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Avaya Solution & Interoperability Test Lab

Application Notes for Mercom Audiolog Recording Server
with Avaya Communication Manager and Avaya Computer
Telephony - Issue 1.0

Abstract

MERCOM Audiolog Recording Server monitors real-time call events at selected extensions
and skill sets, analyzes the event data, makes recording control decisions, and collects call-
specific data for a call center. MERCOM Audiolog Recording Server integrated with the
Avaya Computer Telephony Server to provide highly accurate and flexible automatic call
recording control. Information in these Application Notes has been obtained through
compliance testing and additional technical discussions. Testing was conducted via the
DeveloperConnection Program at the Avaya Solution and Interoperability Test Lab.
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1. Introduction

MERCOM Audiolog is an advanced call recording system that is designed for use as a stand-
alone recorder/playback unit and as a specialized resource server within a networked
environment.

Audiolog performs the following recording functions:
e Recording audio via direct connection (stations or trunks), Service Observe, or VoIP
e Monitoring audio channels during recording
« Storing/Archiving recordings for playback
« Creation/maintenance of Catalog Database of recordings
o Search, Selection, and Playback of selected recordings
« Prevention of unauthorized access, modification, monitoring and playback

Audiolog software utilizes several co-resident modules to perform all computer telephony
integration (CTI), recording, Database, and playback functions:

e Recorder Module provides telephony interface, signaling, compression, and recording
functions.

e CTI Link Module provides the direct interface to the Avaya Computer Telephony Server
for recording control and call-associated data collection.

o Call Manager Module provides automated update of Audiolog’s onboard SQL Catalog
database as each call is recorded.

o Player Module provides user-friendly GUI for call search, selection, and playback

MERCOM Audiolog Recording Server can be easily integrated with the Avaya Computer
Telephony Server to provide highly accurate and flexible automatic call recording control.
MERCOM Audiolog Recording Server monitors real-time call events at selected extensions and
skill sets, analyzes the event data, makes recording control decisions, and collects call-specific
data for ease of future recording retrieval.

Test configuration of MERCOM Audiolog Recording Server utilized Avaya Computer
Telephony Server to provide events associated with each call to be recorded. Call related
information, provided through the CTI link, is stored in MERCOM'’s SQL Catalog Database.
Recorded voice is stored on the hard drive(s) in the MERCOM server. By using standard
Mercom search and replay applications in conjunction with the Catalog database call records, the
voice recording is played back at the Mercom server or at networked user workstation(s).
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2. Test Configuration

Figure 1 illustrated a configuration used during the compliance test process.
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Figure 1: Avaya DeveloperConnection Compliance Test Configuration

3. Equipment and Software Validated

The following equipment and software were used for the tested configuration:

Equipment

Software

Avaya S8700 Media Server with G600 Media Gateway

Avaya Communication Manager 2.1

Avaya Computer Telephony Server Release 1.3
MERCOM Audiolog Recording Server v3.20ML RTP
Avaya TN464F DS1 INTFC V10
KB; Reviewed: Solution & Interoperability Test Lab Application Notes 30f36
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4. Configure the Avaya Communication Manager

4.1. Verify Communication Manager Customer Option

The following step verifies customer options on the Avaya Communication Manager.

Step Description
1. From the SAT terminal, type “display system-parameters customer-options” and go
to page 3 to verify the options below are set to “y”. Contact Avaya if these options
are not set to “y”.
Verify the following customer options are set to “y”:
e Computer Telephony Adjunct Links
e Co-Res DEFINITY LAN Gateway
display system-parameters customer-options Page 3 of 11
OPTIONAL FEATURES
Abbreviated Dialing Enhanced List? n Audible Message Waiting? n
Access Security Gateway (ASG)? n Authorization Codes? n
Analog Trunk Incoming Call ID? n Backup Cluster Automatic Takeover? n
A/D Grp/Sys List Dialing Start at 01? n CAS Branch? n
Answer Supervision by Call Classifier? n CAS Main? n
ARS? y Change COR by FAC? n
ARS/AAR Partitioning? y Computer Telephony Adjunct Links? y
ARS/AAR Dialing without FAC? n Co-Res DEFINITY LAN Gateway? y
ASAl Link Core Capabilities? y Cvg Of Calls Redirected Off-net? n
ASAI Link Plus Capabilities? y DCS (Basic)? y
Async. Transfer Mode (ATM) PNC? n DCS Call Coverage? y
Async. Transfer Mode (ATM) Trunking? n DCS with Rerouting? y
ATM WAN Spare Processor? n
ATMS? n Digital Loss Plan Modification? n
Attendant Vectoring? n DS1 MSP? n
DS1 Echo Cancellation? n
(NOTE: You must logoff & login to effect the permission changes.)
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4.2. Configure CTI Link on Avaya Communication Manager
The following steps configure the CTI link on Avaya Communication Manager.

