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Avaya Solution & Interoperability Test Lab

Application notes for Inova LightLink v5.7.658 with Avaya
Contact Center Manager Server Release 6.1 — Issue 1.0

Abstract

These Application Notes describe the configuration steps required for Inova LightLink
v5.7.658 to interoperate with Avaya Contact Center Manger Server (CCMS) 6.1, using Real
Time Data (RTD). LightLink collects Realtime statistics from Contact Center Manager Server
6.1 and publishes this data to clients.

Information in these Application Notes has been obtained through DevConnect compliance
testing and additional technical discussions with Inova. Testing was conducted via the
DevConnect Program at the Avaya Solution and Interoperability Test Lab.
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1. Introduction

The purpose of this document is to explain the configuration steps required for Inova LightLink
v5.7.658 to interoperate with Avaya Contact Center Manger Server 6.1. LightLink interfaces
with the CCMS and its internal database, collects and sorts the data, and prepares it for display
on a variety of media.

2. General Test Approach and Test Results

Voice skillset based routing calls were sent to the Contact Center test bed. As calls were
progressing, the Real-time Displays on Contact Center Manager Administrator were observed to
confirm data seen on the LightLink display were accurate.

2.1. Interoperability Compliance Testing
The interoperability compliance testing focused on verifying LightLink for the following:

Connection to the CCMS is established and stays connected.

Publishing all the available real-time statistics based on the CCMS script.

Making test calls to invoke changes in the values of the published statistics.
Comparing the values with the CCMS statistics and making sure they match with the
LightLink published output.

Notes: During compliance testing it was noticed that the LightLink application would not
connect to the CCMS. This issue will be corrected in Service Pack (SP) 4 of CCMS.

The objectives outlined in Section 2.1 were verified and met. All tests were executed and passed.

2.2. Support
For technical support on LightLink, please contact Inova technical support team:
e Telephone: 1.866.686.8774
e Email: support@inovasolutions.com
e Web Site: http://www.inovasolutions.com/call-center-reporting/products/call-center-
software.html
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3. Reference Configuration

Figure 1 illustrates the test configuration used during the compliance testing between Avaya
Contact Center Manager Server and Inova LightLink.

Lab Network
Avoya ACD Cllent
<L3 inova LightLink
Avaya ACD Cllent Avaya CS1000
== R |
Ch Contact
Manager
Avaya ACD Cllent Server
Figure 1: Test Solution Configuration.
4. Equipment and Software Validated
Equipment Software/Firmware
Avaya CS1000 SW Version : 7.5
Avaya Contact Center Manager Server | Win2008 Server R2
oS
Avaya Contact Center Manager Server SW Version : 6.1 SP3
Avaya ACD Clients:
o 1140 (IP) o 0625C8A
Inova LightLink system OS
Inova LightLink Application SW Version : 5.7.658
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5. Configuring the Avaya Contact Center Manager Server

This section describes the steps to configure the CCMS so that the LightLink is able to connect
to it. Assumption is made that the CCMS is installed successfully and all the required scripts are
running. Assumption is also made that the CCMS is interfaced and working successfully with the
Avaya CS1000. For additional information on CCMS and CS1000 installation and configuration
refer to Section 9[1].

Here is a summary of CCMS Configuration:
e Creating new user to interface with LightLink.

5.1. Configuring a New User

This section explains the steps to add a new user that is required to interface and connect to the
LightLink system. To add a new user, navigate through Start > All Programs > Avaya >
Server Utility on the server the CCMS is installed on (not shown).

Figure 2 below shows the Server Utility Login screen. Enter the administrator User ID and
Password. Click on OK to continue.

Avaya Contact Center Manager - Server Utility Login

AVAYA

User D ||

Pazzword: I Cancel

Server Mame or IP Address; I 10.1010.1 j

Avaya Contact Center M anager Server Utility, Yersion
2005
Copyright & 2010 Avaya Inc. All Rights Reserved.

i

Help

Figure 2: Server Utility Login
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Figure 3 below shows the Server Utility main screen.

