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Abstract

These Application Notes describe the configuration steps required to integrate Inova LightLink
with Avaya IQ using the Inova Historical interface to capture ACD call center data from
Avaya Aura™ Communication Manager. The Inova Historical interface is used to obtain
historical data for queues (splits/skills), routing points (Vector Directory Numbers - VDNs),
and agents periodically. This interface is provided by Avaya Professional Services.

Inova LightLink is a middleware platform that supports the integration, management, and
delivery of historical data. Inova LightLink utilizes the call center data from Avaya
Communication Manager for queues, routing points, and agents, and provides the information
to applications or contact center organizations for effective management.

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 to integrate Inova LightLink
with Avaya IQ using the Inova Historical interface to capture ACD call center data from Avaya
Aura™ Communication Manager. The Inova Historical interface is used to obtain historical data
for queues (splits/skills), routing points (Vector Directory Numbers - VDNs), and agents
periodically. This interface is provided by Avaya Professional Services.

Inova LightLink is a middleware platform that supports the integration, management, and
delivery of historical data. Inova LightLink utilizes the call center data from Communication
Manager for queues, routing points, and agents, and provides the information to applications or
contact center organizations for effective management.

Inova LightLink establishes a connection to Avaya IQ using a socket interface to receive
historical data via separate data streams, one for each report. A TCP client-server model is used
for the connection, with Avaya IQ being the “client” and Inova LightLink being the “server”.
Inova LightLink runs a TCP “listener” process to accept the data connection from the Inova
historical interface of Avaya IQ. Avaya IQ can be configured with a data interval of 15 or 30
minutes. This compliance test was performed with a 30 minute data interval. Shortly after the
data interval expires, Avaya IQ opens a socket connection with Inova LightLink and sends the
historical data. After the data is sent, the socket connection is dropped.

Avaya Professional Services installs and configures the Inova historical interface on Avaya IQ,
and provides the TCP port numbers associated with each data session to Inova for configuring
LightLink. LightLink parses the raw data streams received and makes the data available on
various output devices. The historical data can be monitored by customers via customized
viewing models.

The Inova historical interface for Avaya IQ provides four reports, including a Queue
(splits/skills) report, a Routing Point (VDN) report, an agent report, and an agent aux report. The
agent aux report provides the duration that an agent spends in a particular agent state for the
specified time interval. There are three types of data for each report: Previous Day, Previous
Interval, and Today. Previous day and today provide cumulative data and previous interval
provides data for the time interval that just expired. If no activity occurs for a measured entity
for one of the categories of data, 1Q does not provide an entry in the historical report. A separate
session is established for each report (i.e., 4 sessions in total). Refer to the Appendix for a
sample of each historical report.
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1.1 Interoperability Compliance Testing

The interoperability compliance test focused on verifying the ability of Inova LightLink to
receive historical data over a socket interface from Avaya IQ and to parse the call center data and
display it accurately on the LightLink Administrator application.

1.2 Support
Contact Inova Solutions for technical support and for other display options such as real-time and
historical dashboards, digital signage and desktop products.

=  Web: http://support.inovasolutions.com
= Phone: (888) 637-1080
= Email: support@inovasolutions.com
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2 Reference Configuration

The network diagram below illustrates the test configuration. In this configuration, Avaya
Aura™ Communication Manager receives calls to the skills and VDNs monitored by Avaya IQ.
The calls are then routed to available agents in the ACD call center. Call center information is
sent from Communication Manager to Avaya IQ over a configured link. Avaya IQ stores the
call and agent data in its database and also sends the data to Inova LightLink using the Inova
historical interface. The Inova LightLink Administrator application is used to view the historical
data and the Avaya IQ Admin PC is used to access the Inova historical interface menu. The
Avaya IQ OAM and Reporting interfaces are accessed from an Internet browser on any
Windows PC.

Avaya IQ
(10.32.24.60)

Inova LightLink
(10.32.24.195)

Avaya S8730 Servers
(10.32.24.10)

Avaya 9600 Series IP
Telephones (Agents)

Avaya G650 Media Gateway
(C-LAN: 10.32.24.20)

Inova LightLink with Avaya Communication Manager and Avaya IQ
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3 Equipment and Software Validated

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

Equipment Software
™ o
Avaya S8730 Servers and Avaya G650 Media Avaya Aura’ "~ Communication Manager 5.2
Gateway (R015x.02.0.947.3) with Service Pack 3
(Patch 17579)
Avaya IQ 5.0.1
Avaya 9600 Series IP Telephones 3.0 (H.323)
Inova LightLink 5.7.327

4 Configure Avaya Aura' Communication Manager

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

= Verify Communication Manager Options
= Administer reporting adjunct release

= Administer IP node names for C-LAN

*  Administer IP interface for C-LAN

= Administer processor interface channel

*  Administer measured VDN

=  Administer measured Skill

The detailed administration of contact center devices such as ACD/Skill, VDN, Vector, and

Agents are assumed to be in place. These Application Notes will only cover how to enable
ACD/Skill, VDN, and Agent data to be sent to Avaya IQ.
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4.1 Verify Communication Manager Software Options

Log into the System Access Terminal (SAT) to verify that the Avaya Aura'  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 G3 Version field
is set to “V15” on Page 1, as shown below.

display system-parameters customer-options Page 1 of 11
OPTIONAL FEATURES

G3 Version: V15 Software Package: Standard
Location: 1 RFA System ID (SID): 1
Platform: 6 RFA Module ID (MID): 1

USED

Platform Maximum Ports: 48000 222
Maximum Stations: 36000 149

Maximum XMOBILE Stations: 0 0
Maximum Off-PBX Telephones - EC500: 5 0
Maximum Off-PBX Telephones - OPS: 100 10

Maximum Off-PBX Telephones - PBFMC: 0
Maximum Off-PBX Telephones - PVEFMC: O
Maximum Off-PBX Telephones - SCCAN: 0

O O O

Navigate to Page 6 and verify that the Call Center Release field is set to “5.0”, as shown below.

display system-parameters customer-options Page 6 of 11
CALL CENTER OPTIONAL FEATURES

Call Center Release: 5.0

ACD? vy Reason Codes? y
BCMS (Basic)? y Service Level Maximizer? n
BCMS/VuStats Service Level? y Service Observing (Basic)? y
BSR Local Treatment for IP & ISDN? n Service Observing (Remote/By FAC)? y
Business Advocate? y Service Observing (VDNs)? y
Call Work Codes? y Timed ACW? y
DTMF Feedback Signals For VRU? y Vectoring (Basic)? y
Dynamic Advocate? y Vectoring (Prompting)? y
Expert Agent Selection (EAS)? y Vectoring (G3V4 Enhanced)? y
EAS-PHD? vy Vectoring (3.0 Enhanced)? y
Forced ACD Calls? n Vectoring (ANI/II-Digits Routing)? y
Vectoring (G3V4 Advanced Routing)? y
Lookahead Interflow (LAI)? y Vectoring (CINFO)? y
Multiple Call Handling (On Request)? y Vectoring (Best Service Routing)? y
Multiple Call Handling (Forced)? y Vectoring (Holidays)? n
PASTE (Display PBX Data on Phone)? y Vectoring (Variables)? y
(NOTE: You must logoff & login to effect the permission changes.)
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4.2 Administer Adjunct CCR Release

Use the “change system-parameters features” command and navigate to Page 12. Set the
Report Adjunct Release field to the software release of Avaya IQ. In this case, “5.0” is used to
correspond to Avaya IQ software release 5.0.

change system-parameters features 12 of 18

FEATURE-RELATED SYSTEM PARAMETERS

Page

AGENT AND CALL SELECTION
MIA Across Splits or Skills? y
ACW Agents Considered Idle? y

Call Selection Measurement:
Service Level Supervisor Call Selection Override?

current-wait-time
n

Auto Reserve Agents: all
CALL MANAGEMENT SYSTEM
REPORTING ADJUNCT RELEASE
CMS (appl mis): R15
IQ (appl ccr): 5.0

BCMS/VuStats LoginIDs? y
BCMS/VuStats Measurement Interval:
BCMS/VuStats Abandon Call Timer (seconds):
Validate BCMS/VuStats Login IDs? n
Clear VuStats Shift Data: on-login
Remove Inactive BCMS/VuStats Agents? n

4.3 Administer IP Node Name for C-LAN

Use the “change node-names ip” command, to add entries for Avaya IQ and the C-LAN that will
be used for connectivity. In this case, “avayaiq” and “10.32.24.60” are entered as Name and IP
Address for the Avaya IQ server, and “clancrm” and “10.32.24.20” are entered as Name and IP
Address for the C-LAN. The actual node names and IP addresses may vary. Submit these
changes.

change node-names ip Page 1 of 2
IP NODE NAMES
Name IP Address
avayaiq 10.32.24.60
clancrm 10.32.24.20
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4.4 Administer IP Interface for C-LAN

Add the C-LAN to the system configuration using the “add ip-interface 1a04” command. The
actual slot number may vary. In this case, “1a04” is used as the slot number. Enter the C-LAN
node name assigned from Section 4.3 in the Node Name field.

Enter proper values for the Subnet Mask and Node Name fields. In this case, 255.255.255.0 is
used so “/24” is entered and “clancrm” corresponds to the C-LAN used in the network
configuration for these Application Notes. Set the Enable Interface ficld to “y”. Default values
may be used in the remaining fields. Submit these changes.

add ip-interface la04 Page 1 of 3
IP INTERFACES

Type: C-LAN

Slot: 01A04 Target socket load and Warning level: 400
Code/Suffix: TN799 D Receive Buffer TCP Window Size: 8320
Enable Interface? y Allow H.323 Endpoints? y
VLAN: n Allow H.248 Gateways? y
Network Region: 1 Gatekeeper Priority: 5

IPV4 PARAMETERS
Node Name: clancrm
Subnet Mask: /24
Gateway Node Name: Gateway001l

Ethernet Link: 1
Network uses 1's for Broadcast Addresses? y
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4.5 Administer Processor Interface Channel

Assign a new processor interface channel with the “change communication-interface processor-
channels” command. Add an entry with the following values and submit the changes.

= Enable: “y”
= Appl: “cer”
= Mode: “s” for server mode.

= Interface Link: Link number for the C-LAN configured in Section 4.4.

= Interface Chan: TCP channel number for Avaya IQ. In this case “5002”.

= Destination Node: Avaya IQ server node name from Section 4.3.

= Destination Port:  “0”

=  Session Local:  Corresponding channel number in Proc Chan field. In this case “1”.
= Session Remote: Corresponding channel number in Proc Chan field. In this case “1”.

