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Abstract

These Application Notes describe the configuration steps required for ICR Evolution Software
to successfully interoperate with Avaya IP Office via Avaya TAPI Service Provider.

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 compliance tested configuration used to validate the ICR
Evolution software with Avaya IP Office R8.0.16 (IP Office) using Avaya IP Office TAPI3
Service Provider (T API).

Evolution from ICR is a Computer Telephony Integration (CTI) platform that provides call
control, predictive dialing and monitoring functionality to end users via the TAPI3 Service
Provider installed on the Evolution server. ICR Evolution utilizes a client/server model. The
server component of the software will connect to Avaya IP Office via TAPI. The client
component of the software, iAgent, communicates with the Evolution server components. The
iAgent client allows agents to control making and receiving calls via an Avaya handset
connected to Avaya IP Office.

2. General Test Approach and Test Results

The interoperability compliance testing included feature and serviceability testing. The feature
testing focused on verifying ICR Evolution handling of CTI messages in the areas of call control,
event notification and routing. Various types of calls including intra-switch, PSTN, outgoing and
incoming calls were tested. The compliance testing focused primarily on the following types of
calls:

e Inbound ACD calls

e Outbound calls in Preview mode

e Outbound calls in Predictive/Progressive mode

The serviceability testing focused on verifying the ability of ICR Evolution to recover from
adverse conditions, such as stopping the TAPI service, disconnecting the Ethernet cable for the
CTI link and the reboot of Evolution server under test.

2.1. Compliance testing

The following observations were noted during testing:

[1] Transfer and conference options on iAgent were not included in the compliance tests.

[2] When using an IP phone (as opposed to a digital phone) the iAgents cannot log into (take
control) this phone if it is in a “logged out” state. There must be a user already logged into an
IP Phone for the iAgent to log into this type of deskphone.

[3] If the TAPI service is stopped, upon restart of this service CTI functionality is not restored
until the server is rebooted.

22. Test Results
All tests passed successfully.
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2.3. Support

For technical support on ICR products please contact ICR Evolution support team at:

Web address: www.evolutioncallcenter.com
Email address: soporte@icr.es
Phone Number: +34 93 228 9310

3. Reference Configuration

Figure 1 shows the network topology for the compliance testing. The TAPI3 Service Provider is
installed on the Evolution Server to provide a CTI connection to IP Office. Avaya 2400 Series
digital deskphones are associated with iAgent users giving each iAgent operator telephony
functionality from the iAgent software.

ICR Evolution Server Workstation B

% Workstation A ——_—

Avaya TAPI3 TSP for

IP Office

Operator A logged

' | Operator B logged & i
into Evolution _ Avaya 2420 i i into Evolution ’ Digit:Ia:r)Zskphone
iAgent Client Digital DESkpho"EE | iAgent Client :
T e Private LAN
................... : l Avaya IP Office 500
Physical Connection ' R8.0.16
to IP Office Ports
@ Client Sesgion
TAPI CTI Link Avaya 96xx H.323
deskphone
Administrator of Avaya
IP Office using IP Office
Manager V10.0.16 '\
Simulated
PSTN 4
PSTN Caller
Figure 1: Connection of ICR Evolution Server with Avaya IP Office R8
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4. Equipment and Software Validated

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

Equipment Description Software Release

Avaya [P Office 500 Avaya [P Office R8.0.16

Avaya H323 IP Office Firmware

Avaya 96xx H.323 Deskphone Ha96xxua3_Hbas.bin

Avaya 2420 Digital Sets N/A

Avaya TAPI3 Telephony Service Provider Client

for IP Office Installed on Evolution Server. Avaya TSPBw.tsp 1.0.0.17

Platform Independent Server with Windows 2003

Server O/S and ICR Evolution Server. ICR Evolution Server R10.1

Client Workstation with Windows XP and ICR

Evolution iAgent ICR Evolution iAgent R10.1
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5. Configuration of Avaya IP Office

IP Office is administered using [P Office Manager Software installed on a client PC. It is the
assumption that a working and fully configured IP Office is in place with extensions and users
preconfigured. This section will show what changes to the IP Office configuration is required for
the ICR Evolution software to interoperate correctly.

5.1. Configuration of Avaya IP Office Users

Each user chosen as an Evolution iAgent user will need to be configured in a specific fashion in
order to work as an iAgent user. Click on the selected user in the left hand pane to make changes
to this user and click on the Button Programming tab. Only one Appearance should be
configured as shown below.

(i} Avaya P Office RE Manager 00EQOT02DE9A [B.0(16)] [Administrator(Administrator)]

File Edit Wiew Tools Help

i oDEDD7DZDESA - User - 8910 Extn@sl0 i -4 = ] | v 28|
IP Offices ExtnB910: 8910
| O § Useris) | A
g Mollser T
fim RemateManager Button,,, | Label Action Action Dats
e 8911 ExtEnit i Appearance = |
204 Extni204 = Tin Lo
205 Extn20s
206 Extn206
207 Extnz07 3
208 Extnz08 2
8004 Extriannd 5
39000 Extrganan L
#9001 Extnganat g
59002 Extnasnnz 9
59003 Extn39003 10
9004 Extriaanns 11
9005 Extraanns 12
9006 Extraan0s 13
9007 Extraannz? 14
9010 Extraanta 5
9011 Extrgant1 16
9012 Extrganiz e
69013 Extrga013 =
69014 Extrgani4 =
89015 Extr@an1s _ e
89016 Extrgan1s

89017 Extngo017
89018 Extngo018

| e §010 Extngali |
89100 Extnga100 Error List
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Click on the Telephony tab and then the Call Settings tab. The Wrap-up Time (secs) should be
set to S5 and Offhook Station should be ticked as shown below.

i Avaya IP Office RB Manager OOEQOO702DB9A [8.0(16)] [Administrator(Administrator)]

