AVAYA

Avaya Solution & Interoperability Test Lab

Application Notes for Magnetic North Optimise with Avaya
Proactive Contact and Avaya PG230 Gateway - Issue 1.0

Abstract

These Application Notes describe the configuration steps required for Magnetic North
Optimise to successfully interoperate with Avaya Proactive Contact 3.0.1 and an Avaya
PG230 Gateway. Optimise delivers advanced call recording and quality monitoring for
Outbound jobs in a typical Call Centre with a VolP environment. Optimise was solution tested
against Proactive Contact with an Avaya PG230 Gateway.

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.

SWP; Reviewed: Solution & Interoperability Test Lab Application Notes 1of 79
SPOC 2/23/2009 ©2009 Avaya Inc. All Rights Reserved. PC3_HD_Optimise




1. Introduction

Magnetic North Optimise is a call recording and agent monitoring solution for Call Centre
applications running Outbound, Inbound and Blended Jobs. Optimise was compliance tested
against Avaya Proactive Contact with an Avaya PG230 Gateway as a Hard Dialer. Optimise is a
web based software that monitors and records agent calls in any business or contact centre
environment. Optimise provides 2 solutions / ways to record calls, one is setting up a trunk and
the second is a VoIP solution that records calls via an Ethernet switch mirrored port of an Avaya
Med-Pro board. The VolIP solution was compliance tested. The purpose of this interoperability
solution test plan is to verify that the Magnetic North’s Optimise can interoperate with the Avaya
Proactive Contact as Hard Dialer using PG230 Gateway.

Avaya Proactive Contact is a suite of hardware and software that can be realized through two
different offerings: an external cabinet-based Avaya PG230 dialer or a software-based CTI
(Computer Telephony Integration) solution that executes on Avaya Communications Manager.
One of many efficiency boosting capabilities of this solution, the cruise control algorithm,
ensures that businesses meet their service level delivery agreements. It optimizes agent
productivity while complying with outbound regulations. Avaya Proactive Contact is a key
component for an end-to-end communications strategy.

The integration of Magnetic North Optimise with Avaya Proactive Contact enables the
monitoring of agent events and recording of agent calls from the Optimise web interface.
Magnetic North Optimise is also able to seamlessly capture, package up and deliver the calls
through standard web browsers from anywhere in the world.

In Figure 1, a sample configuration is shown for Avaya Proactive Contact working with
Magnetic North Optimise. Avaya Proactive Contact has 2 main components, an Avaya Proactive
Contact server and an Avaya PG230 Gateway, that are connected via a cross-over cable. The
Avaya Proactive Contact server is connected to Avaya Communication Manager. In this
configuration, Avaya Communication Manager consists of an Avaya S8500B server and an
Avaya G650 Media Gateway. The Avaya PG230 Gateway is connected to the Avaya G650
Media Gateway via an E1-PRI trunk. Three Proactive Contact Agents are used in the
configuration; one Proactive Contact Agent uses an Avaya IP Telephone, and two Proactive
Contact Agents use Avaya IP Softphones. The Avaya IP Telephone and two Avaya IP
Softphones are extensions on Avaya Communication Manager. The customer telephone is
connected to the simulated PSTN. Magnetic North Optimise is connected to two ports on the
Extreme Networks Summit 400-24p Switch, one of which is a mirrored port of the port to which
an Avaya Med-Pro board (resides in the Avaya G650 Media Gateway) connects. Magnetic North
Optimise also has a Corba connection to Avaya Proactive Contact to monitor Agent events
through the Event Services API.
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Figure 1: Sample Configuration of Avaya Proactive Contact as a Hard Dialer with
Magnetic North Optimise.
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2. Equipment and Software Validated

The equipment with its corresponding versions is listed in the table below:

Equipment

Software

Avaya Proactive Contact Dialer Server

3.0.1

Avaya S8500B Server

Avaya Communication
Manager 5.1 SP1

Avaya G650 Media Gateway IPSI (TN2312AP)

HW 02 FW 044

Avaya G650 Media Gateway C-LAN (TN799DP)

HWO0l1 FWw 026

Avaya G650 Media Gateway Med-Pro (TN2302AP)

HW11 FW 118

Avaya G650 Media Gateway DS1 (TN2464BP)

HW 05 FW 019

Avaya IP Softphone

R6 SP5 (6.0.1.89)

Avaya Proactive Contact Supervisor 3.0 SP2
Avaya Proactive Contact Agent 3.0 SP2
Avaya PG230 Gateway 15.3.1
Avaya 4610SW IP Phone 2.9
Extreme Networks Summit 400-24p Switch 7.5e.2.8
Magnetic North Optimise 4.5 HotFix 2
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3. Configure Avaya Communication Manager
This section describes the steps for configuring the features required on Avaya Communication
Manager for Avaya Proactive Contact with CTI. The following steps will be followed.

e Configure Avaya Communication Manager for Proactive Contact

e System Parameters Customer Options

e System Parameters Features

e Agent Stations

3.1. Configure Avaya Communication Manager for Avaya Proactive

Contact
The following configuration is needed on Avaya Communication Manager for Proactive Contact
3.0 with CTI.
Step Description

1. | Enter the display system-parameters customer-options command and verify that the following
feature is set to ‘y’ on Page 4.
* Global Call Classification — set to “y’ if calling outside North America.

£ 10.10.0.50 - PuTTY

display system-parameters customer—-options
OPTICHNAL FELTURES

f3IPF Network irecti
ISDN-ERI Trun
IZDN-F
Local Survivable Proc
us Call Trac
ia Encryption er I
ntralized Voice Mail?

Forced Entry of I ount Code

Flokbal Call Classification? iga Call Handling |
Ho: tality (Basic)? ¥ Multimedia Call Handling (Enha
Hospitality ([G3WV3 b 12 1) n Multimedia IP 3IF Trunkinc

2o
K,

tendant Con ?n
[NOTE: ¥ou must 1 £ login to
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Navigate to Page 9 and verify that the following features are set to ‘y’.

« CTI Stations
e Phantom Calls
» Agent States

#*10.10.0.50 - PuTTY

dizplay system-parameters customer-options
AZAT EWNHALWCED FEALTURES

Adjunct Routing? v
CTI Ztation=? v

Increased Adjunct Route Capacity? n

Phantom Calls? v

A3AT FPROFRIETARY FEATURES

Lgent States? v

logoff & login to L the permission changes.

[WOTE: ¥ou must &
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Enter the change system-parameters features command and set the following field to ‘y’ on Page 5.
* Create Universal Call ID (UCID)

P - ox)

change system—-parameters features FPage S of 17 | M
FEATURE-RELLTED 3I¥2TEM PALRAMETERS

EN PRINTEFR FALARAMETEERS

Endpoint: | Lines Per Page: &0

EM-WIDE PARLMETERS
itch WNagne:
Emergency Extension Forwarding (min):
Enakle In i Fouti
Enaskhle Dial Plan Transparency in - le HMode?
COR to Use for DPT: station

MALTIC IV
MCT Woice Recorder Trunk Group:

Luto Inspect on Zend L1l Calls? n

TNIVERZAL CALL ID

Create Tniwversal Call ID (UCID) ? y TZID Network Node ID: 1
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Navigate to Page 13 and set the following fields to ‘y’.
» Copy ASAI UUI During Conference/Transfer

» Call Classification After Answer Supervision

» Send UCID to ASAI

r

AEE)

change zystem-parameterzs features

CALL CENTER MISCELLAMNEQUS
Clear Callr-info:
Allow Binger-off with Luto-Answer?

Feporting for PC MNon-Predictive Call=?

Copy ASAT UUI During Conference/Transfer?

Call Classification After Answer 3Jupervision?
Gend UCID to ASATI?

FEATURE-RELATED 3¥STEM FPARLMETERS

Page 13 of 17 |
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Enter the change sit-treatment command. On the SIT TREATMENT form, set the Pause Duration
(seconds) to “0.5’. This will shorten the time between the customer saying ‘hello’ and the call reaching
the agent. Set the six SIT fields to “dropped’.

#*10.10.0.50 - PuTTY

change zit-treatment
3IT TEEATMENT FOR CALL CLAZSIFICATICN

SIT Ineffective Other: dropped
3IT Intercept: dropped

SIT WMo Circuit: dropped

3IT Reorder: dropped

3IT Wacant Code: dropped

3IT Unknown: dropped

AMD Treatment: Erupped
Pause Duration (seconds): 0.5
Talk Duration (seconds): 1.5
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Enter the change station n command, where n is the extension of an Avaya Communication Manager
station (IP Telephone or Softphone) used by an Avaya Proactive Contact Agent. On the STATION
form, set Auto Answer to ‘all’ on Page 2.

2 - [Ex]
change station e003 Page Z of 5 |
STATION

Lppearanc n
. verage Mag Retri 12 v
LWC Log Externs ' Luto Answer: all |
CDE Pr ! 1At lESt 7 on
Fedirect Notifi | y Idle Appearanc ]
Fer B ?on Idle Line Pr

Fer
HMode:
HMode: ; : hudihle He
MWI If= Type: Display Client
I { Namme : : =

Femote Zoftphone Emergency Calls: as g f: i1 . IP-IP Audio Conhectior

Emergency Location Ext: 6 Llways Use? n IP Audio Hairpinning? n
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3.2. Configure DS1 Trunks on Avaya Communication Manager to
Avaya Proactive Contact
An E1 QSIG trunk for agent dial back, outbound and transfer calls was configured between

Avaya Communication Manager and Avaya PG230 Gateway. The physical link was between the
Avaya PG230 Gateway and the Avaya G650 Media Gateway.

