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Abstract

These Application Notes describe the procedures for configuring CyTrack CyCC Multi-Media
Contact Centre Solution with Avaya IP Office. CyTrack CyCC Multi-Media Contact Centre
Solution is an enabling modular suite of products that provide business benefits and
functionalities such as call control, call recording, queue management, call detail record
reporting, interactive voice response and telemarketing call 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 for CyTrack CyCC Multi-
Media Contact Centre Solution to successfully interoperate with Avaya IP Office.

The following CyTrack CyCC Multi-Media Contact Centre Solution products were tested:

o CyTrack® CyDesk™ - Telephone Unified Communications & CTI

e CyTrack® CyRecord™ - Integrated & Flexible VVoice Recording

e CyTrack® CyCall™ - Multi-Media Outbound & Tele-Marketing Call Centre
e CyTrack® CyReport™ - Call Accounting & Business Intelligence Reporting

e CyTrack® CyQ™ - Multi-Media Super Highway Inbound Call Centre

o CyTrack® CyLive™ - Intelligent Interactive VVoice Response (IVR) Server

CyTrack CyCC Multi-Media Contact Centre Solution is integrated with Avaya IP Office by the
Microsoft Telephony Application Programmer Interface (TAPI).

2. General Test Approach and Test Results

For feature testing, the general test approach was to use CyTrack CyQ to queue incoming calls to
the agents and use CyTrack CyCall to place outgoing campaign calls. To manage the calls, the
agents used CyTrack CyDesk on the agent PCs. CyTrack CyRecord was also configured to
record the agent’s incoming and outgoing calls. At the same time, a script was also deployed in
CyTrack CyLive to provide IVVR features. Finally, CyTrack CyReport was used to collect Station
Message Detail Reporting (SMDR) for various types of calls which include intra-switch calls,
inter-switch calls, inbound and outbound PSTN trunk calls. For serviceability testing, failures
such as reboot of the CyTrack Server and the Avaya IP Office were applied.

DevConnect Compliance Testing is conducted jointly by Avaya and DevConnect members. The
jointly-defined test plan focuses on exercising APIs and/or standards-based interfaces pertinent
to the interoperability of the tested products and their functionalities. DevConnect Compliance
Testing is not intended to substitute full product performance or feature testing performed by
DevConnect members, nor is it to be construed as an endorsement by Avaya of the suitability or
completeness of a DevConnect member’s solution.

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

The feature testing focused on verifying CyTrack CyCC Multi-Media Contact Centre Solution’s
handling of TAPI messages to request and respond to Avaya IP Office features. The feature
testing also evaluated the ability of CyTrack CyCC Multi-Media Contact Centre Solution to
collect and process SMDR for various types of calls.

The serviceability testing introduced failure scenarios to verify CyTrack CyCC Multi-Media
Contact Centre Server could resume operation after failure recovery.
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2.2. Test Results

All feature and serviceability tests passed. Note that for TAPI control, the agent cannot reject
incoming calls and hence this feature is not supported.

2.3. Support

For technical support on CyTrack CyCC Multi-Media Contact Centre Solution, contact the
CyTrack support team at:

e Phone: +61 1300 CYHELP (1300 294357)
e Fax: +61 1300 788791
e Email: support@cytrack.com

3. Reference Configuration

Figure 1 illustrates the test configuration used to verify the CyTrack CyCC Multi-Media Contact
Centre Solution. The setup of this compliance testing comprised of an Avaya IP Office 500
which has connections to the following: Avaya 9621 IP Telephone, Avaya 9630 IP Telephone,
Avaya 1608 IP Telephone, Avaya 2420 Digital Telephone, Avaya analog telephone and an
ISDN-PRI trunk to the PSTN.

CyTrack CyCC Multi-Media Contact Centre Solution is installed on a server running Microsoft
Windows 7 Ultimate with Service Pack 1. In short, it is termed as CyTrack Server. It has
connections to the IP Office 500 via four SIP extensions for queuing of calls and playing
announcements. CyTrack CyDesk is installed on desktop PCs running Microsoft Windows XP
Professional Service Pack 3 and is used to control the IP, Digital and analog telephones
respectively.

In this compliance testing, IP Office manager is installed on the CyTrack Server for managing
the setup of the phones and hunt group. The Avaya 5520-48T-PWR Ethernet Routing Switch
provides Ethernet connectivity to the servers and IP telephones and Layer 3 IP routing between
the two sites.
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Figure 1: Test Configuration

4. Equipment and Software Validate
The following equipment and software were used for the

d

sample configuration provided:

Equipment/Software Release/Version
Avaya IP Office 500 8.1 (43)
Avaya IP Office Manager 10.1 (43)
Avaya H323 IP Telephones 6.2 SP2
(9621)

Avaya H323 IP Telephone 3.1SP3
(9630)

Avaya H323 IP Telephones 1.32
(1608)

Avaya 2420 Digital Telephone R6

Avaya Analog Telephone -

Avaya 5520-48T-PWR Ethernet Routing Switch V5.6.1.052
CyTrack CyCC Multi-Media Contact Centre Server | 5.8 SP4

on Windows 7 Ultimate SP1

CyDesk Client PCs on 5.8 SP4
Windows XP Professional with Service Pack 3
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5. Configure Avaya Office

This section provides the procedures for configuring Avaya IP Office. The procedures include
the following areas:

Verify IP Office license

Obtain LAN IP address

Administer SIP Registrar

Administer SIP extensions

Administer SIP users

Configuring analog user as a member of Hunt Group
Configuring Call Center Hunt Group

Administer incoming call route

Administer SMDR

It is expected that the installer is familiar with configuring users, hunt groups, short codes, etc.
on Avaya IP Office as the focus of these Application Notes is on the configuration of the TAPI
interface only. For all other provisioning information, such as software installation, installation
of optional components, basic configuration of Avaya IP Office, etc., refer to the Avaya IP
Office product documentation in reference [1] of Section 9.
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5.1. Verify IP Office License

Step | Description
1. | 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.
% Select IP Dffice [_[O] =]
Mame | 1P Address | Type | Version | Edition |
Release 8.1
O sePsoo 10.1.30.10 IPSO0 6.1(43) IP Office |
TCP Discovery Progress [
Unit/Broadcast Address
lm Refresh | O I Cancel |
I3
4
Log into the Avaya IP Office Manager application by using the appropriate user name and
password (not shown).
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Step

Description

The CTI Link Pro license is required for CyTrack Server to connect to Avaya IP Office
via TAPI. Scroll down the left pane and select License = CT]I Link Pro, to display the
CTI Link Pro screen in the right pane. Verify that the License Status is “Valid”. This
license is required for CyTrack Server to use third-party TAPI control mode on IP Office.