The Interface Chan field contains the Avaya IQ TCP channel number, which is defined as part
of the Avaya IQ installation. For the compliance testing, TCP channel number of “5002” was
used.

change communication-interface processor-channels Page 1 of 24
PROCESSOR CHANNEL ASSIGNMENT
Proc Gtwy Interface Destination Session Mach
Chan Enable Appl. To Mode Link/Chan Node Port Local/Remote ID
1: vy ccr s 1 5002 avayaiq 0 1 1
238 n

4.6 Administer Measured VDN

Use the “change vdn n” command, where “n” is the extension of the VDN to be measured by
Avaya [Q. Set the Measured field to “external” or “both” to enable measurement data on the
VDN to be sent to Avaya 1Q. Repeat this step for all VDNs that will be monitored by Avaya IQ.

change vdn 75000 Page 1 of 3
VECTOR DIRECTORY NUMBER

Extension: 75000
Name*: IQ VDN 1
Destination: Vector Number 250
Attendant Vectoring? n
Meet-me Conferencing? n
Allow VDN Override? n

COR: 1
TN*: 1
Measured: both
Acceptable Service Level (sec): 20

Service Objective (sec): 20
VDN of Origin Annc. Extension*:

1st Skill*:
2nd Skill*:
3rd Skill*:
* Follows VDN Override Rules
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4.7 Administer Measured Skill

Use the “change hunt-group n” command, where “n” is the extension of the ACD/Skill group
number to be measured by Avaya I1Q. Set the Measured field to “external” or “both” to enable
real-time measurement data on the ACD/Skill group and the associated agents to be sent to
Avaya IQ. Repeat this step for all ACD/Skill groups that will be measured by Avaya IQ.

change hunt-group 250 Page 2 of 3
HUNT GROUP

Skill? y Expected Call Handling Time (sec): 180
AAS? n Service Level Target (% in sec): 80 in 20
Measured: both Service Objective (sec): 20
Supervisor Extension: Service Level Supervisor? n

Controlling Adjunct: none

VuStats Objective:
Timed ACW Interval (sec): Dynamic Queue Position? n
Multiple Call Handling: none

Interruptible Aux Threshold: none
Redirect on No Answer (rings):
Redirect to VDN:
Forced Entry of Stroke Counts or Call Work Codes? n
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5 Configure Avaya IQ

Configuration of the Inova historical interface is performed by Avaya Professional Services and
is outside the scope of these Application Notes. After the interface is configured, the user can
follow the procedure below to enable the interface. The historical interface was configured to
establish four sessions to Inova LightLink using different port numbers. These sessions are
established when Avaya IQ needs to send data to Inova LightLink. The following port numbers
were configured for the each session:

Session 1: port number 7001 was used for the queue report
Session 2: port number 7000 was used for the routing point report
Session 3: port number 6999 was used for the agent report
Session 4: port number 7002 was used for the agent aux report

5.1 Enable Historical Interface

Use a terminal emulator to connect to Avaya IQ and log in with the appropriate credentials. At
the command prompt, follow these steps:

Change to the /opt/Avaya/pserv/inova directory
Run the ./menu command to display the Inova Historical Interface Menu shown below.

i avaya@avayaiq:foptiAvaya/pserviinova

Current Configuration - W on 1.0.2

OFF
OFF
OFF
OFF

AATON INTEWVL REFPORT DE FATICHN GROTF

1

4

For help =

TU=ze this menu 1l and troubles

For ¥ rE 1 the ¢ for the interval c n helow
Interval reports can be identified by ALL in the INTEVL field

in
rp inl
agent

g [new To ]
View log (old to new)
Debug 1w
Turn omn,
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The Inova historical interface may be turned on and off. Enter ‘T to toggle the interface on or
off, followed by the Enter key. When prompted for the session(s) to stop or start, enter the
appropriate session number or enter “1 2 3 4” to toggle the status of all the sessions, followed by
the Enter key as shown below. In the configuration, session numbers 1-4 were used, one session
per report.

i avaya@avayaiq:fopt/fhvayalpserviinova

mathual re £ n the menu
urrently turned off
“Urrently

on 1.0

INATIOW

Enter

After toggling the session status, the session status is updated and the status is displayed as ON
as shown below.

i avaya@avayaiq:/optifvaya/pserviinova
For daily rep: run the ¢ er for the interwval defined helow
an be identified by ALL in the INTREVL field

figuration - W 1 1.0.2

INT REFORT ) IMATICON
ALL H
ALL
W i
Mork

one interwval

multiple inter

atically

Note: The option to recover data for a particular interval generates the PreDay data only.
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6 Configure Inova LightLink

This section provides the procedures for configuring Inova LightLink. The procedures fall into
the following areas:

= Administer historical interface for Queue data

= Administer historical interface for Routing Point data
= Administer historical interface for Agent data

= Administer historical interface for Agent Aux data

Configuration of LightLink is typically performed by Inova technicians. The procedural steps
are presented in these Application Notes for informational purposes.

6.1 Administer Historical Interface for Queue Data

From the LightLink server, start the Administrator application by launching Programs—>Inova
Solutions—>Supervisor-> Administrator. The Administrator screen is displayed.

6.1.1 Administer New Custom Data Source

Right-click on Input Manager in the left pane and select New Data Source Connection from
the pop-up menu.

@ Administrator - Lightliink Enterprise Edition

! Fle Edt  Wew Tools Window Help

D@EHES =202 6666 26

i Host ¥iew of LightLink System 3 x

Inova Solutions

(=N E‘! cvess-It
------ i Audikar

EJ"-!i Client Manager
------ E External Input Manager
------ Input Manaosr

...... Object Bus &dd To Wiew Window ...

------ Qukpuk Man Mew Data Source Conneckion...
""" @ Publisher Skart Companent

""" @ Site Manito Skop Component

...... M system Eve Impart DSM ...

Properties ...

Configure Contracks ..,

] [E0 Host Yiew | @ Global View
Inova Lightlink Create a new child item, g |
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The New Data Source screen is displayed on top of the Administrator screen. Scroll down the
window and select Custom Data Source. Click OK.

Mew Data Source E

Custor D ata Source

Drata Analysiz D ata Source

Executone Custom Fluz

Genezyz Stat Purp

Harriz 20-20 J
Interactive Inteligence

LightLink Systern D ata

kditel Sx<-200

MEC Mavigatar MIS ﬂ

k. | Cancel | Help |

6.1.2 Administer Custom Data General Tab

The Custom Data Source Properties screen is displayed next. Select the General tab and enter
a descriptive name for the new data source. In this case, “Avaya IQ Historical Queue” is used.
Retain the default value for the Preferred ID field.

Custom Data Source Properties E

General | Connection | Settings... 55H

bl ame I.-'-‘-.\-'a_l,la Q) Historical Queld |

Semrver D 1

Prefered D |32

Fiemote

1] H Cancel H Help
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6.1.3 Administer Custom Data Connection Tab

Select the Connection tab. For the Connection port field, select “TCP/IP Connection” from the
drop-down list. Enter the IP address of the LightLink server in the Hostname or IP address
field. For the Listening port field, enter the TCP port number that Avaya 1Q uses for sending
Queue data. This port number is provided by Avaya Professional Services. For the compliance
test, the port number used was “7001”.

Custom Data Source Properties ['5_(|

| General | Connection | Settings | SSH

Cannection port: | TCP/P Connection v

Hoztname or P address: |'|EI.32.24.'I 95

Listening port: | 7007|

] H Caricel H Help
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6.1.4 Administer Custom Data Settings Tab

Select the Settings tab. Select the Data format file field, and click on Browse. From the
Select File screen, select “avayalQ historical queue.sdf” from the file list. Repeat this step to
select “avayalQ.dss” for the Script file field. For the Connect timeout (sec.) field, increase the

value to “99999” seconds, as shown below. Retain the default values for the remaining fields,
and click on Advanced.

Custom Data Source Properties &|

| General En:nnggn:tin:nn| Settings | S5H

Files
Filez MUST rezide in the Serverharvcfghdzms directony.

D ata format file:; |ava_l,lalE!_hist-:uriu:al_queue.sdf _I

Script file: i ava}lal-li!?ss |

Timirg

Connect timeaout [zec.] [EIEIEIEIEI S |

w

Dizconnect timeout [gec.] | 1 = |

D ata timeout [sec.] ; [E":l :‘ﬂ

Autamatically reconnect if data limeout ocours

[ k. l [ Cancel ] [ Help ]

The Warning pop-up window below is displayed on top of the Custom Data Source Properties
screen. Click Yes to continue.

Warning

by a knowledgeable technician,

T: Advanced configuration parameters should be modified ol
< Do you want bo continue 7

‘fes ] [ Mo
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The Advanced Properties screen is displayed on top of the Custom Data Source Properties
screen. Set the value of the NullValueMapString parameter to ‘0’ to allow null values received
in the report to be replaced with ‘0°. Set the value of the ActsAsServer parameter to ‘1’ as
shown in the textbox below. This will enable the LightLink server to take on the role of the
“server” when communicating with Avaya IQ. Lastly, set the DataFieldsOkOnDisconnect
parameter to ‘1°. Click OK to submit the changes for the Advanced Properties screen. Click
OK on the Custom Data Source Properties screen to submit the changes for that screen.

Advanced Properties

HueueSize=1000

MHull aluehd apString=0
ActzfzServer=1

RecardD ata=0
RecordFilename=05M_32 DAT
DiagnosticiewR efresh=0
Reconnecta ait=0
Redundantwithl D=0

[ ataFigldT imeaut nteryval=0

D ataFigldz0kOnDisconnect=1
TimedFieldCount=0

oK |

[ Cancel ]

Help
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The Administrator screen is displayed next, and updated with the newly created custom data
source “Avaya 1Q Historical Queue” as shown below. A green checkmark indicates that the data
source is ready to accept a connection from Avaya IQ.

O Administrator - LightLink Enterprise Edition

i Host Yiew of LightLink Syste
= :_. Inova Solutions
Elﬂ! cvess-It
------ Auditar
E}---!i Client Manager
------ E External Input Manager
E—}--E Input Manager
El ‘ Avaya I Historical Gueue

| B Host view [ @ Global view |

Inova Lightlink | Ready =l |
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6.2 Administer Historical Interface for Routing Point Data

The procedure for administering the Routing Point data source is similar to the procedure
described for administering the Queue data source. Follow all the steps in the procedure
described in Section 6.1 with the following exceptions:

= Section 6.1.2 Use a different Name for the queue data source.

X

Custom Data Source Properties

General !Eu:unneu:tinp__Settings 55H

Marne i.ﬂ.va_l,la 10 Hiztorical Fouting Point |

Server D 1

Prefered 1D |33

Remate

F, H Cancel H Help
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= Section 6.1.3 Use the corresponding TCP port number for the Listening Port field. The
corresponding TCP port number on Avaya IQ used for sending Routing Point data is
provided by Avaya Professional Services. For the compliance test, the port number used
was “7000”.

