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Avaya Solution & Interoperability Test Lab

Application Notes for Magnetic North Optimise VolP Call
Recorder with Avaya Communication Manager and Avaya
Application Enablement Services — Issue 1.0

Abstract

These Application Notes describe the configuration steps required for Magnetic North
Optimise using VolIP Call Recording to interoperate with Avaya Communication Manager and
Avaya Application Enablement Services.

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

These Application Notes describe the configuration steps required for Magnetic North Optimise
using VolIP call recording to interoperate with Avaya Communication Manager and Avaya
Application Enablement Services (AES).

Optimise provides recording based on packet mirroring of voice over IP (\VoIP) data across an
Avaya Communication Manager network. The AES Telephony Service Application Programmer
Interface (TSAPI) client software is used by Optimise to receive the Computer Telephony
Interface (CTI) data from monitored Avaya Communication Manager stations. Optimise uses the
TSAPI call states to determine when to start and stop recording. The AES TSAPI client software
is typically installed on the same server as the Optimise software.

VolIP call recording is performed using network packet mirroring of the Real-time Transport
Protocol (RTP) traffic transmitted by the telephone sets that are to be recorded. The Optimise
server must be equipped with dedicated Gigabit network interface cards (NIC) to receive,
analyse & subsequently de-code the RTP traffic.

There are several options as to how the RTP traffic is presented to the NIC cards. For the
compliance testing the Optimise server and IP telephones were connected to a hub in order that
all IP traffic to and from the telephones was available to the Optimise server. This configuration
is shown in the following diagram.
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2. Equipment and Software Validated

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

Equipment Software
Avaya S8500B Media Server Avaya Communication Manager 3.1.2
(R13.01.2.632.1)

Avaya G650 Media Gateway:

Avaya AES Server AES 3.1.2
Avaya C364T-PWR Converged 4.3.12
Stackable Switch

Avaya C363T-PWR Converged 4.3.12

Stackable Switch
Avaya 4620SW IP Telephones (H.323) | 2.4

Avaya 4625SW IP Telephones (H.323) | 2.5

Magnetic North Optimise running on 4.1.0 SR18

Acer Veriton 7700GX Server Windows Server 2003, Service Pack 1
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3. Configure Avaya Communication Manager

This section provides the procedures for configuring Avaya Communication Manager. The
procedures include the following areas:

e Administer C-LAN for AES connectivity.
e Administer IP service for AES connectivity.
e Administer CTI-link for the TSAPI service.

These Application Notes do not show the administration of the telephones on Avaya
Communication Manager. The extensions used were 10001, 10002 and 10003. For further
reference, refer to the appropriate documentation in Section 9.

3.1. Administer C-LAN for AES Connectivity

Use the “display system-parameters customer-options” command, and verify that the ASAI Link
Core Capabilities customer option is set to “y” on Page 3. If the ASAI Link Core Capabilities
is not set to “y”, then contact the Avaya sales team or business partner and request a new license

file.

display system-parameters customer-options Page 3 of 11
OPTIONAL FEATURES

Abbreviated Dialing Enhanced List? y Audible Message Waiting? n
Access Security Gateway (ASG)? n Authorization Codes? y
Analog Trunk Incoming Call ID? n Backup Cluster Automatic Takeover? n
A/D Grp/Sys List Dialing Start at 01? n CAS Branch? n
Answer Supervision by Call Classifier? n CAS Main? n
ARS? y Change COR by FAC? n
ARS/AAR Partitioning? y Computer Telephony Adjunct Links? y
ARS/AAR Dialing without FAC? vy Cvg Of Calls Redirected Off-net? y
ASAI Link Core Capabilities? y DCS (Basic)? y
ASAl Link Plus Capabilities? y DCS Call Coverage? y
Async. Transfer Mode (ATM) PNC? n DCS with Rerouting? y
Async. Transfer Mode (ATM) Trunking? n
ATM WAN Spare Processor? n Digital Loss Plan Modification? n
ATMS? n DS1 MSP? y
Attendant Vectoring? n DS1 Echo Cancellation? n
(NOTE: You must logoff & login to effect the permission changes.)
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The C-LAN administration procedure will involve adding an IP node, an IP interface, and a data
module.

