AVAYA

Avaya Solution & Interoperability Test Lab

Application Notes for Voistore Live with Avaya Interaction
Center — Issue 1.0

Abstract

Voistore Live is an Enterprise-level voice recording solution for corporate applications and
contact centers, providing continuous, high-quality digital recording and network archiving of
telephone conversations. Voistore Live performs recording of Voice over IP (\VolP) calls and
integrates with Avaya Interaction Center for call control.

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

The objective of this interoperability compliance testing is to verify that VVoistore Live can
interoperate with Avaya Interaction Center (IC). The current version of Voistore Live is designed
to record IP calls only. Voistore Live performs recording of VVolP calls by collecting the voice
packets bound for the agents’ IP telephones or softphones. The Ethernet switch ports connected
to the IP telephones or softphones are mirrored to a Switched Port Analyzer (SPAN) port, which
is connected to one of the network cards on the Voistore Live server. As such, this solution
requires the use of an Ethernet switch that supports multi-port mirroring. VVoistore Live utilizes
Avaya IC to provide the details such as Automatic Number Identification (ANI) information and
agent IDs that are associated with the recorded calls. Note that in this solution, the application of
call recording tones (in countries where this is required by law) is the responsibility of VVoistore.

Figure 1 illustrates the test configuration used to verify the Voistore Live solution.
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Figure 1: Test Configuration

The configuration utilized three servers to host Avaya IC components. The Agent PCs are
running Avaya IC client applications. The Voistore Record-on-Demand (ROD) client application
is also installed on the agent PC when on demand recording is required.

Avaya IC has a CallVisor LAN (CVLAN) Computer Telephony Integration (CTI) link to Avaya
Application Enablement Services (AES) to enable call event reporting and third party call
control of contact center devices on Avaya Communication Manager.
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Voistore Live is installed on a server running Microsoft Windows Server 2003 with Service Pack
2. An Extreme Networks Summit X250e-24p Ethernet Switch provides connectivity to all the
voice devices with all the ports mirrored to a Gigabit port, which functions as the SPAN port. An
Avaya C364T-PWR Converged Stackable Switch provides connectivity to the servers and
routing between the voice and data subnets.

2. Equipment and Software Validated

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

Equipment/Software Version

Avaya S8300B Server Avaya Communication Manager 4.0.1
(R014x.00.1.731.2)

Avaya G350 Media Gateway 26.33.0

Avaya Application Enablement Services 4.0.1 (r4-0-1-bld-51-0)

Avaya Interaction Center Servers on 7.1.3

Dell PowerEdge 850 Microsoft Windows Server 2003, SP2

Avaya IC Agent clients with 7.1.3

Voistore ROD clients on 3.2.7

Dell PCs Microsoft Windows XP Professional, SP2

Microsoft SQL Server Microsoft SQL Server 2000, SP4

Avaya 9600 Series IP Telephones 1.5 (H.323)

Avaya IP Agent 7.0.22.110

Avaya C364T-PWR Converged Stackable 45.18

Switch

Extreme Networks Summit X250e-24p 12.0.1.8

Voistore Live on 3.2.7

Dell PowerEdge 850 Microsoft Windows Server 2003, SP2

Table 1: Equipment/Software Validated

3. Configure Avaya Interaction Center

This document assumes that all Avaya products have been installed and configured as depicted
in Figure 1. The installation and configuration administration of the CTI connectivity between
Avaya IC, Avaya AES, and Avaya Communication Manager is not the focus of these
Application Notes and will not be described. For administration of the CTI connectivity, refer to
the appropriate documentation listed in Section 9.

It is assumed that the Avaya IC core server components have been installed with a secondary
ORB server created as part of the installation. This section provides the procedures for adding
the Voistore Live server into the Avaya IC environment.
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3.1. Install the Voistore Live VSREC Server

Step | Description

1. | From the Voistore Live server, copy the files VSAICSvr.exe and VSAICSvr.ini from the

directory (e.g. C:\Program Files\Avaya\lC71\bin).

Voistore Live Installation CD-ROM to the \bin folder under the Avaya IC installation

2. | Using Notepad, edit the file VSAICSvr.ini. In the [TS] section, verify that HOSTO01 has

the value of TS. The remaining fields are not in use.

