDACK INSTIUCTIONS.......uuiiiiiiiiiiiiiiiiiiieiiieeiie et 569
Changes From Previous Releases...........cccccoceeviiiiiiiiciiccciiec e 570
Introduction to IP Media eXchange Migration ..........cccccvvevvvevveennen. 577
General INSIIUCLIONS ........uviiiiiiie e 577
Required Framework CoOmponents..........ccuuveeiiieieeiirceiiiiiisine e eeeeeeeans 577
LICENSING . .ttt 578
Component Changes from 6.5 through 7.0 ..........ccccccoiiiviiiiiiiiinnn, 578
Other Migration ISSUES..........uiiiiieeeiieeeiiicis e e 580
Migration from 6.5 10 7.0.....ccoiiiiiiiiiiieeeee e 580
General Recommendations ..........ooooooiiiiiiiiee e 580
Migration ProCEAUIE ...........uuuuueeiiiiiiiiiiieiieiiieeeeeeieeeeeeeeeeeeeeeeeeeeeeeeeeeees 580
ROIIDACK INSIIUCIONS.......uviiiiiiiiiiiiiiiiiiiiiiieeieeeeeeeeee e eeeees 581
Changes in Configuration OPtiONS..........cceviieeeiriieeiiiei e, 582
SIP Server Solution Migration.........ccccceeeeeeviiiienene, 591
Introduction to SIP Server Solution Migration...........cccceveeveeeeeenneee. 593
Preliminary Migration ProCedUres ..........ccuvvviieiiiiiiiiiiiieeee e 593
Migration CoNSIAEratioNS............uciiieeeerieieiiiiie e e e e e 594
Multi-Site/Single-Site and Multi-Tenant Migration ...............ccccvveeee.. 594

1



Table of Contents

Chapter 26

Chapter 27

Part 8

Chapter 28

12

Redundant SIP SEIVErS ..........uuuuuuuieeiiieiiiiieeiieeeieeeeeeeeeeeee e e 595
Required Framework COmMpPONENtS...........ceeeveiiiiiiiiiieiee i 595
Earlier Configuration EnNVironment...........c.uviieiiiiieeivvcciiici e eeeeeeeens 595
SIP Server Solution ENhanCcements. ........cccooiooiiiiieiiiiiiiiees 596
Stream Manager CoNSIderations ............coooiuurieeeeeeeeniniiiiieeeeee e 602
Interoperability Among Framework Components ...........ccccoeeveeeeevevennnns 602
SIP Server INteroperability ............ccuveiiiiiiiiiiiicce e 603
Additional Information about Migration ..............ccccceevveieiiii. 603
Changes in Configuration OptionNS ........ccoooeeiiei e 605
SIP Server Solution-Specific Configuration Options..........cccccevvveeeeeeenns 606
SIP SBIVET e 606
SreamM MaNAGET ...t 615
191 G ERR T PR 619
NEIWOIK SIP SEIVEN ....uviiiiiiiiiiiiiiiiiiieiiieiiieeeeeeeeeeeeeeeeeeaeeseeeeeeeeeeeeeeeeees 619
SIP Server Solution Migration Procedures .........c.ccccvvvveeeeeninninnnn. 621
Deploying the SIP Server Solution ..............evveeivieiiiieiieiieeeieeeeeeeeeeeeeee 621
Prerequisites for an 8.1 Framework Environment ..............cc.ccoeee..... 621
SIP Server Migration ProCedures .........ccceeeeveeeiiieeeiiiiiiieeeeeeeeeeeeiiinnnn, 622
Stream Manager Migration Procedures ..........ccccceevvuuvvnvivnnrmnnnnnnnnnnns 624
DMX Migration ProCeAUIES..........uciiiiieeiiieeeiii e eeeeeeiin e aeeeaaens 625
Media Server Migration ProCedUres .............ooeeiiiiiiiiiieieeeiiiiiiieeeeeen 625
OVEIVIBW ... e 625
Lo = U To] S (= (=0 Y PP 625
Migrating Files and DIir€CtOresS ..........cccuvviiiieieiiiiiiieeee e 626
Configuration Changes .........ccvviieeiiiiiiiiiiiiee e e e 627
Feature and Functional Parity.............ccccvvviiiiiii e 636
IVR Interface Option Migration ...........cccccvviieeeeennns 641
Introduction to IVR Interface Option Migration ..........cccccovvuvvvveennn. 643
Preliminary Migration ProCedUres .............uuveeeeieeeiieiieeiiieeiieieeeeeeeeeeeaeen 643
Reference MaterialS............ueeeeeiiiiiiiiiiiiiiieeeeeeeeeee e 644
Component Compatibility ... 644
IVR Architecture Changes ...........oeeiiiiiiiiiiiiiiie e 645
IVR Interface Option 8.x Architecture Enhancements ...................... 645
IVR Interface Option 7.x Architecture Enhancements ..................... 646
Application CompPatiDIlity .............eeweeeeieeeeieeiiiiiiiiiiieiieeeee e 648
Component ChangesS.........ooiieiiiiiiee e, 650
Additional Information about Migration .............cccccvviiiiiiii 650

0

Genesys =



Table of Contents

Chapter 29

Chapter 30

Chapter 31

Migration Guide

Configuration Option Changes in IVR Interface Option ................. 651
IVR Server Configuration OPLioONS ........cuuvviiiieeeeiniiiiiie e 652
IVR Server Changes from 8.0 t0 8. 1........covvvviiiviiiiiiiiiiiieiieeeeeeeeeeeee 652
IVR Server Changes from 7.510 8.0.......ccovvviiiiiiiiiiiiieici e, 652
IVR Server Changes from 7.2 10 7.5......ccceeeiiiiiiiiiieeeeee e 652
IVR Server Changes from 7.1 10 7.2.......cvveevieevieeiieeiieeeieeieeeeeeeeeeeee 652
IVR Server Changes from 7.0 10 7.1........oovviiiiiiiieeieeceei e 652
IVR Server Changes from 6.510 7.0.........ccceeiiiiiiiiiiiiieeiiiiieeeeen 653
IVR Driver Configuration OptioNS .........ccovviiiiiiiii e, 653
IVR Driver Changes from 7.510 8.0........cccuuviiiiiiiiiiiiiiciiee e, 654
IVR Driver Changes from 7.2 10 7.5.......cccveeeeiiiiiiiiiiecee e 654
IVR Driver Changes from 7.1 10 7.2.....ccoovveiiiiiiie i 654
IVR Driver Changes from 7.0 t0 7.1.......cooiiiiiiii i, 654
IVR Driver Changes from 6.510 7.0.........cuvvvviiiiiiiiiiiiiiiieeeeeeeeeeeeeeee 658
IVR Interface Option Migration Procedures..........cccccccevviniivvnnnnnnn. 663
Upgrading IVR SEIVET ..o 663
Upgrading from 8.0 10 8.1 .......oovviiiiiiiiiiiieeeee e 663
Upgrading from 7.5 10 8.0 ......uuviiiiiiiiiiiiieceee e 663
Upgrading from 7.2 10 7.5 ...eeeieiiieeeeeeeeeeeeeeeeeeeeeeeee et 663
Upgrading from 7.1 10 7.2 ....ouveiieeeeeeieeee e 663
Upgrading from 7.0 10 7.0 .....uueiiiiiiiiiiiiiieeeee e 664
Upgrading from 6.5 10 7.X ..cccvvieiiiiii et e e 664
UpPGrading IVR DIIVEIS. ......coiiiiiiiiiiiiiee et 665
Upgrading IVR Driver from 6.5t0 7.X.....ccovvviiiiiiiiiiiiiiiiiiiiieeieeeeeee 667

Migration from Network T-Server for XML-Based GenSpec to IVR

ST=T YT PP PPPPPPPPPPPP 669
MiQration OVEIVIEW ..........uuuuueiuueiieiiuuiitieeneeeeeeeeeeeeeeseeeeeeeeseeeeeeeeeeeeeeeeeeeees 669
General INformation...........uveiiiie e 670

Component Compatibility............ooooeiiiiiiiiiiee e 670
Configuration ChaNGES........cuuiiiiiiiiiiie e 671
IVR XML IMPIEMENTALIONS .. ..vvveviiiiiiiieeiiieeeeeieeeeeeeee e eee e eeeee e e e e e eeeaeeaeees 673
Message Specification Migration .............cccuveevreeeeniiiiiiiiieeee e 673
MESSAQGE ChANQES. .. .uuuuiiiiiiiiiiiiiiiiiiitiraeeeretrerreessrerseseraer e 674

XML Header: Reference to DTD File ..., 674

Encoding of Extensions and UserData ...............ccevvvveveieveeeiveeeeeennnn, 675

Login Flow on ConNECtioN SEtUP ......cvvviveriieiiieiiieeieeeeeeeeee e 676

Call ROULING MESSAQES .....uvuiiiiiiieeeieeeeiiiii e e e e e e e e e e e e e 677

TreatMent MESSAQES ....uvuii ittt e 678

13



Table of Contents

Part 9

Chapter 32

Chapter 33

Chapter 34

Part 10

Chapter 35

14

Call Concentrator Migration ..........ccccceeeveeeeviiiineeene, 687
Introduction to Call Concentrator Migration .............ccccceeeeveeeeeeeneen. 689
Preliminary Migration ProCedUres ..............uvvveeeeeveieiiiieiieeiieeeeeeeeeeieeeeen 689
Reference MaterialS............ueeeeeiiiiiiiiiiiiiieiieeeeeeeeeeeeeeee e 690
MIGration Order 7.0.......uiiii et 690
Multi-Site/Single-Site and Multi-Tenant Migration.............................. 690
Migration and Upgrade OFder ............ueeeeeeieeeeieiiieeeeeeeeeeeeeeeeeeeeeeeee e 690
TaLESTgoToT=T =1 o111 691
Compatibility Among Components of Call Concentrator................... 691
Additional Information about Migration ...........ccccceeveeeiiiiiiiiiiee e, 692
Changes in Call Concentrator 7.0 .........oooiiiiiiiii e 693
ChangeS TOF 7.0 ...oiii i 693
Changes to Call Concentrator Configuration Options ................ccceeen. 694
Call Concentrator Migration Procedures ..........ccoooeeiiiiiieiicciiccennns 695
Migration from 6.1 £0 7.0........uuuuriuiiiiiiiiiiiiiiiiiiiieeieeeieee e 695
Preliminary Migration ProCcedures...........ccvvveeveeeiieiiiiiiieiiieiiieiieeeee, 695
Migration ProCEAUIES.........covvuiiiiiii e e e e e e e e e e e e e eaaaens 696
Universal Routing Migration ............ccccceeeeeeeeeeennnnnnn. 697
Introduction to Universal Routing Migration ............ccccccvevveeeeienneee. 699
Preliminary Migration ProCedUres ..........ccuuvveiieieiiiiiiiiiieieee e 699
Database/Operating System Upgrade.........ccccooeeeeeiiviiiiiiiinineeeeeeeennn, 699
Preliminary Genesys Migration Procedures ..........ccccccevveeevieeiennnnn.. 700
Reference MaterialS..........ooouviiiiiiiii e 701
Order of Migration for Universal ROUtING ..........cocvvvviiiiiiiiieerrceiiiiinnn, 701
Single Site, Multi-Site and Multi-Tenant Migration ..............ccccceee.... 702
Migration and Upgrade OFder ............uvevveeieeeeeeeiieiieeeieeeieeeeeeeeeeeeeaeeens 702
Interoperability Among Universal Routing Components............c........... 703
Universal Routing Component Compatibility ............cccccoovviiiiiiinnennn. 704
Availability of New Features and Capabilities.........cccccvvvvveeviieiiieinnnnnnn. 709
8.1 Feature and Component MatriX ..........ccoeeeeeeaneieiinieiines 709
8.0 Feature and Component MatriX ..........ccoeeeeeieriiiiiniiiiiiiaennns 710
7.6 Feature and Component MatriX .........cccoeeeeeieeiiiiiiiiiiiiinnaeanns 713
7.5 Feature and Component MatriX ..........ccooeeeeeeeeneiineeiines 725
7.2 Feature and Component MatriX .........cccoeeeerieeeiiiiiiiiiiiiniennns 732
Routing Component Compatibility ............cccevveiiiiiiiiiiiiiiieieeeeeeeeeeeee, 736

0

Genesys =



Table of Contents

Chapter 36

Chapter 37

Part 11

Chapter 38

Part 12

Chapter 39

Migration Guide

Changes in Universal Routing Through 8.1.......cccoiiiiiiiiiiiiiis 741
Component Changes for Universal Routing.............cccoooeeeeeii e, 742
Configuration Option Changes ..., 743
Changes to FUNCLIONS.........cocoiiiiiieeeeeeee e, 753
Changes to Strategy-Building Objects..........cccooooiiiii, 762
Changes to Predefined StatistiCs.........ccccoeeeeeiiiii 766
Universal Routing Migration Procedures.............eueeveeeeeeeeeeeeeeenennenn. 771
Migration of Universal ROULING ............covvviiiiiiiiiiiiiiiiiieeiieeeieeeeeeeeeeeeee e 771
Preliminary ProCedures ............uuiiiiiiiiiiiieeiis e 771
Migration PrOCEAUIE ...........uuuuuiiiiieiiiiiiieiieeieeeeeeeieeeeeeeeeeeeeeeeeeeeeeeeeeeees 772
Migration of Universal Routing from 5.1, 6.0, 6.1to 7.x, 8.0, 8.1 .......... 775
Orchestration Server Migration ...........cccceevvviveeenee. 777
Orchestration Server Migration Procedures..........cceevvvvevvvvenineeennn, 779
Introduction to Orchestration Server Migration............ccccccevviiiviieeeeennn. 780
Preliminary Migration ProCcedures...........ccvvveeveeeiieiiiiiiieiiieiiieiieeeee, 780
Interoperability Among Orchestration Server Components .............. 781
Changes in Orchestration SErVEr ..........ccccoiiiiiiiiiieeiiiee e 782
New Features in Orchestration Server ...........ccccccccveeeeeeiieeieeeeeenneen.. 782
REIEASE 8.1.3.. ettt aaaaes 782
Orchestration Server Configuration Option Changes .............cc........ 783
Orchestration Server Migration Procedures ..............ccccoeeeei. 785
Orchestration Server, Rolling Back the Installation...............cc.c........ 790
Voice Callback Migration..........cccccceeeieiieviiiiiie e, 791
Introduction to Voice Callback Migration..........cccceevveevvevreevieeeieennnnn, 793
Preliminary Migration Procedures ..............uciiiiiiieieereeieie e, 793
Database and Operating System Upgrade...........cccccceeeviiiinninneeennn. 793
Preliminary Migration ProCcedures...........ccvvvveveveiieiiiiiiieiiieiiieieeeeee, 794
Order of Migration fOr 7.1 .......cooiiiiiiiiiieee e 795
Multi-Site/ Single-Site and Multi-Tenant Migration ...............ccccceeeen.. 795
Migration and Upgrade OFder ............uuevveeieeeieeiiiieieeeieeeieeeeeeeeeeaeeeaees 795
Interoperability Among Voice Callback Components...........ccccceeeeeeee... 797
Compatibility Among Components of Voice Callback....................... 798

