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Overview of CLASC 

Functions  

What is the CLASC System? 

he CLASC system (Customer Linked Automated Service Center) is a 
customer service system that allows for the management of waiting customer 
populations. The core technology of the system is an Oracle database that 
warehouses detailed data on the customer population. The warehousing of 

this information allows management to respond to various situations that culminate in 
the reduction of customer wait times and an increase in customer satisfaction. 

Objectives of the CLASC system  

The CLASC System was designed and engineered to address four major issues in 
customer service: 

Á Provide an electronic Customer Queuing System 

Á Provide a Management Information System 

Á Enable response to customers at various levels 

Á Allow for the surge response with additional resources 

The Customer Queuing System provides electronic sign-in, checkout, and 
management of the waiting population in a customer service environment. Customers 
arriving in the customer service area use the customer Sign-In screen to enter their first 
and last name as well as their title/rank and reason for visit. They are welcomed locally 
on the sign in screen and informed to have a seat and their name will appear on the 
Customer Queue. The Customer Queue provides a display of the customers waiting in 
the order of sign-in and also a field that shows the average wait time for the last 5 
customers. The Customer Service Representatives use the Check-Out screen to check 
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customers out in the order in which they signed in; or they may use the Triage screen 
to check customers out according to rank or reason for visit.  Reporting functionality 
provides management with a means for analyzing their customer service visitors. 

Visitors to the customer service 
waiting area are directed to a 
workstation where they are asked 
to ôsign inõ electronically.  The 
SIGNIN1 form is user defined 
and includes informational 
messages as well as clear direction 
on how to type in their name, title 
or rank, and reason for visit.  
Customers then click the Sign In 
button. 

 

 The Sign In Screen 

 

The customer service visitor can then look 
at the large screen display in the waiting 
area and see his name displayed on the 
queue.   
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The triage screen is used to check 
customers out of the queue.  
Checkout times, service wait 
times, etc are stamped in the 
database to keep track of 
customer service statistics. 
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Database  Installation  

Installing and configuring your CLASC  database. 

The CLASC database workstation warehouses all of the information collected 
by the CLASC system.  The central component of the system is the Oracle 
database.  Once installed and configured, maintenance of the database 
workstation should be minimal. 

Database Workstation  Requirements  

The database workstation can be any high end workstation 
that you can dedicate to running only the Oracle database for 
the CLASC system.  Use the list below as a general guideline.  
Remember that each site varies and your system requirements 
may be greater than those listed below.  These requirements 
are considered a minimum. 

 

HARDWARE REQUIREMENTS: 

Á Pentium 4 or better processor 

Á Minimum of 1G  of memory preferably 2G memory 

Á Network card registered with a static IP address 

Á Minimum of 20G hard drive preferable 60G or larger. 

SOFTWARE  REQUIREMENTS: 

Á 32 bit OS such as Windows Server OS,  Vista, Windows 7 with service 
packs applied. 

Chapter  
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Á A ôcleanõ system.  If the system is being recycled, it should be formatted 
and reinstalled to provide a clean drive with nothing but the operating 
system. 

Á Database workstation is named and registered on the network.  Any 
local firewalls should be configured to allow SQL*Net traffic on port 
1521. 

Á Network card configured and logged onto the primary network domain. 

Creating a  folder for CLASC  

The CLASC CD you received has all the files you will need to configure your 
database workstation, and install and configure your client workstations to 
access it.    

On your database workstation, or your local file server, create a directory called 
CLASC.   This should be a server that most of your users will already have 
mapped in their network login scripts.   Copy the entire contents of the CLASC 
CD into the CLASC folder on your files server.   You will access these files 
throughout the installation process and you users will access all of the CLASC 
program files from this central location. 

CD contents and organization  

The CLASC CD is organized into several folders.   

CLASC ð The actual source files for the CLASC system.  These are the Oracle 
forms that the users will see. 

CLASCINST - The Oracle client installation files.  The files in this directory can 
be modified to ease multiple client instillations.  Sample TNSNAMES.ORA files 
and shortcuts that must be modified to point to the correct location for your 
specific site set up. 