File  Edit Wiew Tools  Help

i 00E0N7020894 - User + 3910 Extna910 g 2 E-H | ] | v 28
IP Offices Extn8910: 8910
E-§ User (51) 0 | User | woicemail | DND | ShortCodes | Source Numbers]| Telephony i orwarding | Dial In | | Button Programming
- fipg Maliser - a = s T : !
- §pg RemateManager Call Settings ISupervisor Settings || Multiine Options | Call Lag |
S 5911 ExE§911 T
& 204 Extnzos Outside Call Sequence | Default Ring w | Call Waiting On
SO E SNz Inside Call Sequence iDeFauIt Ring v Answer Call Waiting On Hold
206 Extnz06 .
207 Extn207 Ringhack Sequence |DeFauIt Ring v | [ Busy on Held
208 Extn208 + -
8004 Exknannd Mo Answer Time (secs) |System Default (15) % Offhiook Station
£9000 ExtnS9000 . T -
- 5
3001 ExtnSa001 Hespdp Tine fecs) ! s |
89002 Extn33002 Transfer Return Time {secs) EOFF = |
59003 ExtnB3003 : g
§9004 Extng9004 Call Cost Mark-Up |100 |
59005 Extn3o005
59006 Extn3o006
59007 Extn3o007

Click on User Rights in the left hand pane and select the user rights associated with the 1Agent
users. In the example below this is called Agent. Under the User tab, ensure Enable do not
disturb is ticked as shown.

'] Avaya IP Office R8 Manager, O0EQO702DB89A [B.0(16)] [Administrator(Administrator)]

File  Edit  Wiew Tools Help

} O0EO0702DE94 ~ User Rights ~ Agent ai 2 E-H = | | v 5 2F
IP Offices
& 99025 Occ Inspect 2 IUser IShortCodes | Button Programming | Phone Manager || Telephory | User Rights Membership | Yoicemail |
59500 paul3as00 . z = B
89901 popey Marne |Agent |

89107 SIF Handset

500 TAPT:S00 fols

501 TAPL:SOL | v| ok part of User Rights v
502 TAPL:S0Z

503 TAPL:503 Friority

43021 Yacant Clean i5 w | |N0t park of User Rights ~ |

59022 VacantInspected
59020 Yoicemail 2 Do nat disturb
£9300 YoiceMail SIP
89301 Yoicemail SIP1
£9302 Voicemail SIPZ
~o@ 89303 Yoicemail SIP3
(-4 HunkGroup (S)
[# -8 Short Code (58)
B service (1)
oy RAS (1)
- Incoming Call Route (3)
@ “WanPort {0}
o Directory (0)
f’;‘ Time Profile {00
(-8 Firewal Prafile (1)
=l IP Route (2)
& Account Code (0)
[+ W, Licence (58)

F Tunnel (0}
=y User Rights (8) Error List

e | Configuration | Ite... | Record Description

Enatle do nat disturb | Mot part of User Rights ~|
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5.2. Configuration of Hunt groups

Hunt Groups are created in [P Office as they are associated with a particular service on the
Evolution Server. iAgent users are associated with services, as shown in Section 7.5, in the same
fashion these IP Office users are added to a Hunt Group associated with this same service. Click
on HuntGroup in the left hand pane and click on the Create a New Record icon at the top right
as shown below, to create a new Hunt Group.

IP Offices

i 59901 popey A
£9107 SIP Handsst
500 TAPL:S00 -
501 TAPT:SO1 fm -I Xlv|=]|>
502 TAPLS02 T "

503 TAPL:S03 ﬂ } " e |l .
89021 Yacant Clean ~
§9022 YacantInspected
89020 Yoicemail 2
89300 YoiceMail SIP
89301 Yoicemail SIP1
29302 Yoicemail SIP2
3 picemal SIPS

1 10

---ip§ §9201 DOI 89201

- gg 89220 SIP Voicemail
8 89210 Tiger Yoicemail

For an inbound campaign, the DN number of the campaign will correspond to the Extension
number setup for the Hunt Group highlighted below. All users associated with this campaign
should be included in this Hunt Group.

Note: In the example below two users 8910 and 8911 are associated with this Hunt Group
Extension 89200.

Note: For an outbound campaign another Hunt Group should be setup to include users associated
with such a campaign.

IP Offices B Sequential Group DDI 89200: 89200

H 89025 Oce Inspect: o Queulng Overflow | Fallback | Yoicemail | voice Recording || Announcements
89500 paul3as00 5 — =
89901 popey Mame |DDI 89200 | [[] CCr Agent Group
89107 SIP Handset T — [amz00 |
500 TAPL:500 s — ) =
501 TAPL:S01 Ring Made | Sequential v| Mo Answer Time (secs) | System Default (15) =
502 TAPL:502 _ I b :
=03 TAPL:S05 Hold Music Source | Mo Change |
39021 Yacant Clean Agent's Status on Mo-Answer [nane :
89022 YacantInspected Applies To i |
83020 Yoicemnail 2 User List
9300 YoiceMail SIP B Name
89301 Yoicemail SIP1
80302 Voicemal SIP2 B3ll:  Bxtidll

e olcaal oI 8910 Extr@sld
=g H
i 1 DD 10
gl 59201 DOI 89201
4l 5950 NMSIrbound
i@ 9220 3IP Yaicemail
438 89210 Tiger Yoicemail
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5.3. Setting up TAPI WAVE Ports in Avaya IP Office

Each dialling device in Evolution Server must be associated with a TAPI Wave Port in IP Office.
TAPI Wave ports should be configured in a consecutive range. Click on users in the left hand
pane and select new user. Fill in the information as shown below under the User tab.

e Name: Enter a valid and unused extension number to identify the TAPI Wave port

e Extension: Enter the same extension number as configured for the Name field above

Note: Each user added will have the same Extension number as the dialler extension in Section
7.6.

| Avaya IP Office RB Manager O0EQO0702DB9A [B.0{16)] [Administrator(Administrator)]

File  Edit Wiew Tools  Help

i O0E0O70Z089A - User ~ 500 TAPL:S00 =% =l E _,j | v 2B
IP Offices TAPI:500: 500
g G9016 Extnasn1s A User | woicemail | DMD || ShortCodes | Source Numbers || Telephony | Forwarding | Dial In || voice Recording | Button Programming
9017 Extn59017 = = = = . a

g 89018 ExtnS9018 I Mame TAPL:500
e 8910 Extn3910
§ 89100 Extn39100 Passward ,—|

S DLE ] Confirm Password | |
89102 Extn89102

89103 Extrias103 Full Mame TAPL:S00 |
8900 H3238900 —_———  — — -
8901 H3235901 I Extension [SDD | I

8902 H3238902 Lol | :|
89024 Occ Clean

89023 Occ Dirky Priority |5 3 |
89025 Oce Inspect -
59500 paul33asan System Phane Rights |N0ne ~v|
89901 popey . - |
0107 SIP Handset Praofile |Ba5|c User el

I B % |:| Receptionist

502 TAPT:S0Z Enable Softphone

503 TAPT:S03 [] Enable one-3 Parkal Services
89021 Yacant Clean

89022 VacantInspected
59020 Yoicemail 2 [ Enable Remote Warker

Enable one-% TeleCormmuter

Click on the Voicemail tab and ensure Voicemail On is not ticked as shown below.

