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1 Database Installation

Note: These steps should be performed on the server where the Oracle 11g database is installed
as the user oracle

Deploy the Front Line Customer Care installation (FLCC) package (customer care x.x.zip)to a
known location on the database server by executing the following commands:

$ cp customer care x.x.zip <target directory>
$ unzip customer care x.x.zip
$ cd <target directory>/install

$ chmod +x install database.ksh

1.1 Create the database Instance

The database creation utilizes Oracle database templates. Bundled with the FLCC installation
package is a sample template that can be used for small deployments.

If a specific database size is required for the deployment a template file should be created and
placed in the directory below

<target directory>/db/instance
The following tablespaces must be defined within the template file for FLCC to function correctly
REF_INDX
REFERENCE
SYSLOG_INDX
SYSLOG
TRANS_INDX
TRANSACTION
Execute the following steps to create the FLCC database
$ cd <target directory>/install

$ ./install database.ksh -create database
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During the installation procedure the user will be prompted for the following information:
Enter FLCC Home (/home/oracle/flcc):
Enter the installation directory for First Line Customer Care or accept the default.
Enter Oracle Home (/appl/oracle/product/11.2.0/db 1):
Enter the installation directory for Oracle or accept the default.
Enter Oracle SID (ccdb):
Enter the SID for the database to be created or accept the default
Enter Oracle password for user 'sys':

Enter the Oracle password for the sys user. Contact your Oracle administrator if this is not
available.

Enter Oracle password for user 'system':

Enter the Oracle password for the system user. Contact your Oracle administrator if this is not
available.

Enter Oracle password for user 'etlserver':

Enter a password for the Oracle etlserver user that is to be created. This user will be the
primary user for both data loading and retrieval

Enter the database template name (flcc small):

Enter the name of the Oracle template file (excluding the .dbt extension). Note this file must be
present in the <target directory>/db/instance folder.

The creation of the Oracle database may take some time depending on the size of the database
defined.

The location of a log file will be indicated at the end of the installation procedure containing any
errors which may have been encountered.

1.2 Create the database schema

Execute the following steps to create the FLCC schema
$ cd <target directory>/install

$ ./install database.ksh -install schema

During the installation procedure the user will be prompted for the following information:

Enter FLCC Home (/export/home/flcc):

Enter the installation directory for First Line Customer Care or accept the default.
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Enter Oracle Home (/appl/oracle/product/11.2.0/db 1):
Enter the installation directory for Oracle or accept the default.
Enter Oracle SID (ccdb):
Enter the SID for the database created previously
Enter Oracle password for user 'sys':

Enter the Oracle password for the sys user. Contact your Oracle administrator if this is
not available.

Enter Oracle password for user 'system':

Enter the Oracle password for the system user. Contact your Oracle administrator if this is not
available.

Enter Oracle password for user 'etlserver':

Enter a password for the Oracle etlserver user that is to be created. This user will be the
primary user for both data loading and retrieval

Enter the database template name (flcc small):
Enter the name of the Oracle template file (excluding the .dbt extension).

Note: this file must be present in the <target directory>/db/instance folder.
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2 Tivoli Common Reporting (TCR) Installation

Note: The steps outlined in the TCR installation procedure should be carried out on the server
where the TCR platform is to be installed.

Details about how to install Cognos can be found in the documentation folder of the Tivoli
Common Reporting Setup files. You will also find details about the hardware and software
supported by TCR.

Pre-requisite #1: Install Oracle Client on the server before performing the TCR installation

Pre-requisite #2: Ensure that the following Oracle variables have been set up before
performing the TCR installation:

- ORACLE HOME
- LIBPATH

Pre-requisite #3: The only supported web browsers for accessing TCR are Microsoft Internet
Explorer 7 and Mozilla Firefox 3.6

2.1 Deploying Dashboard and reports

Note: Unless otherwise specified, the procedures in this section must be performed on the
designated reports server only.