Custom Data Source Properties [$_<|

Connection port: | TCPAP Connection v

Hoztname or P address: |'||:|.32.24.'| 95

Liztering port; | 7000

ak. l[ Cancel ][ Help
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= Section 6.1.4 Select “avayalQ historical routingpoint.sdf” for the Data format file field
and select “avayalQ.dss” for the Script file field as shown below.

Custom Data Source Properties [5_<|

| General i Ennnectinn| Settings |SSH

Filez
Filez MUST reside in the Serverhervcighdsms directon.

Drata farmat file; Iava_l,lalI]_histu:uriu:al_ru:uutingp-:uint.sdf |

Scnpt file: | avapalll dsz |
Timing

Connect timeout [zec.] ; 99394 =

Dizconnect timeout [sec.] 10 £

Data tirneout [sec.] a0 %

Automnatically reconnect if data imeout ocours

[ k. H Cancel H Help
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A green checkmark will be displayed by the Routing Point data source in the Administrator
screen to indicate that the data source is ready to accept a connection from Avaya IQ.

& pdministrator - LightLink Enterprise Edition |Z| |§| |X|

= 3 g [novva Solutions
B E‘! cvesst
------ Auditor

E}--!i Client Manager

------ ﬁ External Input Manager

= E Input Manager

I;T-.} ﬁ Avaya IQ Histaorical Queus

E\‘ ﬁ Avaya IQ Histarical Routing Poink

1 [M5 Hast View ﬁ Global Wiew J

Inova Lightlink | Ready = |
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6.3 Administer Historical Interfaces for Agent Reports

This section covers the administration of the historical interfaces for the Agent and Agent Aux
reports. The procedure for administering the Agent and Agent Aux data sources require more
steps than configuring the Queue and Routing Point data sources, and includes the following
areas:

* Administer Agent data source and data set contract

= Administer Agent Aux data source and data set contract

* Administer connection between Inova LightLink data set contract and database, including:
o Configure ODBC data source
o Administer database output device

= Administer database updater for Agent and Agent Aux reports

6.3.1 Agent Data Administration

This section covers the administration of the Agent data source and data set contract.

6.3.1.1 Administer Agent Data Source

The procedure for administering the Agent data source is similar to the procedure described for
administering the Queue data source. Follow all the steps in the procedure described in Section
6.1 with the following exceptions:

= Section 6.1.2 Use a different Name for the Agent data source.

Custom Data, Source Properties @

General | Connection || Settings | 55H

Server D 1

Preferred D | 34

Remate

[ F. ][ Cancel ][ Help
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= Section 6.1.3 Use the corresponding TCP port number for the Listening Port field. The
corresponding TCP port number on Avaya IQ used for sending Agent data is provided by
Avaya Professional Services. For the compliance test, the port number used was “6999”.

Custom Data Source Properties [‘5—<|

;-General| Connection iSettings lisskal

Connection port: | TCP/IP Connection v|

Hostname or IP address: |'IEI.32.24.1 95

Liztering part: | 5339

k. H Cancel H Help
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= Section 6.1.4 Select “avayalQ historical agentreport.sdf” for the Data format file field
and select “avayalQ.dss” for the Script file field as shown below.

Custom Data Source Properties [5_(|

Filez
Filez MUST reside in the Servertarvotghdzms directon.

[rata farmat file: |ava_l,lalD_histu:uriu:al_agentrepu:urt.sdf |

Script file; | avayalll dsz |

Timing

Connect timeout [zec.] ; 33333 il
Dizconnect bimeout [zec.] 10 $_|
Drata timeout [zec.]

Automatically reconnect if data timeout ocours

[ ] 4 ][ Cancel ][ Help
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6.3.1.2 Administer Agent Data Set Contract

From the Administrator screen, right-click on Input Manager and select Configure Contracts
from the pop-up menu to create a new data set contract.

& pdministrator - LightLink Enterprise Edition |Z| |E| |z|

=

i Host ¥iew of Ligl

g [nova Solutions

J!i Client Manager
------ ﬁ External Input Manager

Add To Wiews Window ..,

Mew Daka Source Conmection. ..
Skart Corponent
Skop Component

Irnport DSM L.

Properties ...

Configure Conkracts .., |

1 [M5 Hast View W Global View J

Inova Lightlink  Configure Contracks
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The Data Set Contract Properties screen is displayed on top of the Administrator screen.
Click on Import From File.

JAO; Reviewed:
SPOC 2/22/2010

Data Set Contract Properties |2|

“Data Set |

Selected Contract:

| Import From File |

Contracts are aszigned by data table in the =df file for the Data
Source, uging the DataSetContractT opic entry in the table
definition. . Uze the Settings Tab of the Data Source Properties
dialog to access: and edit itz 2df file.

k. ][ Cancel ][ Help
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The Select a Data Set Contract File screen is displayed. Navigate to the directory “Program
Files\Inova Solutions\Server\srvefg\dsms” and select

“avayalQ historical agentreportcontract.ini” as shown below. Click Open.

Select a Data Set Contract File

Loak ir: | ) dems VI -

ty Fecent
Documents

?‘ 3
[
Desktop

",

by Documents

9

¥

_}aspect 310_agent_contrack_for_java_simulator_use.ini _}LL SYMPOS_template . ini
_}NTMax ACDOM_contrack.in
S NTSymposium_SKILLSET _rc
B ODECDSM_contract.ini
}rnsetta.ini

b smoke.ini
}Telnquent_ﬁanner'-.-‘iew.ini
}telnquent_schema.ini

_}aspect contrack_for_aspect_simulator_use.ini
__-}aut-:umm_agent_data_u:u:untract.|n|
}aut-:usim_ava':.-'a_iq_agent_data.ini
}autnsim_n:-:nntract.ini

}avayalQ historical_agentauxcontract.ini

walQ_historical_agentreportcontract.ini
_}avayaIQ realtime_agentconkract.ini
_}avayaRT.ﬁ._n:Dntract.lnl
?‘}dsm_list.ini
b dsm_list_LWE .ini
}LL_Genesys_template.ini
B LL_IMNIN_template. ini
&LL_MST_template.ini
ALL_RTE_template.ini

iy Computer
% ! 2
‘g File nare: |a'-.-'a_l,lalE!_histu:uri-:al_agentrepu:urtu:-:untra-:t.ini W | [ Open l
by Metwark. | Files of bpe: | D'ata Set Contract Ini Files [ ini) v | [ Cancel ]
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The Imported Contract Properties screen is displayed. For the Topic Name field, enter
“/ighistoricalagentreport” as shown below. Provide a description and click OK.

Imported Contract Properties - You Must Set the Topic Mame

Header |..-’-'-.ttril:|utes.5§ Validation Checks |

Topic Mame:; | fighistoricalagentrepor |

Descrption: | Avava [0 Historical Agent Feport

Author: Clint Vezs

Comments:

[ k. l[ Cancel ][ Help ]

The Save Contract pop-up screen is displayed next. Click on Yes to save the contract.

Save Contract?

9 Do wou wank to save the conkract?
\t) Taopic: [ighistaricalagentrepart
Description: Avaya IQ Histarical Agent Report

WARMIMNG: Components using this contrack must be restarted For changes to take affect,

Yes l [ Mo
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At the Data Set Contract Properties screen, click OK.

Data Set Contract Properties

Drata Set |

Selected Contract:

Jighigtaricalagentrepart

Edit Cantract
Wiew Contract
Mew Contract

Delete Contract

Irmpart From File

LN

Ex=part Ta File

Contracts are azsigned by data table in the . sdf file for the Data
Source, uzing the DataSetContract T opic entry in the table
definition. Use the Settings Tab of the D ata Source Properties
dialog to access and edit itz adf file.

k. ][ Cancel ][ Help
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6.3.2 Agent Aux Data Administration

This section covers the administration of the Agent Aux data source and data set contract.

6.3.2.1 Administer Agent Aux Data Source

The procedure for administering the Agent Aux data source is similar to the procedure described
for administering the Queue data source. Follow all the steps in the procedure described in
Section 6.1 with the following exceptions:

= Section 6.1.2 Use a different Name for the Agent Aux data source.

fvaya Historical Agent Aux Properties

| General | Connestion | Setings | SSH |
MName f.-’-‘-.va_l,la IIZ!"I-IistcuricaI Agent A
Server (D 1
Remote
] l [ Caricel ] [ Help
JAO; Reviewed: Solution & Interoperability Test Lab Application Notes 31 0f70
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= Section 6.1.3 Use the corresponding TCP port number for the Listening Port field. The
corresponding TCP port number on Avaya IQ used for sending Agent Aux data is provided
by Avaya Professional Services. For the compliance test, the port number used was
“7002”.

Custom Data Source Properties [5_<|

| General| Connection | Settings | S5H |

Connection port: | TOR/IP Connection v

Hosztname or [P address: |1D.32.24.1 95

Liztering port:

k. H Cancel H Help
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= Section 6.1.4 Select “avayalQ _historical agentaux.sdf” for the Data format file field
and select “avayalQ.dss” for the Script file field as shown below.

Custom Data Source Properties [')_<|

| General i Ennnectinn| Settings |SSH |

Filez
Filez MUST reside in the Serverhervcigidsms directon.

Drata farmat file; |ava_l,lalD_histnrical_agentau:-:.su:lf |

Scnpt file: | avapalll dsz |
Timing

Connect timeout [zec.] ; 99394 =

Dizconnect timeout [sec.] 10 %

[ ata timeout [sec.] 30 ¥

Automatically reconnect if data imeout ocours

[ k. H Cancel H Help
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6.3.2.2 Administer Agent Aux Data Set Contract

From the Administrator screen, right-click on Input Manager and select Configure Contracts
from the pop-up menu to create a new data set contract.

& Administrator - LightLink Enterprise Edition |;||§||g|

telp

h e &
lost Yiew of LightLink Sys

= :_. Inerva Solutions

= E! cvesst

------ Auditor

E}---!i Client Manager
------ g External Input Manager

Add To Wiews window .,

Mew Daka Source Conneckion...
Skart Compaonent
Sktop Component

Import DSM L.,

Properties ...

Configure Contracts ... |

-[ [E0 Host Yiew ﬁ Global View |

Inowa Lightlink Configure Contracks
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The Data Set Contract Properties screen is displayed on top of the Administrator screen.
Click on Import From File.