7] Avaya IP Office RE Manager OOEQD702DEZA [B.0(16)] [Administrator{Administrator)]

File Edit Wiew Tools Help

OOEQO7FOZDE9A * L=er * SO0 TAPL:SO0 - .. - e || n
IP Offices TAPI:500: 500
89016 Extnas016 5 User mND || shartcades | Source Mumbers || Telephony | Forwarding || Dial In | woice Recording |
89017 ExknSo017 - L | |l Il
89018 Extn@901s Voicemail Cade | | ] woicernail on
e 5910 ExknS910
29100 Extng2100 Confirm Yaicemail Code | | [ woicemail Help

89101 ExknS9101 . i q
Woicernail Email | |
89102 ExknS9102
89103 Exkn89103 woirernail Email Reading
8900 M- a8 00 [ ums weeb Services
8901 H3238901
890z H3z238902
89024 Occ Clean

[ woicemail Ringback

OfF Copy Forward Alert

89023 Occ Dirky
89025 Occ Inspect DTME Breakout
S2500 paul32500 3
59901 popey Reception | Breakout (DTMF *0f0) | System Default |
52107 SIP Handset

Breakout (DTMF 23 |System Default () |

I- 500 TAPI:SO00

501 TAPL:501 Breakout (DTME 3) |Swstem Dafault (3 |
502 TAPI:E02

503 TAPL:SO3
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Click on the Telephony tab, under Call Settings ensure that Answer Call Waiting On Hold is
not ticked as shown below.

i} Avaya IP Office RB Manager ODE00702DB9A [B.0(16)] [Administrator (Administrator)]

Fle Edt ¥iew Tools Help
=] |E|

i OOEDN702089A = User - 500 TAPT:S00 H

IP Offices TAPI:500: 500
99016 Extn@s0le | | user | voicemail | DND | ShortCodes | Source Numbersl Telephony iForwarding | DialIn | Woice Recording | Button Frogramming | Menu Frogramming || Mobility | Phane Manager Options
89017 Extn&9017 .
89018 Extnaania | Call Settings lkupervwsor Settings | Multi-ine Options | Call Log|
g 8910 Extng310 i
89100 ExEna3100 Outside Call sequence [pefault Ring v| O calwating on
BIINLE S0 Tnside Call Sequence |pefault Ring v I [ Answer Call Waiting On Hold |
99102 Extng2102 E .
89103 Extn89103 Ringback Sequence |Default Ring v| [ Busy onHeid
9900 H3235%00 e
S0ttt Mo Answer Time (secs) [system Default (15) [ offhock Station
9902 H3235%02

T
o [z
vk o g ‘Wrap-up Time (secs) ;

69023 Qcc Dirty Transfer Rsturn Time (sscs) OFF %
89025 Occ Inspect =

9500 paulaasan Call Cost Mark-Up 100
9901 popey

[y B

500 TAPL:S00

502 TAPL:S02

503 TAPL:S03

83021 Wacant Clean
89022 YacantInspected
83020 Yoicemail 2

89300 YoiceMail SIP
89301 Woicemail SIPL =
89302 Yoicemail SIP2 b

Click on OK to complete the new user. This brings up a dialog box as shown. Ensure this is set
to None as shown below and click OK.

Avaya IP Office Manager

YWhould pou like a new WolP extension created with this number?

) Mone
() H323 Extension

() S|P Extension
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Once all configuration changes have been made, the new configuration must be saved to IP
Office. Click on the save icon as highlighted below and this will bring up the Send
Configuration window. Click OK to send the new configuration to IP Office.

File Edit  Wew Tools Help

O0EQO7OZDES T User

IP Offices

User (513 -
. f Mallser I
f RermoteManager
& 5911 Extanil
204 Extnz204
205 Extn205
206 Extnz206
207 Extn207
208 Extn208
8004 Extn3004
83000 Extn&2000
83001 Extn32001
9002 Extnda00z
9003 Extnga003
9004 Extnga004
§9005 Extnga005
9006 Extnga006
9007 Extnga007
§9010 Extng2010
9011 Extng9011
9012 Extng9012
89013 Extng2013
59014 Extn52014
89015 Extng2015 =

2

Mame

Password

Confirm Password
Full Name

Extension

Locale

Priority

System Phone Rights

Profile

IP Cffice Settings

ODECO70Z0E94A

Configuration Reboot Mode
C) Merge

(#) Immediate

() When Free

) Timed

Rebaat Time

Maone

| 15

Teleworker Us

|:| Receptionid
Enable Soft
Enable one
Enable one
Enable Rer

39016 Extnd2016
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6. Installation and Configuration of Avaya IP Office TAPI3

Service Provider

TAPI3 Service Provider is included in the IP Office CTI Link Software Development Kit (SDK)

located on the DevConnect website (http://www.avaya.com/gcm/master-usa/en-

us/corporate/alliances/devconnect/index.htm ) under the product name IP Office. Once

downloaded the install is initiated by running TAPI3Install.exe as shown below.

