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Avaya Solution & Interoperability Test Lab

Application Notes for NICE Perform with Avaya Proactive
Contact System with CTI - Issue 1.0

Abstract

These Application Notes describe the configuration steps required for NICE Perform to
successfully interoperate with Avaya Proactive Contact with CTI.

NICE Perform delivers enterprise call recording capabilities to optimize call center quality and
performance. NICE Perform uses the Telephony Services APl (TSAPI) of Avaya Application
Enablement Services (AES) to extract agent and call event information. Only trunk side call
recording was tested and verified. The test configuration consisted of Avaya S8700 Servers
with an MCC1 Media Gateway running Avaya Communication Manager, Avaya Application
Enablement Services and Avaya Proactive Contact with CTI.

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

These Application Notes describe the compliance-tested configuration utilizing Avaya Proactive
Contact (PC3) 3.0 with computer telephony interface (CTI) and NICE Perform 3.0 (NICE
Perform). NICE Perform monitors, records, stores and plays back phone calls for verification
and quality assurance.

NICE Perform consists of the NiceLog server and the NiceCLS server. The NiceLog server is a
digital voice logging system. NiceLog records and archives audio from multiple sources. Audio
is recorded to the hard drive of the NiceLog server for immediate playback capability. The
NiceCLS server contains the Avaya Telephony Service API (TSAPI) connector.

NiceCLS uses the TSAPI connector of Avaya Application Enablement Services (AES) to receive
events concerning particular stations, agents, and agent ACD/skill groups. NICE uses these
events as recording triggers. There are many methods that NICE Perform 3.0 can use for call
recording. During the compliance testing, trunk side recording was used. Trunk side recording
was performed using an active tap on an E1/T1 connection between the Avaya MCC1 Media
Gateway and the simulated Public Network.

There are three possible system deployments of Avaya Proactive Contact 3.0.
e Avaya Proactive Contact with computer telephony interface (CTI)
e Avaya Proactive Contact with Avaya Proactive Contact Gateway PG230
e Avaya Proactive Contact with the System Cabinet (the System Cabinet contains the
PG230)

The compliance testing was configured with Avaya Proactive Contact with CTI.

1.1. Integration Overview

Figure 1 depicts an overview of the NICE Perform 3.0 integration to Avaya Proactive Contact
3.0. The configuration consists of a pair of redundant Avaya S8700 Servers, an Avaya MCC1
Media Gateway, Avaya Application Enablement Services server, Avaya IP Telephones, an
Avaya Proactive Contact System with CTI, agent workstations, and NICE servers (NiceCLS and
NicelLog servers).

The NiceLog server interfaces the trunk-side digital input using the NICE Active Multi Coupler.
The Multi Coupler’s PBX port connects to the DS1 board on Avaya MCC1 Media Gateway and
the CO port connects to the T1 from the Public Network. The audio is transmitted from the
Multi Coupler to the NiceLog server through a cable with a 50-pin Centronics connector.

SS;Reviewed : Solution & Interoperability Test Lab Application Notes Page 2 of 67
SPOC 9/18/2007 ©2007Avaya Inc. All Rights Reserved. NICE3 PC3_CTI



Avaya S8700

Avaya MCCA1 Servers
slows ]
e ——
e TR e
Stackable Switch
T1 Trunks Router

Agent Agent  gypervisor

19245300, () [ EthernetSegment | )

[ [ [
O
Avaya |P Telephones

Avaya C364T-PWR
Stackable Switch

Nice Multi Coupler for Trunk
Tapping

192.45.120.150 192.45.95.98 = 192.45.30.232
: .
B iy Avaya Application =

Avaya Proactive

NicelLog Server "
9 Contact 30 with CTI ™

. Enablement Services

4
.~ NiceCLS Server

A TSAPI CTI Link 4~

Figure 1: Avaya Proactive Contact 3.0 and NICE Perform 3.0 Integration

2. Equipment and Software Validated
The following equipment and software were used for the test configuration provided:

Equipment Software
Avaya Proactive Contact System with CTI on the Avaya Proactive Contact 3.0
HP C8000 Server SP 1, Build 36
Avaya S8700 Servers Avaya Communication Manager
4.0 (R014x.00.0.730.5)

Avaya MCC1 Media Gateway

TN464F DS1 Version 16
Avaya Application Enablement Services 4.0, Build 47.3
Avaya 4610SW IP Telephones (H.323) 2.1.3
Avaya C363T-PWR Converged Stackable Switch 45.14
Avaya C364T-PWR Converged Stackable Switch 4.5.14
NiceCLS Windows 2003 SP2 Server Perform 3.0
NiceLog Windows 2003 SP1 Server Perform 3.0
Nice Multi Coupler for T1
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3. Configure Avaya Communication Manager

The Avaya Communication Manager to Avaya Proactive Contact System with CTI and to Avaya
Application Enablement Services configurations are outside the scope of these Application Notes
and should already be operating successfully [5].

Trunk side monitoring does not require any additional configuration on the T1 trunk, to allow the
NiceLog server to monitor the T1 trunk. Details of the DS1, Signaling Group, and Trunk Group
configuration are provided for informational purposes.

display dsl1 3bil5 Page 1 of 2
DS1 CIRCUIT PACK
Location: 03B15 Name: ISDN to PSTN
Bit Rate: 1.544 Line Coding: b8zs
Line Compensation: 1 Framing Mode: esf
Signaling Mode: isdn-pri
Connect: pbx Interface: user
TN-C7 Long Timers? n Country Protocol: 1
Interworking Message: PROGress Protocol Version: a
Interface Companding: mulaw CRC? n

Idle Code: 11111111
DCP/Analog Bearer Capability: 3.1kHz

T303 Timer(sec): 4

Slip Detection? n Near-end CSU Type: other
display trunk-group 31 Page 1 of 21
TRUNK GROUP
Group Number: 31 Group Type: isdn CDR Reports: y
Group Name: ISDN to PSTN COR: 1 TN: 1 TAC: 1031
Direction: two-way Outgoing Display? y Carrier Medium: PRI/BRI
Dial Access? y Busy Threshold: 255 Night Service:
Queue Length: 0O
Service Type: tie Auth Code? n TestCall ITC: rest

Far End Test Line No:
TestCall BCC: 4

display trunk-group 31 Page 5 of 21
TRUNK GROUP
Administered Members (min/max): 1/74
GROUP MEMBER ASSIGNMENTS Total Administered Members: 4
Port Code Sfx Name Night Sig Grp
1: 03B1501 TN464 F 31
2: 03B1502 TN464 F 31
3: 03B1503 TN464 F 31
4: 03B1504 TN464 F 31
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4. Configure Avaya Application Enablement Services

The TSAPI link is used by Avaya Proactive Contact 3.0 with CTI to communicate with Avaya
Communication Manager for outbound calling, and for inbound calling when the Predictive
Agent Blending feature is enabled on Avaya PC3. This administration should have already been
completed during the installation of Avaya PC3 along with the creation of a TSAPI user ID [5].

The only additional configuration on AES needed for the NICE solution is the configuration of a
new TSAPI CTI user for NICE.

4.1. User Management

Step Description

1. | Launch a web browser, enter https://<IP address of AES server>:8443/MVAP in the URL, and
log in with the appropriate credentials for accessing the AES User Management pages.

2. | Click User Management, then User Management = Add User in the left pane. Configure the
asterisk fields and set CT User to “Yes”. NiceCLS will use this User Id and User Password to
access the AES server. Scroll down to the bottom of the page and click Apply.

'3 Add User - Microsoft Internet Explorer [_ O]
File Edit Wew Favorites Tools Help | ,',’
@Back =ik |ﬂ Iﬂ' ; | ! Search ¢ Favorites ) | I~ fa = -
Address I@j https:/{192,45. 95, 98: 8443/MYAP {action/user/precreateuser . do Rl K= |Links »| Gsnaglt |2
Application Enablement Ser |
Operations Administration and Maint
® 00 Home ®Help @
BT A T e e A ATl You are here: > User WManagemen
= User Management
- : Add User
List all Users
Add User Fields marked with * can not be empty.
Search Users
Modify Default User * User Id Inice
Change User Password N
| » Service Management Gomman Hame |nice
L[ Help * Surname Inice
* Lser Password I“"—' =
* Confirm Passwordl.."—
Admin Note'
Avaya RD|BIN0ne Ll
Business Categoryl
Car Licensel
CM Homel
Css Homel
Department Number|
il: MNichlaw Mama [ - | _>|LI
|@ 1 | | I—é_ |\\_-J Local inkranek Y
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https://<ip address of aes server>:8443/MVAP

4.2.

CTlI OAM Admin

Step Description

1. | Launch a web browser, enter https://<IP address of AES server>:8443/MVAP in the URL, and
log in with the appropriate credentials for accessing the AES CTI OAM pages.

