AVAYA

Avaya Solution & Interoperability Test Lab

Application Notes for Configuring Telcomp Pickup and Avaya
IP Office using DevLink - Issue 1.0

Abstract

These Application Notes describe the procedure for configuring Telcomp Pickup to
interoperate with Avaya IP Office using the IP Office DevLink interface.

Telcomp Pickup provides CallerID number information via a single-line screen pop and/or a
multi-line menu capability from the Avaya IP Office to a single computer, or to a network of
computers. Pickup is offered in two configurations, a Server based version as described in
these Application Notes, and a TAPI based solution described separately in Application Notes
for Configuring Telcomp Pickup and Avaya IP Office using TAPI.

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 procedure for configuring Telcomp Pickup to interoperate with
Avaya IP Office using the IP Office third party DevLink interface.

Telcomp Pickup provides CallerID number information via a single-line screen pop and/or a multi-
line menu capability from the Avaya IP Office to a single computer, or to a network of computers.
Pickup is offered in two configurations, a Server based version as described in these Application
Notes, and a TAPI based solution described separately in Application Notes for Configuring
Telcomp Pickup and Avaya IP Office using TAPL

The DevLink version of Pickup described in these Application Notes uses a Client/Server link for
delivery of Caller ID/ANI and DNIS/DID to applications running on a PC. With this information, a
variety of tasks can be automated by inserting the information into application APIs. For example,
Caller ID/ANI can be used in script to launch a web browser to a specific URL with the ANI being
the key to a database lookup for a browser based CRM application for instance.

The TAPI interface is generally referred to as a First Party CTI interface while the DevLink
approach is generally considered a Third Party CTI interface. The difference is the TAPI approach
exposes information pertaining to the specific call and phone associated with the PC the application
is installed on, including caller name (if provided by the trunk service provider) while the DevLink
approach exposes system wide views of activity on multiple trunk lines for example. Which
approach is better suited to a given site will depend on a number of factors which a Telcomp
engineer will review with a prospective customer.

Telcomp offers additional applications which are often installed together at a site. Among these
includes a TAPI based Dialer application which is capable of interfacing with virtually any desktop
software allowing phone numbers to be highlighted and a call initiated using a Hot-Key to invoke
the TAPI interface to initiate a call. This solution is also separately described in Application Notes
for Configuring Telcomp TAPI Dialer and Avaya IP Office.

2. General Test Approach and Test Results

This interoperability compliance test included feature and functionality testing. Testing examined
the ability of Telcomp Pickup to report incoming CallerID number information for inbound SIP
trunk calls to Avaya IP Office as well as for Telcomp Pickup clients to generate screen pops for calls
answered at monitored extensions.

2.1. Interoperability Compliance Testing

The testing included a mix of endpoints supported in [P Office, including Digital, H.323 and SIP
deskphones. Testing was performed manually on the Avaya IP Office configured with inbound trunk
calls ringing at all extensions. SIP trunks from a PSTN Gateway were connected to the Avaya IP
Office. The Telcomp Pickup application was configured to establish a connection to a Telcomp
Server which in turn had a DevLink connection to Avaya IP Office. The Pickup application was set
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up to monitor an extension and generate a screen pop when its assigned extension was ringing and/or
answered.

When an inbound trunk call was answered at a particular extension, the Pickup client generated a
screen pop with the incoming CallerID number, as well as information from a locally shared
database associating the Caller ID with previously known information about the caller. Each Pickup
client was configured through its macro-programming interface to send keystrokes to the PC
operating system to launch a web page with a database lookup of the incoming caller ID. This was
done to simulate interactions with a web based CRM type application. When the screen pop was
acknowledged (by clicking OK), the Pickup client programming macro executed the web database
lookup.

2.2. Test Results

The Telcomp Pickups functionality was successfully verified through the course of the compliance
test.

2.3. Support
For technical support, contact Telcomp, Inc. at http://telcomp.com or (407) 889-7377.

3. Reference Configuration
The test environment used for the solution testing is shown in Figure 1.
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Figure 1: Telcomp IP Office DevLink Pickup Test Configuration
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4. Equipment and Software Validated

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

Equipment Software/Firmware
IP Office 500 V2 Control Unit 7.0 (12)
IP Office Manager on Windows XP PC 9.0 (12)

Avaya 1408/1416 Digital Phones

Avaya 1616 IP Phone

hal6l6ual 300B.bin

Avaya 5610 IP Phone

x10d01a2 9 1.bin

Avaya T7208 Norstar Digital Phone

4.01.13 SIP

Avaya 1140E IP Phone

Avaya 1230 IP Phone 4.01.13 SIP
Windows XP PC with :

Telcomp Pickup 9.12z
Windows 7 PC with :

Telcomp Pickup 9.12z

5. Configure Avaya IP Office

The configuration of Avaya IP Office involved establishing Trunks (Lines) and routing to connect to
the external PSTN, and to confirm proper CTI licenses were in place on the IP Office system.