#% Awaya Contact Center Manager - Server Utility

File Wiew Utilities windows Help

_ﬁ_l LIl
[1-{g] User Administration
(-] Swstem Administration

For Help, press F1 = |jzeam

Figure 3: Server Utility Main Screen

To add a new user, expand the User Administration tree and select Users as shown in Figure
4 below.

% Awaya Contact Center Manager - Server Utility

File Wiew Utilities Windows Help

B

B Server Utility
[F-{@] User Admiristration

0T Access Classes
@ Syskem Administration

Faor Help, press Fi = mEFAM g

Figure 4: User Administration Tree View
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Figure 5 shows the Users screen. Click on File and select New.

£ Awaya Contact Center Manager - Server Ukility

File ‘Wiew Utilities windows Help

=| B @]

_Q_I Server Lkility
EI@ User Administr akion

L Users

P [0 Access Classes
@ Syskem Administration

Cerl+h !*}l |
Froperties. .. AlE+Enter
Delete Dl | Title | Department | Language | Comments
English Default Svstemn
Print.. . Chrl+P English Default Agent F
English
Close AlE+F4 CS1K 7.5 Top One  English
FoentZ0s0 1 C51K 7.5 Top one  English
ngentl CS1K Car 2050 English
\gent2 CS1k 1 Agent 2 CS1k Top... English
WNugent_ 4040 3 English
aGT 3905 5 English
NGT 2004 51K English
Supervisor Default English Default Supervi
For Help, press F1
| | =
Create a new user MUM 2

Figure S: Users Screen

Figure 6 shows the New User being configured. Populate the First name and Last name fields
that is seen under the General tab.

Mew Liser ﬂ E

@esktop I

Eirst narme: ||n':"~"~3

Last nane: ITesﬂ

Commerts: ;I
-,

Title: |

Department: I

Language: IEninsh j

Save I Cancel Help

Figure 6: New User Screen
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From the Desktop tab populate the User ID field and select Call Centre Admin under Access
Class field as shown in Figure 7 below. Click on Set Password to continue.

New User ﬂ E

. Gener
Uzer 1D IIightIink Set Pazaword |

Fazaword retry count: IEI ¥ Pazsword Expires

Ilzer desktop status:

ak. Lock Out |

&coess Class: <NOnE = Mo acoess ghts: j

Save I Cancel Help

Figure 7: Configuring New User

Configure the password and click on OK to continue as shown in Figure 8 below. Click on
Save that is seen in Figure 7 to complete the configuration of the New User.

Reset Password Ed

Change the password for the current user

Mew Pazeword:

|| “ _
[

Confirm Mew Pazswaord: = =

I Cancel |

Figure 8: Entering Password
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To confirm the configuration of the New User created, exit from the Server Utility application
and navigate back to it as explained in Section 5.1.

Figure 9 shows the Server Utility Login screen. Populate the User ID and Password fields with
the values that were configured above. Click on OK to continue.

Avaya Contact Center Manager - Server Utility Login ﬂ E

AVAYA

User ID: {lightlink

Pazzward: I“““““““"i Cancel

Server Mame or IP Address; I 1010101 j

Aeyvapa Contact Center bManager Server Utility, Yerzion
8005
Copyright & 2010 Awvapa Inc. All Rightz Rezerved..

bl

Help

Figure 9: Logging using newly created User

While logging in for the first time using the new user, the system forces the password to be
changed. Click on Change Password as shown in Figure 10 below.

Password Expiry
Q Your passwond has expired.
Paszword must be changed before the 1010701

gerver can be accezsed.

i Change Pazsword |

Cancel |

Figure 10: Change Password
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Configure the required fields and click on OK to complete the changing of the password as
shown in Figure 11 below.

Change Password

Change the pazsward for the current uzer

Old Pazsword:

Ixxxxxxxx

Mew Pazsward:
——— Cancel

Help

Figure 11: New Password Configuration

6. Configuring the Toolkit for LightLink

This section explains the steps required to install and configure the Symposium-CCMS v6 RTD
Toolkit that is used by the LightLink middleware to interface with CCMS. Assumption is made
that LightLink middleware has been successfully installed and configured. The section also
explains the LightLink configuration using the LightLink Administrator. For complete
information on LightLink installation and configuration refer to Section 9[2].