File  Edit Mew Tools

=0nl:

IP Offices

- %, License (50) -]
- W, 3rd Party IP Er
R Advanced Editi
- W ALIDTX Voicems:
- fvaya [P endp
- g CCC Agent Ro
Mg, CCC Chat

- W, T Designer
R, CCC EMail
g, CCC PO Wallbe
g COC Server
g COC Spectrum
- g, CCC Supervisa
- ge, Compact Busin
=% CTI Link Pra
- W, Customer Sery
- W, Customer Sery
g 6ELF

- Wge Essential Editio
Wy Inteqrated Me:

Help

v = ‘\E{ SGIPSON = License = CTILink Pro <

B CTI Link Pro

Licenses |

License Key I1KTBZWgQSijDtxDXExNSy_MjBBKpoE1

License Type ICTI Link Pro

License Stakus I'\"alid

Instances |255

Expiry Date INever
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5.2. Obtain LAN IP address

Step | Description

1. | From the configuration tree in the left pane, select System to display the SGIP500 screen
in the right pane. Select the LANL1 tab, followed by the LAN Settings sub-tab in the right
pane. Make a note of the IP Address, which will be used later to configure CyTrack
Server. Note that IP Office can support SIP on the LAN1 and/or LAN2 interfaces, and the
compliance testing used the LANL1 interface.

ﬁ Avava IP Office R8.1 Manager SGIP500 [8.1{43)] [Administrator{Administrator})]
File  Edit Wiew Tools Help
- =] =] v 2 ' selPsoo = System ~ SGIPSOD
=
IP Offices H=
...I{ BOOTR (1) 21 sSystern  LARML |L.ﬂ.N2 I DMS I Yaicemail | Telephony I Direckary Services | Swstem Eventsl
----:Fr" Operator (3) :
E"'L?" SEIPS00
[=]-#%9 System (1)
s saps0 IP address [0 . 1 .30 . 10
[#-4 Line (6] IP Mask EEEREE
B+ Cantrol Unit (5]
[ Extension (25) Primaty Trans, IP address I o .0 .0 .0
-, G008 301
vy, 5009 F02 RIP Mode INDI‘IE j
:’: 8004 303 I~ Enable AT
g, 5010 304
-y, 3011 305 |- Mumber OF DHCP IP Addresses |1 3:
- 8000 311 DHCP Made
-, G005 312
%, BO01 313 " Server O Client 7 Dizlin % Disabled Advanced
-, G002 314
-, G003 315
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5.3. Administer SIP Registrar

Step | Description

1. | Select the VoIP sub-tab. Make certain that SIP Registrar Enable is checked, as shown

below.

IP Offices

- K BOOTP(1)
7 Operatar (3)

File  Edit  VWiew  Tools

-d D RI2E v~

Help

2 ‘| | sePsoo

-
-

LAH Settings Y

Ei Avaya IP Office R8.1 Manager SGIP500 [8.1{43)] [Administrator{Administrator)]

T SGIPS00

SGIPS00

T System

Swstern  LANL |LP.N2 I DS | Woicemail | Telephorsy I Directory Services | Swsterm Events | 5M

| Metwork Topology | SIP Reqistrar I

- SGIPS00

[=]-#23 System (1)
b5 SGIPSO0 ~
- v H.323 Gateke Enabl

B9 Line (6) atekesper Enable

-2 Control Unit (5) ¥ SIP Trunks Enable

[ Extension (28) ¥ sIP Registrar Enable L\\\ﬁ
----- g, 5003 301
----- g, G009 302
----- g, 3004 303 r RTP Port Mumber Range
..... H.323 Auta-create Extn

“w, 8010 304 Port Range (Minimum)  |49152 -
----- g, G011 305
----- g, 8000 311 T Hiz23 Auto-create ser Port Range (Maximum} |53246 j
----- Mg, 8005 312
----- ™, 5001 313 ™ H.323 Remote Extn Enable
----- , 5002 314
. ¥ Enable RTCP Monitoring
""" ", 8003 315 on Part 5005
----- Wy, BO07 316 . _
_____ "~ 5006 317 DiffSery Settings
----- A 25321 IBS 3: DSCP{Hex) |FC DSCP Mask (Hex) |58 SIG DSCP (Hex)
----- i 26 322
..... & 27323 |46 =] pscr |63 =] Dscp Mask |34 =] swpsce
----- A 28374
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Step | Description

2. | Select the SIP Registrar sub-tab, and enter a valid Domain Name for SIP endpoints to

use for registration with IP Office. In the compliance testing, the Domain Name was left
blank, so the LAN IP address was used for registration.

i@ Avaya IP Office R8.1 Manager SGIPS00 [8.1{43)] [Administrator{Administrator)]

File  Edit Miew Tools Help
G~ ] = + 0 2 | sarsm - System - SGIPSOD
=
IP Offices =
a BOOTP (1) 200 System LF\Nll LAmz | Dh5 | \-'Dicemaill Telephorny | Direckary Services | Swskem Eventsl SMTP | SMDR
B Operatar (3) _
). %% SGIPSO] LA Settings | ¥otp | Wetwork Topology[ STP Registrar |[ |
[=]-#%9 System (1) .
Ly SGIPSO0 Damain Mame I
(1 Line (8) Layer 4 Protocol [Both TcP & UDP |
- Contral Unit (5)
-4y Extension (28] TP Part ISEIE-IZI 5:
L'y, 8003 301 Iﬁ
wy, 5002 302 DR Port 5060 s
", 5004 303 Challenge Expiry Time (secs) IlD 5:
"y, G010 304
g, 5011 305 | Auto-create Extn/lUser v
: "y, G000 311
Ly, B005 312 b
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5.4. Administer SIP extensions

Step | Description
1. | From the configuration tree in the left pane, right-click on Extension and select New =
SIP Extension from the pop-up list to add a new SIP extension. Enter the desired digits
for Base Extension, and check Force Authorization, as shown below. In this case,
“311”. Repeat for extensions “312-314”.
ﬁ Awvaya IP Office R8.1 Manager SGIP500 [8.1(43)] [Administrator{Administrator)]
File Edit Wew Tools Help
3 - ] 5] =] v o 2 F ¢ selPsmo * Extension - 8000
IP Offices =
- R BOOTP (1) 2|l exn |ver | T38Fax |
g7 Operator (3)
&2 SGIPS00 Extension Id IS':“:":'
|5y Syskem (1 ]
o is ;;nIIES:I;D | Biase Extension !311 |
'T'*, Line () Caller Display Type on *
<= Contral Unit {5) Py R I J
=4 Extension (25) Reset Wolume After Calls r
----- g, 5005 301
----- Wy, HO09 302 Device Type ILInknu:uwn SIP device
----- %, 5004 303
----- W, 5010 304 I_':'
----- W, 8011305 Medule
) Port |D
----- | 8005 312
_____ :: a001 313 Force Authorization PJ
----- W, 5002 314
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5.5. Administer SIP users

Step | Description

1. CyTrack Server registers with the SIP User which is used to queue calls redirected from

incoming call hunt group by TAPI control. From the configuration tree in the left pane, right-
click on User and select New from the pop-up list (not shown). Enter desired values for Name
and Full Name. For Extension, enter the first Base Extension from Section 5.4. Enter desired
Password and Confirm Password.

