AVAYA

Avaya Solution & Interoperability Test Lab

Application Notes for Configuring CyTrack Unified
Communications Suite with Avaya IP Office - Issue 1.0

Abstract

These Application Notes describe the procedures for configuring CyTrack Unified
Communications Suite (UCS) with Avaya IP Office. CyTrack UCS is an enabling modular
suite of products that provide business benefits and functionalities such as call control, call
recording, queue management, call detail record reporting, interactive voice response and
telemarketing call management.

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 CyTrack Unified
Communications Suite (UCS) to successfully interoperate with Avaya IP Office.

The following CyTrack UCS products were tested:

e CyTrack® CyDesk™ - Telephone Unified Communications & CTI

e CyTrack® CyRecord™ - On Demand Voice Recording from the Desktop

e CyTrack® CyCall™ - TeleMarketing Campaign Management

e CyTrack® CyReport™ - Telephone Accounting, Billing, Directory and Reporting
e CyTrack® CyQ™ - Intelligent Inbound Call and Queue Management

e CyTrack® CyLive™ - Intelligent IVR

CyTrack UCS integrated with Avaya IP Office using the Microsoft Telephony Application
Programmer Interface (TAPI).

Figure 1 illustrates the test configuration used to verify the CyTrack UCS solution. The Main
Site is comprised of an Avaya IP Office 500, and has connections to the following: Avaya
4621SW IP Telephones, Avaya 2420 Digital Telephone, Avaya analog telephone and an ISDN-
PRI trunk to the PSTN. CyTrack UCS is installed on a server running Microsoft Windows Server
2003 with Service Pack 2. It has connections to the IP Office 500 via four analog extensions for
queuing of calls and playing announcements. CyTrack CyDesk is installed on three desktop PCs
running Microsoft Windows XP Professional Service Pack 2 and is used to control the IP, Digital
and analog telephones respectively. Branch Site A was only used to generate IP trunk Call Detail
Records (CDR). The Avaya C363T-PWR Converged Stackable Switches provide Ethernet
connectivity to the servers and IP telephones and Layer 3 IP routing between the two sites.
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Figure 1: Test Configuration

2. Equipment and Software Validated

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

Equipment Software
Avaya IP Office 500 4.1(12)
Avaya IP Office IP412 4.1(12)

Avaya 4621SW IP Telephones

2.8.8.7 (H.323)

Avaya 2420 Digital Telephone

Avaya Analog Telephone

Avaya C363T-PWR Converged Stackable Switches

4.5.18

CyTrack UCS

5.2.2.1

Dell PowerEdge 750 Server

Microsoft Windows Server 2003
with Service Pack 2

Desktop PCs Microsoft Windows XP Professional
with Service Pack 2
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3. Configure Avaya Office

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

e Licensing Avaya IP Office
e Configuring Call Detail Record (CDR) settings
e Saving the Avaya IP Office configuration

It is expected that the installer is familiar with configuring users, hunt groups, short codes, etc.
on Avaya IP Office as the focus of these Application Notes is on the configuration of the TAPI
interface only. For all other provisioning information, such as software installation, installation
of optional components, basic configuration of Avaya IP Office, etc., refer to the Avaya IP
Office product documentation in reference [1] of Section 10.

3.1. License Avaya IP Office

Step | Description

1. | Log into the IP Office Manager PC and go to Start > Programs > IP Office > Manager
to launch the Avaya IP Office Manager application. Go to File > Open Configuration to
bring up the Select IP Office dialog box. Select the IP Office system by checking the
system name as seen below and click OK.

* Select IP Office =13
. Mame IP Addr... | Type @ Wersion l
Yersion 4.1

SGLF\BIPSDD 10.1,30.10 IPS00 4.1 (12)

TCP Discovery Progress | ]
UnitfBroadcast Address

|255.255.255.255 | [ Refresh | L ok | concel |

Log into the Avaya IP Office Manager application by using the appropriate user name and
password (not shown).
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Step

Description

(i} Avaya IP Dffice Manager 6.1 (12) SGLABIP500 [4.1(12)] [Administrator{Administrator)]

File Edit Wiew Tools Help

R Nhc ] = )

