AVAYA

Avaya Solution & Interoperability Test Lab

Application Notes for Resource Software International
Visual Rapport with Avaya IP Office — Issue 1.0

Abstract

These Application Notes describe the configuration steps required for Resource Software
International Visual Rapport to interoperate with Avaya I[P Office. Resource Software
International Visual Rapport is a visual communication console that provides desktop dialing,
telephone status / presence, instant messaging, email, screen pop, call logging, and file
transfer. The compliance testing focused on the telephony features.

In the compliance testing, Resource Software International Visual Rapport used the TAPI
interface from Avaya IP Office to provide screen pop and basic call control telephony features.

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 Resource Software
International (RSI) Visual Rapport to interoperate with Avaya IP Office. RSI Visual Rapport is a
visual communication console that provides desktop dialing, telephone status / presence, instant
messaging, email, screen pop, call logging, and file transfer. The compliance testing focused on
the telephony features.

In the compliance testing, RSI Visual Rapport used the TAPI interface from Avaya IP Office to
provide screen pop and basic call control telephony features.

RSI Visual Rapport used a server and client architecture. Each RSI Visual Rapport client used
TAPI 3 in single user mode with Avaya IP Office to obtain call events and perform call controls
such as hold and reconnect.

1.1. Interoperability Compliance Testing

The interoperability compliance test included feature and serviceability testing. The feature
testing focused on verifying the following on RSI Visual Rapport:

¢ Handling of TAPI call events from Avaya IP Office.

¢ Proper handling of call control scenarios including answer, disconnect, hold, reconnect,
blind/attended transfer, park, unpark, incoming trunk call, internal call, outgoing call,
voicemail call, multiple calls, and outpulse of DTMF digits.

The serviceability testing focused on verifying the ability of RSI Visual Rapport to recover from
adverse conditions, such as disabling/re-enabling the network connection to the RSI Visual
Rapport Client.

1.2. Support
Technical support on the RSI Visual Rapport can be obtained through the following:

e Phone: (905) 576-4575
e Email: support@telecost.com
e Web: www.telecost.com
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2. Reference Configuration

The RSI Visual Rapport solution consists of the RSI Visual Rapport Server, and RSI Visual
Rapport Clients. Each RSI Visual Rapport Client has a TAPI connection to Avaya IP Office, as

shown in the compliance test configuration below.
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3. Equipment and Software Validated

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

T e T T P ey ]

Equipment Software

Avaya IP Office IP500 6.0 (8)
Avaya 5420 Digital Telephone NA
Avaya 1600 Series IP Telephones (H.323) 1.21
RSI Visual Rapport Server on 2.16
Windows 2003 Server with Service Pack 2
RSI Visual Rapport Client 2.16

e Avaya IP Office TAPI3 Driver (tspi3w) 1.0.0.17
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4. Configure Avaya IP Office

This section provides the procedures for configuring Avaya IP Office.

From a PC running the Avaya IP Office Manager application, select Start > Programs > IP
Office > Manager to launch the Manager application. Select the proper IP Office system, and
log in with the appropriate credentials.

The Avaya IP Office R6 Manager screen is displayed. From the configuration tree in the left
pane, select the first user extension shown in Section 2, in this case User > 21232.

Enter a desired value for Password and Confirm Password. Make a note of the values for
Name, Password, and Extension, which will be used later to configure RSI Visual Rapport.
Repeat this section for all RSI Visual Rapport users. In the compliance testing, two users with
extensions of “21232” and “21253” were configured.

i Avaya IP Office R6 Manager IP500-Dev [6.0{8]]