B VsAICSvr.ini - Notepad
File Edit Format Wew Help

[GEMERAL]
Userln=
Password=

[aDU]

HOSTOL =
HOSTOZ2=
HOSTOZ=
HOSTO4 =
HOSTOS=
HOSTOG=
HOSTO7 =
HOSTOR=
HOSTOO=
HOSTL0=

[wou]

HOSTOL=
HOSTOZ=
HOSTO3=
HOSTO4 =
HOSTOS=
HOSTO6=
HOSTO7 =
HOSTOS=
HOSTO9=
HOST10=

I 05TOL=TS
HOSTUL=
HOSTO3=
HOSTO4 =
HOSTOS=
HOST (6=
HOSTO? =
HOSTOB=
HOSTO9=
HOST10=
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3.2. Launch IC Manager

Step | Description
1. | From the PC where the Avaya IC Design and Administration Tools have been installed,
select Start > All Programs > Avaya Interaction Center 7.1 > IC Manager to launch
the IC Manager.
2. | The IC Manager Login dialog box is displayed as shown below. Enter the appropriate

credentials and click Ok. The IC Manager window is displayed on successful login.

7= IC Manager Login

Enter login id and passwaord.

FARTF AT/
‘ Login Id: |

Password: | |

" 0K ¥ Cancel

3.3. Administer IC Account for Voistore Live Server

Step | Description
1. | From the IC Manager window, click the Agent tab. The IC Manager screen is updated
with agent account information. In the left pane, navigate to the directory where a
placeholder agent account will be created. For the compliance testing, the agent account
was created under 1C > Administrator, as shown below. Select Agent > New from the
menu to create an agent account.
7% IC Manager E E|E|
o /8] x|
New. ]
Deiete ation I]E Device
s b ::::::nts Name | Domain Manager
© {o} DefaultTenant | |9 in, Adam Usert
; Lomimi er, wehsite Wehsite
¥ puto Commit  er, icmbridge Web
[0 futo Load er, deobridge] Liger]
[0 Auto Sort
| e
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Step | Description
2. | The Agent Editor screen is displayed. Select the General tab. Enter the following values
for the specified fields, and retain the default values for the remaining fields.
e First Name: A descriptive first name, in this case “Voistore”.
e Last Name: A descriptive last name, in this case “Admin”.
e Preferred Name: A descriptive preferred name, in this case “Voistore”.
e Login Id: A descriptive login id, in this case “voistore”.
¢ Domain: Select the Userl domain.
e Task Load: Use the down arrow to decrease the load to “0”.
e Task Ceiling: Use the down arrow to decrease the ceiling to “0”.
7= Agent Editor
rGeneral rChanneIs rSecurily |/F'ruperlies rSkiIIs rnqucate rMiscellaneuus |
Title First Hame * Middle HName Last Hame *
| | |\Inismre | | | |Admin |
Preferred Name : * |\/oistore | Manager :
Employee Id : | | Is Manager: [
-L ... Agent L <] Email LPhnne L &l Address L Hotes History |
~System Information ‘Membership Information
Loginld: * voistore IaTiame [Usart =
options : ’7
T = Workgroup : *
Task Load: * .D D
Task Ceiling: * .D . ’j Site: ;Defaultsne -
‘ " 0Ok || ¥ Cancel H 4 Apphy || Help ‘
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Step | Description
3. | Select the Security tab. Enter the desired password into the Password and Confirm
fields. Uncheck the Force password change on login field, and check the Operator
field. Click Ok.
7= Agent Editor
fGeneraI |/Channels rSecurity |/F'ruperlies |/Skills rn.dvucate rMisceIIaneuus |
Password: |"'*'*""“"‘"’ |
Confirm; |~ |
[[I Force password change on login
[C] Disable login
“Roles
[_] Administrator [_] Supervisor
[_] Postmaster [¥] Operator
[_] Agent [[] Clerk
[C] Support [C] Editor
ok || *cancel | appy || Help
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3.4. Create the Voistore Live VSREC IC Server

Step

Description

1. | From the IC Manager window, click the Server tab. Select Server > New from the main

menu, as shown below.

7 IC Manager

®w

1 Default
1 Email
2 Email_Helper
| Prompter1
FC1 Usert

- voice1

1 web

1 web_Helper
L] website

==

A CESEIE]

Conmmil

Shutdown

¥ Ruto Commit
¥ Ruto Load

[0 Muto Update
D Ao Sort

ation I]E Device
“ame | Domain | Status | Host Port
D_Weh ek Up 10.1.10.104 9006
_Default Default Up 10110103 4008
eh Weh Up 10.1.10.104 4002
icel Yoice Up 10.1.10.103 49004
Default  Default Up 10.1.10.103 4010
Default Up 10110103 4003
el Vaice1 Up 10.1.10.103 9016
erhS5.. Wieb_Helper Up 10110104 9004
serl Usert Up 10110103 9006
_Weh Wiek Up 10.1.10.104 9007 L]
ek Halkar Qnnes ]

i1=]
Rl

Ready

2. | The Select or enter server type dialog box is displayed. Enter VSREC for the Server

Type field and click OKk.

