AVAYA

Avaya Solution and Interoperability Test Lab

Application Notes for TelStrat Engage Record v3.3 with Avaya
Aura® Contact Center Release 6.0 — Issue 1.0

Abstract

These Application Notes describe a solution comprised of Avaya Aura® Contact Center Release 6.0
and TelStrat Engage Record v3.3. During the compliant testing, the TelStrat Engage Record v3.3 was
able to connect to CCMS MLS server, acquire keys of IP Phone, and record Voice over IP calls made
from/to IP Phone of Avaya Communication Server 1000.

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

The objective of this interoperability compliance testing is to verify that the TelStrat Engage Record v3.3
(hereafter referred as TelStrat ER) can successfully connect to the Avaya Aura® Contact Center
(hereafter referred as AACC) Meridian Link Server (MLS) server and record Voice over IP calls of
Avaya Communication Server 1000 release 7.0 (hereafter referred as CS1000).

1.1. Interoperability Compliance Testing
The focus of this compliance testing was to prove and verify that the TelStrat ER was able to interoperate
with AACC and CS 1000 system. The following areas were tested:
e TelStrat ER successfully utilizes the CCMS MLS server to provide Global Logging (record all
calls)
e Selective Recording based on a combination of ACD Agent, DNIS, CLID, Port Numbers, DN,
Day/Time, Days of week, and Call Duration.
Quality Monitoring: 1 of n calls
Record On-Demand.
Agent Resiliency Information.
Multi_DN Call Recording.

1.2. Support

Technical support for TelStrat can be obtained by contacting TelStrat via email at support@telstrat.com
or by calling +1 972-633-4548.

2. Reference Configuration

Figure 1 illustrates the network diagram configuration used during the compliant testing event between
the TelStrat ER and AACC.
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Figure 1 — Network Diagram Configuration

3. Equipment and Software Validated

The following equipment and software were used during the lab testing:

Equipment Software/Firmware
Avaya CS1000 SW Version : 7.00 Q
Avaya Aura® Contact Center 6.0
Avaya IP Soft Phone 2050 3.04.0003
Avaya IP Phone 2004P2 0692D93
Avaya IP Phone 2002P2 0604DC5
Avaya [P Phone 1140 0625C60
Engage Record Server OS Windows 2003 Server SP2
TelStrat Engage Record Server 3.3.03
Engage Client OS Windows XP Pro SP3

4. Configure Avaya CS 1000

This document assumes that the CS1000 is properly installed and configured. These Application Notes
provide the necessary configuration that has to be done on CS1000 to work with AACC and TelStrat ER.
For more information about how to install and configure Avaya CS 1000, refer to Section 11 [1].
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4.1. Create ELAN for AACC application on the Call Server

Log in to the command line interface of Call Server as administrator and issue overlay LD 17 as shown in
Figure 2.

>

OVLOO0O0

>1d 17

CFNOOO

MEM AVAIL: (U/P): 102804775 USED

DISK SPACE NEEDED: 438 KBYTES

DCH AVATL: 249 USED:
Al AVATL: ] USED:
REQ chg

TYPE adan

DES AACC60
LCTL

MEM AVAIL: (U/P): 102804486 USED

DISK SPACE NEEDED: 438 KBYTES
AVATL: 249
AVATL: 9

DATA SAVED

Figure 2 — Create a new ELAN

4.2. Create VAS for the ELAN of AACC on the Call Server

Log in to the command line interface of Call Server as administrator and issue overlay LD 17 as shown in
Figure 3.
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>1d 17
CFNOOO
MEM AVAIL: (U/P): 102804496 USED U P: 616551 231302 TOT: 103652349
DISK SPACE NEEDED: 438 KBYTES
AVATL: 249 USED: 6 TOT : 255
AVATL: 9 USED: 7 TOT : 16

MEM AVATL: (U/P): 102804486 USED U P: 616551 231312 TOT: 103652349
DISK SPACE NEEDED: 438 KBYTES

AVATL: 249 USED: 6 TOT: 255

AVATL: 9 USED: 7 TOT: 16

Figure 3 — Create a new VAS for ELAN

4.3. Enable IPIE feature for IP call recording on the Call Server

Log in to the command line interface of Call Server as administrator and issue overlay LD 17 as shown in

Figure 4.

>1d 17

CFNOOO

MEM AVATL: (U/P): 102804486 USED U P: 616551 231312 TOT: 103652349
DISK SPACE NEEDED: 438 KBYTES

DCH AVATL: 249 USED: 6 TOT : 255

AMT, AVATL: 9 USED: 7 TOT : 16

REQ chg

TYPE parm

LPIE

SBA ADM INS

SBA USER

BCAP

lIDLE SET DISPLAY CS1kA
MODIFY

ICON

MSEC

MEM AVATL: (U/P): 102804486 USED U P: 616551 231312 TOT: 103652349
DISK SPACE NEEDED: 438 KBYTES

AVATIL: 249 USED: 6 TOT : 255

AVATIL: 9 USED: 7 TOT : 16

Figure 4 — Enable IPIE
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4.4. Enable class of service RECA for IP Phone

Log in to the command line interface of Call server as administrator and issue overlay LD 20 as shown in
Figure 5 for IP Phone that is recorded by the TelStrat ER.