5.1. Configuration Details for IP Office

The following configuration of IP Office was performed using the IP Office Manager application.

The changes made were:

Confirm Licenses
Configure Short Codes for Routing
Configure Inbound Routing

Configure SIP Trunks (Lines) to the PSTN
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Step

Description

Configure SIP Trunks (Lines) to the PSTN

In the tested configuration, a SIP Trunk was used for routing PSTN traffic to and from
the IP Office system. In order to create a SIP Line, select the Line object in the IP
Office Manager and click the New icon and select SIP Line (not shown). On the
SIP Line tab, select an available Line Number and accept all other defaults.

] Avaya [P Office R Manager TestRoom1 [7.0{12)] [Administrator{Administrator)]

File Edt Yiew Tools Help

% R B00TR (4)
# i Oparator (3)
= TestRooml
# = System (1)
= 17 Line (S}
11
iz
13
Ti4
17
# <= Control Uik (3)
+ 4 Extension (20)
# 4 User(16)
+ 19§ HunbGroup (1)
+ @ Short Code (53)
@ service (0)
+ aly RAS (1)
+ Incoring Cal Route (3)
‘WanPort (0)
am Directory (0)
17 Time Profile (0)
# () Frewal Profis (1)
% [ll 1P Route (2)
& Accounk Code (0)
# % Licence (76)
W Tunnel (0)
# §g User Rights (3)
W Auto Attendank (0)
+ g aRs (1)
# RAS Location Request (1)

# fx E911 System (1)

On the Transport tab, enter the ITSP Proxy Address of the other end of the SIP Line,
in this case an Avaya Aura® Communication Manager, enter the Layer 4 Protocol

= 1]

25 ,‘J@J!‘/ 2 T |} testhoom = Line

SIPLne Transpoet SIP URD VolP | T38 Fax| SIP Credentisls

Line Murnber 17 =

ITSP Domain Name In Service
Use Tel LRI

Prefix Check 005

Mational Prefix o Call Rputing Method
Criginator number for

Country Code
International Prefix |00

Send Caller ID Mone: v

Association Method | By Source IP address v
[¥] ReFeR Support
Incoming Auto v
Outgoing Ao -

Error List

Received BOOTP request for 001b4F4d2600, 0.0.0.0:68, unable to process

(TCP), and Send and Listen Ports (5060).

Fie Edt Wew Tooks Heb
1333 LA v«
IP Offices

# R BOCTP (4)
% ¢+ Oparstor (3)
= TestRoom]
S System (1)
= % Line (5)
T
Tiz
T3
Ti4
» 17
# <= Control Lint (3)
& Extersion (20)
g User(18)
® gl HertGrou (1)
# 9% Short Code (63)
@ service (0)
+ oy RAS(1)
+ Incorring Call Route (3)
g WanPort {0}
@ Directory (0)
£7) Time Profile (0)
4 @@ Freval Profi (1)
# [l P Rowe (2)
am Account Code {0)
& W Licence (76)
W Tunnel (0)
# s User Rights (8)
W Auto Arvendant (0)
& g a8s(1)
# RAS Location Request (0)
# fx E911 System (1)
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'] Avaya IP Office R7 Manager TestRoom1 [7.0(12]] [Administrater{Administrator)]

TestRoom] * Line
B SIP Line - Line 17
SIP Line| Transport SIP LRI VolP | T38 Fax SIP Credentials

ITSP Prowy Address | 10.64.10.67

Netwark Configurstion

Layer 4 Probocol TP w

Use Network Topology Info | None w

Explict DNS Server(s) o o .0  ol|[le o o o0
Calls Route via Registrar

Separate Registrar

Error List

Received BOOTP request for 001b4F4d26b0, 0.0.0.0:68, unable to process
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Step

Description

Configure SIP Trunks (Lines) to the PSTN (Continued)

On the SIP URI tab, Click Add to create a new record containing the URI
specifications, accept all defaults and enter the Incoming and Outgoing Group (Line
17 configured above), and the Max Calls per Channel which relates to the number of
trunk group members in Communication Manager in this test, or number of concurrent
sessions from a SIP Service Provider. Click OK to save the entries in the Edit
Channel section, then click OK at the bottom of the screen to save all changes to the

Line configuration.