CLIENT ð Client installation files as well as example local client 
shortcuts and no client shortcuts. 

INFO ðThe manual and other informational documents.  

SERVER ð The scripts and files needed to run the initial database setup.   

 



D A T A B A S E  I N S T A L L A T I O N  

7 

Oracle Server Software Installation  

 

Oracle 10gXE  

The most current version of Oracle server software supported for 
a CLASC install is Oracle 10gXE.  Oracle 10gXE is a freely 
distributable version of Oracle.  If your site needs an Enterprise or 
other version of the Oracle database, check with TDS prior to 
ordering for compliance.  TDS does not resell any software or 
hardware.  All licenses should be procured prior to installation. 
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Oracle 10gXE  Installation  

The instructions that follow will demonstrate how to install the CLASC software with 
an Oracle 10gXE database.  We will use the C drive letter as a default but inferences to 
drive letter should correspond to your specific installation.  To begin, create two 
directories: 

C:\ CLASC  

C:\ CLASCINST 

The C:\ CLASC directory will be the source directory for the CLASC application.  
Access the CLASC CD you were given or downloaded for your installation.  Copy the 
contents of the \ CLASC3.4 directory into the C:\ CLASC directory. 

The C:\ CLASCINST directory is the directory you will access for your CLASC 
installation and configuration.  Copy the \ CLIENT, \ INFO, \ SERVER, and 
\ UPGRADE directories into the C:\ CLASCINST directory. 

Download the Oracle 10gXE installation application to the 
C:\ CLASCINST\ SERVER directory.   This can be downloaded from the Oracle 
web site 

http://www.oracle.com/technology/software/products/database/xe/index.html 

or from our site: 

http://www.topdollarsolutions.com/upgrade/OracleXE.exe 

 

Chapter  
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Execute the OracleXE.exe installation from the C:\ CLASCINST\ SERVER 
directory.  You will be prompted to choose the location to install.  Change the 
Destination folder to C:\ ORA_CLASC.  If this directory does not exist you can allow 
the installation to create it for you.  Click Next to continue. 
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Next, you will be prompted to choose passwords for the SYS and SYSTEM users.  As 
a default, choose clasc.  They should be changed at a later time.  Contact your systems 
administrators or local information security officials for guidance on Oracle database 
security.  Click Next when the password has been entered and confirmed. 
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A summary of the choices you have selected and several default settings will be 
presented.  Make sure the Destination Folder reads C:\ ORA_CLASC.  Click Install to 
proceed. 
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The installation will run and when it has completed you will see the following screen.  
Uncheck the Launch the Desktop homepage option.  Click Finish. 

 

The Oracle application is now installed and ready for the database setup. 

 

Running the Database Setup Scripts  

Once the installation has completed you will need to create the SQLPlus.exe shortcut 
on the desktop.  The file location is: 

C:\ ORA_CLASC\ app\ oracle\ product\ 10.2.0\ server\ BIN\ sqlplus.exe 

Right mouse click on the sqlplus.exe application and choose Copy.  On the desktop, 
right mouse click and choose paste.  If multiple admins access the workstation, you 
might consider putting the shortcut in the ALL Users or Public Desktop for everyone 
to access. 

Change the start in directory to  C:\ CLASCINST\ SERVER    From here, you will 
run the SQL scripts needed to create the CLASC users and database entries which 
comprise the CLASC system. 
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You may need to set up your local TNSNAMES.ORA file for accessing the newly 
created database. To do so, browse to: 

C:\ ORA_CLASC\ app\ oracle\ product\ 10.2.0\ network\ admin\ tnsnames.ora 

Open the file for editing.  You will want an enrty for your new CLASC database that 
resembles the following.  The easiest thing to do may be to copy the existing entry for 
XE and simply change the name to CLASC.world =: 

 

Before running the script, open the CREATE_CLASC.SQL script for edit.  Make sure 
that at the bottom of the file all of the directory listings that it is calling are correct.  For 
instance, by default the script will assume the Start In directory of the SQLPlus 
shortcut.  You may want to hard code in the full path and filename of the scripts that 
are run.  i.e.  @C:\ CLASCINST\ c_para.sql 
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Double click to execute the SQLPLUS icon.   Log in when prompted with the 
username system and the password  clasc   This should bring you to a SQL> prompt. 

