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Application Notes for Configuring Eggenet Telemanager Pro
with Avaya Customer Interaction Express and Avaya
Communication Manager — Issue 1.1

Abstract

These Application Notes describe the steps to configure Eggenet TelemanagerPro, Avaya
Communication Manager, and Avaya Customer Interaction Express.

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

The TelemanagerPRO is a Customer-Contact-Suite with CTI-Connection called EGGECTI. Call
center agents can control their phone and call-distribution with the TelemanagerPRO user
interface. The CTI-Connection enables the identification of customers in Lotus Notes, Oracle, or
using web services. The customer data presentation opens automatically in Lotus Notes when the
phone rings. The complete working time is managed by the connection. Phone calls can be
started directly in the Lotus Notes client. The EGGECTI can also be used to control voice
recorder and identification verification systems.

I

( 192.168.150.X 0 (" 192.168.60. () ( 192.168.200.X ()

oo S _. 5 o

Client A Avaya Application
- : Enablement Services

EGGECTI/TOM EGGECTI/TOM :g _________

Lotus Notes i Lotus Notes IP QSIG Avaya Customer

Client_B

TelemanagerPro : Interaction Express
é Lotus Domino E """h;_ Clan: .6
P g—'*g—e“ :
: B R A :
Avaya IP I AvayalP  Avaya AWH-65i  Avaya S8720 Server
Telephone i i Telephone Headset Avaya G650

Agent_02 Agent_01 Media Gateway

Figure 1: System Configuration

In the above diagram, incoming calls from the PSTN PRI interface which arrive at the Avaya
S8720/G650 gateway are passed by Avaya Communication Manager (CM) to Avaya Customer
Interaction Express (CIE) via a QSIG IP link, along with call status information which is
provided by Avaya Application Enablement Services (AES). These calls are routed by CIE to
individual agents via its QSIG IP link to the S8720 Server, for final delivery to agent telephones
by CM. The EGGECTI applications running on agent workstations receive call information from
CIE via the Telephony Object Model (TOM) interface, and provide caller information to agents
via the Lotus Notes application.

Note that TelemanagerPro and Lotus Domino applications running on the Client B workstation
would typically be run on a separate server.
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The following table contains additional information about each of the telephones contained in the
above diagram. Note that the telephone numbers have been changed for security reasons.

Phone Agent Agent Extn. | Topic PSTN Number
Group
A Agent 01 | AG 01 | 60113 4001 069 907 xxxxx 4001

B Agent 02 | AG 02 | 60081 4002 069 907 xxxxx 4002
] 069 yyyy 6176
k 069 yyyy 6630

Table 1: Extensions Used for Testing

2. Equipment and Software Validated

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

Software Component Version
Avaya Communication Manager R0O15x.00.0.825.4
Avaya TN2312BP IP Server Interface HW15/FW043
Avaya TN799DP Control LAN Interface HWO01 / FW026
Avaya TN2302AP Media Processor HW20/ FW118
Interface
Avaya Application Enablement Services R4-1-0-31-2-0
Avaya 4610SW IP Telephone 2.887
Avaya 9640G Telephone 1.5
Avaya 9650 Telephone 1.5
Avaya AWH-65 Headset N.A.
?evre\%e; Customer Interaction Express 1.0.5.1/11402
Avaya TOM Client Interface 1.0.3
EGGENET TelemanagerPro 3.50.001
EGGENET.cti 3.74.05
IBM Lotus Notes Client 7.0.3
IBM Lotus Domino Server 7.0.3
Microsoft Windows XP XP Pro SP3
Microsoft Windows 2003 SP 2

Table 2: Equipment and Software Validated
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3. Configuration

3.1. Avaya Communication Manager

Avaya Communication Manager configuration was performed using the System Access
Terminal (SAT).

3.1.1. Verify system-parameters customer-options

Use the display system-parameters customer-options command to verify that Avaya
Communication Manager is licensed to meet the minimum requirements to interoperate with the
Customer Interaction Express and TelemanagerPro. Those items shown in bold indicate
required values or minimum capacity requirements. If these are not met in the configuration,
please contact an Avaya representative for further assistance.

Verify that the parameters are set as shown in the following table:

Parameter Usage

Maximum Concurrently Registered IP This parameter must be large enough to support the
Stations (p.2) number of IP stations to be attached.

ARS/AAR Dialing without FAC? (p.3) | This parameter must be set to “y”.

Enhanced EC500? (p.4) This parameter must be set to “y”.

Extended Cvg/Fwd Admin? (p.4) This parameter must be set to “y”.

IP Trunks? (p.4) This parameter must be set to “y”.

ISDN-PRI? (p.4) This parameter must be set to “y”.

Private Networking? (p.5) This parameter must be set to “y”.

Tenant Partitioning? (p.5) This parameter must be set to “y”.

Table 3: System-Parameters Customer-Options Parameters

display system-parameters customer-options Page 2 of 10
OPTIONAL FEATURES

IP PORT CAPACITIES

n
=
@)

Maximum Administered H.323 Trunks:

Maximum Concurrently Registered IP Stations:

Maximum Administered Remote Office Trunks:

Maximum Concurrently Registered Remote Office Stations:
Maximum Concurrently Registered IP eCons:

Max Concur Registered Unauthenticated H.323 Stations:
Maximum Video Capable H.323 Stations:

Maximum Video Capable IP Softphones:

Maximum Administered SIP Trunks:

Maximum Administered Ad-hoc Video Conferencing Ports:
Maximum Number of DS1 Boards with Echo Cancellation:
Maximum TN2501 VAL Boards:

Maximum Media Gateway VAL Sources:

Maximum TN2602 Boards with 80 VoIP Channels:

Maximum TN2602 Boards with 320 VoIP Channels:
Maximum Number of Expanded Meet-me Conference Ports:

N

o

OO OO OORFRPROOOOOOKrROo
(=]

cNeoNeoNeoNoNoNoNoNoNeoNoNoNeoNeNeoNeNa

Figure 2: CM System-Parameters Customer-Options Form, Page 2
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display system-parameters customer-options Page 3 of 11
OPTIONAL FEATURES
Abbreviated Dialing Enhanced List? n Audible Message Waiting? n
Access Security Gateway (ASG)? n Authorization Codes? y
Analog Trunk Incoming Call ID? n CAS Branch? n
A/D Grp/Sys List Dialing Start at 01? n CAS Main? n
Answer Supervision by Call Classifier? n Change COR by FAC? n
ARS? y Computer Telephony Adjunct Links? y
ARS/AAR Partitioning? y Cvg Of Calls Redirected Off-net? n
ARS/AAR Dialing without FAC? y DCS (Basic)? n
ASAI Link Core Capabilities? y DCS Call Coverage? n
ASAI Link Plus Capabilities? y DCS with Rerouting? n
Async. Transfer Mode (ATM) PNC? n
Async. Transfer Mode (ATM) Trunking? n Digital Loss Plan Modification? n
ATM WAN Spare Processor? n DS1 MSP? n
ATMS? n DS1 Echo Cancellation? y
Attendant Vectoring? n
Figure 3: CM System-Parameters Customer-Options Form, Page 3
display system-parameters customer-options Page 4 of 10
OPTIONAL FEATURES
Emergency Access to Attendant? y IP Stations? y
Enable 'dadmin' Login? y
Enhanced Conferencing? n ISDN Feature Plus? n
Enhanced EC500? y ISDN/SIP Network Call Redirection? n
Enterprise Survivable Server? n ISDN-BRI Trunks? n
Enterprise Wide Licensing? n ISDN-PRI? y
ESS Administration? n Local Survivable Processor? n
Extended Cvg/Fwd Admin? y Malicious Call Trace? n
External Device Alarm Admin? n Media Encryption Over IP? n
Five Port Networks Max Per MCC? n Mode Code for Centralized Voice Mail? n
Flexible Billing? n
Forced Entry of Account Codes? n Multifrequency Signaling? y
Global Call Classification? n Multimedia Call Handling (Basic)? n
Hospitality (Basic)? y Multimedia Call Handling (Enhanced)? n
Hospitality (G3V3 Enhancements)? n Multimedia IP SIP Trunking? n
IP Trunks®? y

IP Attendant Consoles? n

Figure 4: CM System-Parameters Customer-Options Form, Page 4
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display system-parameters customer-options Page 5 of 11
OPTIONAL FEATURES

Multinational Locations? n Station and Trunk MSP?
Multiple Level Precedence & Preemption? n Station as Virtual Extension?
Multiple Locations?

i)
85 B

System Management Data Transfer? n
Personal Station Access (PSA)? n Tenant Partitioning? y
PNC Duplication? n Terminal Trans. Init. (TTI)? n
Port Network Support? y Time of Day Routing? n
Posted Messages? n TN2501 VAL Maximum Capacity? y
Uniform Dialing Plan? y
Private Networking? y Usage Allocation Enhancements? y
Processor and System MSP? n
Processor Ethernet? y Wideband Switching? n

Wireless?

=)

Remote Office? n
Restrict Call Forward Off Net?
Secondary Data Module?

=

Figure 5: CM System-Parameters Customer-Options Form, Page 5

3.1.2. Set system-parameters features

Use the change system-parameters features command to set the parameters as shown in the
following table:

Parameter Usage

Trunk-to-Trunk Transfer (p.1) Set this value to “all”.

Choose an extension which is contained within the

QSIG Path Replacement Extension (p.8) dial plan, as shown in Figure 9.

Table 4: System-Parameters Features Parameters

change system-parameters features Page 1 of 17
FEATURE-RELATED SYSTEM PARAMETERS
Self Station Display Enabled? n
Trunk-to-Trunk Transfer: all

Automatic Callback - No Answer Timeout Interval (rings): 3
Call Park Timeout Interval (minutes): 10
Off-Premises Tone Detect Timeout Interval (seconds): 20

AAR/ARS Dial Tone Required? y
Music/Tone on Hold: none
Music (or Silence) on Transferred Trunk Calls? no
DID/Tie/ISDN/SIP Intercept Treatment: attd
Internal Auto-Answer of Attd-Extended/Transferred Calls: transferred
Automatic Circuit Assurance (ACA) Enabled? n

Abbreviated Dial Programming by Assigned Lists? n

Auto Abbreviated/Delayed Transition Interval (rings): 2
Protocol for Caller ID Analog Terminals: Bellcore

Display Calling Number for Room to Room Caller ID Calls? n

Figure 6: CM System-Parameters Features Form, Page 1

MRR; Reviewed: Solution & Interoperability Test Lab Application Notes 11 of 140
SPOC 7/29/2009 ©2009 Avaya Inc. All Rights Reserved. TelemanagrProCM




change system-parameters features

FEATURE-RELATED SYSTEM PARAMETERS

ISDN PARAMETERS

Send Non-ISDN Trunk Group Name as Connected Name?
Display Connected Name/Number for ISDN DCS Calls?
Send ISDN Trunk Group Name on Tandem Calls?

QSIG/ETSI TSC Extension:
MWI - Number of Digits Per Voice Mail Subscriber:

National CPN Prefix:

International CPN Prefix:

Pass Prefixed CPN to ASAI?

Unknown Numbers Considered Internal for AUDIX?
USNI Calling Name for Outgoing Calls?

Path Replacement with Measurements?

QSIG Path Replacement Extension:

Path Replace While in Queue/Vectoring?

~J

o

0000

Z WK B B OO

Page 8

PARAMETERS FOR CREATING

of

17

QSIG SELECTION NUMBERS

Network Level:
Level 2 Code:
Level 1 Code:

0

Figure 7: CM System-Parameters Features Form, Page 8

3.1.3. Configure IP Node Names

Use the change node-names ip command to assign meaningful names to IP addresses, as shown

in the following table.

Parameter

Usage

cie Enter the IP address of the CIE server.

Table 5: Node-Names Ip Parameters

change node-names ip
IP NODE NAMES

Name IP Address
default 0.0.0.0
procr 192.168.31.29
cie 192.168.200.51
clan 192.168.60.6

Page 1

of

Figure 8: CM Node-Names Ip Form
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3.1.4. Configure Dial Plan

Use the change dialplan analysis command to configure the dial plan as shown in the following
table.

Parameter Usage

Use a “0” as Facilities Access Code (FAC) to access external telephone

Dialed string: “0 numbers, as configured in Figure 45.

Dialed string: “3” The number “30000” is used for path replacement as used in Figure 7.

Five digit numbers starting with “40” are allocated to CIE “topics”, as

Dialed string: “40 shown in Figure 10 and Figure 50.

Five digits numbers starting with “6” are allocated to local extensions as

Dialed string: “6 shown in Sections 3.1.7 and 3.1.8, well as Figure 92.

The dialed string “*9” is the Trunk Access Code (TAC) shown in Figure

. : . k()2
Dialed string: “*9 39,

The dialed strings “*40” and “*41* are used as Trunk Access Codes

. . . ek 2
Dialed string: “*4 (TAC) for the Topics (Figure 23) and Queue (Figure 28) trunks.

Table 6: Dial Plan Analysis Parameters

change dialplan analysis Page 1 of 12
DIAL PLAN ANALYSIS TABLE
Location: all Percent Full: 0
Dialed Total Call Dialed Total Call Dialed Total Call
String Length Type String Length Type String Length Type
0 1 fac
3 5 ext
40 5 udp
6 5 ext
*9 2 dac
*4 3 dac

Figure 9: CM Dialplan Analysis Form

Use the change uniform-dialplan command to add the “topics™ extension to the uniform
dialplan. This extension is configured in CIE in Figure 84.

change uniform-dialplan 0 Page 1 of 2
UNIFORM DIAL PLAN TABLE
Percent Full: O

Matching Insert Node
Pattern Len Del Digits Net Conv Num
40 5 0 aar n

Figure 10: CM Uniform-Dialplan Form
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3.1.5. Configure Codec Sets

Use the change ip-codec-set command to designate a codec set to be used for communication
with local telephones using the G.711A codec.

Parameter Usage

Enter “G.711A” as the codec to be used to communication with the

Audio Codec (p. 1) local telephones.

Table 7: IP-Codec-Set Parameters

change change ip-codec-set 1 Page 1 of 2

IP Codec Set
Codec Set: 1

Audio Silence Frames Packet
Codec Suppression Per Pkt Size (ms)
1: G.711A n 2 20

Figure 11: CM Ip-Codec-Set 1 Form

Use the change ip-codec-set command to designate a codec set to be used for communication
between Avaya Communication Manager and CIE using the G.711MU codec.

Parameter Usage

Enter “G.711MU” as the codec to be used to communication with

Audio Codec (p. 1) CIE

Table 8: IP-Codec-Set Parameters

change ip-codec-set 2 Page 1 of 2
IP Codec Set

Codec Set: 2

Audio Silence Frames Packet

Codec Suppression Per Pkt Size(ms)
1: G.711MU n 2 20
2:
SE
4:
5:
6:
7

Figure 12: CM Ip-Codec-Set 2 Form
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3.1.6. Configure IP Network Region

Use the change ip-network-region 1 command to designate a network region to be used by
local telephones using the parameters shown in the following table.

Parameter Usage
Location Enter “1”.
Name Enter a name to identify the region.
Enter the number of the codec set defined in Figure
Codec Set
11.
Table 9: CM IP-Network-Region 1 Parameters
change ip-network-region 1 Page 1 of 19
IP NETWORK REGION
Region: 1
Location: 1 Authoritative Domain: ffm.com
Name: FFM
MEDIA PARAMETERS Intra-region IP-IP Direct Audio: yes
Codec Set: 1 Inter-region IP-IP Direct Audio: yes
UDP Port Min: 2048 IP Audio Hairpinning? n
UDP Port Max: 3329
DIFFSERV/TOS PARAMETERS RTCP Reporting Enabled? y
Call Control PHB Value: 46 RTCP MONITOR SERVER PARAMETERS
Audio PHB Value: 46 Use Default Server Parameters? y

Video PHB Value: 26
802.1P/Q PARAMETERS
Call Control 802.lp Priority: 6
Audio 802.1lp Priority: 6
Video 802.1p Priority: AUDIO RESOURCE RESERVATION PARAMETERS
H.323 IP ENDPOINTS RSVP Enabled? n
H.323 Link Bounce Recovery? y
Idle Traffic Interval (sec): 20
Keep-Alive Interval (sec): 5
Keep-Alive Count: 5

(6]

Figure 13: CM Ip-Network-Region 1 Form

Use the change ip-network-region 2 command to designate a network region to be used by
local telephones using the parameters shown in the following table.