2. | Inthe left panel of the CTI OAM Home, click Security Database = Tlinks to view the Tlink
names (these names are automatically generated by AES). Make a note of the Tlink that is
associated with the Avaya Communication Manager that is being used. This Tlink Name will be
used by the NiceCLS server.

3 https://192.45.95.98:8443 /MYAP /forms /cti/tinks.jsp - Microsoft Internet Explorer
File Edit “iew Favorites Tools Help | ff
@Back S .ﬂ 2] ,| ! Search 7 Favorites £ | = B B
fiddress [&] https:/ /192 45,95, 98:8443{MVAP forms/ctijtinks. jsp Rl = |Links ? | ©snagnt
e — — - Application Enablement Services |
.'( AVAyA s Operations Administration and Maintenance
® 04 Home @Help @Logout
|| CTIOAM Home You are here: = Administration > Security Database > Tlinks
~ Administration ; Tlinks
» Network Configuration
Switch Connections :
» CTI Link Admin Ul iEmE
e C AVAYA#DEYCOM1O0#CSTA#DEVCONAESOL
TSAPI Configuration © AVAYA#DEYCOM11#CSTA#DEVCONAESDL
~ Security Database © AVAYA#DEYCON13#CSTA#DEVCONAESOL
» LTI Users 0 AVAYA#DEYCOM14#CSTA#DEYCONAESD1
ﬁf 0 AVAYA#DEVCOMIS#CSTA#DEVCONAESD1
T 0 AVAYARDEVCONZE#CSTA#DEVCONAESDL
Tlinks 0 AYAYARDEVCONPIOI#CSTA#DEYCONAESOL
Tlink Groups CF T AVAYA#DEVCONZ715#CSTA#DEYCONAESDL
» Certificats Management | |~ .y ay A DEVCONIZRCSTARDEVCONAESD L
» IR87 Confiquration © AVAYA#DEYCOMZI#CSTA#DEVCONAESOL
» Status and Control
R — © AVAYA#PROCUREMENTLAE#CSTA#DEVCONAESDL
» Alarms Edi Tk | Delete Tiink L
» Logs
» Utilities
» Help
< _ | _>_|-vJ
[& 1T [ |35 W ocalintranet i
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https://<ip address of aes server>:8443/MVAP

Step

Description

Under Administration in the left pane, click Security Database - Devices to add new Avaya
Communication Manager devices (e.g., Phone, VDN, Hunt Group). Enter the Device ID and
click Add Device. For the compliance testing, the Device IDs are the agent telephone
extensions, VDNSs and the hunt groups used for Avaya PC3 Agent Predictive Blending .

a https://192.45.95.98:8443/MYAP /forms/cti/devices.jsp - Microsoft Internet Explorer

File Edit Wew Favorites Tools Help | l’;r
@ Back = £J ~ |_1 @ A | S search < Favorites 42 | (0 in [F -
Address I@ https:/f192.45,95,98:5443/MVAP [Forms/ctifdevices. jsp Ll Go

Links | {snaglt =1

//:\VAyA_ ——————— === =2 E)plication_E;li:ll;ié ment Services |

Operations Administration and Maintenance

®oaM Home ®Help @Logout

CTI 0AM Home You are here: > Administration > Security Database > Devices

| |+ Administration -
: Devices
» Network Configuration
Switch Connections
» CTI Link Admin [28517] Add Device
» DMCC Configuration Device 1D Tlink Group Device Type Location
TS4P1 Configuration o 20501 any AGENT 1D
~ Security Database - 50502 Any AGENT 1D
» CTI Users
' 20503 Ay AGENT 1D
Warktops
Devices ' 20504 Ay AGENT ID
Device Groups O 20601 Ay PHOME
Tlinks O 20602 Ay RHOME
Tlink Groups s 20603 Ay VDN
» Certificate Management c . x - 7
» TRE7 Configuration ny
| » Status and Control 2 22721 Any PHOME
|+ Maintenance £ 22725 Any FHOME
+ Alarms o 22726 any PHOME
Eilogs o 22727 Ary PHONE
» Utilities
| C 22729 Ay PHOME
+ Help
' 22764 Ay FHONE
B 22765 Ay FHONE
' 220081 Ay FHOME
e olnl=Ta k] A [l Ty Ni= T
i | >
|.§j |_ |_ ‘_ |_ |§ @—Local inkranet 4
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Step

Description

The Add / Edit Device window appears. Select the Device Type and click Apply Changes to
finish adding the new device. Click Apply when the Apply Changes to Device Properties
window appears.

Repeat this step to add additional Phones, VDNs, and Hunt Group Extensions associated with
Avaya PC3.

3 https://192.45.95 98:8443 /MVAP /action/cti/devices.do - Microsoft Internet Explorer

File Edit Wew Faworites Tools Help ‘ :,'

@Back > B ‘_] @1 .' ‘ 4 Search <7 Favorites {2 | - _, = -

Sisnaglt 1=

Address |g‘] https:{{192 45,5595 5443/MVAR/action/cti/devices do d | Go ‘Links =2

=% Application ‘Enablement Services

Operations Administration and Maintenance

$0aM Home ®Help @Logout

CTI 0OAM Home You are here: > Administration > Security Database > ces

E - Administration Add / Edit Device
» Network Configuration
Switch Connections

» CTI Link Admin
» DMCC Configuration Locatian |
TSAPI Configuration Device Tvpelm

~ Security Database .
- ran R Tlink Group |Any 'I

Warktops Apply Changes I Cancel Changes

Devices

Device Groups

Tlinks

Tlink Groups
» Certificate Management
v TRE7 Configuration
Status and Control
Maintenance

Device ID |2681?

* v v v v v

i =
4 | E

€] bane T T8 Mtodlintranst
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Step

Description

Under Administration in the left pane, click Security Database - Device Groups to add a
new device group. Enter a descriptive name for the device group and click Add Device Group.

File Edit ‘“iew Favartes Tools Help

_ O
L]
I

(3 Back ~

2 - [d [

o | 4 search - Favorites £ | (e L [0 -

- v v w v v

E

4

Address I@ https: ff192 45,95, 955445 /MYAP Forms/ckifdeviceGroups. jsp

CTI OAM Home
Administration
» Metwork Configuration

Switch Connections
b CTI Link Admin
» DMCC Configuration
TSAPI Configuration
- Security Database
» CTI Users
Worktops
Devices
Device Groups
Tlinks
Tlink Groups
» Certificate Management

» TREY Configuration
Status and Control

Maintenance
Alarms

¥ou are here:

= Administration = Securi

Links **

B

S snalt |2

Device Groups

[ricE

Add Device Group |

| of”

]

[ [ [& & Localintranet
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Step

Description

The Add / Edit Device Group window appears. Select the Devices associated with Avaya PC3,
scroll down and click Apply Changes. Click Apply when the Apply Changes to Device
Group Properties window appears.

I [=] 3
Qrack ~ &) - 4 [ ™ | - Search o7 Favorites ) | [~ i =~
Address [{&] https:/}152 45,95, 98:8443/MYAP  action/cti/deviceGroups. da x| Edse |Llnks »| @snagkt '

Application Enablement Services

Operations Administration and Maintenance

$ 020 Horme ®Help @Logout

CTI OAM Home You are here: = aAdministration > Security Database =

Administration - -
™ ; Add / Edit Device Group
» Metwork Configuration
Switch Connections ;
Tl el edin Device Group IN\CE
» DMCC Configuration Exception Group r
TSAPI Configuration Devices
~ Security Database I 20501
» CTI Users
[C 20502
Worktops
Devices I 20503
Device Groups " 20504
Tlinks ¥ 20601
Tlink Groups W 20802 he
» Certificate Management
[C 20602
» TREY Configuration
| » Status and Control ™ 22720
| » Maintenance M 2ev21
v Alarms M 22725
v Loos I 22726
| v Utilities
| O 22727
' |» Help
{ [ 22729
[ 22764
{ [~ 22765
{ r 22001 X
« |

[&] one [T 8 Socalintanet
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Step Description
7. | Under Administration in the left pane, click Security Database - CTI Users = List All
Users. Select the User ID created in Section 4.1 Step 2 and click Edit.
192.45.95.98:8443 /MYAP /forms /c tCtilsers.jsp - Microsoft Internet Explorer
File Edit Wiew Favorites Tools Help | .ﬂ."
@Back =3 7 (5] [2] N | M gearch 57 Favorites 42 | - a3
Address [&] https:{192.45.95.98:5443/MYAP Forms/ctiflisttilsers jsp | Blo |Links ?| ©@naar
Application Enablement Services
Operations Administration and Maintenance
|| GTI OAM Home here: > Administration >
' ~ Administration . CTI Users
| » Network Configuration
Switch Connections
i ALt bl - User ID Comron Mame Worktop MName Device ID
» DMCC Configuration L AESCCE BEE: NOME MNOME
| TSaP1 Configuration
+ Secutity Database & AESPDS PDS NOME MNOME
+ CTI Users & aespc3 aespc3 NONE NOMNE
List All Users o aespc3l pcal NOME MONE
w e aespds aespds NONE MOME
| Worktops
| : L@ aesuser kris MONE MONE
Devices
Device Groups L avaya avaya MONE MONE
Tlinks £ cie cie NONE NONE
Tlink Groups L@ cmapi cmapi NOMNE NOMNE
-t te b iahogemen Y craft craft NOME NONE
+ TRBY Configuration - talk P e o
» Status and Control Bla sta _
» Maintenance nice nice MONE MONE
» Alarms telrex telrex MONE MONE
| » Logs Lol tsm Murali NONE NONE
| » Utilities
» Help
List Al | .
< | ;lJ
&) [ [ [ & %] tocalintranet v
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Step

