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Synchronizing Call Center Moves, Adds and Changes between
two Avaya Communication Manager ACDs using Consistacom
Multi-System Synchronizer - Issue 1.0

Abstract

These Application Notes describe the configuration steps required for Consistacom Multi-
System Synchronizer and Configuration Archive to successfully interoperate with Avaya
Communication Manager using Avaya Directory Enabled Management. Successful tests
demonstrated that the Multi-System Synchronizer was able to synchronize call center related
Moves, Adds, and Changes between the Avaya Communication Manager call center
Automatic Call Distribution resources. Configuration Archive was able to archive and retrieve
the Moves, Adds, and Changes from Avaya Communication Manager.
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1. Introduction

These Application Notes describe the configuration steps required for Consistacom Multi-System
Synchronizer and Configuration Archive to successfully interoperate with Avaya Communication
Manager using Avaya Directory Enabled Management.

The Multi-System Synchronizer automatically provides a copy of all critical Avaya Communication
Manager call center resources on one or more fail over Avaya Communication Manager System, by
synchronizing the call center management data from one Avaya Communication Manager to all
other Avaya Communication Manager Systems. The Multi-System Synchronizer provides a single
point of programming for globally defined and utilized resources, such as vectors for call routing and
their associated Vector Directory Numbers (VDNSs) configured for Avaya Communication Manager.
The Configuration Archive captures a complete configuration history of Avaya Communication
Manager call center resources, across the entire enterprise of multiple Avaya Communication
Manager Systems. Whenever something changes, the new configuration settings are recorded in the
archive.

The scope of Avaya Communication Manager call center ACD for Multi-System Synchronizer and
Configuration Archive applications is limited to the Expert Agent Selection (EAS) environment;
with hunt groups enabled as Skills.

The Multi-System Synchronizer and Configuration Archive communicate with Avaya Directory
Enabled Management/Lightweight Directory Access Protocol (LDAP) data store to retrieve call
center ACD information and provide synchronization and archiving of the call center ACD Moves,
Adds, and Changes (MACs) within the Avaya Communication Manager.

1.1. Sample Configuration

The tested configuration is shown in Figure 1, which simulated two Avaya Communication
Manager call center ACD sites. Consistacom Multi-System Synchronizer uses a “publish and
subscribe” metaphor. A publisher ACD is an Avaya Communication Manager call center ACD that
publishes and offers resources for replication on all other Avaya Communication Manager call
center ACDs. A subscriber ACD is an ACD requesting replication of resources from a publisher
ACD to itself. In this configuration site A is a Publisher ACD and site B is a Subscriber ACD. Each
ACD site consists of an Avaya S8700 Media Server and Avaya G600 Media Gateway as well as
Avaya IP and digital telephones.

Consistacom Multi-System Synchronizer and Configuration Archive are hosted on a Windows 2000
Server, located at the publisher site. Consistacom applications operate in conjunction with Avaya
DEM and Novell Directory Server (NDS) for LDAP data store. Both these applications are co-
resident on the same Windows 2000 server as Multi-System Synchronizer and Configuration
Archive. This Windows 2000 Server running all these applications will be referred as Consistacom
Synchronization Controller, for the sake of simplicity. In order to provide Avaya DEM connectivity
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to both the Avaya Communication Manager ACDs, this server is connected to Avaya
Communication Managers at publisher and subscriber ACD sites via IP links. An Avaya P333T-

PWR stackable switch is used to support connectivity between the S8700 Media Server, G600
Media Gateway, and IP telephones.

Note that these configurations are also applicable with other Avaya Media Servers and Media

Gateways.
Avaya G600 Media Gateway
IPSI IPAddr: 192.45.120.58
C-LAN IPAddr: 192.45.120.75
MEDPRO IP Addr: 192.45.120.76 g
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IPAddr: 192.45.120.54 Avaya 8410D Digital
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Figure 1: Network Configuration
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2. Equipment and Software Validated

The following equipment and software/firmware were used for the sample configurations provided:

Equipment Software/Firmware

Avaya S8700 Media Server running Avaya 2.1 (R012x.01.0.411.7) with
Communication Manager software patch #7359
Avaya G600 Media Gateway

e TN799DP C-LAN HWO01 FWO011

e TN2312AP IPSI HW03 FW009

o TN2302AP MedPro HWO03 FW075
Avaya 4620 IP telephones 2.120
Avaya 8410 Digital telephones
Avaya Directory Enabled Management 2.0.10.05
Avaya P333T-PWR Power Over Ethernet 4.0.17
Stackable Switch
Consistacom Multi-System Synchronizer R2.0
Consistacom Configuration Archive R1.2
Novell Directory Server 8.7.3.2
Windows 2000 Server SP4

3. Configure Consistacom Multi-System Synchronizer and
Configuration Archive

Consistacom Multi-System Synchronizer and Configuration Archive support the synchronization
and archiving of the following Avaya Communication Manager call center ACD resources:
ACD Agent Login ID

Announcements

Skill (Hunt Group marked as a skill)

Vector Directory Number (VDN)

Vector

Class of Service (COS)

This section describes the procedure to enable the synchronization of these resources between the
two Avaya Communication Manager call center ACDs.

3.1. Multi-System Synchronizer

The Multi-System Synchronizer provides both the real time and scheduled synchronization of the
ACD resources via two separate applications. The real time synchronization application MSSRts is
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the “first line” of synchronization within the Multi-System Synchronizer. Day to day changes are
made on the publishing ACD and replicated to the subscribing ACD in near real time. The scheduled
synchronization application MSSAudit compares the ACD resource administration on subscribing
ACD with the publishing ACD at a scheduled time, and the discrepancies are corrected and logged.

Multi-System Synchronizer uses a “publish and subscribe” metaphor coupled with the notions of
“Control Points” for selecting and controlling what ACD resources should be synchronized. A
Control Point is an ACD resource instance (e.g. an ACD login ID 23001) offered for replication by a
publisher ACD. A publisher ACD is an Avaya Communication Manager offering Control Point
resources for a subscriber system. A subscriber ACD is an Avaya Communication Manager
requesting replication of a Control Point from a publisher ACD to itself.

The ACD resources that will be synchronized between the two ACD systems are configured in the
following tables:

e Control point table, which publishes all the resources available for synchronization.
e Subscription table, defining how the published resources will be mapped from a publisher
ACD onto a subscriber ACD.

The table contents are configured the same for the MSSRts and MSSAudit applications, but the
procedures to configure them are different. The tables for MSSRts are configured in a flat file,
whereas the tables for MSSAudit are configured using the Electronic Directory Editor (EdEdit)
software tool.

