AVAYA

Avaya Solution & Interoperability Test Lab

Application Notes for configuring Blackchair Spotlight V5
with Avaya Aura® Contact Centre R6.3 (SIP) to monitor
moves and changes — Issue 1.0

Abstract

These Application Notes describe the configuration steps required to integrate Spotlight V5.0
from Blackchair with Avaya Aura® Contact Centre R6.3 using the SDK from Avaya Aura®
Contact Centre Web Services. Spotlight is capable of monitoring changes that are made on the
Avaya Aura® Contact Centre along with other Contact Centre environments and compiling
data from these different sources to generate reports in a single desired format.

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 to integrate Spotlight V5.0
from Blackchair with Avaya Aura® Contact Centre R6.3 using the Web Services SDK on Avaya
Aura® Contact Center Manager Administrator (CCMA) module. Spotlight is capable of
monitoring changes that are made on the Avaya Aura® Contact Centre along with other Contact
Centre environments and compiling data from these different sources to generate reports in a
single desired format.

The CCMA Open Interface incorporates SOAP- and REST-based Web service interfaces that
can be used by third-party applications to access certain Contact Center management capabilities
provided by CCMA.CCMA itself incorporates a graphical management interface for performing
various aspects of Contact Center management. The latest release of the CCMA Web service
provides methods which allow third-party applications to access the following CCMA
capabilities:
e QGet a list of all agents
Get a list of all supervisors
Get agent details, including assigned skillsets
Get supervisor details, including assigned agents
Get a list of all skillsets
Get a list of agents assigned to a specific skillset
Get a list of the configured servers
Get a list of the Call Presentation Classes
Get a list of the Multiplicity Presentation Classes
Get a list of the Activity Codes
Get a list of the Contact Types
Get a list of the Agent Threshold Classes
Get a list of all the Skillset Threshold Classes
Get a list of the configured Communication Manager servers

2. General Test Approach and Test Results

All feature test cases were performed manually. Specific changes were made to various fields on
Contact Centre; these changes were noted and compared to the report produced by Spotlight.

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

Blackchair Spotlight was installed on a Microsoft Windows 2008 Server R2 virtual Server, with
a client PC using the Microsoft Internet Explorer to access the web browser on the Spotlight
Server. Changes were made manually on Contact Centre using CCMA and Spotlight shows the
initial value and the changed value giving the user an option to see both the changed value and
the initial value and also allowing users to revert back to the original value by manually entering
the data on Contact Centre.

The test cases that were performed were conducted according to the fields described on the SDK.
There were a number of fields or configurable items on Contact Centre listed in the SDK
document that are not compatible with the SDK and were therefore unable to be tested. A list of
the fields that were tested are shown in Appendix A of these Application Notes.

Note: The Spotlight application has only “read” capabilities on Contact Centre, this can be setup
in Access and Partition Management as shown in Section 5 of these Application Notes.

The following steps were conducted in order to show compliance.

1. A comparison was made between the information stored on Contact Centre and the
information displayed on Spotlight for each of the fields that were captured.

2. A new item in each field was added and compared to the latest information being
displayed on Spotlight in order to determine that Spotlight was updated with the newly
added information.

3. A change was made to the newly added field above and this change was observed on the
Spotlight server.

4. The field that was added in point 2 above is now deleted from Contact Centre and this
deletion is observed to have taken place on Spotlight as well.

2.2. Test Results

Because of the nature of the testing not every single field change in Contact Centre was tested. A
broad slice of testing across a range of fields was conducted to prove that compliance was
achieved. The information that is received into Spotlight from Contact Centre is as per the SDK
document with is referenced in Section 9 of these Application Notes.
¢ Some fields did not appear to be displayed in Spotlight but having read through the SDK
for CCMA these fields were not a part of the SDK and so would not be shown.
¢ In some instances a change in a field shows up as a deletion of the old field and a creation
of a new one replacing the old one showing the change.

