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Application Notes for Zeacom Communications Center with
Avaya IP Office — Issue 1.0

Abstract

These Application Notes describe the configuration steps required for Zeacom
Communications Center 5.0 to interoperate with Avaya IP Office 6.0. Zeacom
Communications Center is a multi-channel and multi-contact solution that can handle voice,
fax, web, and email contacts. The compliance testing focused on the voice integration with
Avaya IP Office using the TAPI and Analog interfaces.

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.

TLT; Reviewed: Solution & Interoperability Test Lab Application Notes 1 of 32
SPOC 6/24/2010 ©2010 Avaya Inc. All Rights Reserved. Zeacom-IPO6



1. Introduction

Zeacom Communications Center is a multi-channel and multi-contact solution that can handle
voice, fax, web, and email contacts. The compliance testing focused on the voice integration
with Avaya IP Office using the TAPI and Analog interfaces.

The TAPI in third party mode interface is used by Zeacom Communications Center to monitor
hunt groups and users on Avaya IP Office. Incoming calls are routed by Zeacom
Communications Center using the TAPI line redirect capability to an available agent.

The agents are configured as users on Avaya IP Office, with the ACD functionality provided by
Zeacom Communications Center. The agents have desktop computers running the Zeacom
Executive Desktop client software. Upon notified of an incoming hunt group call via TAPI
events, Zeacom Communications Center redirects the call to an available agent, and populates
the answering agent’s desktop screen with call related information received via the TAPI
interface. Call related actions such as answering of incoming calls can be initiated via the agent
telephone, or via the agent desktop. The call related actions from the agent desktops are
supported by Zeacom Communications Center using TAPI line control capabilities.

The Analog interface is used by Zeacom Communications Center to support the voicemail and
announcement features. There is a physical connection between each used Dialogic port on
Zeacom Communications Center with Avaya IP Office. The analog ports are configured as
analog users on Avaya [P Office, with Zeacom Communications Center monitoring the ports via
TAPI. Voicemail and announcement calls are redirected to route over an available analog port to
Zeacom Communications Center.
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1.1. Interoperability Compliance Testing
The interoperability compliance test included feature and serviceability testing.

The feature testing focused on verifying the following on Zeacom Communications Center:

e Use of TAPI functions to monitor users and hunt groups, route incoming calls, support call
control via agent desktops, set call forwarding and message waiting indicator (MWI).

¢ Proper handling of call scenarios including incoming call to different hunt groups, hold,
reconnect, blind/attended transfer, conference, park, voicemail, announcement, call
forwarding, MWI, supervisor monitor, outgoing call, and outpulse of DTMF digits.

The serviceability testing focused on verifying the ability of Zeacom Communications Center to
recover from adverse conditions, such as disconnecting/reconnecting the Ethernet cable to
Zeacom Communications Center.

1.2. Support

Technical support on Zeacom Communications Center can be obtained through the following:

e Phone: (800) 513-9002
e Web: www.zeacom.com
e Email: usasupport@zeacom.com
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2. Reference Configuration
The configuration used for the compliance testing is shown below.
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3. Equipment and Software Validated

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

Equipment Software

Avaya IP Office IP500 6.0 (8)
Avaya 1600 Series IP Telephones (H.323) 1.21
Zeacom Communications Center 5.0 SP4

e Dialogic 120JCT-LS-Rev Analog Card 6.0

e Avaya IP Office TAPI2 Driver (tspi2w) 1.0.0.35
Zeacom Executive Desktop 5.0 SP4
TLT; Reviewed: Solution & Interoperability Test Lab Application Notes 4 0f 32

SPOC 6/24/2010 ©2010 Avaya Inc. All Rights Reserved. Zeacom-IPO6




4. Configure Avaya IP Office

This section provides the procedures for configuring Avaya IP Office. The procedures include
the following areas:

e Verify IP Office license

¢ Administer short code

¢ Administer hunt groups

e Administer agents

e Assign agents to monitor hunt group
¢ Administer supervisors

¢ Administer analog extensions

4.1. Verify IP Office License

From a PC running the Avaya IP Office Manager application, select Start > Programs > IP
Office > Manager to launch the application. Select the proper IP Office system, and log in with
the appropriate credentials.

The Avaya IP Office R6 Manager screen is displayed. From the configuration tree in the left
pane, select License > CTI Link Pro to display the CTI Link Pro screen in the right pane.
Verify that the License Status is “Valid”.

] Avaya IP Office R6 Manager IP500-Dev [6.0{8]]

File  Edit  %iew Tools Help
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4.2. Administer Short Code

From the configuration tree in the left pane, right-click on Short Code and select New from the
pop-up list to add a new short code.

Configure the fields as shown below in the right pane. Note that this short code will be dialed by
each Dialogic port as part of application start up, to enable Zeacom Communications Center to
automatically learn the extension numbers associated with the analog ports. The actual Code
value may vary, and should consist of a string that human users are not likely to dial.