Copying Content into the Tivoli Common Reporting Server

1. Copy the flcc_dashboard.zip file from the reports folder of the Front Line
Customer Care installation package into the Cognos “deployment’ folder:

STIVOLI COMMON REPORTING PATH/tipv2Components/TCRComponent/cognos/deplo

yment
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Creating Database Connection

1.

Open a browser windows and launch Tivoli Integrated Portal by default:
https://server:16311/ibm/console/logon.jsp

Login in into the system with an user with administration privileges
Open the “Reporting>Common Reporting” tab

Expand the menu “Launch” and choose “Administration”

Select the “Configuration” tab

Create a new “Data Source Connection” pointing to the Front Line Customer Care
Database.

a. Details about how to create and configure a new Data Source Connection can be

found in the IBM Cognos Business Intelligence Administration and Security
Guide 8.4.1

http://publib.boulder.ibm.com/infocenter/c8bi/v8r4m0/index.jsp? topic=/com.ibm.
swg.im.cognos.ug_cra.8.4.1.doc/ug_cra.html

Chapter: Data Management
Section: Data Sources and Connections > Create a Data Source
i. Data Source Connection name: FLCC_DB
ii. Data Source Connection type: Oracle
iii. SQL*Net Connect String: tnsname of the Oracle database

iv. User ID and password: user schema for the Oracle database

Deploying Content

1.

bl

Open a browser windows and launch Tivoli Integrated Portal by default:
https://server:16311/ibm/console/logon.jsp

Login in into the system with an user with administration privileges
Open the “Reporting>Common Reporting” tab

Expand the menu “Launch” and choose “Administration”

Select the “Configuration” tab

Go to Content Administration and import the content of the flcc dashboard.zip using
the “New Import Wizard”.

a. Details about how to import and deploy IBM Cognos 8 content can be found in
the IBM Cognos Business Intelligence Administration and Security Guide 8.4.1
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http://publib.boulder.ibm.com/infocenter/c8bi/v8r4m0/index.jsp? topic=/com.ibm.
swg.im.cognos.ug cra.8.4.1.doc/ug_cra.html

Chapter: Content Administration in IBM Cognos Connection

Section: Deployment>Deploying IBM Cognos 8 Entries>Import to a Target
Environment

b. Select the following entries available in the package:
i. First Line Customer Care

ii. Second Line Customer Care

2.2 Web Application Installation

Note: Execute the following steps as the same user used to install TCR

The following pre-requisites must be followed prior to installing the Customer Care application

* Tivoli Common Reporting (TCR) v2.1 must have been installed on the target AIX server.

» The installer must know the name of the Tivoli Integrated Portal (TIP) profile being used
<TIP_Profile>

»  The installer must know the name of the TIP administrator user <TIP_User>
* The installer must know the password for the TIP administrator user <TIP_Passwd>

» The environment variable TIP. HOME must be set to the root of the Tivoli Integrated
Portal

e.g.

$ export TIP HOME=/opt/IBM/tivoli/tip

2.2.1 Installation Steps

Note: The following steps must be performed on the server where TCR 2.1 is installed. The
operating system user used must be that which was used during the install of TCR 2.1

Place the Customer Care 1.1 installation package (customer care SQM1.4.X.X) in the <target
directory>. Once completed, execute the following commands

$ cd <target directory>/install
$ chmod +x install dashboard.ksh
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$ ./install dashboard.ksh -profile <TIP Profile> -user <TIP User> -passwd
<TIP Passwd> -mode install

You will be prompted to enter role names for the first line, second line and VIP user profiles.
Enter three user defined names.

Note: that these names will later be configured within the Tivoli Integrated Portal user
management.

Errors encountered during the installation can be seen in the log files located at the following
directory:

STIP HOME/logs/customer care

2.2.2 Post-Install Steps

Note: The following steps must be performed on the server where TCR 2.1 is installed. The
operating system user used must be that which was used during the install of TCR 2.1

Edit the file $TIP. HOME/bin/startflcc.sh and replace all occurrences of $TIP. HOME with the
fully qualified path.

Also replace the default value for the security.log.dir property with a path to a directory where the
security audit logs are to be kept.

