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Abstract

These Application Notes describe the configuration steps required for CSI Virtual Observer to
interoperate with Avaya Contact Center Select 7 and Avaya IP Office Server Edition 10. CSI
Virtual Observer is a call recording solution.

The Avaya IP Office Server Edition configuration consisted of two Avaya IP Office systems, a
primary Linux and an expansion IP500V2 that were connected via Small Community Network
trunks. Avaya Contact Center Select 7 is configured with agents reside on both primary and
IP500V2. In the compliance testing, CSI Virtual Observer used the CCT interface from Avaya
Contact Center Select to monitor Avaya Contact Center Select agents, and the port mirroring
method to capture media associated with the monitored agents for recording.

Readers should pay attention to Section 2, in particular the scope of testing as outlined in
Section 2.1 as well as any observations noted in Section 2.2, to ensure that their own use cases
are adequately covered by this scope and results.

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

These Application Notes describe the configuration steps required for CSI Virtual Observer to
interoperate with Avaya Contact Center Select (ACCS) 7 and Avaya IP Office Server Edition 10
using CSI Virtual Observer as a call recording solution.

In the compliance testing, CSI Virtual Observer used CCT .Net from Avaya Contact Center
Select to monitor Avaya Contact Center Select agents. CTT .Net API events were used to obtain
contact center information such as agent 1D, ANI (caller ID) and Dialed number identification
services (DNIS), skill CDN, digits dialed, digits entered, Call ID, UUI, attached data and any
other fields available from CCT.NET.

SPAN port mirroring was used to determine when to start and stop recording and to capture
media from the Avaya IP Deskphones that were associated with the monitored Avaya Contact
Center Select agents for call recordings. Many different types of IP Office phones can be
captured using packet sniffing. This document focuses on Avaya IP Deskphones using H.323,
Avaya Communicator Softphones and SIP IP Deskphones using SIP over TCP.

The Avaya IP Office Server Edition configuration consisted of two Avaya IP Office systems, a
primary Linux server and an expansion IP500V2 that were connected via Small Community
Network trunks. Avaya Call Center Select agents were configured as user on IP Office primary
and IP500V2.

2. General Test Approach and Test Results

The feature test cases were performed both automatically and manually. Upon start of the CSI
Virtual Observer application, the application established CCT connectivity to Avaya Contact
Center Select and SPAN Port monitoring of IP Office agent audio.

For the manual part of the testing, each call was handled manually on the agent desktop with
generation of unique audio content for the recordings. Necessary agent actions such as hold and
reconnect were performed from the agent desktops running the Avaya Aura® Agent Desktops
application to test the different call scenarios.

The serviceability test cases were performed manually by disconnecting/reconnecting the
Ethernet connection to Virtual Observer.

The verification of tests included use of Virtual Observer logs for proper message exchanges and
use of Virtual Observer web interface for playing back of calls.

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

Avaya recommends our customers implement Avaya solutions using appropriate security and
encryption capabilities enabled by our products. The testing referenced in this DevConnect
Application Note does not include the enablement of supported encryption capabilities in the
Avaya products. Readers should consult the appropriate Avaya product documentation for
further information regarding security and encryption capabilities supported by those Avaya
products.

Support for these security and encryption capabilities in any non-Avaya solution component is
the responsibility of each individual vendor. Readers should consult the appropriate vendor-
supplied product documentation for more information regarding those products.
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2.1. Interoperability Compliance Testing
The interoperability compliance test included feature and serviceability testing.

The feature testing focused on verifying the following on Virtual Observer:

e Handling of CCT events.

e Proper recording, logging, and playback of calls for scenarios involving inbound, outbound,
internal, external, personal, hold/reconnect, transfer, conference, multiple calls, multiple
agents, long duration, observe, barge-in, emergency, join calls, G.711MU law and outbound
campaign.

The serviceability testing focused on verifying the ability of Virtual Observer to recover from
adverse conditions, such as disconnecting/reconnecting the Ethernet connection to Virtual
Observer Server.

2.2. Test Results

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

Reporting of skill name is only applicable for inbound calls.

This solution was tested with G711 u-law only.

In call record, agent information such as Agent’s, Supervisor’s First, Last Name is local
information configured on CSI Server not obtained from ACCS.