6.1. Installing and Configuring the Symposium-CCMS RTD Toolkit

Start the installation of the Toolkit by running the .exe file. Figure 12 below shows the first
stage of the installation screen. Click on Next to proceed.

S]rn'lposiun'l Toolkit Installer & Configuraktion Xl

wrelcome to Symposzium T oolkit Installer _Configuration S etup
program. T hiz program will install Mortell RTDSDE version B and
rmodifiy the MHartel registiy entry with the correct Host Mame and IP
Address zettings.

It iz =trongly recommended that pyou exit all Windowes programs
befare running this Setup Program.

Click Cancel to quit Setup and cloze any programs pou have
running. Click Mext to continue with the Setup program.

WARMIMG: Thiz program iz protected by copyright lawe and
international treaties.

Urnauthorized reproduction or diztribution of this program, or anyg
portion of it, may result in severe civil and criminal penalties, and
will be prozecuted to the maximnum estent possible under law.

Cancel

Figure 12: Toolkit Installation
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Figure 13 shows the screen where the user can select the destination folder where the toolkit
will be installed. During compliance testing the default path was chosen. Click on Next to

proceed.

ESyn‘lpusiun‘l Toolkit Installer & Configurakion

Destination Location

Setup will copy the Sprnposium Toaolkit Installer _Configuration in the following folder.

To inztall into a different folder, click Browse, and select another folder.

rou can choose not to install Spmpozium T oolkit Installer _Configuration by clicking Cancel to

exit Setup.

Drestination Folder
(E:'&F’rogram Fileshlnowa Salutionz%S ympozium T oolkit

Browse. . I

iz Inztallation wWizard®

< Back

Cancel

Figure 13: Installation path

Figure 14 below shows the start of the installation screen. Click on Next to proceed.

RS; Reviewed:
SPOC 9/20/2011

ESympusium Toolkit Installer & Configuration

Start Installation

Y'ou are now ready ko install Sympozsium Toolkit Installer_Configuration.

Press the Mest button to begin the inztallation or the Back button to reenter the inztallation
infarmaticn.

Wigze Installation ‘Wizard®

Cancel |

Figure 14: Start of Installation
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Click on Next on screen shown in Figure 15 below to proceed.

Ess'rmpusium Toolkit Installer & Configuration il

CCMS vi.0 RTD SDK

The Mortel RTD SDE toolkit will now be ingtalled.

Fleaze make sure to zelect AMS| during the installation wizard.

iz Installation \wizard e

Cancel |

Figure 15: Installation Continued

Click on Next on screen shown in Figure 16 below to proceed.

CCMS 6.0 RTD SDK Setup x|

CCHMS 6.0 RTD 5DK Setup

The InstallShield® Wizard will ingtall RTDSDE. an wour
carputer. To continue, click Mest.

> CONTACT CENTER
MAMNAGER SERVER

>THIS IS NETRTEL

Cancel |

Figure 16: Installation Continued
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Figure 17 shows the screen where the user can select the destination folder where the RTDSDK
will be installed. During compliance testing the default path was chosen. Click on Next to
proceed.

CCMS 6.0 RTD SDK Setup

Chooze Destination Location

Select folder where Setup will install files.

Setup will install RTDSDE. in the following falder.

To inztall ta this folder, click Mest. Toinstall to a different folder, click Browse and select
anather folder.

" Desztination Folder

C:%Program FileshMortehRTDSDE Browse. .. |

| rretallShield

Figure 17: Path for RTDSDK

From Figure 18 select ANSI type of Setup and click on Next to continue.

CCMS 6.0 RTD SDK Setup

Setup Type

Choose the setup type that best suits your needs.

Click the type of Setup vou prefer.
— Dezcription

LUNICODE Inztall the RTD AMSI SDE [CCMS
E.0] files.

|rtal |5 hield
< Back (l Hewut » I ] Cancel
Figure 18: Selecting ANSI
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After the installation completes the screen as shown in Figure 19 below is seen. Click on
Finish to complete the installation of the RTDSDK.

CCMS 6.0 RTD SDK Setup

InstallS hield Wizard Complete

Setup has finished instaling RTOSDE on vour complter.

> CONTACT CENTER
MANAGER SERVER

>THIS IS MEIRTEL.

