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Abstract

These Application Notes describe the configuration steps required for BBX Technologies
Vuesion Multimedia Contact Center to interoperate with Avaya IP Office. In the compliance
testing, BBX Technologies Vuesion Multimedia Contact Center provided skill based routing,
announcements, and call reporting by using the SIP User, TAPI, and DevLink interfaces from
Avaya IP Office.

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 for BBX Technologies
Vuesion Multimedia Contact Center to interoperate with Avaya IP Office. In the compliance
testing, BBX Technologies Vuesion Multimedia Contact Center provided skill based routing,
announcements, and call reporting by using the SIP User, TAPI, and DevLink interfaces from
Avaya IP Office.

The SIP User interface was used by Vuesion to register virtual SIP users and to route incoming
calls via an available SIP user in a hunt group to the Vuesion server. The TAPI interface was
used by Vuesion to monitor and control the virtual SIP and physical agent and supervisor users,
and to provide call control via the agent and supervisor desktops. The DevLink interface was
used by Vuesion to obtain real-time call events for call reporting purposes.

The BBX Technologies Vuesion Multimedia Contact Center consisted of the Vuesion Server,
Vuesion Client, and Vuesion Reports software.

2. General Test Approach and Test Results

The feature test cases were performed both automatically and manually. Upon start of the BBX
Technologies Vuesion Multimedia Contact Center application, the application automatically
registers the virtual SIP users to Avaya IP Office.

For the manual part of the testing, incoming calls were made to the main hunt group. The
Vuesion server used the TAPI event messages to track agent states, and specified calls to be
redirected to available agents. Manual call controls from both the agent telephones and the agent
desktops were exercised to verify remaining features such as answering and transferring of calls.

The verification of tests included using the Vuesion server logs for proper message exchanges,
the Vuesion Client application for proper call controls, and the Vuesion Reports application for
proper call reporting.
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2.1. Interoperability Compliance Testing
The interoperability compliance test included feature and serviceability testing.

The feature testing focused on verifying the following on BBX Technologies Vuesion
Multimedia Contact Center:

e Proper registration of virtual SIP users.

e Use of TAPI functions to monitor users and hunt groups, route incoming calls, support call
control via agent desktops, set call forwarding and message waiting indicator (MWI).

¢ Proper handling of call scenarios including incoming calls to main hunt group,
hold/reconnect, blind/attended transfer, drop, queue, park/unpark, coverage, call forwarding,
supervisor monitor, outgoing call, account code, outpulse of DTMF digits, multiple agents,
and simultaneous calls.

e Use of real-time DevLink events to monitor calls with proper reporting of calls.

The serviceability testing focused on verifying the ability of BBX Technologies Vuesion
Multimedia Contact Center to recover from adverse conditions, such as disconnecting and
reconnecting the Ethernet cables to the Vuesion server and to the Vuesion client.
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2.2. Test Results

All test cases were executed and passed. The following were observations on BBX
Technologies Vuesion Multimedia Contact Center from the compliance testing:

¢ Outgoing calls with account codes can only be placed via the phone, and the reported entry
showed the first seven numeric digits in the account code with alphanumeric shown as
blank.

¢ Inbound ACD calls that covered to the agent’s voicemail do not show up in the reports.

e In the blind transfer scenario, two reporting entries were reported. The entry associated with
the transfer-from agent included the duration of the call at the transfer-from agent, and the
entry associated with the transfer-to agent included the duration of the entire call.

¢ In the attended transfer scenario, only one reporting entry was reported against the transfer-
to agent and included the duration of the entire call.

e After a recovery of the link between the Vuesion server and IP Office, the Vuesion Client
can no longer control the call via the desktop. The workaround is to manually control the
call via the phone, and the Vuesion Client will continue to show an active call until the next
call is delivered.

e This release does not support the conference feature.

2.3. Support

Technical support on BBX Technologies Vuesion Multimedia Contact Center can be obtained
through the following:

e Phone: (800) 930-4229, option 4
e Email: bbxservice@bbxtech.com
e Web: www.bbxtech.com

TLT; Reviewed: Solution & Interoperability Test Lab Application Notes 4 of 44
SPOC 5/18/2011 ©2011 Avaya Inc. All Rights Reserved. BBX-Vuesion


mailto:bbxservice@bbxtech.com
http://www.bbxtech.com/

3. Reference Configuration

The configuration used for the compliance testing is shown below. The Avaya IP Office
Voicemail Pro was used for the voicemail call scenarios.

In the compliance testing, the Vuesion Server and Vuesion Reports software were running on the
Vuesion server, and the Vuesion Client software was running on the supervisor and on the agent
desktops.
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4. Equipment and Software Validated

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

Equipment Software

Avaya IP Office 500 6.1 (5)
Avaya [P Office Voicemail Pro 6.1 (15)
Avaya 16xx Series IP Telephones (H.323) 1.3
Avaya 96xx Series IP Telephone (H.323) 3.11
BBX Technologies Vuesion Server on 13.0.0.0
Windows 2008 Server Standard with Service Pack 2

e  Vuesion Reports 13.0.0.0

e Avaya TAPI (tspi2w.tsp) 1.0.0.35

e Avaya DevLink (devlink.dll) 1.0.0.5
BBX Technologies Vuesion Client 13.0.0.0
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5. Configure Avaya IP Office

This section provides the procedures for configuring Avaya IP Office. The procedures include
the following areas:

e Verify IP Office license

e Obtain LAN IP address

e Administer SIP Registrar

e Administer SIP extensions

e Administer SIP users

¢ Administer hunt groups

¢ Administer agents

¢ Administer supervisors

¢ Administer incoming call route
¢ Administer short code

5.1. Verify IP Office License

From a PC running the Avaya IP Office Manager application, select Start > Programs > IP
Office > Manager to launch the Manager application. Select the proper IP Office system, and
log in with the appropriate credentials.

The Avaya IP Office Manager screen is displayed. From the configuration tree in the left pane,
select License > 3" Party IP End-points to display the 3" Party IP End-points screen in the
right pane. Verify that the License Status is “Valid”.

] Avaya IP Office R6.1 Manager IP500-Dev [6.1{5)]
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Scroll down the left pane and select License > CTI Link Pro, to display the CTI Link Pro
screen in the right pane. Verify that the License Status is “Valid”.

i Avaya IP Office R6.1 Manager IP500-Dev [6.1{5)]
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5.2. Obtain LAN IP Address

From the configuration tree in the left pane, select System to display the IPS00-Dev screen in
the right pane. Select the LANTI tab, followed by the LAN Settings sub-tab in the right pane.
Make a note of the IP Address, which will be used later to configure Vuesion. Note that [P
Office can support SIP on the LAN1 and/or LAN2 interfaces, and the compliance testing used
the LANI interface.

] Avaya IP Office R6.1 Manager IP500-Dev [6.1{5)]
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5.3. Administer SIP Registrar
Select the VoIP sub-tab. Make certain that SIP Registrar Enable is checked, as shown below.

