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Avaya Solution & Interoperability Test Lab

Application Notes for Configuring TS-Dialer from Telesoft
with Avaya IP Office R8.1 using a Hardware PCI Dialer for
Predictive Dialling -Issue 1.0

Abstract

These Application Notes describe the configuration steps required for TS-Dialer Hardware
PCI Dialer to interoperate with Avaya IP Office.

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

TS- Dialer (predictive) is combination of Computer Telephony Integration (CTI) platform that
provides call control and hardware PCI dialer used for outbound predicative dialling.

TS-Dialer (predictive) uses the Telephony Service API (TAPI) interface on Avaya IP Office for
call control and a hardware PCI dialer connecting to analog ports on the Avaya IP Office for
outbound dialling. TS-Dialer utilises a client/server model. The server component of the software
will connect to the TAPI interface on the Avaya IP Office using TAPI Service Provider SDK
installed on the TS-Dialer Server. The client component of the software allows agents to control
making and receiving calls via an Avaya handset registered to the Avaya IP Office.

TS-Dialer (predictive) dials numbers using a physical hardware connection to the IP Office. A
PCI card located on the TS-Dialer (predictive) server utilises a number of analog connections to
the Avaya IP Office allowing for a number of simultaneous outbound calls to be dialled. Only
calls which are picked up are transferred to available agents. The moment a call is transferred to
the agent; a window showing the details of the call appears on the agent’s computer screen.
Agents have the scope to enter details of a conversation while conversing or after the
conversation is over. Agents can also schedule the call to be redialled at called person's preferred
time. TS-Dialer (predictive) offers required analysis to monitor Agent's Performance, Call
Traffic, Campaign wise Agent performance, Dialled Number Analysis, etc. The Alarms module
triggers emails to respective individuals on realizing specified situation during its operation. This
ensures that corrective action been taken at the earliest possible time.

2. General Test Approach and Test Results

The interoperability compliance testing included feature and serviceability testing. The feature
testing focused on verifying TS-Dialer’s handling of CTI messages in the areas of call control, event
notification and routing. Various types of calls including intra-switch, PSTN, outgoing and incoming
calls are tested.

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. Compliance testing

The following dialling options are tested:

e Intra-Switch Calls
e PSTNcalls
e Qutbound Predictive Dialling Calls
e Failover Testing
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2.2. Test Results
All tests passed successfully.

2.3. Support
For technical support on Telesoft products, please contact the Telesoft support team at:
Web address : http://www.telesoft.in/products.html
Telephone +91 22 26155153 /54 / 39/ 41
+91 22 2613 2001 / 02
+91 93228 65750
Email : support@telesoft.in

3. Reference Configuration

Figure 1 shows the network topology for compliance testing. TS-Dialer from Telesoft which
resides on a Windows 2003 Server with IP Office TAPI3 Service Provider to provide CTI
connection to Avaya IP Office. A PCI card installed on the TS-Dialer Server provides a physical
connection to the Avaya IP Office analog ports to provide outbound dialling facilities. Avaya
2400 Series digital deskphones are associated with TS-Dialer operators giving each TS-Dialer
Desktop operator telephony functionality from the IP Office.

Workstation A Workstation B

Telesoft TS Dialer Server with
PCl Hardware Dialer for Q
IP Office Q )

a~
Operator A logged into Avaya 2420 : | Operator B logged into i Avaya 2420 Digital
Telesoft TS Dialer Client Digitad H e Telesoft TS Dialer Client Deskphone
Deskphone ]
: e —id ] :
PR . e B Y T V-
................... | : l Avaya IP Office 500
Physical Connection ' o | i R8.1

to IP Office Ports |

B — @ — -
Hardware Connection 7

from PCI Card

Avaya 96xx H.323
) Deskphone
Administration of

Telesoft TS Dialer

 Pilanre ety Server and Avaya IP| \
Office Simulated

PSTN

PSTN Caller

Figure 1: Connection of TS-Dialer Hardware PCI dialer with Avaya IP Office R8.1
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4. Equipment and Software Validated

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

Equipment/Software

Release/Version

Avaya IP Office 500 V2

Avaya IP office Release 8.1

Avaya 96xx H.323 Desk phone

Avaya H323 IP Office Firmware
Ha96xxua3_Hbas.bin

Avaya 2420 Digital Ports plus one
Digital Extension

N/A

Avaya TAPI3 Telephony Service
Provider Client for IP Office Installed on
TS-Dialer Server.

