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1. GENERAL

The Computer Telephony Integration (CTI) System, which is introduced and operated by the current call centers, depends on application services using CTI TAPI developed by their own self. Thus, the present status indicates that future expected system upgrade or change will be faced by lingering difficulties in great investment, applications modification, functional change, etc. Under the circumstances, a lot of providers need compatible applications regardless of a certain hardware like telephony services purposed of switching system and CTI system, thus trying continual development for their own applications. 

To overcome the difficulties, CIT developers utilize TAPI (Telephony API), which is developed by Micro Soft for the purpose of the evolution of compatible applications in the Windows environment regardless of hardware condition, as the basis of telephony services.

2. SYSTEM IDENTIFICATION 

The system is identifiable as CTI system to be operated in the Windows environment by ensuring smooth interface with TAPI based applications in the Client/Server environment and with CSTA (Computer Supported Telecommunications Application) based switching system

· TAPI based telephony services.

· Call event notification.

· Mutual message conversion between TAPI based message and CSTA based message.

SYSTEM CONFIGURATION
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SYSTEM CONFIGURATION DIAGRAM
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2.2. SOFTWARE CONFIGURATION DIAGRAM








· TAPI Server (Tapisrv.exe): Application used to process TAPI based telephony service in CTI server

· CSTA_TSP (CSTA Telephony Service Provider): Core processing module of CTI server used to convert request and event between TAPI and CSTA 

· SFS (Switching Function Services): Module used to perform service for CSTA based call control request

· SRS (Status Reporting Services): Service module used to report CSTA-based call event and Agent status event

· RPC: Remote Procedure Call
2.3. FUNCTION DEFINITION

3.3.1  Call Control Request

Call Control Request is the call control mode used to request function needed to control call generation or extinction like Calling, Answering, Hanging up, Transferring using computer based on CSTA provided Switching Function service. 

	Mode
	CSTA Functions
	TAPI Functions
	Description
	비고

	Switching Function Services
	Answer Call
	lineAnswer
	Function to reply to a call without user's physical control
	

	
	Clear Connection
	lineDrop
	Function to release a certain device from an assigned call
	

	
	Conference Call
	lineAddToConference
	Function to generate a conference between an on-hold call and an active call
	

	
	Consultation Call
	lineHold + lineMakeCall
	Function to hold the currently an active call and to initialize a new call to the same device
	

	
	Divert Call
	LineRedirect
	Divert a call to different
	

	
	Hold Call
	lineHold
	Function to hold an on-line call
	

	
	Make Call
	lineMakeCall
	Function to generate a call between two devices
	

	
	Query Device
	phoneGetStatusMessages
	Function to query status message of device properties
	

	
	Reconnect Call 
	lineDrop + lineUnhold
	Function to initialize the current connection and switch on-hold connection to the same device
	

	
	Retrieve Call 
	lineUnhold
	R-connect on-hold connection to the same device
	

	
	Set Feature 
	phoneSetStatusMessages
	Function to set up device environment
	


3.3.2  Call Event Reporting Service

Call Event Reporting Service performs the function to collect call event information on a certain device generated in switching system, convert the information into TAPI message, and to notify the message to Client, based on CSTA-provided Status reporting service.

3.3.3
 Message Conversion 

Function to be used to convert call control instructing message requested by TAPI-based Client Application into CSTA Switching Function message, and CSTA call event into TAPI-based call event 
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