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1 Introduction 

Realtime Online (hence forth referred to as RTOL) is a web based solution comprising of up 
to six functional components that enable the distribution of both static and dynamic business 
critical information to individuals, teams or the entire enterprise using Microsoft® Internet 
Explorer® sessions and / or Cisco IP telephone devices.  

The functional components that can be combined for any particular instance of RTOL are 
optional and dependent upon the licence that is applied. However, directly after installation, 
you are provided with a 15 day trial licence that allows you to sample all six functional 
components but with a limit of only ten devices and configuration of only one data connection. 
The 15 day demo licence should provide you with enough time to assess each component 
before committing to those that you want to continue to use. 

The following functional components can be combined within RTOL: 

Á Realtime Online Dashboards 
Display static / dynamic business data on Microsoft® Internet Explorer® sessions and 
/ or Cisco IP telephone devices. 
 

Á Broadcast Message Manager Text Paging 
Send text messages to Microsoft® Internet Explorer® sessions and / or Cisco IP 
telephone devices. 
 

Á Broadcast Message Manager Tannoy & Paging 
Send audio messages to Cisco IP telephone devices. 
 

Á Cisco Screen Pop 
Show a screen pop of caller information on the display of Cisco IP telephone devices 
as the device start to ring. 
 

Á Cisco Presence Display 
Show the status of a user on the display of their Cisco IP telephone device. All 
internal callers who dial the device are notified of the status that has been set (i.e. 
explaining why the call is not being answered). 
 

Á Cisco Agent Status 
Show the Ready / Not Ready status of a user on the display of their Cisco IP 
telephone device. 
 

This document has been provided to assist you whilst configuring your systems to work with 
RTOL and, ultimately, stepping you through the RTOL installation process. 

 

Sections 2 Prerequisites, and 4 System Configuration Post Installation, of this document, 
detail the hardware, software and, for certain platforms / functional components, telephony 
platform and system configuration that must have been completed prior to starting the 
installation and after installation is complete.  

Tip - Please ensure you have read through and completed all pre-requisites that are 
appropriate for your systems before starting the RTOL installation. 

 

Section 3 of this document, Installing Realtime Online, provides a step by step guide to 
installing Realtime Online. Sections 3.5 and 3.6 provide instructions for launching the 
Realtime Online design environment and how to download the Realtime Online desktop client 
software. 
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2 Prerequisites 

2.1 Server Hardware & Software 

The Realtime Online server needs to be connected to the same network as... 

Á ...the Cisco Unified Contact Center Enterprise (formerly Cisco IPCC Enterprise) and 
Cisco Unified Communications Manager (formerly CallManager) servers if you are 
installing Realtime Online for Cisco Unified Contact Center Enterprise. 
 

Á the Cisco Unified Contact Center Express (formerly Cisco IPCC Express) and Cisco 
Unified Communications Manager (formerly CallManager) servers if you are installing 
Realtime Online for Cisco Unified Contact Center Express. 
 

Á ...the Nortel Contact Center (formerly Nortel Symposium) if you are installing Realtime 
Online for Nortel Contact Center. 
 

Á ...the databases that Realtime Online will connect to and retrieve information from if 
you are installing Realtime Online for your business CRM system. 

 

The server environment should conform to the following minimum specification: 

Á A minimum of an Intel® Pentium® 4, or Intel® Xeon® processor. 
 

Á At least 1 GB of RAM. 
 

Á At least 40 GB hard disk space on the server. 
 

Á One of the following operating systems: a fully service packed version of Microsoft® 
Windows Server® 2003 or Microsoft® Windows® XP. Windows Vista®, Windows® 7 
and Windows Server® 2008 are currently not supported. 
 

Á Microsoft® Internet Explorer® 6 SP1 or above. 
 

Á The Windows® Firewall should be disabled. 
 

Prerequisite Server Software: 

Á Microsoft SQL Server 2005 Express Edition. 
 

Á Microsoft SQL Server 2005 Management Tool. 
 

Á .NET Framework 3.5 with the latest service pack applied. 
 

Á Microsoft Visual C++ 2005 Redistributable Package (x86) 

 

Tip ï The Realtime Online installer will analyse your server environment and install (and 
configure) the appropriate prerequisite server software if they have not already been installed. 
You are not required to manually install any of the prerequisite server software. 
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2.2 Desktop Client Hardware & Software 

Your desktop client environments should conform to the following minimum specification: 

Á A minimum of an Intel® Pentium® 4 processor. 
 

Á At least 1 GB of RAM. 
 

Á One of the following operating systems: a fully service packed version of Microsoft® 
Windows® XP. Windows Vista® and Windows® 7 are currently not supported. 
 

Á Microsoft® Internet Explorer® 6 SP1 or above. 

 

Prerequisite Client Software: 

Á .NET Framework 3.5 with the latest service pack applied.  
 