2.3. Support

For technical support on Spotlight, contact Blackchair as shown below.
e Web: http://www.theblackchair.com/contacts
e Tel: +44 845 456 6751
¢ Email: enquiries @theblackchair.com

PG; Reviewed: Solution & Interoperability Test Lab Application Notes 3of 18
SPOC 8/5/2013 ©2013 Avaya Inc. All Rights Reserved. Spotlight AACC63



3. Reference Configuration

Figure 1 shows the network topology during compliance testing. The Spotlight server was
placed on the Avaya Telephony LAN. The CCMA SDK on Contact Centre provides the
Spotlight server a history of moves and changes from Contact Centre. A user browsing to the
Spotlight server using a web browser can then view these statistics for all changes that was made
on Contact Centre. The telephony solution connected to Contact Centre is also displayed in the
diagram below.

| Avaya Aura® Communication
Manager R6.0.1

Blackchair Avaya Aura® |

A Aura® Sessi
Spotlight V5 Contact Centre R6.3 VEYR QUL aeswon

Manager R6.1

Telephony LAN

Avaya Aura® System
Manager 6.1

| Avaya Aura® Application
: Enablement Services R6.1

Client PC with |- — -
Web Browser -

it on s =

Figure 1: Network solution of Blackchair Spotlight V5 and Avaya Aura® Contact Centre R6.3
with Avaya Aura® Telephony Solution
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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® Contact Centre running on Avaya R6.3 SP 8 [SIP Installation]
S8800 Server (See Appendix for Patch list)
® o .
Avaya Aura” Communication Manager running on R6.0.1 SP3
Avaya S8800 Server
Avaya Aura® Session Manager running on Avaya
$8800 Server R6.15P4
Avaya Aura® Application Enablement Services R6.1
running on Avaya S8800 Server '
Avaya Aura® System Manager running on Avaya
S8800 Server R6.1SP4
Blackchair Spotlight Running on a Virtual Server
Windows 2008 R2 V 5.0.44810.735
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5. Configure Avaya Aura® Contact Centre

A new user for Blackchair was created on Contact Centre. Open a web browser and http to the
Contact Centre and Log In as shown below.

= Contact Center - Manager - Login - Windows Internet Explorer,

@; - |A it /{192.168.10.70] | B[] [ %] | P claro seardt

_-Fl\;_E-c_hF- -@ _Fa?or_ltes Tools H¥ BT : =

S Favarites | g5 @8 Suggested Sites = 8] Free Hotmail ] Web Slice Gallery =

IAContact Center - Managet - Login _| _‘ @ - B = @ v Page - Safety - Taols -

AVAyA Contact Center - Manager About | Change Pass
Login

User ID ‘

Passwnrd‘

I Log In

Click on Access and Partition Management.

AVAYA Contact Center - Manager About | Audit Trail
Launchpad
(@)  Contact Center Management ) configuration
(§ Access and Partition Management (§ Scripting
(Z)  Real-Time Reporting (g Emergency Help
@) Historical Reporting (Z)  Outbound
(§ Call Recording and Quality Monitoring @ Multimedia
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A new Access Class has to be added for the new Spotlight user that will also get added.

AVAY.

View/Edit Add Status Launchpad Help

Access and Partition Management Loaged in user: wef

New User

New User Defined Partition
New Access Class —yn
= Access and Partition Management
New Report Group

s Choose from the options in the View/Edit menu to load users, patitions, access classes, or report groups in the tree. If you are

working with users, click the User Administration heading in the tree to view and manage all configured users.

e To add a new item choose the type of item from the Add menu. For example. to add a new user, click Add > New User.

AVAYA Access and Partition Management

View/ Edit Add Status Launchpad Help

D Access Classes
New Access Class Name: |Blackchail

@‘, hlackchair
m Members

e o]
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Ensure that Read Only or View is selected for each of the different Access Class Properties.
Click on Submit once finished.

