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Application Notes for TelStrate Engage with Avaya IP
Office Using VoIP Recording — Issue 1.0

Abstract

These Application Notes describe the configuration steps required for TelStrate Engage to
interoperate with Avaya IP Office using VolP recording. TelStrat Engage is a call recording
solution.

In the compliance testing, TelStrat Engage used the TAPI interface from Avaya IP Office to
monitor contact center agents on Avaya IP Office, and the port mirroring method to capture
the media associated with the monitored agents for recording.

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.

TLT; Reviewed: Solution & Interoperability Test Lab Application Notes 1of 17
SPOC 7/16/2013 ©2013 Avaya Inc. All Rights Reserved. Engage-IPO81-VR



1. Introduction

These Application Notes describe the configuration steps required for TelStrate Engage to
interoperate with Avaya IP Office using VoIP recording. TelStrat Engage is a call recording
solution.

In the compliance testing, TelStrat Engage used TAPI 2 in third party mode from Avaya IP
Office to monitor contact center agents on Avaya IP Office, and the port mirroring method to
capture the media associated with the monitored agents for recording.

2. General Test Approach and Test Results

The feature test cases were performed both automatically and manually. Upon start of the
Engage application, the application established TAPI connectivity to IP Office for monitoring of
agent stations.

For the manual part of the testing, each call was handled manually on the agent station with
generation of unique audio content for the recordings. Necessary user actions such as hold and
reconnect were performed from the agent telephones to test the different call scenarios.

The serviceability test cases were performed manually by disconnecting/reconnecting the
Ethernet cable to Engage.

The verification of tests included using the Engage logs for proper message exchanges, and using
the Engage Client application for proper logging and playback of calls.

DevConnect Compliance Testing is conducted jointly by Avaya and DevConnect members. The
jointly-defined test plan focuses on exercising APIs and/or standards-based interfaces pertinent
to the interoperability of the tested products and their functionalities. DevConnect Compliance
Testing is not intended to substitute full product performance or feature testing performed by
DevConnect members, nor is it to be construed as an endorsement by Avaya of the suitability or
completeness of a DevConnect member’s solution.
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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 Engage:
¢ Handling of TAPI events.

® Proper recording, logging, and playback of calls for scenarios involving inbound, outbound,
internal, external, ACD, hot desking, non-ACD, hold, reconnect, simultaneous, conference,
and transfer.

The serviceability testing focused on verifying the ability of Engage to recover from adverse
conditions, such as disconnecting/reconnecting the Ethernet cable to Engage.

2.2. Test Results

All test cases were executed and verified. The following were observations on Engage from the
compliance testing.

¢ In the attended conference scenarios, the first recording for the conference-from agent
included silence for the period that the conference-from agent was conversing with the
conference-to agent, and the second recording for the conference-from agent contained the
conversation with the conference-to agent.

¢ In the unattended conference scenarios, the first recording entry for the conference-from
agent contained zero length, and the second recording for the conference-from agent
contained all conversations involving the conference-from agent.

e After a 60 seconds link disruption, the Engage Client application may become stuck and
need a manually restart.

2.3. Support

Technical support on Engage can be obtained through the following:

e Phone: (972) 633-4548
e Email: support@telstrat.com
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3. Reference Configuration

As shown in the test configuration below, the Engage Client application was running on the
supervisor PC, and used for verification of proper logging and playback of calls.

In the compliance testing, the RTP stream for contact center agents with Avaya IP Deskphones
were mirrored from the layer 2 switch, and replicated over to the Engage server.

The detailed administration of contact center devices is not the focus of these Application Notes
and will not be described. In addition, the port mirroring of the layer 2 switch is also outside the

scope of these Application Notes and will not be described.

In the compliance testing, Engage monitored the agent user extensions shown in the table below.