= -‘
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Select the SIP Registrar sub-tab, and enter a valid Domain Name for SIP endpoints to use for
registration with IP Office. In the compliance testing, the Domain Name was left blank, so the
LAN IP address was used for registration.
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5.4. Administer SIP Extensions

From the configuration tree in the left pane, right-click on Extension, and select New > SIP
Extension from the pop-up list to add a new SIP extension. Enter the desired digits for Base
Extension, and retain the default values in the remaining fields.

-
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Select the VoIP tab. Uncheck Re-invite Supported, and check Use Offerer’s Preferred Codec
and Reserve 3" party IP endpoint license, as shown below. Retain the default values in the
remaining fields.

Repeat this section to add the desired number of SIP extensions. In the compliance testing, four
SIP extensions with base extensions of 27001-27004 were created.
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5.5. Administer SIP Users

From the configuration tree in the left pane, right-click on User, and select New from the pop-up
list. For Name and Full Name, enter the same desired value prefixed with “IVR”, as required by
Vuesion. For Extension, enter the first SIP base extension from Section 5.4.

& |
o a | Ty |
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Select the Voicemail tab, and uncheck Voicemail On, as shown below.
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Select the Telephony tab, followed by the Supervisor Settings sub-tab. Enter a desired Login
Code.

Repeat this section to add a new user for each SIP extension from Section 5.4. In the
compliance testing, four users with extensions of 27001-27004 were created.

=
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5.6. Administer Hunt Groups

Administer three hunt groups for the following purposes:

e Main hunt group for delivering of incoming trunk calls to Vuesion.
e Monitor hunt group for supervisor monitoring of agents.
¢ Transfer hunt group for use by Vuesion for internal transfers.

5.6.1. Administer Main Hunt Group

From the configuration tree in the left pane, right-click on HuntGroup and select New from the
pop-up list to add a new hunt group. This hunt group will be used to deliver incoming trunk calls
to Vuesion.

Enter desired values for Name and Extension. For Ring Mode, select “Rotary” from the drop-
down list. Retain the default values in the remaining fields

In the User List section, add the desired number of virtual SIP users from Section 5.5 as
members. In the compliance testing, 27001 and 27002 were added as members as shown below.
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Select the Voicemail tab, and uncheck Voicemail On.

=
i Avaya IP Office R6.1 Manager IP500-Dev [6.1(5)]
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Select the Queuing tab, and uncheck Queuing On.
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5.6.2. Administer Monitor Hunt Group

From the configuration tree in the left pane, right-click on HuntGroup and select New from the
pop-up list to add a new hunt group. This hunt group will be used for supervisor monitoring of
agents.

Enter desired values for Name and Extension, and retain the default values in the remaining
fields.

In the User List section, add the agent users as members. In the compliance testing, 21251 and
21252 were added as members as shown below.
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@ 24001 CustomerSuppart User List Crverflowe Group List
i ﬁl 21200 Main | Extension Marme | Group Mame
I Short Code (78] 21251 Extn21251
z % Z:rs" '(cf)(u) 21252 Extn21252
uT—I @ Incoming Call Routs (2) -
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5.6.3. Administer Transfer Hunt Group

From the configuration tree in the left pane, right-click on HuntGroup and select New from the
pop-up list to add a new hunt group. This hunt group will be used by Vuesion for internal
transfers.

Enter desired values for Name and Extension, and retain the default values in the remaining
fields.

In the User List section, add the desired number of virtual SIP users from Section 5.5 as
members. In the compliance testing, 27001 and 27002 were added as members as shown below.

Follow the procedures in Section 5.6.1 to uncheck Voicemail On and Queuing On.

& |
i3 Avaya IP Office R6.1 Manager IP500-Dev [6.1(5)] =13
File  Edit Yiew Tools  Help
RS -HE =] | W o & f|i pso0-Dev * HuntEroup * 24001 CuskomerSupport &
IP Offices Sequential Group CustomerSupport: 24001 i S O R B l
= K& BOOTP (6 || Hunt Graup !L.\-'oicemailn: Fallhac- Queuing.;' Viice Recording.;' Announcements
#g# Operator (3 o H T —— e f 7
~ IPS00-Dey Mame !CustomerSupport | |:| CCR Agenk Group e
-y System (1) Extension |z4001 |
iy IPS00-Dev = — - —..= Ty
[+~ Line (26) Ring Mode iSequentiaI ~| No Answer Time (secs) System Default (15
[ Conkrol Unit (&) ; = |
(-4 Extension (32) Overflow Mode | Group v ! Owverflow Time (secs) |OFF
:;I % :Zi;éiz.p @ Hold Music Source ;NU Change vi Yoicemail Answer Time (secs) : 5
H & 21000 BB Main ngept's Status on Mo-Answer iNone o |
53¢l 23000 BB Monitor Applies To - : .
424001 Customersupport] Al ‘Owerflow Group List
; ﬁl 21200 Main ! Extension Mame i ! Group Mame
E s ghm_t CD(S)B i7e) 27001 MR 27001
; ervice
H v 27002 IVR 27002
ol RAS (1)
[+ @ Incoming Call Routs (2)
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5.7. Administer Agents

From the configuration tree in the left pane, select the first agent user, in this case “21251”.

Select the Telephony tab, followed by the Supervisor Settings sub-tab. Uncheck Cannot be
Intruded, as shown below.

Repeat this section for all agent users. In the compliance testing, two agent users with extensions
21251 and 21252 were configured.

-
i3 Avaya IP Office R6.7 Manager IP500-Dev [6.1(5)] =19
File ~ Edit Wiew Tools Help
iR S-H| = ;I | W o & |} Psoo-Dey > User ~ 21751 Extniz1251 A
IP Offices Extn21251: 21251~ gt - K| v || >l
"-"" = Contral Unit (5) A1 | Menu Programming || Mobility | Fhone Manager Options | Hunt &roup Membership | Announcements | Personal Directary
o Evtension (32 ool i nd b i ok el el e el e S
I.'-_. f Liser (27) ez | User || Woicemail | DMD || shortCodes || Source Mumbers | Telephony :Forwarding Dial In | Woice Recording | Button Programming |
= Il | l = | =1,
firg Moliser | Call Settings | Supervisar Settings | Multi-ine Options | callLog |
freso0tagentt ||
&n 25002 agent2 Login Code |**"‘** | [ Farce Login
§ 21231 Extnzizal
§ ziza3Estnzizas Login Idle Period (secs) | | [ Force account Code
§ 71234 Extnz1234 Maritar Graup | “MNone> “| [[] Force authorization Code
§ 21235 Extrizizas
a 21236 Extn21236 Coverage Group | =MNone > W |
§ 21237 Extnz1237 —
a 21238 Extn21238 Status on Mo-Answer |L0gged on (Mo change) w | [] outgoing Call Bar
ﬁ 21233 ExtnZ 1233 . [ tnhibit Off-Swikch Forward) Transker
a 31241 Extn? 1741 Reset Longest Idle Time
§ 21243 Extniz1243 @ al Calls [ Can Inkrude
§ 21245 Extnz1245 [ Cannot be Intruded
§ 21250 Extnz1zs0 © External Incoming
1251 Exin21 251 = [] Can Trace Calls
§r 21252 Extnz1252 [1 R Agent
§r 21253 Extnz1253 — ) i ]
§ 21zm4Eanzizse fter Call Yiark Time {secs). |[System Befault (10 | Automatic After Call Work
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5.8. Administer Supervisors

From the configuration tree in the left pane, select the first supervisor user that will be
monitoring agents, in this case “21253”.