This section describes configuring tables for both the Multi-System Synchronizer applications.
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3.1.1. MSSRts Configuration
Step Description
1. | Control Points Table
Locate TCIlluTbls.py configuration file in the directory where the MSSRts application is
installed, on the Synchronization Controller. Open and edit this file using a text editor. The
default ACD resources available for synchronization are predefined in CpluTbl table.
e Configure the publisher ACD system’s name by modifying the first entry in each row.
e Configure the range of 1Ds for the resources available for synchronization by modifying
the third and fourth entry in each row.
For complete table format, refer to the Consistacom Installation and User Guide for Multi-
System Synchronization Version 2.0
In the following example, the publisher ACD system name is titan, and the range I1Ds available
for synchronization to the subscriber ACD systems are as follows:
e ACD Agent Login Ids in the range of extensions 23000-23099,
e Vector Directory Numbers (VDNS) in the range of 26000-26099,
e Hunt group extensions in the range of 27000-27099,
e Announcement extensions in the range of 28000-28099,
e Vectors in the range of 100-199, and
e Class of Service (COS) in the range of 1-15.
CPluTbl =
['titan’, 'definityacdagent’, '23000', '23099',",", 'test agent range'],
['titan’, 'definityvectordirectorynumber’, '26000', '26099',",", 'test vdn range'],
['titan’, 'definityhuntgroup’, '27000', '27099',",", 'test skill range'],
[‘titan’, 'definityannouncement’, '28000', '28099',",", 'test announcement range'],
['titan’, 'definityvectorcall’, '100', '199',",", ‘test vector range']
['titan', 'definitycosgroup’, '1', '15',")", 'test COS range'],
]
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Step Description
2. | Subscriptions Table
Continue, editing the same TCIlluTbls.py configuration file as in Step 1. The ACD resources
available for subscription are predefined in SubsLUTDbI table.
e Configure the publisher ACD system’s name by modifying the first entry in each row.
e Configure the range of IDs for the resources that the subscriber ACD will replicate
from the publisher ACD, by modifying the third and fourth entry in each row.
e Configure the subscriber ACD system’s name by modifying the fifth entry in each row.
The following example shows that the publisher ACD name is titan, and the subscriber ACD
name is dclabl. In this example, the subscriber ACD dclabl subscribes to a complete range of
resources available from the publisher ACD, as defined in Step 1.
SubsLUTDI = [
['titan', 'definityacdagent’, '23000', ‘23099, ‘'dclabl',",",", 'test agent range'],
['titan’, 'definityvectordirectorynumber’, '26000', '26099', 'dclabl',",",", 'test vdn range'],
['titan', 'definityhuntgroup’, '27000', '27099', 'dclabl',",",", 'test skill range'],
['titan’, ‘'definityannouncement’, '28000', '28099', 'dclabl',",",", ‘test announcement range],
['titan' 'definityvectorcall’, '100', '199', ‘dclabl',",",", ‘test vector range'],
['titan', 'definitycosgroup’, '1', '15', 'dclabl',",",", 'test COS range'],
]
3.1.2. MSSAudit Configuration
Step Description
1. | Open EdEdit software tool on the Consistacom Synchronization Controller. The Electronic
Directory Login screen appears. Enter Login ID and Password. Click Login. When the login is
successful, the Login button changes to Logout.
I__TEI Swnc Configuration Editor
File Hel
Electronic Directory Login
TR Ml |1 =adminl ab 5, o=ndz admin F'stwnrdl
Server Irufus F'DrLISEE
e ﬂinduwl Laogin |
| |Svstem requeskt skatus 2 feedback | -
Click New Window button.
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Step Description
2. | The Select Entry to Open screen appears, as follows:
Select Entry to Open
200411241557 teiCFaTableGen
RufusMssExc100 200411232244 toiCfgTableGen
RufusMsssub100 200411240133 toiCFgTableGen
E rikry M ame
Iselect an enbry [~ Read Only
Entry Type:
= Optiors * Tables S Befresh o 0K
Baze DM
au=T ciCanfigo=T eleManage Distzull x Leiael
&l names retrieved
Select and click the row containing RufusMssCp100.
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Step Description
3. | Control Points Table
The Rufus Mss Control Points screen appears. Modify the fields to the same values as
described in Section 3.1.1, Step 1, with the following exception:
Modify the range of hunt group resources to the hunt group numbers (100, 199) associated with
the hunt group extensions configured in Section 3.1.1, Step 1.
ve! EdEdit: I:ciTahIE-=RufusMssEp1l]l],nu=TciEnnfig,u=TEIEManagE
Table
IHuMsMssEnmmlenm
1l |titan, definityvacdagent, 23000, Z23099,,, test agent range
Z[titan, definityanhouncement, 28000, 28099,,, Le3t anhouncemeht ranoge
3 [titan, definitycos, 1, 15,,, test COS range
4 [titan, definitvhuntgroup, 100, 1929,,, test skill range
3 [titan, definitywectorcall, 100, 199,,, LesSt Wector range
8 |[titan, definityvectordirectorynunbher, 26000, 26099,,, test wdh range
Subtype: toiCigT ableGen, Creator: RufuzkdzsCp100
ch=Adminlab5,o=ndzadmin, Modifier: -
ch=fdminlab5 o=ndzadmin, updated: Head Dnly
2004112415371 42 Hew e
Open Save Az Cloze
| |.C'.II entry names retrieved v
Click Close.
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Step Description

4. | Subscriptions Table

From the Select Entry to Open screen, select and click the row containing
RufusMssSub100.The Rufus Mss Subscriptions screen appears. Modify the fields to the same
values as described in Section 3.1.1, Step 1, with the following exception:

Modify the range of hunt group resources to the hunt group numbers (100, 199) associated with
the hunt group extensions configured in Section 3.1.1, Step 1.