15



Table of Contents

Chapter 40

Chapter 41

Part13

Chapter 42

Chapter 43

Chapter 44

Part 14

Chapter 45

16

Voice Callback Migration Procedures ...........cccevvveevviiiiieeeeeeeeiiiiinnn, 799
Migration from 6.5 and 7.0 10 7.1......ccoiiiiiiiiiiiiiee e 799
Preliminary ProCeAUIES ...........uuuuviiiriiiiiiieiieeeiieeieeeeeeeeeeseeeeeeeeeeeeeeeees 799
Migration ProCEAUIES.........covvviiiiiii e e e e e e e e e e e e aeaaens 800
Changes in Voice Callback 7.1......cccccoeiiiiiiiiiii e, 805
Component Changes for Voice Callback.............cccccoviiiiiiii, 806
Changes to Configuration Options for Voice Callback 7.0 and 7.1........ 807
Composer Migration ......cc.ocevveviiiieeeeeeiee e 817
Introduction to Composer Migration .......ccccooeeevvveeiiiiin e, 819
Migrating IRD Strategies int0 COMPOSEN ........coovvuvvriiiieeiiiiiiiieeaeenn 820
Upgrading ProjectS/DiagramsS ...........evvveveeeereeeeeieeieeereeeeeeseeeeseeeseeseees 821
Migration Order for COmpPOSEr 8.1 ........uuvvrirerririiiiireeiererieereeereeereeeees. 823
Preliminary Migration Procedures ............cuviiiiiieereireeciis e, 823
Reference MaterialS.............eeeeeiiiiiiiiiiiiiiieeeeeeeeeee e 824
Order of Migration...........ccoooiiiiiii 824
Required Platforms and COMPONENtS.........cccooviiiiiiiieiieeiiiiiiiieeeeenn 824
Interoperability Among COMPONENTS .........vvvvieeiiiiiiiiieeeeeeeeiee e 826
Interoperability at the Suite Level ........ccccviiiiii e, 826
Interoperability at the Solution Level...........cccooviiiiiiiiiiiiiiieen 828
Changes in Composer Through 8. 1. 831
Component Changes for COMpPOSEr.........ccooeeveiiiiiiiiiee . 832
Changes in Composer Release 8.1.........coooeiiiiiiiiiiiie 833
REIEASE 8. 1.3 ittt 833
REICASE 8.1.2. .. i 834
REIECASE 8. 1. 1. ettt a e 835
REIEASE 8. 1.0 . uuiiiiiiiiieiiieiiieiiee ettt 838
Changes in Composer Release 8.0.4.........ccoovvvviiiiiiiiiieeeeiiiin e e, 842
Changes in Composer Release 8.0.3........ccccuviiiiiiiiniiiiieeeee e 845
Changes in Composer Release 8.0.2...........cccceeeeeee, 846
Voice Treatment Option Migration ................cceeeeee. 849
Migrating Voice Treatment Option .............eeeeveiiiiiiieiiieiiieeeeeeeeeeieeeee 851
General Instructions for VTO 7.0.....ooviiiiiiiiii . 852

0

Genesys =



Table of Contents

Part 15

Chapter 46

Part 16

Chapter 47

Chapter 48

Migration Guide

Before Migrating VT O ........uueeieeeiiieieeiiieiiieeeeeeeeeeeee et eeeeeeeeeeas 852
Component Changes from 6.5 Through 7.0 ........ccccccccoiiviviiniinninnnnns 852
New in the Release 7.0.1 VTO ... 853
New inthe Release 7.0 VTO .....uuiiiiiiiiiiiiiiiiiiieeiiieeeeeeeeeeeeeeeeeeeeeeeeeeeeeeees 853
Component Compatibility for VTO 7.0 .....cccovviiiiiiiiiii e 853
MIGration t0 VTO 7.0 ...eeeiiiiiiiiiiieeeeee et 855
VTO Upgrade ProCeAUIES .........uuuuiiiiie e e ee et eeaeeaeeans 856
Workforce Management Migration .......................... 879
Workforce Management Migration..............ceeeevveiiieiiiiiiiiieieeieeeeeeeeee, 881
MIGration OVEIVIEW .......ceiiiieiiiiiiiiiiie ettt e e 882
Migrate VS. UPQrade ..........uveeiieriiiiiieiiieiieiieeeseeeeeeeeeeeeeeeeeeseeeeeeeaeeeaees 882

e T C=T0 U RS =P 883
Deploying Workforce Management .............eeeeevvvevieeeiieeeeeiieeeeeeeeeeeeeeeeens 884
Changes in WFM ReleaSES .........cccvvviiiiiiiiiiiiieeeee e 884
Order of MIgration ..........uuieeiieeiiiiie it 889
Rolling Back the Installation................ceevviiiiiiiiiiiiiiiiiiiiiieceeeeeeee 891
Update 8.x or higher to an 8.1.X Release ............ccuuvveeiieiiiiiiiieiiieeieenee. 891
Update 7.x or higher to an 8.1.X Release .......ccccccvvvvvivviiiiiiiiiiiiiiiiienae, 893
Migrate from 6.5 t0 an 8.1.X ReIEASE ........oevvvviiiiiiiiiiiiiiiiiiiiieeeeeeee 894
RN (o B (=T oI\ T | = (e ] o P 896
TroubIESNOOTING .....eeiiiiiiiiiee e 898
Install the Microsoft ODBC Data SOUICE............cccuvveeeieeeiiiiiiiiieeeeennn 898
Install the Microsoft .NET Framework................ccvviiiiiiiiienieeiieenennn. 899
Verify YOUr CONNECHIONS. .......uuuiiiiieiiiiiiiiii e 900
Interaction Concentrator Migration ................cceeees 901
Migration Order for Interaction Concentrator.........cccccceevvviivvvennnnn. 903
Preliminary Migration ProCedures ...............ueeeeveiieiiiiiiiiieiiieiiieeeeeeeeeeee 903
Reference MaterialS............ueeeeeiieiiiiiiiiiiiieieeeeeeeeee e 904
Order of Migration...........ccoooiieiiii e, 905
Multi-Site/Single-Site and Multi-Tenant Migration ...............ccccvveeee.. 905
Migrating from Interaction Concentrator 7.2, 7.5, 7.6 or 8.0 ............. 906
Interoperability Among Interaction Concentrator Components.............. 908
Additional Information about Migration .............ccccceeeiieiii. 908
Changes in Interaction Concentrator .........ccooeeeeeiieeeeeee e 911
Component Changes for Interaction Concentrator...............cccoeeeeeeeenn. 912
17



Table of Contents

Chapter 49

Part 17

Chapter 50

Chapter 51

18

Changes to Configuration Options for Interaction Concentrator............ 924
Changes to Interaction Database...............ccccceee . 936

IDB Changes from Release 8.0.X t0 8.1.X ......ccevivieiiiiieiiiiiiiiieeeeeeeas 936

IDB Changes from Release 7.6.X 10 8.0.X .....coovcvvriieiieeiiiiiiiiiieeeeenn, 938

IDB Changes from Release 7.2 10 7.6.X ....ccovvvvveeiieiiieiiiiiiiiiieeiieeee, 940
Migration Procedures for Interaction Concentrator.........cccccc......... 949
Migration to Release 8.1.5.........ciiiii i 949
Migration to0 Release 8.1.4..........ouiiiiiiiiiiee e 949

Migration PrelimiNaries ...........uvviiiiiie e ee e eeeeaaens 950

MiIgration PrOCEAUIES.........ooiiiiiiiiie et 950
Migration t0 Release 8.1.2...........uuuuuuiiiiiiniiiiirieeeeeeireeeeeeeeeeeeeeeeeeeeeeeeeeees 956

Migration ProCEAUIES.........covvuuiiiiei e e e e e e e e e e e e eeaaens 956
Migration t0 REICASE 7.X.....coiiiiiiiiiiiieeeeeee e 963

Migration ProCEAUIES.........covvuiiiiiie e e e e e e e e e e e e e aeaaens 964
Genesys Info Mart 7.x Migration ...........ccccceeeeeineenennn. 979
Introduction to Genesys Info Mart 7.x Migration ...........ccccccceveeeeeee. 981
Preliminary Migration ProCedUIres ..........ccuuvvviieiiiiiiiiiiiieeee e 982
Supporting Software COMPONENTS........ceiiieiiiiiiiiiir e e e e ee e 983

ReCOMMENAALIONS ... ..eiiiiiiiiiiiieiieiee ettt e e e e eeeas 984
Genesys Info Mart 7.x Migration MatriX............cccccceeeieii, 985
Reference MaterialS .............eueueiieiiiiiiiiiiiiiieiieeeeeeeeeeeee e 987
Changes in Genesys INfo Mart 7.X ... 989
Content Changes in Genesys INfO Mart 7.6 .........ccccooiviviieeeeeeiiniiiiinnn, 990
Content Changes in Genesys Info Mart 7.5 ........cccoooooeviiiiiiiini e, 997
Content Changes in Genesys INfo Mart 7.2 ........cccccoviiiiiiineieeiiiiiiinen, 999
Content Changes in Genesys Info Mart 7.0.2 .......cccooooevvvveviiicenen e, 1000
Configuration Option Changes in Genesys Info Mart 7.6 .................... 1001
Configuration Option Changes in Genesys Info Mart 7.5.................... 1008
Configuration Option Changes in Genesys Info Mart 7.2 .................... 1013
Configuration Option Changes in Genesys Info Mart 7.0.2.................. 1018
Schema Changes in the Info Mart Database 7.6.............cccccceeeiiiinnnns 1019
Schema Changes in the Info Mart Database 7.5..........ccccccceeiiiiiiinnnns 1026
Schema Changes in the Info Mart Database 7.2...........ccccoceeeiiiiiinnnnn. 1029
Schema Changes in the Info Mart Database 7.0.2..........ccccccceeeiinnnn. 1036

0

Genesys =



Table of Contents

Chapter 52

Part 18

Chapter 53

Chapter 54

Chapter 55

Migration Guide

Genesys Info Mart Migration Procedures .......ccccoovvveevvveeiiiiicnneeenn, 1039
Migrating Genesys Info Mart from 7.5.X t0 7.6.X.......ccccuvvvveeeeiiiiiinnnnn. 1040
Migration ROAAMAP ......vvvvrvreiiiiiiiiiieeeeeeeieee e e e e e e e e e e 1040
Migration Planning .......ccocceeirieeiiiiiinie e e e e e e 1041
Pre-Migration ProCedUIe............cuoiiiiiiiiiiiiieeee e 1042
Migration ProCEAUIE ..........uuueeiiiiiiiiieeeieeieeeeee e eeee e e e e e e e eeeaeeaeees 1045
Migrating Genesys Info Mart from 7.2.X 10 7.6.X......covveeeieeiieeiieninnnnnn.. 1053
Migrating Genesys Info Mart from 7.0.2 10 7.6.X ......uvvvvvvvvrvvrerrnenrnnnnn. 1054
Migrating Genesys Info Mart from 7.2.Xt0 7.5.X....ccccccciieeiiiiirierinnnnnnnn. 1054
MIgration PIAaNNING .......ccoooiiiiiiiiiiee e 1055
Pre-Migration ProCedUre.............uuieiiiieiiiieeiii e 1056
Migration ProCEAUIE ........cccoiiiiiiiiieii e e e e e e e e e e eeens 1056
Migrating Genesys Info Mart from 7.0.2 t0 7.5.X .....vvvvvvvvvvivirerrreninennen, 1062
Migrating Genesys Info Mart from 7.0.2 t0 7.2.X ....covvvvvviieiiieeenieenninns 1063
MiIgration PIAaNNING ........coooiiiiiiiiiiec e 1063
Pre-Migration ProCeAUIE..........ccvvviiiieiiieiieeieeeeeeeeeeeeeeeeeeeeeee e, 1065
Migration ProCEAUIE ........ccciviiiiiiiii e e e e e e e e e eeees 1066
Modifying Your Call Concentrator Database............ccccccevviivvinnen. 1073
Configuration Changes..........cccooeeeiiiii i, 1075
Verifying Option DependencCies ........cccceivieeeeiiveviiiiiii e 1076
Migrating Genesys Info Mart from 7.0.110 7.0.2 .....covvvveeeeeiiiiiiiiieenn. 1076
Migration Planning ............eeueeviiiiriiiiiiiiiiiiee e 1077
Pre-Migration ProCedUIe............ooiiiiiiiiiiiiiiieeeeeeeiie e 1078
Migration PrOCEAUIE .........uuuueeiieiiiiiieirieeiiieeeeeeeeeeeereeeeeeeeereeeeeeeeeeeees 1079
Configuration ChaNGES .......ccoouiiiiiiiiiiiee e 1083
Genesys Info Mart 8.x Migration..............cccceuvvnnn... 1087
Introduction to Genesys Info Mart 8.x Migration .............cc.cc......... 1089
Preliminary Migration ChecKIiSt ................uuuiviiiiiiiiiiiiiiiiiiiiieeieevevveeee, 1089
Supporting Software COMPONENTS........oooeeiiiiiiiiie s 1090
Reference MaterialS ..........ooiiiiiiiiiiiieeei e 1090
Changes in Genesys Info Mart 8.X .........cccceeeeiei, 1093
Component Changes for Genesys Info Mart 8.X .........ccccevvvvvvvcinenenennn. 1093
Changes to Configuration Options for Genesys Info Mart 8.x............. 1094
Changes to the Database Schema for Genesys Info Matrt.................. 1100
Genesys Info Mart 8.x Migration Procedures ..........ccccvvvvvvvvnennnnnn. 1107
MIGration NOTES ........uiiiiiiiiee e 1107
19