Select the Telephony tab, followed by the Supervisor Settings sub-tab. For Monitor Group,
select the Monitor hunt group from Section 5.6.2. Check Can Intrude and Cannot be
Intruded.

Repeat this section for all supervisors that will be monitoring agents. In the compliance testing,
one supervisor user with extension 21253 was configured, as shown below.

-
1 . = | |
i3 Avaya IP Office R6.7 Manager IP500-Dev [6.1(5)] =19
File ~ Edit Wiew Tools Help
iR S-H| = _='| | W o & f |} Pso0-Dey > User * 21753 Extnz1253 A
IP Offices Exth21253: 21253 gt - K| v || >l
"-"" = Contral Unit (5) A1 | Menu Programming || Mability | Fhone Manager Options || Hunt Group Membership | Announcements | Personal Directory
i Extension (32 ool i nd b i ot e i st S
I.'-_. f Liser (27) ez | User || Woicemail | DMD || shortCodes || Source Mumbers | Telephony | Forwarding || Dial In | Woice Recording | Button Programmming |
= i 1l dl I = | y
B NaUser s | Supervisor Settings | Multidine Options | Call Log |
£~ 25001 agent1 -
&n 25002 agent2 Login Code |**"‘** | [ Farce Login
§ 21231 Extnzizal —
§ ziza3Estnzizas Login Idle Period (secs) | | [[] Force Account Code
§ 71234 Extnz1234 Maritar Graup |BB>< Monikar “| [[] Force authorization Code
§ 21235 Extrizizas !
a 21236 Extn21236 Coverage Group | =MNone > W |
§ 21237 Extnz1237 —
a 21238 Extn21238 Status on Mo-Answer |_LEEged ©On (Mo change) YJ [] outgoing Call Bar
ﬁ 21233 ExtnZ 1233 . [ tnhibit Off-Swikch Forward) Transker
a 31241 Extn? 1741 Reset Longest Idle Time
§ 21243 Extniz1243 @ al Calls Can Itruds
§ 21245 Extnz1245 _ Cannot be Intruded
§ 21zs0Estnziesn © External Incoming O ¢
§r 21251 Extnzt251 Al
§r 21252 Extrnz1252 [1 R Agent
a 21754 Extn2 1254 | Aukomatic After Call Work
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5.9. Administer Incoming Call Route

If necessary, create an incoming call route to route incoming calls to the Main hunt group. In the
compliance testing, the existing incoming call route for the ISDN PRI line can route to any five
digit extensions on IP Office.

As shown in the screen below, the Incoming Number for the ISDN PRI line “9” is
“73285XXXXX”, which uses five single digit wildcards “X” allowing the last five digits to be
any number.

i Avaya IP Office R6.1 Manager IP500-Dev [6.1{5)]

File  Edit  %iew Tools Help

A ™ | 1A v =5 & 1 |E 1pso0-Dev = Incoming Call Route T 9 7IZB5RHNRN =
IP Offices 8 73285XX0XXX B - X[ v < | I
£ R BOOTR () Standard |\-'c-ice Recording | Destinati-:nsi
[+ Operatar (3} - :
= %5 IPS00-Dev Bearer Capability |F\ny Woice ¥ |
H_"' } h‘_‘" S.ystem i Line Group Id |9 w |
F,‘ 4 Line (26) :
[#-+%e Control Unit (&) Incoming Mumber |?3285>CXXXX |
[+ Extension (25)
2] & User (23) Incoming Sub Address | |
= 'ﬂ HunbGroup (3} :
: I LI
[ 8 Short Code (70) HEE | |
- By Service (0} Locale ! vl
-y RS (1)
=43 Incoming Call Route (3) || Priority |1 - Lowt Vl
= - B - | |
D1
: 37 Hald Music Source |System Source e |
! @l WanPort (0)

In the Destinations tab, the use of “#” in the Destination field enables the routing to be based on
the “XXXXX” from the Incoming Number field from above. Therefore, incoming calls to
“7328521000” will be routed to the Main hunt group configured in Section 5.6.1.

If desired, the Main hunt group can be selected from the Destination drop-down to route all
incoming trunk calls to Vuesion.

"] Avaya IP Office R6.1 Manager IP500-Dev [6.1{5]]

File  Edit  %iew Tools Help

RS -d | E .E ljl oo & L |E rson-Dev = Incoming Call Routs T 9 7IZBSHRRRN -
IP Offices 9 73285XX XXX B | % | v | < I
- ® BOOTF () ;lStandarld || voice Recordiné iDEStI;atlgl

& 4 Operabor (3}

= %5 IPS00-Dev _
[ 555 Syskem (1) » Default Yalue #* - I
-5 Line (26) : ! :
[+ Cantrol Unit (5)
[+ -4 Extension (28)
H-§  User (23)
B4 HuntGroup (3)

| TirmePrafile Destination Fallback Extension
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5.10. Administer Short Code

From the configuration tree in the left pane, right-click on Short Code and select New from the
pop-up list to add a new short code for Call Listen. Configure the fields as shown below in the

right pane.

Note that the short code has to be “*1”, as required by Vuesion. This short code will be used by

the Vuesion server to support supervisor monitoring of agents.

-
i Avaya IP Office R6.1 Manager IP500-Dev [6.1(5)]

AEE)

IP Offices

® K BOOTR(8)
| t#+ Operator (3)
=550 IPS00-Dev
G-emp System (1)
~-fizp IPS00-Dev
T4 Line (26)
“2y Contral Unit {63
[+ Extension (32)
E-§  User (27)
G- HuntSroup (4)
(=@ Shart Code (77)
B #09
@ #O*N
@ oo
@ *01
~@% *0zZ
- 0d
@M *05

+
3

File  Edit  ‘iew  Tools
R E-HE ;I EI v a2 |} psoo-pey
=8hort Code:2>; Dial

Help

> 4

Code

Feature
Telephone Mumber
Line Group Id
Locale

Force Account Code

Farce Authorization Code

I*I*N#

Call Listen

M

0

O
O

TLT; Reviewed:
SPOC 5/18/2011

Solution & Interoperability Test Lab Application Notes

©2011 Avaya Inc. All Rights Reserved.

19 of 44
BBX-Vuesion



6. Configure BBX Technologies Vuesion Multimedia Contact

Center

This section provides the procedures for configuring the Vuesion server. The procedures include
the following areas:

e Administer TAPI driver

e Administer Switch.txt

e Stop service

e Launch Vuesion Manager

e Administer communication settings
Administer local extensions
Administer tenants

Administer VMAIL extensions
Administer queues sizing
Administer ACD members
Administer ACD groups
Administer trunks

Start service

The configuration of the Vuesion server is typically performed by BBX Technologies
technicians. The procedural steps are presented in these Application Notes for informational
purposes.

