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Abstract

These Application Notes describe the configuration steps required for Voice Print International
EMPOWER Suite Performance Reporting Data Collector to interoperate with Avaya Proactive
Contact 5.1. Voice Print International EMPOWER Suite provides solutions for interaction
recording, quality monitoring, performance management, and elLearning. The compliance
testing focused on the Performance Reporting Data Collector solution.

In the testing, Voice Print International EMPOWER Suite Performance Reporting Data
Collector used the Event Services interface from Avaya Proactive Contact to capture and store
real-time statistics on jobs and agent.

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 Voice Print International
(VPI) EMPOWER Suite Performance Reporting Data Collector to interoperate with Avaya
Proactive Contact 5.1. VPI EMPOWER Suite provides solutions for interaction recording,
quality monitoring, performance management, and eLearning. The compliance testing focused
on the Performance Reporting Data Collector solution.

In the testing, VPI EMPOWER Suite Performance Reporting Data Collector used the Event
Services interface from Avaya Proactive Contact to capture and store real-time statistics on jobs
and agent.

VPI EMPOWER Suite Performance Reporting Data Collector collected real-time job and agent
statistics from Avaya Proactive Contact using the Event Services JobStatNotify and
AgentStatNotify methods. The collected data were saved to the local server data store and made
available for other applications for retrieval and display on dashboards, score cards, and reports.
The compliance testing focused on the collecting and storing of data from Avaya Proactive
Contact.

2. General Test Approach and Test Results

The feature test cases were performed semi-automatically. Outbound calls were launched
automatically from Proactive Contact, whereas inbound calls were placed manually. Different
jobs were launched with manual actions from the Proactive Contact agents to generate different
statistical data for verification purposes.

The serviceability test cases were performed manually by disconnecting/reconnecting the
Ethernet cable to the EMPOWER Suite server.

The verification of tests included comparing the stored statistical data on EMPOWER Suite
Performance Reporting Data Collector with the enclient command output from Proactive
Contact.

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

The feature testing focused on verifying the following on EMPOWER Suite Performance
Reporting Data Collector:

¢ Parsing and storing of JobStatNotify data from Proactive Contact.
¢ Parsing and storing of AgentStatNotify data from Proactive Contact.

The serviceability testing focused on verifying the ability of EMPOWER Suite Performance
Reporting Data Collector to recover from adverse conditions, such as disconnecting/reconnecting
the Ethernet cable to EMPOWER Suite.

2.2. Test Results

All test cases were executed. The following were the observations on EMPOWER Suite
Performance Reporting Data Collector from the compliance testing.

¢ The jobEndTime, agentWorkstationID, headsetID, loginTimeStamp, and offlineTimeStamp
parameter values in the tables were picked up from the very initial job and agent statistical
events, and not updated subsequently.

¢ The mgdPreviewTime, loginTimeStamp, offlineTimeStamp, acqFmAcdTimeStamp,
relToAcdTimeStamp, lastLogonTimeStamp, lastLogofftimeStamp, and
lastStatusChgTimeStamp parameter values in the tables were rounded to the nearest minute,
with zeroes as seconds in some cases.

e After Proactive Contact performs a pds_stop/pds_start, pds_maintenance or reboot,
Performance Reporting Data Collector did not re-establish the connection. The workaround
is to manually restart the VPI DCS for Avaya PC4 service.

2.3. Support

Technical support on EMPOWER Suite Performance Reporting Data Collector can be obtained
through the following:

* Phone: (805) 389-5201
e Email: support@vpi-corp.com
e Web: http://www.vpi-corp.com/support.asp
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3. Reference Configuration

EMPOWER Suite with Performance Reporting Data Collector can be configured on a single
server or with components distributed across multiple servers. The compliance test
configuration used a single server configuration.

The detailed administration of basic connectivity between Communication Manager and
Proactive Contact, between Communication Manager and Application Enablement Services, and
of contact center devices are not the focus of these Application Notes and will not be described.

The Proactive Contact with PG230 deployment option was used in the test, and the results should
be applicable to other Proactive Contact deployment options.