AVAYA

View/Edit Add
=[] Access Classes
|- 12, hiackchail

Status

Access and Partition Management

Launchpad Help

Access Class Properties: blackchair

Activity Codes | Read Ony v -
Threszhold Clazses | Fizad Only N |

CONs (Route Points) | Read only v

Call Presentation Claszes | Read Only b |

DNiSs [Read Ony v T
Formulas | Read Oniy M |

Global Settings | Read Only v |

Historical Statistics | Read Ony v|

Real-Time Statistics | Read Only S |

Routes | Read Only b | v
Historical Reporting | MNone g | A
Realtime Tabular Dizplays | Mone i |

Realtime Graphical Dizplays | Mone e |

cCK | View Agent and Supervisor Properties b |

CCM - Network Admin View | Arcess based on CCM priviege level b |

Skillzet Az=ignment | View Assignments b |

Supervizsor Assignment | View Assignments b |

ledia Servers | Read Only b |

Media Services Configuration | Read Only A |

Multiplicity Prezentation Classes | Read Only g | ~

A further change to the Access Class Properties is required in order to show the changes in
Agent-Skillset assignments. Under the CCM drop-down box select Add/Edit/Delete Agents

and Supervisors.

AVAYA

View/Edit Y Status
=1 [:l Access Classes
=), blackchair

Access and Partition Management

Launchpad Help

Access Class Properties: blackchair

=) AACCEZSIPSA
= Administration
H @‘ PG Historical Reporting | Mone | LI
Real-time Tabular Displays | Mone ;I
Realtime Graphical Displays | Mone ;l
ccm Add/Edit/Delete Agents and Supervisors ;l
CCM - Network Admin Wiew \PI‘I‘;TAgam Properties
e g: Eﬁ E:ﬁmz: including Partitions
HIMEATE £ St mﬁ%ﬁi?jﬁgﬂ?ﬁsur Properties
Mo eer Edit Agent and Supervisor Properties
Media Services Configuration Read Only
Muttiplicity Presentation Classes | Read Onfy ;l =
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Once submiit is clicked above the following screen is displayed. Again select either Read Only
or Display for the various Access Class Properties.

AVAYA Access and Partition Management

View/Edit Add Status Launchpad Help
=-[Z1 Access Classes

=€, blackchair Access Class Properties: blackchair
T) BACCE2SIPSA,

@v PG User Administration | Read Only i |
Access Clazses | Read Cnly hd |
Uszer Defined Partitionz | Fead Only vl
Report Groups |Read Only Vl
Grace Period Notifications | Display Motffications v|

]

Once the Access Class has been created a new user for Spotlight is created. Select Add—> New
User as shown below.

Access and Partition Management Logaed in user: ¥

Help

Access and Partition Management

New Report Group

» Choose from the options in the View/Edit menu to load users, partitions. access classes. or report groups in the tree. f you are

working with users, click the User Administration heading in the tree to view and manage all configured users.

» To add a new item choose the type of item from the Add menu. For example, to add a new user, click Add » New User.
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Enter the User Details, the Launchpad Options and select the newly created Access Class.
Click on Submit once all the details have been entered correctly.

A\”-\yA Access and Partition Management Legasd in users webad
View/Edit Add Status Launchpad Help
= [ User Administration
(@ Acministrator isb User Name : blackchair blackchair
I BCTEST BCTEST
1, blackehair blackehsiv | w User Details |
User ID: blackechair User Type:
FlrstName:’ Account Type: CCMA Account
| ¥ Launchpad Options |

|:| Access and Partition Management |:| Real-Time Reporting D Historical Reporting
Configuration Contact Center Management Seripting
(.| Emergancy Help Audi Trail [J outbound
[F] Call Recording and Quality Monitoring Muttimedia

¥ Access Classes
Access Class Name (2] ¥ [ select All
blackehair
jid ]

» Parlitions

: b Close All Sections
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6. Configure Blackchair Spotlight

The installation and configuration of the Spotlight server from Blackchair is performed by a
Blackchair engineer and is therefore outside the scope of these Application Notes. The
information for support for Blackchair can be found in Section 2.3.