Parameter Usage
Location Enter “2”.
Name Enter a name to identify the region.
Codec Set Enter the number of the codec set defined in Figure 12.
Intra-region IP-IP Direct Audio Enter “no”
Inter-region IP-IP Direct Audio Enter “no”

Table 10: IP-Network-Region 2 Parameters
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change ip-network-region 2 Page 1 of
IP NETWORK REGION

Region: 2
Location: 1 Authoritative Domain:
Name: CIE
MEDIA PARAMETERS Intra-region IP-IP Direct Audio: no
Codec Set: 2 Inter-region IP-IP Direct Audio: no
UDP Port Min: 2048 IP Audio Hairpinning? n
UDP Port Max: 3329
DIFFSERV/TOS PARAMETERS RTCP Reporting Enabled? vy
Call Control PHB Value: 46 RTCP MONITOR SERVER PARAMETERS
Audio PHB Value: 46 Use Default Server Parameters? y

Video PHB Value: 26
802.1P/Q PARAMETERS
Call Control 802.l1p Priority: 6
Audio 802.1p Priority: 6
Video 802.1p Priority: AUDIO RESOURCE RESERVATION PARAMETERS
H.323 IP ENDPOINTS RSVP Enabled? n
H.323 Link Bounce Recovery? y
Idle Traffic Interval (sec): 20
Keep-Alive Interval (sec): 5
Keep-Alive Count: 5

6]

19

Figure 14: CM Ip-Network-Region 2 Form

3.1.7. Configure Telephone with Headset

Use the add station command to allocate the telephones with headsets shown in Figure 1. Use

the parameters shown in the following table.

Parameter Usage

Type (p.1) Enter the type identifier of local telephone.

Security Code (p.1) for security purposes.

Enter the security code to be assigned to the station

Name (p.1) Enter a name to identify the station or its user.
Enter “y” to indicate that a headset is attached to this
Headset (p.4) station.

Table 11: Station Parameters for Telephone with Headset
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change station 60113

Extension: 60113
Type: 4610
Port: S00101
Name: extn 60113

STATION OPTIONS

Loss Group: 19

Speakerphone: 2-way
Display Language: english
Survivable GK Node Name:
Survivable COR: internal

Survivable Trunk Dest? y

Page 1 of

STATION
Lock Messages? n BCC:
Security Code: 31106 TN:
Coverage Path 1: 1 COR:
Coverage Path 2: COS:

Hunt-to Station:

Time of Day Lock Table:
Personalized Ringing Pattern: 1
Message Lamp Ext: 60113
Mute Button Enabled? y

Media Complex Ext:
IP SoftPhone? n

Customizable Labels? y

=P o

Figure 15: CM Station Form for Telephone with Headset, Page 1
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change station 60113

SITE DATA
Room:
Jack:
Cable:
Floor:
Building:

ABBREVIATED DIALING
Listl:

BUTTON ASSIGNMENTS
1: call-appr

2: call-appr

3: call-appr

4: call-fwd Ext:

Page 4 of
STATION

Headset? y
Speaker? n
Mounting: d
Cord Length: 0O
Set Color:

List2: List3:

auto-cback
cfwd-enh Ext:
brdg-appr B:1 E:60114

@ ~J o U

Figure 16: CM Station Form for Telephone with Headset, Page 4

3.1.8. Configure Telephone without Headset

Use the add station command to allocate the telephones without headsets shown in Figure 1.
Use the parameters shown in the following table.

Parameter

Usage

Type (p.1)

Enter the type identifier of local telephone.

Security Code (p.1)

for security purposes.

Enter the security code to be assigned to the station

Name (p.1)

Enter a name to identify the station or its user.

Headset (p.4)

this station.

Enter “n” to indicate that a headset is not attached to

Table 12: Station Parameters for Telephones without Headset
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change station 60113

Extension: 60113
Type: 4610
Port: S00101

Name: extn 60113

STATION OPTIONS

Loss Group: 19

Speakerphone: 2-way
Display Language: english
Survivable GK Node Name:
Survivable COR: internal
Survivable Trunk Dest? y

Page 1 of 5

STATION
Lock Messages? n BCC: O
Security Code: 31106 TN: 1
Coverage Path 1: 1 COR: 1
Coverage Path 2: CoS: 1

Hunt-to Station:

Time of Day Lock Table:

Personalized Ringing Pattern: 1

Message Lamp Ext: 60113
Mute Button Enabled? y

Media Complex Ext:
IP SoftPhone? n

Customizable Labels? y

Figure 17: CM Station Form for Telephone without Headset, Page 1

change station 60113

SITE DATA
Room:
Jack:
Cable:
Floor:
Building:

ABBREVIATED DIALING
Listl:

BUTTON ASSIGNMENTS
1: call-appr
2: call-appr
3: call-appr
4: call-fwd Ext:

List2:

0 J o W»m

Page 4 of 5

STATION

Headset?
Speaker?
Mounting:
Cord Length:
Set Color:

ocQpB B8

List3:

auto-cback
cfwd-enh Ext:
brdg-appr B:1 E:60114

Figure 18: CM Station Form for Telephone without Headset, Page 4

Use the change cor 1 command to allow local stations to make external calls by setting “calling
party restriction” to “none”. This Class of Restriction is assigned to the stations which have
access to the PSTN network, as shown in Table 1.

Parameter

Usage

Calling Party Restriction

Enter “none” to allow local stations to make external
calls.

MRR; Reviewed:
SPOC 7/29/2009
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change cor 1 Page 1 of

CLASS OF RESTRICTION

COR Number: 1
COR Description:

FRL: 0 APLT?

Can Be Service Observed? n Calling Party Restriction:
Can Be A Service Observer? n Called Party Restriction:
Partitioned Group Number: 1 Forced Entry of Account Codes?
Priority Queuing? n Direct Agent Calling?
Restriction Override: none Facility Access Trunk Test?
Restricted Call List? n Can Change Coverage?
Access to MCT? y Fully Restricted Service?

Group II Category For MFC: 7
Send ANI for MFE? n
MEF ANI Prefix: Automatic Charge Display?
Hear System Music on Hold? y PASTE (Display PBX Data on Phone)?
Can Be Picked Up By Directed Call Pickup?
Can Use Directed Call Pickup?
Group Controlled Restriction:

none
none

85 BB

=)

85 B8 B

inactive

23

Figure 19: CM Station Class of Restriction Form

Use the change cos command with the parameters shown in the following table for service class
“1”, which is assigned to the stations which forward calls via the PSTN trunk. This Class of
Service is assigned to the stations which have access to the PSTN network, as shown in Table 1.

Parameter

Usage

Restrict Call Fwd-Off Net PSTN trunk.

Enter “n” to allow calls to be forwarded via the

Table 14: Class of Service Parameters
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change cos
CLASS OF SERVICE

Auto Callback

Call Fwd-All Calls

Data Privacy

Priority Calling

Console Permissions
Off-hook Alert

Client Room

Restrict Call Fwd-Off Net
Call Forwarding Busy/DA
Personal Station Access
Extended Forwarding All
Extended Forwarding B/DA
Trk-to-Trk Transfer Override
QSIG Call Offer Originations
Contact Closure Activation

(PSA)

B B8B83 BBKBBBB338B O
B BBKK BB BB BBOKKKKBR
B BB BB38SBBKBBBBB3RKN

B B8B83 BBKBBBBBKBW

Page 1 of

4 5 6 7 8 910 11 12 13 14
y n y n y n y n y n y
y n n y y n n y y n n
n y y y y nnnny y
n nnonony vy vy y y Yy
n n n n n n n n n n n
n n n n n n n n n n n
n n n n n n n n n n n
Yy Y VY Y Y Y Y Y Y Y Y
n n n n n n n n n n n
n n n n n n n n n n n
n n n n n n n n n n n
n n n n n n n n n n n
n n n n n n n n n n n
n n n n n n n n n n n
n n n n n n n n n n n

B BB B8 BBKBBBKKKIB W

Figure 20: CM Class of Service Form

3.1.9. Configure Interface to Avaya CIE Topics

Use the change cor 95 command to configure the Class of Restriction be used by the CIE Topics
and Queue trunks. This Class of Restriction is assigned to the CIE Topics and Queue trunks, as

shown in Figure 23 and Figure 28.

Parameter

Usage

COR Description (Page 1)

Enter an appropriate name to describe this Class of

Restriction.

FRL (Page 1)

Enter “7”.

Restriction Override (Page 1)

Enter “all”.

Calling Party Restriction (Page 1)

Enter “none”.

Direct Agent Calling? (Page 1) Enter “y”.
Can be Picked Up By Directed Call Enter “y”.
Pickup? (Page 1)

Can Use Directed Call Pickup? (Page 1) | Enter “y”.
Outgoing Trunk Disconnect Timer Enter “2”.

(minutes) (Page 2)

Table 15: Trunk Class of Restriction Parameters
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change cor 95 Page 1 of 23
CLASS OF RESTRICTION

COR Number: 95
COR Description: CIE Trunks

FRL: 7 APLT? y
Can Be Service Observed? n Calling Party Restriction: none
Can Be A Service Observer? n Called Party Restriction: none
Partitioned Group Number: 1 Forced Entry of Account Codes? n
Priority Queuing? n Direct Agent Calling? y
Restriction Override: all Facility Access Trunk Test? n
Restricted Call List? n Can Change Coverage? n
Access to MCT? y Fully Restricted Service? n
Group II Category For MFC: 7
Send ANI for MFE? n Add/Remove Agent Skills? n
MEF ANI Prefix: Automatic Charge Display? n
Hear System Music on Hold? y PASTE (Display PBX Data on Phone)? n
Can Be Picked Up By Directed Call Pickup? y
Can Use Directed Call Pickup? y
Group Controlled Restriction: inactive

Figure 21: CM Trunk Class of Restriction Form, Page 1

change cor 95 Page 2 of 23
CLASS OF RESTRICTION

MF Incoming Call Trace?

Brazil Collect Call Blocking?

Block Transfer Display?

Block Enhanced Conference/Transfer Displays?
Remote Logout of Agent?

B B8 B8 B

Station Lock COR: 95
Outgoing Trunk Disconnect Timer (minutes): 2

Station-Button Display of UUI IE Data? n
Service Observing by Recording Device? n
ERASE 24XX USER DATA UPON
Dissociate or unmerge this phone: none
EMU login or logoff at this phone: none
Mask CPN/NAME for Internal Calls? n

Figure 22: CM Trunk Class of Restriction Form, Page 2
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Use the add trunk-group command to allocate a trunk group for the Avaya CIE Topics. Set the
parameters for this command as shown in the following table.

Parameter

Usage

Group Type (p.1)

Enter “isdn”.

Group Name (p.1)

Assign a name for identification purposes.

COR (p.1)

Assign the COR which is configured in Figure 21
which provides unrestricted access for CIE.

TAC (p.1)

Assign the Trunk Access Code which was included
in the dial plan in Figure 9.

Carrier Medium (p.1)

Enter “H.323”.

Dial Access (p.1)

[}

Enter “y

Service Type (p.1)

Enter “tie”.

Member Assignment Method (p.1)

Enter “auto”.

Signaling Group (p.1)

Enter the number of the signaling group allocated in
Figure 27.

Number of Members (p.1)

Enter a number large enough to support the
maximum number of anticipated simultaneous calls
to be accommodated to CIE “topics”.

Codeset to Send Display (p.2) Enter “0”.
Supplementary Service Protocol (p.2) Enter “b”.
Send Calling Number (p.3) Enter “y”.

Format (p.3)

Enter “private”.

Send Connected Number (p.3) Enter “y”.
Path Replacement Method (p.4) Enter “always”.
QSIG Value-Added (p.4) Enter “y”.

Table 16: Trunk-Group Parameters

add trunk-group 40 Page 1 of 21
TRUNK GROUP

Group Number: 40 Group Type: isdn CDR Reports: y
Group Name: CIE topics COR: 95 TN: 1 TAC: *40
Direction: two-way Outgoing Display? n Carrier Medium: H.323
Dial Access? y Busy Threshold: 255 Night Service:
Queue Length: 0
Service Type: tie Auth Code? n
Member Assignment Method: auto
Signaling Group: 40
Number of Members: 20

Figure 23: CM Trunk-Group 40 Form, Page 1
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add trunk-group 40 Page 2 of 21
Group Type: isdn
TRUNK PARAMETERS
Codeset to Send Display: 0 Codeset to Send National IEs: 6
Charge Advice: none
Supplementary Service Protocol: b Digit Handling (in/out): enbloc/enbloc
Digital Loss Group: 18
Incoming Calling Number - Delete: Insert: Format:
Disconnect Supervision - In? y Out? n
Answer Supervision Timeout: 0
Figure 24: CM Trunk-Group 40 Form, Page 2
add trunk-group 40 Page 3 of 21

TRUNK FEATURES
ACA Assignment? n

Data Restriction?

Used for DCS? n
Suppress # Outpulsing? n

Send UUI IE? y
Send UCID?
Send Codeset 6/7 LAI IE? y

=)

Measured: none
Internal Alert? n

n
Send Name: n
Hop Dgt? n

Format: private

UUI IE Treatment:

Replace Restricted Numbers?
Replace Unavailable Numbers?
Send Connected Number:
Hold/Unhold Notifications?
Modify Tandem Calling Number?

Maintenance Tests? y
NCA-TSC Trunk Member:
Send Calling Number: y
Send EMU Visitor CPN? n

service-provider

SN BB

Figure 25: CM Trunk-Group 40 Form, Page 3

add trunk-group 40

Page

QSIG TRUNK GROUP OPTIONS

TSC Method for Auto Callback:
Diversion by Reroute?

Path Replacement?

Path Replacement with Retention?
Path Replacement Method:

SBS?

Display Forwarding Party Name?
Character Set for QSIG Name:
QSIG Value-Added?

QSIG-Value Coverage Encoding:

drop-if-possible
Yy

Y
n

always

n

Yy
eurofont

y
proprietary

4

of

21

Figure 26: CM Trunk-Group 40 Form, Page 4
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Use the add signaling-group command to allocate a signaling group for interface to Avaya CIE
Topics using the following parameters:

Parameter Usage
Group Type Enter “h.323”.
Trunk Group for Channel Enter the number of the Topics trunk which allocated in
Selection Figure 23.
TSC Supplementary Service Enter “b”.

Protocol

Enter “clan” to designate the control LAN interface as the

Near-end Node Name
near end node name.

Far-end Node Name Enter “cie” to assign the CIE server as the far end node name.
Assign this parameter to an unused port. This must be
Near-end Listen Port configured for the CIE “Topics” trunk which is allocated in

Figure 114 as “PBXSignalPort”.

Assign this parameter to the value used in for the CIE
Far-end Listen Port “Topics” trunk which is allocated in Figure 114 as
“LocalSignalPort”.

Assign this parameter to the value used for the network region

Far-end Network Region which is allocated in Figure 14.

Enter “n” to prevent direct IP-IP endpoint connections

Direct IP-IP Audio Connections (shuffling).

Table 17: Topics Signaling-Group Parameters

add signaling-group 40 Page 1 of 1
SIGNALING GROUP
Group Number: 40 Group Type: h.323
Remote Office? n Max number of NCA TSC: 0
SBS? n Max number of CA TSC: 0
IP Video? n Trunk Group for NCA TSC:
Trunk Group for Channel Selection: 40
TSC Supplementary Service Protocol: b Network Call Transfer? n

T303 Timer (sec): 10

Near-end Node Name: clan Far-end Node Name: cie
Near-end Listen Port: 5105 Far-end Listen Port: 5105
Far-end Network Region: 2
LRQ Required? n Calls Share IP Signaling Connection? y
RRQ Required? n
Bypass If IP Threshold Exceeded? n
H.235 Annex H Required? n
DTMF over IP: out-of-band Direct IP-IP Audio Connections? n
Link Loss Delay Timer (sec): 90 IP Audio Hairpinning? n
Enable Layer 3 Test? n Interworking Message: PROGress
DCP/Analog Bearer Capability: 3.1kHz
Figure 27: CM Signaling-Group 40 Form
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3.1.10.

Configure Interface to Avaya CIE Queue

Use the add trunk-group command to allocate a trunk group for Avaya CIE Queue. Set the
parameters for this command as shown in the following table.