Step Description
1. From the SAT terminal, type “add cti #”, where # is the next available CTI link
number. Enter an extension number in the extension field, enter ADJ-IP for Type and
a name for this CTI Link.
add cti-link 6 Page 1of 2
CTI LINK
CTIl Link: 6
Extension: 23999
Type: ADJ-IP
COR: 1
Name: CT Server AIC LAB
2. Type “change node-names ip”. Enter the name of the Avaya Computer Telephony
server and its IP Address.
change node-names ip Page 1 of 1
IP NODE NAMES
Name IP Address Name IP Address
CTserver 192.45 .20 .163
clan 192.45 .100.66
default 0O .0 .0 .0
medpro 192.45 .100.69
procr
3. Type “change ip-services”. Go to page 3. Enter the CTI link number created in step
4.2.1 for CTI Link, “y” for Enabled, enter Avaya Computer Telephony node name
created in step 4.2.2 for Client Name, and enter 1 for Client Link.
change ip-services Page 3 of 3
DLG Administration
CTI Link Enabled Client Name Client Link Client Status
6 y CTserver 1 in use
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4.3. Configure DS1 Stations for Mercom Recorder
The following steps configure DS1 station used for Single Step Conference:

Step Description
1. From the SAT terminal, type “change COR 1”. Set Can be Service Observed and
Can Be A Service Observer to “y”.
change cor 1 Page 1of 4
CLASS OF RESTRICTION
COR Number: 1
COR Description:
FRL: O APLT? vy
Can Be Service Observed? y Calling Party Restriction: none
Can Be A Service Observer? y Called Party Restriction: none
Partitioned Group Number: 1 Forced Entry of Account Codes? n
Priority Queuing? n Direct Agent Calling? y
Restriction Override: none Facility Access Trunk Test? n
Restricted Call List? n Can Change Coverage? n
Access to MCT? y Fully Restricted Service? n
Group Il Category For MFC: 7 Hear VDN of Origin Annc.? n
Send ANI for MFE? n Add/Remove Agent Skills? n
MF ANI Prefix: Automatic Charge Display? n
Hear System Music on Hold? y PASTE (Display PBX Data on Phone)? n
Can Be Picked Up By Directed Call Pickup? n
Can Use Directed Call Pickup? n
Group Controlled Restriction: inactive
KB; Reviewed: Solution & Interoperability Test Lab Application Notes 6 of 36
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2. From the SAT terminal, type “add DS1 port ####”. Enter the name for this DS1

board, hdb3 for Line Coding, 2.048 for Bit Rate, CAS for Signaling Mode, pbx for
Interconnect, mulaw for Interface Companding. Make sure that the jumper setting on
the TN464 board is set to 32 channels.

change dsl 1b04

Location:

Bit Rate:

Signaling Mode:

Interconnect:

Interface Companding:

Idle Code:
Slip Detection?

01B0O4
2.048

CAS

pbx

mulaw

11111111

n

DS1 CIRCUIT PACK

Name: MERCOM

Page

Line Coding: hdb3

Country Protocol: 1

CRC? n

Near-end CSU Type: other

1 of 1

3. From the SAT terminal, type “add station #####”. Enter DS1DF for Type, enter the

port number and name.

add station 27001

Extension: 27001

Type: DS1FD
Port: 01B0401
Name: MERCOM

STATION OPTIONS

R Balance Netwo

Loss Group: 4
Off Premises Station? y

rk? n

STATION
Lock Messages? n

Security Code:
Coverage Path 1:
Coverage Path 2:
Hunt-to Station:

Page

1 of

BCC:

TN:
COR:
COs:

Tests?

3

0
1
1
1
y
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Step

Description

Go to page 2 of the station form, set Auto Answer to “all” and Adjunt Supervision to
“y’. Repeat this step for the remaining 31 channels.

add station 27001

FEATURE OPTIONS
LWC Reception:
LWC Activation?
LWC Log External Calls?
CDR Privacy?

Redirect Notification?

spe

Per Button Ring Control? n

Switchhook Flash?

Ignore Rotary Digits? n

H.320 Conversion?
Service Link Mode:
Multimedia Mode:

MWI Served User Type:
AUDIX Name:

n
as-needed

basic

Emergency Location Ext: 27001

Page 2 of 3
STATION

Coverage Msg Retrieval? y
Auto Answer: all
Data Restriction? n
Call Waiting Indication?
Att. Call Waiting Indication?

Distinctive Audible Alert?

K K K K

Adjunct Supervision?

Per Station CPN - Send Calling Number?

Coverage After Forwarding? s
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5. Configure the Avaya Computer Telephony Server

5.1. Modify the TSLIB.INI File

Step Description

1. | On the computer running Avaya Computer Telephony Server, open the TSLIB.INI file by
going to
Start = Programs = TS Win32 Client = Edit TSLIB.INI.