7 Select or enter server type

Server Type: YSREC

ADL
Alarm
ASIS
Aftribute
Elender
CAAGmMIN
CASerer
Camhub

~Description

| »

<

" 0K

| ‘ ¥ Cancel
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Step | Description

3. | The Server Editor screen is displayed next. Select the General tab. For the Name field,
enter a descriptive name. Select VVoicel from the Domain field drop down list. Select the
IP address of the Voistore Live server (in this configuration, 10.1.10.106) from the Host
field drop down list. Enter the full path to the VSAICSvr.exe file on the Voistore Live
server for the Executable field. Leave all other fields with their default values and click

Ok.
&= Server Editor
rGeneraI rCnnﬁguraﬁnn rDehug rnd\ranced |
Name: |VSREC_VDi|:e1 | Domain: |Vnice1 "’|
Host: |1D.1.1D.1DE ‘v| Directony |C:1Prngram Filesi®vayall &7 et |
Port: (3002 | Executable: s\wayaICT1lbinsAICS exe v |
[_] Auto Start Status:
Start Time:
[ ] Security
Uptime:
Version:
| + Ok || ¥ Cancel H + apply || Help

4. Configure Voistore Live

This section provides the procedures for configuring the Voistore Live server, which includes the
following steps:

e Administer Voistore Live VSREC Server
e Administer VsCTlInterfacer

e Administer IP Telephone MAC Address
e Administer Phone Extensions
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4.1. Administer Voistore Live VSREC Server

Step

Description

1.

Logout all Avaya IC Agent clients. Select Server > Shutdown. Select the first system in
the list and click Ok. Repeat again for the rest of the IC Server systems.

8 Shutdown

10.1.10.106
10.1.10.103
10.1.10.104

Select the systemis) whose servers
should be shutdown.

" Ok

X Cancel

From the primary IC Server system, start Services from Start > All Programs >
Administrative Tools. Stop the Avaya IC ORB Service 7.1 service. Repeat for all IC

Server systems.

>0 Services

File  Action Yiew Help

=10l

- [MEFRR @m > i »

8 6P NET State Service
Aukamati

g el
%Avaya IC Test Service 7.1
%Avaya IC WebLM Service 7.1
Avaya Voice Media Manager
%Background Intelligent Transf...
%ClipBook
%COM+ Event Svstem
%COM+ Syskem Application
%Cumputer Browser
%Cryptographic Services
%DCOM Server Process Launcher
SRDHCP Client

B Micbuiba ke Sile S1amkere

| Skatus | Startup Type

|L0gOnAs |A

% Services (Local) ame / escription
St Alerter Matifies sel...
%Application Experience Looku...  Process ap...
%Application Layer Gateway Se... Providess...
%Application Management Processesi...
Provides s...

Transfers F...
Enables Cli...
Suppoarks 5.,
Manages k...
Maintains a...
Provides th...
Provides la...
Registers a...

nnnnnnnnnn

Enables th...

Disabled
Starked Aukomatic
Manual
Manual
Manual

Starked Aukomatic

Skarked Aukomatic
Starked Aukomatic
Starked Aukomatic
Starked Aukomatic
Manual
Disabled
Starked Aukomatic
Manual
Started Automatic
Starked Aukomatic
Starked Aukomatic
Starked Aukomatic

R

Local Service
Local System

Local Service
Local System
Metwark 5.

Local System
Local System
Local System
Local System
Local System
Local System
Local System
Local System
Local System
Metwark 5.

|
1 mm=] Coambmes

Extended &, Standard
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Step | Description

3. | From the primary IC server system, use Notepad to edit the file vespidl.pk located in the

VSREC:: Object;

File Edit Format Yiew Help

ResourceManager:: object;
webd:: object;

wehorouter:: ohject;
softbialer:: oObject;
Dialingkernel:: object;

EC:: ohject;

ECE:: object;

DUPADU: : Ohject;

DUPDS:: Ohject;

DUPECE: : ohject;
Siebelbriver:: ohject;
SiebelaIch:: Object;
SiebelaED:: object;

EAI:: Obqect;

EAIworkflow:: object;
EAIEmail:: object;
Javaapperidge:: object;
vespBridgeTestserver:: ohject;
AsIS:: object;
wsca11baca:: ohject;
webhservices:: object;
|WSREC:: object;
SELKEY:: ulong
Couple:: struct {names/string walue/string J;
_IDL_SEQUENMCE_Couple:: seq:cou€1e;

SeqCouple:: _IDL_SEQUENCE_Couple ;

Event:: struct (Typesulong name/string data/seqCouple )

£
—

C:\Program Files\Avaya\lC71\etc\ folder. Add the following lines to the end of the
Object definition section of the file to add a new VSREC IC Server type:
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Step | Description

4. | Add the lines that describe the capabilities of the VSREC IC Server to the end of the
Interface definition section (See below for example). The lines to be added can be found
in the Voistore VsCTlInterfacer Configuration Guide (see [8]). Select File > Save to save

the file.