Avaya TSPI3w.tsp 1.0.0.17

Windows 2003 Server and TS-Dialer
Server.

TS-Dialer Server 2.10

TS-Dialer PCI Card (Hardware Dialer)

Release 2.10

Client Workstation with Windows XP
and TS-Dialer Client

TS-Dialer Client 2.10
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5. Configuration of Avaya IP Office

IP Office is administered using IP Office Manager installed on a PC. It is assumed that a working
IP Office is in place with extensions and users preconfigured. This section shows what changes
to the IP Office configuration is required for TS-Dialer to interoperate correctly.

Note: A user must be logged into a H.323 extension before TS-Dialer can assume control of that
extension,; this is not the case with Digital extensions where a TS-Dialer user can log in and out.

5.1. Configuration of Avaya IP Office Users

Each user will need to be configured to allow the do not disturb feature. Click on User Rights in
the left window and select the user right associated with the users. In the example below, this is
called Agent. Under the User tab ensure Enable do not disturb is ticked as shown. Enter a
suitable Name for the User rights as this will be referenced in the User configuration to follow.
Click OK once the information is entered correctly (not shown).

] Avaya IP Office RB Manager 00EO0702DB9A [B.0(16)] [Administrator(Administrator)]

File  Edit View Tools Help

: DOED0702089A ~ User Rights ~ Agent Z: R Z-H4 & = \ v 2B
IP Offices
& 59025 Occ Inspect 2 ShortCodes Button Programming | Phone Manager | Telephony | User Rights Membership || Yoicemail
89500 paulgaso0 o e x Tt = 2
89901 popey MName :Agent
89107 SIP Handset Locale -
500 TAPL:S00 < - L .
501 TAPL:501 | v Mot part of User Rights v
502 TAPL:S02 2 — —————
503 TAPL:S03 Priority
89021 Yacant Clean |5 v Mot part of User Rights v/
89022 VacantInspected — =
89020 Yoicemail 2 Do not disturb
89300 YoiceMail SIP - T T 0 T =1
89301 Vaicemail SIP1 Enable do not disturb Mot part of User Rights v
89302 Yoicemail SIP2
89303 Yoicemail SIP3

# 5§ HuntGroup (S)
[# 8% Short Code (66)
@ Service (0)
ol RAS (1)
+- P Incoming Call Route (3)
8 wanPort (0)
o Directory (0)
h\ Time Profile (0)
# @ Firewall Profile (1)
i+ [§ll 1P Route (2)
#m Account Code (0)
[+ & Licence (58)

@& Tunnel (0)

Configuration  Ite... Record Description
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Expand on User in the left window and select the user to modify. Under the User tab in the right
window, ensure that Working hours User Rights is set to that user rights configured above.

=] Extn8910: 8910
2 Voicemail DND ‘ ShortCodes | Source Numbers \ Telephony “ Forwarding | Dial In || voice Recording | Button Programming
System Phone Rights |None v |

— = =
i 8911 ExtB911 Profile | Teleworker User v

204 Extn204 T

SHEE i oes [] Receptionist

206 Extn206 Enable Softphone

;g; ::::zg; Enable one-X Portal Services

8004 Extna004 Enable one-X TeleCommuter

89000 EXTE9000 Enable Remote Worker

§9001 Extng9001

89002 Extn89002 [ Ex Directory

89003 Extn&9003 ! =

89004 ExtnB9004 Device w Avaya 2420

89005 Extng900s Type

89006 Extn89006 User Rights

89007 Extn&9007 =

89011 Extna9011 User Rights view [Worldng hours User Rights v ‘

SIZENE9012 Working hours time profile

89013 Extng9013

89014 Extn89014 Working hours User Rights !Agent v ‘ I

89015 Extng9015

39016 Extn39016 il Out of hours User Rights

89017 Extng9017 —

59018 Extn89018

E wac310Extnas1o [l
2010 Evkaf010
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6. Installation and Configuration of Avaya IP Office TAPI3
Service Provider

TAPI3 Service Provider is included in the IP Office CTI Link Software Development Kit (SDK)

located on the DevConnect website (http://www.avaya.com/gcm/master-usa/en-

us/corporate/alliances/devconnect/index.htm ) under the product name IP Office. Once

downloaded, the install is initiated by running TAPI3Install.exe as shown below.