Step
1.

Description

Enter the add ds1 n command, where n is the board location number of the slot occupied by an unused
DS1 board. Configure the following on Page 1.

* Name - ‘CM-PG230’ which is simply a descriptive name.

* Line Coding — set to *hdb3’.

» Signaling Mode — set to “isdn-pri’.

» Connect — set to ‘pbx’.

* Interface — set to ‘peer-master’.

* Peer Protocol — set to ‘Q-SIG’.

£ 10.10.0.50 - PuTTY
~

D31 CIRCUIT FPACE

Location: 01404 Name: CH-PGZ230
BEit Rate: Z.045 Line Coding: hdb3

Gignaling Mode: isdn-pri
Connect: phx Interface: peer-master

TH-C7 Long Timers? n Peer Protocol: Q-3I1IG

Zlip Detection? v Near-end C30T Type: cher
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Enter the add trunk-group n command, where n is an available trunk group number. Configure the
following on Page 1.

» Group Type — set to “isdn’.

» Group Name — “‘pg230’ which is simply a descriptive name.

* TAC —enter a Trunk Access Code that is valid in the provisioned dial plan.

* Carrier Medium —set to ‘PRI/BRI’.

* Service Type — set to ‘tie’.

= C[Blx]
change trunk-group 20 Page 1 af 21 |
TREUNE GROUPR

Group Number: 90 Group Type: isdn CDE Reports: y
Group Name: pga30 i 1 TH: 1 TAC: 190
Direction: two-way Jutgoing Disp y Carrier Mediwuwm: FPRI/EBRIT

Busy Threshold: 5! Night Zervice:

ue L

Jervice Type: tie

Far End

TestiZall BCC: @

SWP; Reviewed: Solution & Interoperability Test Lab Application Notes 12 of 79
SPOC 2/23/2009 ©2009 Avaya Inc. All Rights Reserved. PC3_HD_Optimise




On Page 2, set Supplementary Service Protocol to ‘b’ and Disconnect Supervision — In to ‘y’ and

Outto ‘y’.

£ 10.10.0.50 - PuTTY

change trunk-group 20
Group Type: isdn

TRUNE FPARD
end MNational IEs:

Tax II!-' ge Size to Send: C i
Supplementary Zervice Protocol: i andling

Trunk Hunt: cyolical

CAC

Digital Loss Group:

Incoming Calling Numnber ) A= Insert: Format:

Bit BRate: 1200 Synchronization: asyno Duplex:

Dlscnnnect Superv131nn - In? g out? ¥

Answer sion TlmPﬂuf

MMHECT Beliakhle When Call

enbloc
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Enter the add signaling-group n command, where n is an unused signaling group number. Configure
the following on Page 1.

» Group Type —set to “isdn’.

* Primary D-Channel - set to the DS1 board number followed by 16.

* Supplementary Service Protocol — set to ‘b’.

* Trunk Group for Channel Selection — set to the trunk group number that was added in Step 2.

#*10.10.0.50 - PuTTY

change zignaling-group 290
SIGNALING GROUP

Group MNumber: 20 Group Type: izdn-pri

2zociated Jignaling? v Jul

Primary D-Channel: 0140416

Trunk Group for NCE

Trunk Group for Channel Z2election: 20
T3C Supplementary Zervice Protocol: b
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Enter the change trunk-group n command, where n is the trunk group number configured in Step 2.
On Page 3, configure the following:

* Port — enter the DS1 board number followed by the trunk member number. The number of ports
configured should be coordinated with the number of trunks available to the Avaya PG230 gateway.
* Sip Grp - enter the number of the signaling group configured in Step 4.

= - [B[x)

GROUP MEMEER

Fort Code 23fx Name S3ig Grp
: 140401
: 01h0402
O1a0403
D1a0404
: 01k0405
: 01h0406
01a0407
: 01h0405
: 01a0409
01a0410
: 01h0411
: 01h0412
O1A0413
: 01h0414
O1A0415

1
2:
3:
4:
E
T
7
a
=
pLO:
i1
=
EN
i 1
=N

Lo S T T T T Y N O T T e T e Y e O T
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3.3. Configure Avaya Communication Manager to Disable Media
Shuffling

Magnetic North Optimise uses a mirrored Med-Pro port to record calls. Thus in order to record
Agent calls successfully, all RTP packets must go through the Med-Pro. Since the simulated
PSTN (Public Switched Telephone Network) connection in this sample configuration was a
VolP (H.323) trunk, therefore the media shuffling must be disabled in order for Agent PSTN
calls to pass through the Med-Pro. Please note that Step 2 is only required when Avaya
Communication Manager is connected to the PSTN through a VVolP (H.323) trunk. If not then do
not disable media shuffling as media shuffling this helps in reducing the need for more MedPro
resources.

Step

Description

Enter the change system-parameters features command. Configure the following on Page 16.
* Direct IP-IP Audio Connections —set to ‘n’.
* IP Audio Hairpinning —set to ‘n’.

& 8=
change system-—-parameters features Page 16 of 17 |
FEATURE-FELLTED 3I¥3ITEM PLRALMETERS

AUTOMATIC EXCLUIION PLRALMETERS
butomatic Exclusion hy CO37 H

sword to
Duration of 11 Timer Display
WMIERELEZS PARAMETERS

o Controllers with Download Serw

[+ [

IF PALRAMETEERS

Direct IP-TIP Audio Connections? h
IP Audio Hairpinning? n

RT33IAN MULTI-FREQUENCY PALACEET SIGHALING

T [(Backward 3ignal) Activation Timer
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Enter the change signaling-group 7 command, where 7 is the signaling group number used to connect
Avaya Communication Manager to the PSTN via a VoIP (H.323 in this case) trunk. Configure the
following on Page 1. Please refer to the note at the introduction of section 3.3 as to when the media
shuffling is to be disabled.

* Direct IP-IP Audio Connections — set to ‘n’.

* IP Audio Hairpinning — set to “n’.

2 AER)

change signaling-group 7 Page 1 of 1 [
SIGNALING GROUPR

Group Nuwber: 7 Group Type:
o= « nurber of NCA
ax number of
IF Video? n
Trunk Group for
Supplementary

ar—-end de Name:
en Port:

Fegquired? n
RRQ Required? n

23! ®¥ H Required? n

DTHF owver IFP: out-of-kband Direct IP-TIP Audio Connections? h

Link Los= ; Timer | 50 IP Audio Hairpinning? n
Enable Layer 3 LY ¥ Interworking M age: =
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Enter the change station n command, where n is the extension of an Avaya Communication Manager
station (IP Telephone or Softphone) used by an Avaya Proactive Contact Agent. Configure the
following on Page 2. Repeat this step for every station used by an Avaya Proactive Contact Agent.

* Direct IP-1P Audio Connections —set to ‘n’.
* IP Audio Hairpinning —setto ‘n’.

£ 10.10.0.50 - PuTTY
change station 6003

FEATURE OFTI

LWz
LWZ Log Ext

Fedirect
Per Button
all Alertin

Per
Mode:
Mode:
MWI Served U :

(]
(-
s

[}
H

Idle 4
Bridged

N
m m ot
H H
m m

=
=
m
i

EMU Login Allowed?
Send Calling IMNuawber?

ge Waiting?
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4. Configure Avaya Proactive Contact 3.0

This section describes the configuration required on the Avaya Proactive Contact Server and
Avaya Proactive Contact Supervisor to configure Avaya Proactive Contact with PG230 Gateway
for outbound calling. The following steps should be followed:

e Configure Avaya Proactive Contact configuration files.

e Configure and start Avaya Proactive Contact processes.

e Configure Avaya Proactive Contact agent accounts.

e Configure an outbound job.

e Configure Avaya Proactive Contact PG230 Gateway.

4.1. Configure Avaya Proactive Contact configuration files

The following files need to be configured on Avaya Proactive Contact:
master.cfg

opmon.cfg

dgswitch.cfg

voicemsg.cfg

telephony.spt

hosts

Step

Description

Log in to the Proactive Contact server with an administrative login.
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The master.cfg file sets the basic parameters for the operation of Avaya Proactive Contact. Configure
the following parameters in the master.cfg file located in the opt/avaya/pds/etc directory.

* DBSERVERIP - set to the IP of the Oracle Database Server.

* DIALERID -set to ‘1.

* [ICB_HOST - set to the hostname of the Avaya Proactive Contact server.

* NAMESERVICEHOST - set to the hostname of the Avaya Proactive Contact server.

* OPERATORS - set to the number of outbound agents.

* OPLIMIT - set to the number of outbound agents (I -> Inbound, O-> Outbound, M -> Mixed) to
match the number of stations that were configured in Avaya. Please note that for Outbound Jobs only
configurations, only O needs to be set.

Communication Manager in Section 3.1 step 4.

* PORTS - set to the number of trunks on Avaya Communication Manager.

* PRIMARY -setto ‘“YES’.

* SWITCHTYPE - set to ‘DIGITAL’.

