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Abstract

These Application Notes deribe the configuration steps required for Call SWEET! Liv
interoperate with AvayaAura™ Communication Manager and Avaysura'™ Application
Enablement Serviceall SWEET! Live is a welbbased contact center management solu
Call SWEET! Liveuses reaitime data from Communication Managembonitor and produc
reports on phone activity for agents and ACD/split groups.

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

DATELSof t war e C8IGWEHT!Lwensbasvelbased contact center management
solution. Call SVEET! Live uses reatime data fromAvayaAura™ CommunicatiorManager

to monitor and produce reports on phone activity for agents and ACD/split growgrgables

users to design personalized homepages from a collection of widgets and alarms, t@odpture
report on reatime call center dynamicand provide historical reports on specific activities over
time.

The interoperability of Call SWEET! Live Version 2.0 with Avagara™ Communication
Manager is accomplished through Avayara™ Application Enélement Services. These
Application Notes describe the compliance test configuration used to teSMZBET Live
Version 2.0, withAvaya S8300 Server arath Avaya G350 Media Gateway.

1.1. Interoperability Compliance Testing
The Compliance testing focused the following areas

1 Installation & Configuration
1 Call SWEET! Live/Avaya Feature Functionality Verification
1 Failover and Serviceability Tests

The installation and configuration testing focused on the setup of all components and the ability
to interoperte. It also covered the ability to remove the application fronCEHleESWEET! Live
server

The functionality testing focused on verifyin
reattime data from Communication Manager, and the use of therdedaious widget and
alarm reportss well as the production of historical reports

The serviceability testing focused on verifying the ability of Call SWEET! Live to recover from
and report oradverse conditions

1.2. Support
Technical support on Call SWHELIive can be obtained through the following:

APhone: (724) 7441380
AEmail: support@datetiroup.com
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2. Reference Configuration

The interoperability of Call SWEET! Live Version 2.0 with Communicatitenager is
accomplished throughApplication Enablement Service$he compliance test configuration
used to test CaBWEET! Live Version 2.0 includebe Avaya S8300 Server, the Avaya G350
Media GatewayApplication Enablement Serviced/indows 2003 Serveand telephones.
Figure 1 provides a high level topology.
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Figure 1: Call SWEET! Live Compliance Test Sample Configuration
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3. Equipment and Software Validated
The following equipment and software were used for the sample configuratiodguio

Hardware/Software Component Version/Description

AvayaAura™ Communication Manager

é‘;?g\?v 58300 Serverand G350 Media | 5 5 ip015y 02.0.947.3) with Service Pac
y 17534
Releaset.2.3

AvayaAuraE Application Enablement
Services

9620, 9630, 9640 H.323 Avaya OHe

Avaya 9600Series IPTelephones TerminalsR2.0

Version 2.0 with Windows IIS Services
5.1, .NET Framework 3.5, and Internet
Explorer 6.0

DATEL Software Soluwu
Live running on Windows 2003 Server

4. Configure Avaya Aura® Communication Manager

All the configuration changes in this section for Communication Manager are performed through
the System Access Terminal (SAT) interface. For more information on configuring
Communication Manager, refer to the Avaya prodloctumetation, Reference [1].

This section provides the procedures for configuring Communication Manager. The procedures
fall into the following areas:
1 AdministerProcessoEthernet Interfacér Application Enablement Services
connectivity
1 Administer CTI lirk with TSAPI service

The detailed administration of contact cergmstities such as VDN, Skill, Split, Logical Agents
and Station Extensions are assumed to be in place and are not covered in these Application
Notes.
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4.1. Administer Processor Ethernet Interface for Application
Enablement Services Connectivity

Verify the entry for theProcessor Ethernet Interfaicethe nodenames form.

1 Enter thechange nodenames ipcommand In this caseprocr and10.64.10.1Gre
already populatedsNameandIP Addressfor theProcessoEthernet Interfacéhat will
be used foconnectivity to théApplication Enablement Servicesrver The actual IP
address may vary. Submit these changes.

