AVAYA
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Application Notes for interoperability between the SYMON Enterprise
Software Version 11.0.1 and Avaya Aura® Contact Center Release 6.0
— Issue 1.0

Abstract

These Application Notes describe a solution comprised of Avaya Aura® Contact Center Release 6.0
and SYMON Enterprise Software Real-time Statistic Multicasts Version 11.0.1. During the
compliance testing, the SYMON Enterprise Software was able to successfully connect to Contact
Center Manager Server’s database, monitor all available statistics, and prove that the values collected
are accurate and in harmony with the predicted values in Avaya Aura® Contact Center 6.0.

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

The objective of this compliance test is to validate that SYMON Enterprise Software Version 11.0.1
(hereafter referred as SES) can connect successfully to the database of Avaya Aura® Contact Center
Release 6.0 (hereafter AACC), monitor all available statistics, and prove that the values collected are
accurate and in harmony with the predicted values from AACC.

2. General Test Approach and Test Results

The General test approach was to verify that the SES was able to integrate with the AACC. It uses the
Avaya Aura® RSM Collector (AARC) to connect to the AACC 6.0 Real-Time Statistics Multicast (RSM)
Application Program Interface (API) to monitor a wide range of real time statistics that are available from
AACC 6.0. The AARC is part of Portal Administrator, which is an application that is part of SES and
runs on the same server.

Once Avaya Aura® RSM Collector is logged into AACC, all keys are extracted from the database
including Application, Skillset, Agent, and IVR Queue statistics. All statistics can be viewed using a
Portal Data Viewer, which is a debugging tool that is part of SES.

2.1. Interoperability Compliance Testing

The focus of this testing was to verify that SES can connect to Avaya platform using AACC 6.0
successfully, monitor all available statistics, and prove that the values collected are accurate and in
harmony with the predicted values from AACC 6.0.

The scope of the test was to verify that a reliable connection to AACC 6.0 can be established, all
available statistics for a specific application, skillset, agent, [IVR or Nodal queue can be published, and
the real-time statistics collected are verifiably accurate as compared to the data reported by other real-
time monitoring devices.

2.2. Test Results

The testing was successful and all objectives were verified and met. All test cases were executed and they
all passed.

2.3. Support

Technical for the SYMON Enterprise Software can be reached by contacting email at
support@symon.com or phone +1 (877) 789-8324.

KP; Reviewed: Solution & Interoperability Test Lab Application Notes 2 of 32
SPOC 3/4/2011 ©2011 Avaya Inc. All Rights Reserved. SES RSM_AACC


mailto:support@symon.com

3. Reference Configuration

Figure 1 illustrates the network diagram configuration used during the compliance testing between the
AACC and the SES.
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Figure 1 — Network Diagram Configuration
KP; Reviewed: Solution & Interoperability Test Lab Application Notes 3 0of 32

SPOC 3/4/2011 ©2011 Avaya Inc. All Rights Reserved. SES RSM_AACC




4. Equipment and Software Validated

The following equipment and software were used during the lab testing:

System Software Version
Avaya CS1000E Call Server (CPPM): 6.00RJ
Signaling Server (CPPM): 6.00.18
Avaya IP Soft Phone 2050 3.04.0003
Avaya IP Phone 1140 0625C60
Avaya IP Phone 2004P2 0692D93
Avaya IP Phone 2002P2 0604DC5
Avaya CallPilot 5.0
Avaya Aura® Contact Center 6.208
SYMON Enterprise Software 11.0.1

5. Configure Avaya CS1000

This document assumes that the Avaya CS1000 was properly installed and configured as per the product
document. For more configuration details about how to install, configure and administer, please refer to
Section 10[1].

6. Configure Avaya AACC

This document assumes that the AACC system was properly installed, configured and operated as per the
product document, for more information about how to install, configure and administer AACC please
refer to Section 10[2]. This section provides additional steps in creating a new user name and its
password that is used by SES to connect to AACC CCMS’s database.

To create new credentials, log in to the CCMS server as administrator where the System Utility
application installed on it and navigate to Start > All Programs > Avaya > Contact Center > System
Utility.