Startup 3 - . .
= Documents ¢ M Command Prompt BE Definity Driver Admin
= _ i & Edit TSLEINI
n? @ Sl ' @ Windaws NT Explorer a@ Telepharny Services Admin
j‘fh @ Fird b Administrative Toolz [Comman] — F @ Telephony Services Maintenance
l_‘ Adobe Acrobat ¥ &) TS Cliert Readme
Hel
ﬁ @ Lok Startup L4 E TS Spy
g B S TS Win32 Client q @ TsTest
:E T54FI Telephony Services
; Shut Do [_] Btiieve Technologies Database

ﬂ ____________ |: @TS.-’-‘-.F'I_TeIephnny_Sewiu:... |
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Step

Description

2. | Change the IP address shown in the [Telephony Servers] section of the TSLIB.ini file to

& TSLIE - Notepad
File Edit Format Help

[[Telephony =erwvers]

e e ananas

This 45 a 1list of the serwvers foering Telephc
Either domain name or IP address may be usiﬂ;
The torm is: host_name=port_numher For examg

tserver.mydomain. com=450

SG2.45,. 20.163=450

[shared admin]

Instead of each workstation maintaining Tts ow
ts1ib.ini f1le may be placed on a network Tile

ts1ib.dini=n:»cstartsTib. ind

This entry overrides the [Telephony Serwvers] =

match the IP address (or Computer Name) of the Avaya Computer Telephony Server to
which the Audiolog server will connect as a client. Audiolog communicates with the

Avaya Computer Telephony Server using port 450. The syntax for this line is IPAddress
(or Computer Name)=450, for example 192.45.20.163=450 Or CTserver=450.

3. | Save and Exit the file.

4. | Copy the TsLIB.ini file to the C:\winnt directory on the Audiolog.

KB; Reviewed:
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5.2. Telephony Services Administration

Step Description

1. On the Avaya Computer Telephony Server, open the Telephony Services Admin
by going to Start > Programs-> TS Win32 Client-> Telephony Services Admin.

En:ugrarn I3

8]

= % Documents » itartup ' n Diefinity Diriver Admin

2 L {F) Edit TSLIBINI

'i}:': Settings 1y Windows NT Explorer IR Telephony Services Admin

_T‘;‘: Find . Administrative Tools [Common] — F @ T elephony Services Maintenance
E " Adobe Acrobat r @ TS Client Readme

7 Startup 4 E TS Spy

2 Bur.. IS, TS Win32 Client d @& 75 Test

=

z

TSAFI Telephong Services 4
Shut Down... [_] Btieve Technologies Database

* ______________ @TSAF‘I_EditTSLIB - Paint |

2. Select the computer name of the Avaya Computer Telephony Server (TSAPI
Server) from the Tserver drop-down list.

Dpen Tserver |

Tzerver:

[cLass-CTl =l

Lagir: ADMIMISTRATOR

NOTE: In order to access Telephony Services, users must have a Windows
NT/2000 login ID and password. In addition, they must have the “Log on as a
Service” user right assigned to their account on the Windows NT/2000 machine
that is running Telephony Services. Windows NT logins are administered
through the Windows NT User Manager.

KB; Reviewed: Solution & Interoperability Test Lab Application Notes 11 0f 36
SPOC 4/18/2005 ©2005 Avaya Inc. All Rights Reserved. mercomcti.doc



Step Description
3. Click the Create User button.
=E2 Telephony Services Administrator 32-bit - [CLASS-CTI Users]
J% FEile  Admin iew Window Help
B 2l¥[=%8]a & 2 @ x| [=|EE 2w
EE@ SDE |Create User| Login 1D | Izer Mame | Wwhorkbop Mar
""" ; & ADMINISTRATOR  Admin
~d= Worktops & ALUSERT -
----- = [Devices
----- % Device Groups
----- = Tlinks
----- B, Tlink Groups
g% Admin Access Groups
4, On the Information tab, enter ALUSERL1 in the Login field.
5. Enter ALUSERL in the Name field. (ALUSER1 must also be added as an
Administrator in the User Manager on the TSAPI Machine).
* Create User - CLASS-CTI M= 3
Informatian |.-'-‘-.u:u:ess Hightsl Admin Access Grnupsl
Login: I
Mame: I
Wiorktop Marne: I[n.;.ne] j
] 4 I Cancel | Sl | Help
6. On the Access Rights tab, select “Any Device” for all sections.
KB; Reviewed: Solution & Interoperability Test Lab Application Notes
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Step

Description

Check the Allow box under call/Call section.

* Create User - CLASS-CTI M= 3

Infarmation  Access Rights | Admin Access Groups I

— Call Control Services - Call Origination and T ermination
Aocess Group: I.-’-‘-.ny Device j

— Monitaring-Only Services
— Device/Device - Event Motification ceazes if call leaves device

Aocess Group: Iﬁl‘-.n_l,l Device j
— Call/Device - Event Matification continues if call leaves device

Ancess Group: I.-’-‘-.n_l.J Device j
— Call/Call - Event Motification allowed if call identifier iz known

W Hiiow

=

— Routing Services - Allow routing on listed devices
Aocess Group: If-‘-.ny Device j

aF. I Cancel I Apply I Help I

On the Admin Access Groups tab, check the Allow User to Administer Admin

Access Groups checkbox.