Parameter

Usage

Group Type (p.1)

Enter “isdn”.

Group Name (p.1)

Assign a name for identification purposes.

COR (p.1)

Enter the COR value which is configured for CIE
access in Figure 21.

TAC (p.1)

Enter the Trunk Access Code which was included in
the dial plan in Figure 9.

Carrier Medium (p.1)

Enter “H.323”.

Dial Access (p.1)

(Y4

Enter “y”.

Service Type (p.1)

Enter “tie”.

Member Assignment Method (p.1)

Enter “auto”.

Signaling Group (p.1)

Enter the number of the signaling group allocated in
Figure 32.

Number of Members (p.1)

Enter a number large enough to support the
maximum number of anticipated simultaneous
waiting calls.

Cpdeset to Send Display (p.2) Enter “0”.
Supplementary Service Protocol (p.2) Enter “b”.
Send Name (p.3) Enter “y”.
Send Calling Number (p.3) Enter “y”.
Format (p.3) Enter “private”.
Send Connected Number (p.3) Enter “y”.
Path Replacement Method (p.4) Enter “always”.
QSIG Value-Added (p.4) Enter “y”.

Table 18: Queue Trunk-Group Parameters

add trunk-group 41

TRUNK GROUP

Group Number: 41
Group Name: CIE Queue
Direction: two-way
Dial Access? y
Queue Length: 0
Service Type: tie

Group Type: isdn

COR: 95 TN: 1 TAC: *41

Outgoing Display? n
Busy Threshold: 255 Night Service:

Page 1 of 21

CDR Reports: y

Carrier Medium: H.323

Auth Code? n

Member Assignment Method: auto
Signaling Group: 41
Number of Members: 20

Figure 28: CM Queue Trunk-Group Form, Page 1
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add trunk-group 41

Group Type: isdn

TRUNK PARAMETERS
Codeset to Send Display:

Supplementary Service Protocol:

Incoming Calling Number - Delete:

Disconnect Supervision - In? y
Answer Supervision Timeout: 0

0 Codeset t
Charge Ad
b Digit Han
Insert:
Out? n

Page 2 of 21

o Send National IEs: 6
vice: none

dling (in/out): enbloc/enbloc

Digital Loss Group: 18

Format:

Figure 29: CM Queue Trunk-Group Form, Page 2

add trunk-group 41
TRUNK FEATURES
ACA Assignment?

Measured:
Internal Alert?

Data Restriction?

Used for DCS?
Suppress # Outpulsing?

Send UUI IE?
Send UCID?
Send Codeset 6/7 LAI IE?

=]

Send Name:
Hop Dgt?

Format: private

UUI

Replace Unavailable Numbers?

Mo

Page 3 of 21
none
n Maintenance Tests? y
n NCA-TSC Trunk Member:
y Send Calling Number: y
n Send EMU Visitor CPN? n

IE Treatment: service-provider

Replace Restricted Numbers?
Send Connected Number:

Hold/Unhold Notifications?
dify Tandem Calling Number?

BN BB

Figure 30: CM Queue Trunk-Group Form, Page 3

add trunk-group 41

QSIG TRUNK GROUP OPTIONS

TSC Method for Auto Callback:
Diversion by Reroute?

Path Replacement?

Path Replacement with Retention?
Path Replacement Method:

SBS?

Display Forwarding Party Name?
Character Set for QSIG Name:
QSIG Value-Added?

QSIG-Value Coverage Encoding:

drop-if-possible
Yy

Y
n

always

n

Yy
eurofont

y
proprietary

Page 4 of 21

Figure 31: CM Queue Trunk-Group Form, Page 4
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Use the add signaling-group command to allocate a signaling group for interface to Avaya CIE
Queue using the following parameters:

Parameter Usage

Group Type Enter “h.323”.

Trunk Group for Channel Enter the number of the trunk which is allocated in Figure 28.

Selection

TSC Supplementary Service Enter b”.

Protocol

Near-end Node Name Enter “clan” to designate the control LAN as the near end
node name.

Far-end Node Name Enter “cie” to assign the CIE server as the far end node name.
Assign this parameter to an unused port. This must be

Near-end Listen Port configured for the CIE “Queue” trunk which is allocated in

Figure 116 as “PBXSignalPort”.

Assign this parameter to the value used in for the CIE

Far-end Listen Port “Queue” trunk which is allocated in Figure 116 as
“LocalSignalPort”.

Calls Share IP Signaling Enter “y”.

Connection?

Direct IP-IP Audio Connections | Enter “n”.

Table 19: Queue Signaling-Group Parameters

add signaling-group 41 Page 1 of 1
SIGNALING GROUP

Group Number: 41 Group Type: h.323
Remote Office? n Max number of NCA TSC: 0
SBS? n Max number of CA TSC: 0
IP Video? n Trunk Group for NCA TSC:
Trunk Group for Channel Selection: 41
TSC Supplementary Service Protocol: b Network Call Transfer? n

T303 Timer (sec): 10

Near-end Node Name: clan Far-end Node Name: cie
Near-end Listen Port: 5106 Far-end Listen Port: 5106
Far-end Network Region: 2
LRQ Required? n Calls Share IP Signaling Connection? y
RRQ Required? n
Bypass If IP Threshold Exceeded? n
H.235 Annex H Required? n
DTMF over IP: out-of-band Direct IP-IP Audio Connections? n
Link Loss Delay Timer (sec): 90 IP Audio Hairpinning? n
Enable Layer 3 Test? n Interworking Message: PROGress
DCP/Analog Bearer Capability: 3.1kHz
Figure 32: CM Queue Signaling-Group Form
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3.1.11. Configure Interface to Avaya AES

The Avaya Application Enablement Services TSAPI interface provides TelemanagerPro with a
means of communicating with Avaya Communication Manager to perform telephony operations.
Avaya Communication Manager requires the configuration parameters shown in this section.

Use the add ip-interface command to allocate a call control interface. The slot value specified
should be the C-LAN interface. The value used as “Node Name” must be one of the names from
the list defined by the change node-names ip command. The “Subnet Mask™ and “Gateway
Address” should be assigned to the values used by the Ethernet network to which the C-LAN is
attached.

add ip-interface 01a02 Page 1 of 1
IP INTERFACES

Type: C-LAN
Slot: 01A02
Code/Suffix: TN799 D
Node Name: clan
IP Address: 192.168.60.6

Subnet Mask: 255.255.255.0 Link:
Gateway Address: 192.168.60.254
Enable Ethernet Port? y Allow H.323 Endpoints? y
Network Region: 1 Allow H.248 Gateways? y
VLAN: n Gatekeeper Priority: 5

Target socket load and Warning level: 400
Receive Buffer TCP Window Size: 8320
ETHERNET OPTIONS
Auto? y

Figure 33: CM Add Ip-Interface Form

Use the change ip-services command to set the parameters for the AESVCS service as shown
below for the C-LAN which was defined above to serve as the interface to the Avaya AES
server.

change ip-services Page 1 of 3

IP SERVICES

Service Enabled Local Local Remote Remote
Type Node Port Node Port
AESVCS y clan 8765

Figure 34: CM Change Ip-Services Form, Page 1

MRR; Reviewed: Solution & Interoperability Test Lab Application Notes 29 of 140
SPOC 7/29/2009 ©2009 Avaya Inc. All Rights Reserved. TelemanagrProCM




An entry for the Avaya AES server must be made in the list in the screen shown below. The
name assigned to the Avaya AES server when it was installed must be entered in the “AE
Services Server” field for that entry. The “Password” entry must the same as was assigned to the
switch connection, as shown in Figure 56 of this document.

change ip-services Page 3 of 3
AE Services Administration

Server ID AE Services Password Enabled Status
Server
1: aes-serverl XXXXXXXX y idle

Figure 35: CM Change Ip-Services Form, Page 3

Use the add cti-link command to add a CTI link for use by TSAPI. The link number can be any
value between 1 and 64 which is not currently assigned to another link. The link number
specified must be the same value that is used in the “Add / Edit TSAPI Links” configuration
screen shown in Figure 59. Use an unused extension as the value for the “Extension” parameter.

The value chosen for the “Name” parameter is a matter of personal preference. Specify a “Type”
of “ADJ-IP”, as required for a TSAPI link.

add cti-link 4 Page 1 of 3
CTI LINK
CTI Link: 4
Extension: 69996
Type: ADJ-IP
COR: 1
Name: AES-devcon223-tsapi

Figure 36: CM Add Cti-Link Form

Use the add data-module <x> command, where <x> is an unassigned extension, to allocate an
extension to be used as the data interface for the C-LAN module. The value used as “extension”
can be any free extension. The “Name” value is only used for identification purposes. The
“Type” field must be “ethernet”. The “Port” should be assigned to port 17 of the C-LAN
interface. The “Link” number should be assigned a value between 1 and 99.

add data-module 60000 Page 1 of 1
DATA MODULE

Data Extension: 60000 Name: clan
Type: ethernet
Port: 01A0217
Link: 1

Network uses 1's for Broadcast Addresses? Y

Figure 37: CM Add Data-Module Form
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3.1.12. Configure Interface to PSTN

Use the add ds1 command to configure a DS1 circuit pack for connection to the PSTN. Set the

parameters for this command as shown in Table 20.

Parameter Usage
Name Choose a name to identify this interface.
Line Codin Enter “hdb3” for Alternate Mark Inversion with
& high density bipolar 3-bit substitution.
Signaling Mode eqer 1sdn-pri” Integrated Services Digital Network
Primary Rate.
Connect Enter “network”.
Country Protocol Enter “etsi” to specify the European Telecommunications

Standards Institute standard ISDN protocol.

Interworking Message

Enter “PROGress” to have the public network cut
through the B-channel and let the caller hear tones such as

ringback or busy tone.

Protocol Version Enter “b”.

Interface Companding

Enter “alaw” for use in Europe.

(13}

CRC? Enter “y

to enable Cyclical Redundancy Check.

Idle Code

Specify an idle code bit pattern of “01010101”.

Table 20: Configuration Values for DS1 Circuit Pack

add dsl 01a06 Page 1 of 1
DS1 CIRCUIT PACK
Location: 01A06 Name: PSTN
Bit Rate: 2.048 Line Coding: hdb3
Signaling Mode: isdn-pri
Connect: network
TN-C7 Long Timers? n Country Protocol: etsi
Interworking Message: PROGress Protocol Version: b
Interface Companding: alaw CRC? y
Idle Code: 01010101
DCP/Analog Bearer Capability: 3.1kHz
T303 Timer (sec): 4
Slip Detection? n Near-end CSU Type: other

Figure 38: CM DSI1 Circuit Pack Form
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Use the add trunk-group command to allocate a trunk group for the PSTN. Set the parameters
for this command as shown in Table 21.

Parameter

Usage

Group Type (p.1)

Enter “isdn” for Integrated Services Digital Network.

Group Name (p.1)

Choose a name to identify this interface.

TAC (p.1)

Select “*9” as the Trunk Access Code to identify this
trunk group.

Dial Access? (p.1)

[}

Enter “y” to allow dial access to this trunk group.

Service Type (p.1)

Enter “public-ntwrk”.

Charge Advice (p.2)

Enter “automatic”.

Supplementary Service Protocol (p.2)

Enter “c” for ETSL

Digit Handling (in/out) (p.2)

Enter “overlap/overlap” to specify overlap digit handling
for both sending and receiving.

Digit Treatment (p.2)

Specify “insertion” to have Communication Manager
add the digits specified by the following field at the
beginning of the incoming digit string.

Digits (p.2)

Specity “0*” as the digits to be added at the beginning of
the incoming digit string.

Incoming Calling Number Insert
(0-2)

Specity “0” to have these digits prepended to the calling
party number. This allows missed calls to be correctly
dialed from the call log.

Disconnect Supervision Out? (p.2)

[}

Enter “y” to allow trunk-to-trunk transfers of calls within
this group.

Send Calling Number (p.3)

(Y]

Enter “y” to have the calling party number sent.

Charge Conversion (p.3)

Enter “12” as the value to be multiplied by the number of
charge units to compute the currency amount.

Enter “comma”, which is the character used for decimal

Decimal Point (p.3) point in Germany.

Charge Type (p.3) Enter‘ “units” to specify that calling charges are reported
1n units.

Send Connected Number (p.3) Enter “y”.

Send UUI IE? (p.3) Enter “n”.

Send Codeset 6/7 LAIIE? (p.3) Enter “n”.

Port (p. 5,6)

Enter port numbers on the DS1 circuit pack to be used as
trunks. Port 16 is reversed for signaling.

Sig Group (p. 5,6)

Enter “9” to select the PSTN signaling group as shown
in Figure 44. Note that this value can only be entered
after the signaling group has been allocated.

Table 21: Configuration Values for PSTN Routing Pattern
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add trunk-group 9 Page 1 of 21
TRUNK GROUP

Group Number: 9 Group Type: isdn CDR Reports: y
Group Name: PSTN COR: 1 TN: 1 TAC: *9
Direction: two-way Outgoing Display? y Carrier Medium: PRI/BRI
Dial Access? y Busy Threshold: 255 Night Service:
Queue Length: 0
Service Type: public-ntwrk Auth Code? n TestCall ITC: rest

Far End Test Line No:
TestCall BCC: 4

Figure 39: CM PSTN Trunk-Group Form, Page 1

add trunk-group 9 Page 2 of 21
Group Type: isdn

TRUNK PARAMETERS

Codeset to Send Display: 6 Codeset to Send National IEs: 6
Max Message Size to Send: 260 Charge Advice: automatic
Supplementary Service Protocol: c Digit Handling (in/out): overlap/overlap
Digit Treatment: insertion Digits: O*

Trunk Hunt: cyclical
Digital Loss Group: 13

Incoming Calling Number - Delete: Insert: O Format:
Bit Rate: 1200 Synchronization: async Duplex: full
Disconnect Supervision - In? y Out? y

Answer Supervision Timeout: 0
Administer Timers? N

Figure 40: CM PSTN Trunk-Group Form, Page 2

add trunk-group 9 Page 3 of 21
TRUNK FEATURES
ACA Assignment? n Measured: none Wideband Support? n
Maintenance Tests? y
Data Restriction? n NCA-TSC Trunk Member:
Send Name: n Send Calling Number: y
Used for DCS? n Send EMU Visitor CPN? n
Suppress # Outpulsing? n Format: public
Outgoing Channel ID Encoding: preferred UUI IE Treatment: service-provider
Charge Conversion: 12
Decimal Point: comma Replace Restricted Numbers? n
Currency Symbol: EUR Replace Unavailable Numbers? n
Charge Type: units Send Connected Number: y
Network Call Redirection: none Hold/Unhold Notifications? n
Send UUI IE? n Modify Tandem Calling Number? n
Send UCID? n
Send Codeset 6/7 LAI IE? n Dsl Echo Cancellation? n

Apply Local Ringback? n
Show ANSWERED BY on Display? y
Network (Japan) Needs Connect Before Disconnect? N

Figure 41: CM PSTN Trunk-Group Form, Page 3
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add trunk-group 9 Page 5 of 21
TRUNK GROUP
Administered Members (min/max) : 0/0
GROUP MEMBER ASSIGNMENTS Total Administered Members: 0
Port Code Sfx Name Night Sig Grp
1: 01a0601 TN2464 C 9
2: 01a0602 TN2464 C 9
3: 01a0603 TN2464 C 9
4: 01a0604 TN2464 C 9
5: 01a0605 TN2464 C 9
6: 01a0606 TN2464 C 9
7: 01a0607 TN2464 C 9
8: 01a0608 TN2464 C 9
9: 01a0609 TN2464 C 9
10: 01a0610 TN2464 C 9
11: 01a0611 TN2464 C 9
12: 01a0612 TN2464 C 9
13: 01a0613 TN2464 C 9
14: 01a0614 TN2464 C 9
15: 01a0615 TN2464 C 9
Figure 42: CM PSTN Trunk-Group Form, Page 5
add trunk-group 9 Page 6 of 21
TRUNK GROUP
Administered Members (min/max) : 0/0
GROUP MEMBER ASSIGNMENTS Total Administered Members: 0
Port Code Sfx Name Night Sig Grp
16: 01a0617 TN2464 C 9
17: 01a0618 TN2464 C 9
18: 01a0619 TN2464 C 9
19: 01a0620 TN2464 C 9
20: 01a0621 TN2464 C 9
21: 0la0622 TN2464 C 9
22: 01a0623 TN2464 C 9
23: 01a0624 TN2464 C 9
24: 01a0625 TN2464 C 9
25: 01a0626 TN2464 C 9
26: 01a0627 TN2464 C 9
27: 01a0628 TN2464 C 9
28: 01a0629 TN2464 C 9
29: 01a0630 TN2464 C 9
30: 01a0631 TN2464 C 9
Figure 43: CM PSTN Trunk-Group Form, Page 6
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Use the add signaling-group command to allocate a signaling group to be used by calls to the
PSTN.

