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Avaya Solution & Interoperability Test Lab

Application Notes for NICE Perform with Avaya Proactive
Contact Using Trunk Tap — Issue 1.0

Abstract

These Application Notes describe the configuration steps required for NICE Perform to
interoperate with Avaya Proactive Contact using trunk tap. NICE Perform is a call recording
solution for contact centers. In the compliance testing, NICE Perform used the Event Services
interface from Avaya Proactive Contact to obtain information on agent states and calls, and
used the trunk tap method to capture the media associated with the calls for call recording.

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 NICE Perform to
interoperate with Avaya Proactive Contact using trunk tap. NICE Perform is a call recording
solution for contact centers. In the compliance testing, NICE Perform used the Event Services
interface from Avaya Proactive Contact to obtain information on agent states and calls, and used
the trunk tap method to capture the media associated with the calls for call recording.

The Avaya Proactive Contact Event Services interface is used by NICE Perform to monitor the
states and calls for the agents. When the agent logs into Avaya Proactive Contact and is acquired
by Avaya Proactive Contact to service calls, Avaya Proactive Contact establishes a dedicated
audio connection to the agent using the E1/T1 trunk between Avaya Proactive Contact and
Avaya Communication Manager. This dedicated audio connection to the agent stays in place
until the agent is released or logged out.

When a call is delivered to the agent from Avaya Proactive Contact, NICE Perform is informed
of the call via call events from the Avaya Proactive Contact Event Services interface, and
therefore starts the call recording using the media from the E1/T1 trunk tap between Avaya
Proactive Contact and Avaya Communication Manager. The call events from the Avaya
Proactive Contact Event Services interface are also used to determine when to stop the call
recording.

This compliance test only covered the recording of calls using the Avaya Proactive Contact
Event Services events from the Avaya Proactive Contact with the PG230RM deployment option.
The results should be applicable to the Avaya Proactive Contact Standalone deployment option.
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1.1. Interoperability Compliance Testing
The interoperability compliance test included feature and serviceability testing.

The feature testing focused on verifying the following on NICE Perform:
¢ Handling of real-time agent states and call events from Avaya Proactive Contact.

e Proper recording, logging, and playback of calls for Outbound/Managed job with Predictive
Agent Blending involving agent drop, customer drop, hold, reconnect, simultaneous,
unsupervised and supervised transfer/conference call scenarios.

e Proper recording, logging, and playback of calls for Blend job with Intelligent Agent
Blending involving agent drop, customer drop, hold, reconnect, simultaneous, inbound, and
unsupervised forward work call scenarios.

The serviceability testing focused on verifying the ability of NICE Perform to recover from
adverse conditions, such as disconnecting/reconnecting the Ethernet cable to the NICE Perform
server hosting the Integration component.

1.2. Support
Technical support on NICE Perform can be obtained through the following:

e Phone: (800) NICE-611
e Email: support@nice.com
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2. Reference Configuration

NICE Perform can be configured on a single server or with components distributed across
multiple servers. The compliance test configuration used two servers to host NICE Perform
components.

As shown in Figure 1, a NICE Multi Coupler for Trunk Tap is used to tap the T1 trunk between
Avaya Proactive Contact and Avaya Communication Manager to capture the media.

The detailed administration of basic connectivity between Avaya Proactive Contact and Avaya
Communication Manager is not the focus of these Application Notes and will not be described.
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Figure 1: NICE Perform with Avaya Proactive Contact Using Trunk Tap
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3. Equipment and Software Validated

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

Equipment Software
Avaya Communication Manager 5.1.2,

Avaya 58700 Servers RO15x.01.2.416.4
Avaya MCCI1 Media Gateway

e TN799DP C-LAN Circuit Pack HWO01 FW024

e TN2302AP IP Media Processor HW13 FW116
Avaya Proactive Contact with PG230RM 4.0.1
Avaya 9600 Series IP Telephones (H.323) 3.0
NICE Perform 3.1 3.1

e Application 9.10.5.377 SP6

e Database 9.10.5.377

e Integration 9.12.3.8 SP6

e Interaction Center (CLS) 9.15.6.14 SP6

e Logger 9.6.05.38 SP6
NICE Multi Coupler for Trunk Tap NA
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4. Configure Avaya Proactive Contact

This section provides the procedures for configuring Avaya Proactive Contact. The procedures
include the following areas:

e Obtain host name
e Obtain trunk information
e Obtain agent information

4.1. Obtain Host Name

Log in to the Linux shell of the Avaya Proactive Contact server. Use the “uname -a” command
to obtain the host name, which will be used later for configuring NICE Perform. In the
compliance testing, the host name of the Avaya Proactive Contact server is “lzpds4b”, as shown
below.