¢ EdEdit: tciTable =RufusMssSub100,0u=TciConfig,0=TeleManage

Table

Rufus Mzz Subscriptions

1l |titan, definitvacdagent, 23000, 23099, deolabl,,,, test agent range

titan, definityahnouncement, 23000, 28099, dolabl,,,, test anhouncemwent rahge
titan, definitycos, 1, 15, dclabil,, ., test CO3 range

titan, definityvhuntgroup, 100, 199, dclabl,,,, test skill range

titan, definitywvectorcall, 100, 199, delabl,, ., test wector range

titan, definityvectordirectorynuwrber, 26000, 26099, deolabl, .., test wdn range

Lo T o Y R I o)

Subtype: tciCigT ableGen, Creatar: Rufuzbd z25ub100
ch=fdminlab5h o=ndzadmin, Modifier:

cn=fdminlabb,0=ndzadmin, updated: [~ Read Only
2004112401 33247 New | SEEE |
Open | Save bz | Cloze
All entry names retrieved | v

3.2. Configuration Archive

There are no special steps or procedures required for Configuration Archive, beyond the installation
of this application. For the procedure to view and verify Configuration Archive reports, see Section
7.1.2
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4. Configure Avaya Directory Enabled Management

The installation and configuration procedures used to configure Avaya Directory Enabled
management for testing Consistacom Multi-System Synchronizer and Configuration Archive
applications were taken verbatim from the following document:

Avaya Directory Enabled Management Release 2.0, Installation and Implementation

o Follow step-by-step installation outlined in the referenced document to install Release 2.0.

e Install Avaya Directory Enabled Management Release 2.0 Software Update Release
2.00.00.10.03.

e Install Avaya Directory Enabled Management Release 2.0 Software Update Release
2.00.00.10.05. This software update is not cumulative; therefore the software update
2.00.00.10.03 must be installed before the software update 2.00.00.10.05.

e To configure Consistacom relevant changes, follow the instructions outlined in “Consistacom
Installation and User Guide for Multi-System Synchronization Version 2.0”. This document
outlines the modifications to the configuration required for the DEM components, such as maps
and Adaptor Data Store Manager, as part of the Consistacom Multi-System Synchronizer
installation instructions.
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5. Configure Avaya Configuration Manager

This section outlines the configuration of call center ACD and DEM login related system
management in Avaya Communication Manager relevant to the Consistacom Multi-System
Synchronizer and Configuration Archive applications, using the System Access Terminal (SAT).
The configuration procedures were taken from the following document:

Administrator’s Guide for Avaya Communication Manager, Issue 8, June 2004, Document Number
555-233-506.

Follow the instructions in the referenced document for Avaya Communication Manager system
management. There are no special steps or procedures required beyond this document. For additional
reference to ACD and EAS software guidance, refer the following documents
e Avaya Communication Manager Call Center Software Automatic Call Distribution (ACD)
Guide, Issue 1.0, June 2004, Document Number 07-300185
e Avaya Communication Manager Call Center Software Call Vectoring and Expert Agent
Selection (EAS) Guide, Issue 1.0, June 2004, Document Number 07-300186

The following list outlines the configuration procedures in Avaya Communication Manager. Make
sure the ACD features and the range of the ACD resources in both the Avaya Communication
Manager systems are consistent.

e Enable Expert Agent Selection (EAS) feature on the system-parameter customer-options
form, Page 6.

e Enable Skills for the hunt group on hunt-group form page 2.

e Add, change or remove ACD resources such as hunt groups/skills, agent ids, announcements,
vectors, vector directory numbers, and stations on Avaya Communication Manager. For
example, the resources in the following range were administered for the compliance testing:

0 Agent Login Ids in the range of extensions 23000-23099,

Vector Directory Numbers (VDNS) in the range of 26000-26099,

Hunt Group Extensions in the range of 27000-27099,

Hunt Group Numbers in the range of 100-199,

Announcement Extensions in the range of 28000-28099,

Vectors in the range of 100-199,

Class of Service (COS) in the range of 1-15, and

Stations with the extensions in the range of 25000-25099.

e Add login to be used for Avaya Directory Enabled Management to access Avaya
Communication Manager. On the login form, set the Login Type to customer, and set the
Service Level to super-user, and keep the default values for the other fields on the login form.