¢ Telnet 10.64.10.10
hange node—names ip

IF HODE MAMES
Hame IP Address
Cms 98.1.1.1688
default A.A.A.8
msgserver 8.1.1.111
proce 18.64.18.184

of 4 administered node—names were displayed >
*list node—names' command to see all the administered node-—names
‘change node—names ip xxx' to change a node—name *xxx' or add a node—name

ESC—x=Cancel Esc—e=5ubmnit Esc—p=Prev Pg Esc—n=Hext Pg Eszsc—h=Help Esc—r=Refre=zh
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On an S830@erverthe ProcessoEthernet Interface should alreally in the ipinterface list.

1 Either thedisplay ip-interface procr command or thést ip-interface all command will
display the parameters of the Processor Ethernet Interface on the S8300.

Telnet 10.64.10.10 ﬂﬂ

dizplay ip—interface

Type: PROCR
Target socket load:

Enabhle Interface? uy Allow H.323 Endpoints?
Allow H.248 Gateways?
Metwork Region: 1 Gatekeeper Priority:

IPU4 PARAMETERS
Hode Mame: procr
Subnet Maszk: ~24

ESC—x=Cancel Ezc—e=%ubmit Esc—p=Prev Pg Ezc—n=Next Pg Ezc—h=Help Ezc—r=Refrezh

e Telnet 10.64.10.10 - 0] x|
lizt ip—interface all

IP INTERFACES

S81lot CodersSfx Mode Mame~ Mazk Gateway Hode
IP-Address

y PROCR 18.64.168.18 <24 18.64.18.1

ommand successfull

ESC—x=Cancel Esc—e=Submit Ezc-p=Prev Pg Esc—n=Mext Pg Eszsc—h=Help Eszsc—r=Refreczh
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Add an entryfor IP Servicesvith the following valus for fields on Page 1, as displayed below:
Enter thechange ipservicescommand.

In theService Typefield, type AESVCS.

In theEnabledfield, typey.

In theLocal Nodefield, typethe Node nameprocr for theProcessor Ethernet Interface
In theLocal Port field, retain the default 08765

T
T
T
T
)l

e+ Telnet 10.64.10.10

IF SERUICES
Service Local Local
Tuype Hode Port
AESUCS procr 8765

ESC—x=Cancel Ezc—e=S5ubmit Esc—p=Prev Pg Ezc—n=MNext Pg Esc—h=Help Ezc—r=Refrezh
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Go to Page 3 of the IP Services form, and enter the following values:

1 IntheAE Services Servefield, typethe rame obtained from th&pplication
Enablement Serviceserver, in this caskES.

1 InthePassvord field, typethe same password to be administered onApglication
Enablement Serviceserver in this case@eslpassword

1 IntheEnabledfield, typey.

¢ Telnet 10.64.10.10

AE Services Administration

Server ID AE Services Password Enabled Status
Server
AES aeslpassword uy in use

i
2
3
4
LY
[
7
8
9
1@:
11:
12:
13
14
15
i6

ESC—x=Cancel Ezc—e=Submit Ezc-p=Prev Pg Esc—n=Mext Pg Ezc—h=Help Ezc—r=Refreczh

Note that the name and password entered foAEh8ervices ServelandPasswordfields mus
match the name and password onApelication Enablement Servicesrver. The administered
name for theApplication Enablement Servicesrver is created as part of theplication
Enablement Servicasstallation, and can be obtained fraine Application Enablement Services
server by typinginamei n at the Linux command prompt. The same password erabimce

will need to be set on thepplication Enablement Servicesrver usinghdministration >

Switch Connections > Edit Connection > Set Passwaord
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4.2. Administer Computer Telephony Integration (CTI) Link

It is assumed th&@ommunication Manages enabled with feature licenses for Vectoring, ASAI
Link Core Capabilities, and Computer Telephony Adjunct Links.