B vespidl. pk - Notepad

it Format View Help

WebSEI"V‘ICeS_ASS‘Ign/ORBStatuS criteria/string; .
bser '|ceszlak S d 1ist/*segCouple out:resultlist/*segsegcouple;

i A ne 4 : Generals, Genera

/SREC_Daf e
VESP_IDL. VERSION— u Dng 0:(501001
GEMERAL_SERVER= ulong 0x4000000;

(&
- i€

£

5. | Copy the modified vespidl.pk file to the \etc folder under the Avaya IC installation
directory (e.g. C:\Program Files\Avaya\lC71\etc) on all the IC Secondary Server

systems.
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Step

Description

Start Services from Start > All Programs > Administrative Tools. Start the Avaya IC
ORB Service 7.1 service. Repeat for all IC Server systems.

4, Seryices

File  Action Wiew Help

=o)X

- mEER 2E > »

Snd ice 7
%Avaya IC Test Service 7.1
S Avaya IC WeblLM Service 7.1
%Avaya ‘oice Media Manager
%Background Intelligent Transk,..
%ClipBook

%COM+ Event System
%COM+ Syskem Application
%Computer Browser
%Cryptographic Services

Ry DCOM Server Process Launcher
S84 DHCP Client

B icbuiba kA Sl Sk

Transfers f...
Enables Cli...
Supports 5.,
Manages k...
Maintains a...
Provides th...
Provides la...
Registers a...

nnnnnnnnnn

Starked
Starked

Starked

Starked
Starked
Started
Starked

-% Services (Local) Mame / | Description | Status | Startup Tvpe | Log On As | =
Alerter Motifies sel... Disabled Local Service
%Application Experience Looku,.. Process ap...  Started Automatic Local System
%Application Layer Gateway Se... Providess,., Manual Local Service
s"%.ﬂu:u:ulication Management Processesi... Manual Local System
%ASP.NET State Service Provides s... Marual Metwark 5.
%Automatic Updates Enablesth... Started Automatic Local System
& Avaya IC ORE Service 7.1 Aukornatic Local System

Automatic
Automatic
Automatic
Manual
Disabled
Automatic
Manual
Automatic
Automatic
Aukomatic
Automatic

[

Local System
Local System
Local System
Local System
Local System
Local System
Local System
Local System
Local System
Local Syskem
Metwark 5.

=l
1 mem=l Coimbmes

Extended A, Standard

4.2. Administer VsCTlInterfacer

The VsCTlInterfacer translates the call and agent events received from the Avaya IC TS server.
The translated information is then sent to Voistore Live. The station and agent extension lists are
extracted from the Voistore Live database in order to perform the monitoring.

Step

Description

1.

From the Voistore Live server, go to the C:\Disstech\bin\\VVsCT I Interfacer\ folder and
double-click the file VsCTIInterfacer.exe file to launch the VsCTlInterfacer utility.
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Step | Description
2. | From the VsCTlInterfacer window, click Tools > Configuration.
58 ysCTTInterfacer{RecID=1, IP=) I [ m] 4
File CTIServer Yiew CRM Linkage | Tools Debuging Help
B
=
T
3. | From the VsCTlInterfacer Configuration window, select Avaya IC from the drop-down
list for the CTI Server Type field and enter VSREC for the Host A field. Keep all other
default field values and click on the Detail button.
x
~ CTl Server Info.
CTl Server Type IAvaya IC 'l Host A : |‘-'3FlEC Port A : | Test |
Common | Detail | Host B :| Port B :| Test |
~Log File
 Save Log Location I|:I:'-,l:lisstech\lugswsCTlIntcﬁaccr |
—~RecorderfDB Info
Recorder ID |1 DB Info, |
~¥sCtiMgr Info.
IP: |12?.n.n.1 Port : |93?5 Test |
~CRM Linkage[Korea Only]
[” CRM Linkage[Agent, Group Info.) Detail |
¥ Auto Process 0K| ’m Cancel |
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Step

Description

From the AVAYA IC Detail Configuration window, enter the information for the IC
Account created in Section 3.3 in the UserID and Password fields. Click OK. Exit the

VsCTllInterfacer utility.

AVAYA IC Detail Configuration N

UserlD :

Password :

Ivuisturc

I

Cancel |

4.3. Administer IP Telephone MAC Address

In an Avaya IP telephony environment where the IP telephones are assigned IP addresses
dynamically using Dynamic Host Configuration Protocol (DHCP), the MAC addresses of the IP
telephones is used to identify the IP telephone extensions. Each MAC address is then mapped to
a channel number. In this test configuration, the following five extensions are configured for

recording.
Extension MAC Address Channel Number

1. 20001 00040dec0513 0

2. 20002 00040df0d04e 1

3. 20003 00096e1209ec 2

4. 20004 00188b82557¢e 3

5. 20005 00174233c18f 4

Table 2: Voistore Live Recording Extensions
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Step | Description

1. | From the Voistore Live server, select Start > All Programs > Voistore Live >

Configuration > Server Configuration Console to launch the VVsConfig utility.

