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Abstract

These Application Notes describe the configuration steps required for VPI EMPOWER Suite
Performance Reporting to interoperate with Avaya Call Management System. VPI
EMPOWER Suite Performance Reporting is a contact center performance reporting solution.
It receives real-time and historical agent and skill statistics from Avaya Call Management
System, stores the data in a local database, performs calculations, and presents processed data
in various reports and displays.

Information in these Application Notes has been obtained through compliance testing and
additional technical discussions. Testing was conducted via the DevConnect Program at the
Avaya Solution and Interoperability Test Lab.
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1. Introduction

These Application Notes describe the configuration steps required for VPI EMPOWER Suite
Performance Reporting to interoperate with Avaya Call Management System. VPI EMPOWER
Suite Performance Reporting is a part of the VPI EMPOWER Suite software. It receives real-
time and historical agent and skill statistics from Avaya Call Management System, stores the
data in a local database, performs calculations, and present processed data in various reports and
displays.

VPI EMPOWER Suite Performance Reporting is integrated with Avaya Call Management
System via rt-socket and ODBC interfaces. In the compliance test, a number of skills on Avaya
Aura® Communication Manager are configured to be “measured”. Real-time and historical
statistics on the “measured” skills and the agents that log into those skills is sent by Avaya
Aura® Communication Manager to Avaya Call Management System on a regular basis.

VPI EMPOWER Suite Performance Reporting collects the real-time statistics in Avaya Call
Management System using an rt-socket adapter developed by Avaya Professional Services. The
rt-socket adapter is installed on Avaya Call Management System. A TCP client-server model is
used for establishing an rt-socket connection, with Avaya Call Management System being the
“client”, and the VPI EMPOWER Suite Performance Reporting server being the “server”. The
VPI EMPOWER Suite Performance Reporting server runs a TCP “listener” process to receive
the data. Two real-time reports are presented in the data stream, one for agent and another for
skill.

VPI EMPOWER Suite Performance Reporting also collects historical data from the Informix
database inside Avaya Call Management System using an ODBC interface. The data is retrieved
every each 30-minutes interval. Daily, weekly, and monthly statistics is aggregated by VPI
EMPOWER Suite based upon the interval data. The historical data accessed by VPI EMPOWER
Suite Performance Reporting relates to agent, skill, and dictionary information.
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2. General Test Approach and Test Results

The interoperability compliance test included feature and serviceability testing.

The feature test cases were performed manually. Within a measured interval, incoming and
outgoing calls were made to the measured skills to enable skill and agent data to be sent to CMS.
Manual call controls and agent work mode changes were exercised to populate specific fields in
the data stream. In the compliance test, the measured interval is fixed at 30 minutes per
requirement of VPI EMPOWER Suite Performance Reporting.

After a call or agent work mode change was made and corresponding real-time records were
stored in the VPI EMPOWER Suite Performance Reporting database, the data was reviewed
against the matching CMS custom reports to verify proper parsing and storage of the real-time
data.

At the end of a measured interval, VPI EMPOWER Suite Performance Reporting scheduled an
ODBC access to retrieve the data related to agents and skills for that interval. The data, stored in
the VPI EMPOWER Suite Performance Reporting database, was reviewed to verify proper
parsing and storage of the historical data against the data in the CMS database.

The serviceability test cases were performed manually by forcing solution components to go out
of service and come back and verifying VPI server’s ability to recover.

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.

2.1. Interoperability Compliance Testing

The feature testing focused on verifying VPI EMPOWER Suite Performance Reporting correctly
parsing and storing skill and agent data from CMS. A number of call center scenarios including
agent login, agent mode change, agent logout, incoming call to VDN, abandon call, call waiting
in queue, call waiting at agent, hold/resume, transfer, conference, direct agent call, extension call
from agent, incoming call to agent extension, outbound call to PSTN, and redirect on no answer
were exercised and a number of vector commands such as queue-to, busy, disconnect, route-to,
and stop were executed to generate data for specific fields in the database tables and real-time
reports.

The serviceability testing focused on verifying the ability of the VPI server to recover from
adverse conditions, such as stopping the rt-socket adapter on CMS, disconnecting the VPI server
from the network, and rebooting the VPI server.
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2.2. Test Results

All test cases were executed successfully. Two observations were made as follows:

e After all the agents were logged out, the real-time database table for agents still showed
the record of the agent that logged out the last. Other agents’ records were removed
correctly.

¢ The utcoffset field in the split historical table always showed 0 values.

2.3. Support

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

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

The compliance test was done with all the test equipment in an Avaya Lab. The Avaya side
equipment included Communication Manager, CMS, and several IP phones. The VPI application
and associated SQL Express database resided on a VMWare virtual machine running on a blade
server. The VPortal interface of VPI EMPOWER Suite Performance Reporting was accessible
through a web browser. All calls to and from the public network were routed through an ISDN
PRI trunk.