No call trunk information is provided.

2.3. Support
Technical support on Virtual Observer can be obtained through the following:
« Phone: 860-289-2151
*  Web: http://www.csiworld.com
e  Email: support@csiworld.com
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3. Reference Configuration
The configuration used for the compliance testing is shown in Figure 1.

The detailed administration of basic connectivity between Avaya Contact Center Select and IP
Office and of contact center devices is not the focus of these Application Notes and will not be
described. In addition, the port mirroring of the layer 2 switch is also outside the scope of these
Application Notes and will not be described.

The contact center devices used in the compliance testing is shown in the table below. In the
testing, Virtual Observer monitored all activities associated with agent. The RTP stream from
the Avaya IP Deskphones associated with the agent extensions were mirrored from the layer 2
switch and replicated over to Virtual Observer.

Contact Center Devices Values
CDN 33000
Supervisor 26104
Agent Extension 26102, 26606, 26605

IP Office Server Edition Primary
135.10.97.41

IP Office Expansion 500V2
135.10.97.44

Avaya Contact Center Select
1P 10.10.97.242

CSl Virtual Observer

Port
Mirroring

S
w
[
t
c
h
2

10.33.5.xx

Switch 3

Avaya Media Server

Avaya Contact Center Select agents with
Avaya IP Deskphones
9608, 9621G(H323), 1140SIP)
and Communicator for Windows

Simulated SIP
PSTN

Figure 1: Compliance Testing Configuration
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4. Equipment and Software Validated
The following equipment and software were used for the sample configuration provided:

Equipment/Software Release/Version
Avaya Contact Center Select 7.0.0.1
Avaya Media Server 7.7.0.269
Avaya IP Office Server Edition (Primary) 10 SP2
Avaya IP Office on IP500 V2 (Expansion) 10 SP2
Avaya 9608, 9621GIP Deskphone (H.323) 6.6115
Avaya 1140E IP Deskphone (SIP) 4.4.26
Avaya Communicator for Windows (for IP Office) 2.1.3
CSI Virtual Observer on 521
Windows Server 2012 R2 Standard

Avaya Contact Center Select supports only the following versions of IP Office:

* [P Office Server Edition Release 9.0.3, 9.0.4, 9.1 and 10.

* [P Office IP500V2, Release 9.0.3, 9.0.4, 9.1 and 10 software, Standard Mode, Advanced
Edition License. Therefore, compliance testing is applicable when the tested solution is deployed
with IP Office which support by Avaya Contact Center Select.

PM; Reviewed: Solution & Interoperability Test Lab Application Notes 6 of 21
SPOC 4/25/2017 ©2017 Avaya Inc. All Rights Reserved. CSI-ACCS7




5. Configure Avaya Contact Center Select

This section provides the procedures for configuring Contact Center Select. The procedures
include the following areas:

e Verify CCT Services.
e Administer Virtual Observer Windows account on ACCS.
e Administer Virtual Observer user in CCT Administrator.

5.1. Verify CCT Services
Ensure ACCS server is running CCT Services. Run the “System Control and Monitor Utility
(SCMU)” and select the CCT tab. The NCCTService should running.

&l System Control and Monitor Utility | = | o [T

ovﬂ o Contact Center
y System Control and Monitor Utility

| Contact Center | LM | cCMS | coma | CCT | ccmm |

Profile: SIP

) NCCTLogService
& NCCT SMON

& NCCTService

& NCCT Ol Service
& NCCTDALS

|CET status: Started

Start # Shut down Advanced
Shut down Enter password:
CCT
Progress
Ready
Help | | Wiew log | | Close
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5.2. Administer Virtual Observer Windows account on Avaya Contact
Center Select server

From the Avaya Contact Center Select server, select Start - Administrative Tools, and click
on the Computer Management icon (not shown). In the displayed screen below, select Local
User and Groups > Users. A list of existing accounts is displayed. Right click on Users -

New User ... to add account for CSI Virtual Observer. Enter a desired name in User Name, in
this case “csiadmin”. Below is the detail of user created during testing.