Description

The Edit CTI User window appears. Select the device group created in Step 5 for Call
Origination and Termination, Device / Device, and Call / Device. Click Apply Changes.
Click Apply when the Apply Changes to User window appears.

a https://192.45.95.98:6443,/M¥AP faction, cti/ ctiUsers.do - Microsoft Internet Explorer

File Edit “iew Favorites Tools Help | ;','
@ Back £ |_1 2] ;l - Search ¢ Favorites 421 | = pa =
Address |§'] https: /{192 45,95, 98:5443{MyAP/action/ctifctiUsers.do j a G |Link5 ?| @snaglt '

Application Enablement Services
Operations Administration and Maintenance
1 Home @ Help mLEH_DI_IT.

= Administration > Security Datahase = = List Users

You are here:

CTI OAM Home

: ~ Administrati -
5 Edit CTI User
| » Network Configuration

Switch Connections

User ID nice
» CTI Link Admin :
ik f Common Mame nice
» onfiguration
TSAPI Configuration protktntiane HEHE j‘
+ Security Database Unrestricted Access
~ CTI Users
List All Users Call Origination and Termination |MNICE 'l
Search Users
Worktops : ;
i Device / Device MICE 'l
Device Groups Call / Device MICE 'l
Tlinks call / call O
Tlink Groups

» Certificate Management : - ; i
sllow Routing on Listed Device  [{idE 'l
» TRBY Configuration 2

Apply Changes I Cancell

' » Status and Control _

| » Maintenance

| » Alarms

v Logs

| v Utilities

|+ Help

E . <4
< | _LI-J
[&] https: /(192 .45.95.95:8443 /My AP Forms/ctifctisers.jsp DTS & ocalintranet

5. Configure Avaya Proactive Contact 3.0

These Application Notes assume that the interface with Avaya Proactive Contact 3.0, Avaya
S8700 Servers, Avaya Communication Manager and Avaya Application Enablement Services
has been configured and is operational, and that a calling list has been successfully downloaded
to PC3. The following features should have already been configured on Avaya PC3 [5].

e Outbound Calling
e Predictive Agent Blending
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6. Configure NICE Perform 3.0

These Application Notes assume the NiceCLS and NiceLog software has been installed

successfully. The NiceLog server should be installed and configured with the DS1 parameters
from Section 3.

The following steps will be performed on the NiceCLS server:
Define NICE servers

Configure Avaya TSAPI Driver

Configure Channel Mapping

Configure Users

6.1. Define NICE Servers
This section provides the procedures for defining the NiceCLS and NicelLog servers at the site.

Step | Description

1. Access the NICE administration interface by using the URL http://<server name>/nice
in an Internet browser window. Enter the Name and Password supplied by NICE.
Click Login.
/2§ NICE Perform™ - Microsoft Internet Explorer 1B 1ol x]
File Edit View Favorites Tools  Help | ",'
Q@Back - 03 - ¥ 2] 0| Psearch iFavorites & 00 L B -
Address I@j http: }mattingly/NiceApplications/Desktap/\WebPage/DeskTapWebForm. aspx j Go |L|nks »| eSnagIt eab

Welcome To

NICE Perform™

INTERACTIONS

MNICE Performm™
For the Enterprise mE

| ere T Nedlingranet
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Step | Description
2. In the NICE Users Administrator window (not shown), select Accessories =
System Administrator. In the System Administrator window, check the checkbox
for Technician Mode.
/2 NICE Perform™ - Microsoft Internet Explorer i =] P
File Edit View Favorites Tools Help | :f
@Back » &3 - [x] 2 :‘ ‘ ) Search ' Faworites 4% ‘ [ g =
AddressIiahttp:,i,l’mattingIy,iNiceAppIications;’DesktopJWebPage,l’DeskTopWebForm.aspx d GU Links @Snaglt Iﬂ'
HICE® ﬁ Help | Sﬁin?s [ ",’ ] g & A ator
[Actions [+ [] " B
E|-- Qrganization T
"] Active Directory —
Import
License manager E‘TB
i Metwork Management System
) Systern Monitoring
Master Site
d i =
€] Dane [T [ Mdtecalintranee
SS;Reviewed : Solution & Interoperability Test Lab Application Notes Page 14 of 67

SPOC 9/18/2007 ©2007Avaya Inc. All Rights Reserved. NICE3_PC3_CTI




Step | Description
3. In the left pane, select Logger Servers - NiceLog. Right click and select New
NiceLog.
/3 NICE Perform™ - Microsoft Internat Explorer =l =l
Fle Edt View Favorites Toos Help | -4
Qesck - O - [x] 3

o | - Search - Favorites 47 | -t B~

Address |g} http: jimattingly/MiceApplications/DesktopfwebPage/DeskTopWebForm, aspx

-
NICE® " help | sdtings | Los A\ System A
3
[Actions [¥] [] Ll il
m Impart _‘J Logger Name | Logger ID
@ e e ly-1045501 10245501
Metwork Management Syste
-l Systermn Monitoring
=k Master Site
[]-- Applications
[]--@ CLS Definitions
[]--% CTI Integrations
B Data Marts
E@ Database Servers
A nice
EE:|_| Lagger Servers
) Hice 1cURit
@ Mice PlaybackUnit
Mice ScreenlLogger
e oo
o e
[]... Playback lpdatelicense
[]---@ Resiliency =
- L S _'H | {
|@ Done ’_I_’_’_’_ % J Local intranst 4
4, Enter the Serial Number and License Key provided by NICE. Click OK.
B kS|
MiceLog Server License
The zerver zenal number and license key allow
you to define the specific zerver. Lze the senal
number and license key purchaszed with the
TErVE
Seral Humber: | |
License Key: | |
| From File i
| 0K | |cancel|
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Step | Description

5. In the Define NiceLog window, configure the following.
e Name - set to any unique name.
e IP Address — set to the IP address of the NiceLog Server.

Click OK. Click Save.

5
Define NicelLog

! ﬁnﬁm@m@g

Please enter Logger

Marne |Lngger1 |

—Location

i Host Marme | |

{5 IP Address | 192. 45 . 100,209 ||_[
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Step | Description
6. In the left pane, select CLS Definitions - CLS Server. Right click and select New

Nice CLS Server.
/3 NICE Perform™ - Microsoft Internat Explorer =12 =1
Flle Edit ‘iew Favorites Tools Help | _?f-
bk - &3 - (¢ 2] @2 | - Search - Favorites 47 | -t B~
Address |g} http: imattinglyMiceapplications/DeskkopwebPage/DeskTopwebForm, aspx j Go | Links * ﬁSnagIt S8
NICE® T help | settings | Lo .
: )\
[Actions [»] [ ] L]
e L CLS Marmne I CLS Location |
[#-(@ System Monitoring ]

E| Master Site

CLS Definitions

88 Channel Mapping |
L
e Eryer

[]% (E:):ia“;‘::rgt: De[;ate Cls Serva
E@ Bt Update License
LA nice
EE:L' Logger Servers

L miee 1cURit

: @ Mice PlaybackUnit
Mice Screenlogger
E@ Micelog

E‘l Loggerl
Media Library Servers
[]---@ Playback -
[]---@ Resiliency
{? ScreenSense Server:

]
cE T 22
< | 3

|@ Done

C T T T Mot/

7. The Create CLS Wizard window is displayed. Click Next.

Create CLS Wizard T

Introduction

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

1. Define the CLS name

. Define the IP or the host name it

Z
3. Define the recording method {All calls or QA) for voice and screen
4. Define the CLS description
5

. Click Finish to complete the process

| Back | [ Next | | | Cancel |
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Step

Description

Set the Name field to any unique name. Click Next.

Create CLS Wizard Step 1 of 5 ’

CLS Mame

Enter the name of the CLS.

MName |CLS|

| Back | | Nexnt | | | cancel |

Set the IP Address field to the IP address of the NiceCLS Server. Click Next.

Create CLS Wizard Step 2 of 5 ’

CLS IP Address/Host Name

Enter the IP Adrress or Host name of the CLS,

& TP Rilioaee [ 192, 45, 30 .EER

{” Hostname | |

| Back | | Next J | | cancel |
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Step

Description

10.