In addition to the shown procedural steps, the application also requires the auto attendant, and
the class of service for the agents and supervisors be configured by following reference [2].
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6.1. Administer TAPI Driver

From the Vuesion server, select Start > Control Panel, and click on the Phone and Modem
icon (not shown below). In the Phone and Modem Options screen, select the Advanced tab.
Select the Avaya IP Office TAPI2 Service Provider entry, and click Configure.

& Phone and Modem Options E3
Dialing Rules I Modems Advanced |
_/..'9 The fallowing telephony praviders are installed o thiz computer:

Prowiders:

Avaya |P Office TAPI2 Service Pravider
MDIS Prosw TAP Service Provider
T&P! Kemel-Mode Service Provider
Unimadem 5 Service Provider

Add... I ¢ Remove | e Configure...l

0K I Cancel | Lpply |

The Avaya TAPI2 configuration screen is displayed. For Switch IP Address, enter the IP
address of Avaya IP Office. Select the radio button for Third Party, and enter the IP Office
password into the Switch Password field. Reboot the Vuesion server.

Avaya TAPIZ configuration

Switch IP Address |1 0323310
Cancel

\_H
=
x|

{™ Single User

lzer Hame |
Ilzer Pazsward I

=" Third Party

Switch Paszword l“mm

[T Ex Directon Users
[ wishd Users
[ ACD Queues
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6.2. Administer Switch.txt

Navigate to the C:\Program Files\BBX Technologies\Vuesion Server C directory to locate the
Switch text file shown below.

l Yuesion Server_C E =]

"\ )' € :‘ | = 05(C:) ~ Pragram Filss + BBX Technologies = Yussion Server C = v [ |search &)

File Edit Wiew Tools Help

Organize * 55 Wiews ¥ ﬁ:! Cpen v (s Print @
Favorite Links Biormc e | -] pate modfied | -] Type Ij Size | -] Taus ILI -]

|| SecConfig.dat 1/17/2011 12:58,,, DaTFile 1 KB

T, Documents

Swikch 1/19/2011 9:19 AM =k Docurnent
“E Fictures %) ToolkitPro1310ve20.dl 5/2/2010 2:05 PM  Application Exte... 6,595 KE
ff;- Music (%) ToolkitProl310ve90.,,  5/2/2010 2:01 PM  Application Exte. .. 14,349 KB
Jj Recently Changed || TraceFie 111702011 5:25 PM  Text Document 10 KB
FEJ cearches | TraceService 1119/2011 10:31..,  Text Document 39KE
: | Tracesatch 1/19/2011 10:31... Text Document 7KE
. Public || vaice dat 1/14/2011 1:55PM  DAT File 1KB
! WuesionManager 1/17/2011 1:26 PM  Application 6,137 KB
YWuesionServer 111712011 401 PM  Application 3,144 KB
i Lesiantatch 1/312011 2:14 PM Application 27T KB
Falders A | wstakes 1/14/2011 1:40PM  Text Document 1KB

Open the Switch text file with the NotePad application. For SIPPROXYADDRESS, enter the
IP address of IP Office from Section 5.2. For SIPPROXYPORT, enter the UDP port number
from Section 5.3. For SIPMYIPADDRESS, enter the IP address of the local Ethernet interface
used for connectivity with IP Office, in this case “10.32.33.160”.

‘Switch - Notepad | |O0]

File Edit Farmak Wiew Help
=]

H
;oefines absolute maximum number of trunks installed ————————————- (Limit s 2400
OWVE_MAX_TRUNKS:

:

i System Maintenance

1

1By Default, the system will reboot monthly for a sanity data checking and repair and compac
; The values can be one of : NEVER, MONMDAY :HH:MM, TUESDAY iHH:MM, ..., Or DAILY :HH:MM oOr MOMTI
REBOOT :NEVER

| SIPPROXYADDRESS (10, 32.33.10

I SIPPROYPORT : 5060

ISIPMYIRPADDRESS:10.32.33,.160

; End of definitions

1

'REBOOT : NEVER

'LOGTRACE:L

1

i Shutdown is used mainly with avava IP OFFICE when the IPC connection s Tost

I SHUTDOWN @ 1

END: -

4] | | 4
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6.3. Stop Service

Select Start > Control Panel > Administrative Tools > Services, to display the Services
screen. Navigate to the Vuesion ServerC entry, right-click on the entry and select Stop.

Q, Services !E I

File Action View Help

&= |[F

Do |Bm|>mnn

C, Services (Local)

Extended

Yuesion ServerC

Start the service

L} Services {Local)

Mame = I Diescripkion | Skatus

I Skartup Type

I Log Cn As :I

G Mirkual Disk Provides manage...
Volume Shadow Copy  Manages and im...

Sk Muesion WatchC Started
-.S;_’;Windows Audio
“Chwindows Audio End... Manages audiod...
-E\;?;Windc-ws CardSpace  Securely enables, ..
xf‘_’;Windows Color System The WesPlugIns. ..

Lk Windaws Driver Fau... Manages user-m...

a

Manages audio f...

fanual
taral
fanual

fanual
fanual
ranual
fanual
fanual

Aukarnatic

Local Swsterr
Local Syskenr

Local Swster
Local Service
Local System
Local Swsterr
Local Service
Local Sysker

'|>

Standard /

6.4. Launch Vuesion Manager
From the Vuesion server, double-click the VuesionManager icon shown on the desktop, which
was created as part of installation.
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6.5. Administer Communication Settings

The Vuesion Manager screen is displayed. Click on the icon in the top left corner, and select
Initial Communication Setup from the drop-down list.

Save Layout

@) Installer Access

#= Administrator Access
Repair Database
Initial Communication Setup

Exit Configuration

Vuesion Manager - Site! BBX Test

ting Desktop Clients Contact Center

o o i

Trace &8 @ f_d

The VuesionServer dialog box is displayed, click OK

TLT; Reviewed:
SPOC 5/18/2011

LAY TP OFfice Integration s
ce Device | Caller | Infarmation =
Jo1 L]

a0z

aliic]

_ 04
: Mode Mamne : Node Status ! Information I

[ WluesionServer
; I'u\ Restart the Muesion Servicel
K
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The COMMUNICATION SETTINGS screen is displayed next. Check IP Enabled. Enter the
IP address and password for IP Office in PBX IP Addr and PBX Password, and retain the
default values in the remaining fields.

| COMMIUMNICATION SETTINGS o

SWwITCH COMMUMICATION
R5232 Part #; | COM1 BaudRate: 9500

|¥|IP Enabled PE SMDA IP &ddress

FEX IP Addr. | 10.32.3310
PBx SMDR TCP Port

PE Paggword | = 0

METWORKING SETUP: MASTER SERVER
MetServer IP address:
NetServer IP Part: 60030

THIS SERVER DEFINITION
Customer Location Mame:
This Server IP address: 10,32 35,160
This Server [P Part: 50029
Woicehall Location:

Woicerail Pilat Mumber:

Ok

6.6. Administer Local Extensions

The Vuesion Manager screen is displayed again. Select Switch Setup > Local Extensions
from the left pane.