$ uname -a

Linux lzpds4b 2.6.9-42.0.10.ELsmp #1 SMP Fri Feb 16 17:17:21 EST 2007 1686 athlon i386
GNU/Linux

LZPDS4B (admin) @/opt/avaya/pds [4]

$

4.2. Obtain Trunk Information

Use the “go config” command to navigate to the /opt/avaya/pds/config directory. The
dgswitch.cfg file contains the information on the trunk between Avaya Proactive Contact and
Avaya Communication Manager, which is the trunk that NICE Perform is tapping into. In the
Headset Ports section, note the values of the timeslot:trunk and port fields circled below.
Also note that the incremental value for the timeslots is “1”. These values will be used later for
configuring NICE Perform.

$ go config
/tmp = /opt/avaya/pds/config
LZPDS4B (admin) @/opt/avaya/pds/config [35]

Scat dgswitch.cfg

N e e
N

Oout®dqul Ports
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4.3. Obtain Agent Information

Display the content of the /etc/passwd file. Scroll down the file and note the values of the agent
IDs circled below. These values will be used later for configuring NICE Perform.

Scat /etc/passwd

agentl:x 102:Test agentl:/home/pds agent:/bin/rbash
agent2:x 102:Test agent2:/home/pds_agent:/bin/rbash
TLT; Reviewed: Solution & Interoperability Test Lab Application Notes 7 of 31
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5. Configure NICE Perform

This section provides the procedures for configuring NICE Perform. The procedures include the
following areas:

Administer host file
Administer technician mode
Administer business data
Administer optional ID
Administer CTI integration
Administer channels definition
Administer sources definition
Administer static mapping
Administer users

The configuration of NICE Perform is performed by NICE installers. The procedural steps are
presented in these Application Notes for informational purposes. The basic connectivity and
configuration between the NICE Perform servers and components is assumed to be in place and
will not be described.

5.1. Administer Host File

From the NICE Perform server running the Integration component, navigate to the ete directory
to edit the hosts file.

& C\WINDOWS'\ system32 . drivers' etc
File Edit Wiew Faworites Tools  Help | fr.'
= Back = = - | 00 search 4 Folders | (5 £1F » wy | Eq-
Address |EI W INDOWS system3Z driversiete LI @ G0
Mame = | Size | Tvpe | Drate Modified | Attribukes i
gm.dis 5,361 KB DLS File 11/30/2005 Z:00 PM &
r% _gmrﬁﬁdme.txt 1KE Text Document 11)30/2005 Z:00 PM a
{=hosts | 1KE File 3/23(2009 4:115PM A
Imhosts. sam 4KE 3AM File 11)30/2005 2Z:00 PM i)
networks 1KE File 11)30/2005 Z:00 PM i
protocol 1KE File 11/30/2005 2Z:00 PM A
services 14 KB File 11)30/2005 2:00 PM 8
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Add a new line to the end of the hosts file with the [P address and host name of the Avaya

Proactive Contact server, using the host name from Section 4.1.

T

ile Edit Format Wisw Help

& hosts - Notepad | [O0]

Copyright (<) 1993-199%% Microsoft Corp.

152.45.120.155 1zpdsdh >

This is a sample HOSTS File used by Microsoft TCRAIP Tor windows.

This file contains the mappings of IFP addresses to host names. Each
entr¥ should be kept on an individual 1ine. The IP address should
a

L

#

L

#

L

#

# be placed in the first column followed by the corresponding host name.
# The IP address and the host name should Ee separated by at least one
# space.

i+

# Additiuna11¥, comments (such as these) may be inserted on indiwvidual
# lines or following the machine name denoted by a '#' symbol.

#

# For example:

L

#* 102. 54. 94, 97 rhino. acme. com # source server

* 38.25.63.10 X ACME. Com # x client host
127.0.0.1 localhost

152,168, 253,145 tgs

102.168.241.97 APC40

"||"J-J JF-:.UU-J.L_'F T ﬂﬂjq

=

5.2. Administer Technician Mode

Access the NICE Perform web-based interface by using the URL “http://<host-name>/nice” in
an Internet browser window, where “host-name” is the host name of the NICE Perform server
running the Application component, in this case “srv-1427”. The Welcome to NICE Perform

screen is displayed as shown below. Log in with the appropriate credentials.

Welcome to
NICE Perform®

Name:
Password:

Forgat My Password

Insight from Interactions™

= Led, Al rights
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The screen below is displayed. Select Accessories > Technician Mode from the top menu.

_'“BIB, | Setting: :_:;' " | System Administrator”

Accessories Hello Superuser

o 7] [] B STE

E]" Organization
EEE’] Active Directory
L*;'IE;' Import/Export
m@ License Manager
@ Locations

Lﬂ@ Systermn Monitoring
|:+j Master Site

5.3. Administer Business Data

Select Organization > Master Site > Database Servers > srv-1427 from the left pane, where
srv-1427 is the preconfigured name for the Database component. Select the Reserved tab from
the right pane, to display the Reserved Column Details screen. Click Add.

