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Abstract

These Application Notes describe the configuration steps required for Envision Centricity to
interoperate with Avaya Aura™ Communication Manager and Avaya Aura'™ Application
Enablement Services for Quality Monitoring with Single Step Conference. Envision
Centricity is a call recording solution.

In the compliance testing, Envision Centricity used the Telephony Services Application
Programming Interface from Avaya Aura'” Application Enablement Services to monitor
contact center devices on Avaya Aura'™ Communication Manager, and used the Single Step
Conference feature via the Avaya Aura' " Application Enablement Services Device, Media,
and Call Control interface to capture the media associated with the monitored agents for call
recording.

Information in these Application Notes has been obtained through DevConnect compliance
testing and additional technical discussions. Testing was conducted via the DevConnect
Program at the Avaya Solution and Interoperability Test Lab.
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1. Introduction

These Application Notes describe the configuration steps required for Envision Centricity to
interoperate with Avaya Aura™ Communication Manager and Avaya Aura'™ Application
Enablement Services for Quality Monitoring with Single Step Conference. Envision Centricity
is a call recording solution.

In the compliance testing, Envision Centricity used the Telephony Services Application
Programming Interface (TSAPI) from Avaya Aura'™ Application Enablement Services to
monitor contact center devices on Avaya Aura' ™ Communication Manager, and used the Single
Step Conference feature via the Avaya Aura' Application Enablement Services Device, Media,
and Call Control (DMCC) interface to capture the media associated with the monitored agents
for call recording.

In a Quality Monitoring environment, recording of calls at the agents are controlled by the agent
recording schedule defined by the supervisor using the Envision Quality Monitoring application.
For agents with active schedules, Envision Centricity uses the TSAPI interface to monitor calls
at the agents, and uses the DMCC interface to obtain the media associated with the calls for
recording. The media is obtained by using DMCC to activate the Single Step Conference feature
to add a virtual IP softphone to the active call.

1.1. Interoperability Compliance Testing
The interoperability compliance test included feature and serviceability testing.

The feature testing focused on verifying the following on Envision Centricity:
e Handling of TSAPI messages in the areas of event notification and value queries.
e Use of DMCC registration services to register and un-register the virtual IP softphones.

e Use of DMCC call control services and events to activate Single Step Conference for the
virtual IP softphones.

e Use of DMCC monitoring services and media control events to obtain the media from the
virtual IP softphones.

e Proper recording, logging, and playback of calls for scenarios involving inbound, outbound,
internal, external, ACD, non-ACD, hold, reconnect, simultaneous, conference, and transfer.

The serviceability testing focused on verifying the ability of Envision Centricity to recover from
adverse conditions, such as disconnecting/reconnecting the Ethernet cable to Envision Centricity.
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1.2. Support

Technical support on Envision Centricity can be obtained through the following:

e Phone: (206) 225-0800, x600
e Email: support@envisioninc.com
e Web: http://www.envisioninc.com/customer central.cfm
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2. Reference Configuration

Envision Centricity has a Quality Monitoring application as part of the Performance Suite that
can be used to review and playback the call recordings. In the compliance testing, the Envision
Performance Suite was installed on the supervisor PC.

The detailed administration of basic connectivity between Avaya Aura' " Communication
Manager and Avaya Aura'™ Application Enablement Services, and of contact center devices are
not the focus of these Application Notes and will not be described. Furthermore, the detailed
administration of agent recording schedules on Envision Quality Monitoring is outside the scope
of these Application Notes and will not be described.

In the compliance testing, Envision Centricity monitored the VDN, skill group, and agent station

extensions shown in the table below.

Device Type Extension
VDN 65500
Skill Group 65555
Supervisor Station 65000
Agent Station 65001, 65002
Agent ID 65881, 65882
“ReTN Y
'\Q’\/
oo Al

Avaya C363T-PWR
Converged Stackable Switch

0323220

Avaya Aura™
Application Enablement Services

Avaya Aura’™
Communication Manager on
Avaya 38500 Server with i

Avaya G650 Media Gateway [
b iminim TSAPI & DMGC - ———— !
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Avaya 9600 Series
2, IP Telephones
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10.32.35.175

Contact Center Supervisor with
Avaya 9600 Series IP Telephaone
and Envision Performance Suite
Envision Centricity
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3. Equipment and Software Validated

The following equipment and software were used for the sample configuration provided:

Equipment Software
Avaya Aura™ Communication Manager on
Avaya S8500 Server RO15x.02.1.016.4
Avaya G650 Media Gateway
e TN799DP C-LAN Circuit Pack HWO01 FW032
e TN2302AP IP Media Processor HW20 FW120
Avaya Aura™ Application Enablement Services 5.2
Avaya 9600 Series IP Telephones (H.323) 3.1
Envision Centricity on 10.0.0200.20
Windows 2003 Server with Service Pack 2
e Envision Centricity
e Envision Centricity Web Applications
e Envision Server
e Envision Windows Media Wrapper Service
e Avaya TSAPI Windows Client 5.2.1.474
e Avaya DMCC .NET Service Provider 4.2.47.0
Envision Performance Suite 10.0.0200.20
TLT; Reviewed: Solution & Interoperability Test Lab Application Notes 5 0f40
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4. Configure Avaya Aura™ Communication Manager

This section provides the procedures for configuring Avaya Aura™ Communication Manager.
The procedures include the following areas:

e Verify Communication Manager License
e Administer CTI link
e Administer virtual IP softphones

4.1. Verify Communication Manager License

Log in to the System Access Terminal (SAT) to verify that the Communication Manager license
has proper permissions for features illustrated in these Application Notes. Use the “display
system-parameters customer-options” command to verify that the Computer Telephony

Adjunct Links customer option is set to “y” on Page 3. If this option is not set to “y”, then
contact the Avaya sales team or business partner for a proper license file.

display system-parameters customer-options Page 3 of 11
OPTIONAL FEATURES

Abbreviated Dialing Enhanced List?
Access Security Gateway (ASG)?

Analog Trunk Incoming Call ID?

A/D Grp/Sys List Dialing Start at 01?2
Answer Supervision by Call Classifier?
ARS?

ARS/AAR Partitioning?

ARS/AAR Dialing without FAC?

ASAI Link Core Capabilities?

ASATI Link Plus Capabilities?

Async. Transfer Mode (ATM) PNC?
Async. Transfer Mode (ATM) Trunking?
ATM WAN Spare Processor?

Audible Message Waiting?
Authorization Codes?

CAS Branch?

CAS Main?

Change COR by FAC?

Computer Telephony Adjunct Links?
Cvg Of Calls Redirected Off-net?
DCS (Basic)?

DCS Call Coverage?

DCS with Rerouting?