File Edit  Wiew

Favorites  Tools  Help

| cuments and Settings' Administrator’\Desktop’SDK 2.0 DEYCONNECT SITE

(9 Back ~ &3 v (B | ) Search | Folders | & o ) | [

Address Ihi‘] CiDocurments and SettingsAdministrakoriDeskboplSDE 2,0 DEVCOMMNECT SITE

Mame = | Sizel Type | Date Modified | Atkribukes |
[Ehtml File: Folder 07112011 15:47
[C)5amples File Folder 07111/2011 1347
}F\utnrun.inf 1 KE Setup InFormation 031072001 11:41 a
ﬁgn 1KE  Shorbcuk bo Program 03/10/2001 17:31 A
@go.bat‘ 1 KB wWindows Batch File 12j12/2001 16:38 a
£ |inde:, htmn 4 KB HTML Document 1Z2106/2006 10:26 A
[Z] readme bxt 1KE Text Document Z2I0J2003 12,59 A
2 -| 1 KE Text Document 12)07/2006 13:38 a
| @TP.PISInstaII.exe 3,657 KB Application ZZI10J2003 16:19 A

To configure the TAPI Service Provider navigate to Control Panel and right click on Phone
and Modem Options, as highlighted below, and then click on properties (not shown).

PG; Reviewed;
SPOC 4/24/2012

B~ Control Panel

File Edit Wiew Favorites Tools Help

L3 Back ~ €3 - 'ﬁ‘ | ;: Search | Fold
Address II:} Control Panel

MName = |
'@;nccessibility Options

*E add Hardware

L)add or Remove Prograrns

4@ Administrative Tools

‘“ Automatic Updates

“# Date and Time

'_'ngisplay

| Folder Options

ij:ileonts

& Game Controllers

anternet Options

@Keybnard

‘s Licensing

1 3Mouse
I! Bl ks
I0Hone and Modem Options
_@ Dt oblopa_ -
%Power Options

ot Printars And Faves

I Li
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Click on the Advanced tab, highlight Avaya IP Office TAPI3 Service Provider and click

Configure.

[haling Rules I M odems I

h The fallowing telephony providers are ingtalled on this computer:

Frowiders:

=]

: [
Microzoft H. 323 Telephony Service Provider

Microzoft HID Phone TSP

ticrozoft Multicast Conference TAF| Service Provider
HDIS Prosy TAP! Service Provider

TAPI Kemel-Mode Service Provider

Urnimodem 5 Service Provider

Add... | Femave Lanfigure. .. |

(] I Cancel | Apply |

Enter the IP Office IP address into the Switch IP Address box. Select Third Party and enter the
IP Office Administrator’s password into the Switch Password box. Ensure WAV Users and

ACD Queues are ticked as shown below.

x|
Switch IP Address |192.1EE.3D.31
Cancel |

T Single User

Uzer Mame |
Ilzer Pazswaord I

%' Third Party

[T Ex Directony Wsers
v it Users
vV ACD Queues

Switch Passward
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7. Configuration of ICR Evolution Server

This section outlines the steps necessary to configure the Evolution Server to enable the iAgents
to log in to an IP Office deskphone and have control of the handset. All configuration changes on

the Evolution Server are made using the web based Evolution Manager tool by entering
http://<IP address of Evolution Server>/manager.

7.1. ICR Evolution install

The installation of the Evolution server software is outside the scope of this document and

information regarding the installation can be found at http://www.evolutioncallcenter.com/.

Please note that during the installation there is a step regarding the PBX that the server is
connecting to. For IP office the PBX type is selected as shown below.

# Instalacion de Evolution Server ¥10 ] -10O] =}

Seleccion de configuracion predeterminada

evo 1 U tit i li Elija una configuracion de entorno predeterminada para la
instalacion de Evaolution Server,

Paor Favor, seleccione una configuracion predeterminada;

Configuracian; _TJ

Minguna

Configuracion TAPT Asterisk

Configuracion TSAPT AWAYA AES
Configuracion CTConneck - Markel Meridian 1
Configuracion TAPT Panasonic KxX-TDA
iConfiguracion inicial TAPT Ava'ys IPCFFICE
Configuracion inicial TAPT CISCO CM

Evolution Sepver v10

< fAfras I Instalar I Cancelar
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7.2. Configuration of Workstations on ICR Evolution Server

A workstation can be described as a location for the user or iAgent to log in to. Log in to the web
based Evolution Manager tool by entering http://<IP address of Evolution Server>/manager
using appropriate login credentials.

7 Evolution Manager - Windaws Internet Explorer provided by Avaya IT
Ge ~ &) hipiisz.168.30.208 manager) ~ |§\ [X\ [askcom

© Flle Edt  View Favorites Tools  Help
‘lnks @] Customize Links (& Free Hotmail @ Windows 3 Windows Marketplace 2| Windows Media & ToBe Reviewed @) 550

e & [E]Evn\utmr\Manaq_er ]71 D & - [Broee

evolutiEm | 08/11/2011 12:27

evolutiam

Contrasefia:] | |CREiEEl

To create a new workstation select the Administracion tab and click Puestos.

{= Bienvenidos a Evolution - Windows Internet Explorer provided by Avaya IT
G@' - |a hkkp: {192, 168,30, 205 Manager fPresentacion, aspx b ‘ @

© Fle Edt View Favorites Tools Help
Links B Custamize Links E Free Hatmail a windows 85 Windows Marketplace E windows Media B To Be Reviewsd B 550

w E Bienvenidos a Evolution I_I

evolutiEm & Usuario: NCADMIN System  [J | Tipe: Administrador | v.10.1.1130 EE | 08/11/2011 12:29

‘ Usuarios Dcamnaﬁas ﬁsarwcias i Argumentarios "Grabadores P Mensajes °Eventus

Evolution Manager

V¥ersion: 10.1 - build 1130 - Enterprise Edition
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Click on Nuevo in order to add a new workstation.

