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Abstract

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

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

These Application Notes describe the compliance tested configuration used to validate the ICR
Evolution software with Avaya IP Office R7.0.23 (IP Office) using Avaya IP Office TAPI3
Service Provider (T API).

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

2. General Test Approach and Test Results

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

e Inbound ACD calls

e Outbound calls in Preview mode

e Outbound calls in Predictive/Progressive mode

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

2.1. Compliance testing

The following observations were noted during testing:

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

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

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

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

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

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

3. Reference Configuration

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

ICR Evolution Server Workstation B

= Workstation A ——

Avaya TAPI3 TSP for

IP Office

Operator A logged o : | Operator B logged
inta Evolution fmp ez | : into Evolution
iAgent Client Digital De'r‘kphonei | iAgent Client
:

Avaya 2420
i Digital Deskphone

L b T e e e e S e R e S e e S : Private LAN
___________________ : | Avaya IP Office 500
Physical Connection : v2R7.0.23
to IP Office Ports
@ Client Sesdion
_____ N sistal gl ]
TAPI CTI Link = | Avaya 96xx H.323
i % deskphone
Administrator of Avaya
IP Office using IP Office
Manager R7.0.23 ‘\
Simulated
PSTN [
PSTN Caller
Figure 1: Connection of ICR Evolution Server with Avaya IP Office R7
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4. Equipment and Software Validated

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

Equipment Description

Software Release

Avaya [P Office 500 V2

Avaya [P Office R7.0.23

Avaya 96xx H.323 Deskphone

Avaya H323 IP Office Firmware
Ha96xxua3 Hbas.bin

Avaya 2420 Digital Sets

N/A

Avaya TAPI3 Telephony Service
Provider Client for IP Office Installed on
Evolution Server.

Avaya TSPI3w.tsp 1.0.0.17

Platform Independent Server with
Windows 2003 Server O/S and ICR
Evolution Server.

ICR Evolution Server R10.1

Client Workstation with Windows XP
and ICR Evolution iAgent

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

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

5.1. Configuration of Avaya IP Office Users

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

i GsscPIPO7 = User - 59101 Extnag101 I AR | j\ v 2

IP Offices ExtnB9101: 89101*

9004 Extnig004 “1 | User | voicemail | DND | ShortCades | Source Mumbers | Telephany | Farwarding | Dial In || Yoice Recording | Button Programming |

89005 Extndo005
§9006 Extn&3006 Button ... | Label Action Action Data
89007 Extng2007 1
9010 Extndso10
9011 ExtnGo011
89012 Extndo012
89013 Extnd9013
§9014 Extndsol4
9015 Extnds015
89016 Extndo016
89017 Extnd9017
§9015 Extnigs0Le 9

Appearance a=

3

4 Mobile Twinning  Twinning
5 Extn Login
=] Extn Logouk
7
8

e 59101 Exkng9101 11
e 59102 Exkng9102 1z
rr 69103 Extng9103 13

Click on the Telephony tab and then the Call Settings tab. The Wrap-up Time (secs) should be
set to 5 and Offhook Station should be ticked as shown below.

File Edit ‘Yiew Tools Help

i GIscp_IPOT ~ User - 29101 Extnag101 20
IP Offices Extn89101: 89101

89004 Extna9004 A

User | Voicemail | DND ShortCodes || Source Numbersorwarding | Dial In | Voice Recording || Button Programming
89005 Extn8anis = | I i d il Il Il Il
2006 ExtnEon0s | Call Settings §supervisor Settings | Mulki-ine Options | Call Log

9007 Extngo007

59010 Extn3a010 CQutside Call Sequence EDeFauIt Ring bl Call waiting Cn
83011 Extrig3011 Inside Call Sequence | Default Ring v Answer Call Waiting On Hold
89012 Extnaan1z L —!
89013 Extngo013 Ringback Sequence {oefaulk Ring ~| [ Busy OnHeld
F9014 ExtnEo014 ci -
89015 Extngo01s Mo Answer Time (secs) |Systern Defaulk (15) 2 | Cffhook Station
§9016 Extng901s = x|
- 5