- 10.10.0.15 - PuTTY A==

IR/ lists/history/datastore
HM/DD
E:NO
HE-s 510

DESERVERIFP:10.10.0.15
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DDSTAPE: fdevw/ cmt/ Om
DEEUGDIR: §ROOTDIRS debug

DIAL 3TAR:¥

DISAELE EDIT AUTOEND:NO

DISP MEOX NUM:1

DNCDIR: $WOICEDIR/ dnc

DONOTCALL s N

ENVDIR: fopt/avayas/envdir
ETC_DIR:sVOICEDIRfEtc

EVMCHN: 3WOICED IR/ config/evmon. cofg
EXPERTCALLIMNG: WO

FTPDIR: sWOICEDIR/«xfer/public

{GOLDDIR EBLEND:$ROOTDIR/ oldsvs/opt/svaya/ pab
{GOLDDIR DIALER:$ROOTDIR/oldsys/opt/ avaya/pds
.GOLDDIR_ROOT:$ROOTDIRfDldS?S

HELP: $WOICEDIR/help

HIZTORY: 3WVOICEDIR/ lists/history

HISTRPT: $VOICEDIR/histrpt

HOOEFLALZH: 500

HOT STRAT:MO

£ 10.10.0.15 - PuTTY

IGNORE LOCALE CTYPE:NO
ICEMON LOG:HNO

IICE_HOST: lepdsa:z
IICE_INSTANCE:1
IICE_TYPE:master

IMCHDISPLAY: TALEING, ¥: UPDATE, ¥: IDLE, ¥: OFFLINE,N: LINEING,N: ACOUIRED, N; RELEASED, N
INCHMREFRESH: 15

INENDSTS 1 HO

INEPORTLOGIN : O

INFINITE:NO

INTERNATICHAL : MO
INTERNETMONDIR: $VOICEDIR/ imon
INTERNE TMCHM ITOR : HO

IPCDIR: $WOICEDIR/ ipe
ISDN_LOG:NO
IVE_DIR:§VOICEDIR/ivr
IVE_INTEGRATION:NO

JOE: §VOICEDIRS job

JOBELINE: TES

JOESTART :HO

KEYTAES: $VOICED IR/ kths

LANG:
WANGULGE : $VOICEDIR/ language
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£ 10.10.0.15 - PuTTY

MAXREECIIZE: 2043
MAXZCRIPTLIMNESZ: 1500
MAXZELECT: 40
MAXZORT: 10
MAXZTRATEGY: 40

MENUS: 3WOICED IR/ menus
ME3IZASGEDIR: $VOICED IR/ switch/wvoice
MOMITORFR2: 60
MOUEUEF ILE :msgdump

g Ip:1

[LAMESERVICEHD

MO LETTERZ:Nn
NZIORFILE:n=s ior
NUISANCE (O

NUISLNCE FILE:3$VOICEDIR/lists/nuisance.xml
NUISANCE REFRESH:30
NOISMCE TIME:Z
NUM_OF PBXS:1

CHNEEAZE RECORDNUM:INO
OPERATORS: S
OPINACTIMEOUT: 30,5
OPLIMIT:I=5,0=5,B=5,
OPTIMECUT: 5

= 10.10.0.15 - PuTTY

PCAMNAL: 3WOICEDIR/xfer/public/ poanal
FPDIVER:3.0

FFPMNAME: iw=

PORTACOQ: 60,30

FPORTCOEF 2

FRIMALE i

PRODCRONDIR: 3WOICEDIR/config/ prodoron
FROTECTFLD : IO

QUOTA: 16-35,51-55,89-95, 95
RECALL IWNTERWAL:10

RECALL MNOTIFY:Z

RECALL NUMOFTRY::Z

REC_REL FROMFT:YEZS

FEELEASE FROMPT NO:0
REPORTDIR: 3WOICEDIR/reports
REPORTGEN: WOICEDIR/reportgen
ROOTDIR: fopt/avaya
RET3TATI:YES

RUNSHADOW: waitl £

SCRIPTS: §VOICEDIRSscripts
SCENELD: $VOICED IR scrnbld
BCRN SPOOLER:pds pg
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£ 10.10.0.15 - PuTTY

ge/sh eng.msg

TAFPEH
TAFPEL

FER_TIMEOUT:O
MTOEST
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The opmon.cfg file configures the agent headset line handling for establishing the audio link to agents.
Configure the following parameter in the opmon.cfg file located in the /opt/avaya/pds/config directory.
In the following configuration 1 to 5 ports on PG230 are reserved for headsets and 15 ports are reserved
for Outbound Agent lines and 1 port is configured for Transfer Port. This is showed in detail in step 4.

* DIALBACK - set to the number of active headsets. (This is the number of outbound agents that will
be administered in Avaya Proactive Contact.)

#*10.10.0.15 - PuTTY

WFGTIME: 15
DIALBACK:1-5:15:1::
DITALBACENUM: ALL

"opmon.ocfg™ 3 lines, 47 charac
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Configure the dgswitch.cfg file located in the /opt/avaya/pds/config directory to have the same number
of Headset Ports rows as the number of outbound agents and the same number of Outbound Ports
rows as the number of outbound trunks. In the sample configuration, there were 5 outbound agents, 15
outbound trunks and 1 transfer trunk. Please note below that 1-1-21-4 is the card number on the PG230
Gateway, and there are ports from 2 to 27, 5 of which (ports 2 to 6) configured as Headset ports and 15
of which (ports 7 to 22) configured as Outbound ports, and the remaining ports (23 to 27) configured as
Transfer Ports.

0.10.0.15 - P X
# e
w
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Navigate to the /opt/avaya/pds/scripts directory. Make a copy of the telephny_hd.spt file and name it
‘telephny.spt’.

£ 10.10.0.15 - PuTTY

:Folder
:Fold
=:Folde
=:Fold
Folderd:p i
:Folderd: Mus
Female:Folder4d
Female:Folderd:y
Female:Folderd:y
tFemale:Folderd:y
tFolderd:y
:Folder4d

L

0=

| ]

L%}

outhound: 18102 :Female:Folderd :Voice: b
notLoggedIn: 18103 :Female:Folderd :Voice:

adwin) @/opt/avaya/pds/config [1010]

LZPDEE (admin) B/ opt/avaya pds
cd scripts

LZPDSE (admin) B/ opt/avaya/ pds/aoriptas [1012]
cp telephny hd.spt telephng.sptl

[1011]

Enable auto-start (following reboot) of the database, middle-tier services and Avaya Proactive Contact

processes by adding the following lines to the mts_script, db_script, and pds_script files located in the
[etc/rc.config.d directory.

DB_START=1
MTS_START=1
PDS_START=1
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Add the hostnames of the machines running the Magnetic North Optimise and the Avaya Proactive
Contact server. Also add a hostname for the 2" Ethernet Connection between the Avaya Proactive
Contact server and the Avaya Proactive Contact PG230 Gateway (this connection is referred to as the
internal connection).

Type the command vi /etc/hosts and add the following entries:

i,

- H:

#
#
#
#
#
#
#
#

#
#
#
#
#

#

127.

L10.0.13

Thosts"™ Z5 lines, 741 characters

{#)B.11.11 LRk

The form for each entry i=s:
<internet address> <official hostname:> <

10.10.0.15 Izpds2 - the IP address and hostname for the Avaya Proactive Contact server.
10.1.10.28 cpul - the IP address and hostname for the Avaya Proactive Contact server for the
internal connection with the Avaya PG230 Gateway.

10.1.10.29 switchl — the IP address and hostname of the Avaya PG230 Gateway on the
internal connection.

10.10.0.89 QASERVER14 - the IP address and hostname of the Magnetic North Optimise
server.

£ 10.10.0.15 - PuTTY

onfigured us

nfigured

hpferm loghost

rrect format.
ins an error in

cpul
switchl

QASERVER14
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4.2. Configure and start Avaya Proactive Contact Processes

This section describes how to configure and start the Avaya Proactive Contact processes on the
Avaya Proactive Contact server.

Step

Description

To start the database, log in with administrative privileges. From the command prompt, type ‘start_db’.
Verify the database is properly running by typing ‘check_db’ at the command prompt. If “The database
is not opened to the users’ message is displayed, do the following:
1. Run the */opt/dbase/dbscripts/db_install_schema.sh’ script to install the Proactive Contact 3
schema from the
Command prompt.
2. Type the “‘check_db’ command. The following message should be given *All processes are
running and the database is opened to the users’.

£ 10.10.0.15 - PuTTY

Checking for redquired datshase proc

Found:
admin

0:11 ora smon orastd

g:09

adinin

admin

admin

1
1
1
1
1
1
1 0
1
1
1
1
1
1
1

cinin
LIZTENER -inherit

Homel/bhin/tnslsanr

TT -

Verifying Database availability...
=z are running and the databhas iz opened to the users!

LEPDEZ (adwin) @ /opt/avaya/pda/scripts [1014]

@
E

2. | Verify the database configuration file has the correct information. Verify that the
/opt/dbase/OraHomel1/network/admin/listener.ora file has the Avaya Proactive Contact server hostname
that would be used by elements external to Avaya Proactive Contact such as Avaya Communication
Manager or Optimise.

3. | Configure the middle tier services (mts) for Avaya Proactive Contact by typing ‘mtsconfigure’ from the

command prompt on the Avaya Proactive Contact server.
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To start the mts processes, do the following:

1. Start the mts processes by typing ‘start_mts’ at the command prompt

2. Type ‘check_mts’ at the command prompt. The message “All processes are running’ should be
displayed.

£ 10.10.0.15 - PuTTY

Fava/ pds/bin/ svah
-d - EndFoint iiop:
admin 1 1
dFoint iiop
adimin 16

fperli/binfperl -w Sopt/avaya
Dec 22 7 0: / fperli/binfperl -w Sopt

r
Dec 22 7 g:a0 favayaspds/bin/

a/services/bin/Naming 3

status ahowve]

LEFDS

Configure the Avaya Proactive Contact processes by typing ‘pdsconfigure’ from the command prompt.

