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6.6. Create CTI User 

A User ID and password needs to be configured for the NICE Trading Recording R6.x or NICE 

Inform Recorder R8.x to communicate with the Application Enablement Services server. 

Navigate to the User Management  User Admin screen then choose the Add User option. 
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In the Add User screen shown below, enter the following values: 

 User Id - This will be used by the NICE Trading Recording R6.x or NICE Inform 

Recorder R8.x setup in Section 7. 

 Common Name and Surname - Descriptive names need to be entered. 

 User Password and Confirm Password - This will be used with NICE Trading 

Recording R6.x or NICE Inform Recorder R8.x setup in Section 7. 

 CT User - Select Yes from the drop-down menu. 

 

 
 

Scroll down and click on Apply Changes. 
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6.7. Associate Devices with CTI User 

Navigate to Security  Security Database  CTI Users  List All Users. Select the CTI 

user added in Section 6.6 and click on Edit Users. 

 

 
 

In the main window ensure that Unrestricted Access is ticked. Once this is done click on Apply 

Changes. 

 

 
 

Note: The AES Security Database (SDB) provides the ability to control a user’s access 

privileges. The SDB stores information about Computer Telephony (CT) users and the devices 

they control. The DMCC service, the TSAPI service, and Telephony Web Services use this 

information for permission checking. Please look to Section 10 for more information on this.  
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7. Configure NICE Trading Recording R6.x or NICE Inform 
Recorder R8.x 

The installation of NICE Trading Recording R6.x or NICE Inform Recorder R8.x is usually 

carried out by an engineer from NICE and is outside the scope of these Application Notes. For 

information on the installation of the NICE Trading Recording R6.x or NICE Inform Recorder 

R8.x contact NICE as per the information provided in Section 2.3.  

 

The following sections will outline the process involved in connecting the NICE Trading 

Recording R6.x or NICE Inform Recorder R8.x to the Avaya Solution. All configuration of the 

NICE Trading Recording R6.x or NICE Inform Recorder R8.x for connection with the AES is 

performed using a web browser connecting to the NICE Trading Recording R6.x or NICE 

Inform Recorder R8.x Application Server. Open a web browser as shown navigate to 

http://<NICE ServerIP>/ as shown below and enter the appropriate credentials and log in. 

 

 
 

Once logged in click on the cti integration tab. Within this tab there are other tabs as shown in 

the screen below, cti servers, links, link groups, targets etc. 
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Note: Information on the connection to Avaya is gathered prior to any installation. This 

information includes the connection to the AES as well as devices to be monitored along with 

any AES usernames, passwords that need to be used for the connection. During the installation 

the connections to AES/CM are setup and created and therefore these Application Notes can only 

show the existing connections that were created during setup. 

 

Clicking on cti servers tab will show the CTI server setup during the installation. By clicking on 

the edit icon highlighted changes can be made to this if deemed necessary. 

 

 
 

The link to AES is configured during the installation of NICE Trading Recording R6.x or NICE 

Inform Recorder R8.x, however this connection may need to be altered and if so click on the edit 

icon as shown below. 

 

Under the links tab the existing link to AES is shown and can be edited by clicking on the icon 

opposite the link as highlighted. 
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Pressing the edit button above will allow changes to be made to the following. 

 

 
 

These are the parameters that were used during compliance testing. The information shown here 

was taken from the AES settings as outlined throughout Section 6. 

 

 
 

The following extras need to be added in order for Service Observation to work properly. The 

Service Observe Code from Section 5.5 is added along with the Virtual Extensions from Section 

5.7.  
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The Connection host, IP port, the Connection user and password should not need any editing 

as these will be added as part of the original installation. In the even that there is a bad 

connection these fields can be re-entered as shown below. 

  

 
 

A link group must be added and this is done by first clicking on the link groups tab as shown 

below. Then click on the + icon highlighted, this will open a new window where the link 

information can be entered and saved by clicking on OK. A suitable Link group name is given, 

the CTI server that was added during the installation is chosen. The channel assignment was 

ALL for compliance testing, the others were left as default as shown below. 
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The existing link that was created during installation is now added to the newly created link 

group. 