Table of Contents

Chapter 56

Part 19

Chapter 57

Part 20

Chapter 58

20

Migration Preliminaries and Planning ............cccccccvveviiiiiiiiiieiiiencieneee, 1108
Preparatory SEPS .. ... ittt e e e 1109
Migration SteP-DY-SEEP ......uurruueiiiiiiiiiiiiiiiieiiiiieeeieeee e eeeeeee 1111
Migration of GIM 7.6 AQQregates ..........ueeeeeeeeeeeeeieiieeeeeieeeeeeeeeeeeeens 1117
OVEBIVIBW.....cee e 1118
8T 1= o o PP 1118
MIgration Path.............oooooiii e 1118
Prerequisites and Recommendations................uevvvevieeeveeeieeeeeeeeeeeeeeeens, 1119
[ (ST (0 [T (=S 1119
Minimizing Gaps iN REPOMING ......cooviiiiiiiiiieeee e 1120
On Choosing the CUtOVEr ........ccoooeiiiii i, 1121
Conducting @ Dry RUN ..cooviiiiiiie i 1121
Mechanics of RAA MIgQration ............coouoiiiiiiiieeenniiiiiieeeee e 1121
Provisional DIMENSIONS ........euuiiiiiiiiiiiiiiiieieiee et 1122
Setting Environment Variables for Migration.............ccoooeeeeiiiiiinnnes 1124
Migration HIerarChi€s...........cccuvvviiieiiiiiiiiieeeeeeeee e 1125
Mapping of Aggregate TablesS........cccoooeiviiiiiiiiiii e 1125
The Migration ProCeUIE .........oiiiiiiiiiiiieeece et 1134
LIMIEATIONS ...ttt e e e eeeas 1137
Genesys Interactive Insights Migration ................ 1139
Overview of Genesys Interactive Insights Migration ................... 1141
General Changes Throughout the GI2 and RAA Releases................. 1143
Major Enhancements to GI2 ...........oovvvvvviiiiiiiiiiii 1143
Major Enhancements to RAA ... 1146
Changes to RAA Configuration and Runtime Parameters.............. 1148
Upgrading the GI2 UNIVEISE .........ciiiieeeiiiieiiie s eeeeanaaens 1152
Upgrading the GI12 AppliCatioN...........coooiiiiiiiiiieiiiiiieeeee e 1153
Migrating Genesys Info Mart 7.6 Aggregate Datato 8.1 ..................... 1154
Migrating the GI2 RePOrtS t0 8.X......ccouviuiviiiiiieeieiiiiiiieeeee e 1154
Updating Thresholds in Upgraded Environments...........ccccccevieeeevenenns 1155
Expert Contact Migration ..........cccceeeveeeiiiiiiiineeeeenns 1159
Introduction to Genesys Expert Contact Migration ...................... 1161
Preliminary Migration ProCedures ..........ccuvveiveeiiiiiiiiiiieeeee e 1161
Preliminary Genesys Migration Procedures ...........ccccvvvvvvvinieeeeennn, 1161
Reference MaterialS..........coovvvviiiiiiiiiiiiiii 1162

0

Genesys =



Table of Contents

Chapter 59

Part 21

Chapter 60

Chapter 61

Migration Guide

Migration CoNSIderationS..............uueuuueuuuueuiiiiiiiiieerieeeeeeeeeeeeeeeeeeeeeeeeeeee 1162
Single Site, Multi-Site, and Multi-Tenant Migration ..............cccc....... 1162
RedUNAANT T-SEIVEIS.....uuiiiiiiiiiiiiiiieeeeeeeeeee et 1163
EXPErt IMPACT......cooeiiiii e 1163
LICENSING ..ttt 1163
Backward Compatible...........cccovviiiiii 1164
CTI-Less T-Server ENhanCcementS........coooeeeeeieeiiieeieeeeeeeeeeeeeeee 1164

Migration and Upgrade OFder............uuuvuveuuuriririrreiiereeeereesrsesreerreneneeee. 1164

Interoperability Among Genesys Expert Contact Components ........... 1165
CTI-Less T-Server Interoperability ...........ccocovieiiiieeinniiiiiiiieeeeees 1166
Genesys Expert Contact Compatibility ...........cooeviiiiiiieiiiieiin. 1166

Changes in Genesys EXpert CONtaCT ..........cccuvvveeeieeiiiiiiiiiieeee e 1167
Component Changes for Genesys Expert Contact 7.X................... 1168
Configuration Option Changes for Expert Contact............cccccccuuneee 1168

Genesys Expert Contact Migration Procedures..........cccevvvvvnnnnnn. 1171

CTI-Less T-Server Migration ...........eeeeeeeeiiiiiiiiiiieeee e 1171
I Tod=T 0 1S3 o TR PPPPPPPPPP 1171
CTI-Less T-Server Migration Procedures ............cccceeeeeeeeeeveeevnnnnnnn. 1172

Deploying CTI-Less T-Server 7.2 in a 6.x Environment ...................... 1174

GCN Web and Genesys Deskop.........coooeeeiieiiiei e e 1175

eServices (Multimedia) Migration .............ccccce...... 1177

Migration Order for eServices (Multimedia)........cccccvveeveeereeeeeennnn... 1179

Preliminary Migration ProCedure ............cccuuvveviemeirrieeeeieesineeeeeeeeeeneeees 1180

Multi-Site and Multi-Tenant Migration ...................eeeeeeeieiiiieiieeeiieeeeeeeee. 1181

Interoperability Among eServices (Multimedia) Components.............. 1181
Compatibility Between Multimedia/MCR/eServices and Genesys

FramewWorK . ........oooiiiiiiii 1182
Compatibility Among Components of eServices (Multimedia)......... 1186

Changes in Components and Configuration Options................... 1215

Component ChanQES........cooe i i 1216
Multi-Channel ROULING 7.1 ......oiiiiiiiiiiieeeee e 1216
Y1 L g =To [T T PP 1216
MUIIMEIA 7.5 e 1216
MUIIMEAIA 7.6.0 ..o e 1217
Y I g =To [T A 0 PP 1217
MUltIMEdia 8.0.0 .....uviiiiiieeii e 1217
ESerViCeS 8.0.1 .o 1217

21



Table of Contents

Chapter 62

22

E€SEIVICES 8.0.20 ..uei e 1217
ESEIVICES 8.0.21 .oeeee e 1218
ESEIVICES 8.1.0 . iuiii i 1218
ESEIVICES 8. 1.1 oo 1219
ESEIVICES 8.1.2 .ot 1219
E€SErVICES 8.1.201 ... i 1219
ESEIVICES 8.1.3 e 1220
ESEIVICES 8.1.4 .o 1220
ESEIVICES 8.5.0 . iuiiiiiiiii i 1220
Changes to Configuration OPLiONS ...........ooeiuviiriiieeiiiiiiee e 1221
Multi-Channel Routing Changes from 7.0to 7.1..............ccoeeeee. 1221
Multi-Channel Routing 7.1 to Multimedia 7.2............cccccoeeeieee. 1224
Multimedia 7.2 10 7.5 ... 1226
Multimedia 7.5 10 7.6.0 .....ccooiiiiiiiiei e 1227
Multimedia 7.6.0 t0 7.6.1 ......ooovrrreieie e 1229
Multimedia 7.6.1 10 8.0.0 .....ccovvviiieeiiee e 1231
Multimedia 8.0.0 to eServices 8.0.1..........cceuviieeiiieeiiiiiiiiieee e 1232
eServices 8.0.1 to eServices 8.0.20 .......ceeeeiiiiiiieiiiiee e 1235
eServices 8.0.20 to €Services 8.0.21 ......ooooiviiiiiiiiieeee e 1236
eServices 8.0.21 t0 €Services 8.1.0 ....ccoeeveeeiiiiiiiiiiiiiieeeeeeeeen 1239
eServices 8.1.0t0 eServices 8.1.1 ......coeeiviiiiiiiiiiiieeeeieee e 1243
eServices 8.1.1t0 €Services 8.1.2 ......ceviiiiiiiiieeieiee e 1245
eServices 8.1.2 to €Services 8.1.201 ......oooeevvvviiiiiiiiieeeeeeeeeenin, 1250
eServices 8.1.201 to eServices 8.1.3 ......ceeiiviiiiiiiiieeeeeeeeeee 1262
eServices 8.1.31t0eServices 8.1.4 ......cooeveviiiiiiiiiiiiiieeeee e 1263
eServices 8.1.4 10 €Services 8.5.0 .....veeeiiieiiiiiiieiie e, 1267
Migration PrOCEAUIES........uuuviiiiiiiiiiiiresieeeiteeseeeeeereee e e eeeeeeeeeeeeeeeeeeees 1269
OVEIVIBW. ..ttt et e e e e e e e e e e e e e aaaaaes 1269
MCR 7.0 t0 MCR 7.1 .o 1269
MCR 7.1 to Multimedia 7.2 .........ceieeeieeeeieeeeicee e 1270
Multimedia 7.2 10 7.5 ..o, 1270
Multimedia 7.5 10 7.6.0 .......oiiiieieieee e 1271
Multimedia 7.6.0t0 7.6.1 .......ooviiiiieieeeeieeeecee e 1271
Multimedia 7.6.1t0 8.0.0 ......coovvireiei e 1271
Multimedia 8.0.0 to eServices 8.0.1........cevviviiiiiiieiiee e, 1272
€Services 8.0.1 10 8.0.20 ....uciiiieiiiiieiiiee e 1272
€eServices 8.0.20 10 8.0.21 .......o i 1273
€Services 8.0.21 10 8.1.0 . ..ouveiiiie e 1273
€Services 8.1.0 10 8.1.1 ....uuuciiiieeiiieeecee e 1273
€ServiCeS 8.1.1 10 8.1.2 ..o 1274
€Services 8.1.2 10 8.1.201 ......cooeevrieeeie e 1274
€Services 8.1.201 10 8.1.3 ... 1274

0

Genesys =



Table of Contents

Part 22

Chapter 63

Chapter 64

Migration Guide

eServices 8.1.3108.1.4 ... 1275
eServices 8.1. 410 8.5.0 . ..o 1275
Migration ProCEAUIES .........oeuviuiiie e e e e e e 1275
Contact Center Information............cooooieiiiiiin e 1275
Solution and COMPONENLS.........ccooeviiiiii e 1276
DALADASES ... ettt e s 1282
AT =T oI o o - PR 1295
Other Data and ODJECES ........coooeeiiii i 1297
Genesys Voice Platform 7.x Migration.................. 1299
Upgrading to Genesys Voice Platform 7.6.........ccccccoeeiviveiiiviinnnnnnn. 1301
GVP 7.510 GVP 7.6 oottt e e e e 1301
GVP 7.2.X10 GVP 7.6, ittt 1308
GVP: EE 7.2.X10 GVP 7.6 ..coie ittt 1309
GVP:NE 7.2XT0 GVP 7.6..ccueiiiiii et 1314
GVP 7.0.310 GVP 7.6 ..ottt 1323
GVP 6.5.X 10 GVP 7.6. . .uiiieiiieie e ittt e e e e 1323
Upgrading to Genesys Voice Platform 7.5 .....ccccccovviviviviiiieiiennnnn, 1325
Considerations when Migrating to Genesys Voice Platform 7.5.......... 1326
OVEIVIBW......ceeeeee et 1326
GVP Deployment TOOI ........coooieiiiiiii e, 1327
Upgrading GVP to0 GVP 7.5 ... 1327
BV P S e 1330
Migrating DAta ..........ceeieieiiiieiiiei e e e 1331
Using the Data Migration TOOI............coovviiiiiiiiiiiii 1331
Upgrading COMPONENTS........uuuurrrrirreiieereeerreereeseessresseeerseerreeeeeeree————— 1339
UPGrading VCS ...t 1339
Upgrading IP Call MaNAgET ..........ccouiiiiiiiiiieeieiiiieieee e 1340
UPGrading IPCS ... 1340
Upgrading EventC and RepOrting .......covvvvviiieiiiiiiiiiiieieeeeeeeeeeeee 1341
Upgrading Policy MaNAJET ..........ccooiiiiiiiiiiieeeiiiiiiiieeee e 1343
Upgrading Bandwidth Manager ..........cccccccvvvviiiiiiiie 1343
Upgrading IVR Server Clent ... 1343
Upgrading the Cisco Queue Adapter.........ccccoviriviiiieeeniniiiiiieeennn 1344
Upgrading ASR Log Manager Components .........ccccccceeeeeeeeeeeeenn. 1344
Upgrading Outbound Notification............ccccccvvviiiiiiiii 1344
Upgrading Databases.............uuuuuriiiiiiiiiiiiiiiiiieeireeiiseeeesseesesesseesressneeee 1345
Upgrading Network Monitor Database..........cccccoeevveeevvieeiiiiiinie e, 1345
Upgrading Collector Database............cccvvvvviiiiiiiiiiiiiiiieeeeeeee 1345
Upgrading Peaks Database.........c..ccccccvvvviiiiiiii 1346

23



Table of Contents

Chapter 65

Chapter 66

24

Upgrading Reporter Database ..............eeveeiiiiiiiiiiiiiiiiiiiiiieeeeeeeiieee 1346
Upgrading RepDWH Database.............ccccvviiiiiiiiiiiiiiiiiceeeei 1347
Upgrading UnifiedLogin Database...........cccccoovveeiiiiiiiiiiiieeeeeeee, 1348
Additional Database Maintenance ActivitieS...........cccccceeeeeeeenee. 1348
Upgrade Considerations...........cooveeieeeieeiiiieecceiisareenennnnnnees 1350
EVENIC ..o 1350
POlICY MBNAGET ...t 1351
Bandwidth Manager..........couvvvvviiiiiiiiii e 1352
IVR Server CHENT .........ueiiiiiiiiiiieiiiie e 1353
CiSCO QUEUE AJAPIET .....vviiiieeeieiiiiiiei et 1354
Configuring ASR Log Manager for MRCP .........ccccooiiiiiiiiiiiiciinns 1356
Call Manager (SIP) .o 1357
Upgrading from Windows 2000 to Windows 2003.............cceeveeevveeeeen. 1361
Migration for Genesys Voice Platform: Network Edition.............. 1363
T 1o To [H o3 1 To] o PP 1364
DeploymeENnt SEQUENCE .......cooiiiiiiiiiii e 1364
Loading NEW MIB .......uoiiiii i e e e enaanaans 1365
Upgrading EMPS ... ... 1365
Upgrading EMS1 COMPONENTS.......ccoovviviiiiiiiieeeeeeeeiicis e e eeees 1366
Upgrading EMS2 COMPONENTS .......uviiiieiiiiiiiiiiiiee e 1367
Migrating EventC and Reporting.........cccccvvvvvviiiiiiiiiiiiiiiiieeeeeeeeeeee 1367
Upgrading Voice Platform Call Manager.............cccccooeeeiin. 1378
UPGrading VCS ... 1379
UPGrading IPCS ...t 1381
UPGrading TTS ..ot 1381
UPGrading ASR ......oiiiiiieiiie e 1382
Upgrade Considerations for Voice Applications................ccc.co....... 1382
Migration for Genesys Voice Platform: Enterprise Edition .......... 1383
Migration StratEgY ... . oieeeeeeieeiiiie e e e e e e e e anaeaaa 1383
Migrating Third-Party SOftWare ..........ccccooiiiiiiiiiiiiee e 1384
Migrating from OSR to MRCP ASR .......ccovviiiiiiieeeceeiis e 1384
Migrating from Speechify to MRCP TTS.......ccoiiiiiiiiieeeen 1384
Migrating from RealSpeak to MRCP TTS ..., 1385
Upgrading DIalOgiC ........oeieieeiiieiiiicee e 1385
Migrating GVP: EE using Solution Installer .............ccccccceeeiiiiiiiiiennnn. 1386
Migrating when GVP:EE was previously installed ......................... 1386
Migrating when Previous Deployment was Manually Installed ....... 1395
Migrating GVP: EE without Solution Installer ..............cccccevviiiiiiinnnnen. 1397