IP Offices

R BOOTR (3)
+ Operator {3}
=7 SGLABIPSO0
- System (1)
-9 Line (15)
[#-+2 Contral Unit (&)
[+ Extension {23}
f  User (37)
[:'rJ-ﬂ HuntGroup (2)
[#-8% short Code (64)
i @ Service {0}
-all RAS (1)
- @ Incoming Call Route (11}
i @ ‘WanPort {00
oamm Direckory (00
i f:;‘ Time Profile {0}
[E] @ Firewall Profile (1)
-l IP Route (3)
[+ Account Code (5)
g, Additional Yoicemail Pro {ports)
- g, Advanced Small Community MNetw
&g, AUDIA Yoicemail
- CCC Agent Rostering

B oo

4 | ¥

v

Ei

Licenses |

Invalid*

The CTI Link Pro license is required for CyTrack UCS to connect to Avaya IP Office via
TAPI. To add a license, in the Avaya IP Office Manager window, go to the Configuration
Tree, right-click License and select New from the drop-down menu (not shown). Enter
the license code into the License Key field and click OK.

License Key
License Type
License Status

Instances

Expiry Date

|Inwalid

E-I-nvalid

o

[ojorn

QK

’ Cancel

| [ e |

Received BOOTP request for 001143094896, 10,1,10,151:68, unable to process
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3.2. Configuring Call Detail Record (CDR) settings

Step | Description

1. | In the Avaya IP Office Manager window, expand System on the left navigation menu.

Click the CDR tab on the right panel and configure the settings as follows:

Enable CDRs: Checked

Enable intra-switch CDRs: Checked

Record Format: Unformatted

Record Options: Normal

Date Format: Select the format which corresponds to your region
IP Address: IP address of the CyTrack UCS Server

IP Port: 9035

Max CDRs: 500

Use UDP: Unchecked

'] Avaya IP Office Manager 6.1 (12) SGLABIP500 [4.1(12)] [Administrator{Administrator)]
File  Edt Wiew Tools Help

i SELABIPSOD T System T SGLABIPSOO

SGLABIPS00* St

el

System | LANL | LAMZ | DS

| Enable CORs
Enable intra-switch CORs

Formatting Options

iy SGLABIPSO0

B Line (15) :

(<2 Contral Unit (&) Reecord Format || Unformatted v
(-4 Extension (20} -
W a User (31) Record Options || Mormal _v.l

[+ 5§ HuntGroup (2)

[+ - @ Short Code (64)

: @ Service (0)

il RAS (1)

3 e Incoming Call Route {11}
-Bg wanPart (0)

~am Directory (0)
£ Time Profile (0

53 @ Firewall Profile (1)
E IP Route (3)

[+ Account Code (5)
& License (50)

i Tunnel (0)

s, Logical LAM (D)

ﬂ-; User Rights (&)

@ futo Attendant (07

Crate Format

) MonthiDay

Call Detail Recorder Communications

IP Address || 10 1 30 103 |

IPPort  [9035 |

—

Max CORs (300 |

[] Use LDP

woicemail || Telephony | LDAP | System Events §Twinning W

g ARS (1)

ok [ concet || Hep |

Ready

—

3.3. Save the Avaya IP Office Configuration

In the Avaya IP Office Manager window select File > Save Configuration. The configuration is
saved to Avaya IP Office at this point and will require a reboot of Avaya IP Office. This
completes the configuration of Avaya IP Office.
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4. Configure Avaya TAPI Driver

This section provides the procedures for configuring the Avaya TAPI Driver on the CyTrack
UCS Server. The procedures include the following areas:

e |Install Avaya TAPI driver
e Configure Avaya TAPI driver

4.1. Install Avaya TAPI Driver

Step | Description

1. | Log into the CyTrack UCS Server with administrative privileges and start the IP Office

IP Office User Suite - InstallShield Wizard

Select Features

Select the features zetup will inztall.

hone Manager

-1 Languages
TAF
DBV Link

=[] SoftConzole
#-[]Languages

Select the features you want ta install, and deselect the features you want ta uningtall.

User Suite installation. Check TAPI to install the Avaya IP Office TAPI driver on the
server. Click Next to complete the installation of the Avaya IP Office User Suite. At the
InstallShield Wizard Complete window, click Finish (not shown).

Drescription

Phone call productivity taol,

Space onC:
Fequired: O MEB

Available: 14024238 MB

< Back

Mest > ][ Cancel
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4.2. Configure Avaya TAPI Driver

Step | Description
1. | Go to the Windows Control Panel and open Phone and Modem Options. Click the

Advanced tab, select Avaya IP Office TAPI2 Service Provider and click Configure....