To start the Avaya Proactive Contact processes, do the following:
1. Start the Avaya Proactive Contact processes by typing ‘start_pds’ at the command prompt
2. Type ‘check_pds’ at the command prompt. The message ‘All processes running’ should be
displayed.
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ount
ver —-OREBEEndpoint iiop:dsien

[ e e R S e
(]
(]

OREINREndp
e 7 0: s rver -OREBEEndpoint iiop:s/S:d

routed
alit

i IMEEndpoint
k1]l proce: = running!

(adming @/
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4.3. Configure Avaya Proactive Contact Agent Accounts

An agent account needs to be set up for each agent that logs in to Avaya Proactive Contact. One
of the ways to set up an agent account is via the UNIX-based interface to Avaya Proactive
Contact using telnet.

The Agent is added in Avaya Proactive Contact server which is automatically assigned an Agent-
ID. This Agent account can use any extension on Avaya Communication Manager. On the
Avaya Proactive Contact Agent login screen, the Agent account username and password, along
with the extension of an Avaya Communication Manager phone, must be entered.

Step Description

1. | Log in to Avaya Proactive Contact with administrative privileges. To add an agent account, from the
command prompt type ‘go menus’. Then type ‘menu sysadm’. This will bring up the
ADMINISTATOR MAIN MENU screen. Select Administrative tasks by entering 2’ in the Enter
Command Number prompt.

#*10.10.0.15 - PuTTY
LDMIMNISTRATOE MAIN MENT

Exit
Dizplay help

Backup
Inbo

Enter Commahd MNuber: I
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Select Manage user accounts by entering ‘2’ in the Enter Command Number prompt, and enter ‘y’
in the Manager user accounts — Are you sure? prompt.

= 10.10.0.15 - PuTTY
LDMINIG

COMMANDS ITENS

Exit from HMenu
Display help

. Hanage user accounts

o [

! : inistrator password

Enter Command MNuber: 2 and Enter Item Number:

Manage user accounts - Are you sure? E
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Press CTRL-L to add a new agent login. Enter values in the USER NAME, PASSWORD, GROUP
FOR LOGIN and DESCRIPTION fields, and press Enter.

Repeat this for each agent that will log in to Avaya Proactive Contact. Press CTRL-X to exit the screen
and enter ‘y’ at the Save Changes? prompt.

Please note that when creating an Agent account an automatic Agent ID is assigned to each agent
account. In the screenshot below, the Agent ID assigned is 2007. This can be seen on the top right side
indicated as UID: 2007.

£*10.10.0.15 - PuTTY

T3ER INAME: neil TID: 2007

PLSSWORD:
GROUP FOR LOGIN: agent
DEZCRIPTICON: po 3 agent
Ldd a user LOGIN
CHANGE a f£i

DELETE current user
FIND = ser
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4.4. Configure an Outbound Job

A job integrates a calling list, phone strategy, record selection, and other settings to allow
outbound calls to be placed and receive inbound calls. A calling list is a file that contains
customer records. A phone strategy is a set of instructions that tells Avaya Proactive Contact
when and how to place calls to customers, which customer phone number to dial, and the
frequency of calls. Avaya Proactive Contact uses record selections to determine which records to
use to place phone calls during a job. A record selection contains rules or selection criteria. The
following steps are needed to configure an outbound job:

e Create a calling list.

e Configure a phone strategy.

e Configure a record selection.

e Configure a job.
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4.4.1. Create a Calling List

Step

Description

There is a sample calling list (list1) in the system located in the ‘/opt/avaya/pds/xfer/clist’ directory The
calling list phone numbers can be modified as needed for Avaya Communication Manager to use
Automatic Route Selection (ARS) to route the calls. From the command prompt:
1. Type ‘go clist’ at the command prompt to go to the clist directory. All calling lists are
found in this directory.
2. Type “fdictdump —d listl | more’ to view the content of list1.

£ 10.10.0.15 - PuTTY
Date: 2 ] Time: 18.15.00

Calling 1li listl with record length of 740

Fecord nuber 1

ANCE
TOTALDUE
NAME]

PHONEZ
( IENT1

THE

Standard input
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Use the phonefmt.cfg file to change the format of the phone number from the calling list to the format
needed by Avaya Communication Manager. The file is located in the /opt/avaya/pds/config directory.
The example below shows the digit ‘4001’ being added to each number after erasing all 10 digits of the
original number before it is sent to Avaya Communication Manager to be dialed. Essentially in this
sample configuration 4001 is continuously dialed by all Agents.

Please note that the numbers changed here should match the dial plan on Avaya Communication
Manager.

& 10.10.0.15 - PuTTY
STDh To DIALFMT:1:ALLTYPEZ:0:9-1::Long distance calling

This covers the "local long distance®™ dialing. Numbers in the
1o area code which do not h the local nuwmbers must he dialed
with a "1" prefix but no area c aling
iz no longer needed in the Wa

: TO DIALFMT:1:ALLTYPE
LREL NUMEER:2Z06

the P
LT¥PE

#
#
#
#
#
#
#
#
#
#
#
#
#
#
#

D TO DIALFMT:*:

D_TO DIALFMT:*:ALLTYFE
_TO DIALFMT: *:ALLTYPE
BSTD TO DIALFMT:*:ALLTYPES
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4.4.2. Configure a Phone Strategy

This section describes how to modify the existing sample strategy using the Avaya Supervisor
Editor. The following parameters can be defined for each phone strategy:

The phone number to call first.

The number of rings allowed before disconnecting.

The time to wait before retrying a phone number that was busy, unanswered, or
disconnected.

The phone number to call if the first phone number is not answered.

The number of times to retry a busy phone number.

The number of times to call a phone number before switching to an alternate phone number.
The types of calls to be passed to an agent when the Avaya Proactive Contact detects an
answer.

Description

Step
1.

From the workstation that is installed with Avaya Proactive Contact Supervisor, select Start ->
Programs ->Avaya -> Proactive Contact 3.0 -> Supervisor -> Editor to log in to the Avaya
Supervisor 3.0 Editor tool. Log in with a supervisor user name and password.

The Editor window will appear. Click Strategies on the left pane and select the sample strategy
‘phonel’. On the right side of the window, select the Detail tab and select the sample calling list from
the drop down list.

M:' Editor - [Strategies: phonel] _IEllil
File Edit “iew Setkings Tools Help
[B ipes2 oD@ E| G d v » X | EBE |2
Contact Management (T T = s 7 7
i Dietailif Initial Phone | Altemate Initial Phone | Detection Made | Retiss
Shrategy List List
lzpds-ist] |
phonel_2 lzpdz2-ligtl
phone2 lzpds2-list]
phone_list2 lzpdz2-list2
phone_pod lzpds2-ligt3
Refrezh complete | b
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In the Initial Phone tab, select ‘Phonel’ from the drop-down list in the Field field. In the remaining
fields, specify the restrictions. For example, to call all records in the calling list, type a “*’ in the Value
field. The remaining fields: Logic, Field, and Value are optional.

sk Editor - [Strategies: phenel] . =10] x|
Fle Edk Wew Settings Took Help -

[W ez FAh@e 3 d x| X[ BE |2

Cortact Manademernt o %

pinane] lepc 241 1FHOMET  °  And
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The Alternate Initial Phone tab is optional and is not configured in this sample configuration. In the
Detection Mode tab, click the Number of Rings field and use the drop down list to select a number.
Use the check boxes to specify which types of calls to pass to agents, and then click Next.
The following parameters can be selected to specify which types of calls to pass to agents:

e Voice — Human voice
e Auto Voice —Answering machine
e Intercept — Operator intercept
e No Circuit — No circuit available
e Vacant — Vacant number
e Reorder — Reorder
[ itor - [strateqess phoner] —SS =10l
Fl: Edt Wew Settings Took Help
[W et y X | =& 2
Detai| iniigl Phone | Akemate Iniial Phone: | o
Phore leu.ﬂggam
= FHONET 5
o
lepcs 2] R duitovoice
phone_k2 pas2 iz [ Intercepk
phone_pod kepas2diang 1M Cigut
LI Discorees
[IWacant
|| Reonde:
Sedection Repors B PHINEZ CiVeice
= [l funovioice
"r;‘ [intecep:
Jobs Mo Cecut
[ Discormect
[CI'wascant
[ Reenda
| Refiash complete ' [ y
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Select the Retries tab, and check the fields in the Result column that should be used by Avaya
Proactive Contact for the retry criteria. For example, if Avaya Proactive Contact detects a busy signal
on the first call attempt, it will retry based on the ‘Busy signal’ values on this pane. For each result
selected, enter a value in the Retry Interval (minutes), Attempts, and Next Phone columns.

w Edibtor - [Strabegies: phonel]
Fils Edk Yiew ZSsttinge Took Hep

[ e I = N - -
Cortact Managemert | Etrateniss: phonal

=10l x|

pds2is
zpds24iz
phaone_Est2 tepds2Hisk2
phane_ped kpds24iztd

L Brvwabid nuamiie

[ Mo dial tome

[ Lire idle aer disl

[ Busy signal 15 3
| [ Fiet or MODEM

O Answesnng machine

] Mo snsves 5 15
W Rngra phane 1 2 2
[ Cuisd by up 0 quisue

[ tamaned cancel cal

| [ Dperaton inkercapl

| L] Mo ciicuk avalable

| L Fast busy

| L Falue on phone fne

| L Cust hargup nOUT

| L Mo agent for OUT cal

| || Abmorrnad agent end

|[=] PHOME2

[ bvasbd number

[ Mo dialton=

[ Lire iclle e disl

] Busy signal

[ Fie ex MODEM

[ frevassng machins

[ Mo srisvae

[ Ringrg phone

[ I_i Cuish brag uip in quisue =

Rlefrach compless | #
Select File -> Save. The phone strategy is automatically saved to Avaya Proactive Contact.
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4.4.3. Configure a Record Selection
This section describes how to modify the existing sample record selection using Avaya
Supervisor Editor. The tool can be invoked by selecting Start -> Programs -> Avaya ->

Proactive Contact 3.0 -> Supervisor -> Editor from the Avaya Proactive Contact Supervisor
workstation.