R Computer Management = | =] =2
File Action View Help
e nE XE = H
A& Computer Management (Local|| Name Full Name 0 Lo g
El [r.f %ystem Tools §" 26102 sampled agent2 csiadmin Properties m .
» (5 Task Scheduler A 26104 phuong macneil
b @ Event Viewer é.. 26601 26601 IMMM I Remote Desktop Services Profile I Dialin | ctions »
b @ Shared Folders & 26602 samplel agent! General | Member Of I Profile I Environment I Sessions | "
4 J¥ Local Users and Groups & 76603 Agent3 Agent3 :
Users csiadmin ctions 4
= G & 26605 sampled agentd i~
® P_rF roups & 26606 sample5 agent3
(]
P .Drmance & 26607 sample supervisor .
&= Device Manager Full name: |,,SIAcIm\n |
4 82 storage &l 26608 samplet agentt
tf@ Windows Server Backug A 26609 sample7 agent? Description: Admin Account for CSI| Recording Server ‘
=9 Disk Management & 26610 sampled agentd
[ —=f,_-,- Services and Applications & Administrator User must change password at next logon
% & . -
& csiadmin Sl [[] User cannot change passwaord
#,| Guest P o )
&liceAdmin  iceAdmin - EESIerS NEVET Xpires
Account is disabled
A&|USR_SWC  IUSR_SWC Saunt IS disabls
& phuong phuong Accourt is locked out
oK |[ Ccancel Help
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5.3. Administer Virtual Observer user in CCT Administration

From the Avaya Contact Center Select server, access the CCT Administration web interface by
using the URL “http://localhost:8081/WebAdmin” in an Internet browser window. The screen
below is displayed.

AVAYA CCT Administration CIn e O

Help

-

v

Users

AVAYA

» Providers

Avaya Contact Center

Communication Control Toolkit

Right click on Users in the left pane, and select Add new User (not shown). The Update CCT
User screen is displayed in the right pane as shown in below screenshot.
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For Login User Name, enter a user name in the format “x\y”, where “x” is the hostname of the
Avaya Contact Center Select server, and “y” is the newly created windows account from Section
5.1. Enter desired values for First Name and Last Name.

In the Agent Assignments sub-section, check the relevant agent users from Section 3 in the left
column, and use the arrow icon to move selected agents to the right. In the compliance testing,
agent users “26102”, “26605”, “26606” and “26104” Supervisor were assigned, as shown below.

m C( I Adminlstratlon Logged in as Local User
Helg|
¢ Update CCT User
Users g User Detailz
Workstations Login User Name  DEVACCS\csiadmin
» Groups _
» Providers First Name C5I
Last Name Admin
Q Address Assignments
Q Terminal Assignments
g Terminal Group Assignments
g Address Group Assignments
g Agent Assignments
Agents available Agents mapped
D Agents A D Agents
O 26601 O 26102
O 26602 @ O 26104
O 26603 Y o O 26606
D( 26607 . O 26605
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6. Configure Avaya IP Office

It is assumed that IP Office already in place and operation with ACCS Agents. For more
information on how to set up ACCS with IP Office reference to Section 10. The procedure is to
verify license.

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

The Avaya IP Office Manager screen is displayed. From the configuration tree in the left pane,
select License to display a list of licenses in the right pane. Verify that there is a license for CTI
Link Pro and that the Status is “Valid”, as shown below.

% Avaya IP Office Manager for Server Edition DevCon IPO Sev1 [10.0.0.0.0 build 550] - [m] X