Data Set Contract Properties [‘5—<|

[ata Set |

Selected Contract:

Aighiztoricalagentreport

E dit Cantract
Yiew Contract
Mew Contract

Delete Contract

) Bill

Irnpart Fram File \’

l

PTH] e

Contracts are aszigned by data table in the =df file for the Data
Source, uzing the DataSetContract T opic entry in the table
definition. Uze the Settings Tab of the D'ata Source Properties
dialog to acces: and edit its zdf file.

k. ][ Cancel ][ Help
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The Select a Data Set Contract File screen is displayed. Navigate to the directory “Program
Files\Inova Solutions\Server\srvcfg\dsms” and select “avayalQ historical agentauxcontract.ini”
as shown below. Click Open.

Select a Data Set Contract File

Loak in; | I dems V|

Q& [ E

E

My Recent __-} autosim_agent_daka_contract,ini :—} MNTSymposiun_SKILLSET _cc
D'ocuments }autDsim_avaya_iq_agent_data.ini }ODBCDSM_chtract.ini
= } autosim_conkrack.ini :—} rosetta.ini
|_ oy avayal)_hiskorical_agenkauzcontract,ini } srnoke.ini
Desktop ?‘_—}a*-.-'aw;.-'aIQ_histu:uriu:aI_agentrepnrtcuntract.ini ?‘_—}Telu:uquent_Eanner'-.-'iew.ini

\$

by Documents

} aspect_310_agent_contract_For_java_simulator_use.ini
_'} aspect_conkrack_for_aspect_simulatar_use,ini

:—} avayall)_realtime_agentcontrack.ini
} avayaRTh_cantrack,ini

?‘} dsrr_list.ini

b dsm_list_LWE.ini

:—} LL_Genesys_template.ini
BLL_IMIN_template.ini

B LL_MSI_template.ini
BLL_RTE_template.ini

L =vMPOS_template.ini
b NTMax_ACDDN_contract.in

} keloquent_schema.ini

SPOC 2/22/2010

©2010 Avaya Inc. All Rights Reserved.

by Computer
< -
- File name: |ava_l,lalI]_histu:urical_agentau:-:u:u:untrau:t.ini b | [ Open l
Py Metwark | Files of type: | D'ata Set Contract Ini Files [*ini) v | [ Cancel ]
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The Imported Contract Properties screen is displayed. For the Topic Name field, enter
“/ighistoricalagentaux” as shown below. Provide a description if desired and click OK.

Imported Contract Properties - You Must Set the Topic Mame

' Header |.-’-'-.ttri|:|utes |! Walidation Ehecks|

Topic Name: | Aighizstoricalagentauy |

Descrption: |18 Higtorical dgent dus

Author: Clint Vezs

Comments:

L Ok ][ Cancel ][ Help ]

The Save Contract pop-up screen is displayed next. Click on Yes to save the contract.

Save Contract? o

5 Do wou wank to save the contract?
\_'-!) Taopic: Jighistaricalagentausx
Description: I Histarical Agent Aux

WARNING: Components using this conkract must be restarted for changes to take affect,

Yes l [ Mo
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At the Data Set Contract Properties screen, click OK.

Data Set Contract Properties

Dataset |

Selected Contract;

Aighistaricalagentreport Edit Contract

fighistoricalagentacs

Wiew Contract
M ew Contract

Delete Contract

Impart From File

R

Expart Ta File

Contracts are azsigned by data table in the sdf file for the Data
Source, using the DataSetContractT opic entry in the table
definition. Use the Settings Tab of the D ata Source Properties
dialog to access and edit itz zdf file.

k. H Cancel ][ Help
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6.3.3 Administer Connection between Agent Data Set Contract and
Database

This section covers the procedure for building a connection from the Inova LightLink Agent data
set contract to the database. Inova LightLink supports any ODBC-compliant database. For
compliance testing, a Microsoft Access database was used. This procedure requires configuring
an ODBC data source and configuring the database output device in Inova LightLink.

6.3.3.1 Configure ODBC Data Source

From the Administrative Tools folder in Microsoft Windows, double-click on Data Sources
(ODBC).

& Administrative Tools E|@E|
Ay

File Edit  Miew Favorites  Tools  Help i

Qesk ~ () (P D seach [ Folders [

fddress |49 Administrative Tools v e
¥ . 2o, 3 ﬁ Mame. = Size. Tvpe
File and Folder Tasks @CDmpDnent Services 2KB Shorkcut
EE R e Cu:umpter Mangemnt ZKEB shortcuk
. : g5, Daka Sources LODBC) 2 KB Shorkcut
L_ﬁ e ctls e Event Viewer 2KB Shorkcut
'D Copy this File Elnternet Infarmation Services 2KB  Shorkcut
@ Publish this file boethe @ Local Security Policy ZKE shortcuk
) Wb EeMicrosoft NET Framework 1.1 Configuration 1KE  Shortout
(2 E-mail this file EeMicrosoft MET Framework 1.1 Wizards 2KE  Sharkout
¥ Delste this il 3 @Perfurmance 2KB Shorkcut
%Services 2KB Shortcut
Other Places
[ Control Panel
:B My Documents
':} My Computer
h-j Iy Metigork Places
Details } o i >
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In the Create New Data Source screen, select “Microsoft Access Driver (*.mdb)” as shown

below. Click Finish.

Create Mew Data Source @

Select a driver for which vou want to zet up a data source.

M ame | v b
Crriver da Microzoft para arguivos testo [ bk “cev] 4
Drriver do Microzoft Access [ mdb]
Diriver do Microzoft dB ase [*.dbf]
Dinver do Microsoft Excel(” «ls)

Crriver do Microzoft Paradox [*.db ]
Diriver para o Microzaft Vizual FosPro

Microzoft Access Diiver [ mdb]
Microzoft Access-Treiber [*.mdb]
hicrozoft dBaze Driver [*.dbf]

LY FERPE FiE AD o~ YOO Diennimr 1% ARF)

[ £

™ e e oo

| Firnzh | Cancel

In the ODBC Microsoft Access Setup screen, enter a descriptive Data Source Name and then

click Select.
ODBC Microsoft Access Setup E|®
[ata Source Mame; |.-’-'-.va_l,la I3 &gent D atabasel ok, |
Dezcrption: |
Cancel
Databasze -
[ atabaze: Help
Select... ‘ Create... ‘ Repair... Compact... ‘
Advanced...

i~ System Databaze

+ Mone

" Database:

Optiongs »
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In the Select Database screen, navigate to the directory where the database table is stored. For
the compliance testing, a database table named “avayaagent.mdb” stored in the “Program
Files\Inova Solutions\Server\srvcfg\dsms” directory was selected for Microsoft Access. Click

OK.

[ratabaze Mame

Directanes:

]a'-.fa_l,laagent.mdl:u

ot hezerverharvcfghdims

= et
[=* Program Files
[=> Inova Solutions

[=> Server
[=> zrvchg
= dzms
Lizt Files of Type: Dirives:
l.-’-‘-.u:n:ess [ atabazes [".m_:_J | o L]

Ok

Cancel

di

Help

[ Read Only
I Exclusive

Metimark...

|

The Agent database should now appear under the System DSN tab in the ODBC Data Source

Administrator screen. Click OK.

£ ODBC Data Source Administrator

Systermn D ata Sources:

I ame
Acapa |

LLAuditDE

Diriver |

Uger D5k System DEN lFiIe DSM | Drivers | Tracing | Correction Posling | About |

R ARt Microzoft Access Diiver [F.mdb)

Microzoft Access Dnver [*.mdb)

Remowe

i

LConfigure. ..

An 0DBC Syatemn data source stores information about how to connect to
the indicated data provider. & System data source iz wizible to all dzers
on this machine, including MT services.

F. Cancel

Help
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6.3.3.2 Administer Database Qutput Device

From the Administrator screen, right-click on Output Manager and select New Output
Device Connection from the pop-up menu to associate the Agent data with an output device.

O &dministrator - LightLink Enterprise Edition

! Fle Edit Wew Tools Window Help

DBHxEE =208 666028

i Host View of LightLink System

= % Inowa Solutions

[#- !i Client Manager

E External Input Manager

o

Inpuk Manager

B Avaya IQ Historical Agent Report
II} $ Avaya IQ Historical Quewe

B+ Avaya IQ Historical Routing Point
Cbiject Bus

| Aadd To View Window ...

@ Site M | Mews Sutput Device Conmection,. .
_E Sysker| Start Component

Stop Component

Irnport OCM L.,

Properties ...

] I3 Host View | @ Global View |
Inova Lightlink | Ready =

The New Output Device Connection screen is displayed on top of the Administrator screen.
Select Database Publisher Output and click OK.

Mew Output Device Connection

LightLink. Desktop Clients
Inowva TCPARP Displays

[ratabaze Fublizher Output

kL Publizher Output

E mail Qutput

LightLink || LED Dizplavs [Senal]
LightLink || LED Dizplays [Senal Simulatar]
ars LED Dizplans

| ok || cancsl |[ Hep |
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The Database Publisher Output Properties screen is displayed next. Select the General tab,
and enter a descriptive name in the Name field.

Database Publisher Output Properties

General |w
M arme ..&va}la Databaze Publizher |
Server D 1
Erefered 1D .3
Remate
[ k. ][ Cancel H Help ;

]

Under the Settings tab of the Data Publisher Output Properties screen, select the “ODBC
DSN” option in the Connection String Type section. Click Browse.

JAO; Reviewed:
SPOC 2/22/2010

Database Publisher Output Properties

| General | Sstings |

LConnection Sting:
iDriver=MSDASQL;

Connection String Type
" User Specified
3 OLE DB Connection Sting
) OLE DB Data Link File
& ODBCDSH

Optionz

Update Timeout Interval [sec): |30

[] Disconnect Between Updates

0k _H Cancel H Help
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The Select Data Source screen is displayed. Select the data source corresponding to the Agent
database and click OK.

Select Data Source

| File Data Source | Machine Data Source |

[rata Source Mame; Type Drezcription

Avava 0 Agent Databasze Sysgtem

dBASE Filez Izer

Ewcel Filez |ger

LLAuditDE System  LightLink [M5S Access)
k5 Access Databaze |1zer

Yizio D atabaze 5amples Izer

Yizual FoxPro Database Izer

Wizual FoxPro T ables Izer

He

x

| & Machine Data Source iz gpecific o thiz machine; and cannat be thared.
"Uzer" data sources are specific to a user on thiz machine, "Sestem’ data
zources can be uzed by all uzers onthis machine, or by a sustemn-wide service.

[_ (] 4 _] [ Cancel ] [ Help ]

In the Login screen, specify the appropriate login credentials if required. Click OK.

Data Sourze
Auana [0 Agent Databaze:
Avthorization
Login name: | |
Pazzward: | |
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Return to the Database Publisher Output Properties screen and click OK.