S5 B8 B8 BKNK BB B3

Digital Loss Plan Modification?
DS1 MSP? Y

BB R RS SRR S
=)

4.2. Administer CTI Link

Add a CTI link using the “add cti-link n” command, where “n” is an available CTI link number.
Enter an available extension number in the Extension field. Note that the CTI link number and
extension number may vary. Enter “ADJ-IP” in the Type field, and a descriptive name in the
Name field. Default values may be used in the remaining fields.

add cti-link 1 Page 1 of 3
CTI LINK
CTI Link: 1
Extension: 60100
Type: ADJ-IP
COR: 1
Name: Envision CTI Link
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4.3. Administer Virtual IP Softphones

Add a virtual softphone using the “add station n” command, where “n” is an available extension
number. Enter the following values for the specified fields, and retain the default values for the
remaining fields.

e Type: Any IP telephone type allowing multiple buttons, such as “4610”.
e Name: A descriptive name.
e Security Code: A desired value.

IP SoftPhone: “y”

add station 65991 Page 1 of 5
STATION
Extension: 65991 Lock Messages? n BCC: O
Type: 4610 Security Code: 65991 TN: 1
Port: IP Coverage Path 1: COR: 1
Name: Envision Virtual #1 Coverage Path 2: CoS: 1

STATION OPTIONS

Hunt-to Station:

Time of Day Lock Table:

Loss Group: 19 Personalized Ringing Pattern: 1
Message Lamp Ext: 65991
Speakerphone: 2-way Mute Button Enabled? y
Display Language: english Expansion Module? n
Survivable GK Node Name:
Survivable COR: internal Media Complex Ext:
Survivable Trunk Dest? y IP SoftPhone? y
IP Video Softphone? n
Customizable Labels? y

Repeat this section to administer the desired number of virtual IP softphones. In the compliance
testing, two virtual IP softphones were administered as shown below, to allow for simultaneous
recording of two monitored agent stations in Section 2.

list station 65991 count 2

Ext/
Hunt-to

65991

65992

STATIONS
Port/ Name / Room/ Cvl/ COR/ Cable/
Type Surv GK NN Move Data Ext Cv2 COS Jack
S00002 Envision Virtual #1 1
4610 no 1
S00005 Envision Virtual #2 1
4610 no 1
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5. Configure Avaya Aura™ Application Enablement Services

This section provides the procedures for configuring Avaya Aura'™ Application Enablement
Services. The procedures include the following areas:

e Verify license

e Launch OAM interface

e Administer TSAPI link

e Administer H.323 gatekeeper
¢ Disable security database

e Restart TSAPI service

e Obtain Tlink name

e Administer Envision user
¢ Enable DMCC unencrypted port

5.1. Verify License

Access the Web License Manager interface by using the URL “https://ip-address/WebLM/
index.jsp” in an Internet browser window, where “ip-address” is the IP address of the
Application Enablement Services server.

The Web License Manager screen is displayed. Log in using the appropriate credentials.

TLT; Reviewed:
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Web License Manager (WebLM v4.6)

Logon

User Name: |
|

T
Password: |
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The Web License Manager screen is displayed. Select Licensed products > APPL. ENAB >
Application_Enablement in the left pane, to display the Licensed Features screen in the right

pane.

Scroll down the screen, and verify that there are sufficient licenses for Device Media and Call
Control and TSAPI Simultaneous Users, as shown below.

7 AVAYA

| Install License

YLll:ensed Products

. APPL_ENAB

| Application_| Enablement
| Uninstall License

, Change Password

| Server Properties
;>Manage Users

| Logout

Application Enablement (CTI) - Release: 5 - SID: 10503000 (Standard License File)

You are here: Licensed products = Application Enablement (CTI)

License installed on: Apr 16, 2010 11:27:38 AM EDT

Yiew Peak Usage

Licensed Features

Feature Explratlon
LKEsRord)

Upified CC API Desktop Edition

{WaALUE_AES. AEC_UNIFIED CC DEskTop) PErmanent 1000

Cevice Media and Call Control

Web License Manager (Webl M v4.6)

{VALUE_AES_DMCC_DMC) | BErEDEEs L0l Y
. E\.-'LSLUE_AES_DLG) permanent 16 o
: E:UU;ILQUNEAASI'EQSI CULAN_ASAL) perEnent: 16 o
| e e :
E:UU;ILQUNEE.;?EDSTT;;E)YPIR_‘iInElfl'sARY_LINKS) | parmanent: |16 z
(A\.FASLSEf:ENSiiEééjEEREGSEV_V.;B%HANCED) EETTRTEnE ) i Y
Rl e "
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5.2. Launch OAM Interface

Access the OAM web-based interface by using the URL “https://ip-address” in an Internet
browser window, where “ip-address” is the IP address of the Application Enablement Services
server.

The Please login here screen is displayed. Log in using the appropriate credentials.

AVAyA Application Enablement Services

Management Console

Please login here:

Username | |

Password | |

2009 Avaya, Inc. All Rights Reserved.

The Welcome to OAM screen is displayed next.

Wwelcome: User craft

H H H Last login: Wed Jul 14 09:39:54 2010 frorm 10.32.35.10
AVAyA Application Enablement Services HostMarne/IP: AES-Test/10.32.32.20
Management Console Server Offer Type: TURNKEY
SW Version: r5-2-0-98-0

Home Home | Help | Logout

» AE Services

Interface - : Welcome to OAM

Licensing
_ The AE Services Operations, Administration, and Management (0AM) Web provides you with tools for
Maintenance rmanaging the AE Server, OAM spans the following administrative domains:

MNetworking
® AE Services - Use AE Services to manage all AE Services that you are licensed to use on the AE Server,

Security » Communication Manager Interface - Use Communication Manager Interface to manage switch
connection and dialplan,
® Llicensing - Use Licensing to manage the license server.,
e Maintenance - Use Maintenance to manage the routine maintenance tasks.
User Management ® Networking - Use Networking to manage the network interfaces and ports,
® Security - Use Security to manage Linux user accounts, certificate, host authentication and
authorization, configure Linux-PAM (Pluggable Authentication Modules for Linux) and so on.
® Status - Use Status to obtain server status informations,
® User Management - Use User Management to manage AE Services users and AE Services user-related
resources,
» Utilities - Use Utilities to carry out basic connectivity tests,
# Help - Use Help to obtain a few tips for using the OAM Help system

Status

Depending on your business requirements, these administrative domains can be served by one administrator
for both domains, or a separate administrator for each domain,
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5.3. Administer TSAPI Link

To administer a TSAPI link, select AE Services > TSAPI > TSAPI Links from the left pane.
The TSAPI Links screen is displayed, as shown below. Click Add Link.