File Edit View Tools Help

DevCon PO Sevi = License el v
Configuration () v | < | >
R BOOTP () License Remote Server
4+ Operator (3)
=539 Solution License Mode License Normal
f  User(4n)
5% Group(4) Licensed Version  10.0
% Short Code(55) PLDSHostID (533654236117
@& Directory(0) .
£ Time Profile(0) PLDS File Status  Valid
-8 Account Code(1)
23- t’“’f‘g*;:?m] Feature Key Instances Status Expiration Date Source ~ Add...
ocationl
%% DevCon PO Sevl Receptionist N/A 4 Valid Never PLDS Nodal
-5 System (1) Additional Voicemail Pro Ports N/A 152 Valid Never PLDS Nodal Remove
- Line (3) VMPro Recordings Administrators  N/A 1 Valid Never PLDS Nodal
- E:t""?'U"r (8) Office Worker N/A 384 Valid Never PLDS Nodal
I‘, Us:r”é';;( n Avaya Softphone Licence N/A 100 Valid Never PLDS Nodal
5% Group (2) VMPro TTS Professional N/A 40 Valid Never PLDS Nodal
8% Short Code (16) Power User N/A 384 Valid Never PLDS Nodal
@B service (0) Avaya IP endpoints N/A 324 Valid Never PLDS Nedal
Incoming Call Route (8) SIP Trunk Channels N/A 128 Valid Never PLDS Modal
P P Route (1) CT Link Pro wa 1 lwid ___INear _______|PLDSHNodal
% License (67) 5 "
rd Pa ndpoints / ali ever oda
o ARS () 3rd Party [P Endpoint: N/A 324 Valid N PLDS Nodal
5@ Location (1) Server Edition R10 N/A 2 Valid Never PLDS Nodal
{3 Autherization Code (0) UMS Web Services N/A 100 Valid Never PLDS Nedal
% DevCon IPOS Exp Avaya Mac Softphene N/A 100 Valid Mever PLDS Nodal
SM Trunk Channels N/A 128 Valid Never PLDS Modal
Web Collaboration N/A 64 Valid Never PLDS Nodal
Avaya Contact Center Select N/A 1 Valid Never PLDS Nodal
Devlink3 External Recorder N/ 1 Valid Never PLDS MNodal
Server Edition Upgrade 255 DKt5awbXPvoMOqGSKhrC9eRWXXeoPBEQ 1 Obsolete Never ADI Nodal
Server Edition Upgrade 10 255 D4xbB337tvzDbgAi1T8Ur58avHuUOPpiz 10 Obsolete Never ADI Nodal
CTllink Prn Tukrtznbhechlv@nnSael Hi sEGNIMOC 255 Ohsnlete Mever AN Nadal hd
Help
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7. Configure CSI Virtual Observer

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

o Administer Virtual Observer Voip Recorder.
o Administer Voip Filter Service.
o Administer Avaya CCT Connector Service.

J Administer Agent.

The configuration of Virtual Observer is typically performed by CSI installation personnel or
resellers. The procedural steps are presented in these Application Notes for informational
purposes.

7.1. Administer Virtual Observer Voip Recorder

This section describe step to configure file VOVoipRecorder.ini to captures packets from
SPAN port, configure the following:

e <SipDirecttionReferencelpAddresses>IPAddress
</SipDirecttionReferencelpAddresses> where IP Address are IP Address of IPO
primary and expansion IP500V2, in this case they are 10.10.97.41 and 10.10.97.44.

e <PcapFilter>host IPAddress </PcapFilter> where IPAddress is IP address of
deskphone that need to capture media from, in this case it is 10.33.5.41.

El VOVoipRecorder2.INI - Notepad
File Edit Format View Help

<config>
<AudioOutputPath>\\DEV-CSI-WIN12\VOTemp</AudioOutputPath>
<AudioQutputFolder>VoipAudio</AudiocOutputFolders
<VMAQutputPath>\\DEV-CSI-WIN12\VOApp\VOVoipPackages</VMAOutputPath>
<VoIpPlugin>
<RtcpDetect>yes</RtcpDetect>
<RtpSessionTimeocutSec>15</RtpSessionTimeoutSec>

<SipReportNamesAsTags>true</SipReportNamesAsTags>
<SipNotifySupport>true</SipNotifySupport>
<SipInviteCanPutOffHold>true</SipInviteCanPutOffHold>
<SipOverTcpSupports>true</SipOverTcpSupport>
<SipTreat20@0kAsInvite>true</SipTreat2000kAsInvite>
<SipAsteriskSwitch>no</SipAsteriskSwitch>

<!-- These two parameters are only needed for SIP call direction detection (one or the other) -->
<!-- Use SipDirectionReferencelpAddresses to help recorder determine direction. Pick IP address(s) that --»>
<!-- Sip Invites are coming from -->

<SipDirectionReferencelpAddresses>1__.10.97.41,1 .10.97.44</SipDirectionReferencelpAddresses>

<!-- Size of Packet Buffer. Can be increased if there is occaisional packet loss on a surge of packets -->