* Create User - CLASS-CTI s S |

Infu:urmatiu:unl Access Rights  Admin Access Groups |

W illow User to Administer &dmin Access Groups®

(] 4 I Cancel Apply Help
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Step Description
9. Click Apply and then OK.
10. | Verify that all devices to be monitored are listed under the Devices node. This
includes all extensions and hunt groups, if applicable.
=8 Telephony Services Administrator 32-bit - [AL_BECORDER Devices]
J% File  Admin  Yiew Window Help =&
B 2|t=|% 828 =& & 2] R 22|
E% SDE Device ID | Tlink Graup | Device Type | Location -
o & Users =100 B Think PHONE
=10 Ay Tlink, PHOME
=102 Ar Think PHOME
- =103 Ary Tlink PHOME
B, Thnks = 104 Ay Thrk PHONE
%, Tirk Groups = 1115 B Tk PHOME
% Admin Access Groups || 106 A Thrk PHOME
=107 Ay Tlink, FHOME
= 103 Ar Tlink PHOME
= 109 Ar Think PHOME s
=110 Ary Tlink PHOME
=111 Ay Tlink, PHOME
=112 Ar Think PHOME
=113 Ary Tlink PHOME
=114 Ay Tlink, PHOME
= 115 Ar Tlink PHOME
=116 Ar Think PHOME
=120 Ay Tlink, FHOME
=12 Ar Tlink PHOME
=122 Ar Think PHOME
=123 Ary Tlink PHOME
=124 Ay Tlink, PHOME
=125 Ar Think PHOME
=126 Ary Tlink PHOME
=127 A T il PHORE LI
Far Help, press F1 l_l_l— i
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5.3. Telephony Services Controller

Step Description
1. | Verify that the Telephony Service is running by going to Start = Programs—> TSAPI
Telephony Services = TSAPI Telephony Services Controller.
Eﬁ Programs » AEcessores 4
=] Startup L4
Documents ¢ E Command Prompt
@ Settings » @ Windows MT Explorer Dlocuments "
@ Find . Adminiztrative Tools [Common] — # PB Dirivers 4
Adobe Acrobat 4 @ Error Log
@ =l Startup 4 @ Readme
Bun... T5 'wWin32 Client 4 Telephony Services Traffic Wiewer
r_El_.. TSAPI Telephony Services & TS4PI Telephony Services Controller
Shut Down... |_1 Btiieve Technologies Database |
@TSAF’I_TeIepth_I,I_Sewic... | @ TSAPI Telephony Service. . |
2. | When changes are made, click on the Refresh button to update.
f# TSAPI Telephony Services Controller !E[E
— Status
Telephony Services State: |F|LINNING
Sibart | Refiesh
— Skartup
v Automatically Stark Telephony Services On Server Boat
— Recovern
[ Automatically Festart Telephony Services
Advanced. |
Cloze |
KB; Reviewed: Solution & Interoperability Test Lab Application Notes 15 of 36
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6. Configure the Audiolog Recorder

6.1. Requirements

Audiolog Version 2.70 or later

Single or Dual Network Cards - Depending on the LAN Environment
Audiolog CTILink Module option

Audiolog TSAPI Avaya Definity G3 Integration Enabler option

Audiolog Free-Seating option is required if Free Seating (Agent Logon/Logoff detection)
is to be used

Audiolog Service Observe option (licenses) — required for Single Step Conference

The Audiolog recorder requires terminate-type telephony interface cards, such as the
ANA-TERM or T1/E1 TERM cards depending upon the ECS Station ports selected for
use with Single Step Conference

Workstations running Audiolog client software must be able to access the Audiolog
server.

6.2. LAN Connections

Connect the Audiolog recorder to the same LAN segment as the Avaya Computer Telephony
Server.

6.3. Audiolog E1 Configuration

Step Description
1. | Verify the settings on the PCI telephony interface cards. If there is no Smart Control icon
on the desktop, from the Start button, click Control Panel.
KB; Reviewed: Solution & Interoperability Test Lab Application Notes 16 of 36
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Step Description
2, @ 2
5
Click the SmartControl =™artcentrol joop
The Ai-Logix SmartWORKS dialog box opens.
Ml Ai-Logix Inc SmartWORKS 2 x|
Board | oPM | Parameters | Digital Network: |
Driver Wersion IDS.DD.D4
Driver Build |D225
Control Panel Wersion IS.D.4.DDDS1
Ml Log Count 100
WWIP Starting Slot ID
RlP Slot Court 256
—H100 Sirearn Speed
{* 2043 KHz (4096 KHz " §192 KHz
—GCI Starting Index
o @ 1 ¥ Bllow Bus Seqmentation
Ipply | QK Cancel
3. | On the System tab, verify the GCI Starting Index is set to 1.
4. | Check the Allow Bus Segmentation box.
KB; Reviewed: Solution & Interoperability Test Lab Application Notes 17 of 36
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Step

Description

Click the Board tab.

System | Boand |cpm1 | Parameters | Digital ework |

2]

Select Board
(Board TMurrhber |1 3: PGl Bus Mo 3 PGl Slat Ma @ 1

Infartnation For Board 1

Board Type StatTERM DTE408 Dual E1

Total Channels (21

Serial Murnber 8585

DateCode 0333

Firrrware Wersion 03.00.04 Biuiled 0442

QEM Irfo Bi-Logiz, Ine.
Copyright Copytight @ 2002 Ai-Logiz, Inc. Bl fights resenved.
T1E1Optiot E1

—TDh Encoding
0 plaw o Alaw

—CT Bus Type
L VR o 11 2]

TCThade ————— Dl |

& Master " Slave

 Waster i (T Masters

Lpphy | Ok

Cancel |

Select the Board Number of the T1/E1 card from the Board Number drop-down list.

