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Abstract

These Application Notes describe the configuration steps required to integrate IEX TotalView
Workforce Management with Avaya Operational Analyst using the Avaya Data APl. The
Avaya Data API provides access to historical and real-time data on Avaya Operational Analyst
derived from agent activity on Avaya Interaction Center. IEX developed two Data API clients
referred to as the avayaoahist and AvayaOA _rta applications that run on the TotalVView server.
These Data API clients act as a conduit between IEX TotalView and the Avaya Operational
Analyst Web Reporting Framework and retrieve historical and real-time data from Avaya
Operational Analyst.

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

These Application Notes describe the configuration steps required to integrate IEX TotalView
Workforce Management with Avaya Operational Analyst using the Avaya Data APIl. The Avaya
Data API provides access to historical and real-time data on Avaya Operational Analyst derived
from agent activity on Avaya Interaction Center. IEX developed two Data API clients referred
to as the avayaoahist and AvayaOA _rta applications that run on the TotalView server. These
Data API clients act as a conduit between IEX TotalView and the Avaya Operational Analyst
Web Reporting Framework and retrieve historical and real-time data from Avaya Operational
Analyst.

The TotalView avayaoahist application extracts agent and queue summary statistics from the
historical tables of Avaya Operational Analyst at the end of each 30-minute interval. The
avayaoahist application then presents these statistics, in report file format, to a specified
directory on the TotalView server for processing. The historical data is aggregated from real-
time data at the end of the data interval. 1EX TotalView captures three historical reports called
QueueStats, AgentQueueStats, and AgentSystemStats reports. A sample of the historical data file
is included in the Appendix.

The AvayaOA rta application extracts agent desktop state information from the Avaya
Operational Analyst real-time tables at specified frequencies. This data is retrieved on a near
real-time basis. The data includes the agent’s State and the Time in State. Historical and real-
time data is processed by IEX TotalView, the data can then be displayed on the TotalView
Supervisor Workstation.

Figure 1 illustrates the configuration used to verify IEX TotalView with Avaya Interaction
Center (IC) and Avaya Operational Analyst (OA). Avaya IC enables a contact center to manage
transactions across multiple channels including voice, email, and web-based e-commerce, and to
route customers to the best available agent or resource. Avaya Application Enablement Services
is used to establish a CTI link between Avaya Communication Manager and Avaya IC. OA
stores and provides historical and real-time views of contact center statistics. 1EX TotalView
can then retrieve the historical and real-time data from Avaya Operational Analyst and display
the reports on the TotalView Supervisor Workstation. The Avaya Operational Analyst data is
stored in a Microsoft SQL Server 2000 database.

The focus of these Application Notes is on the configuration of Avaya Operational Analyst to
enable the proper reports required by the TotalView solution and on the configuration of the
avayaoahist and AvayaOA _rta applications on the IEX TotalView server. The installation and
configuration of Avaya Operational Analyst, Avaya Interaction Center, and the IEX TotalView
Workforce Management System are outside the scope of these Application Notes. The reader
should refer to the documentation in the references section for additional information.

JAO; Reviewed: Solution & Interoperability Test Lab Application Notes 2 of 47
SPOC 8/12/2008 ©2008 Avaya Inc. All Rights Reserved. IEX-OA



and Microsoft SQL Server
(192.45.145.50
lzaicO1.mm.com)

“ Avaya Operational Analyst

Avaya S8700 Servers
(192.45.100.60)

siistisinislt —catssnisinin
e
Avaya IC Telephony
and Avaya OA Event Collector

Router (192.45.145.51
|zaic02.mm.com)

LT TV L DL T

L s et esaaatt

Avaya IC Email
(192.45.145.52
|zaic03.mm.com)

Avaya G650 Media Gateway é;?c%ﬁ#:_if;)
(C-LAN: 192.45.100.70)
Avaya Interaction Center (IC) Servers
and
Avaya Operational Analyst

Avaya 4600 Series

IP Telephones
(IC Agents)

Microsoft Exchange
IEX TotalView Workforce 2003 Server

Management (192.45.100.180)
(192.45.120.180)

Avaya Application Enablement Services
(192.45.145.40)

IEX TotalView Supervisor

Workstation
(192.45.60.62)

Figure 1: Configuration with IEX TotalView and Avaya Operational Analyst
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1.1. Equipment and Software Validated
The following equipment and software were used for the sample configuration:

Equipment

Software

Avaya Operational Analyst with Microsoft

SQL Server 2000 7.1.0.030
Avaya Interaction Center 7.1
Avaya Application Enablement Services 3.1

Avaya S8700 Servers with a G650 Media
Gateway

Avaya Communication Manager 4.0
(R014x.00.1.731.2)

Avaya 4600 Series IP Telephones 2.8

Microsoft Exchange 2003 Server N/A

IEX TotalView Workforce Management with 31240

avayaoahist and avayaOA_rta Applications A

IEX TotalView Supervisor Workstation 3.12.5.0
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2. Configure Avaya Operational Analyst

This section describes how to configure the various subsystems and data collection on Avaya
Operational Analyst (OA). The subsystems that must be configured include:

= Historical subsystem: The Historical subsystem analyzes the data in the database. In
this configuration a Microsoft SQL Server 2000 database was used.

= Real-time subsystem: The Real-time subsystem processes the active work items in the
real-time database.

= Report subsystem: The Report subsystem provides the Web-based report framework
necessary to run Basic Reports or Advanced Reports.

This section also describes how to configure data collection for the historical reports retrieved by
IEX TotalView Management Workforce using a Data API client. In order for Avaya OA to store
historical data, a Container must be created for each data store. Without containers, Avaya OA
will not aggregate the real-time data and store it in the historical database. The IEX TotalView
solution requires the following summary data for the historical reports: Agent service class,
Agent state, and Service class summary. A container will be created for each of these data
stores.

The Real-time subsystem summarizes IC data into 30-minute intervals and transfers it to the
Historical subsystem, which proceeds to aggregate the data into containers.

Avaya Operational Analyst is configured using the OA Administration client to permit data
collection and reporting. For additional information on installing and configuring Avaya OA,
refer to [4].
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Start the Avaya OA Administration client by navigating to the directory where it is installed
(e.g., C:\Program Files\Avaya\BI\AdminPol.html) and double-click on the AdminPol.html file
in that directory. After logging in using the appropriate credentials, the OA Administration
client screen will be displayed in an Internet browser as shown in Figure 2.