The Server Utility Login window appears as shown in Figure 2. Enter username sysadmin and its
password to log in to the Server Utility application, to obtain the sysadmin password please contact the
system administrator.
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Avaya Contact Center Manager - Server Utility Login

AVAYA

Uzer 1D Is_usadmin

Ixxxxxxx)i

Server Mame or [P Address: Idevaacc

Pazzword:

[

Axnapa Contact Center Manager Server Utility, “erzion
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Copyright 2 20010 &vaya Inc. All Rights Rezerved..
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F

Figure 2 — Server Utility Login window

Figure 3 below shows the Server Utility application window. To open the Users window, right click the

mouse button on the Users tab under the User Administrator tree menu and select the Open options.
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Figure 3 — Server Utility window
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The Users window appears as shown in Figure 4. In the User window, navigate to File > New,
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Figure 4 — Users window

Enter user information as shown in Figure 5 and 6 and click on the Save button.
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New User |

General I Desktop I

Eirst name: IKhanh o

Last name: |F'ham i

Commerts: For testing |
[

Title: ITest Engineer

Departrment; IDEVEDnnecﬂ

Language: I Englizh j

Save I Cancel Help

Figure 5 — General tab of the New User window
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New User |

General Desktop |

User D Iphamk Set Paszword |

Paszwiord retry count: IEI ¥ Pazsword Expires

Ilzer desktop status:

k. Lock Out |

Access Class: == | Tl Centre Admin |

{None = N0 accezs nightsr
adminGroup
iCall Centre Admin
Supervizor

o Save I Cancel Help

Figure 6 — Desktop tab of the New User window

By default the initial password is expires after first login and must be changed as shown in Figure 7.Click
on the Change Password button as shown in Figure 8 to change the password.

Avaya Contact Center Manager - Server Utility Login E |
Uszer D Iphamk
Pazzword: I“““““"i Cancel
Server Mame ar [P Address: Idevaacc j

Avaya Contact Center Manager Server Utility, Yerzion
a0.05
Coppright 2 2010 Avapa Inc. All Rights Reserved. azly

L

Figure 7 — First login of new user in the Server Utility Login
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Password Expiry - devaacc - DEYAACC |

Q “'our paszword has expired.

Fazzword must be changed before the 'devaacc' server
can be acceszed.

Cancel |

Figure 8 — Password Expiry window

7. Configure SES Server

This document assumes that SES server was properly installed and configured by a SYMON Engineer.
This section provides steps on configuring the SES Portal Administrator and Portal Data Viewer to work
with AACC system.

7.1. Configure SES PortalAdmin

To configure PortalAdmin log in to the SES server as administrator go to: Start > All Programs >
Symon Enterprise Server > Portal Admin, the PortalAdmin window appears as shown in Figure 9.
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Figure 9 — PortalAdmin window

On the left hand side of the PortAdmin window and under the Collector column, click on the Add
AuraRSM icon, the 4dd AuraRSM Collector window displays as shown in Figure 10.

Enter a name in the name box as Aura RSM Data Collector and click on the Next button to continue.
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Add Aura BSM Collector

X

Enker a descriptive name
For wour Aura RSM
collector, This will display fura RSM Data Collector il S
on the collector For quick

reference.

ity

| Mexk = | Cancel

Figure 10 — Add Aura RSM Collector
Enter multicast IP address of CCMS server as shown in Figure 11 and leave other fields with their default
value. For obtaining the multicast IP address of CCMS, please contact network administrator of your

organization.

Click the Next button to continue.

X

Add Aura RS Collecton

giangs, Enter the IP address of
P e Aura RSM Mulkicast | 23 . 05 . 6 . 10 e
group address,

IIpdate Frequency: Please enter

- 10
ot select the time between
updates

“]  UInSeconds)

Server IDv Please Enker the
Server ID For the System vou
wish ko monitor, IF you leave this |
blank, the collector will monitor all
servers broadcasting on this IP.