F . |

oy T Vuesion Manager - Site! BEX Test e

[ —

i
%

—// Switch Setup  Messaging Routing Desktop Clients Contact Center Trace 90{:‘
ey —] Jm

Switch Setup =1 AAYA P Office Inteqration
bl

v e lr

|: Communication

&g Local Extensions

B Off Premise Extensions
&g Phantom Extensions
€ Park Orbits

) Hold Extensions

leu Area Paging

B | voice Device | Caller | Information

| 4

@) Trurks B | Node Mame | Mode Status | Information =
& Reload Switch Info L

_il: Messaging, I¥R
£z Routing
¢4 Desktop Clients

{gh Contact Center
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The DIRECTORY CONFIGURATION screen is displayed. Follow reference [2] to create an
entry for each agent user from Section 5.7, each supervisor user from Section 5.8, and for the
Transfer hunt group from Section 5.6.3, as shown below.

Update the Full Name field as desired, and retain the default values in the remaining fields.
Note that the port numbers are automatically assigned by the system subsequently.

| B[ DIRECTORY COMFIGURATION X
: LDE&LUSEHEKTENSlDNS F DIRECTORY ASSIGMMEMNT
FulName | DN# | Poty ||| Drestov#

BEZ Auent] | 21351 1T FullNarme:

BEXAgent2 21252 29 Title:

BB Supervizor 1 21263 18

CustomerSupport 24001 0 Account Code:
Fazsword:

Tenant M ame;

Class of Service | | -

M etwork, Advertize

| Murse/CareGiver

FOLLOW-ME OPTIOMS

Maobile #:
Haome #:
Alternate #:
A4 [ p | Actve Foward:
| Add || Delete | Refresh Al | Exit |
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6.7. Administer Tenants

From the Vuesion Manager screen, select Messaging/IVR > Tenants from the left pane.

e Vuesion Manager - Site: BEX Test =l 4
—/ Switch Setup Messaging Routing Desktop Clients Contact Center Trace 9 0 'EQ
e egi—] N
Switch Setup = AvaYA TP Office Intearation =
= ]
& Messaging,/ ¥R el |
| Woice Device | Caller | Information I=
a Teranks - —— = . B~ ————s
£/ Administration
Ervironment -
= E T [ =
i ilcnsg B | Faxpevies | Caller | Information =
|| Fas Extensions = E = rrl
o : | Record Device Recording | InFormation L
dgh Distribution Lists e ; " -
B | Node Hame | Mode Status Infarmation =]

The TENANTS/GROUPS screen is displayed. Follow reference [2] to create an entry for the

Main hunt group from Section 5.6.1, as shown below.

For Name, enter the Main hunt group name from Section 5.6.1. For ID and Password, enter the
Main hunt group extension from Section 5.6.1. Retain the default values in the remaining fields,

and click Edit Members.
| TENANTS/GROLPS
Tenants/Groups Tenant/Group Definition Tawes
Mame | 1D | Pwd | Mame: |BEx Main ]
iBE Main 21000 21000 Dizcount: %

1D:; 21000 Pazsword: 21000

Long Diztance Call Charges | -~ Intemational Call Charges
[First Minute  [Add Minuts || [First Minute Add. Minute
0 £ 0 % |0

Manthly Constant Charges

[Charge Mame [Quantity [Fiate
i i
1] 1]
i i
i i
i i
1] 1]
Time Zone Offset 1] a
Difsst (+0R -] Show Directony
Hours |0 Minutes |0 Dvverride
| Order of Users Fullname iz [Lastname]] Firstname]
| Add Tenant | | DeleteT enant | | Edit tembers | 3 | E it
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The Selected Tenant screen is displayed. Select the applicable entries in the Available User
List section, and click the double-left-arrow to move the entries to the Tenant/Group Members
List section, as shown below. In this case, all entries were selected.

Selected Tenant : BBX Main o

T enant/Group Members List Ay ailable | zers List
fember kame | MemberExt | Member Name | MemberExt |
BB Agent 1 21251
BB Agent 2 21252
BB Supervizar 1 21253
CuztomerSupport 24001
|« |
[ |
Cancel
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6.8. Administer VMAIL Extensions

From the Vuesion Manager screen, select Messaging/I[VR > VMAIL Extensions from the left

pane.

N T Vuesion Manager - Site: BEX Test

_,/ Switch Setup  Messaging Routing Desktop Clients  Contact Center

- B2 X

Trace 0 0 (‘4

eaeal—] NI
Switch Setup =4 AYYA TP OFfice Integration
= e K
& Messaging/I¥R el
a . g | Yoice Device | Caller | Informnation
SHERES Al BRI n s e
L& Administration
v Erwvironmnent
== E T [
| alas B | Faxpeviee | Caller | Infarmation
[ Fax Extensions s =
e : | Record Device Recording | Infarmation
i Distribution Lists — . .
_ | Node Mame Mode Status Information

I e la

[e bals Lals |4

The DIRECTORY CONFIGURATION screen is displayed. Follow reference [2] to create an

entry for each virtual SIP user from Section 5.5, as shown below.

For Full Name, enter the SIP user name from Section 5.5. For Password, enter the SIP user
login code from Section 5.5. Check SIP. Check Announce/Notify for a subset of the virtual
SIP users, in this case users 27003 and 27004. Note that the port numbers are automatically

assigned by the system subsequently.
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5| DIRECTORY CONFIGURATION I

VR EXTEMSIONS ; DIRECTORY ASSIGHMENT
FulNme | DN# | pong | Crectowd o
['"R 2700 270m i FullM armne: VA 27004
VR 27002 27002 26 Title:
VR 27003 2roms 27
VR 27004 27004 28 Account;
Pazzword: it

Tenant Mame:

Clazs of Service 0 | -

: (] 5IP
il s s MNetwark Advertize
|| Dizable SMOR
Live Record
|| dnnouncesMotify
| Rezerved

| Recorder
| Digabled

Misic DR HaE.

6.9. Administer Queues Sizing
From the Vuesion Manager screen, select Contact Center > Queues Sizing from the left pane.

\ T Vuesion Manager - Site: BEX Test i
__,/ Switch Setup  Messaging Routing Desktop Clients Contact Center Trace 9 0 {'4

Feeay—] I
Switch Setup ,‘5”] AYAYA IP Office Integration T
- ]

& Messaging; YR = 22
£& Routing | Voice Device | Caller _| Information 15
= 5 &) zroot -
i + Desktop Clients
== B (k) z7ooz
{gh Contactk Center ;, 27003

|j Queues Sizing (&) 27004

gy ACD Members =
gy ACD Groups _ 5__Node Mame _' Mode Stakus I i_.InFnrmatiu:-n 1=t

&9 ACD Metwork
%, Call Recorder

The DIRECTORY CONFIGURATION screen is displayed. Follow reference [2] to create the
desired number of entries for queuing of incoming ACD calls, as shown below.