Fie Edk  View Took Help
1|2 B3 0] «
IP Offices

# K BOOTP(4)
# ¢+ Operakor (3)
= % TestRooml
% = System (1)
= 11 Uine (S)
i1
12
143
14
17
# <= Control Uni (3)
# 4 Extension (20)
£ User(18)
® i HunkGroup (1)
® 9% Shoet Code (63)
@ service (0)
® oy RAS(1)
# @ Incorming Call Route (3)
P warport (0)
#m Directory (0)
7 Time Profie (0)
£ @ Firewall Profile (1)
w [ll 1P Route (2)
#m Account Code (0)
® W Licence (75)
W Turnel (0)
® § User Rights (8)
B Auto Attendart (0)
® f ARS(1)
 RAS Location Reguest (0)
# fx E911 System (1)

2 i |} TestRoom g Une

'] Avaya IP Office R7 Manager TestRoom1 [7.0(12)] [Administrator{Administrater)]

afp T

SIP Line - Line 17

SIP Line Transport, SIF URT YolP |38 Fan SIP Credentials

Channel  Groups

1 17 17 LA

Edit Charined

via <None >

Local LRI
Conbact Use Inkernal Dats
Display Name Use Inkernal Data
PAL Hone
Registration 0: <hones v
Incoaming Group 17

Cukgaing Group 17

Ma: Calls per Channel |10 -

Received BOOTP request for 001b4F4d26b0, 0,0.0.0:68, unable to process

Wia LocalURD  Contack  Display Name PAL  Credentisl  Max Calls

N... 0:<Non.. 10

Error List

CER

!

Cancel
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Step Description

2. Confirm Licenses

are enabled for the Pickups server to be able to connect.

'] Avaya IP Office R7 Manager TestRoom1 [7.0(12)] [Administrator{Administrator)]
Fle Edt Wew Took Hep
P8 - W FEELA v o 2 | restroom = Licance
IP Offices B

= % TestRooml E| AT —
# = System (1)
& T1 Line (5) Licence Key | DASCIISTSVMANERSw_PIVIaDKDGRkje
&= Control Unik {3)
& Extension (20) Licence Type  |CTLLink Pro
: ‘aw‘é’;’;m Licence Status  |Valid
# 9% Short Code (63) Instorces |25
@ service (0)
# o RAS{1) Expiry Date | Never
# @ Incoming Cal Route (3)
& wanport (0)
am Directory (0)

e —

CTILink Pro

7 Time Profile (0)
+ (@) Frewall Profie (1)
# [ll 1P Rowe (2)
o Accourit Code (0)

o W Licence (76)
e 3rd Party IP Endpoints
S Advanced Edition
S Advanced Small Community Netwarking
S ALDD Yoicemal
. Avaya IP endpoints
W Avaya IP endpoints
e Branch Ediion
e CCC Agent Rostering
e CCC Agents
e CCC Chat
g, CCC Dersigner (users)
S CCCEMal
e CCC PC Walboards
o CCC Server
e CCC Spectrum Walboards
W CCC Supervisors
e CCROCCUPG
S CCR Dessignes
. CCRSLP
W Compact Business Centre
S Conferencing Center
~ EITED 2

< —— >
Received BOOTP request for D01b-4f4d26b0, 0.0.0,0:68, unable to process

Error List

Navigate to License>CTI Link Pro to confirm that an adequate quantity of Instances

EBX
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Step Description
3. Configure Short Codes for Routing
Select the Short Code bbject in the IP Office Manager, and click the New icon [E-Jto
create routing instructions for calls to the PSTN via Line 17. In the example below,
calls to the 303 area code with 10 digits used the Dial feature and Line Group Id 77 to
reach the PSTN. The Telephone Number ‘.” was used to instruct IP Office to send the
dialed digits from the phone without modification. Repeat this for all permitted dial
patterns, or use a broader pattern to encompass all area codes as required. In this
system, the 9N pattern (not shown) which is a default pattern was also configured to
use Line Group Id 17 enabling calling to 11 digit numbers starting with 9. Click OK to
save any changes.
@ Avaya IP Office R7 Manager TestRoom1 [7.0(12)] [Administrator (Administrator)] E}@Ef
Fle Edt WVew Tooks Hep
(=] EI;:I¢ 2 |} tesroom = Short Code »[somooocee ]
IP Offices =] 303XXXXXXX: Dial

::E:E.N’ ] S'C::cm JOFO0CHK

i i

EEE%EEE :ceacwmtcode O ’

u:mr

e

M:g:;:l

oo G

@ Sevir ©
: d‘mmnmeﬁ!
|
* é::‘":ut"‘;fi]m -] Error List :
Ready |
At this point, click the System Save icon 4 in the toolbar and save all of the changes
and allow the system to reboot to read and apply the new settings (not shown).
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Step

