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Getting Started

Introduction

This section discusses minimum requirements for migrations and the scope of the current release of the CIC 2.4/3.0 to CIC 2015
R1 or later migration package.

New CIC distribution model

The CIC product suite has a new distribution model with new naming, faster release cycles, and higher quality. The new distribution
model is based on the mainline continuous development of CIC 4.0, expressed in the 20## R# Patch# format.

CIC releases

e CIC 4.0 SU 6 was the last release using the older model. CIC 2015 R1 is first release of the new distribution model.
e CIC 2015 R1 or later releases consist of new features, enhancements, and bug fixes.

e CIC 2015 R1 or later release components are .msi files.

e Each CIC 2015 R1 or later release functions as a new CIC installation and as an update to existing CIC installations.
e CIC 2015 R1 or later can applied to any CIC 4.0 SU.

CIC patches

e Patches are a feature of the new distribution model.

e A patch is a package of Engineering Specials (bug fixes only) created for a CIC 20## R# release, cumulative of previous
patches, distributed every two weeks.

e CIC 2015 R1 Patch1 and later patch components are .msp files.
For more information, see https://my.inin.com/products/cic/Pages/Releases-and-Patches.aspx.

Note: For the purposes of this guide, CIC generally refers to CIC 2015 R1 or later, acknowledging that it is based on the
continuous development of CIC 4.0. This document provides specific release/version numbers as needed.

PureConnect Documentation Library

You can access the PureConnect Documentation Library at https://help.genesys.com/cic.

Why migration instead of upgrade?

CIC server, database and Interaction Media Server changes in CIC 2015 R1 or later require a migration instead of an in-place
upgrade.

e CIC server: The CIC 2015 R1 or later Microsoft Windows server operating system requirements make it necessary to migrate
CIC configuration data from the existing CIC 2.4/3.0 server to a new CIC 2015 R1 or later server.

e CIC database: Changes to the database schema in CIC make it necessary to migrate some or all the data from the existing
database to a new CIC database, instead of upgrading the existing database.

o Interaction Media Server: The Interaction Media Server operating system requirements make it preferable to migrate Interaction
Media Server 3.0 configuration data to Interaction Media Server 2015 R1 or later (either a new Interaction Media Server 2015 R1
or later or an existing Interaction Media Server 3.0 appliance with an upgraded operating system).

If the workstation OS supports the CIC 2015 R1 or later client workstation applications, you can upgrade CIC client workstations to
CIC 2015 R1 or later in-place, on the same computers.

Minimum requirements for migrations

This section describes the minimum requirements for CIC 2.4/3.0 to CIC 2015 R1 or later migrations.
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CIC 2.4/3.0 server and workstations minimum migration requirements

e CIC 2.4 SU 47 or later (recommended), CIC 2.4 SU 33 (hard minimum)
-OR-
CIC 3.0 SU 14 or later (recommended), CIC 3.0 SU 11 (hard minimum)

e Interactive Update 1.0 SU 11 or later (on CIC 3.0 server and workstations)

CIC 2015 R1 or later server minimum migration requirements

e CIC 2015R1 or later
e |Interactive Update 2015 R1 or later

Note:

o Sites using Interaction Recorder and Interaction Tracker may need ESs and other procedures to meet the minimum
requirements for migration, depending on the CIC 2.4/3.0 and 2015 R1 or later versions. For details, see Export CIC

2.4/3.0 Configuration Data and Prepare for CIC Database Migration.
o For sites using Interaction Dialer, see Interaction Dialer.

o For sites using Interaction Conference, see Appendix D: Interaction Conference Migration.
o For sites using Interaction Director, see Appendix E: Interaction Director Migration.

Migration package overview

The current CIC 2.4/3.0 to CIC 2015 R1 or later migration package contains tools and documentation that support:
e Moving all users, phones, and functions from one CIC server (pair) to a new CIC server (pair) in one phase

e Database (Reporting, Interaction Recorder, Interaction Tracker) migrated by site ID, date range, and table groups (CIC 4.0 SU 3
and later)

Existing CIC system uses VolP (Dialogic HMP)

Handler migration

Managed IP phones migration (Polycom)

Interaction Media Server migration

Workstation application migration using Interactive Update or Setup.exe
Language Pack migration (server and workstation)

Interaction Recorder migration

Interaction Dialer migration

Interaction Conference migration

Interaction Director migration

Migration package

Starting with CIC 2015 R2, the latest supported migration package distributes as a Migration . iso, available on the Downloads page
at https://my.inin.com/products/Pages/Downloads.aspx. Previously, the migration package tools were available as separately
released and posted downloads. The latest supported migration package supports the latest CIC release and patch. Always check
the Downloads page for the latest supported migration package.

The migration package consists of the following tools:
e CIC Database Migration Assistant package
e |Interaction Migrator
e IR Migration Prep Utility

Also:
e For the latest information about the migration package, see https://my.inin.com/products/cic/Pages/Migrations.aspx.

e For detailed instructions on running each of the migration tools, see the CIC Migration Guide (this document).
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Migrations from pre-CIC 2.4 versions

Because versions of CIC before CIC 2.4 are End of Life (EOL), Genesys does not support or test migrations from pre-CIC 2.4
versions to CIC 2015 R1 or later. For information about product version End of Life, see
https://my.inin.com/products/pages/product-version-end-of-life.aspx.

However, you can submit any known issues and workarounds related to migrating from pre-CIC 2.4 versions to PureConnect
Customer Care. For more information about issues and workarounds, see Knowledgebase (KB) article:
https://my.inin.com/Support/Pages/KB-Details.aspx?EntrylD=Q133829957800212. The information within the KB article is not
inclusive of all issues that you could encounter, and in no way implies support of any specific migration scenario.

Migration Planning

This section describes various migration planning considerations.

Notify PureConnect Customer Care about the migration

Contact PureConnect Customer Care to notify them about the migration and provide them with the following information: customer
site name, customer site location, and customer site contact; hardware platform; a summary of your migration plans; and all
available backup files.

If you need assistance with your migration plans or implementation, contact PureConnect Customer Care.

Upgrade your CIC and Interaction Media Server product licenses

This section describes the procedures for upgrading CIC and Interaction Media Server product licenses.
Review the CIC 4.0 License Upgrade Guide

Before you migrate to CIC 2015 R1 or later from an earlier release, convert your existing license to a 4.0 license.

l Note: Genesys hasn't changed CIC licensing with the new distribution model. You still need a CIC 4.0 license. '

The CIC 4.0 License Upgrade Guide outlines licensing changes for CIC 4.0 in comparison to older releases, with an emphasis on
CIC 3.0. This guide also includes CIC 4.0 license requirements, new and discontinued licenses, upgrading licenses, and options
available during the conversion of licenses to the new release. For more information, see the CIC 4.0 License Upgrade Guide at
https://my.inin.com/products/cic/Pages/Marketing-Collateral.aspx.

Obtain the CIC 4.0 license

Request a product upgrade and then generate the CIC 4.0 license.

Important!
You need a CIC 4.0 license file. The CIC system won't function correctly unless you load a CIC 4.0 license.

Request a product upgrade

Since version 4.0 has a different license in several areas of the product, request a product upgrade first so that Genesys can
translate all old orders to the 4.0 license.

To request a product upgrade:
o Access the License Management Web site at http://license.inin.com/.

e Click ININ CIC other products and log on using your Genesys logon credentials. The Account Summary page appears, with a
summary of all ordered items available to license for your account.

e Click Click here to upgrade your product and follow the posted instructions.
e Complete the upgrade request form on this page and submit it.

After you submit the Product Upgrade Request form, you receive a 4.0 License Translation form. Review, sign, and submit this form
to confirm that you and Genesys are in agreement on the contents of your license.
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Order and generate a 4.0 production license

After the 4.0 License Translation form processes, order and generate a 4.0 production license, and download it to the CIC server.

To order and generate a 4.0 production license:
1. Place the order for the CIC 4.0 product with Genesys.

2. After Genesys creates the account and processes the order, you can generate the license from the License Management Web
site at http://license.inin.com/ using your Genesys logon credentials. Click Manage Licenses and follow the instructions for
generating a new license.

3. When asked, provide the following computer information:

o HostID (Host ID is based on the MAC address of the network card on the CIC Server)

o Machine Name

o System Type (telephony platform)

o Mail Connector (mail system)
4. After specifying your license selections, generate and view the license. The license file is hostid.i31ic.
5. Download the license file to the CIC server or location accessible from the CIC server.

Interaction Media Server upgrades

Interaction Media Server upgrades currently vary depending on your requests. You may have to contact License Management for
requests to upgrade Interaction Media Server from 3.0 to 4.0 or to upgrade Interaction Media Server software only.

In the future, you can process an Interaction Media Server upgrade request exclusively from the License Management web site.

Upgrade Interaction Media Server from 3.0 to 4.0

Currently, when you request to upgrade Interaction Media Server from 3.0 to 4.0 from the License Management website, certain
required Interaction Media Server information doesn't appear. To complete the upgrade request, contact License Management at
licenseissues@inin.com with the following information:

e The Interaction Media Server's Host ID
e The Interaction Media Server's serial number

License Management returns an email confirmation, processes your request, and, on approval, provides instructions on how to
generate and download the Interaction Media Server 4.0 license.

Upgrade Interaction Media Server software only

The option to upgrade Interaction Media Server software only is not available on the License Management website at this time. To
upgrade Interaction Media Server software only, email License Management at licenseissues@inin.com with the software option
you want to upgrade to 4.0.

License Management returns an email confirmation, processes your request, and, on approval, provides instructions on how to
generate and download the requested software license(s).

CIC configuration data migration

The current release of the CIC 2.4/3.0 to CIC 2015 R1 and later migration package supports migrating all users and CIC
configuration data at the same time using Interaction Migrator. For more information, see Export CIC 2.4/3.0 Configuration Data
and Import CIC 2.4/3.0 Configuration Data.

A future release of the migration package will contain an additional tool that supports migrating users and CIC configuration data at
different times (phased migration).

CIC database migration

The current release of the migration package supports migrating the CIC database (Reporting, Interaction Tracker, Interaction
Recorder) by site ID, date range, and table groups using CIC Database Migration Assistant. For more information, see Install CIC
Database Migration Assistant, Prepare for CIC Database Migration and Migrate the CIC 3.0 Database.

l Note: For information about Interaction Dialer database scenarios, see Interaction Dialer. '
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CIC database migration scenarios

There are two scenarios for migrating from a CIC 3.0 database to a CIC 2015 R1 or later database. The method you use depends on
your situation.

¢ One-to-one migration: The current release of the CIC 2.4/3.0 to CIC 2015 R1 or later migration package supports only one-to-
one migrations. This scenario is the recommended method for migrating from a CIC 3.0 to a CIC 2015 R1 or later database. A
one-to-one migration scenario migrates a single CIC 3.0 database to a single CIC 2015 R1 or later database. You could have
multiple CIC 3.0 and CIC 2015 R1 or later databases; however, you are migrating on a one-to-one basis. So, for each CIC 3.0
database, you have a corresponding CIC 2015 R1 or later database you are migrating to.

e Many-to-one migration: A many-to-one migration scenario migrates two or more CIC 3.0 databases to a single CIC 2015 R1 or
later database. Run it again to migrate each subsequent CIC 3.0 database to the same CIC 2015 R1 or later database. If you are
migrating multiple databases that contain data with identical site IDs, extra manual steps are necessary to prepare this data for
migration. Contact PureConnect Customer Care for assistance with this scenario.

Interaction Optimizer

The current release of the migration package supports an all in one bulk migration of Interaction Optimizer data. Mixing the data
between CIC 3.0 and CIC 2015 R1 or later is not supported. When you run the CIC Database Migration Assistant as described in
Migrate the CIC 3.0 database, and select the Optimizer Group:

e ALL 3.0 Interaction Optimizer records (not restricted by date range or Site ID) import to the target database as long as there are
no 2015 R1 or later Interaction Optimizer records in the target database.

Note: You can delete the 4.0 Optimizer records by running the Delete Optimizer Tables PreMigration.sgl script
located in the \scripts folder in the CIC Database Migration Assistant installed folder before migrating the CIC database.

e Ensure that all Optimizer agents go live on the new 4.0/2015 R1 or later environment after you migrate Optimizer data contained
in the database. This confirmation ensures that no mixing of data between CIC 3.0 and CIC 2015 R1 or later occurs.

Telephony

CIC is now a pure application server, a shift that eliminates the need for third-party voice hardware or HMP software. In place of
voice hardware and HMP, Genesys upgraded Interaction Media Server to handle all CIC audio needs.

The current release of the migration package supports migrating existing CIC 2.4/3.0 systems with VoIP (Dialogic HMP) only.

A future release of the migration package will support migrating existing CIC 2.4/3.0 systems with TDM (Dialogic Board-based,
Aculab, and AudioCodes). This migration will involve a plan for moving from TDM to SIP.

Switchover
The current release of the migration package assumes that customers are using new computers for their CIC 2015 R1 and later
servers and setting up a new CIC 2015 R1 and later Switchover pair.

For more information about using Interaction Migrator in Switchover environments, see the Interaction Migrator Technical
Reference.

A future release of the migration package will support breaking the Switchover pair and upgrading in place.

Handlers

CIC base handlers change substantially in each release. Before importing CIC 2.4/3.0 configuration data with Interaction Migrator,
inventory each modified base handler. After importing the CIC configuration data, modify and publish the base handlers on the CIC
2015 R1 and later server. Interaction Migrator does not publish or manage custom handlers. Interaction Migrator places the
handlers from the export into the designated extraction folder. Publish and manage custom handlers manually post-migration.

For more information, see Migrate CIC 2.4/3.0 Handlers.
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Managed IP phones

The migration package supports migrating CIC 3.0 managed IP phones from a CIC 3.0 system to a CIC 2015 R1 or later system.

Of the three managed IP phone types:

e Genesys tested and documented the migration of CIC 3.0 managed Polycom phones to CIC 2015 R1 or later for the current
release of the migration package. For more information, see Migrate CIC 3.0 Managed IP Phones.

e Genesys plans to test and document migration of CIC 3.0 Interaction SIP Station and SIP Soft Phones to CIC 2015 R1 or later in
a future migration package release.

Non-managed IP phones

For CIC 2.4 sites or CIC 3.0 sites with non-managed IP phones, Genesys recommends converting to or creating new managed IP
phones. For more information, see Recommendations for non-managed IP phones.

Interaction Media Server

The current release of the migration package supports migrating Interaction Media Server 3.0 configuration data to Interaction
Media Server 2015 R1 or later in the following scenarios:

e New Interaction Media Server 2015 R1 or later appliance

e Existing Interaction Media Server G6 3.0 appliance upgraded to 2015 R1 or later

e Existing Interaction Application Server (IAS) G7 or CIC Server G7 3.0 appliance used as Interaction Media Server upgraded to
2015 R1 or later

Each scenario uses Interaction Migrator to export and import Interaction Media Server 3.0 certificate, configuration data, and
resources to Interaction Media Server 2015 R1 or later. For existing 3.0 Interaction Media Server appliances, the migration requires
other utilities to upgrade the appliance to Interaction Media Server 4.0. For more information, see Migrate Interaction Media Server.

A future migration package release will support migrating existing Interaction Media Server 3.0 appliances to 2015 R1 or later using
an external USB key that automates the migration tasks.

Interaction Media Server 2.4

Existing Interaction Media Server G5 and G6 2.4 appliances meet the minimum hardware requirements to support Interaction Media
Server 4.0. However, there is no migration path for their configuration because Interaction Migrator does not support exporting
Interaction Media Server 2.4 configuration.

The only upgrade path available currently is to wipe the server clean and follow the procedures outlined in the Interaction Media
Server Technical Reference in the PureConnect Documentation Library to install a new software only media server, including
manually reconfiguring the server.

Workstations

If the workstation OS supports the CIC 2015 R1 client workstation applications, the migration package supports
migrating/upgrading client workstation applications on existing CIC 3.0 workstations to CIC 2015 R1 or later on the same computer.
For workstation migration planning considerations, see Workstation Migration Planning.

Language Packs

For sites with one or more CIC Language Packs installed on the CIC 2.4/3.0 system, the migration package supports:

e Migrating localized custom Interaction Attendant wave files, handlers, and prompts as part of the CIC configuration data
migration using Interaction Migrator. For more information, see Export CIC 2.4/3.0 Configuration Data and Import CIC 2.4/3.0
Configuration Data.

e Upgrading localized client workstation applications. For more information, see Migrate Client Workstations.

As part of your migration planning, see the languages supported in CIC and the scope of localization for each language at
https://my.inin.com/products/cic/Pages/Localization.aspx.
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Custom applications

Genesys deprecated the Interaction Client Win32 COM API (ClientCOM API) in CIC 4.0 and doesn't support it in any future releases.
In CIC 4.0, client application functionality and features implement through the CIC Extension Library (IceLib) API. You must
recompile and test any extensions or customizations developed for the CIC 2.4/3.0 system against the 2015 R1 or later IceLib API.
If these extensions leverage ClientCOM, Genesys strongly recommends refactoring the extensions using IceLib to maintain forward
compatibility. For more information, see System APIs Help in PureConnect Documentation Library.

Custom reports

Database views drive predefined CIC reports. Many tables in the database schema have undergone significant changes. Despite
these changes, the reporting views that exist in CIC 3.0 SU 14 carry forward to CIC 2015 R1 or later. The definitions of these views
are modified to present the reporting data in a compatible format. If you developed custom reports using these standard views, test
these reports after migrating the database. If custom reports reference tables in CIC 3.0 directly, or customizations that include
stored procedures reference tables in CIC 3.0 directly, you must redevelop the reports.

We strongly recommend redeveloping your custom reports for the CIC 2015 R1 or later report structure when practical.

Interaction Dialer

Existing Interaction Dialer 2.4/3.0 systems must migrate to Interaction Dialer 4.0 as part of the CIC 2.4/3.0 to 2015 R1 or later
migration process.

Interaction Dialer license upgrades

Review CIC 4.0 Licensing Upgrade Guide at https://my.inin.com/products/cic/Pages/Marketing-Collateral.aspx for information on

Interaction Dialer 4.0 licenses needed for Interaction Dialer 3.0 to 2015 R1 or later migrations.

Obtain the Interaction Dialer 4.0 licenses needed for your site.
Interaction Dialer migration requirements
The minimum requirements for Interaction Dialer 2.4/3.0 to 4.0 migrations are:

e |Interaction Dialer 2.4/3.0 servers and workstations
e Interaction Dialer 2015 R1 or later servers and workstations

Interaction Dialer 2.4/3.0 servers and workstations

Interaction Dialer 2.4 SU 19 or later
_OR_

Interaction Dialer 3.0 SU 10 or later

Interaction Dialer 2015 R1 or later servers and workstations

e CIC 2015 R1 or later
e Interaction Dialer 2015 R1 or later

Interaction Dialer migration scenarios

The current release of the CIC 2.4/3.0 to CIC 2015 R1 or later migration package supports only one-to-one CIC/ODS server
migrations. Multiple CIC/ODS server environments must create a 2015 R1 or later ODS server for each existing 2.4/3.0 CIC/0ODS
server and migrate the configuration data on a one-to-one basis.

The current release of the CIC 2.4/3.0 to CIC 2015 R1 or later migration package does not support the following Interaction Dialer
2.4/3.0 to 2015 R1 or later migration scenarios:

e Multiple source CIC/ODS servers into a single target CIC/ODS server

e Single source CIC/ODS servers into a multiple target CIC/ODS server
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Interaction Dialer configuration and database migration summary

e Interaction Migrator exports and imports Interaction Dialer configuration data along with the CIC configuration. Run Interaction
Migrator to migrate the CIC and Dialer configuration on each CIC/0DS server in your implementation.

o Interaction Migrator sets the Launch Dialer Migration Package Processor Server parameter to 1 uponimport.
Dialer server sets the parameter to 0 upon a successful import or if it is unable to find a dialer migration.zip file.

o The migration creates an event log entry to indicate when the package processor started and when the package processor
completed. The completed entry indicates that the migration was successful, successful with errors, or failed. If migration
includes error or fails, the log entry refers to the trace logs for more details.

e CIC Database Migration Assistant has two modes: one for migrating the CIC database and one for migrating the Interaction
Dialer database. First, run CIC Database Migration Assistant to migrate the CIC database. Second, run CIC Database Migration
Assistant for Dialer to migrate the Interaction Dialer database.

Interaction Dialer migration considerations and caveats

This section describes the Interaction Dialer 2.4/3.0 components that migrate to 2015 R1 or later, the unsupported components in
and/or migrated to 2015 R1 or later, and other caveats.

e Interaction Dialer custom configurations, campaigns that reside in active Workflows, Policy Set and Rule Set objects, Email
Rules, and Dialer's [Default Connection] migrate.

Campaigns not contained within an active workflow don't migrate.

Default configurations (except Dialer's [Default Connection]) don't migrate.

Reason and Finish Codes translate during the migration into Wrap-up Codes and Wrap-up Categories.

Paging support is obsolete and, therefore, Pager Rule actions and Policy behaviors don't migrate.

Workflow rules and actions map to the corresponding campaign rule actions after migration.

Interaction Dialer migration documentation

The Interaction Dialer migration is highly integrated in the CIC migration process. As appropriate, this document contains:

e References to Interaction Dialer in sections that describe a specific CIC 2.4/3.0 to 2015 R1 or later migration procedure in
which the migration includes Interaction Dialer components automatically.

o Interaction Dialer-related sections that describe a specific CIC 2.4/3.0 to 2015 R1 or later migration procedure, containing extra
tasks to complete for the Interaction Dialer migration.

o Interaction Dialer-specific sections that describe an Interaction Dialer 2.4/3.0 to 2015 R1 or later only migration procedure.

Interaction Conference

Existing Interaction Conference 3.0 systems must migrate to Interaction Conference 2015 R1 or later as part of the CIC 3.0 to 2015
R1 or later migration process.

For more information, See Appendix D: Interaction Conference Migration.

Interaction Director

l Note: Interaction Director 2015 R1 or later is not available currently.

Existing Interaction Director 2.4 systems must migrate to Interaction Director 4.0 as part of the CIC 2.4/3.0 to 4.0 migration
process.

For more information, see Appendix E: Interaction Director Migration.

Guidelines for creating your migration environment

After you review the migration tasks summarized in the Migration Checklists and described in detail throughout the guide, see
Appendix A: Guidelines for Creating Your Migration Environment. It contains guidelines for creating a migration environment for
your own implementation. The guidelines are based on pre-release testing of the CIC 2.4/3.0 to 4.0 migration package at various
customer beta sites.
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Export CIC 2.4/3.0 Configuration Data

This section describes exporting CIC 2.4/3.0 configuration data using Interaction Migrator.

Interaction Migrator Installation

This section describes Interaction Migrator requirements and installation.

About Interaction Migrator

Interaction Migrator is a versatile, version-independent utility that exports and imports configuration data related to the CIC server,
Interaction Media Server, and other components of the CIC. You can use Interaction Migrator as part of a migration from one CIC
version to another, or for recovery and version control.

As part of the migration from CIC 2.4/3.0 to CIC 2015 R1 or later, you can use Interaction Migrator to:

e Export CIC 2.4/3.0 configuration data and custom handlers and import them to a CIC 2015 R1 or later server. The version of
Interaction Migrator included in the current release of the CIC 2.4/3.0 to CIC 2015 R1 or later migration package supports
migrating Interaction Dialer, Interaction Conference, and Interaction Director configuration data on the CIC server along with the
CIC configuration data.

e Export Interaction Media Server 3.0 certificates, configuration data, and resources and import them to an Interaction Media
2015 R1 or later server. Genesys introduced support for Interaction Media Server with the initial release of the CIC 2.4/3.0 to
CIC 4.0 migration package.

Use with care: Genesys tested this tool extensively both internally and at customer beta sites. However, the complexities of
customized systems can create unforeseen variables that this tool may not handle. Ensure that you backed up any system on which
you plan to run this tool. Have a well-designed and exercised back out plan and a thorough test plan to verify all functions
processed using this tool.

Interaction Migrator-related documentation

e This CIC Migration Guide contains the complete instructions for migrating from CIC 2.4/3.0 to CIC 2015 R1 or later.

e The Interaction Migrator Technical Reference contains information about using Interaction Migrator for other migration
scenarios, and for recovery and version control. It also contains instructions for using Interaction Migrator Console, an MS-DOS
version of Interaction Migrator that uses command-line switches to export and import the configuration data. The Interaction
Migrator Technical Reference is available in the PureConnect Documentation Library.

Interaction Migrator version information

The tools in the latest supported migration package support the latest CIC release and patch. The CIC Database Migration
Assistant and Interaction Migrator installs indicate the CIC release version, for example, Migrator 2015 R2.msi. The CIC
Database Migration Assistant and Interaction Migrator installs no longer contain the build version number in the install filename.
However, once installed, the build version number is still available on the Welcome page in the lower right corner.

Interaction Migrator directory

When you install Interaction Migrator on the CIC server or Interaction Media Server, the install creates a folder containing the
Interaction Migrator executable and other files. The folder location is as follows:

Server Folder Location
CIC server \I3\CIC\Migrator
Interaction Media Server 3.0 C:\Program Files\Interactive Intelligence\Migrator
Interaction Media Server 2015 R1 or later C:\Program Files (x86)\Interactive Intelligence\Migrator
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Interaction Migrator Tracing

Interaction Migrator uses the same tracing functionality as CIC 2015 R1. The Interaction Migrator install includes the trace
configuration and log viewer utilities. The default output directory for the trace logs is the inin tracing folder under the user's
temp directory ($temp%\inin_ tracing.) Tracing is always on by default and logs generate only when Interaction Migrator is
running.

Registry backup

By default, the Interaction Migrator import creates a registry restore point, which allows you to restore the registry to its original
point before you ran the Interaction Migrator import. Interaction Migrator exports from the HKLM\ Software\Interactive
Intelligence key.

When you select the Create registry restore point option, Interaction Migrator runs a registry export of the Interactive
Intelligence key in hive format. This file is in the folder where you installed Interaction Migrator and has a file name extension
of .hive.

Structured parameters

If your CIC system includes structured parameters created with the type secrets, reset the values after the import. The reason is
that these structured parameters are encrypted with a computer-specific key that the Admin Server generated.

There is no way to either migrate this key or decrypt the parameters before exporting. You must reset the structured parameter
values after the import.

Encryption

Interaction Migrator encrypts the contents of export files using AES 256-bit encryption. AES256 encryption is PCI (Payment Card
Industry) compliant.

Fulfil Microsoft .NET Framework requirements

For each CIC server and Interaction Media Server that you intend to export or import data as part of the migration, ensure that you
installed the Microsoft .NET Framework version that the CIC version supports.

e PureConnect 2018 R4 or later and Interaction Media Server 2018 R4 or later require Microsoft .NET Framework 4.7 or later and
Microsoft .NET Framework 3.5.1. For more information, see
https://help.genesys.com/cic/desktop/software_requirements.htm.

e CIC 2015 R1 through 2018 R3 and Interaction Media Server 2015 R1 through 2018 R3 require Microsoft .NET Framework 4.5.2 or
later and Microsoft .NET Framework 3.5.1. For more information, see https://my.inin.com/products/cic/Pages/Software-
Requirements.aspx.

e CIC 3.0 and Interaction Media Server 3.0 require Microsoft .NET Framework 3.0. For more information, see
https://my.inin.com/products/ic30/Pages/Software-Requirements.aspx.

e Pre-CIC 3.0 versions did not have a Microsoft .NET Framework requirement. For Interaction Migrator, ensure that you installed
Microsoft .NET Framework 2.0 or later. There are no pre-Interaction Media Server 3.0 versions so this bullet point doesn't apply
to Interaction Media Server.

Interaction Migrator Installation

Install Interaction Migrator on the CIC 2.4/3.0 server so that you can export the configuration data, as described in Install Interaction
Migrator. Migrate Interaction Media Server 3.0 also refers to this procedure for installing Interaction Migrator on Interactive Media
Server 3.0 and Interactive Media Server 2015 R1 or later. To migrate from Interaction Media Server 3.0 to Interaction Media Server
2017 R1 or earlier:

e Install Interaction Migrator 2017 R1 on the Interaction Media server 3.0 to export configuration data.

e Install Interaction Migrator 2017 R1 on the Interaction Media server 2017 R1 or earlier to import configuration data.

To migrate from Interaction Media Server 3.0 to Interaction Media Server 2017 R1 or later:
e Install Interaction Migrator 2017 R1 on the Interaction Media server 3.0 to export configuration data.
o Install the latest version of Interaction Migrator on the Interaction Media server 2017 R1 or earlier to import configuration data.
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Export CIC 2.4/3.0 Configuration Data

This section describes exporting CIC 2.4/3.0 configuration data using Interaction Migrator.

CIC configuration data migration export

The current release of the CIC 2.4/3.0 to CIC 2015 R1 or later migration package supports migrating all users, phones, and functions
from one CIC 2.4/3.0 server (pair) to a new CIC 2015 R1 or later server (pair) in one phase using Interaction Migrator. A future
release of the migration package will contain an extra tool that supports migrating users and CIC configuration data at different
times (phased migration).

Interaction Dialer configuration data migration

Interaction Migrator exports and imports Interaction Dialer 2.4/3.0 configuration data along with the CIC 2.4/3.0 configuration data.
Multiple CIC/ODS servers (CIC 4.0)

The current release of the CIC 2.4/3.0 to CIC 4.0 migration package supports only one-to-one ODS server migrations. Multiple
CIC/0DS server environments must create a 2015 R1 or later CIC/ODS server for each existing 2.4/3.0 CIC/ODS server and run
Interaction Migrator to migrate the CIC and Interaction Dialer configuration data on a one-to-one basis.

Run the Interaction Recorder Migration Prep Utility

If you use Interaction Recorder, you may need to run the Interaction Recorder Migration Prep Utility before exporting CIC data. The
Interaction Recorder Migration Prep Utility moves the Interaction Recorder category configuration into Directory Services. This
process is necessary so that Interaction Migrator can generate the required security and retention policies when you import the CIC
data.

Who should run the Interaction Recorder Migration Prep Utility?

If you use Interaction Recorder, run the utility under the following conditions:

CIC 3.0 to CIC 2015 R1 or later migrations:
e If you are on a CIC 3.0 version earlier than CIC 3.0 SU 14, run the Interaction Recorder Migration Prep Utility 3.0.
e If you are on CIC 3.0 SU 14 or later, you don't need the Interaction Recorder Migration Prep Utility 3.0.

Run the Interaction Recorder Migration Prep Utility

—_

Ensure that the CIC server 3.0 is running and connected to the database.

2. Locate the Interaction Recorder Migration Prep Utility zip file, for example, IRMigrationPrep 30.zip, onthe Migration
.iso.

3. Richt-click the . zip file and save it.

4. Extract the contents of the Interaction Recorder Migration Prep Utility zip file to any location except where you have CIC server
installed (for example, do not install to \I13\CIC\Server.)

5. Open the folder where you extracted the . zip file, type IRSvrCategoryU.exe, and then press Enter. After the utility runs, a
message displays indicating the process is complete.
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Interaction Migrator does not publish or manage custom handlers. If you use custom handlers, follow the handler pre-migration
procedures in Migrate CIC 2.4/3.0 Handlers before exporting the CIC 2.4/3.0 configuration data.
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Complete Interaction Dialer pre-migration procedures

Before you run Interaction Migrator to export the CIC and Interaction Dialer 2.4/3.0 configuration data, complete the following
Interaction Dialer migration requirements. When you run Interaction Migrator to export the CIC configuration data, it asks for the
location of the UDL files and the Dialer configuration file to extract the information it needs to export the Dialer configuration data.

l Note: Genesys recommends copying these files directly from the CIC server to the CIC/ODS server, rather than using a network I
share.

Copy the UDL folder from the CIC server to the CIC/ODS 2.4/3.0 server

1. Copy the UDL folder from \i3\CIC\server\UDL on the CIC server.
2. Create an \i3\CIC\server\UDL directory on the CIC/ODS server and place the UDL folder in that directory.
3. Interaction Migrator looks in the exact location that you specify so match your path names carefully.

Copy the Dialer configuration file from the CIC server to the CIC/ODS 2.4/3.0 server

1. Copy the Dialer configuration file (dialer config.xml)fromthe \i3\CIC\server directory on the CIC server.
2. Place the Dialer configuration file in the 13\Cc1C\server directory on the CIC\ODS server.
Interaction Migrator looks in the exact location that you specify so match your path names carefully.

Export CIC 2.4/3.0 configuration data using Interaction Migrator

This procedure describes how to export CIC 2.4/3.0 configuration data using Interaction Migrator.

Interaction Dialer: If this is a CIC/ODS server, Interaction Migrator asks for the location of the Dialer configuration file so that you
can specify the Dialer configuration data to export.

To export CIC 2.4/3.0 configuration data:
1. Stop CIC Service.

Note: Though not required on export, Genesys recommends that you stop CIC Service on the CIC 2.4/3.0 server before
starting Interaction Migrator to avoid a switchover or any call interruptions. If running in a switchover pair, you can stop
your backup server and do the export on that computer. If you cannot stop CIC Service, the alternative is to run Interaction
Migrator Console. For more information, see the Interaction Migrator Technical Reference.

2. Start Interaction Migrator on the CIC 2.4/3.0 server, either from the Interaction Migrator link on the desktop, or from Start-
>Programs->Interactive Intelligence->Interaction Migrator.

3. Onthe Welcome page, click Next.
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Welcome lo Interaction Migrater for CIC

The Interaction Migrator is a wizand-based tool that
expoits and imports corfiguration data related to the CIC
of the Customer Interaction Center,

Interaction Migrator is version independent. it can be

used as part of a migration from one CIC release to
another, or for mcovery and version control,

To continue, chick Next.

3 GENESYS

If you contact PureConnect Customer Care for migration assistance, provide them with the version number in the lower right

corner of the page.
4. On the Task Selection page, click Export configuration data and then click Next.
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Interaction Migrator

Which task would you like to perform?

5. On the Data Component Selection page, ensure that Select All is selected (default) to export all data components.

Notes:

o Genesys recommends that you keep Select All selected (default) to export all data components.

o When you export users, you must also export workgroups to include workgroup memberships in the export.
o The data components listed differ depending on the CIC version installed on the CIC server.
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Genesys
Interaction Migrator

00,

Select the data you would ke to export.

[ Dialer Configuration B
[w] Media Server Certficate Fles

Media Server Configuration File

[w] Resources

[ Server Certficate Flas

[+] Select A1

|-:Bacl:"lhl:n||'l:lﬂ|

6. On the Configuration page, specify the directories for the exported data and custom handlers and then click Next.
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o
Interaction Migrator o
(=]

Where would you ke to save the expoted configuration data?

[ | =

Where would you like to save the exported configuration data?
Open the folder where you want to save the exported data, for example, D: \Temp\ExportData.

Important!
Do NOT select the root directory of the drive where you installed CIC (for example, do not save to the root of
\I3\IC).

Browse to the location where you store your handler customizations

Open the folder that contains the custom handlers. The CIC 4.0 install creates the \I3\IC\Handlers\Custom folder by
default. You can use this folder or specify one you that created. Interaction Migrator includes all subdirectories in the
migration.

Set password for export file

The password setting is optional. The default selection does not set the password; however, you can set a password
since the export file could contain sensitive data. If so, select the check box to specify the password. There are no
limitations for setting the password.

7. On the Export Confirmation page, confirm the selections and then click Next to start the export process.
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|

Interaction Migrator

Bport Confimation
File Path:C:\Users\acho_user\Deskiop
following nodes will be exported.
Dialer Configuration
Mada Seove Gorierstion e
Resources
Server Cenficate Fies

I:M"Hﬂ}”ﬂ!ﬂl

Note: To change any selections, click Back. After you complete your changes, start the export process again. Interaction
Migrator creates a CIC configuration data file.

The Export Status page displays real-time updates during the export process.
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Interaction Migrator

00,

BExport Status
0 (2 of 88) Exporting C:'Program Files (x88)interactive inteligence'Resources'Busys -,

8 (9 of 58) Exporting C:WProgram Files (x86)inter
10 of B3 C:WProgram Files (x86]inte

Back | Mt | Cancel I

The export process can take several minutes, depending on the amount of data that Interaction Migrator is exporting.

Note: To stop the process at any time, click Stop. After stopping the process, you can go back and change any selections
without exiting Interaction Migrator.

8. (Interaction Dialer only) If this is a CIC/ODS server, the Dialer Configuration Migration page displays.
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Dialer Configuration Migration =] B3

Source configuration file: || Browse | Laoad |

Create migration package

Browse to the location of the Dialer configuration file (dialer config.xml) that you placed on the CIC/ODS server and click
Load.

The contents of the Dialer configuration file appear on the Dialer Configuration Migration page.

9. (Interaction Dialer only) Expand the contents of the Dialer configuration file.
o All data components are selected by default. Genesys recommends keeping the default selection.
o The data components listed differ depending on the ODS version installed on the CIC server.
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Dialer Configuration Migration =] E3

Source configuration file: I‘-."-.qf-mule'\lE'\Sewer‘-.dialer_cunfig.:-cml Browze | Load |

=1 [¥] Configuration -
- [#] Campaigns
= [F] TestCamp
AllwarkFLaowT
T ety Flow
P e ] wWoorkflowz2
= [F] Testcamp2
- [ 5ql20004flow Campaign
=1 [#] SGL 2005 Testing Campaign
- [#] 5q/2005 Workflow

o [P SOL2005A)
- [ s 2005 Test 2
#- [#] OracleTest! Campaign
i1 [#] Dialer Campaign
=[] Unuzed objects
- [¥] Contact Lists
| Connections
i DMC Sources
=- El Filters

- [ 13 W ashingtan DC Survey

- [#] 13 Loz Angelez Survey Region
- [#] 13 Revenue Low
- [#] 12: Revenue High
- [#] 13 Revenue Medium

- [w] I3 Chizago Survey Region
W] Phone Murmber Types
- ] Palicy Sets
- ] Fule Sets
- [#] 5 chedules -
W] Scripts
- [#] Skil Sets -

lTlIT|

51

IT|

Create migration package |

10. (Interaction Dialer only) Click Create migration package to add the selected Dialer data components to the CIC configuration
file. Click OK when the following message appears:

Migration package successfully created,

Ik,

The Interaction Migrator Export Status page displays again. When the export process is complete, the Export Status page
displays the name and location of the CIC configuration data file, and how long the process took.

11. Click Next to continue.
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12.

Interaction Migrator

00,

Eqort Status

D (80 of §8) Exporting C:Program Files (x88)nteractive inteligence \Resourcesyatisy -
O (81 of 88) Exporting C:Program Files (x86)interactive Inteligence'Resourcesi3tisy
@ (82 of 53) Exporting C'\Program Files (x86)interactive intelligence \Resourcesictsy
@ (83 of 88) Exporting C:'\Program Files (x86)interactive intelligence Resourcesistsy
@ (84 of 88) Exporting C.Program Files (xB5)interactive inteligence Resourcesizisy
@ (85 of 88) Exporting C:Program Files (x86)interactive InteligenceResourcesiisy
O (86 of 88) Exporting C-Program Files (x86)interactive inteligence'Resourcesi3tisy
@ (87 of 53) Exporting C:'\Program Files (x86)nteractive intelligence Resourcesictsy
Resources

ion Data Bxported to C:\Uses\acho_user'\Desldopacho_
T105730 ininmigr
Process Completed in Oh 7m 27s

The CIC configuration data file name is unique. It consists of the server name combined with a date/time stamp:
ServerName DateTimeStamp.ininmigr. If the migration doesn't complete successfully, multiple export files are created

instead of the single . ininmigr file.
Interaction Dialer: The CIC configuration data file includes the Interaction Dialer configuration data.

Click Finish to close Interaction Migrator.
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Interaction Migrator for CIC | has finished!

To close this Wizard, chick Finish.

3 GENESYS

Note: If you encountered issues during the export process, click Zip and Email logs to open Outlook and send a copy of the
trace logs to PureConnect Customer Care.

If you stopped CIC Service, restart it.

. To prepare for the import procedure, locate the resulting CIC configuration data file
(ServerName DateTimeStamp.ininmigr) onthe CIC 2.4/3.0 server and copy the file to a USB key or other writeable
storage location.
Genesys recommends this method of copying the CIC configuration data file to the installation media to make it easier to copy
the file to the CIC 4.0 servers.
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Prepare the CIC Server Environment

This section describes the procedures for preparing the CIC server environment for the migration.

CIC 2015 R1 or later server hardware requirements for CIC

For minimum and recommended hardware requirements for the CIC 2015 R1 or later server, see CIC Server in the PureConnect
Installation and Configuration Guide in the PureConnect Documentation Library.

For information about deploying the CIC server on a virtual platform, see the CIC Virtualization Technical Reference in the
PureConnect Documentation Library.

PureConnect 2018 R4 or later server software requirements for CIC

Ensure that you fulfilled the CIC server software requirements, including pre- and post-Windows OS installation, described in "CIC
Server" in the PureConnect Installation and Configuration Guide in the PureConnect Documentation Library. Following is a summary
of the PureConnect 2018 R4 or later server software requirements.

Microsoft Windows OS
e Microsoft Windows Server 2016 (64-bit)
e Microsoft Windows Server 2012 R2 (64-bit)

Microsoft .NET Framework
e Microsoft .NET Framework 4.7 or later
e Microsoft .NET Framework 3.5.1

CIC 2015 R1 through 2018 R3 server software requirements for CIC

Ensure that you fulfilled the CIC server software requirements, including pre- and post-Windows OS installation, described in "CIC
Server" in PureConnect Installation and Configuration Guide in the PureConnect Documentation Library. Following is a summary of
the CIC 2015 R1 through 2018 R3 server software requirements.

Microsoft Windows 0S
e Microsoft Windows Server 2012 R2 (64-bit)
e Microsoft Windows Server 2008 R2 SP1 (64-bit)

Microsoft .NET Framework
e Microsoft .NET Framework 4.5.2 or later
e Microsoft .NET Framework 3.5.1
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Database server requirements CIC 2015 R1 or later

Before beginning the CIC 2015 R1 or later server installation, ensure that you fulfilled the requirements for the 2015 R1 or later
database server. You create the CIC 2015 R1 or later database as part of the CIC 2015 R1 or later server installation. For more
information about the requirements, see Database Server in the PureConnect Installation and Configuration Guide.

CIC 2015 R1 or later supports the following database platforms:

Microsoft SQL Server 2016 (on Windows Server 2012 R2)

Microsoft SQL Server 2014 (on Windows Server 2012 R2)

Microsoft SQL Server 2012 (on Windows Server 2012 R2)

Microsoft SQL Server 2008 R2 SP 1 and SP 2 (32- and 64-bit)

Oracle 11g R2 (32- and 64-bit) 11.2.0.1.0 database with 11.2.0.1.0 client

Note: For known issues with Oracle client 11.2.0.1.0, see KB article: https://my.inin.com/products/pages/kb-details.aspx? l

entryid=q139584425402029.
Oracle 11g R2 (64-bit) 11.2.04.0 database with 11.2.0.4.0 client
Oracle 11g R2 (64-bit) 11.2.0.3.0 database with 11.2.0.3.0 client

Important!
There are known issues with the CIC Database Migration Assistant and the Oracle 11.2.0.3.0 client. Genesys recommends
using one of the earlier Oracle versions on the CIC Database Migration Assistant client computer.

Oracle 11g R2 (64-bit) 11.2.0.2.0 database with 11.2.0.2.0 client
Oracle 11g R2 (32- and 64-bit) 11.2.0.1.0 database with 11.2.0.1.0 client

Note: For known issues with Oracle client 11.2.0.1.0, see KB article: https://my.inin.com/products/pages/kb-details.aspx? l

entryid=q139584425402029.

32-bit versions of SQL Server and Oracle supported but not recommended

The migration supports 32-bit versions of Microsoft SQL Server and Oracle, but Genesys doesn't recommend them because of
limited memory availability. Use the 32-bit version as a temporary step toward the 64-bit version.

SQL Server 2000 SP4 to SQL Server 2012 upgrades not supported

Due to a driver incompatibility with Microsoft SQL Server Native Client 11.0, upgrades from SQL Server 2000 SP4 to SQL Server 2012
are not successful. Customers who wish to upgrade from SQL Server 2000 to SQL Server 2012 must follow one of these
workarounds:

Upgrade from SQL Server 2000 to SQL Server 2005/2008, and then create a backup of the database and restore it to the SQL
Server 2012 instance.

Upgrade from SQL Server 2000 to SQL Server 2005/2008, and then detach the database and reattach it to the SQL Server 2012
instance.

CIC 2015 R1 or later server installation

For the purposes of the migration, the CIC 2015 R1 or later server installation:

Installs a new CIC 2015 R1 or later server with default settings and configurations. Later, you migrate the CIC 2.4/30 settings
and configurations to the CIC 2015 R1 or later server using Interaction Migrator, as described in Import CIC 2.4/3.0

Configuration Data.

Creates a CIC 2015 R1 or later database. Later, you migrate the CIC 3.0 data to the CIC 2015 R1 or later database using CIC
Database Migration Assistant, as described in Migrate the CIC 3.0 Database.