7. Verification Steps
This section provides the tests that can be performed to verify that Blackchair Spotlight.

7.1. Verify connection to Contact Centre

Open the command prompt and navigate to C:\program Files\Spotlight L.oader Service
Type spotlightloader as the > prompt. If the connection is successful the upload will show as
<successful>.

c:wProgram Files (xB6>“\BlackChair~Spotlight Loader ServiceXspotlightloader
B> UVata Uploader version ».H.Y 35 LbBulld 235182

upload at 16:18:12

template ‘SkillsetAssignmentInitialload’ <(successfull)
A nman 1o P AT PP Ty LanT™

template *AACC' <successfull

TEMPLIATE - HHALL® LSUCCESEruL)

template *AACC’' <successfull

template ‘SkillsetAssignmentInitialload’ <(successfull)

template *AACC' <successfull

template *AACC’ <successful)

template “AACC' <successfull

7.2. Verify changes shown on Spotlight

Open a web browser to the Spotlight server, enter the proper credentials and log in as shown
below.

¢ Spotlight Home - Windows Internet Explorer

@ .vl-_e_. 10.10.16.65 | AR

File Edit ‘iew Favorites Tools Help

r Favorites | oy @& * £ Free Hotmall £ | 7

=2 | = | A\ Contact Center - Manager - ... | 4 Spotlight Home X - B Y dmn v Pags -

T SPOTLIGHT
blaC kCﬂalr ROOT CAUSE ANALYSIS ENGINE

For security please log in

User Name:

Password:
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Once logged in a search is made for all the latest changes by selecting Search—> Latest
Changes—> All as shown.

. SPOTLIGHT
b laC |<Cna Ir ROOT CAUSE ANALYSIS ENGINE

Options

Latest anges » I

Custom Search

Details || Noteg Object Type >

System 2

ct Centre o:=me- > jcture Library

Name 2 Contact Centre Infrastructure Library
Location £ (Root element)

Version £ Version 1 of 1

Updated By 2 System

Updated Date i Mon 25 February 2013 12:12:55

Note both beactest2 and blackchair123AC activity codes both show up as Version 1.

b SPOTLIGHT
b laCkcnalr ROOT CAUSE ANALYSIS ENGINE

| Browse Search v Cptions

® First 100 items sorted by AddedDate Descending

| Save this query

Refine this qu
Search R

Item Name Item Tvpe Version Last Updated!

[ becactest? Activity Code Version 1 28 February 2013 15:21:56
=7 5666 User Vearsion 1 28 February 2013 15:17:51
(=3 | blackchair12zac Activity Code Varsion 1 | 28 February 2013 15:16:34
[ BlackCPC Call Presentation Class Version 1 28 February 2013 15:16:33
= Black DMIS DNIS Varsion 1 28 February 2013 15:156:14
== Black MPC Multiplicity Presentation Class Version 1 28 February 2013 15:15:22
= VM Black VM Skillset Version 1 28 February 2013 15:14:58
= Blackskill Skillset Threshold Class Version 1 28 February 2013 15:14:28
[ Blackagent Agent Threshold Class Version 1 28 February 2013 15:14:17
= BC DNVAR Wariable Version 1 28 February 2013 15:13:23
=7 Blackchair APPLICATION Application Version 1 28 February 2013 15:12:49
[£7 & BC DATE Variable Version 2 28 February 2013 15:01:20
(lasg BC DATE Variable Version 1 28 February 2013 14:57:48
e contact chdate cv Variable Version 3 28 February 2013 14:55:51
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Changes are made on the Contact Centre to the activity codes and another search is performed on
the Spotlight application. Both of the activity codes beactest2 and blackchair123AC now show
up as Version 2 showing that a change was made.