< Back [Cameel

Figure 19: Installation Completed

Figure 20 below provides the user to confirm if the Host Name and IP Address of the system
on which the Toolkit is installed are correct. User needs to click on Yes if the information is
correct.

ESympusium Toolkit Installer & Configuration ﬂ

Host Name and IP Address A
&0

Host Hame: THIPBELFSerser
IP Address:  10.10.10.10

Host Hame and [P Address conect?

Wize Ingtallation Wizard®

Cancel |

Figure 20: Toolkit Configuration
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Click on Next on screen shown in Figure 21 below to proceed.

mﬁympusium Toolkit Installer & Configuration il

Host Hame and IP Address A
®&C

Thiz inztaller will now place the Host Mame and 1P Addreszs into the Mortel registry ke,

HostMame: THIPBLFServer
IP Addrezz 10101010

iz2 Installation Wizard®

Cancel |

Figure 21: Configuring Continued
Click on OK on screen shown in Figure 22 below to proceed.

NICOMSETUP Resulk ]

Micomzetup returns OFEAY 1

Figure 22: Configuration Complete
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Figure 23 below shows the Symposium Login ID, Password and IP Address that needs to be
populated by the user. Click on Next to continue once the required information is entered. This
information is configured in Section 5.1.

S]rn'lposiun'l Toolkit Installer & Configuration il

Enter the Symposium CCMS 1D and Password

Suympozium Login 10 Ilightlink

Symposium Pazssword I xxxxx

Enter the IP address of the Symposium CCMS

Enter IP Address | | [f090.10.1

Cancel |

Figure 23: Connecting to CCMS

Select the required tables from which the data will be polled. During compliance testing,
Application, Skillset and Agent tables were selected as shown in Figure 24 below. Click on
Next to continue.

Symposium Toolkit Installer & Configuration |

Fleaze zelect the zpecific tables from which data will be polled.
Select if Interval-to-date, Moving “Window or if both will be required.

Timing Tables

¥ lnteral-to-date ¥ Application

[ P oving WwWindows ¥ Skillzet
I fgent
T Hodal
e

I FRoute

Cancel |

Figure 24: Selecting Tables
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Click on Finish to complete the Toolkit installation and configuration as shown in Figure 25
below.

Symposgiumn Toaolkit Installer _Configuration has been successfully
inztalled.

Fleaze verify the [Nl haz been configured comrectly. Prezsz the
Finizh button o exit this installation.

Canze| I

Figure 25: Connection Complete

Figure 26 below shows the NEW_Symposium_Fields.sdf and
NEW_LL_SYMPOS_template.ini files that were successfully created after the installation and
configuration of the Toolkit.

po | ! MNEW_LL_SYMPODS_template.ini - Notepad _IDlll

il=  Edit Format Yiew Help File Edit Format View Help

General]

escription=NT Symposium
ourceDataTypes=recordstrean
eportcount=1

-

configuration file for the LightLink WT Symposium service - Including the queries |

autoconnect = This indicates if the connections to L"lghtu'nk and the symposium should
automatically at application startup and when the Symposium is abrnormal’
disconnected. 1 enables autoconnect feature, 0 disables. The default -
This can be changed by checking/unchecking the autoconnect menu ftem of

Reqortl]
ablecount=3
ndofrecord=-0d
ReportlTakblel]
ame=Ap€1icatiDn
ieldoelimiter=:
eader=APPL
eyvoffset=1
eyCount =1 [LL_svmMPOs]
eyl=1, APPL_TEST autoconnect=1
[ieldcount=19% Dumphatastream=1
ieldl=Total calls abandoned,uint3z, 0,z
ield2=Calls Abandoned After Thresh,uir|#
ield3=Calls abandoned Delay,time2,0,5 |#
ieldd=Total calls answered,uint32,0,6 |#
ield5=Calls answered after Thresh,uint|#
ieldé=Calls answered Delay,timez2,0,8 |#
feld?=Calls waiting, uint32,0,9 # This section contains information used for configuring the communications to the data
[ield8=Max waiting Time,timez, 0,10 # (D3M) in LightLink. The DsMm in LightLink should ge the symposium D3M using the same II

#

#

#

#

#

#

pumpDatastream = when this flag is set o 1, the data stream that is sent to LL s dur
to the service's log file. 4 0 (the default) turns off the dump.