Description

4. | Configure Inbound Routing

Fle Edt ¥iew Tools Help

d | 2Ea 0 v

IP Offices

Px TONE
92 CTINE
9% *9000*
o *9IN;
[ D=
o 57
Lo
9 TFINE
% *DS5N
L]
B Sk
B 1 30R000000
B S0T000000
W o
o
@ service (0)
# M RAS(D)
= @ Incoming Call Route (3)

D0
D0
& warPort (0)
o Directory (0)
£7) Tie Profle {0)
# ({0 Firewal Profie (1)
® [l 1P Route (2)
& Account Code (0)
# W Licence (76)
W Tunnel ()
® §g User Rights (8)
W Auto Attendant (0)
= g ARS (L)

Ready

'] Avaya IP Office R7 Manager TestRoom1 [7.0{12)] [Administrater(Administrater]]

Create a new Incoming Call Route by clicking the New icon when the Incoming Call
Route object is selected in IP Office Manager. Set the Line Group ID to 17 for this
routing rule on the Standard tab.

2 B[} Tethoom 21 Tncoming ol Rouke N
B 17

|| Standard | voice Recording | Destinations
Baarer Capabiity Aoy Voiee v
Line Group 1d 17 ~
Incoming Number
Tncoming Sub Address
Incoming L1
Locale ~
Priorky 1-Low w
Tag
Hold Music Source: Systedn Source v

¥ Error List

On the Destinations tab, enter ‘.’ in the Destination field to route calls to the dialed
number. If a specific destination is required such as an auto attendant number, enter
that here instead.

Standard | Voice Recording | Destinations

»

TimeProfile

Default Yalue

Destination

Fallback Extension
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6. Configure Telcomp Pickup on PCs

This section covers the configuration of Telcomp Pickup on PCs and is illustrated on a Windows XP
machine. The steps are similar on Windows 7 or any other supported Windows OS, though the
screens might look a bit different.

6.1. Configuration Details for Telcomp Pickup

The Telcomp Pickups application can be installed and configured on each workstation that is
associated with an IP Office extension. The server component (TcServer and TcMonitor) are
installed on a single PC in the environment, this can be one of the PCs that the client will be installed
on, or a separate PC. Supported OS include Windows XP/XP Pro, Vista. 7, Server 2003 or Server
2008.

The steps are as follows:

Install TcServer

Configure TcMonitor and TcServer
Install the Telcomp Pickup Client
Configure the Telcomp Pickup Client
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Step

Description

Install TeServer

Use an account with administrative privileges to install the software. Run the SETUP
program from the Tinstall file location (if installed online), CD or USB Stick (if

purchased with media).

When the setup program launches, an informational screen will appear first.

{.:.

Infa on TelComp Application install choices:

Pickup Chent For Avaya IP Office
Installed on user's desktops and receives telephony messages from the
Telcomp server

TeServer for Avaya IP Office
Installs two components:
1 - Tehcomp server component that communicates with the PEX switch
generating normalized messages sent to the Pickup clients
2 - TeMonitor used to monitor and configure the TcServer component

TcMonikor (remote instal)
Installs TeMonitor only allowing monitoring and confhguratmn of
the Telcomp server component from a remobe machine
{normally not needed)

Click OK to continue. Select the radio button for the Server for Avaya IP Office,
then click Next. Note: This option also installs the TcMonitor application.

InstallShield Wizard

Setup Type )
Chooze the setup tppe that best suits pour needs. l 5 —

Pick TelComp Apphcation to instal

" Pickup Chent for Avaya IP Olfice
¥ [Server for Avapa IP Difice
" TcMonitor [remcte instal]

InstallShield Wizard

Prezs the PAGE DOWH key to see the rest of the agesment

IMPORTANT: PLEASE READ THIS SOFTWARE LICENSE AGREEMENT CAREFULLY A
BEFORE INSTALLING THE SOFTWARE. BY USING THE SOFTWARE. YOU ARE
\AGREEING TO BE BOUND BY THE TERMS AND CONDITIONS STATED BELOW, IF
DU DO NOT AGREE WITH THE TERMS OF THIS LICENSE. PROMPTLY RETURN

THE UNUSED SOFTWARE TO THE FOINT OF PURCHASE AND YOUR MONEY WILL
BE REFUNDED.