>1d 20

PTO00D

REQ: chg

TYPE: 1140

TH 96 0 0 12
ECHG vyes

ITEM cls

Figure 5 — Enable RECA class of service for IP Phone

4.5. Configure the Associated Set Assignment (AST) for IP phone

Log in to the command line interface of Call Server as administrator and issue overlay LD 20 as shown in
Figure 6, which 00 is key number of DN on the IP phone that will be recorded by the TelStrat ER.

=1d 20

PTOOOO0

REQ: chg

TYPE: 1140

TH 96 0 0 12
ECHG vyes

ITEM ast

Figure 6 — Assign AST for key of IP phones

5. Configure Avaya Aura® CC 6.0

This document assumes that the AACC system accompanying with MLS server was properly installed
and configured, for more information how to install and configure the AACC please refer to Section 11

2].
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6. Configure TelStrat ER Server

This section provides the detail configuration on the TelStrat ER server and client for recording VoIP
calls on CS1000.

6.1. Configure TelStrat ER Server

Log in to the TelStrat ER server as administrator and to configure VoIPEngine for the Engage Server,
right click on the VoIPEngine icon on the system tray of the Windows taskbar and select Config button as
shown in Figure 7.

Skatus Info

(7} ”@- 11:39 8M

Figure 7 — VoIP Engine

The VOIPEngine window appears as shown in Figure 8. Set the following fields as shown:
CTI Option: Nortel MLS Server

TN Format Option: Large

MLS Server Name: 47.248.100.54 - IP address of CCMS server

Dual Stream Recorder IP: 47.248.100.17 = IP address of Engage server

Calls To Record: All Trunk/Internal Calls

And leave other fields as their value default
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¥oIP Configuration

Mortel MLS Server |

CTI Option MLS Server Mame |4?.24E.1DD.54 4 Dual Stream Recaorder 1P
|Nortel MLS Server b= ~| L5 Server IP P [3000 |47.245.100.37 <=~
TH Farmat Option .
MLS Connection D :
{ Sl ( Large e |VETENG.-‘-‘«GE||:IW ™ Manual D

[+ Send DS Command On Each Call Start
EEls Ve Fizamre [~ Agent Resiliency infarmation

¢ Al TunkAntemal Call: Al Trunk Call: € Calls Selected By DM

[T Multi_DM Call Becarding

— DM APozition D Configuration
oM | DM Type | Status | MaRPMADN | Record with | Beep Tore | Trunkdrtern Calls
« o

Cancel |

Figure 8 — VoIP Configuration window

6.2. Add a regular DN/ACD Position ID to TelStrat ER Server

To add a regular DN/ACD position that is recorded by the TelStrat ER server, right click on the white
space of the DN/Position ID Configuration section and select Add button as shown in Figure 9.
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¥oIP Configuration

Martel MLS Server |

CTI Option MLS S erver Mame |4?.24E|.1 0054 Dual Stream Recorder IP
Nortel MLS Server j MLS Server [P Port |3|:||:||:| IAW'E‘”EI'.I 00.37 j
— TM Format Option :
MLS Connection 1D g
" Smal & Lage JVCTENGAGEidvr [~ Manual ID
[+ Send DMS Command On Each Call Start
- Cells ToRecerd [T Agent Besiliency infarmation
Al Trunk/nternal Call: € All Trunk Call:  © Calls Selected By DM
[~ buli DN Call F ecording
— DM /Poszition 1D Configuration
DN | DN Type | Status | MARP/MADN | Record With | Beep Tone | TrunksIntern Calls
=
Delete
IModify
ReRegister
Ll Registration Info
Refresh
< >
0K Cancel |

Figure 9 — Sample of adding DN

The DN Registration window appears as shown in Figure 10.

Note:

e There are two types of DN: ACD Position ID of agent and Regular DN

e There are two types of Recoding: Mirroring and Dual Stream but only Dual Stream was tested
during the compliance testing.
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DM Registration |

DN |3nn3 -
—DM Type————  — Recording Stream——
" Regular DN " Mincring
 ACD PostionD = Bl S| <
™ MARP/MADH I~ w/arming Tane

— Callz To Record
) Trunkdnternal Calle. € Tiounk Callz Dnly

ADD Cancel |

Figure 10 — DN Registration window

The ACD position 3003 is successfully added to the Engage Server. The status initially shows “Not
initialized” as shown in Figure 11 and the “Not Initialized” is initially reflected as successful registration
of DN.
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¥oIP Configuration |

Mortel MLS Server |

CTI Option MLS Server Mame |4?.24E.1DD.54 Cual Stream Recorder [P
MNortel MLS Server j LS Server [P Part |3|:||:||:| |4?.24B.1EIEI_3? j
— TH Format Option .
MLS Connection D i
© Small & Lage IUETENG.&GEMW [~ Manual 1D