. 4
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Avaya Aura® Communication Manager
10.64.10.67 running on S8300D with
G450 Media Gateway 10,64, 10.45

Avaya Call Management System

VPI EMPOWER Suite Performance
Reporting running on Dell Blade Server/
r VMWare Virtual Machine 10.64.101.113
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96x0/96x 1
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Telephone
(H.323)
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Figure 1: VPI EMPOWER Suite Performance Reporting with Avaya Call Management
System
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4. Equipment and Software Validated

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

Equipment/Software

Version

Avaya S8300D Server running Avaya Aura®
Communication Manager

Release 6.3 SP1 (patch 03.0.124.0-20850)

Avaya G450 Media Gateway
MGP
MM710 T1 Module

HW 1 FW 33.13.0
HW 04 FW 015

Avaya Call Management System

R17

Avaya 96x1 H.323 Telephones

Avaya one-X® Deskphone Release 6.2.3

Avaya 96x0 H.323 Telephones

Avaya one-X® Deskphone Release 3.2.0

VPI EMPOWER Suite Performance Reporting
running under Windows Server 2008 R2 SP1
on a VMWare virtual machine

e  With Microsoft SQL Express Server 2012

5.4 SP3
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5. Configure Avaya Aura® Communication Manager

The detailed administration of contact center resources and connectivity between
Communication Manager and CMS is not the focus of these Application Notes and will not be
described. For administration of contact center resources and connectivity to CMS, refer to the
appropriate documentation listed in Section 10.

This section provides the procedures for how to enable skill and agent measurement data to be
sent to CMS. The procedures include the following areas:

¢ Administer measured Skills and Agents

For the compliance testing, the following contact center resources were used.

VDN Skill Agents
25900 1 2501

25905 2 2502

25909 No skill involved No agents involved

5.1. Administer Measured Skills and Agents

€e_.%%

Use the “change hunt-group n” command, where “n” is the number of the Skill group to be
measured by CMS. Navigate to Page 2, and set the Measured field to “external” or “both” to
enable measurement data on the Skill group and the associated Agents to be sent to CMS.
Repeat this step for all the Skill groups that will be measured by CMS.

change hunt-group 1 Page 2 of 4
HUNT GROUP
Skill? y Expected Call Handling Time (sec): 20
AAS? n Service Level Target (% in sec): 80 in 20

Measured: both
Supervisor Extension:

Controlling Adjunct: none

VuStats Objective:

Multiple Call Handling: none

Timed ACW Interval (sec): 10 After Xfer or Held Call Drops? n
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For the compliance testing, two Skill groups with group numbers 1 and 2 were configured to be
measured. In addition, two agents with extensions 25001 and 25002 and agent id 2501 and 2502
were used as available agents for the above Skill groups.

list agent-loginID 2501 count 2

AGENT LOGINID
Login ID Name Extension Dir Agt AAS/AUD COR Ag Pr SO
Skil/Lv Skil/Lv Skil/Lv Skil/Lv Skil/Lv Skil/Lv Skil/Lv Skil/Lv

2501 IP Agent 1 25001 1 1vl
1/01 2/01 / / / / / /
2502 IP Agent 2 25002 1 1 1vl
1/01 2/01 3/01 / / / / /
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6. Configure Avaya Call Management System

The connectivity between CMS and Communication Manager is assumed to be in place and will
not be described. In addition, these Application Notes assume the intra-hour interval has been
administered to 30 minutes.

This section provides the procedures for the following:

® Configure Rt-socket Adapter
o Enable Rt-socket Sessions
e  Check Intra-hour Interval

6.1. Configure Rt-socket Adapter

Two rt-socket sessions need to be configured for the rt-socket adapter, one for the agent report
and another for the skill report. The rt-socket adapter is configured through a configuration file
named rta.conf located in the directory where the adapter software is installed. In the
compliance test configuration, the path to the directory was /export/home/pserv/rt_socket. In
the rta.conf file, select a Session number and configure the following items:

HOST: hostname of the VPI server which is defined in /etc/hosts
PORT: port for the TCP/IP connection

ACD: ACD that sources the real-time data

Report: report to be sent in the data stream

REFRESH: real-time report refresh rate

DEST_APP: destination application for rt_socket. Not used in this test.

The following screenshot shows how the adapter was configured in the test configuration. Note
that Session 10 was used for the agent report and Session 11 was used for the skill report. Also
note that all the parameters had the Session number appended to their names.

HOST10=vpi

PORT10=7000

ACD10=3

OPTS10="-E ==EOD== -S ==START=="

REPORT10=syntora_agent

MONITOR_LIST10="1-2000"

REFRESH10=5

DEST APP10="VPI" # destination app for rt_socket or Generic—-RTA
oo sees e s e Segglen 1l s———cc—mcmmcmmemee—ee—eeeee——e
HOST1l1l=vpi

PORT11=7001

ACD11=3

OPTS11="-E ==EOD== -S ==START=="

REPORT1ll=syntora_split

MONITOR_LIST11="1-2000"

REFRESH11=5

DEST APP11="VPI" # destination app for rt_socket or Generic—-RTA
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6.2. Enable Rt-socket Sessions

Log in CMS using an SSH client and with proper credentials. Change directory to
/export/home/pserv/rt_socket. Run the “./menurta” command to access the RT_Socket Menu.
From the menu, choose 2 to stop the sessions related to VPI interfaces. When prompted, enter
the session numbers configured in Section 6.1.