File Edit Wew Favorites

Tools  Help

/4 Administration Client - Microsoft Internet Explorer

’
JBack ~ €3 - [x] [2] . | ' search Favarites £ - i B
Address I@ C:\Program FilesiAvayalBIiadminkol. html ﬂ a Go | Links **
[~
Administration Client
File = Edit  Wiew* Help~r
] O Administration
-7 container Status Awaya Operational Analyst (OA) is the application that allows you to manage your
:| Scheduled Jobs realtime and historical databases and oversee the collection of data for reporting.
-™ Interface Services
Tips
-™ Subsystems
™ Container Profiles @( Getting Started
+ 7] Schemas To configure Avaya Operational Analyst, click Help for instructions. Configure
-] Retention Periods Avaya Operational Analyst in the following order.
:| Daily Intervals 1. Subsystems: Configure historical, report, realtime, CMS, and source subsystems.
. . 2. Daily Intervals: Define the intervals far repoting.
7] Container Archives 3. Schemas: Define schemas far all historical stores.
4. Container Archives: Specify the container archive options.
5. Container Prafiles: Specify data to be aggregated and archived.
&. Retention Periods: Define howe long data will be stored.
7. Interface Services: Enable or disable services for data collection and reporting.
@( Maintaining Avaya Operational Analyst
To maonitor the status of Avaya Operational Analyst, view the following screens
daily:
1. Container Status: View the status of your container data.
2. Scheduled Jobs: WVerify jobs are executing successfully.
3. Interface Services: Vetify required services are enabled and responding.
1
For mare information on administration capabilities access screen help. ||Connected o server |
|£j Applet com, avaya,co.ovi, admin, AdmincClient started ,_,_,_,_,_| j’ Iy Computer v
Figure 2: OA Administration Client Welcome Screen
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2.1. Configure Subsystems

From the OA Administration client, select Subsystems in the left pane shown in Figure 3.
Initially, the Historical subsystem is automatically added if this feature was selected during the
installation of Avaya OA. The configuration of the Historical subsystem is displayed in Figure
4 for reference.

/) Administration Client - Microsoft Internet Explorer

File Edit View Favorites Tools Help | ﬁ'

D Back - 63 v [x] [2] @a | - search Favorites 4% - i B

Address I@ C:\Pragram FileshAwaya\BIAdminPol, html j a Go | Links **
[~

Administration Client

File = Edit  View~ Help~

1 OA Administration Subsystems
-7 Container Status
™ Scheduled Jobs
- Interface Services

j =1 yate
=| container Prafiles Subsystem Type Subsystem MName Internet Domain Mame IP Address B|
= Schemas Histarical higtorical 12gic0 1. mm.corm 182.45.145.50
™| Retention Periods
-7 Daily Intervals
- container Archives
il [ |
4 subsystems
A, IAGEITe. elete
= | CAncel |
KT I
Ready. IConnected to server |
-
Applet com.avaya.cc. cvi, admin, AdminClient started ¢ My Computer
4
Figure 3: Subsystems
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Figure 4 shows the configuration of the Historical subsystem. The Internet domain name
field contains the fully qualified domain name (FQDN) of the Avaya OA server (i.e.,
Izaic01.mm.com), which resides with the Microsoft SQL database.

Maodify Subsystem E3
Subsystem properties
Type: Marme:
(» Histarical |histurica|
-
. Location:
- (e Internet domain name:
- [1zaico1 mm.corm

(" IP address:

Ok Cancel

Figure 4: Historical Subsystem
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From the Subsystems screen shown in Figure 3, click the Add button to add the Real-Time
subsystem. Select the Real-Time radio button for the Type field, provide a descriptive name, and
configure the Location field by providing the FQDN or IP address of the Avaya OA server.
Click OK to add the Real-time subsystem.

Add Subsystem
Subsystem properties
Type: Mame:
| realtime

Report
Real-time
CMS
Source

Lacation:
(# Internet domain name:

T e T

|Izaico1 MM, cam

(" IP address:

e

Data servers

Report data server

Ok Cancel

Figure 5: Real-Time Subsystem
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Create an Avaya IC Source subsystem for the Event Collector on Avaya IC (configured in
Section 3) and associate it with the Real-time subsystem created in the previous step. From the
Subsystems screen shown in Figure 3, click Add to add an IC source. Set the Source Type
field to Avaya Interaction Center and set the Source ID field to Automatic Generation field to
allow Avaya OA to generate a Source ID. The Source ID assigned will be displayed the next
time this subsystem entry is modified (see Figure 7). The Source ID will be used to configure
the Event Collector on Avaya IC. Enter a descriptive name in the Name field and select the
realtime subsystem in the Real-time subsystem drop-down list. Click OK to add the new IC
Source subsystem.

add Subsystem
Subsystem properies
T}.rpej Mame:
C [1zaico2
Report
Realtime
CME
Source
Twpe:
Avaya Interaction Center j

« 1T

Source ID;
(» Automatic generation
" Manual generation

Real-time data flow Histarical data flow (Forwarders/Recorders)
(Ewvent collector/Data Manager) —~
Histarical Store | Historical Subsystem |—
Source subsystem: e
! v Agent service class [histarical |
The current subsystem
I Agent completion code [historical |
Realtime subsystam:
- IV Agent job [ historical |
realtime j
IV agent reason code [historical |
V' sgent state [historical |
I Job surmary [ histarical |
I Reason cade summary [ historical = L
I Service class summary [historical |
V' Service class state [ historical | E
Forwarders are on the associated real-time server.
Ok Cancel
Figure 6: 1C Source Subsystem
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From the Susbsystems screen, highlight the IC Source and then click Modify. Figure 7 shows

the IC Source subsystem after it has been configured. Note the Source ID assigned is displayed

in the screen. This Source ID will be required when the Event Collector is configured on Avaya
IC.

Modify Subsystem
Subsystem properties
Type: Mame:
C [1zaic02
-
-
-
(» Source
Type:
Source D
1
Realtime data flow Historical data flow (ForwarderséRecorders)
(Event collector/Data Manager)
Historical Store | Historical Subsystem =
Source subsystem: e
' I Agent service class [ historical =
The current subsystem
I Agent completion code | historical ]
Real-time subsysterm:
M Agent job | histarical |
realtime j
W agent reason code [ histarical =]
IV : sgent state | historical |
I Jok sumrmary [ historical =]
¥ Reason code summary | historical | L]
i Service class summary | histarical =
VService class state |hi5t0rica| j B
oK Cancel
Figure 7: Source ID Assigned to IC Source Subsystem
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To generate reports for the data collected, a Report subsystem must be configured. From the
Subsystems screen, click the Add button to add the Report subsystem. Select the Report radio
button for the Type field, provide a descriptive name, and configure the Location field by
providing the FQDN or IP address of the Avaya OA server. Click OK to add the Report
subsystem.