< Back. | Mexk = | Cancel

Figure 11 — Enter multicast IP address of CCMS server
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Leave default port numbers for the Application Data, Skillset Data, Agent Data, NODAL Data, IVR Data
and Route Data as shown in Figure 12, 13, and 14 below.

Click on Finish button to complete adding Aura RSM collector.

Add Aura BSM Collector

Enker the Port to receive the Application

AP Drata. This port can be for the Moving 050 —

Window (10 minutes) or Inkerval-to-date

Enker the Port to receive the Skillset Data,
This port can be For the Moving Window A0S0 A
(10 minutes) or Interyval-to-date

< Back | Mext | Cancel

Figure 12 — Port number of Application Data and Skillset Data

Add Aura RSM Collector X

Enter the Port ta receive the fgent Data,

A This port can be far the Moving \Window 070 —

(10 minutes) ar Inkerval-to-date

Enter the Paort to receive the NODAL Data,
This port can be for the Maoving wWindow G090 —
(10 minutes) ar Inkerval-to-date

< Back | Mexk = | Cancel

Figure 13 — Port number of Agent Data and NODAL Data
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Add Aura BSM Collector

Enter the Port to receive the IVR Data,
This port can be for the Moving \Window aff—
(10 minutes) or Interval-to-date,

AR,

Enter the Port to receive the Route Data.
This port can be For the Moving Window A130 o—
(10 minutes) or Interval-to-date,

< Back I Finish I Cancel

Figure 14 — Port of IVR Data and Route Data

Right click on the Aura RSM Data collector that has been created and select the Properties... option

from context menu as shown in Figure 15.

Z Portaladmin - Server : Local
Fila  Collsctor  Security  Manbenance  Wiew  Help
H @R 7w

= ]

Collectors

ODEC Collector = Inacthve
Published Yariables - No Stats
[T, System - Mo State

Wty Data Sources < 5
Madify the properties of the selected data source

Figure 15 — Aura RSM Data Collector created
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On the Aura RSM Collector Properties window, select the Database Settings button as shown in Figure
16 below.

Aura RSM Collector Properties [‘5_(|

Aura RSM Colleckar Properties l fura RSk Debug Page ]

ety Collector Mame: ura RSM Daka Colleckor

Aura RSM Multicast group | 2% . 5 . 6 .10

Update Frequency: 10 =7 {In Seconds)
Server IDn |

Clear all Kevs | Dakabase Settings |-'I—

Data Parts

Application: | 6030 NODAL: 6030
killsek: EO050 IvR: £110
Agent: B070 Route: 6130

19

K, | Cancel

Figure 16 — Aura RSM Collector Properties window

On the Database Settings window, click on Select DSN button as shown in Figure 17 to open Select Data
Source window.

Database Settings [5_<|

Select DSl [

ar

Select Cle OB

Cancel

Figure 17 — Database Settings window
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The Select Data Source window appears as shown in Figure 18, click on the Machine Data Source tab
and click on the New... button to create the new database.

Select Data Sournce

File Data Source  Machine Data Source

Data Source Mame Type Drezcription ~
Aura Cache System  AALCC

Aura_Cache System  Awap Aura CCMS Cache Databaze
cachel System

Cachez System

CACHECLIEMT Samples Syztem  Cache Configuration and M amespace
CACHECLIEMNT Uszer System  Cache Configuration and Mamespace

M artelSyron System  Mortel Cache DB

Folyhedra [dzer Polyhedra 32-hit Driver 3
£

>
— Hew. ..

&, Machine Data Source is specific to this machine, and cannaot be shared.
"Uszer' data sources are specific to a user on thiz machine. "Svstem” data
zounces can be uzed by all users on thiz machine, or by a systemn-wide semrvice.

| k. | Cancel Help

Figure 18 — Select Data Source window

On the Create New Data Source window as shown in Figure 19, select the System Data Source option
and click on the Next button to continue.
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Create Hew Data Source

x]

Select a type of data zounce;

" Uszer Data Source [Applies ta this machine anly)

f+ Syztern Data Source [Applies ta this machine only}

Selecting System Data Source creates a data sounce
which iz specific to this machine, and usable by any
uzer wha logz onta this machine.

| Mewxt > | Cancel

Figure 19 — Create New Data Source window

Select InterSystems ODBC35 in the list of database as shown in Figure 20 and click on the Next button
to continue.