1. Licensa. Telcomp Inc. [TELCOMP] grants bo the Licenses purchasing this copy of
FICKUP, TCQOS. TCREFORT, DIALER or any of the Telcomp Server Frograms a
nonexchusve, nontransferable bcense bo use the TELCOMP software and other software o

Do you accept all the teims of the precedng License Agreement? If vou choose No, the
setup will clase. To instal Telcomp, you must sccept ths sgresment

RAB; Reviewed:
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Step Description

Install TcServer (Continued)
The install will then display the Drive and Folder Installation Destination. The default
installation folder for the PICKUP program is C:\T¢CLIENT. If this is not the
intended installation directory, click on the Browse button and select an alternate
installation location (not shown). Click NEXT to proceed.

Choose Destination Location
Sedect folder where Setup wallnstal fles. r’h

Setup vl install Telcomg in the folowing folder
Tonstal to thes folder, chck Next. To install o a different folder. chick Browse and select
anothet fokdes.

The Monitor Tcp Port dialog will be displayed. The default port is 4960. This is the
port that the TcServer and TcMonitor programs will use to communicate with each
other. Make sure this port does not conflict with any other software running on the
network. Only enter an IP Address if this machine has multiple IP Addresses assigned
(multiple adapters).

Edit Data
Erier tequested data I & -

Erder Mondor Tep Port
Ordy erter Ipfddress i mons than Ip addiess assigned to this machine

Pest JEE

Ip Address [

« Back Meod > Cancsl |

The Installer will eventually confirm that installation is complete. Click Finish to close
the installer.

InstaliShield Wizard

g InstaltShield Wizard Complete
=

Setup has finished instaling Teicomp on your computer
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Step Description
2. Configure TcMonitor and TcServer
Start the TcMonitor and TcServer programs by double clicking on the following Icons
from the desktop.
I/
Tc.\IuitorS\'r [P Office5.112
511z (Avaya)
The Monitor program will appear as shown below.
" Telcomp Monitor and Configurator D = El
TeMonitor: Mot connected to TeServer IpAdrs 192.168.0.22:4960
Status: Not connected to TcServer Controls
TcSenver
Fickup Client Licsense 77 Tep Switch IpAddress:
Cument Pickup connechions: 00 Cument Rew connections: 00
Received Frames | Serial Fort 1 closed
Tcp SentFrames Tep closed
Status: None
Last5 Sent Frame
Connected (ipAddress Extension, Description) ) Mot Connected )
| Monitor 59mp| Close
The first launch of the Server Program will alert that it is running as an Application — it
can be set to run as a service later in the installation process. It will also prompt for a
license which Telcomp must provide:
_ . Telcomp Enable
TcServer
TclpOffice Running as an Application, NtService not installed IEEEED-FRERE  BRill - UUhEEE
Enabling Code
Please contact TELCOMP, Inc. at (407)889-7377
to obtain an Enabling code for the abowve Server
Install Code. Have the abowve Install Code and
Serial Number available when you call.
You may also email your request with the abowve
information to sales@telcomp.com if you do not
need your enabling code immediately.
RAB; Reviewed: Solution & Interoperability Test Lab Application Notes 13 of 23
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Step

Description

Configure TcMonitor and TcServer (Continued)
After the TcServer program is started, the Telcomp Monitor and Configurator
screen will indicate that the two programs are communicating with each other as
shown below. Click on the Server Setup button.

*. Telcomp Monitor and Configurator 8=

TcMonitor: Connected to TcServer 192.168.0.22:4960
Status: Controls

TcServer 310 Ip0fif ModeHP Office
Licensed for 10 clients Switch [pAdrs or Dns not set Qos not enabled
Mumber of Telcomp connected clients=0

Received Frames ,1— Not connected to Service
Tep Sent Frames [D " Tep closed

Status:

Last5 Sent Frame

Connected (lpAddress Extension, Description) Mot Connected
Server Setup MumlurSe!up| Close |

This will launch the Telcomp TecServer Setup screen. Enter the IP Address of the IP
Office Control Unit in the TCP SWITCH CONNECTION > IP Address or DNS
field. Enter the IP Office Monitor password in the Password field (default is
password). Note the Port for Telcomp Client Connections (4951 by default). This
will be used when configuring the client configurations later. Enter the Local Area
Code (blank shown) which the server will add should the public network lines provide
7 digit Caller ID/ANI. Click OK to accept changes.

Telcomp TcServer Setup

INPUT SOURCE
I & TCP Enable
Baud Rate
T o) C
o c c
Comm Port
C (‘ C -
TCP SWATCH CONNECTION
IF Address Part |
or DNS
Password | User |
TCSERVER TCP CONNECTIONS
Port for Telcomp ,— Port for Raw
Client Connections 4981 Connections |
Qos Logging Local Area Code
Test | Line Transluﬁon| Cancel | oK
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Step Description

Configure TcMonitor and TcServer (Continued)

Select the Logging button from the TcServer Setup screen (shown above) if logging
of call activity is desired. Click OK to accept the changes which will return to the
TcServer Setup screen.