O O0OO0OO0OO0O0O0
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6. Interoperability Compliance Testing

The interoperability compliance testing focused on evaluating the capability of Consistacom Multi-
System Synchronizer to replicate ACD related Moves, Adds, and Changes (MACSs) from a publisher
Avaya Communication Manager ACD to a subscriber Avaya Communication Manager ACD. In
addition, the capability of Consistacom Configuration Archive to archive and retrieve the ACD
related MACs within the Avaya Communication Manager was evaluated.

6.1. General Test Approach

The general approach was to make ACD configuration changes on the publisher Avaya
Communications Manager, and verify that these configuration changes are replicated on the
subscriber Avaya Communication Manager. The main objectives were:

Using SAT, administer a change in the publisher Avaya Communication Manager, and verify
that the resource is changed in the subscriber Avaya Communication Manager.

Change the resource on the subscriber Avaya Communication Manager, and verify that the
resource is not changed in the publisher Avaya Communication Manager.

Move, Add, and Change of ACD resources on publisher ACD are replicated on the
subscriber ACD.

The MAC changes in subscriber ACD are not replicated on the publisher ACD.

The following ACD resource were able to synchronize: Agent Login Ids, VDNs, Hunt
Groups (Skills), Announcements, Vectors, and Class of Service

Both the MSSRts and MSSAudit are able to synchronize the ACD resources across the two
Avaya Communication Manager ACDs.

MSSAudit report shows the list of all the synchronization cycles in a specific interval of time
and can provide details of a specific synchronization cycle.

Configuration Archive reports provide summary of all the ACD related configuration
changes and can provide the details of a specific configuration change. For example, the
details of *“add hunt-group 151 can be retrieved and viewed.

6.2. Test Results

MAC changes to ACD resources supported by Consistacom were successfully synchronized from
publisher to the subscriber Avaya Communication Manager ACD, using MSSRts as well as
MSSAudit. The MSSAudit and Configuration Archive reports were able to provide the audit trail
and the history of the configuration changes.

The following exceptions were observed:

Multi-System Synchronizer exceptions:
0 The MSSRts was not able to synchronize changes to Class of Service (COS). The
alternative is to use MSSAudit to synchronize COS.
o0 The removal of a Skill enabled hunt group or an announcement was not synchronized.

Configuration Archive exceptions using EEMon:
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0 The Name and ID were not displayed for the COS and VDN resource.
0 The Name and ID were not reported in an archive when a resource was removed.
0 The details of COS were not displayed.

7. Verification Steps
The following steps may be used to verify the configuration and connectivity:

e For each resource type enabled for synchronization (See Section 3),

0 On the publisher Avaya Communication Manager, using SAT, add a new resource in the
published range and verify that the resource is added to the subscriber Avaya
Communication Manager.

0 Using SAT, administer a change in the publisher Avaya Communication Manager, and
verify that the resource is changed in the subscriber Avaya Communication Manager.

0 Change the resource on the subscriber Avaya Communication Manager, and verify that
the resource is not changed in the publisher Avaya Communication Manager.

e For each resource type,

0 Make some additional changes to the resources in the publisher Avaya Communication
Manager.

o0 Manually invoke a run of MSSAudit.

o Verify that each resource, on the subscriber system has been changed to match the
publisher Avaya Communication Manager.

e For each resource type,
0 Remove the resource on the publisher system.
o Verify that it has been removed on the subscriber system.

When all the above verification is complete, a history of the steps can be viewed in the Sync
Reporting Database (using ODBCView) and Configuration Archive (using the EEMon). The
following examples illustrate the procedure to view these reports.