Device Type Extension
Hunt Group 29000
Agent User 20031, 20032
Supervisor 20035
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Figure 1: Compliance Testing Configuration
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4. Equipment and Software Validated

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

Equipment/Software Release/Version
Avaya IP Office on IP500 V2 8.1 (63)
Avaya 1608 IP Deskphone (H.323) 1.302S
Avaya 9611G IP Deskphone (H.323) 6.2209
Avaya 9650 IP Deskphone (H.323) 3.105S
TelStrat Engage on 3.6.1.11
Windows 2008 Server Standard SP2

e  Database Server
e  VOIPEngine

Microsoft SQL Server 2008 R2
3.6.1.19

e Avaya TAPI (tspi2w.tsp) 1.0.0.37
TelStrat Engage Client on 3.6.1.11
Windows XP Professional SP3

Testing was performed with IP Office 500 V2 R8.1, but also applies to IP Office Server Edition
R8.1. Note that IP Office Server Edition requires an Expansion IP Office 500 V2 R8.1 to support

analog or digital endpoints or trunks.
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5. Configure Avaya IP Office

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

® Verify license
¢ Obtain phone IP addresses

5.1. Verify License

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

The Avaya IP Office R8.1 Manager screen is displayed. From the configuration tree in the left
pane, select License 2 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 RB.1 Manager IP500V2 [B.1(63)]

File  Edit Wiew Tools Help

W ALIDIY Yoicemail

W Avaya IP endpoints

W Avaya IP endpoints

W Avaya Softphaone License
LTI Link Pro
S, DECT Integration {parts)

W Essential Edition

W Essential Edition Additional Yaoicem
W= IPS00 Universal PRI (Additional ch
S IPS00 Yoice Metworking Channels
W Mabile User Upgrade

W Mobile Worker

W Office Worker

W Office Worker Upgrade

i POz » License » CTILink Pra sl ES-H|E EI | e
IP Offices CTI Link Pro ek - X[ v < |>|
-l 1P Route (2) A T |
- Account Code (0}
=1 %y, License (32) Licemse Key  |NAM |
- Mg 3rd Party IP Endpoints :
W Advanced Edition License Type | CTI Link Pro |
|

License Skatus %'v'alid

Instances 255

|
Expiry Date iNever |
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5.2. Obtain Phone IP Address

From a PC running the IP Office Monitor application, select Start - Programs - IP Office >
Monitor to launch the application. The Avaya IP Office R8.1 SysMonitor screen is displayed,
as shown below. Select Status - H323 Phone Status from the top menu.

File Edit Wiew Filkers Status Help

=8| ~8T| x| = %=

FrEEEEEEES SuaMonitor wlO.l (63) #xsdsrsass
FEEEEEEELE pcontact made with 10, 32,39.34 at 17:50:31 297572013 ##awswssesss
FEREEREEET Gystenm (10.32.39.3534) has been up and rumning for Shrs, Z6mins and 4disecs (30402457m3) *FHFawssaas

FEREREEAXAEET Warning: TEXT File Logging selected s##ssxasss

|
W

The IPPhoneStatus screen is displayed. Make a note of the IP address associated with each
extension number the agents may be using.

In the system configuration, agent 20031 does not use hot desking, whereas agent 20032 uses hot
desking and can log in from physical stations 20032, 20033, and 20034.

71. IPPhoneStatus

Total Configured: B “Waiting 3 secs for update
Total Registered: 5 Feaistered Statu: [ HHBREREREREER
Eutr Mum | Phone Type ] Licensed IF Address Mac Address J “ersion |d | EP idertifier Statug
20031 1608 1 1003239105 00-07-3b-93-63-f3 1.3025 IPRO0VZ_B0fEa..  RAS: Registered
20032 1616 1 103239117 00-53-04-30-08-3a 1.3025 IPRO0NZ_S0fBa..  RAS: Registered
20033 9511 1 103233118 70-38-ee-c3-d5-18 B.2203 IPRO0VZ_S0fGa..  RAS: Registered
20034 1608 1 103239119 00-07-2818-53-60 1.3025 IPRO0VZ_S0fEa..  RAS: Registered
20035 9E50 1 10.32.39.107  00-04-0d-fa-Of-bb 31055 IPRO0NVZ_S0fEa..  RAS: Registered
s
1~ Display Options .