- !Svsfe|11 Administrator.

My Universe . | : Hello Superuser |
= TE
=il ~
N
+- License Manager : .
;% e : Columns: [ add || Refresh | |
mﬂﬁ Metwark Management Syste Name | Alias | Type | Size (Bytes) =
m@ Systern Manitaring ] RuleDefaultProductivity  Rule Default Praducti...  MNumber -
E Master Site RuleDefaultGuality ; Rule Default Guality Mumber
EI AR et EuleDefaultS\;stemEm... Rule Default System ... Number
Lt uleDefaultZvsternScare RuleDefaultSvstermnSc... MNumber
-l Audio Analysis Servers -
{ﬂ@ CLS Definitions L4
H% CTI Integrations
Eﬁ Drata Marts
Eﬁ Catabase Servers
_¢_||i| Logger Servers i~ v
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The Business Data screen is displayed. For Column Name, enter “CompletionCode”. For
Alias Name, enter any desired string. Retain the default values in the remaining fields, and click
Create.

[1 Business Data

New Business Data

Fill in the properties for the new Business Data Column,
Then click Create.

‘New Column Properties:

Calumn Marme; |Cump|etiDnCDde |
Alias Mare: |CDmpIetiDnCDde |
Column Type: |Text _"j
Size (Bytes): |32 ﬁ

| Create | | Cancel |

Repeat this section to create all remaining business data desired from Avaya Proactive Contact.
In the compliance testing, the following business data were created: CompletionCode,
JobName, JobNumber, OriginalCID, and TypeOfJob, as shown below.

 ———

NIGE® - Help |

Accessories

saftings | Lot

My Universe | Business Analyzer | Reporter | Monitor

Actions : D J!j
=l Organization ~ [ Genera T Reserved
[ Active Directary —
@ Import/Export Reserved G
[+ @ License Manager
1+ @ Locations Columns: | Add ] | Refresh J l
:+-W Metwork Management Syst MName Alias Type Size (Bytes)
) (&) Systern Manitoring CompletionCode CompletionCode Text a2
H - JobMarne JobMarme Text 32
= Master Sit
Sl .I e. JobMumber JobMumber Text 32
= (5]l Applications OriginalCID OriginalCID Text 32
gl Audio Analysis Servers RuleDefaultProductivity  Rule Default Producti...  MNurmber -
+@ CLS Definitions RuleDefaultQuality Rule Default Quality Mumber
£ % T i = RuleDefaultSystermEm... Rule Default System ... HNumber
+ HEEghatin s RuleDefaultSysternScore RuleDefaultSystemSc... MNumber -
# {5 Data Marts TypeGfiob TypeOfiob Text 32
= @ Catabase Servers
o= Logger Servers - W
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5.4. Administer Optional ID
Select Organization > Master Site > CLS Definitions > CLS Servers > Avaya PC4 from the

left pane, where Avaya PC4 is the preconfigured name for the CLS component. Select the
Business Data tab from the right pane, to display the CLS Business Data screen. Double click

on the CompletionCode entry.

My Universe | Business Analyzer | Reporter | Monitor Acceccories
Actions :I lj Jﬂ
= Organization Lo B ‘General "
[+ Eg] Active Directory
[+ @ Import/Export
+E’ License Manager =
[+ ﬁP Locations
i+ [l Metwork Management Syste Column Name Type | size | optianal |
(% Systern Monitoring woClientDTMF nvarchar 50 M
dE . voPBRUniversalCallInteractionID nvarchar 64 Ny
= [ Master sit
=Ll Master 2t nvcBusinessData nvarchar 20 M8
=[] Applications ariginal 1D nvarchar 32 M
* g;ﬂj Audio Analysis Servers - CompletionCode nvarchar 32 [
_.;:_@ cLs Definitions JobNumber nvarchar 32 M/
Flliag, ) JobMarne nvarchar 3z N/
- = g8 Channel Mapping Typeoflob nvarchar 3z S
; —@ CLS Zervers
: L @ Avaya PC4

The Map optional screen is displayed. For New Optional ID, select an available ID, in this

case “7”. Click OK.
Map optional

Nane: CompletionCode
Type: nwarchar

Size: 32

0Old optional ID: 7
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Repeat this section to assign an optional ID to each business data created from Section 5.3, as
shown below.