First, add an entry for the C-LAN in the IP NODE NAMES form. Use the “change node-names
ip” command. In this case, “clanla_DC1” and “10.1.10.12” are entered as the Name and IP
Address for the C-LAN that will be used for connectivity to the AES server. The actual node
name and IP address may vary. Submit these changes.

change node-names ip
IP NODE NAMES

Name IP Address Name IP Address
S8500_Vall 10 .1 .10 .14
clanla_DC1 10 .1 .10 .12
default o .0 .0 .0
medprola DC1 10 .1 .10 .13
procr 10 .1 .10 .10

Next, add the C-LAN to the system configuration using the “add ip-interface x” command,
where X is an available slot number. Note that the actual slot number may vary. In this case,
“01A10” is used as the slot number. Enter the node name assigned in the previous step, and the
IP Address field will then be populated automatically. Set the Enable Ethernet Port field to

uy )

The values to be entered for the Subnet Mask and Gateway Address fields will be determined
by the network administrator. Submit these changes.

add ip-interface 01al0 Page 1of 1
IP INTERFACES

Type: C-LAN
Slot: 01A10
Code/Suffix: TN799 D
Node Name: clanla_ DC1
IP Address: 10 .1 .10 .12

Subnet Mask: 255.255.255.0 Link: 1

Gateway Address: 10 .1 .10 .1
Enable Ethernet Port? y Allow H.323 Endpoints? y
Network Region: 1 Allow H.248 Gateways? y
VLAN: n Gatekeeper Priority: 5

Target socket load and Warning level: 400
Receive Buffer TCP Window Size: 8320
ETHERNET OPTIONS
Auto? y
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Next, add a new data module using the “add data-module x” command, where “x” is an available
extension. Enter the following values.

e Name: Enter a descriptive name.
e Type: “ethernet”
e Port: Same slot number from the previous step and port “17”.
e Link: A link number not previously assigned on this switch.
add data-modulle 19112 Page 1 of 1
DATA MODULE
Data Extension: 19112 Name: clanla DCl1 datalink 12

Type: ethernet
Port: 01A1017
Link: 12

Network uses 1"s for Broadcast Addresses? Y

3.2. Administer IP Service for AES Connectivity

Administer the IP Service for Avaya AES with the “change ip-services” command. Add an entry
with the following values on Page 1.

e Service Type: “AESVCS”
e Enabled: “y”
e Local Node: The same node name assigned in Section 3.1.
e Local Port: Leave at the default value of “8765”.
change ip-services Page 1 of 4
IP SERVICES
Service Enabled Local Local Remote Remote
Type Node Port Node Port
SAT Yy clanla_DC1 5023 any 0
AESVCS y clanla_DC1 8765
CDR1 clanla_DC1 0 CDR_Server 9000
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Go to Page 4 of the IP Services form, and enter these values.

e AE Services Server: The hostname of the AES. In this case, “AEServer”.
e Password: Same password to be administered on the AES.
e Enabled: “y”

Note that the name and password entered for the AE Services Server and Password fields must
match the hostname and password on the AES. The administered hostname can be obtained from
the AES server by typing “uname —n” at the Linux command prompt, and the password is set
during the AES server configuration in Section 4.2.

change ip-services Page 4 of 4
AE Services Administration

Server ID AE Services Password Enabled Status
Server
1: AEServer SRR y

3.3. Administer CTI Link for the TSAPI Service

Use the “add cti-link x” command, where “x” is an available CTI link number, to add a new CTI
link. Enter an available extension number in the Extension field. Note that the CTI link number
and extension number may vary. Enter “ADJ-1P” in the Type field, and a descriptive name in the
Name field. The rest of the values may be left at the defaults. Submit these changes.

add cti-link 3 Page 1of 2
CTI LINK
CTI Link: 3
Extension: 13300
Type: ADJ-IP
COR: 1

Name: TSAPI CTI Link 3
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4. Configure Avaya AES

This section provides the procedures for configuring Avaya Application Enablement Services.
The procedures include the following areas:

e Administer local IP.

e Administer switch connections.
e Administer TSAPI link.

e AddCTI User.

4.1. Administer Local IP

Prior to any administration, verify that the TSAPI service has been licensed properly. Initialise
the AES OAM web interface by browsing to “http://x.x.x.x/8443/MVAP/index.jsp”, where
“X.X.X.X” is the IP address of the AES, and log in (not shown). From the OAM Home screen
select CTI OAM Admin (not shown) to bring up the CTI OAM Home menu. Verify the TSAPI
service is licensed at the Welcome to CTI OAM Screens screen by ensuring that Controller
Status shows “Running” on the TSAPI Service line.