Subsystem properties
Type: Marme:
- |repnrt
( RFeport
(" Realtime I_rEcatiDn: . .
. CMS » Internet dornain narne:
 Source |Iza|c:01 T, Ak

(" IP address:

T

Report services

Feport framework

Ok Cancel

Figure 8: Report Subsystem
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The new subsystems configured in the previous steps should now appear in the Subsystems
screen as shown in Figure 9.

3 Administration Client - Microsoft Internet Explorer

Eile Edit Yiew

Fawarites

Toals

Help

Ot - O - B B

:‘ | ' Search - ¢ Favorites &4 |

- B

Address I@ C:\Program FilesiAwayalBI AdminPal.html j Go | Links *
[~
Administration Client
File = Edit  View~ Help~
_ 108 Administration Subsystems
™| Container Status
™ Scheduled Johs
™ Interface Services
Subsy ms
=| Container Profiles Subsystem Type Subsystem MName Internet Domain Mame IF Address B|
= Schemas Histarical higtarical Izaict1. mm. com 182.45.145.50
) ) Real-time realtime |1ZzaicO1.mm.com 152.45.145.50
3 F{e-tentmn PEAlEE Source (Avaya Interaction Center) | IzaicO2 - -
- Daily Intervals Report report Izaico1. mim. corm 152 4514550
™ Container Archives
il I 2=l
4 subsystems
Add... ity [elete
Sawve | Cancel |
4] [+
Ready. ICDnnected to server |
=
|@:| Applet com.avaya.cc.cv, admin. AdmincClient started ’_’_’_ ’_ ’_| J Iy Computer v
Figure 9: Configured Subsystems
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2.2. Configure Container Profiles

This section covers the configuration of container profiles in Avaya OA. Three containers will
be created for the Agent service class, Agent state, and Service class summary data.

Create the Agent service class container. Inthe OA Administration client, click on Container
Profiles in the left pane. In the Container Profiles screen shown in Figure 10, set the
Historical store field to Agent service class and click the Add button. The Add Container
Profile screen shown in Figure 11 will be displayed.

i atio = 050 Brne nlore _ O x

File Edit Yiew Favorites Tools Help | I{:'

JBack - €3 - [x] [2] . | - Search  ~ 7 Favorites 4= | - B

Address I@ C:\Program Files)avayal BT AdminPal bl j Go | Links **
=

Administration Client
File Edit+ Wiey v Help~

] 04 Administration Container Profiles
-] Container Status Histarical store:

-] Scheduled Jabs Agent service class =
< Interface Services

-Agent service class

-7 Subsystems
Cantainer Profiles To select a container, type container name or select from list.
i C orntainer Profiles To create a container, press the add button.
-] Schemas Disabled containers Enabled containers
™| Retention Periods
-7 Daily Intervals
] Container Archives = Enahle = =l
= [Uisatle
'I I = < [ 2=
0 containers O containers
IR Delete Add. . e ] A
Save Cancel
| [
Ready. ICDnnected to server |
[
|E£| Applet com,avaya.co.cvi, admin, AdminClient starked |_|_|_|_|_| J My Compuker i
Figure 10: Container Profiles — Agent Service Class
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In the Add Container Profile screen, add a descriptive name in the Container name field. In
the Workgroup name property tab, select the Workgroup name that the IC agents belong to. In
this configuration, the IC agents were part of the Service workgroup. The agents” workgroup(s)
was specified when they were added in Avaya IC. Click Next to configure the Service class

name property tab.

Add Container Profile
Container name: Historical store:
|Agent service class Agent service class
Container rules
Workgroup name | Service Class Mame B

4

0 rules

Add container rules

Workgroup name property | Service class name property

Find display name:
|Service

|W0rkgr0up name

U Administratar
[ Default

1 2l
3 items
‘ Mext = ‘ Clear
Ok | Cancel
Figure 11: Add Container Profile — Agent Service Class
JAO; Reviewed: Solution & Interoperability Test Lab Application Notes 15 of 47

SPOC 8/12/2008 ©2008 Avaya Inc. All Rights Reserved. IEX-OA



In the Service class name property tab, set the Service Class Name field to ALL to capture data
for the all the channels on Avaya Interaction Center. Click Finish.

Add Container Profile
Container name: Historical store:
|Agent service class Agent service class

Container rules
Workgroup name | Service Class Mame B

'| 2l

0 rules

Add container rules

Workgroup name property Service class name property l

Find display name:
[ )

| Service Class Mame

el
 DefaultChatQueue@DefaultT enant
‘ DefaultEmailQueue@DefaultTenant
éPuoI_support_mm_com

“Woice Queus

‘gueue.channel.chat default
‘gueue.channel.email. default

fueue. channel voice. default

o o o

g items

< Back ‘ Finish ‘ Clear

QK | Cancel

Figure 12: Add Container Profile — Agent Service Class
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After configuring the Agent service class container, click OK. The user is returned to the
Container Profiles screen shown in Figure 10. Click Save on that screen.

Add Container Profile
Container name: Historical store:
|Agent service class Agent service class

Container rules
Workgroup name | Service Class Mame B

Service (Al Q

'| 2l

1 rule

Add container rules

Workgroup name property | Service class name property
Find display name:

|W0rkgr0up narme

C administrator
[ Default
r Service

3 items

‘ ‘ Clear

QK | Cancel

Figure 13: Agent Service Class Container Completed
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Create the Agent state container. From the Container Profiles screen, select Agent state in
the Historical store field and click the Add button. The Add Container Profile screen shown
in Figure 15 will be displayed.

3 Administration Client - Microsoft Internet Explorer
File Edit MWiew Favorites Tools Help | :,'
DEack - €3 - [¢] [2] @ | ) Search 7 Favorites 42 - B
address I@ C:\Pragram Files) avayalBTAdminPol, Html j Go | Links **
Administration Client
File = Editv  View~>  Help~
] 04 Administration Container Profiles
-7 Container Status Histatical store:
-7 Scheduled Jobs Agent service class j
-l Intetface Services Agent service class
-7 Subsystems Agent completion code ;
P — , er name or select from list.
Sl ontainer Profiles Agent job d button.
-] Schemas Agent reason code Enahbled containers
= Retention Petiods | Agent state
™| Daily Intarvals Job summary
7 Container Archives Reason code summary B Enahble = Afent service class(7) B
Service class summary
Service class state = Disahble
Systerm completion code
CME agent summary
CMS call work codes
CME skill summary
CMS VDM summary | ﬂ;l | | _’I_'I
0 containers 1 container
e [Delete Add... ity ..
Save Cance|
< [ 2]
Ready. IConnected to server |
|®:| Applet com, avaya.co.cv, admin, AdminClient starked |_|_|_|_|_| J My Computer i
Figure 14: Container Profiles — Agent State
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In the Add Container Profile screen, add a descriptive name in the Container name field. In
the Workgroup name property tab, select the Workgroup name that the IC agents belong to. In
this configuration, the IC agents were part of the Service workgroup. Click Finish.