<PcapSocketBufferSize>30000800</PcapSocketBufferSize>

<!-- Easier Way To Filter IP Address Ranges is with WinPcap Filters -->
‘ <PcapFilter>host 10.33.5.41</PcapFilter>
<!--<PcapFilter>host 18.33.5.39</PcapFilter>»-->
</VoIpPlugin>
</config>
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7.2. Administer Voip Filter Service

This describes steps to configure VOVoipFilterService.INI to filters which activity to record.
This service reads event packages and sniffer files to determine which activity should be
recorded based on filter rules, this setup is configured by CSI Administrator, it will not be
mention here, the only field that is needed to modify for compliance testing is IP range for IP
Office Deskphones which is Allow= 10.33.5.1—255 as shown below.

E VOVaoipFilterService.INI - Notepad - =y
File Edit Format View Help

[Virtual Observer - Voip Filter Serwvice] -~
[ServerConfig]

AllMustMatch=False
PollingFolder=\\DEV-CSI-WIN12voappVOVoipPackages)\
VMADropFolder=\\DEV-CSI-WIN12\voapp\VOVoipMedial

SkipWindowStart=00:00:80

SkipWindowStop=00:00:80

: Set a start and stop time window formatted as hh:mm:ss to goto sleep and not process anything.
Set both to "©8:808:88" to disable. Use 24 hour clock for formatting.

NumThreads=1
Specify the number of threads used to process the load
OutputExtensionlist=True

HDebugging]

UseDebuglog=True
DebuglLogFileName=\\DEV-CSI-WIN12\VOApp'\Logs\VOVoipFilterServicel0G.TXT
LogContentsOfVMA=True

DeleteAllFailures=True

[Verification_Section_81]
Description=Rule 1
FieldMame=LocalIP
VerifyType=IPMask
Allow=18.33.5.1->255

< m >
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7.3. Administer Avaya CCT Connector Service

This section describe steps to configure VOAvayaCCTConnectorService.INI to captures
metadata from CCT. This service connects to Avaya CCT.NET API and captures data about
agents and phones. This service can be thought of as the CTI Service. It captures agent state
changes such as, login, logout, ready, not ready, and also call events such as ring, answer, held,
dropped. This service also captures value added metadata with call events such as ANI, DNIS,

Skill, CDN, digits dialed, digits entered, Call 1D, UUI, attached data.

e Configure CCTServer=IP address where IP address is Avaya Call Center Select IP

address, in this case it is 10.10.97.242

S VOAvayaCCTConnectorService.INI - Notepad
File Edit Format View Help

:StagingDBPassword=vouser

:StagingDBCatalog=WFMSG.Staging

:StagingDBAccountID=1

: Database Details for the Staging Database
Leave Server Name Blank to skip staging db.

[CCT Configuration]
CCTUserName=csiadmin
CCTPassword=C8@rdinated!

: :CCTDomain=bvwdev.com
CCTDomain=DevACCS
CCTServer=1 .10.97.242

PM; Reviewed: Solution & Interoperability Test Lab Application Notes
SPOC 4/25/2017 ©2017 Avaya Inc. All Rights Reserved.

14 of 21
CSI-ACCS7



7.4. Administer Agent

On agent PC, log in Virtual Observer web-based client by using the URL “http://ip-
address/Virtual Observer/vo.voml|” in an Internet browser window, where “ip-address” is the IP
address of the Virtual Observer server. The Logon Dialog screen is displayed (not shown). Log

in using the appropriate credentials (not shown). Select Maintenance = Agents list of existing
agents are listed as shown below.