AVAYA Application Enablement Services

Operations Administration and Maintenance

@Lo o]
You are here: > CTI 0AM Home @H_E|E

: Welcome to CTI OAM Screens

[craft] logged in on Mon Dec 18 19:37:15 G, 20065

IMPORTANT: AE Services must be restarted for administrative changes to fully take effect,
Changes to the Security Database do not reguire a restart,

Service Contraoller Status
ASAI Link Manager Running
CMAPI Service Running
CYLAN Service Running
DLG Service Running
Transport Layer Service Running
TSAPI Service Running
RJP; Reviewed: Solution & Interoperability Test Lab Application Notes 8 of 30
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From the CTI OAM Home menu, select Administration > Local IP. In the Client

Connectivity field,

select the local IP address that the Optimise system will use to connect to the

AES server. In the Switch Connectivity field, select the local IP address the AES will use to
connect to Avaya Communication Manager. The Media Connectivity field is not used in this
configuration and can be left as the default. Click on Apply Changes. Please note that Avaya
recommends using separate IP addresses for the Client Connectivity and Switch Connectivity
fields, for ease of compliance testing the same IP address was used for both.

AVAYA
(= ne

A ]

Local IP
Ports
Switch Connections

b CTI Link Admin

b CMAPT Configuration
TSAPI Configuration

v Security Database

p Status and Control

Application Enablement Services

> Administration > Local IP

You are here:

B Local IP
||

Client Connectivity
Switch Connectivity
Media Connectivity

4.2. Adminis

ter Switch Connections

From the CTI OAM Home menu, select Administration > Switch Connections. Enter a
descriptive name for the switch connection and click on Add Connection. In this case,
“S8500aDC1” is used, and the actual switch connection name may vary.

Ports

Switch Connections
» LTI Link Admin
» CMAPI Configuration

TS&PI Configuration
» Security Database

and Control

Application Enablement Services
Operations Administration and Maintenance

@Lo gout
>  Administration > Switch Connections

You are here:

: Switch Connections

|s8500aDC | [__Add Connection

Murmnber of active
Connections

Connection Name Connection Type

Edit Connection | [ Edit CLANIPs | [ Edit H323 Gatekeeper | [ Delete Cannection
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Next, the Set Password screen will be displayed. Enter the same password that was administered
on Avaya Communication Manager on the IP Services form in Section 3.2. Re-enter the same
password in the Confirm Switch Password field. Note that the SSL field can be left at the

default. Click on Apply.

You are here:

Ports
Switch Connections

Flease note t

j=t=1

Switch Password

Confirm Switch Password

Application Enablement Services

Operations Administration and Maintenance

= Administration = Switch Connections

= Set Password - 58500aDC1

he following:

N - * A passwaord is not required for a8 H323 Gatekeeper Connection,
b LTI Link sdmin * Changing the password affects only new connections, not open connections,

v CMAPT Configuration

TSAPI Configuration g isep Connection Type CTICall Infarmation %

» Security Database

@ Logout

From the Switch Connections screen, select the newly added switch connection name and click

on Edit CLAN IPs.

You are here:

Ports

Application Enablement Services

Operations Administration and Maintenance

= Administration = Switch Connections

: Switch Connections

Switch Connections |

| [ Add Connection

» CTI Link Admin
» CMAPI Configuration Connec
I=all Lannguration
TSAPI. Configuration ® sasona
» Security Database

Mumber of Active
Connections

DC1 1

tion Name

Connection Type

CTI/Call Infarmation

» Status and Control Edit Connection || Edit CLAN [Fs [ Edit H.323 Gatekeeper ] l Delete Connection

On the Edit CLAN IPs screen, enter the host name or IP address of the C-LAN used for AES
connectivity. In this case, “10.1.10.12” is used, which corresponds to the C-LAN administered

on Avaya Communication Manager in Section 3.1. Click on Add Name or IP.

You are here:

Ports

Application Enablement Services
Operations Administration and Maintenance

>  Administration > Switch Connections

facaliE : Edit CLAN IPs - $8500aDC1

Switch Connections |1D1 1017

| [__Add Name or IP

v CTI Link Admin
» CMAPI Configuration
TSAPI Configuration

» Security Database Delete IP

v Status and Control

Mame or IP Address Status

@Lo gout
el
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4.3. Administer TSAPI Link

To administer a TSAPI link on AES, select Administration > CTI Link Admin > TSAPI
Links from the CTI OAM Home menu. Click on Add Link.