2. | From the VsConfig window, select Recorder on the left menu tree. Click on the check

box beside the Voip field and click the *...” button to configure the VOIP settings.

"fii VsConfig - [Console Root\Voistore\Recorder] ol x|
% File Acton Miew Favorites Window Help | _Iﬁllil
= | Bml @
g_éujn::;t::t Charinel Nurmber |32 Start Channel Index for files |1 Yox Level ISD ¥ Us
{Z3 CTIManager ¥ Show Log ¥ Savelog Save LogLevel |2
FrofimY et Backup Log Path ID:\DlssTech\Logs |
Devices
L_ Dizlogic T Aculab O MusicTeIecom;I - Voistore;l oipl;ll
Apply |
Select All Channels I Deselect All Channels I
| CH::| Ch-lame | S-Time I C-Time | E-Time | M-Duration | P-Time: I Gain | Trigger -
D 0001 MULL 1000 i 1000 3600000 200 1 Mot Use
D ooz MULL 1000 o 1000 3600000 200 1 Mot Use
D 0003 MULL 1000 3] 1000 3600000 200 1 Mot Use
D 0004 MULL 1000 5] 1000 3600000 200 1 Mot Uise
D 0005 MULL 1000 o 1000 3600000 200 1. Mot Use Ll
O ooos NULL 1000 a 1000 3500000 200 1 Mot Use
2| | il
Seleceted Channel Setup All Channel Setup I
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Step | Description

3. | From the VOIP Configuration window, click the Add button from the VOIP Channels

section.

il
Sniffer [Metwork. Card] 1Pz
— Sniffer Method
 Socket * PCAP Test
- I 1P Address I Mac Address I Valid Time(ms) I
1. 001422788048 a
.................. e E— I
Gatekeeper IP and Port
G = | 1P Address [ part |
Add | Remove I
YOIP Channels [ Channel ldentifer 1P & 1D ]
cH= | D [Exte.. | Port | BufTme | Trumk | Portl Part 2
Add I Inzert I Remaove

4. | From the VOIP Channel Configuration window, enter the MAC address of the IP

x
[OIF Channel] Input the P addrezz, Port and Buffering Time to be added.
IF
Mac Address | 0D040dec513
E stenzion
PORT [1720
Buffering Time(ms) |5UU
[ Trunk Chantel

eida Parts
’71 [T =0 2 [rx =][o

telephone in the Mac Address field. Click OK. (Note in Step 5 that the next available
Channel Number is automatically assigned.)

JC; Reviewed:
SPOC 12/19/2007

Solution & Interoperability Test Lab Application Notes
©2007 Avaya Inc. All Rights Reserved.

17 of 27
Voistore-1C




Step | Description

5. | Repeat Steps 3 and 4 to add the MAC addresses of the remaining four IP telephones to be

ol
Sniffer [Metwork Card] 1Pz
Shiffer M ethod
’V © Socket % PCAP Test
= | IP Address | Mac Address | Valid Time{ms) |
1 0014227858048 a
""""""""" & cTcTI Femave I
GateKeeper IP and Port
gz | IP Address [_port |
Add | Remove I
WIOIP Channels [ Chanrel [dentifer ¢ 1P & 1D ]
CH = | D [Exte... | Port | BufTme | Trunk | Port1 |  Portz
[a] 00040decds13 1720 500 ms % 0 RX 0
1 00040df0d04e 1720 500 ms ™ 0 RX 0
2 00096e1209ec 1720 500 ms % 0 RX 0
3 00138b82557e 1720 500 ms X0 RX 10
4 00174233c18f 1720 500 ms X 0 RX 0O
Add Izt I Remawve

recorded. When completed, there will be five new entries in the VOIP Channels section
of the VOIP Configuration window. Exit the VsConfig utility.
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4.4, Administer Phone Extensions

In this section, the extension numbers of the IP telephones are associated with the respective
channels created in Section 4.3.

Step

Description

1. | Browse to the URL http://<Voistore Live IP address>/VoiceRec/uid on the Voistore

Live server. Enter an Administrator login and password to log in.

e @ M ; e e ] : e
{ [ ) -— s |
& bact 2} Iﬂ @ _:] 7 Search \‘_\/\( Faworites @ =5 g = _J i d:-;}
acdress |{&] hetp://10.1.10. 108 vciceReciuid v| Go | Links *
Connect to svrb
=y
{3\
iR
Connecking to 10.1.10.106
User name: ‘ [ 54 - |
Password: 1 !
[ remember my password
E Opening page http:f/10.1.10.106/YoiceRecuid. .. Ll & Internet

2. | Click on the Extensions button and then click the Add Ext’s (M) button.