Z‘L @ C:\Documents and Settings',Administrator'Desktop'SDK 2.0 DEVCONNECT SITE

My Computer File  Edit

View Favorites Tools Help

Bk v &) v ¥ | S search [ Folders | 1 4 X ) ‘ (-

yf:__[, Address Il[j C:\Documents and Settings\Administrator\Desktop|SDK 2.0 DEVYCONNECT SITE
'—D‘ Mame | Sizel Type | Date Modified | Attributesl

putty exe html | File Folder 07/11/2011 13:47
[2)5amples File Folder 071112011 13:47
}Autorun.inf 1 KB Setup Information 03/10/2001 11:41 A
& ao 1 KB Shortcut ko Program 03/10/2001 17:31 A
@go.bat 1 KB Windows Batch File 12/12/2001 16:38 A
€ index.htm 4 KB HTML Document 12062006 10:26 A
E] readme.txt 1KB Text Document 22/10{2003 12:59 A
= = 1KB Text Document 120712006 13:38 A
@TAPISInstaII.exe 3,637 KB Application 22/10/2003 16:19 A

To configure the TAPI Service Provider, navigate to Control Panel and right click on Phone

and Modem Options highlighted below. Then click on properties (not shown).

§- Control Panel

File Edit View Favorites Tools Help
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Mame =

f_’, Accessibility Options
% Add Hardware

4 Administrative Tools

"“ Automatic Updates

¥ Date and Time

ﬂh Display

|3 Folder Options

[ZHFonts

‘& Game Controllers

:(’Internet Options

\;@Keyboard

‘#~Licensing

)Mouse
& bz Sk

'i)Add or Remove Programs
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Once the Phone and Modem Options Window opens, click on the Advanced tab and highlight
Avaya IP Office TAPI3 Service Provider and click Configure.

Phone and Modem Options ) 21 xi
Dialing Rulesl Modems I

h! = The following telephony providers are installed on this computer:

Microsoft H.32
Microsoft HID Phone TSP

Microsoft Multicast Conference TAPI Service Pravider
NDIS Prosy TAPI Service Provider

TAPI Kemel-Mode Service Provider

Unimodem 5 Service Provider

Add... | Remove Configure... |

oK I Cancel | Soply |

Enter the IP Office IP address into the Switch IP Address box. Select Third Party and enter the
IP Office Administrator’s password into the Switch Password box. Ensure WAV Users and
ACD Queues are ticked as shown below.

Avaya TAPI3 configuration x|

Switch IP Address |1 92.168.30.31

Cancel |

" Single User

User Name |
User Password I

*' Third Party

Switch Password | IIIHHN
[T Ey Directonysers
vV Wiy Users
v ACD Queues
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7. Installing the TS-Dialer analog PCI card

The TS-Dialer PCI card has 4 ports capable of handling two analog extensions each achieved
using an RJ11 splitter. The PCI card is installed onto the TS-Dialer Server and is physically
connected to the IP Office using RJ11 cables between the PCI card and the analog extension
module on the IP Office. There is a maximum of 8 simultaneous outbound calls per PCI card.

Avaya IP Office R8.1
Analog extensions

TS-Dialer Server

TS-Dialer Analog
PCI Card
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8. Configuration of Telesoft TS-Dialer Server
This section outlines the steps necessary to configure the TS-Dialer server to allow the TS-Dialer
desktop clients have call control of the Avaya IP Office deskphones.

Note: Installation of the TS-Dialer software is outside the scope of this document and
information regarding the installation can be found in Section 11 of these Application Notes.

Note: Each installation of TS-Dialer is unique due to various specific customer requirements.

8.1. Configure TS-Dialer Server

The steps below describe the configuration for TS-Dialer Server to allow call control of IP
Office. Open the file CentMSat.ini located on the TS-Dialer Server in the CentMSat folder
[D:\telesoft\CentMSat]. Note the ipaddr is the IP address of the TS-Dialer Server and the ipport
is set to 8000. Note also the client ports are set in section [porthub]. Ensure that the section
[CTI] is configured the same as is shown below.