Avaya

- Proactive Contact
Avaya Aura® Avaya Avaya Aura® VPIEMPOWER Suite  Agents & Supervisor with
Communication Manager on  Proactive Contact  Application Enablement  with Performance Avaya 1608 and 1616
Avaya S8000 Server with with PG230 Services Reporting Data Collector |P Deskphones

Avaya G650 Media Gateway |

Figure 1: Compliance Testing Configuration
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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 Aura® Communication Manager on
Avaya S8800 Server with
Avaya G650 Media Gateway

6.3.2
(RO16x.03.0.124.0-21053)

Avaya Aura® Application Enablement Services

6.3.1(6.3.1.0.19-0)

Avaya Proactive Contact with PG230 5.1
Avaya Proactive Contact Agent 5.1
Avaya Proactive Contact Supervisor 5.1
Avaya 1608 IP Deskphone (H.323) 1.34
Avaya 1616 IP Deskphone (H.323) 1.3.4
VPI EMPOWER Suite with 5.4 SP3

Performance Reporting Data Collector on
Windows Server 2008
e Microsoft SQL Server 2012

R2 Standard
11.0.3000.0
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5. Configure Avaya Proactive Contact

This section provides the procedures for configuring Proactive Contact.

5.1. Obtain Host Name

Log in to the Linux shell of the Proactive Contact server. Use the “uname -a” command to
obtain the host name, which will be used later for configuring EMPOWER Suite.

In the compliance testing, the host name of the Proactive Contact server is “lzpds4b”, as shown
below.

$ uname -a
Linux lzpds4b 2.6.18-308.16.1.el5PAE #1 SMP Tue Sep 18 07:29:37 EDT 2012 1686 athlon
1386 GNU/Linux
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6. Configure VPl EMPOWER Suite Performance Reporting

Data Collector
This section provides the procedures for configuring EMPOWER Suite Performance Reporting
Data Collector.

The configuration of EMPOWER Suite is performed by VPI installers. The procedural steps are
presented in these Application Notes for informational purposes.

6.1. Configure config.ini

From the EMPOWER Suite server, navigate to the C:\Program Files (x86)\VPI\Avaya PC4
Data Adapter directory to locate the config.ini file shown below.

. Avaya PC4 Data Adapter [ _ O]
R?'k /,l\f | + Compuker = Local Disk (C:) = Program Files (x86) = ¥PI = Avaya PC4 Data Adapter - - imj I search 4., [,"Jl
Organize M;l Open =  Print  Burn  Mew folder =2l o E|:| ﬂ

b e ivoritas A name - Date modified Tvpe | Size | |
B Deskiop S 11/1/2013 10:04 &AM File folder
& Downloads AcaTan 11/1/2013 10:04 &M File Folder
7l R & Pl
b R Certificate 11/1/2013 10:04 &M File Folder
27 agavpca, 9{13/2011 12:16PM  Applicati 503 KE
B Libraries 1] Agay BXE 113 pplication
=4 Documents L AgavyPCe.pdb 9/13)2011 12:16 FM PLE File 4,099 KB
‘ Music a config.ini 901302011 12:16 PM Configuration sektings
| Pictures 5] enclient bat 9/13{2011 12:16PM  Windows Batch File 1KB
B videos 27 enclient. exe 9/13/2011 12:16 PM Application 149 KB
E 9/13j2011 12:16 PM Windows Batch File 1 KB
M Computer
& ! 9/13)2011 12:16 FM Windaws Batch File 1 KB
fmy Local Disk ()

Open the config.ini file with the Notepad application. Search for PC4DomainName, and
replace the string in two occurrences with the Proactive Contact host name from Section 5.1.

Search for VPortalDomainName, and replace the string in one occurrence with the IP address
of the EMPOWER Suite server, as shown below.

ucunﬁg.ini - Motepad
File Edit Format Wiew Help

[collector] il

JNOTE: Tines beginning with semi-colons are comments

JMOTE: replace "pC4pomainname” with domain name of Awvaya PC4. You may need to define this
name in the vPortal servers host file

s MOTE: replace "wPortalDomainMame" with domain name of wvPortal serwver
OREBParams=-0REBDebugLevel 999 -orRBDottedbecimaladdresses 1 -oRBsvoConf C:ihvCerthcorba_sve. conf

—OREBEndpoint 1iop: //TNEN 17205 —ORBInitRef

Mameservice=corbaloc:ss[1op: EERS): 23201 Mameservice

PDSHost=. PDS. dialers. | EREEENE. eventserver . w2_0 ;J
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7. Verification Steps

This section provides the tests that can be performed to verify proper configuration of Proactive
Contact and EMPOWER Suite Performance Reporting Data Collector.