Parameter Usage

Group Type Specity “isdn-pri” for ISDN Primary Rate.

Max number of NCA TSC Enter “8”.

Enter the address of port 16 of the DS1 Circuit Pack which is

Primary D-Channel used to connect to the PSTN.

Trunk Group for NCA TSC Enter “9”.

Trunk Group for Channel Enter “9”.
Selection

TSC Supplementary Service | Enter “a”.
Protocol

Table 22: PSTN Signaling-Group Parameters

add signaling-group 9 Page 1 of 5
SIGNALING GROUP
Group Number: 9 Group Type: isdn-pri
Associated Signaling? vy Max number of NCA TSC: 8
Primary D-Channel: 01A0616 Max number of CA TSC: 0

Trunk Group for NCA TSC: 9
Trunk Group for Channel Selection: 9
TSC Supplementary Service Protocol: a

Figure 44: CM PSTN Signaling-Group Form
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3.1.13. Configure Call Routing

Use the change feature-access-codes command to specify that “0” is to be used as the Auto

Route Selection (ARS) access code.

change feature-access-codes
FEATURE ACCESS CODE
Abbreviated Dialing Listl Access Code:
Abbreviated Dialing List2 Access Code:
Abbreviated Dialing List3 Access Code:
Abbreviated Dial - Prgm Group List Access Code:
Announcement Access Code:
Answer Back Access Code:
Attendant Access Code:
Auto Alternate Routing (AAR) Access Code:
Auto Route Selection (ARS) - Access Code 1: 0

Automatic Callback Activation:
Call Forwarding Activation Busy/DA: All:
Call Forwarding Enhanced Status: Act:
Call Park Access Code:
Call Pickup Access Code:
CAS Remote Hold/Answer Hold-Unhold Access Code:
CDR Account Code Access Code:
Change COR Access Code:
Change Coverage Access Code:
Contact Closure Open Code:

Page 1

(FAC)

Access Code 2:
Deactivation:
Deactivation:
Deactivation:

Close Code:

of

Figure 45: CM Feature-Access-Codes Form

Use the change ars analysis command to specify that an ARS dialed string of an indeterminate
value (“x”) of at least “7” digits, but not exceeding “15” digits is a public (“pubu’) number

which should be routed via routing pattern “9”.

change ars analysis 0
ARS DIGIT ANALYSIS TABLE

Page 1

Location: all Percent Full:
Dialed Total Route Call Node ANI
String Min Max Pattern Type Num Reqgd
X 7 15 9 pubu n

of
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Use the change route-pattern command to specify parameter values to be used for route pattern
“9”, which is used for access to the PSTN. Set the parameter values as shown in the following
table.

Parameter Usage
Pattern Name Choose an appropriate name to be used for descriptive purposes.
Specify the Trunk Group number which is used to access the

Grp No PSTN. which is shown in Figure 39.
FRL Enter “0”
Table 23: Configuration Values for PSTN Route Pattern
change route-pattern 9 Page 1 of 3
Pattern Number: 9 Pattern Name: PSTN
SCCAN? n Secure SIP? n
Grp FRL NPA Pfx Hop Toll No. Inserted DCS/ IXC
No Mrk Lmt List Del Digits QSIG
Dgts Intw
1: 9 0 n user
2: n user
3: n user
4: n user
5: n user
6: n user
BCC VALUE TSC CA-TSC ITC BCIE Service/Feature PARM No. Numbering LAR
012M4wW Request Dgts Format
Subaddress
l: yyyyyn n rest none
2: yyyyyn n rest none
3: yyyyyn n rest none
4: yyyyyn n rest none
5: yyyyyn n rest none
6: yyyyyn n rest none
Figure 47: CM PSTN Route-Pattern Form
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Use the change route-pattern command to specify parameter values to be used for route pattern
“40”, which is used for access to the CIE “Topics” trunk. Set the parameter values as shown in
the following table.

Parameter Usage
Pattern Name Choose an appropriate name to be used for descriptive purposes.
Specify the Trunk Group number which is used to access the CIE

Grp No “Topics” trunk which is shown in Figure 23.
FRL Enter “0”
Table 24: Configuration Values for CIE Topics Route Pattern
change route-pattern 40 Page 1 of 3
Pattern Number: 40 Pattern Name: CIE Topics
SCCAN? n Secure SIP? n
Grp FRL NPA Pfx Hop Toll No. Inserted DCS/ IXC
No Mrk Lmt List Del Digits QSIG
Dgts Intw
1: 40 0 n user
23 n user
33 n user
4: n user
5: n user
6: n user
BCC VALUE TSC CA-TSC ITC BCIE Service/Feature PARM No. Numbering LAR
012M4wW Request Dgts Format
Subaddress
l: yyyyyn n rest levO-pvt none
2: yyyyyn n rest none
3: yyyyyn n rest none
4: yyyyyn n rest none
5: yyyyyn n rest none
6: Yy YyYyyyn n rest none
Figure 48: CM CIE Topics Route-Pattern Form
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Use the change route-pattern command to specify parameter values to be used for route pattern
“41”, which is used for access to the CIE “Queue” trunk. Set the parameter values as shown in
Table 20.

Parameter Usage
Pattern Name Choose an appropriate name to be used for descriptive purposes.
Specify the Trunk Group number which is used to access the CIE

Grp No “Queue” trunk which is shown in Figure 28.
FRL Enter “0”
Table 25: Configuration Values for CIE Queue Route Pattern
change route-pattern 41 Page 1 of 3
Pattern Number: 41 Pattern Name: CIE Queue
SCCAN? n Secure SIP? n
Grp FRL NPA Pfx Hop Toll No. Inserted DCS/ IXC
No Mrk Lmt List Del Digits QSIG
Dgts Intw
1: 41 0 n user
2: n user
3: n user
4: n user
5: n user
6: n user
BCC VALUE TSC CA-TSC ITC BCIE Service/Feature PARM No. Numbering LAR
01l2M4wW Request Dgts Format
Subaddress
l: yyyyyn n rest levO-pvt none
2: yyyyyn n rest none
3: yyyyyn n rest none
4: yyyyyn n rest none
5: yyyyyn n rest none
6: yyyyyn n rest none
Figure 49: CM CIE Queue Route-Pattern Form
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Use the change public-unknown-numbering command to specify parameter values to be used
to transform the Calling Party Number for outgoing calls via Trunk Group 9 from local extension
numbers to PSTN numbers. Set the parameter values as shown in Table 26.

Parameter Usage
Ext Len Enter “5” for the length of local extension shown in Figure 9.
Ext Code Enter “6” which is the leading digit of local extensions.
Enter “9” to select the trunk group which connects to the PSTN as
Trk Grp S
shown in Figure 39.
CPN Prefix Enter “69907xxxxx” which is the prefix assigned to trunk 9.
CPN Len Enter “15” as the Calling Party Number Length.

Table 26: Configuration Values Public-Unknown-Numbering

change public-unknown-numbering 5 Page 1 of 2
NUMBERING - PUBLIC/UNKNOWN FORMAT
Total
Ext Ext Trk CPN CPN
Len Code Grp (s) Prefix Len

Total Administered: 1
5 6 9 69907 xxxxxX 15 Maximum Entries: 9999

Figure 50: CM Public-Unknown-Numbering Form
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Use the change ars digit-conversion command to specify how the Called Party Number of an
incoming call is converted to a local extension. Set the parameter values as shown in Table 27.

Parameter Usage

Enter “*90739887”, by either a “4” or a “6”, where the “*”” matches

Matching Pattern the character which was ir}serted by the Trunk Qroup, as shown in
Figure 40. The “4” entry if for calls to CIE Topics, and the “6” for
calls to local extensions.

Min Enter “10” as the minimum Called Party Number length for an
incoming call.

Max Enter “14” as the maximum Called Party Number length for an
incoming call.

Del Enter “9” to delete all but the local extension or the Topic.

Net Enter “aar” for calls to CIE Topics and “ext” for local extensions.

Table 27: Configuration Values for ARS Digit-Conversion

change ars digit-conversion * Page 1 of 2

Matching Pattern

*907398874
*907398876

ARS DIGIT CONVERSION TABLE
Location: all Percent Full: O

Min Max Del Replacement String Net Conv ANI Req

10 14 9 aar n n
10 14 9 ext n n

MRR; Reviewed:
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Figure 51: CM ARS Digit-Conversion Form
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Use the change aar analysis command to specify how the calls are routed by AAR to the CIE
Topics and Queue trunks. Set the parameter values as shown in the following table.

Dialed String Parameter Usage
Total Min Enter “5” to match 5-digit CIE Topic extensions.
Total Max Enter “5” to match 5-digit CIE Topic extensions.
400 Route Patterm Enter “40” to .specify the Topics Routing pattern
specified in Figure 48.
Call Type Enter “aar”.
Total Min Enter “5” to match 5-digit CIE Queue extensions.
Total Max Enter “5” to match 5-digit CIE Queue extensions.
401 Route Pattern Enter “40” to .specify the Queue Routing pattern
specified in Figure 49.
Call Type Enter “aar”.

Table 28: Configuration Values for Aar Analysis

change aar analysis 0

Dialed
String

400
401

81
82

AAR DIGIT ANALYSIS TABLE

Location:

Total
Max
7

=
jnl
=)

o Jooa
~ o ~JJu U3

Route
Pattern

1
2
40
41
5
7
81
82

all

Call
Type
aar
aar
aar
aar
aar
aar
aar
aar

Node
Num

Page 1
Percent Full:
ANT

Reqd
n

88 B8BBBB383

of

2
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Figure 52: CM Aar Analysis Form
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3.2. Avaya AES

The AES server is configured via a web browser by accessing the following URL:
https://<AES server address>:8443/MV AP/

Once the login screen appears, enter the OAM Admin login ID/password for performing
administrative activities on the AE Server, and click the “CTI OCM Administration” menu item.

Appiicatin- Enablement Services
Opiratinics Adiminasteation and Malida b e

B il A
Lizpw Manapsment

Epcuerity & dmenistradkon :
Tha 4E Sarsicas Dparations, sdminsiration, and Management [0AM) Wab provides pou with 1ools
Tor mansging e AE Eervar. AN pais the following adminkirative domais:

& CT1 QAW ddmim - Lse GT1 QM adm; ko manage Sl AE Seryices that you are licerasd fo yss
or the AE Sereer

& Uzer Managemert - Line User Managemenit o manage € Saraoes uzsrs and 4 Sermces
iper-related resources

s Spcunty sdminstration - Uss Gacurrty admivsiration ko manags Lo user accounks ang
corfigurs Lrws-PAM [Pluggsbls &uthentication Modylss for Linug)

Dapandig.on pesr bsiness reuinemants, hese sdmrstraliva domaie can b sarved by ore
admirisiratar fiof Both domaing, oF & separato sdmibcirator for each domain.

Figure 53: AES OAM Welcome Screen
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After logging in with the OAM Admin user ID/password, select “CTI OAM Admin” which
displays the following screen. Verify that the AES server installation has a TSAPI service
license. If this is not the case, please contact an Avaya representative regarding licensing.

/' ﬂvﬂvﬂl -  Application Enablement Services

Operations &dmenistratson anal Masntenan

Wik Home e il oon,

Welcome to CTI OAM Screens

[oraf] Lait logn: Tiss Ape 20 LS008 35 2002 fom 102,165,150, 5

- T T w ow T ow

IMPOETANT . AE Seruices must he rebtartad fof adminstrative charges o fully taks affact.
Changas bo the Secisy Databacs do nok require a nestart.

Emryics Conkrollsc Status
AGAT Lk Mansqer Furring
DMCC 5o rvscn Furring
CYLAN Smrssce Furming
DL Seryson Runing
Tranmsport Layer Service Furring
TEAP] Bnrysce Furring

For skatu= on schas spraoes, pleass uzs Slatoes s Cordrgl

Licen=e Information

¥ioid are koenssd to run Appkcaton Enablement (CT1] werson 4.1

Vi are hoansed for the follow g s ces
& OLG

& CYL&H

« TSaF|

==

Figure 54: AES CTI OAM Welcome Screen
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Navigate to Administration->Switch Connections. Enter the name of the Switch Connection to
be added, and click on the “Add Connection” button. This name is subsequently used when the
CIE ACM PBX driver is installed, as shown in Figure 72

s o S Anplication EnablementEenl
/ AVAyA Operations Administration and Maintdg
®0iM Horme @Help @

You are here! Administration > Switch Connections

CTI ©AM Home
|~ Administration

Switch Connections

v MNetwork Configuration

Switch Connections E— _
CTI Link &dmin 558?20| _ Add Connection

-

| v DMCC Configuration : MNumber of Active ;
{ : Connection Name ; Connection Type
TS4PI Configuration Connections
+ Security Database & 58500 1 CTI/Call Information
| v Certificate Management Oy s8710 it CTI/Call Information
{ » Dial Plan
| Enterprise Director
Enterprise Liractory
| : 7 7 x .
| b b ’ Edit Connection ] ’ Edit CLAN IPs ] [ Edit H.323 Gatekeeper ] ’ Delete Connection ]

SMS Configuration

Figure 55: AES Switch Connections Screen
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This causes the following screen to be presented. At this point, enter the screen fields as
described in the following table, and click the “Apply” button.

Parameter Usage

Switch Connection Specify a type of CTI/Call Information.
Type

The Switch Password must be the same as was entered into the Avaya
Communication Manager AE Services Administration form via the
“change ip-services” command, described in Figure 35. Passwords
must consist of 12 to 16 alphanumeric characters

Switch Password

SSL (Secure Socket Layer) is enabled by default. Keep the default
SSL setting unless you are adding a Switch Connection for a DEFINITY
Server CSI

Table 16: Configuration of Switch Password

5 ~ Application En
AVAyA ppOperatiuns Adm

Switch Connections

You are here! Administration =

CTI OAM Home

~ Administrati
e Set Password - S8720
v MNetwork Configuration

Switch Connections

Please note the following:

» LTI Link Admin * & password is not required for a H323 Gatekeeper Connection.
» DMCC Configuration * Changing the passwaord affects only new connections, not open connections.
TSAPI Configuration
» Security Database Switch Connection Type CTIWCall Information |
v Certificate Management i ST e
: Switch Password [TITTYT)
v Dial Plan L
Enterprise Directaory Confirm Switch Password ELLILIT]
b Host ah =t=1l
SMS Configuration
Appl Cancel
+ Status and Control
| | Maintenance
r Alarms
' |» Logs
+ Utilities
+ Help
Figure 56: AES Set Switch Password Screen
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From the Administration->Switch Connections screen, click the “Edit CLAN IPs” button to
display the screen show below. Enter the IP address of the C-LAN used by AES for
communication with the switch, and click the “Add Name or IP” button.

~ Application
AVAyA ppOperatiuns

Administration =

Switch Connections

| LTI 0AM Home
- SR Edit CLAN IPs - S8720

F Metwork Configuration

Switch Connections
R 192.168.60.6| |__Add Name ar IP
y DMCC Configuration Mare or IP Address Status

TSAPI Configuration

r Security Database Delete |P

» Certificate Management
Figure 57: AES Configure PBX IP Interface Screen

On the left margin of the screen, navigate to Administration->CTI Link Admin->TSAPI
Links. The following screen is displayed. Click the “Add Link” button.