JAO; Reviewed:
SPOC 2/22/2010

Database Publisher Output Properties

: Gener_alj Seftings |

Connection String:

iDSN;ﬂ.va_l,la |0 Agent D atabazeDBE=C:A\Pragram Filesslnova Salut

Connection String Type
) Uszer Specified
() OLE DB Connection Sting )
) OLE DE Data Link File fuErRes
) 0DBC DSN

Optians

Ilpdate Timeout Interval [zec); |30 |

[] Dizconnect Eetween Updates

[ 0k, ][ Cancel ][ Help
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6.3.4 Administer Database Updater

This section covers administration of the database updater for the Agent and Agent Aux Reports.

6.3.4.1 Administer Database Updater for Agent Report

From the Administrator screen, expand Output Manager. Right-click on the newly created
Avaya Database Publisher and select New Device from the pop-up menu to create a database
updater for the new database output device.

© Administrator - LightLink Enterprise Edition

! Fle Edt Wew Tools Window  Help

DEHEE = CORe 6660 2 E)

Host Yiew of LightLink System

= h Inowa Solutions

E}---!i Client Manager
g External Input Manager
E}E Input Manager
#+ Avaya IQ Historical Agent Report
E} B+ Avaya IQ Historical Queue
E} ‘ Avava 1Q Historical Routing Point
Object Bus
= [ oOutput Manager

@ Add To Views Windaw ...
B3 publi |
@ Site M| [ew Device, .
..E Systs Rename ...
Delete
Properties ...
] I Host View | @ Glabal View
Inova Lightlink | Ready
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The Create Database Updater screen is displayed. Select the radio button for Create a New
Table, and enter “ighistoricalagentreport” for the New Table Name. Click OK.

Create Database Updater |X|

(%) Create a Mew Table () Use a Stored Procedure
() IUze an Existing Table
Copy T able Structure from:

Empty T able

Mew Table Mame: |iqhisturicalagentreport |

L OF. J[ Cancel ][ Help l

The Field Mappings for Table screen is displayed with the table name. Click Update Options,
and in the Update Settings screen, select the options shown in the screen below. Click OK.

Field Mappings for Table: ighistoricalagentreport

[ |Jpdate Optioks. .. ] |Hist0rica| Updates will occur every 10 Seconds if values have changed, |

[ Maintenance Options... ] IUpdates will stap added when there are more than 9993 recaords. |

AutoFill  Configuration  Field Upiate Setting: — Wizible Columns:

Perform Updates

(%) On Reception of Contract Data Set Values

) Perindically

) Perindically if Data Values have Changed

) Perindically based on Conditions | £ dit Canditions

pdate Periad: | 10 Seconds

Update Method
(#) Ovenwrite Last Values [Snapshot]
) Append Values [Historical]

L 1] ][ Cancel J’_ Help

when Updating, Only %rite Rows with Mew D ata Yalues [ oK ] [ Cancel l [ Help ]
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From the Field Mappings for Table screen, click on the AutoFill menu option and select the
Create Columns From Group in the pop-up menu.

Field Mappings for Table: ighistoricalagentreport

[ |Jpdate Options...

] |Snapshu:ut Updates will occur when Contract Data Set Values are received.

M aintenance Options. . |N0 maintenance ocours when doing Snapshot Updates.

Configuration  Field Row  Column  Change Yiew

Create Table from Data Source
Fill Table From Data Source

Help J

Wwhen Updating, Only 'write Rows with Mew D ata Yalues ‘ oK. J [ Cancel l [

The Automated Column Creation screen is displayed on top of the Field Mappings for Table
screen. Update the options as shown below and then click Select a Group.

JAO; Reviewed:
SPOC 2/22/2010

Automated Column Creation

Create Columnz from the Fields in the Group:

[ Select a Group ]

Create Additional Columns For:
[ 1 Record Murnber
Diate and Time Stamp
[] Group or FBow Mame

[] Location [Source] or Fow Mame

IJze a Diefault String Lenagth of: |4EI |

[ ak. J[ Cancel J[ Help ]
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The Create Columns from Group screen is displayed next. Expand Contract Data Sets and

select “/ighistoricalagentreport” as shown below. Click OK.

Create Columns from Group:

== LightLink System
D Avava 10 Historical Queue
2 Avava 10 Historical Routing Point
B fvava 10 Historical Agent Report
=) Contract Data Sets
B# | fighistoricalagentreport

[ Refresh ][ Ok H Cancel

X]

Click OK in the Automated Column Creation screen.

Automated Column Creation

Create Columns from the Fields in the Group:

[ fighiztoricalagentreport ]

Create Additional Calumnns Far:
[ 1 Record Mumnber
Diate and Time Stamp
[] Group or Bow Mame

[] Location [Source] or Fow Mame

IJze a Diefault Sting Length of: |4I:I |

k. ] [ Cancel ] [ Help ]
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The Field Mappings for Table screen is updated with the columns for the database as shown
below. Select the Period column and right-click to select Edit Column from the pop-up menu.

Field Mappings for, Table: ighistoricalagentreport

[ |Ipdate Options... ] |Snapshnl Updates will occur when Contract Data Set Values are received. |
Maintenance Options... |N|:| maintenance occurs when doing Snapshat Updates. |
AukoFill  Corfiguration Fisld  Rew  Column Change Wiew Wisible Colurns: |26 2

ID_"| Peri| Soul Age| Que| Dab| Inte [ Inte | Har | Acti [ Wi Hold Int_ [ Int_ | Int_ | Int_ | Int_| Int_ | Int_| AL | &L wiz| Wiz Dire| Dire| Dire

figh' figh digh| Agh dgh) Akl gk Agh dAah) dghl Aghl Aighl Agh) digk
Hal Int_ Int_ Int_ Int_ Int_" Int_ ) Ink AL AL wie iz Dire Dire Dire
BTN (TR [TIR [TUR [TIR [TIR [TIR [MT OMT OMT OMT]INT INT [N

010 ighé ik tickh fiak | fiak fiak fick| fick finh figh figh
| Cut(Chl 42 L

Copy (Chrl + C)

Paste - AutoFill DataFields (Ctrl + )

Paste - As Originally Copied

Delete Field {Del)

Edit: Field

Fill Row From Group
Delete Row

Delete Column
Maorve Colunin

[#] When Updating, Only Wiite Fiows with Mew D ata Values L oK, J [ o ] l Help ]

The Column Configuration screen is displayed on top of the Field Mappings for Table screen.
Select the Is a Key Field checkbox. Repeat this step for the Source_EID and Agent_ID and
Queue ID fields. Together, these fields comprise the key for each database row.

Column Configuration

Storage Type:
(%) Data Field, Expression, or Constant ) Update Time Stamp

) Group or Row Mame ) Record Mumber

) Location [Source] or Fow Mame

Colurmn Mame: |Perinu:| |

[ Set From a D ata Field Mame ]

Data Type: | STRING v | width

Iz a Key Field Allow Mull v alues

L k. ][ Cancel ] [ Help ]
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The Administrator screen will now display the “ighistoricalagentreport” table in the left pane.
In addition, a green checkmark will be displayed by the Agent data source under Input Manager
in the Administrator screen to indicate that the data source is ready to accept a connection from
Avaya 1Q.

& Administrator - Lightlink Enterprise Edition

g [nowa Solutions
E}E! cvess-Ib
i Auditor

[}---!i Client Manager
g External Input Manager
= E Inpuk Manager
$  Avaya IQ Historical Agent Report
E} B Avaya IQ Historical Queue
IB ‘ Avaya IQ Historical Routing Paint
Object Bus
=@ Output Manager
E} " W £vava Database Publisher
Table: ighistoricalagentreport (CHM: 11 DSPiL)
Publisher

4 site Manitar

_E Systen Event Coalescer

] [89 Host Wiew f'&oEQ Wiew

Inova Lightlink | Ready g
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6.3.4.2 Administer Database Updater for Agent Aux Report

From the Administrator screen, expand Output Manager. Right-click on the newly created
Avaya Database Publisher and select New Device from the pop-up menu to create a database
updater for the new database output device.

& Administrator - Lightlink Enterprise Edition

}!i Client Manager
g External Input Manager

[}---E Input Manager

B Avaya IQ Historical Agent Report
E} B+ Avaya IQ Historical Queue

IB ‘ Avaya IQ Historical Routing Paint
Object Bus

= [ oOutput Manager

@ Add To View Window ...
@ Publis -
@ Site M [ew Device, .
..E Systs Rename ...
Delete
Properties ...
] [0 Hast Yisw E"'&DE& View
Inova Lightlink | Ready G [
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The Create Database Updater screen is displayed. Select the radio button for Create a New
Table, and enter “ighistoricalagentaux” for the New Table Name. Click OK.

Create Database Updater, |g|

(%) Create a Mew T able () Use a Stored Procedure
{1 Use an Existing T able

Copy Table Structure from:

Er|'| |tlrl T-Ell:llEf

ighiztaricalagentrepart

Mew Table Mame:  |ighistoricalagentaud

L Ok J[ Cancel ][ Help ]

In the Update Settings screen, select the options shown in the screen below. Click OK.

Field Mappings for Table: ighistoricalagentreport

[ IIpdate Optians... ] |Hist0rica| Updates will occur every 10 Seconds if values have changed. |

[ Maintenance Options. .. ] Updates will stop added when there are maore than 9933 records. |

AutoFill  Configuration  Field Jptlute Cetting: e Wizible Columns:

Perform Updates

{*) On Reception of Contract Data Set Walues

() Perindically

() Perindically if D ata Yalues have Changed

() Perindically based on Conditions | Fdif Condiions

Update Perind: | 10 Seconds

Update Method

(#) Ovenwrite Last Walues [Snapshat]
) tppend Yalues [Historical]

L [1]:8 ][ Cancel J[ Help

When Updating, Dnlp \Wite Rows with Mew D ata Values [ 0K, l [ BShEs ] [ Help l
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The Field Mappings for Table screen is displayed next and filled in with the table name. Click
on the AutoFill menu option and select the Create Columns From Group in the pop-up menu.

Field Mappings for Table: ighistoricalagentaux

[ Il pdate Optiohs... J |5nap$hnt Updates will occur when Contract Data Set Walues are received.

b aintenance Options... |N|:u maintenance accurs when daing Snapshot pdates.

| Corfiguration  Field  Row  Column  Change Yiew Yizible Columns:
[

olumns Fro

Fill Foowy From Group

Create Table From Data Source
Fill Tahle From Data Source

‘wihen Updating, Orly \wite Rows with New DataValues | ok | [ el ] [

Help J

The Automated Column Creation screen is displayed on top of the Field Mappings for Table

screen. Update the options as shown below and then click Select a Group.

