AVAYA

Avaya Solution & Interoperability Test Lab

Application Notes for DATEL Call SWEET! Live with
Avaya IP Office 6.1 — Issue 1.0

Abstract

These Application Notes describe the configuration steps required for DATEL Call SWEET!
Live 7.7 to interoperate with Avaya IP Office 6.1. DATEL Call SWEET! Live is a contact
center management solution. In the compliance testing, DATEL Call SWEET! Live used the
TFTP service and DevLink interface from Avaya IP Office to obtain configuration and real-
time data to produce measurements and reports on agents and hunt groups.

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 DATEL Call SWEET!
Live 7.7 to interoperate with Avaya IP Office 6.1. DATEL Call SWEET! Live is a contact
center management solution.

In the compliance testing, DATEL Call SWEET! Live used the TFTP service and DevLink
interface from Avaya IP Office to obtain configuration and real-time data to produce
measurements and reports on agents and hunt groups. The TFTP service was used to obtain
configured hunt groups and agent users on Avaya IP Office, and the DevLink interface was used
to obtain real-time call events for the hunt groups and agent users. The produced real-time
measurements and reports were accessed using the DATEL Call SWEET! Live Widgets portal.

1.1. Interoperability Compliance Testing
The interoperability compliance test included feature and serviceability testing.

The feature testing focused on verifying the following on DATEL Call SWEET! Live:

¢ Handling of TFTP responses for configured users, hunt groups, and hunt group membership
information.

¢ Handling of DevLink real-time events for various call scenarios including internal, external,
inbound, outbound, drop, hold/reconnect, blind/attended transfer, blind/attended conference,
voicemail transfer, hunt group queue, and hunt group overflow.

¢ Handling of DevLink real-time events for various agent states including logged in/out, busy
on personal/hunt group calls, and busy on wrap-up.

e Reporting of data in various Agent States, Queue Status, Speed of Answer, and Service
Level Handle reports.

The serviceability testing focused on verifying the ability of DATEL Call SWEET! Live to
recover from adverse conditions, such as disconnecting and reconnecting the Ethernet cable to
DATEL Call SWEET! Live.

1.2. Support
Technical support on DATEL Call SWEET! Live can be obtained through the following:

e Phone: (724) 940-0400
e Email: support@datel-group.com
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2. Reference Configuration

The configuration used for the compliance testing is shown below. The DATEL Call SWEET!
Live server contains Call SWEET! Live Widgets, which can run on the server and/or any
supervisor/agent PC. In the compliance testing, the DATEL Call SWEET! Live Widget from the
server was used to access the produced measurements and reports.

The Avaya IP Office Voicemail Pro was used for the voicemail call scenarios. The detailed
administration of general contact center devices such as hunt groups and agents are assumed to
be in place and are not covered in these Application Notes.

In the compliance testing, DATEL Call SWEET! Live monitored and reported on the hunt
groups and agent user extensions shown in the table below.

Device Type Extension
Hunt Groups 21000, 22000
Agent Users 21251, 21252, 21253
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3. Equipment and Software Validated

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

Equipment Software

Avaya IP Office 500 6.1 (5)
Avaya 16xx Series IP Telephones (H.323) 1.3
Avaya 96xx Series IP Telephone (H.323) 3.11
DATEL Call SWEET! Live on
Windows 2003 Server with Service Pack 2 7.7.1.189

e Avaya DevLink 1.0.0.5

e DATEL CallSWEET! Live Widgets 7.6.18.189
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4. Configure Avaya IP Office

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

e Verify IP Office license
e Administer agent users

4.1. Verify IP Office License

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

The Avaya IP Office Manager screen is displayed. From the configuration tree in the left pane,
select License > CTI Link Pro to display the CTI Link Pro screen in the right pane. Verify
that the License Status is “Valid”.

