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Abstract

These Application Notes describe the steps required to integrate DGVox with Avaya
Communication Server 1000 using Meridian Link Services. DGVox is a server based
application that captures and records voice communication.

In the compliance test, the DGVox application successfully registers with the Avaya
Communication Server 1000 using the Meridian Link Services. The application is now capable

to record all voice communication that is carried out within the Avaya Communication Server
1000.

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 steps required to integrate the DGVox application with
Avaya Communication Server 1000 using Meridian Link Services (MLS). The DGVox
application is a server based application that captures and records all voice communication.

In the compliance test, DGVox application successfully registered with Communication Server
1000 using MLS and was then able to capture and record all voice communications within the
Communication Server 1000.

MLS is exported as part of Avaya Aura® Contact Center and Avaya NES Contact Center, and is
used by DGVox to access the functionality of the Communication Server 1000.

2. General Test Approach and Test Results

To verify interoperability of the DGVox application with Communication Server 1000, calls
were made to and from the Communication Server 1000 and verified if voice recording for
monitored extensions is captured in the DGVox server. Only Avaya IP phone extensions were
used during the compliance test as per Vox Spectrum partner’s request.

The MLS protocol used in the integration is an Avaya proprietary protocol that enables third-
party application developers to extend the functionality of applications, particularly in the call
center arena. MLS is the primary interface for implementation of complex contact center and call
routing applications, as well as a required interface for Voice Recording applications on
Communication Server 1000.

2.1. Interoperability Compliance Testing

Interoperability compliance testing covered the following features and functionality:
=  Successful registration of the DGVox application with Communication Server 1000.
= Recording of calls to/from internal extensions.
= Recording of calls with Hold, Blind transfer, Consulted transfer and Conference feature
activated.
= Recording of calls to/from Avaya Desktop Agent.
= Recording of calls to/from PSTN.
= Network failure.

2.2. Test Results

Basic test cases were executed and found to be passed with the following observations:
= The DGVox application displays 3 call records when call involves Hold, Transfer or
Conference feature.
= [fthe network connection is lost when 2 calls are active, the channel display shows that
they are active even after network is restored. The display is cleared only when a new call
is displayed to the extensions after the network is restored. Also the recordings of new
calls are appended to the call that was active prior to the disruption of the network.
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2.3. Support

For technical support on DGVox, contact Vox Spectrum support via phone, email, or website.

=  Phone: +971 6 557 2682/+91 80 4047 5822
=  Email: support@voxspectrum.com
=  Web: http://www.voxspectrum.com/support

3. Reference Configuration

The figure below illustrates the lab configuration that was used for compliance testing.

Lab Network

Emulated PSTN
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4. Equipment and Software

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

Hardware Component Version
Avaya Communication Server 1000 7.5
Avaya Aura® Contact Center Manager 62
Server
Avaya 1140 SIP Set 0625C8A
Avaya 1120 IP Set 0624C8A
Avaya 2007 IP Set 0621C8A
Avaya 2050 Softphone 3.02.0045
DGVox Server OS Win XP Pro SP3
DGVox Application 7.1.0.9
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5. Configure Avaya IP Phone

This section provides the procedures for configuring an Avaya IP Phone in the Communication
Server 1000 which will be used during the compliance testing to make and receive calls. During
compliance testing a total of four Avaya IP phones were used.

The assumption is made that Communication Server 1000 and Avaya Aura® Contact Center
Manager Server are installed and configured successfully. Also note that the MLS protocol being
used in the integration is granted only through license agreement and payment of an annual
license fee.

For detailed information on installation and configuration for Communication Server 1000 and
Avaya Aura® Contact Center Manager Server, refer to Section 9 [1].

To configure an Avaya IP Phone, connect to the Communication Server 1000 using PuTTY and
access the command line interface (CLI) by entering the proper credentials (not shown).

Overlay 11 (LD 11) in CLI will allow the user to configure an IP phone. Prompts in red shown in
Figures 1 and 2 have to be configured by the user. The rest of the values can remain at their
default setting. In the example below, configuration is shown for an Avaya 1120 phone with
directory number (DN) 58006.
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In Figure 1, note the value of the Terminal Number (TN) since this will be used in Section 6.2
when configuring the phone that needs to be recorded. Also Class of Service (CLS) is set to
RECA which is “recording allowed”.
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Figure 1: Configuring an Avaya IP Phone
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In Figure 2, note the value of the Key since the DN associated with the Key will be used in
Section 6.2 when configuring the phone that needs to be recorded.