Start RT_Socket Interface
Stop RT_Socket Interface
Check Status

Display License Info

View Maintenance Log

Show Version

Change Input Parameters
Display Configuration
Exit

Choice ==> 2

O 00 JO0 U WK

Which rt_socket session do you want to stop? [1-32] [all] 10 11
stopping rt_socket session: 10 11

Stopping rt_socket session 10, please wait...

Stopping rt_socket session 11, please wait...

Press Enter to return to menu:

Once the sessions are stopped, press Enter to return to the RT_Socket menu screen. Choose 1
from the menu to start the sessions. When prompted, enter the session numbers.

Start RT_Socket Interface
Stop RT_Socket Interface
Check Status

Display License Info

View Maintenance Log

Show Version

Change Input Parameters
Display Configuration
Exit

Choice ==> 1

Which RT_Socket session do you want to start? [1-32] [all] 10 11
Starting session 10, please wait...

Starting session 11, please wait...

O 00 JO0 Ul WD

Press Enter to return to menu:

Once the sessions are started, press Enter to return to the RT_Socket menu screen and then 0 to
exit.
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6.3. Check Intra-Hour Interval
Use Avaya Terminal Emulator to connect to CMS, and log in with proper credentials. Enter
“cms” at the command prompt to display the MainMenu screen. Navigate to System Setup -

Storage Intervals and press Enter.

0 of 10 o~ =

Windows:

Avaya (TM) CM3 s R

11/ :k 13 13:03

Help Window Commands Keep Exit Scrall Current Mainkdenu

The System Setup: Storage Intervals screen is displayed. Make certain that the intra-hour
interval is set to “30 minutes”, as required by VPI EMPOWER Suite Performance Reporting.

mE %)

A

| g![:kvaya Terminal Emulator - A
Profile  Edit  Connection  Help
11/ &/13 13:05 Avaya(TM) CM3 1

-

Windows: 1 of 10

Intervals 28300_TRL

Exit Scrall Current Maintenu

Help Window Commands Keep

11 of 27
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7. Configure VPI EMPOWER Suite Performance Reporting

This section provides the procedures for configuring VPI EMPOWER Suite Performance
Reporting. The procedures include the following areas:

Administer Host Name for Avaya Call Management System
Administer Real-Time Interface Information

Administer ODBC interface parameters

Administer agents

Note that configuration of VPI EMPOWER Suite Performance Reporting is typically performed
by the VPI deployment engineers. The procedural steps presented in these Application Notes are
for informational purposes.

7.1. Administer Host Name for Avaya Call Management System

From the VP EMPOWER Suite Performance Reporting server, open the hosts file in
C:\Windows\System32\drivers\etc folder with the Microsoft Windows Notepad application.
Add the following line to the bottom of the file where 10.64.10.8S is the IP address of CMS.

| 10.64.10.85 cuMs

7.2. Administer Real-Time Interface Information

From the VP EMPOWER Suite Performance Reporting server, navigate to the C:\Program
Files (x86)\VPI\Avaya CMS Data Adapter folder. Open the config.ini file with the Notepad
application.

B Avaya CMs Data Adapter _[oOlx
“;\ )= | = default = Local Disk {C:) = Program Files {x86) = %PI = Avaya CMS Data Adapﬁr - l;a; ! Search Avaya CMS Data Adapter E‘
Organize *  Includeinlbrary +  Sharewith v New faolder SEEE 4 EJ ﬂ
e Hame * IData modified ITypE |s\ze | |

B Desktop || activity 104292013 1:02 PM Text Document OKB
& Downloads [ AgCmsR 10/29/2013 12:47 PM Application 100 KB
15 Recent Places 10j23/2013 1:13PM  Corfiguration settings 2KB

125 install 10/29/2013 12:45PM  Windows Batch File 1KE
-4 Libraries —
o [ socksery 10/29/2013 12:47 P Application 116 KB
<| Dacuments
_' - | socksery 10/29/2013 12;:59 PM  Text Document 1KB
L S ] startcansole 10§25/2013 12:47 PM Windows Batch File 1KE
B Videos
M defaulk
L;u Local Disk (i)
5 DB(DY)
(w buffer (E:)
o LTS R
w Local Disk (G}
i Network
7 iterns
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In the [AgentSplitFeed] section, set the ClientAddress parameter to the CMS hostname
configured in Section 7.1 and the port parameter to the port assigned to the agent report in
Section 6.1.