Add Container Profile
Histarical store:

Container name:
Agent state

| Agent state

Container rules

Workgroup name

I [

<
0 rules
Add container rules

Workgroup name property

Find display name:
|Service

|W0rkgr0up name

[ Administratar
-

Diefault

3 items

‘ Finish ‘ Clear

Ok | Cancel

Figure 15: Add Container Profile — Agent State
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The Service workgroup will be displayed under the Container rules section of this screen. Click

OK. After configuring the Agent state container, the user is returned to the Container Profiles
screen. Click Save on that screen.

Add Container Profile

Container name: Historical store:
|Agent state

Agent state

Container rules

Workgroup name

Service

1] M=l
1 rule

Add container rules

Workgroup hame property

Find display name:

|W0rkgr0up narme

Administrator
Default
Service

i

2l
3 items

| Clear

QK Cancel

Figure 16: Agent State Container Completed
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Create the Service class summary container. From the Container Profiles screen, select
Service class summary in the Historical store field and click the Add button. The Add
Container Profile screen shown in Figure 18 will be displayed.

3 Administration Client - Microsoft Internet Explorer |

File Edit MWiew Favorites Tools Help | :,'
DEack - €3 - [¢] 2] @ | ) Search 7 Favorites 42 - B
address I@ C:\Pragram Files) avayalBTAdminPol, Html j Go | Links **
[ |
Administration Client
File = Edit=  Wiew~  Help~
] 04 Administration Container Profiles
-] Container Status Historical store:
-7 Scheduled Jobs Agent state -]
T Interface Services | Agent service class
-7 Subsystems Agent completion code ;
e Bt o : er name or select from list.
Sl - ontainer Profiles Agent job o button.
-7 Schemas Agent reason code Enabled containers
~™| Retention Periods Agent state .
- Daily Intarvals Job summary
™| Caontainer Archives Reason code sumrnary = Enahle = Agent state(d) =l
5 B summary
Service class state = Disahle
Systerm completion code
CMS agent summary
CMS call work codes
CME ckill summary
CMS VDM summary | ﬂ;l | | _’I_'I
0 containers 1 container
e Delete Add... [mdify...
= Carcel
K I
Change(s) succeeded. Ready. ICDnnected to server |
|®:| Applet com.avaya.co.ovi, admin. AdminClient starked |_|_|_|_|_| J Iy Computer i
Figure 17: Container Profiles — Service Class Summary
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In the Add Container Profile screen, add a descriptive name in the Container name field. In
the Service class name property tab, select the channels implemented on Avaya IC. In this
configuration, all of the channels were selected. Click Finish.

Add Container Profile

Container harne:
| Service class summary

Histarical store:
Service class summary

Container rules

Service Class Mame

<
0 rules
Add container rules

Service class name property

Find display name:
| queue.channel. voice. default

| Service Class Mame

‘ Finish ‘ Clear

Ok | Cancel

Figure 18: Add Container Profile — Service Class Summary
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The service classes will be displayed under the Container rules section of this screen. Click
OK. After configuring the Service class summary container, the user is returned to the
Container Profiles screen. Click Save on that screen.

Add Container Profile
Container name: Historical store:
|Service class summary Service class summary

Container rules
Service Class Mame B

DefaultChatQueue@DefaultTenant 4

DefaultEmailQueua@DefaultT enant
Pool_support_mrm_com

Woice Queue
gueue.channel.chat default
gueue.channel.email. default
gueue.channel.voice. default

< 2=

7 rules

Add container rules

Service class name property

Find display name:
| Service Class Mame

[ DefaultChatQueue@DefaultT enant

I DefaultEmailQueue@DefaultTenant

[ Fool_support_mm_com

[ voice Queue

[ fgueue. channel.chat default

[ gqueue.channel.email. default

r fueue. channel voice. default

1 2l
7 items

| Clear
OK Cancel
Figure 19: Service Class Summary Container Completed
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Next, ensure that the historical stores used for this solution are enabled. Click Interface
Services in the left pane of the OA Administration client. View the status of the historical
stores. In the following example, Agent state is in the Disabled state. Highlight Agent state
and then click Enable. The Status should change from Disabled to Enabled — normal
operation. Click Save.

3 Administration Client - Microsoft Internet Explorer
File Edit ‘Yew Favorites Tools Help | .?
o Back = £ - .ﬂ i'] 3 | ' search Favorites £ - ia =
address I@ C:\Pragram Files) avayalBTAdminPol, Html j a Go | Links **
Administration Client
File = Editv  View~>  Help~
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-7 Container Status
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j REtentIDn PerIDdS I'\I:'JUIL Tt ETVET TEATLTTITE T G'J'JIILGUII: = LLTEETETT T T
™| Daily Intarvals Forwarder-Recorderirealtime Agent service class (Enabled - normal opi succeeded Twiagent
™| caontainer Archives Forwarder-Recorder:realtime Agent completion codi- succeeded fwiagentcc
Forwarder-Recorder: realtime Agent job = succeeded fwdagentjol
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Forwarder-Recorder: realtime Display names = succeeded fvddisplayt
Forwarder-Recorderi realtime Job summary = succeeded Twidjob
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Forwarder-Recorder:realtime Service class summaiEnabled - normal op: succeeded Twiservice:
4 [ 2=
14 services
Yiew Status Details. .. Madify. .. ‘ Enahble
Save Cancel
KT I
There are unsaved administration changes for this screen. ||Connected to server |
|4£| Applet com, avaya.co.cv, admin, AdminClient starked |_|_|_|_|_| J’ My Computer i
Figure 20: Interface Services
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Navigate to the Container Status screen and select Aggregated data in the Select status of field.
Click View Status to view the status of each configured container. At the end of data interval, if
there was data reported, the Status field would be set to Successful as shown in Figure 21. If
there is no data for that interval, then the Status field would be set to No Data. In addition, the
Interval Start Time and the Last Updated columns will be updated. In this configuration,
Avaya OA was configured to aggregate the real-time data 10 minutes after data interval expires.