... | 'Séﬁiings. | Log | System Administrator

My Universe | Business Analyzer | Reporter | Monitor Accessorias | Hello Superuser

A
= | =&

i+ [l Network Management Syste s

(&) Systern Monitaring
1=l Master Site

Applications =
gl Audio Analysis Servers

B &l CLs Definitions Caolurnn Marme Type Size | optianal |
: +E Channel Mapping chIientE?TMF ) nvarchar cn NAA

o 5 @ ols = voPBxUniversalCalllnteractionID nvarchar [ /A
e S nvcBusinessData nvarchar 20 RS

i - Avaya PC4 Original CID nvarchar 32 a

# [F CT1 Integrations CompletionCode nvarchar e

o JobMumber nvarchar 32 16

Drata Mart

+ ﬁ ] JabMame nwarchar 3z 14

._4-:.6 Database Servers TypeOfioh o & i

[+ Logaer Servers

5.5. Administer CTI Integration

Select Organization > Master Site > CTI Integrations from the left pane. Click the Add icon
circled below to create a new CTI connection.

chz@ . | Séftungs

| My Universe | Business Analyzer | Reporter | Monitor Accessories

[Eesow [5] [ “
+@ Importy/Export
w7 License Manager Mo connections available.
+@ Locations
MNetwork Management Syste

Systern Maonitoring

Bl Master Site
[+ Applications
[+ w audio Analysis Servers
[+ @ CLS Definitions
+ %) CTI Integrations
[+ ﬁ Data Marts

>

TLT; Reviewed: Solution & Interoperability Test Lab Application Notes 13 of 31
SPOC 5/15/2009 ©2009 Avaya Inc. All Rights Reserved. NICE-PC-Trunk



The Set New CTI Connection Wizard screen is displayed. Click Next.

New CTI Connection

Set New CTI Connection Wizard j

X

Introduction

This wizard will guide you through the process of configuring a new CTI connection.

1. CL% and Telephony Switch definitions
2, CTI Interface selection

3. Interfaces configuration
Main Interface
VoIP Mapping
Agent Activity
Active VoIP

4, Devices configuration
5. Monitared Devices configuration

6. Selection of optional features:
Business Data
Device Mapping
Rejected Devices
Trunk Group

7. Location Requirerments

8, Sumnrnary

Back 1 Next i | l:anl:elj

The Set New CTI Connection Wizard Stage 1 of 8 screen is displayed next. For Telephony
Switch Type, select “Avaya PC / PDS”. Retain the default values in the remaining fields and

click Next.

New CTI Connection

Set New CTI Connection Wizard Stage 1 of 8 i

3

CLS and Telephony Switch definitions

attach CTI to CLS Server: |twapa PC4 - srv-1427 -

Telephony Switch Type:

{ Use existing Telephony Switch: | vapa PC /P J
& Define new Telephony Switch:
Switch Mame: ]nvaya PC / PDS
CLE Reporting Type: |CTI L]
i Back | | Next | | Cancel |
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Click Next again in the subsequent screen to display the Set New CTI Connection Wizard
Stage 3 of 8 screen. Double click on each field under the Parameter column to enter the

appropriate value as follows:

AvayaPD Version: “PC4”
Event Service Host Name: Host name of Avaya Proactive Contact from Section 4.1.

Naming Service Host Name: Host name of Avaya Proactive Contact from Section 4.1.
AvayaPD Client Username:  Name of Avaya Proactive Contact Event Service client.
AvayaPD Client Password:  Password of Avaya Proactive Contact Event Service client.

Click Next in the next set of screens, followed by Finish in the last screen to complete the
wizard.

Mew CTl Connection

Set New CTI Connection Wizard Stage 3 of 8

CTI Interface information

¥ Show only required parameters

Interface Connection Details

Mandatory fields are marked in bold
Pararmeter | walue |
AvaypaPD Yersion PC4
Ewvent Service Host Hame lzpdsz4b
Haming Service Host Name lzpd=z4b

AvapaPD Chent Username chientl
AvapaPD Client Password i

L. AuzwaPD Client Passward - The CTILink will use thiz parameter in order to login to the
Description: AuzwaPD server,

Additional Interface Parameters

| Back | | Next | | |Cancel | ,
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5.6. Administer Channels Definition
Select Organization > Master Site > CLS Definitions > Channel Mapping > Channels
Definition from the left pane, to display the Channels Definition screen. Click the
preconfigured trunk, in this case 1428- (Trunk).