[+ Send DMS Command On Each Call Start
—LCallz To Recard

[~ Agent Besiliency infarmation
Al Trunkdntemnal Calle € All Trunk Calle © Calls Selected By D

[T Multi_DM Call Becarding
— DM APozition D Configuration

oM | DM Type | Status | MaRP/MADN | Becord with | Beep Tome | Trunkdrtern Calls
3003 Pazition 1D Mot [nitialized Mo Dyal Stream Dizabled Trunk.Anternal

4

Cancel |

Figure 11 — VoIP Configuration with DN’s status

As soon as a VoIP call made from/to this DN, the status will change to “Success” as shown in Figure 12.
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¥oIP Configuration |

Mortel MLS Server |

CTI Option MLS Server Mame |4?.24E.1DD.54 Cual Stream Recorder [P
MNortel MLS Server j LS Server [P Part |3|:||:||:| |4?.24B.1EIEI_3? j
— TH Format Option .
MLS Connection D i
© Small & Lage IUETENG.&GEMW [~ Manual 1D

[+ Send DMS Command On Each Call Start
—LCallz To Recard

Al Trunkdntemnal Calle € All Trunk Calle © Calls Selected By D

[~ Agent Besiliency infarmation

[T Multi_DM Call Becarding

— DM APozition D Configuration

oM | DM Type | Status | MaRP/MADN | Becord with | Beep Tome | Trunkdrtern Calls
3003 Pazition 1D Success Mo Dyal Stream Dizabled Trunk.Anternal

4

Cancel |

Figure 12 — VoIP Configuration with DN’s status

6.3. Add DN with MARP/MADN supported

In order to add DN with MARP/MDN supported on CS1K, right click on the space of DN/Position ID
Configuration section and select the Add button.

The DN Registration appears as shown in Figure 13, click on the MARP/MADN checkbox to enable this
feature and then click on the Add button to complete adding the DN.
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DN Registration |

DN |4un4
—DOM Type——— 1~ Recording Stream——
{* Begular DM " Miroring
i~ ACD Pasition |D % Dual Stream
@ WEREMEON | | T WaringTone
Y

— Call: To Record
£ TiunkAntemal Calle. € Tirunk Calls Orly

ADD Cancel |

Figure 13 — Adding DN with MARP/MADN support

The status of MARP/MADN DN initially shows “OK(0), Fail(Y)” where Y is number of MARP/MADN
DN as shown in Figure 14 and the “Not Initialized” is initially reflected as Fail(Y) for each appearance
of the DN which will update to OK(x). However, any actual appearances that failed registration, such as
AST Not Set or Device Not Present (etc.), will remain reflected as Fail (#) unless corrected.
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¥oIP Configuration |

Mortel MLS Server |

CTI Option MLS Server Mame |4?.24E.1DD.54 Cual Stream Recorder [P
MNortel MLS Server j LS Server [P Part |3|:||:||:| |4?.24B.1EIEI_3? j
— TH Format Option .
MLS Connection D i
© Small & Lage IUETENG.&GEMW [~ Manual 1D

[+ Send DMS Command On Each Call Start
—LCallz To Recard

[~ Agent Besiliency infarmation
Al Trunkdntemnal Calle € All Trunk Calle © Calls Selected By D

[T Multi_DM Call Becarding
— DM APozition D Configuration

DM | DM Type | Status | MARP/MADN | Record with | Beep Tone | Trunkdntemn Calls
003 Pozition (D Success Mo [haal Stream Dizabled Trunklnternal
4004 Fegular DM OK[0)Faill2]  ‘Yes Dual Strearn  Disabled T unk.Alnternal

L |

Cancel |

Figure 14 — VoIP Configuration with DN’s status

As soon as calls are made from/to the MARP/MADN DNs, the status is going to be changed to
“OK(2)Fail(0)” as shown in Figure 15.
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¥oIP Configuration |

Martel MLS Server I

CTI Option MLS Server Mame |4?.24E.1 0054 Dwal Stream Recaorder 1P
MNortel MLS Server j LS Server [P Part |3|:||:||:| |4?.24E_1DD_3F j
— TH Format Option .
MLS Connection 1D i
© Smal & Lage IUETENGL‘-.GEu:Iw ™ Manual ID

¥ SendDMS Command On Each Call Start
—LCallz To Record

i Al Trunkdntemal Calle € Al Trunk Calle  © Callz Selected By DN

[T Agent Besliency information

[~ Muli_DH Call Recarding

— DM /Pozition ID Configuration

DM | DN Type | Status | MARPAMADN | Recardwith | Beep Tore | Trunk/rntem Calls
3003 Puozition (D Success Mo Dhaal Stream Dizabled Trunk /nternal
4004 Regular DN OK[ZLFalld]  Yes Dhaal Stream Dizabled Trunk /I nternal

L

Cancel |

Figure 15 — VoIP Configuration with DN’s status

6.4. Enable Multi DN Call Recording and Agent Resiliency Information features on
the TelStrat ER Server

To enable these features on the Engage Server, right click on the VoIPEngine icon on the system tray of
the Windows taskbar and select the Config button.