/ AVAyA  Application Enablement Serv

Operations Administration and Mainte
®OAM Home .HE!|'| ;ﬂ_

CTI OAM Home You are here: > Administration > CTI Link Admin > TSAPI Links

~ Administration -
» Metwork Configuration TSAPI Links
Switch Connections
~ CTI Link Admin
TSAPI Links
CYLAM Links
DLG Links
| Qdc Cowifiowr s |[ Add Link |[ Edit Link | [ Delete Link |
TSAPI Configuration
b Security Database

Link Switch Connection Switch CTI Link #  aS5al Link Version Security

Figure 58: AES TSAPI Links Screen
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Fill in the parameters for the link to be added. The “Link” parameter must be a value between 1
and 16 which is not assigned to another link. The “Switch Connection” parameter should be the
name of the Avaya Media Server which is to be controlled by this link. The value for the TSAPI
“Switch CTI Link Number” must be a value between 1 and 64, and must be the same as was
used in the Avaya Communication Manager “add cti-link” configuration command in Figure 36.
Click the “Apply Changes” button.

7 AVAYA =

TSAPI Links

You are here: administration. = CTI Link Admin. =

| CTI OAM Home
- Adminisiratinn Add / Edit TSAPI Links

¢ MNetwork Configuration

Switch Connections

Link: 1
= LCTI Link Admin ] ]
TSAPI Links Switch Connection: 58720 v
CYWLAN Links Switch CTI Link Mumber:
DLG Links A5al Link Yersion
F DMCC Configuration i
Security Unencrypted

TSAPI Configuration
v Security Datahase [ Apply Changes H Cancel Changes ]

¢ Certificate Management
Figure 59: AES Configure TSAPI Link Screen
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Log out and log in again with the user administration ID/password, which will cause the “OAM
Welcome” screen to be displayed just as after the previous login.

Navigate to “User Management->Add User”.

The “CT User” field for this user must be set to “Yes”. In this case, the AES user is the
Customer Interaction Express application, which uses AES to monitor stations and initiate
switching operations. The values chosen for the “User Id” and “User Password” fields must be
the same as those described in Figure 123. Upon completion, scroll down and select the “Apply
button (not shown).

29

NI — - ~ Application
/ AVAyA A Operations

You are here:

User Management

User Management Home'

+ User Management
) Add User
List all Users
Add User Fields marked with * can not be empty,
i Search Users
{ Modify Default User * User Id [pozo

Change User Passward

* Commaon Mame |pgzq

¢ Service Management
|+ Help * SUMame hozg
' * User Password [geessssss|
* Confirm Password “."""
admin Mote |
Avaya Role usersenice. useradmin v
Business Category | '
Car License |
CHM Home |

Css Home |

CT User|yvag

Figure 60: AES Add User Screen
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3.3. Avaya Customer Interaction Express Server (CIE)

The CIE Server install procedure installs the file “Csta32.d1l” in the Windows\System32
directory. This file is different from the file with the same name which is included on the AES

Client software distribution media. If this file is present, it should be removed prior to installing
the CIE Server.

For the test configuration, the file “c:\Windows\System32\Drivers\etc\hosts” on the CIE server
was configured as shown below to contain the IP address of the two workstations shown in
Figure 1 used to run the agent client applications.

Copyright (c) 1993-1999 Microsoft Corp.
This is a sample HOSTS file used by Microsoft TCP/IP for Windows.

#

#

#

#

# This file contains the mappings of IP addresses to host names. Each
# entry should be kept on an individual line. The IP address should

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

#

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

#
#
#
#
#

For example:

102.54.94.97 rhino.acme.com # source server
38.25.63.10 X.acme.com # x client host

127.0.0.1 localhost
192.168.150.5 Client A
192.168.150.9 Client B

Figure 61: CIE Server Names for Clients

3.3.1. Install CIE Server

The Avaya Customer Interaction Express Server can be obtained from Avaya Support using
FTP. The distribution is packaged as a self-expanding executable file with the name
“cie_server 1.0.5.1 11402.exe”. The file has a size of about 1GB.

This file should be executed to “expand” to a location which is accessible from the server where
CIE is to be installed. The actual installation can be initiated by double-clicking the file
“guideline.exe” at the top level of the CIE Server directory tree.
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emp’CIE" Seryer

File Edit Miew Favorites Tools  Help | ,’
QEBack ~ 3 - (T | o~ Gearch | Folders | 5 3 X K)| >
address |2 Co\TemphCIE Server j Go
Folders X || Mame = il
B cE :I %nice_Control
£ Client _{ | Ewatchdog
= I Server EWEbLM
=) ACM_PEX_Dr iguideline. exe
[=h |'|r|r;-:< F._'nrv = quideline. xml hd
| r 1] | M

Figure 62: CIE Install Top-Level Directory Screen

Click “Next” when the welcome screen is displayed. Read the end-user license agreement, and

click “I Agree” if the license terms are suitable.

]i,:.zl Installation Customer Interaction Express Yersion 1.0.114.11402

& 3

AVAYA

Wyelzome to the Installation of

Customer Interaction Express

Version 1.0.114.11402

This Program will guide you through the

Installation of the server software.

Click Mext to Continue or Cancel to exit setup.

Zancel |

MRR; Reviewed:
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Figure 63: CIE Install Welcome Screen
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The installation state of the various CIE Server components can be seen by expanding the “One
Server Standard Solutions” -> “Voice ACM” -> “Server” menu item. The color of the icon
located to the left of each of the menu items serves as an indication of whether that item is
installed or not: red indicates that it is not installed, green indicates that it is installed. The
individual server components can be installed by selecting each icon and clicking the “Install”
button. For each of the components, the IP address “localhost” was used, except for the address
of the AES server. The following screens in this section show the settings for those components
which require configuration values other than default values or the IP address of the server.

i"% Installation Customer Interaction Express ¥ersion 1.0.114.11402

3

==X One Server Standard Solutions

1§31 voice 155 I~
e Vaice ACM
EH.',; Server

e InstallShield Scripting Engine
@ Java Development Kit

@ Jakarta Tomcat

@ weblm

e Base Components

@ Maming Service

@ License Clisnt

@ Trace System

@) Watchdog

@ UlSessionManager

@ Sybase ASE

@ Sybase Open Server

@) Database

@ Taskreporting Database
@ Chap

@) ACMPEY Driver

6 PB® Taskserver

@ Contact Center Core

@ Contact Center Additional
@ Contact Center Monitoring
e Contack Center Statistics
@) Statistic Generator

@ Statistic Viewer =
@) Statistic Viewer Locales

@ Update Server

fl Woice IS5, Email

d Woice ACH, Email

ii=f Voice IS5, IVR

i Moice ACM, IVR

Mrire TS5 JFmaiI = ;I

Inistall | Remoye | End/4- Rebont | End

Figure 64: CIE Install Initial Installation Screen
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3.3.1.1 Install Jakarta Tomcat

For the Jakarta Tomcat component, enter an appropriate user name and password and click
“Next”.

i'._% Installation Customer Interaction Express Yersion 1.0.114.11402

= 'E_ Cne Server Standard Solutions .|
Vaice IS5 EH Apache Tomcat Setup: Configuration Options M= E
E1-43) voice ACM

: Configuration
El-jitg] Server _ o . Tomcat basic canfiguration.
- @ Instalishield Scripting Engine

9 Java Development Kit
@ Jakarta Tomcat

6 weblLM HTTP{1.1 Connechar Port Iagag

@) Base Companents
@) Maming Service
@ License Client

@ Trace System

6 Watchdog

@ UlsessionManager
6 Swhase ASE

@ Sybase Open Server
- @) Database

- @) Taskreporting Database

Administratar Login

User Mams I admin

Password I |

e Chap

- @) ACM PEX Driver
@) PBY Taskserver
- @) Contact Center Core fullsaft Install System 2.0
- Contact Center additional ﬁ

g Conkact Center Manikaring = Back i Cancel |
@ Contact Center Statistics

6 Skatistic Generatar J

@) Statistic Viewer
- @ Statistic Viewer Locales Required disk space (maximum valus of selected component): 3l MB
@ Update Server

“oice IS5, Email

“oice ACH, Email

Woice IS5, IVR

Woice ACM, IVR

Wnire TEE JI-_I'\’h:lil TR LI

Reboot: required: no

Required disk space (maximun valus For all components): 4739.0 MB

i 8 o B e B s W
e

Install Remaye | Erd + Rt End

Figure 65: CIE Install Jakarta Tomcat Screen
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3.3.1.2 Install Naming Service

Install the Naming Service component using the IP address of the CIE Server and click “Next”.
Enter the IP address of the system on which CIE is installed for the parameter “Select IP to use”.

iz Installation Customer Interaction Express Yersion 1.0.114.11402

|:|_...J:§ One Server Standard Solutions -
-5 Yoice 155
E1-42 Voice ACM
Eii;l Server T -
@ Installshield =rrin L8 omnilRE - Setup

@ Java Devel select Adapter IP
@ Jakarta Tor AVA A
i Select the IP of the nebwork adapter vou wank to use L]

@ weblm |
@ Base Comp

@ Naming Ser Founded IP's associaked to network adapters: -
L L cli

- Lieise cle 169.254.198.71 | 192.168.200.51 |

d S Trace Syste

@ Watchdog 1
B UISessiont
@ Syhase ASE
@ Sybase Ope
@ Databass

@ Taskreporti |

@ chan Select IP to use | l I153 lZUU |51 —
@) ACM PBY D ' ! '

- PEY Taskse
B Cantact Ce
S Contact Ce |
B Contact Ce
B Cantact Ce |

@ Statistic Ge Back I Mexk || Cancel
- Statistic Yie
@ statistic Yie nponent:

@ Update Server
Yoice IS5, Email

- i ) Required disk space (maximunm value for all components )
(- Yoice ACM, Email
[ Yoice IS5, IR
g Yoice ACM, VR ;I Remiave End + Reboot
.. Waire TEE Froail TWR
Figure 66: CIE Install Naming Service Screen
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3.3.1.3 Install Trace System

Install the Trace System using the ports shown in Figure 65, and click the “save” icon. Accept

the default ports for “Client”, “Console”, and “Data”, if these ports are available. The “Create a

new file every X days” and “Keep files of the last X days” parameters can be used to control the
creation of trace files. Accept the default parameters and click the “Save” icon.

] T kt_srv.xmil - TTraceConfig M=l E3

.‘—]J:Q One Server Standard 5o File  Wiew Help
[F-j=p Voice 155 B ~ o
i‘-%ﬁ'uicencm hi%|E'S|I:IQC%EIEEH@" \‘
=i 3
iEl éwlirstallﬁhield Ports: 1 Client: |‘|':|3':“:I 2 Console: |‘|':|3':|-| 3 Data: |‘|':|3':I3

@ Java Develn)

@ Jakarta Tam General: [ Bemember manual categary switches
i g WebLM Create a new file every |1 day(s] |
-l Base Compol

@ Maming Serv Eesp files of the last |1 a days befare taday B
@ License Clien

i@ Trace Syster Directory for logfiles: ||
‘@@ watchdog N
@ UlZessiona | Progess Processhame | Subfolder | Colar | OnC Add .,
@ Sybase 4SE | Specials: =] =
@ svbase Oper fdifu
@ Datahase —
@l Taskreportin
@ Chap

“ @ AWM PEX Dri
@ PBx Taskser
@ Contact Cen
@@ Contact Cen ]
@@ Conkact Cen
i@ Conkact Cen N
i@ Statistic Gen
@ Statistic Yiew

@) Statistic Wiew Bereit S

I

Remmwe

VD?CE T Email. Required disk space (maximum walue For all components):
‘Woice ACM, Email
Voice IS5, IWVR
Jap Woice ACM, IVR ’ Pt P i
b BRNEa :_i Madify, Repair Remove Emdi+ Reboat
Figure 67: CIE Install Trace System Screen
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3.3.1.4 Install Sybase ASE Component

Install the Sybase ASE Component using the SQL server name “SYBASEASE” and an
appropriate password. Click “Install” to continue.

jia Installation Customer Interaction Express Yersion 1.0.114.11402

= _E_ One Server Standard Solutions -]
. g voice IS5
=5 Voice ACM
El-4yg] Server
4@ Installshield Scripting Engine
@ Java Development Kit
@ Jakarta Tomeat . sybase ASE Installer | x|
@ WebLM —Drive fior Sybase ASE 12.5.4 installation
@ Base Components s ) :
@ Naming Service WhLocal DERICH
@ License Client
@ Trace System
@ Watchdog ; :
@ UlSessionManagst ~Sybase ASE configuration
ﬁ Svhase ASE S0L server name! I SYBASEASE
g ;ylsa;e Cpen SEtver Password For user sa I Hokgkh
@@ Database
@ Taskeeporting Databass Confirm password: I Akt
g Chap password length must be at lzast 6 characters :l
@ ACM PEX Driver
@ PBX Taskserver — Additional Features
e Conkack Center Care
@@ Cortact Center Additional ¥ ODBC suppart
@@ Cortact Center Manitoring ¥ jeonnect(INBC) support
e Conkack Center Statistics
@@ statistic Generatar N — (- -
@ Statistic Viewer - _
) Statistic Yiewer Locales Inskallation of Sybase ASE 12.5.4 ESD#E e a00 ME
@8 Update Server
Bl Yoice 155, Email TrstAll Exit | b 4739.0 MB
[*#-j=f Woice ACH, Emnail i
#-45) voice 155, VR
Lek- i Vioice ACH, TYR. = . Instal REmE | End + Reboot | Enid
sl \rice TS5 Frmail TWR
Figure 68: CIE Install Sybase ASE Screen
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3.3.1.5 Install Database Server

Install the Database Server, using the user name “sa”, and an appropriate password, and click

‘60k77'

i’.‘f.]'.nsl:allatinn Customer Interaction Express Yersion 1.0.114,11402

J'Q One Server Standard Solutions

g Woice IS5

E.

Voice ACM
El-4iie| Server I
----- @ Instalshield Scripting
----- @ 1zva Development Kik ™
----- @ Jakarta Tomcat

- Setup

Please enter the administrative login data for the database server,

AVAYA

----- & Gase Componerts

1.0.114.11406

Database server  |SyEasEaSE
----- @ naming Service
..... 6 License Client User name !sa
----- @ Trace System
..... @ watchdog Fassword [pebiik]

----- 6 UISessionManager
----- @ Svbase ASE
----- @ Svhase Open Server

ot |

1.0 114, 11406

----- @ Database
----- 6 Taskreporting Database

..... @ ACM PEY Driver

----- @ PEx Taskserver

----- @ Contact Center Core

----- @ Cortact Center Additional
----- e Conkack Center Monitoring
----- @ Contact Center Statistics
----- @ Statistic Generakor

..... @ statistic Viewer

----- @ Statistic Viewer Locales

‘ Installed version:

‘ ‘ersion check: Failed

Rehoot required: no

Required disk space (maximum value of selected component): 1051
P b @ Update Server
i % Voice 155, Email. Required disk space {maximum value for all components): 4739.0
F-jizP Vaice ACM, Email
] Moo 195, TVR
Figure 69: CIE Install Database Screen 1
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Accept the default values for this screen by clicking “Next”.

—— AVAYA
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Figure 70: CIE Install Database Screen 2
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3.3.1.6 Install ACM PBX Driver
Add the address of the AES Server to the list and click “Next”.

i1z Installation Customier Interaction Express Yersion 1.0.114.11402

E Yoice 155
- Yoice ACM

=i Server
@ Installshield Srrinki
@ JavaDevel

@ Database
@ Taskreporti
9 Chap

@ ACMFPBXDI
@ FBY Taskse
@ Contact Ce

One Server Standard Solutions

General settings
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Figure 71: CIE Install ACM PBX Driver Screen 1
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Select the entry for the Avaya Communication Manager system to be used with CIE, which was
configured in Figure 55, and add it to the list of “selected AES Links” with the “->” button
followed by the “Next” button.
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3.3.1.7 Install Statistic Viewer
Click “Next” to proceed.
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Enter “localhost” as the address of the “CORBA Naming Service”, “Trace System Server”, and
“Taskreporting DB”. Specify the URL of the Tomcat server as “http://<server IP>/", were
<server IP> is the IP address of the CIE server. Click “Next” to continue.
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Figure 74: CIE Install Statistic Viewer Screen 2
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3.3.1.8 Install Update Server

Specify the directory on the server which is used to hold updates. Accept the default directory
by clicking “OK”.
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3.3.1.9 Installation Completion
After completion of the installation, all of the component icons should be green.
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Set the servers to start manually or automatically using the Windows “Server” configuration tool,
as shown. Those servers which are set to “manual” are started by the Watchdog task.
Watchdog default configuration parameters can be changed using the WDConfig.exe program.