[AgentSplitFeed]
ClientAddress=cms
port=7000

In the [SplitFeed] section, set the ClientAddress parameter to the CMS hostname configured in
Section 7.1 and the port parameter to the port assigned to the skill report in Section 6.1.

[SplitFeed]
ClientAddress=cms
port=7001

7.3. Administer ODBC interface parameters

From the VPI EMPOWER Suite Performance Reporting server, navigate to the Start = Control
Panel - Administrative Tools folder. Double click the Data Source (ODBC) item.

'&Administrative Tools

’Vl\j)n\ ._)1 [+ = Control Panel - All Contral Panel Ikems - Administrative Tools - lmj
Organize ¥
e Marme Date modified Twpe Size
B Desktop | Remoke Desktop Services 7]13/2009 158 PM File Folder
U8 Dowrloads (31: Component Services 7113(2000 10:58 PM Shorbeut 2KE
=1 Recent Places 3 Computer Management 7113(2000 10:57 PM Shorbeut 2KE
s 7/13/2009 10:57 PM Shartcut Z KB
E B m @ Event Yiewer 7113/2009 10:58 PM Shortcut ZKE
’.,!“ Music Eﬁ Internet Information Services (115) 6.0 Mana...  10f29/2013 10:59 AM  Shortcut ZKE
b=/ Pictures EE Internet Information Services ({115) Manager 10/29{2013 10:59 AM  Shortcut ZKB
B videos &k, iSCST Initiator 7/13/2009 10:57 PM Sharteut ZKE
W et |:;tg Local Security Policy 713f2009 10:58 PM Shortcut ZKE %
E é' Local Disk (C2) @!' Performance Monitor 7113/2009 10:57 PM Shortcut ZKE
- DB D) [l Security Configuration Wizard 7/13/2002 10:58 PM Shortcut ZKB
a buffer (E:) [@h Server Manager 7/13/2009 10:58 P Shortcut ZKB
ca LTS (Fi) (@} Services 7/13/2009 10:57 PM Shortcut Z KB
cw Local Disk (1) [2L] Share and Storage Management 7/13{2009 10158 PM  Shortcut ZKB
. [#® Storage Explorer 7/13/2009 10:55 PM Shortcut Z KB
t‘“ kol @ System Configuration 7/13/2009 10:57 PM Shartcut 2 KB
'@_-:" Task Scheduler 7/13/2009 10:55 PM Shartcut 2 KB
élf wWindows Firewall with Advanced Security 7/13/2009 10:57 PM Shartcut Z KB
Ep ‘Windows Memory Diagnostic F/13/2009 10:57 PM Shartcut Z KB
ET{‘ windows PowerShell Modules 732009 11:37 PM Shorteut 3 KB
ﬁb ‘Windows Server Backup 7312009 10:58 PM Shortcut ZKB
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The ODBC Data Source Administrator window is displayed. Select the System DSN tab and
click Add....
H ODBC Data Source Administrator |
UserDSH  Swsten DSN | File DSH I Driversi Tra-:ingl Connection F'-:u:ulingl About |

Syetem Data Sources:

MName | Driver | Add.

Femove

|

Eanfigure. ..

An ODBC System data source stores information about how o connect to
| 1 the indicated data provider. & System data source iz visible to all users
- or this machine, including HT services,

k. Cancel Ft e Help

The Create New Data Source window is displayed. Select the IBM INFORMIX ODBS
DRIVER (64-bit) driver and click Finish.

Create New Data Source I

Select a driver for which vou want to set up a data source.

I arme | Y erzion
F | IBK INFORMI= ODBC DRIVER 3.60.00.14536
__'2 ' IBK INFORMI= ODBC DRIVER [B4-bit] 3.50.00.14586
b s SCL Server B.01.7601.1751.
SOL Server Mative Clent 17.0 2011.110.3000.1
1] | 3

< Back I Finizh I Cancel
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The IBM Informix ODBS Driver Setup window is displayed. Enter a name such as cms in the
Data Source Name field.

IBM™ Informix ODBC Driver Setup

General | Ennnectinnl Enviru:unmentl %Ivancedl About 1Bk Informis I:IDEH:I

Data Source Mamne [z

Dezcription I

2k, I Cancel Apply

YTC; Reviewed: Solution & Interoperability Test Lab Application Notes 15 of 27
SPOC 12/29/2013 ©2013 Avaya Inc. All Rights Reserved. VPI-CMS



Select the Connection tab and enter the following values:

¢ Server Name: “cms_ol”
e Host Name: the IP address of CMS
e Service: “50001”
¢ Protocol: “onsoctcp” from the dropdown menu
¢ Database Name: “cms”
e User Id: a CMS user with normal user privilege
e Password: password of the above user
IB™ Informix ODBC Driver Setup
General Connection | Envirnnmentl .ﬁ.dvancedl About |Br Informix I:IDE!EI
Server Mame I':'T'S—':'l j %
Host Mame [10.64.10.85
Service |5|:||:||:|1
Protocol I olzoctep j
O ptiors I
Databaze Mame I':'T'S j
UserId I
Passwaord I |
Apply & Test I:::unnecticurl
k. I Cancel Apply
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Select the Environment tab and make sure that the Use Server Database Locale checkbox is
checked. Click Apply followed by OK.