Automated Column Creation

Create Columns from the Fields in the Group:

[ Select a Group J

Create Additional Colurnng Far:
[]Record Mumber
Diate and Time Stamp
[ Group or Fow Hame

[] Location [Source] ar Fiow kame

IJze a Default String Length of: |4EI |

[ 0k, J[ Cancel J[ Help ]
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The Create Columns from Group screen is displayed next. Expand Contract Data Sets and
select “/ighistoricalagentaux” as shown below. Click OK.

Create Columns from Group: ['5_<|

= [@® LightLink System
B Avava IO Historical Queue
£ fvava I Historical Routing Point:
£ Avava IO Historical Agent Report
=% Contract Data Sets
ED Jighistoricalagentreport:
ED lighistoricalagentaus:

[ Refresh ]I 0K H Zancel

Click OK in the Automated Column Creation screen.

Automated Column Creation

Create Columnz from the Fields in the Group:

[ fighiztoricalagentaus l

Create Additional Calumns Far:
[ ] Record Mumber
Diate and Time Stamp
[] Group or Fow Mame

[ Location [Source] or Fow Hame

IJze a Default String Lenagth of: |4EI |

ak. H Cancel H Help ]
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The Field Mappings for Table screen is updated with the columns for the database as shown
below. Select the Period column and right-click to select Edit Column from the pop-up menu.

Field Mappings for Table: ighistoricalagentaux

L IJpdate Optians... J ‘Snapshut Updates will occur when Contract Data Set Walues are received. |
Mainternance Options... ‘No maintenance occurs when doing Snapshot Updates. |
AutoFill  Configuration  Field  Row  Column  Change Wiew Vigible Columns: |10 2
ID_TimeStal| Period Saource EID|Agent_ID  |Date Interval Interval Size| Aux_State | Mative_Stab| Duration

ahistoricale fighistoricale| fighistoricalz| fghistoricals
":tl Iz Dlncac Interval Size Aue_State | Mative_Stab
Gl INT1E] | [STRING] |[STRING]

02/05/207 0% Aghizto
12:55:55:Perniod

Aghistorical:
Dwuration

Cuk (ke + )
Copy (Chrl + C)

Paste - AutoFill DataFields (Cel + W)
Paste - As Originally Copied

Delete Field (Del)

Edit: Field

Fill Riows From Group
Delete Row

Delete Column
Mowe Column

w'hen Updating. Only *rite Rows with Hew Data Yalues [ oK ] [ Cancel ] [ Help ]

The Column Configuration screen is displayed on top of the Field Mappings for Table screen.
Select the Is a Key Field checkbox. Repeat this step for the Source_EID and Agent_ID,
Aux_State, and Native State ID fields. Together, these fields comprise the key for each
database row.

Column Configuration

Storage Type:
(%) Data Field, Expression, or Constant () Update Time Stamp

() Group or Row Mame () Riecord Mumber

() Location [Source) or Fow Mame

Calurn Mame: |Pe[igd |

,_ Set From a D ata Field Mame ]

Data Type: | STRING “ Width:

Iz a Key Field Ll Mull Walues

[, Ok, J[ Cancel ] [ Help ]
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The Administrator screen will now display the “ighistoricalagentaux” table in the left pane. In
addition, a green checkmark will be displayed by the Agent Aux data source under Input
Manager in the Administrator screen to indicate that the data source is ready to accept a
connection from Avaya I1Q.

& Administrator - Lightlink Enterprise Edition

g [nowa Solutions
E}E! cvess-Ib
i Auditor

[}---!i Client Manager
g External Input Manager
= E Input Manager
ﬁ Avaya IQ Historical Agent Aux
; ‘ fvava [Q Historical Agent Report
E} B avaya IO Hiskarical Sueue
E} ‘ Avaywa IQ Historical Routing Point
CObiject Bus
= [ Cutput Manager
E} "W &vaya Database Publisher
Table: ighistoricalagentaux (CHM: 11 DIP:2)
Table: ighistaricalagentreport (CHM: 11 DSPi1)
Publisher

4 site Manitor

_E System Event Coalescer

] [0 Hast Yisw E"'&DE& View

Inova Lightlink | Ready g
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7 General Test Approach and Test Results

The interoperability compliance test included feature and serviceability testing. The feature
testing focused on verifying that Inova LightLink can receive, parse and display historical data
from Avaya IQ, including Queue (Split/Skill), Routing Point (VDN), and Agent data.

The feature test cases were performed manually. Incoming calls were made to the monitored
Queues and Routing Points to enable data streams to be sent to LightLink. Various agent state
changes were made to populate specific fields in the Agent reports.

The serviceability testing focused on verifying the ability of Inova LightLink to receive data after
toggling the status of the historical interface and to receive historical data recovered for a

specific date and time interval.

The verification of all tests included checking the accuracy and proper display of historical data
at the LightLink server.

All test cases passed.

JAO; Reviewed: Solution & Interoperability Test Lab Application Notes 58 of 70
SPOC 2/22/2010 ©2010 Avaya Inc. All Rights Reserved. Inova-Hist-1Q



8 Verification Steps

This section provides the tests that can be performed to verify proper configuration of Avaya
Aura™ Communication Manager, Avaya IQ, and Inova LightLink.

8.1 Verify Avaya Aura™ Communication Manager

Verify the status of the processor interface channel by using the “status processor-channels n”
command, where “n” is the processor channel number from Section 4.5. Verify that the Session
Layer Status is “In Service”, and that the Socket Status is “TCP connected”, as shown below.

status processor-channels 1
PROCESSOR-CHANNEL STATUS

Channel Number: 1
Session Layer Status: In Service
Socket Status: TCP connected
Link Number: 1
Link Type: ethernet
Message Buffer Number: O

Last Failure: Far end sent disconnect messag
At: 01/25/10 15:26

({92}

Verify the status of the TCP/IP link number by using the “status link n” command, where “n” is
the TCP/IP link number assigned to the C-LAN used to connect to the Avaya IQ server from
Section 4.4. Verify that the Link Status is “connected”, and that the Service State is
“in-service/active”, as shown below.

status link 1 Page 1 of 5
LINK/PORT STATUS

Link Number: 1
Link Status: connected
Link Type: ethernet

Service Port Location: 01A0417

Service State: in-service/active
Node Name: clancrm
Source IP Address: 10.32.24.20/24

Broadcast Address: 10.32.24.255
Physical Address: 00:04:0d:4a:ef:9c
Enabled? yes
Maintenance Busy? no
Active Channels: 2
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8.2 Verify Avaya IQ

From an Internet browser, access the Avaya IQ OAM Interface by entering

https://<IP Addr>:28443/CS-0AM as the URL. Log in with the proper credentials. From
the OAM interface, select the Enterprise tab in the left pane and navigate to Sites—> Default
Admin Site-><site name> to display the status of all the Avaya IQ processes. Ensure that all the
processes have been started as indicated by a green LED besides each process as shown in the
figure below.

/ Avaya IQ OAM
AVAyA Your last login was Jan 27, 2010 1:02:11 PM EST
{

Admin Host : 10.32.24.60

Change Password # Home ?- Help © Log Off

Tasks | Enterprise | Host View (7]
=J
= =
= I Subsystem/Process
' gjtes b @2 s Foundation
—! Default Admin Site P 99 pata Collection
B I New Jersey p @O
Data Processing

=St b @2 Historical Data Consolidation
b @2 Key Management

b @@ Messaging

b @2 Real Time Data Consolidation
P @2 Real Time Report Execution
b 99 Report Gateway

b 99 Report Management

b 99 System Management

To verify that the session that the Inova historical interface is turned on, access the Inova
historical interface menu as shown in Section 5.1.
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8.3 Verify Inova LightLink

From the Administrator screen, verify that Avaya 1Q Historical Queue, Avaya IQ Historical
Routing Point, Avaya I1Q Historical Agent, and Avaya IQ Historical Agent Aux under Input
Manager in the left pane are all up and running with a green check mark as shown below. Note
that different names may be used for these interfaces.

© Administrator - LightLink Enterprise Edition

telp
i Host View of LightLink System
= Inowa Solutions
E}E! cvess-lt
i Auditor

E}--!i Clignt Manager
E External Input Manager
E—}--E Inpuk Manager
# Avaya IQ Historical Agent Ausx
$  Avaya IQ Historical Agent Report
E- $ Avaya IQ Historical Quewe
IE $ Avaya IQ Historical Routing Point
Object Bus
[ [ Cutput Manager

£ Publisher

4 site Manitor

_E System Event Coalescer

] [m Hast Yizw m Global Yiew
Inova Lightlink | Ready = |
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8.3.1 Verify Historical Queue Data

From the Administrator screen, navigate to Avaya 1Q Historical Queue under Input
Manager. There are three Queue reports: PreDay, Prelnt, and Today. Expand one of the
Queue reports, such as TodayQueue:250, where “250” is the queue of interest. A list of fields
that can be viewed from the Queue data streams is displayed in the left pane. Initially, the right
pane will be empty as shown below. Click on File from the menu options bar, and select New to
create a new window for viewing.

© Administrator - Lightlink Enterprise Edition

[ Ee | Edt ew Tooks window Help

O Mew ol |

Open,.. Chl+0

Close

odawQueue:; 250

2ave Chrl+5 TodayQueue: 250: Acceptables

Save As... TodayQueue: 250: Active Duration

TodayQueue: 250 Arrivals

TodayQueue:; 250:Awg Active Duration

TodayQueue: 250: Avg Duration to Accepk

TodayQueue: 250:Avg Handle Duration
TodayQueue: 250: Avg Positions Staffed
TodayQueue: 250:Backup Handles
TodayQueue:; 250:Busies

TodayQueue: 2500Calls Abandoned
TodayQueue: 250 Handles

TodayQueue: 250:Hald Duration
TodayQueue: 250:In Focus Hold Duration
TodayQueue: 250:Percent Abandaonead

TodayQueue: 250:Percent Service Level

TodayQueue: 250 Service Level
TodayQueue: 250:Wait Duration
TodayQueue: 250:Wrapup Duration “|
< Iilf ]ll

| I Host view [ @@ clobal view

Inova Lighthink Create a new document S [ 1

The View Window Attributes screen is displayed on top of the Administrator screen. Enter a
descriptive name for the view window and click OK.

Yiew Window Attributes

Enter the name af the Yigw Window

| Queue Historical |

[ ak. ][ Caticel J [ Help ]
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To populate the right pane with Queue data, select the fields under TodayQueue:250 in the left
pane and then click and drag data fields from the left pane into the new QueueHistorical
window in the right pane. Data values from the data stream will then be displayed in the right
pane as shown in the Administrator screen below.