Application Enablement Services
Operations Administration and Maintenance

@ gout

You are here: > Administration = CTI Link Admin > TSAPI Links

Ports B TSAPI Links
Switch Caonnections ™
= CTI Link Admin Link Switch Connection Switch CTI Link # a5l Link varsian
TSAPI Links
CWLAN Links = — -
T Add Link_| [ Edit Link | [ Delete Link

v CMAPIL Configuration
TSaP1 Configuration
» Security Database

» Status and Control

In the Add/Edit TSAPI Links screen, enter the following values.

e Link: Use the drop-down list to select an unused link number.
e Switch Connection: Administered switch connection configured in Section 4.2.
e Switch CTI Link Number: Corresponding CTI link number configured in Section 3.3.

Note that the actual values for both fields may vary. Click on Apply Changes.

AVAVA Application Enablement Services
Operations Administration and Maintenance
iﬁl_l:ll_l:ll_lt
¥ou are here: =  Administration > CTI Link Admin = TSAPI Links aHelp|
Local IP i i
Ports = Add / Edit TSAPI Links
Switch Connections ;
+ CTI Link_Adrmin Tl
TSAPI Links Switch Connection:
CYLAN Links Switch CTI Link Mumber:
DLG Links
S ST Apply Changes H Cancel Changes ]
TSAPI Configuration
» Security Database
» Status and Control
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Navigate to the Tlinks screen by selecting Administration > Security Database > Tlinks. Note

the value of the Tlink Name, as this will be needed for configuring the Optimise server in
Section 5.1. The Tlink is automatically created by the AES server.

You are here: = Administration > Secunty Database = Tlinks

Local [P
Ports .
Switch Connections : Tlinks
» LTI Link Admin
Tlink Marne

» CMAPI Configuration
TS4PI Configuration
- Security Database [ Edit Tiink | [ Delete Tlink
» CTI Users
Wiorktops
Devices
Device Groups
Tlinks
Tlink Groups

@ AVAYA#SSE00ADCLI#CSTA#AESERVER

AVAyA Application Enablement Services

Operations Administration and Maintenance
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4.4. Add CTI User

A user name and password are required for the Optimise system to communicate with the AES.
This is set up via the User Management main menu which is accessed by clicking on OAM
Home in the top left corner of any AES screen, followed by clicking on User Management (not
shown). From the User Management menu, select Add User and configure the following
fields.

User Id: Enter a login name to be used by Optimise to access the AES.
Common Name: A descriptive name.

Surname: A descriptive name.

User Password: Enter a password to be used by Optimise to access the AES.
Confirm Password: Re-enter the password.

Avaya Role: Use the default value of “None”.

CT User: Select “Yes” from the drop down list.

The remaining fields may be left at their default values. Once completed, click on Apply (not
shown) at the bottom of the screen.

AVAyA Application Enablement Services

e You are here: = User Management > Add User dHelp|

M. Add User
[ |

Add User

Fields marked with * can not be empty.
Search Users

Modify Default User * User Id magnarth
Change User Password 00—

* Sumame [magnorth

MNew Password

* Confirm Mew Password
Admin Mote

Avaya Raole

Business Category

Car License

CM Home

Css Home

CT User | yas +|
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5. Configure Magnetic North Optimise Server

This section provides the procedures for configuring the Magnetic North Optimise server. The
procedures include the following areas.

e Run the installation wizard for initial configuration.
e Configure Optimise software.

These Application Notes assume that the “blueprint.xml” installation configuration file has been
completed. This file defines, amongst other things, that the Optimise software installs as a VVolP
recorder . For further reference, refer to the appropriate documentation in Section 9.

5.1. Run the Installation Wizard for Initial Configuration

Insert the Magnetic North Optimise CD. The installation process will start automatically. Accept
the .NET Framework warnings (not shown) if displayed. Enter the SQL Server user name and
password when prompted.

SQL Server Logon o [m] |
zername: I
Fazaword; I
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On the License Agreement screen, ensure the check box is checked and click on Install.

i Dptimise Setup I ]

Please read the Optimise License Agreement

EMNDUSEE LICENCE AGEEEMEINT: il

PLEASE READ THIS CAEEFULLY
BEFOEREE YOU OPEN THE DIGK
PACEAGING OF COMMENCE
NETALLATION OF THE SOFTWARE:

TOUE EIGHT T TUSE THIS SOFTWAERE
PEODUCT Is SUBJECT TO THE TEEMS
SET OUT I THIS LICENCE

AGEEEMENT. OPEMNING THIS |

[ I accept the terms in the License Agreement

Back I Install I Zancel

Re-enter the SQL database user name and password and click on Install now.