The DN # are used by Vuesion to park and unpark the queued calls on IP Office, therefore use

available extension numbers on IP Office.
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B[ DIRECTORY CONFIGURATION ?
E.-'-‘«LLEENTEFIDLIELIE DIRECTORY ASSIGHMENT
FulNeme | DN# | Pom [|| DMeton ®
[ueue 2A551 0 FullM arne:
Oueus 28552 0 Title:
[ueue 25553 ]
[ueus 2PERd 0 Power-Up D eztination:
[ueue 2eRRE 0
Queue JEEEE O Pazsword:
Husue 25557 0 Tenant M ame;
Hueye 28858 0 :
(e JEERS [ Clazs of Service | | -
[ueue 2eRE0 0 :
Metwark. Advertize
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6.10. Administer ACD Members

From the Vuesion Manager screen shown in Section 6.9, select Contact Center > ACD
Members from the left pane.

The ACD Members screen is displayed. Follow reference [2] to create an entry for each agent
user from Section 5.7, and for each supervisor user from Section 5.8, as shown below.

Enter the desired FullName. For Member ID, enter a unique value for each agent and
supervisor. The recommendation is to use available extension numbers on IP Office. For
Password, enter desired values. In the compliance testing, the same values are used for member
ID and password for simplicity.

For Type, select “ACD Agent” for agents and “ACD Supervisor” for supervisors. For Primary
Group, select the Transfer hunt group name from Section 6.6. For Class, select the appropriate
class of service.

-

ACD Mermbers X
M amme | 1D | Passw | COS | Type | Def Ext | Status| | add Member | | Delete Member |
BEX Agent-1 A00m 0001 0 ACD Agent i
BB Agent-2 50002 50002 O ACD Agent Member Definition
BB Supervizor-1 a0003 BO0O3 1 ACD Supervizor

Mermber 1D | 50002

Fulame BB Agent-2

Pazzword | 50002

Setup

Type ACD Agent v

Primary Group | CustomerSupport -

Class 0 i

Auto Login - Special Devices Only

Default Extension

Screen Capture Supervizors [Ds

Supervizor (01
Supervizor (D 2
Supervizor (D 3
Supervisor [D 4
Supervizor (D 5

4 11} | 3 Save | Exit |
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6.11. Administer ACD Groups

From the Vuesion Manager screen shown in Section 6.9, select Switch Setup > ACD Groups
from the left pane, to display the SkillSets Administration screen. Follow reference [2] to
create an entry for the Transfer hunt group from Section 6.6, as shown below.

The Voice Routing Options section defines the parameters used for routing of ACD calls. The
Multimedia Contact Center Members Assignment section defines the members and their
skills level. The Announcements section defines the announcement treatments.

The screenshot below shows the values used in the compliance testing.

Skillsets Administration X

J‘Gr?up 12 ELLI Houllng} bisthae Email Routing Options Faw Fouting Ophions
24001 CustomerS upport Fiound Raobin bi Erahl Fririte |00
: : : il rianity: Enable Friority: |00
Group Mame | 1D ||~ Woice Routing Options Subject Filter: ;
Betoiions ; 24001 . Owerflow Tirne: oo
ustomersuppor Enable [ Priority: | 00 Overflow Time: an A
_ OWF Destination:
Overflow Time: M kin | - O0F Destination : Signed-Out OVF:
Owerfl. Destination: | 24001 Signed-Out OWF: sl Thisshid ™
Signed-Out OWF: i :
igned-Oul 24001 Emaill) Threshold: 10 e —
Al Busy Overflow: Longest InQl Thr: 300 o
4 ju ’ Langest Ind Thr: 45 Sec |~ Farce Priarity: a SoECEion, L
Mizceleanous Farce Pricrity: oo ¥ Outbound Campaigh 7 s
Auto Logout € 11:50:00 PM =5 Calls Qusued Thi: | 08 . Enable Campaign Campaign Priority: |00
i . ODBC - DSN:
panes tive 110 Seq Auto'wrapUp @ 15 5ec | ~
Follow Me [(Mon Call Center) ’ T able: Fassword;
Ringback on Queue e
ogin:
tultimedia Contact Center Members Assignment Mame Field:
YoiceSkil: 09 = EmailSkil. 09~ FawSkil 09 |~ QutdialSkilk 00 |~ Phane Field:
HandleVoice |/ HandleEmailz HandleF ax Handle0utdial Contact
Mame | 1D | Type IS Mame | 1D Friority Field:
BE= Agent-1 500 ACD Agent 0 C t Fiold:
BEX Agent-2 500..  ACD Agent 0 pmment FIeid:
BB Supervizor-1 BO0..  ACD Supervisor 0] << R ezolution Figld:
[ Fiestricted Hours During Schedule (Format: 12:00-13:00...)
q m » q m " Enable Schedule
Start Date/Time: | 12/30/ -5 &00:004M -5 T2
Announcements b S ]
1] aa QPosition [¥] ~ Hold [¥] A& Once ~  Frequency tap Dale/Time: Tl hd
o e QPssiion (7] ~Hold [ 44 Repeat | = 308s - SFE S e
2| an QP asition ~Hald[] aa Fepeat |~ | Impart Records I Restart Campaign |
| AddGroup || Remove Group | Save E xit
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6.12. Administer Trunks

From the Vuesion Manager screen shown in Section 6.9, select Contact Center > ACD
Groups from the left pane, to display the DIRECTORY CONFIGURATION screen. Follow
reference [2] to create sufficient entries for the ISDN PRI line from Section 5.9, as shown below.

For Directory #, use the value “xy”, where “x” is the ISDN PRI line number and “y” is the
ISDN PRI channel number specified in two-digits. In this case, the ISDN PRI line number is

“9”, and the channel numbers are “01-23”. Retain the default values in the remaining fields.

The screenshot below shows the values used in the compliance test.

B[ DIRECTORY COMFIGURATION X
TRUME NUMEERS : DIRECTORY ASSIGHMEMNT
i . g2
Full Narrie | DN 3| o || Detow i
Trunk301 am Full ame: Trunk323
Trunk302 902 Title:
Trunk303 903
Trunk 904 04 Accaunt:
Trunk 905 05
Trunk 306 505 Password:
Trunk307 307 Tenant Mame:
Trunk 903 03 ol S
Trunk309 509 At
Trunk310 910
Trunk311 911 _
Trunk312 91z i M etwork, Advertize
Trunk913 913 B
Trunk314 914
Trunk315 915
TrunkS1 6 916
Trunk91 7 917
Trunk313 918
Trunk319 919
Trunk 520 920
Trunk 921 91
Trunk 922 922
Trunk 923 923
FOLLOW ME OPTIOMS
Cellular #:
Home #:
Alternate H#:
A p | Actve Foward:
[ add || Delete | Retrezh Al [ Ewmt |
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6.13. Start Service

Select Start > Control Panel > Administrative Tools > Services, to display the Services
screen. Navigate to the Vuesion ServerC entry, right-click on the entry and select Start.

q Services !E I

File Action View Help

I EEEEC DR

C, Services (Local) 00 Services (Local)

Yuesion ServerC

Start the service

Mame = I Diescripkion | Skatus I Skartup Type I Log Cn As :I
G Mirkual Disk Provides manage... farual Local Sysker
Volume Shadow Copy  Manages and im... Marual Local Syskenr

Sk Muesion WatchC Started
-.S[I_’;Windows Audio Manages audio f...
“Chwindows Audio End... Manages audiod...
-E\;?;Windc-ws CardSpace  Securely enables, ..
-f.-‘_’;Windows Color System The WesPlugIns. ..