& Administrator - Lightlink Enterprise Edition - [Queue Historical]

i Fle Edit Wiew Tools Window Help -8 X
DSHEE =208 6666 7 [a)
i Host View of LightLink System 3 X /M] 1k x
= # AvayaIQ Historical Queus A1 rem Name Item ID Field value | Fie
#- [ PreDayQueue:zs0 =) TodayQueue: 250: Acceptables 1SRV=1/3RC... 33 INT
= @ TodayQueue:zso E) TodayQueus: 250: Active Duration [SRY=1/SRC... 0:02:52 TIM
B TodayQueus:250: Acceptables B TodayGueue: 250:arrivals [SRY=1/SRC... 37 INT
(=) Tadsrolistie:Zs0iactive Duration B TodayQueus:250:Avg Active Duration  fSRY=L/SRC..,  0:00:05 I
B TodayQuee:250:Arrivals B TodayQueus:250: dvg Duration to Accept  fSRY=1/SRC... 0:00:04 TIM
=0 Taderotise 2a0: iy Richive liation B Today(ueus:250:Avg Handle Duration  [SRY=1/5RC...  0:00:00 TIM
bl ~<TodeyQuee: 20 Ava D tion ta .Q.ccept E TodayQueus:250: Avg Positions Staffed  JSRY=1/SRC,.. 0O INT
= SOl e R =] TodayQueue: 250:Eackup Handles ISRV=1/5RC... O INT
= TodavQueue:250: Awg Positions Staffed

B TodayQueus:250:Backup Handles =) TodayQueue: 250:Busies ISRY=1/5RC... O INT
B TodayQueus:250:Busies = TodayQueus:250: Calls Abandoned ISRY=1/3RC... 4 INT
B TadayQueus:250:Calls Abandoned E TodayQueue: 250;Handles ISRV=1/SRC... 0:00:33 TIM
B TodayQueue:250:Handies E TodayQueus: 250:Hold Duration ISRy=1/SRC... :01:30 TIM
B TodayQueue:250:Hold Duration =] TodayQueue: 250:In Focus Haold Duration fSRY=1/3RC... 0:01:30 TIM
B TodayQueue:250:In Focus Hold Duration = TodayQueus:250:Percent Abandoned JSRV=1/5RC... 10 INT
B TodayQueus:250:Percent Abandoned =) TodayQueue:250:Percent Service Level  fSRY=1/SRC... §9.19 Dol
B TodayQueue:250:Percent Service Level E TodayQueus: 250; Service Level ISRvy=1/SRC... 37 [slel}
= TodayQueue:250:Service Level E TodayQueus: 250:Wait Duration ISRV=1/SRC... :02:37 TIM
= TodayQueue:Z50:Wait Duration E] TodayQueue: 250:Wrapup Duration ISRV=1/5RC... 00211 TIM

= TodayQueue:250:'Wrapup Duration 3

< = ' 3
| 90 Host view | @ Global View | £ 3|
Ready a7
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8.3.2 Verify Historical Routing Point Data

From the Administrator screen, navigate to Avaya IQ Historical Routing Point under Input
Manager. Expand one of the routing point reports, such as TodayRoutingPoint:75000, where
“75000” is the routing point of interest. A list of fields that can be viewed from the Routing
Point data streams is displayed in the left pane. Follow the steps described in Section 8.3.1 to
populate the right pane with routing point data. The screen below shows a sample routing point
report.

& pdministrator - LightLink Enterprise Edition - [Routing Point Historical]

! Fle Edit Wew Tools Window Help -8 X
DEd ke = So0Pe6e6a 2B

i Host ¥iew of LightLink System T x @ Routing Point Historical 4 b X
- @k fvaya 10 Histarical Routing Paink #1 Ttem Mame Item ID Field Walue | F

[ PreDayRoutingPoint: 75000 E) TodayRoutingPaint: 75000; Acceptables ISRY=... 23 1

= [0 TodayReutingPoint: 75000 =) TodayRoutingPoint: 7S000: Active Duration SRY=.., 01:37 T

= utingPoint: 7S000: Acceptables B TodayRoutingPoint: 7S000: Arrivals ISRY=... 27 1

= et El el B TodayRoutingPoint: 75000: &g Duration to Accept jSRY=...  0:00:06 T

= WA P B TodayRoutingPoint: 75000 Avg Handle Duration  jSRY=...  0:00:11 T

= : : =] TodayRoutingPaint: 75000:Backup Handles ISRY=,.., 0 b

- Utfr'gp':'fr't:_:___ . B TodsyRautingPoink: 75000; Busies fSRy=... 0 1

2 : I::::zzz::: _UUU:E". I E) TodayRoutingPoint: 75000:Busies plus Cancels ISRY=... 0 b

= utiru;IF'-:nint: E TodayRoutingPoint: 75000: Calls Abandoned {SRY=,.. 3 1

= E TodayRoutingPoint: 7S000: Cancels ISRv=... 0 I

= =) TodayRoutingPaint: 75000: Direct Inkeractions ISRY=,.., 0 b

= = TodayRoutingPoint: 75000:Handles ISRY=... 24 I

=R E TodayRoutin ISRY=... 0:01:30 T

=R E TodayRoutin ISRY=,.. 0 1

= o) E TodayRoutingPoint: 7S000:Percent Service Level  JSRY=... 85.19 C

= utingPaint: b Servic E) TodayRautingPoint: 7S000: Service Level fSRV=... Z7 C

=R ayRoutingPaink: 75001 e Level E) TodayRoutingPoint: 7S000: Wit Duration ISRY=.., 0:02:58 T

= utingPaoink: 75 E) TodayRoutingPoint; 75000:Wrapup Duration ISRY=... 0:01:23 T

=
4
@ Hosk: Yiew | . Global Wiew < >
I Ready E] :]
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8.3.3 Verify Historical Agent and Agent Aux Data

From the LightLink server, navigate to the database table used for storing the Agent and Agent
Aux data in Microsoft Access. Double-click on the “ighistoricalagentaux” database table to view
the Agent Aux data received by LightLink from Avaya IQ.

Da o B, O R Microsoft Access - = X
cay —

-r Home ‘1 Create External Data Database Tools @
b7 3 % | - 44 N 4 | B @ o
Ha || L] & == z] V- S
Wiew Paste = || == Filter . Size to Switch Find

- - ||£~. ||| B[22 - 20 || Fit Form Windows =

Views ||Clipboard ™ | Font (] Sort & Filter Window Find
Tables v«

E ighistoricalagentaux

E ighistoricalagentreport

Ready Num Lock |ﬂ
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The Agent Aux data is displayed as shown in the screen below.

s ) M 5 Table Tools ighistoricalagentaux - Microsoft Access _ = %
e [,r_‘gr I Home | Create External Data Database Tools Datasheet @ - 8 X
Vol | . : mitew  Eros: BN O- G 0O g% |
= B | B 7 U | =8 save & speting | %1 : - ‘_‘ g : =
V‘sw e F |A ‘J|ﬁ ; Alle | % Delete ~ EMore~ | %5 | o F?tlzlfotron'l wf.ﬂ'ﬁfﬂs - ia g~
| Views |Clipboard ™ || Font eS| Records Sort & Filter Window Find
Tables - & Period - | Source_EID ~| Agent ID - | Date +| Interval - ;Interval_Sizl - Aux_State - . Mative
= ighistoricalagentaux _ PreDay 2501 76301 2/5/2010 0 1440 Auxiliary-Login _AgtAuxilic
BF ighictoniaigentisnait | PreDay 2501 76302 2/5/2010 i} 1440 3 3
{:PrEDEy 2501 76302 2/5/2010 0 1440 4 4
| PreDay 2501 76302 2/5/2010 0 1440 5 5
EPreDay 2501 76302 2/5/2010 0 1440 Auxiliary-Login _AgtAuxiliz
| Prelnt 2501 76301 2/5/2010 660 30 Auxiliary-Login _AgtAuxilic
EPreInt 2501 76302 2/5/2010 660 06 6
| Preint 2501 76302 2/5/2010 660 307 7
EPreInt 2501 76302 2/5/2010 660 30 Auxiliary-Login _AgtAuxiliz
| Prelnt 2501 76302 2/5/2010 660 30 In Wrap-up No Conta _AgtWrapu
| 2501 76302 2/5/2010 660 30 Lunch 3
2501 76301 2/5/2010 0 1440 Auxiliary-Login _AgtAuxilic
2501 76302 2/5/2010 0 14404 a
2501 76302 2/5/2010 a 1440 5 3
2501 76302 2/5/2010 0 1440 & 6
2501 76302 2/5/2010 o 1440 7 7
2501 76302 2/5/2010 0 1440 Auxiliary-Login _ AgtAuxilic
2501 76302 2/5/2010 o 1440 In Wrap-up No Conta _AgtWrapu
2501 76302 2/5/2010 0 1440 Lunch 3
Record: H 4 10f19 | » M B | K Mo Search |‘

Datasheet View

Select “ighistoricalagentreport” to view the Agent data.

»
Hum Lock |i ﬁ'lﬂv'gﬁ
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™ L R R Table Tools ighistoricalagentreport - Microsoft Access -
= HOI-] Create External Data  Database Tools Datasheet @ - = x
‘;j i% Calibri i | IE | “ =i New X Totals El Y Cix @j % ﬁ a
- =3 | B I U | _ £y i =6 save ‘S spelling Al . - _ ] ) =
AR EE  |EEE T Ko B | | ™ v | A windows- | R

Views ||Clipboard ™ | Font T || Rich Text Records Sort & Filter Window Find ]
Tables |« ID_TimeStar - | Period - Source EID -| Agent ID - | Queue ID -~ | Date - | Interval - |Interval_Siz¢ - |
B bt agEta ~ |1012:17:29 PM PreDay 0 76302 0 2/4/2010 0 1440
=l S __;'10 12:17:30 PM PreDay 0 76304 0 2/4/2010 0 1440
il 10 10:59:50 AM PreDay 2501 76301 0 2/5/2010 0 1440

| |1010:59:50 AM PreDay 2501 76301 250 2/5/2010 0 1440

10 10:59:50 AM PreDay 2501 76302 o 2/5/2010 0 1440

__‘: 10 10:59:50 AM PreDay 2501 76302 250 2/5/2010 1] 1440

] _‘ 10 10:59:50 AM PreDay 2501 76304 o 2/5/2010 0 1440

1:'10 12:17:30 PM Prelnt 0 76301 [t} 2/5/2010 690 30

| _ﬁ'lO 12:17:30 PM Preint 0 76302 o 2/5/2010 690 30

__;'10 12:17:30 PM Prelnt 0 76304 0 2/5/2010 630 30

ol 1012:17:30 PM Today 2501 76301 o 2/5/2010 0 1440

7;'10 12:17:30 PM Today 2501 76301 250 2/5/2010 0 1440

ol 1012:17:30 PM Today 2501 76302 o 2/5/2010 0 1440

7{ 10 12:17:30 PM Today 2501 76302 250 2/5/2010 o 1440

1012:17:30 PM Today 2501 76304 (1] 2/5/2010 1] 1440

Record: M 4150715 | b M ki | & Mo F Search |4 »
| Datashest View [ Num Lock [[ BB &/ |33
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9 Conclusion

These Application Notes describe the configuration steps required to integrate Inova LightLink
with Avaya IQ using the Inova historical interface to capture ACD call center data from Avaya
Aura™ Communication Manager. All feature and serviceability test cases were completed
successfully.