"] Avaya IP Office R6 Manager IP500-Dev [6.0(8])]

File Edit Wiew Tools Help

2 E-H|IE

| 0« o |E pson-Dev = Short Code = *34 .J

IP Offices <Short Code:0>: Dial* g - X | v | < | I
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|
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4.3. Administer Hunt Groups

From the configuration tree in the left pane, right-click on HuntGroup and select New from the
pop-up list to add a new hunt group. Enter desired values for the Name and Extension fields.

{# Avaya IP Office R6 Manager IP500-Dev [6.0(8)] =13
File  Edit  Wiew Tools Help
. A ™ | J B v o | 1Psoo-Der = HunkGroup = 25555 Knoahsaft ACD -
IP Offices E Sequential Group <HuntGroup:0>: * g« | X | v |<| I
& K EBOOTP (5] /|| Hunt Graup E\-‘oicemail || Fallback | Queting | Yoice Recording | Announcements
[#-¢# Operator (3) T e il
Fi_! = IPS00-Dey Mame !Zeacom Hald | |:| CCR Agent Group el
it S.ystem n Extension !22201 |
#-T9 Line (26)
[#-+2= Contral Unit {&) Ring Mode !Sequential v | No Answer Time (secs) !System Default (15) - |
(-4 Extension (33} | —
=l z Lser (28) Overflow Mode |Group V| Overflow Time (secs) iOFF = | |
[#-5§ Hunts 2
:; ;ﬁx S:grt (rZUDLcIIZ((E;)?’) Hold Music Source iNo Change V| ‘toicemail Answer Time (secs) !45 = |
H @ Service (03 Ege:_ﬂt sTStatus on Mo-Answer iNone = |
o, RAS (1) kRiessn .
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; e 17 Extension  Mame Group Marne
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@ 9 73za5RARN
! @ WWanPort (0)
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ool Logical LAN (0) i)
2 ﬁ-; Lser Rights (10}
- ARS (1) i ’
[+-5% Autharization Code

| #
|

Repeat this section to create the hunt groups shown below. These hunt groups are used to
provide routing and handling of incoming calls.

Extension Name
22201 Zeacom Hold
22202 Zeacom Voicemail
22203 Zeacom Operator
22204 Zeacom Monitor
22205 Zeacom Fallback
22206 Zeacom Sales
22207 Zeacom Support
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4.4. Administer Agents

From the configuration tree in the left pane, select the first user that will be answering calls, in
this case “21251”. Select the Voicemail tab, and uncheck Voicemail On, as shown below.

i Avaya IP Office R6 Manager IP500-Dev [6.0{8)]

File  Edit ‘Wiew Tools  Help
R E-H|E |+ o |} 1Psoo-Dey -~ User = 21251 Extn21251 5|
IP Offices Extn21251: 212561 Bt - K[ v | <] :>l
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i i Wi il O
a 51292 Exbr ‘oicemail Code | | [ voicemail on
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§ 21235Ean Yoicemail Email | | [ waicemail Ringback
i a1zseEan Yoicemail Emall Reading
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a 21241 Extri Yoicemail Email
i 21243Ean &) Off O Copy O Forward () Alert
i =1z45Ean
§ 21250 Ean

Select the Telephony tab, followed by Supervisor Settings. Check Can Intrude, and uncheck
Cannot be Intruded, as shown below.

Repeat this section for all users that will be answering calls. In the compliance testing, two users
with extensions 21251 and 21252 were configured.

B Bl
i Avaya IP Office Ré Manager IP500-Dev [6.0(8)] (=13
File ~ Edit Wiew Tools Help
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R R — i §
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4.5. Assign Agents to Monitor Hunt Group

From the configuration tree in the left pane, select the Zeacom Monitor hunt group, in this case
“22204”. Click on Edit in the User List section to add members. In the next screen (not shown
below), select all agent users from Section 4.4.

(i} Avaya IP Office R6 Manager IP500-Dev [6.0(8)]
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The resultant screen is shown below.

(i} Avaya IP Office R6 Manager IP500-Dev [6.0(8])]

File  Edit ‘iew Tools Help
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4.6. Administer Supervisors

From the configuration tree in the left pane, select the supervisor user that will be monitoring
agents, in this case “21253”.

Select the Telephony tab, followed by Supervisor Settings. Check Can Intrude, and uncheck
Cannot be Intruded. For Monitor Group, select the Zeacom Monitor hunt group from Section
4.5.