0

Genesys =



Table of Contents

Chapter 67

Chapter 68

Chapter 69

Part 23

Chapter 70

Migration Guide

Migration for Genesys Voice Platform: Developer’s Edition........ 1399
MIGration SIrALEQY.......uuveeeeeeeiiiiiiie it 1399
Migrating Third-Party Software..........ccccvvvviiiiiiiieeiirecie e, 1400
Migrating from OSR t0 MRCP ASR .......ooiiiiiiiiiiiiiiieeeeeeeeeeeeeeeeeee 1400
Migrating from Speechify to MRCP TTS......ccooiiiiiiiiiiiieeen 1400
Migrating from RealSpeak to MRCP TTS ..o, 1401
Migrating Genesys Voice Platform: Developer’s Edition ..................... 1401
Migration for Genesys Voice Platform: Studio ......ccccccccevvvvveennn. 1403
Migration ConSIAErationS.............uuuvuuuiivuiriiiiiiieiiieiierreeerer——————— 1403
WiINdows 2003 SPECITICS ....cocvvveriiiiiiee e e e e e e e 1403
VoiceXML 2.1 W3C R SUPPOI ..cceeeeeieeiiieieeeeeeeeeeeeeeeeeee e 1404
VoiceXML 2.0 W3C R SUPPOIt ....covvvviiiiiiiieiieeieeeeeeeeeeeeeeeeeeee e, 1404
ASR ENQINE SUPPOIT....ui it e e e e e e e e eeees 1405
TTS ENQING SUPPOIT cccoiiieiiiieieeeeeeeeeee e 1406
OSDM SUPPOM ©eveiieieeee ettt e et e e e e e e e e e eeeeeaarennnns 1406
Exception HandliNg ......ccoooeeiiiriiiiiii e 1407
[y=ToTe] o [ TaTe IS U1 o] o o] ¢ SRR 1408
Upgrading to StUAIO 7.6 ........uvviiiiiiiiiiiiiiiieiieiieeeeeeeveeeeeeeeeeseeeeeeeeeeeeeeeees 1408
UPGrading t0 7.6 ...coeeeeeieeiieeeeeeeeeeeee e 1409
Upgrading tO StUAIO 7.5 ... ..uviiiiiiiiiiiiiiieiiieiiieieeeeeee e eeeeeeeaees 1410
UPGrading to 7.5 ...oevveiieeeeeeeeeeeeeeeee e 1411
Upgrading to STUIO 7.2 ..o 1412
Upgrading StUdiO t0 7.2 ...coovviiiiiiiieiieeee 1413
Upgrading to StUAIO 7.0.3 ..o 1414
Upgrading to 7.0.3 ... 1415
Migration for Genesys Voice Platform: VAR.......cccccovvvvvviiviiiennnnn. 1417
Upgrading VAR 10 7.6 .....cccooiieiiiiiii e e e e e e e e eaeanees 1417
Upgrading VAR 10 7.5 .. .ot 1419
UpPgrading VAR 10 7.2.....cc et ee e e e e e e eananees 1422
Upgrading VAR 10 7.0.3 ..o 1423
Genesys Voice Platform 8.x Migration.................. 1425
UPGrading t0 GVP 8.X......uuuuuuuiiiiiiiiiiieeeieesineesereeeerseeeeeeseeeeeesreesseereees 1427
Upgrading to GVP 8.5 ... e 1427
Preliminary Migration ProCedures ...........ccuuvviieeiiiiiiiiiiieeeee e 1427
Reference MaterialS. ... 1428
Order of MIgration...........uueeeiiieeiiiii e 1428
25



Table of Contents

Chapter 71

26

Considerations for Multi-Tenant Migrations .............ccooeeeeiiiiiieiiieieens 1431
Tenant HIerarChy ... 1431
Logical RESOUICE GIOUPS .....cceevvriuiiiieeeeeeeeeiiiiis e s e e e e eeeennin e e e eee e 1432
DID Groups, DIDs, and IVR Profiles........cccccovviiiii 1433
Policies and Port ASSIQNMENTS .........oocviiiiiieieiiiiiiiieee e 1433
Speech Resource Management ..........ccoovvveevivveviiiiiinn e e 1434
Reporting Server Data Retention Policies ..........c.cccccvii. 1434

Interoperability Among COMPONENtS .........vuvvvervrriiiriiieeieeereeeeeeeeeeeeeeeee 1434
Compatibility Among CoOmMpPOoNENtS........cccevveeeeeevieiiiiiee e 1435
Deploying the PSTN Connector with CTI Framework .................... 1441

Deploying the PSTN Connector or GVPi in 8.1.5 Environments .... 1442
Notes about Deploying the PSTN Connector or GVPi in 8.1.5 and other

ENVIFONMENTS ..cooiiiiiiiiiieeeee e, 1443
Changes in GVP 8.X .o 1445
Changes iN GVP 8.X ... 1446
ChangesS IN GVP 8.1.7 ...t 1446

CompPoNeNnt CRANGES .......uuiiiieiiiiiiiiiie e 1446
Configuration Option Changes ............ccccceee e, 1448
Reporting Server Database Changes...........ccccooovviiiiiiiiiiciiin e, 1450
Changes iN GVP 8.1.6.......cuviiiiiiiiiiiiieeee e 1451
Component CRaNgES........uuuviiiii e e e 1451
Configuration Option Changes ..., 1454
Reporting Server Database Changes.........cccccvvvviiiieiiiiiiiiiiiiieeenn. 1463
Changes iN GVP 8.1.5. ... e 1464
CompPoNeNnt CRANGES .......uuiiieeiiiiiiii e 1464
Configuration Option Changes ............ccccceeeeei e, 1470
Reporting Server Database Changes...........ccccoooviiiiiiiiiiiiiiin e, 1483
Changes iN GVP 8.1.4.......ooiiiiiiiiie e 1484
Component CRaNgES........cuuiiiiii e e e 1484
Configuration Option Changes ..., 1489
Reporting Server Database Changes.........cccccvvviiiiiiiieiiiiiiiiieeenn. 1499
Changes iN GVP 8.1.3 ..., 1500
CompoNeNnt CRANGES .......uuiiiieiiiiiii et 1501
Configuration Option Changes ............ccccceeeeei e, 1501
Changes IN GVP 8.1.2. ... e 1503
Component Changes ..., 1504
Configuration Option Changes ...........ccviiiiiiieerieeecee e, 1509
Reporting Server Database Changes.........cccccccvviiiiii 1520
Changes iN GVP 8.1. 1 ... 1531
Component Changes.......ccooeiiie e 1532
Configuration Option ChaNGEeS ...........ccoeiiiiiiiiiiiieeee e 1536
Reporting Server Database Changes.........ccccccccvvvviiiiiiiiiii 1541

0

Genesys =



Table of Contents

Chapter 72

Chapter 73

Migration Guide

Changes in GVP 8.1 ... 1543
CompoNeNnt CRANGES .......uuiiieiiiiiiiiieie e 1544
Configuration Option Changes ...........ccviiiviieeeieveecee e, 1549
Reporting Server Database Changes.........ccccccoviiiiii 1557

Migration Procedures for GVP 8.X ......uueuiiiiiiiiiiiiiiiiieeeeeeieeeeeeeeeeeee 1559

GVP 8.5 MiIQratiOon ......cooouiiiiiiieiee et 1559

GVP 8.1 and 8.0 Migration ...........ceuuuuiiiiieeeeeieeeiiiis e e e e e e e 1559
Preliminary ProCedUres ............eeeviiiiiiiiiiiiiiieeee e 1560
Procedures to Migrate t0 GVP 8.1.7 ........vvvveveieviiiiiieiiieiieeieeeeeeeeee 1561
Procedures to Migrate to GVP 8.1.6.........cccceiiieiiiiieiiiiiiii e, 1565
Procedures to Migrate to GVP 8.1.5.......cccviviiiiiiiiiieee 1570
Procedures to Migrate t0 GVP 8.1.4........covvvvvvevvieiiiiiiieiieeieeeveeeeee 1574
Procedures to Migrate to GVP 8.1.3 0or GVP 8.1.2........ccvvveeiveeennn. 1578
Procedures to Migrate to0 GVP 8.1.1......cccoevvviieiiiiiiiiieeeee e 1580
Procedures to Migrate to GVP 8. 1.......ccovvvvvvviiiiiiiiiiiiiiieeeeee 1582
Migrating Without Service Interruption..........ccccoeeveeeiiieiiiiiiiin e, 1584
Migrating the Reporting Server Databases..............ccccceeeiiiiinennen. 1587

ROIIDACK PrOCEUUIES ......uuiiiiiiiiiiiiiiiiiiiiieiieeeeeee ettt e eeeeeeeeeeas 1591

High Availability Servers Migration ............cccceeeviiiiiiiiiiieeeieeeee 1594

Migration Procedures for GVP 7.6 and VG 7. X....ccccevvveeevviiennennnnnn. 1597

Overview of Migration to0 GVP 8.X ......ccoooiiiiiiiiiee e, 1597
Migration SratEOY .....uuueeie e e e e e e e e e e e e eeaes 1598

MIgration Of GVP 7.6 .....coooiiiiiiiiiiiice e 1599
Component MapPINg .....couuuriiiiieeeeee e e e e e e e e e e e 1599
Procedures to Migrate GVP 7.6........cooeviiiiiiiiiiiiiieiieeieeieeeeeeeeeeeee 1602
Common GVP 7.6 Configuration Options Mapping .........ccccceeeeenees 1604
Migrating Your Existing Multi-Tenant Environment ......................... 1632

MIGration Of VG 7.2.....cueeiiiiiiiieeee e 1634
Component Mapping .....cccooeeeeeeee e, 1634
Deployment OPLIONS ........uvvveeiiieiiieieieeieeiiee e e e e ee e 1635
Procedures to Migrate VG 7.2 ......coooiiiiiiiiiiiiiee et 1638

Migration Of VG 7.0.....cooi et e e e 1640
Component Mapping ....ccoeeeeeeeeeeee e 1640
Deployment OPLIONS ......ccoviiiiiiiiiieee et 1640
Procedures to Migrate VG 7.0 .......oeeeveeeiieeiiieiieeiieeeeeeeeeeeeeeeeee e 1641

27



Table of Contents

Part 24

Chapter 74

Chapter 75

Chapter 76

Part 25

Chapter 77

Chapter 78

Chapter 79

28

The Gplus Adapter 7 for mySAP ERP Migration .. 1645

Introduction to the Gplus Adapter 7 for mySAP ERP Migration.. 1647

Preliminary Migration ProCedUres ..............uuuevveeeevmeieeerieerineeeeeeeeeeneeens 1647
Reference MaterialS. ... 1648
Migration and Upgrade OFder...........coouiiiiiiiiiieeeiiiiiiieeeeee e 1648
Additional Information about Migration............cccoeeeevvirieiiiiiin e 1649
Differences in Call Handling..........cccoooooiviiiiiiii e 1649
Differences in Call-Attached Data Handling................cccccoooeeei. 1650

Changes in Configuration Options for the Gplus Adapter 7

fOr MYSAP ERP ..ottt e e e e eaaeeeaees 1655
Changes to Configuration Options for the Gplus Adapter ................... 1656
Migration ProCeAUIES.......ccuuuuiiii et e e 1663
Migration of 6.1 T-Gate to the Gplus Adapter 7 for mySAP ERP ........ 1663

Configuring Places for T-Gate Multi-DN Telesets ..........ccccceeeeeunnns 1665

Migrating Queue Configuration............ccccvevuviiiiin e 1667
The Gplus Adapter for Siebel CRM Migration ...... 1673
Introduction to the Gplus Adapter for Siebel CRM Migration ...... 1675
Preliminary Migration ProCedUres ..............uuueveeveevreieeeiieerreeeeeeeeeeeneeens 1675

Reference MaterialS. ... 1676
Changes in Gplus Adapter for Siebel CRM.......ccccooovieiiiiviiiiiinnnnn. 1679
Component Changes for the Gplus Adapter for Siebel CRM............... 1680
Changes to the Configuration Options ............oooeeieviiiiiiie e, 1685
Architectural Changes ..........uuuueeiiiiiiiiiiiiiiiiiiiiieiieeeeaeeeeeeeee e eeeeeeeeeeeeeees 1686
Migration PrOoCEOUIES.......uuuiiuiiiiiiiiiiiieeiieeeieeeeeeeeee e eee e e e e e eeeeeeeeeeas 1689
Migration Procedures for the Gplus Adapter for Siebel CRM.............. 1689
Prerequisite Migration for the Gplus Adapter for Siebel CRM.............. 1690
Migration PrOCEAUIES ........ccoiiiiiiiiiiiiie et 1691
Upgrading a Customized GenComm7_universal.def or

GenComm_universal.def File ... 1694

0

Genesys =



Table of Contents

Part 26

Chapter 80

Chapter 81

Chapter 82

Part 27

Chapter 83

Migration Guide

The Gplus Adapter for SAP Analytics Migration.. 1697

Introduction to the Gplus Adapter for SAP Analytics Migration.. 1699

Preliminary Migration ProCedUres ..............uuuevveeeevmeieeerieerineeeeeeeeeeneeens 1699

Changes in the Adapter Configuration Options and Deployment 1701

Changes to the Configuration Options for the Gplus Adapter ............. 1701
Deployment ChangeS ........cooiiiiiiiiiieeeeeei s 1703
Migration PrOCEAUIES ......ccoiiiiiiiiiiie ettt 1705
Migration Procedures for the Gplus Adapter for SAP Analytics .......... 1705
Prerequisite Migration for the Gplus Adapter for SAP Analytics.......... 1706

Preliminary INformation..............coooiiiiiiiiieee e 1706
Migration ProCEAUIES .........cevviiiiie e eee e e e e e e eanaeaanas 1706
Setting the Configuration OPLiONS...........cooviiiiiiiiiiiiee e 1707