¢ Show Al " Registered UnRegistered Egt el s Sl
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6. Configure TelStrat Engage

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

Administer TAPI driver

Launch VoIP Engine Configuration
Administer SPAN configuration
Administer port mapping

6.1. Administer TAPI Driver

From the Engage server, select Start & Control Panel, and click on the Phone and Modem
icon (not shown below). In the displayed 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 | x| |

Dialing Fules | Modem: Advanced |
."(-'g The fallowing telephony providers are installed an this computer:

Providers:

Avapa [P Office TAPIZ Service Provider
ticrozaft HID Phone TSP

MDIS Prosy TAFI Service Provider
TAPI Kemeltode Service Provider
rimodem 5 Service Provider

Add. | I Remave | f" Eunfigure...l

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

Avaya TAPIZ configuration E |

Cancel |

Switch IP Address |1 0.32.39.34

™ Single User

Uzer Mame |
Uzer Paszword I

' Third Party

[T Ex Directony eerz
[ Wil Users
[ ACD Ousues

6.2. Launch VolP Engine Configuration

From the Engage server, select Start = All Programs - TelStrat Engage = VOIP Engine
Configuration to display the Engage VoIPEngine Config Console screen shown below. Click
Config.

= Fngage YoIPEngine Config Console

@ Skaktus
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6.3. Administer SPAN Configuration
The VoIP Configuration screen is displayed. Click SPAN Cfg.

BAvapa TAPI Server |

LTI Option AES Server |
[ tuvapa TAPI Server | TSAR ARE D I

Recaording Board 1D 27300 Uszer ID I Pazsword |

Vo coniguraton [

DMEC Port IEI

Callz To Recaord SRl
’7 = Al TrunkAntemal Call: € &l Trunk Calls € Calls Selected By DN —
SPAM Cig
— Part M apping —_—
|#] Recording Channel | Device 1D | Mac Addrezs I (B | Hecard *With

The Avaya SPAN Configuration screen is displayed next. Check Mirroring By IP to enable

device mapping by IP addresses.

Avaya SPAM Configuration

[+ Mirroring By IP

SIP Setwer IP Paork I B0ED
H.323 Server IP Port I ]

[ i51E Trace [ H.323 Trace

el

]|
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6.4. Administer Port Mapping

The VoIP Configuration screen is displayed again. Right click in the empty screen and select

ADD.
¥oIP Configuration I
Axana TAP! Server |
LTI Option AES Server | DMCE Part |u
[ dvapa TAPI Server | TSARI APP 1D I
Recording Board [0 |23|:||:| dzer D I Password I
Callz To Record GO
’7 % Al TrunkAntemal Calls € &) Trunk Calle € Call Selected By D
SPAN Cfg
— Part b apping -
[#] Recarding Channel | Device (D | Mac Address | O | Fecord WwWith
Deleta
Madify
Irmpark: File
Export File
Acquire via TAPI
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The Device And CommSrv Port Mapping screen is displayed. Enter the following values for
the specified fields, and retain the default values for the remaining fields.

¢ Device ID:

e [P:

e DN:

¢ Recording Channel:

Physical station extension used by first agent from Section 3.
The corresponding station IP address from Section 5.2.

The first agent extension from Section 3.

An available port.

Device And CommSry Port Mapping

Cevice 1D ’ 20031

Ip | 10.32.39.105

D ’ 20051

Recarding Channel | 101

£ Trunk Calls

Zalls To Record
’qu_ TrumkiIntermal Salls

—Recording Stream

i= Mirroring

Beep Tone ———
|V Ir‘-.ltl ;I

=

]|
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Repeat this section to create port mappings for all agents in Section 3. Note that a port mapping
needs to be created for every possible station extension that the agent can use for hot desking.

In the compliance testing, one entry was created for agent 20031, whom does not use hot
desking. Three entries were created for agent 20032, whom uses hot desking and can log in from
physical stations 20032, 20033, and 20034.