Bile  Edit  Wew Tools  Help

7 - d | & B

v § F] ¢ sEIPsa0

ﬁ Avaya IP Office R8.1 Manager SGIP500 [8.1(43)] [Administrator{Administrator)]

~ User v 311 Extn3ll

IP Offices = Extn311: 311

E|--+-3. SEIPS00 ﬂ User |'\-'|:|icemail | DD | ShortCodes | Source Murbers | Telephory | Faorwarding | Dial In | Yoice Recording | Btk
[=-55p System (1)
Lay SEIPSAN Mame IExtn311
-:‘; Line (6) ek kbbb
f¥l-= Conttrol Unit (5) Password |
-4y Extension (28) Confirm Password I******
E: User (23]
""" g Molser Full Marne [Extn 311
----- : RemateManag
..... %,., 301 Extn301 Extension |311
----- § 302 Extnz0z
Local ~
----- §r 303 Extna03 oeaE ! =
----- §r 304 Extriod Priarity |5 =
----- §m 305 Extniz0s
..... 511 Extnall System Phone Rights |N0ne j
----- § 312 Extnatz , -
..... g 313 Extn313 Prafile IBasn: Lser j
..... i.-. 314 Extn3ld [ Receptionist
----- 315 Extn315
_____ E 316 Fxtnd1e ™| Enable softphone
----- fﬂ 317 Extn317 I Enable one-% Portal Services
""" i" :2; EXEH:E; I Enatile ane-¥ TeleCommuter
----- Eday|
..... i 324 Extraz4 I Enable Remate ‘Worker
----- $ sEsExtn3zs
_____ i 26 Exbnazs I Enatilz Flare Flare Mode  |Standalans j
""" i 327 Extnizy [ Ex Directory
----- § 3z8Esnaze
----- § 33t Exenaat Devics T |U TR
_____ ﬁ %37 Extnase EVICE |YpE MEMOWIN EVICE
----- $ 333Fxtn3zz
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Step | Description

2. Select the VVoicemail tab, and uncheck VVoicemail On, as shown below.

ﬁ Avaya IP Office R8.1 Manager SGIPS00 [8.1{43)] [Administrator{Administrator)]

File  Edit Wiew Tools  Help
- | S E
IP Offices =

B4 SEIFS00 ]
Systenn (17
1 SGIPS00

SEIPS00 = 311 Extn311 b

Extn311: 311

= User

2 i

User [l n] | ShorkCades | Source Nurmbers | Telephary | Farwarding | Dial In | Yaice Recarding | B

-4 Line (6]
-2 Conkral Unik (5
[+ Extension (28]

I****

Vnicem%tode
Confirm Yoicemail Code I****

|T Woicernail On |

™ vaicemail Help

‘roicemail Email I ™ waicemail Ringback

Eli User {29}

----- frmg Malser

----- f ReroteManaq
----- &= 301 Extnzny
----- &= 302 Extnznz
----- & 303 Extni303
----- &= 304 Extnz0d
----- §= 305 Extnzos —
----- §+ 311 Extn311
----- & 31z Exnz1z
----- &= 313 Ean313
----- & 314 Extnzig
----- & 315 Extn315
----- & 316 EBxnz1e
----- &= 317 Extnzt?

™| Yaicemai Emal Reading
I~ Ums web Services

i Woicemnail Ennail

¥ off ) Copy £ Forward ) Alerk

—DTMF Breakouk

Reception | Breakout (DTMF #0000 ISvstem Defaulk )

Breakaut (DTMF 23 ISystem Defaule )

Breakout (DTMF 33

ISystem Defaulk

3. Select the Telephony tab; followed by the Call Settings sub-tab. Check Call Waiting On, as
shown below.

Ei Awvaya IP DOffice R8.1 Manager SGIP500 [8.1{43)] [Administrator{Administrator)]

File  Edit Wiew Tools Help
- B v 2 'f ¢ sepsoo ~ User = 311 Extn3ll -
IP Offices B Extn311: 311

(-5 SGIPSOD =]

) System (1)

Uzer | Iu'oicernaill DD I ShortCndesl Source Mumbers F-:-rwardingl Dial InI Woice Re-:c-rdingl Button

sy SEIPS00 Call Settings |Supervisor Settings | Multi-ine Options | cal Log |
B9 Line (8]
[ Contral Uik (5) Outside Call Sequence IDeFauIt Ring j ¥ Call Waiting On
B4 Extension (25) Inside Call Sequence IDeFauIt Ring j WV answer Call Waiting On Hold
B User (29)
""" ; Mollser Ringback Sequence IDeFauIt Ring j ™ Busy On Held

----- $rg RemateManag:
----- §~ 301 Extn301

----- §r 302 Extn3nz

----- §r 303 Extn303

----- §= 304 Extn3ng

----- §r 305 Extnzos T
----- §+ 311 Extn311

----- § 312 Bxtnz1z

----- §= 313 Extn313

..... B 24 Eobmaid

Mo Answer Time (secs) ISvstem Default {15) ™ offhook Station

Wrap-up Time (secs) |2

Transfer Return Time (secs) IOFF

Call Cost Mark-Lp IIDEI
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Step

Description

Select the Supervisor Settings sub-tab. Check the Cannot be Intruded field, as shown
below. Specify the Login Code field, which will be used by CyTrack Server to log in the SIP
User. This login code should be the same as the password set in Step 1 of this section.

ﬁ Awaya IP Office R8.1 Manager SGIP500 [8.1(43)] [Administrator{Administrator)]

Eile  Edit “iew Tools Help

7 = il v o2 [ sarsw - User * 311 Extn3l -
IP Offices B8 Extn311: 311
(-5 5GIPS00 5 Liser I Yaicemall I DMD | ShartCodes | Source Mumbers  Telephany |F0rwarding | Dial In I Yoice Recording | Eutton Prog
157 System (1)
ey SGIPS00 Call Settings Multi-ine Options | Call Log |
E-£7 Line (6) '
[-<= Control Unik {53 Login Code g I****** ™ Force Login
-4 Extension (28) Login Idle Period (secs) I ™" Force Account Code
El-§  User (29)
- §pg MoUser Monikor Group |<None> j
- §pg RemaoteManag
..... },., 301 Extnzol Coverage Group I::None:5 j
----- § 302 Extnanz .
. -
_____ § 303 Extnana Skabus on No-#nswer ILogged On (Mo change) J ™" oukgoing Call Bar
..... - 304 Extriand Resat Longsst Tdke Time ™" Inhibit Off-Switch Forward, Transfer