Setting the interaction-id-key Option...........ccccevvvvviiiini e, 1707

Setting the email-from-key and email-to-key Options..................... 1707

Performance Management Advisors Migration.... 1709

Performance Management Advisors Migration ...........cccceeevvvvveeee. 1711
OVBIVIBW....c ettt e e ettt e e e e e e st e e e e e e e e sannes 1711
Documentation RESOUICES .........uuuriiuiiieiiiiiiiieieeeeeeeeee e eee e e e e e e e eeeeeeeas 1712
Preparing for Migration .............eeuveeiiiiieeiiieiiieeeeeeeeeeeee e e e e e e 1713
Supporting Software COMPONENtS.......coooeeeiiiiiieie s 1714
Advisors Applications and Adapters ........ccccccvvvviiieiiiiiieeee 1715
Contact Center Advisor — Mobile Edition ... 1715
Overview of General Changes in the Advisor Suite by Release ......... 1716
Major enhancements in Advisor Suite functionality for
Release 8.5.0. ... 1716
Major enhancements in Advisor Suite functionality for
Release 8.1.5.. ..., 1717
Major enhancements in Advisor Suite functionality for
Release 8.1.4......oo 1721
Major enhancements in Advisor Suite functionality for
Release 8.1.3 ..., 1721
Major enhancements in Advisor Suite functionality for
Release 8.1.2......o 1722
Major enhancements in Advisor Suite functionality for
Release 8.1.1 ..., 1724
29



Table of Contents

Part 28

Chapter 84

Chapter 85

Chapter 86

30

Major enhancements in Advisor Suite functionality for

Release 8.0......ccovviiiiiiiii 1724
Major enhancements in Advisor Suite functionality for
Release 3.3 ... 1725
Important Migration INfOrmation.............cccuviviiiieiiiiiiie e 1725
1Yo =1 [0 o S 1726
Advisors Migration UTIlITIES ..........ceeeeiiiiiiiiiiiiieeeeiie e 1733

intelligent Workload Distribution (iWD) Migration 1743

Migration Order for intelligent Workload Distribution .................. 1745
Preliminary Migration ProCcedure .............couuviiiiiiieeeieieeice e ee e 1745
Interoperability Among iWD COMPONENTS .......ccoeviiiiiiiieieeeiiiiiiieeeennn 1746
Compatibility Between iWD and Genesys Framework ................... 1747
Compatibility Among Components Of IWD ..........coovviiiiiiiiieeieeennns 1747
Changes in Components and Configuration Objects ................... 1749
Changes t0 SEIVICES .......uveiiiiiiiiiiiiiiee et 1749
Changes to ApPlICAtiONS.........coovviiiiiiiee e e 1752
Changes t0 Task AHDULES..........ooiiiiiiiiieee e 1753
Changes to Rule Templates .........ooouvviiiiiii e 1754
Changes t0 RUIES ..........uiiiiiiiiece e 1754
Changes to the Rules ENgINe............cccoiiiiiiiiiiiiiiiicec e 1755
Changes t0 IWD Data Mart...........ccuueviiieeiiiiiiiiieeeee e 1755
Migration PrOCEAUIES ......ccoiiiiiiiiiiieee et 1757
Migrating from iWD 8.0 to 8.1 (Including GRS) .........cvvvvvvvivireiriirineneee, 1757
Summary Of PrOCEAUIES ........oiiiieiiiiieeiee e e e e 1757
Migrating from iWD 7.6.1 to 8.1 (Including GRS) ........ccccceviiiiiiiinnnnnn. 1770
Summary Of ProOCEAUIES ........oiiir e e e 1770
How the Migration of Configuration Data Works............................. 1771
Migrating from iWD 7.6.1 10 8.0........uuvviiiiiiiiiiiiieieieiieeeeeeeeeeeee e 1785
RuniwD 7.6.1 and 8.0 inparallel ...........ccccooeveviiiiiii 1786
Move iWD 7.6.1 tasks t0 iIWD 8.0.0 ........ccevvvvviiiiiiiiiiiiiieeeeeeeeeee 1787
Other Data and ODJECES ........coooeiiiii i 1788
DAatabase SiZING.......uueeiiiieiiiiiiiiiiie e 1789

0

Genesys =



Table of Contents

Part 29

Chapter 87

Chapter 88

Chapter 89

Part 30

Chapter 90

Migration Guide

License Reporting Manager Migration.................. 1791
Migration Order for License Reporting Manager........c.cccccevveeee... 1793
Preliminary Migration ProCedUres ..............uuuevveeeevmeieeerieerineeeeeeeeeeneeens 1793
Reference MaterialS. ... 1794
Order of MIgration...........uveeiiiieeiiiiii e 1795
Multi-Site/Single-Site and Multi-Tenant Migration............................ 1795
Migrating from License Reporting Manager 8.0.............ccccooeeeee. 1795
Interoperability Among License Reporting Manager Components...... 1796
Additional Information about Migration ...........cccceeeveeeiiieiiiiiiinneeenn, 1797
Changes in License Reporting Manager 8.X .....cccccevvveeeevvevvvinnnnnnnn. 1799
Component Changes for LRM 8.X .......ccciiiiiiiiiiiiiiieeiiiiiiieeeee e 1799
Changes to Configuration Options for LRM 8.X........cccceeeiiiiiiiiiiiiinnnns 1800
Changes to the Database Schema for LRM 8.X .......cccooeiiiiiiiiiiiinnnnes 1802
License Reporting Manager Migration Procedures ..........ccc......... 1805
Migration t0 Release 8.5.X.....ccuuiiiiiiiiiiiiiieiee e 1805
Migration ProCEAUIES..........ovvuiiiiiii i e e e e e eeennes 1806
Migration to Release 8.1.1 0r 8.1.2 ......ccuviiiiiiieeiiiiiieeeeee e 1807
Migration ProCEAUIES........uuuiieiiiiiiiriiirireeiieeseeeeeesseeeeeeeeaeeeeeeeeeeeeeeees 1807
Migration to Release 8.1.0..........uvviiiiiiiiiiiieeee e 1809
Migration ProCEAUIES........cooiiiiiiiiieie ettt 1809
Workspace Desktop Edition Migration ................. 1811
Migrating to Workspace Desktop Edition 8.5 .......cccccvvvvvvvveviennnnn. 1813
Migrating from Workspace 8.1 10 8.5.........uuuuuiiiiiiiieiiiiiiiiiiieiieiiiiieieeee 1813
For the System AdMINISrator ...........uvvveiviriiiiiieieieeeeieeeeeeee e 1814
SIP Endpoint Migration .........coooieeiieiie e 1814
Configuration OPLioNS.........ccoviiiiiiie e, 1815
Yo =T 1 \Y T =1 1o o SRR 1815
31



Table of Contents

Part 31
Part 32

Appendix A
Appendix B

Index

32

Genesys Rules System (GRS) Migration .............. 1817
APPENAICES ..ot 1819
LOGIN PrOoCEAUIE ..ot 1821
Genesys Desktop and Related Products .........cooeeeeeeiiiiiicicccccenns 1823
............................................................................................................. 1825

Genesys

S—r

©



S Genesys
Preface

Welcome to the Genesys Migration Guide. The Genesys migration process
involves the transition of current Genesys installations at customer sites to new
releases of Genesys products and solutions.

This guide provides system-level information for the Genesys 7.x and 8.x
releases to date, and assists the migration team in performing the migration
process at customer contact centers.

Note: To consult previous versions of this guide, please visit the Genesys

Documentation Website.
Or, order the Documentation Library DVD from Genesys Order
Management by email at orderman@genesys.com.

You will find the following information in Genesys Migration Guide:

Information for effective planning and execution of Genesys software
migrations: from releases 6.x to 7.x., from releases 7.x to higher releases of
7.x., and to some 8.x releases.

Interrelationships among Genesys products that are significant in
negotiating the migration process.

Step-by-step procedures for each stage of the migration process.

This Preface discusses the following topics:

Migration Guide

Intended Audience, page 34

Document Conventions, page 34

Related Resources, page 36

Making Comments on This Document, page 37
Contacting Genesys Customer Care, page 38
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Intended Audience

Intended Audience

The Genesys Migration Guide is primarily intended for those involved in the
migration process. The following list gives examples of the type of audience
who would use this guide.

* Genesys personnel

For example:
+ Genesys Account Team
+ Professional Services
+  Customer Care
+ System engineer(s)
*  Members of the migration teams at customer sites
For example:
+ Lead architect
+ Team project manager(s)
+ Implementation specialists for the various components and migration
phases
This guide assumes that you have a basic understanding of:

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

* Network design and operation.
*  Your company’s network configuration.

* Genesys Framework architecture and functions.

Document Conventions

34

This document uses certain stylistic and typographical
conventions—introduced here—that serve as shorthands for particular kinds of
information.

Document Version Number

A version number appears at the bottom of the inside front cover of this
document. Version numbers change as new information is added to this
document. Here is a sample version number:

72gets_ad_03-2006_v7.2.001.00

You will need this number when you are talking with Genesys Customer Care
about this product.

Genesys =
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Examples:

Examples:

Example:

Migration Guide

Document Conventions

Type Styles

[talic

In this document, italic is used for emphasis, for documents’ titles, for
definitions of (or first references to) unfamiliar terms, and for mathematical
variables.

* Please consult the Genesys Migration Guide for more information.

« A customary and usual practice is one that is widely accepted and used
within a particular industry or profession.

* Do not use this value for this option.

¢ The formula, X +1 = 7 where X stands for . . .

Monospace Font
A monospace font, which looks like teletype or typewriter text, is used for
all programming identifiers and GUI elements.

This convention includes the names of directories, files, folders, configuration
objects, paths, scripts, dialog boxes, options, fields, text and list boxes,
operational modes, all buttons (including radio buttons), check boxes,
commands, tabs, CTI events, and error messages; the values of options; logical
arguments and command syntax; and code samples.

¢ Select the Show variables on screen check box.

e Click the Summation button.

* Inthe Properties dialog box, enter the value for the host server in your
environment.

* In the Operand text box, enter your formula.
*  Click 0K to exit the Properties dialog box.

» The following table presents the complete set of error messages T-Server®
distributes in EventError events.

» Ifyou select true for the inbound-bsns-calls option, all established
inbound calls on a local agent are considered business calls.

Monospace is also used for any text that users must manually enter during a
configuration or installation procedure, or on a command line:

* Enter exit on the command line.

Screen Captures Used in This Document

Screen captures from the product GUI (graphical user interface), as used in this
document, may sometimes contain a minor spelling, capitalization, or

grammatical error. The text accompanying and explaining the screen captures
corrects such errors except when such a correction would prevent you from
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Related Resources

installing, configuring, or successfully using the product. For example, if the
name of an option contains a usage error, the name would be presented exactly
as it appears in the product GUI; the error would not be corrected in any
accompanying text.

Square Brackets

Square brackets indicate that a particular parameter or value is optional within
a logical argument, a command, or some programming syntax. That is, the
parameter’s or value’s presence is not required to resolve the argument,
command, or block of code. The user decides whether to include this optional
information. Here is a sample:

smcp_server -host [/flags]

Angle Brackets

Angle brackets indicate a placeholder for a value that the user must specify.
This might be a DN or port number specific to your enterprise. Here is a
sample:

smcp_server -host <{confighost)

Related Resources

36

The following resources provide additional information that is relevant to
Genesys software. Consult these additional resources as necessary.

Genesys

* Genesys Technical Publications Glossary, available on the Genesys
Documentation website, provides a comprehensive list of the Genesys and
computer-telephony integration (CTI) terminology and acronyms used in
this document.

* Release Notes and Product Advisories, which are available on the Genesys
Customer Care website at http://genesys.com/customer-care/.

Information about supported hardware and third-party software is available on
the Genesys Documentation website and the Genesys Customer Care website
in the following documents:

» Genesys Supported Operating Environment Reference Guide
* Genesys Supported Media Interfaces Reference Manual
Consult the following additional resources as necessary:

* Genesys Hardware Sizing Guide, which provides information about
Genesys hardware sizing guidelines for the Genesys releases.

Genesys =
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Making Comments on This Document

» Genesys Interoperability Guide, which provides information on the
compatibility of Genesys products with various Configuration Layer
Environments; Interoperability of Reporting Templates and Solutions; and
Gplus Adapters Interoperability.

* Genesys Licensing Guide, which introduces you to the concepts,
terminology, and procedures relevant to the Genesys licensing system.

* Genesys Database Sizing Estimator Worksheets which provide a range of
expected database sizes for various Genesys products.

For additional system-wide planning tools and information, see the release-
specific listings of System Level Documents on the Genesys Customer Care
website. These documents are accessible from the system level documents by
release tab in the Knowledge Base Browse Documents Section.

Genesys product documentation is available on the:

* Genesys Customer Care website at http://www.genesys.com/customer-
care/.

*  Genesys Documentation website at http://docs.genesys.com/.

*  Genesys Documentation Library DVD, which you can order by e-mail
from Genesys Order Management at ordermanegenesys. com.

Making Comments on This Document

Migration Guide

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

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

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

Contacting Genesys Customer Care

38

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

Before contacting Customer Care, please refer to the Genesys Care Support
Guide for On-Premises for complete contact information and procedures.

0
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Part

Migration Guide

Overview of Migration
Process

This Part of the Genesys Migration Guide presents an overview of the
migration process and contains the following chapters:

Note: This migration information includes 7.x products as new 7.x versions
are released, and 8.x products as new 8.x versions are released, as well
as any changes to support information for maintenance versions of
previously released products.

«  Chapter 1, “Migration Roadmap,” on page 41 discusses migration and
upgrade, preparations for the migration process, and different approaches
to migration, including Genesys’ recommended approach with rollback
procedures.

«  Chapter 2, “Licensing Migration,” on page 47 discusses procedures for
upgrading your licensing system.
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Chapter

Migration Guide

Migration Roadmap

Migration is a transitional process during which an existing customer who has
installed Genesys products and solutions acquires new releases of these
products and solutions.

For some clients, migration might include installing new Genesys products
(deployment) or expanding the existing solutions to include new components
(upgrade).

This chapter introduces you to the migration process and discusses the
following topics:

Overview of Migration Process, page 42

Migration/Upgrade Order, page 42

Preparations for Migration, page 43

Approaches to Migration, page 44

Solutions/Components and Environment Compatibility, page 45

Note: This guide includes 7.0.x and 7.x products, and some 8.x products. The

product information will continue to be updated as additional 7.x and
8.x versions are released.
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Overview of Migration Process

Figure 1 shows the scope of the Genesys migration process.

SOLUTIONS

A A A A A
v

Services Layer

Media Layer

User Interaction Layer

Management Layer

Configuration Layer

FRAMEWORK

Figure 1: Scope of Migration

See Framework 8.0 Deployment Guide for an explanation of the different
layers.

Migration/Upgrade Order

Migration is generally done in the following order:
1. Install License Manager 9.5.

See Chapter 2, “Licensing Migration,” on page 47 and chapters on specific
solutions in this guide for components that require licensing.

2. Upgrade your hardware and your operating system and/or database, if
necessary.

This must be done before migrating your Genesys product.

0
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Note: Sece the Genesys Interoperability Guide for information on the
compatibility of Genesys products with various Configuration
Layer Environments; Interoperability of Reporting Templates and
Solutions; and Gplus Adapters Interoperability; and contact
Technical Support for deployment instructions before migrating
Configuration Layer.