3 Administration Client - Microsoft Internet Explorer

File Edit ‘Yew Favorites Tools Help | :}'
DEack - €3 - [{ 2] @ | ) Search 7 Favorites 42 - B
address I@ C:\Pragram Files) avayalBTAdminPol, Html j a Go | Links **
Administration Client
File = Edity  Wieww Help~
] 04 Administration Container Status
Sl - ontainer Status Select status of
- Scheduled Jobs |Aggregated data j Wiew Status
-™ Interface Services
- - Status options
-2 Subsystems Status type: Histarical store: Ease interval time frame:
- Container Profiles I(A”) j I(A”) j (# Lastinterval
-=| Schemas . Range: Date Time
- Retention Periods o b | [
- Daily Int | : -
B el e Rows to display: To: | i i | J
™ Container Archives I 200
- Aggregated data status
Container Historical Store Rows Agg Interval Start Time| Last Updated Status B
Agent service class  iAgent service class 3 0741452008 17:30 (0714/2008 1810 (Successful
Agent state Agent state 3 0741452008 17:30 (07/14/2008 1810 (Successful
Service class summar Service class summa 2 07442008 17:30 (07142008 18:10 ; Successful
al I 2]~
0| 2 rows, all status displayed for this time frame Last update: 07/14/2008 18:10
1| I *
Ready. ICDnnected to server |
|®:| Applet com.avaya.co.ovi, admin. AdminClient starked |_|_|_|_|_| J Iy Computer i
Figure 21: Container Status
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Avaya OA aggregates the real-time data and stores it in the historical database 10 minutes after
the 30 minute data interval expires. This setting is configured under Scheduled Jobs. To view
or modify this setting, select Scheduled Jobs from the OA Administration client, set the Job
Type field to System scheduled, and highlight Aggregation under Enabled Jobs. Click Modify
to access the setting as shown in Figure 23.

/3 Administration Client - Microsoft Internet Explorer

File Edit Wiew Favorites Tools Help | ;'.:'
o Back — 03 = .ﬂ ﬁ'] . | Search Favorites 4 | - B

Address I@ C:iProgram Files\awvayalBILAdminPal, htrnl j a Go |Links >
Administration Client

File = Edit*  View>  Help~

104 Administration Scheduled Johs

™| Container Status Jab type:
Scheduled Jobs |System scheduled j Joh Status...

™| Interface Services
™| Subsgystems
™| Container Profiles

System scheduled

Tao select a job, type job name or select fraom list.
Tao create a job, press the add hutton.

+7] Schemas Disabled johs Enabled jobs
- Retention Petiods

™| Daily Intervals

™ Container Archives =l
Aggregation recovery
i Database check
< Disable Purge
« [ 2= il [ 2=l
0 jobs 4 johs

[E1 I— N
Ready. || Connected to server |

El

|,g'] Applet com. avaya.cc.cvx, admin, AdminClient started |_|_|_|_|_| j Ihy Computer 4
Figure 22: Scheduled Jobs
Modify System Scheduled Aggregation Job | x| |
Automatic aggregation offset:
10 =] minutes after end of base interval
Ol Cancel ‘
Figure 23: Automatic Aggregation Offset Setting
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3. Configure Avaya Interaction Center

This section describes how to create the Event Collector subsystem in Avaya IC. The Event
Collector subsystem is loaded on an IC server to collect data and send the data to the OA Real-
time subsystem. In this configuration, the Event Collector was installed on the IC Voice server
(i.e., lzaic02.mm.com or 192.45.145.51).

Note: Before configuring the Event Collector server for Avaya IC, the Real-time subsystem
must be administered and the corresponding IC source subsystem must be created on the Avaya

OA server.

Start the IC Manager by navigating to Start->Programs->Avaya Interaction Center>1C
Manager and log in using the appropriate credentials. The IC Manager screen is shown in

Figure 24.

= IC Manager
Manager

Tools Services Server Help

LA

LE@m e 8 c

WALSRSE IR )

=1 E3

(%SETVET . ngent | iﬁl Cnnﬁguraﬁnn [IE Device |
A,

4 All Domains] | Type ‘ Name ‘ Domain | Status | Host ‘ Port | Uptime
-1 Defauit |avaAppBric... JavaAppBNidge_.. SDK Up 1924514650 8002  4d:2h:33mEs
- Email |EventColiect.. EC_0a OA Up 1924514551 9018 4d:2h19m57s
- Email_Helper  Hapg ORE_Web Default Up 1024514564 0001  4d6h4Bm:43s
i OA |report Report_iWeb_H... Wweh_Helper  Up 192.45.145.54 9010 40:6h:45m:38s
- Fromptert workFlow  Worklow_Prom__ Promptart Up 192 4514551 8011 4d-2h:3Am 2 2s
:j 32;1 Ts@ueuesta.,. TSRS Woicel Up 192.45.145.41 amy 4d:2h:34m:48s
L 03 voicet Faging Faging_YWeb Wieh Up 192 45145.54 3006 4d:6h:46rm:445
L =7 e DUStore DUStare_Email... Email_Helper Up 192.45.145.52 9006 4d:Bh:33m:ars [
L O wen_Helper | |ORE ORE_Email Default Up 192.45.145.52 9001 4d:6h:33m:58s
L 7 website Repaort Report_Email_... Email_Helper Up 192 45145.52 9007 4d:6h:33m:29s

§§ Comhub ComHuh_Weh  Web Up 192.45.145.54 9004 4d:6h:46m:45s
|wiorkFlow  orkfow_Userl Usert Up 1924514551 9010 40:2h:34m: 495
|wiscD WACD_Web Wk Up 1924514554 8007 4d:6h:46m: 458
HTTFConne... HTTP_Connect.. Prompter Up 192.45.145.51 9013 4d:2h:33m:22s
|ore ORE_SDK Default Up 1924514550 8001 40:2h:39m:47s
|Email ICEmail_Email  Ermail Up 1924514552 9003 40:6h:33m:34s
DataServer... DataServermSE... Default Lp 192.45.145.51 9005 4d:2h:34m:als |4
Reauy [41]
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From IC Manager, select Tools=>Domains... to open the Domain Manager. Right-click in the
Domain window and select New from the pop-up menu.

= Domain Manager

rlterns @ x

' Agents @ Servers

% f Membership |/ Fail Over
T Hew -
L e .: L=
~_1E Collapse | lvailable: | | |Members:
-1 Expand -|aDU_voice1
-1 F Reload |[ADU_web
-Cs |Atarm
-1 Usert || attribute_vveb 2
- (] waiced ;| |Blender_User1
L 07 weh |{comHub_web
- O web_Helper | IDUStore_Email_helper
L T website ;| DataServerMSSOL
- |[DataServerMSSQL_Email
||pataServermssaL _voice1
i DataServerMSSOL_Weh |
Dirertnn: i

| Ok H X Cancel | 4 Help

Figure 25: Domain Manager

Enter the name of the new domain (e.g., OA) and click OK as shown in Figure 26.

MNew |

Enter new domain hame:

J o |

OK Cancel

Figure 26: New Domain Window
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Select the Fail Over tab. Select the following members from the Available window: OA,

Voicel, Email, Web, and Default and move these to the Members window using the arrow |ﬂ

button. Use the Up |ﬂ and down ﬂ arrow buttons to arrange the members in the order shown
in Figure 27. Click OK to continue.