Verify the TDM Encoding is set to p-law.

Verify the Avaya Computer Telephony Bus Type IS Set to MVIP.

Verify the Avaya Computer Telephony Mode IS Set to Master.

10.

Click the Apply button if you made any changes.

11.

Click the cpmM tab.
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Step Description
12. | Verify the settings shown in the following illustration.
System | Boant | CPM I Parameters | Digital Network |
Board Mumber : 1
—aignal Indesx Signal Mame
0 e ’7|dial_t1 ]
Signal Type : ICPM_TONE Cycles IEI
—Event Types
M Erable I DetectsT | Detectate " one
I~ Detectoycle | Detectiost Dl
= Ringhack
—Frequency [Hz)
" Busy
1 fas0 2 faa0 3
= Fax
—Cadence [rz] =T}
it fooo0 fo [o 2 Loy O
Hitax o fo fo ot
La Min 1 0 0
I I I —Diait
Lobax [t fo fo |
Default |
Bpply | (014 | Cancel |
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Step

Description

13. | Increment the Signal Index box until fax_t1 is displayed in the Signal Name box.

—Signal Indesx

M Ai-Logix Inc SmartWORKS

System | Board | CPM IParameters | it metwor: |

Board Mutnber : 1

]

Signal Mame
i’ lrlfax_ﬂ j

Signal Type : ICPM_TONE Cycles IIJ

[ Enable

[ Detectycle | Detectlost

[~ DetectsIT [ Detectiate

— Fregquency [Hz)

1 Jeoe0 2 o 3 o
—Cadence [mz)]

Hitdin — [z000 fo fo

Hittax o fo fo

Lobin i fo fo

Lomax i fo fo

—Evert Types
€ Mane

€ Dial
= Ringhack
" Busy
£ Fax
L=l
€ Loop off

¢ Digt

2

Bpply |

QK |

Cancel |

14. | Uncheck the Enable box and click Apply. NOTE: If Fax events are disabled on the Ai-

Logix board, Audiolog will detect beep tones as Fax events.

KB; Reviewed:
SPOC 4/18/2005

Solution & Interoperability Test Lab Application Notes

©2005 Avaya Inc. All Rights Reserved.

20 of 36
mercomcti.doc




Step Description
15. | Click the cpM tab and verify the settings shown in the following illustration.
M Ai-Logix Inc SmartWORKS
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Step Description

16. | Click the Digital Network tab.
I =

System | Board | oPM | Paramelers | Divitl Metwork |

Bt T1E1 Opion
eroardLSmartTERM DTE409 Dual E1 T GE

—Trank Settings
Trank Frarming Line Cading LEC 205
o |Basicana >|  |HDB: R R |
1 |Bwsicaa =|  |HoB3 = oo 2| =
—Protocol Setings
Trunk Sighaling Protocol ariarit
o [ MoNE 4 f =l Aekyance |
1 [rore | f | Aefanced |
—MFAS Setings
Trunk MFAS Index Trurk Index Trunk Type
1 | "I | 'I | :I"

Ipply | Ok Cancel

17. | Set the T1E1 Option for E1.

18. | Set the Framing to Basic G.704 for each digital trunk on the board.

19. | Set the Line Coding to HDB3 for each digital trunk on the board.

20. | Set the LBO (Line Build Out) to 1200HM for each digital trunk on the board..

21. | Set the Signaling to None for each digital trunk on the board..
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Step Description

22. | Click the Apply button if any changes were made.

23. | Repeat steps 6 to 22 for each T1/E1 board in the system.

24. | Click the ok button.

25. | After all PCI Telephony interface changes have been made, reboot the Audiolog
recording server.

6.4. Registry

Caution: If you use Registry Editor incorrectly, you may cause serious problems that
may require you to reinstall Audiolog and/or your operating system. Mercom cannot
guarantee that you can solve problems that result from using Registry Editor incorrectly.
Use the Registry Editor at your own risk.

Verify the following system registry settings. All settings are located under the
HKEY_LOCAL_MACHINE\Software\ Mercom\Audiolog\CurrentVersion\ key.

Key Value Data
CTILink\Communications\TSAPI Enumerate Servers Yes
CTILink\Communications\TSAPI Enable System Status Yes
CTILink\Communications\TSAPI Private Data Version 6
CTILink\Communications\TSAPI\ Outbound Start Record 59
EventMap\Triggers
CTILink\Misc Options Enable CTI Housekeeping Yes
CTILink\Misc Options Enable Enhanced Call Tracking | Yes
CTILink\Misc Options Enable Free Seating Yes
CTILink\Misc Options Enable Service Observe Yes
Recorder\Misc Options SSC Feature Code {enter the code used in the

Communication Manager to
deactivate the “Send All
Calls” feature}
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6.5. Integration Tables