Configure the following.
e All calls voice recording — set to Yes.
e All calls screen recording — this is optional for screen recording.

Click Next. Then click Next on Step 4 and Finish on Step 5 in the Wizard. Click
Save.

fiCreate CLS Wizard L

Create CLS Wizard Step 3 of 5

! CLS Recurding Method

Enter the recording method for woice and screen of the CLS,

+ 5 -
All calls voice recording IM]

' All calls screen recording IND j

' Back | | Next | | |cancel |
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Step

11.

Description

In the Loggers tab, highlight the Logger that was created in Step 5. Select the down-
arrow button to attach this Logger to the CLS. Click Save.

/3 NICE Perform™ - Microsoft Internat Explorer

Flle Edit ‘iew Favorites Tools Help

-1olx]
| &

bk - &3 - (¢ 2] @2 | - Search - Favorites 47 | - B -

Address I@:ﬁ http: jimattingly/MiceApplications/DesktopfwebPage/DeskTopWebForm, aspx

| B G |tnks ?| Gsnaglt |2
NICE® rem A

v' Help | Séﬁ'_;in_g:s |

[Betions 7] [] 0

=

A
=)
General'

Name Location

a-(& System Monitaring
[| Master Site
Applications
E@ CLS Definitions
ﬁ Channel Mapping
E@ CLS Servers
gk CLs
[]--% CTI Integrations
-85l Data Marts
E@ Database Servers
G nice
EET—' Logger Servers
B mice 1cUnit
@ Mice PlaybackUnit
Nice Screenlogger
E@ Micelog
@ Loggerl
@ Media Library Servers

192.45.100.209

=

Attached Loggers

W &

Name | Location |

[]---@ Resiliency

|@ Done

[]--- Playback

<| i S S ,i_..._.. LI

C T T T Mot/
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6.2. Configure Avaya TSAPI Driver

Step | Description

1.
New CTI Interface.

3 NICE Perform™ - Microsoft Internet Explorer

In the left pane, select CTI Integrations = CTI Interface. Right click and select

_lol x|
File  Edit ‘iew Favorites Tools  Help | .’,"
Obxk - &3 - ¢ 2] @8 | - search 7 Favortes 42 | -t B~

Address I@I http: jimattingly/MiceApplications/DesktopWebPage/DeskTopWebFarm. aspx

" Help | Sé?_l:f;in_g_s |-__E.'I

NICE®

Rl |Links > Gsnaglt |2

[Actions 7] [] H

3
]
(@ Systsm Monitoring 2l CTI Interfaces
=) Master Site
&8 applications Name [ 1D [ Physical Switch ID a
E@ LS Definitions
ﬁ Channel Mapping
E@ CLS Servers
@ cLs
[—]% CTI Integrations
{3k Connection Manager
o q
Crriver
i Key Manage Delete CT1 Interface g
= Q Media Provi Create new physical switch
‘5 felm Remave unused physical switches
S Handle Xmis
Ei? Database Sery
- f nice
C-fJl Logger Servers
- Nice 1cURt
@ Mice PlaybackUnit
Mice Screenlogger
[
L _'ﬂ
4| | 3
[&] pene [T Mocinmanet
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Step | Description
2. The Set New CTI Interface Wizard window will appear. Click Next.
Newswitch x|
Set New CTI Interface Wizard ]
Introduction
This wizard will guide vou through the process of setting a new CTI Interface
configuration as follows:
1. Choose Telephony switch and CTI Interface Type
2. Configure the interface chosen
3. Summary
| Back | [ Mext | | [cancel |
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Step | Description

3. Configure the following.
e Telephony switch — select “Avaya CM” from the drop down list.

e CTI Interface — select “TSAPI (CT)” from the drop down list.

Click Apply.

Set New CTI Interface Wizard Step 1 of 3 >

General Interface Information

Please choose the telephony switch, then the CTI Interface and press the apply button,
Telephony switch and CTI Interface Type

Telephony switch:

Inuaya CM

CTI Interface:

Avaya Comrunication Manager
Avayva Enablernent Server (AES) / Avaya CT - TSAPI

Name: i |New Interface |

Physical Switch: * |-| - fwapa PC3 j

| Back | [Next | | [Cancel |

|TsapI (CT) | L%J
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Step

Description

Set the Name field to any unique name. Click Create.

Set New CTI Interface Wizard Step 1 of 3

Choose CTI Interface

Please choose the telephony switch, then the CTI Interface and press the apply button,

~Telephony switch and CTI Interface Type
Telephony switch:

|Avayacm
CTI Interface:

|Tsaer (eT)

Avayas Communication Manager

Avaya Enablement Server (AES) /S Avays CT - TSAR]

Mame: 2 |'rsm |

Physical Switch: - I
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Step | Description
5. Configure the following.
e Switch Name - set to any unique name.
e Physical Switch ID - set to any unused number.
e CLS Reporting Type — set to “CTI” from the dropdown list.
e Agent Logon Mode — check all the checkboxes.
Click OK.
New Phe :fls-l?. tch =
New Physical Switch
Switch Hame: * |TSF'-F'I |
Physical Switch ID:  * |2 :I
CLS Reporting Type: ||:T| j
Agent Logon Mode
CLS should accept agent logins on this switch if
agent logins:
[¥ To the same station again
[¥ To more than one station
[¥ To a station another agent is logged into
| 0K | |cancel|
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Step | Description
6. Set the Physical Switch field to the switch created in the previous step. Click Next.

hewswitch x|
=

Set New CTI Interface Wizard Step 1 of 3 F

General Interface Information

Please choose the telephony switch, then the CTI Interface and press the apply buttan.
—Telephony switch and CTI Interface Type

Telephony switch:

Inuava { |

CTI Interface:

[TSAPI (CT)

Avaya Communication Manager
Avaya Enablement Server (AES) / Avaya CT - TSAPI

Name: it |TS.C\PI |

Physical Switch: &

| Back | | Next || [Cancel |
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Step | Description

7. On the Switch Connection Details section, double click each field to configure it.
The following Steps 8 through 10 describe the values that need to be configured.

hewswitch x|

| SetNew CTI Interface Wizard Step 2 of 3
|

Switch Connection And Additional Information

Switch Connection Details

Marme I WValue I
ServerMame

LaginIl

Passwaord

UzeWarmStandBy Mo

SecondaryServerdame
SecondaryloginID
SecondaryPassword

Server connection name.

Description: :]
hd
Additional Switch Parameters
| Back | | Next | | [Cancel |
8. Double click on the ServerName field. Set the Value field to the Tlink Name from
Section 4.2 Step 2. Click OK.
et Parameter Yalue i |
Switch Connection Parameter
Set Parameter Yalue
Hame: |ServerName |
Yalue: |.ﬁ.'-.-'.ﬁ.Y.ﬁ.#DE'-.-'CONE?lS#CSTA#DEUCONAESDl |
| 0K | |cancel|
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Step

Description

Double click on the LoginID field. Set the Value field with the TSAPI User ID

created in Section 4.1 Step 2. Click OK.

Set Parameter ¥alue

Switch Connection Parameter

2

Set Parameter Yalue

MName: |Ln:n;|inID |

¥alue: |I'|i|:E: |

| ok | |cancel|

10.

Double click on the Password field. Set the VValue field with the TSAPI User

Password created in Section 4.1 Step2. Click OK. Then click Next.

Switch Connection Parameter

Set Parameter Yalue

parani: |F‘asswnrd |

value: |**** |

| 0K | |cancel]
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Step

Description

11.

In the Available Devices section, click Add.

Available Devices @
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Step | Description
12. | Set the Device number field to the extension of the physical phone that should be
monitored. Set the Device Type to “Extension”. Click OK.
Repeat Steps 11 and 12 to add additional extensions.
Available Device &
Available Device
Add
Device
Device number: * |25514 |
Dreshce: Drpe * IE:-ctensiu:un LI
Trunk group ||:| j
Prefix or Sufhx
Dt
D
Advanced Options |3
oKk | | Cancel]
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Step | Description
13. In the Available Devices section, click Add. Set the Device number field to the
extension of the ACD Hunt Group that should be monitored. Set the Device Type to
“ACD”. Click OK.
Repeat Steps 11 and 13 to add additional ACD Hunt Groups.
Available Device
Add
Device
Device number: it |5|:||:|5|:| |
Device Type i l'é'I:D j
Trunk group ||:| j
Prefix or Suffix
=
o
Advanced OptHons |3
| ok | |cancel]
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Step | Description
14. In the Available Devices section, click Add. Set the Device number field to the
VDN number that should be monitored. Set the Device Type to “VDN”. Click OK.
Repeat Steps 11 and 14 to add additional VDNs. Click Next then click Finish on the
Wizard.
Available Device &
Available Device
Add
Dewvice
Device number: # |2|:|5|:|2 |
Device Type i I"v"DN j
Trunk group ||:| j
Prefix or Suffix
Do [N
Doowrs [N
Advanced OptHons |3
| ok | |cancel]
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Step

15.