¥oIP Configuration E I

Axana TAP! Server |

LTI Dpticn AES Server | DMCC Port |u
[ dvapa TAPI Server | TSARI APF 1D I
Recording Board [0 |23|:||:| dzer D I Password I
Callz To Record CefEhome
’7 % Al TrunkAntemal Calls € &) Trunk Calle € Callz Selected By D —
SPAM Cig
— Part b apping —_—
|# | Recording Channel | Device ID | Ip | DM | Record with
1m 20031 10.32.39.105 20031 kirraring
102 20032 103239117 20032 kirraring
103 20033 10.32.39118 20032 kirraring
104 20034 103239119 20032 kirraring
4] | i3

No. of Log Files |a Config File Lacation ok | Famee |

TLT; Reviewed: Solution & Interoperability Test Lab Application Notes 13 of 17
SPOC 7/16/2013 ©2013 Avaya Inc. All Rights Reserved. Engage-IPO81-VR



7. Verification Steps

This section provides the tests that can be performed to verify proper configuration of IP Office
and Engage.

Log in an agent to the hunt group to handle and complete an ACD call. From the PC running the
Engage Client application, select Start > All Programs - TelStrat Engage - Engage Client
to launch the application, and log in using the appropriate credentials.

The Engage screen below is displayed. Select Engage = Log = Playback from the left pane.

Engage: Avaya DevConnect [avaya) [L]|E|g|
File Configuration Record Status Log Serwer  Help
!;;)Engage
o

ose W s B ,
£ Configuration ' GEMHT

-4 Systerm Users
- ACD Agents

4 Port Mumbers
-4 DNIS Mumbers
- Groups

s Alarms

wo @ Default Password

L )
. ®
{2 Record e g
“ 4 Schedule Recording ':
3 Status .
o # System Users v PR, reco rd

@ Active Calls
2+ Log

LY capture

=0 Server

- @ Archiving Center Score

-# hessage Center
t License Management

----- # Reports
5 20008 2070 Te Strak Intartational, 4. AL Faghte rasanaed
|]Engage :Default Page [Engage Server Time: 11:55:11 AM
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The Engage screen is updated with a list of the call recordings. Verify that there is an entry
reflecting the last call, with proper values in the relevant fields. Double click on the entry and
verify that the call recording can be played back.

Engage:  Avaya DevConnect {avaya) |Z||E|[g|
File Configuration Record Status Log Serwer  Help
I3 Engage
-# Logoff Playback L()g

23 Configuration

% SrlemUoRs Cached Calls  Mumber of Calls: 213 Security:  Disabled

@ ACD Agents -
Call call Call AW Duration
- # PortNumbers CEm Start Date Start Time End Time B Ele —— e (min:sec)

- # DMIS Numbers PM 1PM  wednesday
- Groups
oo @ Alarms i
~-# Default Passward
=3 Recard

-# Schedule Recording
) Status

- & Systern Users

wo @ Active Calls

|

ke

# System Users

= Semer

~o@ Archiving Center

-# Message Center

~- @ License Management

- ® Reports -
5 ¥
Engage : Playhack Options [Engage Server Time: 1:21:30 PM
TLT; Reviewed: Solution & Interoperability Test Lab Application Notes 15 of 17

SPOC 7/16/2013 ©2013 Avaya Inc. All Rights Reserved. Engage-IPO81-VR



8. Conclusion

These Application Notes describe the configuration steps required for TelStrat Engage to
successfully interoperate with Avaya IP Office using station tap. All feature and serviceability
test cases were completed with observations noted in Section 2.2.

9. Additional References

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

1. IP Office Manager 8.1, Document 15-601011, Issue 250, April 2012, available at
http://support.avaya.com.

2. Engage Server Installation and Administration Guide, Product Release 3.6, Standard 1.2,
June 2012, available on the installation CD.

3. Engage Contact Center Suite System Administration Guide, Product Release 3.6, Standard
3.4, June 2012, available on the installation CD.

4. Engage Contact Center Suite Configuring Engage with Avaya IP Office, Product Release
3.6.1, Standard 1.2, September 2012, available on the installation CD.
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©2013 Avaya Inc. All Rights Reserved.

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

Please e-mail any questions or comments pertaining to these Application Notes along with the
full title name and filename, located in the lower right corner, directly to the Avaya DevConnect
Program at devconnect@avaya.com.
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