Create Mew Data Source &l

Select a driver for which you want to zet up a data source.

M ame | WA
Drriver da Microzoft para arquivos testo [ k&L " cev] 4
Dniver do Microsoft Access [*.mdb)
Drriver da Microzoft dBaze [°.dbf]
Drriver do Microzoft Excel™ xlz]
Drriver do Microzoft Parados [*.db ]
Diniver para o Microzoft Yisual FosPro
InterSystems QDBC

InterSystems ODBC35 B o
bicrozoft Acceszs Driver [*.mdb)

vhhmmm-ﬁ-ﬁ-hh

< Back | Hext » | Cancel

Figure 20 — Create New Data Source window
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The summary database window appears as shown in Figure 21.

Click the Finish button to complete adding new database and go to the detail of InterSystem Cache
ODBC Data Source Setup window.

Create Mew Data Source §|

YWhen pou click Finish, you will create the data source
which pou have just configured. The driver may prompt pou
for more information.

System [0 ata Source
Driver: InterSystems ODBCIS =

< Back Cancel

Figure 21 — Data Source selected

In the InterSystem Cache ODBC Data Source Setup window, enter database information as shown in
Figure 22 below.

Note: The Cache Namespace must be CCMS_STAT which is the name defined in the CCMS server,
using another name would result in a failure of connecting to CCMS database.
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InterSystems Cache ODBC Data Source Setup

Data Source

M ame Dezcription

GEIE |For testing RSM

Connection

Host [IFP Addressz) Fart Caché Mamespace

|4?.24E=.1 00.50 |1 572 COMS_STAT e ok

Authentication Method

* Pazzword " Kerberos Cancel |

" Pazzword with S5LATLS

- +
Uszer Mame J Test Connection
|phamk &
Paszward
xxxxx)i Plng
B Times 1000
Mizc
[ ODBC Log [ Static Curzars [ Dizable Query Tirmeout Help |
[ Use Locale Decimal Syrbal [ Urnicode SOLTypes

Figure 22 — InterSystems Cache ODBC Data Source Setup window

Click on the Test Connection button to test connectivity with CCMS server. If everything is correct,
another window appears as shown in Figure 23 to state that “Connectivity test completed successfully”.

InterSystems Caché ODBC Data Source Setup P§|

Caché ODBELC Ping Results

Driver = C:A\Program FileshCaommaon FileshnterSystemssCachehCacheD DB »
Driver Yersion = 2009.1.0.446.0

[ata Source Mame = RS

Host [IP Address) = 47.248.100 50
Part =1972

Caché Mamespace = CCMS_STAT
Authentication Method =0 - Pazsword

.
£ >
Connectivity test completed successfullyl
Figure 23 — Test connectivity window
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Click on the OK button to go back to the main window of InterSystems Cache ODBC Source Setup.
Click on the OK button of the InterSystems Cache ODBC Source Setup window to go back to the Select

Data Source window as shown in Figure 24.

Select Data Source

File Data Source  Machine Data Source
Data Source Hame Type Dezcription ~
Aura_Cache System  Away Aura CCWMS Cache Database
cachel Syztem
Cached System
CACHECLIEMT Samples System  Cache Configuration and Mamespace
CACHECLIEMT User System  Cache Configuration and Mamespace
M artzlSyrnan Systern  Martel Cache DB
Folphedra Idzer Polvhedra 32-bit Driver
System  For testing RS R
...... o .
Mew...
A Machine Data Source iz specific to this machine, and cannaot be shared.
"Uzer" data sources are zpecific to a uzer on this machine. "System’’ data
gources can be uzed by all uzers an thiz machine, or by a system-wide zervice.
k. | Cancel Help

Figure 24 — RSM database created

Click on the OK button of the Select Data Source window to return to the Database Settings window as
shown in Figure 25.