----- § 305 Extnz0s T
----- §- 311 Extn311

----- § 312 Extn31z

----- §- 313 Extn313

----- §- 314 Extn314

----- §r 15 Extnizis I CcR Agent

""" t" 316 Extnle After Call Work Time (secs) ISystem Drefault {1070 ﬁ ™| automatic After Call Wark:
----- § 317 Extn317
..... }n 321 Extn3z1 I Demy Auta Intercom Calls

----- § sz3Estn3zs

& Al Calls ™ canintrude
| V¥ Cannat be Intruded
I Can Trace Calls

" External Incoming
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Step

Description

Select the Forwarding tab, check that no forwarding or follow me feature is enabled or

configured.
ﬁ Awvaya IP Office R8.1 Manager SGIP500 [8.1{43)] [Administrator{Administrator)]
File  Edit  Wiew Tools  Help
7 - 8] & v o2 | ¢ sarsoo - 311 Extn3ll
=
IP Offices = Extn311: 311
=)= SEIFS00 Iser I Yoicemail I DMD | ShortCodes | Source Numbers | Telephony FUVWEFdIn';Il Dial In | Yoice R
B System (1) ot
¢ hesmy SGIPSO0
T4 Line (8) Fallaw Me Nuriber I j

[ Control Unit (S

@ Extension (28)

-1-§  User (29

B User (29) Farward Unconditional |
- g Molser
; RemaokeManag To Voicenail I
- e 301 Extnizni

315 hil
:H 202 Exbrn302 Forward Mumber I J
- 303 Extri3ng Forward Hunt Group Calls £l
ol 304 Extriang
g 305 Eit:SEIS |- Forward Internal Calls ¥
- 311 Extn31l
- 312 Extniziz
:H 313 Extnils Forward On Busy r
-l 314 Extniald Farward On Mo Answer |
- 315 Extni3ls
=H 316 Extnile Forward Mumber I j
- 317 Extni3t7
:ﬂ 371 Extnazl Forward Internal calls ~
@ 323 Extn3z3
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5.6. Configuring analog user as a member of Hunt Group

Step | Description

1.

From the configuration tree in the left pane, select an analog extension which will be use as a
member of call center hunt group. In this case, “338” and the settings are left as default.

File  Edt  Wew Tools  Help

-d | A& ] v
IP Offices

B Line ()
[ Control Unit (5

[

, 5003 301
, G009 302
, G004 303
, 6010 304
, 8011 305
, 5000 311
, 5005 312
, 8001 313
, B00Z 314
, G003 315
, 8007 316
, G006 317
----- & 75371

----- A 26322

----- A 77 323

ﬁ Avaya IP Office R8.1 Manager SGIP500 [8.1{43)] [Administrator{Administrator)]

SEIPS00 ~* Extension = 56338 <

2 '\

Analogue Extension: 56 338

Extn | Analogue |

Extension Id |55

Base Extension |338

foff

@ I.ﬁ.nalngue Handset

=
P

Caller Displaw Tyvpe

Device Tyvpe

Todule

Port
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Step | Description
2. From the configuration tree in the left pane, right click on Users and select New from the pop-up
list to add a new user. Enter the desired values for the Name and Extension fields and retain the
default values in the remaining fields.
ﬁ'i Avaya IP Office R8.1 Manager SGIP500 [8.1{43)] [Administrator{Administrator)]
File Edit Wew Tools Help
Sl | [+] =] o 2 ‘| ¢ serpsoo - User > 333 Extn3as 7|
IP Offices B Extn338: 338
""" : 326 Extn3ze ﬂ | Yaicemail | DD I Shortiodes | Source Mumbers | Telephony I Forwarding I Dial In I Vaice Recording | Buttd
----- § 327 Estnzzy | i |
----- = 328 Exkn32g Mame Exkn33g
----- § 331 Extn3st
..... i sEdnIz Passiword I
""" = 333 Extn33 Canfirrm Password I
----- § 334 Extnaz4
----- § 335Estnazs Full Mame
----- § 336 Extn3zc |
..... = 337 Extn337 Extension I333
----- § 338 Extn3zs =
Elﬂ Hunkaroup (23 Ll I J
S| 400 CYTRACK Friority |5 =]
88 300 MainM
- @ Short Code (68) System Phone Rights INDne j
[]E Z:Sw(cle) @ Profile IBasic ser j
EI@ Incoming Call Raute (5) ™ Receptionist
g ; ™ Enable Softphone
e ] ™ Enable one-% Portal Services
g g 2::212:; I | Enable one-% TeleCammuter
..... Eﬂ wWanPart (00 I Enable Remote Warker
D;ﬁ ?il::; ;Drr;;if:iu) I” | Enatle Flare Standalone j
[]---@' Firewsall Profile {1} )
&l IF Route (2) [ Ex Direckory
El-ﬁzcﬁnltlfl?de (3 Device Type @ |Analogue Handset
ol 123456
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Step | Description

3 In the Voicemail tab, ensure that the VVoicemail on is unchecked.

File  Edit  Miew  Tools Help

7+ = | [#] j v o 2 | sersm - User 333 Extn3as v
IP Offices = Extn338: 338
K BoOTP (1) 21 user | DMD I ShortCodes I Source Numbers | Telephony I Farwarding I Dial In I Woice Recording I f
Fl-47 Operatar (3)
=] SGIPSO0 Weiceral Code | I oicemai on
[=]-#=3 Swstem (1)
‘.59 SGIPSO0 Confirm Yoicemail Code I I™ voicemail Help
BT Line (&) ) Yaicemail Email I I vaicemail Ringback
[ Contral Unit {5)
[+ Extension (28) ™| yoicemai Email Reading
[_]i User (29) ™| UMs web Services
----- : Molser
----- RemotaManager —Yaicemail Email
----- 301 Extn301
_____ 4 302 Extna2 & off | Copy ) Fanward ) alert
""" i 303 Extnians —DTMF Breakout
----- i 304 Extnzne
..... &= 305 Extnans Reception | Breakout (DTME *0/0) ISVSth Default ()
----- & 311 Extn3tt C———
..... T Ereakout (DTMF 2 |System DeFault ()
..... i"’ 313 Extn3ls Ereakaut (DTMF 3) ISystem Default ()
----- § 314 Extn3t4
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5.7. Configuring Call Center Hunt Group

Step | Description

1. This hunt group will be used to receive inbound calls to call queuing for a typical call center
environment. From the configuration tree in the left pane, right-click on HuntGroup and select
New from the pop-up list to add a new hunt group. Enter desired values for the Name and
Extension fields, and retain the default values in the remaining fields. Click on Edit in the User
List section to add members.