/= Administracidn de puestos de trabajo - Listado - Windows Internet Explorer provided by Avaya IT

—
Gt,y - \g, http:ff192. 168,30, 205/ManagerPuesta_Lista. aspy Ll

File Edit Wew Favorites Tooks Help

{Links @] Customize Links @ Free Hotmail @ | Windows %5 Windows Markstplace @ | Windows Media @ | To Bie Reviewsd @] 550

i}u’ & |g. Administracidn de puestos de trabajo - Listado I |
evoluti[nh‘ A& Usuario: NCADMIN System @ Tipo: Administrador v.10.1,1130 EE 08/11/2011 12:31

&8 Administracién ﬂ Informes | ./ Configuracion

O ruestos & Usuarios [Joampafias @ Servicios i Argumentarios % Grasbadores B Manssjes (@ Evantos

Administracion de puestos de trabajo - Listado

Listado de puestos

Id. Nombre = Teléefono = Telf. Logico Grabador Estado Motivo Clase
100000013 ¥ PT-Paul 89012 Z£FLO Puesto de Trabajo
100000014 ¥ PT-Server 89013 #FLO Puesto de Trabajo
100000002 » PT410 410 DEMO
100000004 b PT411 41T DEMO
100000005 » PT412 412 DEMO
100000006 b PT413 413 DEMO
100000007 » PT414 414 DEMO
100000008 b PT415 415 DEMO

The following information must be added.

e Nombre This is the Workstation name (unique identifier)
e Telefono Physical IP office extension

e Clase Puesto Type of Workplace

e Telefono logico #FLO (means floating agent or hot desking user)

= Administracidn de puestos de trabajo - Modificacion - Windows Internet Explorer provided by Avaya IT

6“\——;}' & etpij122.168.30.205/Manager Puesta_Modfication. aspx7idP=100000013 ¥ [#2)[%] [ask.com

{ Fle Edt View Favortes Tools Help

Links &) Customize Links 2 | Free Hotmail & Windows % windows Marketplace 2 | Windows Media @ To Be Reviewed & 550

= ; - »

W Ig,Administraciﬁn de puests de trahaj - Modficacisn l 1 - o v (i pPage = £ Taols ~
e -
evolutiEm & Usuario: NCADMIN System  [J] | Tipo: Administrador | v.10.1.1130 EE | 08/11/2011 12:34 28 -

O .
Pusstos Usuarios [JCampafias Servicios Argurnentarios Grabadores Mensajes Eventos

Administracion de puestos de trabajo - Modificacion
Parametros del puesto

(#) Nombre: T 1d Puesto:

Teléfono: Teléfono logice:  [#FLO

(%) Clase Puesto: [ pussio de Trabaio () Grabador: |

Done (3 € Internet H100% v
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7.3. Configuring Users on ICR Evolution Server

Evolution users are created on the Evolution Sever. These are actual users or agents in the
contact centre. Click the Administracion tab, click Usuarios and Nuevo.

/= Administracién de usuarios - Listado - Windows Iniernet Explorer provided by Avaya IT

=
-y

)+ | &) httpisi192.168.90. 205iManageriAgente_Lista.aspx

: File Edit ¥iew Favorites Took Help
i links @ Customize Links 4 | Free Hotmail @ | Windows 82 Windows Marketplace & | Windows Media | To Be Reviewed 8| 550

W & ‘g; Administracion de usuarios - Listada [

A4 Usuario: NCADMIN System [ | Tipo: Administrador | v.10.1.1130 EE

Puastnsl * Usuarios I/ECampaﬁas Servicios = Argumentarios % Grabadores Mensajes @@ Eventos

Administracion de usuarios - Listado

Listade de usuarios

evolutiEm

Q ver skills

Id. Nombre DNI  Usuario UsrACD PwdACD Tipo Servicio P.Trabajo
100000017 » DEMO, AGENT10 AGENT10 Agente
100000007 ¥ DEMO, AGENTE AGENTE 89101 123456 Agente
100000009 ¥ DEMO, AGENTE2 AGENTE2 89103 123456 Agente
100000010 » DEMO, AGENTE3 AGENTE3 Agente
100000011 » DEMO, AGENTE4 AGENTE4 Agente
100000012 ¥ DEMO, AGENTES AGENTES Agente
100000013 » DEMO, AGENTES AGENTES Agente
100000014 ¥ DEMO, AGENTEZ AGENTEZ. Agente

The following information must be filled in:

e Tipo de Usuario Agente (this is agent profile)

e Nombre Firstname of agent

e Primer apellido Surname of agent

e Usuario Username to login to iAgent

e Contraseiiia password for login to iAgent

e Usuario ACD User login configured in [P Office

e Contrasefiia ACD  User Password configured in IP Office

@ | 32 A |g. http: /{192,168, 30.205/Manager/Agente_Modificacion_a, aspx?IdA=100000007

: Fle Edt  View Favorites Tools  Help
Links @] Customize Links & | Free Hotmall @ | Windows B3 Windows Marketplace @2 | Windows Media & | To Be Reviewed 2| 530

W @ |§‘Adm\mstramt’lndeusuanus'Mnd\ﬁ(amén =]

Pusstos & Usuarios [Jcamparias Servicios Arqurnentarios Grabadores Mensajes @8 Eventos

Administracion de usuarios - Modificacion
W imivor | scignar it | 8 Acina sevicies

Parametros del usuario

(*) Tipo de usuaric:

(*) Nombre:

(%] Primer apellide: | Segunde apeliido: |

(*) Usuario:  |AGENTI
Contrasefia: |sssse Confirmar contrasefia: |essss
La contrasefia nunca expira: g Dias de validez de |a contrasefia: | N/D

Cambiar contrasefia préx. [~
sesion:

Parametros de ACD

Usuario ACD:  [zs101 . Contrasefia ACD: 123458
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7.4. Configuration of Campaigns on ICR Evolution Server

There are two campaigns already preconfigured as a part of the installation of Evolution Server,
as highlighted below.

e ATENCION AL CLIENTE, which is an inbound campaign
e TELEMARKETING, which is an outbound campaign

/= Administracion de camparias - Listado - Windows Internet Explorer provided by Avaya IT

@t/f v | ] http:/i192.168.30 205/ Manager/Campanya_Lista.aspx V|"’ 3| |asiceom

I Fle Edit Wew Favorites Tools Help

dlnks @) Customizelinks @] Free Hotmal 2] Windows 3 Windows Markstplace @) Windows Media & To Be Reviewed 2] 550

W & |&Adm\nlslramc’mdetampaﬁasrL\stadD I | T~ I =
evolutiEm 2 Usuario: NCADMIN System [ | Tipo: Administrador | v.10.1.1130 EE | 08/11/2011 12:57

a e 1 inistracion 4~ Configuracion

Fusstos g Usuarios | [d campafias [ Servicios = argumentarios Grabadores Mensajes @@ Eventos

Administracion de campafias - Listado

Listado de campaiias

Supervisor Argumentario Marcacion Est
100000002 | ATENCION AL CLIENTE Sasico.NET B8  Sinmarcacién [ 100 s 3 10 @
100000001 ¥ Servicio técnico DBR e-mail NCSUPER System Basico.NET B Vista Previa [ ] 30 10 @
100000000 » Servicio téenico DER teléfono NCSUPER System Sasico.NET 8 vista Previa a 3 w0 @
100000003 NCSUPER System Sasico.NET 8  Predictivo o 85200 ¢ 30 w0 @

These campaigns are amended in order to add extensions associated with the Hunt Groups
configured in Section 5.2.