To install the CIC 2015 R1 or later server and create the CIC 2015 R1 or later database, follow the instructions in "CIC Server
Installation" and "CIC Setup Assistant" in the PureConnect Installation and Configuration Guide.
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Make recommended selections in CIC Setup Assistant for migrations

Select the following in CIC Setup Assistant for migrations:
Choose the default settings as often as possible.

e Do not create dial plan, stations, users, workgroups, roles, or auto-attendant menu.
e On the Database Configuration-related pages, provide the appropriate information for your CIC 2015 R1 or later database server.
e On the Configure the CIC Database Name pages, click Create a new CIC database.
l Note: Do not select the Upgrade an existing database option. '
ﬁ IC Setup Assistant ﬂ
Configure the IC Database Name i‘ =l
The IC database name specifies where all IC generated data will be stored, 8 5
Zelect whether to create a new IC database on wour database server or bo use an
exisking IC database,
{* Create a new 4.0 database with the Following name: I [3_1C
™ Use an existing database: I
" Upgrade an existing database: I
< Barck Mext = Cancel

e On the CIC Setup Assistant Completed page, accept the default setting of Yes, | want to restart my computer now.
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Change site ID on CIC 2.4/3.0 servers

If you are consolidating multiple CIC 2.4/3.0 servers that have identical site IDs, change the site ID for each of those servers to
make them unique before importing configuration data.

Following the completion of CIC Setup Assistant, complete the following procedure for each CIC 2.4/3.0 server that you plan to
consolidate.
To change the site ID on a CIC 2.4/3.0 server:

1. Contact PureConnect Customer Care to obtain a script that allows you to change the site ID of historical records. Run this
script before continuing with the rest of this procedure.

On the CIC 2.4/3.0 server, start CIC Service.

After CIC Service starts, open Interaction Administrator.

In the Collective container, click Home Site.

In the right-side pane, double-click Configuration.

In the Home Site Configuration dialog box, in the Site Identifier box, type a unique site ID and then click OK.

Home Site Configuration ﬂ |

Home Site Configuration | Custam Akkributes | History |

Site Identifier: Moke ID Dial Skring Digits: I

Fassword: I

ook wd

Confirrm: I

[T Activate this site bo participate in a mulki-site configuration,

(4 Cancel Anply

7. In the People container, click Users.

8. In the right-side pane, double-click the user name associated to the domain user account used to run the CIC server
installation.

9. In the User Configuration dialog box, if the Extension, Password, and Mailbox User aren't already configured, type the
information in the boxes and then click OK.




Change site ID on the CIC 2015 R1 or later server

Before importing configuration data, set the site ID of the new CIC 2015 R1 or later server so that it is different from the site ID of
the CIC 2.4/3.0 server. Interaction Migrator does not allow you to import users whose site ID matches the site ID of the CIC 2015 R1
or later server.
To change the site ID on the CIC 2015 R1 or later server:
1. Onthe CIC 4.0 server, start CIC Service.
After CIC Service starts, open Interaction Administrator.
In the Collective container, click Home Site.
In the right-side pane, double-click Configuration.

In the Home Site Configuration dialog box, in the Site Identifier box, type a site ID that differs from the CIC 3.0 server site ID and
then click OK.

Home Site Configuration ﬂ |

Harne Site Configuration | Cuskarn Atkribukes | History |

Site Identifier: Moke ID Dial Skring Digits: I

Fassword: I

oa bk w DN

Confirrm: I

[T Activate this site bo participate in a mulki-site configuration,

(4 Cancel Anply

Install Interaction Migrator

Important!
Ensure that you install the appropriate version of Interaction Migrator. For more information, see

https://my.inin.com/products/cic/Pages/Migrations.aspx)

To install Interaction Migrator:
1. Ensure that you installed the appropriate Microsoft .NET Framework version on the CIC server or Interaction Media Server.
Otherwise, the Interaction Migrator install asks you to install it.

Open the CIC 2.4/3.0 to CIC 2015 R1 or Later Migrations page at https://my.inin.com/products/cic/Pages/Migrations.aspx.
3. Review any notes on this page.

Important! I

Ensure that you install the appropriate version of Interaction Migrator.

4. Download and copy the Migration . iso to a file server as described on the CIC 2.4/3.0 to CIC 2015 R1 or Later Migrations
page at https://my.inin.com/products/cic/Pages/Migrations.aspx.
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5. Locate the Interaction Migrator install .ms1 file, for example, Migrator 2015 R2.msi, on the Migration . iso and double-
click it.

6. On the Welcome page, click Next.
5 Interaction Migrator for CIC . Setup |=[a] x |

Welcome to the Interaction Migrator
Setup Wizard for CIC |

The Setup Wizard will install Interaction Mgrator for CIC
L on your computer, Click Next to continue or Cancel
to exit the Setup Wizard.

3 GENESYS

Select the way you want features to be installed.

Click the icons in the tree below to change the way features will be installed.
=B | rteraction Migrater Exports and imports IC
configuration data and
custom handlers.
This feature requires 20MB
on your hard drive,
Location: C:\Program Fies (x86)\Interactive Inteligence)
Reset | [Diskusage | | Back || mNext | | cancel |

8. On the Ready to Install Interaction Migrator page, click Install.
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Ready to install Interaction Migrator for CIC

Click Install to begin the installation. Cick Back to review or change any of your
installation settings. Click Cancel to exit the wizard.

9. When the installation is complete, click Finish.

Completed the Interaction Migrator Setup
Wizard for CIC =~ = |

Click the Finish button to exit the Setup Wizard.

3 GENESYS

The install places the Interaction Migrator run file in the \I3\CIC\Migrator folder. The install also places an Interaction
Migrator link on the desktop and under Start->Programs->PureConnect->Interaction Migrator.
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Prepare the Interaction Dialer 2015 R1 or Later Server
Environment

This section is for Interaction Dialer sites only. It describes the procedures for preparing the Interaction Dialer 2015 R1 or later CIC
and ODS server environment for the migration.

CIC 2015 R1 or later server hardware requirements for Dialer

For minimum and recommended hardware requirements for the CIC 2015 R1 or later server, see "CIC Hardware and Software
Requirements" in the Interaction Dialer Installation and Configuration Guide in the PureConnect Documentation Library.

CIC 2015 R1 or later server software requirements for Dialer

Ensure that you fulfilled the CIC server software requirements described in "CIC Hardware and Software Requirements" in the
Interaction Dialer Installation and Configuration Guide in the PureConnect Documentation Library.

Database server requirements
In most cases, the database server (Microsoft SQL Server or Oracle) can be installed on the CIC server. Interaction Dialer 2015 R1
or later supports the same databases and database versions as CIC 2015 R1 or later.

The only exception is for an Oracle 11g R2 (64-bit) database. In this case, the database server must be installed on a separate server
from the CIC server, and an Oracle (32-bit) client must be installed on the CIC server.

Additional database server requirements for Interaction Dialer
This section discusses additional database server requirements for Interaction Dialer 2015 R1 or later for Microsoft SQL Server and
Oracle.

For complete instructions, see the CIC Hardware and Software Requirements in the Interaction Dialer Installation and Configuration
Guide in the PureConnect Documentation Library.

Microsoft SQL Server 2008 R2 Command Line Utilities (x64)

If your database server is a Microsoft SQL Server, you must also ensure the Microsoft SQL Server 2008 R2 Command Line Utilities
(x64) is installed on the CIC server, even if the DBMS is installed on a separate computer from the CIC server.

The Microsoft SQL Server 2008 R2 Command Line Utilities (x64) includes a BCP utility that bulk copies data between an instance
of Microsoft SQL Server 2008 R2 and a data file in user-specified format. This utility can import large numbers of new rows into SQL
Server tables, or to export data from tables into data files.

Important!

If the Microsoft SQL Server 2008 R2 Command Line Utilities (x64), and therefore the BCP utility, is not present, Dialer cannot
import or export data from a contact list. The administrator must ensure this utility is present to ensure contact lists are
usable.

Oracle Database Utilities

Oracle Database Utilities, included with the Oracle Client install, is required for Interaction Dialer 2015 R1 or later using an Oracle
database:

e On the ODS server if you plan to run reports
e On the CIC server for the UDL file to obtain the Oracle connections

Download the Oracle client appropriate for the Oracle version you plan use from

http://www.oracle.com/technetwork/database/enterprise-edition/downloads/index.html.
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Install the CIC 2015 R1 or later server

To install the CIC 2015 R1 or later server, see "Central Campaign Server Install" in the Interaction Dialer Installation and
Configuration Guide in the PureConnect Documentation Library.

Create a UDL file for the new 2015 R1 or later database

A database connection file (. UDL) is required to ensure Interaction Dialer works cooperatively with your company's database
system if the CIC database contains a contact list. The UDL file resides on the Central Campaign Server (CCS).

Create a UDL file using Microsoft's Data Link Properties utility to define an OLE DB data source that connects a database server
with applications. Create the UDL file before adding a Dialer database connection. If needed, create a user with the appropriate
permissions as the CIC administrator account may not have the appropriate permissions.

For complete instructions, see "Create a UDL File" in Interaction Dialer Installation and Configuration Guide in the PureConnect
Documentation Library.

ODS 2015 R1 or later server software requirements

Before you begin the ODS 2015 R1 or later server installation, ensure that you installed the CIC 2015 R1 or later server as described
in Prepare the CIC 2015 R1 or later Server Environment.

Here is a summary of the ODS 2015 R1 or later server software requirements:
e CIC 2015 R1 or later
e |Interaction Dialer 2015 R1 or later

For complete instructions on completing ODS 2015 R1 or later server software requirements, see "ODS hardware and software
requirements" in the Interaction Dialer Installation and Configuration Guide in the PureConnect Documentation Library.

Install the ODS 2015 R1 or later server

To install the ODS 2015 R1 or later server, see "Outbound Dialer Server Install" in Interaction Dialer Installation and Configuration
Guide in PureConnect Documentation Library.

Multiple CIC/ODS servers (CIC 2015 R1 or later)

The current release of the CIC 2.4/3.0 to CIC 2015 R1 or later migration package supports only one-to-one ODS server migrations.
Multiple CIC/ODS server environments must create a 2015 R1 or later CIC/ODS server for each existing 2.4/3.0 CIC/ODS server.
Follow the migration procedure instructions in this guide for each CIC/ODS server.
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Multiple CIC/ODS servers (CIC 2015 R1 or later)

The current release of the CIC 2.4/3.0 to CIC 2015 R1 or later migration package supports only one-to-one ODS server migrations. Multiple
CIC/ODS server environments must create a 2015 R1 or later CIC/ODS server for each existing 2.4/3.0 CIC/0ODS server. Follow the migration
procedure instructions in this guide for each CIC/0ODS server.

Multiple CIC/ODS servers (CIC 2015 R1 or later)

The current release of the CIC 2.4/3.0 to CIC 2015 R1 or later migration package supports only one-to-one ODS server migrations. Multiple
CIC/0ODS server environments must create a 2015 R1 or later CIC/ODS server for each existing 2.4/3.0 CIC/ODS server. Follow the migration
procedure instructions in this guide for each CIC/ODS server.

CIC Database Migration Assistant Installation

Genesys recommends installing the CIC Database Migration Assistant package on the CIC Database Migration Assistant client computer at
this stage in the migration scenario because it places various pre-migration tools and scripts on the CIC Database Migration Assistant client
computer.

About CIC Database Migration Assistant
About the CIC Database Migration Assistant package

The CIC Database Migration Assistant package consists of the following components:

e The CIC Database Migration Assistant utility moves data from a CIC 3.0 database to a CIC 2015 R1 or later database. It supports
migrations from CIC 3.0 to CIC 2015 R1 or later only.

l Note: If you are migrating from CIC 2.4, upgrade to a CIC 3.0 database first as described in Prepare for CIC Database Migration. l

e The CIC Database Migration Assistant for Dialer utility moves data from an Interaction Dialer 2.4 or 3.0 database to an Interaction Dialer
2015 R1 or later database.

e Oracle and SQL Server scripts for upgrading database schema manually before migrating the data.

Use with care: Genesys tested the CIC Database Migration Assistant extensively both internally and at customer beta sites. However, the
complexities of customized systems can create unforeseen variables that this utility may not handle. Ensure that you backed up any system
on which you plan to run this utility. Have a well-designed and exercised back out plan and a thorough test plan to verify all functions
processed using this tool.

CIC Database Migration Assistant version information

The tools in the latest supported migration package support the latest CIC release and patch. The CIC Database Migration Assistant and
Interaction Migrator installs indicate the CIC release version, for example, DBMigrationAssistant 2015 R2.msi. The CIC Database
Migration Assistant and Interaction Migrator installs no longer contain the build version number in the install filename. However, once
installed, the build version number is still available on the Welcome page in the lower right corner.

There may be instances when Genesys updates the CIC Database Migration Assistant between CIC releases to support database schema
changes in the latest patch. If so, Genesys posts a new migration package on the Downloads page at
https://my.inin.com/products/Pages/Downloads.aspx and updates the Release Posted on date.

Tracing (CIC Database Migration Assistant)

CIC Database Migration Assistant uses the same tracing functionality as CIC 2015 R1 or later. The CIC Database Migration Assistant install
includes the trace configuration and log viewer utilities. The default output directory for the trace logs is the inin_tracing folder under the
user's temp directory ($temp$\inin_tracing). Tracing is always on by default and logs generate only when CIC Database Migration
Assistant is running.

l Note: If drive space is a concern on the server, turn tracing down to status level for Interaction Migration topics. l

CIC Database Migration Assistant client computer

You can install CIC Database Migration Assistant on most any computer; however, do NOT install CIC Database Migration Assistant on the
CIC server.
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Fulfil Microsoft .NET Framework requirements for client computer

CIC Database Migration Assistant is built on the Microsoft .NET Framework. Ensure that you have the correct versions installed on the CIC
Database Migration Assistant client computer before installing CIC Database Migration Assistant.

e PureConnect 2018 R4 or later requires Microsoft .NET Framework 4.7 or later and Microsoft .NET Framework 3.5.1.
e CIC 2015 R1 through 2018 R3 requires Microsoft .NET Framework 4.5.2 or later and Microsoft .NET Framework 3.5.1.

For more information about requirements, see https://help.genesys.com/cic/desktop/software_requirements.htm.
Oracle client requirements

There are known issues with the CIC Database Migration Assistant and the Oracle 11.2.0.3.0 and 11.2.0.4.0 clients. The database migration
requires the Oracle 11.2.0.2.0 client on the CIC Database Migration Assistant client computer. If CIC Database Migration Assistant does not
run on the database server computer, you can use Oracle 11.2.0.3.0 and 11.2.0.4.0 clients on the database server computer. For this reason,
Genesys recommends installing CIC Database Migration Assistant on a separate computer from the computer used for the 4.0 CIC database.

Install CIC Database Migration Assistant

Ensure that you installed the appropriate Microsoft .NET Framework versions on the CIC Database Migration Assistant client computer.
Open the CIC 2.4/3.0 to CIC 2015 R1 or Later Migrations page at https://my.inin.com/products/cic/Pages/Migrations.aspx.
Review any notes on this page.

Locate the CIC Database Migration Assistant .msi file, for example, DBMigrationAssistant 2015 R2.msi, onthe Migration .iso
and double-click it.

5. On the Welcome page, click Next.

> wnN =

Welcome to the IC Database Migration
Assistant Setup Wizard for CIC 2018 R1

Please wait while the Setup Wizard prepares to guide you

Determining if the Windows Modules Installer service is
running.

3 GENESYS

6. On the Ready to Install CIC Database Migration Assistant page, click Install.
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Ready to install IC Database Migration Assistant for CIC
2018 R1

Click Install to begin the installation. Chck Back to review or change any of your
installation settings. Click Cancel to exit the wizard.

Please wait while the Setup Wizard installs IC Database Migration Assistant for CIC
2018R1.

Status:
1

7. When the installation is complete, click Finish.
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Completed the IC Database Migration
Assistant Setup Wizard for CIC 2018 R1

Click the Finish button to exit the Setup Wizard,

The CIC Database Migration Assistant install creates a C:\Program Files (x86)\Interactive Intelligence\CIC
Database Migration Assistant folder containing the CIC Database Migration Assistant. The folder also contains CIC Database
Migration Assistant for Dialer executables and the other pre-migration tools and scripts included in the CIC Database Migration
Assistant package.

The CIC Database Migration Assistant install places the following shortcuts on the desktop:

CIC Database Migration Assistant for Dialer
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Prepare for CIC Database Migration

This section describes the procedures to complete before migrating a CIC 3.0 database to a CIC 2015 R1 or later database using CIC
Database Migration Assistant. At this point in the migration process, you should have already set up the CIC 2015 R1 or later server, created a
CIC 2015 R1 or later database as part of the CIC 2015 R1 or later server installation, created a client computer for the migration, and installed
CIC Database Migration Assistant on the CIC Database Migration Assistant client computer.

Notes:
e The current version of CIC Database Migration Assistant contains updated Oracle tools and scripts for CIC 2015 R1 and later.

e |If your implementation includes Interaction Dialer, prepare for and migrate the CIC database first as described in Prepare for CIC
Database Migration and CIC 3.0 Database Migration before preparing for and migrating the Interaction Dialer database.

Prepare the CIC Database Migration Assistant client computer

This section describes how to prepare the CIC Database Migration Assistant client computer by installing the appropriate database server
client.

Install Microsoft SQL Server 2008 Management Studio

If you are migrating a SQL Server database, the migration requires SQL Server client to run CIC Database Migration Assistant on the CIC
Database Migration Assistant client computer.

Microsoft SQL Server 2008 Management Studio includes the SQL Server client. To install Microsoft SQL Server 2008 Management Studio, do
one of the following:
e Use the SQL Server 2008 R2 install media (disc/ISO/unpacked files on hard drive) to install the standard SQL Server 2008 Management
Studio (SSMS).
e Download and install the SQL Server 2008 R2 Management Studio Express (SSMSE) from: http://www.microsoft.com/en-
us/download/details.aspx?id=22985.

Install Oracle Administrator Client

If you are migrating an Oracle database, the migration requires Oracle Administrator Client with SQL Plus to run CIC Database Migration
Assistant on the CIC Database Migration Assistant client computer.

l Note: If the Oracle server is the CIC Database Migration Assistant client computer, it is not necessary to install the Oracle Administrative I
Client software.

Download the Oracle client appropriate for the Oracle version you plan to use from http://www.oracle.com/technetwork/database/enterprise-
edition/downloads/index.html.

l Note: In the Select Installation Type dialog box, ensure that you select Administrator as the installation type. l

SQL Plus relies on the ORACLE HOME environment variable. If the ORACLE HOME environment variable isn't set, set it to point to the directory
where you installed the Oracle software.

Upgrade the 2.4 or 3.0 database schema

Changes to database schema in CIC 4.0 SU 3 and later

Genesys enhanced the CIC 2015 R1 or later database schema in Service Update 3 (and later) to add key constraints in all tables. These new
constraints ensure the highest level of data integrity possible. To migrate CIC 3.0 data into a CIC 4.0 SU 3 or later database, resolve any
inconsistencies in the source data first.

Genesys updated the tools and scripts that comprise the CIC Database Migration Assistant to include duplicate/null cleanup scripts and
processes. When run, they address any issues that might exist in the CIC 3.0 source data, helping to ensure a successful migration to the
database schema in CIC 4.0 SU 3 and later.

Upgrade the CIC 2.4 or 3.0 database schema to the most recent CIC 3.0 database schema (SQL Server)
Manually run the database schema upgrade scripts (SQL Server)

For SQL Server customers, run the scripts from within SQL Server 2008 Management Studio.
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Upgrade the CIC 2.4/3.0 database schema to the most recent CIC 3.0 database schema (SQL Server)

The 3.0 SQL Server scripts are inthe CIC Database Migration Assistant\Scripts\sglserver\source directory, but you must run
them from within SQL Server 2008 Management Studio.
Run the scripts in the following order, one after another. Don't run them at the same time.
1. ICUpgrade.sql
TrackerUpgrade.sgl
TrackerBuild.sqgl
IRBuild.sqgl
OptimizerBuild.sqgl
CSSurveyBuild.sqgl
WorkflowBuild.sqgl

No ok DN

l Note: The WorkflowBuild.sgl script only runs on SQL Server 2005 or later. '

8. IWPBuild.sgl
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Complete duplicate/null clean up procedures on the CIC 2.4/CIC 3.0 database (SQL Server)

To address any issues that might exist in the CIC 3.0 source data before migrating to the new CIC 4.0 SU3 and above schema, Genesys
created a new set of duplicate/null cleanup scripts. Running these scripts creates stored procedures capable of finding and fixing records that
can cause the migration to fail.

The 3.0 SQL Server cleanup scripts are inthe CIC Database Migration Assistant\Scripts\sglserver\source\dupcheck
directory, but you must run them from within SQL Server 2008 Management Studio.

Run the scripts in the following order, one after another. Don't run them at the same time.

1. Delete Dups AgentActivityLog.sqgl

Delete Dups AgentQueueActivationHist.sqgl

Delete Dups IAChangeLog.sqgl

Delete Dups ICDirChangeLog.sql

Delete Dups ILineGroupStats.sql

Delete Dups ILineStats.sql

Delete Dups IPA Flow Notes.sqgl

No ok wdN

l Note: The Delete Dups IPA Flow Notes.sgl script only runs on SQL Server 2005 or later. '

8. Delete Nulls IVRInterval.sqgl

9. Delete Dups_LineConfig.sql

10. Delete Dups_LineGroupConfig.sqgl

11. Delete Dups_CallDetail.sql

12. Delete Dups_LineGroupLines.sqgl

13. Delete Dups_ SurveyConfigLog.sgl

14. Delete Dups_SurveyDetail.sqgl

15. Delete Nulls SurveyObjectToSurveyPrompt.sqgl
16. Delete Dups_SurveyObjectToSurveyPrompt.sqgl
17. Delete Nulls SurveyUserObjectSecurity.sqgl
18. Delete Nulls SurveyWork.sgl

19. Delete Dups UserWorkGroups.sql

Each script runs some quick checks and if needed, creates a corresponding stored procedure to complete the rest of the examination and
cleanup. The stored procedure has the same name as the script that created it.

The next step is to run each stored procedure against the database in the default audit only mode. This mode creates a result table and places
records into it, but only copies the records there and doesn't change the data in the source table.

Run each of the stores procedures in the same order as the scripts that created them by running the following SQL for each stored procedure.
This example is for the first script in the list, against a database named 1C30DB.

Use [IC30DB];
EXEC [dbo] .Delete Dups AgentActivityLog;

The script returns a result indicating whether it found any duplicate rows.

Executing sproc Delete Dups AgentActivitylLog
Rows inserted into dbo.AgentActivityLog d1305100353 = 7

For the previous example, the stored procedure found seven duplicate records and copied them to an audit table. The name of the table is in
the format of the source table name, an underscore, a letter d or n indicating whether it was the duplicate or null version of the stored
procedure, and then a number comprised of the two digit year, two digit month, two digit day, two digit hour, and two digit minute. This way,
the audit can run as many times as you like and always produce a new table. You can optionally examine this data. If you have concerns
regarding its removal, contact PureConnect Customer Care Services to work with them regarding those records.

Important!

Make a list of each stored procedure that finds records. Once all the stored procedures are run, use that list to complete the steps
outlined in KB article:

https://my.inin.com/Products/Pages/KB-Details.aspx?EntrylD=Q136562774400885
If you do not complete these steps, the migration of the data to the CIC 2015 R1 or later database fails.
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Upgrade the CIC 4.0 database schema to the most recent CIC 2015 R1 or later database schema (SQL Server)

The 2015 R1 or later SQL Server scripts are inthe CIC Database Migration Assistant\Scripts\sglserver\target directory, but
you must run them from within SQL Server 2008 Management Studio.

Run the scripts in the following order, one after another. Don't run them at the same time.

ICBuild.sgl

TrackerBuild.sqgl

IRBuild.sgl

OptimizerBuild.sqgl

CSSurveyBuild.sqgl

WorkflowBuild.sqgl

ook wN =

l Note: The WorkflowBuild.sgl script only runs on SQL Server 2005 or later.

7. DialerBuild.sqgl
IWPBuild.sqgl
SetUpMigratorUser.sql

O ©

Upgrade the CIC 2.4/3.0 and CIC 2015 R1 or later database schema (Oracle)

CIC Database Migration Assistant relies on a specific database schema to be in place on both the source and destination databases. Before
you run CIC Database Migration Assistant, you must:

e Upgrade the source CIC 2.4/3.0 database schema to the most recent (tested) CIC 3.0 database schema.
e Upgrade the destination CIC 4.0 database schema to the most recent (tested) CIC 2015 R1 or later 0 database schema.

To upgrade the schemas, run a set of scripts placed on the CIC Database Migration client computer when you installed CIC Database
Migration Assistant. Running these scripts ensures that each database matches the schema required for the latest version of CIC Database
Migration Assistant.

There are two options for running the database schema upgrade scripts:
e Follow prompts in CIC Database Migration Assistant to upgrade the database.
e Manually run the database schema upgrade scripts before running CIC Database Migration Assistant.

Run the database schema upgrade scripts (Oracle) manually

Oracle customers use the following syntax from the command line:

sglplus <dba user>/<dba pw>@<service name> @ScriptName.sqgl
<CIC DATA Tablespace> <CIC Index Tablespace>
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Upgrade the CIC 2.4/3.0 database schema to the most recent CIC 3.0 database schema (Oracle)

The 3.0 Oracle Server scripts are inthe CIC Database Migration Assistant\Scripts\oracle\source directory.
Run the scripts in the following order, one after another. Don't run them at the same time. Use the syntax and special directions provided for
each script.
1. Create DB Objects.sp
Run this script from the SQL command-line using the following syntax:
sqglplus <User>/<Password>@<Hostname>:<Port>/<Service> @Create DB Objects.sp

2. Ora UpgradeDBSchema.sql

Note: You must have system permissions for the Ora_UpgradeDBSchema.sql script. '

Before you run this script, open the command prompt, change the directory to the location of the UpgradeDBSchema script, and run this
script from the SQL command-line using the following syntax:

sqlplus <User>/<Password>@Q<Hostname>:<Port>/<Service> @Ora UpgradeDBSchema.sql <Data Tablespace>
<Index Tablespace> <Schema Owner> <Schema OwnerPass> <Hostname:Port/Service>

3. Ora TrackerUpgrade.sql

l Note: You must have system permissions for the Ora_TrackerUpgrade.sql script. l

Run this script from the SQL command-line using the following syntax:
sqlplus <User>/<Password>@<Hostname>:<Port>/<Service> @Ora_TrackerUpgrade.sql <Data Tablespace>
<Index Tablespace> <Schema Owner> <Schema OwnerPass> <Hostname:Port/Service>
4. Ora TrackerBuild.sqgl
Run this script from the SQL command-line using the following syntax:
sqlplus <User>/<Password>@<Hostname>:<Port>/<Service> @Ora TrackerBuild.sql <Data Tablespace>
<Index Tablespace>
5. Ora IRBuild.sql
Run this script from the SQL command-line using the following syntax:
sqlplus <User>/<Password>@Q<Hostname>:<Port>/<Service> @Ora IRBuild.sql <Data Tablespace>
<Index Tablespace>
6. Ora OptimizerBuild.sgl
Run this script from the SQL command-line using the following syntax:

sqglplus <User>/<Password>@<Hostname>:<Port>/<Service> @Ora OptimizerBuild.sgl <Data Tablespace>
<Index Tablespace>

7. Ora_CSSurveyBuild.sqgl
Run this script from the SQL command-line using the following syntax:
sqglplus <User>/<Password>@<Hostname>:<Port>/<Service> @Ora CSSurveyBuild.sql <Data Tablespace>
<Index Tablespace>
8. Ora WorkflowBuild.sqgl
Run this script from the SQL command-line using the following syntax:

sqlplus <User>/<Password>@<Hostname>:<Port>/<Service> @Ora WorkflowBuild.sql <Data Tablespace>
<Index Tablespace>

9. Ora IWPBuild.sqgl
Run this script from the SQL command-line using the following syntax:

sqlplus <User>/<Password>@Q<Hostname>:<Port>/<Service> @Ora IWPBuild.sql <Data Tablespace>
<Index Tablespace>

10. Ora ICFinalize.sqgl

l Note: You must have system permissions for the Ora ICFinalize.sql script. '

Run this script from the SQL command-line using the following syntax:
sqlplus <User>/<Password>@Q<Hostname>:<Port>/<Service> @Ora ICFinalize.sql <Schema Owner>
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Complete duplicate/null clean up procedures on the CIC 2.4/CIC 3.0 database (Oracle)

The 3.0 Oracle cleanup scripts are inthe CIC Database Migration Assistant\Scripts\oracle\source\dupcheck directory.

Run these scripts from the SQL command-line in the following order, one after another. Don't run them at the same time. Use the syntax and
special directions provided for each script.

1. Create Sprocs.sql
Run this script from the SQL command-line using the following syntax:
sqglplus <User>/<Password>@<Hostname>:<Port>/<Service> @Create Sprocs.sql
2. Execute Sprocs.sql
Run this script from the SQL command-line using the following syntax:
sqglplus <User>/<Password>@<Hostname>:<Port>/<Service> @Execute Sprocs.sql <data tablespace> <index
tablespace> <action code>

Note: Action code is 0 or 1. 0 does not remove data from the 3.0 tables; it creates tables that store the duplicates that would have
been deleted if 1 was selected. 1 removes the duplicates and stores them in tables created during the sproc execution.

The Create Sprocs.sqgl and Execute Sprocs.sqgl scripts create and run the following stored procedures in the order presented to
remove duplicates and nulls for 3.0 data:

® Nulls IAChangelog.sqgl

Nulls IVRInteraval.sql

Nulls SurveyObjectToSurveyPrompt.sqgl
Nulls SurveyUserObjectSecurityPrompt.sql
Nulls UserWorkGroups.sql

Delete Dups AgentActivityLog.sqgl

Delete Dups AgentQueueActivationHist.sal
Delete Dups IAChangeLsql

Delete Dups_ ICDirChangelLog.sql

Delete Dups_ILineGroupStats.sqgl

Delete Dups ILineStats.sql

Delete Dups IPA Flow Notes.sql

Delete Dups IWrapUpStats.sql

Delete Dups LineConfig.sqgl

Delete Dups LineGroupLines.sql

Delete Dups_ SurveyConfigLog.sgl

Delete Dups_ SurveyDetail.sql

Delete Dups SurveyQuestionEnum.sqgl
Delete Dups SurveyRule.sql

Delete Dups_ SurveyObjectToSurveyPrompt.sql

Delete Dups UserWorkGroups.sql
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Upgrade the CIC 2015 R1 or later database schema to the most recent CIC 2015 R1 or later database schema (Oracle)

The 2015 R1 or later Oracle Server scripts are inthe CIC Database Migration Assistant\Scripts\oracle\target directory.

Run the scripts in the following order, one after another. Don't run them at the same time. Use the syntax and special directions provided for
each script.

1.

10.

11.

12.

Create User Role.sql
Run this script from the SQL command-line using the following syntax:
sglplus <User>/<Password>@<Hostname>:<Port>/<Service>

@create user role.sql <Schema Owner> <CIC User>

<CIC READONLY> <Schema Owner Password> <CIC User Password> <CIC READONLY Password>

l Note: You must have system permissions for the Create_User_Role.sql script. '

Create DB Objects.sp

Run this script from the SQL command-line using the following syntax:
sglplus <User>/<Password>@<Hostname>:<Port>/<Service>
Ora ICBuild.sql

Run this script from the SQL command-line using the following syntax:
sglplus <User>/<Password>@<Hostname>:<Port>/<Service>
<Index Tablespace>

Ora_ TrackerBuild.sql

Run this script from the SQL command-line using the following syntax:
sglplus <User>/<Password>@<Hostname>:<Port>/<Service>
<Index Tablespace>

Ora IRBuild.sql

Run this script from the SQL command-line using the following syntax:
sqlplus <User>/<Password>@<Hostname>:<Port>/<Service>
<Index Tablespace>

Ora OptimizerBuild.sqgl

Run this script from the SQL command-line using the following syntax:
sglplus <User>/<Password>@<Hostname>:<Port>/<Service>
<Index Tablespace>

Ora_ CSSurveyBuild.sqgl

Run this script from the SQL command-line using the following syntax:
sqlplus <User>/<Password>@<Hostname>:<Port>/<Service>
<Index Tablespace>

Ora WorkflowBuild.sql

Run this script from the SQL command-line using the following syntax:
sqlplus <User>/<Password>@<Hostname>:<Port>/<Service>
<Index Tablespace>

Ora DialerBuild.sqgl

Run this script from the SQL command-line using the following syntax:
sqlplus <User>/<Password>Q@<Hostname>:<Port>/<Service>
<Index Tablespace>

Ora IWPBuild.sql

Run this script from the SQL command-line using the following syntax:
sqlplus <User>/<Password>Q@<Hostname>:<Port>/<Service>
<Index Tablespace>

Ora ICFinalize.sql

Run this script from the SQL command-line using the following syntax:
sqlplus <User>/<Password>Q@<Hostname>:<Port>/<Service>
SetUpMigratorUser.sqgl

@Create DB Objects.sp

@Ora_ ICBuild.sqgl <Data Tablespace>

@0ra TrackerBuild.sql <Data Tablespace>

@Ora IRBuild.sqgl <Data Tablespace>

@0ra OptimizerBuild.sgl <Data Tablespace>

@0Ora_CsSSurveyBuild.sql <Data Tablespace>

@Ora WorkflowBuild.sql <Data Tablespace>

@Ora_DialerBuild.sql <Data Tablespace>

@Ora IWPBuild.sql <Data Tablespace>

@0ra ICFinalize.sql <Schema Owner>

Note: You must have system permissions for the SetUpMigratorUser.sqgl script.
This script includes the SYs.DBMS CRYPTO package. Before you run setUpMigratorUser. sql, ensure that <dba user> is in the
sysdba role. By default, only Oracle database users with the sysdba role have permissions to grant authority to the

SYS.DBMS_CRYPTO package.

Run this script from the SQL command-line using the following syntax:

sqlplus <User>/<Password>@<Hostname>:<Port>/<Service> as sysdba @SetUpMigratorUser.sqgl
<Target Schema> <MigrationUserName> <MigrationUserPassword>

Prepare the CIC 3.0 and CIC 2015 R1 or later databases
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Prepare the CIC 3.0 and CIC 2015 R1 or later databases (SQL Server)
This section describes how to prepare the CIC 3.0 and CIC 2015 R1 or later databases for the migration.

SQL Server pre-migration procedures for CIC

Modify the recovery mode for SQL Server

If you are migrating a SQL Server database, modify the recovery mode to increase the performance of the migration and reduce disk space

requirements. SQL Server has three recovery modes: Full, Simple, and Bulk Logged. By default, the database uses Full recovery mode.
Switching to Bulk Logged recovery mode significantly impacts the amount of time required, and the size needed for transaction logs.

To modify the recovery mode for SQL Server:

1. On a first migration run and when the CIC 4.0 database is empty (except for a few rows added to the Tracker tables at install time), delete

the Tracker tables.

Note: You can delete the Tracker tables by selecting the appropriate check box on the Select Table Groups to Migrate page in CIC

Database Migration Assistant or by running the Delete Tables PreMigration.sgl scriptlocated inthe \Scripts folder in the
CIC Database Migration Assistant installation folder.

The CIC Database Assistant does not delete the INTX PARTICIPANT and INTXSEGMENT tables. It is important to note that if any data
exists in these two tables, the system doesn't delete the data from any of the Tracker tables. This precaution exists to preserve live 4.0
production data.

If your 4.0 system is in production, but not live, and you choose to delete all Tracker data, you must complete these steps in the following

order:
a. Delete all data from INTX PARTICIPANT
b. Delete all data from INTXSEGMENT
c. Select the Delete Existing Tracker Data check box or run the Delete Tables PreMigration.sqgl script.
2. In Microsoft SQL Server 2008 Management Studio, switch to Bulk Logged recovery mode to take advantage of limited logging.

l Note: Failure to switch to Bulk Logged recovery mode may result in exhausting transaction log disk space.

3. Complete a full backup of the CIC 2015 R1 or later database to have the features associated with the Bulk Logged recovery mode take

effect.
4. Proceed with the migration as described in Migrate the CIC 3.0 Database.

5. After migrating the database, switch back to Full recovery mode, or the recovery mode of your choice, and complete a full backup of the

CIC 2015 R1 or later database.

Note: Since changing the recovery mode of the database is something you may not want to do once the database is in production, it

is highly recommended that you migrate all the historical data you intend to move before putting the database into production.

Run the SQL Server migration check script

Genesys recommends that you run a migration check script against the CIC 3.0 and CIC 2015 R1 or later databases to identify disabled
foreign keys, indexes, and constraints. If the objects are already disabled, it means that the migration will not cause that state for those
objects. Run the script again after the migration to see whether any objects remain disabled, and if so, enable them.

SQL Server 2000

If the CIC 3.0 database is SQL Server 2000, run the MigrationCheckSQL2000.sgl script against the CIC 3.0 database and run the
MigrationCheck.sqgl script against the CIC 2015 R1 or later database. The scripts are inthe \Scripts\SglServer folder in the CIC
Database Migration Assistant installation folder.

SQL Server 2005 or later

If the CIC 3.0 database is SQL Server 2005 or later, run the MigrationCheck.sqgl script against the CIC 3.0 and CIC 2015 R1 or later
databases. The script is in the \Scripts\SglServer folder in the CIC Database Migration Assistant installation folder.
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(SQL Server 2000) Run script to create the sp_tables_info_rowset_64 stored procedure

If the CIC 3.0 database is a SQL 2000 Server 32-bit version and the CIC 2015 R1 or later database is a SQL Server 2008 64-bit version, add
another stored procedure to the SQL 2000 Server.

e [f you ran the CIC Database Script Execution Tool to prepare your CIC 3.0 database, it checks for the stored procedure and, if it has
sufficient rights, creates it automatically. It notifies you if you need to create it manually.

e [f you ran the CIC scripts manually, or the CIC Database Script Execution Tool was unable to create the stored procedure for you, you can
run the SprocToAllowLinkToAccess2000Server.sgl script manually on the CIC 3.0 database. The script creates the
sp_tables_info rowset 64 stored procedure. If you try to link the SQL Server 2008 64-bit version to the SQL 2000 Server 32-bit
version without running the script, an error occurs. The error occurs because the SQL 2000 Server 32-bit version does not contain the
sp_tables info rowset 64 stored procedure, which the SQL Server 2008 64-bit version uses when running the distributed query.

For reference, here are the contents of the stored procedure:

CREATE PROCEDURE sp tables info rowset 64

@table name SYSNAME,

@table schema SYSNAME = NULL,

@table type SYSNAME = NULL

AS

DECLARE @Result INT SET @Result = 0

EXEC @Result = sp tables info rowset @table name, @table schema, @table type
GO

Change the remote query timeout

The target database queries the source database for records during the migration using a link created when running the CIC Database
Migration Assistant. Queries on this link may take more time to complete than normal queries. To keep from experiencing timeout errors,
Genesys recommends that you set the timeout to a very large value or disable it. The following commands modify the remote query timeout
value when run from the target server.

sp_configure 'remote query timeout', 0;
GO

RECONFIGURE;

GO

After the data migration, you can change the value back to the default value of 600 (10 minutes).

Create a SQL Server migration user

When running CIC Database Migration Assistant, the database user you specify on the Database Server Credentials page must have a
particular set of rights. Otherwise, the migration doesn't function properly. Genesys included a script to create a temporary user with the
minimum required permissions. Genesys highly recommends that you create a user with permissions to run a migration so that you don't
have to keep going back to the DBA when migrating multiple databases.

Genesys provides a script that:
e Creates a migration user
e Assigns the DB_OWNER role to the user
e Assigns permissions that allow the user to create and use linked servers
e Assigns the user to a specific CIC 4.0 database

Run the setupMigratorUser.sqgl script from the command-line before starting the migration process. If you are also migrating Interaction
Dialer, run this script after the migration creates the Dialer 4.0 database, but before running the CIC Database Migration Assistant for Dialer.
Since the same migration user may migrate multiple databases, run the script before each migration and specify the CIC 4.0 databases.
Following is an example for calling the script:

sqlcmd -S MyTargetServer -U sa -P SaPassword —-i "C:\Program Files (x86)\Interactive Intelligence\CIC
Database Migration Assistant\Scripts\sglserver\SetupMigratorUser.sqgl" -o "c:\temp\test.log" -v
MigratorUser=MigUser Password=MyPassWord Database=MyTargetDatabase

l Note: Option -o (output file) is optional. l

Prepare the CIC 3.0 and CIC 2015 R1 or later databases (Oracle)
This section describes how to prepare the CIC 3.0 and CIC 2015 R1 or later databases for the migration.

Oracle pre-migration procedures for CIC
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Create data and index tablespaces

The physical data for ININ MIGRATION objects are in the Oracle ININ data and index tablespaces. Genesys recommends that you use
different tablespaces than the ones used to store CIC 2015 R1 or later data to isolate and better retain database migration history data.
Create the necessary tablespaces before running CIC Database Migration Assistant. For more information about tablespaces, see Appendix
C: Oracle Tablespaces.

Set the authentication parameter for CIC

The SQLNET . AUTHENTICATION SERVICES parameter determines whether to allow access to the Oracle database server using a valid user
name and password or NTS for Windows NT native authentication. Genesys recommends that you set the parameter to (NONE) to allow
access to the Oracle database server using a valid user name and password. If the parameter is set to (NTS), the CIC Database Migration
Assistant scripts may not run successfully. To set the parameter, access the SQLNET . ora file in your Oracle root directory and change the
parameter so it reads as follows: SQLNET . AUTHENTICATION SERVICES= (NONE).

Run Oracle migration check script

Genesys recommends that you run a migration check script against the CIC 3.0 and CIC 2015 R1 or later databases to identify disabled
foreign keys, indexes, and constraints. If the objects are disabled, it means that the migration doesn't cause that state for those objects. Run
the script again after the migration to see whether any objects remain disabled, and if so, enable them.

If you are migrating an Oracle database, run the MigrationCheck.sql script against the CIC 3.0 and CIC 2015 R1 or later databases. The
scriptis inthe \Scripts\Oracle folder in the CIC Database Migration Assistant installation folder.

Create an Oracle migration user

When running CIC Database Migration Assistant, the database user you specify on the Database Server Credentials page must have a
particular set of rights. Otherwise, the migration doesn't function properly.

l Note: Oracle system/sa permissions do not work for migrations. l

You can run the migration as a user that is not the CIC 2015 R1 or later database schema owner. The required permissions are sweeping and
provide broad access across all schemas, and limit the validity or existence of a user that can do almost anything to any schema. Genesys
requires that you run the migration as a user other than the CIC 2015 R1 or later database schema owner. The migration allows only one
database user to migrate data into one particular CIC 4.0 database schema. The migration creates database objects, notably key translation
tables, specific to the CIC 2015 R1 or later database schema that the user who runs the migration owns. If you are planning to make other
database migrations into the same CIC 2015 R1 or later database schema, those database objects are valuable to retain.

Run the setupMigratorUser.sql script after creating the CIC 2015 R1 or later database but before running CIC Database Migration
Assistant. If you are also migrating Interaction Dialer, run this script after creating the Dialer 2015 R1 or later database, but before running the
CIC Database Migration Assistant for Dialer. The script is in the \Scripts\Oracle folder in the CIC Database Migration Assistant
installation folder. Run the script as a DBA user, logged on as SYSDBA.

The script requires the following parameters:

1. The name of the CIC 2015 R1 or later database schema. This schema is the same as the one the CIC 2015 R1 or later administrative
database user created when you ra CIC Setup Assistant as part of the CIC 4.0 server installation.

2. The name of the database user running the migration. This name is the user name specified in the User Name box on the Database
Server Credentials page.

3. The password for the user specified in the second parameter.

Example command
The following is an example of the command, assuming it is run in the same directory as the SetupMigratorUser.sql script:

sqlplus <dba user>/<dba pw>@<server>:<port>/<instance> as sysdba @SetupMigratorUser.sqgl <4.0
target> <migrator user> <migrator pw>
where:

e <dba user>is the database user name of the DBA user

e <dba pw>isthe <dba user>password

e <server>is the name or IP address of the CIC 4.0 database server

e <port>isthe TCP port that the CIC 4.0 database server listens on

e <instance>is the instance of the CIC 4.0 database

e <4.0 target>isthe CIC 4.0 schema name

e <migrator user>is the database user running the migration

e <migrator pw>isthe <migrator user>password

The script assigns the following system permissions to the database user specified as the <migrator user>:
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ALTER ANY INDEX

ALTER ANY PROCEDURE

ALTER ANY SEQUENCE

ALTER ANY TABLE

CREATE ANY INDEX

CREATE ANY PROCEDURE

CREATE ANY SEQUENCE

CREATE ANY TABLE

CREATE ANY TYPE

CREATE ANY VIEW

CREATE DATABASE LINK

CREATE SEQUENCE

CREATE SYNONYM CREATE TABLE CREATE USER

CREATE VIEW DELETE ANY TABLE DROP ANY INDEX

DROP ANY PROCEDURE DROP ANY SEQUENCE DROP ANY TABLE

DROP ANY VIEW EXECUTE ANY PROCEDURE EXECUTE ANY TYPE
GRANT ANY PRIVILEGE INSERT ANY TABLE SELECT ANY DICTIONARY
SELECT ANY SEQUENCE SELECT ANY TABLE UPDATE ANY TABLE

The script assigns the following package execution permissions to the <migrator user>:
EXECUTE ON SYS.DBMS_CRYPTO

The script assigns the following roles to the <migrator user>:
SELECT_CATALOG_ROLE

The script grants the specific object permissions to the <migrator user>:
SELECT ON <4.0 target>.ININ_APP_VERSION

The script assigns a number of permissive system permissions to <migrator user>. An Oracle DBA can lock the <migrator user>
account after running a migration. The script checks to see whether the <migrator user>accountis locked and unlocks it automatically.