89017 Extnag017 DB e =2s) '_-_ L
G3018 Extnda01g Transfer Return Time (secs) |OFF =
29100 Exbn29100 -

§- 89101 Extngaio: Call Cost Mark-Up |100

- b= ] xEna9 10

§ 89103 Extnas 103
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Click on User Rights in the left hand pane and select the user rights associated with the iAgent
users. In the example below this is called Agent. Under the User tab ensure Enable do not
disturb is ticked as shown.

i} Avaya IP Office R7 Manager GSSCP_IPO7 [7.0{23])] [Administrator{Administrator)]

File  Edit ‘Wwiew Tools Help

i GssCP_IPOT ~ User Rights - Agert R A== M| =] | v =2 F
IP Offices

§ 89021 vacant Clean | User IShortCodes Eutton Programming | Phone Manager | Telephony | User Rights membership | Yoicemail
§ 59022 vacantinspected
§ 59020 voicemail 2 Marne |F\gent |
§ 59300 voiceMail SIP -
§ 59301 Yoicemail SIP1
§ @930z vaicemail SIP2 | v|  [mot part of User Rights |
§ 89303 voicemail SIP3

-4 HuntGroup (4) Priarity
ﬁl 3200 DD 89200 |5 vl |Not patt of User Rights w |

W 9201 DDI 59201
% 59220 SIP Yoicemail Do nat disturh
#§ 59210 Tiger Yoicemai
B short Code (70)
@ Service (0)
o RAS (1)
@ Incoming Call Route (4)

#8 wanPort (0

g Directory ()

f:.q‘ Time Profile (0}
) Firewal Prafile (1)
BB IF Route (2)

W Account Code (0)
& Licence (79)

Tunnel (0
(=l User Rights {10}

2 Agent
3 Application
Ll - 0

Enable do nat disturb |N0t part of User Rights e |

5.2. Configuration of Hunt groups

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

aya IP Office R7 Manager GSSCP_IPO7 [7.0(23)] [Administrator{Administrator)]

Edt  Wiew Tooks  Help

CP_IPOT = HunkGroup T §9200 DDT 69200 a 2

IP Offices
e 59901 popey ~ —
89107 SIP Handset e
500 TART:500 Mame | ] ek Agent Group /
501 TAPLSOL T
502 TAPLSOZ

503 TAPL:S03 Ring Mode | sequential v Mo Answer Time (secs) |System Default (15) &

3021 Yacant Clean —— ;
9022 YacantInspacted Qverflow Mode |Group v| Qverflow Time (secs) |off

89020 Yoicemail 2 =

Extension

b S Hold Music Source v|  voicemal Answer Time (secs) [45
e figent's Skatus on No-Answer | 3
9302 Yoicemal STP2 Bopies o :
89303 Ynicemal SIP3 User List Owerflow Group List
| Extension  hame | Group Name |
. ; | |
69101 Extnagint
-3 89201 DI 85201
130 59220 SIP Voicemai E :zigs Ezt:::gi
2§ 89210 Tiger ¥oicemall B ian Sawn
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For an inbound campaign, the DN number of the campaign will correspond to the Extension
number setup for the Hunt Group highlighted below. All users associated with this campaign
should be included in this Hunt Group.

Note: In the example below two users 89101 and 89103 are associated with this Hunt Group,
Extension 89200.

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

] Avaya [P Office R7 Manager GSSCP_IPOY [7.0(23)] [Administrator(Administrator)]

File Edit Yiew Tools Help

i GEscp_Ipar + HuntGroup = 89200 OO 89200 =i 8- =] | v 28
IP Offices Sequential Group DDI 89200: 89200
g 59901 popey # || Hunt Group |V0icemail Fallback | Queving | Voice Recording | Announcements | SIP
83107 SIP Handset
500 TAPL:500 Mame |DDI 89200 | [] ccr Agent Group
0L S00 IExtension |sgz00 |
502 TAPLS0Z 1| ) i
503 TAPT:503 Ring Mode: |Sequent\al v | Mo Answer Time (secs) |System DeFault (15) 2
=