ﬁ Avaya IP Office R8.1 Manager SGIP500 [8.1{43)] [Administrator{Administrator)]

Ele Edit Wiew Tools Help

7 - A =] | &= o -0 2 F | sePso ~ HuntGraup - 400 CYTRACK -
IP Offices Sequential Group CYTRACK: 400*

=5 SGIPS00 A
=y System (1)
= SGIPSON Mame ICYTRACK ™ ccr Agent Group

Hunt Group |Queuing I Overflow I Fallbackl Yoicemnai I Yoice Recording | Announcements I

_ Extension I4DD

= Contral Unit (S)

& Extension (28] Ring Made ISequentiaI j Mo Answer Time (secs) ISystem Defaulk (15)
H-§  User (29)
Eﬂ HunbGraup (2 Hold Music Source IND Change j

:ﬁ 400 CYTRACK Agent's Status on No-Answer

438 300 MainyM Applies To Jrione =
[+ @ Short Code (68) —LUser List

---- @ service () Extension | [ianme

- alfy RAS (1)

[]...@ Incorming Call Rout
..... B8 wanPart (0)
[+~ Directory (2)
----- £ Time Prafile (0)
G- Firewall Profile (1) —
-l IP Raute (2)
[=--mm Account Code (3)
-mm 111111
- 123456 %
o 222222
-8 License (50)

W 3rd Party IP Er
Advanced Editi

. Ed...
- ALIDIX Yoicem: _ee ||

==
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Step | Description
2. Select an analog extension 338 and Append to the Members list.
[sequential HuntGroup 400 CYTRACK _Select Members |
Filters
Extr Mame Extr Murmber
| |
Awailable Ueers [ 27427 ] Members (14 ]
I amne Extn | = i Order | Enabled | Mame | Exin
Extndl3 | 313 = Extn3as |338
Extndld | 314
Extnd1s | 315
Extnd1E | 316
Eutn 17 |37
Extn3d2l |31
Extnd2d | 323
Extnd24 | 324 bdd Before
Extrid2f | 325 4'
Extn327 | 327 Append | %
Extn328 |328 Femave
Extn331 | 331 _l
Ewtn33d2 | 332
Extnddd | 332
Eutnddd | 334
Extn3ddn | 335
Extn3dds | 336
Eutndd? | 337
Ewtndda | 338 — 4 |
()% I Canicel Help
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5.8. Administer incoming call route

Step | Description
1. From the configuration tree in the left pane, right-click on Incoming Call Route and select New
from the pop-up list to add a new incoming call route. Select Any Voice for the Bearer
Capability and Priority to be 3-High as this is incoming trunk for receiving service calls. The
Line Group ID will depend on what trunk is setup for receiving incoming calls. In this case,
ISDN PRI trunk (Line Group ID 0) is selected and assumed to be configured.
[{#l Avaya IP Office R8.1 Manager SGIP500 [8.1({43)] [Administrator{Administrator}]
File  Edit  View  Tools  Help
G -] =] W o & | seesoo + Incoming Call Route - 06ETIZE
Iél--*-?- SEIPSO0 ;l Standard |'-.-'|:|i|:e Recording I Destinations I
EIH Syskem (1)
Lty SEIPS00
T*, Line (&) Bearer Capability I.ﬁ.ny Voice j
(&= Control Unit (5} _
@ Extension (28] Line Group ID ||:I j
: Liser (25 Incoming Murmber I
=4 HuntGroup (2)
----- ﬁ 400 CYTRACK Incoming Sub Address I
i 300 MainiM _
(-8 Shart Cade (63) Incoming CLI |
..... @ Service (0} Locale I j
[#-alfe RAS (1)
=3 Incoming Call Route (5) Pricrity il
..... el
..... e 0 Tag I
g g — | Hold Music Source ISystem Source j
R 0 65731233
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Step | Description
2. Select Destinations tab and pick the hunt group 400 created in Section 5.7 as the Destination.

ﬁ Avaya IP Office R8.1 Manager SGIP500 [8.1{43)] [Administrator{Administrator)]

File  Edit  Wiew Tools Help
- +] v 2 ' | seIPsoo - Incoming Call Route - 063731233

IP Offices 3 068731233

E|---’-:“,- SGIPSO0 =] Standardl Yoice Recording  Destinations |
[=]-#=2p System (1)
¢ fesmy SGIPSO0
-7 Line (6) F | Defaul value 400 CYTRACK =]
[l Control Unit {5
[ oy Extension (28]
ﬁ User (230
Elaﬁ HunkGroup (2)

gl 400 CYTRACK [%

i 300 MainyM

[+-@% Short Code (58)

----- @ Service ()

il RAS (1)

[—]e Incoming Call Route (5]

e ]

e 0 68731034
e 068731233

TimeProfile | Destination Fallback Extension
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5.9. Administer SMDR

Step | Description

1. | From the configuration tree in the left pane, expand System on the left navigation menu.
Select the SGIP500 system and click the SMDR tab on the right panel and configure the
settings as follows:

e Output: SMDR Only

e IP Address: IP address of the CyTrack Server

e TCP Port: 5050 (default). This must agree with the settings on CyReport in
Section 6.2 Step 21.

e Records to Buffer: 3000

e Call Splitting for Diverts: Unchecked in this case

ﬁ Avaya IP Dffice R8.1 Manager SGIP500 [8.1{43}] [Administrator{Administrator})]

File  Edit YWiew Tools Help

i -] & v <o & ‘[ |} salrsoo - System - SGIPS00 -
IP Offices B SGIP500
a BOOTP (lg ) 21 System I Lar1 I LANZ I DNS I ‘oicemail I Telephony I Directory Services | Syskemn Events | SMTP il
s Operator (3
SGIPSA0 Output | SmDR onily =
(-5 System (13 SMDR.
Ry BElES0 Station Message Detail Recorder Communications
T4 Line (8}
[-<2 Cantral Unit (5 IP Address w . 1 .1 . 1zE3 %
[+--4 Extension {28)
TCP Pork ISDSD
I:I---g User {29}
-3 HuntGroup (2) Records ta Buffer ISDDD 3:
[ @3 Short Code (68) . i
..... B service (0) I™" call Splitting For Diverts
FH-afy RAS (1)

[]...e Incoming Call Rout

----- £8 wanPart (0)

[+ Directory (2)

£ Time Profile (0)
(-4} Firewall Profile (1)

G- Jill TP Route (2)

(=] Account Code (31
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6. Configure CyTrack CyCC Multi-Media Contact Centre
Solution

This section provides the procedures for configuring the CyTrack solution. The procedures
include the following areas:

¢ Install and configure Avaya TAPI driver
e Configure CyTrack Server
e Configure CyTrack CyDesk on the PCs

Please note that not all the configured details are mentioned. Only those essential for setup and
interface with Avaya are stated. For all other provisioning information, such as software
installation, installation of optional components, basic configuration of Avaya IP Office, etc.,
refer to the Avaya IP Office product documentation in reference [1] of Section 9.