3. Upgrade Configuration Server Proxy (if applicable).

For further information about the Configuration Server Proxy, see Part
Two, “Framework Migration” on page 59 in this guide.

4. Set up the migration environment, including Configuration Conversion
Wizard (CCW).

See Part Two, “Framework Migration” on page 59 in this guide.

5. Use CCW to convert existing data structures from Configuration Database
into appropriate 7.x format.

6. Upgrade Configuration Layer.

For further information about the Configuration Layer, see Part Two,
“Framework Migration” on page 59 in this guide.

7. Upgrade Management Layer.

Note: This can also be done later since Local Control Agent (LCA) 7.0.1
is compatible with LCA 7.2.

8. Upgrade core components.

See Part Two, “Framework Migration” on page 59 in this guide for Stat
Server upgrade instructions and Part Five, “T-Server Migration” on
page 407 in this guide.

9. Migrate Solution components.

See chapters on specific solutions in this guide.

Preparations for Migration

Migration Guide

Preparing for migration and analyzing the business and operational
environment are necessary for a successful migration.
1. Genesys Account Team works with the customer to do the following:

+ Identify the company’s reasons for migrating to the latest release of
Genesys solutions.

+ Define the roles and responsibilities of the participants in the migration
process.
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Genesys then provides the software and technical assistance to ensure a
successful migration.

If Professional Services (PS) is engaged, the Account Team informs the PS
representative of the company’s customized needs.

Note: Genesys strongly recommends that anyone considering migration

should engage Genesys Professional Services for the task.

4. Training of the migration team and contact center personnel using and

maintaining the new system is arranged at the customer site.

Note: Several training classes are available for customers engaged in the

migration project. A complete listing may be found on the Genesys
website.

5. Analysis of the customer’s business and operational environment by the

Genesys Professional Service Architecture Practice team, a Customer Care

Manager (CCM), or a system engineer includes:

+ Becoming familiar with the customer’s existing system management
and business requirements.

+ Examining the existing technology of the company’s contact center
and its overall architecture (network, hardware, and software).

+ Identifying anticipated growth or other changes in the company’s
operations.

Approaches to Migration

There are several different approaches to migration.

Basic Approaches

44

Overnight approach

In the overnight approach, all of the current applications are turned off and
the new 7.x applications are turned on in one night.

Phased approach (component-based)

The component-based, phased approach turns off all the applications of the
same type or all the components of a specific solution and then turns on
new versions of those same-type applications or solution-specific
components. (Same-type applications include all T-Servers; an example of
all components of one solution is Enterprise Routing components.)

Phased approach (site-by-site)

The site-by-site phased approach migrates all of the Genesys applications
one site at a time until all of the company sites are migrated. This approach
starts with the site or data center that contains the Configuration Database
and the Configuration Server.

Genesys =
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Chapter 1: Migration Roadmap Solutions/Components and Environment Compatibility

* Rollback procedures

Rollback The Genesys Migration Guide presents an approach that Genesys
Procedures recommends, which includes rollback procedures at each major step in the
migration process. The purpose of the rollback procedures is to secure the
system against loss of data or functionality during the migration. Should
the need arise, the rollback procedures can return a newly installed
component to its original condition before migration.

Solutions/Components and Environment
Compatibility

Interoperability between 6.1, 6.5, 7.0.x, and 7.x components is discussed in the
solution sections in this guide. For example, operating in a mixed environment
involves working with 7.2 components in a 7.1 environment, 7.0 components
in a 6.x environment, or 6.x components in a 7.0 environment. Also, some 8.x
migration paths, and additional 8.x products are being added as new products
are released.

Migration Guide 45
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Migration Guide

Licensing Migration

This chapter discusses how to upgrade your licensing system implemented
through the License Manager (FLEXIm Imgrd), vendor daemon, and license
file.

This chapter contains the following topics:

« License Control Architecture, page 48

« Upgrading Licensing System, page 48

« Upgrading Licensing System with Multiple Vendors, page 54

In migrating from Genesys 7.x to Genesys 8.x, you may use the license control

features specified in the license file. Existing 7.x components may use 7.x
license features; 8.x components may use 8.x license features.

a7
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License Control Architecture

For a description and overview of the Genesys licensing system, see the
Genesys Licensing Guide, Chapter 2: Licensing Concepts.

Upgrading Licensing System

To Upgrade

Licensing Control

48

System

When upgrading a product to 7.x or 8.x, check to see if there is a need for a
licensing upgrade. For a complete list of products and components which
perform license checking, see the Genesys Licensing Guide or contact Genesys
Technical Support.

In most cases, you may use the existing configuration for the new license
control system. Migration scenarios are described later in this chapter.

Alternatively, it is possible to change the license control configuration when
upgrading; for example, to replace a single-server configuration with a three-
server redundancy configuration. In this situation, you must first install the
selected new target configuration and then remove the current configuration.
To change the license control configuration, refer to the Genesys Licensing
Guide, Appendix C: Ordering Licenses; “Selecting License Server
Configuration.”

Note: Genesys recommends that you archive old license file(s), application
executables, FLEXIm 7.1, and Genesys 7.x vendor daemon, for use in
case of a potential rollback. A rollback is possible for all supported
license control configurations.

To upgrade the license control system, follow the steps provided in this
section.

Note: This is a general description. Specific details for license control
configuration are provided throughout this guide.

1. Request the appropriate license file for your products, configuration, and
computer hosts. Refer to the Genesys Licensing Guide, Appendix C:
Ordering Licenses; “Selecting License Server Configuration.”

2. Copy it to the proper directory.

In general, new licenses are needed only for components that are updated.
If both old and new license files are issued for the same host, it is possible
to merge them into one license file. However, depending on the migration
option, it would also be possible to issue new license files for both the
unchanged and the upgraded components.

Genesys =
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Migration Guide

Upgrading Licensing System

The license file configuration may depend on several factors. You may
provide the relevant information to Order Management when requesting
license files:

+ Platform the application is running on: On some new platforms,
applications are built with 11.9; the suggested license server is 11.9

+ Platform the license server is running on: Some new platforms require
the 11.9 license server, even if applications are still on older platforms.

The license file will be generated depending on the platform the license

logic is executed on:

+ Iflicenses are counted, file generation is based on the license server
platform.

+ Iflicenses are uncounted, file generation is either based on the
application’s platform (if no server is used), or on the license server
platform.

Note: In keeping with the FLEX compatibility rules, the new license
server also supports the old applications and their available FEATURE
entries in the license file.

You must ensure there is no conflicting information in the resulting license
file(s). In particular, for multiple entries with the same feature name, you
should retain only the valid entry and remove the others manually.

If you decide to keep the double entries, only the first line of a given
feature is taken into account, and the other lines are ignored. In addition,
this is logged by the license server.

Note: This is particularly relevant for feature names that are the same for
Genesys 7.x and 8.x, for example, CIW and GIS. In this case, the
feature line with the 7.x or8.x version should be kept, and the other
line(s) with the same feature should be removed. You must remove
them manually.

Install the new License Server 11.9.

The Genesys installation automatically installs both FLEX License
Manager and the new Genesys vendor daemon in the selected target
directory.

Note: If your current FLEX License Manager is 9.5 or later, you may
keep it, unless operating system support or [Pv.6 support requires
11.9. After installation, you should remove the License Manager
installed by Genesys, and if necessary, copy the new Genesys
vendor daemon and other installed files to the required directory.
Remove the License Manager manually; removal is not performed
automatically.
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4. Upgrade the license control system.

The new license server is started by:
Lmgrd -c license.dat

Note: This procedure provides the same functions previously available
by using run.bat script.

Configure and install the new Genesys 7.x or 8.x components.

Specify the license control options for new Genesys 7.x or 8.x applications
in the configuration environment. Depending on the application, you might
also need to configure objects that are the subject to license control.

Note: The application specific details for license control configuration
are described in the migration chapters in this guide.

Start the new Genesys 7.x or 8.x components and connect the Genesys 7.x
or 8.x application to the new license server using one of the following
options:

a. Use command line option.

To start a server application with the new license file, specify the
following in the startup command line for the application:
-1 [license file name or license server location]

b. Rely on application settings for license control in the Configuration
Server for location of license file or license server port@host address.

See the Genesys Licensing Guide for further information on how to
start applications.

Note: Generally, Genesys 7.x or 8.x applications rely on license
configurations in the Configuration Server without using command
line specifications. However, you should check for application
specific exceptions: for example, Call Concentrator 7.0 requires
specification in the command line.

Ensure that everything works correctly, then, uninstall the software that is
no longer needed, such as the old application and old license server.

Methods for Upgrading Licensing System

50

This section describes various methods for upgrading the licensing control
system:

Running old and new versions of license server on different hosts: see
“Running Two Versions of License Server” on page 51.

Replacing the old version of a single license server by a new one: see
“Replacing Existing License Server” on page 52.
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To Run Two
Versions of
License Server

Migration Guide

* Upgrading three-server redundancy: see “Upgrading Three-Server
Redundancy” on page 53.

It is not possible to run both old and new Genesys vendor daemons
concurrently on the same host.

Note: While replacing your license server, you may continue running your
applications. After the new license server is activated, replace the
migrated components with the new versions.

Running Two Versions of License Server

You may upgrade by installing the new 8.x licensing system while leaving the
current system intact. If any complications occur, you may easily perform a
rollback to the previous configuration.

Note: Running two versions of license servers in parallel requires a second
computer because you must run the license servers on different hosts.

1. Select a host for the new License Server 11.9.

Warning! This cannot be the computer where the old license server is
installed.

2. Order new licenses from Genesys using information about the selected
host.

Note: New licenses are required only for new or updated components.
Unchanged components do not need new licenses.

See Appendix C, “Ordering Licenses” in the Genesys Licensing Guide for
information on how to order licenses.

3. Install License Server 11.9 on the selected host.
See the Genesys Licensing Guide for installation instructions.

4. Set up the license file with license data for 8.x applications on the host for
the new License Server 11.9.

See the Genesys Licensing Guide for detailed instructions.
5. Start License Server 11.9.

6. Install the Genesys 8.x application, pointing to the new license server or
license file.

7. Modify the application configuration for the new Genesys 8.x application,
if necessary.
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Note: See component sections of this guide to identify application-
specific changes in licensing configuration.

8. Stop the 7.x application.
9. Start the 8.x application.
10. Monitor the 8.x application to ensure it is operating correctly.

11. If the new system is operating correctly, uninstall the 7.x application.

Replacing Existing License Server

If you replace the existing license server, you do not need a second host to run
the new License Server 11.9.

To Replace 1. Order new licenses from Genesys using information about the current

Existing License license server host.
Server

Note: New licenses are required only for new or updated components.
Unchanged components do not need new licenses. However, it is
possible to issue a completely new license file for both unchanged
and upgraded components.

See the Genesys Licensing Guide for information on how to order licenses.

2. Install License Server 11.9 on the same host, but in a separate directory.

Note: Rollback to the old configuration is easier if different directories
were used.

3. Use the same host and port parameters as with License Server 7.x.

Note: This avoids restarting the old applications after license server
upgrade.

See the Genesys Licensing Guide for installation instructions.

4, Combine 7.x and 8.x license FEATUREs. This allows migration of a given
component to Genesys 8.x release while you are still running some 7.x
components. Add 8.x licenses to the 7.x license file or vice versa.

See the Genesys Licensing Guide for instructions on modifying license
files.

5. Configure the new Genesys 8.x applications in Configuration Server.

See component sections of individual chapters of this guide to identify
application-specific changes in licensing configuration.
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To Upgrade Three-
Server
Redundancy

Migration Guide

6. Install Genesys 8.x application, pointing it to the new license server or the
appropriate license file.

7. Stop License Server 7.x.

Note: You should stop the old license server just before starting the new one.
You should install the License Server 11.9 and configure the
components while the old license server is running. This increases the
time that the license server is available.

8. Start License Server 11.9.

9. Stop the Genesys 7.x application.

10. Start the Genesys 8.x application.

11. Monitor the Genesys 8.x application to ensure it is operating correctly.

12. Uninstall the Genesys 7.x application.

Upgrading Three-Server Redundancy

For three-server redundancy configuration, it is recommended to replace the
old configuration with a new one.

It is possible to run both the old and new three-server redundancy
configurations in parallel (similar to the single server configuration) but this
would require six computers for the license servers.

Installing the new three-server redundancy configuration on the same
computers as the old one has the least impact on old applications. This
procedure avoids restarting them with new license information.

Note: The next procedure is based upon the assumption that you will be
following these recommendations. If you decide to change the
computers or run two three-server redundancy configurations in
parallel, the migration steps should be changed to accommodate these
modifications.

1. Order new licenses from Genesys using information about the current
license server hosts and generate a license file for all three license servers.

Note: New licenses are only required for new or updated components.
Unchanged components do not need new licenses. However, it is
possible to issue a new license file for both unchanged and
upgraded components.

2. Install License Server 11.9 on the same hosts as the previous three-server
redundancy configuration, but in separate directories.
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Note: Rollback to the old configuration is easier if different directories
are used.

3. Use the same hosts and port parameters as with License Server 7.x.
See the Genesys Licensing Guide for installation instructions.

4. Combine Genesys 7.x and 8.x license FEATUREs. This allows migration of a
given component to Genesys release 8.x while you are still running some
other Genesys 6.x components. Add 7.x licenses to the 8.x license file or
vice versa.

See the Genesys Licensing Guide for instructions on modifying license
files.

5. Configure the new Genesys 8.x applications in Configuration Server.

See component sections of this guide to identify application-specific
changes in licensing configuration.

6. Install Genesys 8.x application, pointing it to the new three-server
redundancy license server and the appropriate license file.

7. Stop the individual license servers of the existing three-server redundancy
configuration.

Note: The three-server redundancy servers should be stopped just before
starting the new ones. You should perform License Server
installation and component configuration while the old three-server
redundancy is running. This increases the time that license servers
are available.

8. Start new License Server 11.9 on all three hosts.

9. Stop the Genesys 7.x application.

10. Start the Genesys 8.x application.

11. Monitor the Genesys 8.x application to ensure it is operating correctly.

12. Uninstall the Genesys 7.x application.

Upgrading Licensing System with
Multiple Vendors

You may use FLEX to control not only Genesys products but other third-party
products, as well. In this situation, it is possible to have:

1. Separate license server instances for Genesys and for external products.
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2.

Upgrading Licensing System with Multiple Vendors

Same License Manager to control both Genesys vendor daemon and
license file, and external products, each with its own vendor daemon and
license file.

To Upgrade To upgrade a single-server configuration with multiple vendors, use the
Single-Server  following steps.

Configuration with
Multiple Vendors

See

Migration Guide

Note: Multiple vendor daemons on the same server machine are only

possible if they are from a different vendor.