~ltems

' Agents 8 Servers

== Domain Manager E3

@ x

E All Domains |/ Membership r Fail Cwer

-1 Default : _

-1 Email : [k j ﬂ
-1 Email_Helper | Invailable: Members:

g O | [Email_Helper Oh

-1 Promptert |[Prompter1 Moice1

-1 S0k ||spK Email

-] Usert |user1 Weh

-1 voicet | Web_Helper Default

- T ek |\ website

-1 web_Helper ]

L] wehsite

| " 0K H ¥ Cancel 4 Help
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From the IC Manager, select the Server tab and right-click in the left pane of the window.
Select New from the pop-up menu. Set the Server Type field to EventCollector as shown in
Figure 28. Click OK to continue.
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= Select or enter server type

Server Type: |EventCollector |

ECE

EDL

Email
EventCollector
HTTRPConnector
JavahppBridge
License
Hotification

il

1]

~Description

requirements.

Gleues, and associated administrative data. This
data is forwarded by the ECServer to the ACA
real-time subsysterm, and via the real-time
subsysterm, to the AOA historical subsystem. This
data suppaorts ADA real-time and historical reporting

" 0K

¥ Cancel

Figure 28: Event Collector Server Type
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For the Event Collector, specify a name and set the Domain field to OA. Set the Host field to
the IP address of the IC server where the Event Collector is installed. In this configuration, the
Event Collector is installed on the IC Voice server (i.e., 192.45.145.51).

General | BventCollector |/ Configuration r Debug |/ Advanced |
Hame: [EC_0OA Domain: QA had
Host: Directory: CAProgram FilesWwayallC7 et
Port: a018 Executable: [Files\@vayalCy hinECSemnver) «
[_] Auto Start Status: Up
Start Time: Jul 21, 2008 12:00:14 Ph
[_] Security
Uptime: 4d: 2k 2ami0s
Yersion: ECServers
" 0Ok ¥ Cancel 3 Help
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In the Event Collector tab, set the Real-Time System ID field to the Source ID assigned in
Figure 7. Enter the FQDN of the OA server in the Data Manager Host field. Click on the
Ellipses [...] button next to the Domains to Monitor field to display the window shown in

Figure 31.

rGeneraI |TEverrtCuIIectur rCunﬁguratinn rDehug rnduanced |

Domains to Monitor

Real-Time System ID
* Data Manager Host
Agent Availability Algorithim

Monitor WAA

1

Fy

-

*Site  [DefaultSite ™

|IzaicEl1 mm.com

CHANNEL _LOAD_BASED ~

[

" Ok

¥ Cancel

Help

Figure 30: Event Collector Tab
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Click on the = button and use the drop-down list to select the domains shown in Figure 31.
Usetheup T | and down L arrow buttons to arrange the domains in the order shown.

Click OK to continue.

X Domains to Monitor

=] x| +] 3]

Domains |

Voice1 - |

Email Helper - |

User1 - |

Weh Helper - |

Email - |
" 0K ¥ Cancel

Figure 31: Domains to Monitor
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Select the Debug tab, click on the Ellipses [...] button next to the Trace Levels field to display
the window shown in Figure 33.

rGeneraI rEverrtCullectur rCunﬁguratinn | Debug | Advanced |

Log File Size E,EEEI,EIEIEI" :

Fy

Ping Interval (sec) |30

-

Fy

Ping Timeout {(sec) |10

-

Trace Levels

" Ok ¥ Cancel 3 Help

Figure 32: Debug Tab

In the Trace Levels dialog box, select the field as shown in Figure 33. This causes the Event
Collector to log messages to the trace file to aid in troubleshooting. Click OK to complete the
Event Collector configuration.

= Trace Levels
1 msg I mem  [_]flush v/ iddl
[_] heap [[Itfunc  []usr1 [l usr2
[l usr3 [l usra [v| usra [_] usré
[_] usr? [ usrg [ explain  [_] shiptime
[_] timing

" 0K ¥ Cancel Help

Figure 33: Trace Levels
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From the IC Manager, click on the OA folder in the left pane. Highlight the EventCollector

server that was just created and click on the ! icon to start the server. Click on the f-l/\| icon to
get server status. The Status of the server should be Up.

== IC Manager

Manager Tools Services Server Help

[®a

LABEEMeg = 2= 11

( % Server

ﬂE Device

Configuration

P[] B

Ei All Domains
-1 Default
-1 Ernail

-1 Ernail_Helper
-1 Prompter
-1 sDK

-1 Usent

- woiced

-0 wieh

- Web_Helper
L 2] wiehsite

. Agent
il .

Type ‘ Name ‘ Domain ‘Status‘ Host

‘ FPort ‘ Uptime

EventCollect.. EC_OA OA Up 192.45.145.51

49018 4d:2h24m:0s

Ready
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4. Configure IEX TotalView Workforce Management

The IEX TotalView system is installed and configured by the IEX implementation team. The
customer is also provided with TotalView training, which includes how to configure agent
information and how to use the TotalView Supervisor Workstation. The procedure for installing
and configuring the TotalVView system is outside the scope of these Application Notes and the
reader should refer to [5] for the TotalView Reference Guides. It is assumed that the TotalView
server has already been installed and configured with the agent information configured in Avaya
IC. This section will describe how to establish a connection to the TotalView server using the
Supervisor Workstation and how to view historical and real-time information. It is assumed that
the TotalView Supervisor Workstation has already been installed on a Windows PC.

4.1. Configure avayaoahist and AvayaOA rta Applications

The installation and configuration of the avayaoahist and AvayaOA _rta applications are
performed by IEX at the time of purchase. Additional details are provided by IEX.

4.2. Configure IEX TotalView Supervisor Workstation

From a Windows PC with TotalView Supervisor Workstation, start the Configuration
application by launching Programs - CCApps-> TotalView Configuration. The
Configuration screen is displayed. Configure the fields as shown in Figure 35. The Default
Customer ID is provided by IEX after TotalView has been configured. In the Host Name or IP
Address field, enter the IP address of the TotalView server and click on the Selected checkbox.
When completed, click the OK button.

IEX Total¥iew® Workforce Management Configuration

A (C:4Program Files'CCapps'tlviewiw/ORE] Browse...

Report Directony: |E: “Program FileshCCappzhtthviewiiw ORE Browsze...

Default customer |D: ,1— [Customer 1D must be between 1 and 32,

Heartbeat [nterval: IW

Realtime Adherence Increment: |—5 [RTA Increment must be between 1 and B0

M azimum Real-Time Screen: |—2 [Maximurn Feal-time screens must be between 2 and 25.]