Repeat this section for all supervisors that will be monitoring agents. In the compliance testing,
one supervisor user with extension 21253 was configured, as shown below.

i3 Avaya IP Office R6 Manager IP500-Dev [6.0(8)] =13
File Edit Wew Tools Help
= | [+] _='| | |} 1Pson-Dey = User » 21753 Extn21253 &
IP Dffices Extn21253: 21253" i 0 < Y B l
=] a ;53r (24) A | Button Prograrming | Menu Programming || Mobility | Phone Manager Options | Hurt Group Membership |

MoUser - T |5 G
a" 25001 agent] I_Announ.cements I PgrsonaI.Dwector}f I - " ] . .
$ 25002 agentz User || woicemail | DMD | ShorbCodes | Source Numberﬂ Telephony | Forwarding | Dial In | Yoice Recording

21231 Extn21231 f T : : T 1 = T
g ey Eit:2 {215 | Call Settings | Supervisor Settings | Multidine Options | Call Log |
§ z1z33EAn21239 Login Code [ I [ Force Login
i 71234 Extnzizs4 ' -
§ 71235 Extnz1235 Login Idle Period (secs) | | [ Farce Account Code
& 71236 Extnz1236 ) i = : W etz od
a 21297 Extn21237 Maonitor Group !Eeacnm Manitor Il _v_| orce Aukhorization Code
a 21236 Extn21238 Coverage Group i <Mane> e |
i z1239Extnz1z39 . :
& zi241 Extnzizdt Status on Mo-Answer |Logged On (Mo change) | [ outgoing Call Bar
i z1243Extnz1z43 o o ;
a 21245 Extn21245 Reset Longest Idls Time [ Inhibit ff-Switch Forward Trar
& 21250 Extnz1250 @ all calls [ Can Intrude
a ZlaLEdnalonl | Cannot be Intruded
ﬂ 21252 Extn21252 () External Incoming
ﬂ 71253 Extn21253 [] Zan Trace Calls
3 21240 Guestz1240 [ ccr Agent
3 21254 Guestz1254 ;
& 21281 sipz1zsl After Call Wark Time (secs)  |System Default (10) | Automatic After Call Wark
fr 21287 sip21262
TLT; Reviewed: Solution & Interoperability Test Lab Application Notes 10 of 32

SPOC 6/24/2010 ©2010 Avaya Inc. All Rights Reserved. Zeacom-IPO6



4.7. Administer Analog Extensions

From the configuration tree in the left pane, select the first analog extension that is physically
connected to the Dialogic card in Zeacom Communications Center, in this case “21246”.

Select the Extn tab, and set Caller Display Type to “Off”, as shown below.

Repeat this section for all analog extensions physically connected to Zeacom Communications
Center. In the compliance testing, two analog extensions of “21246” and “21247” were
modified.

i} Avaya IP Office R6 Manager IP500-Dev [6.0(8)]

File  Edit  %iew Tools Help
PRS-l | EEE I W o |i 1Pso0-Dev - Extension + 3121246 z|
IP Offices Analogue Extension: 31 21246 ef - X vl|x<]> I
£l Extension (32) # || Extn g..-ﬂnalogue-:
g, G006 2123 B ;
Ay 121232 Extensian Id |21 |
A 221233
g 321234 Ease Extension ir21246 i
& 421235 Caller Display Type EOFF “ |
& 52123
& 621237 — .
& 721238 Device bype | Analogue Handset
& 521239
A& 25 21240 Madule [Pz
& 221241 —
& 2721242 Part =
& 7021243
& 7921244 —
o 3021245
3221247
TLT; Reviewed: Solution & Interoperability Test Lab Application Notes 11 of 32

SPOC 6/24/2010 ©2010 Avaya Inc. All Rights Reserved. Zeacom-IPO6



5. Configure Zeacom Communications Center

This section provides the procedures for configuring the Zeacom Communications Center server.
The procedures include the following areas:

e Launch Administrator application
e Verify Zeacom license

e Administer PBX

¢ Administer Application Manager
e Administer TAPI driver

e Administer lines

¢ Administer queues

e Administer phonebook

The configuration of Zeacom Communications Center is typically performed by Zeacom
installation technicians or third party resellers. The procedural steps are presented in these
Application Notes for informational purposes.

5.1. Launch Administrator Application

From the Zeacom Communications Center server, launch the Administrator application by
double-clicking the Administrator icon shown below, which was created as part of installation.

A

Administrator

The administrator login screen is displayed. Enter the administrator credentials, and click OK.

administrator

Z connect. as one

zeacom

cormmunications center

Login M ame: || FIM: I

I~ Bemember me next time

ak. I Cancel Help
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5.2. Verify Zeacom License

The Administrator screen is displayed. Select General > Licenses from the left pane, to
display All Licenses in the right pane. Verify that the following licenses are in place: Agent
Desktop, CT Control, Executive Desktop, IPOfficePBX, and UCUL (UC User License).