From the SQL> prompt, you will run the script to create the CLASC user and set up 
the CLASC system entries.  At the prompt enter: 

SQL>@C:\ CLASCINST\ SERVER\ CREATE_CLASC.SQL 

 

Press enter and the script will run, create the necessary users, then disconnect and close 
the window. 

 Check the C:\ CLASCINST\ SERVER\ create_clasc.log  file for any errors.  It should 
read  NO ERRORS  in the file. 

 

The database portion of the installation is complete. 
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Post Installation Tasks  

You will need to install the Oracle client on the server to be able to run the CLASC 
forms application.  Proceed to Chapter 5 ð Client Installation and follow the 
instructions in the Running a Full Client Install (Sound Option) section. 

Once the database is installed, it should be secured according to specifications set forth 
at your company or installation.  See the Oracle web site for documentation on 
database security. 
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CLASC Auto Installation  

The instructions that follow should be used only if you have been provided with a 
CLASC AutoInstall CD from TDS support.  The AutoInstall is sometimes used as 
recovery option when an existing backup export of all of a sites data exists and there 
has been a hardware failure or change  CLASC  AutoInstalls are version specific and 
should only be used under advisement of the TDS support staff. 

The CLASC AutoInstall is somewhat like an image.  It copies all of the files, creates all 
of the registry and services entries, sets up a starter database, and sets up the desktop 
for use as a CLASC server.  This installation will overwrite any existing Oracle installs 
without prompt.  This is a very fast recovery method but should be used carefully. 

Preparing for the install  

The entire autoinstall recovery process will run for approximately 15-20 minutes 
depending on the computer hardware on which it is being installed.  Before beginning, 
make sure there is nothing left on the computer you will need (such as a 
TNSNAMES.ORA or customized JPG files) as they will be overwritten or deleted. 

Administrator Rights  

You must be logged on with the Windows equivalent of Adminstrator 
rights including the ability to copy to the root of the volume you are 
installing on as well as create a service and edit the registry to successfully 
run the install.  If you do not have Windows defined administrator rights, 
or those rights have been superceded by a logon script, the installation 
may fail. 

Running the CLASC AutoInstall CD  

Insert the CLASC AutoInstall disk given to you by TDS support.  The CD is set to 
autostart.  In the case that this option is disabled on your system, browse to the CD 
and double click the install.bat file on the root of the CD.  

Chapter  
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The initial screen of the CLASC Autoinstall CD displays the license agreement. 

The initial screen will display the license agreement.  You may hit toe space bar to 
proceed through the license agreement.  The next screen that will display is the install 
screen: 

 

The AutoInstall main screen 

Press enter to being the install.  Choosing to install the software is acceptance of this 
agreement.  The install will give the option of changing the drive letter to which the 
entire CLASC AutoInstall will be installed. 
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Drive selection screen. 

It is suggested that if possible you do not install on the C drive as this allows a better 
separation of your operating system platform and application files.  The system 
performs the same it will just make administration easier if you are able to separate the 
drives.  Select the drive letter and hit enter. 

The installation will begin copying files.  This process can take anywhere from 15 to 30 
minutes depending on the speed of your drives.   

 

The installation copies files to the selected drive. 

The installation will continue copying by steps 1 ð 5 then prompt that the installation is 
complete. 
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Installation Complete 

Choose Reboot.  After the reboot process begins eject the CD from the drive.  
Ejecting the CD from the drive before the reboot has finished reading from the disk 
will produce an error that the installation process cannot read the CD and to re-insert 
then try again.   Make sure you leave the CD in until after you have hit <ENTER> on 
the REBOOT option. 