7.4.1. Configuration of Inbound Campaigns

Click on the inbound campaign ATENCION AL CLIENTE highlighted above in order to
amend this for IP office users, which will present the screen as shown below. Click on Routing
to make changes to the inbound hunt group.

5{:5' ﬁ'ﬁ | & | Administracicn de camparias - Modificacian ] |

Administracion de campaiias - Modificacion

Datos generales

(1 Nombre: | InBOUND 1d:
Descripcidn:  [EMISION Fecha de creacion:
Detalles
Cache SMS Alarmas Cpcicnes Avanzadas Finales Segmentos Catos Incentivds Routing mportar Clientes

Parametros de campafia

(*) Estado: |HCti'~'ﬂ v| (*] Fecha de inicio: :'gz.'é1.-zccé
(=) Marcacién: [ vista Previa v Supervisor: | NCSUPER System v
Disp. de control:  [Baz00 | Trunk Access Code: [z
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Click on the DN as highlighted below to change the inbound number associated with the
campaign.

i} afe Ig, Administracion - Campafia - Routing l I
evoluti[nfﬂ A& Usuario: NCADMIN System Tipo: Administrador v.10.1.1130 EE 08/11/2011 13:07

[+ Administracién | @& Informes | / Configuracién

LJPuestos g Usuarios I-|Carﬁ|:|aﬁas £¥ Servicios i Argumentarios % Grabadores P Mensajes @) Eventos

Administracion de campaiias - Parametros de configuracion de Routing

B Guardar || B Guardar y Cerrar X Cerrar | Q Ver estrategias

Parametros de configuracion de Routing para la campafia ATENCION AL CLIENTE

(*] Tipo | Switch-based “

C fi ignada a las siguientes estrategias

Id. DN Encaminamiento Descripcion

» 39201

DNIS DNIS

100000101

Change the DN to the hunt group number setup in Section 5.2 for the inbound campaign. Click
Guardar y cerrar to save and exit.

ﬁ 495.‘ ‘ E‘ Administracion de estrategias - Modificacion ] ‘
evolutiET & Usuario: NCADMIN System  [7) | Tipo: Administrador

44 Supervision | | Administracion | &= Informes | /# Configuracion

ﬁ,._l.iPuestos ;Usuarios i;iCampaﬁas £ Servicios = Argumentarios % Grabadores B Mensajes I@Eventos

Administracion de estrategias - Modificacion
|

Parametros generales

ID:  [foooooiod |

(*) DN:  [58201 |

Descripcion:  [DNIS |

Encaminamiento: | pyis v|

Parametros encaminamiento

{*) Campafia: | 100000002 - ATENCION AL CLIENTE [
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7.4.2. Configuration of Outbound Campaign
Click on TELEMARKETING as highlighted below.

* & ‘E;Admmistrac\éndecampaﬁas-Listado I ‘ ﬁ - B @ & |_-;}
evolutiEm A Usuario: NCADMIN System [} | Tipo: Administrador | v.10.1.1130 EE | 08/11/2011 13:12

& ¥ Administracion | &= Informes | / Configuracién

Clrusstos & Usuarios [J campaiias € Servicios 3T argumentarios % Grabadores b Mensajes @@ Eventos

Administracion de campafias - Listado

Listade de campafias

Supervisor Routing Est
100000002 » ATENCION AL CLIENTE NCSUPER System Basico.NET 8 Sin marcacion G 100 9 30 i00 ®
100000001 » Servicio técnico DBR e-mail NCSUPER System Basico.NET B vista Previa [ 30 10 @
100000000 » Servicio técnico DBR telefono NCSUPER System Basico.NET 8 Vista Previa . 30 100 @
100000003 » TELEMARKETING NCSUPER System Basico.NET a Vista Previa 0 89200 L 30 100 @
The following needs to be changed:
e Disp de control Hunt Group for the outbound campaign
e Trunk Access Code Number used to get an outside line
Click on the Routing tab to make further changes.
v o ‘EAdm\mstracm’r\decampaﬁas-Mud\ﬁcacm’r\ 17| S B @ [heae -

Administracion de campaiias - Modificacion
W Gusrcar y Cerer ® Supervison Tiempo Real | B Asgnar contactos 3 rtema

Datos generales

Id:

STON Fecha de creacién:

() Nombre:

Descripcién:

Detalles

Cache SMS Alarmas Opciones Avanzadas Finales. ‘Segmentos Datos Incentivos| Importar Clientes

Parametros de campaiia

(=) Estado: [Actva ~ (*) Fecha de inicio: ] (=) Fecha de final:  [31/12/2050
(=) Marcacian: [ vista Previa v Supervisor: ~| 1=) Aplicacion: [ Basico NET v
| oise. de control: 00 i | | Trunk Access Code: 1 | (%) Auto-Anewer: [ anuel ¥

() Tiempo admin: Flanif. diaria: (*) Mdx. =Intentos:

Cuota maxim Cuota: (=) Prioridad:  [100
] (=) Canal: | telefono v
(*) Identificar clientes: [ 1o ostrar pantala v (%) Permitir altas: v (%) Permitic anénimos: [ 1o permir v
T. Predictivo: Factor lamadas predictivo: | Maximas llamadas simultansas:

|
]

(%) éPresencial? | permiti ¥ (=) Dias en histarico
]

No&nswer timeout ]

Grabaciones: [Sin grabacin 3
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Click on the DN as highlighted below.