® pdministrator - [Licenses] =)
Elle Edit Window Help
5 & b4 Language: |English j 2
#2 Voice Messaging all Licenses ™ Import/Register Licenses... | Product Key: JKBN-MXDE-IE2X-LBFI-J18J
Description Licenses Start Date End [ ate
a Console i : ; ; i
# Queuing ';5‘ Alert Motification 1 site B/2/2010 B/2/2011 360
T Callback 1 Site B/2/2010 B/2/2011 360
@ Announce H Console 1 User B/2/2010 B/2/2011 360
T CT Cantral 5 Uszer g/2/2010 B/2/2011 360
¥ General T Custarn Annaunce 12 Part £/2/2010 6/2/2011 360
? :Fﬂ Cuztom Reporting 1 Single B/2/2010 Ef242011 360
il companies T Dashboard 5 User 6/2/2010 6422011 260
_ T DefirityPE 1 Single g/2/2010 /242011 360
8 Haldays R Email Queuing Desktop SMTP & Uzer B/2/2010 B/2/2011 360
ﬁ literias :ﬁ Exrecutive Conference g units B/2/2010 E/272011 360
:ﬁ Executive Desktop 5 Uszer B/2/2010 Bf2f2011 360
Yy T Executive Insight 5 user £/2/2010 6/2/2011 360
-'—ﬁ Erecutive Mobile 5 urits B/2/2010 B/2/2011 350
& Lines T Fax Messaging 4 Fart £/2/2010 E/2/2011 360
T Fax Queuing 5 User 6/2/2010 /2/2011 360
(L Phanebook T IPOfficePEy 1 Single 6/2/2010 B/2/2011 360
4 UCUL [UC User License] 1 units
® System Frompts T UCUL [UC User Licerse] 9 urits £/2/2010 E/2/2011 3D
- o ?‘ﬁ Urified Messaging for Excha.. & Usger B/2/2010 E/2/2011 360
2 Dialing Rules T web Callback Queuing 5 User B/2/2010 B/2/2011 360
T web Chat Queuing 5 User B/2/2010 B/2/2011 360
Licenses: 221
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5.3. Administer PBX

From the Administrator screen, select File > System Setup from the top menu.

D ~Ioix]

File Edit \Window Help

Liri for Recording. .. English :J s
Copy Managet. ..

Swskem Setup. ..

Yerify Swskem Canfiguration. .
Wizards k

Exit
i 1

The System Setup screen is displayed. Select the PBX tab, and click Add.

System Setup
General ; E!u;uingl Waice Me&sagingl Dial By ﬂamel Timer&l Paging!FaMI Retention F'nlic:yl Notificatinn&l
PBs:
_'d,l EE‘::E I \Tjglj Chat Server | Eha

Tvpe: Web Chat Server
Media: Chat

PE¥ is configured and running.

ﬂ) Properties. . Delete

Connection Settings... k. I Cancel Help
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The Add New PBX screen is displayed. For PBX Type, select “Avaya IP Office” from the
drop-down list. Retain the default value in the remaining field.

Add New PBX |

FPB& Tupe:

PEX Name: ||FOifice

k. Caricel

The Configure PBX screen is displayed next. Click the Run button for Configure PBX
Essentials, as shown below.

M Configure PBX |

PE* Type: Avapa IP Office
PBx Mame: IPOfhice

} Configure PBX Essentials -

I —
% Configure PBEX Essentials Run...
~——" Use the PEX Essentials Wizard to configure
Run...

3> Configure OperaTor Console @ | Park and ¥oice Messaging queues,

The Park queue is used for the

management of parked calls, It is used
instead of PEX parking ko provide

enhanced call contral capabilities.

The Yoice Messaging queue is a Hunk

Group used as the Pilok Mumber ko dial
Yoicemail, When a user activates a

Presence Profile the system will Forward

their phone to this number. The forward
busy destination For users phones wil -

&3 What is the PBY Essentials Wizard?

Help |
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The Avaya IP Office PBX Setup Wizard screen is displayed. For Park Queue Number, enter
the Zeacom Hold hunt group extension from Section 4.3.

# Avaya IP Office PBX Setup Wizard

Create Park Queue

The Park queue iz a Hunt Group for the management of parked calls.

Thiz number iz not normally dialed by users. [t must be dialable by any dialogic
voiceport installed in the gpztemn. This will appear az 3 entry in the
General-»System Queues section of thiz application.

Park Queus Number: |222D1

< Bk | Mewt > I Cancel | Help |

The screen below is displayed next. For Voice Messaging Queue Number, enter the Zeacom
Voicemail hunt group extension from Section 4.3. Retain the default value in the next screen,
and click Finish in the subsequent screen to complete the wizard.

& Avaya IP Office PBX Setup Wizard

Create Yoice Messaging Gueus

The Woice Mezzaging Queus iz a Hunt Group used as the Pilot Mumber to dial
Waicemail. When a uzer activates a Prezence Profile the systern will fanvard their
phione ko thiz number. The forward busy destination for uzger: phones will need ta
be zet manually or via the PBX Maintenance interface.

Thiz number iz dialed by all uzerz, and iz normally an easily remembered number.
Thiz will appear az a entry in the General-» System Queues section of this
application,

Woice Messaging Gueus Number: !22202

< Back | Hewut > I Cancel Help

TLT; Reviewed: Solution & Interoperability Test Lab Application Notes 16 of 32
SPOC 6/24/2010 ©2010 Avaya Inc. All Rights Reserved. Zeacom-IPO6



The Configure PBX screen is displayed again. Click the Run button for Configure Operator
Console, as shown below.

® Configure PBX B |

FB# Twpe: Avaya IP Office
B Mame: IPOffice

v Configure PBX Essentials € | Complet=d tonfigure ORerstoc Lonsule

- “~ Run ko set the number dialed to reach the
e Configure DperaTor Consale 3 B, Console Operakor Queue and the Operator
Swstern queue,
O ——

{Qj What is the Operator Console 'Wizard?