18 Optimise ]
Please enter the UserMame and Password For the Optimise Database setup,
Uset Mame
Password
Install mow I
RJP; Reviewed: Solution & Interoperability Test Lab Application Notes 15 of 30
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On the general optimise settings screen, enter the following values and the remaining fields
may be left at their defaults. Click Next to continue.

Site Name: Enter a descriptive name.
Site Code: Enter the unique code assigned to the site by Magnetic North.

Optimise Share User Name: Enter a Windows user with administrative privileges.
Optimise Share Password: Enter the password for the Windows user.

Magnetic North Install Config Tool [ web (gaserver2)] - Add name of cust:

File:

Wiew  Tools  Help

Enter general optimize zetings here.

Site Marme

Site Code

SOL User Name:
SOL Passwaord:

Logaing Folder:

Iwutest'l

278

Ic:\mnlogs

Optimize Share User Name; I

Optimize Share Domain:

‘Wizard Mode

& Back

=0l x|

Mext =
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Click on Next to leave the fields on the following screens (not shown) at their default values:

Optimise file storage settings
Screen recording settings
Uncompressed calls folder
Temp calls folder

Optimise location

On the Avaya CTI Connection screen, enter the following values and click Next.

ACT Server: Enter the Tlink from Section 4.3.
User Name: Enter the CTI user name configured in Section 4.4.
Password: Enter the CTI user password configured in Section 4.4.

Magnetic Morth Install Config Tool [ web {qaserver7}] - Add name of — |E||£|
File  Wiew Tools  Help
Enter detailz uzed by the Avapa CT| Connection

ACT Server | AHSEE00ADCT HCS TAHAESERVER

Lzer M ame: Imagnorth

Fazgward: I ********

4= Back Mest =p
Wwizard Mode
RJP; Reviewed: Solution & Interoperability Test Lab Application Notes
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On the Avaya IP Span settings screen, enter the maximum number of ports that can be
simultaneously recorded in the Number of Ports field. In the Span Ports drop down list, choose
the Gigabit Ethernet NIC device to which the span cable is connected. In the Phone IP Ranges
table, enter the starting IP address of the range in the 1st IP Address column and enter the total
number of IP addresses in the range in the IP Address Count column. Click Next to continue.

File  Wiew Tools Help

Enter the detailz for the Awvaya I[P Span zettings

Murnber of Ports: IBD

Span Ports:

NIC Device

Phaone IP Ranges:

IP &ddress

1at P Address Bttt

1011061

10

Wizard Mode

% Magnetic North Install Config Tool [ web (gaserver2}] - Add name of customer here (

= Back

=10l x|

Mext =

In the Phones table, enter the Avaya Communication Manager station extensions to be recorded.

Click Next when completed.

EE] Magnetic North Install Config Tool [ web (gaserver?)] - Add name of customer here

File  Wiew Tools Help

Enter the phones to be recorded, and any acd queues the agents log into

Phones:

Queues:

Wizard Mode

4= Back

=1alx

|»

[dext E}l
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Click on Next to leave the fields on the following screens (not shown) at their default values:

e Alarm server
e Web update

Click on Finalise to complete the configuration. Click on OK in the Write All Components
dialog box (not shown). Click on Yes in the next dialog box (not shown) to restart the server.

Eile  Miew

Wizard Mode

Magnetic Morth Install Config Tool [ web {(qaserver2)] - Add name of

Help

The following components will be configured on this machine...

OptimizeSalution

Storage Server

Screen Recorder
Uncompressed Calls Folder
Temp Calls Folder

esprit

Optimize ‘WebClient
MedizService

File Copy Server
Compression Server
Optimize Central Server
Optimize Server

tMMNHal RecordingS erverT ranspiort
RecordingServer

avayadefinityrmnsp

=10l
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5.2. Configure Optimise Software

On the Optimise server, open a browser window and enter “http://localhost/optimise” into the
address bar. Log in to the web client using an Optimise user name with administrative privileges.
Once the user name and password have been entered, click the Log In button.