The VoIP Configuration appears as shown in Figure 16.Check on the Multi_DN Recording and Agent
Resiliency information check boxes and then click OK button to close the VoIP Configuration window.
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¥oIP Configuration

Mortel MLS Server |

CTI Option MLS Server Mame |4?.24E.1DD.54 Dual Stream Recaorder 1P
Nortel MLS Server j MLS Server [P Part |3|:||:||:| |4?'248'1DD'3? j
— TH Farmat Option .
MLS Connection |0 g
Sl F Lage |VETENG.-‘-‘«GE||:IW ™ Manual D
[+ Send DS Command On Each Call Start
[ Eels Ve Fesme v itgent Fesiliency informatioré
¢ Al TunkAntemal Call: Al Trunk Call: € Calls Selected By DM
v Muli DM Call Recording
— DM APozition D Configuration
DN | DM Type | Status | MaRP/MADN | Recard with | Beep Tone | TrunkAntem Calls
3003 Position (D Success Mo Dhual Stream Dizabled Trunknternal
4004 Reqular DM OK[OLFall2]  Yes [haal Stream Dizabled Trunkdlnternal
4324 Regular DM Success Mo [haal Stream Digabled Trunkslnternal
« o

Cancel |

Figure 16 — Muil_DN Call Recording and Agent Resiliency Information
Restart the TelStrat VoIPEngine service in the services category of Windows.

% Task Scheduler Enablesa.. Stated  Automatic Local System
68 TCP/IP NetEI0S Helper Providess.. Stated  Automatic Local Service
&8 Telephony ProvidesT... Stated  Manual Local System
S Telnet Enables ar... Disabled Local Service
8y Telstrat Centralized Error Server TelStrab Ce.., Started  Automakic Local System
&8 Telstrat Yoice Recording Server TelStrat Co... Started  Automakic Local System
‘Telstrat YWOIPENgine TelStrat ¥o..,
&8 Terminal Services Alows user.., Stated  Marwal Local System
&8 Terminal Services Session Directary Enables a ... Disatled Local System
%1 Provides u... Disabled Local System

Figure 17 — TelStrat VoIPEngine Service

Note:
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e The Multi DN Recording feature of Telstrat ER benefits from a new feature from Contact Center
release 7.0 (NES CC7.0) called Multiple DN Registration that enables CTI third party application
can control as how many keys of IP Phone as they want via MLS without assigning the Associated
Assignment Set (AST) for IP Phone.

e The Multiple DN Registration feature needs to be enabled in the license of Contact Center to use
this feature.

7. Configure TelStrat Engage Client

This section explains the configuration using the TelStrat ER Client to add Automatic Call Distribution
(ACD) Agents and ports that will be monitored for recording.

It is assumed that the TelStrat ER Server has been successfully installed and the required recording
services are running on it. Assumption is also made that the TelStrat ER Client has been successfully
installed. For additional information on TelStrat ER suite installation and configuration refer to Section
11 [3].

To access the TelStrat ER Client, navigate to Start > All Programs > TelStrat Engage > Engage Client
from the equipment it is installed on.

Enter credentials and IP address of TelStrat ER server as shown in Figure 18 and then click the OK
button.

Engage: Logon Dialog |
TelStrat Engage
UserID  |vtadmin e
Password e i
Server Mame  |[47.248,100.37| i

[T Windows Integrated Logon

Ik Cancel

Figure 18 — TelStrat Engage logon window

The main window of TelStrat ER Client is shown in Figure 19.
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“tEngage: TelStrat ¥T (vtadmin)

I [=1 E3

File Configuration Record Status Log Server Help

) Engage

- # Gloups

o % Alarms

- @ Default Password
B0 Record

. # Schedule Recording
=0 Status

- ® System Users

~# Active Calls

=3 Log

- % Playback

~ @ Systemn Users
B0 Server

- # Archiving Center

- % Message Center

- # License Managernent

é@gmﬂ'f

enga record

capture
score

@ 20C8-20°0 Telztrat nternational, Lkd.  Allrights reservad.

Engage : Default Page

Figure 19 — TelStrat ER Client

7.1. Create ACD Agent

To add the ACD Agent that the TelStrat ER Server needs to record, navigate to Engage > Configuration
> ACD Agents. On the right hand window pane under the column ACD Agents, right click the mouse
button and the Create option is provided as shown in Figure 20.
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Engage: Pham Khanh {phamk)
File Configration Record Skatus Log Server Help

~o|

' Engage
& Logoff
= f_." Gnrrﬂgurratlurt
- Syslemn Lsers —RiZD Augenks

ACD Agents

L ]

—Sysbem Lsers (record)———

—Swstem Usars (plavbad) ——

@ Port Nurr
o DINIE B
el Groups
Lo Alarms Clear Al
& Default P Asson
B3 Record Uri&ssian
#® Schedule
= {_,I' Status Rm‘:“h
-# gystem 1100
® Active Calls
- Log
wo i Plavback
- @ Systemn Lsars
= Q Semver
wo @ Archiving Center
Lo Wlessane Center
i@ License Management
“ @ Repots

[relete
Clear

|Engage ; ACD Agent Configuration

[Engage Server Time 1207

Figure 20 — Adding ACD Agents

Enter the ACD Agent information that needs to be added and press OK as shown in Figure 21. The

information in Name field is optional.