7.1. Verify Avaya Proactive Contact

Log in to the Linux shell of the Proactive Contact server, and issue the “netstat | grep enserver”
command. Verify that there is an entry showing an ESTABLISHED connection between the
Proactive Contact Event Server and EMPOWER Suite, as shown below.

tcp 0 0 lzpds4b:enserver_ssl lzpds4b:53124 ESTABLISHED
tcp 0 0 lzpds4b:enserver_ssl 10.32.39.160:49177 ESTABLISHED
tcp 0 0 lzpds4b:53124 lzpds4b:enserver_ssl ESTABLISHED

7.2. Verify VPI EMPOWER Suite Performance Reporting Data
Collector

From the EMPOWER Suite server, connect to the data store by selecting Start - All Programs
-> Microsoft SQL Server 2012 - SQL Server Management Studio. The Connect to Server
screen is displayed. Click Connect.

E_I_'Eunnect ko Server I ' : . il
. B Micrmealt
gcmscuit-' S M Windows Server System
Semer lype: |[]atabase Engine j
Server name: ;I
Authentication; |'W'in|:||:uws Authentication j
Lzer narne: I'\"F'l -T 54P A dminizirator _:I

Pazzword; I

[ Hemember pazzward

Connhect I Cancel | Help Optionz =
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The Microsoft SQL Server Management Studio screen is displayed. Expand AVAYA-
AUTO-1 - Databases = vpiPerformance - Tables from the left pane, where AVAYA-
AUTO-1is the local computer name.

Scroll down to dbo.agPDSLoadAgent in the left pane, right-click on the entry and choose
Select Top 1000 Rows. Verify that the right pane is populated, and that an entry exists for each
agent, as shown below.

"< SQLQueryl.sql - AVAYA-AUTO-1.master (AYAYA-AUTO-1' Administrator {63}) - Microsoft SQL Server Management Studio {(Administrator)
File  Edit Wiew ©Query Project Debug  Tools  Window Help
Pl - (S | rewouery (iPhthiG| £ 2|9 - o - S-5 (x| b

=

i a3d | |master "|| ! Execute B Debug @

Object Explorer il S0LQueryl.sql - AWAY .\ Administrator (63)) X

Connect = &3 & m °F g i l *** Script for SelectTopNRows command from SSMS  ******
= dbo.agPDs IohDaiky :] 100 % 'ﬂ

[ Resuls | G Messagesl

= dbo.agPDSlobStatus

=1 dbo.agP0SlobTypes

=1 dbo.agPDSLoadAgent | rawl D | resourcel D | agentMame | uzerlD | dateCreated | datelpdated | agenbulorkstation| D

= dbo.agPDSLoadagent Job 3_| 3 ZFOECE3C-3235-464F-A097-24DE3B72B81D  agentl MULL  2013-11-04 07:47.00  2013-11-04 11:24:00  PID32187

= dho.agPOSLoadloh 4_' 4 ZFOECS3C-3235-464F-A097-24DE3BY2BE1D  agent2 MULL  2013-11-04 08:41:00  2013-11-04 02:43:00  PID18539

=1 dbo.agPDSSystemCaonfig

=1 dbo.agPDSSystemContraol

=1 dbo.agPrecisionType

=1 dbo.agRuleDatasources

=1 dho.agRuleTemplate

=1 dbo.agRuleType

=1 dbo.agRuntimeSource 4] _’I

= dbo.agRuntimeSourcekeys T
»

HEEHHEEEEHBEEB

0

7

@ Query executed successfully, AYAYA-AUTO-1 (11,0 5P1) | AYAYA-AUTO-1%Administr... | master | 00:00:00 | 5 rows

Scroll down to dbo.agPDSLoadAgentJob in the left pane, right-click on the entry and choose
Select Top 1000 Rows. Verify that the right pane is populated, and that an entry exists for each
applicable agent and job combination, as shown below.

"< SQLQueryZ2.sql - AVAYA-AUTO-1.master (AYAYA-AUTO-1' Administrator {64}) - Microsoft SQL Server Management Studio {(Administrator)
File  Edit Wiew ©Query Project Debug  Tools  Window Help

Pl - S | newouery [TiPhth G| £ a9 - o - &-5 [ b
.:;t{Jmeaster

Object Explarer

Conmect~ 3 I m 7 [Z] i | *** Script for SelectTopNRows command from SSMS  **
=1 dbo.agPDSJobDaiky :] 100 % '_‘I

=1 dbo.agP0SIobstatus 7 Results | _'_3 Messagasl

= dbo.agPDSJobTypes - -
= dbo agPDSLaad;‘;ent agentMame | jobNumber | resourcelD | userdD | dateCreated datellpdated | unitiD | agent