Welcome: User craft

H H H Last login: Wwed Jul 14 09:39;54 2010 from 10.32.35.10
AVAyA Application Enablement Services Hostlame/IP: AES-Test/10.32.32.20
Management Console Server Offer Twpe: TURNEEY
S Mersion: r5-2-0-98-0

AE Services | TSAPI | TSAPI Link Home | Help | Logout
CWLAN -
TSAPI Links
DLG
DMCC Link _|switch Connection  JswitchcTilink#  Jasariink version  Jsecurity |
SMS [ add Link_ | [ Edit Link | [ Delete Link |
TSAPI

= TSAPI Links
= TSAPI Properties

The Add TSAPI Links screen is displayed next. The Link field is only local to the Application
Enablement Services server, and may be set to any available number. For Switch Connection,
select the relevant switch connection from the drop-down list. In this case, the existing switch
connection “S8500” is selected. For Switch CTI Link Number, select the CTI link number
from Section 4.3. Retain the default values in the remaining fields, and click Apply Changes.

wielcome: User craft

H H H Last login: Wed Jul 14 09:39:54 2010 from 10.32.35.40
AVAyA Application Enablement Services HostName/IP; AES-Test/10,32.32.20
Management Console Server Offer Type: TURMKEY
SW o Mersion: r5-2-0-98-0

AE Services | TSAPT | TSAPI Link Home | Help | Logout
CWLAN -
Add TSAPI Links
DLG
DMCC Link [1 ¥
SMS Switch Connection |_9:-8_50-E_Vi
TSAPI Switch CTI Link Number| 1 v:
» TSAPI Links ASAT Link Version [4 %]
= TSAPI Properties Security |-.Unencryp;:e_t-1_-;-i
Communication Manager 2 —
Interface [ Apply Changes ] [ Cancel Changes ]
{3 Lic:ensing_
TLT; Reviewed: Solution & Interoperability Test Lab Application Notes 11 of 40
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5.4. Administer H.323 Gatekeeper

Select Communication Manager Interface > Switch Connections from the left pane. The
Switch Connections screen shows a listing of the existing switch connections.

Locate the connection name associated with the relevant Communication Manager, in this case
“S85007, and select the corresponding radio button. Click Edit H.323 Gatekeeper.

welcome: User craft
H H H Last login: Wwed Jul 14 09:39:54 2010 from 10.32.35.10
AVAyA Appllcatlo“ E“ableme“t SeWIceS HostMame/IP: AES-Test/10.32.32.20

Management Console Server Offer Type: TURNKEY
SW Version: r5-2-0-98-0

Home | Help | Logout

Communication Manager Interface | Swit

Switch Connections

Switch Connections

|[ Add Connection ]

Dial Plan |

» Licensing PoessorEtheret PIsg Perid 3 Numheof Actiu l::nnectis i
= | | |

» Maintenance &) =8500 Mo a0 o

» Metworking [ Edit connection | [ Edit FE/CLAN TIPS | | Edit H.323 Gatekeeper | [ Delets Connection |

b Security

The Edit H.323 Gatekeeper screen is displayed. Enter the IP address of a C-LAN circuit pack
or the Processor C-LAN on Communication Manager to be used as H.323 gatekeeper, in this
case “10.32.32.12” as shown below. Click Add Name or IP.

Welcome: User craft
- = = Last login: Wed Jul 14 09:39:54 2010 from 10.32.35.10
A\/AYA Application Enablement Services et lagim o U L B o

Management Console Server Offer Type: TURMKEY
SW Version: r5-2-0-958-0

Home | Help | Logout

Communication Manager Interface | Switch Connections

Edit H.323 Gatekeeper - 58500

Switch Connections

[10.32.32.12 [[__Add Name or1p ]

Dial Plan
Mame or IP Address

» Licensing Delete IP

» Maintenance

» Networking
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5.5. Disable Security Database

Select Security > Security Database > Control from the left pane, to display the SDB Control
for DMCC and TSAPI screen in the right pane. Uncheck Enable SDB TSAPI Service, JTAPI
and Telephony Service, and click Apply Changes.

Welcorne: User craft

H H H Last login: Wwed Jul 14 09:39:54 2010 from 10.32.35.10
AVAyA Appllcatlo“ E“ableme“t servlces HostMame/IP: AES-Test/10.32.32.20
Management Console Server Offer Type: TURNKEY
SW Version: r5-2-0-95-0

rity | Security Database [ Control Home | Help | Logout

b AE Servic
tion Manager
SDB Control for DMCC and TSAPI
b Licensing
sitla ntanante [] Enable SDB far DMCC Service
[[] Enable SDB TSAPI Service, ITAPI and Telephony Service

Apply Changes

» Networking

¥ Security

Account Management
Audit

Certificate Management
Enterprise Directary
Host &8

PAM

Security Database

= Control

5.6. Restart TSAPI Service

Select Maintenance > Service Controller from the left pane, to display the Service Controller
screen in the right pane. Check the TSAPI Service, and click Restart Service.

welcome: User craft

H H H Last login: Wed Jul 14 09:39:54 2010 from 10.32.35.10
AVAyA Appllcatlon Enablement Services HostMarme/IP: AES-Test/10.32.32.20
Management Console Server Offer Type: TURNKEY
W Wersion: r5-2-0-98-0

Maintenance | Service Controller Home | Help | Logout

» AE Services
Communication Manager

¥ Interface Service Controller
g [0 asal Link Manager Running
o e [ oMcc service Running
S [ cwian service Running
Service Controller B s S

Server Data . .
|:| Transport Layer Service Running

b Networking TSAPI Service Running

» Security
For status on actual services, please use Status and Control

b Status

» User Management [start(stop [ Restart Service | Restart AE Server  |[ Restart Linux || Restart Web Server |
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5.7. Obtain Tlink Name

Select Security > Security Database > Tlinks from the left pane. The Tlinks screen shows a
listing of the Tlink names. A new Tlink name is automatically generated for the TSAPI service.

Locate the Tlink name associated with the relevant switch connection, which would use the
name of the switch connection as part of the Tlink name. Make a note of the associated Tlink
name, to be used later for configuring Envision Centricity.

In this case, the associated Tlink name is “AVAYA#S8500#CSTA#AES-TEST”. Note the use
of the switch connection “S8500 from Section 5.3 as part of the Tlink name.

Welcorne: User craft

H = - Last login: Wwed Jul 14 09:39:54 2010 from 10.32.35.10
A\/A A Application Enablement Services e bR R o
Management Console Server Offer Type: TURNKEY
SW Version: r5-2-0-95-0

Security | Security Database | Tlinks Home | Help | Logout

» AE Services
Communication Manager ’
* Interface Tlinks
p Licensing
Tlink Matme

&) AYATA#SES00#CSTAR#AES-TEST

» Maintenance

b Networking

[ Edit Tlink | [ Delete Tlink

¥ Security
Account Management
Audit
Certificate Management
Enterprise Directary
Host &8
PAM
Security Database
= Contral
CTI Users
= Devices

= Device Groups
= Tlinks
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5.8. Administer Envision User

Select User Management > User Admin > Add User from the left pane, to display the Add
User screen in the right pane.