Engage: Pham Khanh (phamk)
File Configuration Recoed Stabss Log Server  Help

=[=] E3

-f_:' Engage
@ Logol
E f:? Cunﬂguratun

am Users ACD Agents

ACD Agents

System Lsers (record)

System Lisers (plavibeck)-

Fort Mumbers
DMIS Mumbers
Groups

Engage: Create ACD Agentis)

Alarms
Default Pazssward
t 1_,-" Fecord
. - Schedule Recording
E G Status

- @ Systern Users

® Active Calls

LE B R K B N

ACD Agent  [3003

Mame Agent 3 "h
Last

*
P_1140 [
Frst f i}

Bt |

# Playback

ém:_?Lnu - o |

fobew Systern Users
B Q Server
i@ Archiing Center
Lo Message Center
b # License Management
# Repors

Eng age : ACD Agent Configuration

Engags Server Time 14:09
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Figure 21 — Create ACD Agent

7.2. Create Port Numbers

To add port numbers, navigate to Engage > Configuration > Port Numbers, click right mouse on the
Port Numbers tab, and select the Create option as shown in Figure 22.

i iEngage: Pham Khanh {phamk)

File Corfigurstion Record Statys Log  Server  Help
' Engage

~® Logof Port Numbers
= I Configuration

System Uszers Part Numbers Syshem Uksers (recard) Syshem Users (phayback)
ACD Agents

FPoil Humbeas
OIS Mumkb
Groups [relete
Alamms
i Defauli Pas:

=0 Record

| - Schedule Ry 5EAT
B Status rfissign
i ® Sysfemn Use  Refresh
fooeew Aclive Galls i Mame
=27 Loy
ioiem Playhack

Zlear

‘.'i“i

Clear &l

£ufel o kstakion MEpping

[Engage : Port Numbers Configuration Engage Server Time 14:13
Figure 22 — Adding Port Numbers

i vo® Systermn Llse
= Server Scored|seat
® Archiving Ce Voice Snalyiics
- @ Message CaTTET
- & License Management
- Reporls

The Engage Port No window appears, click on the VoIP option box, and enter the Loop, Shelf, Card
and Channel numbers respectively with TN of recorded IP Phones of Call Server as shown in Figure 23.
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Paort Mumber

£ TDM (D) II:I—

™ Digital Trurk (700} [Fo0

" BCM|Morstar (E00x) : [200

" Analog DISA Trunk/Conventional RadiofAnalog Lines (9] I'?JEI—

£ MLS Trunk () |3—
Loop [0-252], in increments of 4 F

@ yoIP  Shelf [0-1] 0 vI (1w I

1‘ Zard [0-15] 0 e

Channel numbers ko add:

(0] 4 | Clear | Exik |

Figure 23 — Adding Port Numbers
Click the OK button to complete adding the port numbers as shown in Figure 24.

Note: Select a range of channel numbers by selecting the first channel, holding down the Shift key of
keyboard and selecting the ending channel.
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_‘Engage: Pham Khanh (phamk)

Fille Configuration Record

Status Log Server Help

M= E3

Port Numbers

Sysbem Users (record)

Svstem Users (playback)

i Engage
& Logoff
= Configuration
& System Users Port ﬂg‘\hbef’!
& ACD Agents E00-000
L Fort Numbers giml
& DHNIS Numbers 1600002
® Groups 1E00:003
® Alarms 16002004
~_— @ Default Password \00-005
= Record 1600:006 |
® Schedule Recording {mzﬂ
= Status
& Systemn Users -
& Active Calls
= Log
@& Plavhack
& System Users
= Sernvar

& Archiving Center
® Message Center
® License Management

® Repors

Engage : Port Numbers Configuration

Engage server Time 14:16

Figure 24 — Port Numbers shown up in the Port Numbers window

7.3. Create Recording Criteria

This section describes the recording criteria that can be built using the TelStrat ER Client to record calls
going on the IP Phones. Example criteria discussed in this section are Selective recording (record calls as
per filters Phones) and Quality monitor recording (recording calls based on frequency of calls).

Selective recording is where incoming/outgoing calls are recorded of selected components of ACD
Agents, DN and Port Numbers etc.

To create a Selective recording criterion, navigate to Engage > Record > Schedule Recording and right
click the mouse button on the Schedule Recording tab and select the Create option as shown in Figure

25.
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Engage: Pham Khanh {phanmk)

Bl Configration Record Statys Log Jerver Help

i Engage
& Logoff
=7 Configuration
Systerm Users
ACD Agents

Scheduls Recording Criteria

Schedule Recording

Cusrent Recording Criterion

L J
L
® Port Numbers
& DNIS Numbers
® Groups
& Alarms
® Defaull Password
EHC Record
»
i Status
& System s
& Active Call:
B Log
® Playback
& System Us
EHCH Server
& Archiving C
® Message Cenfer
® License Managament
® Reports

Eﬂﬂaﬂe : Schedule Recording

Enguq-: Server Time 14:20

Figure 25 — Create a Schedule Recording

The New Criteria window appears as shown in Figure 26, enter a name in the Criteria Name box and
click OK button to go to the Schedule Recording Criteria Options window.