Description

In the left pane, select CTI Integrations - Connection Manager. Right click and
select New Connection Manager.

Flle Edit Vew Favorites Tools

/3 NICE Perform™ - Microsoft Internat Explorer

=lolx|
Heb | &
bk - &3 - (¢ 2] @2 | - Search ' Favorites {{"| -t B~
Address |g} http: jimattingly/MiceApplications/DesktopfwebPage/DeskTopWebForm, aspx

NICE®

vj He|p| Sé.’!i'_;in_g_s l «

| EJen ks 7| Goraa |2

[| Master Site

Applications

CLS Definitions

E Channel Mapping

E@ CLS Servers
@ cLS

H% CTI Integrations

@ CTI Interfaces
A Driver

Ay Key Manager

-5 Data Marts

= 6 Database Servers

G nioe

E{fl—l Logger Servers
B Hice 1cuUnit

i @ Mice PlaybackUnit

Mice Screenlogge

Connection Manageg

Name

a0 o A atol
)
. 3
| @ =
@ Systern Monitoring _‘J Connection Managers

onnection Manager
Delete Conneckion Mamager
Handle ¥mls

Q Media Provider Caontr

Host Name fIP Address

= I e f

[&] pane C T Mewimenet 4
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Step | Description
16. | The Set New Connection Manager Wizard window is displayed. Click Next.

x
Set New Connection Manager Wizard

Introduction

This wizard will guide vou through the process of setting a new Connection Manager
configuration as follows:

1. General :
Connection Manager general details.
Connection Manager reporting level.

Connection Manager additional parameters.

1. Switches :

Attach Switches to the Connection Manager

Configure Connection Manager <-> Switch parameters.

2. Summary

| Back | [ Nest | | |Cancel |
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Step | Description
17. | Configure the following.
e Name - set to any unique name
e Port-setto “62095”
e ID - set to any unused number.
e |P Address - set to the IP address of the NiceCLS server.
Click Next.
New Connection Manager I =l
Set New Connection Manager Wizard Step 1 of 3 q%
General Information
General Details
Location
Name: 2 |C-:-nnMgr_TS.°.PI | 5
Port: * [62035 = @ 1P Address: [192. 45 . 30 .232 |
ID: * |2 ﬂ " Host Mame: | |
Reporting Level v
Additional Parameters )
| Back | | Next | | |Cancel |
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Step | Description

18. | Highlight “TSAPI” from the Available Interface list, use the right arrow button to
move it to the Attached Interfaces list. Click Next then click Finish.

x
Set New Connection Manager Wizard Step 2 of 3

Connection Manager Switches

Available Interfaces Attached Interfaces

Configure Connection Manager - Interface Parameters

| Back | | Next | | |Cancel |
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Step

Description

19.

In the left pane, select CTI Integrations - CTI Interfaces - Drivers. Right click
and select New Driver.

Flle Edit ‘iew Favorites Tools Help

/3 NICE Perform™ - Microsoft Internat Explorer

|

|@ Done

E Channel Mapping
E@ CLS Servers

gk CLs
[—]% CTI Integrations
EM Connection Manager:
~Jef ConnMgr_PC3
[]--g CTI Interfaces

i “.ga Cirivery

: Handle mls
5 Data Mar.
E"@ Database Servers
L nice

E\E] Logger Servers

B Nice 1cURit
@ Mice PlaybackUnit

R ,]f

£, ey MM
Q M Delete Driver

=12 =1
| &
OBack ey - Iﬂ Iﬂ .\ | ):'Search ~ 7 Favorites 41 | [ RPN =~
Address I@:ﬁ http: imattinglyMiceapplications/DeskkopwebPage/DeskTopwebForm, aspx j GU Links ** &Snaglt S8
NICE® " telp | settings | Lo |\ Syste
_ 3
(5| o =]
"@ Systern Monitaring =] privers
=[] Master Site
Applications Name |10
E@ CLS Definitions

Host Name fIP Address

C T T T Mot/
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Step

Description

20.

The Set New Driver Wizard window is displayed. Click Next.

[revome— x|
Set New Driver Wizard _’

Introduction

This wizard will guide you through the process of setting a new Driver
configuration as follows:

1. General :
Driver general details.
Attach CLS
Define reporting level
Additional parameters

Advanced Features
2. Attach Connection Manager and Switches

3. Summary

| Back 1 Il Next | [l Canceli
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Step | Description

21. | Configure the following.

e Name - set to any unique name

e ID - set to any unused number.

e [P Address - set to the IP address of the NiceCLS server.

Open the Attach CLS section.

Set New Driver Wizard Step 1 of 3 Q

General Information

General Details

Name: & |Driver_TS.ﬁ.PI | * —priver's Location

% 1P address: 192, 45 . 30 EEE
o B =

" Host Mame: | |
Attach CLS v
Driver Reporting Level ;
Additional Driver Parameters v

Ctianalysis Parameters

| Back | | Mext | | |Cancel |

SS;Reviewed : Solution & Interoperability Test Lab Application Notes Page 39 of 67
SPOC 9/18/2007 ©2007Avaya Inc. All Rights Reserved. NICE3_PC3_CTI




Step

Description

22.

Highlight the CLS server from the Available CLS list, use the right arrow button to
move it to the Attached CLS list. Click Next.

MewDkver x|
Set New Driver Wizard Step 1 of 3

General Information

General Details
Attach CLS

Available CLS

Attached CLS

Driver Reporting Level
Additional Driver Parameters ¥
Ctianalysis Parameters oty
| Back | | Next | | |Cancel |
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Step | Description

23. | Check the checkboxes for ConnMgr_TSAPI. Click Configure.

NewDriver x|
Set New Driver Wizard Step 2 of 3

Attach Connection Manager and Switches

Choose the CTI Interface to be attached to the Driver.
Mote: Attaching an Interface will also attach its Connection Manager.

To configure Driver-Interface data, double-click an Interface, orselect achecked
Interface and click 'Configure’.
£ 1 : Conntar_PC3
- O 1:PCz2
2[4 2: ConnbdgrTSAFI

2 2 TSAP

| Back | | Mext | | |Cancel |
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Step | Description
24, In the Monitor Devices section, select the devices that should be monitored in the
Available Devices list and move them to the Monitored Devices list by using the
right arrow button. Click OK.
iguration |

Driver - Interface Configuration

Define 'Driverf_‘_fSAF'I' E 'CunnMgl_'T:I'SAPI' - '"TSAPI'
Driver Real-Time Plugins
Monitor Devices

Please select the devices to be monitored by NICE Integration

(Extension, Fosition)

Double click on a monitored device for further configuration.

Available Devices: 7 devices Monitored Devices: 0 devices

Device I Type | Lgl Device I Type |
26614 Extension

22720 Extenzion

22721 Extension o

50050 ACD 5

50051 ACD

20602 YN 2

20601 YDM
Device Mapping
Rejected Devices
Additional Driver Switch Parameters

| DK | Cancel
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Step | Description
25. | For Avaya PC3 with CTI, the driver configuration is now complete, click Next and
then Finish. Click Save.
If the Avaya Proactive Contact with the Avaya Proactive Contact Gateway PG230 is
being used, follow Steps 25 and 26. Expand the Rejected Devices section. Add the
trunk group number from Avaya Communication Manager that is being used when
the agents logs in to Avaya PC3. This configuration will reject any calls on that trunk
group. NICE does not want to record the calls that are created when agents login to
Avaya PC3.
Set the Rejected Device to “T<trunk group #>#*”. Click OK.
Driver - Interface Configuration #
Driver - Interface Configuration
Define 'DriverT_'I_'SAPI' = 'CunnMgl_'T:l'SAPI' - 'TSAPI"
Driver Real-Time Plugins
Maonitor Devices
Device Mapping
Rejected Devices
Please configure the devices to be rejected by MICE Integration
(trunkl, trunkz)
0 devices EI | Impart E Add | Add Range
Devices |
Additional Driver Switch Parameters
| DK | cancel
add Rejected Device %
Rejected Device
Add
Device: * |T1?|:|#* |
| DK ! Eance||
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Step

Description

26.

Expand the Driver Real-Time Plugins section, check the checkbox for
RejectedDevices. Click OK.

Click Next and then Finish. Click Save.

Driver - Interface Configuration
Driver - Interface Configuration

Define 'Driver_TSAPI' - 'ConnMgr_TSAPI' - 'TSAPI'

Driver Real-Time Plugins

Please configure which plugins the driver will be using and the order of loading.

Plugin I Description

DDeuiceMapping Perform Dewice Mapping.
RejectedCevi... Perform event rejection by dewvices,
D'CJQF'ISFH,I Enables CAPI message spying.