Note: For the Interaction Recorder and Survey migrations to function properly, if the ININ_MIGRATION user doesn't exist under Oracle, the
migration utility creates it. It also locks the ININ_MIGRATION user account (makes it unavailable to log on under), and assigns it the
following permissions:

e ALTER ANY INDEX

ALTER ANY TABLE

CREATE ANY INDEX

CREATE ANY PROCEDURE

CREATE SEQUENCE

CREATE TABLE

GRANT SELECT ANY TABLE

ALTER USER ININ_MIGRATION QUOTA UNLIMITED ON &xTbLTsp ' where ¢xTbLTsp is the value supplied in the Ul
ALTER USER ININ_MIGRATION QUOTA UNLIMITED ON &xTdxTsp " where ¢xTdxTsp is the value supplied in the Ul




Change commit frequency

To change how often the inserts commit to the database during migration, in the restart tables, change the value in the CommitFrequency
column. You can change these values while the migration is running. Be sure that the changes commit immediately after the update;
otherwise, the migration process can hang while waiting for the system to release the lock.

The default value in the CommitFrequency column is 1,000, meaning that for every 1,000 records written to the table, the script issues a
commit. You can raise or lower the value. If the CIC 4.0 database is an active production database with users accessing it, you can change to
a lower value to increase user concurrency. The lower value prevents or reduces database timeouts due to locked table records. Setting the
number to a lower value can result in a slower migration process. If users are not accessing the CIC 4.0 database actively, you can change to
a higher value, which can result in a faster migration process.

CommitFrequency only applies to Interaction Recorder tables, Survey tables, and the following tables: CallDetail, IAgentQueueStats,
IStatusGroup, and IWrkgrpQueueStats. The latter four tables have a corresponding restart table:

e ININ MIGRATION.CallDetail Restart

e TININ MIGRATION.IAgentQueueStats Restart

e ININ MIGRATION.IStatsGroup Restart

e ININ MIGRATION.IWkgrpQueueStats Restart

Commit Frequency Command

To update the commit frequency for these tables, issue the following SQL Server or Oracle command:
update inin migration.CallDetail restart set CommitFrequency = <new value>;
update inin migration.IAgentQueueStats restart set CommitFrequency = <new value>;
update inin migration.IStatsGroup restart set CommitFrequency = <new value>;

update inin migration.IWrkgrpQueueStats restart set CommitFrequency = <new value>;

COMMIT; (Oracle only)

Notes:
e After running the command for Oracle, issue a COMMIT statement.
e There is no need to specify a WHERE clause because these four tables contain only one row each.

Interaction Optimizer considerations

The current release of the migration package supports an all in one bulk migration of Interaction Optimizer data. Genesys doesn't support
mixing the data between CIC 3.0 and CIC 2015 R1 or later. When you run the CIC Database Migration Assistant as described in CIC 3.0
Database Migration, and select Optimizer Group:
e ALL records (not restricted by date range or Site ID) import to the target database as long as there are no 2015 R1 or later Interaction
Optimizer records in the target database.

Note: You can delete the 4.02015 R1 or later Optimizer records by running the Delete Optimizer Tables PreMigration.sql
script in the \scripts folder in the CIC Database Migration Assistant installation folder before migrating the CIC database.

e You must ensure that all Optimizer agents go live on the new 4.0/2015 R1 or later environment after you migrate Optimizer data contained
in the database. This confirmation ensures that no mixing of data between CIC 3.0 and CIC 2015 R1 or later occurs.

Before running CIC Database Migration Assistant, ensure that you updated the CIC 3.0 database schema for Interaction Optimizer to the CIC
3.0 SU 14 database schema before migrating Interaction Optimizer data as described in Upgrade the CIC 2.4/3.0 and CIC 2015 R1 or later
database schema (SQL Server) or Upgrade the CIC 2.4/3.0 and CIC 2015 R1 or later database schema (Oracle).

Complete Interaction Tracker table group pre-migration procedures

If applicable, complete the following Interaction Tracker table group pre-migration procedures:
e Sync Tracker Configuration data on the source CIC server
e Migrate Tracker Configuration table group on the source CIC server
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Sync Tracker Configuration data on the source IC server

Before migrating Tracker Configuration data, sync the current state of DS on the CIC 2.4/3.0 server to the CIC 3.0 database. It's important that
you sync the DS state so that the Tracker Configuration data that migrates to the CIC 4.02015 R1 or later database is as current as possible.
To sync Tracker Configuration data:

1. In Interaction Administrator, click the Interaction Tracker container.

2. In the right panel, double-click Configuration.

3. In the Interaction Tracker Configuration dialog box, click the Import and Reassignment tab.

4.

On the Import and Reassignment tab, in the IC User Import section, select the Update existing entries check box. Leave the Home Site
IDs box blank and then click Import Users Now.

Interaction Tracker Configuration EE3

Maming ] Server ] Database ] Multi-Language Support ] Data Purging
| Import and Reassignment :l Image and URL | Items Tracked | External Utiities | Timesheet Reporting

 IC User Location Reassignment

In the "The Home Site IDs" field below, list the IDs of the Home Sites that you would like to
reassign to the location specified in "Location." Specify the Home Sike IDs with a
comma-separated list, Leave the field blank to specify all sites,

Location: |Inter'active Inteligence, In(:_] Reassign Mow

Home Site IDs: |

~1C User Import -

In the “The Home Site IDs" field below, list the IDs of the Home Sites that you would like IC
users imported from. Specify the Home Site IDs with a comma-separated list, Leave the
field blank to specify all sites.

I~ Update existing ertries Import Users Now

Home Site IDs: |

0K Cancel Apply

5. Click OK. The system places an entry in the event log when this process completes.
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Migrate Tracker Configuration table group on the source CIC server

Ensure that you migrate the Tracker Configuration table group before importing data using Interaction Migrator. If you import data before
migrating these table groups, the result is duplicate entries with different ID keys, and historical reports that don't run correctly.

Migrate the Tracker Configuration table group for any CIC database that you ever intend to merge into this new CIC 2015 R1 or later database,
including multi-site configurations with databases local to each site. For instructions on how to import, see Import CIC 2.4/3.0 Configuration
Data.

Note: If you started the CIC 2015 R1 or later server before migrating the Tracker Configuration table group, delete the records in the
Tracker Configuration table group in the CIC 2015 R1 or later database. Only do this step the first time CIC Database Migration Assistant
attempts to migrate the Tracker Configuration table group. This process ensures that prior contact and organization details can migrate
cleanly.

Ensure that the following tables are empty before migrating for the first time:
e dbo.Individual;
dbo.Location;
dbo.Organization;
dbo.AddrType;
dbo.AttributeType;
dbo.ConnectionType;
dbo.ConnSubType;
dbo.IndivType;
dbo.IntxType;
dbo.OrgType;
dbo.Title;

Prepare the CIC 3.0 and CIC 2015 R1 or later servers (SQL Server and Oracle)

This section describes how to prepare the CIC 3.0 and CIC 2015 R1 or later servers for the migration.
Apply Interaction Recorder ESs

e CIC 3.0: If you are on CIC 3.0 SU 14, apply ES SU14-ES_CIC-102681. If you are on CIC 3.0 SU 15, apply ES SU-15-ES_102681. These ESs
contains several updates and are especially important for customers running against a SQL 2000 database and for all Interaction
Recorder customers.

e CIC 2015 R1 or later: CIC 4.0 SU 3 and later systems required no ESs when Genesys updated this guide last.
Stop purge processes on CIC 3.0 and CIC 2015 R1 or later servers

CIC servers often have an automated process set up to delete records older than a set number of days. If the purge process is in effect on
either the CIC 3.0 or CIC 4.02015 R1 or later server, it can complicate verification of the migration process. For example, if Tracker

Intx Participant rows are migrated from the CIC 3.0 server, and the CIC 3.0 server deletes data older than 400 days, but the CIC 2015 R1
or later server deletes data older than 30 days, it would appear that data did not get migrated to the CIC 4.0 server correctly. Similarly, if SQL
COUNT (*) statements are used to verify that the number of records moved, the count can vary from one day to the next because data is
getting purged.

Tip: Genesys recommends that you stop the purge process on both the CIC 3.0 and CIC 2015 R1 or later servers during the migration
process. If stopping the purge process is not feasible, the verification process is more complicated. At a minimum, ensure that the CIC
3.0 and CIC 2015 R1 or later servers have the same purge criteria in place for the duration of the migration process.
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Stop Reporting data purging

Complete these steps on both the CIC 3.0 and CIC 2015 R1 or later servers for each report log (base or custom).

To stop Reporting data purging:
1. In Interaction Administrator, click the System Configuration container and then click the Report Logs subcontainer.
2. In the right-side pane, double-click a report.
3. Inthe Report Log Configuration dialog box, click the Retention tab.
4. Onthe Retention tab, clear the Enable automatic purging for this report log check box and click Apply.

Report Log Configuration - 7 K Ed
‘Basic  Retention |Mappings I iCustom Atkribukes I Histary I

The retention time defines an expiration age For report log daka. Records alder than this age will be
purged from the report log iF automatic or manual purging is requested,

Purge records older than I i days

— Aubomatic

Recards can be set ko be purged automatically accarding ko the schedule sek under Server
Configuratian,

[ Enable automatic purging For this repart log

—Manual

Recards can be purged manually, Purge Mo |

L4 | »l ¥ Confirm auto-save (04 I Cancel | Apply |

5. Repeat for all report logs.

Stop Interaction Recorder data purging

If you use Interaction Recorder, stop data purging on the CIC 3.0 and CIC 2015 R1 or later servers.

To stop Recorder data purging on the CIC 3.0 server:
1. InInteraction Administrator, click the Interaction Recorder container.
2. In the right-side pane, double-click Configuration.
3. Inthe Interaction Recorder Configuration dialog box, click the Data Purging tab.
4. On the Data Purging tab, clear the Enable Purging check box and then click OK.
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Interaction Recorder Configuration m |

Recording Processing ] E-mail | Recording Generation | Custom Attributes for Queries

DataPuging | wkiles |  KeyGenerstion |  Automated Archiving
- Purging Cptions

Purge: |r-1=3-:|i--3 and Data _j

Purge data at this tine of day; I 2:30:00 AM -j

¥ Enzble purging of non-archived data
Purge non-archived data older than days,

I 184
¥ Enable purging of archived data
Purge archived data older than | 154 days,
| 164

¥ Enzble purging of screen recordings
|- Samne a5 parent recordings

Purge screen recordings olaer Hhian days,

To stop Interaction Recorder data purging on the CIC 2015 R1 or later server:
1. InInteraction Administrator, click the Interaction Recorder container and then click the Policy Editor subcontainer.
2. Inthe right-side pane, double-click Configuration.
3. In the Interaction Recorder Policy Editor dialog box, click the Retention tab.
4. On the Retention tab, clear the check box next to your purge policy and then, in the menu bar, click Re-apply.
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E Interaction Recorder Policy Editor

=] E3
File Wiew Help

Initiation Retentin | security |

o5 |Mew Palicy...  Change Policy = 3 Copy... 32 Delete 4 4k Re-apply

| Palicy {applied in the order shown) | Ackions |
Default Skorage Location

)
1 Purge ()

Options

Palicy description (click on underlined walue to edit):
This policy applies to all recordings
perform the following action{s):

retention period set bo Forewer

purge the recarding and media

| i
Apply |

| Madified

% Akaste | [MoStation] |

5. In the Re-apply retention policies dialog box, click Re-apply to all recordings and then click OK.

Reapply retention policies !Em

For which recordings do you want to apply the
retention policies?

" Re-apply to recordings created on or after: I B/ 172012 ;]
{+ Re-apply to all recordings

(0] 4 Cancel |
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Stop Interaction Tracker data purging on the CIC 3.0 and CIC 2015 R1 or later servers

Complete these steps on both the CIC 3.0 and CIC 2015 R1 or later servers.

To stop Tracker data purging:
1. InInteraction Administrator, click the Interaction Tracker container.
2. In the right-side pane, double-click Configuration.
3. Inthe Interaction Tracker Configuration dialog box, click the Data Purging tab.
4. On the Data Purging tab, clear the Enable Purging check box and then click OK.

Interaction Tracker Configuration EE

Import and Reassignment | Image and URL | Items Tracked | External Utiities | Timesheet Reporting |
Naming | Server | Database |  Muli-Language Support Data Purging

™ Enable Purging

= Purging Options

Purge data at Ehis time of day: | 2:30:00 AM :i

Purge data older than 34 davs,

oK cancel | Apply

Rescue orphaned recordings in Interaction Recorder (SQL Server and Oracle)

If you use Interaction Recorder and you have orphaned recordings, note they don't migrate when you run CIC Database Migration Assistant.
Orphaned recordings occur when something happens while processing a recording that renders the recording invalid. Orphaned recordings
don't show up in CIC 2.4 or CIC 3.0 recording searches.

Genesys recommends that you rescue the orphaned recordings before running CIC Database Migration Assistant so that they migrate. For
more information about rescuing recordings, see the How to reprocess/rescue recordings guide at:
https://my.inin.com/support/selfhelp/Recorder/Pages/Best-Practices.aspx#how_to_guides.
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CIC 3.0 Database Migration

This section provides instructions for migrating a CIC 3.0 database to a CIC 2015 R1 or later database using CIC Database Migration
Assistant.

Note: The current version of CIC Database Migration Assistant contains updated tools and scripts for CIC 4.0 SU 3 and later for both SQL
Server and Oracle.

How CIC Database Migration Assistant migrates the database

CIC Database Migration Assistant does the following when updating the database on the database server:
e Checks to see whether the database schema matches this version of CIC Database Migration Assistant and displays a message when
the schema is out of date.
e Generates custom script files from the tables, date ranges, and site IDs that you specify.
e Runs the custom script files if you choose that option. (Alternatively, though not recommended, you can run the scripts manually.)
e Tracks the specified configuration along with the migrated data to assist with migrating multiple sets of data.

Migration scenarios

There are two scenarios for migrating from a CIC 3.0 database to a CIC 2015 R1 or later database: one-to-one or many-to-one. The process
you use to migrate depends on your situation.

One-to-one migration

The current release of the CIC 2.4/3.0 to CIC 2015 R1 or later migration package supports only one-to-one migrations. Genesys recommends
this method for migrating from a CIC 3.0 to a CIC 2015 R1 or later database.

A one-to-one migration scenario migrates a single CIC 3.0 database to a single CIC 2015 R1 or later database. You could have multiple CIC
3.0 and CIC 4.02015 R1 or later databases; however, you are migrating on a one-to-one basis. So, for each CIC 3.0 database, you have a
corresponding CIC 2015 R1 or later database you are migrating to.

Many-to-one migration

A many-to-one migration scenario migrates two or more CIC 3.0 databases to a single CIC 2015 R1 or later database. Run CIC Database
Migration Assistant and migrate the first CIC 3.0 database to the single CIC 2015 R1 or later database. Run it again to migrate each
subsequent CIC 3.0 database to the same CIC 4.0 database.

Notes:

e |tis important that the CIC 3.0 servers that used the separate databases have different site IDs. If the CIC 3.0 servers have the same
site ID, data imported can conflict with data from another database. If you have this issue, contact PureConnect Customer Care for
special instructions on how to proceed.

e If you have Interaction Feedback surveys in use on the CIC 3.0 database, run a one-to-one migration since surveys have no
distinguishing column for site ID.

e If you use Interaction Optimizer, Genesys supports one-to-one migrations only.

Incremental migrations

When you run CIC Database Migration Assistant, you can select a previous migration to use those settings and configurations. You can then
modify those settings and configurations, if needed, before continuing with the migration. For example, to migrate in three-month increments,
select and migrate the first three-month date range. Restart CIC Database Migration Assistant, select that same migration run, change the
date range, and migrate the next three-month date range.

Notes:
e Genesys highly recommends that you migrate all the historical data you intend to move before putting the database into production.

e Running Interaction Optimizer on two different CIC servers using two different databases. Therefore, Genesys doesn't support running
a many-to-one migration. For more information on bulk migration of Interaction Optimizer data, see Optimizer table group
considerations.
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Optimizer table group considerations

The current release of the migration package supports an all in one bulk migration of Interaction Optimizer data. Genesys doesn't support
mixing the data between CIC 3.0 and CIC 2015 R1 or later. When you run the CIC Database Migration Assistant as described in this section
and select the Optimizer Group:

e ALL records (not restricted by date range or Site ID) import to the target database as long as there are no 2015 R1 or later Interaction
Optimizer records in the target database.

Note: You can delete the 2015 R1 or later Optimizer records by running the Delete Optimizer Tables PreMigration.sgl
script in the \Scripts folder in the CIC Database Migration Assistant installation folder before migrating the CIC database.

e Ensure that all Optimizer agents go live on the new 4.0/2015 R1 or later environment after you migrate Optimizer data contained in the
database. This confirmation ensures that no mixing of data between CIC 3.0 and CIC 2015 R1 or later occurs.

o |[f data exists in the Interaction Optimizer tables in the target database prior to migration, CIC Database Migration Assistant deletes the
data before migration continues. The data from CIC 3.0 cannot merge into existing data. Once you select the Interaction Optimizer table
group, CIC Database Migration Assistant displays a warning message to confirm the deletion of the data.

Tracker Configuration table group considerations

If you run migrations over time, you could have updates to existing contact records on the CIC 3.0 server after migrating the contact records
to CIC 4.0, but before migration of the corresponding users. Examples of possible updates are employee turnover, name changes, and address
changes.

For each record in the Tracker Configuration table group, the system checks to see whether there were changes to the data in CIC 3.0 after
your initial migration of the Tracker Configuration table group. If there were changes, CIC Database Migration Assistant displays a list of
changed records and allows you to select the records to update in the CIC 2015 R1 or later database.

The TrackerUpdateScript script, created during script generation, updates the CIC 2015 R1 or later tables with the information from the
CIC 3.0 tables for the records that you selected. The system runs the script when all the other generated scripts are run, unless you choose to
run the scripts manually. In that case, you run the script manually in the order specified in the migration scripts batch file.

Important!

Once you migrate the Tracker Configuration data and begin changing data in CIC 4.0, do not go back and change data in CIC 3.0. If you
change data in CIC 2015 R1 or later and then go back and change data in CIC 3.0, the CIC 3.0 record will have a higher version number. If
you begin another migration, the system detects the difference in version numbers and includes the CIC 3.0 record in the list. You could
inadvertently select a record for update and overwrite the CIC 2015 R1 or later record with data from the CIC 3.0 record that possibly isn't
as current as the CIC 2015 R1 or later record.

Customized service levels

In CIC 2015 R1 or later, Genesys added columns to tables in the CIC database to support changes in Interaction Reporter 2015 R1 or later
queue reports. Currently, the CIC Database Migration Assistant populates the values in these columns with the default values for Service
Levels found in CIC 2.4/3.0.

If you changed the default values and plan to use service level queue reports in 2015 R1 or later against your historical data, update the default
data to match your current configuration. This setting doesn't migrate automatically; you must set it manually. Check the values on your
system in Interaction Administrator and, if needed, contact PureConnect Customer Care for more information.

The following images show where to set these values in CIC 3.0 and CIC 2.4.

CIC 2.4 configuration and default value:

63



G Interaction Administrator - [macer] =1
[d ple Edt Wiew Covet Window Heb =18 x|
D] x| @ || x| - | @lv| B2
B ﬁaum | | arameter Name ¢ vake 2]
MirrorExceplions
Tede Resources New'¥MPolingInkeryal 240
‘ phery ' Play Queus Announcements External
ﬁ-' Lirses QueuePeriodStatisticsGenerateDnisData No
o W, Period=tatisticsInkerval 1E00
Inkerfaces Ch ePe ksl Al 10,20, 30, 40,50, 60
Bl e Reco Call Type Both
E Line Groups Recording Path DI |Recordings
RepartComponents Installed REPORTS; PRQLOGGING
PH o ponte ReportFdePath V4 {SERVERNAMEHIC R
L Resource Path DeATHICResources
- P tations Space Rux Docuneent Path D:AISUCHSRxDocs
T e Server Path (EHE 1] [
20 audo sources ServerReportLogDatabestination PMQ:IC Report Logging
E SHPTrapEnterprise ININ
ﬁﬁ;‘ Server Parameters Speech Profiles Defauk Profile
SwitchComPort

l-'ur'hlhnunr LIND Tradisl Dime Ml sss
4

3

CIC 3.0 configuration and default value:

Server Configuration ﬂ E |

IP Configurakion I Handlers I Maonitar Handlers I Accumulators | ZPU Load Detection I Audio Compression

Telephany Parameters I Report Log Purging  Report Configuration

| Customn Atkributes I Histary

[ =enerate DMIS reporking data!

¥ | Gemerate media bype reporting data (requires StatServer subsystemn restart)

| Display report version in reparks

Service Levels (sech;

15 =

Dueue/TVR reporting inkerval (min:

15 =

Line reporting inkerval (min):

&dd

Remove

=

apply

o]

Cancel |

Also, CIC 2015 R1 or later changed from using a system-wide Service Level configuration to allowing you to specify different Service Levels
for each Workgroup (Queue). If you customized your CIC 2.4 or CIC 3.0 system, change each workgroup manually that you want to continue to
have custom Service Levels.

About the Migration scripts

CIC Database Migration Assistant generates several scripts for migrating the databases. The scripts are in the 2APPDATA%\Interactive
Intelligence\MigrationUtility\<date time>folder.

You can allow CIC Database Migration Assistant to run the scripts automatically or close out of CIC Database Migration Assistant and run
the scripts manually. Genesys recommends that you allow CIC Database Migration Assistant to run the scripts automatically because it is
critical that the scripts run in a specific order.

64



Migrate the CIC 3.0 database

This section describes how to migrate the CIC database using CIC Database Migration Assistant. Ensure that you are logged on using your
CIC Administrator account.

To migrate the CIC 3.0 database:

1.

2.

3.

4,

Though not required, Genesys recommends that you stop CIC Service on the CIC server (if it is running) to:
o Ensure that the migration doesn't add new data to the CIC 3.0 database schema while a migration is occurring.
o Prevent access to a CIC 2015 R1 or later server during migration so that the migration uses the database server exclusively.

l Note: Depending on how much historical reporting data that you have, it can take a long time to migrate your historical data.

Start CIC Database Migration Assistant on the CIC Database Migration Assistant client computer from the CIC Database Migration
Assistant shortcut on the desktop.

On the Welcome page, click Next.

Welcome to CIC 2018 R1 Database Migration Assistant

This wizard guides you through the process of migrating data in a CIC 3.0
database to a new CIC 2018 R1 database. The wizard:

. Generates custom script files from the tables, date ranges, and site
ID's that you speafy.

. Executes the custom script file if specified.

. Tracks the specified configuration along with the migrated data to

assist with migrating multiple sets of data.

To continue, dick Next.

= GENESYS

If you contact PureConnect Customer Care for migration assistance, provide them with the version number in the lower right corner of
the page.

If this time isn't your first time running CIC Database Migration Assistant, the Past Migration Utility Executions page appears. To use
settings from a previous migration, or restart a migration to run the scripts, click the migration to run and then click Next.

Past Migration Utility Executions

Select ane of the previous executions below to load in the settings
and configurations for that run. Otherwise, select "Nedt',

Date Executed Migistion Status Start Date End Date Site I Sowrce Databaze Target Detsbase Link Mamme
wnT Incomplete wm1nT

< GEMESYS

(Cancel |< Back| Next >|_
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l Note: To unselect a migration run, hold down the ctr1 key and click the migration run. l

The Past Migration Utility Execution page contains settings, configuration, and status details of past migrations:

Column Description
Date Date that a user opened the CIC Database Migration Assistant.
Executed

Migration | Status of the script execution.
Status o Completed: CIC Database Migration Assistant generated and ran the scripts.

o Failed version check: You attempted to migrate from a CIC 3.0 database or to a CIC 4.0 database version that the
version of CIC Database Migration Assistant running currently doesn't support.

o Incomplete: You canceled the migration process before the scripts generated.

o Ready for restart: CIC Database Migration Assistant generated the scripts but did not run them. When you are ready, you
can restart the migration and have CIC Database Migration Assistant run the scripts.

o User completed: CIC Database Migration Assistant generated the scripts but did not run them. When you are ready, run
the scripts manually.

Start Date the migration run started.
Date

End Date | Date the migration run stopped.

Site ID Site ID of the CIC 3.0 server.

Source CIC 3.0 database to migrate from.

Database

Target CIC 4.0 database to migrate to.

Database

Link Name of the link between the CIC 3.0 and CIC 4.0 databases.
Name

5. On the Database Server Credentials page, in the Server Type list box, click the type of database server you are using (for example SQL
Server or Oracle.)

Database Server Credentials
Select the sppropriate Server type and enter the credentials, Use
“Test Connection” to verify credentials and supply the links and
Database names.

Server Type: | Selact a database type... | = |

¥ GENESYS

< Back INext -

The information that displays differs, depending on the type of server you selected.
6. Provide the requested information for the CIC 2015 R1 or later database server, depending on the server type you specified:

e For SQL Server:
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Database Server Credentials

Select the appropriste Server type and enter the credentiale. Use

‘Test Connection’ to verify eredentials snd supply the links and

Database names,
Server Type: |S"..'I.S-wu' |'|
Target Databaze
Server

Format: SERVER[\INSTANCE]LPORT] @
User Name:
Password:
[Test Connection
Status Messages
= GEMESYS
[< Back ext >,

Server: Name of the CIC 4.0 database server. For SQL Server, include the instance and port number of the CIC 4.0 database.
To see an example entry, click the information icon under the Server box.

User Name: User name for logging on to the CIC 4.0 database server.

Password: Password associated to the user name.
e For Oracle:

| Datak Server Credential
Select that appropriate Server type and enber the credentish. Le
Test Connetien’ o venly credeniialy sd supply the bak snd

Sareer Type | Crache |:

Target Dutabase 1IN data tabbripace -
Serven TN index tablespace .
P & 1321

; Target data tablespace -
User b Target inden tablerpare =
Pavtwend

Tmt Connection

Dptur
|CREENT  Gebected Orache for database type

2 GENESYS

Server: Name of the CIC 4.0 database server. For SQL Server, include the instance and port number of the CIC 4.0 database.
To see an example entry, click the information icon under the Server box.

Port #: (Oracle only) Port number of the CIC 4.0 database server.

Service Name: (Oracle only) Name of the service this instance of the CIC 4.0 database connects to.

User Name: User name for logging on to the CIC 4.0 database server.

Password: Password associated to the user name.

ININ data tablespace: (Oracle only) Tablespace where the data resides for the ININ MIGRATION schema.
ININ index tablespace: (Oracle only) Tablespace where indexes reside for the ININ MIGRATION schema.
Target data tablespace: (Oracle only) Tablespace where CIC 4.0 tables and stored procedures reside.

Target index tablespace: (Oracle only) Tablespace where CIC 4.0 indexes are stored.
7. Click Test Connection. The system tests the following:
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Connection to the CIC 2015 R1 or later database server. If the connection isn't successful, verify the information that you provided is
correct.

(SQL Server) CREATE LINK permission. If you don't have this permission, the system displays a message to that effect and Create
Link is unavailable.

(Oracle) Permission for running a migration. If you don't have this permission, the system displays a message to that effect. Check
your permissions or provide credentials for a user who has the permission.

e (Oracle) Permission to migrate to the selected CIC 2015 R1 or later database. If you don't have this permission, the system displays a
message to that effect. Select a different CIC 2015 R1 or later database or check your permissions.
8. Alink connects one CIC 3.0 database to one CIC 4.0 database. If a link doesn't exist between the CIC 3.0 and CIC 2015 R1 or later
databases, do the following:
a. Onthe Database Server Credentials page, in the Links list box, click Create Link....

b. Inthe Create Link dialog box, provide the information for the new link and, in the Link Name box, type the name to assign to the link.
The link name cannot start with a non-alphabetic character.

=4 Create Link E

Source Database

-

SErVEr
dzer Mame:

Passwrard:

Link Mame: IMNIMN_MAIGRATION_LIME
Create Link..,

l Note: The information that displays in the Create Link dialog box differs depending on the type of server you selected (SQL Server
or Oracle).

c. Click Create Link....
9. On the Database Server Credentials page, complete the information and then click Next.

Links: [ININ_LOCAL_LINK |
Source DB name: [\;iking "]
Target DB name: [UI v]

|Cancel| < Back| [Next :-|IE

Links: Name of the link between the CIC 3.0 and CIC 2015 R1 or later databases.
Source DB name: Name of the CIC 3.0 database to migrate.

Target DB name: Name of the CIC 2015 R1 or later database.

Note: If you attempted to migrate from a CIC 3.0 database version, or to a CIC 2015 R1 or later database version that the currently
running version of CIC Database Migration Assistant doesn't support, an error message appears. Ensure that the database

version is compatible with this version of CIC Database Migration Assistant, as described in Upgrade the CIC 2.4/3.0 and CIC
2015 R1 or later database schema (SQL Server) or Upgrade the CIC 2.4/3.0 and CIC 2015 R1 or later database schema (Oracle) in

Prepare for CIC Database Migration.

10. The CIC Database Migration Assistant checks the source database for compatibility. If the source database is compatible, the system
displays a message to that effect. Continue to the next step for selecting table groups to migrate.
If the source database is not compatible, the CIC Database Migration Assistant requires you to upgrade the source database, repair

source data issues, and upgrade the target database. Messages appear under Status Messages on the Database Server Credentials page
to indicate your progress through the following steps:

a. Inthe Verify Source Database dialog box, type the credentials for the source database and then click Upgrade Source Database.

68


file:///C:/Users/sonyam/AppData/Local/Temp/makepdf/Upgrade_the_CIC_2_4_3_0_and_CIC_2015_R1_or_later_database_schema_SQL_Server.htm

£ Yerify Source Database |

The SOURCE database is missing one or more schema obijects that are required by this
version of the IC Database Migration Assistatmt. [n order to proceed with this migration, it is
necessary to upgrade the database using the scripts installed with this version,

Server: | dpe-sglz012
IC Admin User Id: |sa
IC Admin Password: o]

Ipgrade Source Database

. In the Check Source Database dialog box, type the credentials for the source database and then click Repair Source Data Issues.

£ Check Source Database B3

The IC Database Migration Assistant needs to instal and run some diagnostic stored
procedures in the source database, These procedures wil back up and clean out known
source data issues that wil prevent the migration from suceeding.

Server: | dpe-sqlzo12
I Admin User Id: fsa
I Admin Password: | ..

Repair Source Data Issues

. Inthe Verify Target Database dialog box, type the credentials for the target database and then click Upgrade Target Database.

2 Yerify Target Database |

The TARGET database is missing one or more schema objects that are required by this
version of the 1C Database Migration Assistatnt. [n order to proceed with this migration, it is
necessary to upgrade the database using the scripts installed with this version.,

IC Admin User Id: |sa

IC Admin Password: foe]

Upgrade Target Database
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11. On the Select Table Groups to Migrate page, select the table groups to migrate and then click Next.

Belect Table Groups to Migrate
Sedact the tabla groups to migrate to new database. Groups
mﬂmtmmmﬁtadmmmmbem

and wil disalow de-salaction,
Tracker Config Tracker Config
Tracker Seqmert Data Thee: kabders in this group moded the: data representing indvidual aned organizational conkacts defined b
1 Group IC. This inchudes urer data that has been mirrored from Interaction Adminstrator o well as the:
Biavse Shats Geoag results of Reverse White Page (RWF) lookups for remote parties.  The neconds in these tables
sl Dot represant the distinet parties Ehat have been volved in interacdtions: on the system,  This Rformation

Group Pt inbo sofme regsrts, a8 well as Tracker, Fscondsar and Faadback mats-data, This data MUST ba

Agerk Queus [rterval Stats riyrabed g0 bo maevieg Lsers cer b a CIC 2016 R server that will reference this databass, For
Statistics Inkerval Groups this geon, they magration wal igrore the Date and Ske ID parsmaters. Al dats in thess tables wil be
‘Workgroup Queue Enberval Stats moved.
MESC Group
Opimizer GrouD Tables: AddrTvpe, ﬁth'h.u'l‘ype C-qn'uchmfqu ConnfubType, IndwType, IntxTypes, Tite,
Ganersl Group Orglype, O , Lochttribute, LocConnection, Orgiddress,
Puscorer Groun Qu.u'hhu nmww Indiviittribube, IndneConnaction

Feadback Group

A GENESYS

Cancel| < Back| Mt =,

On a first migration run, the Delete Existing Tracker Data check box appears. To delete the Tracker tables, select Delete Existing Tracker
Data. The migration assistant deletes the following Tracker tables in the order shown:

e INDIVCONNECTION
e [INDIVIDUAL

e LOCATION

e ORGANIZATION

e ADDRTYPE

e ATTRIBUTETYPE

e CONNECTIONTYPE
e CONNSUBTYPE

e INDIVTYPE

o INTXTYPE

e ORGTYPE

e TITLE

Notes:

e At a minimum, you must migrate the Tracker Configuration table group before running Interaction Migrator. If you import data
before migrating this table group, the result is duplicate entries with different ID keys, and historical reports that don't run
correctly.

e The CIC Database Assistant does not delete the INTX PARTICIPANT and INTXSEGMENT tables. It is important to note that if
any data exists in these two tables, the system doesn't delete the data from any of the Tracker tables. This precaution exists to
preserve live 2015 R1 or later production data.

If your 4.0 system is in production, but not live, and you choose to delete all Tracker data, complete the following steps in order:
1. Delete all data from INTX_PARTICIPANT
2. Delete all data from INTXSEGMENT
3. Select the Delete Existing Tracker Data check box
e If you click a table group to select it, information about that table group appears to the right.

e When you select a table group with interdependencies, the system selects the interdependent table groups and makes them
unavailable so that you cannot clear them.

e For SQL Server, if a CIC 2015 R1 or later table is empty, the migration process for that table goes much faster for several
reasons. First, CIC Database Migration Assistant does not have to ensure that the rows in the 3.0 table are not in the 2015 R1 or
later table. Second, the non-clustered indexes are disabled, which allows for a much faster insert. Third, if using bulk logging or
simple recovery mode, there are fewer writes to the log.

12. If you updated the Tracker Configuration data in CIC 3.0 after your initial migration of the Tracker Configuration group, the Tracker
Difference Report page appears. In the Table Name box, click a table, select the records to migrate the CIC 3.0 changes to CIC 2015 R1 or
later, and then click Next.
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Tracker Difference Report
Below are all of the differences in Tracker Data between 3.0 and
4.0, Please review the information and select which records you
would like to update with the 3.0 changes.

Table Name: Ilﬂtﬁ-ﬂﬁbm -

Selected Marme Changed Columing
rereq  LoclD, Fldval, Yersion -.‘_w
gag  LoclD, Fldval, Version
LoclD, Version
rereq  LoclD, Fldval, Version
ggg  LocD, Fldval, Version
LocID, Wersion
rereq  LoclD, Fldval, Version
gga LoD, Flavsl, Versian
LoclD, Version
rereq  LoclD, hss- &nmbd eh44103, Fldval, Version
qgg  LoclD, hss-&nmbd Pehdd103, Fldval, Version =

OoooDooDoGooOoO

< GENESYS

[Cancel| [< Back [ext > |

Notes:

e New Tracker Configuration data is migrated on subsequent migrations even if the items are not selected on the Tracker
Difference Report page. (Items only appear if existing information was changed.) Existing Tracker Configuration data that was

changed is migrated on subsequent migrations only if the item is selected on the Tracker Difference Report page.

e In the Name column, the system attempts to display the following, depending on what data is available:
LastName, FirstName
FirstName or LastName
ICUserlD
IndiviD

13. On the Data Filter Settings page, to limit the migration by date range, site ID, or both, provide the migration parameters and then click

Next.

Data Filter Settings
If you woudd Bie to bt the migration by a date range or Site
D, please enter that nfornaton hese.

Start Date: 11500 5|
Ered Duska: 8512015 5
Sie D= [

Serce Dot Teoe Zooe | I TR U] |

% GENESYS

Start Date: Start date to limit the database records to migrate.

End Date: End data to limit the database records to migrate.
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Note: All records inserted after 00:00 UTC on the start date and before 24:00 UTC on the end date migrate. You cannot
include the current date in the date range.

Site ID: Site ID of the CIC 3.0 server to migrate. If you have multiple CIC 3.0 databases you are migrating to a single CIC 4.0 database,
you can use this parameter to migrate one CIC 3.0 database at a time.

l Note: If left blank, all records migrate. l

Source Data Time Zone: Time zone for the source data. The migration process uses this time zone to populate UTC fields that exist
in several table groups in CIC 4.0, but not in CIC 2.4/3.0.

Note: Because the CIC server uses Windows time zone information to create look-up tables, users in the following time
zones need to run the appropriate Windows update found on the Windows support site at

http://support.microsoft.com/kb/2657025:
e Samoa Standard Time
Russian Standard Time
Ekaterinburg Standard Time
N. Central Asia Standard Time
North Asia Standard Time
North Asia East Standard Time
Yakutsk Standard Time
Vladivostok Standard Time
Magadan Standard Time
Kaliningrad Standard Time

Notes:
o |f you specify parameters when migrating the Tracker Configuration table group, the system ignores the parameters and
migrates all Tracker Configuration tables in the group for all site IDs.
e The script generation process can take several minutes depending on the number of scripts it creates.
e CIC Database Migration Assistant deletes data in the following tables from the 2015 R1 or later database each time you run
CIC Database Migration Assistant, unless you are limiting the migration by site ID:
LineConfig
LineGroupConfig
LineGroupLines
UserWorkGroups

o o o o o

AccountCodeMirror
These tables only include current activity as reflected in Interaction Administrator; they don't include historical data. So, CIC
Database Migration Assistant deletes any CIC 3.0 data migrated to CIC 2015 R1 or later previously before migrating CIC 3.0
data again. If you limit the migration by site ID and the CIC 3.0 and CIC 2015 R1 or later systems use different site IDs, CIC
Database Migration Assistant doesn't delete the CIC 2015 R1 or later data. If you don't specify a site ID, CIC Database
Migration Assistant deletes all CIC 3.0 records from the CIC 2015 R1 or later database. The process identifies the distinct
site IDs in the CIC 3.0 database for each table and uses those values to delete the CIC 3.0 records from the CIC 4.0 database
tables.

e CIC Database Migration Assistant runs a script after the migration to clean up duplicate user values. Duplicate user values
typically indicate that the 4.0 database had data existing in the tables before the migration took place.

9. On the Preview Scripts page, choose one of the following methods for previewing the scripts before you run them:
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Preview Scripts

Script ganeration completa, Wou may select scripts below to
virw a gereratied soipt. Or press "Open Scripk Location” to
wiw the oot folder for the generated scripts.

Bipase choose how you would e to contower
% GENESYS :-E::é‘..‘im
—— _© Exenke manualy

Carvcel] < Back| Next >,

a. Inthe left column, click a table group to expand it and then click a table to display its scripts in the right column.
b. In the right column, double-click a script to view its contents. The script displays in your chosen text editor.

icroso erver Management Studio

File  Edit Miew Query Debug Tools Window Comrmunity  Help

) New Quey [y | 3 |65 | & |

: 1.0 . - B = @ "
: 48 W7 | | ¥ Execute b v i _@IH A a%'_'

AddrType.sql - not connected | - X || Properties ~ 0 X
l/* UTC file generation time iz 2012
DECLARE [RSTART DATETIMEZ = S¥IUTCDL *

Current query window options A\

UPDATE ININ MIGRATION.History = B Current connection parameters
SET Exec Disskhle CE Start UT

Status Disconnected,
;Exec_Disable CE End UT
WHERE JOE_NEE
AT Fchems Name - || Status
1 | m J 5 Status
QE Dizconnected,
Ready Lnl Coll Chl NS

c. Click X in the upper right corner of the window to close it.

_OR-

a. On the Preview Scripts page, click Open Script Location.

b. Drill down to the script you want to view and click a single script to select it. The script appears in the right pane.
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oo s

Intelsgence » Migrationltlity » 20020223 102547 » SqiSercer » DuzableConstraints - | t'?l!!' Search DizobleConstrmints PI
- Shase with = Hew folder =+ O @
T ” S ure File generation time 1 2012-02-23 15:76:04. 6346720, %/
L DECLARE BSTART DATETIMEZ = SYSUTCDATETIME():
) AddiType.sql UPDATE ININJEGR.EJI'IGN. Hi stur_',.f_StaT.sg
- SET Exec_Disable_CK_Start_UTC = @START
Iy Aroue Type-sc) JExec_Disable_CK_End_UTC = SYSUTCDATETIME()
_ﬁ ConnectionType.sgl WHERE JOBE_NBR = (SELECT M J0B_MNBR)
y FROM
& ConnSubType.sq) INEN_MIGRATION, History_lobs ;
T
A IndeType.sql A ;
';' i, AND Sehama_Name = “dbo
& IntcType.sql : :
By Location.sql AND TABLE_MAHME = addrType
& Organization, gl
J‘] 0rgTyp¢.sql
& Tedesq
nmr L]
Date modifed: 272372012 10:26 AM Diate created: 272372002 1026 AM
wer Query File Sizes 484 bytes
c. To open the script, double-click the script in the left column. The script displays in your chosen text editor.
-

L

RSB (ECR55S

Ugg Microsoft S0QL Server Management Studio

Window  Community  Help

Ready

File  Edit Miew Query Debug Tools
S New Query | [y | [ |5 W & E .
2 | || 9 Eecure b om v 33 [ ]| 3T % | §3(EE
AddrType.sql - not connected | + ¥ ||Properties - 1 X
l/* UTC file generation time is 2012 Current query window options -
DECLARE RSTALRT DATETIMEZ = S¥SUTCDL * N
2l =
UPDALTE ININ MIGEATION.Hi=torvy 35| O Current connection parameters
JET Exec Disskble CE Jtart UT s Disconmectad
(Exec Disghle CE End UT
WHERE JOE_NEER
AT Fchems Name - ||| Status
a | m | # Status
4 Disconnected.
Ln1l Coll Chl IN%

d. Click X in the upper right corner of the dialog box to close it.
10. On the Preview Scripts page, select an option for running the scripts.
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Preview Scripts
Siript ganeration completa. Wou may select scripts bedow to

vigw 3 gererated scipt. Or press "Open Scriph Location” to
varw the root folder for the penerated scripts.

CrgType y oretraants

Bipase choose how you would e to contower
¥ GENESYS it
€ Exnoke manualy

Carvcel] < Back| Next >,

l Note: To change parameters before running the scripts, click Back. Your changes reflect when the scripts regenerate. '

Execute now: If selected, the system runs the scripts after the CIC Database Migration Assistant Completed page appears.

Execute later: If selected, the system postpones running the scripts. You can open CIC Database Migration Assistant and select this
migration when you are ready for the system to run the scripts.

Execute manually: If selected, you want to run the scripts manually. If you choose this option, it is critical that you run the scripts in a
specific order. Genesys does not provide support for running the scripts manually.

Click Next.

On the CIC Database Migration Assistant Completed page, one of three things occurs, depending on whether you chose to run the scripts
now, later, or manually.

Notes:

e The amount of time it takes to run the scripts depends on the amount of data migrating. Migration can take anywhere from
minutes to hours.

e You can view the scripts while they running.

Execute now: If you chose Execute now, the following page appears:

1< Database Migrathon Assistant Completed

IC Database Migration Assistant Completed

To coge the wizard, ok Freh,

For more informanon, includng any additional steps to perform, see the 1C Mgration Guide in the IC

Documentaton Library.
T hae Recwes Iressrbiad
Aot odeiMirnos i} 3
Adde Type a
Agentictityleg aB4B1
ApenbCus Ak vatinnHs, 152
Altribadalyps i}
CalDwet 31997
ConnectinType o
ConnSubTypes i}
Contacts 105
FaErvoskopaHl L]
Chargelog 1262
Lageratumustt ats ae18e
KD Changelog 1]

© GENESYS RineGroupStats 68343
. IireSats 110685 _d
Finish]
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The system begins running the scripts. When completed, click Finish. If you are migrating in stages, restart CIC Database Migration
Assistant to change settings and generate the next set of scripts.

Execute later: If you chose Execute later, the following page appears:

1€ Database Migration Assistant Completed

The: scripts huve Deen generated and can be reviewed, Please restart this sssstant o execute them.

% GENESYS

Concell Fiis ;

The system saves the scripts so that you can run them at a later time. Click Finish. If you are migrating in stages, restart CIC
Database Migration Assistant to change settings and generate the next set of scripts.

When you are ready to run the scripts, do the following:
a. Open CIC Database Migration Assistant.

b. On the Past Migration Utility Executions page, find the entry with the date and time that matches when you generated the scripts, and
with a Migration Status of "Ready for restart." Select this entry and then click Next. The Script Generation page appears.

c. Click Execute now and then click Next. A message displays indicating that the scripts are running. After the scripts run, click Finish.

Note: After you click Finish, CIC Database Migration Assistant zips and encrypts the script files and the configuration files for
migration before closing.

Execute manually: If you chose Execute manually, the following page appears:
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1C Database Migration Assistant Completed

IC Database Migration Assistant Completed
Migration scripts batch fie has been exported,

% GENESYS

Cancel| Finish| ,

The system saves the scripts and creates a batch file so you can run the scripts manually. The batch file is called
ExecuteMigrationScripts.bat andis located in the root directory where the scripts are (for example,

S$APPDATA%\Interactive Intelligence\MigrationUtility\[date time]).