[GRP
MLUT_ LANG 0
MLNG ENG
DNDE O
SCR 58006 0 MLRP

CPND_LANG

MNAME 11
XPLN 13
DIZPLAY FMT FIRST,LL3T

Figure 2: Configuring an Avaya IP Phone Cont’d
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6. Configuree DGVox Application

This section provides the procedures for configuring the DGVox application. The procedures
include the following areas:

= Configure the General Settings.
= Configure the Nortel [P MLS CTI Settings.

6.1. Configure the General Settings

This section explains the settings to be configured in the General section from the DGVox
Management Console.

Assumption is made here that the DGVox application and the required database is installed
successfully on the server hosting the DGVox application. For detailed information on
installation and configuration of the DGVox application, refer to Section 9 [2].

To configure the General Settings, login to the Management console by double-clicking on
ManagementConsole.exe (not shown). During a typical installation, this .exe file is installed
under the C:\Voxspectrum\DGVOX folder. The figure below shows the login screen to the
Management Console. Enter the required credentials and click on OK to continue.

Login - Management Console

User name
Paszzword
Change Pazsword l ’ ok ] ’ Cancel
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The figure below shows the main screen of the Management Console. Click on General Settings
to proceed to the next step.

Eﬂ ManagementConsole

¢ ¢« DGVOX

& & i General System
o

HE ©

Database DGY¥ox
Settings Services

Alert FTP Client  Nortel IP User
Server... Settings MLS CT... Authenti...

] - e B =

Live DG¥ox  AutoDelete Email-SMSs
Monit... License Settings Settings

teszage Center

o A software to manage console programs of DGYox. Helps to
update the settings of all services and executables of DGYox

In the Data Settings tab shown in the figure below, enter the IP address of the Server on which
the DGVox application is installed in the Call Data IP field. The rest of the values are left at
their default setting. Click on Apply to complete the configuration.

El General Settings
Storage Server Settings Filter Seftings | Call Filter Settings
Fath Settings
[rata Path |E:Wo:-:spectrum\D.&T.-’-‘x | l Browse l
Auchive Path | D:WRCHIVE] | Browse |
IF Settings

Call Data 1P (110101010

LogLevel |GEMERAL

)

Meszage Center

Updatez Data Path and Server Name/IP of PlayFiles
and Backup PlayFiles. It iz recommended to restart all
services of DGYox after updation.
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6.2. Configure the Nortel IP MLS CTI Settings

This section explains the settings to be configured on the Nortel [P MLS CTI from the DGVox
Management Console.

The figure below shows the main screen of the Management Console. Click on Nortel IP MLS
CTI Settings to proceed to next step.

= ManagementConsole

¢ ¢ DGVOX
& &P General System
v o e
H © B w e B =
Database DGYox General Live DGYox  AutoDelete Email-SMS
Settings Services Settings Monit... License Settings Settings
2
Alert FTP Client User
Server.. Settings Authenti...

Mezzage Center

S2gE

In the General Settings tab as shown in Figure below, enter the IP address of the Avaya Aura®
Contact Center Manager Server in the Nortel Server IP field. Enter the IP address of the Server
on which the DGVox application is installed in the Media Forwarding IP field. During

compliance testing the DG Vox application was licensed to record up to 8 channels and therefore
8 was selected under the Channel No field. The rest of the values are left at their default setting.

A software to manage console programs of DGYox. Helps to
update the settings of all services and executables of DG¥ox

BEXE

Bl Mortel IP MLS CTI Seitings
General Settingz| DM Settings | Channel Settings | Audio 5 ettings
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In the DN Settings tab, enter the DN and the DN Type that needs to be recorded. The figure
below shows the DN 58006 being one of the DN that will be recorded during compliance
testing.

o)X

&2l Nortel IP MLS CTI Settings

General Settings

| REGULSR

[] Multiple &ppearance
Set Dizcovery

Delete ] [ Apply ] [ Cancel

Mezzage Center

= Updatez Mortel IP DM Settings

In the Channel Settings tab, select a free channel that needs to be recorded and assign a TN to
that same channel. The figure below shows ChannellD as 004 and Terminal Number as

96 1 0 6 that was configured during compliance testing. Click on Apply to complete the
configuration.