Restart the Tivoli Integrated Portal with the following commands:

$ cd $TIP HOME/bin
$ ./stopServer.sh serverl

$ ./startflcc.sh serverl

Create the three user roles defined earlier in the installation. Log into the Tivoli Integrated Portal
with the user name and password used when invoking the install dashboard.ksh script.

Select “Users and Group” “Role Management” as shown below
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Select “New” and you will be prompted to enter a role name. Enter the role name for the First
Line users as defined earlier. Select “Save”

Repeat the steps above to create the Second Line and VIP User Roles. When complete all roles
should be visible within Role Management

Front Line Customer Care application users can now be added to the appropriate role.
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Note: that users added to the “First Line” role will not have access to location information
within the dashboard view. “Second Line” users will have full access to the dashboard view.
Note that VIP users (those assigned to the VIP user role) must also be assigned to either a First
Line or Second Line user role.

To assign users select “Users and Groups” “User Roles” from within the Tivoli Integrated Portal.

Il.ﬂ £l Hidg My sms “Uur Hnles i -

Usar Raoles ¥

L g pape in mansge roles M0 uiess Y gan sedech users mnd sodemine roles for 4 §eleded yss,
Awailsbls 150

Bz fobeg i 8. seacad e,

A neme Lk naTie)

Piurmber of resuls 01 depdsy
Al

Enter the search criteria for the user you wish to assign to a role and select “Search”
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User In « First Name Last Name p ..

romahonyl Richard OMahony operator,suppressmonitor,users,administrator,allAuthenticatedPortalUsers,chartCreator, chartAd ministr]

Select the user from the list returned and a list of roles will be returned
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Select the appropriate role for this user (either first line or second line role). Note that selecting
both roles will result in full dashboard access for the user. Select “Save”. Note that all FLCC
application users must also have the ‘tcrPortalOperator’ and ‘users’ roles assigned.

User Roles i
User Roles romahonyl = romahonyl | Related Tasks ¥
Available Roles

T T |

Select Roles -

[+1 L C G 1 PEAG L A T T s
[w] chartAdministrator

] chartCreator

(] chartViewer

] configurator

| FirstLineRole

m

[v] iscadmins

[¥] maonitor

V] operator

PE SecondLineRole

pi suppressmonitor

Total: 14 Selected: 13

| Save H Cancel H Reset I

Repeat these steps for each of the application users.

Note: Changes to user roles will not take affect until a user re-opens the web browser.

FLCC users operating in an Internet Explorer environment should disable browser caching with
the following browser update:

Select Tools/Internet, click the general tab.

Under the Browsing history section select Settings ensure that the option “Every time I visit a
webpage” is selected as shown below.
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- — .
Temporary Internet Files and History Settings ~ u

Temporary Internet Files

Internet Explorer stores copies of webpages, images, and media
for faster viewing later.

Chedk for newer versions of stored pages:
(@) Every time I visit the webpage
(71 Every time I start Internet Explorer

() Automatically

(7 Mever
Disk space to use (3-1024MB)
(Recommended: 50-250MB)
Current location:

C:WsersYichard\AppData\Local\Microsoft\Windows\Temporary
Internet Files',

[ Mave folder. .. ][ View objects ][ View files

History

Spedify how many days Internet Explorer should save the list
of websites you have visited,

e

Days to keep pages in history: 0 =
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3 Setting up Cognos report services for report parallel
execution

Login into the TIP Ul as a user with administration privileges
1. Open the “Reporting/Common Reporting” tab
2. Expand the menu “Launch” and choose “Administration”

3. Details about how to setup IBM Cognos 8 services for parallel execution can be found
in the IBM Cognos Business Intelligence Administration and Security Guide 8.4.1

http://publib.boulder.ibm.com/infocenter/c8bi/v8r4m0/index.jsp ?topic=/com.ibm.s
wg.im.cognos.ug cra.8.4.1.doc/ug cra.html

Chapter: System Administration

Section: Server Administration>>Set Parameters for Concurrent Query Execution

Note: Parameter selection will vary depending on the Tivoli Common Reporting server
specifications
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APPENDIX A: Accessing Dashboard and Reports Manually