Step Description
1. | Click the center button on the Manager module to access Configuration Manager.
= Ho Channel Hame Duration FileHame
=1
|
hi-1245
Manager,
.
[-:mmf) Recorder | [smezall Player @archiver [zl Manager Locator Q Alarms
— Catalog -
Channel Maintenance
% Rollover Daily Retention Period [da_l,ls]:|3U E [Channel « |Channel Name |
' Rollover \Weekly Start at: |3:DD A E 0m Channel #007] r
a0z Charnel #002
o i [ i« (e o O
Sut it € Tue ed € Tihu Eii Szt & 003 Chanmel 003
Riestored Files Retention Period [days): I‘I E @ 004 Channel #004
} S 005 Channel #0085
Rt B 006 Channel #008
Q g@ X Fa 007 Channel #007
Lug Upload S 008 Channel #008
Security Eeatures tanager a0 Channel #0039
] Channel #010
ey Z ot Charnel #011
= 2 ——
Integration LCTILink. & 0z Channel HOT2
Fa 03 Channel #013
ASTN )= Fa 014 Channel #014 LI
— Inactivity Detection Period
PSTH Server Socket Server
Frarm: IB:UD AM To: IB:DEI PH
ak Cancel Apply I
KB; Reviewed: Solution & Interoperability Test Lab Application Notes 24 of 36

SPOC 4/18/2005

©2005 Avaya Inc. All Rights Reserved.

mercomcti.doc




3. | In the Channel/Device Maintenance table, enter the extension numbers of the PBX
station ports the Audiolog is connected to in order to perform SSC. Select the &
(telephone) icon for the Type.

x
Channel/Device Maintenance Agent Maintenance
|[Channel+ [Channel Hame Tupe |DevicelD [ - [2gent » Agent Hame [«
E oo Channel #0071 g R g 2w 32101
@ ooz Channel #002 @ 27002 ﬁ 32102 32102
& 003 Channel #003 16 27003 § 32103 32103
@ ao4 Channel #004 @ 27004 ﬁ 32104 32104 s
& 005 Channel #005 S 27005 £ 32105 32105
& 006 Chanhel #0008 Ea 27008 £ 3210 32108
& 007 Channel #007 & 27007 £ 32107 32107
B 00 Channel #O08 Ea R § 32108 32108
@ ao3 Channel #009 @ 27009 Q 32109 32109
Brin Channel #1110 iy amn LI 310 1N LI
Device Maintenance |
| |Type- |DeviceID - Enable|FM |Agent Agenk Marne PhyDevicelD |A|
é 30000 3210 3210
@ 300071 32102 32102
) 30002 32102 32103 J
Za 30003 32104 32104
T & 30 3205|3215
B 32106 |32108
B 2107 |3zi07
T |& 3o izing  |3zioa =

4. | In the Device Maintenance table, click in the Type field until the & (telephone) icon
appears. This table is used to tell Audiolog which devices (stations, trunks, hunt groups,
etc.) are to be monitored and/or recorded. The Device Maintenance Table is also used to
designate the ACD Agent currently "seated" at a Station. CTI Integration also permits
“free seating” where information in the CTI data stream allows agents to be dynamically
associated with a device (telephone).

5. | Program the Device Maintenance table with the extension numbers to be recorded.

NOTE: When using Expert Agent Selection, the extension number of the “Skill Set Hunt
Group” must also be entered in the Device Maintenance table using the & (telephone)
icon. However, leave the Enable and PM boxes unchecked.
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6. | Check both the Enable and PM checkboxes for each extension.

|
Channhel/Device Maintenance Agent Maintenance
Channel » | Channel Mame Tvpe | DevigelD |~ - |&gent « Agent Mame |«
001 Channel #001 § 27001 — g 5210 32101
o 002 Channel #002 & 27002 g 32102 32102
Za 003 Channel #003 & 7003 § 32103 32103
Z 004 Channel #004 & 7o 32104 32104 P
& 005 Channel #005 & 270058 g 32105 32105
Zn 006 Channel #006 & 7006 § 32106 32106
2 007 Channel #007 & 707 ¢ 321007 32107
& 008 Channel #0082 & 27008 g 32108 32108
Za 009 Channel #0039 & z7o0e g 32103 32109
2 mn Charnel #1110 B rmin | & 3211n 22110 |
Device Maintenance |
| | Twpe - |Devicell < Enable| Pk | Agent Agent Name PhyD evicelD [«]
é 30000 32101 32101
Za 30001 32102 32102
Za 30002 32103 32103 J
) 30003 32104 32104
[ 20004 32i0s  |32106
B 32106 |32106
BE 30006 32107 2107
B E 32108 |32i08 -]
7. | Click the Close button when finished.
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6.6. CTILink Configuration
6.6.1. General Link Tab