. SPOTLIGHT
blaC |(Cna Ir ROOT CAUSE ANALYSIS ENGINE

‘ Browse Search ¥ QOptions

+ First 100 items sorted by AddedDate Descending

Refine this query | Save this auery

Item Name Ttem Type Version Last Updated-
P #® bcactest? Activity Code Version 2 28 February 2013 15:32:55
=7 3€  blackchairl23AC Activity Code Version 2 28 February 2013 15:32:51
Er bcactest2 Activity Code Version 1 28 February 2013 15:21:56
(g 5666 User Version 1 28 February 2013 15:17:51
Er blackchair123AC Activity Code WVersion 1 28 February 2013 15:16:34
= BlackCPC Call Presentation Class Version 1 28 February 2013 15:16:33
(g Black DNIS DNIS Version 1 28 February 2013 15:16:14
= Black MPC Multiplicity Presentation Class Wersion 1 28 February 2013 15:15:22
3 VM Black vM Skillset Version 1 28 February 2013 15:14:58
[ BlackSkill Skillset Threshold Class Version 1 28 February 2013 15:14:28
= BlackAgent Agent Threshold Class WVersion 1 28 February 2013 15:14:17
e BC DNVAR Variable Version 1 25 February 2013 15:13:23
| Blackchair APPLICATION Application Version 1 28 February 2013 15:12:49

Double clicking on beactest2 brings up the screen below and by selecting Compare to Version
1 the changes that were made can be observed.

N SPOTLIGHT
b laC |(Cna Ir ROOT CAUSE ANALYSIS ENGINE

| Browse Search v Options

@

Watch this item in v

Details | Notes (0) | Attachments (0) || Links (2]

= bcactest2

Name 5 becactest2

Location : Contact Centre Infrastructure Uibrary : Avava AACC : Activity Code
Wersion £ Wersion 2 of 2

Updated By : BCTEST

Updated Date 3 Thu 28 February 2013 15:32:55

jie] 2 12345

Name 2 bcactest2

Display Name 3 anither test

Version Last Updated Compare to
Fer ﬂ Version 2 28 February 2013 15:32:55 BCTEST
|@ Version 1 28 February 2013 15:21:568 webadmin Compare to Version 1
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The change is highlighted in red showing that this activity code has been deleted.

SPOTLIGHT
ROOT CAUSE ANALYSIS ENGINE

blackcnair

‘ Browse Search v Options

<< Return to item

= bcactest2

O wersion as ati O version as at |

Compare

@‘.-‘EFSIUFI number; J @‘JEFS\UH V’"ILHﬂbEFi

Version 2
Date Updated 28 February 2013 15:32:55 28 February 2013 15:21:56
Spotlight [tem MName bcactest2 bcactest2
ID 12345 12345
Name bcactest2 bcactest2

Display Name anither test anither test

Show Differences onLy [

Version 1
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8. Conclusion

These Application Notes describe the configuration steps required for Spotlight from Blackchair
to successfully interoperate with Avaya Aura® Contact Centre R6.3 using the CCMA SDK on
Avaya Aura® Contact Centre. Please refer to Section 2.2 to see the compliance test results and
observations.

9. Additional References

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

[1] Administering Avaya Aura® Communication Manager, Document ID 03-300509

[2] Avaya Aura® Communication Manager Feature Description and Implementation,
Document ID 555-245-205

[3] Avaya Aura ® Contact Centre SIP Commissioning, Doc # NN44400-511, Issue 3.02
Release 6.2

[4] Avaya Aura ® Contact Centre Planning and Engineering, Doc # NN44400-210, Issue
3.03 Release 6.2

[5] Avaya Aura ® Contact Centre Installation, Doc # NN44400-311, Issue 3.02 Release 6.2

Information on the Avaya Aura® Contact Centre CCMA Web Services SDK can be found by
navigating to this link https://devconnect.avaya.com

Product information on Blackchair Spotlight can be found at http://www.thebackchair.com
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Appendix A