IBM Informix ODBC Driver Setup ﬂ

General I Connection  Environment |.-'1'-.|:|van|:eu:|| About [BR [nfarmisx EIDBEI

Client Locale an S LR 252

Databaze Locale Ien_|_|9.5?3?2

Usze Server Databasze Locale [

Translation Library I %

Tranzlation Option I

Cursor Behavior ||:| - Close .:I
YB Character ||:| - Estimate L‘
Fetch Buffer Size Iﬁﬂ

|zolation Lewel ||:| - Default L‘

k. I Cancel | Apply

The ODBC Data Source Administrator window is displayed again, with the newly added data
source shown under System Data Sources. Click OK.

ﬁ ODBC Data Source Administrator
UserDSN - System DSM |File DSNI Driversl Tracingl Connectian F'u:u:nlingl Ahout I

System Data Sources:

I ame | Diriseer | Add...

[
IEM INFORMIx ODBC DRIVERMS4-bit]

Remove

il

Configure...

An ODBC System data source stores information about haw to connect to
o the indicated data provider. & System data source is visible to all uzers
on thiz maching, including MT services.

K Cancel Apply Help
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7.4. Administer Agents

VPI EMPOWERMENT Suite only stores agent data in the database if the agent is configured in
the system (There is no similar requirement for skills). Agent information is configured via the
VPortal application as follows.

Enter http://<ip-addr>/VPortal in the URL field of a web browser where <ip-addr> is the IP
address of the VPI server. Enter proper credentials to log in. The following screen is displayed.

Ehttp:‘.‘",‘-"lncaIhnst,."‘\'Portal;"l:ore,-"LandingFage.aspx?PageType:Home - Windows Internet Explorer
Rd I& hittr:f localhost fyrortaliCorefLandingP age. aspxPPagsType=Home .oj 42l ok
& localhost x qu Search
X -A'M'G S I ), search @ Safe | @ DoMotTrack [ - ‘ | Faceback
My VP1 .‘i Interactions - [ ] Insight « Quality v E‘;‘ Coaching v Performance Metrics « Ei Messages "'_J Administration + -ﬂ
My VPI
Home QOptions = @Rmate Tabs
~
v
mu"\q‘vpl erin 2 Log Off: vpadmin | Change Password | About VPI EMPOWER
’ Copyright @ 2003 - 2013 Vaice Print Internztional, Inc. All rights reserved.

Click Administration - Users & Groups. The following screen is displayed. Click New to add
an agent.

E User and Group Administration - YPT EMPOWER - Windows Internet Explorer

@;‘/ < [@ reepilacalhostvportaCorsjaduint lsers. asp? PE*] o % i
& User and Group Administrati,., X IQ' Search
X ‘JWE - O search | Sefe | (@) Do Not Track [ = ‘ Jiil Facebaok

MyVPl~ .Y mteractions~ @ Insight Quality v [8¢] Coaching v Performance Metrics~  ®§ Messages v | Administration v T[]

Administration > Users & Groups

User Configuration

@ ser Status: | Active .

elect a View

Page 1 of 1,5 item(s) 1
> & AcD1ACD1
> & ACD2ACD2
& John Smith
> & Live Monitor
b & VP Admin
POWERED "\?‘VF‘]' Version 5.4 593 Log Off: vpadmin | Change Password | AboutVPIEMPOWER
Copyright © 2005 - 2013 Voice Frint International, Inc. All rights reserved.
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The User Creation Wizard - VPI EMPOWER window is displayed. Enter the First Name and
Last Name of the agent. Click Next.

% User Creation Wizard - VPI EMPOWER l% E=1 E=1 =8 =l

General Details : ;
Please enter some general information about this user.

First Name:IJOhn *
Last Name:ISmilh =
Email: I
Comments:

D User requires portal access

| Cancel | Mext

Check the VPI Agent ID checkbox. Click Next.

User Creation Wizard - VPI EMPOWER G= BN E=N 2R X
Identifiers Steps: n ﬂ E ﬂ

Please select the different ways in which this user might be identified in the system.

[ metwork Login
VPI Agent D

| Cancel | Back | Next
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Enter an agent ID listed in the table in Section S to the VPI Agent ID field. Click Next.

User Creation Wizard - VPI EMPOWER (D) B || B | 5
User Identifiers seos: K EAE D
Please provide values for the identifier groups you previously selected.
VPl Agent ID: |2501| X
| Cancel | Back | Mext
Click Done.
User Creation Wizard - VPI EMPOWER (DB o= ] 3
Primary Group steps:  |El] [ 4 |
Please select the primary group for this user, or just click 'Done’ to proceed without a primary
group.
search: ISea."Gf'r Q
a3 V-Portal
| Cancel | Back | Done

Repeat the procedure for all the agents.
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8. Verification Steps

This section provides the tests that can be performed to verify proper configuration of CMS and
VPI EMPOWER Suite Performance Reporting.