10 References

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

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

[2] Avaya IQ Overview, Release 5.0, September 2009, available at http://support.avaya.com.

[3] Administering Avaya 1Q, Release 5.0, September 2009, available at
http://support.avaya.com.

[4] Inova LightLink Middleware Installation Instructions, available at http://www.inova-

support.com.
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11 Appendix — Sample Historical Reports

This section presents sample historical reports containing queue, routing point, agent, and agent
aux data.

Sample Queue Report (filename: 1.queue):

Type | Source EID | Queue ID | Date | Interval | Interval Size | Abandons | % Abandons |
Acceptables | Handles | Active Dur. Seconds | Wrap-up Dur. Seconds | Wait Dur. Seconds |
Busies | Arrivals | Hold Dur. Seconds | In Focus Hold Dur. Seconds | Service Level | Backup
Handles | Avg. Dur. to Accept Seconds. | Avg. Handle Dur. Seconds | % in Service Level | Avg
Positions Staffed | Avg. Active Dur. Seconds

PreDay|2501|250/01/26/2010/00:00|1440(10|31/21|22]00:01:01/00:50:06]00:02:10/0]32]00:0
0:10/00:00:10132]10/00:00:04]10|65.62]0|00:00:02
PreDay|2501|80|01/26/2010[00:00]1440[1(120/4/4/00:00:11/00:00:18[00:00:26|0]5/00:00:00]|
00:00:0015/0/00:00:0410(80.00/0]00:00:02
PreInt|2501|250/01/27/2010/13:00(30[2(20|8[8]00:00:23[00:00:17/00:00:19[0(10/00:00:00]
00:00:0011010100:00:01/0180.00[0]00:00:02
PreInt|2501|260|01/27/2010]13:00(30/0/0|1]1]00:00:27[00:00:00/00:00:11/0|2|00:00:00]00
:00:001210(00:00:0110]50.00]0[00:00:27
Today|2501]250101/27/2010|00:00]144019(121131/32[00:03:47/00:01:02|00:02:12|0(41/00:00:
43100:00:43(14110/00:00:02]0[75.6110]/00:00:07
Today|2501]260(01/27/2010|00:00(1440]10(0/1/1/00:00:27]00:00:00[00:00:11]0]2]00:00:00/0
0:00:00(2/0/00:00:0110[50.00[0]00:00:27
Today|2501(80(01/27/2010[00:00|1440(0/0|1]1]00:00:06[/00:00:04]00:00:02|0|1/00:00:00]00
:00:00(1110100:00:02]0]100.00]0[00:00:06

Sample Routing Point Report (Filename: 2.rp):

Type | Source EID | Routing Point ID | Date | Interval | Interval Size |

Abandons | Acceptables | Handles | Active Dur. Seconds | Wrap-up Dur. Seconds
| Wait Dur. Seconds | Busies | Arrivals | Outflows | Hold Dur. Seconds |
Service Level | Avg. Dur. to Accept Seconds | Avg. Handle Dur. Seconds | % in
Service Level | Busies + Cancels | Direct Interactions | Backup Handles |
Cancels

PreDay|2501128900(01/26/2010/00:00|1440|11414/100:00:11[100:00:18]00:00:26/0|5[0[00:00:0
015/00:00:04|00:00:07/80.00[0|0[010
PreDay|2501]75000[01/26/2010[00:00]1440|10|21]22]00:01:01/00:50:06[00:03:14|0[32|0[00:
00:10132]100:00:06[00:02:19]165.62]0]10]010
PrelInt|2501]75000(01/27/2010|13:00(30]2|414/00:00:05/00:00:17[00:00:29[2[8|0[00:00:00|
8100:00:03|00:00:05[150.0012]0[0]0
PreInt|2501]75100(01/27/2010|13:00[30]0|2]2]00:00:32|00:00:00/00:00:17|0(2]0]00:00:00|
2100:00:08[100:00:16]100.00[0(0|0]0
Today|2501(28900]01/27/2010|00:00/1440(0]1]1]00:00:06/00:00:04]00:00:02|0]1]0]00:00:00
[1100:00:02|00:00:10]100.00[0]010]0
Today|2501|75000]01/27/2010|00:00]1440(9]26(27|00:03:19]00:01:02]00:03:33[7[45|0]00:00
:43145100:00:04100:00:11157.7819|0]0]2
Today|2501|75100]01/27/2010|00:00]1440(012[2]00:00:32|00:00:00[00:00:17|0]2]0]00:00:00
[2100:00:08|00:00:16[100.00(0]0]010
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Sample Agent Report (Filename: 3.agent):

Type | Source EID | Agent ID | Queue ID | Date | Interval | Interval Size |

Handles | Active Dur. Seconds | Wrap-up Dur. Seconds | Hold Dur. Seconds |
Interval Staffed Dur. Seconds | Interval Idle Dur. Seconds | Occupied Dur.
Seconds | Interval Not-Occupied Dur. Seconds | Interval Working Aux. Dur.
Seconds | Interval Non-Working Aux. Dur. Seconds | Interval Alert Dur.
Seconds | Aux. Inbound Interactions | Aux. Outbound Interactions | Wrap-up
Inbound Interactions | Wrap-up Outbound Interactions | Direct Interactions |
Direct Active Dur. Seconds | Direct Wrap-ups

PreDay|2501|76301]250/01/26/2010[00:00(1440]19]/00:00:21[00:00:00[/00:00:00|12:22:39(12:2
0:28]00:02:11112:20:28|00:00:00[00:00:00[00:01:50[0/0|0[0[0]00:00:00/0
PreDay|2501|76302]250/01/26/2010|00:00(144013|00:00:40[00:50:06|00:00:10[24:00:00/23:
08:43|00:51:17(23:08:43[00:00:00[00:00:00/00:00:20[0[010[0|0|00:00:0010
PreDay|2501|76501(80|01/26/2010/00:00|1440/4(00:00:11]00:00:18[00:00:00]01:32:14]01:30
:46100:00:46|01:30:46]00:00:00[00:00:42]00:00:17[0]0[0]0[0]00:00:00]0
PreInt|2501]76301|0(01/27/2010(13:00/30|3[00:00:13/00:00:00[00:00:00[00:05:31|00:04:49
[00:00:38]00:04:49|00:00:00(00:00:04100:00:09]0[0|0[0[3]00:00:13[0
PreInt|2501(76301[250/01/27/2010|13:00(30]4|00:00:14]00:00:00/00:00:00[00:05:31|00:04:
49100:00:3800:04:49|00:00:00/00:00:04100:00:09[1010/0]0]3100:00:1310
PreInt|2501]76302|0]01/27/2010]13:00/30|5/00:00:28|00:00:00[00:00:00/00:30:00]|00:28:41
[00:01:19/00:28:41|00:00:00]00:00:00[00:00:11/0]0/0]0|1]00:00:1010
PrelInt|2501(76302[250/01/27/2010|13:00(30(4|00:00:09]00:00:17|00:00:00]00:30:00/00:28:
41100:01:19/00:28:41100:00:00/00:00:00100:00:1110/0|0|0|0|00:00:0010
PreInt|2501]76304[260|01/27/2010(13:00(30]1]/00:00:27]00:00:00/00:00:00[00:00:54|00:00:
20100:00:30/00:00:20/00:00:00[100:00:04]00:00:01|0/0|0[0[0]00:00:00]/0
Today|2501|763010/01/27/2010/00:00|1440(3[00:00:13[00:00:00[/00:00:00[00:05:31/00:04:4
9100:00:38]00:04:49[00:00:00/00:00:0400:00:09]0(0[0|0[3]00:00:13]0
Today|2501|76301]250|01/27/2010[00:00(1440[4(00:00:14|00:00:00[00:00:00/00:05:31]00:04
:49]100:00:38|00:04:49]00:00:00[/00:00:04]00:00:09|0]0[0[0]3[00:00:13]0
Today|2501|76302]0/01/27/2010/00:00|1440/6/00:00:38[00:00:00[/00:00:00(13:30:00|13:21:5
7100:08:03(113:21:57[00:00:00/00:00:00/00:01:36[/0[0[0]0[2]00:00:20]0
Today|2501|76302]250|01/27/2010[00:00]1440[26/00:03:31/00:01:02[00:00:43[13:30:00(13:2
1:57100:08:03[13:21:57|00:00:00[/00:00:00[00:01:36|/0/0|0]0|1]00:00:1010
Today|2501|76304]250|01/27/2010[00:00]1440[2]00:00:02|00:00:00[00:00:00/00:05:14]00:04
:07100:00:45|00:04:07]00:00:00[/00:00:22]00:00:09[0[/0|0]0[0]00:00:0010
Today|2501|76304260|01/27/2010[00:00(1440[1]00:00:27|00:00:00[00:00:00/00:05:14]00:04
:07100:00:45|00:04:07]00:00:00[00:00:22]00:00:09[0[0|0]0[0]00:00:00]0
Today|2501|76501180]01/27/2010[00:00/1440]1/00:00:06]00:00:04|00:00:00[00:12:01/00:11:
25100:00:12(00:11:25|00:00:00/00:00:24[00:00:02[0|0|0[0]0]00:00:00/0

Sample Agent Aux Report (Filename: 4.aux):

Type | Source EID | Agent ID | Date | Interval | Interval Size | Aux. State |
Native State ID | Dur. Seconds

PreDay|2501]76501]01/26/2010/00:00]|1440|Auxiliary-Login| AgtAuxiliaryLogin [00:00:32
PreDay|2501|76501101/26/2010[00:00/1440|111]00:00:10
PreInt|2501]76301|01/27/2010|13:00|30|Auxiliary-Login| AgtAuxiliaryLogin |00:00:04
PreInt|2501]76304(01/27/2010|13:00|30|Auxiliary-Login| AgtAuxiliaryLogin |00:00:04
Today|2501]76301101/27/2010|00:00]1440|Auxiliary-Login| AgtAuxiliaryLogin |00:00:04
Today|2501|76501101/27/2010/00:00(1440(11|1/00:00:09
Today|2501]76501101/27/2010|00:00]1440|Auxiliary-Login| AgtAuxiliaryLogin [00:00:15
Today|2501|76304101/27/2010|00:00]1440|Auxiliary-Login| AgtAuxiliaryLogin |00:00:22
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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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