@ http://19910.97.235/Virtua|Observer/vo.vomIvwginstance= 2208608 7e2af4TdebecdST37ced ~ & || @ Virtual Observer
File Edit View Favorites Tooks Help
las
File = View = Help
Ed E3| =7 G| B0 [B1 o 4 &l
Maintenance Virtual Observer - Agent Maintenance - (administrator)
il Enterprise Hierarchy ~ L] Event LogJ & Agent Maintenance
n N
dab Supervisors File = Query = View = Tools
(b Evaluators
2| Evaluation Assignments PEaXPE@ER® S0 REEE P mss
ij') Evaluation Assignment Rules D Last Name First Name Extension %2t Supervisor Win Login Name  Location  Department Last Agent Status
Agent Types
& New Agent Defauits 26104 Admin ACCSSupervisor 26104 CSR Supervisor, Any 26104 Corporate Customer Service CTI-Login: 2016-10-23 22:52:47 - Login Ok
2 Agents N N . .
26602 agentl samplel 26602 CSR Supervisor, Any 26602 Corporate Customer Service CTI-Login: 2016-09-02 12:32:55 - Login Ok
& Event Types
T Templates 26605 ACCSAgent4  ACCSAgent4 26605 CSR Supervisor, Any 26605 Corporate Customer Service  CTI-Login: 2016-09-22 11:45:30 - Login Ok
5, Global Recording Parameters
£ Change Agent IDs | ||26606 Agent5 Agent5s 26606 CSR Supervisor, Any 26606 Corporate Customer Service  CTI-Login: 2016-10-03 11:20:39 - Login Ok
& Survey Prompt Builder
@} Administration
- | Maintenance
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Right click on the Agent Maintenance right panel, select New as shown below.

(v} http:// 199.10.97.235/ VirtualObserver/vo.voml?vwginstance=22086087e2af47debecd9737ccd = & || @) Virtual Observer

File Edit View Favorites Tools Help

e
File = View = Help “g New
FEIEREERY ]
Maintenance Virtual Observer - Agent IV | Inauire
Delet
1111l Enterprise Hierarchy ~ [;g Event Log & Agent Maintenanc x e
ﬁ Suplervisors ¢ Hie Query - View - Tools .~ Define Query
Evaluators -
: |- Save Query
=] Evaluation Assignments JRpEEYy ACACRRE- q
=3 Evaluation Assignment Rules D Last Name First Name. gy Clear Query
£ Agent Types _ Bl Live Desktop
& New Agent Defaults 26104 Admin ACCSSupe 'i [
|
£ Agents 3
26602 t1 lel Live Chat
£ Event Types agen sample _ﬁ ive Cha
L) Chatter Bo:
77 Templates 26605 ACCSAgent4  ACCSAgen| = owerBoX
'EE, Global Recording Parameters @ Refresh
5‘,' Change Agent IDs v 26606 Agent5 Agent5 @ Privk
& Survey Prompt Builder
— i iy Column Picker
3O} Administration Bl cid Layout
[ 1=} gl ou
Maintenance £ Screen Schedule - Auto Loader
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In Agent Maintenance — (Edit) screen, enter the following:

Agent ID: enter ACCS agent ID, in this case 26606.

Active: check the check mark to set agent active.

First Name: Enter any descriptive agent first name, this is local name, not the first name
on ACCS server, in this case is Agent 5.

Last Name: Enter any descriptive agent last name, this is local name, not the last name
on ACCS server, in this case is Agent 5.

Agent type: this is precofigure on Virtual Observer and will not discuss here in detail.
Select existing Agent type in the drop down list.

Supervisor: this is precofigure on Virtual Observer and will not mention here and this is
local supervisor, not the supervisor on ACCS server, select existing Supervisor in the
drop down list.

Extension: ACCS Agent extension on IP office system, in this case 26606.

Agent Maintenance - (Edit) Iﬂ
)'-".gEI'lt I | 26606 | First Name: |Agerd£ |
Active: F] Last Name: |,g.'gen15 |
Recording Method: | 100% With No Screans - |

£ General | -\, Recording Requirements | % Recording Parameters
Agent Type: |CSF'. - | Location: | Corporate M |
Supervisor: |5upen'i5c-r, Ay - | Cepartment: | Customer Service - |
PC IP Address: | 9.9,9.9 | G’DI.IP: | Teams - |
Extension: |25:EI16| 3 | Photo:
Ernail Address: | na |
Windows Login Mame: |26:EIJ€» |
Default Evaluator: | Evaluator, Any - |
Last Recording: [10/23/2016 11:03:19 B |
Recordings This Periad: |4 |
Submit evaluation feedback to agent?
| Newver - |
Unload [Hint] Remawve
Ok l [ Cancel
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8. Verification Steps

This section provides the tests that can be performed to verify proper configuration of IP Office,
ACCS and Virtual Observer.