Step Description
1. If Configuration Manager is not already open, click the center button on the
Manager module to access Configuration Manager.
Ho Channel Hame ime Duration FileHame
2.
- [
General | [-mmmfl Recorder | (emmfl Plaer @&rchiver [zeee=f) Manager == Locator Q Alarms
— Catalog -
Chanhel Maintehance
% Rallover Daily Retention Period [days]:|3EI E [Channel © [Channel Mame [«
™ Rollover wWeskly Start at: IS:DD A 5 0ot Channel #001] il
- ooz Channel #002
o (" ~ - - [ [
Sur Fefimrn €0 T €7 wied € Thu Fri Sat i Chanmel #0003
Restored Files Retention Period [days): |1 Ig &n 004 Channel #004
) &n 005 Channel #005
Riellas Fa 008 Channel #005
g@ é &n 007 Channel #007
Q hg Upload &n 003 Channel #0083
Security Features M anager @ nog Channel #0039
peen &n 010 Channel #010
% = &0 Charinel #011
Integration LCTILink. B w2 Channel H012
&Zn 013 Channel #013
rce &n 014 Channel #0714 hd|
PSTH Server Socket Server Inactivity Detection Period
= = {me: | ] Tor [E:00 PM
QK. LCancel I Apply |
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Step Description
3. Click the General Link tab.
%, CTILink Configuration
General Linkl D[;J;i\?ir;se;’ T CT Server T Serial ] Uszer Data ] TCRAP T Triggers
—LCT Server — Monitor Link Status
Server Name 1: I onitor Link Startup v
Server Port 1: |D Monitor Link Paoll Ird
Server Name 2 I Manitar Link. Interval: |3IJ
Server Port 2 ID Manitar Link Retries: |1
Server Uger D |alusert Connect Timeaut IBIJ—
Server Pazzward: | ******** Statuz Station 1D: IGS'I Ui}
Link Type Protocal: ITSAF’I+ j Heartbeat Interval ISEI
Switch Type: [LUCENT DEFINITY ECS 7] — i SaiEE
Diagnostics Level: IINFD 'l
Ok | Cancel | Aipply |
4, Leave the Server Name 1 field blank.
5. Leave the Server Port 1 field blank.
6. | Set the Server User ID to the user ID created for Audiolog in Avaya Computer
Telephony Server (usually aluserl).
7. Set the Server Password to the password created for the user “aluserl”.
8. Select TSAPI+ from the Link Type Protocol drop-down list.
9. Select LUCENT DEFINITY ECS from the Switch Type drop-down list.
10. Check the Monitor Link Startup checkbox.
11. Check the Monitor Link Poll checkbox.
12. Set Monitor Link Interval to 30.
13. Set Monitor Link Retries to 1.
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Step Description

14. | Set Heartbeat Interval to 90. (In general, the Heartbeat Interval should be set to 3
times the Monitor Link Interval.)

15. | Click the Apply button.

6.6.2. Options/Devices Tab

Step Description
1. On the Options/Devices tab, check both the Enable RAPI Support and Enable Single
Step Conf boxes.
i, CTILink Configuration |
General Link. ] I][;Jtiqns / ] CT Server ] Serial ] zer Data ] TCRAP ] Triggers
evices |
— Mizc Options — Device Parameters
¥ Enable Ba&Fl Support Agent Size: |4
¥ Enable Single Step Cont Extenzion Size: |3
[ Allow &gent Enable Crirl Trunk Group Size: |3
Obzerve Feature Prefix: |w882 Trunk Mumber Size: IE
Obzerve Feature Suffix; I tin Device |D: ||:|
b ax Device [D: 3333
Enable Screen Record: [
Stop Screen Record After: IWrap Delay j
Witap Delay: [0 SMOR Default Action
Screen Becord Eval Dl |Vﬁ' Stop " Erase
ok | Cancel | Apply |
2. | Click the Apply button.
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6.6.3. Avaya Computer Telephony Server Tab

Step Description
1. On the Avaya Computer Telephony Server tab, check both the Enable Logon and Enable
Logoff boxes.
. CTILink Configuration
General Link. ] DDpéiSir;sE;" Serial ] Idzer Data ] TCRAF ] Triggers
— CT-Connect Link, — TSAF
Logical ID: | Enable Private Data: ™
Network Type: [ncacr_ip_tep 7]
— Logon/Logoff Events — Genezyz
Enable Logon: v |1ze Configuration tanagement r
E rwironment
Enable Logoff: [+
—LCT Agent/Device Map
Agent Data Index: I 1]
Agent |D Indesx: I 0
Device D Index: I 1]
ok | Cancel | Apply |
2. Check the Enable Private Data checkbox.
3. | Click the Apply button.
4, Click the OK button to close CTILink configuration.
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6.7. Channel Settings

Perform the following steps for each channel:

Step Description
1. If Configuration Manager is not already open, click the center button on the
Manager module to access Configuration Manager.
Ho Channel Hame Duration FileHame IEI
=
Media
General
=
License
2. Click the Recorder tab of Configuration Manager.
?__,‘5 Configuration Manager: ﬂ
gene[al [comm) Recorder Flayer @grchiver Manager ==X | ocator Q Alarms
— Appearance ~Mizc Options:
- Coler Diagnostics Level: INone 'I
Ready: I&HUDFFFFDD& g First Channel |-|—
off: [sHFFeoo0s [ ] Lot Charre I
Fiecording: I&HFF& E =5 e %
Default Colors | Alam: [iHFFFFE ] - Cheiri i oriior ¥
Mot Installect [sHo0CoCaCD | Show Gain Slider r
Background: lm g
Audio Level _ o
5 Bl |3—|§ - ID— E Channel Characteristics
Uit M ame: IHecorder Default Levek I'I 2 E E@
LChannels
0k LCancel Lpply
3. | Click the Channels button.
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Step

Description

On the Record Activation tab, set the Activation Mode t0 Remote-SSC.