Request a new Genesys license file.
Install and configure the new Genesys 8.x application.

Upgrade FLEX to version 11.9 if an upgrade has not already been
performed. For example, a License Manager upgrade may have been
previously required by a third-party software.

Note: Duec to FLEX compatibility rules, Genesys software also works
with newer versions of the License Manager.

Upgrade Genesys vendor daemon.

The Genesys installation automatically installs both FLEX License
Manager and the new Genesys vendor daemon in the selected target
directory.

If your current FLEX License Manager is 9.5 or later, you may keep it,
unless operating system support requires 11.9. For this purpose, after
installation, remove the License Manager installed by Genesys. If
necessary, copy the new Genesys vendor daemon and other installed files
to the required directory. Remove the License Manager manually; removal
is not performed automatically.

Note: The third-party vendor daemon does not need to be upgraded.

Figure 2 on page 56 for an example of this configuration.

55



Chapter 2: Licensing Migration

To Upgrade
Multiple,
Independent-
Servers

Configuration with

56

Multiple Vendors

Upgrading Licensing System with Multiple Vendors

License Server

Imgrd

N

Genesys Siebel
Vendor Vendor
Daemon Daemon

Vendor Vendor
License File License File

Single-Server Machine

Figure 2: Single-Server Configuration with Multiple Vendors (example)

To upgrade multiple, independent-servers configuration with multiple vendors,
follow these steps:

1.
2.
3.

Request a new Genesys license file.
Install and configure the new Genesys 8.x application.

Upgrade FLEX on one or more servers.

Upgrade FLEX to version 11.9 if an upgrade has not already been
performed. For example, a License Manager upgrade may have been
previously required by a third-party software.

Note: Due to FLEX compatibility rules, Genesys software also works
with newer versions of the License Manager..

Upgrade Genesys vendor daemon on one or more license servers.

The new Genesys installation automatically installs both FLEX 11.9
manager and the new Genesys vendor daemon in the selected target
directory.

If your current FLEX License Manager is 9.5 or later, you may keep it,
unless operating system support, or [Pv.6 support, requires 11.9. For this
purpose, after installation, remove the License Manager installed by
Genesys. If necessary, copy the new Genesys vendor daemon and other
installed files to the required directory. Remove the License Manager
manually; removal is not performed automatically.

Genesys =
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Note: The third-party vendor daemons on the license servers do not need
to be upgraded.

See Figure 3 for an example of this configuration.

License Server 1 License Server 2
Imgrd Imgrd
Genesys Siebel Genesys PeopleSoft
Vendor Vendor Vendor Vendor
Daemon Daemon Daemon Daemon
Vendor Vendor Vendor Vendor
License File License File License File License File
Server Machine 1 Server Machine 2

Figure 3: Multiple, Independent-Servers Configuration (example)
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Part

Migration Guide

Framework Migration

Note: For Management Framework, this part of the Genesys Migration
Guide provides information about migration to versions 8.1.3 or
earlier. For information about migration to releases 8.5.0 and later, see
the Management Framework Migration Guide, available on the
Genesys Documentation website.

The chapters in this Part describe the migration process from:

* Releases 7.6 and 8.0 of Genesys Management Framework to the latest 8.1,
as applicable.

* Releases 7.6, 8.0, and 8.1 of other Genesys Framework components to the
latest 8.5, as applicable.

This Part covers the following:

*  Migration order for the Genesys Framework, including the Configuration
Database conversion.

* Interoperability information for Framework components.
* Migration instructions.

The information is divided into the following chapters:

«  Chapter 3, “Introduction to Framework Migration,” on page 61 discusses
the preliminary migration procedures and component compatibility. It
provides an overview of the Framework migration process and of the
Configuration Conversion Wizard (CCW) used for data conversion.

«  Chapter 4, “Setup of Migration Environment,” on page 73 discusses the
steps you should take prior to database conversion.

«  Chapter 5, “Migration of Configuration Database,” on page 83 describes
the Configuration Database migration procedure. It also describes how to
convert a Configuration Database from single-tenant to multi-tenant, and
from a single-language database to a multi-language database using UTF-8
encoding.
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Chapter 6, “Update of Configuration Database Locale,” on page 99
describes the process of updating the locale of an 8.1.1 or later
Configuration Database.

Chapter 7, “Changes in Framework,” on page 103 describes major changes
in Framework architecture and configuration option changes in each server
component.

Chapter 8, “Upgrade of Framework Components,” on page 137 describes
how to upgrade applications that belong to the Genesys Framework, after
you have successfully converted the configuration data.

Chapter 9, “Migrating Genesys Administrator,” on page 147 describes how
to migrate to the latest version of Genesys Administrator, and also
describes major changes in Genesys Administrator functionality and
configuration options.

Chapter 10, “Migrating Genesys Administrator Extension,” on page 165
describes how to migrate to the latest version of Genesys Administrator
Extension, and also describes major changes in Genesys Administrator
Extension functionality and configuration options.

Chapter 11, “Load Distribution Server Migration,” on page 215 describes
migration from release 6.5 or 7.0 to release 7.1 of Load Distribution Server
(LDS), and configuration option changes in LDS release 7.0 and 7.1.

Chapter 12, “Stat Server Migration,” on page 221 describes migration to
release 7.x of Stat Server from prior releases beginning with release 6.5. It
also discusses changes in Stat Server behavior and configuration.

Chapter 13, “Integration Server and Software Development Kits
Migration,” on page 241 explains how to upgrade from version 6.1, 6.5.0,
6.5.1, or 7.x to version 7.0, 7.1, 7.2, 7.5 or 7.6, of Genesys Integration
Server (GIS) and related Software Development Kits (SDKs).

See the following appendix for further information:

Appendix A, “Login Procedure,” on page 1821 describes a standard login
procedure for a Genesys Framework GUI application.

In addition, the Genesys Interoperability Guide includes tables with
interoperability information about 6.1, 6.5, 7.x, and some 8.x releases of
Genesys products.
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S Genesys

Chapter

Introduction to Framework
Migration

This chapter discusses preliminary migration procedures and component
compatibility, and gives an overview of the Framework migration process and
the Configuration Conversion Wizard (CCW) used for data conversion.

This chapter contains the following topics:

+  Preliminary Migration Procedures, page 61

«  Order of Migration for 8.1, page 63

- Interoperability Among Framework Components, page 64

«  About CCW, page 69

Note: For Management Framework, this chapter provides information about
migration to versions 8.1.3 or earlier. For information about migration
to releases 8.5.0 and later, see the Management Framework Migration
Guide, available on the Genesys Documentation website.

Preliminary Migration Procedures

Migration Guide

Note: If you want to upgrade your operating system, you must do this before
migrating your Genesys product.

The migration process includes these preliminary procedures for
Framework 8.1:

1. Review Chapter 1, “Migration Roadmap,” in this guide.

2. Examine the order in which you must upgrade the Genesys software
required for Framework 8.1. See “Order of Migration for 8.1” on page 63.
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Examine “Component Changes for Framework™ on page 103. You might
also want to look at “Configuration Option Changes for Framework™ on
page 118.

Note: The tables in Chapter 7 on page 103 discuss only changes that
directly affect the migration of this product. For complete
information about what is new in this release of Framework and
how the 8.1 release functions, see the Framework Deployment
Guide. For a complete list of documentation relevant to the
migration of this product, see “Reference Materials”.

Review the licensing requirements for Framework 8.1. See Chapter 2,
“Licensing Migration”.

Note: Beginning with release 7.0, you do not need a license to operate
Stat Server. Stat Servers prior to release 7.0 did need a license.

Check the interoperability of the Framework 8.1 components during the
upgrade procedures. See the Genesys Interoperability Guide for more
information.

Review the capabilities of the Configuration Conversion Wizard (CCW)
on page 69.

Review other issues pertaining to the migration of Framework to release
8.1. See “Additional Information about Migration” on page 69.

Note: The Stat Server Application, Application Template, and
Configuration Wizard are packaged separately from Framework.
These components now reside on the Real-Time Metrics Engine
DVD. See the “Stat Server Migration,” chapter for more
information.

Reference Materials

62

Consult these additional resources as necessary:

Framework 8.1 Deployment Guide

For system-level information, consult the following guides on the Genesys
Documentation Wiki and the Genesys Technical Support websites in the
following documents:

Genesys 8.1 Security Deployment Guide

Genesys Hardware Sizing Guide

Genesys Licensing Guide

Genesys Supported Media Interfaces Reference Guide
Genesys Supported Operating Environment Reference Guide
Genesys Interoperability Guide
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Order of Migration for 8.1

This section discusses multi-site/single-site and multi-tenant migration,
migration order, and laboratory testing and rollback.

Multi-Site/Single-Site and Multi-Tenant Migration

It is possible to migrate all sites or all tenants simultaneously. It is possible to
migrate separate sites independently. There can also be interoperability of
different versions at different sites.

The conversion procedures for a Multi-Tenant environment and an Enterprise
(Single-Tenant) environment are the same.

Migration and Upgrade Order

Stage One

Migration Guide

The installation, configuration, and operation of Genesys software in a contact
center are solution-based instead of component- based. This approach calls for:

* Common functionality that integrates components.
* Applications that perform solution-level management.

* An enhanced configuration data model that supports new functions and
configuration objects.

Because of these changes, migration from previous releases must be performed
gradually in two stages.

Warning! If you are using Configuration Server Proxies in your distributed
configuration environment, you must convert the master
Configuration Server and then convert every Configuration Server
Proxy in your environment before you proceed to migrate other
Framework components. See Step 3 on page 139 for details.

The first stage involves:

» Setting up DB Server 8.1 to access the existing and subsequently the new
Configuration Databases.

* Migrating your Configuration Database, using the Configuration
Conversion Wizard (CCW) to automate the process.

* Setting up Configuration Server 8.1 to handle the reformatted database.

The Framework Configuration Layer upgraded during this stage is fully
backward compatible, and you can use it to run existing previous installations.

For a detailed description of the first migration stage, refer to:
* Chapter 4, “Setup of Migration Environment,” on page 73.
* Chapter 5, “Migration of Configuration Database,” on page 83.
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Conversion Permissions

Migrating your database might involve such tasks as creating a table space,
user, or database. To successfully perform a database migration, you must have
database administrator (DBA) permissions or ask your DBA for help.

Warning! Contact your DBA before migrating your Configuration Database
if your database administrator has added any additional columns
to the database tables. Configuration Conversion Wizard does not
migrate custom tables or columns that your DBA might have
added to the Genesys Configuration Database.

Terminology

When discussing various databases in this and other Framework-related
chapters, the term existing database refers to the Configuration Database you
have been using in your previous Genesys environment.

Stage Two  During the second stage you will deploy Framework 8.1 components. This
does not affect your existing configuration. Existing 7.x and 8.0 installations
can continue operating throughout the upgrade process and after the upgrade is
completed. Chapter 8, “Upgrade of Framework Components,” on page 137,
describes this second stage.

Laboratory Testing and Rollback

Given the changes introduced in recent releases, Genesys strongly
recommends that you test the new installation under laboratory conditions
before using it in a production mode. To preserve the possibility of a rollback
to the previous environment, do not remove existing components or their
configuration in the Configuration Database from the environment until
normal operation of the 8.1 installation is tested and verified in production
mode.

For information on new functionality and architectural changes implemented
in release 8.1, refer to the Framework 8.1 Deployment Guide.

Interoperability Among Framework
Components

The term interoperable means that different versions of Genesys solutions,
components, or options can work together compatibly during the migration
process.

Interoperability of Genesys products can occur at two levels of migration:

Two levels of « Interoperability at the suite level means combining different versions of
interoperability solutions and options during the migration process.
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Interoperability Among Framework Components

Example: You can migrate to the Configuration and Management Layers
of Framework 8.1 and continue using other 7.x and 8.0 components. See
the Genesys Interoperability Guide for information about suite-level
interoperability.

* Interoperability at the solution-specific level means combining different
versions of the components of a particular solution while upgrading them
sequentially during the migration process.

The mixture of components may include executables, applications, routing
strategies, scripts, and data that comprise a particular solution.

As you upgrade each of the components in sequence, you will need to
know if each is backward-compatible with the other Framework
components.

If you have several components to upgrade, determine if the first
components you upgrade to release 8.1 will be backward compatible with
the components that are not upgraded yet.

The following section provides the answer to this important question.

Compatibility Among Framework Components

Configuration

Layer

Management

Migration Guide

Layer

Framework 8.1 includes these components, listed by layer:

* Configuration Server
* Configuration Database
* Configuration Manager

The Configuration Layer also uses DB Server, a Services Layer component, to
access the Configuration Database.

In addition, the Configuration Layer includes a number of Genesys wizards. If
you have used release 8.0 or earlier wizards, replace them with corresponding
8.1 wizards using regular uninstallation and installation procedures.

Note: The Management Framework Configuration Wizard has not been
updated for 8.1. The 8.0 version is compatible with Management
Framework.

* Local Control Agent (LCA)

*  Solution Control Server (SCS)

* Solution Control Interface (SCI)
*  Message Server

* Log Database

* Genesys SNMP Master Agent (an optional component to interface the
Management Layer with a third-party Network Management System or
NMS)
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User Interaction
Layer

Media Layer

Services Layer

Configuration
Server 8.1
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The Management Layer also uses DB Server, a Services Layer component, to
access the Log Database.

Starting in release 8.0, LCA also includes the Genesys Deployment Agent,
which is used by Genesys Administrator (a new interface in Release 8.0) to
deploy Genesys Applications and Solutions to the Host on which the LCA and
the Genesys Deployment Agent are deployed.

* Genesys Administrator

Genesys Administrator is a new component in release 8.0. It is a web-based

interface that combines most of the functionality of Configuration Manager

and Solution Control Interface.

* T-Server

* HA Proxy

* Load Distribution Server

Refer to the chapter “T-Server Migration Procedures,” for information about
migrating T-Server and HA Proxy.

* DB Server

« Stat Server

Refer to the chapter “Stat Server Migration,” for information about migrating
Stat Server.

Configuration Layer Components Compatibility

Configuration Server 8.1 operates with these versions of the other Framework
components:

* DB Server releases 8.1, 8.0, 7.6, 7.5, 7.2, 7.1, and 7.0

* Configuration Manager release 8.1

* Local Control Agent releases 8.1, 8.0, 7.6, 7.5, 7.1, and 7.0

e Solution Control Server releases 8.1, 8.0, 7.6, 7.5, 7.1,and 7.0
* Message Server releases 8.1, 8.0, 7.6, 7.5, 7.1, and 7.0

* Genesys Administrator release 8.1, 8.0

o T-Server releases 8.1, 8.0, 7.6, 7.5, 7.2, 7.1, and 7.0

* HA Proxy releases 8.1, 8.0, 7.6, 7.5, 7.2, 7.1, and 7.0

* LDSreleases 7.2, 7.1, and 7.0

0
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* Stat Server releases 8.1, 8.0, 7.6, 7.5,7.2, 7.1, and 7.0

Warnings! « Configuration Server Proxy works only with the same or higher
version of Configuration Server.