Avaya AACC Target List Activity Code

Versioned Data Agent Threshold

Call Presentation Class

CDN

Communication Manager Server

Contact Type

DNIS

Multiplicity Presentation Class

Script Application

Script Variable

Server

Skillset

Skillset Threshold

User

Appendix B

Avaya Aura® Contact Centre Patches

CCMA Patch Level

¥5 Avaya Aura Update Manager

Fle  View Actions  About

AVA\/A Avaya Aura Update Manager

"All Updates | cccc| coim  ©CMA | comm | cems | comsu| cot | cows |

=1cl]

—General Information
Component Name Manager Administration
Version 6x (Base build version: 8.0.0.20&)

— Installed Updates
[ Select Al

Update | Type | Version | Date Installed

| Status

Right click an update for additional options.

O Avayafura_CCMA_6.3.208.0-0527_Service Pack Service Pack  6.3.208.0 (Build 0527) 22/02/2013 14:53:07 | Active
O Avayafura_CCMA_E.3.208.100-0572_Patch Patch 6.3.208.100 (Build 0572) 25/02/2013 10:16:45 | Active
O Avayafura_CCMA_E.3.208.101-0582_Patch Patch 6.3.208.101 (Build 0582) 25/02/2013 10:19:18 | Active

PG; Reviewed: Solution & Interoperability Test Lab Application Notes
SPOC 8/5/2013 ©2013 Avaya Inc. All Rights Reserved.

16 of 18
Spotlight AACC63




CCMM Patch Level

=)
File  View  Actions  About
AV/-\yA Avaya Aura Update Manager
"All Updates | ccec| coim | coma ©oMM | coms | comsu| et | cows |
—General Information
Component Mame Multimedia / Outbound
Version 6x {Base build version: 8.0.0.172)
—Installed Updates
™ Select All
Update: | Type | Version | Date Installed | Status |
O Avayafura_CCMM_6.3 208 0-0018_ServicePack Service Pack | 6.3.208.0 (Build 0018) 22/02/2013 15:38:52 | Active
O Avayafura_CCMM_6.3.208.100-0383_Patch Patch 6.3.208.100 (Build 0:383) 25/02/201310:21:34 | Active
[ Avayatura_CCMM_6.3.208.101-0390_Patch Patch 6.3.208.101 (Build 0330} 25/02/2013 10:26:15 | Active
O Avayafura_CCMM_6.3.208.102-0407_Patch Patch 6.3.208.102 (Build 0407) 25/02/201310:30:01 | Active
Right click an update for additional options.
CCMS Patch Level
15 Avaya Aura Updatemianager =]
Fle ~ View  Actions  About
AVAyA Avaya Aura Update Manager
'All Updates | cccc | cam | coma | comm €aMs | camsu| ceT | cows |
r—General Information
Component Name Manager Server
Version 6 (Base build version: 8.0.0.152)
rInstalled Updates
[ Select Al
Update | Type | Version | Date Installed | Status
O Avayafura_CCMS_6.3.208.00487_ServicePack Service Pack | 6.3.208.0 (Build 0487) 22/02/2013 15:43:56 | Active
O Avayafura_CCMS_6.3.208.100-0802_Patch Patch £.3208.100 (Build 0802) | 25/02/2013 10:33:36 | Active
[ Avayafura_CCMS_6.3.208.101-0046_Patch Fatch 6.3.208.101 (Build 0046) 25/02/2013 10:35:55 | Active
[ Avayafura_CCMS_6.3.208.102-0826_Patch Patch 6.3.208.102 (Build 0826)  25/02/2013 10:37.03 | Active
[ Avayafura_CCMS_6.3.208.103-0048_Patch Patch 6.3.208.103 (Build 0048)  25/02/2013 10:38:31 | Active
[ Avayafura_CCMS_6.3.208.104-0831_Patch Patch 6.3.208.104 (Build 0831)  25/02/2013 10:39:30 | Active
Right click an update for additional options.
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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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