Actions :I I:J J!J :
I+ @»‘ Impor/Export »
:t--@ License Manager
i @ Locations 1428 - (Trunk)
[+ ﬂﬁ Metwork Management Syste
(& Systern Manitoring ‘
(= Master Site
e Applications
iz uij Audio Analysis Servers |
= @ CLS Definitions W
: = @ Channel Mapping
- 11 Channels Defi |
-3 2. Sources Defini
‘ 3. Static Mapping
23 4. Dynamic Mapp ‘
_@ 5. Import/Export
The Update Channels Detail screen is displayed. For Recording Type, select “Plain”. For
Summation Support, select “Yes”. Retain the default value in the remaining field, and click
OK.
Update Channels Details
Recording Type: |F'Iain ﬂ
Summation Support:
Inserter Support: Mo ﬂ
WARMIMG: All channels will be updated.
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5.7. Administer Sources Definition

Select Organization > Master Site > CLS Definitions > Channel Mapping > Sources
Definition from the left pane, to display the Sources Definition screen. Click on Switch ID, as
shown below.

mcE® . :_;.'.’ Helpl Se‘&mgs

Accessories

My Universe | Business Analyzer | Reporter | Monitor

1
[Retens 17 [ u ok pdte Configuraiont to meke the changes effective. [Tk
[+ m‘ Import/Export » -

+@ License Manager

i @ Locations Sources not attached to any j} AT ST 2
- Network Management Syste Sources attached to physic {w ¥
#-(@ Systemn Monitoring

=t Master Site

+ Applications
* uﬂ Audio Analysis Servers |
= @ CLS Definitions |
i _@ Channel Mapping ‘

6 1. Channels Defir
@112, Sources Defini

‘ 3. Static Mapping I

The screen is updated with additional fields. Click the Add sources by wizard icon circled
below.

____; Help | Sg':‘fl";ings |t e

My Universe |Business Analyzer | Reporter | Monitor ’ Accessories

Actions :l D .1
@ Import/Export ~
el E’ License Manager
@ Locations | Sources not attached to any Physical Switch

(& System Monitoring
= Master Site
[ Applications [ |
Fgl Audio Analysis Servers ‘ | Mame Type Extension Device Number | Unigue Device ID | Device IO | Dn%
=450 CLS Definitions | |
: —E Channel Mapping | |
2, Sources Defini | |
‘ 3. Static Mapping | |
~4zh 4, Dynamic Mapp ‘ |

E Metwork Management Syste ‘ Sources attached to physical Switch ID: 1

Selected Sources: 0

hannels Defir
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The Create Sources Wizard screen is displayed. Click Next.

Create Sources Wizard j

Introduction

This wizard will guide vou through the process of creating a new range of
sources as follows:

1. Select the source type
2. Define the first source properties
3. Define the amount of sources to create

4. Click Finish to complete the process

| Back J| Next I | _'|.Eam:e|]

In the subsequent screen, check the radio button for Trunk, and click Next.

Create Sources Wizard j
Source Type Selection
Choose one of the following source Types:
" Extension (" passive YoIP Device
" 1P Address (" passive YoIP Gateway
(* Trunk ™ Active YoIP Device
™ Turret ™ Active YoIP Gateway
| Back J| Next I | _'|.Eam:e|]
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The Create Sources Wizard Step 1 of 5 screen is displayed. For Logger ID, select the
appropriate trunk from Section 5.6, in this case “1428”. For Trunk Type, select the appropriate
type of trunk used between Avaya Proactive Contact and Avaya Communication Manager, in
this case “T1”. Retain the default value in the remaining field, and click Next.

Create Sources Wizard Step 1 of 5

Trunk type

Enter the type of the Trunk and the type of the Trunk 1D

Logger ID: |-|42E= lJ
Trunk Type: 2l
CTI Details Type: {* Decimal

(" Hexadecimal

| Back | | Next ] || Cancel |

The Create Sources Wizard Step 2 of 5 screen is displayed next. Enter the following values for
the specified fields, and retain the default values for the remaining fields. Click Next.

CTI Trunk ID:
CTI Time Slot:
Logger Trunk ID:
Logger Time Slot:

The trunk number from Section 4.2.

The starting timeslot number from Section 4.2.

The number of physical trunks that are being tapped, in this case “1”.
The timeslot incremental value from Section 4.2, in this case “1”.

Create Sources Wizard Step 2 of 5

Trunk ID Time Slot

CTI Trunk ID:

CTI Time Slot:

Enter CTI and the Logger details:

Logger Trunk ID:

° |

|264 |

B |

TLT; Reviewed:
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The Create Sources Wizard Step 3 of 5 screen is displayed. For Source Side, select “Rx”.

Retain the default values in the remaining fields and click Next.

Create Sources Wizard Step 3 of 5 4
Source Side
Enter Source Side:
Source Side: Rix Dt
Enter Mate Logger trunk. details:
Mate Logger Trunk ID: |2
Mate Logger Time Slot: |-I LJ
| Back | | Next I | | Cancel |

The Create Sources Wizard Step 4 of 5 screen is displayed next. For Number of sources,
enter the total number of headset ports from Section 4.2, in this case “8”. For Step, enter the
timeslot incremental value from Section 4.2, in this case “1”. Click Next, followed by Finish in

the subsequent screen (not shown) to complete the wizard.