Enter desired values for User Id, Common Name, Surname, User Password, and Confirm
Password. For CT User, select “Yes” from the drop-down list. Retain the default value in the
remaining fields. Click Apply at the bottom of the screen (not shown below).

Welcome: User craft

H H H Last login: Wed Jul 14 09:39:54 2010 from 10.32.35.10
AVAyA Application Enablement Services HostNamne/IP; AES-Test/L0.32.32.20
Management Console Server Offer Type: TURNKEY
SW Wersion: r5-2-0-95-0

User Management | User Admin | Add User Home | Help | Logout

b AE Services

‘Communication Manager

* Interface Add User

¢ Licensing
Fields marked with * can not be empty.

¥ Maintenance —
* User Id lenvision

¥ Metarking * Comrmon Mame !_'?Dﬁi_s_i_ol !

LRRCUTY * Surname !\?e_nvisign_

hetolus * User Password [essnsssnnnee

¥ User Management

* Confirm Password (esssssssssee

Service Admin PR —|

User Admin Avaya Role iNDﬂE v

= Add User i e
Business Categary |

= Change User Password

= List all Users Car License [ ]

= Modify Default Users CM Home L

= Search Users Css Home 1

L 1
b Utilities T User i—‘r’es v|
» Help Department Nurmber |_
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5.9. Enable DMCC Unencrypted Port

Select Networking > Ports from the left pane, to display the Ports screen in the right pane.

In the DMCC Server Ports section, select the radio button for Unencrypted Port under the
Enabled column, as shown below.

welcome: User craft

Last login: Wwed Jul 14 09:39:54 2010 from 10.32.35.10
HostMame/IP: AES-Test/10.32.32.20

Server Offer Type: TURNKEY

SW Version: r5-2-0-98-0

Networking | Ports
ql Home | Help | Logout

Application Enablement Services
Management Console

» AE Services

Communication Manager

Interface Ports
» Licensing
5 CVLAN Ports Enabled Disabled
» Maintenance
. Unencrypted TCP Paort 9999 ® O
¥ Networking -
AE Service IP (Local IP) Encrypled TER:Rort 9998 | ® 0
MNetwork Configure
DLG Port TCP Port S675
Ports
b Security TSAPI Ports Enabled Disabled
» Status TSAPI Service Port 450 ® O
b User Management Local TLIMK Ports
— TCP Port Min 1024
b Utilities TCP Port Max 1039
» Help Unencrypted TLIMNK Ports
TCP Port Min [1050 |
TCP Port Max 1065
Encrypted TLIMNK Ports
TCP Port Min |1066 |
TCP Part Max 1081 |

DMCC Server Ports

Enabled Disabled

Unencrypted Port 4721 | ® O
Encrypted Port 4722 | ® O
TR/G7 Port [4725 | 0 ®

TLT; Reviewed:
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6. Configure Envision Centricity

This section provides the procedures for configuring Envision Centricity. The procedures

include the following areas:

Administer ChanMgrSvc.config
Administer ChannelManager.xml
Launch Administrator
Administer system settings
Administer telephony settings
Administer telephony TSAPI
Administer telephony Envision servers
Administer telephony device IDs
Administer telephony ACD IDs
Administer users

Restart services

Administer channels

The configuration of Centricity is performed by Envision Professional Services engineers. The
procedural steps are presented in these Application Notes for informational purposes. These
Application Notes assume that the configurations of a site, server, PBX, and storage volumes are

all in place and will not be covered.

6.1. Administer ChanMgrSvc.config

From the Centricity server, navigate to the C:\Program Files\Envision Telephony\Envision

Server\ChannelManager directory to locate the ChanMgrSvc.config file shown below.

Fle Edit ‘“iew Favorites Tools  Help | .'7.'
Qback =2y - (T | - Search |~ Folders | & (3 X ) | -

Address l__} Ci\Program Files\Enwision Telephony|Envision Server\ChanneManager :i ﬂ Go
Mame = | Size | Tvpe | Date Modified | Attributes | -
_events File Falder 71512010 &:42 AM

é] audiocodesChannel.dll 746 KB Application Extension  7J7/2010 4:02 AM [
audiocodesChannel pdb 12,459 KE FDE Filz FITI2010 4:02 AM A

£| AwvavavoipChannel. d 651 KB Application Extension  7J7/2010 4:02 AM & L
@ AwayvaioipChannel.pdb 11,203 KB PDE Filz 1712010 4:02 AM A

ﬂ chanmgr_common. xsd 3KE ®ML Schema File 1712010 4:02 AM A

R b antgr onfig 2KE xML Configuration File  7§7/2010 8:29 AM A

@ ChanMgrSwc. config.default ZKE DEFALLT File 1712010 4:02 AM A
EChanMgrSvc.exe 3,035 KB  Application 71712010 4:02 AM A

& chantarsve pdb 14,955 KE PDE Filz 717]2010 4:02 &M )

=] ChannelManager, DMCC, xml 4 KB ¥ML Docurnent FITI2010 4:02 AM a

|2 ChannelManager.ip:, SIP, xml 4KE %ML Docurnent 71712010 4;02 AM &

= ChannelManager ipe, st el 4 KB %ML Document FITIZ010 4:02 AM it

|2 ChannelManager ips. xml IKE XML Documnent 1712010 4:02 AM A

| ChannelManaget . xml 4KE =ML Docurnent Fi13/2010 6:01 AM [

@ ChannelManager. xml.bak 4KE BAK File 1712010 11:39 AM A

@ ChannelManager. xml.default 2KE DEFALLT File 71712010 4:02 AM [
chrian_trace.log 372KB  Text Document 711312010 5:37 AM A L‘
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Open the ChanMgrSve.config file with the WordPad application. Enter the following values
for the specified fields, and retain the default values for the remaining fields.

e aesIPAddress:
e switchName:

e switchIP:

e appLogin:
e appPassword:

IP address of the Application Enablement Services server.
Switch connection name from Section 5.3.

IP address of the H.323 gatekeeper from Section 5.4.
Envision user credentials from Section 5.8.

Envision user credentials from Section 5.8.