CentMSat.ini

[parameters]
ipaddr="192.168.30.220"
ipport=8000
from="centhub"
to="1locl"
/agentstatusfile="D:\rahul\avayatest\centmsat\loginsrv\agent.txt"
/cddir="c:/telebrd/cd"
walittime=1000000000
restartports=10000000
datastorto="out-datastor"
datastorcc="inc-loginsrv,datastor"
agentstatus="test.txt"

[porthub]
nports=5
totmem=100000
port00="centhub tcps 10000 30000 192.168.30.220 8000"
port0l="1locl tcps 1000 5000 192.168.30.220 8001"™ ### Client Ports
port02="1oc2 tcps 1000 5000 192.168.30.220 8002"
port03="1oc3 tcps 1000 5000 192.168.30.220 8003"
port04="1oc4 tcps 1000 5000 192.168.30.220 8004"
[grpcode]
[warnings]

\\warnfreg=600

scrnwarn=120

mailwarn=300

errorlog="./error.log"

\\n-subject="Re : Data Capturing Stopped"
\\n-text="Please check the data capturing"
\\r-subject="Re : Started Capturing"
\\r-text=Data capturing Restored"
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8.2. Configure TS-Dialer Agent Desktop

Open DPCLIENT.ini file located in the DPClient folder. Set the Tserver, Userver to the IP
Address of the TS-Dialer Server and set UPort to 8003.
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To launch the Agent Desktop Application navigate to the folder DpClient as shown below and
open the program DPClient.exe.

@& D:\telesoft\DpClient

File Edit View Favorites Tools Help | *
Qback » o3~ ¥ lpSearch' I Folders | 13 3 X B I [~

Address IB D:\telesoft\DpClient I El 4 6o
| Name [ Size | Type | Date Madified [_attributes |

[C)Backup File Folder 10/18/2012 10:18 AM

[)images File Folder 8/27]2012 13:46 PM

)old File Folder 8/31/2012 13:45 PM

[3)5Rmsq File Folder 10/18/2012 10:18 AM

l'_.Ej calldata.log 23KB Text Document 9/25/2012 12:19PM A

=) customer.xls 17KB  XLSFile 8/16/20129:39AM A

diallist. xls 17KB LS File 8/27/2012 12:35 PM A

dnd.xls 14KB LS File 3/30/2012 11:15 AM A&

=) DPClient . ex- 1,433KB  EX- File 8242012 22:17PM A

| joPclient. exe 1,795K6  Application 8/29/2012 6:10 AM A

9 DPCLIENT.INI 1KB Configuration Settings 8/28/2012 11:16 AM &

Llic 1KB LIC File 10/18/2012 10:12 AM A

LRGLRG.exe 40KE Application 7/13/2012 15:03PM A

r.req 1KB REQFile 8/31/2012 13:52PM A

@TLCHKCS.CIII 24 KB Application Extension  8/29/2012 6:05 AM A

wrk.exe 1,787 KB Application 8/27)2012 14:13 PM A

Click on Start Desk and then Phone login as highlighted below.

¥ TS-DPClient

Configuration Customer Application User Campaign DND Numbers SMS  Live Status  Profile  Logout

ELESEFT
Start

Start Desk

Phone Login

Break In

Wrap In

Quick Picker
Schedule Call

SMS

Chat

Set DND

viresh
Extn: 89112 Camp: Airtel
Login At:  10/18/2012 11:45:51 AM

BreakIn: 0 00:00:00
Break At:  DD/MMAYYYY HH:MM:SS
WrapIn: 0O 00:00:00
Wrap At:  DD/MMAYYYY HH:MM:SS
el
|
| [ 9
Dial 1 2 il Drap T~
Swap 4 s -E_I Ans I
BXfer Lilil Xfer I
Hald ;ILILI Unhald I
Add Canf I Rem Canf I Canf I
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Some of the features included on TS-Dialer Agent Desktop are as follows.

e Agent Log In/ Log out

e Break In/ Break Out which allows the agent go on break

e Wrap In/ Wrap Out which restricts system from allocating next call while agent is busy with
data update
Call Scheduling
Online Chatting allows internal live chatting between Agents and Supervisor while handling
complicated situations.
Set DND allows the agent while being logged-in not to receive calls in-case he/she is not
ready to take the call
Call control which provides Dial Pad with special function keys such as:

o Dial

o Answer

o Drop

o Hold

o Un-hold

o Transfer

o Blind transfer

o Conference
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9. Verification Steps

This section illustrates the steps necessary to verify that the TS-Dialer (predictive) Hardware PCI
Dialer is connected to the IP Office correctly.