Cloze | Help

The Configure Operator Console screen is displayed. For Console Operator Queue Number,
enter the Zeacom Operator hunt group extension from Section 4.3.

& Configure Dperator Console [ 2]

Configure Console Operator Quele

To create a Conzole Operator Queue, vou must enter the number dialed to reach
the Conzole Operator Qusue.

Conzole Operator Quewe Mumber; |222I33

] 8 I Cancel Help
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The System Setup screen is displayed, click Properties.

System Setup

General  FBR InguingI Woice Messagingl Diial By ﬂamel Timelsl F'agingx’Faxl Retention F'olicyl MHuotifications

PBxs:
| Hame | Tupe | 1POffice
=3 Chat Wweb Chat Server
¥ IPOffice Avapa IP Office Type:  Avaya IP Office
Media:  Phone

PEY is configured but the PER
process is nok regiskered on the
CTI server, You need ko run
Application Manager to regisker
and start the process,

Fun Application Manager. ..

{

T

Connection Settings. .. | oK | Cancel | Help

The IP Office PBX Setup screen is displayed. Check Music on hold, and retain the default
values in the remaining fields. Make certain that the Voicemail port auto learn code matches

the short code from Section 4.2.

IP Office PEX Setup |

PEX Mame: [IPOffice

Yoicemail part auto learn code; |“99424299

Park. retrieve code; l"?

- Eutd
CallLizten access code: I B

System E stenzion

Analog Login E stenzsion: | <MOME > ;I
System Maintenance Estension: |<NEINE> j
0k Cancel
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5.4. Administer Application Manager
The System Setup screen is displayed again, click Run Application Manager.

System Setup

General FBX Iﬁuguingl Woice Messagingl Dial By Hamei Timersl Paginga’Fa:-cl Retention F‘olic:yl Matifications

FBs:
| Mame | Tope I POFfice
=%, Chat web Chat Server
“¥  |POffice Avaya IP Office Type:  Awvaya [P Office

Froperties... Delete

Media:  Phone

PEY is configured but the PEX
process is not regiskered on the
CTI server, You need to run
Application Manager to regisker
and start the process,

Fiun Application Manager. ..

Connection Settings... |

aK | Cancel | Help |

The Zeacom Application Manager screen is displayed next. Select DEVCONNECT > Server
Applications > CTI Application Server in the left pane, where DEVCONNECT is the local
computer name. Right click in the right-pane, and select Add Application in the pop-up list (not

shown below).

W zeacom Application Manager [DEYCONNECT] =]
File Action Help
PoEB by |G
= = DEVCONMELT |CTI Application Server[DEYCONNECT]
[+, Configuration
- Client Applications | Application | Machine || File Version
Server Applications I &nnounce Port 0 DEYCOMMECT C:\Program Files\TelephongCTIAbinvAnnouncePort sxe 5.0.2115.367
2 Al Applications F Audit Server DEYCOMMECT C:\Program Files\TelephonyhCTISbintAuditS erver. exe 5.0.2100.9
14 CTI Application Servt | b fuvaya Communication Manager [ DEVCOMMECT C:\Program FileshT elephony\ CTI\binkD efinityPEX, exe 5.02100.36
r Chat P DEVCOMMELCT C:\Program Files\T elephorpbCTIWbinAChatPEX, exe BO210012
T Conbral DEVCOMMECT C:\Pragram Files\T elephony\CTI%bin 0 Contral. exe 50211580
f Database Server DEVCOMMECT C:\Program Files\ T elephornyhCT I NbintQAS erver exe 5.0.2100.147
DB Cleanup DEYCOMMECT C:MProgram Files\T elephory s CTINbink G Cleanup.exe 5.0.2100.20
I DB Contraller DEYCOMMECT C:\Program Filez\T elephongbCT1NbinADEB Controller. exe 5021004
I Licence Manager DEYVCOMMELCT C:\Program Files\T elephongdCTINbin\Licencer anager. exe B.0.2100.37
P LogCampress DEYVCOMMELCT C:\Program Files\T elephorgbCTINbin\LogCamprass. exe 5021002
J Matifization Manager DEVCOMMECT C:\Program Files\T elephory\CTI\bin'M otifS erver. exe 50210018
fr Performance Maonitor DEVCOMMECT C:\Program Files\T elephory\CTI\binPerformancetonitor....  5.0.2100.14
 Presence Server DEYCOMMELCT C:\Program Files\T elephong CTINbin\PresenceSry. exe 50211540
Jr Report Server DEYCOMMECT C:\Program Filez\TelephonybCTIWbinreportery. exe 50210010
Kl | » [
Feady
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The Application Wizard screen is displayed. For Application, select “IPOffice PBX” from the
drop-down list. Retain the default value in the next screen (not shown below).

Application Wizard |

Select an application name

Select an application from the Application drop-doven lizt. To add an application which iz
niat if the lizt, pe the name in the Application figld.