8.1. Verify Avaya Call Management System Real-Time Adapter

Log in CMS using an SSH client and with proper credentials. Change directory to
/export/home/pserv/rt_socket. Run the “./menurta” command to access the RT_Socket Menu.
From the menu, choose 3 to check the status of the sessions.

Start RT_Socket Interface
Stop RT_Socket Interface
Check Status

Display License Info

View Maintenance Log

Show Version

Change Input Parameters
Display Configuration
Exit

O 03O0 U WN

Choice ==> 3

Verify that the sessions are running and connected.

Checking status of all configured sessions...

RT_Socket session 10 is running and is connected
RT_Socket session 11 is running and is connected

Press Enter to return to menu:
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8.2. Verify ODBC Connection

From the ODBC Data Source Administrator window (see Section 7.3), select the Data Source
created for this test (i.e. cms). Click Configure....
ﬂ ODBC Data Source Administrator

"UserDSH - Svstem DSH | File D'5M | Driversl Tracingl Connection F'u:u:ulingl About |

Syztem Data Sources:

Marne | Driver | Add...

"
IEM INFORMIX ODBC DRIVERMS4-bit]

Remove

Configure. ..

il

An ODBC System data source stores information about how to connect to
BB the indicated data provider. & System data source i vizible to all users
an thiz machine, including NT services.

(] | Cancel | Lpply | Help |

The IBM Informix ODBS Driver Setup window is displayed. Select the Connection tab. Click
the Apply & Test Connection button.

IBM Informix ODBC Driver Setup
Gereral Connection | Enviru:unmentl .-'-‘-.dvancedl About [BM [nformix EIDBEI
Server Mame I,:ms_,:d j %
Host Name {10,64.10.85
Service |5|:||:||:|-|
Protocol I dlsoctep _'_I
O ptians I
Databaze M ame I,;,-,-,S _'_I
zer Id I
Pagzword I |
Apply & Test I:u:unnecticurl

(] I Cancel Apply

YTC; Reviewed: Solution & Interoperability Test Lab Application Notes 22 of 27
SPOC 12/29/2013 ©2013 Avaya Inc. All Rights Reserved. VPI-CMS



If the following window is displayed, it means that the ODBC connection is working.

IIR'I Informix ODBC Message:

| Test connection was successful,

8.3. Verify VPI EMPOWER Suite Performance Reporting

Prior to verifying VPI EMPOWER Suite Performance Reporting, make calls to the measured
resources on Communication Manager, to enable measurement data to be sent to CMS.

8.3.1. Verify Real-Time Data

Click Start - All Programs - Microsoft SQL Server 2012 - SQL Server Management
Studio to launch the SQL Express database GUI interface. Click Connect.

.. Microsoft SOL Server Management Studio (Administrator)
File Edt View Debug Tools Window Help

Pl - 5 | dvewauery [y ef i Tl £ -
Object Explorer v qx
Comect~ & %) m T 7] .5

| [ - | R A R 5]

¥ Connect to Server [<]

S Microsof:
~ SQLServer2o12

Server type: |Database Enaine

Server name: ]

Authentcation [Mwindows Avthentication

User riame: [PEFAULT Acmnstrator

Password [

I™| Remerber passord

Commect | concel | Help Options>>

Click Open - File and select a pre-programmed SQL command file (not shown) that displays
the real-time agent and split data.

lw: Solution] - Microsoft SQL Server Management Studio {Administrator)

File | Edit View Project Debug  Tools  Window Help
2] Connect Obiect Explorer...

-l g (sl -

2  Disconnect Objsct Explorer
e (4

Open ¥ | (g Analysis Services Database...

Add b | Project/Soltion... ChrHeShifE+O
Close & Fie... Ctr+0
1 Close Solution [ Merge Extended Event Files...

7 Save Selected Items Chri+s 2% File with New Connection. ..
Save Selected Ikems As... fa%  File Disconnected. .
@ savedl Che+ShiFE+HS Policy
f PageSetup... [
4 Print... Chrl+P
Recent Files 13
Exit Alt+F4
|
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Click the Execute button in the tool bar. The real-time agent and split records are displayed.