1. Open a browser windows and launch Tivoli Integrated Portal by default:
https://server:16311/ibm/console/logon.jsp
Login in into the system with an user with administration privileges

Open the “Reporting>Common Reporting>Public Folders” tab

Sl A

Open the “First Line Customer Care” package
5. Select any of the following files and fill the prompts:
a. CEM Dashboard - Cause and Actions
i. Prompts: Service and Reason
b. CEM Dashboard — Data
i. Prompts: IMSI and Time Range
c. CEM Dashboard — Voice

i. Prompts: IMSI and Time Range

APPENDIX B: Updating dashboard with customer logos

The following steps outline the procedure to alter the default logos on the FLCC
dashboard:

1. Copy the new logo into the following folders

a. $TIVOLI COMMON REPORTING PATH/tipv2/profiles/TIPProfile/installedA
pps/TIPCell/IBM Cognos 8.ear/p2pd.war/tivoli/tcr common/images

b. $TIVOLI COMMON REPORTING PATH/tipv2Components/TCRComponent/cognos/
webcontent/tivoli/tcr common/images

2. Edit and Update all the dashboard logos changing the path (all dashboard files for all
services must be updated)

a. From: .. /tivoli/tcr common/images/tivoli.gif

b. To: ../tivoli/tcr common/images/new logo.ext
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APPENDIX C: Updating dashboard granularity

The following steps detail the changes needed in the FLCC dashboard when the
granularity of the underlying datasources are changed:

1. The dashboard END TIME column is defined as 15 minutes later than the
transaction DATETIME recorder in the database.

2. If the granularity of the sources changes to lower values (Sminutes, 1 minute...)
then the TCR First Line Customer Care model has to be updated accordingly as
follows:

a. Launch IBM Cognos 8 Framework Manager
b. Open “First Line Customer Care v1.x” Metadata Model
c. Update the following objects:
i. FLCC Model > VOICE > Transactions > ENDTIME
1. The default value is adding 15 minutes (DATETIME +1/96)
2. Example for 5 minutes (DATETIME +1/288)
3. Example for 1 minutes (DATETIME +1/1440)
ii. FLCC Model > SMS > Transactions > ENDTIME
1. The default value is adding 15 minutes (DATETIME +1/96)
2. Example for 5 minutes (DATETIME +1/288)
3. Example for 1 minutes (DATETIME +1/1440)
iii. FLCC Model > MMS > Transactions > ENDTIME
1. The default value is adding 15 minutes (DATETIME +1/96)
2. Example for 5 minutes (DATETIME +1/288)
3. Example for 1 minutes (DATETIME +1/1440)
iv. FLCC Model > DATA > Transactions > ENDTIME
1. The default value is adding 15 minutes (DATETIME +1/96)
2. Example for 5 minutes (DATETIME +1/288)
3. Example for I minutes (DATETIME +1/1440)
d. Save the model

e. Publish the First Line Customer Care Package
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APPENDIX D: Applying Access Control to users

TIP User Group and Roles

1. Open a browser windows and launch Tivoli Integrated Portal by default:
https://server:16311/ibm/console/logon.jsp

2. Login in into the system with an user with administration privileges

3. Create two different TIP user groups. As an example consider the following names

a. First Line Group (users that belong to this group will have to be added to this
group afterwards)

b. Second Line Group (users that belong to this group will have to be added to
this group afterwards)

4. The following TIP roles will have to be assigned to both groups above
a. users

b. tcrPortalOperator

TCR Cognos Access Control

Details about how to administer IBM Cognos 8 security can be found in the /BM
Cognos 8 Administration and Security Guide 8.4.1

http://publib.boulder.ibm.com/infocenter/c8bi/v8r4m0/index.jsp ?topic=/com.ibm.swg

.im.cognos.ug_cra.8.4.1.doc/ug_cra.html

Chapter: Security Administration

1. Open a browser windows and launch Tivoli Integrated Portal by default:
https://server:16311/ibm/console/logon.jsp
Login in into the system with an user with administration privileges