Database Settings El

Provider=M3SDASOL, 1;Extended
Properties="D5SN=R5M;SERVER="7.248,100,50; PO
RT=1972;DATABASE=CCMS_STAT; ALUTHEMTIZATI

or
N
Select Ole DB METHOD=0; UID=pharm; Py D=">++44kk STATTC
CURSORS=0; QUERY TIMECUT=0;UNICODE
SOLTYPES=0"

+
(a4 Cancel

Figure 25 — Database Settings with new data created

Click on the OK button to return to the Aura RSM Collector Properties window as shown in Figure 26.
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Aura RSM Collector Properties

]

Aura RSM Colleckor Properties l Aura R5M Debug Page ]

N Collector Name: | Aura RSH

Aura RSM Mulkicast group |234. 5 . 6 . 10

Update Frequency: 10 -7 (In Seconds)

Server ID: |

Clear all Keys |
Data Ports

application: | 6030 MDA : 6090
Skillset: | BO5S0 IvR: | £110
Agent: | a070 Route: f130

O, | Cancel Apply

Figure 26 — Aura RSM Collector Properties with data created

Click on the OK to complete the process of creating new database and connecting to CCMS database and
return to the PortalAdmin window as shown in Figure 27.
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Collectors
Sl fura RSM - Inactive I Table Marre |
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R5M Application
RSM IVR
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RSM Roube
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Publshed Wariables - No State

Systen - Mo State

Mty Data Sources
Ready nm sceL |

Figure 27 — PortalAdmin window with Aura RSM configured

To publish the Agent application table, click on the Agent application tab under the Aura RSM collector
that has been created above. All keys of Agent application are listed under the Available Fields column
of Fields window.

Select all fields of Available Fields column and click Add button as shown in Figure 28.
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2 Portalbdmin - Server : Local |-_|fﬂ|r£|
Eile  Collechor  Jecurity Maintenance  Yiew Help
H B 2w

=]zl |
Collectors

e~ Bra RSM Data Collector - Inackie
§] RSt Agphcation
G5 rst1vm
i8] RS NODWL
i8] RS Rooute
EE] RSt Skilset
SOBC Coector - Inactive
Published Variables - No State
Sysbemn - No Stabe

Avvailsble Fiskds * Publizhed Fiald:

g Application

e |0

FHY Tiree | -'E.-I. ]

My Data Sources _ |

Figure 28 — RSM Agent application configuration

All fields are now moved to Published Fields column as shown in Figure 28 and then click on the Save
button to save it.
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2 Portalbdmin - Server : Local

Eile
H

Collectors

o= Aura RSM Data Collector - Inactive v

Avvailable Fields Publizhed Fuelds |
=r Answenng Application - Yer .
=z Answenng CLID - Ver 5 only
22 Answering DMIS - Vs 5§ only
= Arcweling Shillset
=z DN In Call Answered
22 DN In Time Im State
=2 DN Out Call Made
sbo DM Qut Call Humber
=2 DM Qut Time In State
st Ky field - Agent 1D
sba Koy field - Name
st Mot Fleady Aeason Code
M’ == Pogition 10
2z Skilset Call Answered
b Stale
sbe Supervized ID
22 Time In State

|
|

My Data Sources

UM SCRL
Figure 28 — RSM Agent application configuration (cont)
The View Keys now becomes available as shown in Figure 29.
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2 Portalidmin - Server : Local |—_||E|r£|
Eile  Collector Security Maintenance Yiew Help

H bR e
=] x|
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e Bwra RSM Data Collsctor - Inackive
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B RSM Appdcation I
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Publisheed Wariables - Mo State == DM In Call Arsweted
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== DN Out Tene In State

&dd | ke Kay field - Agent (D

akeo Fomp rkd - M arme
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== Skilsat Call Answerad
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#2 Time In State

< |

My Diata Sources
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Figure 29 — RSM Agent application configuration (cont)

Click on the View Keys button, the Agent keys will display on the Available Keys column of KEYS
window as shown in Figure 30.
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2 Portaldmin - Server : Local |Z"E|E|

File Collector Security [Maintenance Yiew Help
[ = BT S A

=
Collectors
Fee Biirs RS Data Collsctor - Inackive
- KEYS | Views Fieds |
Available D Published Keys | 1D
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Sysbem - Mo State
_ s |
_Bemove |