43 Optimise - Microsaft Internet Explorer

Fle Edit Wew Favorites Tools  Help
DBk - ) - %) 2 ] Psearch FoFavokes €] (0 G B -

Aderess [] hip:Jflocalhost foptimiseindex, sspx7imeneu=D8f=logln

ptimise Lustomer Logo Here 200:50

Please enter vour user name and password and click on Loa In®,

Log In To Optimise

User Mame

Password I

Language m
™ Remember my User Name

@Magnetic Morih 2006 Make Optimise your home;

&0 oo I i L I I P

From the menu on the left side of the screen, select Setup > Locations. Select the radio button
for Location 1, which is the default location set up during the installation. Click Next.

72 Optimise - Microsoft Internet Explarer

Flle Edit View Favorites Tools  Help

Gback ~ o) - ¥ @) | POssarch SiFavartes @ p0- b B -

Address

|@ http:j flacalhost/optimise/index aspxtl=endu=2008f =locationSetupjconfigLocations

Lustomer Loga Here 200450

Configure Locations

Pick Lecation >> Detalls »> Server > Archiving > Screen Recording
Available Locations (1)
Location 1 QASERVERZ [
Delete Selected | [ AddMew |[  HNext |
|
um
& Locations
& System
& Licence
& Alarms
&1 cotinise - Confiaure Locations - Pick L ocation [T Ndyoceintanst
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On the Details screen, configure the following fields and click on Apply.

Location Serve

All other fields may be

2 Optimise - Microsoft Intern

Location Name: Enter the hostname of the Optimise server.

r: “localhost”

Esprit Server: “localhost”
Record All Calls: Ensure the check box is checked.

left at their default values.

et Explorer

e it Yew Favorkes ook Hep | &

Qoeck - O - (1) @ (] Psearch ravarkes @] (- 1 3

agress [&] hrtp: - . ation ] Qoo ks »
- =2ntimise Lustomer Logo Here Z00:50 i ..

Configure Locations

‘@ Dashboard
Pick Location >> Detalls >> Server >> Archiving >> Screen Recording
‘), Calls
L Administration
Location Name |qasemer2 9) Reserved Licences
- Assign Location Server . [lacalhost Q@ Pots o (7))
Esprit Server: Iloca\hnsl @)  Sereen recording p (7]
B Reports I
Default Drivers
m Esprit generic esprit driver ‘l w Observation None ‘l w
Recording : [none = o
‘Call Recording
B Record All Calls F L)
Use File Compressing’icon r (7}
& System
& Alarms
|1 Optinise - Confiqure Locations - Detais 0T T [ [ Locatintranet
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From the menu on the left side of the Configure /View Users and Passwords screen, select
Administration > Users/Passwords. To add a new agent to be recorded, click New User.

Fle Edt Yew Favortes Toos Help ‘ 3
@Back - ) - ¥ @] 5| O seach cravertes &) | (0 i B -
Address IEhttp:Hlu:au ot pxien users{users B0 |tnks »

‘@ Dashboard
'Y Calls

W Administration

€ Components
€ Users / Passwords
€ Unlock Users

€ Patterns

i Reports
Help / Support
Log Out

Configuresview Users and Passwords

Use this page to view the current users you have set up in Oplimise. You can addidelete and amend the users in the system. You may also

alter your current password.

Users / Passwords

= —

riorth

View: & Tree € Tahle Q) Filter by location: 7 |Location 1 = Q)
€ Client OAgem B Reviewer 8 admin
Show Only : = = = @) orerby: [Full Mame Ascending = @
Licence State : Licenced: ~ Unlicenced X Searchin: |Ful\ Mame jmrl t_))
E!ﬁ User Groups
B3 Client (0}
EGAgent(D)
E€d Reviewer (1)
H X Administrator (Administrator - 1)
EL€8 Administrator (1)
Administrator (Administratar - 1)
|
L1

| €] Optimise - Users { Passwords

T

[& Local intranst |
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On the Create User screen, configure the following fields and click on Save User.

Location: Choose the location as configured above.

User Name: Enter a descriptive name.

Full Name: Enter a descriptive name.

Position ID: Enter the Avaya Communication Manager station extension.

All other fields may be left at their default values. Repeat this for all agents to be recorded.