=] Nortel IP MLS CTI Seftings Bl=d

General Settings | DM Settingzd_Channel Settings |.l'-‘-.uu:|iu:| Settings

Channel-Terminal Mumber kMapping

ChannellD | on4 L |

Teminal Number |96_1_0_6 |

[ Delete ] [ Apply ] [ Cancel

Meszage Center

% Updates Hortel IP Channel-Terminal Humber Settings
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7. Verification Steps

This section provides the tests that can be performed to verify that the DGVox application can
register to the Communication Server 1000 and capture and record voice communication for the
extensions selected.

The figure below shows the DGVox logs which show the application registering the extensions
and unpacking the TN information required for recording. The application log file can typically
be found under the path C:\Voxspectrum\DATA\LOG\NortellPSignaling.

Time:1l_54_22_218,Message:GetExecutablerath [exeFilerath] C:\WoxspectrumDEwiosdt,,

The figure below shows voice communication between two extensions being recorded. Also note
that 2 channels are in a busy state. The following can be accessed via an IE browser by typing
http://<ip address>/DGVOX in the browser URL where ip address is the DGVox server IP
address.

Home | Manage |Search |Channe|s |Schedu|es |A|ar‘ts |Repor‘ts |Settings Systemn |Logout|

Primary Storage Source Primary Archive Source
v DGVOX Systern Time : 14:24 - ) Py R
s Systern Date ; 13/01/2012, BUSY CHRMMELS: = [en ]
g Fru::ay . Free Space ABIIZO3MB || oo e
Welcorne admin Available Time F975.42 Hr vailable Time -
Manage Channels
) online 2 @yide 6 @Y Ringing i] @@ off i] @Y Disconnected 0
Selected Channel
Live Monitar Label ewtl Edit Channel Label [ Wiew Channel in ]
B Status Idle Thumbnail Yiew v"
Recent S r VWiew Channel By Status —)
Calls IF\ll Channels v"
5l. User Dialed Digits Caller ID Start Time r Wiew Channel Range 1
[ auto Start -~ [1-8 ~|
1 Sa11l 58007 06/01/2012 =
11:55:25 &b

® ((© ® '  ©®© © e e

001 -extl 002 -ext2 TS ~ceis 004 -extd 005 -extd 006 -extd 007 -ext? 008 -extd
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The figure below is call records showing the extensions, duration of call, direction of the calls
etc. Also, a recorded call can be played back by selecting the required extension and clicking on
the Play button.
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Recording was also done when features like Hold, Transfer (blind and assisted) and Conference
were activated. Recording was also done on Avaya desktop agent extensions.

8. Conclusion

These Application Notes have described the configuration steps necessary for the DGVox
application to successfully connect to a Communication Server 1000 and record the voice
communication. All basic test cases passed.

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

[1] Product documentation for Avaya Aura® Contact Center and Avaya Communication
Server 1000 may be found at:
https://support.avaya.com/css/Products/P0793
Avaya Communication Server 1000 Documents:
Avaya Communication Server 1000E Installation and Commissioning (NN43041-310)
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Avaya CS 1000 Co-resident Call Server and Signaling Server Fundamentals (NN43001-509,

03.01)
Avaya CS 1000 Element Manager System Reference - Administration (NN43001-632,

05.04)

Avaya Aura® Contact Center 6.2 Documents:
Avaya Aura® Contact Center Planning and Engineering (NN44400-210)
Avaya Aura® Contact Center Installation (NN44400-311)
Avaya Aura® Contact Center Server Administration (NN44400-610)
Avaya Aura® Contact Center Overview (NN44400-111)
Avaya Aura® Contact Center Fundamentals (NN44400-110)
Avaya Aura™ Contact Center Manager Administration — Client Administration (NN44400-

611)

[2] DGVox User Guide v7.1 and DGVox Installation Guide v7.1, available at Voxspectrum per
request.
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©2012 Avaya Inc. All Rights Reserved.

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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