<2 VoistoreWeb : UID - Microsoft Internet Explorer, |:||EHZ|
File  Edit View Favorites Tools  Help ’f-'
D QO NRAG P e @ 22 B-LEHO B
Address |@ httpe/f10.1.10. 1064 oiceRec adming v| Blce nks >
[EXIT] [UI Designer] Admin Only (Administrator : SYREVADmInistrator)
. Advanced H
Database  Recorders || Extensions |Users  Groups  Search Settings Admin System Log
Extensionw| Recorderw|  Channelw|  Extension IR w| VoI v Trigger v
Extension v |[ Search Ext. ] Add Ext's(M)

@ Done

‘-j Local intranet:
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Step | Description

3. | Enter the following values for the specified fields, retain the default values for the
remaining fields and click Confirm to continue. Refer to reference [6] for the explanation
of the fields. (Note: This form can be used to add multiple consecutive extensions.)

e Number of Extensions: Set to “1” to configure one extension

e Start Extension Number: The extension number to be configured

e Recorder: Select the Voistore recorder to use, in this case
“Recorder01”

e Start Channel Number: The channel number to associate with this extension

e Trigger: Select “CTI ROD” from the drop-down list

e Discard calls under [sec]: Setto “0”

e Separate silence over [sec]: Setto “0”

In this example, extension 20001 is associated with channel 0, which was configured in
Section 4.3.

3 VoistoreWeb : UID - Microsoft Internet Explorer E]@@

Fle Edit wew Favorites Toolks Help i
) ) li] g ;‘. /"sEarch Favortes (<) - ,‘ =- ol @ 3

Ad_tiress.:g[http:ttlﬂ‘LlD.lDE-aniceRecfadmmf v GD Links **

[EXIT] [UI Designer] Admin Only (Administrator : SYREYADministrator)

Database  Recorders Estensions Users Groups Search  Adwvanced Settings  Admin  System Log

Extension w| Recorderw| Channelw| Estension IPw volp »| Trigger »/|

Extension - | SeacnExt | [ AddBxtsiM) |

Batch Add Extensions |
M turnber of
Extensions \—ll
M start Extension
Mumber Sl

A Recorder Recorderdl v
M start Channel l:|
Number
M Extensian IP 0.0.0.0
M yarp 0.0.0.0

Trigger CTIROD M

Discard calls under l:l
[sec]

Seperate silence ’—‘
over [sec] L

Seperate files aver
[min]

Voltage Level 20
WOK Level s0
Input volume 1
Encode Type 5.723 [6.3k ¥
Description |:|
-éiDune Q Local intranet :
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Step | Description

4. | Repeat Step 3 to add the remaining four extensions. The following shows the completed
configuration for extensions 20001 to 20005.

2} VoistoreWeb : UID - Microsoft Internet Explorer

File Edit ‘Wiew Favorites Tools  Help ﬂ'
’ > ] \ﬂ \ELI ;\J /.-\: Search ‘;\?’ Favarites 6’-‘? = - ﬁ @ ‘i‘"‘
address |@&] hetp:f10.1.10. 106 MoiceRec fadming w aeo Links *
[EXIT] [UI Designer] &Admin Only (Administrator : SYRENADministrator)
Database  Recorders | Extensions Users  Groups  Search  Advanced Settings Admin System  Log
[ Extensionw»| Recorderw| Channelw|  Extension IP | YoIP | Trigger »|
[J 20001 |Recordernt v|| o][o.000 [0.0.0.0 lctiron ~IBY
[0 20002 |Recorderol v 1|[0000 ||o0.0.0 lciron ~IB)
O 20003 |Recordernt v z][0.0.00 |[0.0.0.0 lctiror ~IBY
[0 20004 |Recorderol v 3][0.0.0.0 ||o0.0.0 lcriron ~ID)
[0 20005 | Recorderol v 4/[0.000 ||o0.0.0 lcriron ~IB)
[1]
Extension hd " Search Ext. Add Ext's ()
ﬂj Cane &) Local intranst

5. | Reboot the Voistore Live server for the configurations to become active.

5. Interoperability Compliance Testing

The interoperability compliance testing included feature and serviceability testing. The feature
testing evaluated the ability of Voistore Live to monitor and record calls placed to and from
stations, agents and VDNs. The serviceability testing introduced failure scenarios to see if
Voistore Live is able to resume recording after failure recovery.