File  Edit  “iew Tools Help
2 - | & =] | - |} 1PSO0-Dev - User v 21232 Extnz1232 x|
IP Offices : Extn21232: 21232 i e G O l
- & BOOTP (£) “| | Button Programming Menu Programming || Mobility | Phone Manager Opkions || Hunt Group Membership |
| Announcements | Personal Directory |
(-39 System (1) User |\-'0icemai| |oMD | ShortCodes | Source Mumbers | Telepharry || Forwarding | Dial In || Voice Recording | _
[#-F5 Line (26) T g ~
: Extn21232 ==
[ == Control Unit (8) klame Extn ! |
i : I |
I.:f Al Extension (32) Password i*m*** |
g User(z9) — =
S MoUser Canfirm Password [kt |
§r 25001 agent1 - |
§r 25002 agertz Full hame L
i 21231 Extn21231 Extension 21232 |
& 21232 Extn21232 ;
ﬁ 21233 Extn21233 Locale I v!
1 2123 Extnz1234 — ' - —
§ 2123 Extrzizas FGUEE 12 o]
i 21238 Extn21236 System Phone Rights [Mane v =
3 21237 Extn21237 e -
§ z1238Extn2i238 Prafile [Basic Liser v
3 21239 Extn21239 Pl Rocer et
§ ziz40Exnziz40 SEepLn
ﬁ 21241 Extnz1241 Enable SoftPhone
a ZLZAS BNzl [] Enable one-% Portal Services
1 21245 Extnz1245
a 21250 ExtnZ1250 Enable one-¥ TeleCommuter Z|
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5. Configure RSI Visual Rapport Server

This section provides the procedures for configuring the RSI Visual Rapport Server. The
procedures include the following areas:

e Launch Visual Rapport Server
¢ Administer group

e Administer users

e Administer communication

5.1. Launch Visual Rapport Server

From the Visual Rapport Server, select Start > All Programs > RSI > Visual Rapport for
TAPI > Server to display the RSI Visual Rapport Server screen. Select Tools > Directory
Services from the top menu.

RSI ¥Yisual Rapport Server B |

File Tools Help

Communication Services are currently:

OFF

5.2. Administer Group

The RSI Visual Rapport Server — Directory Services screen is displayed next. In the upper
left pane, enter a desired Group Name, and click the Post edit icon circled below.

i=d R S1 Yisual Rapport Server - Directory Services

Group Mame Family Mame | Given Mame | Mick Name | TAF ! Eute

A BRARRRRARS A

| =0 +) x| | + | - | | 4 | o |

User Account M‘Jisible Extension List I

Extension: i User d: | Pazaword: I Confirm: I
Adminiztrabive Group: I j Dizplay Mame: I
Given Mame: I Farmily M arme: I
Ermnail; I
Comment;
[+ Insta-Meszaging Enabled [ Allow Privacy ¥ Monitared
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5.3. Administer Users
In the bottom pane, select the User Account Details tab.

For Extension, enter the first user extension from Section 4. Enter desired values for User Id,
Password, Confirm, and Display Name. Retain the default value in the remaining fields, and
click the Post edit icon circled below.

=1 RsI Yisual Rapport Server - Directory Services

l Uger Id |Fami|_l,l Mame | Given Mame Email TAPI
2122 | | | | I

LIEeEr,

Group Mame

I

& BARRARRARE

i
+ | =l v x| &| * | - ( v D x | [+ |

User Account Dietails I\-fisible Extenzion Listl e —
Extension: | 21232 Uszer Id: |user21232 Password: I ***** Confirrm: I *****
Administrative Group: !Depﬂ Ll Digplay Mame: IUSBI 21232
Given Marme: i Farnily M arme: |
Email I
Comment:
W Insta-Meszaging Enabled [ Allow Privacy W Monitored

Repeat this section to add all users. In the compliance testing, two users with extensions
“21232” and “21253” were added as shown below.

=R sI Yisual Rapport Server - Directory Services

Group Mame
I

+ | =l v | x| ]
User Account Details I Visible Extension List I

& SARARRRSRAS

E stension: | 21253 zer Id: |USEI21253 Password: |*** Confirm: |
Adriristrative Group: lDept'I LI Dizplay Marme: IUsBr 21253
Given Mame: I Farnily Marne: |
Email I
Comment:
¥ Insta-iessaging Enabled [~ Allow Privacy v Manitored
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5.4. Administer Communication

From the RSI Visual Rapport Server screen shown in Section 5.1, select Tools > Options
from the top menu to display the Options screen. Check Unicast Communications. Note that
the method of communication between the server and client can be either unicast or multicast. In

the compliance testing, the unicast method was used.