Mew Criteria

Criteria Name:

— 0K |

]|

ITest i

[ Exclusion Criteria

Clear | Cancel

Figure 26 — New Criteria window

The Test criteria rule has been built to record selective calls. Figure 27 shows the ACD Agent being
selected so that all incoming/outgoing calls made to/from this ACD Agent set is recorded.
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" tEngage: Schedule Recording Criterion Options

[+ archive recorded calls

ACD Agents | part Numbers | Date & Time | Days of Week | CLID | OIS | DM | Other |
—ACD Agents

5003 : IP_1140 Agent 5

K, Clear Clear all Cancel

Figure 27 — ACD Agent set being added to the Global Criteria

Figure 28 shows all the Port Numbers being selected so that all incoming/outgoing calls made through
these channels are recorded.
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'.E::EEngagE: Schedule Recording Criterion Options

v archive recorded calls

ACD Agerts  Port Numbers | Date & Time | Davs of Wweek | CLID | DMIS | DN | Other |
Port Murnbers

1600: 006

I |
Ik Clear Clear all Cancel

Figure 28 — Port Numbers being added to the Global Criteria

If DN/s need to be added to this criteria then go to the DN tab of the criteria and right click the mouse
button and an Add option will be presented as shown in Figure 29.

i FEngage: Schedule Recording Criterion Options

v archive recaorded calls

ACD Agenks | Port Murnbers | Dake & Timne I Daws of Weekl CLID I DNIhE.-r I

(]

Delete

Ok Clear I Clear all I Cancel I

Figure 29 — Adding DN to Criteria

Add a DN, for example 4389 as shown in Figure 30 below.
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i IEngage: DN Input

=m,

Input DR

m Zlear I _lose

Figure 30 — DN Input window

Now the required DN/s can be selected as shown in Figure 31 and included into the Test criteria. Press
OK to complete configuring the Test criteria.

i tEngage: Schedule Recording Criterion Options

[+ Archive recorded calls

ACD Agerts | Port Numbers | Date & Time | Days of week | CLID | DNIS DM | Other |

Ik Clear Clear all Zancel

Figure 31 — Selected DNs added to the Test Criteria

Figure 32 shows the Test criteria have been built successfully. Press OK.
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Create RC -- successful Ed |

y i_reated Recording Criterion

Figure 32 — Recording Criteria Created Successfully

Figure 33 shows a snap shot of the Test criteria showing the ACD Agents, Port Numbers and DN that
will be included as part of the selective recording.

Engage:  Pham Ehanh (phamk)

Ble  Corfipration Record Statys Log Server Heb

7 Engage
® Logaff
= Corfigiarason
® Syslem Ugers
#® ACD Agents
& Port Mumbers
& DNIS Numbers
& Groups
» Aanms
® Detaull Pagswond
= 0 Record
LR Schedule Recording
= Stalus
& Syzlem Users
& Actvn Calls
= Log
#® Playback
® Syslem Ugers
= Semer
& Aschaving Cenbes
& Message Cender

* Repors

* Licenge Managemend

Schedule Recondng Critera

Schedule Recording

Current Recording Criberion

| e Teot -

Aevivacion Stacus:
Exclusion Criteria:

Scart Date £ Time:
End Dace & Tims:
Daya:

Frequency:

Duration range (minisec):

ACD Agents:
Fort Humbers:

CLID:

DNIS:

DH:

Selaceive Aechiviog:

Hor Active
Ho

Date: Mot specified Time: Mot specified
Date: Mot specified Time: Mot specifised

Not Specified
Not Specified
Hot Specified

3003 ¢ IP 1140 Agent 3 s

1600:000 1600:001 16003002
1600:003 1400:004 1600:00%5
1600:006 1600:012

Not Specified
Hot Specified

4004 4008 4328 4376 4380

Yes

Engage : Schedule Reconsing

Figure 33 — Selective Criteria Detail

Quality monitor recording is where for example 1 out of 3 calls are recorded. The frequency of calls that
need to be recorded can be configured in these criteria.

To create a Quality monitoring recording criteria, navigate to Engage > Record > Schedule Recording
and right click the mouse button on the Schedule Recording tab and select the Create option as shown in

Figure 25.

In the New Criteria window type the Criteria Name as Quality 1 of 3 and press OK.

Quality 1 of 3 criteria is built by selecting the frequency of calls that need to be recorded from the Other
tab as shown in Figure 34 below. In this example 1 out of 3 calls will be recorded for Quality monitoring.
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Other components like ACD Agents, Port Numbers, and DN etc can also be selected as explained
previously.

i _FEngage: Schedule Recording Criterion Options

‘ W archive recarded calls
ACD Agents | Port Mumbers | Dats & Time | Days of wesk | CLID | DhIS | D Other |
Call Duration Range

From To
I I i Hour " Minute f* Seconds

m Clear Duration I Clear Frequency I Clear all I Cancel

Figure 34 — Quality 1 of 3 Criteria

Figure 35 shows a snap shot of the Quality 1 of 3 criteria showing the selected frequency of calls that
needs to be recorded for Quality monitoring along with the ACD Agents, Port Numbers and DN.