Monitor Devices

Device Mapping

Rejected Devices

Additional Driver Switch Parameters

<] [

oK | Cancel
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Step | Description

27. | On the NiceCLS server, navigate to the hosts file located at:
C:\WINDOWS\system32\drivers\etc (Note: the etc file may be located in a different
directory based on the windows installation). Enter the IP address and host name of
Avaya PC3 with CTI.

E hosts - Motepad H=] B3

File Edit Format Yiew Help

W Copyright (<) 1993-1599 microsoft Corp. =]

#

# This is a sample HOSTS file used by microsoft TCrP/IP for windows.

#

# This file contains the mappings of IP addresses to host names. Each

#* entr¥ should be kept on an individual Tine. The IP address should

# be placed in the first column followed bg the corresponding host name.

# The IP address and the host name should be separated by at Teast one

# space.

#

# AdditionaWW{, comments (such as these) may be inserted on individual

# Tines or following the machine name denoted by a '#' symbal.

#

# For example:

#

#* 102, 54,594,097 rhino. acma. com # source server

# 38.25.63.10 X, acme. com # x client host

127.0.0.1 Jocalhost

152, 4 0,55 als

[57.45.120.150 1zpdsZ—>

< o 4
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6.3. Configure Channel Mapping

To record data sent from the T1 trunk to the NiceLog server, the Logger channels must be

defined and mapped to sources of data between Avaya Communication Manager and Avaya
Proactive Contact 3.0.

Step

Description

1.

In the left pane, select CLS Definitions - Channel Mapping - Channel

Definition. Click “145” to expand the Channel Definition section. Click Edit
Channel Properties.

’5 NICE Perform™ - Microsoft Internet Explorer

Ele Edit View Favorites Tools  Help

|
| i

L
QBack = ) - =] 2] (| O search i Favorites 2| (0r L B+

Address Iﬁj hittp: {fmattinglyjMiceApplications /Desktop/WebPage/DeskTopiwebForm, aspx j Go | Links ”‘ 6Snaglt Er

NIGE‘D o Help | Seftings | _[.:p-

5

[Retie =] [ “

EI" Organization =i
E’;I Active Directory
Q‘J Import
-5 License manager
el Metwork Managernent Syste
&-@ Systern Monitaring
= Master Site
fF] Applications
5@ CLS Definitions
1 8@ channel Mapping
e 1. Channels Defir
i @ 2. Sources Definil_|
‘ 3. Static Mapping

i 4. Dynamic Mapp

Plain YES MO
Dlaim

: ; -
=] @ CLS Servers | | 1] e e | _,I_I
@ cLs =

) % CTI Integrations
ﬁ Data Marts

L]-i? Datsbase Servers
= @ Logger Servers

A E

|

& oo = T —
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Step

Description

Configure the following.
e Recording Type - set to “Plain”
e Summation Support — set to “Yes” from the drop down list.
e Inserter Support — set to “No” from the drop down list.

Click OK. Click Save.

-I.Ipdate Channels Details .

Recording Type: IF'Iain

Summation Support: I\"ES

WARMNING: All channels will be updated.

Inserter Support T -

o]
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Step | Description

3. In the left pane, select CLS Definitions - Channel Mapping = Sources
Definition. Click the Add sources by wizard button.

a NICE Perform™ - Microsoft Internet Explorer

Ele Edit Wiew Favortes Tools Help

T
QBack - &) - [ &) a | ) Search 7 Favorites 42 ‘ =
Address [&] http:fjmattingly/Niceppications/Deskkop{WebPage/DeskTopWebFarm, asgx | EJeo |unks ) @snagt 1
NICE® " weip | settings | Lo
\
E o '

=@ System Monitoring
H LQ_} Storage Center Servers

E| Master Site Sources not attached to any Physical Switch
m-[F) applications Sources attached to physical Switch ID: 2

(= @ CLE Definitions

=-E# Channel Mapping

Q 1. Channels Defir Add sources by wizard ‘
Name Type | Extension Device Number| Unique Device ID | Device 1D | o]l

£ 2. Sources Definit

3, Static Mapping

|

|

|

3 4. Dynarnic Mapp |
@ CLS Servers |
=[5 CTI Integrations |
6 Diata Marts [
|

|

|

|

[]--@ Database Servers

[]--@ Logger Servers

Media Library Servers
[]-- Playback

e @ Resiliency

@ ScreenSense Servers
2} & Security

Sources attached to physical Switch ID: 1

‘@ Daone

- T —

4, The Create Sources Wizard window is displayed. Click Next.

Create Sources Wizard ’

Introduction

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

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

4. Click Finish to complete the process

] Back j] Next || ] [:anl_:E_|j:_!
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Step

Description

Select Trunk. Click Next.

sowrcewizand

Create Sources Wizard

Source Type Selection

Zhoose one of the following source Types:

{" Extension {" Passive YoIP Device
{" IP address {" Passive YoIP Gateway

{" Active YoIP Device

" Active YoIP Gateway

| Back J | Next | | | Cancel J

Configure the following.
e Logger ID - set to the Logger ID shown in Section 6.3 Step 1.

e Trunk Type —set to “T1” from the drop down list.
e CTI Details Type — select “Decimal”

Click Next.

sowrcewzard

Create Sources Wizard Step 1 of 5

Trunk type

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

Logger ID: I-I 43 j

Trunk Type: il

CTI Details Type: {* Decimal

{" Hexadecimal

| Back J | Next | | | Cancel J
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Step

Description

Configure the following.
e CTI Trunk ID - set to the trunk group number from Section 3.
e CTI Time Slot - set to “1”.
e Logger Trunk ID - set to “1”.
e Logger Time Slot — set to “1”.

Click Next.

|

Create Sources Wizard Step 2 of 5

Trunk ID Time Slot

Enter CTI and the Logger details:

CTI Trunk ID: |31 |
CTI Time Slot: |1 |
Logger Trunk ID: |1 |
Logger Time 5lot: s
[T RecordingRack
| Back | | Next | | | Cancel |
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Step

Description

Configure the following.
e Source Side - set to “Rx” from the drop down list..
e Mate Logger Trunk ID — set to “2”.

e Mate Logger Time Slots — set to “2” from the drop down list.

Click Next.
sourcewizard
Create Sources Wizard Step 3 of 5
Source Side :
Enter Source Side: L@
Source Side: IH:': j
Enter Mate Logager trunk. details:
Mate Logger Trunk ID: I2
Mate Logger Time Slot: IWH
| Back J | Next | | | Cancel J
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Step

Description

Configure the following.
e Number of sources — set to the number of trunks in the trunk group as shown
in Section 3.
e Step-—setto “1”.

Click Next. Then click Finish. Click Save.

sowcewzard

Create Sources Wizard Step 4 of 5

Amount of CTI Time Slots

Enter the armount of CTI Time Slots that vou would like to create.

Mumber of sources: |4| | bd & amount ;22

Step: |1 |

| Back | | Next | | | Cancel |
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Step | Description

10. | Select the Physical Switch ID from the drop down list as configured in Section 6.2
Step 5. Highlight all the trunks. Select the Logger ID from the drop down list as

configured in Section 6.3 Step 1. Highlight the same number of trunks as above.
Click Attach. Click Save.

3 NICE Perform™ - Microsoft Internet Explorer

o ]
k]
|

File Edit View Favorites Tools Help

Qback ~ ) - [ 2] (h| Psearch Soravmites £ [ (00 L B -

Address I@j hitp: {imattingly [Niceapplications/Deskkop/\WebPage/DeskTopiWebForm, aspx ﬂ Go ‘Liﬂks »| Gsnanlt 21
NICE® © Help | Settings | Lo L. oo A L
y
Actions |¥ \:| N =]
E|J3" Systern Monitoring ﬂ‘ AT Sunimary
& Storage Center Servers Atta 2 =
E|-- Master Site | E—
applications . Physical Switch ID: [> vl Attach E
=-450 CLS Definitions || unmapped Saurces:
=] @ Channel Mapping Mame IType | Extension I Device Numherl Unigue Device 10 | Device ID | Dew
e 1. Channels Defir Trunk
£ 2. Sources Definit Trunk
Trunk
3. Stati
atic Mapping Trink
i 4. Dynamic Mapp
-5 CLS Servers
[]--@ CTI Integrations
ﬁ Data Marts
[]--@ Database Servers | | _;l
ez] @ Logger Servers
Logger ID:
Medis Library Servers 145 =
& E Flayback Unmapped Channels: il
[]__@ Resilizncy Mumber Recording Type Summation Support | Inserter Support Speaker Separation =
— T - T R
[F Screensenss servers N:  [Plan 000000000000 [ves 0 Jwo |
. B ain
mff securiy l I - S R
[&] pore [ [ N3 tocal intranet P
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6.4. Configure Users

This section is used to administer Avaya PC3 agents on the NiceCLS server. Any agent whose
interactions need to be recorded should be administered as a user. There are two types of users
that can be administered; outbound user and ACD user. The outbound user is administered with
the extension of their physical phone. The ACD user is administered with the ACD agent ID
configured on Avaya Communication Manager. When the Predictive Agent Blending feature is

used on Avaya PC3, both types of users need to be administered for the agent in order to record
the outbound and inbound calls.