Communications I Server Identificatinnl Admiriztrative Eu:untan:ti Seu:urit_ui Telnet COR I

v nicast Commurnications tulticast Carnmuricatiotis (Eroup Address])

Y

Server Part[z]: I'EIEIEEI == I 224 000 39 L 26R

Client Port{=]: I'EIEIB1 -:3 [T | Use Broadoast Eommunications

T Intermet Protocol Status. . QK

Cancel

The RSI Visual Rapport Server screen is displayed again. Click on the flip switch.

RSI ¥isual Rapport Server B I

File Tools Help

The Communication Services are activated as shown below.

R5I Yisual Rapport Server E I

File Tools Help

Communication Services are curenthy:
oN =l
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6. Configure RSI Visual Rapport Client

This section provides the procedures for configuring the RSI Visual Rapport Client. The
procedures include the following areas:

e Administer TAPI driver

e Launch Visual Rapport Client

¢ Administer messaging configuration
e Administer TAPI configuration

6.1. Administer TAPI Driver

From the Visual Rapport Client, select Start > Control Panel > Phone and Modem Options, to
display the Phone and Modem Options screen. Select the Avaya IP Office TAPI3 Service
Provider entry under the Advanced tab, and click Configure.

Phone and Modem O ptions @@

| Dialing Rules Modems | Advanced |

,E The fallawing telephony providers are installed on this computer:

Prowiders:
[ vaya IF Office TAP!:
Awvaya IP Service Provider

Microzoft H.323 Telephony Service Provider
Microzoft HID Phone TSP

Microzoft Multicast Conference TAPI Service Provider
| | MDIS Prowy TAPI Service Provider

TAPI Eemeltode Service Provider

Unimodarn 5 Service Provider

[ Add... H Remoyve H Eanigure...__ﬁJ

Cloze
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The Avaya TAPI3 configuration screen is displayed. For Switch IP Address, enter the IP
address of Avaya IP Office. Select the radio button for Single User. For User Name and User

Password, enter the corresponding IP Office user name and password from Section 4. Reboot
the Visual Rapport Client PC.

Avaya TAPI3 configuration E |

Switch IP Address |1D.32.33.1D

] Cancel |

" Single Llzer

R s IE:-ttn21 232

|lger Pazaword | NN

™ Third Party

I—
Switch Pagzword I

[T Ex Directon Users
[ i sers
[T ACD Hueues

6.2. Launch Visual Rapport Client

From the Visual Rapport Client, select Start > Programs > RSI > Visual Rapport for TAPI >
Client to display the RSI Visual Rapport Client screen.

= RSl Visual Rapport Client

& Welcome Visual Rapport

F This wizard helps pou configure the Wisual Rapport Client far uze.

Visual Rapport
| DESKTOP CONSOLE

Resource Software International Litd

3 Vis ual 40 King Street West, Suite 200

Oshawa, Ontario, Canada L1H 144

Ra pport Phone: +1 (805) 576-4575

www.telecost.com

b

; . Copyright © 2004-2010, all rights reserved
Communication Management

for EVEF‘_V Enterprise [ Irnpart & Client Configuratian... ]

RS

Meut » ][ Cancel
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6.3. Administer Messaging Configuration

The Messaging Configuration screen is displayed. For Visual Rapport Server Address, enter
the IP address of Visual Rapport Server. Retain the default values in all remaining fields.

=]rs1 visual Rapport Client B

Messaqging Configuration

Yisual Rapport Server Address: l1 0.32.35.150

fulticast Eroup Address:
35 . 755

v Unicast Communications

Server Part[s]: 3030 = |_2?_4 P Ly o
Client Part[z): 0 2 7 Use Broadeast Eommunications
Test Insta-teszage Configuration. . l Yiew Server Froperties.. | W Internet Protocol Status.