 

 
 

Targets can be added by clicking on the targets tab and clicking on the + icon highlighted below. 

Targets are Avaya phones that need to be monitored. The screen below shows an existing list of 

phones that are already being monitored but clicking on the + icon will add a new phone. 
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Once the + icon is pressed a new window is opened as shown below. Here the information on the 

new Avaya extension is entered, this new extension being 4002. Note that the Target Type can 

be chosen from the list as shown below. For “Service Observation” recording Extension SO is 

selected as shown below. 

 

 
 

 
 

This newly added target is displayed below. 
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The selection overview tab provides a list of all the monitored devices as well as any VDN’s 

hunt groups or any other monitored endpoints on Communication Manager. 

 

 
 

This concludes the setup of the NICE Application Server for DMCC Service Observation 

recording. 
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8. Verification Steps 

This section provides the steps that can be taken to verify correct configuration of the NICE 

Trading Recording R6.x or NICE Inform Recorder R8.x and Avaya Aura® Application 

Enablement Services. 

8.1. Verify Avaya Aura® Communication Manager CTI Service State 

Before checking the connection between the NICE Trading Recording R6.x or NICE Inform 

Recorder R8.x and AES, check the connection between Communication Manager and AES to 

ensure it is functioning correctly. Check the AESVCS link status by using the command status 

aesvcs cti-link. Verify the Service State of the CTI link is established. 

 
status aesvcs cti-link 

 

                          AE SERVICES CTI LINK STATUS 

 

CTI   Version     Mnt   AE Services      Service       Msgs     Msgs 

Link              Busy     Server         State        Sent     Rcvd 

 

1         7       no      aes71vmpg      established   18       18 

8.2. Verify TSAPI Link 

On the AES Management Console verify the status of the TSAPI link by selecting Status  

Status and Control  TSAPI Service Summary to display the TSAPI Link Details screen. 

Verify the status of the TSAPI link by checking that the Status is Talking and the State is 

Online. 
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8.3. Verify DMCC link on AES 

Verify the status of the DMCC link by selecting Status  Status and Control  DMCC 

Service Summary to display the DMCC Service Summary – Session Summary screen. The 

screen below shows that the user NICE is connected from the IP address 10.10.40.126, which is 

the NICE server. 

 

 

8.4. Verify calls are being recorded 

From any of the monitored Avaya endpoints make a series of inbound and outbound calls. Once 

these calls are completed they should be available for playback through a web browser to the 

NICE Trading Recording R6.x or NICE Inform Recorder R8.x server. 

 

Open a browser session to the NICE server as is shown below. Enter the appropriate credentials 

and log in. 
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Click on recorded calls at the top of the screen. Select Submit query from the bottom of the 

screen as shown below. 
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Click on whatever recording is required for play back and this will play back the recording using 

the sound device on that PC to play back the call. 
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9. Conclusion 

These Application Notes describe the configuration steps required for NICE Trading Recording 

R6.x or NICE Inform Recorder R8.x to successfully interoperate with Avaya Aura® 

Communication Manager R7.1 using Avaya Aura® Application Enablement Services R7.1 to 

connect to using DMCC Service Observation to record calls. All feature functionality and 

serviceability test cases were completed successfully with some issues and observations noted in 

Section 2.2. 

10. Additional References  

This section references the Avaya and NICE product documentation that are relevant to these 

Application Notes. 

 

Product documentation for Avaya products may be found at http://support.avaya.com. 

[1] Administering Avaya Aura® Communication Manager, Document ID 03-300509 

[2] Avaya Aura® Communication Manager Feature Description and Implementation, 

Document ID 555-245-205 

[3] Avaya Aura® Application Enablement Services Administration and Maintenance Guide 
Release 7.1 

 

Product documentation for NICE products may be found at: http://www.nice.com/ 

 

http://support.avaya.com/
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