B Mice 1cURit
E Mice PlaybackUnit
Mice Screenlogger

Step | Description
1. In the NICE System Administrator window, select Accessories > Users

Administrator.

T NICE Perform™ - Microsoft Internet Explorer o =T
File Edit |Miew Favorites Tools  Help ‘ |"I
D back - 6« [« [2] @ ‘ ) Search <7 Favarites 42 | - B
Address Ifé] http: fimattinglyMiceApplications/DeskiopfWebPage/DeskTopWebForm, aspx j GD Links > @Snaglt B

NIGE® | Help | Settings | Lo L, . " A
S
Actions || [ ] H | Update:- |
=i orasnization it “Diagram arm Designe
E‘;] active Directary dito =
% tmport CTI Interfaces
L% License manager - I
Bl Metwork Management Syste :g;'e | ;I; = il I:::
o, Systern Manitoring TeAPI 7] 3 1096
=- Master Site
Applications
@ CLS Definitions
E% CTI Integrations Connection Managers
E H Connection Manager: Name ID Host NamefIP Address
"'&j CTL Interfaces ConnMgr_PC3 i 192 45,30,232
£ & Drivers ConnMgr_TSAPI 2 192.45.30,232
{f@F Driver_PC3
{f@F Driver_TSAPT
Sis Key Manager . =
g} Media Provider Contr e
ﬁ Data Marts -1 | Name ID Host NamefIP Address
[} @ Database Servers Driver_PC3 24 192.45.30.232
S0 Logger Servers Driver_TSAPT z 192 45,30.232

Key Managers

i : = @ EICELUQ Ll;l - | | _.'LI
[Eloone [T Stcalintrane:
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Step | Description
In the NICE Users Administrator window, select New = New User from the left

_|Ofx
File Edit Wiew Favorites Tools Help | ’,r
D bck - 63 ¢ ¢ 2] o~ | ' Search = Favorites 421 | (- B~
Address I@ http: }fmattingly fMicefpplications/Deskkop MebPage/DeskT opWebFarm, aspx Ll G° |Links » @snaglt =
~
NI ] Help | Settings | Lo " o A ;
¥ | [~lcClick to serall Contents list )
=] [E]

M| g AllUsers

on

New |[v]
M

il oup
New Profile

sjUaU0D |=

Group Name: All Users

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

| Hew User | | Delete Selected User |

Group Members {3)

MNarme | Type | Description | Domain
@. Basic recordings, User Agent
@NICE, Superuser Systern User
Q Unmapped, User Agent
< | 2

T Meames

| |@ Done
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Step | Description

3. The Create New User Wizard window is displayed. Click Next.

FET

Create New User Wizard 4

Introduction

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

- Supply the user name

- Specify detailed information about the user

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

- {Agents only) Set Agent Identities

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

- Click Finish to complete the process

| Back | | Next | | | cancel |
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Step | Description
4, Enter any unique name for the First Name, Last Name and Windows User Name
fields. Click Next. Click Next on Step 2 of the Wizard.
x
Create New User Wizard Step 1 of 7 [%{
General Information
Enter the following information. A red asterisk (*) indicates required fields.
First Mame: * |26614 |
middle Name: | |
Last Mame: * |26614 |
Email Address: | |
Windows User Nane: & |26614 |
Domain: I j
Select a site to associate to the user:
aite: IMaster Site j
| Back | | Next | |  Cancel|
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Step

Description

Check the checkbox for Agent (User interactions will be recorded/monitored).

Click Next.

x

Create New User Wizard Step 3 of 7

User Type

Choose one or both user types:

¥ Bgent {iliser interacBons will be recorded /monitored)

[T System User {User will log into NICE applications)

| Back | | Next | |  Cancel|
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Step | Description
6. Click Add.
x|
Create New User Wizard Step 4 of 7 _’
Agent Details
fgent identification for screen recording: | |
]
Site | Switch Agent ID | Extension |
| Back | | Next '| | | cancel |
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Step

Description

For Outbound Users:
Set the Switch field to “TSAPI” from the dropdown list. Set the Extension field to
the extension of the agent’s physical phone. Click OK. Click Next and then click

Finish.

B =
Agent Identity Dialog

Site: |I"-’Iastsr Site |
Switch: ITSF'.F'I N
i Agent ID: | |
i+ Extension: |25514 |

OK | |Cancel]

For Inbound ACD Users:
Set the Switch field to “TSAPI” from the dropdown list. Set the Agent ID field to the
ACD Agent ID configured on Avaya Communication Manager. Click OK. Click

Next and then click Finish.

N =
Agent Identity Dialog

Site: |I"-'1astsr Site |
Switch: ITSF'.F'I LI
i+ Agent ID: |25|:||:|1 |
{" Extension: | |

| OK | | cancell

Repeat Step 2 to create a new user account for additional Avaya PC3 agents. Click
Save.
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Step | Description

8. From the NiceCLS server, go to Start 2 Programs = Nice CLS Server - CLS
Server Manager. Click the button for Start NICE CLS to start the NICE services.

-.-E Interactions Server Service Manager ! I

Server: IMH.TI'INEL\'

Services: |NICE CLS |

Yiew Log

Start NICE CLS

B = |

Stop NICE CLS

iRunning - Y WMATTINGLY - NICE CLS Service

7. Interoperability Compliance Testing

This interoperability compliance testing covered feature functionality, serviceability and basic
load testing. Feature functionality focused on verifying that NICE Perform 3.0 could
successfully record calls when using events from Avaya AES TSAPI CTI link. Serviceability
testing verified that the NiceCLS and NiceLog servers recovered from adverse conditions, such
as rebooting, power failure and network disconnect. Basic load testing verified that NICE could
successfully record calls for an extended period of time.

7.1. General Test Approach
All feature functionality test cases were performed manually to verify proper operation. The
general test approach entailed:

e Establishing connectivity between NICE and Avaya AES using TSAPI.

e Verifying calls could be recorded using the T1 Trunk tapping method.

e Verifying call recording using basic telephony operations such as answer, hold/retrieve,

transfer, consult, conference, and disconnect.
e Verifying call recording with outbound calls.

e Verifying inbound call recording with the Predictive Agent Blending Feature on Avaya
PC3.
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The basic load testing was automated with outbound calls delivered to agents from Avaya PC3.
The Avaya PC3 executed a calling list which delivered answered calls to agents.

7.2. Test Results

All feature and performance tests passed. The NICE Perform 3.0 successfully recorded,
displayed and replayed the recordings of agents. For serviceability testing, NICE was able to
resume call recording after restoration of connectivity to the PC3 server, to the AES server, from
network disconnect/re-connect, and NICE server resets. For performance testing, NICE
successfully recorded calls for a sustained period of time.

8. Verification Steps

8.1. Avaya Verification

From the AES OAM page, click Status and Control = Services Summary. Select TSAPI
Service and click Details. This summary gives the status of the connection between Avaya
Communication Manager and the AES Server. Verify that the Conn Status indicates “Talking”
and the Service State indicates “Online”.

T sy LEE AR 05, Tk 44 3 VAP, acton bl servicesSemm.do - Micressll et Bxphorer . =101 =]
Fie E# Wew Favibes  Tosk  Heb -
ook = = - O[3 3} | Dsearch [alfwectes Greda O§ ] B Jh o 5]

A [ 2] hetpsc L0245, 95, BB 3 MV AP action ot s vices 5. o =] o

Application Enablement Services
Operations Administration and Maintenance
B oM Home @ Hoip EiLogout

: 15:48:14.0
: ﬁ‘ﬂ © 2 devconld B TNG  eiasooq OMNe 7] o 15
3 deveonaz & Talking %?:;u;l;' Oning 14 o 15
O W dévconll 1 T alling ?]?:;n;énds Cnling 13 1] 15
| denveonad 1 T aking iﬂsﬂ:;n;anus Onng 14 1 15
© 7 devconld 4 Taking Sii 00 0% Ondne 13 0 15
8 davcon2s 5 Taking G4 iageq OMine 14 o 15
9 procurementlab * CM Down E;iﬂ:augﬁ? Cniing 14 1] ]
ﬂ 2 B Lecal nitranet
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8.2. Nice Verification

The following steps can ensure that the communication between NICE, Avaya Application
Enablement Services, and Avaya Proactive Contract 3.0 is working.

Step | Description

1. On the NiceCLS server, when the processes start, the ConnectionManager and
Driver id windows will automatically appear.

2. In the ConnectionManager window, verify the following message is displayed
[13 M M M 7

TServer connection is active”.