This section provides the steps requiredctamfiguring a CTI Link.

Enter thedisplay systemparameters customeroptions command.
1 On Page 3, verify that tt@omputer Telephony Adjunct Links field is set toy for yes.
If not, contact an authorized Avaya account representative to obtain the license.

Telnet 10.64.10.10 o ] [

system—parameters customer—options i~
OPTIOMAL FEATURES [

Abbreviated Dialing Enhanced List?
Access Security Gateway C(ASGH?

Analeg Trunk Incoming Call ID?

AsD GrpsSys List Dialing Start at 817
Answer Supervision by Call Classifier?
ARS?

ARS-AAR Partitioning?

ARSAAR Dialing without FAC?

ASAI Link Core Capabilities?

ASAI Link Plus Capabhilities?

Async. Transfer Mode <ATH> PHC?
Async. Transfer Mode <ATH> Trunking?
ATH WAM Spare Processor?

ATHE?

Attendant Uectoring?

Audibhle Messzage Waiting?
Authorization Codes?

CAS Branch?

CAS Main?

Change COR by FACG?

Computer Telephony Adjunct Links?
Cug Of Calls Redirected Off-—net?
DCE <Basic)»?

DCE Call Coverage?

DCS with Rerouting?

2333w 33333

Digital Loss Plan Modification?
D51 MSP?
D81 Echo Cancellation?

2300w\ a33233
=33

CMOTE: You must logoff & login to effect the permizsion changes.>

ESC—x=Cancel Esc—e=%ubmit Esc—p=Prev Pg Ezc—n=Next Pg Eszsc—h=Help Ezsc—r=Refrezh
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Enter theadd cti-link <link number> command, whereglink number> is an available CTI link
number.
1 IntheExtensionfield, type<station extension> where<station extension>is a valid
station extension.
1 IntheTypefield, typeADJ-IP.
1 IntheNamefield, type a descriptive name.

e+ Telnet 10.64.10.10 0] x|
add cti-link 1 Page 1 of 3
CIT Link: 1

Extension: 5978
Type: ADJ-IP

Hame: AUAYA CTI1

ESC—x=Cancel Esc—e=Submit Esc—p=Prev Pg Esc—n=Next Pg Esc—h=Help Ezc—r=Refresh

Enter thdist cti-link command to verify that the CTI Links correctly configured All
configured links will show in this screen. In the snapshot below, Link 1 is the link of interest
added above.

et Telnet 10.64.10.10 -0l x|
list cti—link -

CTI LIMNKS

Link Ext Type Port Mame
1 5998 ADJ-IP AUAYA CTI1
2 5991k ASAI-IP CT CONMECT

ESC—x=Cancel Ezc—e=S%ubmit Esc—p=Prev Pg Esc—n=Mext Pg Esc—h=Help Esc—r=Refresh
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Enter thechangesystemparameters featurescommand.
1 IntheCopy ASAI UUI During Conference/Transfer field, typey for yes.
1 IntheSend UCID to ASAlfield, typey for yes.

& Tednet 10.64.10.10 ~=10] x|

hange system—parameters features q -
FEATURE-RELATED SYSTEM PARAMETERS [

CALL CENTER MISCELLAWEOUS
Clear Callr—info: leave—ACYH
Allow Ringer—off with Auto—Answer? n

Reporting for PC Mon—-Predictive Calls? n

Interruptible Aux MWotification Timer <secl>: 3
Interruptible Aux Deactivation Threshold <x>: 25

Copy ASALI UWUI During ConferencesTransfer? y
Gall Classification After Answer Supervision? n
Send UCID to ASAIY? vy

ESC—x=Cancel Ezc—e=S5ubmit Esc—p=Prev Pg Esc-—n=Mext Pg Esc—h=Help Esc—r=Refrezh

The fields above are required by Call SWEIEMe for reports UCID is necessary to ttee
records of a call togethendin historical reportindo tie the legs of a call together