6.1. Install and configure Avaya TAPI Driver

This section provides the procedures for configuring the Avaya TAPI Driver on the CyTrack
Server. The procedures include the following areas:

e Install Avaya TAPI driver
e Configure Avaya TAPI driver

6.1.1. Install Avaya TAPI Driver

Avaya TAPI driver can be obtained from the IP Office User CD which is also available on
Avaya Support portal at http://support.avaya.com/. The latest driver is used for installation on
the CyTrack Server in this compliance testing.
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Step | Description

1. | Log into the CyTrack Server with administrative privileges and double click the driver
installation program “tapiQ2Maint2012.exe”. You may need to enter the following
information if the IP Office is not detected. Click Next to complete the installation of the
TAPI driver. At the InstallShield Wizard Complete window, click Finish (not shown).

Please select or enter a User Name. This is the name that the workstation software installed on this
PC will use. The User Name may already be configured on your telephone system.

User Name : administrator

User Password : esccssee

IPAddress: 1013010
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6.1.2. Configure Avaya TAPI Driver
Step | Description

1. | Go to the Windows Control Panel and open Phone and Modem Options. Click the
Advanced tab, select Avaya IP Office TAPI2 Service Provider and click Configure....

-

23 Phone and Modem M

| Dialing Rules I Modems | Advanced

-‘(-" The following telephory providers are installed on this computer:

Providers:

Microsoft HID Phone TSP

MDIS Prosgy TAPI Service Provider
TAP| Kemel-Mode Service Provider
Unimadem & Service Provider

[ e ) [Benore | Biceiose.)

[ oK || cancel || ‘oph

e

In the Avaya TAPI2 configuration window that is displayed, set Switch IP Address to the
IP address of Avaya IP Office, select Third Party and set Switch Password to the IP
Office System password provided by the administrator. Click OK.
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Step

Description

=

b

FAosaya TAPLZ configuration

Switch |P Address |{10.1.30.10

" Single User

[1zer Mame
Ilzer Paszword

{+ Third Party

HEREMRNRRK

Switch Paszword

=
[ with Users
[ ACD Queuss

In the Phone and Modem Options window, click OK. Reboot the server for the new
changes to take effect.
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6.2. Configure CyTrack Server

The initial configuration of the CyTrack Server is done using the configuration wizard. The
complete steps required to configure CyTrack Server for service is beyond the scope of this
document. Refer to CyTrack documentation in reference [2] in Section 9 for details.

Step | Description

1. | Log into the CyTrack Server with administrative privileges. Browse to the folder which the
installation software is located and double-click CyDesk 5.8 SP4.exe to launch the
configuration wizard and select “Server” installation type. Click Next to continue.

& Configuration YWizard EI@
Step Shp@ Stlp@
PABX Integration ' 3rd Party TAPI '

MOO41

This wizard will help you to configure the settings needed to get your CyDesk installation up
and running.

Any and all of these settings can be changed later in CyDesk Manager and its Configuration
SCIEEns.

Connected to CyDesk Server Yersion 5.8.4.0(34) August 2012
CyDesk Licensed to

Serial number 3033, 20 Clients

10 CyRecord Devices

Press Mext to start the wizard. .

NOD33 Back Mext ||| Cancel
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Step | Description

2. | Select 3rd Party TAPI as the type of integration and click Next to continue.

&-‘ Configuration Wizard EI@
g s
CyDesk ' FABX Integration 2rd Party TAPI '
Flease select the type of integration being used to connect your CyDesk system to the
telephone system
@ 3rd Party TAPI Telephony Zervice Provider (TSF) installed on the semver
1st Party TAPI Telephony Service Provider (TSF) installed on each workstation
Mative CSTA Mative CSTA
TSARI/ CETA TSAP| Driver installed on the server
flitel Mitel WMITAl Serer Integration
Wirtual PAB: CyDesk simulates being connected to a telephane system,
allowing you to simulate making and receiving calls (for Demao
Lse)
MoO39
NDO33 Back ||| Mext ||| Cancel
LYM; Reviewed: Solution & Interoperability Test Lab Application Notes 29 of 52

SPOC 9/21/2012 ©2012 Avaya Inc. All Rights Reserved. CyTrack-1PO81




Step

Description
To define the range of extensions that CyTrack Server will use, click Add an extension
range.
B Configuration Wizard EI\EI
@ e
PABY Integration ' Dialling Rule= '
[ Add an extension range ] M4

MOO53

[Delete an extension range]
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Step

Description

Enter the range of extensions by entering the appropriate values for Start and Finish.
Note that for both the Avaya H.323 and Digital telephones, the Type field should be set to
Digital Extension. Click OK.

Repeat Steps 3 and 4 to add another extension with the Type set to Analog Extension.
Note that SIP extensions are treated as analog extensions in the configurations.

@ Extensionselector E'@

Start 3R A

kd

Finizh 18 .

Type [iﬁ.nalug Extenzion v]

[ k. ] [ Cancel ]

WOo28
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Step | Description

5. | In this configuration, the following extensions are defined. Click Next to continue.

i

&-‘ Configuration Wizard EI@
Shp@ Shp®
FAEX Integration ' Oizlling Rule= '
3n Analog Extension - [ Add an extension range | MooD42
32 Analoy Extension
313 Analoyg Extension [Delete an extension range]
314 Analog Extension
314 Analog Extension
316 Analog Extension
a7 Analog Extension L
18 Analog Extansion I
321 Digital Extension
J22 Digital Extension
323 Digital Extension
J24 Digital Extension
325 Digital Extension
326 Digital Extension
327 Digital Extension
328 Digital Extension
331 Digital Extension
332 Digital Extension &
NOO33 Back || Mewt |[ Cancel
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Step | Description
6. | Enter the values for the fields International Dialling Code and Digit to get an outside
line. Consult the Avaya IP Office administrator for the appropriate values. Click Next to
continue.
&-‘ Configuration Wizard EI@
Shp@ Shp Shp®
2rd Party TARI ' Di=lling Rules CyRecord '
MO027
These settings will affect how CyDesk farmats telephone numbers when
dialling out ta make a new phaone call.
International Dialling Code 0s
Digit to get an outside line 9
NOO33 Back || Mewt |[ Cancel
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Step | Description

7. | For the configuration of CyRecord, accept the default path for the storing of recording
files and click Next to continue.

&-‘ Configuration Wizard EI@
@ s
Dialling Rules CyRecord

Dewices
Twen profiles will be autormatically created for CyRecaord

These will be called 'Recaord All' and ‘Record on Demand’. Using
CyDesk Manager you will be able ta change these profiles, and
create new ones, but for naw these are the most cammonly used.

In order for CyRecord to function, it needs to store the voice
recordings somewhere, Please specify the default path that will be
used for storing recording files.