7.1.1. Synchronization Reports

This section describes the procedure to view synchronization reports showing the synchronization
requests made and their results. The audit trail is stored in the Synchronization Reporting Database,
or SRD, in the Synchronization Controller. Multi-System Synchronizer applications support ODBC
access to the database. Use a third party ad-hoc query utility, such as SLIK ODBCView, to query
the SRD.
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Step

Description

1. | Open ODBCView query utility. Display the ODBCView — TciSyncRep screen (DataSource >

SCreen appears:

File Data Source > TciSyncRep). The screen is not shown here. Click Open. The following

Open
Loak, jr: I £3) Queries j - ﬁ v
a1 AgentCor,sql CountTrunkiaroup,sql Skillumber
a [:genttur'-.-‘alueOFS.sql CountWon.sql Skationiac
@ Chunkagents, sgl CounkYectar,sql Whispers,si
@ CounkAnnounce, sql CycleDetaildd, sql
a CountHunkGroup, sgl RecentCyclessummary0z, sql
@ CounkSkation, sql SetType.sql
Jl | i
File: narne: || Open I
Files of type: I Sql Scripts [*.5ql) j Carcel |
[T Open az read-only
&
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Step Description

2. | Synchronization Cycles

From the screen shown in Step 1, open and execute RecentCyclesSummary02.sql query to
view the detailed list of Multi-System Synchronizer synchronization cycles. The following
example report shows a list of synchronization cycles initiated by MssAudit application. For
example,

e The synchronization CYCLE number 10025 shows that there were no errors
during synchronization, implying that all the ACD resources were synchronized
successfully.

e The synchronization cycle 10027 shows that there were 4 errors, implying that 4
resources were not able to get synchronized. Go to Step 3 to see the details of a
specific synchronization cycle and to find out why the resources were not
synchronized.

ﬁ'DDBE\fiew -- TcisyncRep [RecentCyclesSummaryD2.sql]

DataSource... | 2 Quick ook, at status of recent, scheduled SYNC applications. - Execute |
Thiz version includes pre-assigned cycles =/
zelect startgmt as STARTED_GMT, cycle, appoode, fail_overall az ERRORS, |
Max Fows I'| na suc_add az ADDS, suc_change as CHAMGES, Dpen
zuc_delete az DELETES, cast[duration as integer] as DURATION Gz, |
from cycles —
Export | where [[cycle »= 10000 and (startgmt_date > [casttoday’ az date) - Clear |
14 /% thiz iz the number of days to look back from today =/ =

i El = |

1’ I Wisit www slik. co.nz for other databaze wtilities including DEE =plorer [compare and synchronize databaszes]

and Standard Leqgacy [nterface it a middleware £ automation application.

i | STARTED GMT | CvCLE | aPPCODE | ERRORS | -
il 2004-11-24 15:10:42.000 10027 Masbudit 4
02 2004-11-24 15:09:23.000 10026 MasAudit 14
03 2004-11-24 01:34:04.000 10025 Masbudit 0
04 2004-11-23 22:56: 25.000 10024 Mashudit 4
05 2004-11-23 22:51:14.000 10023 Masbudit 4
06 2004-11-23 22:23:07.000 10022 Mastudit 4
a7 2004-11-23 22:02:54.000 10021 Masbudit 4
08 2004-11-23 21:57-48.000 10020 Masbudit 16
09 2004-11-23 21:14:35.000 10M3  Mashudit 0
10 2004-11-23 17:42:07.000 10018 Masbudit 0 T
11 2004-11-23 00:24: 37.000 107 Mashudit 0
12 2004-11-22 22:57:32.000 10016 Masbudit 2
13 2004-11-22 22:20:12.000 1005 Mastudit 2
14 2004-11-22 15:00:00.000 10014 Masbudit 0
15 2004-11-21 15:00:00.000 1003 Mastudit 2
18 2004-11-20 15:00:00.000 1002 Masbudit 2 .
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Step Description
3. | Actions in a Synchronization Cycle
From the screen in shown in Step 1, open and execute CycleDetail04.sql query to view the
details of actions taken in a particular synchronization cycle. The following example shows the
details of the synchronization cycle 10027. For example,

e The row #6 shows that the RES_TYPE Hunt Group with RESID of 160 (hunt group
RESource 1D 160) was added (Action A implies Add) to the SUBSCRIBER ACD
system dclabl during the synchronization, and the addition was success (the value of
RESULT 0 implies successful action).