File

Edt View Query Projest Debug Todls
vl T | e query [
e

select rt data.sal - {..LT{administrakor (56))*

[t » | [ [ e (o]
dlFalaaal=

=

Buse vpiperformance

select * from agcms2loadcagent

select = from agcms2loadcsp

100% * 4

(3 Resuts | [y Messages|

[ [ dateCreated [ esourcelD. [ cd [ logiD | spit | workmode | ditection | duration | logonstart | workskil | scdCalls | acdTime | holdTime | ti availTime | ti ausTime | t stalfTime | sqlime | staTime | ausResson | auinCals | ausnTime | ausOutCals | suOutTime | acwinCals | scwinT
1| 70131031 133000 | GLEST4B3ZFOS4CI0EDOTED200ZSADES 3 2601 0 L N 0

|2 | 0131031 133000 ECEST4E3ZF034CIOEDOZEDZONZSADES 3 262 1 40 0 a N 1 0 0 ] i [ 1735 w20 10 N ] [ [ i ] [
2| 2031031133000 GCES74G32F034CIOD0ZED200254DE 3 2501 1 5O 0 7B NOLL D [ 0 ] [ 454 454 765 1m0 ] [ [ [ 0 [
& | 2031031133600 GCES74E3ZF034CIODOZED200Z5ADES 3 252 1 40 0 a5 NOL 1 0 0 0 [ i 464 4 1T ML 0 [ 0 [ 0 [

4l |

[ | dateCreated | resourcelD. [starttime_[ acd [ splt [ asa__| avaiable [ oldesiCall | InQueue | aginRing | onCD | inACW [ infus [ other | ewtTop [ ewtHich | ewMedium | ewiLow | skState | hodCalls | holdTime [ acdCalle | acdTime | abrCale | acceptable [ iingtme | anstime | o=
|| 20131031 132950 222 | 6CE97463F094CI0ED07EDNOBADES 1300 3 1 WULL O WO O [ 0 1 10 WL 15 NULL NOLL 1 0 [ [ [ 0 0 [ [ 0
|2 | 20731031 132550440 6CE97463F094CI0ED07EDN0BMDES 1300 3 2 WULL O NOLL 0 [ ] [ 11 WU TEe NOL NULL 1 0 [ [ [ 0 0 [ [ ]
|2 | 2131031 132950.440  GCE97463F094CI0ED07ED0BADES 1300 3 3 NULL O MOL O [ 0 [ 01 NUL N NULL NULL 1 0 [ [ [ 0 0 0 0 0

8.3.2. Verify Historical Agent Data

Click Open -> File and select a pre-programmed SQL command file (not shown) that displays
the historical agent data. Click the Execute button in the tool bar. The historical agent records
are displayed.

Fls Edt Visw Query Project Debug Teols Window Help

el S | ooy DiEhd G| 6 @]9 - - e -2 S (o] =
41| [spperformance S Y Eeare Pt B3] 8l 170050 43] 2 8 <

, acwtime, holdealls, holdtime, abncall
_suxtines, i auxtines, tiauxtime?, ti suxtimes, ti_suxtimed

auxtime2, ti_suxtime3,

FROM dbo.agCMS2AgentSplitinterval cms

01N dbo.vpTimeDinension td ON td.timeID =
dbo. vpResourceIdentifiers ri ON ri.re
dbo. vpUserIdenti

ORDER BY calendarID DESC,

100% ~ 4

3 Resuls | (3 Messages|

timeDfDay [ calendaiD | [ spit [ t_avaiine [ i_austime [ acdCalls | acdTime | acwiime [ holdeals | holdtime [ abnealls [ ti austimel [ i audtime? [ ti_austines |t ausimed [ i austimeS [ 6 austimeS | fi sustime? | ti sustimed | 1 austimed |
104 | 13000101 160000000 20131030 2501 11248 156 1 287 40 1 16 0 ] 14 10 8 10 17 8 0 10
105 | 19000101 16:0000.000 20131030 2501 2 |0 0 0 0 0 0 0 0 0 0 0 0 [ 0 0 0 0
108 | 1900.010115:3000000 20131030 | 25M 118 Cl 0 0 [ 0 0 0 0 0 0 0 0 0 0 [ 0
107 | 19000101 153000000 20131030 | 2500 2 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
108 1900.010111:3000000 20131030 | 25M 1| ag: 177 14 28 183 3 fH] 2 0 3% [ 0 10 0 0 [ 0
103 | 19000101 11:3000.000 20131030 | 2500 2 |0 0 2 47 = 0 0 0 0 0 0 0 0 0 0 0 0
110 19000101 11:3000000 20131030 2502 1o 137 4 3 57 4 a3 1 0 0 %5 0 0 0 0 [ 0
11| 19000101 11:3000.000 20131030 2502 2 |0 0 0 0 0 0 0 0 0 i 0 0 o 0 0 0 0
112 19000101 11:3000000 20131030 2502 3 |o 0 0 0 [ [ 0 0 0 0 0 0 0 0 0 [ 0
113 19000101 110000000 20131030 2501 1 58 a0 2 213 il 0 0 0 0 0 0 0 o 0 0 0 0
114 19000101 11:0000.000 20131030 | 2500 2 |0 0 0 0 [ 0 0 0 0 0 0 i 0 0 0 [ 0
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8.3.3. Verify Historical Skill Data

Click Open - File and select a pre-programmed SQL command file (not shown) that displays
the historical skill data. Click the Execute button in the tool bar. The historical skill records are
displayed.