Lirk Description: |DE7DG5E1

Selected Host Name or IP Address Link 1D -
s 19245120180 4

ok | Cancel | Help |

Figure 35: TotalView Configuration
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From a Windows PC with TotalVView Supervisor Workstation installed, start the application by
launching Programs—>CCApps—>TotalView. The User Logon window is displayed. Log in
with the appropriate credentials and then click OK.

User Logon P§|

|EX Corporation's
Tatalview® Workforce Management
Server VWersion 312.4.0

Superviszor Workstation Yergion 3.12.4.0

Custometr: | J |

Logan Mame: | | (804

Paszword: | Exit

Copyright @ 1959-2007F by [EX Corpoaration

Figure 36: TotalView Supervisor Workstation Login
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4.2.1. Viewing Historical Data on TotalView Supervisor Workstation

Once logged in, the TotalView main window is displayed as shown in Figure 37. To view
historical queue statistics for the customer interactions on Avaya IC, navigate to CT->Intraday.

2 IEX TotalView® Workforce Management - Godzilla
File Edit Wiew ZSpecial Skl BU B8 MU Repork  Admin Tool WP Custom Window  Help

EI Elalal ﬁl&l o geherateFDrecast k ] EI
adjust Forecast,,.

Delete Forecast...

Copy Forecast, ..

Personnel Planner...

Weekly Plan

Inkr 100
Multi Contact Type Intraday, ..

Adjust Hiskory, ..

Generate Schedules. ..

Special Distributions. . .
Special Davs...

Agent Skake Surnmary...
Agent Fairness History, ..
Aagent Haoliday Hiskary. ..

admin

Views the Contact Twpe Intraday Statistics |5:28 PMEST |Lirk 4 Lip A
Figure 37: TotalView Supervisor Workstation Main Window
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From the Intraday window, click on the Ellipses button [...] by the CT field to select the
contact type (e.g., Avaya OA). Next, click on the Ellipses button [...] by the Shift field to select
the All Day shift. These options were already configured by IEX during the TotalView system
configuration. Click the OK button. The Intraday window is displayed with Historical data as
shown in Figure 38.

2 IEX TotalView® Workforce Management - Avaya OA - [Intraday - CT 24 Avaya OA] g@g|
u File Edit Wew 3pecal skl BU CT MU Report  Admin Tool WP Custom  dindow  Help - 8 X
| B[] Slal =) & |eale] o |65 ] mEle| 2
Select
E )] b [
i
SL: |e0.00% 20 MaxOco: | 90.00% ASA: 30.00 Contactz/&HT: |Intraday w | Compare: | Actual -
_ Contact: Receved Contact: Handled Contacts Abandoned AHT -
__________ T"'ﬂE Iritra At At Actual Pt Ititra At
{0330 PM a0.60 ] 3 2 40,00 13221 BE8.00
4:00 P 4380 25814
04:30 P 4244 247 81
05:00 Pr 40,71 25152
[15:30 P 44 65 255 50 J
(06:00 Prd 44.08 i i i a 2A0 B0 0.00
(6: 30 Pk 29.88 12 7 ] 167 23313 4600 v|
12455 17 10 7
Average 41.652 BEY 3 2 4118 273[03| 23260
< 2
£ >
View the Contact Type Intraday Statistics 4:59 PMEST Link ¢ Lp

Figure 38: Intraday Window with Historical Data
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4.2.2. Viewing Real-Time Data on TotalView Supervisor Workstation

Once logged in, the TotalView main window is displayed as shown Figure 39. To view agent
state information for the ACD call center configured on Avaya Communication Manager,
navigate to MU->Real-time Adherence. The Real-time Adherence window is displayed as
shown in Figure 40.

File Edit Wiew =pecal skl B CT Report  Admin Tool WP Custom  Window  Help

EI El@l@l ﬁlﬁl wﬂl cli%l Schedule Management., . A2

Performance Analysis. ..
Agent Skake Summary...

Agent Schedules

Schedule Bidding

-time Adherence. ..

Skill Plan Commitments. ..
Staff Plan Commitments. ..
Weekly Plan Commitments. ..

Future Exceptions
Block Scheduling Exceptions. ..
Generate Schedules., ..

Copy Schedules. ..
apply Exceptions. ..
Meeting Scheduler. ..
Schedule Optimizer. ..

Agent Trade Reguests, ..
schedule Change Requests. ..

Wigw the Real-time Adherence Screen For an |5:30 PM EST |Lirk 4 Up

OFF-line Activities ¥

Mulkiveeek Scheduling K

agent Prafiles. ..

Agent Availability. ..

Agent Preferences. ..

Import Agent Preferences. ..
Agent Fairness Histary, .,
Agent Holiday History., ..

Agent Data. ..

Aagent Detail. ..

Agent Ackivity, .,
Adherence Exclusions.. .

adrmin r

Figure 39: TotalView Supervisor Workstation Main Window
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From the Real-time Adherence (or Schedule Adherence) window, click on the Ellipses button
[...] by the MU field to select the management unit. In the Management Units window that is
displayed, select the option corresponding to Avaya OA. This option was already configured by
IEX during the TotalView system configuration. Click the Retrieve button to display the agent
list with their Actual State and Time in State as shown in Figure 41.

 IEX TotalView® Workforce Management - Avaya 04 |'._| |’E|E|
File Edit ‘iew Skl BU T MU Feport Admin Tool WP Custom  Mindow  Help

[ S o i e i

© Schedule Adherence - MU 24 Avaya OA |Z”E|El

Select Agent Mame Actual
: 8] State

MU 24 El.-’-‘waya 04 Betrieve

3 I |

Scheduled Out Of Time in
Activity Adh. State State

For Help, Press F1, For Context Sensitive Help, Press Shift-F1. 3:03 AM EST Link 4 Up

Figure 40: Real-time Adherence Window
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The Real-time Adherence window is now displayed with agent state data for 1C agents. The
agent state will update automatically.

Note: If the state information is grayed out, that indicates that either the connection to the
TotalView server has been lost or the TotalView server is down.

2 IEX TotalView® Workforce Management - Avaya OA

File Edit ‘iew Skl BU CT MU Report Admin  Tool
= e e i Y S O s

2 Schedule Adherence - MU 24 Avaya Of

YP  Custom Window  Help

| @m a2

Salact Agent Mame Actual
D State
| Jl 24511| Agent24511 Working
r ’—_| | 24512 Agent24512 LoggedOut
24513 Agent24513 Wrapup

Agent Mame Scheduled Cut Of Actual
D Activity Adh. State State

] 24511| Agentz4511 Ma Schedule 0:00 §22] "warking 145
24514 Agent24512 Mo Schedule 00 LoggedOut 316
24513 Agent24513 Mo Schedule .00 “Wrapup 0:45

Working
1
Wrapup
1
. LoggedOut
1

Update Complete 7129 AM EST Link 4 Up
Figure 41: Real-time Adherence Window with Agent State Data
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5. Interoperability Compliance Testing

This section describes the interoperability compliance testing used to verify the IEX TotalView
Workforce Management with Avaya Operational Analyst and Avaya Interaction Center. This
section covers the general test approach and the test results.