The system will reboot and bring you back to the main operating system screen.   All 
of the CLASC system components should now be present if you were not notified of 
any errors and saw the prompt to teboot.  If this is not the case, your support 
representative you are working with will instruct you what to do. 

Setting up the TNSNAMES.ORA files  

The installation will try to determine the workstation IP address but occasionally will 
pull the full host name in the installation process.  The TNSNAMES.ORA files should 
reflect the static IP address of the server.   

There are TNSNAMES.ORA files for both the server and client pieces of the install.  
Their locations are: 

C:\ ORA_CLASC\ app\ oracle\ product\ 10.2.0\ server\ NETWORK\ ADMIN \ tnsna
mes.ora 

C:\ ORANT\ NET80\ ADMIN \ tnsnames.ora 

Browse to the ORA_CLASCé file to edit the server tnsnames.ora.  It should look 
something like this: 
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Server tnsnes.ora file. 

If the HOST= statement does not have the correct static IP address you will have to 
edit the file and save your changes. 

Edit the C:\ ORANT\ NET80\ ADMIN \ tnsnames.ora to check the client copy. 

 

Client tnsnames.ora 

The client copy should look essentially the same with the exception of the 
CLASC.world vs just CLASC on the server copy.   Again, make sure the 
HOST=definition has the correct static IP address. 
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Testing the AutoInstall  CLASC system  

The installation is now complete and you should begin testing the forms.  Remember, 
on default data will appear in the forms until you either modify the parameters using 
paraedit, or import you data from a valid export file. 

On the desktop will be 2 folders.  SHORTCUTSNT and NOCLIENT 
SHORTCUTS.   The SHORTCUTS NT utilize the local C:\ ORANT forms 
executables.  The NOCLIENT SHORTCUTS use a batch file to launch a witual 
forms session on the workstation.   For the purpose of testing to make sure the 
database is up, you may use either one of these.  Choose Queue1 and choose to start 
the TRIAGE or SIGNIN forms.  Again, any form will satisfy the test requirement.  
Simply double click on the form.  If it opens, you have successfully connected to a 
started database.  Proceed with Chapter 5 Client Installation to connect your clients to 
your server. 
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Client Installation  

Installing and configuring the CLASC client. 

The CLASC client is an Oracle Forms and Reports Runtime install on the local client 
workstation.   The current version of Forms and Reports for the CLASC client is 
Forms 6i patch 7.   This has been compiled into 2 separate client executables to ease 
installation.  Time required to install and configure a client varies based on hardware 
capability, but usually averages 5 to 10 minutes. 

Note for  Auto Installation Users  

The client will be automatically installed on your database workstation if 
you used the TDS Oracle 10gXE Auto Installation.  These instructions 
would be applicable to any other workstation client installations. 

Each site is unique and will require slight variations in client configuration.  At a 
minimum, each client must have 

1. The Oracle Forms and Reports Runtime client installed 

2. A site configured TNSNAMES.ORA copied to the client workstation. 

3. Site configured shortcuts copied to the client to run the individual forms 
that comprise the CLASC application. 

In the following pages we will cover initial client file configuration and setup that will 
ease subsequent client installations to make the client install process as quick and easy 
as possible. 

Chapter  
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Client Requirements  

The client can be a workstation running almost any of todayõs more 
recent implementations of Microsoft operating systems.  In essence, 
most existing client workstations can easily run the CLASC Oracle 
Forms client.  Special attention should be paid to exisiting Oracle 
Forms client installs.  Use the lists below as a general guideline.  
These requirements are considered a minimum. 

 

HARDWARE REQUIREMENTS: 

Á Pentium 4 or better processor. 

Á A minimum of 500M free disk space. 

Á 1G memory 

Á No obvious hardware faults or failures ( i.e. bad video card, network card) 

 

SOFTWARE  REQUIREMENTS: 

Á Windows Vista/732 bit with current service packs applied. 

Á A well maintained system.  (no recurrent locks or reboots) . 