Application:  |([REl==g gk .ﬂ

¢ Bach MHewt > Cancel Help

The screen below is displayed next. Check Application starts automatically, and click Finish
in the subsequent screen to complete the wizard.

Application Wizard |

Configure the following setfings:

You can zet the application to start each time the service starts and/or start the
application yourzelf each time.

¥ itpplication starts autornaticalle

¢ Back MHewt > Cancel Help
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5.5. Administer TAPI Driver

From the Zeacom Communications Center server, select Start > Control Panel > Phone and
Modem Options, to display the Phone and Modem Options screen. Select the Avaya IP
Office TAPI2 Service Provider entry under the Advanced tab, and click Configure.

Phone and Modem Options E

Dialing HulESI Modems Advanced |

? The fallowing telephony providers are inztalled on thiz computer:

Froviders:

g |F [ aF 2 e Provider
Microgzoft H.323 Telephory Service Provider
Microzoft HID Phone TSP
Microzoft Multicast Conference TAPI Service Provider
MDIS Prosy TAPI Service Provider
TAFI Kemeltode Service Provider
rimodem 5 Service Provider

Add... | Remove I Eunfigure...l

k. l Cancel | Apply i

The Avaya TAPI2 configuration screen is displayed. For Switch IP Address, enter the IP
address of Avaya IP Office. Select the radio button for Third Party, and enter the IP Office

password into the Switch Password field. Check ACD Queues, as shown below. Reboot the
Zeacom Communications Center server.

Avaya TAPIZ configuration

]
Switch 1P Address |1n_32_33_1n

Cancel
" Single Usger

Uszer Mame |
zer Pazsword I

' Third Paity

Swiitch Passward | I

[T Ex Directon Users

v &4CD Qusus
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5.6. Administer Lines

From the Zeacom Communications Center server, follow the procedures in Section 5.1 to launch
the Administrator application. The Zeacom Administrator screen is displayed. Select General
> Lines from the left pane, to display a list of extensions obtained automatically from Avaya IP
Office.

Right click on the entry associated with the Zeacom Monitor hunt group from Section 4.3, in this
case “22204”, and select Convert Into Queue from the pop-up list.

Repeat and convert entries associated with the Zeacom Fallback hunt group “22205”, Zeacom
Sales hunt group “22206”, and the Zeacom Support hunt group “22207”.

M Zeacom Administrator - [Lines] M=
File Edit Window Help
ol I Language: IEninsh LI 7
IPOffice =  AllLines ™
"« Yoice Messaging
Mame | E stension | Type | Tenant | onitor Status I Default Agent AJ
3 Console ¢ Added by System 21250 Dterm ‘ez
& Added by System 21251 Dterm es
ﬁ Queuing ¥ Added by Spstem 21252 Dterm Yes
%9 ddded by Spstem 21253 Dterm ez
@ Announce & Added by System 21254 Dterm Yes
5 General ?}' Added by Spstem 21281 Diterrn Yes
& Bdded by Spstem 21282 Dterm Yes
[l companies 24| ¥ Added by Spstem 22000 Dterm Yes
E -4 \dded by System 22204 Analog 54
_ i s Add.
P Holidays & Added by Spstem 22205 Analog 4} s
i & Added by Spstem 22206 Dterrn - L
'ﬁ Licenses 2 Added by System 22207 Analog >|< Delzte
2 ¥ 2dded by Spstem 22222 TAP| wave Port =1 Copy..
Security =
'}' Added by Sypstem 28001 Dterm e ey
|§ i ¥ Added by Syatem 28002 Dterm & I
- ol ert Intd Quede
&3 Added by Spstem 25555 Diterrn _
[lH Phonebook o ff_}' Added by Spstem 28001 Dterrn
@3 fdded by Spstem 28002 Diterm |
@p; Syskem Queuss 4
: hd | K| | ]
| Lines: 341
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5.7. Administer Queues

Select Queuing > Queues from the left pane, to display a list of queues. Double click on the
entry corresponding to the Zeacom Monitor hunt group from Section 4.3, in this case “22204”.

In the subsequent screen (not shown below), modify the queue name to match the hunt group
name from Section 4.3.

& Zeacom Administrator - [Queues] =]
File Edit Window Help
st H By X Language: |English j .
IPOffice ™ PBX Queues ™
£+ Yoice Messaging
[ueue I MName | "Wiapups | fodes I Indial Modifiers I
a Console & 22203 Operatar Tes
Added by System Tes
i Queuing e 1] Added by Spstem Yes
il ¥ 22206 Added by System Yes
[ Queues & 22207 Added by System Yes
B Delivery Patt
o, v Patterns LI
@ Announce
2 General
1| | 13
| Queles; 511

Repeat this section for all queues converted from Section 5.6. In the compliance testing, the
names of four queues were modified, as shown in the screenshot below.