Warning!
If you double-click the batch file or right-click the batch file and then click Open, the system runs the scripts.

You can use the batch file in two ways:
For manual script execution. You can use it to view the order in which to run the scripts and then run the scripts manually using that

exact order. It's critical that you run the scripts in the order specified.
To view the batch file, right-click ExecuteMigrationScripts.bat and then click Edit.
o For automated script execution. To have the system run the scripts, double-click ExecuteMigrationScripts.bat.

Note: If a catastrophic failure occurs (for example, power loss) while the migration scripts are running, run the
MigrationCleanup.bat batch file in the root directory where the scripts are (for example, $APPDATAS\ Interactive

Intelligence\MigrationUtility\[date timel).

13. If you stopped CIC Service, restart it.

Troubleshooting the CIC Database Migration Assistant
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Clean up scripts

If an error occurred during the migration, the CIC Database Migration Assistant attempts to run cleanup scripts to resolve the issue. The
following message displays:

f A D —— %

*] Exncuting cleanup scnpts =

The last migration did not dean up successfully. Attempting to run the deanup scnpts
now

e Do the following:

a. Click OK to run the cleanup scripts.
b. When the cleanup scripts complete without error, restart CIC Database Migration Assistant.

Note: If the cleanup scripts fail to run, or if the system asks you to run the cleanup scripts again after the restart, an issue exists
within the database that you must correct manually. Contact PureConnect Customer Care and provide the CIC Database
Migration Assistant logs from all available executions.

Troubleshooting database table groups and table migration

When running the CIC Database Migration Assistant, it's possible that the CIC 2015 R1 or later database schema cannot accommodate some
source data, causing the migration to fail.

If you encounter a migration failure, you find the offending source data and modify or purge it. For help with troubleshooting, see KB article:
https://my.inin.com/Support/Pages/KB-Details.aspx?EntryID=Q134616021600411. The article lists the table groups and tables by which the
CIC Database Migration Assistant migrates data, and displays these tables and table groups in the same patterns that CIC Database
Migration Assistant follows during a migration. Locate the table group and the failed table, and then expand the relevant section to find
problems, causes, and solutions to the failure.

For further assistance, Contact PureConnect Customer Care.

Complete CIC 2015 R1 or later database post-migration procedures

After migrating the CIC 3.0 database to CIC 2015 R1 or later, complete the follow post-migration procedures:
e Run post-migration check script
e Restart purge processes on the CIC 2015 R1 or later server
e Reapply Interaction Recorder Security Policies

Run post-migration check script for CIC

Genesys recommends that you run the MigrationCheck.sqgl script against the CIC 2015 R1 or later database after migration to check for
foreign keys, indexes, and constraints that remain disabled after the migration. If the migration disabled any objects, re-enable them before
proceeding and before using the database with a production CIC system. If you cannot re-enable an object, such as a foreign key, because of
bad data, do one of the following to fix the data problem:

e For SQL Server, run the script located in the SqlServer folder in the CIC Database Migration Assistant installation folder.
e For Oracle, run the script located in the Oracle folder in the CIC Database Migration Assistant installation folder.

Restart purge processes on CIC 2015 R1 or later server

If you stopped the purge process on the CIC 2015 R1 or later server before migrating the database, you can restart it after you finish migrating
the database.
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Restart Reporting data purging

Complete these steps on the CIC 2015 R1 or later server for each report log (base or custom).
To restart Reporting data purging:
1. In Interaction Administrator, click the System Configuration container and then click the Report Logs subcontainer.
2. In the right-side pane, double-click a report.
3. Inthe Report Log Configuration dialog box, click the Retention tab.
4. Onthe Retention tab, select the Enable automatic purging for this report log check box and then click Apply.

Report Log Configuration - 7 E |

‘Basic  Retention |Mappings I Custaorn Sttributes | History |

The retention kime defines an expiration age for repaort log data, Records older than this age will be
purged Frarm khe report log iF aukamatic ar manual purging is requested.,

Purge records alder than 400 days
— Automnatic
Recards can be set ko be purged automatically accarding to the schedule set under Server
ConFiguration,

[¥ Enable automatic purging for this report log

—Manual

Records can be purged manually, Purge Mo |

iy | »l ¥ Corfirm auto-save (74 I Cancel | apply |

5. Repeat for all report logs.

Restart Interaction Recorder data purging

If you use Interaction Recorder, restart data purging on the CIC 2015 R1 or later server.

To restart Interaction Recorder data purging:
1. InInteraction Administrator, click the Interaction Recorder container and then click the Policy Editor subcontainer.
2. In the right-side pane, double-click Configuration.
3. Inthe Interaction Recorder Policy Editor dialog box, click the Retention tab.
4. On the Retention tab, select the check box next to your purge policy and then, in the menu bar, click Apply.
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[ Interaction Recorder Policy Editor

File %iew Help

Initiation Retention | security |

o5 |Mew Policy...  Change Policy = % Copy... 4 Delete < &2k Re-apply Options
| Policy {applied in the order shown) | Ackions |
Defaule Skorage Location e
fv Purge ()

Palicy description (click on underlined value to edit):
This policy applies to all recordings
perform the following action{s):

retention period set to Forewver

purge the recording and media

d | i
Apply |

| | Modified

1 Boreas | [Mo Station] | Z

5. Inthe Re-apply retention policies dialog box, click Re-apply to all recordings and then click OK.

Reapply retention policies !E[m

For which recordings do you want to apply the
retention policies?

" Re-apply to recordings created on or after: i B! 172012 ;l
{* Re-apply to all recordings

(0] 4 Cancel |
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Restart Interaction Tracker data purging

Complete these steps on the CIC 2015 R1 or later server.
To restart Interaction Tracker data purging:
1. InInteraction Administrator, click the Interaction Tracker container.
2. Inthe right-side pane, double-click Configuration.
3. In the Interaction Tracker Configuration dialog box, click the Data Purging tab.
4. On the Data Purging tab, select the Enable Purging check box and then click OK.

Interaction Tracker Configuration K Ed

Import and Reassignment I Image and LRL | Items Tracked I External Litilities | Timesheet Repaorting I
Maming I Server I Database I Multi-Language Support Data Purging

¥ Enable Purging

— Purging Opkions
Purge data at this kime of day: I 213000 AM ﬁ
Purge data alder than 34 days,

K I Cancel apply

Reapply Interaction Recorder Security Policies

If you use Interaction Recorder, reapply your company's security policy manually and restart Interaction Recorder to ensure that recordings
appear in CIC.
To reapply Interaction Recorder Security Policies:

1. In Interaction Administrator, click the Interaction Recorder container and then click the Policy Editor subcontainer.

2. In the right-side pane, double-click Configuration.

3. In the Interaction Recorder Policy Editor dialog box, click the Security tab.

4. On the Security tab, clear the check box next to the applied security policy to de-activate the policy, and then click Apply.
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H Interaction Recorder Policy Editor

File “iew Help

Initiation | Retention Security |

d_ﬂ Mew Policy...  Change Palicy - -_35 Capy... :Ei’, Delete ] Cpkions

| Policy {applied in the order shown) | Actions |

adminiskrators B % (4 EE F

Palicy description (click an underlined value ko edit):
This policy applies to the following entities: b odify
% administrator Femove
this applies to all recordings
one has the following permissions:
can add bookmarks For the recording
can delete recordings
can email recordings
can export recording
can modify attributes
can modify tags
can play recording
can retrieve recordings
cak score recordings
can view attribukes
can wiew the audit trail of the recording
cah wiew participant contack information
Can view score cards
can view kags

Apply |
| I
. | 4

5. Select the check box next to the applied security policy to activate the policy, and then click Apply.
6. Close Interaction Administrator Policy Editor and Interaction Administrator.
7. Start IC System Manager, right-click the Recorder Server subsystem, and then click Restart Subsystem.
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f_ﬂ IC System Manager !EI E
File Monitor Conkrol  Trace Yiew  Help

as mr a8l ?|

Subsysten | S| Skakus | Startup Twpe | PID | Elapsed Time | CPU Us,.. | Memory Usage :I
1 Client Services 19 Started  Automatic 3340 4 days, 12 hours, 9 minukes, 48 seconds i a9z

4 Feedback Server 20 Started  Automatic 3864 4 days, 12 hours, 9 minukes, 44 seconds 0 36792

4 Optimizer Server 21 Started  Aukomatic giiz 4 days, 12 haurs, 9 minutes, 40 seconds

.t m Skarked | Automatic 5340 12 hours, 9 minute: 5

4 Tracker Serve 23 Started  Automatic 7060 4 days, 12 hours, 9 minukes, 32 seconds i 45904

1 Acdserver 24 Started  Aukomatic 7716 4 days, 12 haurs, 9 minutes, 27 seconds 1] 25905

4f OutofProcCustom... 25 Started  Automatic L] 4 days, 12 hours, 9 minukes, 25 seconds a 17192

4 QueueStatProvider 26 Started  Automatic 7212 4 davs, 12 hours, 9 minutes, 22 seconds 0 21344

1 Session Manager 27 Started | Auktomatic aaai 4 days, 12 hours, 9 minukes, 19 seconds i a5z1z

4 TsServer 28  Started  Automatic 3708 4 days, 12 hours, 9 minukes, 12 seconds 0 74516

A FaxServer 29 Started | Aukomatic g528 4 days, 12 haurs, 9 minukes, & seconds 1] 30992

4 Ipserver 30 Started | Aukomatic SR6E 4 days, 12 hours, 9 minukes, 3 seconds a0 24054

i SMs5erver 31 Started | Automatic G265 4 davs, 12 hours, 9 minutes, 0 seconds 0 24883

1 StatalertServer 32  Started  Auktomatic 4012 4 days, 12 hours, & minutes, 56 seconds 1] 41764

4 Statserver 33 Started  Automatic 3664 4 days, 12 hours, & minukes, 48 seconds a 32400 o
i WebProcessor 34 Started | Automatic 4328 4 davs, 12 hours, 8 minutes, 44 seconds 0 40196 =
ﬁlll_Ln.._-_-_-..n..:J_- e T I | AL oLio e A R N Nl i i S AT S __I___J_ - A Am _}I_I
Ready |F'.II Subsystems Polling Disabled |Reu:urder Server Polling Disabled o

8. Click Yes. The subsystem restarts.

Prepare for Interaction Dialer Database Migration

This section is for Interaction Dialer sites only. It describes the procedures to complete before migrating an Interaction Dialer 2.4/3.0
database to an Interaction Dialer 4.0 database using CIC Database Migration Assistant for Dialer. At this point in the migration process, you
should have migrated the CIC database.

Prepare the CIC Database Migration Assistant client computer for the Dialer database migration

This section describes how to prepare the CIC Database Migration Assistant client computer for the Dialer database migration.
Copy the UDL folder and Dialer configuration file to the CIC Database Migration Assistant client computer

1. Copy the UDL folder and the Dialer configuration file (dialer config.xml) from the 2.4/3.0 CIC server.
2. Paste the UDL folder and Dialer configuration file in the same folder on the CIC Database Migration Assistant client computer.

When you run the CIC Database Migration Assistant for Dialer, it asks you to browse to the Dialer configuration file and assumes the UDL
files exist in the same directory or a /UDL subdirectory.

Note: Genesys recommends copying these files directly from the 2.4/3.0 CIC server to the CIC Database Assistant client computer, rather
than using a network share.

83



Configure Oracle TNS names/Net Service names on the CIC Database Migration Assistant client computer

If you are migrating an Interaction Dialer Oracle database, note that the CIC Database Migration Assistant does not migrate the Connection
Information for Oracle Services. If you select a migrated UDL file in Interaction Administrator and attempt to test the connection, it can result
in an error post-migration.

To avoid this error, configure the TNS names on the CIC Database Migration Assistant client computer using one of the following methods:

e Copy TNS names entries from TNSNAMES . ORA on the 2.4/3.0 CIC server to TNSNAMES . ORA on the CIC Database Migration Assistant
client computer manually.

-OR-
e Use Oracle NetManager on the CIC Database Migration Assistant client computer to configure the same Net Service Names that the UDL
files use on the 2.4/3.0 CIC server.

Important!
Complete the same procedure on the 4.0 CIC server.

Upgrade the Interaction Dialer 2015 R1 or later database schema

You upgraded the Interaction Dialer 2015 R1 or later database schema when you upgraded the CIC 2015 R1 or later database schema, as
described in Prepare for CIC Database Migration, using the CIC Database Script Execution Tools (SQL Server) or when you ran the individual
database upgrade scripts (Oracle) manually.

Prepare the Interaction Dialer 2.4/3.0 and Interaction Dialer 2015 R1 or later databases

This section describes how to prepare the Interaction Dialer 2.4/3.0 and Interaction Dialer 2015 R1 or later databases for the migration.
SQL Server pre-migration procedures for Dialer
Modify the recovery mode for SQL Server

If you are migrating a SQL Server database, modify the recovery mode to increase the performance of the migration and reduce disk space
requirements. SQL Server has three recovery modes: Full, Simple, and Bulk Logged. By default, the database uses Full recovery mode.
Switching to Bulk Logged recovery mode significantly impacts the amount of time required, and the size needed for transaction logs.

To modify the recovery mode for SQL Server:

1. On a first migration run and when the CIC 4.0 database is empty (except for a few rows added to the Tracker tables at install time), delete
the Tracker tables.

Note: You can delete the Tracker tables by selecting the appropriate check box on the Select Table Groups to Migrate page in CIC
Database Migration Assistant or by running the Delete Tables PreMigration.sgl scriptlocated in the \Scripts folder in the
CIC Database Migration Assistant installation folder.

The CIC Database Assistant does not delete the INTX PARTICIPANT and INTXSEGMENT tables. It is important to note that if any data
exists in these two tables, the system doesn't delete the data from any of the Tracker tables. This precaution exists to preserve live 4.0
production data.

If your 4.0 system is in production, but not live, and you choose to delete all Tracker data, you must complete these steps in the following
order:

a. Delete all data from INTX PARTICIPANT
b. Delete all data from INTXSEGMENT
c. Select the Delete Existing Tracker Data check box or run the Delete Tables PreMigration.sql script.
2. In Microsoft SQL Server 2008 Management Studio, switch to Bulk Logged recovery mode to take advantage of limited logging.

l Note: Failure to switch to Bulk Logged recovery mode may result in exhausting transaction log disk space. '
3. Complete a full backup of the CIC 2015 R1 or later database to have the features associated with the Bulk Logged recovery mode take
effect.
Proceed with the migration as described in Migrate the CIC 3.0 Database.
5. After migrating the database, switch back to Full recovery mode, or the recovery mode of your choice, and complete a full backup of the
CIC 2015 R1 or later database.

Note: Since changing the recovery mode of the database is something you may not want to do once the database is in production, it
is highly recommended that you migrate all the historical data you intend to move before putting the database into production.
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Create a SQL Server user

Genesys recommends using the same SQL Server user that you created when you prepared the CIC 2.4/3.0 and CIC 2015 R1 or later databases
for the migration, as described in Prepare for CIC Database Migration.

Oracle pre-migration procedures for Interaction Dialer
Set the authentication parameter for Dialer

You set the authentication parameter for Oracle when you prepared the CIC 2.4/3.0 and CIC 2015 R1 or later databases for the migration, as
described in Prepare for CIC Database Migration.

Create an Oracle user

Genesys recommends using the same Oracle user that you created when you prepared the CIC 2.4/3.0 and CIC 2015 R1 or later databases for
the migration, as described in Prepare for CIC Database Migration.

Configure Oracle TNS names/Net Service names on the CIC server

If you are migrating an Interaction Dialer Oracle database, note that the CIC Database Migration Assistant does not migrate the Connection
Information for Oracle Services. If you select a migrated UDL file in Interaction Administrator and attempt to test the connection, it can result
in an error post-migration.

To avoid this error, configure the TNS names on the CIC Database Migration Assistant client computer using one of the following methods :
e Copy TNS names entries from TNSNAMES . ORA on the 2.4/3.0 CIC server to TNSNAMES . ORA on the 4.0 CIC server manually.
-OR-
e Use Oracle NetManager on the 4.0 CIC server to configure the same Net Service Names used by UDL files on the 2.4/3.0 CIC server.

Important!
Complete the same procedure on the CIC Database Migration Assistant client computer.

Cross-platform data migration

Prior versions of Interaction Dialer stored historical information about campaigns in the same database as the accompanying contact list.
Interaction Dialer 2015 R1 or later stores historical campaign data in the CIC database. Since Interaction Dialer customers may have existing
Dialer contact databases on multiple database platforms, the CIC Database Migration Assistant facilitates consolidating the historical
information into the unified database.

For instructions on connecting an Oracle database to a SQL Server database, or connecting a SQL Server database to an Oracle database in
preparation for running CIC Database Migration Assistant for Dialer, see KB article: https://my.inin.com/Support/Pages/KB-Details.aspx?
EntryID=Q136580478100915.

Apply Interaction Dialer ESs

If you are on Interaction Dialer 4.0 SU 1, obtain and apply the appropriate ESs required for the Dialer database migration.
CIC server

CIC_SU1 (SU1-DIALER-7545)
CIC_SU1 (SU1-DIALER-7546)
CIC_SU1 (SU1-DIALER-7697)
CIC_SU1 (SU1-DIALER-7850)

CIC/0DS 2015 R1 or later server

e ODS_SU1 (SU1-DIALER-7545)
e ODS_SU1 (SUT-DIALER-7546)
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Migrate the Interaction Dialer 2.4/3.0 Database

This section provides instructions for migrating a Dialer 2.4/3.0 database to Dialer 2015 R1 or later database using CIC Database Migration
Assistant for Dialer. It is critical that you run CIC Database Migration Assistant for CIC first, and then run CIC Database Migration Assistant
for Dialer before importing CIC and Dialer configuration data using Interaction Migrator.

Dialer database migration considerations

CIC Database Migration Assistant for Dialer supports Interaction Dialer database migration fully. Best practice recommends that you
consider the following:

e Decide how to handle deleted workflows. You can purge deleted workflows, or you can retain them for other reasons (for example, you
may want to run reports on deleted workflows). To prevent or eliminate deleted workfrows from appearing in CIC Database Migration
Assistant, remove them from the dialer_config.xml configuration file. For more information on purging deleted workflows, see "Clean Up
Deleted Configuration Objects: in the Interaction Dialer's Dialer Tools documentation.

Note: CIC Database Migration Assistant does not require you to purge deleted workflows before you migrate the database. If you do
not purge these workflows, the deleted workflows contain Yes in the Deleted column on the Dialer Workflows to Migrate page.

o Subdivide migration by workflow. If you encounter any issues during migration, subdividing the migration by workflows helps PureConnect
Customer Care narrow down which workflow contains the migration issue. To subdivide by workflows, use CIC Database Assistant for
Dialer to migrate a single workflow, or a select number of workflows. Repeat this process for the remaining workflows, running CIC
Database Assistant for Dialer multiple times until you migrate all workflows.

o Depending on the filters you select, Dialer data might not migrate. For example, if you select a set of workflows and a date range that
don't match. If Dialer data does not migrate, confirm your filter settings and run CIC Database Migration Assistant for Dialer again. If your
settings are correct and the data still does not migrate, contact PureConnect Customer Care.

o Delete workflows that do not contain historical workflow tables. To avoid an error migrating the dialer database if a workflow does not
contain any of the historical workflow tables (for example, the Agent Stats or Call History tables), delete workflows that remain in the
configuration file.

Migrate the Dialer 2.4/3.0 database

This section describes how to migrate the Dialer 2.4/3.0 database using CIC Database Migration Assistant for Dialer. Ensure that you are
logged on as the same user who ran the CIC Database Migration Assistant to migrate the CIC 3.0 database.
To migrate the Dialer 2.4/3.0 database:
1. Though not required, Genesys recommends that you stop CIC Service on the CIC/ODS server to:
e Ensure that no one adds new data to the Dialer 2.4/3.0 database schema while a migration is occurring.
e Prevent access to a Dialer ODS 4.0 server during migration so that the migration uses the database server exclusively.

l Note: Depending on how much historical reporting data that you have, it can take a long time to migrate your historical data. l

2. Start CIC Database Migration Assistant for Dialer on the CIC Database Migration Assistant client computer from the CIC Database
Migration Assistant shortcut on the desktop.

AssiEtartall]
fonDiE(En

3. Onthe Welcome page, click Next.
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Welcome to CIC 2012 R1 Database Migration Assistant for Dialer

This wizard guides you through the process of migrating data in
Dialer 2.4 and 3.0 databases to a CIC 2018 R1 database. The wizard:
* Generates custom script files from the workflows, date
ranges, and site ID's that you speafy.

. Executes the custom script file if specified.

. Migrates only the historical Dialer data

To continue, click Mext.

2 GENESYS

If you contact PureConnect Customer Care for migration assistance, provide them with the version number in the lower right corner of
the page.

If this isn't your first time running CIC Database Migration Assistant for Dialer, the Past Migration Utility Executions page appears. To use
settings from a previous migration, or restart a migration to run the scripts, click the migration to run and then click Next.

Past Migration Utility Executions

Select ane of the previous executions below to load in the settings

and configurations for that run. Otherwise, select "Nedt'.
Date Executed Migistion Status Start Date End Date Site I Sowrce Databaze Target Detsbase Link Mamme
mwanT Incomplete o017

2 GENESYS
Cancel < Back Next >|.
' Note: To unselect a migration run, hold down the ctr1 key and click the migration run. '

The Past Migration Utility Execution page contains settings, configuration, and status details of past migrations.
Date Executed: Date a user opened the CIC Database Migration Assistant for Dialer.
Migration Status: Status of the script execution.

Completed: CIC Database Migration Assistant for Dialer generated and ran the scripts.

Failed version check: You attempted to migrate from a Dialer 2.4/3.0 database or to a Dialer 4.0 database version that the
currently running version of CIC Database Migration Assistant for Dialer doesn't support.

Incomplete: You canceled the migration process before the scripts were generated.

Ready for restart: CIC Database Migration Assistant for Dialer generated the scripts but did not run them. You can restart the
migration and have CIC Database Migration Assistant for Dialer run the scripts when you are ready.
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User completed: CIC Database Migration Assistant for Dialer generated the scripts but did not run them. When you are ready,
run the scripts manually.

Start Date: The date the migration run started.

End Date: The date the migration run stopped.

Source Database: The Dialer 2.4/3.0 database to migrate from.
Target Database: The Dialer 4.0 database to migrate to.

Link Name: The name of the link between the Dialer 2.4/3.0 and Dialer 4.0 databases.

5. Onthe Database Server Credentials page, in the Server Type drop-down list, select the type of database server you are using (for example
SQL Server or Oracle.)

Database Server Credentials

Select the appropriate Server type and enter the credentials. Use
‘Test Connection’ to verify credentials and supply the links, target
database name, and Dialer configuration file.

Server Type:

Select a database type...

< GENESYS

The information that displays differs, depending on the type of server you selected.
6. Provide the requested information for the Dialer 4.0 database server.

' Note: The Status Messages box lists your selections and the time you selected them. l

For SQL Server: Specify the SQL Server information for the Dialer 4.0 database.
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Database Server Credentials
Select the appropniate Server type and enter the credentials. Use
‘Test Connection’ to verify credentials and supply the links, target
database name, and Dialer configuration file.

Server Type: | 501 Server |~
Target Database
Server:

Format: SERVERINSTANCE]LPORT] )

[Test Connection]

% GENESYS

Server: Name of the Dialer 4.0 database server. For SQL Server, include the instance and port number of the Dialer 4.0
database. To see an example, click the information icon under the Server box.

User Name: User name for logging on to the Dialer 4.0 database server.
Password: Password associated to the user name.

For Oracle: Specify the Oracle information for the Dialer 4.0 database.

Database Server Credentials
Select the appropriste Server type and enter the credentials. Use
‘Test Connection” to verify credentials and supply the links, target
database narme, and Disler configuration file.

Server Type: |M l'rl

Target Database INIM data tablespace: -
Server: ININ index tablespace: E
M_nm = Target data tablespace: [=]
Service Name: —
User Mame: Target index tablespace: I=
Password:

[Test Connectson

Stotus Messoges
15362k Selected Dvacle for database type
133737 Selected 300 Sencer for database type
FGEMESYS 13:37:84  Selected Oracle for database type

Cancel < BacK Mext -

Server: Name of the Dialer 4.0 database server. For SQL Server, include the instance and port number of the Dialer 4.0
database. To see an example, click the information icon under the Server box.

Port #: Dialer 4.0 database server port number.

Service Name: Name of the service this instance of the Dialer 4.0 database connects to.
User Name: User name for logging on to the Dialer 4.0 database server.

Password: Password associated to the user name.

ININ data tablespace: Tablespace where the data for the ININ MIGRATION schema are.
ININ index tablespace: Tablespace where indexes for the ININ MIGRATION schema are.
Target data tablespace: Tablespace where Dialer 4.0 tables and stored procedures are.

Target index tablespace: Tablespace where Dialer 4.0 indexes are.
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l Note: If the system cannot locate the UDL file, UDL Missing appears in the Data Source Name column.
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When you click Next, the workflows associated to the missing UDL file appear. In the following example, the testDeleteWorkflow

was contained in a UDL file deleted prior to running CIC Database Migration Assistant for Dialer. Click Next to migrate the remaining
valid workflows.

Setect Dlaler WorkSows 1o Mgrate

SapbancT, tu Chier oot 1 PPt 1 P ARG, &
s wil i cloplinvec] if Fre e iy drmon W TR

Gelarind P Mt Pamed  Deleed  Datsfoarcs  Vald Do Bpa
I3 Callabin Foury ‘Workfioss  OFf Mo o g L Scouroe dats Batie rok fourd
i | Ratren Mo Tou ddlg L Scouroe dats Batien ok Fourd
n] marifit o s v iy "
[n] 1 gritioes Compisted o ] Eo "
terlmlet wivorifios: o L] L] Teak{mintn L Cornachon Do

@ GEMESYS

After providing the Dialer 2015 R1 or later database server information, click Test Connection. The system tests the following:

Connection to the Dialer 2015 R1 or later database server. If the connection isn't successful, verify that the information you provided is
correct.

(SQL Server only) CREATE LINK permission. If you don't have this permission, the system displays a message to that effect and
makes Create Link unavailable.

(Oracle only) Permission for running a migration. If you don't have this permission, the system displays a message to that effect.
Check your permissions or provide credentials for a user who has the permission.

(Oracle only) Permission to migrate to the selected Dialer 2015 R1 or later database. If you don't have this permission, the system
displays a message to that effect. Select a different Dialer 2015 R1 or later database or check your permissions.

Click Load Dialer Configuration File, navigate to the directory in which Dialer config.xml resides, and double-click the file to include
it in the migration.
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9. To specify the link to connect one Dialer 2.4/3.0 database to one Dialer 2015 R1 or later database, do one of the following:

o Use database links you created before running CIC Database Migration Assistant for Dialer: In the Data Source Name column, select
the database you want to migrate and from the Link drop-down list select the appropriate database link. Repeat this step for each

database you want to migrate.

Allow CIC Database Migration Assistant for Dialer to create the link for you: In the Data Source Name column, select the data

database you want to migrate and from the Link drop-down list ensure Create Link Automatically is displayed (this is the default

option). Repeat this step for each database you want to migrate.

Create a link now: If a link doesn't exist between the Dialer 2.4/3.0 and Dialer 4.0 databases, create a link for each database you want
to migrate.

l Note: Creating a link only works to create a link to the same type of database. Create cross-database links manually.

a. Inthe Data Source Name column, select the data database to migrate and then, in the Link list box, click Create Link.

b. Inthe Create Link dialog box, provide the information for the new link and, in the Link Name box, type the name to assign to the
link. The link name cannot start with a non-alphabetic character.

=4 Create Link

Source Database

SERVer
ser Mame:

Passwnard:

Link Marne: IMIN_MATGRATION _LIME

Note: The information that displays in the Create Link dialog box differs depending on the type of server you selected (SQL
Server or Oracle).

c. Click Create Link...
d. Inthe Data Source Name column select the database you want to migrate and then, in the Link list box, click the link you created
for it. Repeat this step for each database you want to migrate.

10. SQL Server only: On the Database Server Credentials page, in the Target DB name list box, select the name of the Dialer 4.0 database and
then click Next.

Notes:

o If you attempt to migrate from a Dialer 2.4/3.0 database version, or to a Dialer 2015 R1 or later database version that the
currently running version of CIC Database Migration Assistant for Dialer doesn't support, an error message appears. Ensure
that the database version is compatible with this version of CIC Database Migration Assistant for Dialer, as described in
Prepare for Interaction Dialer Database Migration.

e For Oracle users, the target database is a fixed source and cannot be modified. Therefore, the Target DB name drop-down list
does not appear in Oracle environments.

11. On the Dialer Workflows to Migrate page, select the Dialer workflows to migrate and then click Next.
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Select Dialer Workflows to Migrate
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Note: Right-click in the Workgroups list to view a selection menu. This menu allows you to filter the workgroups you want to
migrate. You can Select All, Select All Paused, Select All Deleted, Select All By Status (Active, Completed, Off, Error), Select All
By Data Source, or Clear Selection.

12. On the Data Filter Settings page, To limit the migration by date range, provide the migration parameters and then click Next.

| Data Filter Settings

¥ you would like ko Bt e migration by s dube range or Site 1D,
plexis enter that infoemation bene.,

Skark Dnke: VL |
End Date: TN m|
Faurge Dty Tre Zvnl:.ﬂ'l'i-m Enabermn Toma (U5 8 Canadi) '|

EGENESYS

Cancel < Back fect >

Start Date: Start date to limit the database records that migrate.
End Date: End date to limit the database records that migrate.

Note: All records inserted after 00:00 UTC on the start date and before 24:00 UTC on the end date migrate. You cannot include the
current date in the date range.

Source Data Time Zone: Time zone to limit the database records that migrate.
13. On the Preview Scripts page, choose one of the following methods to preview the scripts before you run them:
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2 GENESYS

Carwel < Back b >

a. Inthe left column, click a workgroup to expand it and then click a table to display its scripts in the right column.
b. In the right column, double-click a script to view its contents. The script displays in your chosen text editor.

B ApentStats - Notepad
File Edit Faormat View Help

| [T
SET DEFIME ©OFF
W
Hassiterld =
DateTimeColumn = AGENWTTIMEUTC
starthbateTime = MOME
EndDateTime = 2013-03-13 00:00:00
Siteld = MCONE
Parentsiteldschema = NONME
Parentsiteldrable = NONE
ParentsiteldreyColumn = MOMNE
childsiterdrkeyColumn = NONE
ParenthateTimeschema = MOKE
ParentbateTimaTable = MOME
ParenthateTimeco]umn = MONE
Parenthat eTimekeyColumn = MOMNE
childpateTimereyColumn = NONE
TahTleHasData =0
Input = NOME
Timezone = (GMT-05:007 Eastern Time (US & Canadaj
Target schema = ININ_DIALER_40
TargetTable = AGENTSTATS
piaTerworkflow = dblogworkflow
H

Svoutc file Eeneration time s 2013-03-13 16:45:33.961000000, ¥/
A% Target table ININ_DIALER_40.AgentStats is empty. */

SET SERVEROUTPUT OM;

DECLARE w_START TIMESTAMP SYS_EXTRACT_UTC(SVSTIMESTAMP];
W_ROwCount MNUMEBER =0
W_END TIMESTAMP;

w_Targetschema VARCHARZ (300 = '"INIM_DIALER_40°

w_TargetTable VARCHARZ (30) = 'AGEMTSTATS';

w_DiaTlerworkflow MWARCHARZ (255 = 'dblOgworkflow';

V_Zonename VARCHARZ (700 = '(EMT-05:000 Eastern Time (Us & Canadal';
BEGIM
P/* since the target takle is empty, we do not need to worry about duplicates, so there is no NMOT EXISTS <lau
W_START := SYS_EXTRACT_UTC{SYSTIMESTAMP);

IMSERT IWTO INIW_DIALER_40.AGENTSTATS(Campaignname,siteid, odsoffset, agenttimeuT, agentid, stageid, callid, call
SELECT campaignname,siteid, TZz.gmt_offset, A, agentTime + NUMTODSINTERVAL(TZ.gmt_offset % (-10, 'SECOND'), age
Ipropertyname,perertyvaWue
FROM ANU_DIALERGOLDL. I3_DBLOGWORKFLOW_ASOGNEWESTLINK A
Jindnomigration.timezone tz
where TzZ.Zone_name = v_ZFonemMame
and TIME_START_LOCAL = (SELECT MAX{TIME_START_LOCALD
FR.Om inin_migration. Timezone tz2
WHERE 1Tz2.TIME_START_LOCAL <= A AQentTime
AND TZ2.z0ohe_hame = w_ZFonerame

c. Click X in the upper right corner of the window to close it.

-OR-
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a. On the Preview Scripts page, click Open Script Location.
b. Drill down to the script you want to view and click a single script to select it. The script appears in the right pane.

*  Sharewith *  Mewfolder =2 O O

N = S Ut F1le generation time 15 2012-02-23 15:26:04. 60346720, =/
il DECLARE BSTART DATETIME? = SYSUTCDATETIME():
L5y AddiType.sql UPDATE ININ_MIGRATION,History_stats
isabl B5T,
: SET Exec_Disable_CK_Start_uTc = RRT
QWTm.sql LExec_Disable_CK_End_UTC = SYSUTCOATETIMEC)
(54 ConneckionType.sql WHERE JOB_NER = (SELECT  Max{I0OE_NER) ek
&) ConnSubType.sql ININ_MIGRATION, History_lobs ;
'.hm‘rw"w AND schema_Name = “dbo’
& IntcType sql
&) Location.sql AND TABLE_NAME = ‘addrType”
[B) Orguniration. sql ¢
Ly OrgType.sgl
B Tetde.sql
! ¢
Date micdified: 2/23/2012 10:26 AM Date created: 272372002 10:26 AM
wver Query File Sizes 484 bytes

c. To open the script, double-click the script in the left column. The script displays in your chosen text editor.




B AgentStats - Notepad
File Edit Faormat View Help

EPooL '&1'
SET DEFINE OFF
/\k

TargetTahle
DiaTerworkflow
W

AGENTSTATS
dblogworkflow

Hassiteld =7

DateTimeColumn = AGENWTTIMEUTC
starthateTime = MOMNE

EndpateTime = 2013-03-13 00:00:00
siteld = MONE
Parentsiteldschema = MOMNE
Parentsiterdrable = MOME
ParentsiteldkeyColumn = NONE
ChildsiteldreyCalumn = MOME
ParenthateTimeschema = MONE
ParentbateTimeTable = MOMNE
ParenthateTimacolumn = MOME
ParentDateTimekeyColumn = NONE
ChildpateTimekeyCalumn = MOME

TahleHasDpata =0

Input = NONE

TimeZone = (GMT-05:00) Eastern Time (Us & Canadaj
Target schema = ININ_DIALER_40

A uTC file Eeneration time s 2012-03-13 16:45:33.961000000, ¥/
A% Target table ININ_DIALER_40.Agentstats is empty. */

SET ZERVEROUTPUT OM;

DECLARE W_START TIMESTAMP = SYS_EXTRACT _UTC(SYSTIMESTAMR);
W_RowZount MUMEBER 1= 03
W_END TIMESTAMP;
w_Targetschema VARCHARZ (300 = '"ININ_DTIALER_40'
v_TargetTable VARCHARZ (300 1= "AGEMTSTATS':
v_DiaTerworkflow MVARCHARZ (255 = 'dblogworkflow';
W_ZoheName VARCHARZ (700 = '(EMT-05:000 Eastern Time (Us & Canadal';

BEGIM

P/ since the target table is empty, we do not need to worry about duplicates, so there is no MOT EXISTS <lau

V_START := SYS_EXTRACT_UTC(SYSTIMESTAMP);

INSERT INTO ININ_DIALER_40.AGENTSTATS(campaignname,siteid,odsoffset, agenttimeuTc, agentid, stageid, callid, call
SELECT campaignname,siteid, TZ.gmt_offset, A agentTime + WUMTODSIMTERVAL (TZ.gmt_offset * (-1), 'SECOND' ), age
Iprupertyname,prupertyva1ue
FROM AMU_DIALERGOLDL. I3 _DELOGWORKFLOW_ASOGNEWESTLIMK A
Jinin_migration.timezone tz
where tZ.zZ0one_name = w_ZoneMame
and TIME_START_LOCAL = (SELECT MAX(TIME_START_LOCAL)
F RO inin_migration. Timezone tz2
WHERE tTZ2.TIME_START_LOCAL <= A.AgentTime
AND TZZ2.zone_name = w_Fonename

d. Click X in the upper right corner.

14. On the Preview Scripts page, select an option for running the scripts and then click Next.

I Note: To change parameters before running the scripts, click Back. Your changes reflect when the scripts regenerate.

Execute now: If selected, the system runs the scripts now after the CIC Database Migration Assistant Completed page appears.

Execute later: If selected, the system postpones running the scripts. You can open CIC Database Migration Assistant for Dialer and
select this migration when you are ready for the system to run the scripts.

Execute manually: If selected, you can run the scripts manually. If you choose this option, it is critical that you run the scripts in a
specific order. Genesys doesn't provide support for running the scripts manually.
Notes:

e The amount of time it takes to run the scripts depends on the amount of data migrating. Migration can take anywhere from
minutes to hours.

e You can view the scripts while they are running.

15. If you chose Execute now, the system begins running the scripts and the status appears on the Executing scripts, please wait page.
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When completed, click Finish. The CIC Database Migration Assistant Completed page appears.
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Note: If you are migrating in stages, restart CIC Database Migration Assistant for Dialer to change settings and generate the next
set of scripts.

16. If you chose Execute later, the system saves the scripts so that you can run them later. Click Finish. If you are migrating in stages, restart
CIC Database Migration Assistant for Dialer to change settings and generate the next set of scripts.

The CIC Database Migration Assistant Completed page appears.
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Note: When you are ready to run the scripts, do the following:

a. Open CIC Database Migration Assistant.

b. On the Past Migration Utility Executions page, find the entry with the date and time that matches when you generated the
scripts, and with a Migration Status of "Ready for restart.” Select this entry and then click Next. The Script Generation page
appears.

c. Click Execute now, and then click Next.

d. A message displays indicating the scripts are being run. After the scripts are run, click Finish.

17. If you chose Execute manually, the system saves the scripts and creates a batch file so that you can run the scripts manually. The batch
file is ExecuteMigrationScripts.bat anditis in the root directory where the scripts are (for example, $APPDATAS\ Interactive

Intelligence\MigrationUtility\[date time]).

Warning!
If you double-click the batch file or right-click the batch file and then click Open, the system runs the scripts.

Click Finish. The CIC Database Migration Assistant Completed page appears.
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Note: You can use the batch file in two ways:

e For manual script execution, you can use it to view the order in which to run the scripts and then run the scripts manually using
that exact order. It's critical that you run the scripts in the order specified. To view the batch file, right-click
ExecuteMigrationScripts.bat and click Edit.

e For automated script execution, to have the system run the scripts, double-click ExecuteMigrationScripts.bat.

Note: If a catastrophic failure occurs (for example, power loss) while the migration scripts are running, run the
MigrationCleanup.bat batch file located in the root directory where the scripts are stored (for example,
SAPPDATA%\Interactive Intelligence\MigrationUtility\[date timel).

19. If you stopped CIC Service, restart it.

Troubleshooting the CIC Database Migration Assistant for Dialer
When running the CIC Database Migration Assistant for Dialer, it's possible that the CIC 2015 R1 or later database schema cannot
accommodate some source data, causing the migration to fail.

If you encounter a migration failure, find the offending source data and modify or purge it. For help with troubleshooting, see KB article:
https://my.inin.com/Support/Pages/KB-Details.aspx?EntrylD=Q134616021600411. The article lists the table groups and tables by which the
CIC Database Migration Assistant migrates data, and displays these tables and table groups in the same patterns that CIC Database
Migration Assistant for Dialer follows during a migration. Locate the table group and the failed table, and then expand the relevant section to
find problems, causes, and solutions to the failure.

For further assistance, contact PureConnect Customer Care.

Complete Dialer database post-migration procedures

After migrating the Dialer 2.4/3.0 database to 4.0, complete the post-migration procedures in this section.
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Run post-migration check script for Dialer

Genesys recommends that you run the MigrationCheck. sql script against the Dialer 4.0 database after migration to check for foreign
keys, indexes, and constraints that remain disabled after the migration. If the migration disabled any objects, re-enable them before
proceeding and before using the database with a production CIC/Dialer system. If you cannot re-enable an object, such as a foreign key,
because of bad data, do one of the following to fix the data problem:
e For SQL Server, run the MigrationCheck.sql scriptinthe \CIC Database Migration Assistant\Scripts\sglserver folder
on the CIC Database Migration client computer.
e For Oracle, run the MigrationCheck.sql scriptinthe \CIC Database Migration Assistant\Scripts\oracle folder onthe
CIC Database Migration client computer.

Move Dialer contact lists and update Dialer campaigns to point to new location (recommended)

The CIC Database Migration Assistant for Dialer moves historical Dialer data only; it does not move contact lists. Genesys recommends that
you move contact lists to the 4.0 database server. For instructions on how to move a Dialer contact list and update a Dialer campaign to
point to a new location, see KB article: https://my.inin.com/Support/Pages/KB-Details.aspx?EntrylD=Q13606990310036.
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Migrate the Configuration

Import CIC 2.4/3.0 Configuration Data

This section describes importing CIC 2.4/3.0 configuration data into a CIC 2015 R1 or later server using Interaction Migrator.

Before you run Interaction Migrator to import CIC 2.4/3.0 configuration data

e Ensure that the initial run of CIC Setup Assistant completed successfully on the import CIC 2015 R1 or later server as part of
your migration scenario.

e Ensure that CIC Database Migration Assistant migrated data successfully in a CIC 3.0 database to a new CIC 4.0 database as
part of your migration scenario.

e Interaction Dialer: Ensure that CIC Database Migration Assistant for Dialer migrated data successfully in a Dialer 2.4/3.0
database to a new Dialer 2015 R1 or later database as part of your migration scenario.

e Before you import 2.4/3.0 configuration data, verify that the Network Interface Card (NIC) or NIC team uses the same name on
the new server as on the existing server. Verify that the names are the same to ensure that the migrated lines function
correctly.

Run Interaction Migrator to import CIC 2.4/3.0 configuration data

This procedure describes how to import CIC 2.4/3.0 configuration data using Interaction Migrator.

Note: For Interaction Dialer, Interaction Migrator imports Interaction Dialer 2.4/3.0 configuration data along with the CIC 2.4/3.0
configuration data.

To import CIC 2.4/3.0 configuration data:

1. Copy the CIC 2.4/3.0 configuration data file from your storage media (as described in the last step in Export CIC 2.4/3.0
Configuration Data) to a location on the CIC 2015 R1 or later server. For example, copy the file to D: \Temp\ ImportData.

Important!
Do NOT copy the file to the root directory of the drive where you installed CIC (for example, do not copy to the root of
\I3\CIC) as it overwrites critical files).

2. Logonto the CIC 2015 R1 or later server using the same domain user account that CIC Service is set to run under. The account
is the same CIC administrator account used when you ra CIC Setup Assistant as part your migration scenario.

3. Stop CIC Service on the CIC 2015 R1 or later server. Interaction Migrator requires you to stop CIC Service when importing CIC
data.

Important!

If you are running a Switchover pair of CIC servers, you must stop the CIC Service on both servers. Once the process
completes and you start the CIC Service on the computer where you are importing your configuration, you can restart the
other server as backup. At that point, it replicates the new imported configurations from the primary CIC server. For more
information, see the Interaction Migrator Technical Reference.

4. Start Interaction Migrator, either from the Interaction Migrator link on the desktop, or from Start -> Programs -> PureConnect ->
Interaction Migrator.

5. Onthe Welcome page, click Next.
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Welcome lo Interaction Migrater for CIC

The Interaction Migrator is a wizand-based tool that
expoits and imports corfiguration data related to the CIC
of the Customer Interaction Center,

Interaction Migrator is version independent. it can be

used as part of a migration from one CIC release to
another, or for mcovery and version control,

To continue, chick Next.

3 GENESYS

If you contact PureConnect Customer Care for migration assistance, provide them with the version number in the lower right

corner of the page.
6. On the Task Selection page, click Import configuration data and then click Next.
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Interaction Migrator

Which task would you like to pedform?

7. On the Configuration page, specify the location of the CIC 2.4/3.0 configuration data zip file and the folder to extract the CIC
2.4/3.0 configuration data file. Click Migration Mode and then click Next.
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Select folder for imported fles to be exractedto:
l | L]

Set password for import file:
L]

Create registry and file restore point

(® Migration Mode

Select the configuration data to import: Location of the exported CIC 2.4/3.0 configuration data file
(ServerName DateTimeStamp.ininmigr) onthe USB key or other writeable storage location.

Select folder for imported files to be extracted to: Destination directory for the extracted the CIC 2.4/3.0 configuration data
file. For example, extract the data to D: \Temp\ ImportData.

Important!

Do NOT copy the file to the root directory of the drive where you installed CIC 2015 R1 or later (for example, do not copy
to the root of \13\C1cC) as critical files are overwritten.

Set password for export file: If selected, you set a password on the CIC 2.4/3.0 configuration data file.

[Password]: Password on the CIC 2.4/3.0 configuration data file. This box is available if you selected Set password for
export file.