Log in Virtual Observer web base client by using the URL “http://ip-address/Virtual
Observer/vo.voml|” in an Internet browser window, where “ip-address” is the IP address of the
Virtual Observer server. The Logon Dialog (not shown) is displayed. Log in using the
appropriate credentials (not shown). The Virtual Observer page lists existing records as shown
below. Make a call from simulated PSTN to ACCS DN, after the ACCS announcement and press
selection 1 to talk to an available agent; caller will be connected with monitored agent. Talk for
15 seconds and hang up. Verify on Virtual Observer client a new record is added.

@ hittpy//1410.97.235 Virtuz|Observer/vovomlhvwginstence=220 = ¢ || @ Virtusl Observer 2]
File Edt View Fevorites Tools Help
&
File = View = Help

B = & @ E o

Maintenance Virtual Observer - Event Log - (administrator)
T_T Enterprise Hierarchy ~ [] Event Log I:
D‘ Supervisors File - Edit - Query = View = Tools -
44 Evaluators - —

~———— =

=/ Evaluation Assignments I HEESEE @ 20 %P >g (3 E-REREN e = | =
il‘ Evaluation Assignment Rules Start Time Event Duration Extension Event Direction Agent Last Name  Agent First Ng
d,) Agent Types
2 New Agent Defaults | 10/23/2016 11:03:19 PM 0:11 26606 Outbound Agents Agent5
~ nts
&lage g 10/23/2016 10:57:55 PM 0:09 26606 Outbound Agent5 Agent5
o Event Types
57 Templates | B 10/03/2016 11:22:49 AM 1:19 26606 Inbound Agents Agent5
l_Glohal Recarding b

;O Administration | 10/03/2016 11:21:21 AM 0:03 26606 Outbound Agents Agents

“=) Maintenance i | 09/22/2016 02:11:23 PM 1:11 26606 Inbound Agents Agents

P e g 09/22/2016 11:50:21 AM 1:33 26606 Inbound Agents Agents

Analytics B 09/22/2016 11:47:32 AM 0:44 26606 Inbound Agents Agent5

ol

4 Tools £l 09/22/2016 11:11:44 AM 1:03 26606 Inbound Agent5 Agent5
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Double click on selected record. Listen to the record to make sure the previous phone call is
properly recorded. Verify data in CTI Events, Data Fields with proper values in the relevant
fields as shown below.

Virtual Observer - Media Player - Event-#: 1474674721

File = View = Markers

BEREEOR - M 2Ebe HX a z

CTI Events

Loc App  Type Length
gl o002 1 Ringing 0:02
[ 000 1 Active 0:07
B 007 1 Held 0:21
] 028 1 Active 0:11
B 039 4 Held 0:08
Data Fields

Field Value

Agent Last Name Agent5
Agent First Name Agent5
Supervisor Last Name Supervisor
Supervisor First Name Any

Agent Type CSR

Default Evaluator Last Name  Evaluator
Default Evaluator First Name  Any

Event Duration 93 .
Event Direction I Playing o0: 1
Call Trunk il B D] {} 1.0 (Normal) -
Call ANI 15139656101
Call DNIS 5149633000
CTI Call Number 37365524
CTI Server ID 0 “l '
CTI Queue 20160922_115021_FBHD_ v
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9. Conclusion

These Application Notes describe the configuration steps required for CSI Virtual Observer to
successfully interoperate with Avaya Contact Center Select 7 and Avaya IP Office Server
Edition 10. All feature and serviceability test cases were completed with observations noted in
Section 2.2.

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

[1] Administering Avaya Contact Center Select, Release 7.0 Issue 02.02 March 2016 available at
http://support.avaya.com.

[2] Avaya Contact Center Select Advanced Administration, Release 7.0 Issue 02.02 March 2016,
available at http://support.avaya.com.

[3] Deploying Avaya Contact Center Select Software Appliance, Release 7.0 Issue 02.02 March
2016 available at http://support.avaya.com.

[4] Avaya IP Office™ Platform Server Edition Reference Configuration, Release 10.0 Issue
04.AD August 2016, available at http://support.avaya.com.

[5] Administering Avaya IP Office™ Platform with Web Manager, Release 10.0 September
2016, available at http://support.avaya.com.

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

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