Check the service state of your links by enteringstatus aesvcs ctiink command. Thénk
statusshould showno for maintenance bugyvint Busy) and theService State should indicate
established

~ Telnet 10.64.10.10 - O] |

=tatus aeswcs cti—-link

AE SERVICES CTI LIMK STATUS

AE Services Service M=gs
Server State Sent

AES eztahlizhed 14
AES estabhlizhed 3

ommand successfull

ESC—x=Cancel Eszsc—e=S5ubmit Esc—p=FPrev Pg Esc—n=Mext Pg Esc—-h=Help Esc—r=Refrezh
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5. Configure Avaya Aura® Application Enablement Services

Application Enablement Services enables Computer Telephony Interface (CTI) applications to
monitor and control telephony resources on Communication Manager. ptiegiion

Enablement Services server receives requests from CTI applications and forwards them to
Communication Manager. Conversely, the Application Enablement Services server receives
responses and events from Communication Manager and forwards ttiresrappropriate CTI
applications.

This section assumes that the installation and basic administration of the Application Enablement
Services server has already been performed. For more information on administering Application
Enablement Services, referthe Avaya product documentatidteference [2].

Access the Aplication Enablement Servic€AM web-based interface by using the URL
https://ip-addressin aninternet browser window, whene-addressis the IP address of the
ApplicationEnablementervicesserver.

22 https://10.64.10.20/index. jsp - Microsoft Internet Explorer

Eile Edit W¥ew Favortes Tools Help W

F - A ®) < 3] 2
QBack 2} Iﬂ Iil-' | Search . Favorites 6-“! e .“‘

fddress @] https: (10,6410, 20findex.jsp v ﬂ Go | Lirks **
Go SIE W -" Search ~ ¢ G2+ D d}i' 5] ~ &% Bookmarks = “& Check + ** t% - SignIn = QSnagIt [eaf
AVAYA Application Enablement Services

AE Server Administration
WebLM Administration

Welcome to Avaya Application Enablement Services

These web pages are provided for the administration and maintenance of this Avaya Application
Enablement Server.

£ >
@;’]Done é Q Internet
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ThelLogin screen is displayed as shown below. Log in with the appropriate credentials.

3 45 Lo - Wit et b pPm

Eile Edit W¥ew Favortes Tools Help

OBack - lﬂ li‘] A / ! Search < ' Favorites £

fddress (@] https: /110,64, 10.20/MYAPjindex. jsp v Beo ks
Google W -" Search ~ ¢ G2+ D d}l' S]' 9 Bookmarks * “é& Check + ** 3 SignIn = @Snaglt Eap

AVAYA

ion Enablement Se
Please log on.

Lagon:

Password:

g‘] Done S @ Internet

TheWelcome to OAM screen is displayed next. Sel€dl OAM Admin istration from the
left pane.

a3 https:/f10.64.10. 20/MVAP/forms/common/home. jsp - Microsoft Internet Explorer
Edit

Eile

OBack - |£| |EL| A y ! Search Favorites  54) - = = :‘?'

fddress | ] https: /10,64, 10, 20/MVAP Formsjcommanfhome. jsp v Bl ks

Wiew Favortes Tools Help

v | M search - 50 - D gE- Bi- U9 Bodkmarks 0P Check - 2 g, - Sgnin - ©snaglt '

W

Google

Application Enablement Services

Operations Administration and Maintenance
®Help @Logout

Home You are here: = Home

CTI 0AM Administration

User Management welcome to OAM

Security Administration

The AE Services Operations, administration, and Management (QaM) Web provides you with tools
for managing the AE Server, OAM spans the following administrative domains:

® CTI OAM Admin - Use CTI 0AM Admin to manage all AE Services that you are licensed to use
on the AE Server.