e The row #5 shows that the RES_TYPE Hunt Group with RESID of 154 (hunt group
RESource 1D 154) was changed (Action C implies Change) in the SUBSCRIBER ACD
system dclabl as a result of the synchronization, and the change was success (the value
of RESULT 0 implies successful action). The changes are listed in the CHANGED
column.

e The rows # 1-3 show that the changes (Action C implies Change) to COS 13, 14, and
15 in the subscriber system failed (RESULT is non-zero 82), and the FEEDBACK
column describes the reason for the failed changes.

% DDBCView —- TcisyncRep [CycleDetail04.sql]

DataSource._.l # Expaded synchionization detail, in order by processing sequence, for a single cycle =/ ﬁ Execute
select ditinct a.¢eq, r.eomman_name ag RES_TVPE, acomays ag SUBSCRIBER, action_code ag ACT, aresid, a simulated as zim, a.resul_code as result,

Mt s IW a.u;:?;?;}ccl';;r:]gse; ?:SEIII-JIQEIGED, aresult_addl as FEEDBACK, a.whengmt Oper..
where cycle = 10027 and [r.code = arestupe] Save..
order by a.zeq =

Expart | Clear
d [
}j | B e o
# | seo[rmes_tvee [ suescrieer [ RESID [ 5. RE. | CHANGED | FEEDRACK.
]| 1 COs dilabl c 13 F.. 82 deftpdutomaticExclusions, deftyConsolePerms, defiyD ataPri.. | The ransaction failed &t the target device, [Extended Cyg/,
02 2 C0s dilabl C 1 F.. 82 deftpdurcCalle ack, deftybutornaticE xchusions, deftyConsale... | The ransaction failed &t the target device, [Extended Cyg/,
03 3 COs dilabl C 15 F.. 82 deftpdutoCallB ack, deftydutomatick sclugions,deftyDataPriv... | The transaction failed at the target device. [Extended Cvg/.
04 4 HuntGroup  delabl C 182 F.. 0 deftyCor,deftyDiynamicqueueposition,deftyM ame, deftySecu...
05 5 HuntGroup  dclabl C 154 F.. 0 defyyDynamicqueueposition,deftyE xpectedealhandingtime, .
06 B HuntGroup  dclabl A 180 F.. 0
07 7 HuntGroup  delabl C 161 F.. 0 deftyDynamicqueueposition,deftyM ame, deftyl ueusacd,def...
0 8 HuntGroup  delabl A 162 F.. 0
09 9 VDN delabl C  260Mm F.. 0 deftyVDMRetumDest
10 o vDN dilabl C 28002 F.. 82 defty/DMRetumDest The tranzaction failed because the specified object could n.
1 1 WON delabl C 26002 F.. 0 defyVDNREtumD est
12 12 WDM dilabl C 28004 F.. 0 deftyDMRetumDest
13 13 DM dilabl A 26050 F.. 0
14 14 Vector delabl C 106 F.. 0 deftyectorSteps
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7.1.2. Configuration Archive

The Configuration Archive captures a complete configuration history of most Avaya
Communication Manager ACD resources, across the entire enterprise of multiple Avaya
Communication Manager ACDs. Whenever something changes, the new configuration settings are
recorded in the archive. Like Multi-System Synchronizer, the Configuration Archive application
supports the Avaya Communication Manager ACD resources listed in Section 3.1. One of the
components of Configuration Archive application is the Enterprise Event Monitor (EEMon) event
display tool. Use EEMon to retrieve the historical events from the Configuration Archive database,
following the steps described in this section.

Step

Description

1.

Open EEMon event display tool. To establish an initial connection with the archive database,
display the “Archive Login” tab under “Enterprise Event Monitor Configuration Control” screen
(File > Configure > Archive Login). Enter Login ID and Password and click on Login button to
connect to the database. When the connection is established, the Login button changes to Logout,
and the Archive Login Status shows the Connected message. Click on Close to close the window.