F R F T

LightLink connection configuration

ieldS=waiting Time,timez,0,11 and port number that is configured in this ini file.
ieldlo=Ccalls answered skillset Delay,L
[ieldll=Calls Given Terminate,uint3z,0,
ieldl2z=calls offered,uint3z, 0,14
Heldl3=network out cCalls,uintz2,0,15
ieldld=network out abandoned,uint3z,o,

LLCommaddress = T(;P,h/IP_aEdress and port over which this application will communicate »
LightLink.

LLCommMode = Internal mode for the communication transport. Mever edit this by hal
-

] 2| | »

Figure 26: INI and SDF files
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6.2. Configuring the LightLink using the Administrator

To access the LightLink Administrator on the system it is installed, navigate through All

Programs > Inova Solutions > Supervisor Applications > Administrator. The Administrator
screen is seen as shown in Figure 27 below.

Edit  Wiew Tools Window Help

EFHEE E 2O S669 7 a

Startup View

7 x

Figure 27: LightLink Administrator

Select Host View to view the Host View of the LightLink System as shown in Figure 28
below. To start configuration obtain Config Permission and then proceed to configure.

& Administrator - LightLink Contact Center Edition

Eile | Edit  wiew Tools  window Help

E=TES
DSHEF = 08666 2 (a] |
{ Host ¥iew of LightLink System a2 x
= a A aYa
= [Jm TmipELFserver
[

- B Client Managsr

@ External Input Manager
=1 Input Manager

| LightLink System Data
; Cbject Bus

- Output Manager

3 Fublisher

- site Manitor

(& Startupd] 89 Host viei: | @ Slobal view

Inova Lightlink Ready

= Configuration Permission Disabled

Figure 28: Obtaining Config Permission
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After obtaining permission to config, to add a Data Source right click on the External Input
Manager and select New External Data Source as shown in Figure 29 below.

& administrator - LightLink Contact Center Edition

© File Edit Wiew Tools indow  Help
DEH xS = SO GH6D 7 ([BE
: Host ¥iew of LightLink System R X
= a Avaya
£l [J® TMIPELFSErver

& Auditor

Add To View Window ...

B LightLink System
Object Bus Start Component
Qutput Manager
Fublisher

-4 Site Maritor

Tew External Data Source .

Stop Component

(=) Startup | B Host View | @ Global View

Lnowva Lighthnk Create a new child item.

= Configuration Permission Enabled

Figure 29: Adding New External Data Source

Select Nortel Symposium for external Data Source and click on OK to continue as shown in
Figure 30 below.

& Administrator - LightLink Contact Center Edition

© File Edit Wiew Tools  window  Help

NFHES = C0oRe 66 7 [a)p

: Host ¥iew of LightLink System /o=

= h Avaya

- [F= TMIPELFServer

i Auditor
EEl---!i Clienk Manager
@ Exkernal Inpuk Manager

Input Manager
- @k LightLink System Daka
Object Bus

Oukput Manager New External Data Source |
@ Publisher

@ Sike Monitar \tzpect Real Time Bridoge
Genesps

Interactive Inteligence
It orbel bS]

Figure 30: Selecting the Data Source

RS; Reviewed: Solution & Interoperability Test Lab Application Notes 18 of 26
SPOC 9/20/2011 ©2011 Avaya Inc. All Rights Reserved. LightLinkAACC61



Figure 31 below shows the Data Source properties section where user needs to populate the
Name field and select the INI file.

¥ Administrator - LightLink Contact Center Edition

© File Edit  Wiew Tools  Window  Help

DBHEE = SOPreas6a ?[6E
: Host ¥iew of LightLink System o x
= h Avaya
= e tMIPELFSErver

H Auditor

!i Client Manager
E External Input Manager

I kM
NPy anager External Data Source Properties
#® LightLink System Data
object Bus Properties I
Dukput Manager

Publisher ]
Site Monitar Mame: I Avaya Aura Contact Center |

IMI Filename

IMI File MUST reside in the Serverisrwcfgidsms directory.