{# Avaya IP Office R6.1 Manager IP500-Dev [6.1(5)] "l=1t3
File  Edit W%iew Tools Help

2s-dIEEERIv o2 _
IP Offices B CTiLink Pro s -1 X|vi<]>]

= % License (73) ~ -Licensesml
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S Srd Party IF Endpoints License Key | vE2)a251AKS D220Ce90iMbMLIol1
W, Advanced Edition | i —
% Advanced Small Communit License Type | CTLLink Pro
B AUDDY Voicemsi
W Avaya [P endpaints
W Avava [P endpoints
W CCC Agent Rostering
W CCC Agents Expiry Date hewver
W CCC Chat
W CCC Designer {users)
W CCC EMail
W, CCC PC Wallboards =
W, CCC Server
W CCC Spectrum Wallboards
W COC Supervisors
W CCRCCCUPG
W CCR Designer
W CCRSUP
W Compact Business Centre
W Conferencing Center
LW CTI Link Pro
W Customer Service Agent

1 |} 1Ps00-Dew = License » CTILink Pro Z ‘

[
Instances 3255

|
|
License Skatus i_\';-a_lid |
|
|
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4.2. Administer Agent Users

From the configuration tree in the left pane, select the first agent user, in this case “21251.
Select the Telephony tab, followed by the Call Settings sub-tab. Make a note of the Wrap-up
Time (secs) value, which will be used later to configure DATEL.

i Avaya [P Office R6.1 Manager IP500-Dey [6.1(5])]

File  Edit Mew Tools Help
iR E-d|E :I | 52 |} pso0-Dev - Lser ~ 21251 Extn21251 7|
IP Offices Extn21251: 21251 e X | v | <> l
=] ﬁ ;ser (23) | | Buttan Programming | Menu Programming | Mobility | Phone Manager Options | Hunt Group Mermbership Announcements
g Mollser T -
§r 25001 agentt BRI | — R )
=,., 25002 agent2 User | Woicemall | DND || ShortCades | Source Mumbers | Telephany |Forwarding || Dial Int || Woice Recording
§ 2123t Extnz1zsl e i |
Call Settings i i i-li i
i e 95 | Supervisor Settings || Multi-ine Options || Call Log
§ 21234 Extnz1234 Outside Call Sequence | Default Ring bt ! [ call waiting On
§ 21235 Extnziz3s i
ﬂ 21236 Extn21236 Inside Call Sequence ;Default Ring w | Answer Call Waiting On Hold {(Analogue
§ 21237 Extnz1z37 i . | sy onidi
a 21238 Extnz 1233 Ringback Sequence | Default Ring w | usy Cn Hel
§ 21239 Extn21z38 Mo Answer Time (secs) 515 5| [ offhook Station
§ 21241 Extnziz4l
ﬂ 21243 Extn21243 Wrap-up Time (secs) |120 2 |
§ 21245 Extnz1z4s . -
§ 21250 Extn21250 Transfer Return Time (secs) ;_OFF p |
i-E 51 Call Cost Mark-Up 100 |
§r 21252 Extriz1zs
§ 21253 Extnz1253
§ 21254 Extnizizse

Select the Supervisor Settings sub-tab. If reporting of agent user login and logout is desired
from DATEL, then check Force Login and enter a desired Login Code. Repeat this section for
all agent users.

¥ vaya IP Office R6.1 Manager IP500-Dev [6.1(5)] =13
File Edit “ew Tools Help
i E-H|E :I | o o2 Fi|i psoo-pey = User ~ 21251 Extnz1251 &
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§ 21231 Extnz1231 T R . s
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a 21233 Extn21233 | Call Settings | P s} |Mult| line: Optians || Call Log
§ =21z3dExtnzizaa Login Cods [ | Force Login
§ 2123sExtnzizas
i 21236 ExtnZ1236 Login Idle Period {secs) | | ] Force Account Code
§ 21237 Extriz1237 ) r - W orce uborizabion Cod
i 21238 Exbnz 1238 Manitar Group | <Mone e orce Authorization Code
a 21239 Extn21239 Coverage Group | =MNone:= b |
§ 21241 Extnziz4l
ﬂ 21243 Extn21243 Skatus on Mo-Snswer |Logged On (Mo change) w | [] outgoing Call Bar
§ Z21z45Eatnz1z4s s ;
a 21550 Extn21250 Reset Longest Idle Time [ 1rhibit OFF-Switch Forward{ Transfer
i~ 5 @ allcals Can Inkrude
& 21252 Extn21252 [] Cannot be Intruded
&-r 21253 Extn21253 () External Incoming
§ 21754 Bxtnzizs4 [ can Trace Calls
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5. Configure DATEL Call SWEET! Live

This section provides the procedures for configuring DATEL Call SWEET! Live. The
procedures include the following areas:

e Launch Call SWEET! Live
e Administer hunt groups
¢ Administer agents

The configuration of DATEL Call SWEET! Live is typically performed by DATEL support
technicians or DATEL business partners. The procedural steps are presented in these
Application Notes for informational purposes.