] dbo,agPDSLoadAgentIoh 0z SFOECEAC-3236-464F ANS7-28DE 3R72B810 NULL 20131104 104000 | 20134104 112400 Alid &
=] dbo.agPDSLoadlob 103 2FOECS3C-3235-464F-A097-20DE3B72BE10  NULL - 2013-11-04 07:47:00  2013-11-04 08:56:00  Alid 0
3 dbo.agPDSSystemConfig agent? 102 2FOECS3C-3235-464F-4097-20DE3B72BE10  NULL - 2013-11-04 08:41:00  2013-11-04 08:43:00  Alid B
=1 dbo.agPDSSystemContraol
=1 dbo.agPrecisionType

= dbo.agRuleDataSources
=1 dbo.agRuleTemplate

=1 dbo.agRuleType

=1 dbo.agRuntimeSource ‘l | _’I

dho.aqRuntimeSourcekeys ™ |
1 dho.agRuntimeSource SN (D Query executed successfully, AYAYA-BLUTO-1 (11,0 5P1) | AVAYA-BUTO-1iAdministr... | master | 00:00:00 | 4 rows

=
=
=
e
=
=
=
=
e
=
=
+

7
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Scroll down to dbo.agPDSLoadJob in the left pane, right-click on the entry and choose Select
Top 1000 Rows. Verify that the right pane is populated,, and that an entry exists for each job, as
shown below.

"< SQLQuery3.sql - AVAYA-AUTO-1.master (AYAYA-AUTO-1' Administrator {65)) - Microsoft SQL Server Management Studio {(Administrator)
File Edit Wiew Query Project Debug  Tools  Window Help

Pl - S | newouery [TiPhth G| £ a9 - o - &-5 [ b

il | |master '!| ¥ Execute P Debug 7 23 == | 3"‘ “*Ig PERERR) | =2
Ohbject Explorer Ml S0LQueryd.sal - AYAY . \Administrator (B5)) X B8

Connect~ 33 3 m T (2] il [ #=#*=%* seript for SelectTopNRows command from SSMS

= dbo.agPDSJobDaily ;I 100 % T_‘I

= dbo.agPDsJobstatus L | o
=1 dbo.agP0SlobTypes - - — :
= dbo.agRDSLoadAgent jobHumber | resourcelD dateCreated datellpdated jobName | recordS electionFile | calli

= dbo.agPDSLoaddgentJob 102 JFOECHAC-3235-464F-A097-24DE 3B72B810 20131104 07:11:00  2013-11-04 12:00:00  blend al lzpd
=] dbo.agPDSLoadlob 103 ZFOECS3C-3235-464F-A097-25DE3BT2BA1D 20131104 07:25:.00  2013-11-04 13:55:00  outbnd all lzpd
=1 dbo.agPDs5ystemConfig
=1 dbo.agPDSSystemContraol
=1 dbo.agPrecisionType

= dbo.agRuleDataSources
=1 dbo.agRuleTemplate

=1 dbo.agRuleType

=1 dbo.agRuntimeSource ‘l | _’I

] dbo.agRuntimeSourcekeys T
»

[+]

@ Query executed successfully, | AYAYA-AUTO-1 {11.0 SP1) | AVAYA-AUTO-1Administr, .. | master | 00:00:00 | 4 rows
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8. Conclusion

These Application Notes describe the configuration steps required for VPI EMPOWER Suite
Performance Reporting Data Collector to successfully interoperate with Avaya Proactive Contact

5.1. All feature and serviceability test cases were completed with observations noted in Section
2.2

9. Additional References

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

1. Administering Avaya Aura® Communication Manager, Document 03-300509, Issue 9,
Release 6.3, October 2013, available at http://support.avaya.com.

2. Avaya Aura® Application Enablement Services Administration and Maintenance Guide,
Release 6.3, Issue 2, October 2013, available at http://support.avaya.com.

3. VPI EMPOWER Avaya Channel Manager Guide, September 2013, available on the VPI
EMPOWER Suite server as part of installation.
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©2013 Avaya Inc. All Rights Reserved.

Avaya and the Avaya Logo are trademarks of Avaya Inc. All trademarks identified by ® and ™
are registered trademarks or trademarks, respectively, of Avaya Inc. All other trademarks are the
property of their respective owners. The information provided in these Application Notes is
subject to change without notice. The configurations, technical data, and recommendations
provided in these Application Notes are believed to be accurate and dependable, but are
presented without express or implied warranty. Users are responsible for their application of any
products specified in these Application Notes.

Please e-mail any questions or comments pertaining to these Application Notes along with the
full title name and filename, located in the lower right corner, directly to the Avaya DevConnect
Program at devconnect@avaya.com.
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