& Zeacom Administrator - [Queues] _ [O] <]
File Edit Window Help
o 4 | 4 = X Language: IEninsh j 2
IPOffice ™ PBY Queues ™
Ee Yoice Messaging
[ueue | tame | Wiapups I hodes | Indial todifiers I
& Console 22203 Operator ez
a3 2204 Zeacom Monitor Yes
fifi Queuing W 22205 Zeacom Fallback Yeg
B 3 a3 22206 Zeacom Sales ez
r leles ] o0 Zeacom Support ‘res
:_“,a Celivery Patterns _I
® Announce
¥ General
1| | 13
| Queues; 511
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5.8. Administer Phonebook
From the Administrator screen, select General > Phonebook from the left pane, to display a
list of phonebook entries. Click the Add Wizard icon, to add a contact.

A Zeacom Administrator - [Phonebook] _ (O]

e Edit indow Help
i b || ﬁ 2y M Language: IEninsh j e
Filter -

F# Yoice Messaging
Loak far: | Company: |<.-’-‘«LL CDMF‘ANIES>_'J Ovarier: I‘ 4] Contacts> :J Drirectary: |<AII Contacts: 'I
& Console
First Mame | Lazt Mame | Ext | Qffice | Mobile | Home | Company |
ﬁ Queuing @ DevConnect System DevConnect
@ System Aadmin DevConnect
@ Announce
¥ General
ﬂﬁ Companies =
X Holidays
‘:‘ﬁ Licenses
& Security
& Lines
m Phonebook _I

| Phonebook: 611

The Adding Phonebook Contact screen is displayed. Enter desired values for First Name and
Last Name, and click Next. Retain the default values in the next screen (not shown below).

& Adding Phonebook Contact E

Enter the Contact Mame

Enter the first and last name of the new contact to add to the Phoneboolk |

Firzt M ame: IIF'D Agent]

Lazt Mame: IZeacom

Enter an alias or quick search name for the contact. A QuickSearch allows the
uzer bo quickly find the contact in the Phonebook [Ophonal) .

Duick Search: I

¢ Hack | Meut » I Cancel Help
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The screen below is displayed. For Extension, enter the first agent extension from Section 4.4.
In the subsequent screens, follow [2] to select the proper security class, mailbox creation,
mailbox class, and contact registration.

# adding Phonebook Contact E3 I

Enter the Contact Details

Estengion:

Business:
Huorne:

M abile:
Faw
Pager:

E -mail:

!21 251

| Urited States (1)

&l |

| Urited States (1)

)

[United States (1]

|

| Urited States 1)

|

| Urited States 1)

=]

< Back | Meut » I

Cancel Help

Repeat this section to add all agents and supervisors. In the compliance testing, two agents and
one supervisor with extensions “21251-21253” were added. Click on Class has no delivery.

) Zeacom Administrator - [Phonebook]

File Edit ‘indow Help

5 y B ¢ Language: IEninsh j II s
£ Voice M = Filter A | Incopnlaks b4
L oice Messaging 4 3
Lok far: | Company: |<.-’-‘«LL CDMF‘ANIES>_'J Ohvarier: Iﬂ 4] Contacts> (L Class has o delivery
& Console
First Mame | Lazt Mame Ext | Office | Mobile | Home
i Queuing @ DevConnect System
o @ PO Agentd Zeacom 21251
ounes @ PO Agent2  Zeacom 21252
) G.E"!"—ra.l_ | lOSUpBrvisor Zeau;:om 21253
& System Adrmirn
@,H Companies =
X Holidays
‘:‘ﬁ Licenses
& Security
& Lines =
E Phonebaook
=li|4] i 3
| Phonebook: 70
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The Editing Agent Login Class screen is displayed. Select the Delivery tab, and click Add.

& Editing Agent Login Class 'IPO General' Ed

—General
I arrie: IP0 General Murmber: |5 ﬁ
D epartment; |<Unspeciﬁed> :]

General  Deliveny | Media I Warktimel Break Heasunsl Worktime Heasansl
Configuration Method; % Standard " Schedule

CLeues:

Queue | Delivery | AW | Overmide Delay | Secondz Delay-Friority |

[ielete |
9]

0Ok I Cancel | Apply | Help

The Add Queues screen is displayed next. Check the Zeacom Support and Zeacom Sales
entries, as shown below. This will enable calls to these hunt groups to be delivered to the agents.

® Add Queues |

Select Queuss to add...

M urnber I [ arne |
22207 Zeacom Support

[0 22205 Zeacom Falback

[ 22202 Operator

O 22204 Zeacom Monitor

22206 Zeacom Sales

Select All Dezelect Al F, Cancel Help
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6. General Test Approach and Test Results

The feature test cases were performed both automatically and manually. Upon start of the
Zeacom Communications Center application, the application automatically requests monitoring
of devices.

For the manual part of the testing, incoming calls were made to the general routing hunt groups.
The Zeacom Communications Center server used the TAPI event messages to track agent states,
and specified calls to be redirected to available agents. Manual call controls from both the agent
telephones and the agent desktops were exercised to verify remaining features such as answering
and transferring of calls.

Voicemail was tested by not answering personal calls at the agent, and have the call cover to
Zeacom Communications Center for proper leaving of voice message and activation of MWL
Manual call was then made from the agent to the Zeacom Voicemail hunt group for retrieval of
the voice message and proper deactivation of MWI.