Tip ï As you do not run the Realtime Online installer on desktop client hardware you will need 
to install the appropriate prerequisite software manually. 
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2.3 System Configuration Prior to Installation 

2.3.1 For Realtime Online Dashboards 

Only complete the following configuration steps if you are installing the Realtime Online 
Dashboards functional component. 

Tip - If you have already completed the steps in preparation for installing an alternative 
Realtime Online functional component then simply skip to the next step. 

 

2.3.1.1 If Installing for Cisco Unified Contact Center Enterprise 

The following additional prerequisite steps must be completed if you are installing Realtime 
Online against a Cisco Unified Contact Center Enterprise platform. 

1) The Windows® administrator account username and password on the Realtime 
Online server must match exactly that of a Windows® administrator account on the 
Cisco Unified Contact Center Enterprise (formerly Cisco IPCC Enterprise) server. 
Additionally the Windows® administrator accounts must have full administrative 
rights. 
 

2) To enable access to the Cisco Unified Communications Manager (formerly 
CallManager) administration pages from the Realtime Online server you must ensure 
that the required version of the Java 2 Platform, Standard Edition (J2SE) Runtime 
Environment is installed. 
 

3) The Cisco Unified Contact Center Enterprise (formerly Cisco IPCC Enterprise) CTI 
server IP addresses and port numbers are required during the quick start 
configuration to enable Realtime Online to connect to the historical and real time 
feeds of the Cisco Unified Contact Center Enterprise server, these are typically 
called: 
 
- Cisco CTI Server Peripheral Gateway óAô 

 
- Cisco CTI Server Peripheral Gateway óBô 
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2.3.1.2 If Installing for Cisco Unified Contact Center Express 

The following additional prerequisite steps must be completed if you are installing Realtime 
Online against a Cisco Unified Contact Center Express platform. 

1) The Windows® administrator account username and password on the Realtime 
Online server must match exactly that of a Windows® administrator account on the 
Cisco Unified Contact Center Express (formerly Cisco IPCC Express) server. 
Additionally the Windows® administrator accounts must have full administrative 
rights. 
 

2) To enable access the Cisco Unified Communications Manager (formerly 
CallManager) administration pages from the Realtime Online server you must ensure 
that the required version of the Java 2 Platform, Standard Edition (J2SE) Runtime 
Environment is installed. 
 

3) To ensure that real time data is provided from the Cisco Unified Contact Center 
Express you will have to enable real time snapshot writing configuration for 
wallboards. This can be achieved by following the steps outlined below. 
 

a. Log into the Cisco Unified Contact Center Express administration pages. 
 

b. Select the Tools menu. 
 

c. Select the Real Time Snapshot Config sub-menu. 

 

d. Ensure that the Data Writing Enable checkbox is ticked. 
 

e. Ensure that the Data Writing Interval drop-down list is set to an interval of 5 
seconds. 
 

f. Ensure that the Cisco Unified CCX CSQs Summary checkbox is ticked. 
 

g. Ensure that the Cisco Unified CCX System Summary checkbox is ticked. 
 

h. Click the Update button to save the changes. 
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2.3.1.3 If Installing for Nortel Contact Center 

The following additional prerequisite steps must be completed if you are installing Realtime 
Online against a Nortel Contact Center platform. 

1) Install and configure the Sybase ODBC Drivers as provided with the Nortel Contact 
Center software on the Realtime Online server to allow an ODBC data connection to 
be made to the Nortel Contact Center SCCS_Historic data source. 
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2.3.2 For Broadcast Message Manager Text / Tannoy 

If you are intending to use the Broadcast Message Manager functional component of 
Realtime Online (BMM Text Messaging, BMM Tannoy Paging) then there is additional 
configuration that needs to be completed on the Cisco Unified Communications Manager 
(formerly CallManager) prior to installing Realtime Online. 

Tip - If you have already completed the steps in preparation for installing an alternative 
Realtime Online functional component then simply skip to the next step. 

 

2.3.2.1 Create an Application User 

To enable Broadcast Message Manager to utilise resources within the Cisco Unified 
Communications Manager (formerly Call Manager) an application user has to be created.  

1) Log into the Cisco Unified Communications Manager. 
 

2) Select Application User from the User Management menu. 
 

3) Select the Add New button. 
 

4) An Application User Configuration dialog is displayed. 

 

Specify the new application user as follows: 

- Specify the User ID field as óCheckmateTapiô. 
 

- Specify the Password field as óAbridgeô. 
 

- Specify the Confirm Password field as óAbridgeô. 
 

5) Click the Save button to save the new application user. 
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2.3.2.2 Create a User Group 

The new application user created in section 2.3.2.1, Create an Application User, has to be 
added to a new user group. 

1) Log into the Cisco Unified Communications Manager. 
 

2) Select User Group from the User Management menu. 
 

3) Select the Add New button. 
 

4) A User Group Configuration dialog is displayed. 

 

Specify the new user group as follows: 

- Specify the Name field as óCheckmateGroupô. 
 

5) Click the Save button to save the new user group. 