Create registry and file restore point: If selected, Interaction Migrator creates a registry restore point for restoring the
registry back to the point before you ran Interaction Migrator to import the CIC 2.4/3.0 configuration data. Interaction
Migrator exports a registry of the Interactive Intelligence key in hive format. This file is in the
\I3\CIC\Migrator folder and has a file name extension of .hive. Genesys recommends that you keep the default
setting

Migration Mode: If selected, Interaction Migrator runs in migration mode. Use this option for this import task.

Notes:
e When moving data from one server to another, consider server name and site name changes. Interaction Migrator
changes the data at run time before importing it into the new server.
e You cannot import a configuration data file created using an older version of Interaction Migrator. However, you

can import a configuration data file created using the same version of Interaction Migrator but an older build
number.

8. After Interaction Migrator loads the CIC 2.4/3.0 configuration data file and extracts the data, on the Import ltems page, select
the components to import and then click Next.
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Notes:

e Interaction Migrator does not import CIC Data Source components as it would overwrite the CIC 2015 R1 or later
configuration.

Interaction Dialer: The Interaction Dialer configuration data appears in this list and is included in the CIC configuration
data import process.

Important: Ensure that you migrated the Tracker database using CIC Database Migration Assistant before proceeding
with the import. If you import data before migrating the Tracker database, the result is duplicate entries with different
ID keys, and historical reports that don't run correctly.

Interaction Desktop: Interaction Migrator converts client settings from Interaction Client .NET Edition 3.0 format to
Interaction Desktop format. For more information, see the Transition to Interaction Desktop Administrator's Guide in
the PureConnect Documentation Library.

9. On the Import Confirmation page, confirm the selections and then click Next to start the import process.
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Interaction Migrator

00,

Import Confimation
llmport File Mame C-\Lisars\acho_user'\Documents'echo_09202017105730 ininmigr

The following files will be imported:

|Hﬂl- Server Configuration File

| <Back | MNet> || Cancel |

l Note: To change your selections, click Back.

The Import Status page displays real-time updates during the import process.
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i
00.

Import Status

D Decompressing File Program Files (xB6)Anteractive inteligenceResourcesidtes .
O Decompressing File: Program Flles (x86interactive InteligenceResourcesidtts)
0 Decompre==zing File: Program Files (x86irteractive inteligenceResourcesits)
i Decompressing File: Program Files (x36)Anteractive inteligenceResourcesiitts)
O Decompressing File: Program Flles (86 Anteractive InteligenceResourcesi3tt

The import process can take several minutes depending on the amount of data being exported.

Note: To stop the process at any time, click Stop. After stopping the process, you can change your selections without
exiting Interaction Migrator.

10. When the import process is complete, the Import Status page displays when the import was completed and how long the
process took. Click Next to continue.
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Import Status

D Copying file C:Program Filesinteractive infeligenceResources DislTors(Noraa .
@ Copying file C Program Filesintaractive Inteligence Re sources RingBack(United
0 Copying file C:\Program Filesinteractive inteligence'Resources RingBackiltaky) »
0 Copying file C:'\Program Fiesinteractive inteligence'Resources RingBack(Singsy
O Copying file C:Program Filesinteractive inteligenceResourcestts_lexicon idse

C:WProgram Filesinteractive intelgence'Resourcestts _voic

import completed on 92002017 11:11:12 AM
Comgleted in Oh Om 23s

11. Click Finish to close Interaction Migrator and restart CIC Service.
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Interaction Migrator for CIC . has finished!

To close this Wizard, chck Finish.

3 GENESYS

Notes:
e If you encountered problems during the import process, click Zip and Email logs to open Outlook and send a copy
of the logs to PureConnect Customer Care.
e The naming convention for the base languages changed to a single element (for example, fr-fr is now just fr). If
you imported Interaction Attendant Data, the import renamed the language folders in the
InteractionAttendantWaves folder to reflect the new naming convention.

Re-activate ACD email routing

The version of Interaction Migrator in the current CIC 2.4/3.0 to CIC 2015 R1 or later migration package imports all mail providers
and sets them to inactive during migration mode. Setting them to inactive ensures that the migration doesn't affect the statistics of
emails queued into workgroups on the source CIC 2.4/3.0 server.

Once the CIC 2015 R1 or later server is in full production, re-activate ACD Email Routing for each workgroup that the CIC 2.4/CIC 3.0
server is no longer monitoring and determine which account to use to queue emails.
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Review migrated server parameters

Several CIC subsystems changed significantly in CIC 2015 R1 or later. The Interaction Migrator import transfers to the CIC 2015 R1

or later server the server parameters that you have set on your CIC 2.4/3.0 system and its subsystems, and appends migrated to
the parameter names. The appendage keeps the system from overwriting server parameters set on the CIC 2015 R1 or later server

before importing data. It also identifies which server parameters are set on the CIC 2.4/3.0 server.

A Server Parameter Query is available on the PureConnect Customer Care site at
https://my.inin.com/products/selfhelp/migrationsto40/pages/server-parameter-query.aspx.
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The Server Parameter Query allows you to look up (query) a server parameter by name and see an explanation of what it does, along
with ranges of valid values and deprecation information. Follow the instructions on the page.

Once the server parameters migrate, query and remove the ones you don't need, and remove migrated from the ones that you do
need.

Handler post-migration procedures

If you use custom handlers, complete the handler post-migration procedures as described in Migrate CIC 2.4/3.0 Handlers.

IP table names

The Interaction Migrator import appends migrated to the IP table names to prevent collisions.

Change in default SIP transport protocol

In CIC 2.4, new SIP lines default to using UDP for their transport. In CIC 3.0, the default transport protocol switched in response to
some of the connectivity advantages that TCP offers. However, because of support issues, such as problems with TCP offloading
and large sites impacted by the OS limit of 4000 TCP connections, the default protocol changed back to UDP in CIC 20715 R1 and
later.

As a best practice, Genesys recommends setting up your environment using UDP as your SIP transport. However, if you are using
TCP today and you import existing configurations into your CIC 2015 R1 or later server, those configurations remain set for TCP.
Only new lines and stations default to UDP. Do not change those setups as part of your migration to CIC 2015 R1 or later. To
minimize the set of changes you are implementing at any given time, complete those changes well in advance of, or after your move
to CIC 2015 R1 or later, as a separate project.
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Complete Interaction Dialer post-migration procedures

Complete the Interaction Dialer configuration post-migration procedures in this section. Ensure that you reviewed the new features
and changes in Interaction Dialer 2015 R1 or later described in Interaction Dialer.

Review migrated Interaction Dialer settings and complete post-migration procedures in Interaction
Administrator

Post-migration, review all Interaction Dialer Manager containers to locate and fix any errors that occurred during import, especially
in Rule Sets and Policies Sets. The reasoning is that workflows don't exist in Interaction Dialer 2015 R1 or later and don't migrate.

Complete the following Interaction Dialer post-migration procedures in Interaction Administrator. Ensure that you reviewed the new
features and changes in Interaction Dialer 2015 R1 or later described in Interaction Dialer.

For more information, see the Interaction Dialer Manager documentation in the PureConnect Documentation Library.
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Reconfigure Rules and Policy Sets

Interaction Migrator does minimal conversion for Rule/Policy statistics, and they can contain errors acquired during import.
Because Interaction Dialer 3.0 statistics do not match Interaction Dialer 2015 R1 or later statistics, reconfigure them manually to
correct potential validation errors.

1. Open Interaction Administrator.

2. In the Interaction Dialer > Advanced Interaction Dialer > Rule Sets container, reconfigure Rule Set statistics for your Interaction
Dialer configuration.

'E Interaction Administrator - [400D5_SU1]
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+ B OS > |
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57 skill sets
¥ Rule Sets
4y Policy Sets \
(7 schedules i
é) Stage Sets
@ Zore Sets
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[ Auto-save [ save 2 Revert
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3. In the Interaction Dialer > Advanced Interaction Dialer > Policy Sets container, reconfigure Policy Set statistics for your
Interaction Dialer configuration.
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4’@ Global Dialer Settings x
T Database Connections Condition Name Condition Type Summary +
5F skill sets Call Back Statistic Average Idle Time < 00h00mD0s .
¥ Rule Sets q 3
[ Schedules x
\_;j Stage Sets
QB Zone Sets
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Configure Campaigns in a multiple ODS environment

Post-migration, all campaigns distribute across all ODS servers. If you want the same configuration you had in Interaction Dialer 3.0
(for example, Campaign1 on ODS1 and Campaign2 on ODS2), reconfigure these settings manually.

To configure campaigns in a multiple ODS environment:
1. Open Interaction Administrator
2. Inthe Dialer Settings area of the Interaction Dialer > Campaign > Basic Configuration container, do the following for each
campaign:
a. Change the Use All Dialing Servers to No (set to Yes by default)
b. Inthe Dialing Servers list box, click the server to use for that particular campaign and then click Add.

Use All Dialing Servers: ! NO |

Dialing Servers: Available items: Selected items:
Filter items x
40005 SUl

e |

( Remove

Bulk Call APL: o oFF

Call Analysis: | o ! [ Detect Answering Machine

Ne Answer Timeout: 22 j second(s)

Call Timeout: | 3e j| second(s)

Calling Party Mame: I Number: (Digits Only)

Diszble Mon-Dialer Statistics: !E

[~ Copy Dialer Attributes to Call Attributes

Configure Time Zone Maps and assign them to campaigns, where applicable

If your contact list includes each contact's time zone, you can use Interaction Dialer's Time Zone Blocking feature to prevent
placing calls to those contacts at inappropriate times.

Note: In Interaction Dialer 2.4, time zone settings did not exist so you need to configure them for existing campaigns. Create
the time zones for your contact lists, map the data files, assign time zones to campaigns, and enable the automatically map
time zones feature.

To verify time zone settings:
Interaction Dialer 3.0 introduced the time zone feature. Post-migration, best practice recommends that you confirm that the time
zone settings migrated correctly.
1. Open Interaction Administrator.
2. In the Interaction Dialer > Advanced Interaction Dialer > Timezone Map Data container, click Timezone Map Data Settings.
3. Select each Timezone Map Data, verify no validation errors exist, and configure a priority, if needed.
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>

W™ TimeZoneMapping o

Jetails " :

Display Name: TimeZoneMapping

Type: ICustum j ('l."alidate

Data File: MapFiles.bt ® w [g/Upload New

0 The priority of entries in the Timezone Map Data container will affect the zone mapping results.

Priority: _ 0 :,:,]

¥ Auto-save E Save x Cancel

To set time zone mappings:
1. Open Interaction Administrator.
2. In the Interaction Dialer > Campaigns container, click Timezone Settings.
3. Select a campaign, click Basic Configuration, and under Timezone Settings, specify the time zone mappings.

-
| [Campaign Defaults] ®
Basic Configuration
Display Name: [Campaign Defaults]

Contact List

Workgroup: | No Workgroup selected b
Recall Control Group: I
Abandons Scripting

i No Basescript

Skille and ACD (* Base Script No Basescri -

" Custom Script URL: |
Automation

[~ Keep script open between calls

Dial Settings b
Pricrity Dialing Settings hd
Timezane Settings -
Zone Set: No ZoneSet selected. -

[ Automatically map time zones

€ Map phone numbers not set to a zone
(] Map phone numbers not set to a zone or set

€ Map all phone numbers

Map phone numbers to time zones now

Configure DNC Sources and assign them to campaigns, where applicable

A DNC Source provides a list of telephone numbers that campaigns shouldn't dial. Genesys strongly encourages Interaction Dialer
customers to scrub contact lists against do-not-call (DNC) lists. Scrubbing prevents campaigns from dialing contact numbers.
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Note: In Interaction Dialer 2.4, DNC sources did not exist so you need to configure them for use in campaigns. Create a DNC
source and then assign it to applicable campaigns.

Interaction Dialer 3.0 introduced the DNC sources feature. Post-migration, best practice recommends that you confirm that the
DNC sources migrated correctly.

To configure or verify DNC Sources:
1. Open Interaction Administrator.
2. In the Interaction Dialer > Advanced Interaction Dialer > DNC Sources container, create or verify DNC sources.

& Interaction Administrator - [400DSD_SUZ2] [_ (O] x| |
| File Edit Wiew Context Help -8 x]
+ o 2O0® > |
& Callective Name b
W 400030_512 - 4.0 5U3 Search »

G " V
85 Peaple ‘
@ System Configuration
p Interaction Tracker x
) Interaction Recorder
9—1 Interaction Cptimizer
oy Interaction Analyzer

= #F Interaction Dialer ﬁ DNC 3 (3]

Campaigns

& Scripts T
. alls
il Contact Lists Display Name: DNC

[ §% Advanced Interaction Disler
?’ Contact List Filters Type: Customn j
@2 Global Disler Settings
(3] Database Connections Source Details i
L7 skl Sets
F‘ RL“.E Sets Connection: 400D50_SU2A X -
s Policy Sets

ﬁg :E:geed;l::s o This connection is used only to populate the table and column lists below. When using this
@ Zone Sets DMNC Source in a campaign, the campaign's connection will be used.
&
7 Timezone Map Data
4\, Importf/Export: Configuration Phone Number Column: ADKEY ® v
i Interations

Table: CALLLIST X v

Database Column to Exclude: Select phone number column or column to exdude v

Expiration Column: Select a column hd

I~ Auto-save [ save D Revert
[ |a Administrator 4

To assigh DNC sources to a campaign:
1. Open Interaction Administrator.

2. In the Interaction Dialer > Campaigns container, select a campaign, click Basic Configuration, and under Contact List Settings,
specify the DNC source criteria.
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nfiguration

Recall Control

Abandons

Skills and ACD

Automation

Dial Settings
Contact List Settings
Contact List:

Sort Criteria:

Filters:

Filter Callbacks:

Priority Dialing
[~ Enable

Query frequancy:

Sort Criteria:

DNC Source:

calllist

Available itams:

Filter items

Selected items:

ATTEMPTS

CELLPHONE
FIRSTNAME
HOMEPHONE
I3_ACTIVECAMPAIGNID
I3_ATTEMPTSABANDONED
I3_ATTEMPTSBUSY
I3_ATTEMPTSDAILY
I3_ATTEMPTSFAX
I3_ATTEMPTSMACHINE
I3_IDENTITY

Available items:

Filter items

Selected items:

[~ Agent Scheduled [~ Auto-Scheduled

|

Available items:

Filter items

ATTEMPTS

CELLPHONE

FIRSTNAME

HOMEPHONE
I3_ACTIVECAMPAIGNID
I3_ATTEMPTSABANDONED
I3_ATTEMPTSBUSY
I3_ATTEMPTSDAILY
I3_ATTEMPTSFAX
I3_ATTEMPTSMACHINE
I3_ATTEMPTSNOANSWER
I3_IDENTITY

Ne DNC Source selected.

Add |
( Remove |

¥

[

[ second(s)

Selected items:

4 Move up

&} Move down

i

4 Move up

& Move down |

w | (@ Perform Bulk DNC Scrub

4 Move up |
& Move down |
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Configure maximum calls and maximum call rate

In Interaction Administrator, you can edit Outbound Dialer Server maximum calls and maximum call rate threshold values.

e The Maximum Calls setting defines the global limit on the number of calls Dialer places so that it doesn't use up all available
lines or exceed the number of physically available channels. You can set a value ranging from 0 to 2,000,000,000 calls.

e If you are using the Bulk Call API, set the Maximum Call Rate to 16 calls per second or more. A high performance bulk call
placement API that consumes less system resources while providing higher call throughput.

In Interaction Dialer 2.4, the ability to define maximum calls and maximum call rates did not exist so you need to configure them for
ODS servers. In Interaction Dialer 3.0, you define maximum calls and maximum call rates using server parameters. Post-migration,
configure these settings for Interaction Dialer 2015 R1 or later.

To configure maximum calls and maximum call rate:
1. Open Interaction Administrator.

2. In the Interaction Dialer > Advanced Interaction Dialer > Global Dialer Settings container, select Outbound Dialing Servers.

Each row in the grid contains the name of an Outbound Dialer Server.
3. Specify the Maximum Calls value and the Maximum Call Rate for each Outbound Dialer Server using the up or down arrows.

& Interaction Administrator - [400DS_SU1]

S File Edit View Conbext Help -l& x|

A EEEL Y

A Collective a = &

B 400D5_5U1 - 4.0503 &2 Global Dialer Settings L
& Licenses pllocation Configure system-wide Dialer settings

8 Peaple

& System Configuration General

(,O Interaction Tracker

ﬁ Inkeraction Recorder Phene Number Types .

B] Interaction Cptimizer Outbound Dialer Servers -

v_g Inkeraction Analyzer Outbound Dialing Servers
Bl #F Interaction Disler Hame Maximum Calls Maximum Call Rate

Campaigns Configuration Change Auditing 400D5_5U1 10
) Soripts

E Contact Lists
=] Jg Advanced Interaction Dialer
Contact List Filters
#g Global Dialer Settings
E Database Connections
L7 skill Sets
¥ Rule Sets
s Policy Sets
[* schedules
L_:j Stage Sets
@ Zore Sets
£ DNC Sources 4 |2
7 Timezane Map Data
4 ImportfExport Configuration
A Inkegrations

When errors or outages occur, send notifications with this dialing server: | 400D5_5U1 j

HTTP 5erver

E Save [ Revert

[ a Administratar 2
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Configure maximum lines per campaign

The Max Lines per Campaign setting controls the maximum number of lines that each Outbound Dialer server can use to conduct
the campaign. Each Outbound Dialer server maintains this number of calls concurrently to utilize the maximum number of lines. The
maximum value is 2000 lines.

In Interaction Dialer 2.4 and 3.0, this setting was only accessible with an agentless campaign. In Interaction Dialer 2015 R1 or later,
you can configure maximum lines for any campaign.
To configure maximum lines per campaign:

1. Open Interaction Administrator.

2. In the Interaction Dialer > Campaigns container, select the campaign to configure and then click Basic Configuration.

3. In the Dialer Settings group box next to Max Lines per Campaign, use the slider or the up and down arrows to set the maximum
number of lines each Outbound Dialer server uses to conduct the campaign.
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Specify default settings for Interaction Dialer Manager containers

In Interaction Administrator, several Interaction Dialer containers in include an modifiable [Default Settings] entry. This entry defines
a set of attributes assigned to subsequent new entries. If you edit the [Default Settings] entry and change an attribute, subsequent
new entries inherit its settings. Updating the [Default Settings] entry does not affect existing entries in any way.
The Interaction Administrator containers that contain a [Default Setting] entry are:
e Campaigns
e Database Connection
Rule Sets
Policy Sets
Stage Sets
Zone Sets

Post-migration, best practice recommends that you examine the Interaction Dialer 4.0 default entries and configure them according
to in-house preferences.

';-J Interaction Administrator - [400D5_SU1]
7 File Edit View Corfext Help
+ oo 0® > s |
=l a"?lnteraction Dialer d Name Workagroup Calling Mode
[} campaigns Search 2 Search 5
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il Cankack Lisks

= @2 advanced Interaction Dialer
§9 Cortact List Filters

@3 clobal Dialer Settings IEliE’ [Campalgn DEFEUItS]

<Search>

| [Campaign Defaults] Predictive

'il Database Connections
L skill sets Basic Configuration ) )
i""' Fule Sets Display Mame: [Campaign Defaults]
s Policy Sets Recall Contral Vo Workaroun cefectad
[ schedules Warkgroup: No Warkgroup selected
i<} Stage Sets Ahandans .
3 Zone Sets Group: I {
DMC S .
2 Timemunuerl:::p - Skills and ACD Scripting é
-.; ImportfExport Configuration | | ‘I
= I_Auto-save

Configure new Interaction Dialer 4. 2015 R1 or later features in Interaction Dialer Manager

Review and modify Wrap-up Categories and Codes

In Interaction Dialer 2015 R1 or later, Reason and Finish Codes translate into Wrap-up Categories and Wrap-up Codes. Migrating
from Interaction Dialer 2.4/3.0 to Interaction Dialer 2015 R1 or later can inadvertently create an incorrectly wrapped code and thus,
invalidate an associated campaign.
To review Wrap-up Codes and Wrap-up Categories and reconfigure Policy Sets and Base Scripter Dispositions:

1. Open Interaction Administrator.

2. Review the Dialer-related Wrap-up Categories in the People > Wrap-up > Wrap-up Categories container.
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nteraction Administrator - [400DS_S!
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m

3. Review the Dialer-related Wrap-up Codes in the People > Wrap-up > Wrap-up Codes container.
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3. Reconfigure policy sets mapped to Reason and Finish Codes to the Wrap-Up Categories and Wrap-Up Codes in the Interaction

Dialer > Advanced Interaction

Dialer > Policy Sets container.
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4. Modify base Script dispositions mapped to Reason and Finish Codes to the Wrap-Up Categories and Wrap-Up Codes in the
Interaction Dialer > Scripts container.
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Configure the From email field in Policy and Rule actions

In Interaction Dialer 2.4 and 3.0, the Email form in Policy Set behaviors and Rule Set actions did not contain a From field. Genesys
added this feature in Interaction Dialer 4.0. During migration, the system populates the From field with the default
Do.Not.Reply@inin.com. Post-migration, substitute your own email address in the From field.
To configure the From email field:

1. Open Interaction Administrator.

2. Configure the From email field for Dialer-related Policy Set statistics in the Interaction Dialer > Advanced Interaction Dialer >
Policy Sets container.
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Configure the From email field for Dialer-related Rule Set statistics

Sets container.
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Reassign access and security rights
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Post-migration, reassign access and security rights to users.

e Access Control Rights (ACLs) determine whether a user, workgroup or role can view and modify Interaction Dialer campaigns
and Supervisor views. To log on to and access campaigns, agents need view and modify rights to Campaigns access.

e Security rights manage the functionality that client applications offer, including the ability to modify or view settings through an
application. Access to Interaction Administrator or IC Business Manager applications requires security rights.

To reassign access:
1. Open Interaction Administrator.
2. Open a user, role, or workgroup configuration record.
3. Click the Security tab and then click Access Control. The Access Control dialog box appears.

Access Control
Categaory: IInteral:I:il:nn Dialer j Search: I Clearl

[ show anly selected items and groups

Marme | Wig | Maodify | Inherited From |
Campaigns

*all] Superyisor

[Default Campaign] |:| |:|

campaignl D I:l

¥Yiew Dialer Supervisor ¥iews

*all]
Classic Dialer Supervisor views

Superyisor

LOE

Dialer Crverwviswm

Sdvanced Access Details, .,

Close

4. Inthe Category list box, click Interaction Dialer.
5. Select the View and Modify check boxes for the campaigns to assign to a user, role, or workgroup.

To reassign security rights:
1. Open Interaction Administrator.
2. Open a user, role, or workgroup configuration record.
3. Click Security Rights. The Administrator Access Rights dialog box appears.
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Security Rights
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<

advanced Access Details, .,
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F

4. Inthe Category list box, click Applications and then use the scroll bar to locate Interaction Dialer rights.
5. Select the check box for each security right to grant the user, role, or workgroup.
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Assign a configurable priority number to campaigns for multiple campaigns

In Interaction Dialer 2015 R1 or later, you can assign priority to specific campaigns. The system places more calls per agent for
higher priority campaigns. By default, this number is set to 50.

To change the priority number for a campaign:
1. Open Interaction Administrator.
2. In the Interaction Dialer >Campaigns container, select a campaign and in the Basic Configuration area.
3. Inthe Campaign Priority area under Dial Settings, use the slider bar or the up and down arrows to select the priority number for
this campaign.

I

Hﬂ [Campaign Defaults]

Basic Configuration
Display Name: [Campaign Defaults]

Contact List

Workgroup: | No Workgroup sefected v
Recall Control
e nre Group: I
Abandons Scripting
Skills and ACD (¥ Base Script No Basescript selected, -
" Custom Script URL: |
Automation

[~ Keep script open between calls

Dial Settings —
Calling Mode: Predictive j
= Enable preview countdown: 20 second(s)
Campaign priority: JI 50 :%
Max Lines per Campaign: JI 1000 |5
Initial Calls per Agent: 'Jl 355
Statistics sample period: JI 60 % second(s)
Dial Line Information
" Dial Plan
Location: [None] X v
 Line Group
Line Group: | Mo Line Group sefected. v -
4| | 3|

Modify custom scripts for changes in Dialer 2015 R1 or later

Custom Interaction Scripter scripts don't migrate and require a developer to modify the following:
e Replace references to workflows with campaign objects.
e Remove transitions between campaigns in a workflow.
e Modify scripts that set a reason code to set a wrap-up code instead.
e Modify disposition scripts that set finish codes to assign a wrap-up category code.

For more information on modifying custom scripts, see the Interaction Scripter Developer's Guide in the PureConnect
Documentation Library.
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Recreate Supervisor alerts for Dialer statistics in IC Business Manager (Interaction Supervisor)

Interaction Supervisor alerts set up for Interaction Dialer statistics don't migrate and need recreating. Post-migration, recreate
Interaction Dialer statistics alerts in IC Business Manager > Interaction Supervisor.

I Note: Do not recreate these alerts until after you: l

To recreate Interaction Supervisor alerts for Interaction Dialer statistics:
1. Migrate the CIC/Interaction Dialer 3.0 client workstations to the CIC/ Interaction Dialer 2015 R1 or later client workstations.
2. Install the Dialer 2015 R1 or later plug-in for IC Business Manager on client workstations.

3. Create Interaction Dialer statistics alerts. For more information about creating Interaction Dialer statistics alerts, see the
Interaction Supervisor documentation in the PureConnect Documentation Library.

Migrate CIC 2.4/3.0 Handlers

CIC base handlers change substantially in each release. Before importing CIC configuration data with Interaction Migrator, inventory
each modified base handler. After importing CIC configuration data, modify and publish the base handlers on the new CIC server.
Interaction Migrator does not publish or manage custom handlers. Interaction Migrator places the handlers from the export into the
designated extraction folder. Publish and manage custom handlers post-migration manually.

Interaction Dialer: The procedures for migrating Interaction Dialer handlers are the same as for migrating CIC handlers.

Complete handler pre-migration procedures

When you are preparing to export CIC 2.4/3.0 configuration data, complete the handler pre-migration procedures described in this
section.

General methodology

While the migration updates many parts of the system for you, you need to carry forward all handler modifications manually. The
best practice is to use the following phased approach:

1. Inventory — Inventory all the modified handlers on the server and classify them as either modified base handlers or custom
handlers. Modified base handlers are handlers released with the CIC product that you changed. Custom handlers are handlers
that you wrote on your own.

2. ldentify — Identify all the places that contain modified base handlers. Internal documentation following established best
practices available on the PureConnect Customer Care website makes this process easier. If you're having difficultly
determining these changes, remember to make those notations more clearly when you remake the changes to the CIC 2015 R1
or later handlers.

3. Understand — Ensure that you understand why you changed the base handlers or what the function of a custom handler is.

4. Minimize — Once you have your list of reasons/changes for modifications, view the feature set added to the new CIC 2015 R1
or later software. It's possible that feature additions such as Interaction Attendant enhancements reduce the list of your
handler customizations to carry forward. Maximize your use of Interaction Attendant to minimize future migration efforts.

5. Re-engineer — Now that you have your list of modifications to make, recreate those customizations using the new CIC 2015
R1 or later base handler as your building point. Always maximize your use of customization points and encapsulate your
changes into subroutines. Reuse custom handlers and subroutine calls when possible.

Complete all these steps as part of your pre-migration procedures using a development environment whenever possible, and then
test in that development environment. This process minimizes the chances that your testing on the production servers reveals
problems, and ensures a smoother migration.
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Plan for base handler modifications

Modified base handlers are handlers released with the product that you then modified.

Important!

e CIC 2.4 to 4.0 migrations. Genesys recommends that you review the relevant feature sets in CIC 3.0 and CIC 4.0, delete
duplicate work, and add customization points as needed.

e CIC 3.0 to 2015 R1 or later migrations. Genesys recommends that you review the relevant feature sets in CIC 2015 R1 or
later, delete duplicate work, and add customization points as needed.

Inventory each CIC 2.4 or CIC 3.0 base handler that you modified from the released version. If you followed good handler writing
practices, you documented the step changes you made to each base handler. You also tried to minimize the impact to the released
handlers by compartmentalizing your changes into subroutines.

Create a call flow and redesign the modifications for CIC 2015 R1 or later base handlers. For each modified handler, list your
modifications and decide the best way to add this functionality to the equivalent CIC 4.0 base handler. If you added a feature to a
CIC 2.4 or CIC 3.0 base handler that is now a base feature in CIC 2015 R1 or later, don't carry over these changes.

Take the time to make your changes as clear and efficient as possible. It saves you time in future migrations or upgrades. Have
these changes available before beginning the migration.

After you redesign your handler modifications, make a copy of each equivalent released handler in CIC 2015 R1 or later and save it
to a custom directory. Rewrite your modifications into the handler and publish it.

You do not back up, open, and publish the CIC 2.4 or CIC 3.0 modified base handlers. Instead, you modify the equivalent CIC 2015 R1
or later released handlers.

Plan for and back up handler customizations

Custom handlers are handlers that you wrote on your own. Determine the custom handlers to upgrade and back them up.

To back up handler customizations:
1. Onthe CIC 2.4 or CIC 3.0 server, navigate to \13\CIC\Handlers\Custom.

2. Copy the custom handlers to upgrade to any location on or accessible from the CIC server, for example, \Backup
Files\Handlers\Custom.
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Determine which handlers have changed

After you back up the CIC 2.4 or CIC 3.0 custom handlers and install CIC 2015 R1 or later on the CIC 2015 R1 or later server, run the
Handler Diff tool in Interaction Designer. The tool indicates what changed between the CIC 3.0 custom handlers and their
corresponding CIC 2015 R1 or later handlers.

The Handler Diff tool outputs to an XML file that lists the differences between the two sets of handlers. Optionally, you can specify
an XSL file that customizes the display of the resulting diff XML file into a more readable form.

To run the Handler Diff tool:

1.
2.
3.

10.
11.

Close all open handlers in Interaction Designer.
From the Utilities menu, click Power Tools and then click Handler Diff. The Handler Diff dialog box appears.

Under "Old" Handler List, click Browse and then specify the folder that contains the set of the original handlers to use. After you
select the folder, the Handler Diff tool populates the Old list with the .ihd files found in that folder.

Under "New" Handler List, click Browse and then specify the folder that contains the set of the original handlers to compare
with the Old Handler List.

Clear the check box for any handlers that you do not want to process. Each list has a check box that checks only those
handlers that exist in the other list. The check boxes are: Check only handlers that are checked in "New" list and Check only
handlers that are checked in "Old" list.

On the Diffs to Perform tab in the lower portion of the dialog box, clear the check box for any diffs that you do not want to do.
This tab lists all the handler attributes that you can compare. When you click a diff, a description of that diff appears in the Diff
description portion of the dialog box. Click Check All Diffs to select all diffs at once.

To change the location of the output diff XML file, click the Output Location tab. Click Pick output XML file and specify where
to write the diff output XML file.

To customize the output with an XSL file, click the Output Formatting tab, select Add XSL stylesheet to customize handler diff
XML output, and then select the appropriate . XSL file from the list.

GeneralHandlerDiffOverview.xsl is a sample, non-localized file installed in \CIC\Server\HandlerDiff\XSLFiles
that gives an example of how you can use an XSL file to customize the output. If you decide to use an XSL file to customize the
output, the location of the style sheet writes directly into the diff results XML file with a "<?xml-stylesheet" processing
instruction at the top. If you give the output XML file to another user, ensure that the XSL file exists where specified in the XML
file so that the output displays correctly.

Click Run Handler Diff to start the comparison.

When the diff operation completes, the diff tool opens Internet Explorer to display the resulting XML file. If you specified an XSL
sheet to use to customize the output, when Internet Explorer opens the file, you might see an error message. The message is,
"To help protect your security, Internet Explorer has restricted this file from showing active content that could access your
computer. Click here for options..." If this message appears, click the message and then click Allow Blocked Content to display
the information.

Click a handler name in the left column to display the diff results for that handler in the right column.
Once you determine the differences, replace any toolsteps that changed, compare the inputs and outputs, and publish them. For
instructions, see Handler post-migration procedures.

Back up most recently published handlers

It is good practice to make a backup directory of the most recently published version of every handler published on the system.

To back up most recently published handlers:

1.
2.

On the CIC 2.4 or CIC 3.0 server, navigate to \13\CIC\Server\Handlers.

Copy the *. ihd files from this directory to a backup directory, for example, \Backup Files\Handlers\Running
Handlers. This directory is your backup directory and contains a copy of the most recently published version of every handler
published on this system.

If (after opening, publishing, and modifying the handlers that you migrated), you are missing some functionality from the old
version, double-check your work against the handlers in this backup directory.

Complete handler post-migration procedures

After you import CIC 2.4/3.0 configuration data, complete the handler post-migration procedures described in this section. You need
a plan for these procedures, as described in Handler pre-migration procedures.
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Open and publish custom-written handlers

To open and publish custom-written handlers:

1.
2.

Create the directory \13\CIC\Handlers\Custom\ToBeMigrated.

If you completed a new CIC 2015 R1 or later installation directly on the CIC server, you should have already copied all handlers
inthe \I3\CIC\Handler\Customn directory to a backup location. Leave the handlers in the backup location untouched as
your record to refer to in the event of a problem. Move all the handlers in the \13\CIC\Handlers\Custom to the
\I3\CIC\Handlers\Custom\ToBeMigrated directory.

Migrate each handler one at a time. For each handler that is custom (a user-created handler/subroutine not based on any base
handler), move the handler from the \ToBeMigrated directory to the parent \Custom directory.

Resolve as many toolstep changes as possible before publishing:
e Open the handler in Interaction Designer. Note any gray (missing icon) steps, which indicate a toolstep changed.

e Drop the new version of the toolstep out of the tool palette and integrate it into the handler in place of the old step.
Carefully carry over the old parameters, and note parameters to add or remove.

e Use the Dependency Viewer to identify deprecated tools. In Interaction Designer, choose Utilities....View Dependencies...
from the menu. In the Dependency list box, click Tools in Handlers. Choose to group by supporting handler. Look for tools
listing in this format: Tool Category:ToolName, for example: ExchangeTools:SendEmail. These tools work correctly but you
need to update them to new tools eventually.

e If using a tool that requires the email address, look up the EmailAddress attribute instead of the Mailbox attribute and
pass the EmailAddress value into the tool.

Save and Publish the newly migrated CIC 2015 R1 or later handler. During the publishing process, if a tool's parameters, exit
paths, or both changed since the previous release, an error message appears. The message displays the tool's Step Label and
Node ID, and attempts to explain the problem.

If an error occurs, change the affected tool in Interaction Designer to publish the handlers successfully:
e Use the Step Label, Node ID, and error message text to locate the step and diagnose the problem.

e Change the tool as necessary to solve the problem. For example, create a variable to contain the value of the parameter, or
create a link from the new exit path.

e Save the handler and try publishing again.
If you are still unable to solve the problem, contact PureConnect Customer Care.
Repeat steps 3 through 5 until you publish all custom handlers.
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Modify and publish CIC 2015 R1 or later base handlers (including customization points)

Modify the appropriate CIC 2015 R1 or later shipping handlers based on your modifications to CIC 2.4 or CIC 3.0 handlers.

To modify CIC 2015 R1 or later base handlers:

1. To prevent overwriting the CIC 4.0 base handlers, locate the \I13\CIC\Handlers\30Handlers directory, and set the Read
Only file attribute on the handlers in this directory.

2. Migrate each handler one at a time. For each handler remaining in the \I13\CIC\Handlers\Custom\ToBeMigrated

directory, locate the handlers in the \13\CIC\Handlers\40Handlers directory that corresponds to it. Copy the CIC 2015 R1

or later version of the handler to \13\CIC\Handlers\Custom.

3. Open the handler you just copied to the \Custom directory and the matching version in the \ToBeMigrated folder in
Interaction Designer. Rewrite your modifications to the CIC 2.4 or CIC 3.0 version into the CIC 2015 R1 or later version. You
should have already determined your plan for the modifications, as described in Handler pre-upgrade procedures. If you are
missing functionality from the CIC 2.4 or CIC 3.0 version, double-check your work against the handlers in the most recently
published handler backup directory in \Backup Files\Handlers\Running Handlers.

4. Resolve as many toolstep changes as possible before publishing each of the custom handlers in \13\CIC\Handlers:
e Open the handler in Interaction Designer. Note any gray (missing icon) steps, which indicate a toolstep changed.

e Drop the new version of the toolstep out of the tool palette and integrate it into the handler in place of the old step.
Carefully carry over the old parameters, and note parameters to add or remove.

e Use the Dependency Viewer to identify deprecated tools. In interaction Designer, choose Utilities...View Dependencies...
from the menu. In the Dependency list box, click Tools in Handlers. Choose to group by supporting handler. Look for tools
listing in this format: Tool Category:ToolIName, for example: ExchangeTools:SendEmail. Though the tools work correctly,
you need to update to new tools eventually.

e If using a tool that requires the e-mail address, look up the EmailAddress attribute instead of the Mai1box attribute and
pass the EmailAddress value into the tool.

5. Save and Publish the newly modified CIC 2015 R1 or later base handler in the \Custom folder (which is where you opened it
from). During the publishing process, if a tool's parameters, exit paths, or both changed since the previous release, an error
message appears. The message displays the tool's Step Label and Node ID, and attempts to explain the problem.

If an error occurs, change the affected tool in Interaction Designer to publish the handlers successfully:
e Use the Step Label, Node ID, and error message text to locate the step and diagnose the problem.

e Change the tool as necessary to solve the problem. For example, create a variable to contain the value of the parameter, or

create a link from the new exit path.
e Save the handler and try publishing again.
If you are still unable to solve the problem, contact PureConnect Customer Care.
6. Delete the copy in the \ToBeMigrated folder.

Migrate CIC 3.0 Managed IP Phones

This section describes the migration of managed IP phones from a CIC 3.0 server environment to a CIC 2015 R1 or later server
environment. You can configure the managed IP phones either manually or programmatically using a DHCP custom option, DNS
Host (A) record, or the IP address of the CIC 2015 R1 or later server. For more information, see the CIC Managed IP Phones
Administrator's Guide in the PureConnect Documentation Library.

Support for migrating CIC 3.0 managed IP phone types to CIC 2015 R1 or later

The migration package supports migrating CIC 3.0 managed IP phones from a CIC 3.0 system to a CIC 2015 R1 or later system.

Of the three managed IP phone types:

e Genesys tested and documented the migration of CIC 3.0 managed Polycom phones to CIC 2015 R1 or later for the current
release of the migration package.

e Genesys plans to test and document the migration of CIC 3.0 managed Interaction SIP Station and SIP Soft Phones to CIC 2015

R1 or later in a future migration package release.

Recommendations for non-managed IP phones

If you are a CIC 2.4 site or a CIC 3.0 site with non-managed IP phones, review the recommendations in this section.
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Recommendations for IP phone models supported in CIC 2015 R1 or later

If Genesys supports your IP phone model (s) as a managed IP phone in CIC 2015 R1 or later, Genesys recommends converting to or
creating managed IP phones. Check the Testlab site at http://testlab.genesys.com to determine whether Genesys supports your IP
phone model(s) as a managed IP phone in CIC 2015 R1 or later.

Convert existing non-managed IP phones to managed IP phones

For CIC 3.0 sites, follow the procedures in "Create managed IP phones from existing (Polycom) SIP stations" in the CIC Managed IP
Phones Administrator's Guide in the CIC 3.0 Documentation Library that is available on your CIC server. Completing this step well in
advance of the CIC 2015 R1 or later migration process helps to simplify the scope of the migration effort.

For CIC 2.4 sites, convert your phones to managed phones after you import them into CIC 2015 R1 or later as part of the migration.
See "Create managed IP phones from existing (Polycom) SIP stations" in the CIC Managed IP Phones Administrator's Guide in the

PureConnect Documentation Library.

Create managed IP phones

Create Managed IP Phones in CIC 2015 R1 or later following the procedures in "Create multiple managed IP phones" in the CIC
Managed IP Phones Administrator's Guide in the PureConnect Documentation Library. Then, point the phones to the new CIC 2015
R1 or later server. For assistance, contact PureConnect Customer Care.

Recommendations for unsupported IP phone models or to continue using non-managed IP phones

If Genesys doesn't support your IP Phone model as a managed phone in CIC 2015 R1 or later, or you want to continue using a
supported phone as a non-managed phone, Genesys recommends that you verify your firmware version manually and update your
TFTP/FTP/HTTP server with the appropriate firmware version for your devices.

For devices certified for use with CIC, you can obtain the newest supported firmware from the Testlab site at
http://testlab.genesys.com. For non-certified devices, contact your vendor.

Identify imported managed IP phones

During the import of your managed IP phones, Interaction Migrator appends _migrated to the name of a registration group. This
name change helps you identify an imported registration group in the Managed IP Phones container in Interaction Administrator.
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Polycom firmware requirements

CIC requires a minimum Polycom firmware version that the Provision Server communicates with to manage stations. Ensure that
your Polycom phones are running the appropriate firmware:

e Polycom IP300 and IP500 phones: Version 2.1.3 or higher.

o All other Polycom phones: Version 3.0.3B (ideally, version 3.1.2) or higher.

Note: If you are using managed IP Phones in CIC 3.0, you should be on the correct firmware, as each CIC 3.0 Service Update
includes the firmware.

Verify that your phones are running the correct version. The version for each phone is in the Software Version column in the
Managed IP Phones container in Interaction Administrator. In the Managed IP Phones container in Interaction Administrator, verify
that you meet the minimum firmware version by checking the Phone and Software Version columns.

1- Interaction Administrator - [clientlab]
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£3] :* Interaction Processar
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SIP1 saved. | Mtems: 1

If your Polycom firmware is not on the minimum version and you need help upgrading your Polycom firmware, contact PureConnect
Customer Care.

Supported Polycom phone models and firmware

For more information about:
e Supported Polycom phone models and firmware, see the Testlab site at http://testlab.genesys.com/.
e Polycom model and firmware limitations, see "Additional configuration (Polycom)" in the CIC Managed IP Phones
Administrator's Guide in the PureConnect Documentation Library.

Options for pointing phones to the CIC 2015 R1 or later server

You can use the following methods to point the managed IP phones to the CIC 2015 R1 or later server:
e DHCP custom option (recommended): This option offers the most flexibility and allows you to point phones to different CIC
2015 R1 or later servers.
e DNS Host (A) record: This option is simpler to do than the DHCP custom option; however, it is a global change that affects all
phones at once.
e Manual configuration: This option is useful for configuring individual test phones; however, it is not a practical option for full
deployment of your managed IP phones.

Though Genesys recommends using the DHCP custom option, determine the method that best suits your situation.
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Point the phones to the CIC 2015 R1 or later server

Complete the appropriate procedure to point the phones to the CIC 2015 R1 or later server.

Important!
Ensure that you complete the procedure only for the phones that you are ready to move.

Create a DHCP custom option (recommended)

Complete these steps to use a DHCP custom option to point the phones to the CIC 2015 R1 or later server.

To create a DHCP custom option:

1.

Create a DHCP option in the custom range (225 for example), and set it up just like an option 160, but point it to the CIC 4.0
servers. For more information, see "Configure the network for managed IP phones" in the CIC Managed IP Phones

Administrator's Guide in the PureConnect Documentation Library.
To move the Polycom phones on the CIC 3.0 server to the CIC 2015 R1 or later server, do the following:

a. Create atext file called push40.cfg as an example and place it in the \i3\ic\provision\polycom directory on the CIC
3.0 server.

b. Place the following in the file, changing 225 to whatever value that you used in DHCP:

<device

device.set="1"
device.dhcp.bootSrvOpt="225"
device.dhcp.bootSrvOpt.set="1"
device.prov.tagSerialNo="1"
device.prov.tagSerialNo.set="1">
</device>

This command tells the phone to set a new value (write it to flash), the value to set, what to set it to, and to commit
that value.

c. Set the phones to move to the new server to use this value. Set a custom configuration file parameter in IA on the 3.0 server
that points to this file called config files, and point it to the file you created previously. For more information, see
"Additional configuration (Polycom)" in the CIC Managed IP Phones Administrator's Guide in the PureConnect
Documentation Library. You can set this value on multiple phones at the same time using multi-select to select several
phones in the Interaction Administrator Managed Phones container, and then right-clicking. CIC 3.0 SU 12 introduced this
feature. You can modify multiple phones at the same time.

d. Trigger the configured phones to reload. The phones load the configuration, and change the settings to the new DHCP
option, and get their information from there instead.

For more information about moving Polycom phones, see "Additional configuration (Polycom)" in the CIC Managed IP
Phones Administrator's Guide in the PureConnect Documentation Library.

To revert the Polycom phones to the CIC 3.0 server, do the following:

a. Remove the config files from the phones on the CIC 3.0 server, then either change back the option on the phones, or
set up a pushbackto30.cfq file on the CIC 2015 R1 or later server and restart the phones. You construct this file similarly
to the one created to merge the phone to the CIC 2015 R1 or later server. The pushbackto30.cfg file is just like the
push40.cfq file you created in step 2a, except you use option 160 instead of option 225.

b. Create a text file called pushbackto30.cfg as an example and place it inthe \i3\ic\provision\polycom directory on
the CIC 2015 R1 or later server.

c. Place the following in the file to set the phones back to option 160, or whatever value you were using:

<device

device.set="1"
device.dhcp.bootSrvOpt="160"
device.dhcp.bootSrvOpt.set="1" >
</device>

This command tells the phone to set a new value (write it to flash), the value to set, what to set it to, and to commit
that value.

d. Set the phones you want to move back to the old server to use this value. Set a custom configuration file parameter in
Interaction Administrator on the CIC 4.0 server that points to this file called config files, and point it to the file you
created previously.

e. Trigger the configured phones to reload. The phones load the configuration, and change the settings to the new DHCP
option, and get their information from there instead.
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4. For the Interaction SIP Station device, to move the phones on the CIC 3.0 server to the CIC 2015 R1 or later server, do the
following:

a. Change the phones in Interaction Administrator one at a time or in bulk and set the DHCP option value under Advanced
Options to the value you want to use.

b. Trigger the configured phones to reload. The phones load the configuration, and change the settings to the new DHCP
option, and get their information from there instead.