File Configuration Record Status Log Server Help

% Logof Schedule Recording

Systemn Users Schedule Recording Criteria Current Recording Criterion
ACD Agents
Paort Numbers labal Name: Qualicy 1 of 3
DMIS Mumbers Aotivation 3tatus: Not Actiwve
Groups Cb Exclusion Criteria: No
Alarms
- ® Default Password Start Date & Time: Date: Not specified Time: Mot specifie
B d
ONSENIE (RECEENE; End Date & Time: Date: Not specified Time: Not specifie
L Systern Users d
Lo Active Calls Days: Not Specified
B Log Frecquency:
oo Playback Duration range (min:sec): Not Specified
o# Systern Users ACD Agents: 3001 : AgentZ IF
B2 Server 3002 : Agent3 IF

- # Archiving Center

p ot 3003 : Agent4 IP

g essage Center

B 3004 : Agentl Digital
+# License Management d g

[ Reparts Port MNumbers: 0185:000 0185:001 0185:002
0185:003 0155:004 0155:005
0185:006 0155:007 0155:008
0185:008 0155:010 0185:011
0185:012 0185:013 0155:014
0185:015 1600:000 1600:001
1600:002 1600:003 1600:004
1600:005 1600:008 1600:007
1g00:008 1600:008 1600:010

Figure 35 — Quality 1 of 3 Criteria Detail
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Once the criteria are built, they need to be activated before the calls can be recorded. In the example
shown in Figure 36, the Test criteria can be activated by highlighting the Test criteria, right click the

mouse button and press Activate.

Pham kKhanh [phamk)

Engaipe:
fle Corfigwation Becord Ststus Log Server Help

| Enpane
#® Logof
= Cordguralion
@ Gystam Users
& ACD0 Agants
#® Port Kumbers
— @ DINIS Nurnbers
@ Groups
® Alams
@ Defaul Fasswond
I Record
: Schedws Recording
1 Status
® System Users
o Agliee Calls
15 Log
#® Playback
# Sysiem Users
S Gerver
@ Archiving Canter
® Meszzage Canter
& Licenge Management
@ Reports

~Schedub: Recording Criteda

|
ifirees

Schedule Recording
- - Curent Reconding Crkerion
Hamai Tesr
Activatlon Scatus: Mot Astive
Exclusion Critercia: Ha

Start Date £ Time:
End Date £ Time:

Daya:

Freguancy:

Iuration vange [man:gec):
ACD Agent=:

Port Humipers:

CLID

DTS

DK

Selecrive Archiving:

Date: Sundey, December 12, 2010 Time: B:00:00 AN
Date: Tu==day, December 14, 2010 Time:
Honday

Tuesdny

Wedne=day

Thursday

Friday

Satucday

1 of 3 Calls

Mot Speciiied

300F : IP 1140 igent 3
16000000 L&600:001  1600:002
1600:003  1e00:004% 1600:005
1600006 1600:012

Hot Zpecilied
Mot Speciiied
4004 4005 4326
Yoz

2376 43838

Gr00:00 AN

|»

A

s

[Engage - Schedule Recorsing Engage Server Tire 14:28
Figure 36 — Activate a criteria recording
Figure 37 below shows the Test criteria is now active.
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Phiarm Ehanh (phambk)

Engage:
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[ | | circie: Teat
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Frequency:

Duration range (min:sec):
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CLID:

ENIS:

DN:
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Schedule Recording
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letivation Scatus: hotive 'h
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Date: Not specified Time: Not specified
Date: Not specified Time: Mot aspecified
Not Specified
Hot Specified
Not Specified
3003 : IP_1140 Agent 3

1600:000
1600:003
1600:006

1600; 001
1600:00%
1600:012

1600; 002
1600:005

Hot Specified
Not Specified
4004 40058 {328 4376 4385

Yes

Engage : Sthedule Recorsing

In order to see the status of a call that is being recorded, left click the mouse on the Active Calls under the

Figure 37 — A criteria recording activated

Status menu tree, the Active Calls will display on the right hand side of TelStrat ER Client as shown in

Figure 38.
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iEngage: Pham Khanh {phamk)

Fil=  Configuration Record Status

Log Server Help

[=] k3

Systemn Users
ACD Agents
Port Mumbers
DHIS Mumbers
Groups
Alarms
Default Password
' Record
- @ Schedule Recording

# Playback
# Systermn Users

=0 Senver

# Archiving Center

# hMessage Center
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- Repors

Active Calls

Status | ACD Agent Last First M1 DNIS LD DN Start Time Port Mo | OnDemand
Recording
Idie 1600:006
|irdle 1600:004
|[1cle: 1600:005
Busy  [3003 P fgent4 5010 4329 4010 2:42:31 P 1600:012  |OFF

Engage : Active Call Status

Engage Server Time 14:41

Figure 38 — Active Calls window

Recorded calls can be replayed by navigating to Engage > Log > Playback, selecting a recorded call
from the Playback log, right click on the mouse button and press Play as shown on Figure 39 below.
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8. General Test Approach and Test Results

The focus of interoperability compliance testing was primarily to verify the TelStrat Engage Record 3.3
application works with Avaya Contact Center 6.0 to record IP calls for IP Phone of Avaya CS1000.