Open the “Reporting>Common Reporting” tab

ElE

Expand the menu “Launch” and choose “Administration”

5. Select the “Security” tab
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a. Remove the group “Everyone” as a member of the following role:
1. System Administrators
6. Expand the menu “Launch” and choose “Connection”
7. Edit the properties of the “First Line Customer Care” package:
a. Override the parent group privileges

b. Grant the following privileges to the “First Line Group” user Group created

earlier:
i. Read
1. Execute

c. Deny all the privileges to the “Second Line Group” user Group created earlier:
8. Edit the properties of the “Second Line Customer Care” package:
a. Override the parent group privileges

b. Grant the following privileges to the “Second Line Group” user Group created

earlier:
i. Read
ii. Execute

c. Deny all the privileges to the “First Line Group” user Group created carlier.

How to disable editing capabilities to First Line and Second Line Users

Details about how to administer IBM Cognos 8 security can be found in the /BM Cognos
8 Administration and Security Guide 8.4.1

http://publib.boulder.ibm.com/infocenter/c8bi/v8r4m0/index.jsp ? topic=/com.ibm.swg.im.

cognos.ug_cra.8.4.1.doc/ug_cra.html

Chapter: Security Administration

1. Open a browser windows and launch Tivoli Integrated Portal by default:
https://server:16311/ibm/console/logon.jsp

2. Login in into the system with an user with administration privileges

3. Open the “Reporting>Common Reporting” tab

4. Expand the menu “Launch” and choose “Administration”
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5. Select the “Security” tab
a. Remove the group “Everyone” as a member of the following roles:
i. Authors
ii. Express Authors
iii. Directory Administrators

iv. Report Administrators

APPENDIX E: Uninstall Steps

To uninstall the Front Line Customer Care Web Application execute the following steps as the
user used to install TCR

$ cd <target directory>/install

Where target <target directory> is the location to which the Front Line Customer Care
installation package was extracted to

$ ./install dashboard.ksh -profile <TIP Profile> -user <TIP User> -passwd
<TIP_Passwd> -mode remove

To uninstall the Front Line Customer Care database instance execute the following steps as the
User oracle

$ export ORACLE SID=ccdb

Substitute the appropriate database name for ccdb:
$ sglplus /nolog

Enter the password for the sys user when prompted:
SQL> connect / as sysdba
SQL> shutdown immediate;

SQL> exit

Remove the database:
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SORACLE HOME/bin/dbca -silent -deleteDatabase -sourceDB ccdb -
sysDBAUserName sys -sysDBAPassword <sys DBA user password>

Substitute the appropriate database name for ccdb:

To remove the FLCC dashboard reports log into the TIP UI as a user with administration
privileges. Navigate through “Reporting/Common Reporting”. Select the “First Line Customer
Care” and “Second Line Customer Care” reports and click on delete.

‘?| Public Folders L My Falders |_d||_-[

Public Folders &1 ﬁ ﬁ °g [@ EE ® ng lﬂw

Entries: 1 - 3—|§i | Defete 1
| [Names | Modified ¢ | Actions
B Common Reporting 16 September 2009 12:28:25 E Mare..,
i First Line Custormer Care 18 August 2011 11:05:32 E Mare...,
B =econd Line Customer Care 18 August 2011 11:06:21 E Mare..,

The firstline, secondline and VIP user roles can be deleted by navigating to “Users and

Group/Role Management”, selecting the groups to delete and clicking the delete button

iscadmins System

iscusers System

roonitor Systerm

operator Systern

suppressmonitor

Total: 17 Selected: 2
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Notices

IBM may not offer the products, services, or features discussed in this document in all
countries. Consult your local IBM representative for information on the products and services
currently available in your area. Any reference to an IBM product, program, or service is not
intended to state or imply that only that IBM product, program, or service may be used. Any
functionally equivalent product, program, or service that does not infringe any IBM intellectual
property right may be used instead. However, it is the user's responsibility to evaluate and
verify the operation of any non-IBM product, program, or service.