i} e [EI Administracion - Campafia - Routing l 1
evolutiEm 2 Usuario: NCADMIN System Tipo: Administrador | v.10.1.1130 EE  08/11/2011 13:16

- # Administracion | g Informes | 4 Configuracién

|:_|Puestos ;Usuarios ncampaﬁas 'ﬁ-Servicios = argumentarios % Grabadores P Mensajes eEvantDs

Administracion de campafias - Parametros de configuracion de Routing

e

Parametros de configuracion de Routing para la campafia TELEMARKETING

(%) Tipo

Switch-based R

C fl i da a las siguientes estrategias

Encaminamiento Descripcidn

100000102 » 39200 DNIS DNIS

Change the DN as highlighted below. Click Guardar y cerrar to save and exit.

i}f '1";'7 [E Administracion de estrategias - Modificacidn I l
evolutiEm 2 Usuario: NCADMIN System [ | Tipo: Administrador | v.10.1.1130 EE

§ ¥ Administracién | &5 Informes .f Configuracion

L) Puestas :‘Usuarios ijCampaﬁas f}Servicios T Argumentarios W Grabadores B Mensajes @Eventos

Administracion de estrategias - Modificacion

Parametros generales

ID:  [100000762 |

| =ion: pezm | |

Descripcion:  [DNIS |

Encaminamiente: | puis "|

Parametros encaminamiento

(*) Campafia: | 100000003 - TELEMARKETING w
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7.5. Associate Services with Users

Click on the Administracién tab followed by Servicios in order to associate the users with a

service. The user is actually associated with a service and this service can contain a number of
campaigns.

ﬁ ahe | # | Administracion de servicios - Listado [_‘
evolutiG

.1

& Usuario: NCADMIN System a Tipo: Administrador

4 Supervision] | & & Administracion Informes | 4/~ Configuracion

[ & - 1 . d e uies : > : ,
ket Fugstos & Usuarios | dCamparias | §F Servicios | 2= Argumentarios. 4§ Grabadores P Mensajes @Eventos

Administracion de servicios - Listado

Listado de servicios

Id. Nombre

Campafas ACD
100000002 P ATENCION AL CLIENTE 100 @
P ATENCION AL CLIENTE
100000001 » Servicio técnico DBR
* Servicio técnico DBR. telefono
» Servicio técnico DBR. e-mail
100000003 I » TELEMARKETING I 101 (B

* TELEMARKETING

Click on Asignar participaciones to associate the users.

i} ke [g‘Administraciéndeservicios-ModiFicacién l l
[+ # Administracion | &= Informes | 4~ Configuracién
ke Puestos g Usuarios DCampaﬁas % servicios Argumentarios 4 Grabadores Mensajes Eventos

Administracion de servicios - Modificacion

B Guardar B Guardar y Cerrar X Cerrar @ Eliminar Asignar campanas Asignar participaciones Motivos de pausa

Parametros generales del servicio

Id.Servicio:  [100000003 |

(%) Nombre: [TELEMARKETING |

ACD: 101

|0 Contiene campafas que requieren de cola ACD switch-based.
Sistema v|

Modo siguiente gestion:

(*) Pausa tras gestion: |c |Tiemp0 en segundos que el sistema esperara para entregar la siguiente gestion.

Politica de seleccion

: |pc|— antigiiedad en cola v| Criterio para la entrega de interacciones en cola a agentes.
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Select from a list of available users located in the right hand column, and then these desired users
are added into the left column as shown below.

Administracion de servicios - Asignacion de participaciones

X Cerrar

Parametros generales del servicio

1d. Servicio:  [10001

Nombre:  |ATENCION AL CLIEENTE

ACD: !Q Contiene campanas que requieren de cola ACD switch-based.

Modo siguiente gestion:

Pausa tras gestion: [o | Tiempo en segundos que el sistema esperara para entregar la siguiente gestion.

Politica de seleccion: | pyr antigizdad en cola Criterio para la entrega de interacciones en cola a agentes.

Participacién en servicios

Agentes disponibles

Agentes asignados al servicio
Nombre Agente T. inicio Anadir Mombre Agente

(] 1 DEMO , AGENT10

AGENTE DEMO

AGENTEZ DEMO DEMO , AGENTE3
1 DEMO , AGENTE4
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7.6. Configuration of Evolution Dialer on ICR Evolution Server

Dialer is used for predictive or progressive dialing on outbound campaigns. The default setup
includes four dialing devices on Evolution server. These devices can be viewed on the Evolution
server as shown below by opening Administrador Evolution Server and clicking on Conectar

to connect.

PG; Reviewed;

min - Conexion al servidor Evolution

| Mombre de equipo o direccidn 1812

Puerto [P de administracidn IBBBB
Password para operaciones restringidas I

Conectar I

@ Accessoties
@ Internet Explorer
Documents ¥ [T Mortel Contact Center
; Administrative Tools
rﬁ Ewolution

Prograrms

Settings

Search 3 .| Evolution Manager
Q Sitio WWeh de Evalution
5 Evolution idgent

Help and Suppart

Buri. ..

Shut Down.. .

t & & [}' Contral Panel

Sl | Windows Server 2003 Ersterprise Edition

| j My Computer | EJ Ci\Documents a... | r! Internet Informa.. .
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Clicking on Gest Marc will show the configuration of the dialer on Evolution server.

pPEENEEE a2

FA Configuracion )

=10l xi

KTR | KTR (21| Administrader | Coordinadar | BaD | BdD (21 Telefonl’ Disp. Marc. | Sites 4] ¥

Servidores de dizpozitivos de marcacion

o S |dent. I IF | Puerta | Dispositivas |
'den“f'cadml M Dicler  127.0.01 388 | 500,501,5025..

Direccidn [P |

Pugrta TCP |0 Afadi | Guitar |

Timer de "watchdog” del gestar |10= [N k][] £][Mms]

Constante “Alpha" para calculo de medias exponenciales ID.D2
M2 minimo de muestras |5 v agentes por camparia |1 i] para empezar a predecit
Tiempao maximo de inactividad para rezetear log valores de una media |4h [Mh][Mma][ks]

Timeout de .. peticidn |2m ...marcacidn |453 ...alerta |1m ...cola |5m [Mh]Mm][Mz]

Tiempo m&x. ...entre la =fer p la confirmacion |1 m30z ...de bloquea de dispaszitiva |10m [Mh][Mm][M=]
Duracidn min./max. de una gestidn para entrar en las estadisticas |2m |?m [MRINrm]M 2]

Tiempo de carencia de una marcacion que no ha encontrado marcadores libres |1US [Nh]Mrm]s]

Clicking on Disp Marc will show the dialer numbers used. These numbers correspond to the IP
Office user extensions created in Section 5.3.