® User Management - Use User Management to manage AE Services users and 4E Services
user-related resources,

® Security Administration - Use Security Administration to manage Linuz user accounts and
configure Linux-PA&M (Pluggable Authentication Modules for Linux).

Depending on your business requirements, these adminstrative domains can be served by one
administrator for both domains, or a separate administrator for each daomain.

g‘] Done é Q Internet

SMH; Reviewed: Solution & Interoperability Test Lab Application Note 130f 34
SPOC 11/19/2009 ©2009Avaya Inc. All Rights Reserved. DATELCSL



TheWelcome to CTlI OAM Screensscreeris displayed. Verify thaf\pplication Enablement
Servicess licensed for the TSAPI service, as shown in the bottom of the screen below. If the
TSAPI service is not licensed, contact the Avaya sales team or business partner for a proper
license file.

<2 Welcome to CTI OAM Screens - Microsoft Internet Explorer E|@|E|

File Edit Yiew Favorites Tools

Help

n

OBack - I |£| \ELI _l\J /..-\’ Search :\7’ Favarites {‘7 - & = ‘i‘i
Address | &] https:/{10.64.10, 20{MYAP Farms/ctifctiHome. jsp v B ks 7
v | search -0 G- @ o | B - €9 Bookmarks v | € - (Sanin - @snaan B

- ~— — —r——— [
/AVAVA Application Enablement Services

Operations Administration and Maintenance

Google

®0LM Home ®Help @Logout

CTI 0AM Home You are here: > CTI OAM Home

Administration

T Welcome to CTI OAM Screens

Maintenance

[craft] Last login: Mon Mov 2 20:01:05 2009 from 10.64.10.15

vvvvvvv
d
o
2
@

Help IMPORTAMT: AE Services must be restarted for administrative changes to fully take effect.
Changes to the Security Database do not require a restart,

Service Status State Licenses Purchased
ASAI Link Manager Running MAA A&
DMCC Service Running OMLINE Yes
CYLAN Service Running OMNLINE Yes
| DLG Service Running ONLIMNE Yes
| ;Larcffeurt Layer Running /A /A
TSAPI Service Running OMLINE Yes
SMS M/a M/ A ¥es

For status on actual services, please use Status and Control.

License Information

You are licensed to run Application Enablement (CTI) version 4.2,

@I]Done é O Inkernet
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To administer a TSAPI link, seleddministration > CTI Link Admin > TSAPI Links from
the left pane. Th&@SAPI Links screen is displayed, as shown below. CAckd Link .

3 https:4/10.64.10. 20/MVAP forms/ctiftsapilinks. jsp - Microsoft Internet Explarer =3
File Edit Yiew Favorites Tools Help ﬂ.'

@Back M > | |ﬂ @ ;j /.._\J Search \5:( Favorites 'ej - :6 — ‘ﬁ

Address|féj hitps: 10,64, 10, 20{MyAR Forms ctifts apiLinks. jsp V|Gn Links »

Google v | search -0 G- @ o | B - €9 Bookmarks v | € - (Sanin - @snaan B

Application Enablement Services

Operations Administration and Maintenance

®0LM Home ®Help @Logout

| CTI 0AM Home You are here: = Administration > CTI Link Admin > TSAPI Links

i
|~ Administration

» Metwork Configuration TSAPI Li“ks

Switch Connections

: - CTI Link Admin Link Switch Connection Switch CTI Link #  ASAI Link Yersion Security
E TSAPI Links ® 1 S5300 1 L3 Unencrypted
Lol inles [(add Link ] [ Edit Link | [ Delete Link
| DLG Links =
féj 5 4 nternet B
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The Add / Edit TSAPI Links screen is displayed next. Thimk field is only locéto the
ApplicationEnablementervicesserver, and may be set to any available number Swich
Connection, select the relevant switch connection from the dfoywn list. In this case, the
exiging switch connectio®8300is selected. FaBwitch CTI Link Number , select the CTI link
numberpreviously administeredClick Apply Changes
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