When configuring a record selection, the Avaya Proactive Contact chooses records based on the
following criteria:
e Calling list fields
Time zones
Previous calling results
Agent set recalls
Phone strategy settings

Step
1.

Description

In the Editor window, click Selections on the left pane and select the sample selection “all’. On the
right side of the window, select the Detail Tab. For the List field, use the drop-down list and select the
sample calling list. For the Strategy field, select the strategy configured in Section 4.4.2 from the drop-
down list.

bt Edibor - [Selextions: all) T =10 =]
B pd:2 I = T R e e
Confact Manegement | GRS
Sebeizbin Types
Lzpoe2 st Lirsl Figkd
[ B |
Sderion Aepoils
=
Jiobs:
Rihish exepive _ v
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In the Records tab, set the Field to ‘PHONEL’ and the Value to “*’.
Please note that value of * here refers to call all numbers in the calling list.

o edtor schections i) =iBiz]
Flo Eck Vew Seltings Took Helo
[ ez A0 3| b K | RE |
Dbl || Rmoonds
Sedariion Lizk Field jic_| Group:
3 1
aniy Lopecki2 il
atowrd l2pct et
aelagt_ k2 lapck2 12
smlect_podd lzpck2 &3
| 4
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In the Time Zones tab, select the time zones to call. To select all time zones, right-click and select

Select All.

# Editor - [Selections: all]

===

G200 AW

b B0 00 A G500 P
il Adlariic Ha Dagight B0 00 AW 4500 P
B arzten D aghoht SO0 A E25 0 P
[ Pernsphiaria D0 D0 A (1 300 PR ) 224500 PR [2a500 PH)
wEmzhamn Mo Duapbght G300 00 Ak 500 P
B Certial Dawdight B0 0 A FAT 00 P
SiCeriial o Dindgit 5100000 A0 £45 00 P
o | iy 00 00 Ak TS 00 Prd
Il M purdiin D splight 000 00 A 1345 00 P
wWiMourdain Mo Dagfighl.  BU00000 A0 G500 P
Pl Dl 80000 A 4500 P
¥ Paciic Mo Daplight 00 00 A 2500 P
ol ko O apbicht 00 00 A 74500 P
| Edemtizn Drandioht Fa00: 00 Ak G500 P
] Aiian s Dapaghd F00. 00 A F4% 00 P
5 2000 M bz 00 00 A 500 Pl

i
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In the Results tab, select all completion codes for Avaya Proactive Contact. Optionally, right click and
select Select All to select all the completion codes. The Recalls and Sort tabs are blank by default
because they are optional and are not configured in this sample configuration.

Note: Records that have not been called yet are assigned a ‘Record not yet called’ code. Always select
the “Record not yet called” for new records since the customers have not been called yet.

—M ) : - =101
Fie” Edt Wiew Setbinge Tooks  Help
B a2 e = e (S - TS

=
ot LT F et ot vl calked
#ERROR Iiwahd rarnbeer

» TIMEQUT Ho il lore
amlned 2 Legds 2 mi2 WIHANG_FTIRT  Lins idks allee disl
sidiact_pad Lapads ksl 3 S HOTIREONE Oz callng hows

=EUSY Busp signal
MCONTTONE Fifes e MODEM
WEUTONDICE  Anseriog machens
MicE Pesoen e the e
w MOAHSWER Ho snsmer
#IRING®G Finging phone
FOUETHU Caal Frang) uf i utu
W THAMEFER Trasufe refease
~RECALL Fecal elese
»ICODEZD Cada 20
| OI0E Cade 11
WICODEZZ Code 22
MICODEZE Cods 23 F
#ICODEZ4 Code 24
FOIDES Cade 25
WICODEE Code 26
¥ICODEZT Cods 27
W OO0EzE Codde 28
WCO0E=Y Code 29
~|CAMCEL Hsnaged cancel ol
*IMTEACEFT Dperaicn indscepl
#MOOROUIT Mo ciow sadabhs
WOISCOMM D kcornected numbe: =

Fsliecth conpliie i

When finished, select File -> Save.
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4.4.4. Configure a Job
This section describes how to modify an existing job using Avaya Supervisor Editor.

Description

Step
1.

In the Editor window, click Jobs on the left pane and select the sample job ‘outbnd’. On the right side

of the window, Select the Job Detail tab and configure the following:

e Line type(s) for use on job — use the drop-down list to select ‘REG1’. This should correspond

to the value of the LINEASSIGN field in the master.cfg file.
e Outbound calling list — use the drop-down list to select the sample calling list.
e Record selection file name — use the drop-down list to select “all’

Fie Edk Wew Seftings Took Hedn

[ ez G T N - B - s

CUTEOLD
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Eabad slal bines
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3

Johis
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Call Pacing Methad

Esazsitil Callr raln

Inatisd et raster

M s b et
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Record selecion fle nane

[ e e
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When finished, select File -> Save.
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4.5. Configure Avaya Proactive Contact PG230 Gateway

Avaya Proactive Contact working as a Hard Dialer uses the Avaya PG230 Gateway. In this
sample configuration, Outbound Jobs ae run by Outbound Agents using the Avaya PG230
Gateway (a dialer). This section deals with the configuration of the Avaya PG230 Gateway.
Please note that Ctrl x is used to navigate back to the previous menu.

Step Description

1. | Open the Avaya PG230 Gateway telnet session and login to the system using an appropriate username
and password. The network configuration is set up as follows:

In the Administration Main Menu screen, enter selection ‘B’ for System Configuration Menu.

P AER)

LADHMNINISTERELTIOCER HATIHN HMENTU

Feneric Version.FRevision 15.3.1

yata Base Adwinistration Menu
System Configuration Menu
Maintenance Menu

Diagnostics Menu

Enter Selection: Ei

#O00 Tue Jan 6, Z009 11:25
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In the System Configuration Menu screen, enter selection ‘I’ for Network Configuration.

0.10.0.15 - PuTTY

I onN HMENT

#00 Tue Jan 6, 2009 11:28
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In the Network Configuration screen, set the Internet Address Configure and Current both to the IP
address of the Avaya PG230 Gateway, Remote Server Name to the hostname of the Avaya Proactive
Contact server, and Remote Server Internet Address to the IP address of the Avaya Proactive Contact

server on the internal connection.

= 10.10.0.15 - PuTTY
MNETWOOERE

Ethernet Option: Enahled

Internet Address:
Configured: 10.1.10.25 Current: 10.1.10.29

NF3 Option: Enabled 1 Mounted
Update Mount? (¥/M) N

RBemote 2erwver:
Name: CPU1 Internet ALddress: 10.1.10.28

Mount Directory: fopt fpdsf=switeh

Local Client:
switohl Retries:
101 Timeout
101

#00 Tue Jan 6, 2009
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In the Avaya PG230 Gateway, the Master Timing Link is set up. In this sample configuration, card 21
port 4 is connected to the DS1 board in the Avaya G650 Media Gateway, corresponding to R,L,S being
setto ‘1, 1, 21-4’ in the screenshots that follow.

Note:
There is typically a Primary Timing Link configured (21-4 in this case) and a Secondary Timing Link

(if available) configured in case the Primary link goes into alarm. The Secondary Timing link will
automatically provide timing if the Primary link is in alarm.

In the Administration Main Menu screen, enter selection ‘C’ for Maintenance Menu.

EADHMINISISTERALTIOR HALIMN HMENTDO

Generic Version.BRewvision 15.3.1

vata Base Admwministration Menu
Jystem Configuration HMenu
Maintenance Menu

Diagnostics Menu

Enter Selection:

#00 Tue Jan &, 2009 11:43
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In the Maintenance Menu screen, enter selection ‘F’ for Master Timing Link Selection.

0.10.0.15 - PuTTY

N TENALANTCE HENT

em Log File
em T File

#00 Tue Jan 6, 2009 11:51
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In the Master Timing Link Selection screen, set field Change Timing Source To to ‘Incoming’ and
Primary R,L,Sto ‘11 21-4’.

L)

ML3ITETR TININTIG LINEK SELECTTION

Current Timing Source: Primary

Change Timing Jource To: Incoming

Incoming E1/T1/PRI Links:

Primarvy E,L,2 1 1 21-4

dary R, L,3

#00 Tue Jan &, 2009 11:5! b
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First assign the card used for the E1/PRI trunk.

In the Administration Main Menu screen, enter selection ‘C’ for Maintenance Menu.

0.10.0.15 - PuTTY

LADHNINISTERLTGOER HMATITN HMENT

Feneric Version.FRevision 15.3.1

Data Base Adwministration HMenu
System Configuration Menun
Maintenance HMenu

Diagnostics Menu

Enter Selection:

#00 Tue Jan 6, 2009 11:485
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In the Maintenance Menu screen, enter selection ‘A’ for Card Maintenance.

0.10.0.15 - PuTTY

N TENALANTCE HENT

em Log File
em T File

#00O Tue Jan @, 2009 12:1Z2
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In the Card Maintenance screen, add the card with the details highlighted below in the screen shot.

£*10.10.0.15 - PuTTY

L ITNTENLNTCE

CARD TYFE

b
=y

L
he:

oo oo o
= (===

#00 Tue
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In the Administration Main Menu screen, enter selection ‘A’ for Data Base Administration Menu.