W mEEREE E- & @2

=101 %]

PG; Reviewed;
SPOC 4/24/2012

kTR | KTR 2)] Administrador | Coordinador | BdD | BdD (21] Telsfonia | Gest.MarcSites 4]

r— Dizpositivos de marcacian

r Dizpositiva : :
Dizp. f1d.Thal | Equipo Thal |
I [ &sociado a THAL 500
501
~Linea azociada de THAL —————————— ggg
Board ¢ Channel |El IU

Equipo |

Afiadi | Tt |
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7.7. Configuration of ICR Evolution iAgent

Information on the installation of iAgent can be found at http://www.evolutioncallcenter.com/.

During the installation of iAgent, the IP Address of the Evolution Server and workstation must
be added as shown below.

% Instalacion de Evolution iAgent »10

) N Configuracion de Datos thgent
SR EUO| Utl !“-, |_| Indique las caracteristicas solicitadas para la configuracion de

Evolution idgent

Por Fawvar, indique las caracteristicas necesarias para Evolution ifgent:

Direccién del Servidar Evalution Server (direccion TCP[IP):
ejli k2
ej 2: 194.0,10,199

EX.X.X.X |

Mombre del Puesto de Trabajo para el Cliente:
i PTaxx |

< Atras ” Instalar ] [ Cancelar ]

Once the iAgent program is run, it asks for a username and password as shown below. Enter the
appropriate credentials and click on Conectar as highlighted.

G & A « » § O @ B N8 B . E

Conectar  Refrescar

J v Deporible &

L 23 S
Visor de argumentarios - Inicio de sesion

Inicio de sesion:

Usuario: 1AGENTE
Contrasefia: AR

Todos los derechos reservados
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The agent logs into a particular service and clicks OK as highlighted below. Note that only the
services associated with that agent will appear in this screen.

ntario  Telefonia Mer  Avuda

G $ A « » § O

| Conectar  Refrescar Iricio.  Rebtoceder  Avanzar  Disponible  Presencial  Campafias Hist

53 - Q B .

Llarar Wista

- Llamat > Contestar

Seleccione el servicio

I Seleccione el serwvicio: |

‘ 101 TELEMARKETIMG
Servicio kécnico DBR
100 ATEMCION AL CLIENTE

Once fully logged into a service, the information highlighted explains that the agent is in a Not
Ready state (estado No Disponible) and must click on the Disponible (Ready) icon at the top of
the screen highlighted below. This brings the agent into a state where a call can be received.

& jAgent - AGENTE DEMO

Aplicacién  Agente  Argumentario  Telefonia Yer Ayuda

G & A « »| 3|8 @ B N B =

Descon... Refrescar Imico Retroceder Awanzar | Disponible |Presencial  Campafias  Histdricos Llarrar Vista Argun

I LI E't‘-./‘l Llamar :\.'; Coptestar '\. Calgar I\~. Pausar '\:- Transferir

Este puesto de trabajo se encuentra en estado No
Disponible.
Motivo de pausa: SIST

evolutitm)

Tiempo transcurrido: 0:20
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8. Verification Steps

This section illustrates the steps necessary to verify that the Evolution Server is connected to IP
Office correctly.

8.1. Verify that Avaya IP Office TAPI Service Provider is running
correctly

Open Phone Dialer (Windows program installed on all Windows platforms) on the Evolution
Server where TAPI is installed. Click on the Tools menu and select Connect Using. Another box
opens as shown below. Open the Line dropdown box and all the IP Office users should appear as
an available line to use.

Lis

w8 [P Ofce Phone 83101 =] Line Propenies... |

TP Difice Phone: 89013

P Difice Phone 63014

1P Oifice Phane: 63015 % Phone Dialer

1P Oifice Phene: 63015

P Dffice Phane: 69017 othet programs
IP Difice Phone: 83013

{ |1P Oifice Phone 83020 Cancel ~Speed dal

IP Office Phone: 83021

o o e

F 5
—
Windows Server

Choose any line and in the box Number to dial enter a valid [P Office extension number as
shown below and click Dial. The Phone Dialer should successfully call the chosen extension
number.

& Phone Dialer

File Edit Tools Help

Number to dial: ~ Speed dial

T || ]

Currently disling: 92012

L R 3 R R
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8.2. Verify that ICR Evolution iAgent can make calls using Avaya IP
Office lines

Log in to the iAgent application as shown in Section 7.7. Click on Llamar to open the dial out
window. Enter the number of a valid extension and click Llamar. A call should be initiated from
the agent’s handset to the destination number.

8 iAgent - John Avaya

d $ B

Descon...  Refrescar

@

Aplicacién Agente  Argumentario Telefonia Yer Ayuda

2

&@riﬁv\i-::

Disponible  Presencial Campafias  Histri ista

I

= ETR Gamar \$ coest: \g ol \g Faus

EE&

N

1001
s
ooo

oooms
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9. Conclusion

[lustrated in these Application Notes are the procedures for configuring ICR Evolution to
interoperate with Avaya IP Office R8. In the configuration described in these Application Notes,
various types of calls including intra-switch, PSTN, outgoing and incoming calls were tested.
During compliance testing, all test cases were completed successfully as outlined in Section 2.1.

10. Additional References

This section references documentation relevant to these Application Notes.
The Avaya product documentation is available at http://support.avaya.com.

[1] TAPI Link installation Doc # 15-601034 Issue 11d
[2] TAPI Link Doc # 15-601035 Issue 11f
[3] IP Office RS Doc library

The following ICR Evolution product documentation can be found at
http://www.evolutioncallcenter.com
[1] Evolution Manual de Instalacion vI0

[2] Evolution Manual de Administracion y Referencia v10
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©2012 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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