Lk Windaws Driver Fau... Manages user-m...

<

fanual

fanual
fanual
ranual
fanual
fanual

Aukarnatic

Local Swster
Local Service
Local System
Local Swsterr
Local Service
Local Sysker

'IP

Standard /

Extended
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7. Verification Steps

This section provides the tests that can be performed to verify proper configuration of Avaya IP
Office and BBX Technologies Vuesion Multimedia Contact Center.

7.1. Verify Avaya IP Office

From a PC running the Avaya IP Office Monitor application, select Start > Programs > IP
Office > Monitor to launch the application. The Avaya IP Office R6 SysMonitor screen is
displayed, as shown below. Select Status > SIP Phone Status from the top menu.

EY. Avaya IP Office R6.1 SysMonitor - Monitoring 10.32.33.10 (IP500-Dev); Log Settings - C:\Documents and Settingsh...\sysm... E][E|®

File Edit ‘iew Filters Status Help
=8| A[8(T| x|l @ =

~
wEEEEFFAET SyusMonitor vE.1 (5] FEEEEEAEEE
EREEXFFENE contact made with 10.32.33.10 at 15:22:32 11/3/2011 wowwsaasss
FEFFFFTHAT System (10.32.33.10) has been up and running for lday, dhrs, 35nins and 19secs (l02913537m3) FF&F&Fdaws
FEREEFFTFET Marning: TEXT File Logging selected ®FsFssssss

v.
A >

The SIPPhoneStatus screen is displayed. Verify that there is an entry for each virtual SIP user
from Section 5.5, that the User Agent contains “Vuesion(R)SIP”, and that the Status is “SIP:
Registered”, as shown below.

C1. SIPPhoneStatus |Z||E]E|
Tatal Configured: & Waiting 2 secs for update
Total Registered: 5 Reaistered Statu: [ HHABEERERERERRREEER
Estt Mum | IP Address l Transpart | IJzer &gent l S|P Options | SIP Ewents | Status
28001 20.32.39.116 TCF &vapa IP Phone 1120E [SIP1120e.04.00.04.00)  RU 5IP: Registered
28002 0000 a7 SIP: Unregistered
2700 10.32.33.160 oF Wuesion[R1SIF 12.6 SIP: Registered
2700z 10.32.33.160 oF Wuesion[R1SIF 12.6 SIP: Registered
27003 10.32.33.160 oF YWuesion(RISIF 12.6 5IP: Registered
27004 10.32.33.160 uorF YWuesion[R15IF 12.6 5IF: Registered
< b
Dizplay Ophionz ;
% Show Al (" Feagistered T UnRegistered il Baes|
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7.2. Verify BBX Technologies Vuesion Multimedia Contact Center

From the agent user PC running Vuesion Client, double-click on the VuesionClient icon shown
on the desktop, which was created as part of installation.

®

uesionClient

The Vuesion User Login screen is displayed. For Host IP, enter the IP address of the Ethernet
interface on the Vuesion server used for connectivity with clients, in this case “10.32.35.160”.
For Host TCP, enter “60029”. For Login Information, select “Vuesion ACD Agent” from the
drop-down list.

For Extension #, enter the extension number of the first agent user from Section 6.6. For User

ID and Password, enter the corresponding credentials for the first agent user from Section 6.10,
as shown below.

Vuesion User Login E|

i~ Host Infarmation

Host [P 10.32.35.160
Hoszt TCP BO029
Ymail Filat;

Login Information
Yuezion ACD Agent LI

Estenzion #: 21291
zer ID; RO0m
FPazzwiord: ]m“

| 0k | Eanu:e||
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The Vuesion screen is displayed. Click on the Login icon from the left pane.

!@ -
= Haome  View Setbings  History  Applications  Sort

Yuesion EXT 21251 BBX Agent 1

]

Optians o 0

Telephony CustomersSupport ’—:
B |-® & & :
{] setBreak =N [
-t ork CustamerSy,.. BEX Agent-1  BBY Agent-2
= SetP.Break )
L4 SetMest, Preview: };
€ chat =
€ Park 1die | Status | Mumber | ame | Time | Length | From | B[] | Info | Level | Info2 |+
# Transfer 1
43 Hold
[ Releass | =
£E Answer Vaice Queues | InQue | LgIng | Active | Aband | Answd | Crverfl | Chacks | ~.|'-\band| ~TTA | Qo5 | Arails | Logins | =
€3 CustomerSupport oo 00000 | 0000 | 0000 000D | | 0000 | | OOOO0 OO:00  00:00  100% €9 000 €3 ooo |
Contact Center i
My Views ¥ .
Oukdial Queues | Calls Queued | Calls Active | Handled Tods | Callbacks | Handled SoFar | Total Conkacks o
Directory

The screen is updated in the right pane, as shown below.

.’@ = VUesion EXT 21251 BEX Agent-1
Home VYiew Settings  History  Applicakions  Sort

P =

Cptions o 0

— S— e .
it BEOUD U
Telephony Customersupport ’—:
() Logout f .{.;‘ \ I: & =t
{] setBreak =) [
- work CustamerSuy,., BBx Agent-1  BEX Agent-2
= St P.Break )
L4 SetMest, Preview: };
€ chat =
€ Park1die Status | Mumber | ame | Time | Length | From | 1D | Info | Level | Info2 |+
# Transfer 1
43 Hold
|E] Release [ =
dp Answer Yoice QUeuEs | InQue | LgIng | Active | Aband | Answd | Crverfl | Chacks | ~.|'-\banc|| ~TTA | Q05 | Arails | Logins | =
fwt CuskornerSuppork oo ooag:0o | oooo . 0000 Ry 0001 ~ oooo | o0oo - 00:00 00:07  100% 0 001 0 001 |
Contact Center i
My Views X 5
Cutdial Queves | calls Gueued | Calls Active | Handled Tods | Callbacks | Handled SaFar | Tokal Contacts -
Directory
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Make an incoming trunk call to the Main hunt group, and verify that the screen is updated to
reflect a ringing call. Also verify that the entry shown in the Preview pane reflects the proper

information for the call.

Click on the Answer icon in the left pane to answer the call.