5.1. General Test Approach

The general approach was to place various types of calls to and from stations, softphones, agents,
and VDNSs, monitor and record the calls using Voistore Live, and verify the recordings. For
feature testing, the types of calls included internal calls, inbound trunk calls, outbound trunk
calls, transferred calls, conference calls, service-observed calls and Avaya IC voice chat calls.
For serviceability testing, failures such as network disruption and device resets were introduced.
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5.2. Test Results

Voistore Live monitored, recorded, stored, and played back the various types of calls discussed
in Section 5.1 successfully. For serviceability testing, VVoistore Live was able to resume the
recording of calls after restoration of network connectivity to the Avaya AES server and Voistore
Live server, and after resets of the Voistore Live server and Avaya Communication Manager.

6. Verification Steps

The following steps may be used to verify the configuration.

Step

Description

1. | Launch the IC Manager from the PC where the Avaya IC Design and Administration

75 IC Manager

Manager Tools Services Server Help

Tools have been installed, click on the Server tab and select All Domains in the left pane.
Verify that the Status field of the TS and VSREC servers shows Up.

@aRE@&me 8 = 1|2 < 8§
[%SEW‘ET . Agent 55,:' Configuration I]E Device
et
i Type | Name ‘ Domain ‘ Status ‘ Host ‘ Port ‘ U
1 Default A |URE URB DIETETIT op T T TOS 90T TITaE o
3 Email ORE ORE_svrd_8001 Default Up 10110104 4001 Bmi1d |
-1 Ernail_Helper Paging Faging_eb ek Up 10110104 a00g9 Bm:1
FC Pramptert Report Report_Default  Default Lip 10.1.10.103 a010 Bm:3
FC Usert Report Feport YWeb H.. Weh Helper Lp 10.1.10.104 9005 Bm:g
1 Yoicel TS TS_Vaicel Yaicel Up 10.1.10.103 9016 B3
-3 wiek VEREC WSREC_Voicel Voiced Up 10.1.10.106 9002 37 g
(1 wéeb_Helper :|WACD WebACD Webh Wb Up 10110104 q006 fim:7e
- wiebsite ChwiorkFlow  WorkFlow tiel  iieh Up 10.1.10.104 a010 Bm:9y
WorkF 0w WiarkFlow Userl Userd Lp 10110103 a1z Bm:3
WOrkF [0y WiorkFlow Voice] Voiced Lp 10110103 4011 B4
K] | [+
Rezdy
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Step | Description

2. | Browse to the URL http://<Voistore Live IP address>/VoiceRec/ from a PC with a
sound card and speakers. Enter the Voistore Live administrator User ID and password and
click Logon.

2 VoistoreWeb - Microsoft Internet Explorer E”E‘E‘
Fie Edt View Favorkss Tools  Help ar
Qui- © MR G Lo trres @ 223 JUBOG S
Address htlp:f/lﬂ‘l‘lD‘lDBIVDI(eREd B
5 R
B B
| ] / \\\‘ VOISTORE
Password : _
(&) bone % Locdl intranst :

3. | Click on the Monitor tab to monitor the agents. In the left window pane, check the box
next to the group where the agents are assigned and click the Monitor button. In this
configuration, all agents are assigned to the TEST group.

2 VoistoreWeb - Microsoft Internet Explorer |Z”E|[z
File Edit Wew Favorites Tools  Help
eﬁack - \_,) @ @ :_;j /':H Search {'\?Favorites e} L:v :‘; - _’J ﬁ @ "ﬁ
Acdress | ] hipf/10.1.10.106/voiceRee
? Help
WOISTORE & sysadmin
sysadmin
[H[o |  Hfo | [E[o ]
Bl « = = 0.0 Kbps
@ 'ﬁ Local intranet
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Step

Description

Log in an agent using the Avaya Agent client. Verify that the Monitor window shows the
agent extension correctly and that the color of the agent changes to yellow. In this
example, the Avaya Agent “agent3” is logged in to extension 20003.

EEX

2} VoistoreWeb - Microsoft Internet Explorer

Fils Edit Yew Favorites Taok Help o
Qe - O [¥] [B] OB O sarch Sprmmies £ (- 2 S8 3
e [{@] httpeff10.1.10, 106 VoiceRec]
| 2 Help
VOIS TORE B sysadmin
]
s Monitor g A
& r- [_#H_EXTIROD }ﬂ [z0003]agent3 | [ | [#M_ExTlagentl
= © |oo:o4 04 ~ o0:00:35 000404
TEST e =B
-0 UNKNOWN GROLP L.J[_#N_Ex‘r]agentcl ‘!7 [_#N_EXTlagentz
O] sysadmin |uu 10404 00 ;04 : 04
[HE[o @ ! ES
Bl ¢ 7 7 0.0 Kbps
@ javascripk:logout(); “j Lacal intranet

Place a call to the agent either through the VDN or directly to the agent extension. Verify
that the color of the agent changes to pink, indicating that the agent is being recorded.