Cancel I Help I

Figure 31: Selecting the INI file

Figure 32 below shows the NEW_LL_SYMPOS _template.ini file selected

O Administrator - LightLink Contact Center Edition
! Fle Edit View Tools Window Help

DFHEE =S 0P@® 6G66 ?/([a]
: Host ¥iew of LightLink System 2 x
= h Avayva

=-[m TMIFELFServer
------ Auditor

EEI---!i Client Manager
------ E External Input Manager

Input Manager
-k LightLink Systern Data

External Data Source Properties

...... Obiject Bus Properties I )
Ikt Henager mseecrie
------ Publisher
...... @ Site Monitar LL_SW¥MPOS_template.ini ﬁ hEwmtc
nechavig.dss @ newmtrc
i @ rtGCmis..
@ rtGComis.:
HE_Symposiurm_Fields sdf @ hitlcw. da:

File: [MEWwW_LL_SvMPOS_template.ini 7 Select |
Cancel I

Figure 32: INI file selected
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Click on OK as shown in Figure 33 below once the External Data Source Properties are
completed.

External Data Source Properties }Cl

Properties I

Blarne: I Aevaya Aura Contack Cenker

IMI Filenames

IMI File MIUST reside in the Serversrvcfgidsms direcktorsw .,

I FMEWY_LL_S%MMPOS_template.ini

Edik. .. |

m Cancel I Help I

Figure 33: Properties configuration completed

To add a Data source Connection, right click on the Input Manager and select New Data
Source Connection as shown in Figure 34 below.

@ Administrator - LightLink Contact Center Edition

 Fle Edit Yiew Tools Window Help
DEHEE %S O0Re 666 2 [B]k
° Host Yiew of LightLink System ax

= a Avaya

- Qe TMIPBLFSErver

& Audior
!i Clisrk Manager
External Input Manager

Aurs Conkack Center

i
@ LightLink 5| Add To View Window ...

Object Bus L
Gutput Man
=3 Publisher

& Site Monitor

Stop Component

Import DSM ..

Properties ...

Configurs Contracts ...

{=) Startup | B0 Host View | @ Global view

Inova Lightlink Create a new child item. =] Configuration Permission Enabled

Figure 34: New Data Source Connection
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Select Nortel Symposium as shown in Figure 35 below and click on OK to continue.

& Administrator - LightLink Contact Center Edition
© File Edit  Wiew Tools wtindow Help

D@dH eEE = 2 OoRPee6e6a 2 (a8l
: Host ¥iew of LightLink System 7=

= h Arvaya

£ e TMIPBLFServer

i Auditor

- !i Client Manager

(= E External Inpuk Manager

: - B Avaya Aura Contact Center

Input Manager
~ =+ LightLink Swstem Data

Ohject Bus MNew Data Source

COwukput Manager
Publisher MELC Mavigator kIS

M ewtdetrics UniForce kIS
Mortel C-D Package

Mortel CCRIS

MHortel Longest Call W/ aiting
Mortel Meridian b

M ochel BT -1 000

Sike Manitor

ol SiLim
UDBELC Databasze

Ok _:I Cancel I

Figure 35: Selecting the Data Source

Figure 36 below shows the values populated for the Nortel Symposium Properties under the
General tab during compliance testing.

© Administrator - LightLink Contact Center Edition
© FEile Edit Wiew Tools window  Help

DSH KD = S 0re 666a 7 [a)l

: Host Yiew of LightLink System o=

= h Awaya

- [Ja TMIPELFServer

Client Manager Nortel Symposium Properties il
External Inpuk Manager
P s Dnnectionl Settingsl S55H I

- B Avaya Aura Contact Cenker

Inpuk Manager

- @k LightLink Syskem Data
Cbject Bus

Cutput Manager Server 1D 2489
Publisher
Site Monitor Prefened |D |4

— Remate
Host | TMIPBLFServer

Cancel

Figure 36: Configuring General Tab

RS; Reviewed: Solution & Interoperability Test Lab Application Notes 21 0f 26
SPOC 9/20/2011 ©2011 Avaya Inc. All Rights Reserved. LightLinkAACC61



Figure 37 below shows the values populated for the Nortel Symposium Properties under the
Connection tab during compliance testing. The Hostname or IP address is the IP address of
the CCMS.