CACyRecord |:|
HODZE
NOO33 Back || Mext || Cancel
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Step

Description

Select the extensions that will be used for CyRecord (not shown). These extensions can
be used once the license has been loaded. Click Next to continue.

e

&-‘ Configuration Wizard EI@
@) e
CyRecaord ' CRM Integration '
Flease select which extensions will be used for CyRecord.
ME: Your license allows for O extensions to use CyRecoard
[[1311  Analog Extension -
[[1312  Analog Extension
[[1313  Analog Extension =
[[1314  Analog Extension
[[1315  Analog Extension
[[1316  Analog Extension
[(1317  Analog Extension
[[1318  Analog Extension
[[1321 Digital Extension
[[1322 Digital Extension -
NOO25 [ Server Contralled
NOO33 Back || Mewt || Cancel
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Step | Description
9. | CyTrack Server supports integration with several CRM applications out of the box. As
this is not the focus of the testing, select None. Click Next to continue.
&-‘ Configuration Wizard EI@
@
Ezﬁﬁ:;srd Integration Setup '
NO024
Select the CRM application that vou wish to use.
Mone -
NOO33 Back || Mewt || Cancel
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Step

Description

10.

Click Next to continue.

.

&-‘ Configuration Wizard

Shp@ Stlp
CRM Integration ' Integration Setup

e
Agent Details '

You have selected nat to configure any CRM integration at this time. ou
can still configure CRM integrations at any time after you have completed
this wizard, by using the CyDesk Manager and its Configuration screens.

MOOZ2
NOO33 Back || MNewt |[ Cancel
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Step

Description

11.

To configure the agents that will log in to CyTrack Server, click Add an agent.

i

&J Configuration Wizard EI@
Shp Shp Shp
Integration Setup ' Agent Detsils Ereaks '
Agent Mame Integration CyRecord
Add an agent
Delete agent
MO0Za
NOO33 Back || Mewt |[ Cancel
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Step

Description

12.

In the Add agents window, enter the name of each agent on a separate line. In this
configuration, testl, test2 and test3 are created. Click OK.

;'" Add agents E'@

testl
test?
test3

[ Integrate with Mone

’DD not use CyRecord vl

[ OK | Cancel |

MO0
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Step | Description
13. | Click Next to continue.
&J Configuration Wizard EI@
Shp Shp Shp
Integration Setup ' Agent Detsils Ereaks '
Agent Mame Integration CyRecord
test? Mone Mo CyRecord Add an agent
test? Mone Mo CyRecord
testa Mone Mo CyRecard Delete agent
MO0Za
NOO33 Back || Mewt |[ Cancel
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Step

Description

14.

Accept the default Break Types to be created and click Next to continue.

i 3

&-‘ Configuration Wizard EI@
su;:@ Shp@
Agent Details ' Finish '

One of the features of CyDesk is that an agent can go an a 'break’ This will then be
wvisible ta ather agents and supenisars, and will also be recorded in 'CyRepoart’ if vou
have this installed. Below is a list of Break Types that will be created. These can be
changed in CyDesk Manager by an administrator at any time.
Bathroom
Coffes
Lunch
heeting
Out of Office
Training
MO023
NOO33 Back || MNewt |[ Cancel
LYM; Reviewed: Solution & Interoperability Test Lab Application Notes 41 of 52

SPOC 9/21/2012 ©2012 Avaya Inc. All Rights Reserved. CyTrack-1PO81




Step

Description

15.

Click Finish to accept the configuration and allow the wizard to save the changes.

.

&-‘ Configuration Wizard

Shp@ Stlp
Agent Details ' Breaks '

[= ][O ]

press the ‘Back' button.

The configuration you have selected is listed belaw. If you wish to make any changes,

Any existing CyDesk Configuration will be averwritten when you press Finish' MNOD23
PABX Type : 3rd Party TAPI -
Extension Devices =

3N Analog Extension
M2 Analog Extension
M3 Analog Extension
314 Analog Extension
314 Analog Extension
316 Analog Extension
M7 Analog Extension
8 Analog Extension
321 Digital Extension
322 Digital Extension
323 Digital Extension
NOO33 Back || Finish |[ Cancel
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Step

Description

16.

Click Start - All Programs - CyTrack - CyDesk Manager to launch the CyDesk
Manager program. Click Options = Configure (not shown) to open the CyDesk
Manager Configuration window. Click the PABXs tab and then double-click TAPI
PABX to configure additional options required for Avaya IP Office.

CyDesk Manager Configuration ﬁ

Assignments | Cylive I CyChat | Completions I CyAnnounce I Campaigns | CyCall I Generic CRM
MSCRM | GoldMine® | HEAT® | Other Apps | Outlock® | Calendar | Saleslogix | Maximizer | ACT!
System | SMTP | web |  Emal | CyConsole |  Validation

Agents | Speed Dials I Hotkeys I Skills I CGueues I Q-Lookup I Gueus Groups | Lyne
Breaks m Devices | Partitions I CyRecord Servers I CyRecord | ACD | CyConf

Location Type

T J TAPI PABX
Add |

I MUuZ14

Close I Cancel
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Step

Description

17.

In the PABX Settings window, check the option Use BlindTransfer for Annoucement
Server, Enable TAPI conference and Allow ‘Unknown’ State Calls. Click OK to close

the window.
PABX Settings [
Location IP Connection I
Type C5TA Login I
CSTaA Pagsward I
Leading Digits Min Length Hemowve Prefix
a1l
| & |
i h 0 q
Add

PaB: Dptions Incoming Call Types to Pop On Ringing
] DD with Breaks [LGE] - 1 Al Types r
[] Usze 'Connected' call for drop in confere [ Drirect il
[] Parked Call stay: Held [] Fonward Busy E
L ExablePalk [] Fonward Mo &nswer
Uze BlindT ransfer for Announcement S [] Fanward Unconditional
Enable TAPI Conference = [ Pickup
Allow ‘Unknown' State Callz B [] Unpark
[T Allow Force Drop - ] Redirect -

Advanced | | F, I Cancel

MO204
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Step

Description

18.

Click Start - All Programs - CyTrack - CyDesk Manager to launch the CyDesk
Manager program. Click Options = Configure (not shown) to open the CyDesk
Manager Configuration window. Click the Announcements tab and then Add under
Announcement Server to configure the Dialogic Port for the SIP users created in Section
5.5.

Click on Add and enter the Name AVAYA (not shown).