P M INISTERLTOER HMATITN HMENT

Feneric Version.FRevision 15.3.1

Data Base Administration Henu
Fystem Configuration Menu

Maintenance HMenu

Diagnostics Menu

Enter Selection: E

#00 Tue Jan 6, 2009 12:17
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In the Data Base Administration Menu screen, enter selection ‘A’ for Card Summary.

0.10.0.15 - PuTTY

ADMINISITERLALATIOHN HENTT

N
E)

]

I .
E) Frint
F) Frint

x]

Enter Selection: E

#00 Tue Jan 6, 2009 12:18
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Select the card and port noted earlier by tabbing to the appropriate position and then press Enter.

£*10.10.0.15 - PuTTY

I TMHMNALE

LOCATICN

[

e P M M
O E

[
=
o

e ==
= O O =
| -

PRI-1z0

#00 Tue Jan &, 2009 12:20
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In the PRI Card Configuration screen, perform following configurations:
e Set ACCESS TYPE: to ‘USER’.

Set CA IP RULE: to ‘5.

Set SLIP MAINT LIMIT: to “255’.

Set SWITCH TYPE: to ‘QSIG-SLAVE”.

Set NCA IP RULE: to ‘0’.

Set OOF MAINT LIMIT: to “17°.

Set SPAN TYPE: to ‘ECR4".

fomomeT . CEW
L)

PRI C LETD CONFIGUERLTTION

CARD LOCATICHN: R,L,3 1 1 Z1-4 TYPE: : an Cuad E1 FRI-1Z0
STATIUI3: A
DISPLAY P oL PARAMETERZS
’ : U3ER TRE CLOCE: 2045 <A TP RULE: 5 3LIP MAINT LIMIT: Z55
SWITCH TYPE: Q3IG-3LAVE REF CLOCE: 1544 NCAL IP RULE: 0 o©OF MAINT LIMIT: 17
SPAN TYPE: ECR4 A4/Mu Law: i

FORT NAME GROTFE GRF INAME

3
4
5
&
s

i
b=

outhound

0O Tue Jan 6, 2009 1 2 b
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5. Configure Extreme Networks Summit 400-24p Switch

The network switch needs to be configured to create a port that mirrors the port to which the
Avaya Communication Manager Med-Pro board connects; the mirrored port will be connected to
Magnetic North Optimise to record calls. Note: In the sample configuration, Port 2 is connected
to the Med Pro board and Port 23 is the mirrored port connected to the Magnetic North Optimise.

Connect the laptop to the Extreme Networks Summit 400-24p Switch with a serial cable.
Use the following COM settings: 9600 8 n 1.
Log in on the console of the switch with the appropriate administrative credentials.
To enable port mirroring to a specific destination port :
Summit400-24p:62# enable mirroring to 23
To add ports to mirroring:
Summit400-24p:63 # configure mirror add ports 2
To view the mirror configuration:
Summit400-24p:64 # show mirroring
Mirror port: 23 is up untagged
port number 2 in all vlans
To save the changes:
Summit400-24p:65 # save
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6. Configure Magnetic North Optimise

This section includes the configuration steps of Optimise to be able to interoperate with Avaya
Proactive Contact 3.0.1.

6.1. Installation Steps of Optimise Requiring Avaya Proactive Contact
Information
For Magnetic North Optimise to be able to work with Avaya Proactive Contact, some

information is required at the installation time of Optimise. This section describes the parts of
installation steps of Optimise that require Avaya Proactive Contact information.

Ste Description

1. | The Avaya IP Phone Range is declared during the actual installation. This includes all the IP phones
used in the sample configuration. The IP telephones used in this sample configuration used IP addresses
in the range 10.10.0.201 to 10.10.0.204. This phone range is declared in the details of Avaya IP Span
settings.

8 Magnetic North Install Config Tool [ web {QASER¥ER7)] - QA {QASERYERT - avaya ip span driver) Mi=] &

File  Wiew Tools  Help

Enter the detailz far the Awvapa IP Span settings

Murnber of Ports: an

Span Ports: MIC Device

Phone IP A anges:
. 1stIP Address | | /iddiess

Count

Wizard Mode
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The following screen during Optimise install requires Avaya Proactive Contact information when used
as a Hard Dialer.
e Set Server to the hostname of the Avaya Proactive Contact Server.
e Set User Name to “clientl’ which is a default user name that Avaya Proactive Contact provides
to third parties using Corba connection.
e Set Password to ‘serverl’ which is the corresponding password for the default user name
provided by Avaya Proactive Contact — clientl.
e Set Corba Port to ‘23200 which is the default Corba Connection port provided by Avaya
Proactive Contact 3.0. Please note that Avaya Proactive Contact 4.0 provides a different default
Corba Connection port.

@Magnetic Morth Install Config Tool [ web (QASERYERT)] - QA (QASERYERT - mosaix driver)

File  Wiew Tools  Help

Enter detailz used far the Avapa Proactive Contact [PDS, Mozaix] Connection

Server

|

Izer Mame: |

|
|

4m Back

Wizard Mode
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The DN field is set to Phone Extension.

Please note that these are the phone extensions configured on Avaya Communication Manager in
Section 3.1 Step 4.

EMagnetic Morth Install Config Tool [ web (QASERYERT)] - QA (QASERYERT - MN Generic TSP)
File  Wiew  Tools Help
F
Enter the phones to be recorded, and any acd queues the agents log into
Phones: oM
[ueues:
= Back |
Wizard Mode
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6.2. Configuration Steps of Optimise to Be Able to Record Calls on
Avaya Proactive Contact 3.0 Agents by Monitoring Them through
Event Services API.

Magnetic North Optimise is configured so that it may monitor Avaya Proactive Contact 3.0
Agents, by using the Event Services API using the Corba Connection. Optimise would then be
able to detect the Agent logins, logouts and also Agents being engaged in Outbound calls by
joining Outbound jobs. The monitoring of Agent events would inform Optimise when to start
recording Agent calls and when to stop recording Agent calls. The Agent calls will be recorded
through the mirrored port on the network switch. This section describes the configuration of
Optimise and also includes steps performed to record Agent calls and play them back.

Description

Step
1.

If Magnetic North Optimise has been installed as a standalone server i.e. it does not contain the
necessary values of Avaya Proactive Contact, or the values provided during the install time were
incorrect, then one can always change these values on the Optimise.

Within the registry ‘My Computer\HKEY_LOCAL_MACHINE\SOFTWARE\Magnetic North\MN-
HAL\Avaya IP Span Driver’, change or set the IP Address Ranges to appropriate values.

&:" Registry E ditor Ol =]
Fle Edit “iew Favaites Help
+-_ 1 IPaddressRanges =1 [ Hame Type Diata
+-_] MetDevices [aB] [0 eault) FEG_5Z [walue not set]
-] Awapa IF Span Driver 1 AIIDwableSequenceHanga REG_DWORD  Ox00000064 (100
i DebugFalder REG_S5Z emnlogs
+-[1 NetDevices [ab] DestCODEC REG_5Z Windows Media Audio
=8 StatlcPthes DestCODECD ataRate REG_5Z2 Yaice Optimised Compression
. AV;—;‘;?;:'ERZ”{ ol (8] EnableDebugLogging FEG_DWORD 000000001 (1]
o IPAddressHanges. EnableSNMF'Queries REG_DWORD 000000001 [1]
- NetDevices IF'AddressHangeEnunt REG_DWwORD 0x00000001 1)
5.2 StaticPhones [%8] NetDevicaCount REG_DWORD 000000001 [1]
[ StaticPhoned %8 PortCaunt REG_DWORD  0x0000000a (10
(22 StaticPhanet [R¥] R TPBufferSize REG_DWORD 000000032 (501
(23 StaticPhone2 SNMPQueryDe\a_u REG_DWORD  0x0000003c (B0)
(2 StaticPhoned SNMF‘QueryTimeout REG_DWORD  Ow00000005 [5)
-2 Avaps MMHal [a4]StaticPhanaCourt | REG_DWORD 000000004 (4]
+-(_1 &vaya MNHalOLD
+-{] Generic Hal

+-{7 Mortel IP Span Diiver
+-{7] DASIS IP Span Driver
+-{] SmartTAP NGX Driver
+-{27] SmartTAP MG Driver daren
+- (] SmartTAP NGX Driver Test 1 =l Ll |

ty ComputertHEKEY_LOCAL _MACHIMENSOF TWAARE W agnetic MorthikdN-HAL YA waya IP Span Diiver. OLD

Within the registry ‘My ComputenHKEY _LOCAL_MACHINE\SOFTWARE\Magnetic
North\Esprit\Mosaix’, change or set the values for Corba connection to appropriate values, i.e., values
mentioned in Section 6.1 Step 2.
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Now configuring Optimise for this particular testing.
Logon to the Optimise by opening the Optimise through a web browser, http://<hostname of the
Optimise machine>/Optimise.

Login to the system using appropriate User Name and Password.

magnielic
rworthy

Log In To Optimise

Flease enter your user name and password and click on 'Log In'

[Administratar

Fassword I I
Remember my User Name
[ togin | [ clear  |[ Help
© Magnetic North 2007 Make Ogtimiss your homepace

Lhave forgotten my password
L]

Click on Setup option on the left side of the screen and a list of submenus will appear.

magnelic

Refresh page every Refresh Mow [ 8 minutes and 56 seconds until refresh Dashboard on?

15 Administration

& Locations

& System

& Licence

& Alarms

& Condnne
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Select the Locations submenu option by clicking it.
Click Add New and set the following fields in the new Location form.