/2 Optimise - Windows Internet Explorer INETET|
5\:: =[] http: acalhost /optimiseindes, aspi=engu—anas—us El1##]| % | |uve Search |2~
W (O)optinise | | fi- B - B - [Sreee - Groos - 7
& Components Ad
€ Users / Passwords Location Iqaseme& =l (7) Monitor Agent? Eyes Cna
@ Unlock Users User Name [agentt (7] User Type [Pasition Made =l
& Patterns Full Mame Iagenﬂ @ Departiment IND Department Selected j
Pasition ID [rooo1 @  Team [Ma Tear Selected =l
Disable Account?  Cyes & pp @ Manager IND Manager Selected j
Language I English j @
Password |uu (_)) Password Again  |esss
Account Locked Cyes @ ng @/ Allow Delete Calls @ yes & nn
Signoff Gradings  Cyes &g (_)) Change Gradings  Cryes & o

Signoff Own T
Gradings (‘VES @ ro @
ﬂ Help / Support
3] Losout Administrator  [Administrator H @  Reviewer [Reviewer
Agent IAgem | ) Client |C\iem
e
Driver IDefau\t =l (7 Second Driver |Nune =] Pos.ip |

menu [ header [7 Workstation D [-==Host Names==- x| Refiesh | @)  Gateway |

n T [ @ nkernet

At this point reboot the Optimise server to ensure that all of the changes are initialised.
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6. Interoperability Compliance Testing
The interoperability compliance test included feature, performance and serviceability testing.

The feature testing focused on the ability of Magnetic North Optimise to record calls to and from
internal and external telephones and replay the voice recordings correctly.

The performance testing involved placing calls to 30 IP stations over a period of 4 hours,
achieving a Busy Hour Call Completion (BHCC) rate of approximately 3000.

The serviceability testing focused on verifying Magnetic North Optimise’s ability to recover
from an outage condition, such as busying out the CTI link and disconnecting the Ethernet cable
for the CTI link.

6.1. General Test Approach

All feature and serviceability test cases were performed manually. For feature testing, basic
telephony operations such as answer, hold/retrieve, transfer, and conference were exercised on
inbound and outbound calls as well between internal calls. For serviceability testing, calls were
placed before, during and after the outages and the recordings checked for accuracy. For
performance testing, a call generator placed inbound calls over an E1 trunk to Avaya IP
telephones over an extended period of time.

6.2. Test Results
All performance tests passed successfully.

During the serviceability tests the following observation was made. When the connection to the
AES has been lost for more than 3 minutes, the recording channel stays active until the next time
a call is made using that channel. Both calls are recorded in one recording and the recording is
stamped with the extension number of the most recent station that used that channel.
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7. Verification Steps

This section provides the tests that can be performed to verify proper configuration of Avaya
Communication Manager, Avaya Application Enablement Services, and Magnetic North
Optimise.

7.1. Verify Avaya Communication Manager

Verify the status of the administered CTI link by using the “status aesvcs cti-link” command.
The Service State should show “established”.

status aesvcs cti-link

AE SERVICES CTI LINK STATUS

CTIl Version Mnt AE Services Service Msgs Msgs
Link Busy Server State Sent Rcvd
1 4 no AEServer established 15 15

2 no down 0 0

3 4 no AEServer established 216 210

7.2. Verify Avaya Application Enablement Services

From the AES OAM Admin menu, verify the status of the administered CTI link by selecting
Status and Control > Switch Conn Summary. The Conn State should show “Talking”.

Operations Administration and Maintenance

AVAy Application Enablement Services
[

@ Logoul
You are here: > Status and Control > Switch Conn Summary aHeld

: Switch Connections Summary

Switch Conn Summary .
Active

Switch Conn ci Online/ CLaNs/  # of TCI Msgs To Msgs From Msg Period
srvisratie Cann State Inee Offline Admin'd Conns Switch Switch g Ferio
CLAMNS
2006-12-12
e & 58500aDCl  Talking 192:37:57.0 online 1/1 ] 474 366 30
[Online | [Offine | [ Message Period | [ Switch Connection Details |
[ Per Service Switch Connections Details ]
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7.3. Verify Magnetic North Optimise

The following steps can be used to verify that the Optimise system has been configured correctly
and that calls can be recorded.

First, place an inbound call to a station that is being recorded. Then place an outbound call from
a different station that is being recorded. For both calls, speak into both telephones involved in
the call and then hang up.

Log in to the Optimise web client. From the menu on the left side of the screen, select Calls >
Define Filter. Click New. When the screen refreshes (not shown), click on Save from the list at
the top of the screen.