Note that the IP address of the Avaya IP Office server, and the password for the Avaya IP Office
Monitor and Call Status application was entered as part of the Call SWEET! Live installation
procedure, used for subsequent TFTP and DevLink connectivity to Avaya IP Office.

5.1. Launch Call SWEET! Live

Access the Call SWEET! Live web based interface by using the URL “http://ip-address/
callsweet” in an Internet browser window, where “ip-address” is the IP address of Call SWEET!
Live. The Log In screen is displayed as shown below. Log in using the appropriate credentials.

A\ Call SWEET!

Enter your username / password to login.

User Name:| |
Password:| -\

[CJremember me next time.

Log In

A Install CallSWEET! Live Widgets

Call S\\-"[’J'.'h',m

@ 2009 DATEL Software Solutions - w7.7.1.18%9
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Expand CallSWEET! Live in the left pane, and select Home > CalSWEET! Live >
Configuration / Tools > CallISWEET! Live Config as shown below.

A Call SWEET!

ator Logout

Your Digital Dashboard. You decide, You create.

[= Horne
Adrnin Section 2 |Browse ¥
Feports
= Touk Call Dist. By Hour - Total Calls = DB Statistics .
oals

| Mo records to display.

Total Calls:

[ call Data Viewer
[] Database Statistics
[ Data Import
[ Backup Database
[ callSWEET Help
[ Known Numbers
[ My Information

= Home
[E] CallSWEET! Live
[ Configuration / Tools
[ alarm Setup
[ callSWEET! Live Config
= Reports

3
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5.2. Administer Hunt Groups

The Call SWEET! Live Configuration screen is displayed. Select the Hunt Groups tab, to
display a list of hunt groups automatically picked up from Avaya IP Office via the TFTP service.

Check the desired hunt groups to monitor, and click Start / Stop Monitoring Hunt Group to
start the monitoring and reporting, as shown below. In the compliance testing, hunt groups
“21000” and “22000” from Section 2 were monitored and reported.

A Call SWEET!

Call SWEET! Live Configuration

Agents Hunt Groups Hunt Group Coll App Config Licensing Role Security  WiaVs Reason Codes

Check the Hunt Groups that Call SWEET! Live will monitor below . This list will need to be automatically mirrored to your IP Office for accurate
reparting.,

Motesny Hunt Group that is check will be monitored by Call SWEET! Live. &ny HG not checked will not be monitored. Only additions will be synced,
deletions will need to be done manually.

-i- Add new record ¥, Refresh
ame
[ v
3 21000 DA TEL_Hurt_1 DA TEL_Hurt_1 juj
F O 21200 tain hain i
& 22000 DATEL _Hurt_2 DATEL_Hunt_2 i}

Start | Stop Maonitoring Hunt Group

@ 2003 DATEL Software Solutions - w7.7.1.18%9
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5.3. Administer Agents

From the Call SWEET! Live Configuration screen, select the Agents tab to display a list of
agents associated with the monitored hunt groups from Section 5.2.

Click the pencil icon for the first agent, as shown below.

A Call SWEET!

Call SWEET! Live Configuration

Agents Hunt Groups Hunt Group Coll App Config Licensing Role Security  WaVs Reason Codes
Enter all of the Agents to be monitored by Call SWEET! Live below This list will need to ba manually mirrored to your IP Office for accurate reporting.
MNote:Each agent will have 1 entry per Hunt Group.If an agent belongs to multiple groups, that agent will need to be added multiple times (1 per

group). &lso, the Agent ID field below must match the Name field of the Agent in the IP Office exactly It is recommended that no spaces be used in
the Agent ID, however if the IP Office Agent Mame has a space in it please replace it with an underscore () below.

(%) Add new record ¥ Refresh

Agenthlame

I

AgentExtension Image Type

HuntGraug

{: F >DATEL Agert 1 21251 21000
7z DATEL &gent 2 21252 21000 i

DATEL &gent 3
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The Call SWEET! Live Configuration screen is updated with the Modify Agent Information
section.