 

6) When the new user group has been saved you can add application users to the group 
directly from the User Group Configuration dialog by clicking the Add App Users 
To Group button. 
 

7) An application user search dialog is displayed enabling you to filter application users 
to only those you want to add. Filter for the óCheckmateTapiô application user created 
in section 2.3.2.1, Create an Application User, and then ensure that the 
corresponding óselectedô checkbox is ticked before clicking the Add Selected button. 
 

8) Finally click the Save button. 
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2.3.2.3 Assign Roles to the User Group 

Roles need to be assigned to the óCheckmateGroupô created in section 2.3.2.2, Create a User 
Group. 

1) Log into the Cisco Unified Communications Manager. 
 

2) Select User Group from the User Management menu. 
 

3) Use the search functionality to locate the CheckmateGroup created in the previous 
step. 
 

4) When the CheckmateGroup is located and listed click the Roles icon, , in the 
tabular list to access the role assignment functionality. 
 

5) Click the Assign Role to Group button. 
 

6) A Find and List Roles dialog is displayed. Click the Find button without defining any 
filter criteria to return all roles. 

 

Ensure that the following roles are ticked: 

- Standard CTI Allow Call Park Monitoring (Cisco CTI). 
- Standard CTI Allow Calling Number Modification (Cisco CTI). 
- Standard CTI Allow Control of All Devices (Cisco CTI). 
- Standard CTI Allow Reception of SRTP Key Material (Cisco CTI).  
- Standard CTI Enabled (Cisco CTI). 
- Standard AXL API Access (Cisco Call Manager AXL Database). 
- Standard SERVICEABILITY (Cisco Call Manager Serviceability).  
- Standard CCM Admin Users. 
- Standard CCMADMIN Administration (Cisco Call Manager Administration). 

 
7) Click the Add Selected button. 

 
8) Finally click the Save button. 
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2.3.2.4 Assign Devices and / or Users to the Checkmate Application User 

The devices and / or users to whom / which you want to send Broadcast Message Manager 
text and audio need to be assigned to the ôCheckmateTapiô application user created in section 
2.3.2.1, Create an Application User. 

1) Log into the Cisco Unified Communications Manager. 
 

2) Select Application User from the User Management menu. 
 

3) Use the search functionality to locate the CheckmateTapi application user created in 
the first step. 
 

4) Click the CheckmateTapi application user. 
 

5) An Application User Configuration dialog is displayed. 

 

Scroll down to the Device Information section and select (highlight) within the 
Available Devices table the devices/users that are going to: 

- Receive tannoy and / or paging messages. 
- Receive text messages. 
- Receive pre-recorded audio messages. 

Itôs possible that not all devices will be listed and as a result you are not able to find 
the appropriate devices; in this situation use the Find More Phones button to search 
for additional devices. When you have selected the appropriate devices / users add 
them to the Controlled Devices table using the Move Down button (a downward 
facing arrowhead). 
 

6) Finally click the Save button. 
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2.3.2.5 Install Cisco Telephony Service Provider on the Realtime Online Server 

Next the Cisco Telephony Service Provider (TSP) has to be downloaded from the Cisco 
Unified Communications Manager (CallManager) and installed onto the Realtime Online 
server environment. 

1) Log into the Cisco Unified Communications Manager from the Realtime Online 
server. 
 

2) Select Plugins from the Application menu. 
 

3) Click the Find button within the search functionality to return all downloadable 
plugins. 
 

4) Scroll down the list of plugins that are returned until you locate the Cisco Telephony 
Service Provider. 

 

5) Click the Download link and save to the desktop of your Realtime Online server 
environment. 
 

6) Once saved double-click the downloaded Cisco TSP file to start the installation. 
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7) A Welcome to the InstallShield Wizard for Cisco Unified Communications Manager 
TSP dialog is displayed. 

 

Click the Next button to continue. 
 

8) A Choose Destination Location dialog is displayed. 

 

Either accept the default installation location, or optionally change it using the 
Browse button, and click the Next button to continue. 
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9) A Cisco Unified Communications Manager TSP Setup dialog is displayed. 

 

Select the Yes button to continue.  
 

10) A Number of TSPs dialog is displayed. 

 

Specify that you want to install two (2) TSPs.  
 
Click the Next button to continue. 
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11) A TFTP Server IP Address dialog is displayed. 

 

As the dialog implies when the Cisco Unified Communications Manager TSP 
configuration user interface is opened for the first time after installation the 
appropriate language files can be downloaded automatically from the TFTP server IP 
address specified.  

If you know the IP address of the TFTP server specify it here. If you do not know the 
IP address leave it blank and specify the language settings in the following section 
2.3.2.6 Configure Cisco Telephony Service Provider on Realtime Online Server.  

Tip - Where a TFTP server IP address is not specified the language used defaults to 
English. 

Click the Next button to continue. 

 
12) An Installing Cisco Unified Communications Manager TSP dialog is displayed. 

 

Allow the installation to complete. 
 


































































































































































































































































































