-ﬁ Enterprise Eyent Monitor Configuration Control

| Ewent Colaring I Capacity I Subscriptions/Filters I

% & login 1D, password, and path to the databaze file must be supplied before an
attempt to connect can be made. & blank server name will default to the local
machine. Al communications are wia TCP_IP.

Login 1D IEE'E'“ESt Pazzword I

Path In:: Adbdechizt.ib Irufus

Server

[| Login |

Archive Login Status: Mot Connected

LCloze
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Step Description
2. | Display “Configuration Archive Date Selection” screen (File > Load From > Archive). Request
retrieval of events within a certain time interval by setting the range of dates and times, as in the
following example:
Configuration Archive Date Selection |
Fleaze Select the Date and time range in which you wizh to
view Configuration events. All Events are in GMT time.
From Date: [1147/2004 =] | 6:42:07 PM -
To Date: [11/2002004 =] | G:42:07 PM -
¥ Only Administered Fields
i Cancel |
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Step Description
3. | Click OK on the screen shown in Step 2. The Enterprise Event Monitor main screen appears with

two windowpanes. The bottom pane shows the summary of all the events. Click on Time to sort
them by time. Select an event and click on the event to show its details in the top window. The
following example shows the summary of events such as MODIFY hunt group ID 2, with the Name
as CBM IVR Skill (highlighted) in the ACD system dclabl. Clicking on this event shows the
details in the top window, showing the Attribute and it’s VALUE for all the fields in the hunt group
ID 2.

ﬁ Enterprise Event Monitor

File Edit Display ©Options Help

11/2413:27:16, delabl. CEM VR Skill, 2. definityHuntgroup

ﬂttrlhut& .................................................................. ! Ealua ..................................................................................... [
deftvexpectedcallhandlingtime 130

deftvextension 79200

deftyforcedentry n

deftygroupnunmber z

deftvhuntbype ucd-mia %

deftyid drlabl

TFime: . . ! Tk ! BB i e i e e
11)24 19:24:27 titan Vekc 199 199 DEMSYMC

11)24 19:24:43 titan MODIFY

11)24 19:24:43 dclabl Vekc 199 199 DEMSYMNC

11)24 19:25:01 dclabil [MODIFY

11j24 19:26:05 dclabl  operz 20003 ADD

1124 19:27:16 drlab1 CBM IR Skill 2 MODIFY

11)24 19:29:25 dclabl | Call back manager 29101 ADD

1124 19:31:58 drlab1 MODIFY

11)24 19:38:27 titan test 7 MODIFY

11)24 19:59:03 dclabl MODIFY

11724 20:1%:30 dclabl HappyHolidays 23003  DEMSYMC
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8. Support

For technical support on the Consistacom product line, email supportmss@telecominstitute.com or
contact Consistacom at telephone number 1-866-248-3497.

9. Conclusion

These Application Notes describe the configuration steps required for Consistacom Multi-System
Synchronizer and Configuration Archive applications to successfully interoperate with Avaya
Communication Manager using Avaya Directory Enabled Management. Successful tests
demonstrated that the Multi-System Synchronizer was able to synchronize call center ACD related
Moves, Adds, and Changes (MACs) from a publisher Avaya Communication Manager to a
subscriber Avaya Communication Manager. Configuration Archive was also able to archive and
retrieve the MACs between Avaya Communication Manager ACDs.

10. Additional References
The following documents are relevant to these Application Notes.

1) Administrator’s Guide for Avaya Communication Manager, Issue 8, June 2004, Document
Number 555-233-506.

2) Avaya Communication Manager Call Center Software Automatic Call Distribution (ACD)
Guide, Issue 1.0, June 2004, Document Number 07-300185

3) Avaya Communication Manager Call Center Software Call Vectoring and Expert Agent
Selection (EAS) Guide, Issue 1.0, June 2004, Document Number 07-300186

4) Consistacom Installation and User Guide for Multi-System Synchronization Version 2.0

5) Consistacom PBX/ACD Configuration Archive User Guide Version C

Avaya product documentation can be found at http://support.avaya.com. For Consistacom product
documents, contact Consistacom at telephone number 1-866-248-3497.
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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
DeveloperConnection Program at devconnect@avaya.com.
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