For more information about the Interaction SIP Station device, see "Additional configuration (Interaction SIP
Station)" in the CIC Managed IP Phones Administrator's Guide in the PureConnect Documentation Library.

5. To revert the phones back to the CIC 3.0 server, do the following:
a. Change the DHCP option parameter on both the CIC 3.0 and CIC 2015 R1 or later servers.

b. Restart the phones. The phones load the configuration, and change the settings back to the old DHCP option, and get their
information from there instead.

Notes:

o After you complete your migration, change the DHCP option 160 to point to the CIC 2015 R1 or later server. Phones that
don't exist on the CIC 3.0 server's configuration go to the right location out of the box.

e To add (deploy) Polycom handsets during this transition time, the simplest method is to change the phone locally to the
new option value. To deploy multiple phones, you can deploy a TFTP server in a staging environment and use a global
(000000000000 . cfq) file to set phones before deploying them to the desktop. For assistance, contact PureConnect
Customer Care.

Create a DNS Host (A) record

Complete the following standard procedures to use a DNS Host (A) record to point to the CIC 2015 R1 or later server, as described
in "Configure the network for managed IP phones" in the CIC Managed IP Phones Administrator's Guide in the PureConnect
Documentation Library:

e Create DNS Host (A) records for servers in the DNS voice domain

e Create DNS Host (A) records for Switchover (Polycom and ISS)

Configure managed IP phones manually

To change the settings on your managed IP phones manually, create a second DHCP custom option or create a second DNS Host
(A) record.

Create a second DHCP custom option

To create a second DHCP custom option:

1. Create a second DHCP custom option or change the existing DHCP custom option on the DHCP server, as described in Create
a DHCP custom option.

2. For each managed IP phone, do the following:
a. On the phone, select Menu > Settings > Advanced.
In the Password box, type 456 and select Enter.
Select Admin Settings > Network Configuration > DHCP Menu.
Ensure that Boot Server is set to Custom + Opt. 66 or Custom.
Ensure that BootSrv Opt is set to the number specified for the DHCP custom option.

l Note: You set this number when you created the DHCP custom option. '

® o 0 T

f. Ensure that BootSrv Type matches the type specified for the DHCP custom option.
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Create a second DNS Host (A) record

To create a second DNS Host (A) record:

1. Create a second DNS Host (A) record or change the existing DNS Host (A) record, as described in Create a DNS Host (A)
record.

2. For each managed IP phone, do the following:
a. On the phone, select Menu > Settings > Advanced.
In the Password box, type 456 and select Enter.
Select Admin Settings > Network Configuration > Server Menu.
Change Server Type to HTTP.

Change Server Address to the FQDN of the Host (A) record associated to the CIC 4.0 server (for example,
http://provision40.example.com:8088).

® o o0 T

Migrate Interaction Media Server 3.0

This section describes the options and procedures for migrating Interaction Media Server 3.0 configuration data to Interaction
Media Server 4.0.

Review Interaction Media Server 3.0 to 2015 R1 or later migration options

Interaction Media Server 3.0 is not compatible with CIC 4.0. You need to upgrade existing Interaction Media Servers to Interaction
Media Server 2015 R1 or later.

The current release of the migration package supports migrating Interaction Media Server 3.0 configuration data to Interaction
Media Server 2015 R1 or later in the following scenarios:

e New Interaction Media Server 2015 R1 or later appliance
e Existing Interaction Media Server G6 3.0 appliance upgraded to 2015 R1 or later

e Existing Interaction Application Server (IAS) G7 or CIC Server G7 3.0 appliance used as Interaction Media Server upgraded to
4.02015 R1 or later

Each scenario uses Interaction Migrator to export and import migrating Interaction Media Server 3.0 certificate, configuration data,
and resources to Interaction Media Server 2015 R1 or later. For existing 3.0 Interaction Media Server appliances, you use other
utilities to upgrade the appliance to Interaction Media Server 2015 R1 or later.

New Interaction Media Server 2015 R1 or later appliance

In this scenario, you install the Interaction Media Server 4.0 software on one of the following:
e An Interaction Media Server 2015 R1 or later appliance purchased from Genesys
e Certified hardware that meets the minimum requirements for Interactive Media Server 2015 R1 or later

One advantage to installing a new Interaction Media Server 2015 R1 or later is the ability to test the Interaction Media Server 2015
R1 or later while the Interaction Media Server 3.0 is running in production. However, you must still be running CIC 3.0 in production
along with the Interaction Media Server 3.0 because CIC 2015 R1 or later is not compatible with Interaction Media Server 3.0.

Existing Interaction Media Server G6 3.0 appliance upgraded to 2015 R1 or later scenario

In this scenario, you upgrade an existing Interaction Media Server 120 G6 or Interaction Media Server 160 G6 3.0 appliance to 2015
R1 or later using the MSSP Upgrade Kit. You can obtain the appropriate upgrade kit (small MSSP 4.0 Upgrade Kit for 120 G6 servers
and Medium MSSP 4.0 Upgrade Kit for 160 G6 servers) from your partner, or online at https://order.inin.com/Start.asp. After you
complete the upgrade kit instructions, the server is running Windows 2008 R2 Telecom edition with Interaction Media Server 2015
R1 or later.

When you turn an existing Interaction Media Server 3.0 into an Interaction Media Server 2015 R1 or later, plan one to two hours of
downtime to upgrade the operating system and move files.
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Existing Interaction Application Server (IAS) G7 or CIC Server G7 3.0 appliance used as Interaction Media
Server upgraded to 2015 R1 or later

In this scenario, you upgrade an existing (IAS) or CIC Server G7 3.0 appliance used as Interaction Media Server to 2015 R1 or later
with an internal USB key following the steps in the Factory Image Restoration Procedures Technical Reference. After you complete
the Factory Image Restoration procedures, the server is running Windows 2008 R2 Telecom edition with Interaction Media Server
2015 R1 or later.

When you turn an existing Interaction Media Server 3.0 into an Interaction Media Server 2015 R1 or later, plan one to two hours of
downtime to upgrade the operating system and move files.

Interaction Media Server 2.4 considerations

Existing Interaction Media Server G5 and G6 2.4 appliances meet the minimum hardware requirements to support Interaction Media
Server 4.0. However, there is no migration path for their configuration because Interaction Migrator does not support exporting
Interaction Media Server 2.4 configuration.

The only upgrade path currently available is to wipe the server clean and follow the procedures outlined in the Interaction Media
Server Technical Reference in the PureConnect Documentation Library to install a new software only media server, including
reconfiguring the server manually.

Before you begin the migration

Before you begin the migration, complete the Interaction Media Server migration requirements:

e Establish an inventory of the software installed on Interaction Media Server 3.0 and determine which software it uses currently,
including Interaction Media Server, Interaction SIP Proxy, Interaction Recorder Remote Content Server, and off-server Session
Manager.

e Obtain upgraded 4.0 license(s) for any PureConnect products installed on Interaction Media Server 3.0 as described in Migration
Planning.

¢ Interaction Media Server G6 only: Obtain the upgrade kit from Genesys and locate the Upgrade Kit Instructions. The upgrade kit
includes a new USB key and a license for Windows 2008 R2 Telecom edition.

l Note: You can obtain the appropriate upgrade kit (Small MSSP 4.0 Upgrade Kit for 120 G6 servers and Medium MSSP 4.0 l

Upgrade Kit for 160 G6 servers) from your partner, or online at https://order.inin.com/Start.aspx.

¢ Interaction Media Server G6, Interaction Application Server G7, or CIC G7 Server only: Obtain the Factory Image Restoration
Procedures Technical Reference.

e Determine the computer name to use when the server is running Interaction Media Server 2015 R1 or later. To simplify the
migration process, use the same name that the computer had when running Interaction Media Server 3.0. To change the name,
follow the procedure for generating new certificates in Complete post-migration procedures.

Install Interaction Migrator on Interaction Media Server 3.0

Interaction Migrator exports and imports Interaction Media Server 3.0 certificate, configuration data, and resources to Interaction
Media Server 2015 R1 or later.

Install Interaction Migrator on Interaction Media Server 3.0 as described in Interaction Migrator Installation. Ensure that you install
the appropriate version of Interaction Migrator as described in Install Interaction Migrator and

https://my.inin.com/products/cic/Pages/Migrations.aspx.

Export Interaction Media Server 3.0 configuration data

This section describes exporting Interaction Media Server 3.0 configuration data using Interaction Migrator 2015 R1 or later. Use
Interaction Migrator to export the Interaction Media Server 3.0 configuration. Save the exported data to an external location.

I Note: Ensure that the export file name contains the name of your Interaction Media Server. l

To export Interaction Media Server 3.0 configuration data:

1. Start Interaction Migrator 4.0 on the Interaction Media Server 3.0, either from the Interaction Migrator link on the desktop, or
from Start -> Programs -> PureConnect -> Interaction Migrator.

2. On the Welcome page, click Next.
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Welcome lo Interaction Migrator for CIC

The Interaction Migrator is a wizand-based tool that
expoits and imports corfiguration data related to the CIC
of the Customer Interaction Center,

Interaction Migrator is version independent. it can be

used as part of a migration from one CIC release to
another, or for recovery and varsion control,

To continue, chick Next.

Note: If you contact PureConnect Customer Care for migration assistance, provide them with the version number in the
lower right corner of the page.

3. On the Task Selection page, click Export configuration data and then click Next.
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Interaction Migrator

Which task would you like to pedform?

4. On the Data Component Selection page, select the Select All check box.

Genesys o

Select the data you would like to expor.

[w] Media Server Centficate Fles
Media Server Configuration File
[w Respurces

[w] Server Certficate Flas




5. On the Configuration page, complete the information and then click Next.

o
Interaction Migrator o
(=]

Where would you ke to save the expoted configuration data?

[ | =

<Back | Net> || Cancel

Where would you like to save the exported configuration data?: Open the folder where you want to save the exported data,
for example, D: \Temp\ExportData.

Important!

Do NOT select the root directory of the drive where Interaction Media Server is installed (for example, do not save to
the root of \T3\C1C) and ensure the export filename contains the name of your Interaction Media Server.

Set password for export file: The password setting is optional. The default selection does not set the password; however,
you can set a password since the export file could contain sensitive data. If so, select the check box to specify the
password. There are no limitations for setting the password.

6. On the Export Confirmation page, confirm the selections and then click Next to start the export process.
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Interaction Migrator

00,

BEport Corfimmation
Fle Path:C:\Users\acho_user\Desidop
following nodes will be sxpaorted:
Dxaler Configuration
Modda Serves Conirsion e
Resources
Server Cedificate Files

I:MHH:HWI

l Note: To change your selections, click Back. l

The Export Status page displays real-time updates during the export process. The export process can take several minutes
depending on the amount of data being exported.

Note: To stop the process at any time, click Stop. After stopping the process, you can go back and change your
selection without exiting Interaction Migrator.
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Interaction Migrator

Bport Status
0 (2 of 88) Exporting C:'Program Files (x85 ) interactive nmﬂammﬁmﬁ

ﬂ[ﬂnfﬂ}EmﬁqC'ﬁwFlu(ﬂ]HuMHﬂgﬂﬂ'ﬂm >
n:- Dgraim Files (%56 =

i-"-| r.1=|1-'| ra intelbgenceiRe

J-rllrn‘nru- I DLNCES r|u'-.

¢ Back | Mt > I Cancel I

When the export process is complete, the Export Status page displays the name and location of the Interaction Media
Server configuration data file, and how long the process took.
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Interaction Migrator

Eqport Status

D (80 of 88) Exporting C:'Program Files (xB5nteractive inteligenceResourcesizisy -
O (81 of 88) Exporting C:\Program Files {x86)Nnteractive Inteligence'Resources i3tsy
O (82 of 88) Exputt:rg C-Program Files (mmmumﬂmma\

ion Diala Exported to C:\Users'\echo_user'\Deskiop'echo_
17105730 ininmigr

Process Completed in Oh 7m 27s

The Interaction Media Server configuration data file name is unique. It consists of the server name combined with a
date/time stamp. In this example, the Interaction Media Server configuration data file is
gf backgammon 07092012143839.ininmigr.

7. Click Next to continue.

Note: To change your selections, click Back and return to the Export Confirmation page. After you make your changes,
start the export process again. A new Interaction Media Server configuration data file is created.

8. Click Finish to close Interaction Migrator.
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interaction Migrator for CIC | has finished!

To close this Wizard, chek Fnish

3 GENESYS

Note: If you encountered issues during the export process, click Zip and Email logs to open Outlook and send a copy of
the logs to PureConnect Customer Care.

9. Locate the Interaction Media Server 3.0 configuration data file on the Interaction Media Server 3.0 and copy the file to a USB key
or other writeable storage location.

Note: Genesys recommends this method of copying the Interaction Media Server configuration data file to so that it's
easier to copy the file to the Interaction Media Server 2015 R1 or later.

& D:\Temp'ExportedData

File Edit ¥iew Favorites Tools Help

Back v () - (T | S search | Folders | [T~
Address |5 D:\Temp\ExportedData

& | Nare =~ Ezul Type
File and Folder Tasks ¥ Calliope_12062011101004.ininmigr RSN (TS =
Other Places ®
3 Temp
) My Documents
% My Computer —

W My Network Places
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Complete Interaction Media Server pre-migration procedures

Before installing or upgrading to Interaction Media Server 2015 R1 or later, complete the pre-migration procedures in this section.
Copy stored recordings and update the recordings storage path

If you store Interaction Media Server 3.0 recordings locally on the Media Server 3.0, complete this procedure.

To copy stored recordings and update the path:
1. Copy the recordings from Interaction Media Server 3.0 to an external storage location. Confirm that the copied files are not
corrupted.

2. If the name of the Interaction Media Server 3.0 doesn't match the name of the Interaction Media Server 2015 R1 or later, update
the recordings storage path in Interaction Recorder Policy Editor (in Interaction Administrator), and in the historical records
database on the CIC server.

Export SIP Proxy configuration and save it to an external location

If you use Interaction Media Server 3.0 as a SIP Proxy, export the configuration and save it to an external storage location (for
example: C:\Program Files\Interactive Intelligence\Interaction SIP
Proxy\Resources\SIPProxyConfig.xml).

Install or upgrade to Interaction Media Server 2015 R1 or later

The CIC 2.4/3.0 to 4.0 migration process requires a new or upgraded 4.0 Interaction Media Server depending on your existing
environment and migration choices.

Note: Determine the computer name to use when the server is running Interaction Media Server 2015 R1 or later. To simplify the
migration process, use the same name that the computer had when running Interaction Media Server 3.0. To change the name,
ensure that you follow the procedure for generating new certificates in Complete post-migration procedures.

New Interaction Media Server 2015 R1 or later appliance installation

Install the Interaction Media Server 2015 R1 or later software on one of the following:
e An Interaction Media Server 2015 R1 or later appliance purchased from Genesys
e Certified hardware that meets the minimum requirements for Interactive Media Server 2015 R1 or later

For information on how to install a new Interaction Media Server 2015 R1 or later, see "Install Interaction Media Server" in the
Interaction Media Server Technical Reference in the PureConnect Documentation Library.

Existing Interaction Media Server G6 3.0 appliance upgraded to 2015 R1 or later

After you obtain the appropriate upgrade kit from Genesys, which includes a new USB key and a license for Windows 2008 R2
Telecom, follow the steps in the Upgrade Kit Instructions.

The Upgrade Kit Instructions include backing up all configurations and recordings before you begin, and then completing the Factory
Image Restoration Procedures with the new USB key. After you complete these steps, the server runs on Windows 2008 Telecom
edition with Interaction Media Server 2015 R1 or later.

Warning!
It is important to back up all configurations and recordings. As soon as you begin the Factory Image Restoration Procedure, all
existing data on the Media Server's hard drives is lost.
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Existing Interaction Application (IAS) G7 or CIC Server G7 3.0 appliance used as Interaction Media
Server upgraded to 2015 R1 or later

Upgrade the existing (IAS) or CIC Server G7 appliance used as an Interaction Media Server to 2015 R1 or later using the steps in the
Factory Image Restoration Procedures Technical Reference.

These steps include backing up all configurations before you begin and then completing the Factory Image Restoration Procedures
with the new USB key, which includes the option to upgrade Interaction Media Server's operating system to Windows Server 2008 R2
using the internal USB key.

Warning!
It is important to back up all configurations and recordings. As soon as you begin the Factory Image Restoration Procedure, all
existing data on the Media Server's hard drives is lost.

Next, install Interaction Media Server 2015 R1 or later on the upgraded Media Server as described in "Install Interaction Media
Server" in the Interaction Media Server Technical Reference in the PureConnect Documentation Library.

Apply the latest CIC 4.0 Service Update for Interaction Media Server

After you install a new Interaction Media Server 4.0 or upgrade an existing Interaction Media Server appliance to 4.0, apply the CIC
4.0 Service Update for Interaction Media Server that is the same version or higher than the CIC 4.0 server, as described in "Apply
Interaction Media Server Service Updates" in the Interaction Media Server Technical Reference in the PureConnect Documentation

Library.

Install Interaction Migrator on Interaction Media Server 2015 R1 or later

Before you install Interaction Migrator on the Interaction Media Server 2015 R1 or later, ensure that you fulfill the Microsoft .NET
Framework requirements for Interaction Media Server. These requirements and installation instructions are described in Interaction
Migrator Installation.

To ensure that you install the appropriate version of Interaction Migrator see Install Interaction Migrator and
https://my.inin.com/products/cic/Pages/Migrations.aspx.

Import Interaction Media Server 3.0 configuration data

This section describes importing Interaction Media Server 3.0 configuration data to Interaction Media Server 2015 R1 or later using
Interaction Migrator.
To import Interaction Media Server 3.0 configuration data:

1. Stop the Interaction Media Server 2015 R1 or later service.

2. Log on to the Interaction Media Server 4. 2015 R1 or later using the same CIC administrator account as when you imported the
CIC 3.0 configuration data.

3. Copy the Interaction Media Server 3.0 configuration data file from your storage media (as described in the last step in Export
Interaction Media Server 3.0 Configuration Data) to the Interaction Media Server 2015 R1 or later. For example, copy the file to
D:\Temp\ImportData.

Important!
Do NOT copy the file to the root directory of the drive where you installed CIC (for example, do not copy to the root of
\I3\CIC) as it overwrites critical files).

4. Start Interaction Migrator, either from the Interaction Migrator link on the desktop, or from Start -> Programs -> Interactive
Intelligence -> Interaction Migrator.

5. Onthe Welcome page, click Next.
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Welcome lo Interaction Migrater for CIC

The Interaction Migrator is a wizand-based tool that
expoits and imports corfiguration data related to the CIC
of the Customer Interaction Center,

Interaction Migrator is version independent. it can be

used as part of a migration from one CIC release to
another, or for mcovery and version control,

To continue, chick Next.

3 GENESYS

If you contact PureConnect Customer Care for migration assistance, provide them with the version number in the lower right

corner of the page.
6. On the Task Selection page, select Import configuration data and then click Next.
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Select folder for impored files to be exdracted to:

Set password for import file:
i

Create registry and file restore point

®) Migration Mode ) Recovery Mode

7. On the Configuration page, specify the location of the Interaction Media Server 3.0 configuration data . zip file and the folder
to extract the Interaction Media Server 3.0 configuration data file. Click Migration Mode, and then click Next.
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Select folder for mported fles to be extracted to:
l | B

Set password for import file:
L]

Create registry and file restore point

(® Migration Mode

Select the configuration data to import: Location of the exported Interaction Media Server 3.0 configuration data file (for
example, gf backgammon 07092012143839.ininmigr) onthe USB key or other writeable storage location.

Select folder for imported files to be extracted to: Directory to extract the Interaction Media Server 3.0 configuration data file
to. For example, extract the data to D: \Temp\ ImportData.

Important!

Do NOT copy the file to the root directory of the drive where Interaction Media Server 2015 R1 or later is installed (for
example, do not copy to the root of \13\C1C) as critical files are overwritten and ensure the file you import contains
the name of your Interaction Media Server and not the name of your CIC server.

Set password for export file: If selected, you set a password on the Interaction Media Server 3.0 configuration data file.

[Password]: Password for the Interaction Media Server 3.0 configuration data file. This box is available if you selected the
Set password for export file check box.

Create registry and file restore point: Interaction Migrator creates a registry restore point for restoring the registry back to
the point before running Interaction Migrator to import the Interaction Media Server 3.0 configuration data. When this option
is selected, Interaction Migrator runs a registry export of the Interactive Intelligence key in hive format. This file is
locatedinthe C:\Program Files (x86)\Interactive Intelligence\Migrator folder and has a file name
extension of .hive. Genesys recommends that you keep the default setting.

Migration Mode: If selected, Interaction Migrator runs in migration mode. It is selected by default and you cannot clear it.

Notes:

e When moving data from one server to another, take into account server name and site name changes. Interaction
Migrator changes the data at run time before importing it into the new server.

e You cannot import a configuration data file created using an older version of Interaction Migrator. However, you
can import a configuration data file created using the same version of Interaction Migrator but an older build
number.

8. On the Select Items to Import page, ensure Select All (default) is selected and then click Next.
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i Madia Server Configuration File

9. On the Import Confirmation page, confirm the selections and then click Next to start the import process.
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Interaction Migrator

00

import Confimation
{mport File NameC-\Users'\acho_user'\Documents'echo_09202017105730 ininmigr

The following files will be imported:

|H.Suwﬂnrﬁg.rlhnﬂl

| <Back || MNet> || Cancel |

l Note: To change your selections, click Back.

The Import Status page displays real-time updates during the import process.
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i
00.

Import Status

D Decompressing File: Program Files (xB6)Anteractive inteligenceResourcesidtes .
O Decompressing File: Program Flles (x86interactive InteligenceResourcesidtts)
0 Decompre==zing File: Program Files (x86irteractive inteligenceResourcesits)
i Decompressing File: Program Files (x36)Anteractive inteligenceResourcesiitts)
O Decompressing File: Program Flles (86 Anteractive InteligenceResourcesi3tt

The import process can take several minutes depending on the amount of data being exported.

Note: To stop the process at any time, click Stop. After stopping the process, you can go back and change any
selections without exiting Interaction Migrator.

When the import process is complete, the Import Status page displays when the import completed and how long the
process took.
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Import Status

D Copying file C:'Program Filesinteractive mmmm_ ~
@ Copying file C\Program Filesinteractive Inteligence'Resources \RingBack(United
0 Cogrying file C:\Program Filesinteractive Intelipence'Resources RingBack(taky)
O Copying file ¢ \Program Filesinteractive Inteligence\Resources RingBack(Singsy

© Copying file C:'Program Filesinteractive iInteligence\Resourcestts_exicon idse

C:WProgram Filesinteractive intelgence'Resourcestts _voic

import completed on 92002017 11:11:12 AM
Comgleted in Oh Om 23s

10. Click Next to continue.
11. Click Finish to close Interaction Migrator.
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Interaction Migrator for CIC 0 has finished!

To chose this YWizard, chck Finish.

3 GENESYS

l Note: If you encountered problems during the import process, click Zip and Email logs to open Outlook and send a copy I

of the logs to PureConnect Customer Care.

Complete post-migration procedures

After migrating to the Interaction Media Server 2015 R1 or later, complete the post-migration procedures in this section.
Generate new certificates for your CIC servers

New certificates tie to a host name. Generate new certificates for your CIC 2015 R1 or later servers under the following scenarios:

e Your Interaction Media Server 2015 R1 or later has a different name than your Interaction Media Server 3.0.
If you did not choose to use the same computer name as the one when running Interaction Media Server 3.0 as recommended,
follow this procedure.
The existing certificates for the CIC servers joined to the Interaction Media Server 3.0 tie to the Interaction Media Server 3.0
host name. Even though you can move certificates from your Interaction Media Server 3.0 to your Interaction Media Server 2015
R1 or later, these certificates associate to the Interaction Media Server 3.0 host name. Due to the name change, you must
recreate the certificates.
To generate new certificates:
1. Remove and add back all CIC servers that are present on the Interaction Media Server 4.0.
2. Go to CIC Server Sub-System Certificates Configuration, and mark the certificates as "Trusted."
For more information, see the Interaction Media Server Technical Reference in the PureConnect Documentation Library.

e Your CIC 4.0 server has a different host name than your CIC 3.0 server.
Keeping the CIC server name from CIC 3.0 to CIC 2015 R1 or later requires significant downtime as both devices cannot exist
on the same network with the same name. If you decide to change the name of your CIC 2015 R1 or later server, add the CIC
2015 R1 or later server to your Interaction Media Server 2015 R1 or later either before or after importing the CIC configuration
data using Interaction Migrator.
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Update the recordings storage path in Interaction Recorder Policy Editor

If the name of the Interaction Media Server 3.0 doesn't match the name of the Interaction Media Server 2015 R1 or later, or if the
path to the stored Interaction recordings changed, update the recordings storage path in Interaction Recorder Policy Editor
(accessed through Interaction Administrator), and in the historical records database on the CIC server.

If you stored recordings locally on Interaction Media Server 3.0, complete this procedure.

To update the recordings storage path in Interaction Recorder Policy Editor:
1. Do the following to update the UNC path for the Recordings directory:
a. Open Interaction Administrator, expand the Interaction Recorder node, and click Policy Editor.
b. Inthe right pane, double-click Configuration. Interaction Recorder Policy Editor appears.

c. Click the Retention tab, and in the Policy Description area, click the path to the media. The Select Folder dialog box
appears.

d. Type the path to the Media Server 2015 R1 or later Recordings shared directory.
2. Update the UNC Path for Historical Recording Data in your CIC database.
Restore the SIP Proxy configuration file to the SIP Proxy Server install directory

If you used Interaction Media Server 3.0 as a Proxy Server, restore the SIPProxyConfig.xml file to the SIP Proxy Server install
directory.

Set up any other applications from the Interaction Media Server 3.0 post-migration

Set up any other applications from the Interaction Media Server 3.0 environment before the migration (for example, Interaction
Recorder Remote Content Server, off-server Session Manager).

Add CIC 2015 R1 or later server to Interaction Media Server

Add the CIC 4. 2015 R1 or later server to the Interaction Media Server 2015 R1 or later as described in "Add CIC server to Interaction
Media Server" in the Interaction Media Server Technical Reference in the PureConnect Documentation Library.
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Migrate Client Workstations

This section describes how to plan for and migrate client workstations.

Workstation Migration Planning

This section describes planning considerations for migrating/upgrading client workstation applications on existing CIC 3.0
workstations to CIC 2015 R1 or later.

Options for upgrading CIC 3.0 client workstation applications

There are three options for migrating/upgrading existing CIC 3.0 client workstation applications to CIC 2015 R1 or later:

¢ Interactive Update (Recommended) - Use Interactive Update to upgrade CIC 3.0 client workstations to CIC 2015 R1 or later. For
more information, see Migrate CIC 3.0 Workstations using Interactive Update.

e Manual (Setup.exe) Upgrade CIC 3.0 client workstation applications to CIC 2015 R1 or later manually by running Setup.exe
from the appropriate workstation application share on the CIC server. For more information, see Migrate CIC 3.0 Workstations
using Setup.exe.

e Group Policy - Use group policy deployment (Windows startup scripts) to upgrade CIC 3.0 client workstations to CIC 2015 R1 or
later. For more information, see the Group Policy Deployment for CIC Applications Technical Reference in the PureConnect
Documentation Library.

Note: For more information about options available for this scenario, see CIC 2.4 to CIC 2015 R1 or later client workstation
upgrades.

About CIC 3.0 to CIC 2015 R1 or later client workstation upgrade installations

Review the important items about CIC 2015 R1 or later client workstation migration/upgrade installations in this section.
Migration/upgrade scenario is for same OS only

The migration scenario for client workstations is to migrate/upgrade CIC client workstation applications from CIC 3.0 to CIC 2015
R1 or later on the same workstation.

Previously installed workstation applications are uninstalled

When you run a CIC 2015 R1 or later client workstation install on a CIC 3.0 workstation, it uninstalls the CIC 3.0 versions of the
workstation application components installed on the workstation. After the uninstall, it installs the 2015 R1 or later version of the
application components.

Previously installed localized workstation applications

For CIC 3.0 implementations that include localized client workstation applications, note that:

e If youran the CIC 3.0 User Applications install with UAC disabled, the CIC 2015 R1 or later User Applications install removes
the 3.0 language-related files and registry keys.

e [f you ran the CIC 3.0 User Applications install with UAC enabled, the CIC 2015 R1 or later User Applications install does not
remove the 3.0 language-related files and registry keys.

CIC 2015 R1 or later client workstation hardware requirements

For minimum and recommended hardware requirements for running IC User Applications, IC Business Manager Applications, and IC
Server Manager Applications on client workstations, see "Client Workstation" in the PureConnect Installation and Configuration
Guide in the PureConnect Documentation Library.
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CIC 2015 R1 or later client workstation software requirements

Before upgrading CIC 3.0 client workstations to CIC 2015 R1 or later, ensure that you fulfilled the software requirements for running
IC User Applications, IC Business Manager Applications, and IC Server Manager Applications on client workstations. For
information about the requirements, see "Client Workstation" in the PureConnect Installation and Configuration Guide.

This section provides a summary of the CIC 2015 R1 or later client workstation software requirements. For more information and
instructions, see "Client Workstation" in the PureConnect Installation and Configuration Guide in the PureConnect Documentation

Library.

Windows OS requirements

Microsoft Windows 10 version 1511 (32-bit and 64-bit)
Microsoft Windows 8.1 (32-bit and 64-bit)

Microsoft Windows 8 (32-bit and 64-bit)

Microsoft Windows 7 SP1 (32-bit and 64-bit)

Notes:
e CIC 2015 R1 or later does not support Windows XP.
e See Changes to IC User Applications in CIC 4.0 to learn about the components included in IC User Applications 4.0.

Other requirements

e PureConnect 2018 R4 or later requires Microsoft .NET Framework 4.7 or later and Microsoft .NET Framework 3.5.1
e CIC 2015 R1 through 2018 R3 require Microsoft .NET Framework 4.5.2 or later and Microsoft .NET Framework 3.5.1

Note: Some Windows operating systems don't support Microsoft .NET Framework 4.7. If your PureConnect version requires
Microsoft .NET Framework 4.7 or later, ensure that you have a supported Windows operating system installed. For more

information, see https://docs.microsoft.com/en-us/dotnet/framework/get-started/system-requirements.

Changes to IC User Applications in CIC 2015 R1 or later

Note the following changes to IC User Applications from CIC 3.0 to CIC 2015 R1 or later:

e CIC 4.0 contains two versions of IC User Applications installs: 32-bit and 64-bit. Ensure that you use the install version (32-bit
or 64-bit) appropriate for the workstation.

e Interaction Screen Recorder Capture Client is a separate install in CIC 3.0. In CIC 2015 R1 or later. The IC User Applications (32-
bit and 64-bit) install includes it.

e Interaction Fax 64-bit Print Driver is a separate install in CIC 3.0 SU 11 and later. In CIC 2015 R1 or later, the IC User Applications
(64-bit) install includes it.

Custom client settings

Note: Starting with CIC 2015 R3, Interaction Desktop replaces Interaction Client .NET Edition as the primary CIC client. Before
you continue, see "Interaction Client .NET Edition 3.0 migration" in the Transition to Interaction Desktop Administrator's Guide in
the PureConnect Documentation Library.

Interaction Desktop persists users' customized configuration in two locations: the CIC server and the local workstation. This
section describes the handling of custom settings stored on the CIC server and locally on client workstations during the migration.
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Custom client settings stored on the CIC server

All custom client settings on the CIC server migrate during the CIC server migration to CIC 2015 R1 or later using Interaction
Migrator. When migrating from a 3.0 to a 4.0 server, Interaction Migrator moves the client settings files to the 3.0 location. In 4.0 SU
4, Interaction Migrator renames the client setting files to Interaction Client.zip and moves the file to the following location:

CIC\ClientSettings\<user name>\PersonalStorage\ApplicationSettings\

For more information, see Export CIC 2.4/3.0 Configuration Data.
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Custom client settings stored on the workstation

The migration preserves the following locally-stored custom client settings during the migration. For other locally-stored custom
settings, reconfigure them in Interaction Desktop.

Client settings persisted to the local computer:
e Main Form
o Form Location & Size
Response Management Form
Form Position & Size
Splitter Distance
Expanded Nodes
Pinned Nodes
e Work Items
o Button Panel Width
o Splitter Is Collapsed
e New View Form
o Form Position and Size
o New View Selected Index (last selected category)
e My Interactions Queue Control
o (Monitored Queues) Button Panel Width
e Set Status Form
o Form Position and Size
e Interaction Properties Form
o Form Location and Size
e Chat Form
o Form Location and Size
e Email Form
o Form Location and Size
e Camp Toast
o Always Pop
o Auto Hide
e Directories
o Migrated
o Toolbar Button Order
o Toolbar Show Text
e Voicemail Player
o Playback Device
o Remote Number
e Other/Miscellaneous
o Advanced Dial Options Account Code (last used)
Advanced Dial Options Workgroup (last used)
Configuration Dialog Box Last Open Page Module
Configuration Dialog Box Last Open Page Name
Lock Client Pages (From Client's Menu: Options->Lock the Views)
Pages Dock Area (This area is the XML containing layout for the different docks/views)
Plugin.[Name_Of_Plugin] (one for each plugin user has enabled via Configuration Dialog Box)
Run Once (automatically add Company Directory on first run)
Run Once History (automatically add Call History view on first run)
Show Exit Warning Once (taskbar balloon tooltip which appears on first "close")

O O O o

0O O o0 o

O O O o
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Localized client workstation application upgrades

CIC 4.0 SU1 introduced the following new functionality for localized client workstation application installations:
e CIC 3.0 and earlier includes languages for CIC client workstation applications in the CIC client workstation application installs
as features.
e CIC 2015 R1 or later, released Language Pack resource files for CIC client workstation applications as Client Language Plugin
installs to simplify deployment. For more information about Client Language Plugins, see "CIC Language Pack Client
Workstation Installation" in the CIC Language Pack Technical Reference in the PureConnect Documentation Library.

Interactive Update applies updates to Client Language Plugins in the same way it applies updates to CIC client workstation
applications. For instructions on migrating/upgrading localized CIC 3.0 client workstation applications to CIC 2015 R1 or later using
Interactive Update, see "Migrate CIC 3.0 Workstations using Interactive Update".

Setup. exe installs/updates Client Language Plugins along with the CIC client workstation applications. For instructions on
migrating/upgrading localized CIC 3.0 client workstation applications to CIC 2015 R1 or later using Setup . exe, see Migrate CIC 3.0
Workstations using Setup.exe.

Note: For information about the languages supported in CIC 2015 R1 or later, the Service Update releases in which they are

available, and the scope of localization for each language, see the CIC Localization page at
https://my.inin.com/products/cic/Pages/Localization.aspx.

CIC 2.4 to CIC 4.0 client workstation application upgrades

Migrating/upgrading client workstation applications on existing CIC 2.4 workstations to CIC 2015 R1 or later is not recommended in
most cases, since most CIC 2.4 workstations will not likely meet the CIC 2015 R1 or later client workstation Windows OS and .NET
Framework requirements.

If you choose to migrate/upgrade existing CIC 2.4 workstations to CIC 2015 R1 or later, the options are:
e Manual (setup.exe) Manually upgrade client workstation applications to CIC 2015 R1 or later by running Setup . exe from the
appropriate workstation application share on the CIC server. See Migrate CIC 3.0 Workstations using Setup.exe.
e Group Policy - Use group policy deployment (Windows startup scripts). See Group Policy Deployment for CIC Applications
Technical Reference in PureConnect Documentation Library.

Note: CIC 3.0 introduced the IC User Applications, IC Business Manager Applications, and IC Server Manager Application
modules. It also introduced Interactive Update.

Interaction Dialer 2.4/3.0 to CIC 2015 R1 or later client workstation application upgrades

Interaction Dialer 2.4/3.0 to CIC 2015 R1 or later client workstation application upgrades work the same way as CIC 2.4/3.0 to CIC
2015 R1 or later client workstation application upgrades.

Notes:

e You can upgrade Interaction Scripter .NET using Interactive Update, Setup.exe, or group policy the same way as the CIC
client workstation applications.

e If you installed Interaction Scripter Win32, the Interaction Scripter .NET install removes it.

Migrate CIC 3.0 Workstations Using Interactive Update

This section describes how to use Interactive Update to migrate/upgrade CIC 3.0 client workstations to CIC 2015 R1.
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About Interactive Update

Interactive Update is the recommended method for applying PureConnect product releases and patches. For CIC 3.0 to CIC 2015 R1
or later migrations, Interactive Update applies major version upgrades.

Interactive Update is similar to the Microsoft Update process. It allows CIC administrators to manage updates to PureConnect
products, and to download and apply the updates to the CIC server, client workstations, and other devices on the CIC system
network.

Note: This section assumes that you are familiar with managing and applying PureConnect product updates using Interactive
Update. For general instructions and procedures, see the Interactive Update Technical Reference in the PureConnect

Documentation Library.

Required CIC and Interactive Update versions

It is crucial that you install the correct CIC and Interactive Update versions on the CIC 3.0 server, CIC 3.0 client workstations, and
the CIC 2015 R1 or later server before you attempt to upgrade the CIC 3.0 client workstations to 2015 R1 or later using Interactive
Update. The required CIC and Interactive Update Service Update (SU) versions contain the functionality necessary for the
migration/upgrade.

CIC 3.0 server

The CIC 3.0 server requires the following:
e CIC 3.0 SU 14 or later
e (If applicable) CIC 3.0 SU 14 or later Language Packs
e Interactive Update Provider and Interactive Update Client 1.0 SU 12 with [IUPDATE-1848 ES and IUPDATE-1890 ES

CIC 3.0 client workstation

CIC 3.0 workstations require the following:
e CIC 3.0 SU 14 or later CIC Workstation Applications
o (If applicable) CIC 3.0 SU 14 or later localized workstation applications
e Interactive Update Client 1.0 SU 12 with IUPDATE-1848 ES

CIC 2015 R1 or later server

The CIC 2015 R1 or later server requires the following:
e CIC 2015 R1 or later
e (If applicable) 2015 R1 or later Language Packs
e Interactive Update Provider and Interactive Update Client 2015 R1 or later

Interactive Update Provider settings

This section describes the Interactive Update Provider settings on the CIC 3.0 and CIC 2015 R1 or later servers.
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Interactive Update Provider 1.0 on CIC 3.0 server

On the About page, verify that the Interactive Update Provider 1.0 on the CIC 3.0 server has the correct local provider and
PureConnect provider settings.

The About page lists the CIC 3.0 server as the local provider. In the following example, the CIC 3.0 provider is qf-workflow.

WEe

Status Scttngs Help

About Machine M ame gf-weorkfow Qfim com
- Provider Version 1.0012.1700.38

\,;l;,;wf Provider IP Address 10, 10,656

Actwvity

Interactive Update Provider 2015 R1 or later on CIC 2015 R1 or later server

On the About page, verify that the Interactive Update Provider 2015 R1 or later on the CIC 2015 R1 or later server has the correct
local provider and settings.

CIC 3.0 to CIC 2015 R1 or later client workstation migration overview

For a general description of the Interactive Update architecture, see the Interactive Update Technical Reference in the PureConnect
Documentation Library.

Part 1: Client workstation migration tasks on Interactive Update Provider 1.0

This procedure, completed on the Interactive Update Provider 1.0 server (CIC 3.0 server) consists of the following tasks:

e Add the Interactive Update Client 2015 R1 or later install as a new update (major version upgrade), pulled from the
CIC IUpdate share onthe CIC 2015 R1 or later server.

e Set an MSI parameter to change the local provider from the CIC 3.0 server to the CIC 2015 R1 or later server. This action
changes a configuration setting on all workstations receiving the Interactive Update Client 2015 R1 or later install so that the
Interactive Update Client service on those workstations starts receiving updates from the Interactive Update Provider 2015 R1
or later on the CIC 2015 R1 or later server.

e Create a computer group for the client workstations to migrate to for testing purposes. (You can create more groups later for a
phased or full deployment.)

e Mark the Interactive Update Client 2015 R1 or later install as GA and push it out to the client workstations in the migration
computer group.

The following illustration shows Part 1 of the client workstation upgrade on Interactive Update 1.0 Provider on the CIC 3.0 server:
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___________ oMz
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Interactive Update Clients 1.0

Part 2: Client workstation upgrade tasks on Interactive Update Provider 2015 R1 or later

This procedure, completed on the Interactive Update Provider 2015 R1 or later server (CIC 2015 R1 or later server) consists, of the
following tasks:
e |f you use the PureConnect provider (updates.inin.com) to get updates on the CIC server, the latest Interactive Update Client
2015 R1 or later update is added to Interactive Update Provider automatically.
_OR_
If you download and apply updates to the CIC server manually, add the latest Interactive Update Client 2015 R1 or later install as
a new update in Interactive Update Provider, pulled from the CIC_Update share on the CIC 2015 R1 or later server.
e Addthe CIC 2015 R1 or later client workstation application installs and SUs as new updates, pulled from the appropriate shares
on the CIC 2015 R1 or later server.
e If applicable, add the Client Language Plugins for the CIC 2015 R1 or later client workstation applications as new updates, pulled
from the appropriate shares on the CIC 2015 R1 or later server.
e Mark the Interactive Update 2015 R1 or later update and CIC 2015 R1 or later client workstation application installs as GA and
push out to client workstations.

The following illustration shows Part 2 of the client workstation upgrade on Interactive Update 2015 R1 or later Provider on the CIC
2015 R1 or later server:
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For instructions, see Part 2: Client workstation upgrade tasks on Interactive Update Provider 2015 R1 or later.

Part 1: Client workstation upgrade tasks on Interactive Update Provider 1.0

This section describes the client workstation upgrade tasks on Interactive Update Provider 1.0.
CIC 3.0 client workstation applications in example scenario

This example shows the following applications installed already on the CIC 3.0 client workstations:
e CIC 3.0 SU 20 Business Manager Applications

CIC 3.0 SU 20 Server manager Applications

CIC 3.0 SU 20 User Applications

Interactive Update 1.0 SU 12

Interactive Update 2015 R1 GA installs as a major version upgrade.

Add the Interactive Update Client 2015 R1 or later as a new update, allow workstations to receive updates
from Provider 2015 R1 or later

This task consists of:
e Adding the Interactive Update Client 2015 R1 or later install as a new update (major version upgrade), pulled from the
CIC IUpdate share onthe CIC 2015 R1 or later server.

e Setting an MSI parameter that changes the local provider from the CIC 3.0 server to the CIC 2015 R1 or later server. This action
changes a configuration setting on all workstations receiving the Interactive Update Client 2015 R1 or later install so that the
Interactive Update Client service on those workstations starts receiving updates from the Interactive Update Provider 2015 R1
or later on the CIC 2015 R1 or later server.

To add the Interactive Update Client 2015 R1 or later install as a new update:
1. Open Interactive Update Provider 1.0 on the CIC 3.0 server and click the Updates page.
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l Note: CIC 3.0 includes the German and Spanish versions of IC User Applications within the IC User Applications update.

In the Action list box, click Add New Update and then click the arrow [O] next to the list box. The Add New Update page
appears.

In the Add New Update page, click Browse.

In the Choose File to Upload page, in the File name box, type \\ servername\CIC Update and then click Open to view the
contents of the CIC IUpdate share onthe CIC 2015 R1 or later server.

In the CIC_Update share, click IUpdateClient.msi and then click Open.
Choose File to Upload EEd

Look in: C_IUpdate on gf-checkers j a j’ % [l
backup IUpdatecClient_LANG_sr.msk
L [UpdateClient. msi IUpdateCIient_L.ﬁ.NG_sv.mst
by IUpdateClient_LANG_ar.mst IUpdateclient_LANG_tr.mst
Dacurn =] 1UpdateClient_LANG_de.mst = 1UpdateClient_LANG_zh-hans.mst
IUpdateClient_LANG_es.mst IUpdateclient LANG_zh-hant.mst
IUpdateClient_LANG_fr.mst 5 1Updateclient_SU3.msp
IUpdateClient_LAMG_he.msk *Setup JEXE

E] IUpdateClient_LAMNG_it.msk

= 1UpdateClient_LANG_ja.mst
IUpdateClisnt_LANG_ko.mst
IpdateClient_LANG_nl.mst
IUpdateClient_LANG_no.mst
=] 1UpdateClient_LANG_pl.mst
= 1UpdateClient_LANG_pt-br.mst
IUpdateClient_LANG._ru.mst

Open

File name: IILI pdateClient.msi

Lef Lo

Files of bype: I,-'l'-.II Files [*.7] Cancel

7
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The system adds the \\ servername\CIC Update\IUpdateClient.msi path to the File box in the Add New Update page.