Create Sources Wizard Step 4 of 5 4
Amount of CTI Time Slots
Enter the amount of CTI Time Slots that yvou would like to create.
Number of sources: |B | b ax amount ;23
Step: |1 |
| Back | | Mext l | | Cancel |
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5.8. Administer Static Mapping

Select Organization > Master Site > CLS Definitions > Channel Mapping > Static Mapping
from the left pane. Select the Attach tab in the right pane.

For Physical Switch ID, select the number corresponding to the switch ID value from Section
5.7, followed by selecting all Trunk entries. For Logger ID, select the number corresponding to
the logger ID value from Section 5.7, followed by selecting the same number of Plain entries as
the number of sources from Section 5.7. Click Attach. This will attach all selected Trunk and
Plain entries.

Click the Update configuration icon circled below.

NICE®

. [Fp CTI Integrations
B} ﬁ Data Marts
(23] @ Database Servers
[+ @ Logger Servers
i+ Media Library Servers
+ Playback
(3 Resiliency
==

(1 [Plan @ Jves N6 |

2 plan  Jves @ fwe ]
5 [Plan Jves 8o |
4 [Plan 0 Jves 0 8o |

s  [Plan  Jvs @ wo |
e [Plain Jves 0 wo |
7  [Plan Jves @ 8o |
s Jean ____________Jves __________Jwo__ | |

el Plain YES i[9}

@ Import/Export ~ | METETTEER. (Summar
+- [ License Manager Physical Switch ID: Jﬁ @ r
=+ @ Locations Unmapped Sources: . ECted
Metwork Man.agz.ement Syste Mame ] Type | Extension Device Murmber | Unique Device 1D ] Device ID | Dev
[+l Systern Monitoring Trunk
Master Site Trunk
: Applications ;’:E;t
il Audio Analysis Servers Trink
;g:.@ CLS Definitions Trunk
= g8 Channel Mapping Trunk
; 6 1. Channels Defir WL
. Sources Defini < | 5
. Static Mapping
<44 4. Dynamic Mapp Logger ID: m
Iop @ 5. Import/Export Unmapped Channels: % selected
e @ CLS Servers Mumber | Recording Type Surnmation Support | Inserter Support Speaker Separation |

I£3

TLT; Reviewed:
SPOC 5/15/2009

Solution & Interoperability Test Lab Application Notes
©2009 Avaya Inc. All Rights Reserved.

21 of 31
NICE-PC-Trunk




5.9. Administer Users
Select Accessories > Users Administrator from the top menu.

NICE®

| My Universe

v Help | S;&lings

Business Analyzer | Reporter | Monitor Accessories ¥

System Administrator

Users Administrator

Rules Manager

'_—_- COrganization Online Cop Lists Editor
# (73 Active Directory P T R —
& @ Import/Export EARIBR-LEIT (1 annel Monitoring
M @ License Manager
+@ Locations
- Jlifll Metwark Management System
Systern Monitoring
= Master Site

g Form Designer

“erify that CLS Monitor service is started on each CLS Server machine,

Update Configuration

In the subsequent screen, select New > New User from the left pane.

v Help | Sé—t‘_ﬁings

My Universe | Business Analyzer | Reporter |Monitor Accessories i
EI E]CIFck-to scmi‘l'-é_onten_t_s list A\
M4 fF All Users

e
(=]
E General
g
=] Group Details
w

Group Name: All Users

Description:  |This Group contains all the users you can view in the

arganization
Group Members {5) ] FReset Password i | Hew User_i | Delete Selected Userj
Marne l Type ] Description ] Dormain ]
& 105, agent Agent
Basic recordings, User Agent

a Customer feedback, User Agent

@NICEJ Superuser Systern User

a Unmapped, User Agent
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The Create New User Wizard screen is displayed. Click Next.

ﬁ Wizard

Create New User Wizard ;-’w

Introduction

This wizard will guide you through the process of creating a new user as
follows:

- Supply the user name

- Specify detailed information about the user

- Define the user as an Agent, System User or both

- {Agents only) Set Agent Identities

- {System Users only) Supply a unique NICE Login name and password
- {System Users only) Attach system profiles

- Click Finish to complete the process

|_ Back | | Next | | | cancel |

The Create New User Wizard Step 1 of 7 screen is displayed next. Enter desired values for
First Name, Last Name, and Windows User Name. Retain the default values in the remaining

fields, and click Next.

ﬁ!ﬁl’izard
Create New User Wizard Step 1 of 7 7

General Information

Enter the fallowing infarmation. & red asterisk (*) indicates required fields,

First Name:
mMiddle Name:

Last Mame:

Email Address:

* [PC4_AgentL

|
|
i |PC4_.¢\gent1 |
|
|

Windows User Name: it |PC4_F\gent1

Domain: | L]
Select a site to associate to the user;

GIte Master Site ﬂ

| Back | | Next | | | cancel |
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In the subsequent screen (not shown), click Next to display the Create New User Wizard Step

3 of 7 screen. Check the Agent checkbox, and click Next.