File Edit Yiew Insert Format Help

D[2|8| Sl | (@] ®)

<

<configuration>
<oonfigiections:s
<section nawme="DMCCDewviceSroup™ type="Envision.DMCCConfigLib.Genericlectior
<gection name="DMCCConfig" type="Envision.DMCCConfigLib.Configlettings, DMC
<foconfigSectionss>

<DMCCConfig

*xwlLoggingFile
aesIPAddress
aesPortc

switchiame
swWitchIP
appLogin
appPassword

sessionCleanupbelay
sessionburation
assWVersion

Codec

Y

"DMCCWrapperLogging. xml'™
L Ua g el peliing v bl i
s e

rEE500

s Ea g e bies pe i L L
"envision™
"Enwvisionli3;™

= r3gr

FF180"
"http://uuw.ecma—international.org/standards/ ecs

"g'?llU"
-
| 3

Far Help, press F1

MM

Scroll down to the DMCCDeviceGroup section, and create an entry line with the extension and
password for each virtual IP softphone from Section 4.3, as shown below.

File Edit Wiew Insert Format  Help

Dle|a| Sl o] [ [@)o] B

=
<DMCCDeviceGroup nawe="ivaya DHCC Devices™:
<Device extension="65991" password="65331" />
<Device extension="65992Z" password="Ta5992" />
</ DMCCheviceGroups>
</foconfigurations
-
& | )
Faor Help, press F1 f_ [ s
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6.2. Administer ChannelManager.xml

From the same C:\Program Files\Envision Telephony\Envision Server\ChannelManager
directory, open the ChannelManager.xml file with the WordPad application.

Scroll down to the AdapterSettings section. For Dedicated FTR, enter “false”.

B ChannelManager.xml - WordPad E=]
File Edit Wiew Insert Format Help

DB 2\ s 4]0|alo] &

-
<Aldapterfectings> —J
<Showdtreaming>true</Showitresming:
<preRecordlelay>0</preRecordlelays> "J
<postRecordDelay>500</postRecordle lay>
<!-— used to determine if a call is internal or external for use with beep tones —-->
<maxExtensionLength>5</maxExtensionlength>
<!—— 1if Conference method is 0 (0=SingleStepConference) then we have to turn off dedie
<DedicatedFTR>false<,/DedicatedF TR>
</ hdapter3ettings>
-
< | >
Far Help, press F1 o o
. . . (13 2
Scroll down to the DMCCSettings section. For ReconnectTimer, enter “180”. For
N b
ConferenceMethod, enter “0” to enable Single Step Conference.
Bl channelManager.xml - WordPad |- [O] x|
File Edit Yiew Insert Format Help
D@ S @l bs@]w] %
<VoIPSettingss _:J
<DMCC3ettings:>
<l-— The number of play record channels to create —->
<HuwmChanne ls=2</HumChanne 1>
<!== The frecuency we poll for events frowm the DMCCWrapperLikh -->
<PollDelay>150</Folllelay>
<!—— Amwmount of tiwe to wait for a DMCC command response —->
<ConmmandTimeout> 60000« CommandTimeout >
<!—— Ammount of time to wait in hetween reconnect attempts after a link failure
<PeconnectTimer:180</ ReconnectTimer >
<!—— Conference method: 0=8ingle3tepConference, greater than or egqual to 1=ServLJ
<ConferenceMethod:0</ ConferenceMethod:
</DMCCSettingss
-
4| | »
For Help, press F1 | UM 2
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Scroll down to the SoftRecorder section. For SRLibraryIPAddress and RecordingResourcel
IPAddress, enter the IP address of the Envision server as shown below.

E ChannelManager.xml - WordPad =]

File Edit Yew Insert Format Help

Dl SlR] o o lne]-] )|

<ZoftPRecorder> il
<!== TF of the NIC used for the Soft Recorder Host and for Playback--
<3RLibraryIPiddress>10.32.35.170</3RLibraryIPAddress>

<!—-— If more than one 3R Resource is in use, we'll alternate between
<Balanceloadrtrue</Balanceload:>

<!—-— The nuwber of Recording Resources—->
<NunberOfRecordingResources:> 1</ Number 0fRecordingResources:

<!-— Recording Resource #1-->

<FecordingResourcel>
<IPhddres=s>10.32.35.170</ IPAddress>
<MaxSessions»32</ MaxSessionss

</RecordingResourcel>

. a of

For Help, press F1 | WLW &

6.3. Launch Administrator

From the Envision server, select Start > All Programs > Envision Telephony > Envision
Server > Administrator to launch the Administrator application. The Envision Administrator
Login screen is displayed. Log in using the appropriate credentials.

Envision Administrator Login

ser name: |

Password: I

SErver! I localbiosk _TJ

[+ Remember name and server,

| ik I Zancel |
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The Envision Administrator screen is displayed. Select the Edit system settings icon, as

shown below.

istrator [localhost - admin]

Fil=_ Edit Wiew Help

i‘,& Enwvision General Information -
Eﬁ Enwision, Seattle Site: name: Envision, Seattle
E En Server name: Envision Server
Inteqration license: AvayvalTIAPL, Gen...
Envision Server version: 10.0,0200,19
Server Utilization
Sessions Server up since! 07/13/2010 06:21 ..,
¥olumes
@ Audio volume in use: Audio
a Space used: 1%
System Space available: 41985 hours
Wideo wolume in use:
P Space used:
" Space available:
i Full-Time Recording audio volume in use: FTRAudio
Login State Space used: 1%
Space available: 83970 hours
Quality Monitoring
Channels installed: Unavailable i
Monitoring sessions: o
Licensing
fAgent Suppork
Assigned agent observation licenses J licenses: 071000
Storage Assigned screen user licenses [ licenses: 0/1000
: Assigned WM scheduled user licenses | licenses: 0/1000
Assigned portal user licenses | licenses: 0/1000
ﬁ Assigned tagager user licenses [ licenses: 0/1000
[ ~] Agents monitored in RTA [ licenses: 071000 LI
For Help, press Fl Enwision Server | 7/13/10 | 08:25 &M PDT
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6.4. Administer System Settings

The Edit server system settings screen is displayed. Select Advanced from the left pane. For
Extension’s Maximum Length, select the value that is one less than the maximum number of
digits for internal extensions, in this case “4”.

Edit server system settings |

Symposium (requires reskart) :]

Server address ilu:u:alhu:ust

Lagin name I

Password l

Refresh rate I ZDDDH:
Skartup delay I 20005:

SErvices Meridian Max {requires reskart)

Server IP address Ilocalhost

Server port number 18123

Concerko (requires reskart)

Server IP address Ilacalhust

Server port number 18123

Extension's Minimurm Length I 23: digits
Extension's Maximum Length I 45: digits
ACD Split Maximum Length I 105: digits

YD Split Maxirum Length I 103: digits

Agent Workbop Maximum Length ! 153: digits EJ
0k Cancel | fipply |
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6.5. Administer Telephony Settings

The Envision Administrator screen is displayed again. Scroll the left pane as necessary and
select Telephony, to display the Telephony screen in the right pane.