89021 Vacant Clean
#9022 YacantInspected Overflow Mode |Group M | Orverflow Time (secs) iOfF v

59020 Yoicemail 2 = =
59300 VE:E:;::I SIP Hold Music Source [ Mo change ~ ! Yaicemall Answer Time (secs) i45 ‘,_!

89301 Yoicemai SIP1 ggeg':fotatus on No-ARSWEL  [1yone v
9302 Yoicemail SIPZ bR
User Lisk Crverflow Group Lisk

89303 Yoicemail SIP3
& @ HunkGraup (4) Extension Marme Group Mame
&1 LI BIENE L 89101  ExknE9101
-G eolc2  Exnenioe
28 29210 Tiger oicemail :zigg Ei::g:igg
(- 8% Short Code (700
@ Service {0}
-l RAS (1)
+ @ Incoming Call Route {4)
@ “WanPort {0)
o Directory (0)
f:f‘ Time Profile {0}
(-8 Firewall Profile (1)
le3] IP Raoute (2}

HOOF

-

a3

-
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5.3. Setting up TAPI WAVE Ports in Avaya IP Office

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

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

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

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

(i} Avaya IP Office R7 Manager GSSCP_IPO7 [7.0(23)] [Administrator(Administrator)]

File  Edit Wiew Tools Help

-} @GssCP_IPO7 - User

; = 500 TAPL:S00 0 E-H |E|-ﬂ | v 28

TAPI:500: 500

59011 ExtnEo011
9012 Extngonlz
9013 Extng9013
9014 Extng9014
9015 Extndo015
9016 Extng9016
9017 Extng9017

1

59901 popey
59107 5IP Handset
500 TARLS00

501 TAPL:S01

502 TAPT:502

503 TAPLS03

89021 Yacant Clean
89022 VacantInspected
89020 Yoicemail 2
39300 YoiceMail SIP
59301 Yoicemail SIP1

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

PG; Reviewed;
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i Yoicemail | DMD || ShortCodes | Source Mumbers | Telephary | Forwarding || Dial In || ¥oice Recording || Button Programming |

I Marne

|TAPL:S00 |

Password

Confirm Password

89018 Extn@anla Full Name i
e 59100 Extnga100 B [500
e 59101 Extn39101 e
e G9102 Extngg102 Locale | ¥ |
e 39103 ExktnE910:3
89024 Occ Clean Priority E ¥
59023 Occ Dirky .
|
o Swstem Phone Rights !None |
89500 paulg9500 Profile |Basic User b |

|:| Receptionist
Enable SoftPhone

[] Enable one-x Portal Services
Enable one-¥ TeleCommuter

[] Ex Directary
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i Avaya IP Office RT Manager GSSCP_IPOT [7.0(23)] [Administrator{Administrator)]

File  Edit  Wiew  Tools

¢} GS5CP_IPOT T User

IP Offices

89011 ExtnEs011
89012 ExtnEs01z
89013 ExtnE9013
59014 Extnso014
§9015 ExtnEs01s
§9016 ExtnEs016
89017 ExtnEs017
89018 ExtnE9015
- @ §9100 Extng9100
- 89101 Extn&9101
- 89102 Extng9102
- 89103 Extng9103
- 89024 Occ Clean
~@ 89023 Occ Dirty
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Help

|7 500 TAPT:SOO

TAPI|:500: 500

-~

| user I Waicermail IDND | ShartCades || Source Numbers | Telephony | Forwarding | Dial In || Yoice Recording |

Woicemail Code |

| I [ woicemail on I

Confirm Yoicemail Code |

“oicemail Email |

OFf Copy Forward Alert
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Click on the Telephony tab, under Call Settings ensure that Answer Call Waiting On Hold is
not ticked as shown.

(| Avaya IP Office R7 Manager GSSCP_IPO7 [7.0{23)] [Administrator(Administrator)]