E Wizard
Create New User Wizard Step 3 of 7

3
4

User Type

Choose one or both user types:

v Agent (User interactions will be recorded /monitored)

[ System User (User will log into NICE Perform applications)

| Back | | Next | | | cancel |

The Create New User Wizard Step 4 of 7 screen is displayed next. Click Add.

E\'ﬁzard
Create New User Wizard Step 4 of 7

4

Agent Details

agent identification for screen recarding: |

Site | Switch |_Agent ID | Extension

| Back | | Next | | | cancel |
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The Agent Identity Dialog screen is displayed. For Switch, select the appropriate switch, in this
case “Avaya PC/ PDS”. For Agent ID, enter an agent ID from Section 4.3. Click OK.

Click Next in the subsequent screens, and Finish in the last screen to complete the wizard.

Agent Identity Dialog B

Site: [Master Site |
Switch: |avaya PC / PDS -l
¥ Agent ID: [106 |

{~ Extension: | |

| ok | |cancel| :

Repeat this section to create a user for each Avaya Proactive Contact agent ID desired to be
recorded from Section 4.3. In the compliance testing, two users were created, as shown below.

E. -H.-Ip | i.nj:m;gs_ |_ _- ’
My Universe | Buginess Analyzer | Reportce | Monitor e ArTesanriey | > _—
v |l Click ke asrall Cordurnta list S
s 52 %% [[E Allusers ' =
T -
= [ oraanizatan i
Ml Psers = i
Sroups 3 _Lirgun ﬂﬂ.‘_ 5
7] Frofiles "
'_‘i. Saarch Group Mame: Al Users
Duscrigtion:  [This Group contans all the wsers you can wies o the
‘organizaticn
Group Members (6} | Racet Password | | Hew Urer | | Dalete Balactad Urer |
Hams | Tvpe | Brpcription | [ramain |
fa 105, Agent Agint;
B pod_Agents, PC4_Agent At
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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 NICE
Perform application, the application automatically obtains the current status on Avaya Proactive
Contact using Event Services.

For the manual part of the testing, each outbound call was handled manually on the agent with
generation of unique audio content for the recordings. Necessary agent actions such as hold and

reconnect were performed from the agent desktop to test the different call scenarios.

The serviceability test cases were performed manually by disconnecting/reconnecting the
Ethernet cable to the NICE Perform server running the Integration component.

The verification of tests included using the NICE Perform logs for proper message exchanges,
and using the NICE Perform web interface for proper logging and playback of the calls.

All test cases were executed and passed.
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7. Verification Steps

This section provides the tests that can be performed to verify proper configuration of Avaya
Proactive Contact and NICE Perform.

7.1. Verify Avaya Proactive Contact

Log in to the Linux shell of the Avaya Proactive Contact server, and issue the “netstat | grep
enserver” command. Verify that there is an entry showing an ESTABLISHED connection
between the Avaya Proactive Contact Event Server and the NICE Perform server hosting the
Integration component, as shown below.

tcp 0 0 lzpds4b:enserver_ ssl 192.45.30.123:3120 ESTABLISHED
tcp 0 0 lzpds4b:enserver ssl 1lzpdsdb:41781 ESTABLISHED

7.2. Verify NICE Perform

7.2.1. Verify CTI Connection

From the NICE Perform server running the Integration component, launch the NICE CTI
Console Viewer by clicking on the CTI icon circled below from the system tray.

E CTI Console Yiewer

A ol pEE seiem

The NICE CTI Console Viewer screen is displayed. Click Connection Manager (ID 1).

JRT=I

CTIModules  Window  Help

o

¢ war. Connection Manager (ID 1) T, Dispatch i CTI Dtiveer (1D 10
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The screen is updated with the Connection Manager (ID 1) pane. Scroll the pane as necessary
and verify that there is a line showing the successful connection with Avaya Proactive Contact,
as highlighted below.