%.ﬁ.vaya AT PEEDriver Marual
%.ﬁ.vaya CHAP Server Marual
%Fwaya Chap Svnc ranual
fAvaya omniDORE Maming Service Autarmatic
%Fwaya PEXTaskserver Manual
%.ﬂ.vaya Skatistic Generator Server Manual
%.ﬂ.vaya Trace Server Automatic
%.ﬂ.vaya I5essionManager Autarnakic
%.ﬁ.vaya IUpdate Service Aukomnatic
%.ﬁ.vaya YEA Marual
%.ﬁ.vaya Wakchdog Automatic
%Sybase BCkKServer _ S¥YBASEASE_BS Aukarmatic
%Sybase SQLServer _ SYBASEASE Aukarmakic

Figure 77: CIE Install Server Start Parameters
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3.3.2. Configure CIE Server

The program used to configure the CIE Server is contained in the CIE Client package
“cie client 1.0.5.1 11402.exe”. To perform CIE administration from the CIE Server, the client
package must be installed there as well.

After the CIE Client package has been installed, start the CIE configuration program on the
server from the Windows “Start” menu, as shown below.

U Manager ] Startup Hl 1

Iﬁ Internet Explorer .lj Conkact Center Additional »
ﬁ Consolg t‘s] utlaok Express .lj Contact Center Care ]
A . . Pemote Assistance .lj Conktact Center Maonitoring g
@Interface .lj WinPcap b .lj Contack Cenker Skakistics g

Jﬁ Wireshark } .lj Database k
{% Services & CSTASPY .lj Trace System ]

,lj Apache Tomcak 5.5 3 ,lj Watchdog »
ﬂ Watchdog Conf .lj Avava ¥ &y WhatlsInstalled

B Avavac W[BE Contact Center User Interface
All Programs Jﬁ Svhase N
Log off E}] Shuk Do
|@#istart | (2 & @ W |

Figure 78: CIE Program Start
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Enter the username and password which were assigned in Figure 68, and click “Login”:

AVAYA | ™

Fassword

ISuper’visnr

[

I********l

Customer Interaction Express

Exit

Copyright 2007 Awvaya Inc. All Rights Reserved

Figure 79: CIE Program Login
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Click on “Administration” at the bottom of the left frame:

2

Feporting
@ |
g

Evaluation

o |

Coriact b=
Evaluation
S

Protnicol

ot
u| 8Ll
B e S Shatuees Lo |1 e o0 HiEl Bped 1ot cniige red )

Figure 80: CIE Start Administration
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Click on the “Configuration” button:

Ble EIt Uew Got dome | Help
T T r I:hl:i-'pi:llir.i B Salctac @ Logeut | (i ‘E\Vﬁ"yﬂ
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|
SO, B e s satiees Lagg ed in, o Lo el b Tes carfipa v [+

Figure 81: CIE Start Configuration Mode
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3.3.2.1 Assign Topics Access Codes

Select the “Access Code Topics” menu item from the “Service” drop-down menu.

[ Airaneean s Deimphom Setting. . mieondy | | BEFEY | ok Dowvietrg | Dusie o P | TECHAF jeran
B e Top ;W"'*m“" | fFeim | fTean | EoiCstorm | o# Emralduinain | MiWokslas | 3 droarcses
ey Sednng
&3 e
1 contig [ 3ot
ﬁl
Task Flxw
Edknr
IWR-Eckbor

Fillrvan Hew ol Thrar defirtaon: of ko codas For- hopes
OGN, B e e st Loged |1 o o il g e red danfigearad 1+

Homt| [ 8 @ W | [ Carvtromaer Trtmractian | T boshos - (Tastrantt,. | sl B

Figure 82: CIE Assign Topics Access Code
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Click the “Add” button.

£} Access Code Topics |

Mumber | Lem.. | PEX | 0K |
Cancel |

Lelete

Figure 83: CIE Add Access Code

Enter the “Access code”, which has the same leading digits as the extension assigned to the CIE

“Topics” trunk in Figure 9, Figure 10, Figure 51, and Figure 52, as well as a value for “Digits

for postdial” such that the length of the Access code and the number of postdial digits is equal to
the length of the extension allocated to the CIE “Topics” trunk in Figure 10.

€3 Trunk line access code - Create |

PEX: |E CM_DevConr v | | I
Aooess code; Cancel |
Diigits for postdial: IE'I

Figure 84: CIE Enter Access Code
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Click the “OK” button.

) Access Code Topics [ ] |

Murmber | Len.. | PEX | ok,

400 2 Ch_DevConnect
Cancel |
Edit |

Delete |

Figure 85: CIE Accept Access Code

3.3.2.2 Configure Topics
Select the “Topic” tab:

Confpraiin  Jpdnn Servios  Wandees  Heln

| gvemews | Eranecnds | 3EFEC | @ lomnoaing | Bileedess | )S3Tekptore | BOHF s |

.a..um Digwt | {iPofn | ETeen  |EfCictorm | 4 Edaral | okl I |

Framn PL for Halgs.

Figure 86: CIE Select Topic
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Click on the “Create” button.

iens [ =
[Blarcorcereni s | ' viwews | BPesseoods | 3EFEc | g Cominieting | Bileedeis | p3Tekptore | EICHER serer
B Wmc  |feenpen | Féee | Jifoe |G Ten | EdGooe | of Eserelduineion | Shwokpecs | A
| Here: ATd  IEvel | Hurbe | B | Exved abies: | e
Block pamd:
| I I I | Cokars |
Framu L for Help. I_I_I_

Figure 87: CIE Create New Topic
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Enter a topic “Name”, check the “Telephony” box, and select the “Telephony” tab.

*=[Topic] - Create Ed |

General ﬁ Telepharmy I
Marme: IT'I'F'iC_1 0 block. period. .. |
Tazk typeg Hariables... |

[~ E-mail

Pricrity:

Cancel

i

Figure 88: CIE Assign General Parameters to Topic
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Select the 3 digit Access Code from the drop down box, enter a two-digit extension suffix, and
click “OK”. Repeat this for the remaining agent telephone extensions. The Access code should
match the extension used to route calls to the Topics trunk which was assigned Figure 84.
Repeat the above operation for the remainder of the Topics. Enter an appropriate value or the
After Call Work (ACW) time for this topic to allow agents sufficient time after a call is
terminated.

*[Topic] - Create

General ﬁTE!IEq::P‘u:nn_I,I |

Aocess code; Paostdial [2-digit] : Job code. | Cancel
Ueslo it 0 = Joi Reporting/RTInfo |
Skils.. |
Agent groLp: <Mones J Routing... |

AW |—5:I| SRR SRnaunEEmeR®...

P ax. resereation bime: I 3Uj seconds

[Iatritute zall atten release by agent - mar, |_|:| fimes

Script for playing voice mails:

<Mones _I

Figure 89: CIE Assign Telephony Parameters to Topic
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3.3.2.3 Configure Telephones
When all of the topics have been created, select the “Telephone” tab.
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Topac_| M 400 CM_DaraCorrac] f—
Tomc_3 b J00e CM_Care” crract G, |
Tom=_1 ® 40003 CH_DardCorract L
T 4 1 4000 CM_Chara 1 .
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[
Hlcck painct

il

Fram Pl foe Halge =

Figure 90: CIE Select Telephony
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Click the “Create” button.
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Figure 91: CIE Create Telephony Parameters for Agents
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Enter starting and ending extensions to allocate a range of numbers for telephones to be used by
agents, as shown in Table 1. Repeat this until all agent telephones have been specified, and click
“OK”. These numbers must be consistent with the extensions assigned in Figure 9 and sections
3.1.7 and 3.1.8.

1= Telephone- Create |

Start no. I 60113 Cancel |

End no. |',=.|:|113

FEX |E CM_Devconr v |

Figure 92: CIE Allocate Agent Telephone Extensions
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3.3.2.4 Configure Agent Groups
Select the “Agent group” tab.

Configuration  Swskem  Serwice Windows Help

Wiew: | <Al

@D | @Topic I fﬁAgent aroup I Agent | Q Frofile | @Team I [£Z] Custamer | +# External destination

| ankplace | 49 Announcement I
3 Telephone I (%) CHAP server

@Announcement e | .P' Pause code | SEPEX I “ Country setting | %Queue device
Number ¢ | pex |
EOOE1 CH_DevConnect
BO113 CM_DevConnect

Delete |

Press F1 for Help.

Figure 93: CIE Configure Agent Groups
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Click the “Create” button.
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Figure 94: CIE Create a New Agent Group
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Enter one name of one of the agent groups listed in Table 1, check the “Telephony” box, and
click the “OK” button. Repeat this for the remaining agent groups listed in Table 1.

-f._l* [Agent group] - Create E2
General |€* Telephony I

Wame: I-"-'«Ei_m Wariables... | Cancel |

— Task types

[ E-mai

Wirtual AG: <Maones J

Figure 95: CIE Assign Agent Group General Parameters
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3.3.2.5 Configure Agents
Select the “Agent” tab.
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Figure 96: CIE Configure Agents

MRR; Reviewed: Solution & Interoperability Test Lab Application Notes 82 of 140
SPOC 7/29/2009 ©2009 Avaya Inc. All Rights Reserved. TelemanagrProCM



Click the “Create” button.
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Figure 97: CIE Create Agent
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Enter a “System name” and “Login name” for the agent, check the “Telephony” box. Click the
“Password” button and assign a password which the agent uses to login, as shown in Figure 152,
and then click on the Privileges... button.

4 [Agent] Agent_01 - Edit |
Genera |ﬁ Telephony |
System hame: ~Task types——————— | Carcel |
Login name: Agent_11 IV Telephany Zrd passwnrd...l
| E -mail
Aliaz:
=M I “ariahbles. .. |
Languange: I <Spztem language: j Skils... |
| ek e I L — Aeailabiliby. . |
R I = Mz,
irzt name:
- = M
Employee ([ I
Cozt center; I
Privileges. .. |
Fredefined profile: |<NDHE> J
Autharization. .. |

Figure 98: CIE Configure Agent “General” Parameters
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Check “Extend ACW” box to allow the agent to extend the After Call Work time and click
“OK”, and then select the “Telephony” tab (shown in Figure 98).

£} Agent privileges | x| |
Feporting | Fealtime |nformation I T ask Flaw Editar I Others

Agent |L|I I LIk R I Caonfiguration I W ariables
Cancel |

F P
[T | T Job code input |
¥ Change aliaz r [ Mandatory job code input |
v LCall routing logged-out user [T | I Dutgoing job code [
[ Automatic sign on [Tel] [ || Estend ACw I
¥ igent group assignment I
— Server-specific
[ Eour-eye-principle I

Figure 99: CIE Configure Agent “Privileges” Parameters
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Click the “Add” button.

4 [Agent] Agent_01 - Edit | x| |

General ﬁTeIepth}l | 0k |
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Delete |
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[ |
Figure 100: CIE Add Agent to Agent Group
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Select the Name of the agent group to which the agent is to be added, and click “OK.

L% Select AG for agent
I E Ch_DevCaonnect j | 0k, Il
Mame ) ~ Cancel |
t
ala_L _DevlConnect
AG_03 * Ch_DevConnect
AG_04 * Ch_DevConnect
AlG_0R * Chd_DevConnect
T
S
Figure 101: CIE Select Agent Group
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Repeat the above procedure, adding the agent to each of the agent groups to which the agent
should belong, and click “OK” when complete. Create the remaining agents, as listed in Table 1.

4 [Agent] Agent_01 - Edit | x| |

General ﬁTeIepth}l |

Telephony name: Password... | Cancel |
[ umber: I Agent [0 IEI
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5 AG_O1
5 AE_02 Dee |
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Figure 102: CIE Agent Added to All Agent Groups
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3.3.2.6 Configure Workplaces
Select the “Workplace” tab.
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Figure 103: CIE Configure Workplaces
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Click on the “Create” button.

Configuration System  Service Windows Help

Vigw: | <Al -

@Announcement seript | @\-’oice unit I .[9), Pause code I SEPEX | *Countr}l setting | %Queue device | = Telephone I @D CHAP server
@D | eTopic I[ﬁf-\gent qroup | .Q.ﬂgent | Q Frofile I@Team | [EZ] Customer | 4 External destination ankplace | J3 Announcement

Mame o I Teminal workplace I Type I Telephone I PEx

Copy...

Delete |

Columnsz |

Press F1 For Help, e
Figure 104: CIE Create Workplace
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Enter the “Name” of a client workstation which is to be used for agent login, and an “Info” text
to be used as an identifier for the workstation. Check the “Terminal workplace” box, select the
“PC” radio button, and click on the control to the right of the “Number” field.

MRR; Reviewed:
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v Teminal workplace

Tup: &+ FC O MC
Hosthame IEliE:nt_.-’-‘-.
Infio: IEIient_.f-‘-]
— T elephone
Murnber: |<Nune> g
FBE: <MNones

&L Workplace Configuration - Create B3 |
FsoE Lo |
Name: |Client_&
Cancel |
(763 |Client_2

Figure 105: CIE Assign Client to Workplace
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Select the extension of the telephone which is to be assigned to the client workstation and click
“OK”. Repeat these operations for the other client workstations shown in Figure 1.

1= Select a telephone
Iﬁ Telephory j Ok |
Mame | PEX | Cancel |
<Mone:
[N H(i=k] Lk Dlewlompmect

Lh DevConnect

Figure 106: CIE Assign Telephone to Workplace
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3.3.2.7 Configure CHAP Server
Click the “CHAP server” tab.

Configuration  Swstem  Service Wwindows Help
Wiew: | <Al |
| @D CHAP server |
Td AP PO ner

Copu... |
Delete |

@Announcement sript | é}\mice unit I E Pause code | SCPBX I " Country zetting | @Queue device | = Telephone
@D | QTopic | [ﬁﬂgent graLp | QAgent | Q Prafile | @Team I [EZ] Custarner | + External destination lQ\:‘Jorlq:;lace

Mame o I Teminal workplace I Type I Telephone I PEx I | """""" Edi
Client-5 Client-5 FC B0007 CM_DevConnect

J

Columns

Press F1 For Help, ’—’—I_
Figure 107: CIE Configure CHAP Servers
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Click the “Edit” button.

Configuration  System  Service Windows Help

Wiew: | <Al -]

) I@Topic | [ﬁAgent group I ¥ Agent | 41 Prafile | @Team ICustomer | +# Extemal destinatian I&Workplace | 49 Annauncement |
@Announcement sript | %’Voice unit | E Pausge code | SHCPEX I " Country zetting | @Queue device | =R Telephone @'DEHAF' SEMNVET

Mame + | Hosthame Sessionld Starting time Yersion I Edit... il
CHAP ] ;2107 PM 10.7.0077470 (10.0.1029...

Delete |

Press F1 For Help, e
Figure 108: CIE Edit CHAP Server Parameters
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Assign an appropriate name to the server and click the “CHAP adapter” tab.

{2} [CHAP server] CHAP - Edit

zeneral |CH.'5.F' adapter I Properties I
Cancel |
Mame: I

Hostname: I SNAPSEY

Session-10; I 0

Skark kme: I S/71Z003 1:21:07 PM
Version: I 10,1.0.11410¢10.0,1029,

Figure 109: CIE Configure CHAP Adapter
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Click “Edit”.

{2} [CHAP server] CHAP - Edit |
General CHAP adapter | Properties I
rame | Tvpe | Information | Cancel |

ACM-C1S1G-1P-1 ACM-C15IG-TF ACM 051G over IP (H.. .,

|

Figure 110: CIE Select CHAP Adapter
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Select the “CHAP adapter line” tab.

{2} [CHAP adapter] ACM-QSIG-IP-1 - Edit

eneral Il CHAP adapter line I CHAP application resource | Properties
Cancel |
B ACM-QSIG-IP-1
Tup: | ACM-0SIG-IP
Info: | ACM DSIG over IP (H. 2
Figure 111: CIE Configure CHAP Adapter Line
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Click “Create”.

{2} [CHAP adapter] ACM-QSIG-IP-1 - Edit

caeneral CHAFP adapter line | CHAP application resource I Properties I

Skart number | End number

| rumber of cha... | Informat. .. | Create

Delete

]

Dawn

IR

Properties

Cancel |

Figure 112: CIE Create CHAP Adapter Line
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Enter the “Start number”, “End number”, and number of channels to be used for the “Topics”
channels and click “Create”. After the line adapter has been created, click “Properties”.