Phone and Modem Options

Dialing Rules Mu:u:lem&l Advanced

'.E The following telephony providers are ingtalled on this computer:

Providers:

| Bicrozatt H. elephony aerviIce Fravider

| Microgoft HID Phore TSP

| Microzoft Mulicast Conference TAPI Service Provider
| HDIS Prowy TAP! Service Provider

| TAPI Kermel-Mode Service Provider

| Urnimodem 5 Service Provider

’ Add... ] [ Remove ] [ LConfigure. .. ]

[ ak. H Cancel ] Apply

2. | In the Avaya TAPI2 configuration window that is displayed, set Switch IP Address to the
IP address of Avaya IP Office, select Third Party and set Switch Password to the IP

Office password. Click OK.

Avaya TAPIZ configuration [z|

10.1.30.10

Switch IP Address

) Single User

Ilzer Mame | |

|lzer Pazaward I:I
hiru:l Party

Switch Pazzword || 1IN

[]4CD Queues
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Step | Description

3. | In the Phone and Modem Options window, click OK. Reboot the server for the new
changes to take effect.

5. Configure CyTrack UCS

This section provides the procedures for configuring the CyTrack UCS Server. The procedures
include the following areas:

e Configure CyTrack UCS Server
e Configure CyTrack CyDesk on the PCs

5.1. Configure CyTrack UCS Server

The initial configuration of the CyTrack UCS Server is done using the configuration wizard. The
complete steps required to configure CyTrack UCS Server for service is beyond the scope of this
document. Refer to CyTrack documentation in Section 10 for details.

Step | Description

1. | Log into the CyTrack UCS Server with administrative privileges. Browse to the folder
C:\Program Files\CyTrack\CyDesk\ and double-click CyPhoneConfigurationWizard.exe
to launch the configuration wizard. Click Next to continue.

& Configuration Wizard -0l =]

Step, Shp@ Shp@
PABX Irtegration ' 2rd Party TAP] '

This wizard will help you to configure the settings needed to get your CyDesk installation up
and running.

Any and all of these settings can be changed later in CyDesk Manager and its Configuration
SCreEns.

Connected to CyServer Version 5.2.2.1 June 2008
CyDesk Licensed to Avaya
Serial number 26609, 20 Clients, 2 CyRecord Devices

Press Mext to start the wizard. ..
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Step | Description

2. | Select 3rd Party TAPI as the type of integration and click Next to continue.

% Configuration Wizard i o ] |

snp sup
CyDesk ' 3rd Party TAPI '

Please select the type of integration being used to connect your CyDesk system to the
telephone system

FPABX Integration

[=E

Telephony Service Provider (TSP) installed on

the server

15t Party TAPI Telephony Service Provider (TSP) installed on
each warkstation

 TSAP| / CSTA TSAPI Driver installed on the server

™ Yirtual PABY CyDesk simulates being connected to a

telephone system, allowing you to simulate
rnaking and receiving calls (for Demo Use)

Back || Mext || Cancel

| i

3. | To define the range of extensions that CyTrack UCS Server will use, click Add an
extension range.

&5 Configuration Wizard i o =[]
s @
FAEX Integration ' Dizlling Rules

| Add an extension range |

Delete an extension rangel

[ext Cancel
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Step | Description

4. | Enter the range of extensions by entering the appropriate values for Start and Finish.

Stark

Finizh

Type

=10l x|

[ 201

[203

I Digital Extenzion

Cancel |

Y.

Note that for both the Avaya IP and Digital telephones, the Type field should be set to
Digital Extension. Click OK.

Repeat Steps 3 and 4 to add another extension with the Type set to Analog Extension.

* ExtensionSelector

5. | In this configuration, four extensions are defined. Click Next to continue.

£ Configuration Wizard

@
PABX Integration '

oy

sup

=10l]

Dialling Rules '
|

3m
302
303
304

Digital Extension
Digital Extension
Digital Extension
Analog Extension

Delete an extension rangel

Back || Mext || Cancel

4
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Step | Description
6. | Enter the values for the fields International Dialling Code and Digit to get an outside
line. Consult the Avaya IP Office administrator for the appropriate values. Click Next to
continue.
& Configuration Wizard i =10xl
o O
2rd Party TAPI ' Dialling Rules CyRecord '
These settings will affect how CyDesk formats telephone numbers when
dialling out to make a new phone call.
International Dialling Code 001
Digit to get an outside line |9|
Back Il Mext || Cancel
4
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Step | Description

7. | For the configuration of CyRecord, accept the default path for the storing of recording
files and click Next to continue.