Á Workstation is named and registered on the network 

Á Network card configured and tested  (logged onto the primary network 
domain.) 

 

Preparing the software for install  

In order to facilitate the easy installation of multiple clients, we will once again utilize 
the server copy of the CLASC CD.  If you have not yet done so, copy the entire 
contents of the CLASC CD to a locally accessible network drive.  Preferably a drive all 
users are mapped to in their initial network logon..  In Windows Explorer, browse to 
the folder  where the CLASC CD files were installed.  Make sure that you have set the 
permission on the entire folder so that all files in the C:\ CLASC_Install\ CLIENT 
directory are modifiable (not read only) by CLASC administrators. 

: 
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The contents of the CLASC CD. 

Running the Basic Client Install  

A basic client installation will allow you to access the CLASC forms on the 
workstation.  This is the most common client installation option and is appropriate for 
most workstations. 

Note  

There are 2 options in installing a CLASC client workstation.  Basic and 
Sound Enhanced.   If you want to install the Sound Enhanced version, 
please refer to that section later in this chapter. 

The CLASC_Install folder contains a CLIENT directory.  The ER60Base.exe and the 
ER60path.exe are the only 2 executable files you will need to do a basic client install. 

The ER60base.exe and ER60pat.exe are each self extracting files that allow you to run 
the complete install by executing them once.   In the process, files are extracted to your 
local temp directory.  If you are low on disk space (see hardware requirements above), 
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the install will fail.  Occasionally, with some site configurations, you must log onto the 
workstation with administrator rights to run an installation. 

Execute the ER60base.exe file 

 

Double click on the ER60base.exe to start the client installation.  Click next. 

Next, you will follow the prompts in the client installation screen to run the install. 
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Files will begin extraction 

After the files are extracted for the install, you will see the Oracle Installation Settings 
screen.  As a general rule, this information can be left default.  If you choose to change 
the Location setting to another local hard drive, make a mental note the the 
accompanying patch install (ER60pat.exe) must also be installed in that directory. 
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The initial installation settings screen.  Click OK. 

Next you will see a black screen that shows status of files installing.  There are no 
options and the installation will continue to completion. 

 

The installation successful screen. 

When you see the Installation Successful screen, click OK. 

Next, you will install the ER60pat.exe   Note that you must install the ER60BASE then 
the ER60PAT executables in that order.  If you fail to do so, the software may not 
function correctly. 

Double click the ER60pat.exe to start the patch install. 
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The initial ER60pat screen. 

Just as before, click NEXT to proceed with the install.  As before, the installation files 
will extract to the local temp directory.  You will then see the Oracle Installation 
Settings window. 

 

Installation Settings window. 
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It is important that you do not change the NAME feld to a different Oracle Home.   
On this second, patch installation, you should accept all defaults unless you chose to 
change the LOCATION on the first install to a different local hard drive.  If so, you 
will make the same change here if it does not default to the correct drive. 

Again, the files will install and you will see the installation successful screen. 

 

Installation Successful 

Click OK and to accept the acknowledgement that the installation was successful. 

Configuring the client  

The server template TNSNAMES.ORA files and shortcuts that were modified earlier 
can be utilized to quickly set up the client workstation.  There is also an example 
tnsnames.ora for a client in the CLASC_Install\ Client directory.  These must be set up 
on the initial client install.  For setup instructions, see ôModifying Server Template 
Client Shortcutsõ later in this chapter. 

At the client workstation: 

1. Copy / edit the C:\ ORANT\ NET80\ ADMIN \ tnsnames.ora file to have 
the correct host= information.  This is usually the static IP address of the 
CLASC server.  See the example tnames.ora for a template. 