T} Dpstirnitse - Microsalt Inkesmet Euplorer

Filbers > Agents 3 Service No's 3 Type» Reasens »» Dates 3 User » Others =% Scratch Pads > Depatments & Teams »»
Managers >»> i2

Select a current filter to amend or use as

atemplate

D View Grade Call

@ Add Contact
Available filter (0}

»I — i |
(D staws | |
[ ot rsupont
) Lo o
=

......... 7 s 7 |

P e [
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On the Save Filter screen, configure the following fields and click Save Filter.

e Filter Name: Enter a descriptive name.
o Filter Description: Enter a description for the filter.

All other fields may be left at their default values.

5 Tptimise Customer Logo Here 200:50 B .
o X “Save Filter e

(@ D
3 Aperits > SEnace No's > Type >3 Reasons >> Dates >> User > Otners >> Scralch Pads > Departiments = Teamy >
EI i - TANA0ETs B3 Feviewtrs 2> Save
| @ Dufine Fiter |
@ Scratch Pade Save your new /amended filtar
h 1 f fing fis ]
Current Filter Summary
[P et |
Agents © 0
- . . Service Nu's - Call Types : 1 call bes
m | Contect Reasons : Mo Dotals : i
S Save [ Update filter?
- -
i -
m Mvadlabiln Fiters ITED =) o
Fator Narma e @
m Fiter Dscription [ivent| o |
Fites I v iR (i will Do assignod whan saved Lo
) s St Shar Tioe 7 (v} w|
] vou o J
=
i
[rmen 7 esser
| ] Cptirien - S Fiter - Svm [T e enrranat

From the menu on the left side of the screen, select Calls > View/Grade Calls. Select the filter
that was configured above and click Select Filter.

& Defien Fikor
@ Scratch Pads
| @ View Grado Calls

@ hud Contact

" Cals

- =& ptimise Costurer Lago e 200150 B
View/Grade Calls P i
Choosa Filtar>> View Cals 23 Answer Questions 33 Graoe >3 Call Gradng 3> Signad OT># Comaare Gradings [ Hoxt

Select a filter to use to view your calls

Available filtar (1)

Gptimies - Wewirade Gl - Chaost FRer i_'l_i_l_r"ﬂ'ﬁr_v&'&'_
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On the View/Grade Calls screen, the two test calls should be displayed. The recorded station
will be shown in the Service No. column. The direction of the call will be shown. To play the
calls click on the loudspeaker icon. The embedded media player at the top of the screen can then
be used to control the playback of the recording.

ﬂ:' Optimise Release 4.1 Build 5 - Microsoft Internet Explorer provided by MagNorth IS E”E‘FXJ
2 -

@.‘.j v | hitpiiqaserver7joptimisejindex.aspxi=entu=dzei=viewCals

, = »
ko !@Outlmlse Release 4.1 Buid 5 I | Eptome - [ Feeds 1 b Print ~ |k Page + € Tools -

magnetic
O

ortih

Choose Fiter >> View Calls >> Answer Questions >> Grade >> Call Grading >> Signed Off >> Compare Gradings

Username : Administrator  Filter selected :all - Type: Filter for arading calls

€ Define Filter
© Scratch Pads

© ViewlGrade Calls

€ Add Contact

€ AddiGrade Contact

Now Playing: Mo call currently selected

meorcal ] Durstion

m 140032007 144114 D0:00:35 agentl 10002 DM In Call MA  View AR 0

14i03/2007 144200 00:00:04 agent1 10001 DK Dut Gall Mg View ﬁ- Il

m Show‘ 10 ™ rows atatime (2 call(s) in totaly
Copy Calls H Show All Cohmnns H Delete H Restore ‘ ‘ Scratchpad H Refresh ‘

=R
ﬂ Help | Support

@ LogOut

menu header

Optinmise - View/Grade Cals - Yiew Calls & Local intranet F100% -
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8. Conclusion

These Application Notes describe the configuration steps required for the interoperability of
Magnetic North Optimise using VolIP call recording with Avaya Communication Manager and
Avaya AES. All feature, performance and serviceability test cases were completed and one
observation was made (see Section 6.2).

9. Additional References
This section references the product documentations that are relevant to these Application Notes.

e Avaya Application Enablement Services 3.1.2 Administration and Maintenance Guide,
Document ID 02-300357, Issue 4, September 2006, available at:
http://support.avaya.com.

e Documentation for Avaya Communication Manager (3.1.2), Media Gateways and
Servers, Document ID 03-300151, Issue 5, February 2006, available at:
http://support.avaya.com.

e Optimise Administrator Guide, available at:
http://support.magneticnorth.com
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