* To ensure faultless operation, all Configuration Servers in the
environment must be running the same release. The only
exception to this is during the migration process, when different
Configuration Servers can be temporarily running different
releases before being upgraded. Temporarily means during an
upgrade procedure that requires stopping of master servers,
upgrading them, starting, stopping, and upgrading proxies.
Anything beyond that period leads to limited functionality on
the Proxy side, and should be avoided in production.

Note: Starting in release 7.5, Configuration Server does not support
backward compatibility of Keep-Alive Protocol (KPL) for release 6.5
clients. If you used KPL with previous Genesys versions, consider
using Automatic Disconnect Detection Protocol (ADDP) after you
upgrade to release 8.1. Refer to the Framework Deployment Guide for
information about ADDP.

Configuration  Configuration Manager 8.1 operates with these versions of the other
Manager 8.1  Framework components:

* Configuration Server release 8.1 only

Management Layer Components Compatibility

Local Control LCA 8.1 operates with 8.x and 7.x versions of any other Framework server
Agent 8.1  components.

Solution Control ~ SCS 8.1 operates with these versions of the other Framework components:
Server8.l Local Control Agent releases 8.1, 8.0, 7.6, 7.5, 7.1, and 7.0
¢ Solution Control Interface releases 8.0, 7.6, 7.5, 7.1, and 7.0
* Message Server releases 8.1, 8.0, 7.6, 7.5, 7.1, and 7.0
* Genesys SNMP Master Agent releases 8.1, 8.0, 7.6, 7.5, 7.1, and 7.0
* Configuration Server releases 8.1, 8.0, 7.6, 7.5, 7.2, 7.1, and 7.0

* Genesys Administrator release 8.1 and 8.0

Solution Control  SCI 8.0 operates with these versions of the other Framework components:
Interface 8.0 Configuration Server releases 8.1, 8.0, 7.6, 7.5, 7.2, 7.1, and 7.0
¢  Solution Control Server releases 8.1, 8.0, 7.6, 7.5, 7.1, and 7.0
* Message Server releases 8.1, 8.0, 7.6, 7.5, 7.1, and 7.0
* DB Server releases 8.1, 8.0, 7.6, 7.5, 7.2, 7.1, and 7.0
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68

Message Server
8.1

SNMP Master
Agent 8.1

DB Server 8.1

Interoperability Among Framework Components

Message Server 8.1 operates with these versions of the other Framework
components:

* DB Server releases 8.1, 8.0, 7.6, 7.5, 7.2, 7.1, and 7.0

* Local Control Agent releases 8.1, 8.0, 7.6, 7.5, 7.1, and 7.0

* Solution Control Server releases 8.1, 8.0, 7.6, 7.5, 7.1, and 7.0

* Log Database 8.1, 8.0, 7.6, 7.5, 7.1, and 7.0

o T-Server releases 8.1, 8.0, 7.6, 7.5, 7.2, 7.1, and 7.0

* HA Proxy releases 8.1, 8.0, 7.6, 7.5, 7.2, 7.1, and 7.0

e LDSreleases 7.2, 7.1, and 7.0

* Stat Server releases 8.1, 8.0, 7.6, 7.5,7.2, 7.1, and 7.0

* Genesys SNMP Master Agent releases 8.1, 8.0, 7.6, 7.5, 7.1, and 7.0
* Configuration Server releases 8.1, 8.0, 7.6, 7.5, 7.2, 7.1, and 7.0

Genesys SNMP Master Agent 8.1 operates with these versions of the other
Framework components:

* Local Control Agent releases 8.1, 8.0, 7.6, 7.5, 7.1, and 7.0

* Solution Control Server releases 8.1, 8.0, 7.6, 7.5, 7.1, and 7.0

* Message Server releases 8.1, 8.0, 7.6, 7.5, 7.1, and 7.0

* Configuration Server releases 8.1, 8.0, 7.6, 7.5, 7.2, 7.1, and 7.0

User Interface Layer Components Compatibility

Refer to the chapter “Migrating Genesys Administrator” for information about
Genesys Administrator.

Media Layer Components Compatibility

Refer to the T-Server Part of this guide for information about T-Server and
HA Proxy.

Services Layer Components Compatibility

DB Server 8.1 operates with these versions of the other Framework
components:

* Configuration Server releases 8.1, 8.0, 7.6, 7.5, 7.2, 7.1, and 7.0
* Local Control Agent releases 8.1, 8.0, 7.6, 7.5, 7.1, and 7.0

*  Message Server releases 8.1, 8.0, 7.6, 7.5, 7.1, and 7.0

* Stat Server releases 8.1, 8.0, 7.6, 7.5, 7.2, 7.1, and 7.0

* Solution Control Interface releases 8.0, 7.6, 7.5, 7.1, and 7.0
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Stat Server 8.1

Refer to the chapter “Stat Server Migration,” for information about
Stat Server.

Additional Information about Migration

The following information also pertains to the migration of Framework to
release 8.1.

* Ifyou have a distributed configuration environment supported by
Configuration Server Proxy, you must upgrade the Configuration
Database, master Configuration Server, then upgrade all Configuration
Server Proxies (in that order) before you proceed with the migration of
other components. Keeping an old Configuration Server Proxy for a site
where applications will remain at the old release is not recommended. See
Step 3 on page 139 for more information.

* Review suite-level migration issues. The section on Stat Server changes in
the Stat Server chapter of this guide, for instance, lists some algorithm
changes in Stat Server that affect statistical values sent to clients.

Note: For an overview of migration issues, please see Chapter 1, “Migration
Roadmap,” of this guide.

About CCW

Migration Guide

To make the existing Configuration Database compatible with Configuration
Server 8.1, you must convert the structure of the database to 8.1 format.

Use the Genesys Configuration Conversion Wizard (CCW) to convert existing
data structures to the 8.1 format. CCW performs automatic migration from any
release to release 8.1. When migrating the Configuration Database, CCW
makes a copy of the original database, and migrates that copy. This enables
you to keep the original Configuration Database and Configuration Server in
service while you are performing the migration.

CCW only converts the database structures originally created with the Genesys
initialization scripts. CCW does not convert any custom tables or columns that
you might have added to the Configuration Database.

After the conversion, CCW generates a detailed report of conversion statistics,
including database changes, for your review. The same information is stored in
a log file that CCW creates for each working session.

CCW can also help you:

* Update localization information in the Configuration Database by
executing localization scripts.

* Export data from your Genesys Configuration Database into a text file.
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Note: CCW only exports data from the database structures originally
created with the Genesys initialization scripts.

* Import the data, which you have previously exported with CCW, into an
initialized, empty Genesys Configuration Database. Both databases—the
one from which the data was exported and the one into which the data is
being imported—must be initialized using the initialization scripts from
Configuration Servers of the same release. The target database, the one
into which you are importing data, must be empty.

*  Check the business logic of data in your Genesys Configuration Database.
The business logic rules imply certain patterns in associations between
configuration objects in addition to the Configuration Server integrity
rules. For example, a report on business logic verification might indicate
which Places have no DNs assigned to them, which Agents have no Logins
assigned to them, and so on.

You might find these functions useful when you prepare your release 8.0 or
earlier database for migration, or when you work with your 8.1 database.

Migrating from Release 8.1.1 or Later

If you are migrating from release 8.1.1 or later, you do not have to migrate
your data to get new data types and enumerators that have been added in the
new Configuration Database schema. If you want to use the new types and
enumerators, you can use CCW to update only the localization information
stored in the database. Otherwise, you do not need to do anything - the new
version of Configuration Server 8.1 will run against your current Configuration
Database. Future versions of Configuration Server 8.1will include extensions
to the list of application types you can utilize without migrating your system.

Single-Tenant to Multi-Tenant Conversion
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Starting in release 8.1.3, you can use CCW to convert your single-tenant
Configuration Server to a multi-tenant Configuration Server. In effect, your
enterprise (single-tenant) environment becomes a multi-tenant environment,
with only one tenant—yours—as the root (or Environment) tenant. This
provides you with the flexibility to perhaps expand or better organize your
operations.

You can perform this conversion at any time, although Genesys recommends
that you do so when you are migrating to a new release or locale of the
Configuration Database. See “Migrating a Configuration Database from
Single-Tenant to Multi-Tenant” on page 93 for more information.

Management Framework 8.1.3 &=

©



Chapter 3: Introduction to Framework Migration About CCW

Conversion to Multi-Language Support

Migration Guide

Starting in release 8.1.3, you can use CCW to convert an existing
Configuration Database with single-language character coding, to a multi-
language database using UTF-8 encoding.

You can perform this conversion at any time, although Genesys recommends
that you do so when you are migrating to a new release or locale of the
Configuration Database. See “Multi-Language Configuration Databases” on
page 96 for more information.
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Chapter

Setup of Migration
Environment

This chapter discusses the steps you must take prior to converting the
Configuration Database.

This chapter contains the following topics:

Calculating the New Size of the Configuration Database, page 73
Checking Configuration Data, page 74

Installing the Configuration Layer, page 76

Installing the Configuration Conversion Wizard, page 76
Specifying the Database Connection, page 77

Using Password-Encryption, page 80

Note: This chapter provides information about setting up your environment

for migration to versions 8.1.3 or earlier. For information about
migration to releases 8.5.0 and later, see the Management Framework
Migration Guide, available on the Genesys Documentation website.

Calculating the New Size of the
Configuration Database

Check the size of the existing Configuration Database and calculate the size of
the new database. Use the Genesys Database Sizing Estimator Worksheets, if
necessary. If data storage capacity is limited, refer to the Genesys Hardware
Sizing Guide to determine how much memory to allocate for every object in
the contact center. Places, DNs, and Agents usually account for the majority of
configuration objects.

Migration Guide
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For information on extending a database, refer to database management
manuals or contact your database administrator.

Checking Configuration Data

Primary and
Backup Servers

For the migration of the Configuration Database to be successful, your existing
data must be accurate. Some data integrity rules have changed since earlier
releases, and Configuration Conversion Wizard uses the latest rules. When
converting your data to the 8.1 database, CCW might encounter instances of
configuration that do not comply with the 8.1 rules, and it will inform you of
these instances.

Most often, this applies to the configurations of primary and backup servers. In
an 8.1 configuration, primary and backup servers:

1. Must be primary-backup pairs. That is, no backup servers can be
configured for a server that is configured to be a backup server itself.

2. Must have one-direction references. That is, a backup server must not have
a reference to its primary server in its Backup Server field.

For more information, about handling data inconsistencies, refer to “Resolving
Data Inconsistency” on page 90.

Migrating a Changed Database Structure
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Note the following issues about the use of CCW for converting the
Configuration Database (and its importing and exporting procedures):

* Any modifications to the Configuration Database structure that you make
directly in the database engine are considered to be foreign (custom-
added). Foreign fields and tables are not migrated, and data from them is
not exported.

¢ CCW does not transfer foreign tables (such as those used to record a state
of the Configuration Database) during migration.

* Obsolete fields and tables of the original Configuration Database are
removed during conversion after CCW migrates the data they contain.
(Using a non-CCW import-export procedure does not prevent this
removal.)

Note: CCW applies these rules to migration of a release 8.0 database or
earlier to an 8.1 release.

Management Framework 8.1.3 &=
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Migration Guide

Database Structure Modification Discovery

Migrating with CCW brings with it a database structure modification
discovery procedure. This procedure detects:

* Foreign fields in Configuration Database tables
* Foreign tables
* Obsolete fields in Configuration Database tables and obsolete tables

The CCW discovery procedure generates a detailed report that is available for
viewing from the Configuration Database Information pane. Clicking the
button to the right of the Database Structure line on the pane opens a window
that contains information about what the Configuration Database Structure
wizard is currently connected to.

* Ifthe discovery procedures does not find any changes to the database
structure, the button’s label reads Original. Clicking it reveals information
about the original structure of the database.

* Ifthe discovery process finds changes, the button’s label reads Modi fied
(and a warning sign icon appears next to the button). Clicking it reveals
information about the modified structure of the database.

» Ifthe discovery process, for any reason, is unable to determine whether
there were any changes to the database structure, the button’s caption reads
Unknown.

The detailed report from the discovery process lists tables in the database, rows
in tables, and fields of tables (with their data types, lengths, and whether nulls
are allowed).

Changes to Enumerators—Now Business Attributes

Beginning with release 7.0.1 of the Configuration Layer, Business Attributes is
the new name for Enumerators, and Attribute Values is the new name for
Enumerator Values. In addition to the name change, Genesys has added new
predefined Business Attributes.

During migration from a release prior to 7.0.1, and for each predefined
Business Attribute being installed with the 8.1 release, if there already exists a
user-defined Business Attribute with the same name, the system renames the
existing Business Attribute and adds the new predefined Business Attribute in
its place. With multi-tenant databases, for each sub tenant, the system copies
the predefined Business Attributes from the super tenant. If there arise name
conflicts, the system renames the user-defined Business Attribute and adds the
predefined one to its place.

Note: This resolution to name conflicts found during migration may affect
applications that rely on the attributes of the user-defined objects.
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Migrating From Configuration Database 8.1.1 and
Later

Starting in release 8.1.2 of the Configuration Layer, new releases of
Configuration Server 8.1 include extensions to the Configuration Database
schema that contain new application types and enumerators. When you run the
Configuration Conversion Wizard (CCW) to update your Configuration
Database, the new types and enumerators are added to the database schema.
However, you do not have to migrate your data - CCW does not prompt you
for a new database and copy all of your configuration data to the new database.
This greatly reduces the time required to complete the migration to the new
release. CCW also updates the localization information stored, if required.

Installing the Configuration Layer

To Set Up
Components of
the Configuration
Layer

Note: Configuration Server 8.1 consumes no more memory than other 7.x or
8.0 versions. Allocate at least 1 GB of virtual memory to
Configuration Server 8.1 and adjust RAM as needed after you monitor
Configuration Server 8.1 operations.

To set up the components of the 8.1 Configuration Layer that are required for
the migration procedure, you must:

1. Install DB Server 8.1 and configure it to work with the existing database.

2. Install Configuration Server 8.1.

Warning! Do not execute the database initialization scripts at this point.

3. Install Configuration Manager 8.1.

For installation and configuration instructions for the Configuration Layer
components, refer to the Framework 8.1 Deployment Guide.

Installing the Configuration Conversion

Wizard

To Install CCW:
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Note: If you have installed Configuration Conversion Wizard (CCW) for
any release prior to 8.1, uninstall it before installing CCW release 8.1.

1. Locate the installation package on the Management Framework 8.1
product DVD in the configuration_Llayer/convers_wizard/windows
d