& administrator - LightLink Contact Center Edition

© File Edit Wisw Tools whtindo Help
DEHMEE = 2O 606 7 6]
: Host Yiew of LightLink Systen

= h Aaya
- [Jam TMIPELFServer

i Auditor
=L Client Manager Nortel Symposium Properties

External Inpuk Manager .
Genelal-l Settlngsl S5H I

B! Avaya Awura Contact Center

Input Manager
- Pk LightLink System Data Connection por ITCF’/IF’ Cornnection LI
2 Object Bus

Output Manager
H @ Publisher
@ site Mornitor

Haostname or IF address |1 010101

Liztening port| I G000

Ok I Cancel

Figure 37: Configuring Connection Tab

Select the Data format file from the Settings tab by browsing to the correct path as shown in
Figures 38 and 39 below. Click on Select to continue.

Mortel Symposium Properties x|

Generall CDnnectioH I

— Files

File= MUST reside in the Servertervycfghdsms directon.
< D ata format file:

Script file: Is_l,lmpns.clss

Edit.. | < Browse.. |

— Timing
Connect limeout [zec.] : 10 —
Dizconnect timeout [zec.] : |1 a 5:
Drata timeout [zec.] : a0 -

v Autamatically reconnect if data timeout accurs

Advanced. .. I

Ok, I Cancel I Help I

Figure 38: Configuring Settings Tab
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W selectiile x|

B default sdf ﬁnewmtrc
B genesys. zdf @ntccmis.:
B inin. zdf & ntlow.sd
B hecnavig sdf B ntran. s

@ hibrinas_d

prnpozium_Fields. zdf

L ! i
File: [NEW/_Symposium_Fields.scf  select |

Cancel

Figure 39: Selecting SDF file

Click on OK to complete the information of the Nortel Symposium properties as shown in
Figure 40 below.

& administrator - LightLink Contact Center Edition

© Fle Edit Miew Tools ‘Window Help

DEHKESE %2008 6668 73

: Host Yiew of LightLink System 1 x

= h Awava

- [Bm TMIPBLFServer

- !i Client Manager Nortel Symposium Properties

[ External Input Manager : :
E Generall Connection  Settings | SSH I

B Avaya Aura Conkact Center
Input Manager — Files
[ #h  LightLink System Data Files MUST reside in the Serverssrvcfghdsms directory,
,,,,,, ﬁ Object Bus |Data format file: INEW_Symposium_Fields.sdf
[H- B Output Manager Serip file: Isympns.dss
------ 3 Publisher :
------ € site Manitor Ll
— Timing
Connect timeout [zec.] :
Dizconnect timeout [zec.]
Data timeout [zec.]
v Automatically reconnect if data imeout occurs
Advanced... |
ml Cancel
Figure 40: Configuration Complete
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Figure 41 below shows the screen after the completion of the configuration.

Edit  Miew Tools  Window  Help
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Figure 41: Connection Established

Figure 42 below shows the attributes that can be monitored under the APPL_TEST
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Figure 43 below shows the attributes that can be selected to be monitored by the user. The
values under the Field Value column will change based on RTD available from the CCMS.
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- B Application:APPL_TEST: Calls Answered Skillset Delay
E application:APPL_TEST:Calls Given Terminate
B application:APPL_TEST: Calls Offered
B mpplication:APPL_TEST: Calls Waiting
B pplication:APPL_TEST:Delay BEF Interflow
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[~ LightLink System Data
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Figure 43: Attributes selected by user to be monitored

7. Verification Steps

Real-time Displays were launched on Contact Center Manager Administrator to monitor real-
time activity of calls being placed into the system. This was used to verify the data observed on
the Lightlink Administrator screen display.

8. Conclusion

All of the executed test cases have passed and met the objectives outlined in Section 2. The
Inova LightLink v5.7.658 is considered compliant with Avaya Contact Center Manager Server
Release 6.1.

9. Additional References

[1] Product documentation for Avaya products may be found at:
https://support.avaya.com/css/Products/

[2] Product documentation for Inova LightLink may be found at:
http://www.inovasolutions.com/call-center-reporting/
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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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