% 50LQuery18.sal - (local). vpiPerformance (DEFAULT  Administrator (87)) - Microsoft SQL Server Management Studio (Administrator)
Fle Edt tew Query Project Debug Took Window Help

vl 5 b | D Newouery [ RGP TG | & A B9 -
erformance ¥ Bxerute B Debug B o 35 @

| [ | 2 (S1-

0%~ 4

3 Resuls | (13 Messages|
timeDIDay [ calendald | spit | calsOffeied | anstine | acdeals | acdTime | abncalls | noansredi | abneals] | abncals? | abncals3
19000701 11:3000.000 20131030 E] 277
19000701 11:3000.000 20131030
19000101 11:0000000 20131030
18000101 11:0000,000 20131030
18000701 100000000 20131030
1300-07-01 100000000 20131030
13000701 100000000 20131030
18000701 033000000 20131030
19000701 093000000 20131030
19000101 093000000 20131030

brcald | abncall | abrcallss | abnealls7 | abnealsd [ abnealsd | acdeals! | acdoals? | acdealke3 | acdcalled | acdealls | acdealk | acdealk? | acdealsd | acdcalsd
11

47
0
23
0

&

3 2 2
0 0 0
6 2 2
0 0 0
0 0 0
0 0 0
0 0 0
0 0 0
0 0 0

8.3.4. Verify Dictionary Data

Click Open -> File and select a pre-programmed SQL command file (not shown) that displays
the dictionary data. Click the Execute button in the tool bar. The dictionary records are
displayed.

& 50LQuery16.sql - {local
File Edit ‘iew Query Froject Debug Tools Window Help

il 5 b | L ewaery Ly ehid | b a9 - o -
7‘” ¥ Execute B oDsbug B o 30 = o

| e 8] o

i Lt voparformancs

SGLQuery16.5ql - (loc.. T\administrator (B1))% <
Eluse vpiPerformance

select * from dbo.agCMS2WorkCodes
select * from dbe.agCMS2AuxReasen
select * from dbo.agCM525plit]

100 % = 4

=1 Results I 3 Messages

resourcelD [ acd [ owe | description
1| BCES74R3OFO9ACIN DO/ EDZO054D2ES - 1 0 Unadministered cndes
| 2 | BCEST4EIZFOSACIOED0T EDZO0ZE4DZES 2 0 Unadministored codes
| 5| BCEST4E3ZFO0S4CIOEDOTEDZO0ZE4DZES 3 0 Unadministored codes
| 4 | BCEST4E3ZFOS4CIOEDOTEDZNNZEADIES 3 100 WelsFamo ls
5 | BCEST4E3ZFOS4CIOEDOTEDZO0ZBADIES 3 101 Bankof Ameiica
| 6 | BCEST4E3FOS4CIOEDOTEDZO0ZBADIES 3 102 CiiBank
| 7| BCEST4E3ZFOS4CIOEDOTEDZONZEADIES 4 0 Unadministered codes
resourcelD I acdl reasonCods I description
1| BCEST4RIZFOG4CIOED0TEDZDOZDIES 3 1 Lunch
|2 | BCES74E32FO94CI0ED0VEDZNOZS4DES 3 2 Dinner
3| BCEST4632F094CI0GD07-ED200254D2ES 3 3 Break
4| BCEST4E32FO94C108D07-ED200254D2ES 3 4 Training
5 | BCES74E3-2F094CI08D07-EDZ00Z54DZES 3 5 Persanal
resovicalD [ acd [ spit [ desaiption |
1 | BCESTARIZFOSACINGDOTEDZNADIES | 5 1 skill
|2 | BCEST4EIFOSACIDEDOTEDZOOZBADZES 3 2 skil2
5| BCEST4E3FO94CIDEDOTEDZ00ZB4DES 3 3 Skil3
|4 | BCEST4BIFOGACIDEDOTEDZ00ZB4DZES 3 4 Skil4
|5 | GCEGT4EI2FOSMCIDEDOTED200ZSADES 3 5 SkilS
6 | GCEGT4EIZFOSMCIDEDOTED200ZSADZES 3 21 Skil2l
7| BCEST4632F094CI08D0T-EDZ00254D2ES 3 22 skil22
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9. Conclusion

These Application Notes describe the configuration steps required for VPI EMPOWER Suite
Performance Reporting to interoperate with Avaya Call Management System via a customized
real-time call measurement data adapter provided by Avaya Professional Services and an ODBC
connection. All feature and serviceability test cases were completed with two observations
noted in Section 2.2.

10. Additional References

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

®  Avaya Call Management System Database Items and Calculations, Release 17.x, March
2013

® Avaya Call Management System Administration, Release 17.0, March 2013

e VPl EMPOWER User Guide VPortal Administration, September 2013

e VPI EMPOWER Configuration Guide, September 2013
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