2. Copy the appropriate shortcut to the desktop.  In example, for Queue 1 
Triage, you would need to copy the 
C:\ CLASC_Install\ Client\ desktop\ c\ ShortcutsNT\ Queue1\ triage.lnk 
shortcut to the Public desktop that all users will be able to access.   Double 
check the shortcut link to make sure it is pointing to the correct Target and 
Start In locations.  The Start in location for the client should be wherever 
they will point for their access to the CLASC files.  Often, this is a mapped 
drive to a server such as Q:\ CLASC.  If this is the first time a user will 
access from this workstation, you may need to map the drive before 
copying in the shortcut. 
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NOTE  

You may need administrator rights to perform this function. If a 
particular client workstation (such as a customer service chief or alternate 
CLASC administrator) needs access to the reports or parameter editing 
forms, you will need to copy the individual form they need access to.  
Only administrators should have access to the PARAEDIT form. 

3. Test each shortcut to make sure that you can connect to the server. 

 

Running a full client install (Sound Option)  

In order to use the sound feature of the CLASC product, you must run what is 
referred to as a complete Oracle client install of Oracle Developer 2000 version 6.0.  
Due to a limitation in the Oracle client installation process, the sound files, necessary to 
process the sound program calls in the WARNQ screens, must be present on the client 
and are NOT present with the Basic Client Install. 

You should only run the complete client install if you wish to use the sound option and 
then only on those workstations that will utilize it.  For example, if you will be installing 
a central WARNQ system in the customer service back office that will run only the 
WARNQ screen at all times, you would need the complete client install to use sound 
with it.    Due to the size of the complete client install, it is encouraged that you use this 
sparingly and only on dedicated workstations that will need sound.  The complete 
client install will take roughly 200M hard disk space on the client. 

Insert the CD labeled Developer 6.0 CD 1 of 2. 

 

Initial autostart screen for the complete client installation. 
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After the initial autostart screen, the system will prompt you to select a language.  Click 
OK to select the default of English. 

 

Language selection screen. 

After selecting the Language, the system will ask you to select the installation location.  
Th Company Name does not matter, but make sure that you accept the default Oracle 
Home.  You can choose to install on another hard drive (such as D:\ ORANT), but 
you must accept the default Oracle Home name of ORANT for NT/200 installs or 
ORAWIN95 for 95/98/ME installs. 

 

Installation Settings screen. 

The next screen will ask you to select your Oracle Developer Install option.   It is very 
important that you select COMPLETE.  If you do not, the CLASC sound option will 
not work after the client installation is complete.   
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Oracle Developer options screen. 

Occasionally, when reinstalling an existing Oracle client or upgrading, you may see 
screens prompting that you are installing an older version and prompting you for 
confirmation to continue.  You should accept this prompt, but use it as a reminder that 
in all client installs, basic and complete, you must install both the base CD and the 
accompanying patch CD.  Failure to successfully install both CDs may result in errors 
when using the CLASC system. 

Note  

Installation of an Oracle client over an existing client may cause other 
Oracle programs to fail.  Make sure that you are overwriting a CLASC 
Oracle client install and not the installation of another program. 

 

Notification of an existing older version of a client install. 

The client installation will begin copying files and installing the complete Oracle client 
install of the workstation.   At the end of the install you will be prompted that 
installation completed successfully. 
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Next, you must install the accompanying patch CD labeled Oracle Developer 2000 
version 6.0 CD 2 of 2.   Insert the CD.  After the initial loading welcome screen you 
saw on the first install, you will be prompted with the Installation Settings screen. 

 

Installation Settings screen for CD 2 of 2. 

Note that the Location cannot be changed.  It should default to the location where you 
installed the first CD.  Do not changed the Name of any other information.  Accept 
the defaults and click OK. 

The installation will proceed to the Software Asset Manager screen.   You will want to 
select all of the installable options of the left window EXCEPT: 

Graphics Server 6.0.5.. 

Reports Thin Client 6.0.5 

Reports Multitier Server 

Open Client Adapter ODBC 6.0.5 

Reports Express Support 

Under the Window labeled Available Products at E:\ install (where E:\ install 
represents your CD location)  CTRL+Click all items except the ones listed above.  
Note, you may have to expand some sections to choose not to install only the items 
above.  
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Software Asset Manager Screen of Developer 200 CD 2 of 2 

 






