Logging Setup

Log only following types(if none set. all types are logged)

[~ Answer ™ Ring [ Disconnect
™ Transfer ™ Hold [ Outbound
Log File type
= Standard " Daihy " Weekly
" Monthby © Yearly " Mone
Enter Log Path
[C.\Telcnmp
Logging Format

Id Mo Da Hr Min *chg *Fh Nmbr* CiriNm Line Station
VOV V2 VIV VE VB VT V8 V10 V12
WhkDay Seconds DMIS Conical: (VB)VE-VT

W13 W14 V15 WM

[™ Force Report compatible Log
Raw Logging( 5. X H) | Cancel

Select the Line Translation button from the TeServer Setup screen (shown above).
The Line Table Translation maps the IP Office trunk lines to correspond to line
numbers that will be displayed by the clients.

Line Table Translation
Ling SlotChnl

~ Select line 1o edit

Accept Change

Click OK to accept and return to the TcServer Setup screen.

The Test button enables setup of data used to test server to client operation without

having to make an actual telephone call. Enter meaningful data as shown below.
Test Setup @‘

Thi the Server with the following infi d ho
snd Ring. Anvwer, and Hangup Nomalized messages o
Connected Fickup cherts when ‘Demo test” iz selected in Cortrol
dalog

Number (4078897377
Mame | Tedcomp., Inc.
Line [0 2 o 4 chlits [left ze00 1)

Station | 4 or 8 digits [left zev0 ]

Dz

Cocs

Click OK to accept and return to the TcServer Setup screen.
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Step

Description

Configure TcMonitor and TcServer (Continued)

Now that the installation has been configured, the changes must be communicated to
the server program. Click on the Controls button on the Telcomp Monitor and
Configurator screen. Re-launch the Controls dialog after each of the following steps.

. Teleomp Monitor and Configurator E1 =] E]

TeMonitor: Connected to TeServer 192.168.0.22-4960
Status: Controls |

TcServer 9.10r lpOff ModeHP Ofice
Licensed for 10 cliems Switch lpAdes or Dns not set. Oos not enabled
Number of Telcomp connected chents=0

FReceived Frames [1 Mgt connecied 1o Service
Tcp Sent Frames [0 Tep closed
Stabus:

Last5 Sent Frame

Connected (IpAddress Extension. Descriplion) Mot Connected
Server Setup | Monitor Setup Close ]

To commit the server configuration, select Send Config to TcServer and click OK.
This writes the changes to an .ini file which is read when the server starts.

Select Tell TeServer to install itself as NtService and click OK to set the server to
auto start as a system service. If this option is used, remove the server icon from the
desktop to prevent multiple instances from running.

Select ShutDown TcServer and click OK to stop the server program.

TeServer Controls
" ShutDown TcServer

" Send Config to TcServer
" Tell TcServer to do Client Notify
" Tell Teserver to do Demo test

(" Tell TeServer to install itself as NtService

Click on the desktop Icon or use the Windows services control panel to restart the
service. This will read the above configuration changes into the program.
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Step

Description

Install Pickup Client

Use an account with administrative privileges to install the software. Run the SETUP
program from the Tinstall file location (if installed online), CD or USB Stick (if
purchased with media). When the setup program launches, an informational screen will
appear first.

Click OK to continue. Please read and agree to the software license.

continue.

Infa on TelComp Application install choices:

{.:.

Pickup Chent For Avaya IP Office
Installed on user's desktops and receives telephony messages from the
Telcomp server

TeServer for Avaya IP Office
Installs two components:
1 - Tehcomp server component that communicates with the PEX switch
generating normalized messages sent to the Pickup clients
2 - TeMonitor used to monitor and configure the TcServer component

TcMonikor (remote instal)
Installs TeMonitor only allowing monitoring and confhguratm of
the Telcomp server component from a remobe machine
{normally not needed)

InstallShield Wizard
Telcomp

Prezs the PAGE DOWH key to see the rest of the agesment

IMPORTANT: PLEASE READ THIS SOFTWARE LICENSE AGREEMENT CAREFULLY A
BEFORE INSTALLING THE SOFTWARE, BY UISING THE SOFTWARE. vOU ARE
AGREEING TO BE BOUND BY THE TERMS AND CONDITIONS STATED BELOW, IF
("OU DO NOT AGREE WITH THE TERMS OF THIS LICENSE, PROMPTLY RETURN

THE UNUSED SOFTWARE TO THE FOINT OF PURCHASE AND YOUR MONEY WILL
BE REFUNDED.