Double click on Envision > Envision, Seattle > PBXs > Avaya (AVAYA) > Settings in the
middle pane, where Envision, Seattle is the pre-configured site name and Avaya (AVAYA) is
the pre-configured PBX name. Note that the names may vary.

I\l Envision Administrator [localhost - admin]

File Edit WYiew Help

2 A8 |
Administrakar Telephony

- B
& lf Envision Avays [ONAYA]
3 =t Envision, Seattls % D) Splits
Business - [ PBHs --uﬁ.uxiliary Mode Mapping
Intelligence B[ Avaya (A¥aTa) - Reason Codes
Rl tings [-Restrict Inhound Area Codes
o= #-[§ Contact Sources | E-Restrick Outhound Area Codes
F E}E Envision Servers ---Switch Setkings
L

. TE,’.__,_pmm. : Device IDs LD Splits

For Help, press F1 | Erwision Server | 7/14/10 | 05:40 AMPDT

The Edit PBX Settings screen is displayed next. Select ACD Splits in the left pane, to display
ACD Split in the right pane. Enter the skill group extension from Section 2.

Edit PBX Settings

D Splits
Auxiliary Mode Mapping ACD Split
Reason Codes (o555

Restrict Inbound Area Codes
Restrict Outbound Area Codes
Suitch Setkings

YDM Splits

(o]'d Cancel Apply
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Select Switch Settings from the left pane. For Service Observation Code, enter a non-blank
value. Note that this field is required for Quality Monitoring with Single Step Conference.
Retain the default values in the remaining fields.

Edit PBX Settings

80D Splics

Auxiliary Mode Mapping
Reason Codes

Restrick Inbound Area Codes
Restrict Outbound Area Codes
Switch Sethings

WD Splits

Automatically release channel aFterI 3053 seconds

[~ Service Observation -

Code l*

{* Physical
" Logical

" Alternate

i~ Trunk Monitaring Code

Codel

(04 | Cancel | Apply |

]|

Select VDN Splits in the left pane, to display VDN Split in the right pane. Enter the VDN

extension from Section 2.

Edit PBX Settings

AC0 Splits

Ailiary Mode Mapping
Reason Codes

Restrict Inbound Area Codes
Restrict Outbound Area Codes
Switch Settings

WD Spliks

YOM Split

2500

4

]|

Zancel | Apply |
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6.6. Administer Telephony TSAPI

The Telephony screen is displayed again. Select Envision > Envision, Seattle > PBXs >
Avaya (AVAYA) > Contact Sources in the middle pane, and click the New telephony setting
icon shown below.

EH Enyision Administrator [localhost - admin]
File Edit ‘Wiew Help

EIL@LI

Administrator

- BJ
% %Envisinn iConkack Sources |
W Eﬁ Envision, Seattle
Business = [ PEs
Intelligence Sl Avaya (AYAYE)
|f| Settings
Contack Sources

E Envision Servers
L5 Device IDs

SmartAgent

For Help, press Fl | Erwision Server | 7/14/10 | D618 AM PDT

The Add Contact Source screen is displayed. Enter a descriptive Name. Select “TSAPI” as
Contact Source Type, and click Edit Settings.

Add Contact Source |
Marne
|TSapT
Contact Source Type
TSAPI
(3Eneric
(0 Cancel Edit Settings. ..
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The Edit TSAPI Settings screen is displayed. Enter the following values for the specified
fields, and retain the default values for the remaining fields.

e Login Name: Envision user credentials from Section 5.8.
e Password: Envision user credentials from Section 5.8.
e Telephony Server: The Tlink name from Section 5.7.

e Envision Loader: “1.3.3”

Note that regardless of the value shown in the Envision Loader field, the actual version of the
installed TSAPI client will be used. In the compliance testing, Delete Log File After was set to
“7” days.

Edit TSAPI Settings l
Login Mame™* Ienvisinn
Password® I************

Telephory Server® IF'.'-.-'F'.YA#SSSDD#CSTA#P.ES-TEST :_j

Envvision Loader® i1.3.3 vi (requires reskart)

Diagroskics:
Seleck:
O-Mone

‘ 1-Errar
Log Level E 2-%arning
3-Infarmakion
4-Debiig

|+ Log ka File

File Path |{INSTALLY,

File Mame | Tsapi

Delete Log File Afker I I.T"E: Daws

* Please restart the Envision Conkack Source Service

K Cancel Apply I
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6.7. Administer Telephony Envision Servers

The Telephony screen is displayed again. Select Envision > Envision, Seattle > PBXs >
Avaya (AVAYA) > Envision Servers in the middle pane, and click the New telephony setting
icon shown below.

EI Envision Administrator [localhost - admin]

File Edit Wiew Help

HIL @, )

[~ 1=
% !g Envision Envision Servers - I
T Elﬁ Envision, Seattls
Business = [ PEYs
Intelligence S Aveava (AVAYA)
[ settings
EIE Conkact Sources
Telephony || [ Ervision Servers
' 0 Device IDs

2 ACD IDs

7/

SmartAgent

For Help, press Fi | Enwision Server | 7/14/10 | 06:25 &M PDT

The Assign Envision Server screen is displayed. Select the proper Envision Server, as shown
below.

Assign Envision Server |

Envision Server

Frivision Server

2K Cancel

TLT; Reviewed:
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6.8. Administer Telephony Device IDs

The Telephony screen is displayed again. Select Envision > Envision, Seattle > PBXs >

Avaya (AVAYA) > Device IDs in the middle pane, and click the New telephony setting icon
shown below.

I\l Envision Administrator [localhost - admin]

File Edit “igw Help

A ()

s;-‘ i_é Enwvisian Device ID I Wharkstation I Metwork Mame I Alcernate I0 I User I
- E‘@E Enwisian, Seattle

Adrninistr akar

Storage = [E PBxs
. = Avaya (Avava)

; - [%] settings
% & contact Sources
y & [ Envision Servers
Business
Intelligence

Telephony

For Help, press F1

| Envision Server | 7f13/10 | 08:30 AM POT

The Add Device IDs screen is displayed. Create a device ID for each agent station from Section
2. Note that ranges can be used for consecutive agent stations, as shown below.

Add Device IDs |
Firsk Device I Last Device ID
| 65001 =4 | 650021
W' orkstation Metwork Mame

[ Alkernate ID

| =

K Cancel
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6.9. Administer Telephony ACD IDs

The Telephony screen is displayed again. Select Envision > Envision, Seattle > PBXs >

Avaya (AVAYA) > ACD IDs in the middle pane, and click the New telephony setting icon
shown below.