The serviceability test cases were performed manually by disconnecting and reconnecting the
Ethernet cable to Zeacom Communications Center.

The verification of tests included human checking of proper states at the agent telephones and
desktop screens, and of reviewing the TAPI log file from Zeacom Communications Center.

All test cases were executed and passed.
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7. Verification Steps

This section provides the tests that can be performed to verify proper configuration of Avaya IP
Office and Zeacom Communications Center. From the agent desktop running the Zeacom
Executive Desktop client software, double-click on the Desktop icon shown below, which was
created as part of installation.

£
Ceskiop

The desktop login screen is displayed. Log in with the proper agent credentials.

desktop

Z connect, as one

zeacom’

communications center

Loain Mame; |IF'EI Agentl Zeacom | PIN: |mx |

Bemember me next timne

[ (] J[ Cancel ][ Help ]
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The Desktop screen is displayed. Click the Log into Queues icon, as shown below.

D Desktop - IPO Agent1 Ieacom

EDX]

File Call Agent ‘oice Messaging View Help 10:42:13 Ak

Comtact: I| b TS TR S O [ T

(2 PN T— D e s ——

E Phote Callz
Line State Caller Info Ongin [rate Time [luration Queue
|5 Call Histary
&4 Cantact Center |
¥
a Agents —_—
i Queues P Ide |
_;} Chat ;L Anzwer Call u’:ﬁ Forward Al o B E
) i No Active Call
- Presence
¥ wweh Browser
< e
s <rthe Officer  Zp Schedule: On & Free Until: 5:00 pra (8:00 prm) 2 <hype presence note heres Mo New Messages
The Log into Queues dialog box is displayed next. Retain all default values.
Log into Queues &|
b ake vourzelf available to take Queue Calls.
Clazsg; IF'I:I [Feneral W |
M ake me ready for:
¥ Phane calls
'/ Chat
L ] ] [ Cancel ] [ Help ]
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Make an incoming call to the Zeacom Support hunt group, with an available agent. Verify that
the answering agent’s desktop is populated with a voice call entry, as shown below. Verify that

the State is “Offering”, and that the Caller Info displays the calling party number. Click on
Answer Call to answer the call.

B Desktop - IPO Apent1 Zeacom

AEE
File Call Agent ‘“oice Messaging Yiew Help 10:53:18 Abd
+1 (3 i I (o . T [ T
@ B ¥ Bord ¥ 6 - Presence |&<[‘n the Offices

Caontact:

|7 LV R —
E Fhorne Callz
_ L_irje___ } Statn_a__ Calle_rlnfo ) D_rigin_ Date_____ i T_img o D uration i Quesue }
L3 CallHistory 21251 | Offering  +1 (908) 8485000 Externa 6/2j2010 10:53:12 AM 0:06 Zeacom 5.
@4 Contact Center
% |
& Agents T

i Queues

a 5l [+1 (908) 8485000] |
) Chat ‘}_ Anawer Call 35 Forward Al
3 Zeacom Support: Queue Call

Unknown on +1 (908) 8485000

A

- Presence

Duration: —006
Wait Time: —000

% Wb Browser

& <Inthe Office> 29 Schedule: On

8 Free Untit 500 pm [3:00pm) 27 <type presence note heres Mo Mew Messages

Verity that the State is updated to “Connected”, and that the agent is connected to the caller with
two-way talk paths.

D Desktop - IPO Apent1 Zeacom

File LCall Agent “oice Messaging Yiew Help 10:53:34 AM

Cantact: [5 5000

- VL B B
I@ BB Berd NO#0 - Presence: |S¥-_<_[.hthe_]jfﬁ:é-a'>.

|V W ——
|§ Phaone Calls
_ L_ine___ ) Statg o Ealle_rlnfo i D_rigin } Date__ - T_imn_a - Duration Hueue i
L8 CallHistory 21251 | Cormnected +1 (908) 8485000 External 6/9/2010 10:53:12 AM 0:13 Zeacom S..
&l Contact Center
AT el
& Agents T
i Queues . Inbound Call [+1 (308] 6485000] |
= L4
5 Chat 4 Hangup 27 Hold (@ Park %7 Transfer §8 Invite (5) Record %3 Forward A1 3| | &
P @ Zeacom Support: Queue Call Duration: 0:13
Unknown on +1 (908) 8485000 it Time: 0:00
¥ ek Browser
¢ |13
£ <inthe Dffices ¢ Schedule: On & Free Untik 500 pro (800 pm) 27 <hype presence note heres No New Messages
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8. Conclusion

These Application Notes describe the configuration steps required for Zeacom Communications
Center 5.0 to successfully interoperate with Avaya IP Office 6.0 using the TAPI and Analog
interfaces. All feature and serviceability test cases were completed.

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

1. [P Office 6.0 Documentation CD, February 2010, available at http://support.avaya.com.

2. [P Office Installation Manual, Zeacom Library Version 5.0, available via IP Office
training course provided by Zeacom.
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full title name and filename, located in the lower right corner, directly to the Avaya DevConnect
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