{:) [CHAP adapter] ACM-0SIG-IP-1 - Edit

Gerneral CHAP adapker line ICH.C'.F‘ application resource | Propetties I

Start number | End number Mumber of cha... | Infarmat. ..

Create

Delete

1

Cronr

Properties

it

Zancel

]|
_ Concel |

Figure 113: CIE Configure CHAP Adapter Topics Line
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Set the parameters in the “Properties” dialog as shown in the following table, and click on “OK”.

Parameter
) This must be set to the same value that was assigned
PBXSignalPort to the “Near-end Listen Port” in Figure 27.
LocalSignalPort This must be set to the same value that was assigned

to the “Far-end Listen Port” in Figure 27.

AreaCode

local numbers).

This value must be assigned to “space” so that CIE
will pass the entire calling party number to the agent,
so that the number can be used to search the
telephone directory (which contains the area code for

Table 29: Topics Adapter Line Parameters

{=) [CHAP adapter line] Line 1 - Edit Ed |
Properties |
Mame | Conkent Cancel |
PEXIPAddress 192,165.60.6
PExSignalPort 5105
LocallPaddress 192,168.200.51
LocalSignalPaort 5105
LocalR TPPaortR.ange 12045-13028
MumberPresentakion  default
CountryPrefix a0
CountryCode 49
AreaPrefix n
AreaCode I
rEfLUmDer
AccessCodes
CwnAreaCodeCon...  false
PEXPingPeriod 3000
MetworkQuality 75
Figure 114: CIE Configure CHAP Topics Adapter Line Properties
MRR; Reviewed: Solution & Interoperability Test Lab Application Notes 100 of 140
SPOC 7/29/2009 ©2009 Avaya Inc. All Rights Reserved. TelemanagrProCM




Enter the “Start number”, “End number”, and number of channels to be used for the “QDevs”
channels and select the “CHAP application resource” tab. After the line adapter has been created,
click “Properties”.

{=) [CHAP adapter] ACM-QSIG-IP-1 - Edit

General CHAP adapter line | CHAP application resource I Properties I
Skart number | End number | rumber of cha... | Informat. .. | Create Cancel |

40000 30009 10 Tonics
40101 40120 20

Delete

u

[t

Properties

il ip

Figure 115: CIE Configure CHAP Adapter Queue Line
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Set the parameters in the “Properties” dialog as shown in the following table, and click on “OK”.

Parameter
. This must be set to the same value that was assigned
PBXSignalPort to the “Near-end Listen Port” in Figure 32.
LocalSignalPort This must be set to the same value that was assigned

to the “Far-end Listen Port” in Figure 32.

Table 30: Topics Queue Adapter Line Parameters

{-} [CHAP adapter line] Line 2 - Edit |
Froperties |
Marie | content icancel I
dress 102 1A3.60.6
PE®SignalPort 5106
LocallPAddress 19z 166.200,51
LocalSignalPort 5106
LDcalﬁ:PDrtRange 12048-13028
MumberPresentation  default
CountryPrefix Qo
CountryCode 49
AreaPrefix 0
AreaCode B9
PrefixMurnber
AccessCodes
CwwnAreaCodeCon...  False
PEXPingPeriod 3000
Mebwarkuality 75
Figure 116: CIE Configure CHAP Queue Adapter Line Properties
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Click the “Create” button.

{2} [CHAP adapter] ACM-QSIG-IP-1 - Edit

General I ZHAP adapter line CHAP application resource | Properties I

application name VEA

-

Skark number | Ernd number

| mMumber of cha. .. | Infarmat. .. | Create I

Delete

Cancel |

Figure 117: CIE Create CHAP Application Resource
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Enter the “Start number”, “End number”, and number of channels to be used for the “Topics”
channels and click “Create”.

{:} [CHAP adapter] ACM-QSIG-IP-1 - Edit

eneral | HAP adapter line CHAP application resource |F‘r|:||:uerties I

application name YEL - Cancel |

| Creake “

Delete

Figure 118: CIE Configure CHAP Topics Application Resource
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Enter the “Start number”, “End number”, and number of channels to be used for the “QDevs”
channels and click “OK”.

{:} [CHAP adapter] ACM-QSIG-IP-1 - Edit

eneral | CHAP adapter line  CHAF application resource |F‘r|:||:uerties I

application name YEL - Cancel |

Skart nurmber | End number | rumber of cha... | Informat, ., | Create |
40000 40009 10 Topics
140101 40120 20 Im_ﬂ | b |

Figure 119: CIE Configure CHAP Queue Application Resource
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Click “OK”.

{2} [CHAP server] CHAP - Edit

General CHAP adapter |F‘r|:||:|erties|

Mame | Type | rfarmation o | Cancel
A M-05IG-1IP-1 A M-05IG-IP ACM QSIG over IP (H....

Figure 120: CIE Complete CHAP Adapter Configuration
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3.3.2.8 Configure PBXs

Click the “PBX” tab.
Configuration  Swstem  Service  Windows Help
Wiew: | <l
@D I@Topic | [ﬁﬂgent groLp I Qﬁgent | Q Profile: Bl Teamm [EZ] Customer | +# External destination I&Workplace |

@Announcement scripk | %’Voice uriit | E Pause code | SEPEX I '* Country setting | @Queue device | =2 Telephone

49 Announcement |
@D CHAP zerver

Mame s | Hosthame | Sezsionld | Starting time | Yerzion

CHAP shapsry 0 B/742008 1:21:07 PM 10.1.011410 (10.01029....

Delete |

Press F1 for Help,

Figure 121: CIE Configure PBXs
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Click “Edit”.
Configuration  System  Service Windows Help

Wiew: | <Al -]

) I & Topic | [ﬁAgent group I ¥ Agent | 41 Prafile | & Team I [E2] Custamer | +# Extemal destinatian I 8 vwokplace | 49 Annauncement
@Announcement sript | %’Voice unit | E Fauze code SEPEX | " Country zetting | @Queue device | =R Telephone | @D CHAP zemver

Mame o I Abbreviati.. I Location

Ch_DevConnect CMDC DevConnectLab
LCreate. .. |
Delete |

Columng |

Press F1 For Help, e
Figure 122: CIE Configure PBX
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Configure the PBX parameters as shown in the following table, and click “OK”.

Parameter Usage

Name Enter aname to be assigned to the PBX. This name is also used by the
TOM interface (see Figure 146).

Abbreviation Enter an abbreviation to be assigned to the PBX.

Location Enter a name for the location of the PBX.
Select a color from the drop down menu which is to be assigned to the

Color
PBX.

Type Select “Communication Manager” from the drop-down list.

Version Select “V5.0” from the drop-down list.

Username Enter the user name which was assigned in Figure 60.

Password Enter the password which was assigned in Figure 60.

Table 16: Configuration of PBX Parameters

2+ PBX Configuration - Edit

I arne: IEM_DEVEDHHEDt Type: IEDmmunicatiDn b anager j ok
Abbreyiation: IEMDE Yersion: I‘-.-’E.EI j Cancel |
Lacation: IDEVEDHHECtLab |lzername: II:u:uzu:u Settings. . |
Calar: I_ vl Fassward: I““ Exst. trunk line... |
PB# | Access code ko | Connect. ta | Access codef... | Connect. f... | Chanae... |

L v Assign to CIE

Tazk zerver

ITS_F'!-‘«BX

Arccess code For
[haler:

Edit... | I PE¥ accezs,. |

L5 T4 frace port: IEEEE

Arocegs code for
external OutCC:

I Accezr code... |
I—

Aocess code for
internal OutCe:

MRR; Reviewed:
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3.3.2.9 Configure Tag List

From the “System” drop-down menu, select the “Tag list...” menu item.

Fle Edr Yew Got Helo Avﬁy.ﬂ

I Cockpitbar | Bf Sabactac @ Legest | (71

- leecods |zgrm: | rommienng | Bilwwdnkcs | @STeephoe | S0P ey |
Rrakine nfomsssn efol vabisn, | |45 Poil | iTsn | ECstorm | oFEstanal cacti | Bk Wokpe | 34 I

| I I I Coharrs |
‘walboard
Stoev tha defined Tam [ ram
AN B s e statue Loged in; red ool iedep b res oanfipurad [
Figure 124: CIE Select Tag List
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From the Defined Tags dialog, click “Add” to add each of the following tags: “endiscaller”,
“endisgroup”. Each of these tags should have the values shown in the following table.

Parameter Usage
This value should be set to “endiscaller” for the first
Name o . .
tag, and “endisgroup” for the second tag.
Type Select the “User-defined” radio button.
Data type Select “String” from the drop-down list.
Table 31: Tag Parameters
) Tag - Edit
Mame: endizcaller I QK ||
e [
) Spstem-spenific
* User-defined |
Sl
Data type: IString "I
Hezalutiat; I j
[T Canbe changed by CGI zerver
[T Owemwrite-protection
Figure 125: CIE Configure Tags
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3.3.2.10 Configure Task Flow

Click the “Task Flow Editor” control in the left frame. Note the call flow configuration shown in
this section is of a very rudimentary nature which serves only to deliver calls to agents which
have registered for the corresponding topic. More elaborate call flow configurations are beyond
the scope of this these Application Notes.

‘Cotkpk bar | B Sakot o B Logeur | 71
AT i L 1 A
o [ g
B | @ree |WGtomiorn | Fage | Orots | ETeon [T Cukne | Edanalibiinaion | Blwinipace | [ gt
| Nare | agteedan. | \ioation I ]
DLt CHOC [rru—
L |
_ e |
Disi
o I [ ||
% FresiFi forHel
mﬂ.’-ﬁ:lmﬂlrﬁh‘:quimrulzll'l.ﬂqha_:urﬁwmdl-:-

Figure 126: CIE Select Task Flow Editor
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Click the right mouse button and select “Task flow set” -> “new”.

Task Flow set | Taools  Help

DEH|v (&5 I

Press F1 for Help. l_ l_ [wednesday, 07, May 08 [4:51:00 PM

Figure 127: CIE Create New Task Flow
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Enter the name to be assigned to the task flow set and click “OK”.

{2} Generate new task flow set

]
M ame: |F|DV'4 I ok I

Authar: ISupervis-:ur Cancel

Pazsword: I

LConfirm password: I

Comment;

Figure 128: CIE Assign Task Flow Parameters
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Place the cursor in the left frame, right-click the mouse, and click “New”.

Task flow set  Edit Tools Windows Help
DEdE| v |2 & DD

£E Flow IEE List of symbolsl

Press F1 For Help. l_ l_|Wet:lnest:layJ 07, May 08 |4:52:16 PM

Figure 129: CIE Create Task Flow Workspace
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Enter a descriptive “Name” to identify the call flow and click “OK”.

(=) Mew CallFlow
M ame: IDE\-‘EDnnecﬂ QK
Task Flow group: I[n.;.] j Cancel

Figure 130: CIE Assign Task Flow Name

Click the “List of symbols” tab.

Task flow set  Edit  Tools  Wwindows Help

DEH v 2 &8 DD |

£ Flow B0 st of S_l,lmbolsl [CallFlow]:DevConnect M= B

------ B2 Devionnect

Press F1 for Help, l_ l_ |Wednesday, 07, May 03 |4:54:DD P

Figure 131: CIE Select Task Flow Symbols
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Select “Telephone calls” Source control and drag it to the right pane.

Task flow set  Edit  Tools ‘Windows Help

= = = e

mo |

gﬁ Flaw EE List of s_l,lmbolsl
------ abe Label

""" TN Trace task
=1 Sources

ﬁ Telephone calls
------ {5 Yoice mails
[=]-[@ Destinations

...... & agent grop
------ ﬁ Telephone calls

-

------ External destinatic__|
Lo}
------ ¥ Relzase

e

------ &4 Personal contact

------ g;ﬂ Current agent
=1 Announcements
(- O v script

- [ WU script (1 &
@ Bnnouncemer

------- @ Announcemer
EID Connecting units

------- §= Change task kag
o | 3|

[CallFlow]:De¥Connect

Press F1 for Help.
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Figure 132: CIE Select Telephone Call Symbol
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Select “Topic_1” and click “OK”.

¢ select telephone calls

I ﬁ Telephony j [ |

Mame o 1] El Number [ PRO Cancel |

Topic_1 . 40001 Ch_Die...

opiG. @ A1 1 1 TH_De...
Tapic_3 W 40003 CM_De...
Tapic_4 . 40004 Ch_De...
Topic_5 . 40005 Ch_De...

| [ —

e

Figure 133: CIE Select Task Flow Topic
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Drag the “Agent Group” symbol onto the workspace.

Task flow set  Edit Tools Windows Help

DEE v & mEE DD

gﬁ HHHE EE List of symbols |

--abe Label

[P Trace task
[=]-[adr Sources

ﬁ Telephone calls

=) Voice mails

B E-mall

- Destinations
Agent group

Telephone calls
-] E-mail
.ﬂ Agent
Gi; Release

e
8 Personal contack
Gg Last agent
gg Current agent
[=-[& snnouncements
[ wu script

J External destinatic__|

YU script (1 &t
@ Announcemer

@ Announcemer

[=-[& Connecting units

ﬁ= Change tasktag
« | 3|

[CallFlow]:DevConneckt

Press F1 For Help.
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Figure 134: CIE Drag Agent Group onto Task Flow Workspace
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Select an Agent Group to assign to the call, and click “OK”.

L% Select agent group

Iﬁ T elephory j I Ok |
Canzel |

%
%
5.

CM_DevCa..

| FE]

A

Figure 135: CIE Assign Agent Group to Topic
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Use the cursor to connect the Topic to the Agent Group.

Task flow set  Edit Tools Windows Help

DEE| v & 2B 05

gﬁ HERE %E Ligt of spmbols |

—abe Label
- T Trace task

=1 Sources
------ t” Telephone calls

------ £ Voice mails

=& Destinations

------ m Agent group

------ f Telephone calls

o=
------ ¥ Release
= 1o

------ & ¥ Last agent

------ %ﬂ Current agent

[=-f& Announcements
[ vu script

[=-[& Connecting units

------ ## Personal contack

-

------ External destinatic__|

YLl script (1 a1
@ Announcemer

@ Announcemer

ﬁ= Change tasktag
d | _>|_I

[CallFlow]:DevConnect

Press F1 for Help.
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Figure 136: CIE Topic and Agent Group Created
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Repeat this procedure for the remaining Topics.

Task flow set  Edit Tools Windows Help

DEE v & mEE DD

gﬁ Flow %E List of symbaols |
ﬁ& Telephone calls ;I
—F) Vaice mails

=] E-mail

=)@ Ciestinations

m Agent group

ﬁ Telephone calls
= E-mail

£} Agent

J External destinatic
f{_v: Release

- fi Personal contact
Q‘g Last agent

g;ﬂ Current agent
[=]-[ Arnouncements e
- [ wu script

WL script (1 a1

@ Announcemer

@ ANNOUNCEmar

=-[r Connecting units
ﬁ_ hange task tag

m Skill reduction

; Logic -
| 3|

[CallFlow]:DevConneckt

Press F1 For Help.
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After all of the Topics and Agent Groups have been configured, the CIE Server configuration is

complete.

Task flove set  Edit  Tools ‘Windows Help

el v & @& D

£ Flow |%E List of s_l,.lmbolsl
- Bg DeviZonnect

[CallFlow]:DevConnect =] &3

Press F1 For Help,

[ [ [wednesday, 07, May 08 [5:09:50 PM

Figure 138: CIE All Topics Connected to Agent Groups
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3.4. Configure Client Workstation

For the test configuration, the file “c:\Windows\System32\Drivers\etc\hosts” on the agent
workstations was configured as shown below to contain the IP address of the CIE server and

TelemanagerPro Server shown in Figure 1.

Copyright (c) 1993-1999 Microsoft Corp.
This is a sample HOSTS file used by Microsoft TCP/IP for Windows.

#

#

#

#

# This file contains the mappings of IP addresses to host names. Each
# entry should be kept on an individual line. The IP address should

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

#

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

#
#
#
#
#

For example:

102.54.94.97 rhino.acme.com # source server
38.25.63.10 X.acme.com # x client host
127.0.0.1 localhost

192.168.200.51 avaya-cie
192.168.150.9 telemanager-srv

Figure 139: Names Used by Agent Workstations
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3.4.1. Install and Configure Avaya TOM Client Interface

The Avaya TOM Client Interface serves as an interface to the CIE for application programs. The
TOM Client Interface must be installed on each PC on which the TelemanagerPro client is to be
used.