My Data Sources
Ready UM SCRL

Figure 30 — RSM Agent application configuration (cont)

Click on the Publish All Keys to publish all Agent keys as shown in Figure 31.
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2 Portalbdmin - Server : Local

[+~ Aura RSM Data Collector - Inactive ¥
BE] RS Agent s EEYS [~

Avaiable Keys | ID ] Publiched Kays | ID |

My Data Sources

M ScRL

Figure 31 — RSM Agent application configuration (cont)

All Agent Keys are now automatically published as shown in Figure 32.
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2 Partalidmin - Server

CIEEY IR

Collectors

My Data Sources

: Local

Ble Collechor Zecurity Plaintenance Yiew Hep

9/i=1e3

o= Brs RSM Data Collactor - Inactive
BE] RSM Agent =

BE] RSM Application

=

EE] RS NODWAL

5] RSM Route

i8] RS Skilset

QDB Collector - Insctive
Published Wariables - Mo State
Syshem - Mo Stake

|

Figure 32 — RSM Agent application configuration (cont)

Click on the Save button to save the configuration and complete the publishing of all keys of the Agent

application.

Repeat all the above steps for publishing all keys of the RSM Agent application for the RSM
Application, RSM IVR, RSM Nodal, and RSM Skillset applications.

To activate the Aura RSM collector, right click on the Aura RSM and select Activate option of menu as

shown in Figure 33.
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2 Portalidmin - Server : Local

H 2R fw

Collectors

Add Shress H
Wy Data Sources

Activabefdeactivate the data source. [ om scrL -

Figure 33 — Activating for the Aura RSM

The Aura RSM collector is now active as shown in Figure 34.
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2 Portalbdmin - Server : Local

My Data Sources

=
|

WM SCRL

Figure 34 — Aura RSM is activated

7.2. Configure SES Portal Data Viewer

To open Portal Data Viewer, log in the SES server as administrator and navigate to
Start > All Programs > Symon Enterprise Software > Portal Data Viewer, the Portal Data Viewer
window appears as shown in Figure 35.
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Figure 35 — Portal Data Viewer window

Under Collectors tree menu, expand aurarsmdata folder and then expand Aura RSM Data Collector
folder and click on the aurarsmdata_rsmagent tab to display real time data of Agent application
streamed from the CCMS server as shown in Figure 36.
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Figure 36 — Keys of RSM Agent displayed
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Continue to click on the rsmapplication, rsmivr, rsmnodal, rsmroute and rsmskillset tabs to display its
real time data streamed from CCMS server.

8. Verification Steps

The following are typical steps to verify the interoperability between the SES 11.0.1 and AACC 6.0.
e Create 4 ACD IP Phone agents in CS1000 system
e Acquire these agents by AACC.

Log these agents in.

Make a call to controlled DN (CDN) of AACC.

Answer incoming call on agent phone.

Open the SES Portal Data Viewer and check the RSM data, it should be accurate and matched

with RSM data on the AACC.

9. Conclusion

All of the executed test cases have passed and met the objectives outlined in Section 2. SYMON’s SES
v11.0.1 is considered compliant with Avaya Aura® Contact Center Release 6.0.

10. Additional References

Product documentation for Avaya products may be found at:
https://support.avaya.com/css/Products/

Product documentation for SYMON products may be found at:
http://www.symon.com/support.shtml

[1] Avaya CS1000 Documents:
Avaya Communication Server 1000E Installation and Commissioning
Avaya CS 1000 Co-resident Call Server and Signaling Server Fundamentals
Avaya CS 1000 Element Manager System Reference - Administration

[2] Avaya Aura® CC 6.0 documents:
Avaya Aura™ Contact Center Planning and Engineering
Avaya Aura™ Contact Center Installation
Avaya Aura™ Contact Center Server Administration
Avaya Aura™ Contact Center Overview
Avaya Aura™ Contact Center Fundamentals
Avaya Aura™ Contact Center Manager Administration — Client Administration
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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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