2l VoistoreWeb - Microsoft Internet Explorer

File Edt Yew Favortes Tools Help
@Eack ) | |£] @ ;‘, /-f'JSaarch \j:rFavnrltas 8 K- \; - _| e @ b X
ncdress | @] http: {10,110, 10{YoiceRec] Blon | unks >
i T ? Help
EVDIE'{'I:IF!'E & sysadmin
! e Search ' e E Logout
@ i_. [_#N_EXTIROD }w][znmﬁ;gama || [ _#n_ExT]agents
ROC:EST ~ loo:ioi:o7 "”inn:nn:zs - |ooiotio7
LNKNOWH GROLP i"_ij[_# N_EXT]agentd i_._i [_#N_EXTlagentz
O] sysadhin |00 0107 |00 ;0107
[ [1 |  [@o |  [@= ]
Bl ¢« = = 0.0 Kbps
&) javascriptlogout(); %2 | ocal intranet
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Step | Description

e [ Yew Fguorter lock el

g : Y@@ D
Q-0 HRAG S
Ackress | hemp:JfL0. 110,06 Voscestac]

TEST
] LRRNOWN GOUR
Fysadmn

Show Trasds

e BTy

[[E e

To retrieve the recording, click on the Search tab. Click on the Search button on the
bottom right of the screen to display all the recordings for the day.

W= g

(20071722 = || 20071722 =)
0e0000 05359 <4

sColl Dursion:

[0 —[ooond =
* DTMF »

‘QWP’JW

4l

File Edt Wiew Favorites Tools

D park -

3 VoistoreWeb - Microsoft Internet Explorer,

Help

© HMRAG Lo o= @ - L B-JESO B

From the list of recordings, check the box next to the recording to be played back and
click on the Play button at the bottom of the window. Verify that the recording is played
back correctly. Verify also that the call information above the playback controls is correct
for the recording.

EEX

?‘l'

O unkNOwWN GROUP

O] sysadmin

Address | @] httpe/10,1,10.106 ¥oiceRecy

Search

TEST agentd agentd 2007-11-22 12:21:48 00:00;42 20003 Inbound

v B o>
elp

| 125M | 01:00 | 02 | 03:00

04:00 | 0500 |

E
0800 | 0300 | 10.00 | 11

200711722 = || 2007/11/22 =
00000 - |20:5958
=Call Duration *
000000 == (000000 =

=DTMF=

=Caller D= =Called ID=

[+ advanced search

Show Trails

[1]: Stop...

[
R o e B BT g SOLICK))
g Don %) Local intranet
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7. Support

Technical support for VVoistore Live can be obtained by contacting Voistore’s Support Desk at
+82 (2) 2025-9111, or sending an e-mail to support@voistore.com.

8. Conclusion

These Application Notes describe the procedures for configuring Voistore Live to interoperate
with Avaya Interaction Center to monitor and record calls placed to and from IP stations and
softphones on Avaya Communication Manager. The current version of Voistore Live is designed
to record IP calls only. Voistore Live successfully passed the compliance testing.

9. Additional References
Avaya product documentation can be found at http://support.avaya.com.

[1] Administrator Guide for Avaya Communication Manager, Issue 3, February 2007, Document
Number 03-300509

[2] Avaya MultivVantage Application Enablement Services Administration and Maintenance
Guide Release 4.0, Issue 6, February 2007, Document Number 02-300357

[3] Avaya Interaction Center Release 7.1 Installation & Configuration, May 2006, Document
Number 07-300569

[4] Avaya Interaction Center Release 7.1 IC Administration Volume 1: Servers & Domains,
Release 7.1, Issue 3, May 2006, Document Number 07-300570

The following Voistore Live documentation is provided by Voistore.

[5] Voistore Administration guide, Release 3.2.7

[6] Voistore UID Manual, Release 3.2.7

[7] Voistore VsConfig Manual, Release 3.2.7

[8] Voistore VsCTlInterfacer Configuration Guide, Release 3.2.7

JC; Reviewed: Solution & Interoperability Test Lab Application Notes 26 of 27
SPOC 12/19/2007 ©2007 Avaya Inc. All Rights Reserved. Voistore-1C



©2007 Avaya Inc. All Rights Reserved.

Avaya and the Avaya Logo are trademarks of Avaya Inc. All trademarks identified by ® and
™ are registered trademarks or trademarks, respectively, of Avaya Inc. All other trademarks
are the property of their respective owners. The information provided in these Application
Notes is subject to change without notice. The configurations, technical data, and
recommendations provided in these Application Notes are believed to be accurate and
dependable, but are presented without express or implied warranty. Users are responsible for
their application of any products specified in these Application Notes.

Please e-mail any questions or comments pertaining to these Application Notes along with the
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