8.1. General Test Approach
The general test approach was to verify the Engage Record 3.3 can acquire, control keys of IP Phones of
CS1000 and record VolP calls over the MLS service of Avaya Aura® Contact Center 6.0. The main
objectives were to verify the Telstrat ER successfully performed the following:
e TelStrat ER successfully utilizes the CCMS MLS server to provide Global Logging (record all
calls)
e Selective Recording based on a combination of ACD Agent, DNIS, CLID, Port Numbers, DN,
Day/Time, Days of week, and Call Duration.
e (Quality Monitoring: 1 of n calls.
e Record On-Demand.
e Agent Resiliency Information.
e Multi DN Call Recording.

8.2. Test Results

The objectives outlined in the section 8.1 were verified and met. All test cases were executed and they all
passed.

9. Verification Steps

The following are typical steps to verify the interoperability between the TelStrat ER and AACC and
Avaya CS1000.

e Connect the TelStrat ER server to the AACC MLS server.

e Verify the TelStrat ER server successfully connects to the MLS server by right click on the
VoIPEngine icon on the system tray of the Windows taskbar and select Status Info option button
as shown in Figure 7.

e Add an ACD Position ID and regular DN to the TelStrat ER server by following section 6.2.

e The TelStrat ER can acquire and monitor keys of [P Phone by either AST or Multi DN
Registration of AACC.

= To check a DN that is acquired and monitored by AST, log in to the command line
interface of Call server and issue overlay LD 20 as shown below:
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Id 20

REQ: prt
TYPE: tn
TYPE TNB
TN 960012
DATE

PAGE

DES

DES AG1140

TN 0396 000 12 VIRTUAL

TYPE 1140

SPID NONE

AST

IAPG 3

AACS

ACQ | AS: TNAST-DN,AST-POSID

78910 111213 15 16 17 18 19 22 24 25 26 28 29 31 33 34 35 36 37 38 39

10 11 12 13 14 15
10 11 12

MLWU_LANG D
MLNG ENG
DNDR D
KEY 00 ACD 4010 0 3003
AGN
01 NRD
02 MSB
SCR40030 MARP

Figure 40 — Check AST field of IP Phone

»= To check a DN that is acquired and monitored by Multiple DN Registration, log in to the
command line interface of Call server and issue overlay LD 20 as shown below:
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10 11 12 13 14 15
10 11 12

KEY 00 SCR 43280 MARP
CPND
CPND_LANG ROMAN
NAME DN 4328

XPLN 13
DISPLAY_FMT FIRST,LAST
01 SCR43290 MARP
CPND
CPND_LANG ROMAN
NAME DN 4329
XPLN 13
DISPLAY_FMT FIRST,LAST
02 CWT
03 SCR432T0 MARP

Figure 41 — Check MRCD field of TN of IP Phone

e C(Create recording criteria with adding ACD Position ID and DNs that are acquired and monitored
by following section 7.3

e Place VolIP calls to these DNs and check the Active Calls of TelStrat ER client window to see the
status should be busy and its other information such as port number, CLID... should be correct.

e Terminate these calls and go to the Playback of TelStrat ER client to replay the VoIP calls with
multimedia player; the audio should be full and clear.

10. Conclusion

All of the executed test cases have passed and met the objectives outlined in Section 8. The TelStrat
Engage Record Server v 3.3 is considered compliant with Avaya Aura® Contact Center Release 6.0
and Avaya Communication Server 1000 Release 7.0.

11. Additional References

Product documentation for Avaya CS 1000 products may be found at:
https://support.avaya.com/css/Products/

Product documentation for Engage Record products may be found at:
http://www.telstrat.com/
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[1] Avaya CS1000 Documents:
Avaya Communication Server 1000E Installation and Commissioning (NN43041-310)
Avaya CS 1000 Co-resident Call Server and Signaling Server Fundamentals (NN43001-509, 03.01)
Avaya CS 1000 Element Manager System Reference - Administration (NN43001-632, 05.04)

[2] Avaya Aura® CC 6.0 documents:
Avaya Aura™ Contact Center Planning and Engineering (NN44400-210)
Avaya Aura™ Contact Center Installation (NN44400-311)
Avaya Aura™ Contact Center Server Administration (NN44400-610)
Avaya Aura™ Contact Center Overview (NN44400-111)
Avaya Aura™ Contact Center Fundamentals (NN44400-110)
Avaya Aura™ Contact Center Manager Administration — Client Administration (NN44400-611)

[3] Engage Record documents:
Engage Contact Center Suite Installation Guide
Engage Contact Center Suite System Administration Guide
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