For Wrap-Up Time, enter the corresponding agent wrap-up time from Section 4.2. Note that
this configuration is only necessary when the agent wrap-up time on Avaya IP Office is being

used and set to a value other than the default “2” seconds.

Repeat this section for all agents.

A Call SWEET!

Call SWEET! Live Configuration

Agents Hunt Groups Hunt Group Coll App Config Licensing Role Security  WaVs Reason Codes

Enter all of the Agents to be monitored by Call SWEET! Live below . This list will need to be manually mirrored to your IP Office for accurate reporting.

Mote:Each agent will have 1 entry per Hunt Group.If an agent belongs to multiple groups, that agent will need to be added multiple times {1 per
group). Also, the Agent ID field below must match the Name field of the Agent in the IP Office exactly.It is recommended that no spaces be used in
the Agent ID, however if the IP Office Agent Mame has a space in it please replace it with an underscore () below,

-i- Add new record ¥, Refresh
Agentiame AgentExtension HuntGroup Image Type
[ v I [ I¢ [ v
P DATEL &gent 1 21251 21000 male i
adity Agent Infarmation:
Agert I |
Hurt Groug: 21000
Agert Mame: [DATEL Agent 1 |
Agent Extension: [21251 |
Sex | Male v|
Site: Cocle: | R |
Wrap-LUp Time: 120
0 Save a(}ancel
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6. General Test Approach and Test Results

The feature test cases were performed both automatically and manually. Upon start of the
DATEL Call SWEET! Live application, the application automatically sends TFTP requests to
obtain configured agent users, hunt groups, and hunt group memberships from Avaya IP Office.

For the manual part of the testing, calls were made from the PSTN and from local users to the
hunt groups and agents. Necessary user actions such as hold/reconnect were performed from the
agent user telephones to generate events for the different call scenarios.

The serviceability test cases were performed manually by disconnecting and reconnecting the
Ethernet cable to DATEL Call SWEET! Live.

All test cases were executed. The one observation from the compliance testing is that the Auto-
Sync feature needs to be disabled on Call SWEET! Live, in order to allow for configuration of
agent wrap-up time.

7. Verification Steps

This section provides the tests that can be performed to verify proper configuration of Avaya IP
Office and DATEL Call SWEET! Live. From the DATEL Call SWEET! Live server, select
Start > Programs > DATEL Software Solutions > CallSWEET! Live Widgets, and log in
with the appropriate credentials.

The CallSWEET!Live — Widgets screen is displayed. Establish an incoming hunt group call
from the PSTN with an available agent. On the CallSWEET! Live — Widgets screen, click on
Agent Status > Full from the top menu, to create the Agent Status (Full) tab and sub-tabs.
Click on the sub-tab corresponding to the proper hunt group, and verify that the grid associated
with the answering agent shows the proper status, as shown below.

A CAISWEETI Live - Widaets v7.518189 - m X
File  ‘widgets  Corfig. © | G, : ;; .&gentStatus:'_} E_ Queue Statusr_v-ﬁ:'i Speed of.&nswer'v-; - A ; hh-;@ [£3)
Live Wiswer Agent Status {Full} f' x |
| 21000 - DATEL_Hunt_1 22000 - DATEL _Hunt_2 E'._' I
|~ DATEL Agent 1 DATEL Agent 2
~ | 6~ €9
3 0 n 006
04:14:21 o0:00:55
{908) 5§48 - 6006
Today's Stats Today's Stats
Group Calls: 6 Group Calls: 14
Opp Missed: 0 Opp Missed: 0
Handle: 00:00:00 Handle: 00:00:18
Idle: 00:00:00 Idle: 01:06:39
Ets 00:00:00 B 00:05:06
Unavailable: 00:00:00 Unavailable: 00:00:17
DM O0:00:00 DMD: 00:16:57
(&) Flemson Codes Reauied | [d-
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8. Conclusion

These Application Notes describe the configuration steps required for DATEL Call SWEET!
Live 7.7 to successfully interoperate with Avaya IP Office 6.1. All feature and serviceability
test cases were completed with the observation noted in Section 6.

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

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

2. Call SWEET! Live User’s Guide, available upon request to DATEL Support.
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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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