1. Licanse. Telcomp Inc. [TELCOMP] grants bo the Licenses purchasing this copy of
FICKUP, TCQOS. TCREFORT, DIALER or any of the Telcomp Server Frograms a
nonexchusve, nontransferable bcense bo use the TELCOMP software and other software o

Do you accept all the teims of the precedng License Agreement? If vou choose No, the
setup will clase. To instal Telcomp, you must sccept ths sgresment

InstallShield Wizard

Setup Type
Chooze the setup type that best suils pour needs,

TelComp Application o install

* Pickup Chent for Avaya IP Office]
" TeServer for Avaya IP Dffice
" Tehonitor (semate install
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Step

Description

Install Pickup Client (Continued)
The install will then display the Drive and Folder Installation Destination. The default
installation folder for the PICKUP program is C:\T¢CLIENT. If this is not the
intended installation directory, click on the Browse button and select an alternate
installation location (not shown). Click NEXT to proceed.

Choose Destination Location
Sedect folder where Setup wallnstal fles. r’h

Setup vl install Telcomg in the folowing folder
Tonstal to thes folder, chck Next. To install o a different folder. chick Browse and select
anothet fokdes.

Choose the startup option for the computer. Generally Start PICKUP for All Users is
selected.

InstaliShield Wizard

Setup Type
Dot the sstup lype that best suits pour nesds.

Statup Dptions?

™ Do not Automaticaly Start Pickup
" Stait Pickup for Cutrent Lizer orly

The installer will then confirm the selection. Selecting YES is used for most occasions.
Question )
Use: common configuration For o users
Sedarting “Yes" s recommended.
Select No F you want each logged-on user

on this machine
by b skl bo run different seript(s), drivirg different applications et.
(Note: this complcates setup and deployment].

== |

The Installer will eventually confirm that installation is complete. Click Finish to close
the installer.

InstaliShield Wizard

E_‘ Inatalbuekd Wizard Complele
="

St hae Frashend st T o s comguten
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Step

Description

4. | Configure the Pickup Client

Start the Pickup program by clicking on the desktop Icon as shown below.

Telcomp.ico

The following Pickup (Telcomp) setup selection screen will appear. The next few
pages will refer to using this screen as a launch for several configuration settings.

Pickup32 Version 9.12z for Avaya - IP Office
Copyright (c) Telcomp, Inc. 1992 - 2010
GEMNERAL SETUP

Tcp Setup EDA:-[:S-;‘I&G‘H 051, LineMenu Setup MNumber of rinlas-l 0
MNumber monitored=10
Tep connected
Substitution is Disabled

Extension is Enabled : i
DataBases | pricis Disabled Options [ General Options
Gelis Disabled

———————————EVENT PROGRAMMING CONTROLS ———————

On Ring Ring s Set OnAnswer | Answeris Set

OnPickUp | Pickup eventnot set On Disconnect | Disconnect Eventnot set

Hold Event not set

i
il

On OutBound | QutBound eventnot set On Hold

SPECIAL FUNCTION CONTROLS
ClipBoard ClipBoard not Set

Edit Scripts Script Editing Shorcut

i
i

W Enable Line Menu | Sound Enabled [~ SpeechEnabled

Close | Ok

Click on the Options button. Enter the IP Office extension number that will be used
by the operator of the computer into the Station box. Click OK to save the changes
and return to the Pickup (Telcomp) setup screen.

FopUp Time Out
15 PopUp Time Out (Dfit=15 seconds) Station
™ Run script at T.0 (else do nothing)
™ Keep PoplUp on Top

Misc Options

Key Stroke Pacing

Wai D
o Slow 7[ Fast
10 5 ]

Logging

" NoLogging & Standerd Daily Log following event(s)

 Weekly " Monthhy T Yearly ¥ Ring ™ Outbound

Fath and Name of Log file [~ Answer I~ Disconnect
[~ Transter ™ Hold

|CKT:CI ienfiPickup.log
Log file format
|\-’U.' WI0UWVIZUNVLEVEA NV VAV A VS VG

I~ Pickup

ariable *nnn can be used here to columnize: i.e. V1,%45.V4 says start field V4 at column 45

[ Debug log (Pickup.raw) ResetSizing | Launch Application Cencel oK.
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Step

Description

Configure the Pickup Client (Continued)

Click on the Tep Setup button. Enter the IP address or Host Name of the computer
where the Telcomp server program is running. The server program should already be
started on the server machine. Port 4951 is the default that was configured in Step 2
above. The User, Password and MD5 authentication are not required for the IP Office.
Click OK to save the changes and return to the Pickup (Telcomp) setup screen.