ConnectionManager - 2 {Site id - 1) B}
e Reguest: CM_RQI_MONITOR_DEVICE, Invokeld = 115, Switchld = 47?. Clientld =
imeout = 388H. Deviceld = 28681 to CTILink.
A3.-88 72007 A9:59:25:783 ConnectionManager_2 [1724]1 — CCTIIManager # B — RESPOMSE
— Got CM_RST_MOMITOR_DEUICE — Inuvokeld = 115, Switchld = 49, ClientId = 1, Time
= @ MonitorKey = 7, MonitorStatus = 1 mapped to clientlnvokeld <1, 17>
A3.-88.-2007 A9:59:25:718 ConnectionManager_2 [1724] — CConnectionsHandler — sent
GM_RST_MONITOR_DEVICE — Invokeld = 17, Switchld = 49, ClientIld = 1, Time = B Mon
itorKey = 7, MonitorStatus = 1
A3-88.-2007 A?:592:55:783 ConnectionManager_2 [1734]1 — CTILink # B:CAvayaCTCTILink
t:TestActivity — Sending Test Activity Request.
A3.-88 2807 B2:52:55:783 ConnectionManager_2 [1738]1 - CTILink : CAvayaCITransl
ator::TestActivityResponse — TServer connection is active.
A3.-88 2007 109:80:25:783 ConnectionManager_2 [1734]1 — CTILink :CAvayaCTCTILink
t:TestActivity — Sending Test Activity Reqguest.
23082007 10:00:25:783 ConnectionManager_2 [173@] — CTILink : CAvavaCITransl
ator::TestActivityResponse — TServer connection is active.
33882007 18:80:55:-:783 ConnectionManager_2 [1734]1 - CTILink :CAvayaCTCTILink
t:TestActivity — Sending Test Activity Reguest.
B3.-88. 2007 18:80:55:-718 ConnectionManager_2 [1738]1 - CTILink : CAvavaCITransl
ator:-:-TestActivityReszponse — TServer connection iz active.
A3.-88.-2087 10:81:25:718 ConnectionManager_ 2 [1734]1 — CTILink :CAvayaCTCTILink
t:TestActivity — Sending Test Activity Hequest.
A3.-88 72007 10:81:25:718 ConnectionManager_2 [1738]1 — CTILink : CAvayaCITransl
ator:-:-TestActivityReszponse — TServer connection iz active.

" . . . . . . ” .

3. In the Driver id window, verify the following message is displayed “Total devices 7.
Failed 0. Successful 0.” The Total devices are the phone extensions, ACD hunt
groups and VDN that are being monitored.

81/38/283? 16:14:-44:953 Generic State Machine [1FGB] e EJ%NT — AgentLogoutEvent l!
ParticipantId=227280 Agentld=
d1.-688.-2087 16:14:-44:984 CAPIConnector #36 [B28]1 - HandleRezponsze — CLS_SE_LOGOFF
_FAILED CommandEventID 2, it iz possible that the agent is already at thisz state
31/38/233? 16:14:-45:265% PABHY Manager [F?4]1 — LinkHandler # 497 ::AddMonitoredPart
icipant — Succeeded to monitor 22721 type STATION.
A1.-88 72007 16:14:45:265 Generic State Machine [1F6H1 — EUENT - AgentLogoutEvent
ParticipantId=22721 AgentId=
A1.-88.-2007 16:14:45:281 CAPIConnector #36 [B2A]1 - HandleResponse — CLS_SE_LOGOFF
_FAILED CommandEventID 3. it is possible that the agent is already at this state
31,88 2007 16:14:45:671 PA Manager [F?41 — LinkHandler # 49 :-:AddMonitoredPFart
icipant — Succeeded to monitor 58B58 type ACD.
3188 2007 16:14:46:-831 PA Manager [F?4]1 — LinkHandler 4% ::AddMonitoredPart
icipant — Succeeded to monitor 58B51 type ACD.
81/88/288? 16:14:-46:486 PA Hanager [F?4]1 — LinkHandler 4% ::AddMonitoredPart
icipant — Succeeded to monitor 28682 type UDN.
81/38/288? 16:14:-46:765% PA Hanager [F?4]1 — LinkHandler 4% ::AddMonitoredPart
icipant — Succeeded to monitor 28681 type UDN.
A1.-88 72087 16:14:-46:765% PA Manager [F?4]1 — LinkHandler 47 - :LoadDevicesProce
dures — Monitor done...
A1.-88 72087 16:14:-46:765% PABHY Manager [F?4]1 - LinkHandler 49 -:PrintMonitorStat
us — Total devices V. Failed B. Successful 7.
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8.3. Replaying the Voice Recordings

Step | Description

1. On the NiceCLS server, select the Monitor tab.

/3 NICE Perform™ - Microsoft Internet Explorer O] I
Eile Edit Mew Favorites Tools  Help !':l

Sk - 63 - [ @ | Psearch SeFavortes & | (00 L B -

Address |@ bt fattingly (MiceApplications Desktop WehPage DeskToptwehForm . aspx j Go Links > | &isnaglt |2’

-
NIcE®  Help | Settings Jgut

v ~lclick ta scrall Contents list

(e [+ (2] (2] (@) ® [® [ AllUsers e
=]
=] oroanization g rofil N
T
Groups a-
Profiles
\.By Search Results Group Mame: All Users

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

Group Members {7) Hew User | | Delete Selacted User |

MName | Type Description Dormain |
2 zo00, zoon Agent

i3 2001, 2001 Agent

2, 20501, 20501 Agent

2 26614, 26614 fgent

Q Basic recordings, User Agent

@NICEJ Superuser Systemn User

Q Unrnapped, User Agent

|&] Done [T [T [ &3 Localintranst v
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Step | Description

2. Select an agent, then right click and select Play. Verify the agent’s call recording can
be heard from the server’s speakers.

/ZJ NICE Perform™ - Microsoft Internet Explorer =] x|
Eile Edt ‘Wiew Favorites Tools  Help ‘ |’,'
D back - 6« [« [2] @ ‘ ) Search <7 Favarites 4% | - B
Address |g‘] http: fimattingly /MiceApplications/DesktopiebPage/DeskTop\WebForm. aspx j GD Links >* @Snaglt (S5

NICE® F ) e | serings it b il
Agenis A
© EEO - B S o come]|
A;enh Agent Name 7 |Activity | Record Request | Record | Monitor | Segment ID |Start Time | End Time | Direction Duratin‘
=-[I ©rganization
-[5] all users e 000 00 ) _ﬁ L L o 1 i L
(5] Groups 8 ot iR G Il (= 1 L I
“[H my Groups 20501, 20501 [#]
26614, 2o6ld E — 127857313 8/2/2007 4 | 8/2/2007  Incoming  00:00:3;
gy Manikor g
Record 3
B stop
4 | i
|&] pone [T [ [N3tecalintranet

9. Support

If technical support is required for the NICE Perform 3.0 solution, then contact NICE Technical
Support. Full details are available at https://www.extranice.com.

10. Conclusion

These Application Notes describe the required configuration steps for NICE Perform 3.0 to
successfully interoperate with Avaya Proactive Contact 3.0 with CTI for outbound and inbound
call recording. NICE Perform 3.0 used the Telephony Services API of Avaya Application
Enablement Services to extract agent and call event information, and the T1 Trunk Tapping
method to perform the recording. Functionality and performance were successfully validated.
The configuration described in these Application Notes has been successfully compliance tested.
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11. Additional References
The following documents may be found at http://support.avaya.com:

[1]
[2]
[3]
[4]

Administrator Guide for Avaya Communication Manager, Document ID: 03-300509,
Issue 3.0, February 2007

Avaya Proactive Contact 3.0 Installation and Configuration, Doc ID 07-300491,
November 2005

Avaya Proactive Contact 3.0 Administration (UNIX-based), Doc ID 07-300488, October
2005

Avaya MultiVantage Application Enablement Services Administration and Maintenance
Guide, Document ID 02-300357, Issue 7.0, July 2007

The following document may be found at http://devconnect.avaya.com.

[5]

Sample Avaya Proactive Contact 3.0 (PC3) with CTI Installation and Configuration,
Issue 1.0, Avaya Solution and Interoperability Test Lab

NICE product documentation is available on request from https://www.extranice.com.

[6]

NiceCLS Installation Guide 8.9 — Rev. A2
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©2007 Avaya Inc. All Rights Reserved.

Avaya and the Avaya Logo are trademarks of Avaya Inc. All trademarks identified by ® and ™
are registered trademarks or trademarks, respectively, of Avaya Inc. All other trademarks are the
property of their respective owners. The information provided in these Application Notes is
subject to change without notice. The configurations, technical data, and recommendations
provided in these Application Notes are believed to be accurate and dependable, but are
presented without express or implied warranty. Users are responsible for their application of any
products specified in these Application Notes.

Please e-mail any questions or comments pertaining to these Application Notes along with the
full title name and filename, located in the lower right corner, directly to the Avaya
DeveloperConnection Program at devconnect@avaya.com.
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