. . magnstic
timise riort

Configure Locations

T‘ Dashboard
), Calls

Pick Location >> Details >> Server >> Archiving >> Screen Recording >> Post Call Processing

Available Locations (1)

Administration

d I —
TestLah QASERVERTY ®

[ i  —
\Dele\eSeleaed‘" Add New ||| Next |
|—

e =
B Reports e

& Locations
& System
& Licence

& Alarms

& Canmdrac
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In the Location Details section set the following fields:
e Set Location Name to any valid name given to the testing location.
e Set Location Server to the hostname of the Optimise machine.
e Set Esprit Server to the hostname of the Optimise machine.

In the Default Drivers section set the following fields:
e Set Esprit to ‘avaya proactive contact’ since in this sample configuration, Optimise is
configured to work with Avaya Proactive Contact.

In the Call Recording section set the following fields:
o Select Record All Calls field by checking its check box.

magnelic
rorthy

Configure Locations

‘@ Dashboard
Pick Location >> Details >> Server >> Archiving >> Screen Recording >> Post Call Processing Next
‘Y Calls
4« Administration T
Lacation Mame Test Lab t_)) Reserved Licences :
Location Server IQASER\/ERM ()) Forts |El G_))
m Esptit Senver |QASER\/ER14 (_‘J Screen Recording |El G_))
Remave from Status View: [] K))
|avaya proactive contact Vl 9) Ohservation |Nume Vl 9)
Recording |Nuﬂe Vl G_‘)
& Locations .
& System Fecord Al Calls w iL;E? ‘File Compressing’ Q)
@ Licence Enable Screen Recording: [] t_))
& Alarms
B Candsnc Save
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Press Next on the top right of the screen to move onto the next page.
In the Configure General Optimise Settings section set the following fields:
e Set Operating Mode to “‘Agent’ by clicking the Agent radio button since in this sample
configuration, Optimise will be used to record Agent calls on Avaya Proactive Contact.

magnelic
rworthy ‘[I . .
Configure Locations
; Dashboard
Pick Location >> Details >> Server>> Archiving >> Screen Recording >> Post Call Processing Next
‘Y Calls
The settings below apply to lacation: Test Lab

4« Administration
- Assign onfigure General Optimise Settings

Operating Mode - @ Agent O Position O Mixed @) Ignare call reference of zero O @)
B Reports onfigure Nudio Directories

Tempaorary Recording C:\Program Files\Wagnetic North\Optimise\Calls\Temp @'J
- Status Recording Starage |\\QAEEF€VEFHA\Opnm\se\Ca\ls @j

mergency Fallback Recording

Pattern : Mane ¥ t_))
& Locations

Media Server
@ system Internal Host Marme QASERVERTS mms 0ASERYER dinptimisel )
@ Licence Extomal Host Mame QASERVER14 mms OASERVER 4/aptimiser 9
© Mamms Puhlishing Point optimise @)
B Candnne

Click Save button on the bottom of the screen to save the entries entered for the Location form.
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Select the Administration button on left side and select the Users/Passwords submenu by clicking it.

In the Add User section set the following fields:

e Set User Name to any valid username for the agent.

e Set Full Name to any valid full name for the agent.

e Set Email Address to any valid e-mail address for the agent.

e Set Agent Id to “2007" which corresponds to the Agentl ID which is unique for every Agent.
Note that Agent ID can be found by monitoring Agent events in Avaya Proactive Contact through the
command enclient —e $NS and logging an Agent on Avaya Proactive Contact Agent application, the
events corresponding to Agent extension will list the Agent ID as well.

Please note that Agent ID can also be found by displaying an existing Agent account and also when
creating or changing an Agent account. On the screen it is referred to as UID (Universal ID). Please
refer to Section 4.3 Step 3 for details.

e Set Monitor Agent to “Yes’ by selecting the “Yes’ radio button.

In the Security section set the following fields:
e Set Password and Password Again to any valid password for the agent. Note that this is not the
Agent Password that was set in the Avaya Proactive Contact.

In the Access Profile section set the following fields:
e Set Agent to ‘Agent’ since in this section, an Agent is being added to the Optimise’s database.

In the Esprit Drivers section set the following fields:
e Set Primary Driver to ‘avaya proactive contact’ since in this sample configuration, Optimise is
configured to work with Avaya Proactive Contact.
e Set Secondary Driver to ‘“None’ since there is no other driver involved in this testing.

Click Update User button to complete the process of adding an Agent (user).

SWP; Reviewed: Solution & Interoperability Test Lab Application Notes 69 of 79
SPOC 2/23/2009 ©2009 Avaya Inc. All Rights Reserved. PC3_HD_Optimise




Users [ Passwords

_," Dashboard
'Y) Calls
& Administration

Configure/View Users and Passwords

Use this page to view the current users you have set up in Optimise. You can add/delete and amend the users in the system. You may also alteryour current passward

Edit User: Agent 1 rator | 4 Assign Agent to yourseir?
& Components P P
Location Test Lab N I
|e Users /Passwords ol ©Yes Ono o
ent 1 User Type Agent Mode
& Unlock Users "Ag 9) b £l Q)
Full Name Agent 1 Department Mo Department Selected v
© Patons i | P @ o [No 0 )
Email Address Iagenﬂ@teat com t_)) Team ‘ Mo Team Selected Vlt_))
g Assign Bgent Il IQDD'/ (7)) Manager ‘ Mo hanager Selected Vlt_‘)
Disable Account? Cves @no L)
Reports Auto-License User? Yes ®No t_‘)
:r Status @ [ Password Again L]
Account Locked Yes (8 Mo 9) Allow Delete Calls ves (# Mo 9)
B9 Setup Signoff Gradings Oves ®No @ change Gradings Oves @No 9
Signoff Own Gradings Oves ®nlo 9)
a Help / Support -
Log Ot Administrator (7)) Reviewer Reviewer (7))
|Agent “ |9) Client Client L]
PI'iIII-\IVDI"NeI | |avaya proactive contact Vl(_)) | Second Driver | ‘NDHE v‘ (_))
Agent Id
View: @ Tree OTakle t_)) Filter by location : Test Lab (s t-))
Show Only : @ Em aenl @ REWE’ Omm Q) Order by: ‘ Full Name Ascending Vl 9)

Licence State: Licensed: » Unlicensed: X

Searchin:

Full Name s for ()

=] E User Groups

=3 Agent (3}

i Rgent 1 {Agent 1 - 5)

H & Rgent2 {fgent2 - 7)

X Default Agent (Default Agent 1 - 4)
=43 Reviewer (1)

" Administrator (Administratar- 1
=-4% Administrator (1)

Administrator (Administrator- 1)

Edit Password
= |
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Select the Calls button on left side and select the Define Filter submenu by clicking it.
Click New and set the following fields in the new Filter form.

timise L1

K Define Filter ROt

; Dashboard

Filters >> Agents >> Service Numbers >> Type >> Reasons >> Dates >> User Data >> Others >> Scratch Pads >> Departments >>

Next
a Teams >> Managers >> Reviewers >> Save
), Calls
& Define Filter
Select a current filter to amend or use as a template
& Scratch Pads
& View/Grade Calls Below is the list of current filters which are set up in Optimise. You can either choose to amend one of these filters or use it a5 a template to create your own. Alternatively you can continue
through the rest of the filter section with a blank filter
€ Add Contact
& AddiGrade Contact Available Filters (2)
@ call Grading [FiterName ——— ————————————___[Filter Description _—
all agents all agents all calls
Administration All Calls Agent 2007 All Calls Agent 2007 @)
ot
| HNew Hl Select | | Delete |
- Assign —_—
I

i— Reports
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In the Save Filter form set the following fields:
e Set Available Filters to ‘new filter’ from the drop down menu.
e Set Filter Name to any valid name for the filter.
e Set Filter Description to any valid description for the filter.

Press the Save button.

; Dashboard

'y, Calls

) Define Filter

& Scratch Pads

§ View/Grade Calls
& Add Contact

€ AddiGrade Contact

& call Grading

if Administration
i Reports

a Help / Support

P Log Out
menu [#] header

ptimise

AEN

magnetic
rorth

Save Filter

rraan elhc
riorth

. \

Filters >> #gents >> Service Numbers >> Type >> Reasons >> Dates >> User Data >> Others >> Scratch Pads >> Departments >>
Teams >> Wanagers >> Reviewers >> Save

Save your new /amended filter

Mow wou have a completed filter you can save it for future use. Below is 2 summary of vour filter. You can save this aver one of your current filters by selecting its name fram the drop down
list. Alternatively you can enter a new name in the text box

Current Filter Summary

] ]
Current Name : new filter (id: new filter) Agents : 0 Agents
Service Numbers : 0 Service Murmbers Call Types : 0 Call Types
Contact Reasons : 0 Contact Reasons More Details : view
Save / Update filter?
I — |
Available Filters ‘ new filker Vl t_))
et )
Filter Description |ne|l filter for test @)
Filter ID new filter - id will be assigned when saved @)
Share Filter 7 O @)
| Apply Filter | | Save Filter | |S.we & A|)|)Iy|
E——
'\
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7. Interoperability Compliance Testing

This interoperability compliance testing covered feature functionality and the recovery services.
Feature functionality focused on verifying that Magnetic North Optimise 4.5 Hot Fix 2 could
successfully record outbound calls only when using events from Avaya Proactive Contact 3.0.
Serviceability testing verified that the Optimise recovered from adverse conditions, such as
rebooting, power failure and network disconnect by restarting its services.

