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Introduction

This document describes the procedure to install Cisco Agent Desktop client applications, and the process t
upgrade to any future desktop software in a Cisco Intelligent Contact Management (ICM) Enterprise
environment.

Prerequisites

Requirements
Cisco recommends that you have knowledge of these topics:

* Cisco ICM
« Cisco Agent Desktop

Components Used
The information in this document is based on these software and hardware versions:
« Cisco ICM Enterprise version 6.x and later
The information in this document was created from the devices in a specific lab environment. All of the

devices used in this document started with a cleared (default) configuration. If your network is live, make sul
that you understand the potential impact of any command.

Conventions

Refer to Cisco Technical Tips Conventions for more information on document conventions.

Installation

Move the desktop installation from the desktop share to behind the Tomcat Web Server. Access the initial
desktop installation from a Web page. Download the installation to the agent PC before you execute the
installation.



Complete these steps to install Desktop applications:

1. Start the browser on the agent PC.

2. Type http://<Server Name or IP Address>:8088/TUP/CAD/Install.htm in the Address field (see
arrow A in Figure 1).

3. Press ENTER. The initial installation page appears (see Figure 1).

Figure 1 Initial Installation Page
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Installing Cisco Agent Desktop and Cisco Supervisor Desktop

Follow these steps to download the Cisco Agent Desktop and Cisco Supemisor Desktop
installation files to your desktop.

1. Click Download and save the InstallDriver.exe file to a folder on your computer

DOWNLOAD |«—®

Using My Computer or Windows Explorer, navigate to the folder where you saved the
InstallDriver. exe file
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3. Double-click InstallDriver.exe

The Install Wizard starts

4. Follow the instructions in the Install Wizard to install Cisco Agent Desktop or Cisco
Supemisor Desktop on your PC

4. Click DOWNLOAD (see arrow B in Figure 1). The File Download screen appears (see Figure 2).

Figure 2 File Download

File Download [ X]
You have chosen to download a file from this location.

InstallDriver.exe from  10.89. XXX XX

What would you like to do with this file?

' Run this program from its current location
" Save this program to disk

IV &lways ask before opening this type of file

— Cancel | More Info |

5. Click OK. The Security Warning screen appears (see Figure 3).




Figure 3 Security Warning

Security Warning

Do you want to install and run
“InstallDriver.exe from 10.89. XXX XX"?

The publisher cannot be determined due to the problems
below:

Authenticode signature not found.

T Yes | No I More Info

6. Click Yes. The Welcome screen appears (see Figure 4).

Figure 4 Welcome

Welcome [ X]
Welcome to Install Manager. This program installs selected software on your
computer.

It is recommended that you exit all other applications before continuing with
this installation.

Click Cancel to quit or Next to continue with the installation.

WARNING: This program is protected by copyright law and international
treaties.

Unauthorized reproduction or distribution of this proaram, or any portion of it,
may result in severe civil penalties, and will be prosecuted to the mazimum
extent possible under law.
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7. Click Next. The Installation Server: Location screen appears (see Figure 5).

Figure 5 Installation Server: Location



Installation Server: Location E3

Enter the host name or IP address and Port heeded to connect to the
webserver where you are installing from.

MNOTE: This should be the same location at where you downloaded this
install program.

— Primary Server

" Host Name I

= |P Address | 10.89 300 XX

Port [8088
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8. Select the Host Name option and type the host name. Alternatively, select the IP Address option, an
specify the IP address and port number to connect to the Web server. The default port number is 80:
9. Click Next. The Options screen appears (see Figure 6).

Figure 6 Options
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10. Select the required Desktop applications. For example, check the Agent Desktop check box.
11.Click Next. The License Agreement appears (see Figure 7).

Figure 7 License Agreement



License Agreement m

Please read the following License Agreement. Press the PAGE DOWN key
to see the rest of the agreement.

SPANLINK COMMUNICATIONS, INCORPORATED -
ELECTRONIC END USER LICENSE AGREEMENT

NOTICE TO USER:

THIS IS & CONTRACT. BY INSTALLING THIS SOFTWARE YOU
ACCEPT ALL THE TERMS AND CONDITIONS OF THIS
AGREEMENT.

This Spanlink Communications, Inc.["'Spanlink'') End User License
Aareement accompanies the product and related explanatory materials
["Software"]). The term "Software" also shall include any upgrades,
modified versions or updates of the Software licensed to you by
Spanlink. Please read this Agreement carefully. At the end, you will be
asked to accept this agreement and continue to install or, if you do not
wish to accept this Agreement, to decline this agreement, in which case
you will not be able to use the Software.

Upon your acceptance of this Agreement, Spanlink grants to you a Ll

Do you accept all of the terms of the preceding License Agreement? If you
choose No, Install Manager will close. To install you must accept this
agreement.
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12.Read the License Agreement.
13.Click Yes. The Destination Folder screen appears (see Figure 8).

Figure 8 Destination Folder



Destination Folder E3

Install Manager will install the selected applications in the folder you choose
below. Choose the default folder or click Browse to select another one.

Destination Folder

C:\Program Files\Cisco\Desktop Browse I

|
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14.Click Browse to modify the destination folder.
15.Click Next. The Start Copying Files screen appears (see Figure 9).

Figure 9 Start Copying Files



Start Copying Files B3

Install Manager has enough information to start installing the software.

If you want to review or chanage any settings, click Back. If you
are satisfied with the settings, click Next to begin copying files.

To exit setup without installing the selected software, click Cancel.

Current Settings:

Language: English =
Local machine address: 10.89.¥YY.YY

Directory Services location: 10.89. 33X XX
Logical Call Center: Call Center 1

Destination location: C:\Program Files\Cisco\Desktop
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16.Click Next. The Cisco Agent Desktop Setup screen appears (see Figure 10).

Figure 10 Cisco Agent Desktop Setup

Cisco Agent Desktop Setup X

Information

Please read the following text.

MNetwork Interface Cards

This version of CAD supports Desktop Monitor, which enables supervisors to -
silently monitor agents using the NIC card in the agent's PC. If you choose to

use this feature, be aware that certain combinations of network interface cards

[NICs), NIC driver versions, and operating system versions on agent desktops

may not work with CAD Desktop Monitor in a network environment where voice

and data are on separate V0LANs.

If a NIC card is not compatible with CAD Desktop Monitor, the following message
is displayed in Cisco Supervisor Desktop after a silent monitoring session is initiated:

Silent Monitor session failed.
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17.Read the information related to Network Interface Cards.
18.Click Next. The Installation Results screen appears (see Figure 11).

Figure 11 Installation Results



Installation Results X

The installation process has completed. |f you have additional components
to install, you may run Install Manager again to continue.

Back I Finish I Cance »> Info

19.Click Finish to complete the installation.

Desktop Updates

True Update automatically initiates Desktop updates. True Update contains Agent, Supervisor, and
Administrator Desktop applications. Upon application launch, if newer software is available on the web
server, True Update initiates the upgrade installation process.

The new software becomes available when you install the latest Maintenance Release on the server machir
True Update checks the maintenance and build version. For example, if the agent runs 6.0(1) which is versi
6.0.0.44, and the server runs 6.0(2), which is version 6.0.1.15, True Update upgrades the agent desktop to

6.0(2) when an agent logs in. However, True Update only checks the version of the application, and not the
Service Release (SR).
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