&3 Configuration Wizard ) o ] 4]

Sllp Step Sf-ﬂ
Di=lling Rules ' Eizief:srd ’

Two profiles will be automatically created for CyRecord

These will be called 'Record All' and 'Record on Demand'. Using
CyDesk Manager you will be able to change these profiles, and
create new ones, but for now these are the most commonly used.

In order for CyRecord to function, it needs to store the voice
recordings somewhere. Please specify the default path that will be
used far storing recording files.

||C:\CyRecord i_l

8.
£ Configur ation Wizard ) = =] 3]
0 swo®
CyRecord ' CRM Irtegration '
Please select which extensions will be used for CyRecord.
MB: Your license allows for 2 extensions to use CyRecord
Digital Extension
[ 303 Digital Extension
[EBDd Analog Extension
Back Mext Canceal
4
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Step | Description
9. | CyTrack UCS supports integration with several CRM applications out of the box. As this
is not the focus of the testing, we select None. Click Next to continue.
£ Configuration Wizard =10Ol =]
@ gmi =@
gzi?g:srd ' Integration Setup '
Selact the CRM application that you wish to use.
| Mone - |
Back || Mext || Cancel
| Z
10. | Click Next to continue.
&3 Configuration Wizard i ] |
e )
CRM Irtegration ' Agert Details '

‘fou have selected not to configure any CRM integration at this time. You

can still configure CRM integrations at any time after you have completed

this wizard, by using the CyDesk Manager and its Configuration screens.

Back Cancel
A
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Step | Description
11. | To configure the agents that will log in to CyTrack UCS, click Add an agent.
&3 Configuration Wizard =10 =l
sr@
Integration Setup '
Agent Mame | Integratian | CyRecord |
Delete agent |
Back Mext Cancel
| 4
12. | In the Add agents window, enter the name of each agent on a separate line. In this
configuration, Agent 1 and Agent 2 are created. Select Use CyRecord ‘Record on
Demand’ to configure the agents for on-demand recording. Click OK.
_loix]

Agent 1

Agent 2

[T Integrate with None

|Use CyRecord 'Record on Demand' j

Cancel |
Y
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Step | Description

13. | Click Next to continue.

Z» Configuration Wizard ] -0 x|
s @ s
Integration Setup ' Ereaks '

Agent Details

Agent Mame | Integration | CyRecord |
Agent 1 Mane Record on Demand i T
Agent 2 Mane Record on Demand o R

Delete agent |

Back || MNext | Cancel |

| 4
14. | Accept the default Break Types to be created and click Next to continue.
i Configuration Wizard B =10] x|
0 oo ®
Agert Details g Finish "
One of the features of CyDesk is that an agent can go on a 'break’. This will then be
visible to other agents and superdsors, and will also be recorded in 'CyReport'if you
have this installed. Below is a list of Break Types that will be created. These can be
changed in CyDesk Manager by an administrator at any time.
Eathroom
Coffee
Lunch
Meeting
Out of Dffice
Training
Sack T || o
A
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Step

Description

15.

Click Finish to accept the configuration and allow the wizard to save the changes.

% Configuration Wizard

sup sup Step
Agent Details ' Breaks '

=10l

The configuration you have selected is listed below. If you wish to make any changes,
press the ‘Back' button.

Any existing CyDesk Configuration will be overwritten when you press Finish'

PABX Type : 3rd Party TARI

Extension Devices
30 Digital Extension
302 Digital Extension
303 Digital Extension
304 Analog Extension

International Dialling Code : 001
Outside Line Code : 9

CyRecord
Data Path : C:A\CyRecord
3m Digital Extension
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Step

Description

16.

Click Start > All Programs > CyTrack > CyDesk Manager to launch the CyDesk
Manager program. Click Options > Configure (not shown) to open the CyDesk Manager
Configuration window. Click the PABXs tab and then double-click TAPI PABX to
configure additional options required for Avaya IP Office.