Double click on the “TOM Client Interface.msi” file which is included in the distribution media.

Marne Size | Type Date Modified
JEGGECTI File Folder S19/2008 10:19 AM
T cie_10_torn_sdk_install_en. pdf 2,912 KB Adobe Acrobat 7.0... 572005 5:05 PM
T_—~ cie_10_tom_sdk_programmer_en.pdf 2,573 KB Adobe Acrobat 7.0...  5i7f2008 5:05 PM
I Readme_TOM_1.0.3.0.pdf 80 KE Adobe Acrobat 7.0... 5J7f2008 5:02 PM

(=g TOM Clienk Interface, msi 23,184 KB Windows Installer P... 371872008 5:27 PM
i=F bom_sdk_cie_1.msi 17,266 KB Windows Installer P, 3/18/2003 8:11 PM

Type: Windows Installer Package

Author: Comergao GmbH

Title: TOM Client Inkerface

Subject: 1.0.114.11414

This installer database contains the logic and data required to inskall TOM Client
Interface,

Date Modified: 3/15/2003 3:27 PM

Size: 22,6 MB

Figure 140: TOM Installation Initiation
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When the TOM Client Interface welcome screen appears, click “Next”.

i TOM Client Interface - Setup

AVAYA

Customer Interaction Express

TOM Client Interface

This setup will install TOM Client Interface in version
1.0.114.11414 on your compuker,

Click Mext bo conkinue or Cancel bo exik

Cancel

Figure 141: TOM Installation Welcome Screen
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i& TOM Client Interface - Setup f'S_(|

License Agreement V
Flease read the following license agreement carefully, A ‘ A ‘.yA\

2007 Avava Inc. All Rights Reserved.

[

Hotice

While reazonable efforts were made to ensure that the information in this Documentation was
complete and accurate at the time of printing, Avava Inc. can assume no liabilty for any
errars. Changes and corrections to the information in this Documentation may be incorporated
in future releazes. For the purpoze of this document, all Avaya subsidiaties are included into

all right= and obligations from Avaya Inc. The term &vaya shall therefore reference to Avaya

b

Inc. az well as to its local subsidiary in your country if outside the LS.

{1 do not accept the terms in the license agresment

< Back. I Mexk = I Cancel

Read the terms of the License Agreement and select the acceptance radio button and click
“Next” if the license terms are acceptable.

Figure 142: TOM License Agreement Screen
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Click “Next” to accept the default installation folder.

i TOM Client Interface - Setup x|

Destination Folder
Click Mext toinstall ko this Folder, or click Change to install AVAyA

ko a different Falder,

G Install TOM Client Interface o
CProgram FilestCommaon Filesibyayal,

Cancel

Figure 143: TOM Destination Folder Selection Screen
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Accept the default “Setup Type” of “Minimal” by clicking “Next”.

i TOM Client Interface - Setup

Please select a setup type,

space, )

@ will be inskalled, Recommended For advanced users,

Setup Type
Choose the setup tyvpe that best suits vour needs, AVAyA

Cnly the necessary features will be installed, (Requires minimal disk

Choose which program features wou want installed and where they

X

< Back I Mext = | Cancel

Figure 144: TOM Setup Type Selection Screen
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Enter the name or IP address of the license server which was installed for CIE, and click “Next”.

i TOM Client Interface - Setup

)

WebLM Parameter
Please enter the Avayva License Server AVAyA
License Serwver avava-cie Port 2080
[ < Back Mexk = ] Cancel

Figure 145: TOM License Server Selection Screen
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Configure the TOM Client Interface General settings as shown in the following table and click
“Next”.

Parameter Usage

Enter the name or IP address of the system on which

Hostname of CORBA Naming Service the CIE server is installed

Enter the name or IP address of the system on which

Hostname of Trace System Server the CIE server is installed

Enter the name which was assigned to the PBX (see

Name of Default PABX Figure 123).

Table 32: TOM General Settings Parameters

i TOM Client Interface - Setup x|

General Settings E V g Q
Please enter the communication parameters, y

IHDstname af COREA Maming Service |avaya-u:ie Port |2809

|Hostname of Trace Syskem Server |ava~;.=a-u:ie Part

Mame of Defaulk PAEY ”1M DewiConneck

Figure 146: TOM General Settings Screen
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Click “Install” on the next screen to begin the actual installation.

i TOM Client Interface - Setup x|

Ready to Install the Program V
The wizard is ready to begin installation, A ‘. A \yﬂ \
Click. Install to begin the installation,

If wou wank ko review or change any of your installation settings, click Back, Click Cancel ko
exit the wizard,

Figure 147: TOM Install Confirmation Screen
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Click “Finish” on the final screen to complete the installation.

i TOM Client Interface - Setup

AVAYA

Wizard Completed

The Wizard has successfully installed TOM Client
Interface, Click Finish to exit the wizard.

FEinish

MRR; Reviewed:
SPOC 7/29/2009

Figure 148: TOM Install Completion Screen
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Upon completion of installation, the destination directory should contain the various TOM Client
Interface Components, as shown below.

8% C:\Program Files\Commen Files\AvayaXTOM

File  Edit  Wiew

@ Back - ? ) E 'ﬁ'

Folders

) MeteorsE
Program Files

L Comman Files
Adobe
Avaya

| 1) Tom
Base Compo
* ) Cisco Syster
) Crystal Deci:
: Cyros
DESIGMER
InstallShield
Java

L&H
Microsaft Sh
[# [y M3Soap

) Metwark Ass

Services
SpeechEngir

roanbec o

Favarites  Toaols  Help

|
' Folders | '

Address |5 C:\Program Files\Common FileshAvayal TOM
x Mame

A [CTOMServer_Th
%] absorb.di
%] blc_db_advapi.di
| %] blc_db_callcenter i
[ ble_db_cui.dl
%] blc_db_man.dil
[ %] blc_db_stat.di
%] blc_db_tasknet.dl
:~_5] ble_drv_taskserver.dl
.fj blc_dryv_UMREaskserver.dil
‘_‘;J] blcsystem.dil
,}J branding.dil
[Hcos407 _vez_et.dl
E}DmniCodeSetsm?_vc?_rt i
._’g] omnibynamic0? _sc?_rk.dil
%] omniorB407_vc7_re.dl
_’f] omnithread32_we?_rt.dil
.fj ThreadInjector,dl
‘:;;] tnbase.di
ETOMServer. ExE

,j] ttrace. di

el

Description: <undefined =
Company: Comerga GmbH

File Yersion: 104,113, 11416
Date Created: 3/14/2008 6:52 AM
Sizer 3.21'MB

Size

168 KB
497 KB
£,754 KB
2,124 KB
552 KB
1,484 KB
3,025 KB
5,008 KB
3,212 KB
11,216 KB
65 KB
1,176 KB
124 KB
1,688 KB
1,266 KB
42 KE
4KB

32 KB
3,286 KB
140 KE

Type

File Folder
Application Extension
Application Extension
Application Extension
Application Extension
Application Extension
Application Extension
Application Extension
Application Extension
Application Extension
Application Extension
Application Extension
Application Extension
Application Extension
Application Extension
Application Extension
Application Extension
Application Extension
Application Extension
Application
Application Extension

Diate Modified
5/19/2008 10:53 AM
3/14/2008 6:52 AM
3{14/2008 6152 AM
3/14/2008 6:52 AM
3/14/2008 6:52 AM
3/14/2008 6:52 AM
3{14/2008 6152 AM
3/14/2008 6:52 AM
3/14/2008 6:52 AM
3/14/2008 £:52 AM
3/14/2008 6:52 AM
3{14/2008 6:52 AM
3/14/2008 6:52 AM
3/14/2008 6:52 AM
3/14/2008 6:52 AM
3{14/2008 6:52 AM
3/14/2008 6:52 AM
3/14/2008 6:52 AM
3/14/2008 6:52 AM
3{14/2008 6:52 AM
3/14/2008 6:52 AM
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3.4.2. EGGECTI

3.4.2.1 Installing EGGECTI

The CTlI-Interface of the Customer-Contact-Suite TelemanagerPRO is called EGGECTTI and can
be installed locally or on a network share. The default path is “c:\Program Files\Common
Files\EGGENET”. The EGGECTI registers itself and needs Administrator-Access when
executed for the first time. The application is started by executing the “EGGENET.exe” file.

s C:\Program Files\Common Files\EGGENET

File Edit “iew Favorites Tools  Help

0 Back = P ? “_.- ) Search 1 Folders | v

Address |12 C\Program Files\Cormmon Files\EGGENET

Cryskal Deci:

@ en-browser.ini.bak
% enbrowserBSP.ini

KB
14 KB

Bk File
Configuration Settings

Folders x Mame = Size | Type Date Modified
B ) Members | Bl comet3zz.srg LKB SR File 5/6/1998 11:00 PM
MetearSE i@ comctl3Z. oca 234 KB OCA File 12/27/1999 7:48 PM
Program Files ,:,] comctl3Z. oo 596 KB Ackiver Control 6/24/1995 12:00 AM
) Adobe |3 comdig32.0cx 137 KB Ackivex Control /12002 8:00 PM
) Analog Devices & CTIConfigheaktiviert.exe 220KB  Application &/6f2005 1:02 PM
Avaya BB ctigw.exe 168 KE  Application 1042007 12:00 PM
) Broadoom @B%ecti.exe 1,081 KB Application 5/15/2008 7:40 FM
) Common Files _'.‘{YEGGFrH ini 10KE Configuration Settings  3/26/2005 5:38 PM
| Adobe @EGGEF“ DBSCFiDtiD.n: EGGEMET. cti 64 KB  Application 3/24/2008 11:05 PM
5 £ tvava " aggeny Elﬁ;m\?:r”s’:’onEGaG?EgJ%Tz Telens GmbH & Co. KG 40KE  Application 89/2007 4131 FM
& ) ToM _'}eggeru Date Created: 5/19/2008 10:55 AM 1 KB Configuration Settings — &/9/2007 4:36 PM
| Base Compo . EM-Brof Size: 1.05 MB 264 KB  Application 3/12[2008 4:57 FM
[ |53 Cisca Syster _;}en-browser.lnl KB Configuration Settings  3/26/2005 5:42 PM

3/5/2005 5:39 PM
1/8/2007 5:05 PM

[# ) Cycos
) DESIGHER D} endclustl.cfg 0KE Microsoft Office Qu,,,  10/17/2003 12:35 PM
|~ EGGEMET f_‘; endident1.cFg 0KE Microsoft Office Qu,..  10/17/2003 12:35 PM
# I Installshield @EN\-‘iew.exe 23 KB Application 1/6/2004 11:52 AM
D B Java T Hife. pof 2,474 KB Adobe Acrobat 7.0 ... 11/9(2005 11:44 AM
L&H E_]Installation WE Minchengladbach.doc 1,067 KE  Microsoft word Doc...  8f1/2007 §:39 AM
H 5 Mirosoft sh L MSINET.OCK 130KE  Active Control 3{9(2004 12:00 AM
# | M550ap g msybvmS0.dll 1,324 KB application Extension  &/1/2002 &:00 PM
) Nebwork Ase [ picclpaz.aca 19KE OCA Fils 3/4{2002 3:00 PM
® () obBC :a] picclp32.ocx G2KB  Activer Control 5J21/2000 10:00 PM
s rieee 2L [E psapi. i 18KE Application Extension  8/1/2002 £:00 PM

Figure 150: TelemanagerPro Component Directory
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3.4.2.2 Configure EGGECTI

Edit the EGGEcti.ini configuration file with an ASCII editor (i.e., Notepad). Leave all values
with default settings, except for those values shown in the following table:

Parameter Usage
Enter the user login ID to be assigned to the agent. If this is left
CTIAgentID blank, the first value entered at the first agent login will be used
subsequently.
Enter the password to be assigned to the agent. If this is left
CTIAgentPWD blank, the first value entered at the first agent login will be used
subsequently.
CTIServerLogin Enter “Blc;” to activate the connection to CIE.
CTILinePrefix Enter ‘.‘0” to indicate the Calling Party Number associated with
incoming calls should be used.
CTINumberLengthlIntern Enter the length of the extensions assigned to CIE.
CTISetFreeAfterCall Enter “1” to make agents available after call completion.

Table 33: Eggecti Configuration Parameters

CTIAgentID=
CTIAgentPWD=A
CTIServerLogin=Blc;
CTILinePrefix=0
CTINumberLengthIntern=5
CTISetFreeAfterCall=1

Figure 151: Eggecti Configuration File
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3.4.2.3 Agent Login

The agent login tool is started by executing “eggecti.exe” from the EGGNET directory. The first
time the TelemanagerPRO application is run, it prompts the agent for login information with the
dialog shown below. The agent should enter values as described in the following table (note that
the English meanings of German words are shown on parentheses).

Parameter Usage
Rufnummer/Benutzerkennung (phone Enter one of the agent IDs, which was assigned in
number/user 1D) Figure 98.

Kennwort (password) Entier the .corr.espondlng password which was
assigned in Figure 98.

Apparatnummer/Nebenstelle (device
number/extension)

Enter the extension of the telephone used by the
agent. This extension must be contained in the list
which was assigned in Figure 106.

Table 34: Eggecti Configuration Parameters

Benutzeranmeldung

Rufrummer/B enutzerkennung:
|.ﬂ-.gent_El1

F.ennmart;

Apparatnummer/Mebenstelle:

ENRE]

Ahbbrechen ]

Figure 152: Agent Login Dialog Screen
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4. Interoperability Compliance Testing

4.1. General Test Approach

All tests performed were of a functional nature. No performance or load testing was performed.

The following tests were performed during compliance testing:

= Verify agent login/logout using the agent call control, which is illustrated below.

Robrecht, Dietrich |
OBS7S05617E6
Topic_2 12:00:01
BO0S1

= 7]

eggecti ¥ 4.01.02 @ 1333-2005 EGGEMET

Figure 153: Agent Login Dialog Screen

= Verify agent topic registration/unregistration.

= Verify Onhook/ofthook workstation status is updated.

= Verify agent After Call Work status changes are signaled correctly to CIE.

= Verify agent pause status changes are signaled correctly to CIE.

= Verify that incoming calls are delivered to agents which have registered for the
corresponding topic.

= Verify that the workstation signals incoming calls.

= Verify that the correct customer record is presented to the agent for incoming calls.

= Verify that calls are queued if no agent is available and are delivered to an agent
logs on.
= Verify that calls can be accepted by the handset, the headset, or the application.

who

= Verify that calls can be terminated by the handset, the headset, or the application.

= Verify that the client can initiate and terminate After Call Work status.

= Verify that the client can transfer or blind transfer a call to another agent or other

telephone which is not used by an agent.

= Verify that the agent can retrieve a call when the transferred-to party does not answer.

= Verify that the client can alternate between two calls.
= Verify the ability for the agent to make an external call.

= Verify the ability for the agent to make an external call via the Lotus Notes directory.

4.2. Test Results

All tests were performed correctly.

5. Verification Steps

The correct operation of the various system components can be verified via the followin
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= Use the Avaya Communication Manager “status trunk” command to verify that the
PSTN, the CIE Topics, and CIE Queue trunks are all “in-service”.

= Verify that local telephones can call each other.

= Verify that external telephones can call/be called by local telephones.

= Verify that the Avaya AES administration tool can be used to make a call between two
local stations.

= Verify that external telephones can call extensions assigned to CIE topics, and that agents
which have registered for that topic are signaled.

6. Conclusion

These Application Notes contain instructions for configuring Avaya Communication Manager,
Avaya Application Enablement Services, Avaya Customer Interaction Express, and EGGENET
TelemanagerPRO to function together to increase call center agent productivity. A list of
instructions is provided to enable the user to verify that the various components have been
correctly configured.

7. Additional References

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

[1] Administrator Guide for Avaya Communication Manager, January 2008, Issue 4.0,
Document Number 03-300509.

[2] Feature Description and Implementation for Avaya Communication Manager, January
2008, Issue 6, Document Number 555-245-205.

[3] User Manual Customer Interaction Express 1.0 Configuration, Issue 1.5

[4] User Manual Customer Interaction Express 1.0 System Administrator, Issue 1.5
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™ 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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