[EIINICE CTI Console Yiewer ] ]

CTIModules  Window  Help

S et Connection Manager (ID 1) 2 Dispatch G CTI Driver (1D 1)

Connection Manager (ID 1}

- Reset Filter Clear Screen Open last log file  Options ~

| Filber

CAvayaPCsConn: tRegisterForeEvents Giving the control to the ORE to process/listen for Events/callbacks
AvayaPCSConn: tRegister For Events CONNECTION AND REGISTRAION TO NAMING SERVICE & EVENT SERVICE HAVE COMPLETED!
sHandler REQUEST - GOt Request: CM_RQT_CLIENT_LOG_IN, Invokeld = 1, SwitchId = 0, ClientId = 1, Timeout =
sHandler::ClientaAct ivityRequest — Login new client, CM_RST_CLIENT_LOG_IN — Invokeld = 1, switchid = 0, Clie
sHandler - sent CM_RST_CLIENT_LOG_IN — InvokeId = 1, switchid = 0, clientid = 1, Time = 0, clientActivity =
sHandler REQUEST - GOt Request: (M_ROT_GET_LINK_STATUS, Invokeld = 2, switchid = 42, Cclientid = 1, Timeout
sHandler - sent CM_RST_GET_LINK_STATUS — InvokeId = 2, switchId = 0, ClientId = 1, Time = 0, Status = 3
sHandler REQUEST - GOt Request: (M_ROT_GET_PABX CAPABILITIES, InvokeId = 3, switchid = 42, ClientId = 1, Ti
ler # 0 — Mapping clientInvokeId(l, 2) to linkInvokeId(42, 1).

ler # 0 — Execute Request: CM_ROT_GET_PABX CAPABILITIES, InvokeId = 1, switchId = 42, ClientId = 1, Timeout
# 0 — RESPONSE — GOU (M_RST_GET_PABX_CAPABILITIES — Invokeld = 1, switchid = 42, clientid = 1, Time = 0, Ca
sHandler — sent (M_RST_GET_PABX_CAPABILITIES - InvokeId = 3, switchIid = 42, ClientId = 1, Time = 0, Capabilij
sHandler REQUEST - GOt Request: CM_RQT_MONITOR_ALL_DEVICES, InvokeId = 4, switchId = 42, ClientId = 1, Timed
ler # 0 — Mapping clientInvokelid(l, 4) to linkInvokerd{az, 27.

ler # 0 — Execute Request: CM_RQT_MONITOR_ALL DEVICES, InvokeId = 2, switchid = 42, Clientid = 1, Timeout

# 0 — RESPONSE — GOt DEVICES — Invokeld = 2. switchid = 42, clientid =1, Time = 0

7.2.2. Verify Call Recording

Start a job on Avaya Proactive Contact, and log an agent in to handle and complete the call.
From the NICE Perform web-based interface, select Business Analyzer from the top menu.
Select Queries > Public > Complete — Last 24 hours from the left pane. Verify that there is an
entry in the right pane that reflects the last call with proper values. Select the entry and click on
the play icon circled below.

Settings | Logout B $ e B@&SS Analyzer
| My Universe Bizines Analyzer .Repurter Monitor Accessories | N Hello Superuser
: . - Ki
Interactions \ Table View GraphView 3
@ [Rew ] [22] E] M M| Results for Query: Complete - Last 24 hours |[Bll[ & 5 references
Interactions | =[5t Queries 2| GroupBy: [None ~| | 12 Records found @’j e REE = & 2=l
--[&# Public g
B Complete - Last 24 hours ; § § @
~[Er complete - Last 7 days g Type | Flag| Full Name | Complete Start Time | Complete Stop Time | Complete Duration
: 2 Segment - Calls to calibrate 5 cJ: [ PC4_fgentl, PC..  3/24/2009 9:49:03 AM | 3/24/2009 9:50:00 AM | 0000457
B segment - Last 24 hours = ==~ e S E sk e i LR S e B B S e S
By Segment - Last 7 days
= % Segment - Last 7 days Calls
B Private
# [y Saved Items : —— L R 4
ST, < Ssmentst . CCammante . Cecardiget. (Gaemantes (63
Exceptions
Time Line 9:49:03 9:49:14 9:49:25 0:49:37 0:49:48 9:49:59
| I |
| [PC4_pgentl,PCA_Agertt || |
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Verify that the screen below pops up and that the recorded audio is played back.

St B
Cutput allocated-

Start: 3/24/7009 943003 &AM | End: 9:42:59 AM Duration: 00:00: 56

= i T S T TS ST . T - AT T A TP e Tt
I s '
_ﬁ Zustomear
< B Pc4_Agentt, Pod_Agentt
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8. Conclusion

These Application Notes describe the configuration steps required for NICE Perform to
successfully interoperate with Avaya Proactive Contact using the trunk tap method. All feature
and serviceability test cases were completed.

9. Additional References

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

1. Administrator Guide for Avaya Communication Manager, Document 03-300509, Issue 4.0,
Release 5.0, January 2008, available at http://support.avaya.com.

2. Avaya Proactive Contact Release 4.0 Administering Avaya Proactive Contact, January
2008, available at http://support.avaya.com.

3. Integration with Avaya Proactive Contact (PC) / Predictive Dialer System (PDS), August
2008, available upon request to NICE technical support.
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