6. In the MSI Properties box, type providerservername=servername to change the local provider from the CIC 3.0 server to
the CIC 2015 R1 or later server. Genesys recommends using a fully qualified domain name (FQDN), not a short name.

Frroaassy ] Eroduct | B

Line

[Ipdate Properties |

Add a new update by selecting the update u=sing the Browse button.

File: |H[:|f—I::heI::kersHIC_IUpdate‘uIUpdateCIient.ms Browse... |
r Add all updates in this directory

MSI Properties:

providerservername=Qf-Checkers. Qfun. com

e Cancel

This action changes a configuration setting on all workstations receiving the Interactive Update Client 2015 R1 or later install
so that the Interactive Update Client service on those workstations starts receiving updates from the Interactive Update
Provider 2015 R1 or later on the CIC 2015 R1 or later server.

7. Click OK. An Update Info message appears, indicating that the Interactive Update Client 2015 R1 or later install added
successfully.

8. Click OK. The Interaction Client 2015 R1 or later install appears on the Updates data grid, with the pre- Approval icon [a] in the
Current State column.
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e |Interactive Update Client 2015 R1 or later has Speedbump icon [ﬁl in the Status column, indicating that you must install it
before you can apply other updates.

e The change in the local provider setting from the CIC 3.0 server to the CIC 015 R1 or later server appears on the Advanced
Properties tab under the data grid in MSI Properties.

Create a migration computer group

Interactive Update 1.0 SU 10 introduced the ability to designate a computer group to upgrade all workstations in that group from
Interactive Update 1.0 to Interactive Update 2015 R1 or later (major version upgrade).

Once the Interactive Update 2015 R1 or later install is marked as GA and pushed out to the migration computer group, the
workstations in the migration computer group start receiving updates from Interactive Update Provider 2015 R1 or later on the CIC
2015 R1 or later server.

This feature allows you to:
e Create an initial migration computer group consisting of a small number of workstations to test the migration process.

e Migrate groups of client workstations to CIC 2015 R1 or later in phases, allowing those workstations that have not migrated to
continue receiving updates from Interactive Update Provider 1.0 on the CIC 3.0 server.

To create a migration computer group:

This example adds one computer to a new migration group called toMigrate.
1. InInteractive Update Provider 1.0 on the CIC 3.0 server, click the Machines page.
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Right-click on the NON-GROUPED group in the Groups container and click Add Group.

Settings

] Canfigure individual machine settings {in NO0MN-GROUPED graup): Fight-click on the machae name to

!g display a context menu.

L)

Updﬂt Servers Configure multiple machine settings: To select multipls machines , press Ctrl (or Shift) + left-click on the
rraching names, To create or modidy & group, rght-cick an entry in the Groups contsner. To move machines
[from: group to another, select the machine name(s), then drag and drop onto the group in the Groups
=T 1T T

Mm 7 m- ' ¥
Configure individual machine settings {in HON-GROUPED group): Right-click en the machse nams ta

E display & context menuy.

; Configure multiple machine settings: To select multiphe machines , press Cirl (or Shift) + left-click on the
Machinies frachine hamed, To treate or maddy & group, rght-chek an satey 5 the Groups contesner, To move Machined
e [from group to ancther, select the machine name{s), then drag and drop orto the group in the Groups
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In the Add Group page, do the following:

e Type a Group Name appropriate to designate it as migration computer group, for example, toMigrate.
e Specify the Download Mode, Download/Install Time, and Install Interval as appropriate for your implementation.

e Select the Allow Interactive Update Migration check box.
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4. Click OK. The toMigrate computer group appears in the Groups container.

" Interactive Provider
o ]

Settings
.. Canfigure individual machine settings (in NON-GROUPED group): Right-chick on the machine narms to
il idisplay & context menu.

Updm Servers Configure multiple machine settings: To select multiple machines | press Strl {or Shift) + left-click on the
imachine names, To create or modify a group, right=click an entry in the Groups container. To move machines

*l- m group to snother, select the machine name(s), then drag and drop onto the group in the Groups
+a rtBInF,
i F
Configure individual machine settings {in HON-GROUPED group): Bight-chek on the machine nams o
B display & corbext menu.
Ma Configure multiple machine settings: To select multiple machines , press Ctrl {or Shift) + left-click on the
chines maching names, To create or modify & group, right-click an entry in the Groups container. To move machinas
Mrom group to another, select the machine nams(s), then drag and drop ante the group in the Groups
rg" oontainer,
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5. Select the computer in the NON-GROUPED group and drag it to the toMigrate group.

Note: Starting with Interactive Update 1.0 SU 12, the Modify Group Members option is available. Genesys recommends
using this option to populate computer groups as it is simpler and less error-prone than the drag and drop option.
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Settings
e Configure individual machine settings (in NON-GROUVPED group): Fight-chick on the maching nams ta
o digplay & context menu.

Update Servers |Configure multiple machine settings: To select multiple machenes , press Ctrl [or Shift) + left-click on the
machinie names. To creaats ar modify & group, nghe-chick &h entry 16 the Groups contamer. To mave mackinas
Iqﬂ/ [fromm group to another, select the machine narme(s), then drag and drop onto the group in the Groups

contamner.

Configure individual machine settings {in NON-GROUPED group): Right-click on the machine name to
g display & contaxt manu.

Configure multiple machine settings: To salect rmulbale machsnes , pregs Cirl (or Shift) + left-click on the

Mackmes machine names. To create or modify a group, right-click an entry in the Groups container. To move machines
frofm group to another, select the machine narmaels), then drag and drop onto the group in the Groups
- container.
q 1
Updates Groups | Drag a column ta this area to group by It Search:

N ot CROLPED

e |oay Time ]Wrnd- Status
- Qf-Karphunk. gfun. com Every Day 2100 M L) - Automatic <y EE_

1 Page 1 of 1 {1 items)

" Machine Seffings | Machin Update Activy | Curerk Ugsdates

Machine : Qf-Herphank Qfun com
Groap Hame ; HONGROUPED
Dowinioad Mo ! Automabec (Feciommensed)
It all i erwal 3 Every Dy

Irisdall Tame : 200 AM

Corfugm abio ; Veg

6. In the Move Machines page, verify that this computer is the one that you want to move to the toMigrate group.

achine settings: To select multiple machines |, press Ctrl (or Shift)

ata e randifi o avanin bt aliale anlanter in tha Cennne canntoinoe T

Selected machines will he moved from group NON-
GROUPED to group toMigrate.

Are you sure wou want to move machines into this
group?

Status Machines

of-Kerplunk, Jfun, com

1 Page 1 of 1 (1 items)

Ol Cancel

W e o |

7. Click OK when the Machine Moved page confirms that the computer moved successfully.
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wchine settings: 1o select multiple machines |, press Ctrl {or %
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The selected machines have all been moved
successfully. The grid helow contains a list ofthe

machines.
Status Machines
v Of-kerplunk, Qfun. com
1 Page 1 of 1 (1 items)
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8. Click the toMlgrate group in the Groups container to view the computer in the toMigrate group.

Settings

Configure individual machine settings (in NON-GROUPED graup): Right-click on the maching nams to

L ]
| -: dizplay & context mesnu.
L]

Updl:h: Servers t-nrﬂ’lqurv: multiple machine settings: To select multple machenes | press Cerl (or Shift) + left-click on the
h marmgg. To create or rﬂl}ﬂlf! & QreUp, l""]hl =click af ankry IR “‘! Groups l:ﬂ"lhﬂ"!‘-l' To move mathines

| fmm group to another, select the machine name(s), then drag and drop onto the group in the Groups
/ Gk SN A
Sdenznstration Configure individual machine settings (in MNON-GROUVPED group): Fight-click on the machinge names to
g display & context men.
i Configure multiple machine settings: To select mulbiple machines , press Ctrl [or Shift) + left-click on the
achanes machine names. To create or modify & group, nght-click sn entry in the Groups contamer. To move machinas
[raem group to another, select the maching narme(s), then drag and drop onto the group in the Groups
]‘EJ‘ contamer.
Updates Groups | Drag a column ta this area to group by it Search:
4 Maching T Downdoad Hada |;u|—
@ LBy |
orf = Hoa rplund, Cfan. com Evary Chay 1200, '3 » Aytommatic ﬂ.
1 Page 1 af 1 {1 ams)

Mark Interactive Update Client 2015 R1 or later as GA and push out to the migration computer group

In the final task on the CIC 3.0 server, mark the Interactive Update Client 2015 R1 or later install as GA and push it out to the
workstation in the toMigrate group.
To mark Interactive Update Client 2015 R1 or later as GA and push out to the migration computer group:

1. InInteractive Update Provider 1.0 on the CIC 3.0 server, click the Updates page.

2. Right-click Interactive Update Client GA (2015 R1 or later) and then click Change Current State -> Mark as 'GA'".

3. A message similar to the following message appears. Click OK to continue.
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1 Center User Applications with suld :LIJ:iF

1. Screan Recorder Capture Client with sul0 Al -

Interactive Update 1.0 Clients will not be offered the
Interactive Update 2.0 Client Install until the checkhox
to allow the update is selected. Please see the "IC 4.0
Migration Guide" for more information on this

procedure.
Ik |

The message may indicate incorrect version numbers. This message indicates that while the Interactive Update Client install is
marked as GA, it only pushes out to computer groups configured with the Allow Interactive Update Migration check box
selected, as described in Create a migration computer group.

Notes:

e By default, the Interactive Update Client 2015 R1 or later install doesn't push out to computers in the NON-GROUPED
group. However, to push out the Interactive Update Client 2015 R1 or later install to all computers in the NON-
GROUPED group, return to the Machines page, right-click on the NON-GROUPED group, and select the Allow Interactive
Update Migration check box.

e Computer groups, including the NON-GROUPED group, that do not have the Allow Interactive Update Migration check
box selected continue to receive updates from Interactive Update Provider 1.0 on the CIC 3.0 server.

4. Inthe Updates page data grid, the Current State column icon for that Interactive Update Client 2015 R1 or later entry changes to

GA [@]

The GA [@] icon indicates that Interactive Update Client 2015 R1 or later is ready to push out to the workstation in the
toMigrate group according to how you specified to apply updates for your implementation.
Note: When the workstation in the toMigrate group contacts the Interactive Update Provider 2015 R1 or later on the CIC
2015 R1 or later server, the system adds that workstation to the NON-GROUPED group on the Machines page in Interactive
Update Provider 2015 R1 or later on the CIC 2015 R1 or later server.

5. Genesys recommends that you monitor the Interactive Update 1.0 Provider Activity page on the on the CIC 3.0 server to check
for any problems that can occur with applying Interactive Update Client 2015 R1 or later to the workstations in the toMigrate
group. The following example illustrates that the Interactive Update Client 2.0 failed to update on a computer.
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Client-side notification of the Interactive Update Client 2015 R1 or later installation

Client-side notification of the Interactive Update Client 2015 R1 or later installation (major version upgrade) varies, depending on
how you specified to apply updates, and, if applicable, when and how users decide to check for updates. Generally speaking, users
see the same messages and toast notifications they are used to seeing for other updates.

If you continue immediately to complete Part 2 of the migration process, depending on how you specified to apply updates, the
migrated workstations may receive all the necessary updates for the migration to CIC 2015 R1 or later the next time that the
Interactive Update Client 1.0 Service checks for updates. In this situation, after the system applies Interactive Update Client 2015 R1
or later to the workstations, Interactive Update Client 2015 R1 or later checks for updates. If any CIC 2015 R1 or later workstation
application installs and updates are uploaded to Interactive Update Provider 2015 R1 or later and marked as GA already, as
described in Part 2 of the migration process, the system applies them at this time.

Note: If a message appears, indicating that Another program is being installed, it might require one or more logons and manual
checks for updates.

Part 2: Client workstation upgrade tasks on Interactive Update Provider 2015 R1 or later

This section describes the client workstation upgrade tasks on Interactive Update Provider 2015 R1 or later.
Computers in Interactive Update Provider 2015 R1 or later on the CIC 2015 R1 or later server

When the workstations in each group that has the Allow Interactive Update Migration check box selected contacts the Interactive
Update Provider 2015 R1 or later on the CIC 2015 R1 or later server, the system adds those workstations to the default group on the
Groups page in Interactive Update Provider 2015 R1 or later on the CIC 2015 R1 or later server.

You can choose to group the migrated workstations and any other existing CIC 2015 R1 or later workstations as appropriate for
your CIC 2015 R1 or later implementation. For more information about computer groups, see the Interactive Update Technical
Reference.

Add the latest Interactive Update Client 2015 R1 or later patch as a new update
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If you download and apply updates to the CIC server manually, the system doesn't add any updates to Interactive Update Client 2015
R1 or later in Interactive Update Provider 2015 R1 or later on the CIC 2015 R1 or later server. Follow this procedure to add the latest
Interactive Update 2015 R1 or later patch as a new update.

Note: If you use the PureConnect provider (updates.inin.com) to get updates on the CIC server, the system adds the latest
Interactive Update 2015 R1 or later Client patch to Interactive Update Provider. Skip to Add the CIC 2015 R1 or later client

workstation application installs and patches as new updates.

To add the Interactive Update Client 2015 R1 or later patch as a new update:
1. Open Interactive Update Provider 2015 R1 or later on the CIC 2015 R1 or later server and click the Updates page.

2. Inthe Action list box, click Add New Update and then click the arrow [ol next to it.
3. Inthe Add New Update dialog box, click Browse.

T e |
Action : I Add vew UlEza)

Update Properties ] |:

Add a new update by selecting the update using the Browse button.

s | Browse. . |

Command Line
Parameters:

¥

Ok Cancel

4. Inthe Choose File to Upload dialog box, browse to the \\I3\CIC\Install\IUpdate Client share and then click Open.
5. Inthe cIC Update share, select the most recent patch (for example, IUpdateClient 2015 R1 Patch3.msp) and then
click Open.

The system adds the path (for example, \\I3\CIC\Install\IUpdate Client\IUpdateClient 2015 R1 Patch3.msp)
to the File box in the Add New Update dialog box.
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6.
7.

T =L T —

Action : ([T Add New H'Dd@

Updste Properties |

Add a new update by selecting the update using the Browse button.

= |C:U3\CHnstalllUpdate_C  Browse... |

Command Line :I
Parameters:

oK Cancel

Click OK. An Update Info message shows that the update added successfully.
Click OK. The Interactive Update Client 2015 R1 or later patch update appears on the Updates data grid, with the pre-Approval [

a] icon in the Current State column.

Add the CIC 2015 R1 or later client workstation application installs and patches as new updates

I Note: Starting with CIC 2015 R3, Interaction Desktop replaces Interaction Client .NET Edition as the primary CIC client.

This task consists of:

Adding the IC User Applications (64-bit) GA install as a new update (major upgrade version) pulled from the UserApps 64bit
share on the CIC 2015 R1 or later server. For more information, see About CIC 3.0 to CIC 2015 R1 or later client workstation
upgrade installations.

Setting a Command Line Parameter TCSERVERNAME to the CIC 2015 R1 or later server name so that users don't have to specify
the new Host server name (CIC 2015 R1 or later server) when they first log on to Interaction Desktop.

Adding the latest IC User Applications (64-bit) patch as a new update, pulled from the Userapps 64bit share onthe CIC 2015
R1 or later server.

To add the IC User Applications 64- bit GA install and patch as new updates:

1.

2.
3.
4

In the Interactive Update Provider 2015 R1 or later Updates page, click Add New Update.

In the Add New Update dialog box, click Browse.

In the Choose File to Upload dialog box, browse to the \\I3\CIC\Install\UserApps 64bit share and then click Open.
Select the install (for example, ICUserApps 64bit 2015 R1.msi, GA Install) and then click Open.

The system adds the path (for example, \\I3\CIC\Install\UserApps 64bit\ICUserApps 64bit 2015 Rl.msi)to
the File box in the Add New Update dialog box.

In the Command Line Parameters box, type ICSERVERNAME=servername. Genesys recommends using a fully qualified
domain name (FQDN), not a short name.
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Update Properties ]

Add a new update by selecting the update using the Browse button.

File: |C:u3NCInstall\UserApps. E‘&l

= Parameters:

CommandLine  [1cSFRVERNAME=Qf-Checkers.Qfun.comn

=)
[

oK

Cancel

This action changes a configuration setting on all workstations receiving the IC User Applications install so that users don't
have to specify the new Host server name (CIC 2015 R1 or later server) when they first log on to Interaction Desktop.

6. Click OK. An Update Info message shows that the IC User Applications 64-bit install added successfully.

7. Click OK. The IC User Applications (64-bit) GA install appears on the Updates data grid, with the pre-Approval [B] iconin the

Current State column.

Note: The change in the SERVERNAME property to the CIC 2015 R1 or later server name displays in the Advanced

| Properties tab under the data grid in MSI Properties.

8. Repeat steps 1 through 7 to add the latest patch (for example, ICUserApps 64bit 2015 R1 Patch 1.msp) from the

UserApps_64bit share, with the exception of adding the IcSERVERNAME Command Line Parameter (step 5), which you don't

need to repeat.

The IC User Applications (64-bit) SU 1 update appears on the Updates data grid, with the pre-Approval [a] icon in the Current

State column.
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Add the Client Language Plugins as new updates

This task consists of adding the Client Language Plugins for the CIC 2015 R1 or later client workstation applications as new
updates (major version upgrades), pulled from the appropriate shares on the CIC 2015 R1 or later server.

Note: For information about previously installed language files and registry settings, see About CIC 3.0 to CIC 2015 R1 or later
client workstation upgrade installations.

To add the Client Language Plugins as new updates:
1. Inthe Interactive Update Provider 2015 R1 or later Updates page, click Add New Update.
2. Inthe Add New Update dialog box, click Browse.
3. Inthe Choose File to Upload dialog box, browse to the \\I3\CIC\Install\UserApps 64bit share andthen click Open.
4. Select the LanguagePlugins directory and then click Open.

% Choose File to Upload

Gl: )v | . = Local Disk {C:) = I3 = IC = Install = UserApps_g4bit - - ml I Search Userfipps_g4hit m
Organize *  Mew Folder = = [l |@|
v Favorites Marne | Date modified | Tvpe | Size
B Desktop | backup 21512013 12:40 PM File Folder
4 Downloads l LanguagePlugins File: Folder

=l Recent Pl
iza ECENL Faces 8 1cUserapps_s4bit 11/2/2011 915 &M ‘Windows Tnstaller P... 108,14
o || 10 Userapps_gdbit_LAMNG_de.mst 3/15/2012 227 aM MST File &
= Libraries
% Documents || 1CUserapps_gebit_LANG _es.mst 315/2012 ;26 AM MST Fils &
Gj‘. Music ﬁ IiCUserapps_&4bit_sU1 3572012 9:39 AM Windows Installer P... 75,79
=] Pictures (™7 5etup 31512012 357 AM application 1,25
B videns
1N Computer
&i Metwork,
J | ©

File name; || | JanFiles ¢ |
Dpen I Cancel |

A

5. Inthe LanguagePlugins directory, select the appropriate language (for example, IC User Applications German Language
Plugin ICUserApps LanguagePlugin de 2015 R1.msi)and then click Open.

The system adds the path (for example,
\\I3\CIC\Install\UserApps 64bit\LanguagePlugs\ICUserApps LanguagePlugin de 2015 R1.msi) to the File
box in the Add New Update dialog box.

6. Click OK. An Update Info message shows that the IC User Applications German LanguagePlugin install added successfully.
7. Click OK.

8. Repeat steps 5 through 7 to add another language (for example, IC User Applications Spanish Language Plugin install,
ICUserApps LanguagePlugin es 2015 R1.msi)as anew update. The two Language Plugin installs appear on the

Updates data grid, with the pre-Approval [B] icon in the Current State column.
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Mark the installs and SUs as GA and push out to client workstations

In the final task on the CIC 2015 R1 or later server, mark the Interactive Update 2015 R1 or later patches and CIC 2015 R1 or later
client workstation installs and patches as GA and push them out to workstations according to how you specified to apply updates
for your implementation.

To mark the installs and SUs as GA and push out to client workstations:

1. Inthe Interactive Update Provider 2015 R1 or later Updates page, select all the installs and updates, right-click, and then select
Change Current State -> Mark as 'GA".

2. In the Updates page data grid, the Current State column icon for the installs and updates changes to GA [@].

The GA icon indicates that the installs and updates to workstations apply according to how you specified to apply updates
for your implementation.

Client-side notification of the Interactive Update 2015 R1 or later patch and CIC 2015 R1 or later client
workstation installation

Client-side notification of the Interactive Update Client 2015 R1 or later installation (major version upgrade) varies, depending on
how you specified to apply updates, and, if applicable, when and how users decide to check for updates. Generally speaking, users
see the same messages and toast notifications they are used to seeing for other updates.

If you continue immediately to complete Part 2 of the migration process, depending on how you specified to apply updates, the
migrated workstations may receive all the necessary updates for the migration to CIC 2015 R1 or later the next time that the
Interactive Update Client 1.0 Service checks for updates. In this situation, after the system applies Interactive Update Client 2015 R1
or later to the workstations, Interactive Update Client 2015 R1 or later checks for updates. If any CIC 2015 R1 or later workstation
application installs and updates are uploaded to Interactive Update Provider 2015 R1 or later and marked as GA, as described in Part
2 of the migration process, the system applies them at this time.

Note: If a message appears, indicating that Another program is being installed, it might require one or more logons and manual
checks for updates.

Migrate CIC 3.0 Workstations Using Setup.exe

I Note: Genesys hasn't updated most of this section for 2015 R1 or later. l

This section describes how to migrate/upgrade CIC 3.0 SU 14 or later client workstation applications to CIC 2015 R1 or later by
running Setup . exe from the appropriate workstation application share on the CIC server. The procedure includes
migrating/upgrading localized versions of CIC 3.0 client workstation applications.

About Setup.exe

Setup.exe is available in each of the CIC client workstation application shares on the CIC 2015 R1 or later server created during
the CIC 2015 R1 or later server installation. For a detailed explanation of workstation application share directory contents, see
"Client Workstation Installations" in the PureConnect Installation and Configuration Guide or "CIC Language Pack Client Workstation

Installation" in the CIC Language Pack Technical Reference in the PureConnect Documentation Library.

Setup.exe installs CIC client workstation applications manually on individual client workstations. Use Setup.exe to:

e Complete a new CIC client workstation application installation (.ms1) or apply the latest CIC client workstation release
component (.ms1i).

e Install multiple Client Plugins (.ms1) for the CIC client workstation application or apply the latest Client Plugin release
components (.ms1).

e Provide a localized CIC client workstation application install GUI.

IC User Applications (32-bit and 64-bit)

This section describes how to upgrade CIC 3.0 User Applications to CIC 4.0 using Setup. exe.
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IC User Applications (32-bit and 64-bit) requirements

e Ensure that you fulfilled the CIC 4.0 client workstation software requirements as described in Workstation Migration Planning.

e Ensure that you reviewed Changes to IC User Applications in CIC 4.0.

e Ensure that the person installing IC User Applications has administrative permissions on the local computer and other
permissions.

e Close Microsoft Outlook and any other applications running on the workstation and turn off virus scanning.

Upgrade Interactive Update Client

This section describes how to run Setup.exe to upgrade Interactive Update 1.0 to Interactive Update 2.0 SU 3.

Note: After you upgrade Interactive Update using Setup.exe, you can choose to upgrade IC User Applications and the other
CIC client workstation applications using Interactive Update or you can update them using Setup.exe as described in this
section.

To upgrade Interactive Update Client:

1. Click Start.
2. In Search programs and files, type \\ servername\ where servername is the CIC 4.0 server name, to view the shares on the
CIC server.

3. Double-click the Interactive Update Client install share I1C_IUpdate in the list.

Q-

File Edit Miew Tools Help

(=]l E sl

18y Metwork b gf-checkers » - |¢f | | Search gf-checkers ye |

Organize - Search active directory MNetwork and Sharing Center  » = - O @
N Favorites Marre i Type Cormrnents
4 AttendantFaxes Share Interaction &ttendant Faxes
i Libraries o AttendantWaves Zhare Interaction Attendant Waves
@ Docurments . IC_Businesshdanagerfpps Share IC Business Manager Install
J7 Music 2 IC Docs Share Docurmentation for the IC Server
[E] Pictures 24 IC IcelibsDK Share Icelib SDEK Install
B videos L IC_IUpdate Share IC IUpdate |
4 IC_Reports Share IC Reports
M Carnputer + IC_Servertdanagerfpps Share IC Server Manager Install
o IC_Userfpps_32hit Share IC User Applications Install (32-bit)
'?! Metwark o IC_Userfpps_B4hit Share IC User &pplications (G4-bit) Install
o IC WebServicesChat Share Chat files for WebServer
o IC WorkstationPreReqs Share Third Party Installs
+ Resources Share IC Resources Folder
& Users Share

IC_Update {hgf-checkers) Offline availability: Mot available

-t Share Offline status: Online

litern selected

4. Review the contents of the IC_IUpdate share.
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fo O]
m v| 4k Metwork » gf-checkers » IC_[Update » - | g | | Search IC_IUpdate e |
Organize - Open Mew folder == » [ @
< Favorites MName . Date modified Type Size
BE Desktop . backup 2/6/2013 5:00 PM File folder
& Downloads 5 IUpdateClient 11/14/2011 437 PM  Windows Installer ... 20,712 KB
=l Recent Places || IUpdateClient_LAMG_ar.mst 1/9/201211:05 AM  MST File 60 KB
| IUpdateClient_LANG_de.mst 1/9/201211:05 AM  MST File 68 KB
. Libraries || IUpdateClient_LANG_es.mst 1/9/201211:05 AM  MST File 64 KB
@ Documents || IUpdateClient_LAMG_fr.mst 1/9/201211:05 AM  MST File 64 KB
J’ Music | IUpdateClient_LANG_he.mst 1/9/201211:07 AM  MST File 60 KB
|| Pictures || IUpdateClient_LAMG_it.mst 1/9/201211:07 AM  MST File 64 KB
B videos | WUpdateClient_LAMNG_ja.mst 1/9/201211:07 AM  MST File 64 KB
| IUpdateClient_LANG_ko.mst 1/9/201311:07 AM  MST File 56 KB
18 Computer || WUpdateClient_LAMNG_nl.mst 1/9/2013 11:09 AM MST File 64 KB
__ lUpdateClient_LANG_no.mst 1/9/201311:09 AM  MST File 60 KB
i"- Metwork | UpdateClient_LANG_pl.mst 1/9/201311:09 AM  MST File 64 KB
__ WUpdateClient_LANG_pt-br.mst 1/9/201311:09 AM  MST File 64 KB
| IUpdateClient_LANG_ru.mst 1/9/201311:10 AM  MST File 60 KB
__ IUpdateClient_LAMNG_sr.mst 1/9/201311:10 AM  MST File 60 KB
| IUpdateClient_LANG_sv.mst 1/9/201311:10 AM  MST File 60 KB
| IUpdateClient_LANG_tr.mst 1/9/201311:11 AM  MST File 60 KB
| IUpdateClient_LANG_zh-hans.mst 1/9/201311:12 AM  MST File 48 KB
| IUpdateClient_LANG_zh-hant.mst 1/9/201311:12 AM  MST File 48 KB
ﬁl IUpdateClient_S112 3/7/2013 9:23 AM Windows Installer ... 25,120 KB
(77 Setup 8/22/2012 911 PM  Application 1,676 KB
Setup Date modified: 8/22/2012 9:11 PM Date created: 8/22/2012 9:11 PM
Application Size: 1.63 MB Offline availability: Mot available

In this example, the IC_IUpdate share contains:

e Backup directory

e IUpdate Client.msi install

e IUpdate Client SU3.msp SUcomponent

e IUpdate Client LANG.mst files for all available languages for the Interactive Update Client install Ul
Double-click Setup.exe inthe IC_IUpdate share.

In the Setup.exe dialog box, in the list box, click the language for the Interactive Update Client install to display in and then click
OK.
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Client Install Utility

Please Select an Installer Language
from the list below

English |

Deutsch

Unlike the other CIC client workstation applications, all languages supported currently (including English) are available to
select.

Note: This dialog box appears only in the initial run of Setup.exe inthe IC IUpdate share. The next time you run
Setup.exe, the Interactive Update Client install appears in the language that you selected the first time you ran
Setup.exe.

7. Review the contents of the next Setup.exe dialog box.

Client Install Utility

— Available Client Plugins

[ Al Plugins

— Installation Progress

Interactive Update Client is not installed on the system. Select amy applicable language -
plug4ns and then click Start to install Interactive Update Client SU3. The service update is
automatically applied as part of the install.

Start Exit

As noted in Available Client Plugins, no plugins for Interactive Update Client are available. The reason is because Interactive
Update Client does not have associated Client Language Plugins.

As the Installation Progress message indicates, Setup.exe applies the SU (.msp) when it runs the install (.ms1), if applicable.
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8. Click Start to launch the Interactive Update Client 2.0 install. The Interactive Update Client install starts.
9. On the Welcome page, click Next.

Welcome to the Interactive Update Client
Setup Wizard

The Setup Wizard will install Interactive Update Client on
your computer, Clids Mext to continue or Cancel to exit the
Setup Wizard.

3 GENESYS

On the Interactive Update Provider Server page, the Interactive Update Provider server box contains the Interactive Update
Provider ( host CIC 3.0 server) name.

Interactive Update Client Setup

i
Interactive Update Provider Server

Please enter the name of the Interactive Update Provider server to which a
connection is desired.

Interactive Update Provider server:

|qf—rumn1ik:|.|b|

| Bak || mext | [ conce

10. In the Interactive Update Provider server box, type the host CIC 4.0 server name and then click Next. Genesys recommends
using a fully qualified domain name (FQDN), not a short name.
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15 Interactive Update Client Setup = = .

Interactive Update Provider Server

Please enter the name of the Interactive Update Provider server to which a
connection is desired.

Interactive Update Pravider server:

|qf—d1ed¢ers|

Back || MNext | | Cancel

Notes:

e [f you have a CIC Switchover architecture and you created a pair of commonly named DNS A records pointing to each
server as part of the IP phone network configuration for managed phones, do not use that common name value here.
Instead, use one of the actual CIC server names. Genesys recommends using a fully qualified domain name (FQDN), not a
short name.

e After you complete this installation, verify the fully qualified domain name (FQDN) resolution to ensure client connectivity

with the host CIC server. For more information, see Verify FODN resolution (IC User Applications).

11. When you are ready to begin the installation, click Install.
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Ready to install Interactive Update Client

Click Install to begin the installation. Click Badk to review or change any of your
installation settings. Click Cancel to exit the wizard.

s i ] (oo

As the installation continues, a status bar indicates the progress.

As part of this process, the install uninstalls the Interactive Update 1.0 components before installing the 2.0 version of the
components.

12. On the Completed Interactive Update Client Setup page, click Finish.

Completed the Interactive Update Client
Setup Wizard

Click the Finish button to exit the Setup Wizard.

3 GENESYS

Back |I Finish I | Cancel

13. On the Setup.exe page, review the Installation Progress message and then click Exit to close Setup.exe.
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14.

Client Install Utility

— Awailable Client Plugins

[ Al Plugins

— Installation Progress

plug4ns and then click Start to install Interactive Update Cliert SU3. The service update is -«
automatically applied as part of the install. I

m

Finished processing installs for client worstation applications and selected [anguage plug- LI
ins, if applicable. -

Start | Exit

When asked to restart the computer, click Yes.

Immediately following the restart, the Interactive Update Client service looks for any PureConnect products or components
installed on the workstation.

@ Interactive Update X
Interactive Update is checking for updates...

l I-- i I Eln...l Dezk:t_{:p - A.

It displays one of the following notices:

e Your PureConnect software is currently up to date: This message indicates that no updates were available. If this message
appears, proceed to the next step.

o A PureConnect software update is ready to be installed. Please click here to begin: This message indicates that more
updates are available. If this message appears, click the message to open a wizard that walks you through the process of
downloading and applying the updates. The computer might require a restart. Ensure that all updates downloaded and
applied before proceeding to the next step.

You can choose to upgrade IC User Applications and the other CIC client workstation applications using Interactive Update
or proceed to update them manually using setup.exe as described in the following sections.

Upgrade IC User Applications

Note: The current migration package requires CIC 4.0 SU 3 on the CIC server and workstations. Genesys hasn't updated this
example scenario for this requirement.

This section describes how to run Setup.exe to upgrade CIC 3.0 User Applications to CIC 4.0 SU 1 with German and Spanish
languages installed.

To upgrade IC User Applications:

1.
2.

On the client workstation, click Start.

In Search programs and files, type \\ servername\ where servername is the CIC 4.0 server name, to view the shares on the
CIC server.
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3. Double-click the IC User Apps install share appropriate for the workstation from the list, for example IC_UserApps_64-bit.

[ ][-O- sl

mv 1My Metwork » gf-cael » - | g | | Search gf-rael Do |
Organize « Search active directory Metwork and Sharing Center View remote printers ==« [l @
v Favorites Marre : Type Cormments
B Desktap o AttendantFaxes Share Interaction Attendant Faxes
& Downloads o AttendantWaves Share Interaction Attendant Wifawes
15 RecentPlaces & IC_Businesshdanagerfpps Share IC Business Manager Install
o IC_Docs Share Documentation for the IC Serser
- Libraries o IC IcelibsDK Share Icelib SDK Install
& Documents 2 IC_Reports Share IC Reparts
@t Music & IC_Serverbdanagerfpps Share IC Server Manager Install
[ Pictures o IC_Userhpps_32bit Share IC User Applications Install (32-bit)
B videos & IC_Userbpps_Gdbit Share IC User Applicatinns (G4-hit) Install |
o IC WehSersicesChat Share Chat files for WebSereer
1M Computer o IC WaorkstationPreRegs Share Third Party Installs
o PResources Share IC Resources Folder

i‘j etwork

; IC_UserApps_b4bit (\gf-cael) Offline availability: Not available
ot ' Share Offline status: Online

4. Review the contents of the IC User Apps install share, for example, IC UserApps 64-bit, and the LanguagePlugins
subdirectory.
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Eile

Edit View Tools Help

Organize » Open Mew folder =« [l I@
Marme Date modified Type
. backup 4/17/2012 3:15 PM File folder
. LanguagePlugins 6/18/20121:19 PM File folder
ﬁl ICUserApps_b6dbit.msi 11/2/2011 715 AM Windows Installer Package
| | ICUserApps_64bit_LANG_de.mst 3/15/2012 6:27 AM MST File
|| ICUserApps_Gdbit_LAMNG_es.mst 3/15/2012 6:26 AM MST File
ﬁ-‘ ICUserApps_b6dbit_SUL.msp 315/20127:39 AM  Windows Installer Patch
[ Setup. exe 3/15/20121:57 AM  Application
4 m | b

Application

File Edit View Tools Help

Organize = Mew folder

Setup.exe Date modified: 3/15/2012 1:57 AM

Size: 1.22 MB Offline availability: Mot available

Date created: 3/15/2012 1:57 AM

o~
Mame

. Backup
ﬁl ICUserApps_LanguagePlugin_de.msi
ﬁl ICUserApps_LanguagePlugin_es.msi

Date modified

4/17/2012 315 PM
3/15/2012 7:02 AM
3/15/2012 7:04 AM

Type
File folder

Windows Installer Package

Windows Installer Package

L)

3 items

Offline status: Online

Offline availability: Not available

In this example, the IC UserApps 64bit share contains:

e Backup directory
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e lLanguage Plugins directory: Contains German and Spanish ICUserApps LanguagePlugin de.msi and
ICUserApps LanguagePlugin es.msi installs
e The ICUserApps 64bit.msi install
e The ICUserApps 64bit SUl.msp SU component
e German and Spanish localized strings ICUserApps LanguagePlugin de.mst and
ICUserApps_64bitLanguagePlugin es.mst for the IC User Apps install GUI
e The Setup.exe utility
5. Double-click setup.exe inthe IC User Apps install share.
6. Inthe Setup.exe dialog box, in the list box, click the language that you want the IC User Applications install to display in and
then click OK.

Localized Setup

Fleaze Select an Installer Language
fram the list below

Englizh j
Deutzch
E zpafiol

The Language Packs installed on the CIC server determine the languages displayed in the list box. (The list always includes
English.) In this example, since the German and Spanish Language Packs are installed on the CIC server, English, German, and

Spanish are available to select.

Note: This dialog box appears only in the initial run of Setup.exe in the IC User Apps install share. The next time you run
Setup.exe, the IC User Applications install automatically appears in the language you selected the first time you ran
Setup.exe.

7. Review the contents of the next Setup.exe dialog box.

Localized Setup

—Axyailable Client Language Plugins

German Plugin for IC User Applications
Spanizh Plugin for IC Uszer Applications

[T &l Languages

— Ingtallation Progress
IC Uszer Applications [64-bit] iz not inztalled on the zpstemn. Select arp applicable language plug-i

Euit |

In the CIC 3.0 to CIC 4.0 migration scenario, Setup.exe detects any localized versions of IC User Applications installed
previously and pre-selects them in the Available Client Language Plugins box. In this example, the 3.0 German and Spanish
versions of IC User Applications are installed and pre-selected.
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After setup.exe starts the 4.0 IC User Applications (64-bit) install, the install uninstalls the 3.0 version of the application. For
more information, see About CIC 3.0 or CIC 2015 R1 or later client workstation upgrade installations.
Notes:

e |[f you de-select a pre-selected Client Language Plugin, the localized 3.0 version of IC User Applications uninstalls, but
the 4.0 version doesn't install. You must re-run Setup . exe to install the 4.0 version.

e Genesys doesn't recommend selecting the All Languages check box. (If selected, the localized 3.0 versions of IC User
Applications uninstall, but the 4.0 versions don't install. You must re-run Setup . exe to install the 4.0 versions.)

e |[f you have a localized 3.0 version of IC User Applications installed but the 4.0 Language Pack is not available or not
installed on the CIC 4.0 server, Setup . exe uninstalls the localized 3.0 version. You must re-run Setup . exe to install
the 4.0 version, when available.

8. Click OK to start the 4.0 IC User Applications (64-bit) install.
9. On the Welcome page, click Next.

2IC User Spplications (G4-hit) Setup

Welcome to the IC User Applications
(B4-bit) Setup Wizard for 1C 4.0

The Setup Wizard will install IC User Applications (64-bit) on
vour computer, Click Mext bo continue or Cancel o exit the
Setup Wizard,

3 GENESYS

Back. |l Mextk I [ Cancel

Note: If you are migrating from CIC 2.3.x/2.4 to CIC 3.0, the Remove Previously Installed Client Applications page appears.
Click Next to remove the older application versions.

10. On Custom Setup page, select or clear applications/features as needed and then click Next.
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file:///C:/Users/sonyam/AppData/Local/Temp/makepdf/About_CIC_3_0_to_CIC_2015_R1_or_later_client_workstation_upgrade_installations.htm

ﬁ IC User Applications (64-bit) Setup

Custom Setup

Select the waw wou want Features to be installed.

Click the icons in the tree below ta change the way Features will be installed.

& Interaction Client Select Interackion Client
= ~ | Inkeraction Client .MET Edition Edition and additional cliznt
¥ - | Additional Features Features.

- ¥~ | outlook Disling
--------- ¥ - | 5IP Soft Phone
--------- ¥~ | Interaction Screen Recorder Capbure Client
--------- (=3 ~ | Interaction Yoicemail Player This feature requires OKB

......... . . on your hard deive, Ik has 1
S| Interaction Fax of 2 subfeatures selected,

The subfeatures require

149ME on wour hard drive.

Location: C:\Program Files (x860Inker ackive Inteligence)

Reset ] [Diskl_lsage] [ Back ][ Mextk ] [ Cancel ]

Notes:

e On a Windows 7 workstation, if you already had SIP Soft Phone, Interaction Screen Recorder Capture Client, or both

installed, or if you want to install them now, enable one or both of these applications on the Custom Setup page.

On a Windows XP workstation, SIP Soft Phone and Interaction Screen Recorder Capture Client are not available in the
Custom Setup page because Windows XP doesn't support them.

Genesys recommends that you keep the default location to install the IC User Applications as C:\Program

Files (x86) \Interactive Intelligence. To change the default location, click Browse.

11. If you selected SIP Soft Phone, Interaction Screen Recorder Capture Client, or both on the Custom Setup page, the QoS

Requirement page appears.
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ﬁ IC User Applications (64-bit) Setup

Qo5 Requirement

Please select a Qo5 option below,

Select a QoS ophion From the bwo choices below,

A Feature chosen For the installation requires Qos, \We recommend selecking
"Interactive Inteligence Qo5 driver” to install the driver included with this
inskallation package,

If specifically instructed by wour administrator, wou may seleck "Other”
indicating another Form of Qo5 is already installed on this computer,

(@) Interactive Inteligence QoS driver (Recormmended)

() Other

[ Back, J[ Rlesck ] [ Cancel

PureConnect QoS driver: This option is the default and recommended option. If selected, the install adds the Interactive
Intelligence certificate to the Trusted Publishers list and then installs the driver. In most cases, adding the certificate to the
Trusted Publishers list keeps the user from having to trust the certificate manually.

Other: If selected, the system doesn't add the PureConnect certificate to the Trusted Publishers list and doesn't install the
driver. Genesys recommends that you do not select this option unless the administrator instructs you to select it. Selecting
this option implies use of another form of QoS at the site.

If the system administrator does not allow you to modify the Trusted Publishers list, the Windows Security page appears.
The page displays a message, explaining what to do.

For more information about the PureConnect QoS driver, see KB article: https://my.inin.com/Support/Pages/KB-
Details.aspx?EntryID=Q131006915300479.

On the CIC Server Name page, the CIC Server Name box contains the host CIC 3.0 server name.
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. 21 User Applications (Ad-bit) Setup
IC Server Name

Flease enter the name of the IC Server ko which a connection is desired.

IC Server Marme:

Back ]l Mexk I [ Cancel

12. In the box, type the host CIC 4.0 server name and then click Next. Genesys recommends using a fully qualified domain name
(FQDN), not a short name.

_??1 IC User Applications (64-hit) Setup

IC Server Mame

Flzase enter the name of the IC Server bo which a connection is desired.

IZ Server Mame;

laf-cael]

Back ]I et ] [ Cancel
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Notes:

e If you have a CIC Switchover architecture and you created a pair of commonly named DNS A records pointing to
each server as part of the IP phone network configuration for managed phones, do not use that common name
value here. Instead, use one of the actual CIC server names. Genesys recommends using a fully qualified domain
name (FQDN), not a short name.

e After completing this installation, verify fully qualified domain name (FQDN) resolution to ensure client connectivity

with the host CIC server. For more information, see Verify FQDN resolution (IC User Applications).

13. When you are ready to begin the installation, click Install.

o] & )

ﬁl IC User &pplications (64-bit) Setup

Ready to install IC User Applications {64-hit)

Click, Install ko begin the installation, Click Back to review or change any of waour
inskallation settings, Click Cancel bo exit the wizard,

Back. ][ Install ] [ ancel

As the installation continues, a status bar indicates the progress.
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Installing IC User Applications (64-bit)

Please wait while the Setup Wizard installs IC User Applications (64-hit),

Status:  Copying new files

Back, ” Mek | l ancel I

As part of this process, the install uninstalls the 3.0 IC User Applications components. For more information, see About CIC
3.0 to CIC 2015 R1 or later client workstation upgrade installations in Workstation Migration Planning.
14. When the installation is complete, click Finish.

Completed the IC User Applications
(B4-bit) Setup Wizard

Click the Finish bukkon o exit the Setup WWizard,

3 GENESYS

Back |L__E_il'li5h 4 | Cancel

15. On the Setup.exe page, review the Installation Progress messages and then click Exit to close Setup.exe.
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Localized Setup @

Awailable Client Language Plugins

German Plugin for IC User Applications
Spanizh Plugin for IC User Spplications

| All Languages

Inztallation Frogrezs

Ingtaling German Plugin for IC Uszer Applications -
Ingtalling Spanizh Plugin for IC Uzer Applications 7
Finizhed processing installz for client workstation applications and selected language plug-in'—
Finizhed processing inztall: for client waorkstation applications and selected lanquage plug-in ™
1| 1] [ 3

L. Eat |

You can start the IC User Applications from links on the desktop or from Start -> Programs -> Interactive Intelligence.

Note: Since the CIC server name changed from the CIC 3.0 server to the CIC 4.0 server as part of the IC User
Applications installation, links to user applications may point to the CIC 3.0 server. Specifying the correct credentials
when logging on to these applications the first time after the upgrade should resolve the problem.

Verify FQDN resolution (IC User Applications)

The network administrator completes the following procedure to verify fully qualified domain name (FQDN) resolution to ensure
client connectivity with the host CIC server. You can complete this simple procedure at any point after the host CIC server has
joined to the domain. If the CIC servers are part of a Switchover pair, verify FQDN resolution from a workstation for both servers.

1. Ina command window from the workstation, ping the short name of the host CIC server.
2. Obtain the IP address from the ping and run an NS1ookup on the IP address.

If the client fails to connect to a host CIC server, you can also do this procedure as a troubleshooting step to rule out FQDN.

IC Business Manager Applications

The IC Business Manager Applications installation program installs IC Business Manager and Interaction Fax Cover Page Editor on
Windows 7 supervisor workstations. (IC Business Manager Applications are not supported on Windows XP.)