@ & Yuesion EXT 21251 BEX Agent-1 - B X
Uit
— Haome  View  Setkings  History  Applications  Sort Cptions 9 ﬂ
MEREELR LI
Telephony Customersupport ’—‘
|a Logout & =
{] setBreak |—
=t work CustamerSu,..  BEX Agent-1  BBY Agent-2
= SetP.Break ]
L4 SetMest, Preview: }:
€5 chat =
€ Park 1die | Status | Mumber | ame | Time | Length | From | h(] | Info I Level | TnEoiPa =
k:\ Trarisker Incoming Q05-845-60086 Q033456006 15:40:23 00:00:05 9055436006 |
43 Hold
[ Releass [ — =
&E Answer Vaice QUeUEs | InQue | LgIng | Active | Aband | Answd | Crverfl | Chacks | ~.|'-\band| ~TTA | Qo5 | Arails | Logins | =
lwt CuskorerSuppork D 001 oog:0o oooo . oooo oooo oooo o0o0 - 00:00 00:00  100% 0 001 0 001 |
Contact Center i
My Views > 3
Oukdial Queues | Calls Quened | Calls Active | Handled Tods | Callbacks | Handled SoFar | Tokal Conkacks o
Directory =

Verify the agent’s telephone is connected to the caller, and that the agent screen is updated to
show the call being connected, as shown below. Click on the Release icon to complete the call.

= Wuesion EXT 21251 BBX agent-1 - HX
Home Miew Setkings  History  Applications  Sork Opkions 9 ﬂ
e BE 00U W :
Telephony CustomerSupport ’—‘
B [ Bm) U & :
{7 SetBreak EhS |
= wiork CustomerSu,,. BBk Agent-1  BBX Agent-2
=, SetP.Break A
b et Meet, Preview: =
€ chat d
& Park Idie | Skatus | Murber | Ilarne | Tirme | Length | From (5] | Info I Level | Infoz | =~
&g, Transfer 4 Commected  90B-848-6006 Customersupport 13040023 a0:00:3s 9055456006 |
42 Hold
[ Release [ I
&g Answer ‘oice Queues | InCue | Lalng | Ackive | Aband | Answed | Creerfl | _backs | ~.|'-\band| ~TTA | o5 | Aovails | Logins | *
fwt! CuskomerSuppoark ooo 000:00 jey 0001 . Qooo 0000 | 0000 0000 00:00 00:00 | 100% € 000 N4 001 |
Contact Center 5
My Yiews - -
Cutdial Queves | Calls Queued | Calls Active | Handled Toda: | Callbacks | Handled SoFar | Tokal Conkacts =
Directory
-
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From the PC running Vuesion Reports, double-click on the VuesionReports icon shown on the

desktop, which was created as part of installation. In the compliance testing, Vuesion Reports
was running on the Vuesion server.

kd

VuesionRep...

The Vuesion Reports Login screen is displayed. For Server IP/Name, enter the IP address of
the Ethernet interface on the Vuesion server used for connectivity with clients, in this case
“10.32.35.160”. For TCP/Port, enter “60029”. For Which Reports, select “Current Reports”
from the drop-down list.

For Supervisor ID and Password, enter the corresponding credentials for the supervisor from
Section 6.10, as shown below.

Yuesion Reports Login |

—%uesion Semver - Autharization

Server IPMName: |‘| 02235160

TCR/Fart: IEEIEIEEI

‘which Reports: | Current Reports |

— Supervizor Access

Supervisor 1D |5EIEIEIE
FPazzwaord: |°"“‘"“

Login I Cancel
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The Supervisor Login screen is displayed. Retain the default values, and click View Reports.

Supetrvisor Login E3

Automatic Beports

[ Erable

Start Date Selection End Date Selection
Farmat/Schedule
KN Harh=e il EZ [ Freviouz Dap  Report *esk On:
1y
Sun Mon Tue Wed Thu Fri Sat Sun Mon Tue Wed Thu Fri Sat [ Previous ‘Week SUN =

g 28 A 28 i3 .4 B 9,27 28 1 2 3 4 5§ [ Previous Month
Wl 7 8 3 WMz | 0|6 7 8 3 10 FHW2 .
11013 14 15 16 17 18 19 11|13 14 15 16 17 18 19 File: Format |HT"‘”-4D -l
12120 A1 22 23 24 25 % 12120 2 22 23 24 25 2R Destination Email Address
131279 28 23 30 0 1 2 13(27F 28 29 30 1 1 2
Tl 2 & thiosbE 0 2B 9 1413 4 5 6 7 8 89 I

Preferrad Repoit
—ACD Fiters {In Secondg) ——————— CDF Fiters O Mmth'lj BI":el i SEI o
aily oy

TTA - Time Columing Long Calls  »= |1 200

IS EZI I ShottCals <= [10 | |
Talk - Time Columng

| |

| 120 J1e0  [240 [ =]

Abandon - Time Colurnns I j

10 i} B0 120

| | | | | =

_ | |

[ Sort By IDs Sart By Mames Cangel Wiew Reports T |

The Vuesion CDR/ACD Reports screen is displayed next. Select Agents > Activity from the
top menu.

[§# Yuesion CDR/ACD Reports =l B3
Groups  Agents Campaign  Stakions Trumks DMNIS  ANIfCaler ID Outbound Calls  Account Codes  Call Tags Tenants &l Calls  Auto Attendants  YM Mailboxes

| & Selected Fange O Daiy O Houtly | | O SotBy D @ Sont By Mame | |Select Mew Datesl

@« u[ T | e e o e

Presview |

-

3411/2011 Revision 12

Friday 3/11/2011 - Friday 3/11/2011

Vuesion’

Reporting
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The Vuesion CDR/ACD Reports screen is updated with the Agent Activity report. Verify that
there is an entry reflecting the last call with proper information, as shown below.

8 Yuesion CDR/ACD Reports

Groups Agents Campaign  Stations  Trunks DMIS  AMIfCaller I Outbound Calls  Account Codes  Call Tags  Tenants  All Calls  Auto Attendanks  vM Mailboxes

| @ Selected Range ) Daily O Hourly | | O SotBylD & Sort By Name | |SelectNew Datesl
@ﬁ?ﬁ‘!<< 4 3’!'—1.'11 ‘ﬂﬁﬂm ‘Bnuiiﬁ‘mwg
Presview |
-
Agent Activity
BB fgent-1 0112014 Friday 3M11/2011 - Friday 311172011

00:00:08  Custom erSupport Ready 12:24:48 Caller

12:34:32  CustomerSupport Logout W R Caller
19:39:57  CustomerSupport L ogin 00:00:00 Caller
12:39:57  Customersupport Ready 00:0z2:09 Callar
12:40:16  Custom erd up port 2 Inbound 00:04:42 00:00:07 00:00:07 8022426006 (908) 248-6006 [T32] 8524000  Caller Hz
13:42:07  Custom erdupport Wl rap up 00:00: 16 Caller

A1 EexAgenz | (0:s0062 ]
00:00:06  Custom ers uppart B reak 13:37:48 Caller
13:37:54  Customerfupport Lo out AR R Caller
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8. Conclusion

These Application Notes describe the configuration steps required for BBX Technologies
Vuesion Multimedia Contact Center to successfully interoperate with Avaya IP Office. All
feature and serviceability test cases were completed with observation noted in Section 2.2.

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

1. [P Office 6.1 Documentation CD, November 2010, available at http://support.avaya.com.

2. Vuesion Application Server Contact Center Configuration Guide, 05/2010 Release 12,
available upon request to BBX Technologies Support.
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