CyDesk Manager Configuration il ﬂ

Fartitionz I CyRecord Servers I CyRecord I ACD I Azsignments I CyLive I Cydnnounce I
Complations | Campaigns | CyCall | MSCAM | GoldMine® | HEAT® | Otherépps | Outlook® | Calendar |

SalesLogin | Maximizer | ACT! | Spstem | SMTP | web | IM&P | CyConsole | Walidation |
Agents | Speed Dialsl Skillz | E!ueuesl D-Lookupl [lueue Eroupsl Breaks | PABX: | Devices

| Location Type |

Cloze I [Eanpel
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Step | Description
17. | In the PABX Settings window, check the option Use ‘Connected’ call for drop in
conference. Click OK to close the window. This completes the initial configuration of
CyTrack Server.
x
Locatian IT-"—"-F'| PaB | Eotrection I
Type | TaP | CS T Lagin |
CETA Pagaword I
| Leading Digits Min Length Remove Prefix
l + 0 1 9019
[ | 6 0 q
Add |
PaB Options Incoming Call Tepes to Pop On Ringing
(] Dizplay Break on LG Handset Dizplay ;I ] Al Types -
[1iPECS LUCD ] Drirect
[ Analag - Dial after Fail ] Fonward Buzy
[] Uze RedirectinglD az CalledlD in CoCar ] Fonward Mo Answer
[ Skip lookup far ringing incoming callz [ Forward Unconditional
[ Allow Redirect in Culesk client [ Pickup
[ 1 DD with Breaks (LG MHarkell 1 Unpark
& 'Connected’ cal for drop in confer=fd [ Redirect LI
Advanced | k. I Cancel
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5.2. Configure CyTrack CyDesk on the PCs

Step | Description

1. | Log into the PC running CyTrack CyDesk with administrative privileges. Click Start >
All Programs > CyTrack > CyDesk Config to configure CyDesk. Enter the IP address of
the CyTrack UCS Server for CyServer Address and click Connect. Click OK.

CyServer Address 10.1.30.103

License Marme

Connection Status

8] ] [ Cancel

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

The feature testing focused on verifying CyTrack UCS’s handling of TAPI messages to request
and respond to Avaya IP Office features. The feature testing also evaluated the ability of
CyTrack UCS to collect and process CDR records for various types of calls.

The serviceability testing introduced failure scenarios to verify CyTrack UCS could resume
operation after failure recovery.

6.1. General Test Approach

For feature testing, the general test approach was to use CyTrack CyQ to queue incoming calls to
the agents and use CyTrack CyCall to place outgoing campaign calls. To manage the calls, the
agents used CyTrack CyDesk on the agent PCs. CyTrack CyRecord was also configured to
record the agent’s incoming and outgoing calls. At the same time, a script was also deployed in
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CyTrack CyLive to provide IVR features. Finally, CyTrack CyReport was used to collect CDR
records for various types of calls which include intra-switch calls, inter-switch calls, inbound and
outbound PSTN trunk calls. For serviceability testing, failures such as reboot of the CyTrack
UCS Server and the Avaya IP Office were applied.

6.2. Test Results
All feature and serviceability tests passed.

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

e Verify the CTI Link Pro license is enabled on Avaya IP Office (see Section 3.1).

e Assign an agent to an inbound queue. Log in and make the agent available. Place an
incoming call to the inbound queue. Verify that the agent’s phone rings and the agent is
able to answer the call using CyTrack CyDesk.

e Assign an agent to an outbound campaign. Log in and make the agent available. Verify
that an outbound call is placed. When the call is delivered to the agent, verify that the
agent’s phone rings and the agent is able to answer the call using CyTrack CyDesk.

e Using the System Monitor provided by Avaya IP Office, verify that Call Detail Records
were generated after call completion and sent to CyTrack UCS.

8. Support
For technical support on CyTrack UCS, contact the CyTrack support team at:

e Phone: +61 1300 CYHELP (1300 294357)
e Fax: +61 1300 788791
e Email: support@cytrack.com

9. Conclusion

These Application Notes describe the compliance-tested configuration used to validate Avaya IP
Office 4.1 with CyTrack UCS 5.2.2.1. All test cases were completed successfully.

10. Additional References
The following documents are available at http://support.avaya.com.

[1] Avaya IP Office Release 4.1, Manager: 01, Using Manager, Issue 20(i), November 2007
[2] Avaya IP Office Release 4.1, Manager: 02, Configuration Settings, Issue 20(h), October 2007

The following documents are available from CyTrack upon request:

[1] CyDesk™ Telephony Suite Administration and User guide
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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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