----- & Channel #003
----- B8 Channel #004
----- & Channel #005
----- B Channel #0065
----- & Channel #007
----- B Channel #0083
----- B Channel #0039
----- 8 Channel #0100
----- B2 Channel #011
----- B Channel #1012
----- B Channel #0113
----- B Channel #1014

Activation Mode: IHemote-SSERéj
E d 4
Enable Select Record [
Auta Fe-enable [
Enable Beep Tone -
Enable DTMF Control [~ Conf Tone [

. Channel Settings xl
IChanneI M ames j | Defaults
-] Channels j
-3 Channel Mames Audio Level | Drata Acquisition | Misc Options
::g E::::s: 33312 Record Activation | Record Temination AGEl

----- B8 Channel #0115

DTHF Start Code: Ixxg
DTMF Stop Cade:  [7 B
Defaultz | Restore I Save |

..... B Channel #0115 =l

LCloze |

5. Click the Save button.

6. On the Record Termination tab, set Continuous Silence to O.

Audio Lewvel

Data Acqui&itionl Mizc Options

Record Activation  Recaord Termination

AGEl

Minimum Size [zec):

taximurn Size [sec):

Trim Silence

Continuouz Silence [zec): ID Ig

Cont. HanSilence [sec):

Trimn Cont. MonSilence v

E
O

b4
v

Defaults

BRestare I Save

7. Click the Save button.

8. | Click the Close button when all channels have been configured.
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6.8. Restart Audiolog

After configuring the system, shutdown Audiolog and restart it. As soon as the CTILink module
has started communicating with the Avaya Computer Telephony Server, the CTILink module
should appear with the following:

[F——— nl ent
[ | ch LUCEMT DEFIMITY % |g:|
[F———— et

ETilink

7. Interoperability Compliance Testing

7.1. General Test Approach

The interoperability compliance test verified the ability of Audiolog to record calls. Call
sequences included a call answer, transfer, consult transfer, conference, conference transfer, and
blind transfer. The compliance test also encompassed a load test where a call generator made
calls to the queue and each agent running Avaya Interaction Center along with an automate script
tool to simulate agent responded to calls.

7.2. Test Results

MERCOM Audiolog passed all the compliance test cases.

8. Verification Steps

Since Audiolog is based on both hardware and software components, there are several steps
involved to verify that both have been installed correctly:

= Ensure that channels can be monitored and recordings can be created
= Ensure that recordings can be accessed and played back from the Catalog
= Ensure that there is network communication between the server and client

8.1. Ensure Channels Can Be Monitored and Recorded

Unless changes are made to the Appearance of the Recorder module, the idle channels available
for recording appear with light blue bars.

Make certain the number of available channels matches the number of channels ordered.

/ 7 Channels — liaht blue for idle — red for recordina on

11:21:59

B d |I9Inl|l ladadsdalzdedadodadeledoledalzdaladodadedsdodededsdadadodadededodeledzdadaloladededalsded
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Step Description

1. Place or receive a call on the channel. Verify the channel indicator turns red
when the channel is active.

2. | Verify the correct channel is being recorded.

3. Click the channel number below the active channel. You should be able to
monitor the call.

4, Disconnect the call. The channel indicator should return to idle (light blue). The
channel should stop recording immediately upon disconnection. When the
channel stops recording, a message should appear in the Manager module.

8.2. Ensure that Recordings Can Be Accessed from the Catalog

After created several recordings, verify that they can be found in the catalog and then played
back.

Be sure to logged-on with User Name and Password. If a Please Logon screen appears when
trying to start the Call Locator, enter User Name and Password, and click OK. Then start the Call
Locator again.

To play back the recordings just created,

Step Description

1. On the server, to start the Call Locator, simply click on the Find button. This is
the middle button at the left side of the Player module (you may also select Find
from the Player’s top button menu).

If the Audiolog server has been recording channel audio, then there will be a
icon adjacent to the Catalog folder. The® icon indicates that there are entries
(recordings) in the Catalog folder.

2. Click on the = icon to view the next level of the search tree.

3. Find the recordings using the Date/Channel view.

Verify that all of the appropriate channel names appear under the date. If you
have created recordings on all of the recording channels, all of the channel
names should appear under the date on which they were created.

4. Click to select a channel name.
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At least one recording should appear in the right side of the Call Locator.

5. Right-click the recording and click to select Playback.

The recording plays back on the server.

9. Support

9.1. Mercom Support
Mercom provides Pre-sales and Technical Support for Audiolog.
e Technical Support: 201-507-8800 (Dial 5)
Tech.support@mercom.com

e Joe Flynn
Director Support Operations
201-507-8800 x134
joe.flynn@mercom.com

10. Conclusion

This compliance test verified that Mercom Audiolog Recording server successfully integrated
with Avaya Interaction Center.

11. Additional References

11.1. Documentation

For information on MERCOM’s Audiolog Recording products refer to the following manuals.
e Audiolog Pro, Max-Pro and Ultra-Pro Installation Manual
e Audiolog User’s Guide

Visit Mercom web site or contact Mercom Pre-Sales directly for more information.

e WWW.Mmercom.com

e Mercom Pre-Sales Department (presales@mercom.com)
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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
DeveloperConnection Program at devconnect@avaya.com.
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