5.1. General Test Approach

The interoperability compliance test included feature and serviceability testing. For historical
reports, incoming calls were routed to available agents by Avaya Interaction Center. Agent and
contact activity was collected Avaya Operational Analyst. Historical data was then retrieved and
processed by IEX TotalView and then displayed on the IEX TotalView Supervisor Workstation.
These steps verified that the avayaoahist application, a Data API client, was successfully
retrieving data from Avaya Operational Analyst and that the data was correct for the specified
data interval. For real-time reports, IEX TotalView retrieved real-time agent status data
periodically and displayed the data on the IEX TotalView Supervisor Workstation. The agent
workmodes (e.g., after-call-work, aux, etc.) were verified on IEX TotalView.

Serviceability testing focused on verifying the ability of IEX TotalView to recover from adverse
conditions, such as server restarts, power failures, and disconnecting cables to the IP network.

5.2. Test Results
All test cases passed.
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6. Verification Steps

This section provides the verification steps that may be performed to verify that IEX TotalView
can retrieve historical and real-time data from Avaya Operational Analyst.

1. Place calls that are handled by agents on Avaya IC.

2. Verify that Avaya OA captures real-time agent information by running one of the
standard real-time reports on an Internet browser. Open an Internet browser and enter
http://<192.45.145.50>/reports1 (specify the IP address of the Avaya OA server). Log
in with the appropriate credentials for the reports account. In the webpage, select

Tabular Reports>Run Reports and follow the prompts for the Agent Performance
Standard Report. Another real-time report may be used for this purpose. The report
should be populated with real-time data as shown in the webpage below. This verifies
that Avaya OA is capturing data.

3 Operational Reports - Microsoft Internet Explorer E@E|
File Edit Wiew Favorites Tools  Help ;';’
QBack > ) \ﬂ \ELI ) /-. ) Search :\?’ Favarites é-‘"{ " i‘i
Address [ http: /192 .45, 14550 reports1 findex bt v BdGo  Links
Google |G+ vicoos D B~ Q- ¢ ookmarksy Shiblocked % Check » () Settings=
.Y
= o3 Operational Analyst Sta| Agent Performance Standard Report
= a Tabular Eeports Report User: oa
5 Input P eter Detail
Manage Report Vie nput Parameter Details
Eun Reports
odif Save
Ianage My Folder g
1 Basic Eeports
U et July 25, 2008 9:15:07 Ak EDT
ser Sethings
Mumber of records found: 2
Agent Current "M Time work CUTentl Interval interval - ldle .
Agent Logi in Staffed Mod Open Work Wrap- Awvailable Time
ogin State  grate v OU%  contacts Time upTime Time k
. = = g . .
im
3m d8s 2 1m47s 14z Mz 8=
13z
Agent, .
24511 aert24311 Working S8z 3m 3535 Inkound 1 1m35s 15z 14s 9=
ACEML, o jert24513 Workin M 4m0s Inbound 1 1m39s 13g s Bs
24513 9 5 o7s
£ 3 Modify | | Save I
&] Dore % Local inkranet

3. At the end of a data interval, verify that Avaya OA was successful in aggregating
historical data as indicated by the Last Updated and Status columns in Figure 21. The
Last Updated column will indicate the last time the historical data was aggregated and
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the Status column will indicate whether data was available. If data was available for the
specified data interval, the status would be Successful. Note that historical data is
aggregated 10 minutes after an interval expires, per this configuration, or based on some
other setting configured in Figure 23. This verifies that Avaya OA is aggregating
historical data.

4. On the IEX TotalView server, verify that the reports file are being generated and stored
in the appropriate directory at the end of the data interval. As the data is processed,
check that the data is posted to the TotalView Supervisor Workstation as described in
Sections 4.2.1 and 4.2.2.

7. Support

IEX technical support is available via the Internet, phone, or email.

= \Web: WWW.iex.com/service/service--support/support.html
= Phone: (800) 433-7692
= Email: iexinfo@iex.com

8. Conclusion

These Application Notes describe the configuration steps required to integrate IEX TotalView
Workforce Management with Avaya Operational Analyst using the Avaya Data API. All feature
and serviceability test cases were completed successfully.

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

[1] Administrator Guide for Avaya Communication Manager, Document 03-300509, Issue 3.1,
February 2007, available at http://support.avaya.com.

[2] Feature Description and Implementation for Avaya Communication Manager, Document
555-245-205, Issue 5, February 2007, available at http://support.avaya.com.

[3] Avaya Interaction Center Release 7.1 Installation and Configuration, Document 07-300569,
Release 7.1, May 2006, available at http://support.avaya.com.

[4] Avaya Operational Analyst Release 7.1 Installation and Configuration, Document 07-
600834, Release 7.1, May 2006, available at http://support.avaya.com.

[5] IEX TotalView Product Documentation CD, available on IEX TotalView software CD.
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10. APPENDIX: Sample Data File

Below is a sample data file, called 071408.1830, which contains the three historical reports
generated by the Data API client (i.e., avayaoahist) running on the IEX TotalView server. The
three reports are the QueueStats, AgentQueueStats, and AgentSystemStats reports.

Begin Report AvayaOAClient/QueueStats
07/14/08 18:30

queue_id aband_contacts handled gos
queue_delay_ time aband ahead aband_behind aband critical aband on_target
queue.channel .voice.default 0 0

0 0 0 0 0

Voice Queue 5 0

84 0 5 0 0

End Report AvayaOAClient/QueueStats

Begin Report AvayaOAClient/AgentQueueStats
07/14/08 18:30

queue_id agent_logon_id
handled contact time work time

queue.channel .voice.default agent24513

1 23 6

Voice Queue agent24511

4 82 58

Voice Queue agent24513

3 155 27

End Report AvayaOAClient/AgentQueueStats

Begin Report AvayaOAClient/AgentSystemStats
07/14/08 18:30

agent_logon_id ready time not ready time
nonprod_time onbreak dur unknown_dur

agent24511 1584 1
1660 75 0

agent24513 1589 0
1589 0 0

End Report AvayaOAClient/AgentSystemStats
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Please e-mail any questions or comments pertaining to these Application Notes along with the
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