9.1. Verify that Avaya IP Office TAPI Service Provider is running
correctly

Open Phone Dialer (Windows program installed on all Windows platforms) on the TS-Dialer

server where TAPI is installed. Click on the Tools menu and select Connect Using. Another box

opens as shown below. Open the Line dropdown box and all the IP Office users should be here
as an available line to use.

F 5
Microsoft I '
Windows Server

Choose any line and in the box Number to dial enter a valid IP Office extension number as
shown below and click Dial. The Phone Dialer should successfully call the chosen extension
number.

<& Phone Dialer

File Edit Tools Help

Number to dial: i~ Speed dial

Currently dialing: 92012

L= e R 1= - 1 B L
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9.2. Verify that TS-Dialer has CTI functionality
Navigate to the console folder and open the console program by double clicking on

CONSOLE.EXE.

& D:\telesoft'console

File  Edit

Yiew Favorites

Tools Help

) Back ~ . ~ | ) Search

| Folders | & @ X B l [~

aares:

| Name = Size I Type l Date Modified I Attributes

Ej 23270688.ktxt 1 KB Text Document 9/712012 12:04 PM A

f_":j 23270720.kxt 1 KB Text Document 9/6/2012 12:46 PM A

E] 23270992 . kxt 1 KB Text Document 10/12/2012 14:15PM A

[Z] 23271024 .txt 1KB Text Document 9/7{2012 13:07 PM A

E] 23271296.kxt 1 KB Text Document 10/12/2012 14:25PM A

E] 23271328.txt 1 KB Text Document 10/18/2012 10:39 AM A

E’J 23287040.kxt 1 KB Text Document 8/29/2012 14:43 PM A

Ej 23287344 .bxt 1 KB Text Document 8/29/2012 14:46 PM A

la ahstate.txt 1 KB Text Document 8j712012 7:27 AM A

@ CENTMSAT.CFG 1KB CFGFile 8/4j2012 12:00 PM A

233 KB Screen Saver 8/7/2012 7:38 AM A

1KB CFGFile 9/6/2012 12:52 PM A

2,364 KB Application 11/25/2009 18:17PM A

3KB Configuration Settings 9/18/2012 7:28 AM A

r._éj console.log 2KB Text Document 8/31/2012 12:04 PM A

ECONSOLE.SCR 233 KB Screen Saver 8j7/2012 7:38 AM A

Select the Console tab and when a call is active the information is displayed as shown in the
example below of with extensions 89111 and 89112 active.

M Console

SPOC 1/21/2013
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Exit Edit WView Help

B2

Password] nccessl Ini | Bonfigl Phone Book

Trunk Status EXtension Status 10:33:3¢

s| N[ Name|T | Phno | pevicll s | Extn | Name [T | Phno
89111 89111 offering -
@0 s0112  s9112 ringback -
L] s000 8000 -
@ L 8001 -
] so0: 8002 -
8004 8004 -
Bl ss221 89121 -
89122 89122 -
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10. Conclusion

As illustrated in these Application Notes the procedures for configuring Telesoft TS-Dialer
(predictive) Hardware PCI Dialer to interoperate with Avaya IP Office R8.1. In the configuration
described in these Application Notes, Predictive Dialling outbound calls were tested. During
compliance testing, all test cases were completed successfully as outlined in Section 2.2.

11. Additional References

This section references documentation relevant to these Application Notes. The Avaya product
documentation is available at http://support.avaya.com.

[1] TAPI Link installation Doc # 15-601034 Issue 11d

[2] TAPI Link Doc # 15-601035 Issue 11f

[3] 1P Office R8.1 Doc library

The Telesoft product documentation can be found at http://www.telesoft.in/products.html
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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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