IC Business Manager Applications requirements

e Ensure that you fulfilled the CIC 4.0 client workstation software requirements as described in Workstation Migration Planning.

e Ensure that the person installing IC Business Manager Applications has administrative permissions on the local computer and
other permissions.

e Close Microsoft Outlook and any other applications running on the workstation and turn off virus scanning.
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Upgrade IC Business Manager Applications

Upgrading IC Business Manager Applications is similar to upgrading IC User Applications. Follow the instructions in Upgrade IC
User Applications with the following specifics for IC Business Manager Applications:

e On the client workstation, select Start. In Search programs and files, type \\ servername\CIC BusinessManagerApps,
where servername is the CIC 4.0 server name. Click setup.exe to launch the IC Business Manager Applications install.
e On the Custom Setup page, all applications are selected by default. Clear any applications that you don't want to install.

ﬁ IC Business Manager Applications Setup = | = &]
Custom Setup
Select the way you want features to be installed.

Click the icons in the tree below to change the way features will be installed.

Interaction Fax Cover Page Editor Design Interaction Fax

- (=0 = | IC Business Manager Applications cover pages and edit
standard templates
available to users,

This feature requires 48MB
on your hard drive.

Location: C:\Program Files (x86)\Interactive Inteligencel,

[ Reset ] [DiskUsage] [ Back ][ Mext ] [ Cancel

l Note: CIC 4.0 includes Interaction Supervisor in IC Business Manager Applications.

Install Interactive Update Client (IC Business Manager Applications)

If you haven't installed Interactive Update Client on the workstation where you have IC Business Manager Applications installed,
install it now. For more information, see Upgrade Interactive Update Client.

Verify FQDN resolution (IC Business Manager Applications)

After installing the IC Business Manager Applications, follow the instructions in Verify FQDN resolution (IC User Applications).

IC Server Manager Applications

The IC Server Manager Applications installation program installs IC Server Manager, Interaction Administrator, Interaction
Attendant, Interaction Designer, IC System Manager, Interaction Host Recorder Client, and Interaction SOAP Tracer administrator
applications on Windows 7 workstations. (IC Server Manager Applications are not supported on Windows XP.)

IC Server Manager Applications requirements

e Ensure that you fulfilled the CIC 4.0 client workstation software requirements as described in Workstation Migration Planning.

e Ensure that the person installing IC Server Manager Applications has administrative permissions on the local computer and
other permissions.

e Close Microsoft Outlook and any other applications running on the workstation and turn off virus scanning.
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Upgrade IC Server Manager Applications

Upgrading IC Server Manager Applications is similar to upgrading IC User Applications. Follow the instructions in Upgrade IC User
Applications with the following specifics for IC Server Manager Applications:

e On the client workstation, select Start. In Search programs and files, type \\ servername\CIC ServerManagerApps, where
servername is the CIC 4.0 server name. Click Setup.exe to start the IC Server Manager Applications install.

e On the Custom Setup page, all applications are selected by default. Clear any applications that you don't want to install.

ﬁ IC Server Manager Applications Setup = = [ﬂ]
Custom Setup

Select the way you want features to be installed.

Click the icons in the tree below to change the way features will be installed.

@ IC Server Manager,

--------- =0 = | Interaction Designer

--------- (=1 ~ | Interaction Administrator

--------- =0 - | Interaction Attendant

--------- =) - | IC System Manager

--------- =3 ~ | Interaction Host Recorder Client

......... = ~ | Interaction SOAP Tracer This feature requires
I 187ME on your hard drive,
Location: C:\Program Files (x86)\Interactive Inteligence’,

| Reset | | DiskUsage | | Back || mext | | Ccancel

Install Interactive Update Client (IC Server Manager Applications)

If you haven't installed Interactive Update Client on the workstation where you have IC Server Manager Applications installed, install
it now. For more information, see Upgrade Interactive Update Client.

Verify FQDN resolution (IC Server Manager Applications)

After installing the IC Server Manager Applications, follow the instructions in Verify FQDN resolution (IC User Applications).
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Appendixes

Appendix A: Guidelines for Creating Your Migration Environment

After you review the migration tasks described in this guide, consider these guidelines for creating a migration environment for your
own implementation. The guidelines are based on pre-release testing of the CIC 2.4/3.0 to CIC 4.0 migration package at various
beta sites.

These are guidelines, not requirements. Most importantly, the guidelines provide reasonable fall-back strategies for various stages
of the migration process.

Development environment

Genesys recommends that your CIC 2.4/3.0 to CIC 2015 R1 or later migration environment include a development environment for
testing system functionality as you complete the migration tasks.

A proper development environment should mirror the production environment's licensing, installation, and configuration. At a
minimum, your development environment should have a CIC server, an Interaction Media server, a database, and some phones. If
your CIC implementation currently includes off-server Session Manager, Interaction Recorder Extreme Query Server, and/or other
additional servers, consider including them in your development environment also.

Virtualized development environment recommended
Genesys recommends that you use virtual computers in your development environment, regardless of whether you intend to use
them in your production environment,

Each stage of the migration process depends on the completion and verification of the previous stages. Create the first base
snapshot when you first install CIC 2015 R1 or later. Create more snapshots as you verify each stage of the migration.

As long as you maintain stable and tested base images of your development computers, you can revert back as needed when
encountering issues.

Note: The migration tools have no rollback functionality. A virtualized development environment and computer imaging is the
best way to avoid wasted efforts reinstalling and reconfiguring servers after encountering errors.

Development database

The CIC database schema has undergone dramatic changes in CIC 4.0. For this reason, it requires its own migration process from
the existing database to a new, empty CIC 2015 R1 or later database.

Genesys recommends following these guidelines for the development database migration. As stated previously, take snapshots of
the development database as you progress.

o Prepare for and migrate the database using the CIC Database Migration Assistant as described in this guide. Plan for enough
disk space to hold all the data to migrate. As various table groups migrate, errors can arise because of inconsistent or missing
source data. Correct these issues in the source data before you complete the database migration. Expect to run the CIC
Database Migration Assistant multiple times as issues arise. CIC Database Migration Assistant can recover from errors in
previous migration attempts. However, in extreme circumstances you might need to revert the database and restart the
migration.

e Once the source data migration completes successfully, review all reporting data to ensure the accuracy of the migrated data.
All the views that support CIC 3.0 reports carried forward to CIC 2015 R1 or later, albeit with different underlying queries. This
action allows for a side-by-side audit of the two datasets. Check the data for completeness and correctness. If you encounter
issues, you might need to revisit the migration entirely. Once you verify all the data on the migrated development database,
back it up for future use as a restore point.

e Once you verify all the standard reports, test any custom reports or other custom features that use the database. You might
need to create custom tables and query the data manually from the original database using the link that the migration process
created. You might need to redevelop custom reports or extensions that interact directly with the database or call stored
procedures that are part of the CIC schema.
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Development CIC server

Genesys recommends several development/testing tasks beyond the import of configuration data from the existing CIC server.
Interaction Migrator pulls configuration from Directory Services, and resource files and handlers. It is necessary to test all these
things in the 4.0 environment.

Genesys recommends following these guidelines for the development CIC server migration. Take snapshots of the development
CIC server as you progress.

e Prepare for and import the CIC configuration data from the existing CIC server using Interaction Migrator as described in this
guide. Interaction Migrator imports all system settings, adds users, workgroups, roles, lines, dial plans, attendant profiles, and
others. The Interaction Migrator import also converts and adds audio resource files, such as prompts. There is an option to
import custom handlers at this time also. After the import, complete an audit of the system configuration in Interaction
Administrator against the existing source server.

e Once you are satisfied that the settings on the development CIC server are correct, install a test client workstation and
complete some basic interaction testing. It is helpful to have a test number that you can point to the server for this testing. If
you use Exchange-based messaging, disable those workgroups or mailboxes so as not to queue emails to the development CIC
server. This represents the best point to take a snapshot of the development CIC server. If you cannot fix any of the issues that
you find with simple configuration changes, you might need to revert to the pre-import image of the server, and re-evaluate the
export.

e Once the development CIC server is functional, continue testing and correcting issues. At this point, it is unlikely for a change
to the export file to yield different results. Take careful notes about changes needed post-migration once you migrate to the
production CIC server. Following are items to consider. As you progress through this list, take snapshots of the development
CIC server as needed.

e Prompts - Are all prompts in place and playable? The prompts convert to a new codec, if necessary, during import. Check
for issues and consider recopying prompt files, if necessary.

e Attendant Profiles - Are all profiles present and operable? If not, correct profiles and steps to move forward.

Dial Plans - Use the dial plan simulator to verify that dialing patterns use the proper lines as configured.

e Permissions - Permissions are more granular in CIC 2015 R1 or later and the interface is quite different. Review permissions
for users, groups, and roles against those on the existing source server and requirements for site security. Change the
settings as necessary.

e Handlers - Verify that all base handlers copied over correctly, and custom handlers if you selected the option to import
them. Copy files over manually as needed.

e Certificates - Check for valid certificates to remote subsystems, and run GenSSLCerts as necessary to correct them.

Add On Applications - Interaction Recorder is a very complex migration. Review the migrated recorder configuration and
change the policies as needed. You might need to check other add-on applications, depending on what you installed.

e Reports - Audit the CIC reports to ensure that proper historical data is in place. If any custom reports reference CIC tables
directly, rework them to fit the new schema.

e Custom applications - Test custom applications and extensions to ensure compatibility with the new environment.

Other servers in the development environment

Replicate other servers that exist in your production environment to the development environment. Install off-server Session
Manager, Interaction Remote Content Servers, and ASR servers as needed and verify that each of these components is functional.
As you wrap up this stage, you should have a replica of your existing production environment with CIC 2015 R1 or later components.
Test as necessary, and take snapshots as needed.
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Migrating to the production environment

The ideal migration to the production environment is to move from the development environment that you just verified in the
following sequence. This sequence provides the safest possible transition path. Any issues encountered during the migration are
accounted for in the development environment.

e Create a new CIC 2015 R1 or later database for production and run the database migration from the source database. This step
ensures that the data moved is up to date with recent activity on the server. Most issues encountered during the development
phase of the migration relate to problems in the source data. Resolved these issues at this point to allow a clean database
migration to the production database.

e Use Interaction Migrator to take a complete export of the development CIC server. On the production system, complete a
restore operation using the exported development CIC server data file.

e To ensure that user configuration is up to date, take a new export from the existing source server of the user, workgroup, and
role data so that the production system is as current as possible for this data.

e Import this second configuration file onto the production server and test as necessary, correcting issues as they arise.

When installing CIC 2015 R1 or later client applications for end users, consider keeping some CIC 3.0 workstations available in
case issues arise that you cannot correct immediately. Also, consider installing Interaction Web Client in the CIC 3.0 environment
to give users a fall back as they cannot connect to the old production server once their Interaction Client is updated to CIC 2015 R1
or later.

Appendix B: Interaction Recorder Post-Migration Results

After you review the migration tasks described in this guide, and the steps required to migrate Interaction Recorder configuration
data, consider the post-migration effects on Interaction Recorder. These results provide you with important information for
evaluating and adapting to your Interaction Recorder configuration environment after migration.

CIC 3.0 to CIC 2015 R1 or later Interaction Recorder conversion results in Interaction Administrator

This section describes Interaction Recorder results in Interaction Administrator, and Interaction Recorder Policy Editor, after
migrating CIC 3.0 to CIC 2015 R1 or later.

Migrating from CIC 3.0 to CIC 2015 R1 or later creates changes to Interaction Recorder data purging, selection results, category and
categorization rules, questionnaires, archives, and Interaction Recorder licensing. As a best practice, Genesys recommends that
you familiarize yourself with these changes as you work with Interaction Recorder post-migration.

Interaction Recorder base configurations

Interaction Recorder configurations including Recording Generation Settings, Data purging Settings, Processing Settings, Custom
Attributes, Automated Archiving settings, and the master key migrate when you export the Interaction Recorder node using
Interaction Migrator.

Data purging

If you enabled data purging in CIC 3.0, the migration creates a Retention policy for each category and subcategory. If you enabled
screen recording purging and didn't select Same as parent recording, the migration creates a Retention policy to purge screen
recordings.

Selection rules

Selection rules in CIC 3.0 convert to Initiation policies in CIC 2015 R1 or later. If a selection rule isn't associated to a user,
workgroup, or role, the migration doesn't create an Initiation policy for that rule.

Category

The migration creates a Retention policy in CIC 2015 R1 or later for the default Category in CIC 3.0. For each root Category, the
migration creates a View and an Administrator Security policy. If a Category doesn't have users, workgroups, or roles that can view
or administer the Category, the migration doesn't create a Security policy for that Category.
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Categorization rules

Categorization rules in CIC 3.0 convert to Retention policies in CIC 2015 R1 or later. If a categorization rule contains a condition not
supported in CIC 2015 R1 or later, the migration doesn't create a Retention policy for that rule.

Questionnaires

Interaction Recorder questionnaires and completed score cards are in the database, and move to the 4.0 database as part of the
Recorder table group migration. Questionnaires in Interaction Administrator in CIC 3.0 are now in IC Business Manager in CIC 2015
R1 or later.

Archives

In CIC 2015 R1 or later, archiving occurs by setting up retention policies to move recordings to an alternate storage location after a
specified amount of time. The migration process creates retention policies that match the category-driven storage in CIC 2.4 to CIC
3.0. Once the migration is complete, configure storage policies manually to take effect after the main retention policy expires.

Recording attributes

Custom Recording Attributes migrate from the 3.0 Database to the 4.0 Database. All migrated recordings contain other custom
attributes.

Recorder Master Key

Interaction Recorder has a built-in Master Key file that allows Interaction Recorder to encrypt recordings when you didn't configure a
Master Key file. You can also choose to create a more secure, custom-generated Master Key file.

A Master Key securely protects recording keys, which encrypt and decrypt recorded media files. For more security, a Master Key
encrypts each recording key. Recording keys generate when creating the media file, and store in the header of each media file. The
recording key encrypts and decrypts the recorded media stored in the file.

Interaction Recorder Master Keys in CIC 3.0 convert to Interaction Recorder Master Keys in CIC 2015 R1 or later.
Stored recordings and the recordings storage path

If you store Interaction Media Server 3.0 recordings locally on the Media Server 3.0, you can update the recordings storage path in
Interaction Recorder Policy Editor. For more information, see Migrate Interaction Media Server.

Licensing

In CIC 3.0, the only Interaction Recorder licenses were Interaction Recorder Access and Interaction Recorder Extreme Query. CIC
2015 R1 or later added two new licenses: Interaction Recorder Client Access and Interaction Recorder Quality Monitoring.

When you migrate users to CIC 2015 R1 or later, they cannot run the Interaction Recorder module in IC Business Manager without
the Interaction Recorder Client Access license. Since this license is new in CIC 4.0, assign the license to the appropriate users after
migration. For more information, see the CIC Licensing Technical Reference in the PureConnect Documentation Library.

Also, when you migrate users to CIC 2015 R1 or later, Interaction Recorder continues to apply the CIC 3.0 Interaction Recorder
Access license for each user or station to record. For information about licensing recordings, see the Interaction Recorder and
Interaction Quality Manager Technical Reference in the PureConnect Documentation Library.

Note: If the user or station doesn't have proper licensing for Interaction Recorder, recordings remain encumbered. Encumbered
recordings display in a search result in the Interaction Recorder Client search results view when using the "Recording is
Encumbered" search attribute. You cannot play back encumbered recordings, and it requires a valid unlock code to unencumber
the encumbered recordings on the server.
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Interaction Screen Recorder capabilities and settings

Interaction Screen Recorder adds screen recording capability, which assists contact center managers and supervisors in improving
their contact center's productivity and assessing agents' skills. CIC 2015 R1 or later does not require a separate Interaction Screen
Recorder Server, as it does with CIC 3.0. Interaction Screen Recorder settings in CIC 3.0 convert to Interaction Screen Recorder
settings in CIC 2015 R1 or later 0.

Interaction Recorder Remote Content Service settings

Interaction Recorder Remote Content Service settings in CIC 3.0 convert to Interaction Recorder Remote Content Service settings in
CIC 2015 R1 or later. Interaction Recorder Remote Content Service facilitates the retrieval and storage of both audio and screen
recordings in your CIC environment. Interaction Recorder Remote Content Service in CIC 2015 R1 or later replaces Interaction
Screen Recorder Capture Server in CIC 3.0. The CIC 2015 R1 or later environment requires a fresh install of the Interaction Recorder
Remote Content Service.

For licensing, requirements, and installation and configuration instructions, see the Interaction Recorder Remote Content Service
Installation and Configuration Guide in the PureConnect Documentation Library.

Interaction recordings storage after database migration

Interaction recordings don't move during migration, only the path to the recordings migrate. If recordings are on the CIC server
rather than on a network share or SAN, do one of the following manual steps so that Interaction Recorder can access the
recordings:
e (Create the same path on the CIC 2015 R1 or later server that you used on the CIC 3.0 server and copy the files to the CIC 2015
R1 or later server. Recording paths that contain a drive letter require these steps.
e Create a path on a network share, copy the files to that path, and then change the paths in the Interaction Recorder database to
point to the new share.

After completing one of the options, create a Retention Policy with a valid storage location and reapply the Storage Location
Retention policy. When the system reapplies the policy, it transfers the existing recordings to the new storage location, since the
existing recordings match the location specified in the new storage policy. For more information, see the Interaction Recorder
documentation in the PureConnect Documentation Library.

Interaction Recorder audit entries

If you select the Interaction Recorder group and specify a date range for migration, the date range governs what set of recordings
migrate. Only recordings created within the date range migrate. However, since it is proper that all recording audit entries migrate
with a recording, it is possible and correct for audit entries with dates outside the date range to migrate.

For example, if there are 12 recordings in a database, and each recorded on the first of the month for all 12 months of 2010, a
migration over the range of April 15, 2010 through September 15, 2010 migrates six recordings (May 1, 2010, June 1, 2010, July 1,
2010, August 1, 2010, and September 1, 2010). If each of those six recordings played on January 1, 2012, the six recordings that
migrated include the playback audit entries made on January 1, 2012, even though January 1, 2012 is outside the migration date
range.

Interaction Recorder client searches

Interaction Recorder searches created in IC Business Manager migrate to the 2015 R1 or later database; however, Interaction
Recorder client searches don't migrate. Since CIC 2.4 does not have IC Business Manager and only uses Interaction Recorder client
searching, no CIC 2.4 Interaction Recorder searches migrate. If you are migrating from CIC 2.4 to CIC 2015 R1 or later, re-implement
your searches in CIC 2015 R1 or later.

Interaction Recorder Extreme Query Server
The Extreme Query Server stores information about millions of call recordings for quick retrieval. The CIC 2015 R1 or later
environment requires a fresh install of the Interaction Recorder Extreme Query Server.

For licensing, requirements, and installation and configuration instructions, see the Interaction Recorder Extreme Query Installation
and Configuration Guide in the PureConnect Documentation Library.
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Appendix C: Oracle Tablespaces

For Oracle databases, CIC Database Migration Assistant uses the following tablespaces:
¢ ININ data/index tablespaces: The tablespaces where database objects for the ININ MIGRATION schema reside.

e Target data/index tablespaces: The tablespaces where CIC 4.0 data and database objects (tables, indexes, stored procedures)
reside.

The data and index tablespaces lay out logical storage locations, which tie to physical storage locations by way of the Oracle
tablespace configuration. Table data reside in the data tablespaces, and index data reside in the index tablespaces. The system
uses CIC 2015 R1 or later data/index tablespaces for data that are specific to the 2015 R1 or later database that you are migrating
into. The ININ data/index tablespaces contain information for all database migrations, not specific to any 2015 R1 or later schema.
While the schema name (ININ MIGRATION) does logically separate the migration history data from other CIC 2015 R1 or later
schemas, using separate ININ data and index tablespaces allows you to specify separate storage locations. The separate storage
locations allow you to take one CIC 2015 R1 or later schema and its attendant tablespaces offline without disturbing the

ININ MIGRATION historical migration information.

The ININ data/index tablespaces can be the same as the CIC 2015 R1 or later data/index tablespaces, but Genesys recommends
that they be different. The data stored in the ININ data/index tablespaces are migration progress log entries for the Interaction
Recorder and Customer Satisfaction Survey migrations, and some table-specific migration history data.

The tables and indexes that the migration process creates reside in the ININ data/index tablespaces and contain data related only
to migrating data into specific schemas that use those tablespaces.

Typically, Genesys recommends that any single CIC 2015 R1 or later schema have its own data and index tablespace so that disk
space is managed independently for each 2015 R1 or later schema. Migrating CIC 3.0 data into a CIC 2015 R1 or later schema
creates tables that do key mapping/translation between 3.0 primary/foreign keys and 4.0 primary/foreign keys. The key translation
tables are in the same tablespace because they are related directly to the 2015 R1 or later data.

The following example illustrates why it is a good idea to separate the CIC 2015 R1 or later tablespaces from the ININ tablespaces.
Let's say a single Oracle instance hosts 3 different CIC 4.0 schemas, one for a different CIC server. One schema is for production,
another for special projects, and a third for testing out CIC 2015 R1 or later. Let's say also that each of those schemas has their
own data and index tablespaces. At one point, you migrate some data from a CIC 3.0 database to the 2015 R1 or later test schema
for evaluation purposes. Once you complete testing, the test schema and tablespaces are wiped clean or deleted. The production
system goes live, and data migrates from a CIC 3.0 schema to the 2015 R1 or later production schema. In that scenario, if the ININ
data/index tablespaces were the same ones as the 2015 R1 or later test schema's tablespaces, migration history and logging is
lost. If the ININ data/index tablespaces were not any of the 2015 R1 or later tablespaces (test/evaluation, special projects,
production), that history and log is not lost regardless of what happens to the other schemas and their tablespaces.

Losing the data in the ININ tablespaces does not prevent any future migrations from completing successfully. So, it is not required
for the ININ tablespaces to be separate and protected.

Appendix D: Interaction Conference Migration

Existing Interaction Conference 3.0 systems must migrate to Interaction Conference 2015 R1 or later as part of the CIC 3.0 to 2015
R1 or later migration process.

Interaction Conference architecture

Interaction Conference is a premise-based audio conferencing application that allows your enterprise to host scheduled conference
calls for internal and external use.

The Interaction Conference system components relevant to the CIC migration process are:
e CIC Server. The CIC server uses an Interaction Conference subsystem to host and manage the conference calls.
o Database Server. The repository for conference scheduling and historical data and also the CIC Report Database where all CIC
Servers record call data.
e Client Workstations. Interaction Conference provides the following client workstation plug-ins:
o (Required) MSOutlook IConferencePlugins.msi, arequired client plug-in for Microsoft Outlook 2010 computers that
allows users to schedule conferences from an Outlook Appointment Request. This plug-in installs in the
CIC InteractionConferenceMSOutlookPlugin shared directory onthe CIC server.
o (Optional) ICServerManagerApps IConferencePlugins.msi, an optional client plug-in that users can run on
workstations that have Interaction Administrator installed and where administrators configure Interaction Conference.

For more information about configuring Interaction Conference, see the Interaction Conference Administrator's Guide in
PureConnect Documentation Library.
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Interaction Conference migration requirements

This section describes the minimum requirements for Interaction Conference 3.0 to Interaction Conference 2015 R1 or later
migrations.

Interaction Conference 3.0 server

e CIC 3.0SU 14 or later
e Interaction Conference 3.0 SU 3

Interaction Conference 2015 R1 or later server

e CIC 2015R1 or later or later
e Interaction Conference 2015 R1 or later

Migrate Interaction Conference
Migrate Interaction Conference as part of your CIC migration.
Run Interaction Migrator to export Interaction Conference 3.0 configuration data

Interaction Migrator exports Interaction Conference 3.0 configuration data as part of the CIC 2.4/3.0 export process, described in

Export CIC 2.4/3.0 Configuration Data.

Note: On the Data Component Selection page, ensure that Select All is selected (default) so that Interaction Migrator exports all
Interaction Conference configuration data.

Install Interaction Conference 2015 R1 or later

Install Interaction Conference 2015 R1 or later when you install the CIC 4.0 server. Setting up and installing the CIC 2015 R1 or later
Server is described in Prepare the CIC 2015 R1 or Later Server Environment.

For more information about Interaction Conference 2015 R1 or later installation procedures, see "Installation Tasks" in the
Interaction Conference Administrator's Guide in the PureConnect Documentation Library.

Run CIC Database Migration Assistant to migrate the Interaction Conference database

CIC Database Migration Assistant automatically migrates the Interaction Conference database as part of the CIC database
migration, or as a standalone application. Depending on your company's requirements, you can migrate specific sections of the
database and CIC over migrating as a whole.

CIC Database Migration Assistant migrates all Interaction Conference data—it does not filter data by parameters that you set on the
Date Range page. For example, if an administrator migrates a database that includes call history and Interaction Conference, and
then specifies a date range of one month, CIC Database Migration Assistant migrates one month of call history, but all Interaction
Conference tables.

Before you run CIC Database Assistant, ensure that you complete all installation and configuration tasks for the Interaction
Conference 4.0 server as described in the "Installation Tasks" section of the Interaction Conference Administrator's Guide in the

PureConnect Documentation Library.
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Change the Interaction Conference site ID

After you migrate the Interaction Conference 3.0 database, to ensure that the migration carries all historical Interaction Conference
data to the new system, change the site ID in Interaction Conference 2015 R1 or later to match the site ID assigned in Interaction
Conference 3.0.

To change the site ID for a SQL database:
Run the IConSiteID. SQL script on the Interaction Conference 2015 R1 or later database with the following syntax:

sgqlcmd -S ServerName -d DBName -U UserName -P password -I "C:\Program Files

(x86) \Interactive Intelligence\CIC Database Migration
Assistant\Scripts\sqglserver\IConSiteId.sgl" -v NewSiteld=<new site id value> 0ldSiteld=<old
site id value>

To change the site ID for an Oracle database:
Run the TConSiteID. SQL script on the Interaction Conference 2015 R1 or later database with the following syntax:

sglplus [Owner]/ [Password]@hostname:port/service @"C:\Program Files\Interactive
Intelligence\CIC Database Migration Assistant\Scripts\oracle\IConSitelId.sql" [Owner Name]
[NewSiteID] [0Ol1dSiteID]

Run Interaction Migrator to import the Interaction Conference configuration data

Interaction Migrator imports Interaction Conference 3.0 configuration data as part of the CIC 2.4/3.0 export process, described in

Import CIC 2.4/3.0 Configuration Data.

Note: After Interaction Migrator loads the Interaction Conference server 3.0 configuration data file and extracts the data, on the
Import Items page, select all components to ensure that Interaction Migrator imports all Interaction Conference configuration
data.

Appendix E: Interaction Director Migration

l Note: Support for Interaction Director 2015 R1 or later is not currently available. Genesys updated this section. '

Existing Interaction Director 2.4 systems must migrate to Interaction Director 4.0 as part of the CIC 2.4/3.0 to 4.0 migration
process.

Interaction Director client/server architecture

Interaction Director uses client/server architecture, meaning that software deploys across servers that collectively comprise a
system. Two types of servers comprise Interaction Director:
o Director server: A stand-alone computer on which Interaction Director server software runs. Migrate the Director server after
you migrate all monitored servers.
e Monitored server. Two or more CIC servers that Director server manages and that you configured to know about. Each
monitored server provides information to the Director Server that allows it to route calls most efficiently. Migrate all monitored
servers before you migrate the Director server.

For more information about Interaction Director configuration, see the Director Monitored Server Installation and Configuration
Guide and the Interaction Director Installation and Configuration Guide.

Interaction Director migration

You must migrate all Interaction Director monitored servers before you migrate the Interaction Director server.

The current release of the CIC 2.4/3.0 to CIC 4.0 migration package supports only one-to-one Director-monitored server migrations.
Multiple Director-monitored server environments must create a 4.0 Director-monitored server for each existing Director-monitored
server and migrate the configuration data on a one-to-one basis.
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Interaction Director migration requirements
This section describes the minimum requirements for Interaction Director 2.4 to 4.0 migrations.

Interaction Director 2.4 servers

e |Interaction Director 2.4 SU 3 or later
e CIC24SU350rCIC3.0SU 13 or later
e SQL Client (Oracle or Microsoft), installed before Director Server

Note: Microsoft's SQL Client (osql . exe) installs with Microsoft SQL server. Oracle's script execution engine (sqlplus.exe)
installs with the Oracle Client install. For version-specific details, see the Oracle server documentation.

Interaction Director 4.0 servers

e Interaction Director 4.0 GA or later
e CIC 4.0SU 3 or later
e SQL Client (Oracle or Microsoft), installed before Director Server

Note: Microsoft's SQL Client (osql . exe) installs with Microsoft SQL server. Oracle's script execution engine (sqlplus.exe)
installs with the Oracle Client install. For version-specific details, see the Oracle server documentation.

Migrate Interaction Director monitored servers

Interaction Migrator exports and imports Interaction Director Monitored server configuration data along with the CIC configuration.

Run Interaction Migrator to migrate the Interaction Director configuration on each monitored server in your implementation as part
of the CIC 2.4/3.0 to CIC 4.0 migration process.

Migrate the Director server

You maintain the Director server configuration within Interaction Director-specific Interaction Administrator containers. The
Director server also stores detailed interaction data within a database.

Migrate the Director server after you complete the CIC 2.4/3.0 to CIC 4.0 migration, which includes Interaction Director Monitored
server migration.

Complete the steps in this section to migrate the Interaction Director server.

Install Interaction Migrator 4.0 on the Interaction Director 2.4 server

Install Interaction Migrator 4.0 on the Director 2.4 server as described in Interaction Migrator Installation. Ensure that you install the
latest version of Interaction Migrator. For more information, see the PureConnect Customer Care site at

https://my.inin.com/support/products/ic40/Pages/Migrations.aspx.

Install the 4.0 Interaction Director server

Install the Interaction Director 4.0 server as described in the Interaction Director Installation and Configuration Guide in the
PureConnect Documentation Library.

Run Interaction Migrator to export Interaction Director 2.4 configuration data

Run Interaction Migrator on the Director 2.4 server to export the Interaction Director configuration data using the same process

described in Export CIC 2.4/3.0 Configuration Data.

Note: On the Data Component Selection page, ensure that Select All is selected (default) so that Interaction Migrator exports all
Director configuration data.
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Run CIC Database Migration Assistant to migrate the Interaction Director database

From the CIC Database client computer, run CIC Database Migration Assistant to migrate the Interaction Director database.

Note: To ensure that the migration carries all historical Director data to the new system:
e On the Database Server Credentials page, select the Director Server 2.4 and Director Server 4.0 databases.
e On the Select Table Groups to Migrate page, select the Director table group.

Run Interaction Migrator to import the Interaction Director configuration data

Run Interaction Migrator on the Director 4.0 server to export the Interaction Director configuration data using the same process
described in Import CIC 2.4/3.0 Configuration Data.

Note: After Interaction Migrator loads the Director Server 2.4 configuration data file and extracts the data, on the Import ltems
page, select all components to ensure that Interaction Migrator imports all Director configuration data.
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Change Log

The following changes have been made to this document since it was first distributed.

Date

Change

12-December-2012

In Appendix A: "Guidelines for Creating Your Migration Environment,"
updated the first bullet point in section "Migrating to the production
environment" to clarify that you should create a new CIC 4.0 database
for production and perform the database migration from the source
(not the development) database.

13-March-2013

e In "Prepare the CIC 4.0 Server Environment," added a subsection
to "Database server requirements” that addresses SQL Server
2000 to SQL Server 2012 upgrades.

e In "Migration Planning," in "CIC database migration scenarios,"
updated the "Many-to-one migration" description to include
migrating multiple databases that contain data with identical site
IDs.

e In"Introduction," updated the Interactive Update versions in
"Minimum requirements for migrations" to Interactive Update 1.0
SU 11 and Interactive Update 2.0 SU 3.

e In "Migrate CIC 3.0 Workstations Using Interactive Update"
updated the Interactive Update versions in "Required CIC and
Interactive Update versions" to Interactive Update 1.0 SU 11 and
Interactive Update 2.0 SU 3 and updated the screen shots in the
upgrade procedures for these versions.

e In "Migrate CIC 3.0 Workstations Using Setup.exe," reversed the
"Upgrade Interactive Update" and "Upgrade IC User Applications”
procedures and updated the "Upgrade Interactive Update”
procedure screenshots for Interactive Update 2.0 SU 3.

10-May-2013

e In "Prepare for CIC Database Migration”, updated the procedures
in "Upgrade the CIC 2.4/3.0 and CIC 4.0 database schema" for the
changes made to CIC Database Migration tools and scripts to
ensure a successful migration to the database schema in CIC 4.0
SU 3 and later.

e "Prepare for CIC Database Migration", in "Prepare the CIC 3.0 and
CIC 4.0 databases," added new procedure "Change the remote
query timeout" to "SQL Server pre-migration procedures."

18-June-2013

e In "Migrate the CIC 3.0 Database", in the "Migrate the 3.0
Database" procedure, updated step 12 with instructions for
selecting a time zone to process UTC fields that appear in some
4.0 table groups, added a Windows support site link for users in
specific time zones, added default Start Date and End Date, and
noted that if the Site ID field is blank, the system migrates all
records.

e In "Prepare for CIC Database Migration, "Manually run the
individual database schema upgrade scripts”, in clarified that in
the Oracle syntax to run from the command line, <dba user> is
the owner of the database and is CIC_ADMIN by default.

e In "Prepare for CIC Database Migration, "Manually run the
individual database schema upgrade scripts”, updated the order
of the manual script execution in the following sections:

o Upgrade the CIC 2.4/3.0 database schema to the most recent
CIC 3.0 database schema (SQL Server)

o Upgrade the CIC 2.4/3.0 database schema to the most recent
CIC 3.0 database schema (Oracle)

o Upgrade the CIC 4.0 database schema to the most recent CIC
4.0 database schema (SQL Server)

o Upgrade the CIC 4.0 database schema to the most recent CIC
4.0 database schema (Oracle)

e In "Prepare for CIC Database Migration, "Manually run the
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individual database schema upgrade scripts”, in the "Upgrade the
CIC 4.0 database schema to the most recent CIC 4.0 database
schema (Oracle)" section, updated notes for the
SetUpMigratorUser.sql script that the user should ensure the
<dba_user> is in the "sysdba" role, required to properly run the
SetUpMigratorUser.sql script.

In "Prepare for CIC Database Migration, "Prepare the CIC 3.0 and
CIC 4.0 databases", combined content from the "Change restart
table values" to the "Change commit frequency" section and
removed the "Change duplicate entries value" and "Change restart
table values" section. Resetting the value to avoid numerous
entries in error tables due to duplicates is no longer necessary.
In "Prepare for CIC Database Migration, "Upgrade the CIC 2.4/3.0
and CIC 4.0 database schema", in the "Use CIC Database Script
Execution Tool to run the database schema upgrade scripts (SQL
Server only)" section, updated step 7 to describe behavior when
the CIC 3.0 database is SQL 2000 Server 32-bit and is accessed
with SQL Server Authentication credentials lacking rights to
create a stored procedure on the master database.

In "Migrate the CIC 3.0 Database, in the "Migrate the CIC 3.0
Database" procedure, updated step 4 to clarify that the Start Date
and End Date columns contain dates used to limit the database
records migrated during the past migration utility execution, and
updated step 12 to better define the Start and End Date fields.

In Migrate the CIC 3.0 Database, in the "Incremental Migrations"
section, deleted the second bullet point under Notes. All tables
have unique indexes; the system excludes previously migrated
data without causing error. The bullet point cautioning the user
not to overlap date ranges to avoid duplicate data is no longer
applicable.

In Prepare for CIC Database Migration, "SQL Server pre-migration
procedures", updated the Modify the recovery mode section to
expand the note in step 1 describing how to delete Tracker data if
data exists in the INTX_PARTICIPANT and INTXSEGMENT tables.
In "Migrate the CIC 3.0 Database", "Migrate the CIC 3.0 Database
section", added a note to step 10 describing how to delete
Tracker data if data exists in the INTX_PARTICIPANT and
INTXSEGMENT tables.

In "Prepare for CIC Database Migration”, "Upgrade the CIC 2.4/3.0
and CIC 4.0 database schema", in the following sections added
correct syntax and special instructions for running Oracle scripts:

o Upgrade the CIC 2.4/3.0 database schema to the most recent
CIC 3.0 database schema (Oracle)

o Upgrade the CIC 4.0 database schema to the most recent CIC
4.0 database schema (Oracle)

Updated the introduction to "Prepare for CIC Database Migration"
and "Migrate the CIC 3.0 Database with the statement that
current version of CIC Database Migration Assistant does not
contain updated Oracle tools and scripts for CIC 4.0 SU 3 and
later.

02-July-2013

Updated supported Oracle versions and caveat about Oracle 11.2.0.3
client in "Prepare the CIC 4.0 Server Environment" in the "Database
server requirements" section.
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20-September-2013

Made major organizational changes to this document to
incorporate Interaction Dialer 2.4/3.0 to 4.0 migration
information and procedures. Added three new chapters, which
changed the chapter numbering: "Prepare the Interaction Dialer
4.0 Server Environment," "Prepare for Interaction Dialer Database
Migration," and "Migrate the Interaction Dialer 2.4/3.0 Database."

Made updates throughout this document to reflect:

o The current migration package tools require CIC 4.0 SU 3 and
later.

o The current migration package contains Oracle support for
Interaction Database Migration Assistant for CIC 4.0 SU 3.

Added Appendix D: Interaction Conference Migration

Added Appendix E: Interaction Director Migration

In "Workstation Migration Planning", updated "CIC 4.0 client
workstation software requirements" to include Windows 8
support, available in CIC 4.0 SU 3 and later.

Updated "Interaction Optimizer Considerations" sections in this
document to reflect new behavior in CIC Database Migration
Assistant for Interaction Optimizer data.

19-December-2013

In "Prepare the CIC 4.0 Server Environment", updated "Database
server requirements" for Microsoft SQL Server version.

In "Migrate CIC 3.0 Workstations Using Interactive Update", in
"Create a 'migration' machine group”, added note about Modify
Group Members option in Interactive Update 1.0 SU 12 and later.

03-February-2014

In "Prepare for CIC Database Migration":

Updated "Upgrade the CIC 4.0 database schema to the most
recent CIC 4.0 database schema (Oracle) to add
Create_User_Role.sql."

"Updated all sections that describe running scripts manually that
the scripts be run consecutively, not concurrently.”

10-April-2014

In "Prepare the CIC 4.0 Server Environment," in "Database server
requirements," added note and KB article reference about known
issues with Oracle client 11.2.0.1.0.

In "Import CIC 2.4/3.0 Configuration Data," in "Run Interaction
Migrator to import CIC 2.4/3.0 configuration data," added note
about stopping CIC Service if running a Switchover pair.

28-April-2014

Removed Migration Checklists from beginning of this document.
A more comprehensive, separate Migration Checklists document
is available in the Migration package on the Product Information
site. Updated screenshot of Migration package in "Introduction.”

Made additional minor edits.

06-October-2014

Updated documentation to reflect changes required in the transition
from version 4.0 SU# to CIC 2015 R1, such as updates to product
version numbers, system requirements, installation procedures,
references to Interactive Intelligence Product Information site URLs,
and copyright and trademark information.

15-January-2015

e In "Migrate CIC 3.0 Managed IP Phones", added section "Identify
Imported Managed IP Phones".

e In"Install CIC Database Migration Assistant", added section for
"Oracle Client requirements".

e In "Migrate the CIC 3.0 Database", added 4th bullet to "Additional
notes" section in step 12 of "Migrate the CIC 3.0 database"
procedure to run ICUserlD Dedup script.

e In "Prepare for CIC Database Migration", in the "Upgrade the CIC
4.0 database schema" section, corrected name of
TrackerBuild.sql in list of scripts.
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27-January-2015

e '"Install CIC Database Migration Assistant", in the "Tracing"
section, added note about drive space.

e "Export CIC 2.4/3.0 Configuration Data", in the "To export CIC
2.4/3.0 configuration data" section, added bullet about IPA node
is not checked by default.

e "Import CIC 2.4/3.0 Configuration Data", in the "Before you run
Interaction Migrator to import CIC 2.4/3.0 configuration data"
section, added bullet about verifying the NIC.

e "Prepare for CIC Database Migration" removed
Delete_Dups_IVRInterval.sql,
Delete_Nulls_UserObjectSecurity.sql, and Delete-
Dups_UserObjectSecurity.sql scripts from list for SQL Server and
Oracle.

e "Migrate the CIC 3.0 Database", in the "Optimizer table group
considerations" section, added 3rd bullet to indicate that data
from CIC 3.0 cannot be merged into existing data.

e "Workstation Migration Planning", in the "Custom client settings
stored on the CIC server" section, updated the location of where
the custom client settings are stored.

e "Migrate the Interaction Dialer 2.4/3.0 Database", in the "Dialer
database migration considerations" section, added bullet about
deleting workflows that do not contain historical workflow tables
to avoid an error.

e "Migrate the CIC 3.0 Database", in the "To migrate the CIC 3.0
database" section, step 15, added note to indicate that files are
zipped and encrypted after a user clicks finish.

28-January-2015

"Prepare for CIC Database migration”, changed path names that
included \ic30 to \source and \ic40 to \target.

29-January-2015

e '"Introduction’, in the "Migration package contents" section,
updated to indicate new downloads page and use of Migration
.iso.

e ‘Install Interaction Migrator", in the "Interaction Migrator version
information” section and the "Install Interaction Migrator"
section, updated to indicate new downloads page and use of
Migration .iso.

e "Export CIC 2.4/3.0 Configuration Data", in the "If applicable, run
the Interaction Recorder Migration Prep Utility" section, removed
reference to CIC 2.4 and updated to indicate new downloads page
and use of Migration .iso.

e ‘"Introduction’, in the "CIC Database Migration Assistant Version
information” section and the "Install CIC Database Migration
Assistant" section, updated to indicate new downloads page and
use of Migration .iso.

03-June-2015

e In"Install CIC Database Migration Assistant", in the "About the
CIC Database Migration Assistant package" section, removed
bullet about CIC Database Script Execution Tool.

e In"Install CIC Database Migration Assistant’, in the "Install CIC
Database Migration Assistant" section, in step 8 removed two
icons for script shortcuts for CIC Database Script Execution Tool
for 3.0 and 4.0 SQL Scripts.

e In "Prepare for CIC Database Migration", in the "Upgrade the CIC
2.4/3.0 and CIC 2015 R1 or later database schema" section,
updated the two options for running the database schema
upgrade scripts.

e In "Prepare for CIC Database Migration", removed "Use CIC
Database Script Execution Tool to run the database schema
upgrade scripts (SQL Server only)" section.

e In "Migrate the CIC 3.0 Database’, in the "To migrate the CIC 3.0
database" section, added information about checking for
compatibility of source and target database.
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15-July-2015

e Replaced Interaction Client .NET Edition with Interaction
Desktop.

e In Appendix B: Interaction Recorder Migration, "Licensing"
section, updated name of TR to Interaction Recorder and
Interaction Quality Manager Technical Reference.

e In Workstation Migration Planning in the "Windows 0S
requirements" section, updated requirements for Windows 8 and
8.1 to include 32-hit.

e Updated cover page and copyright page.

31-August-2015

e Migration Planning, in the "Interaction Dialer configuration and
database migration summary" section, added information about
server parameter and event log entry.

e Migrate CIC 3.0 Managed IP Phones, in the "Create a DHCP
custom option (recommended)" section, updated parameters in
2b.

01-September-2015

e |mport CIC 2.4/3.0 Configuration Data, in the "Run Interaction
Migrator to import CIC 2.4/3.0 configuration data" section, added
note about conversion of client settings.

e Workstation Migration Planning, in the "Custom client settings"
section, updated note to refer to the Transition to Interaction
Desktop Administrator's Guide.

11-September-2015

Prepare for CIC Database Migration, reorganized to create sections
for Oracle and SQL Server.

16-October-2015

Updated requirements to indicate .NET Framework 4.5.2.

20-October-2015

Chapter 17: Migrate CIC 3.0 Workstations Using Interactive Update,
updated for 2015 R1 or later.

11-January-2016

Migration Planning and Chapter, Prepare for CIC Database Migration,
and Migrate the CIC 2.0 Database, updated to clarify Optimizer
consideration. Updated copyright and trademark information.

15-February-2016

Migrate the CIC 3.0 Database, removed sentences suggesting that
you run CIC database Migration Assistant before importing CIC
configuration data.

10-March-2016

Updated requirements to include Windows 10 version 1511.

04-October-2016

Updated Install Interaction Migrator, Prepare the CIC 2016 R1 or later
Server Environment, and Migrate Intea4rction Media Server 3.0 to
explain the appropriate version of Interaction Migrator to download
and install instead of always installing the "latest" version.

07-December-2016

Updated Prepare the CIC 2015 R1 or Later Server Environment,
Database server requirements to include Microsoft SQL Server 2016.

11-July-2017 Updated Microsoft .NET Framework 4.5.2 requirement to Microsoft
.NET Framework 4.5.2 or later.

18-October-2017 Rebranded to Genesys.

10-January-2018 Added "IP table names" section in chapter 12 to indicate that the

Interaction Migrator import appends "_migrated" to the IP table
names.

15-March-2018

Added link to "CIC 4.0 License Upgrade Guide" to the "Review the CIC
4.0 License Upgrade Guide" section..

28-March-2018

Updated document format.

14-June-2018

Added Microsoft .NET Framework 4.7 requirement for PureConnect
2018 R4 or later.
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1-February-2019

Updated "Create a UDL file for the new 2015 R1 or later database" to
indicate that the UDL file resides on the CCS server, not the CIC
server.
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