EH Envision Administrator [localhost - admin]

File Edit Wiew Help

Telephony

i-_é Erwision A0 I I Contact Source I Iser I
E‘@E Envvision, Seattls
Business - [ PExs
Intelligence B[ Avava (AYAYA)
|f] Settings
ElE Contact Sources
Telephony B Envisi..,

7% Device IDs

7

SmartAgent

For Help, press F1 | Enwision Server | 7/14/10 | 06:28 &M PDT

The Add ACD IDs screen is displayed. Create an ACD ID for each agent ID from Section 2,

and select “TSAPI” as the Contact Source. Note that ranges can be used for consecutive agent
IDs, as shown below.

Add ACD IDs |
First ACD 10 Last ACD 1D
| 65551 = | 65652 =

Contack Source

TSAPI -

0 | Cancel |
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6.10. Administer Users

From the Envision Administrator screen, scroll the left pane as necessary and select Users.
The Users screen is displayed in the right pane. Select Envision > Envision, Seattle > All
Users in the middle pane, and click the New user icon shown below.

N\l Envision Administrator [localhost - admin]

File Edit Yew Hel

‘9 Envvisian

Full name

User name

Metwork |, | Device ID | ACD ID Status

Type I

9---@'5 Enwision, Seattle

Far Help, press F1

Administra, ..

admin

Active

Administra. .

Envision Server | 7/13(10 | 08:32 &M PDT

The Create New User Account screen is displayed. Create a user to correspond to the first
agent in Section 2. Enter a desired User name and Full name. Select the proper ACD ID, and

retain the default values in the remaining fields.

Create New User Account
General | Privilegesl Assignmentsl Agent components | e | Certificates!
Domain name I
Metwork login name |
User name * I.ﬂgentﬁSDDl
Full name * I.ﬂgentﬁSBBl
Change password. ,. |
* Required Field
PR |Fwa\,.*a ;l rAccount:
~ ;
Device I I j L
[v] * Active
[ esa82 " Active unti I-:n;f,-'14,f::u:|1cl
| wlzoin ||
S MT WTF 5
ACDID
ok I ‘Cancel Apply |
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Select the Privileges tab, and check the desired privileges. The screenshot below shows the

settings used for the agent. Repeat this section for all agents.

Create Mew User Accounk
meneral  Privieges | .ﬁ.ssignmentsl Soent: n:u:umpu:unentsl WiEn | Certificatesl

Iser privileges

]|

E-0 Server Socess
% &l sites and servers

£ Local site (all servers on site)
=7 Client Access
[T Administrator

[ Erwision Warkforce Management
[+ &gent Deskkop

= Cualiky Monitoring

[ eLearning

[= Reparting

[~ Business Intelligence Call Tagger
[ Business Inteligence Portal

[ analytics Viewer

[ Analytics Designer
=7 Agent License
= [ Available For staffing

t. [T Available For real time adherence manitaring
= W Available to be monitored

% Yoice and screen monitoring

{7 Waice maonitaring only

- {7 Screen monitoring only

[ &ccess to Agent DeskkopPro
=057 Manage (Administrator Access)

E} [¥ Create and delete users and groups

| . S SO C L I
Ik I Zancel apply |
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6.11. Restart Services

From the Envision server, select Start > All Programs > Administrative Tools > Services to
display the Services (Local) screen. Restart the Envision Channel Manager, Envision
Contact Source Service, and Envision Server Service shown below.

#; Services

File  Action Mjew Help
R L
% Services (Local

Services (Local)

Envision Channel Manager Marme # | Description I Skatus I Startup Type il
%DNS Client Resolves a...  Started Automatic

Stop the service
Restart the service

: Channel Manager Manages h... Started Bukamatic
%Enwsmn Conkack Source Se... Subscribes .. Marual

%Envision Server Service Workforce ... Started Autamatic
%Envision Web Server Provides w... Started Aukarnatic
%Errnr Reporting Service Collects, st...  Starked Aukamatic

Ewvent Log Enables ev...  Started Aukamatic

%File Replication Allows Files. .. Manual =
» |

Descripkion:

Manages hardware and software
channels used by the Envision Server For
recording and plaving back phone calls.

iy
< |

1] | _'I Extended A Standard 7/

6.12. Administer Channels

From the Envision Administrator screen, scroll the left pane as necessary and select Channels.
The Channels screen is displayed in the right pane. Double click on the first channel entry in
the right pane.

N\l Envision Administrator [localhost - admin]

File Edit Wiew Help

/ Q |

Adrninistr akar

‘-f Enwvisian Channel I Assignment I Device Id I Skatus I
E‘"'@__‘E Envision, Seattle AYAYS DMCC 1 Lack Dut Closed
R ER=rision i AWAYA DMCC 2 Lock Qut Closed

Channels

¢
Storage
2 =
Far Help, press F1 Enwision Server | 7/13(10 | 08:38 &M FDT
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The Administer channels screen is displayed. For Assignment, select “Agent Observe”. For
Device Id, enter the first virtual IP softphone extension from Section 4.3. Repeat this section for
all channels.

Administer channels |
~Channel: “ Select a channel in the list, Then, select a
— | channel assignment and enter a device Id,
avays DMCC 1
avays DMCC 2
Assignment | Agent Ohserve LI
Device Id I65991
Ik I Zancel apply
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7. General Test Approach and Test Results

The feature test cases were performed both automatically and manually. Upon start of the
Envision Centricity application, the application automatically queries agent status and requests
monitoring on the stations to be recorded using the TSAPI interface.

For the manual part of the testing, each call was handled manually on the station user with
generation of unique audio content for the recordings. Necessary user actions such as hold and

reconnect were performed from the user telephones to test the different call scenarios.

The serviceability test cases were performed manually by disconnecting/reconnecting the
Ethernet cable to Envision Centricity.

The verification of tests included using the Envision Centricity logs for proper message
exchanges, and using the Envision Quality Monitoring application for proper logging and

playback of the calls.

All test cases were executed and passed. The following were the observations on Envision
Centricity from the compliance testing.

e All recordings have up to a two seconds delay.

e In the transfer/conference scenarios, the recording associated with the transfer-
from/conference-from agents contain silence for the period from the initiation to the
completion of the transfer/conference.

e Multiple calls at the same agent are lumped into one call recording by design.

e When the grabbed virtual IP softphone fails registration, then the active call is not recorded.

e Removing a previously monitored agent station on Communication Manager can lead to a
link re-establishment by the application.
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8. Verification Steps

This section provides the tests that can be performed to verify proper configuration of Avaya
Aura™ Communication Manager, Avaya Aura' ™ Application Enablement Services, and
Envision Centricity.

Prior to verification, follow [4] to use the Envision Quality Monitoring application to create
recording schedules for agents. In the compliance testing, a non-recurring schedule was created
for both agents to enable call recording for the current week with non-dedicated channels.

Log an agent in to the skill group to answer an ACD call.