Cancel

< Back | Mest > I

6.4. Administer TAPI Configuration

The TAPI Configuration screen is displayed next. Select “Avaya IP Office TAPI3 Service
Provider” from the drop-down list. Select Callable, Internal, and Owner as shown below.

Retain the default values in the subsequent screens to complete the configuration.

E’RSI ¥isual Rapport Client
TAPI Configuration

Telephory Service Provider (TSP FEmel | i) s F pl e gt et e el la =)

Hide Callable !Intemal tiner |.&ppealance Mame
b & | i !IP Office Phone: 21232 - 21232 :

¢ Back | Mest > I

Cancel
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7. General Test Approach and Test Results

The feature test cases were performed manually. Incoming calls were made to the users to verify
proper screen pop, and manual call controls from the agent desktops.

The serviceability test cases were performed manually by disconnecting/reconnecting the
Ethernet cable to the RSI Visual Rapport Client.

The verification of tests included checking of proper states at the user telephones and desktop
screens, and of reviewing the TAPI log file from the RSI Visual Rapport Client.

All test cases were executed and passed.

8. Verification Steps

This section provides the tests that can be performed to verify proper configuration of Avaya IP
Office and RSI Visual Rapport.

From the Visual Rapport Client, select Start > Programs > RSI > Visual Rapport for TAPI >
Client to display the RSI Visual Rapport Client screen. Enter the appropriate user ID and
password from Section 5.3.

ERSI Yisual Rapport Client

Sign In

Uzer Id: Iuser21 232 LI

xxxxx

Pazsward: I

¢ Back | Finish I Cancel
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The screen below is displayed next. Verify that the user ID is displayed in the lower right corner

of the screen.

@RSI ¥isual Rapport Client [_ (O] x|
File Tools Help
Extensions | Telephane I Call Histary I Personal I
=l Enterprize Status E:-:l.l Farnily M arme: I Given Marme I Remate Murmber I Remate Name
""" Deptl : 21253 E : E
. L - L - e
o
i
4
<] | 2
Call Displa: :
Appearance Remote Mumber Remaote Mame Call Direction Trunk, Call State
>
| |z1232 = §

Make an incoming trunk call to the user. Verify that an entry is displayed in the Call Display
section with relevant information. Right click on the entry and select “Answer”.

@RSI ¥isual Rapport Client
File Tools Help

Extensions |Telephnne| Call Historyl F'ersonall

i[=] B3

=l Enterprize

| Statusz l

E:-:l.l Farnily M arme: I Given Marme

I Remaote Mumber

I Remate Marme

""" C=nki ) 21253 : : :
&
4] | 2
.
Appearance Remote Mumber Remaote Mame Call Direction Call State
I Hnbound 31 Offering

2z1z:z2. B
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Verify that the user telephone is connected to the caller, and that the Call State is updated to

“Connected”, as shown below.
@RSI ¥isual Rapport Client [_ (O] x|
File Tools Help

Extensions |Telephnne| Call Historyl F'ersonall

= E:nterplise Status E:-:l.l Famnily Mame I Given Mame I Femote Mumber I Remate MName
wigpt] 71253 : : !

< | |

Appearance Remote Humber Remaote Mame

232 19088485001

& RRARRARNE .

Call Direction

E |nbaind E Connected

z12:2 B
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9. Conclusion

These Application Notes describe the configuration steps required for RSI Visual Rapport to
successfully interoperate with Avaya IP Office. All feature and serviceability test cases were
completed.

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

1. [P Office 6.0 Documentation CD, February 2010, available at http://support.avaya.com.
2. Visual Rapport Server, available on the RSI Visual Rapport Server as part of installation.

3. Visual Rapport Client, available on the RSI Visual Rapport Client as part of 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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