Configure the Dialogic Port on the right pane by clicking the Add button. The following
parameters must be configured for this test configurations :

Dialogic Port: 1

PABX: TAPI PABX [As configured in this section Step 17 ]

Device: 311 [User Extension]

Direction: Both

Number of Sequential Ports to Add: 4 ports [to automatically create 312-314]

CyDesk Manager Configuration @

Partitions | CyRecord Servers | CyRecord | ACD | Assignments ] CylLive ] CyChat | Completions |
Calendar | SalesLogic | Maximizer | ACT! | System | SMTP | Web | Email | CyConsole | Validation |
Agerts | Speed Dials | Hot Keys | Skl | Queuss | Q-Lookup | Queue Groups | Ercaks | PAEXs | Devices |
Announcements |Campa|gn5 | CyCall | Generic CREM | MSCRM4 | GoldMine® | HEAT® | QDEC | Outlook® |

MOD127
Announcement Server Dialogic Port PABX Device Direction

| _ I_m_
Add 2 TAPI PABX

3 TAPI PABX 31 3 Eh:th

4 TAPI PABX 4 Baoth

Add

| Close |
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Step | Description
19. | Double click on the AVAY A announcement server and enable the HMP SIP Ports option
The list will be auto-populated as per configuration in the previous step.
7 ———— =
Announcement Server Configuration 3|
i~ Dialling Parameters - - Callback in Queue Settings
Name BVAYA
DTMFOnTime  [140ms - FistDigh Time [5secs v |
(- Call Pickup Mode Paiameters 1 Flash Time m 00ms = Inter-Digit Time r——|3 T
Use Call Pickup Mode r
s e Transfer Sting I&,%s Total Time |‘|Osecs 'I
Call Pickup Code | - - —_—
Pause Time |1000ms vl
| {4 Volume IDefau!t 'I
i~ Disconnection Tone Detection | InBand Signaling e
Tone 1 Hz) |425 First Digit Time |1000ms 'I [V HMP SIP Ports
Tone1Dev(Hz |30 InterDigh Time | 200ms ¥l || I Requites Spare Channel
. Total DTMF Time |2,5 seconds vl —
Dual-Tone Disconnect Tone [  Pot_ | Number | Spare
Tone 2 Hz) ,17 Default Queue | No Default G 'I 12 31; No
: 1 No
Tone 2 Dev (Hz) ,7_1 ‘ Disconnect Code | 5 = e
r~ Miscellaneous -
Tone On Ti |50 10m 4 314 No
bt b10m) || pbow Non-CTI Calls (15t Party Mode)
f Ti |250 ‘
Tone Off Time [x10ms) Niartied ol Ringe I——_I1 Ring =
i~ Pot Selection Methed ‘ |
Incoming Calls ITop Down ;] ~ Call Reconnect
OulgoingCalls  [TopDown v Reconnect Code |
] Identifier | Offset | Length | QOfiset | QLength |
| Add
0K I Cancel
10129
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Step | Description
20. | To configure the SIP Ports double click each port for configurations. The following
parameters are setup for this test configurations:
e SIP Server: 10.1.30.10 [IP Office 500]
e SIP Device: 311 [User extension]
e SIP Username: 311 [User extension]
e SIP Password: [As configured in Section 5.5 Step 4]
Repeat for the other SIP users 312-314.
[ HMP Port Editor
HMP Port 1
—
SIP Server | 10.1.30.10
Sip Device 311
SIP Username | 31l
SIP Password | =
oK | Cancel
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Step | Description
21. | Click Start > All Programs > CyTrack - CyReport manager (not shown) to
configure the CyReport. Click View = Configuration and double click on the registered
site (already configured). Enter the Port to 5050 corresponding to the port set on SMDR
in Section 5.9. This completes the initial configuration of CyTrack Server and the
services can be started.
Configure Site Details @
Site Mame |-‘3'-"~"-":"-Y-‘*'- Corfigure Trunks |
Courtry |Singapu:ure j Configure Holidays |
Exchange |Eeneral Exchange- ﬂ | Configure Decoders |
Connection Type |Listen for Connection j Configure B arring |
Puart 5050 Configure Timeouts |
Decoders
il Avaya IPO CSV
Tax Mame | 197
TaxFate |0 _|:|
Dizable Site Available Decoders
Cancel
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6.3. Configure CyTrack CyDesk on the PCs

Step | Description
1. | Log into the PC running CyTrack CyDesk with administrative privileges. Click Start >
All Programs = CyTrack = CyDesk Config to configure CyDesk. Enter the IP address of
the CyTrack Server for Server Address and click Connect. Click OK (not shown). The
Connection Status will show Connected once connection is successful.
I CyDesk Server Configuration Z E|[Z|
General | CyDesk | Serices
Server Address |1D.1.1D.123
License Mame | |
Connection Status |bunnected |
MOOT
OO0 oK | | Cancel
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7. Verification Steps
The following steps may be used to verify the configuration.

o Verify the CTI Link Pro license is enabled on Avaya IP Office (see Section 5.1).

Assign an agent to an inbound queue. Log in and make the agent available. Place an
incoming call to the inbound queue. Verify that the agent’s phone rings and the agent is
able to answer the call with CyTrack CyDesk.

e Assign an agent to an outbound campaign. Log in and make the agent available. Verify
that an outbound call is placed. When the call is delivered to the agent, verify that the
agent’s phone rings and the agent is able to answer the call using CyTrack CyDesk.

e Using the CyReport, verify that Call Detail Records were generated after call completion.

@ Listed, Portrait - Internet Explorer provided by Dell EE
i | —
MCY http://localhost/CyReportBl/FrmReport Options.aspFileName=ltemised-Ungrouped-Standard.rdic&Reparthame= Listed%2c+ Portrait&ReportingServiceld=22 E|

[,]" Report Viewer

Back Save Subscription Export Send Report  Print Preview

Listed, Portrait
Date & Time Duration | Extension Name Dialed Number Cost|Destination/Company Contact Name Auth Code
22/08/2012 12:48:01 PM | IN 0008 |314-SIP 68731233 $0.00
N [22/08/2012 1:10:26 PM M :00:19 |301-H323 98853411 $0.00 3
22/08/2012 1:12:09 PM M :00:19 |301-H323 98853411 $0.00
22/08/2012 11420 PM M 0:00:12 |301-H323 98253411 $0.00
22/08/2012 1:19:00 PM M 0:00:07 |301-H323 98253411 $0.00
22/08/2012 1:29:40 PM IN 0:00:08 (301-H323 98853411 $0.00 =l
22/08/2012 1:31:10 PM IN 0:00:23 (301-H323 98853411 $0.00 =l
Total 0:01:36 |7 Calls $0.00 N

:

< | I, | b

H100% - IJ

8. Conclusion

These Application Notes describe the compliance-tested configuration used to validate Avaya IP
Office 8.1 with CyTrack CyCC Multi-Media Contact Centre Solution. All test cases were
completed successfully with a note indicated in Section 2.2 test results.

LYM; Reviewed: Solution & Interoperability Test Lab Application Notes 50 of 52
SPOC 9/21/2012 ©2012 Avaya Inc. All Rights Reserved. CyTrack-1PO81



9. Additional References
The following documents are available at http://support.avaya.com.

[1] Avaya IP Office Knowledgebase CD, Release 8.1, Build: 04, 30" July 2012
The following documents are available from CyTrack upon request:

[2] CyDesk™ Telephony Suite Administration and User guide
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Avaya and the Avaya Logo are trademarks of Avaya Inc. All trademarks identified by ® and
™ gare 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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