8.1. Verify Avaya Aura™ Communication Manager

On Communication Manager, verify the status of the administered CTI link by using the “status
aesvcs cti-link” command. Verify that the Service State is “established” for the CTI link
number administered in Section 4.3, as shown below.

status aesvcs cti-link

AE SERVICES CTI LINK STATUS

CTI Version Mnt AE Services Service Msgs Msgs
Link Busy Server State Sent Rcvd
1 4 no AES-Test established 240 106

Verify the registration status of a virtual softphone by using the “list registered-ip-stations”
command. Verify that one of the virtual IP softphones from Section 4.3 is displayed, as shown
below.

list registered-ip-stations
REGISTERED IP STATIONS

Station Ext Set Type/ Prod ID/ TCP Station IP Address/

or Orig Port Net Rgn Release Skt Gatekeeper IP Address
65000 9640 IP Phone y 10.32.35.105
1 3.10000 10.32.32.12
65001 9630 IP Phone y 10.32.35.101
1 3.10000 10.32.32.12
65002 9630 IP Phone y 10.32.35.106
1 3.1000 10.32.32.12
65991 4610 IP APT A y 10.32.32.20
1 3.2040 10.32.32.12
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8.2. Verify Avaya Aura™ Application Enablement Services

On Application Enablement Services, verify the status of the TSAPI link by selecting Status >
Status and Control > TSAPI Service Summary from the left pane. The TSAPI Link Details

screen is displayed. Verify the Status is “Talking” for the TSAPI link administered in Section
5.3, as shown below.

Welcorne: User craft
H H H Last login: Thu Jul 15 10:38:03 2010 frarm 10.32.35.10
AVAyA Appllcatlon Enablement Services Hosthamne/1P; AES-Test/10.32,32.20
Management Console Server Offer Type: TURNKET
SW Version: r5-2-0-98-0

Status | Status and Control | TSAPI Service Summary

Home | Help | Logout

p AE Services
Communication Manager

Interface TSAPI Link Details
p Licensing

|
oM tenana DEnabIe pade refresh every | | E|El V | seconds

p Networking

switch
4 Msgs | Msgs
» Securits Lin E,TI Status State Switch Associations to from Lixas
SECUrity Link Yersion Switch | switch | Period
ID
= Status = F . !
Thu ]ul ‘
Alarm Wiewer |
1 | 58500 ik |Talking 06: EEI 01 Online
Logs I | 2010 |
Status and Control
= CWLAN Service Summary
= DLG Services Summary I[DI’ service-ide |nf.0rmat\on‘choose][une ofthke fullowwng:][
L TSAPI Service Status TLink Status User Status
= DMCC Service Summary

= Switch Conn Summary
= TSAPI Service Summary

Verify the status of the DMCC link by selecting Status > Status and Control > DMCC Service
Summary from the left pane. The DMCC Service Summary — Session Summary screen is
displayed. In the lower portion of the screen, verify that the User column shows an active

session with the Envision user name from Section 5.8, and that the # of Associated Devices is
“2”. as shown below.

HostMame/IF: AES-Test/10,32,32.20
Management Console Server Offer Type: TURNKEY
SW Wersion: r5-2-0-95-0

Welcome: User craft
avﬁyﬁ Appﬁcatio“ Enablement Services Last login: Thu Jul 15 10:38:03 2010 from 10,32.35.10

Status | Status and Control | DMCC Ser

Home | Help | Logout

» AE Services
Communication Manager

* Interface DMCC Service Summary - Session Summary
b Licensing | T

i 60 %
} Maintenance DEnable page refresh every ____| =econds
» Metworking Session Summary Device Summary

Generated on Thu Jul 15 12:35:12 EOT 2010

b Security Service Uptime: 61 days, 20 hours 1 minutes
* Gtatus Number of Active Sessions: 1

Number of Sessions Created Since Service Boot: 57
Murnber of Existing Devices:

Alarm Viewer

Logs Nurnber of Devices Created Since Service Boot: 224
Status and Control I Application f;;nill}:jer Connectlon Assu(mted
= CVLAM Service Summary Devlces
= DLG Services Summary 0 [52FFanRSE4FaDaZE7 HML
enwslun |38500 10 32.35.170
» DMCC Service Summary | |COC24004119F061-56 Unencrypted
= Switch Conn Summary [ Terminate Sessmns ][ Show Tarmlnated Sessions ]
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8.3. Verify Envision Centricity

Complete the active ACD call. From the supervisor PC, select Start > Programs > Envision
Telephony > Envision Performance Suite > Quality Monitoring to launch the Quality
Monitoring application.

The Envision Login screen is displayed. For Server, select the IP address of the Centricity
server. Enter the appropriate credentials.

M Envision Login

Mame I

Fasswaord |

Server  [10.32.35.175 -]

Estenzion |

W Remember name, server, and extension.

k. | Cancel |

The Envision Quality Monitoring screen is displayed. Click on the Search icon shown below.
The Search for Recordings screen is displayed next (not shown below), retain all default values
to enable search for all recordings for the current day.
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The Envision Quality Monitoring screen is updated with the search result. Verify that there is
an entry reflecting the call, with proper values in the relevant fields. Double click on the entry to
listen to the playback.
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Verify that the call recording is played back.
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9. Conclusion

These Application Notes describe the configuration steps required for Envision Centricity to
successfully interoperate with Avaya Aura™ Communication Manager using Avaya Aura ™
Application Enablement Services. All feature and serviceability test cases were completed with
observations noted in Section 7.

10. Additional References

This section references the product documentation relevant to these Application Notes.

1. Administrator Guide for Avaya Aura™ Communication Manager, Document 03-300509,
Issue 5.0, Release 5.2, May 2009, available at http://support.avaya.com.

2. Avaya Aura™ Application Enablement Services Administration and Maintenance Guide,
Release 5.2, Document ID 02-300357, Issue 11, November 2009, available at
http://support.avaya.com.

3. Envision Administrator Guide, Version 10, available on the Envision server as part of
installation.

4. Envision Quality Monitoring User’s Guide, Version 10, available as part of the Envision
Performance Suite installation.
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Avaya and the Avaya Logo are trademarks of Avaya Inc. All trademarks identified by ® and ™
are registered trademarks or trademarks, respectively, of Avaya Inc. All other trademarks are the
property of their respective owners. The information provided in these Application Notes is
subject to change without notice. The configurations, technical data, and recommendations
provided in these Application Notes are believed to be accurate and dependable, but are
presented without express or implied warranty. Users are responsible for their application of any
products specified in these Application Notes.

Please e-mail any questions or comments pertaining to these Application Notes along with the
full title name and filename, located in the lower right corner, directly to the Avaya DevConnect
Program at devconnect@avaya.com.
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