IBM may have patents or pending patent applications covering subject matter described in this
document. The furnishing of this document does not grant you any license to these patents. You
can send license inquiries, in writing, to:

IBM Director of Licensing
IBM Corporation

North Castle Drive
Armonk NY 10504-1785
U.S.A.

For license inquiries regarding double-byte (DBCS) information, contact the IBM Intellectual
Property Department in your country or send inquiries, in writing, to:

Intellectual Property Licensing
Legal and Intellectual Property Law
IBM Japan Ltd.

1623-14, Shimotsuruma, Yamato-shi
Kanagawa 242-8502 Japan

The following paragraph does not apply to the United Kingdom or any other country where
such provisions are inconsistent with local law: INTERNATIONAL BUSINESS MACHINES
CORPORATION PROVIDES THIS PUBLICATION “AS IS” WITHOUT WARRANTY OF
ANY KIND, EITHER EXPRESS OR IMPLIED, INCLUDING, BUT NOT LIMITED TO,
THE IMPLIED WARRANTIES OF NON-INFRINGEMENT, MERCHANTABILITY OR
FITNESS FOR A PARTICULAR PURPOSE. Some states do not allow disclaimer of express
or implied warranties in certain transactions, therefore, this statement may not apply to you.

This information could include technical inaccuracies or typographical errors. Changes are
periodically made to the information herein; these changes will be incorporated in new editions
of the publication. IBM may make improvements and/or changes in the product(s) and/or the
program(s) described in this publication at any time without notice.

Any references in this information to non-IBM Web sites are provided for convenience only
and do not in any manner serve as an endorsement of those Web sites. The materials at those
Web sites are not part of the materials for this IBM product and use of those Web sites is at
your own risk.

IBM may use or distribute any of the information you supply in any way it believes appropriate
without incurring any obligation to you.
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Licensees of this program who wish to have information about it for the purpose of enabling: (i)
the exchange of information between independently created programs and other programs
(including this one) and (ii) the mutual use of the information which has been exchanged,
should contact:

IBM Corporation

5300 Cork Airport Business Park
Kinsale Road

Cork

Ireland.

Such information may be available, subject to appropriate terms and conditions, including in
some cases, payment of a fee.

The licensed program described in this document and all licensed material available for it are
provided by IBM under terms of the IBM Customer Agreement, IBM International Program
License Agreement or any equivalent agreement between us.

Information concerning non-IBM products was obtained from the suppliers of those products,
their published announcements or other publicly available sources. IBM has not tested those
products and cannot confirm the accuracy of performance, compatibility or any other claims
related to non-IBM products. Questions on the capabilities of non-IBM products should be
addressed to the suppliers of those products.

All statements regarding IBM's future direction or intent are subject to change or withdrawal
without notice, and represent goals and objectives only.

This information contains examples of data and reports used in daily business operations. To
illustrate them as completely as possible, the examples include the names of individuals,
companies, brands, and products. All of these names are fictitious and any similarity to the
names and addresses used by an actual business enterprise is entirely coincidental.

If you are viewing this information softcopy, the photographs and color illustrations may not
appear.
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Trademarks

IBM, the IBM logo, and ibm.com are trademarks or registered trademarks of International
Business Machines Corp., registered in many jurisdictions worldwide. Other product and
service names might be trademarks of IBM or other companies. A current list of IBM
trademarks is available on the Web at “Copyright and trademark information” at
www.ibm.com/legal/copytrade.shtml.

Adobe, the Adobe logo, PostScript, and the PostScript logo are either registered trademarks or
trademarks of Adobe Systems Incorporated in the United States, and/or other countries.

Java and all Java-based trademarks and logos are trademarks of Sun Microsystems, Inc. in the
United States, other countries, or both.
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Java

COMPATIBLE

Microsoft, Windows, Windows NT, and the Windows logo are trademarks of Microsoft
Corporation in the United States, other countries, or both.

UNIX is a registered trademark of The Open Group in the United States and other countries.

Other company, product or service names may be trademarks or service marks of others.
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