7.1. General Test Approach

All feature functionality test cases were performed manually to verify proper operation. The
general test approach entailed:

e Establishing connectivity between Magnetic North Optimise 4.5 Hot Fix 2 and Avaya
Proactive Contact 3.0.

e Verifying outbound agent events could be monitored by Optimise through Event services
API using the Corba connection provided by Avaya Proactive Contact.

e Verifying outbound calls by outbound agents could be recorded in a VoIP environment
using the mirrored Med-Pro port on the network switch.

e Verifying call recording using basic telephony operations such as answer, hold/retrieve,
transfer, consult, conference, and disconnect.

e Verifying serviceability events such as disconnect, reboot, network failure, restarting
processes etc.

7.2. Test Results

All feature and serviceability tests passed. The Magnetic North Optimise 4.5 Hot Fix 2
successfully recorded, displayed and replayed the recordings of outbound agents. For
serviceability testing, Optimise was able to resume call recording after restoration of
connectivity to the Proactive Contact server, from network disconnect/re-connect, and Optimise
resets. The following observations were obtained from testing:

e Hot Fix 2 was installed during the compliance testing in order to monitor outbound agent
events through Event services API using Corba connection.

e For serviceability events, all Magnetic North services need to be restarted on Optimise to
recover from any network failures, reboots, process failures etc.

e Avaya IP Softphone does not provide SNMP (Simple Network Management Protocol).
Thus it cannot be used by an Avaya Proactive Contact Agent if Optimise is to record its
calls. However there is a work around, by declaring IP Softphone extension as a static
phone in Optimise, then the Optimise can record the Agent’s calls even if Avaya IP
Softphone is used by an Agent.

To declare an Avaya IP Softphone extension as a static phone in Optimise, the following step
needs to be performed:
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Within the registry ‘My ComputenHKEY _LOCAL_MACHINE\SOFTWARE\Magnetic
North\MN-HAL\Avaya IP Span Driver’, set the StaticPhoneCount to the number of static phones

(note — SNMP will still work so there can be a mix of static and non static)

&' Registry Editor O] x|
File Edit “iew Favortes Help
+-_1 IPAddressFlanges =] [Mame Type Data
+- (] MetDevices [ab] [Default) REG_SZ [valug nat set)
=-{1 Avapa IP Span Driver.1 AllowabIeSequenceHange REG_DWORD  0x00000064 [100]
- IF'Addre.ssHanges DebugFoIder REG_SZ ehmnlog:
#-( NetDsvices [ab] DestCODEC REG_SZ ‘windows Media Audio
=@ StatlcPhones DestCDDECDataHate REG_S5Z “oice Optimized Compression
o [8%] EnableDebuglagging REG_DWORD  0x00000001 (1]
5 ?gaﬁ: ds{;:;;g:;:;uw R ErableSNM Pueriss REG_DWORD 000000001 (1)
-] NetDevices IF'AddressHangeEount REG_DWORD  0wx00000001 (1)
220 StaticPhones NetDeviceCount REG_DWwORD  0=00000007 [1)
[ StaticPhoneD PortCount REG_DWORD  0x0000000a (10)
1 StaticPhonel [B¥)RTPBufferSize REG_DWORD 000000032 (50)
23 StaticPhaonez SNMPQueryDelay REG_DWORD  Ox0000003c (60)
[Z1 StaticPhoned SNMF‘Quer}ITimeout REG_DWwORD  0=00000005 [5)
+-_1 Awapa MNHal REG_DWORD 000000004 [4)
+-] Avaya MNHalOLD
+-[C1 Generic Hal
+-_7 Mortel IP Span Driver
+-[C1 04515 IP Span Driver
+- L0 SmartTAP NG Driver
+- (L SmartTAP NG Driver darren
+-_ SmanTAP NG Driver Test 1 = el |
My Computer HEEY_LOCAL_MACHINENS OFTWARE\Wagnetic Northi\MN-HAL \Avaya IP Span Driver. OLD
Below is a sample phone:
Set the DN to the telephone (IP Softphone) extension.
Set the IPAddress to the telephone (IP Softphone) IP address.
%" Registry Editor =]
File Edit “iew Favoitez Help
+-[_] IPAddiessFlanges =l [ Mame Type Diata
+-((0 NetDevices [ab] (Defaul) REG_SZ [value nat set)
=1L Awvapa IP Span Driver.1 DN REG_SZ 1010
* g 'ﬁ[d)d'e_ssﬁanges [aB] IPaddress REG_SZ 1921681192
+ etDevices
=L StaticPhones
23 StaticPhonel
—-[_1 Awapa IP Span Driver LD
+-_7 IPAddiessPanges
+- [ MetDevices
-2 StaticPh J
a:
(23 StaticPhonel
(21 StaticPhone?
(23 StaticPhoned
+-] Avaya MNHal
+-[C1 Avaya MNHalOLD
+-[_] Generic Hal
+-[C0 Mortel IP Span Driver
+-(1] 0ASIS IP Span Driver
+- L0 SmartTAP NG Driver
+- [ SmartTAP NG Driver daren
+-(C] SmantTAP NG Driver Test 1 =l el 2l

My Computer\HEEY_LOCAL_MACHIMEAS OF TWARE Yk agnetic Morth\MM-HAL Awapa [P Span Driver. OLDAStaticPhoneshStaticPhoned

Note that the staticphone sub keys start at 0.
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8. Verification Steps

This section includes the verification steps that verify the connection setup and configuration of
Avaya Proactive Contact 3.0 and Magnetic North Optimise 4.5 is done correctly.

8.1. Avaya Proactive Contact Verification

The “netstat —an | grep 23200 | more’ command from the command prompt on the Avaya
Proactive Contact server can be used to verify the communication between Avaya Proactive
Contact 3 and the Optimise. The above command should show an established Event Server
connection between the Avaya Proactive Contact server (10.10.0.15) and Optimise (10.10.0.89).
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8.2. Magnetic North Optimise Verification

The Optimise verification includes the call being recorded on the Optimise web server and being
played back from Optimise. The following step needs to be performed:

1. Select the Filter from the dropdown list and then the View Calls page will be displayed.

"a Dashboard

'Y) Calls
€ Define Filter

€ Scratch Pads

& View/Grade Calls |

€ Add Contact
€ Add/Grade Contact

€ Call Grading

%+ Administration

[® Reports |
(& Status ]
(18 Setwp |

ﬂ Help / Support

24 Log Out
menu [#] header

magnetic

View/Grade Calls

Choose Filter >> View Calls >> Answer Questions >> Grade >> Call Grading >> Signed Off »> Compare Gradings

Username : Administrator — Filter selected : neil filter  Type : Filter for grading calls

or
[Clcatolotete, @—0-

[slow normal Tast|
Now Playing: Ma call curently selected
search: A 4 17pecaoos b 4o b H
161212008 17:11:56 N Agent 1 2007 Unknown DM Out Call View Unknown
16122008 17:20:3 14 Agent 1 2007 Unknown DM Out Call View Unknown
171242008 09:09:34 M Agent 1 2007 Unknown DM Out Call View Unknown
17122008 09:24:10 28 Agent 1 2007 Unknown DM Out Call View Unknown
17122008 09:29:27 3T Agent 1 2007 Unknown DM Out Call View Unknown
171242008 09:39:37 72 Agent 1 2007 Unknown DM Out Call View Unknown
171242008 09:49:57 H Agent 1 2007 Unknown DM Out Call View Unknown
17/1242008 09:58:17 163 Agent 1 2007 Unknown DN Out Call View Unknown
17122008 10:08:02 48 Agent 1 2007 Unknown DN Out Call View Unknown
17/1242008 10:50:23 13 Agent 1 2007 Unknown DM Out Call View Unknown
123
Shuwm
Copy Calls | ‘ Delete | | Restore |
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2. Click the speaker icon and the call will automatically be played back.

low normal Tast|
Now Playing: Mo call currently selected
E——— |
earch: Q4 17pec2008 B 4 1700 B
/122008 17:11:56 H Agent 1 2007 Unknown DM Out Call View Unknown S ]
61122008 17:20:31 14 Agent 1 2007 Unknown DM Out Call View Unknown Yad |
7112i2008 09:09:34 k]l Agent 1 2007 Unknown DM Out Call View Unknown D ]
7112i2008 09:24:10 es Agent 1 2007 Unknown DM Out Call View Unknown Viad [
7/12i2008 09:29:37 7 Agent 1 2007 Unknown DM Out Call View Unknown jedr 0] ]
7112i2008 09:39:37 72 Agent 1 2007 Unknown DM Out Call View Unknown Yad O
71122008 09:49:57 41 Agent 1 2007 Unknown DM Out Call View Unknown fedr b ]
71122008 09:59:17 163 Agent 1 2007 Unknown DM Out Call View Unknown Viad O
7112i2008 10:06:02 48 Agent 1 2007 Unknown DM Out Call View Unknown v F]
741242008 10:50:23 13 Agent 1 2007 Unknown DM Qut Call View Unknown ¥ ad
23
Shnw rows at atime (22 call(z] in total)
CopyCalls | [ Delete |[ Restore |[Seratchpad |[ Refresh |
|
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9. Conclusion

These Application Notes describe the required configuration steps for Magnetic North Optimise
4.5 to successfully interoperate with the Event Service of Avaya Proactive Contact 3.0 for
outbound call recording only by Outbound Agents in aVolP environment. Optimise used the
mirrored Med-Pro port on the Extreme Networks Summit 400-24p Switch. Functionality and
serviceability were successfully validated. The configuration described in these Application
Notes has been successfully compliance tested.

10. Additional References

QA - Avaya Proactive Contact 3.0 — Optimise 4.5 Install and Configuration document on
http://support.magneticnorth.com.
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