Pickup Tcp Setup

Tep Address or Host Name Port
[192.168.0.22 [4351
User
| o
Password

Cancel

Click on LineMenu Setup. Set the number of lines to the Number of Lines equal to
the number of trunk lines on the IP Office System and move the lines to be monitored
from the Select Lines to the Currently Selected column. Optionally, set the Menu
Display Style, Line Description and Optional Display if desired.

Line Menu Setup @
Menu Display Style
"Iﬂi MNumber of Lines ® (2
& List
Select Currenthy
Lines Selected

Line Description

0m A
ooz |

003 Optional Display (Conical Call ID)

005 |

Action when Button is clicked
* Pop and Script
Accept selected lines " No action
" Run Event script
™ Blank Idle lines " Popup if no SubDb entry
I~ KeeponTop

I Minimize at Startup ™ Show Line menu on Activity

Line Menu Font Selections | Line Recall Cancel
Action =
State Color Selections | Selection | i

Click on the Line Recall Action Selection button. Set the event to be triggered on
Recall to the event desired. This will normally be Answer. Click OK to save the
changes and return to the Line Menu Setup. Click OK to any open screens.

Line Recall Type

double click of Line history will force Popup processing
using the event indicated below

Event
[~ Ring [ Pickup r

i [ Disconnect |~ Hold

Cancel || oK |
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Step

Description

Configure the Pickup Client (Continued)

The remainder of the configuration will vary for each customer. For example, from the
Launch Screen (shown on the previous page), click the DataBases button to
configure substitution information that will appear on screen pops. In the illustration
below, a name can be associated with internal extensions by clicking Enable and the
Edit button and completing information for the extension(s). Other databases include
DNIS (such as Sales if calls to a particular number are for Sales). For more details,
consult with a Telcomp engineer.

[ Databases x

Substitution Db does Not Exast
Enter Full path and name of Substitution Database [~ Enable

| : | Edit DepDwn|

Diriz Db does not esdst
Enter Full path and name of Dinis Database I™ Enable

Q Extensions

Gel Db does Not Exst
Eres Full path to GelDb.dat ™ Enable Extensions Enter Extension Number
0ooooz14 |

ooooozz0
Description

Extensions fle Db does exist [
Enter Full path and name of Extensions File ¥ Enable

C:AT cChenth\E xtensions. it Add | | |
Edit

el | o | |— Delimiter Rnee] |IT|

In the Event Programming Controls and Special Functions Controls (on the
Launch Screen shown on the previous page), rules and behaviors can be defined to
control screen pop and scripts to execute when call activity like Ring or Answer occur.
These Application Notes will not cover the details of configuring these options as each
site will be configured by a Telcomp Engineer based on requirements.
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7. Verification Steps

The following steps may be used to verify the configuration:

e From a PC configured with the Telcomp Pickup application, launch the Pickup client and
receive a call and confirm that the screen pop activates and populates with the Caller ID/ANI
and any database substitution information configured in the application.

M Pickup On-Ring - Normal, Line-001 ‘

(407)889-7377

Telcomp, Inc.

09/07 13:51

<<‘ Cancel H OK |

e Verify trunk line information on the Pickup Lines view:

(@ HES
Line | State _'Numher | Narne _' Time | TedalTime _' Exten
Y
~
\DLE 002 Idie
003 Idle Lin State [ Number | Mame [ Time [ TetaTiene [ Esten... |
JDLE — | 1 1 |
% 01 1 Eusy 001 Answered  (A07)689-7377  Telcomp, Inc.  00:00:07 0006 00000...
05 14 ro0z idte
& =
e 003 Idle
:':m Il IDLE
. 004 Idle
g ™7 1 IDLE
e 005 Idie
1og °F e IDLE
5o {nE 006 dte
IDLE -~
00 5 {BLE 07 idie
IDLE -~
S :l:m e
\nLg 009 1dte
IDLE 0o Idie

8. Conclusion

These Application Notes describe the procedure for configuring Telcomp Pickup to interoperate with
Avaya IP Office using a DevLink interface. All tests were successfully completed including custom
scripts used to launch a browser based CRM application interface using Caller ID/ANI.

9. Additional References

Avaya

[1] Avaya IP Office Release 7.0 Manager 9.0, Doc # 15-601011, Issue 26h, May 2011
[2] Avaya IP Office DevLink Guide, Doc # 15-601034, Issue 12d, December, 2009
[3] Avaya IP Office TAPILink, Doc # 15-6010354, Issue 11f, December, 2009

Product documentation for Avaya products may be found at http://support.avaya.com.

Product documentation for Telcomp products may be found at http://telcomp.com/
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©2011 Avaya Inc. All Rights Reserved.

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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