File  Edit  Wiew Tools Help

! GsscPIPOT = |user |- 500 raprs00 diES-HIE E-;-l | v a2 'F

IP Offices TAPI1:500: 500
@ 89011 Extngsil # | | User | Yoicemail | OND | ShartCades | Source Numbersl Telephany Ekorwarding | Dial In | Voice Recording | Button Programming |
- se01zExngv0iz ! — —— S
@ B9013 Extna9013 Call Settings ISupervisor Settings | Multi-ine Cptions | Call Log |
@ 89014 Extnagnid | N
- =9015 Extnaon1s Outside Call Sequence | Default Ring M | [ call waiting On
R 9016 ExmEA0LE Inside Call Sequence | Default Ring v i I [ &nswer Call Waiting On Hold I
@ 89017 Extng9017 L
: 4 99018 Extng9018 Ringhack Sequence !Default Ring » | [ Busy on Held
= 89100 Extnag100 ; =
e 29101 Extn@9101 Mo Answer Time (secs) |System Default (15) v | [[] offhook Station
g 99102 Extag10z _ : =
i 5 2 I
-~ 59103 Extna9103 Wi e e (et | |
: a 89024 Occ Clean Transfer Return Time (secs) !OFF = |
4§ 89023 Occ Dirty : -
; i 89025 Oce Inspect Call Cosk Mark-Up |100 |
4§ 59500 paulgsson

[ o

Cancel ] [ Help ]

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

Avaya IP Office Manager

Wiolld you like a new VolP extenzion created with this number?

) Mone
() H323 Extenzion

(1 SIP Extension
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6. Installation and Configuration of Avaya IP Office TAPI3
Service Provider

TAPI3 Service Provider is included in the IP Office CTI Link Software Development Kit (SDK)
located on the DevConnect website (http://www.avaya.com/gcm/master-usa/en-
us/corporate/alliances/devconnect/index.htm ) under the product name IP Office. Once

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

mpuker

Eile

Edit

uments and Settings' Administrator,Desktop'SDK 2.0 DEYCOMNNECT SITE

Wiew  Favorites  Tools  Help

yeack ~ &3 - (¥ | - search

Folders | B o ) | [

Address Ihf] Ci\Docurments and SettingstAadministrakbariDeskioplSDE 2,0 DEYCOMMECT SITE

Mame = | Size | Twpe I Drake Modified | Abtributes |
[html File: Falder 07/11/2011 13:47
[Ty 5amples File Folder 071112011 1347
}Autorun.inf 1KE Setup Infarmation 03/10/2001 11:41 A
&go 1 KE Shortcut ko Program 03/10f2001 17:31 A
Egn.bat 1KE Windows Batch File 12012/2001 16:33 A
£ |index.htm 4 KB HTML Docunent 12/06f2006 1026 8
E] readme. txk 1KE Text Document Z2/1002003 12,59 A
E | 1KE Text Document 1207 (2006 13:33 A
| @TAPISInstaII.exe 3,637 KB Application 22/10/2003 16:19 A

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

PG; Reviewed;
2/27/2012

B Control Panel

File Edit Wiew Favorites Tools Help

L Backo- €3 - (F | ) Search |~ Feld

Address IG' Control Panel

Mame = |
!5. accessibility Options

=2 ndd Hardware

(LYadd or Remove Programs
S Administr ative Tools

‘b Automatic Updates
“?Date and Time

3} Display

[y Folder Options

uiﬁ Fonks

‘T Game Controllers
f’lnternet Options

@ Kevboard

‘g~ Licensing

T 3Mouse

_E- Dokl L

P Chone and Modem Options
@ i’ b -l | Pl ﬂ I

@,’3 Pawer Opkions

B4 Printers and Faves
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Click on the Advanced tab and highlight Avaya IP Office TAPI3 Service Provider and click

Configure.

Phone and Modem Options e |
Dialing Rules I Modems I
h The following telephony providers are installed on this computer:

ovider

Microzoft H. 323 Telephony 5
Microzaft HID Phone TSP
Microzoft Multicast Conference TAPI Service Provider
MDIS Prosw TAP| Service Provider

TaF Kemel-Mode Service Provider

Urnimodem 5 Service Provider

Add. . | Remove LConfigure. . |

0k I Cancel | Spply

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

ACD Queues are ticked as shown below.
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Avaya TAPI3 configuration

ddress [192.16830.31
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7. Configuration of ICR Evolution Server

This section outlines the steps necessary to configure the Evolution Server to connect to IP
Office and provide call control, predictive dialing and monitoring functionality to end users via
the TAPI3 Service Provider installed on the Evolution server. All configuration changes on the
Evolution Server are made using the web based Evolution Manager tool by entering http://<IP
address of Evolution Server>/manager.

7.1. ICR Evolution install

The installation of the Evolution server software is outside the scope of this document and
information regarding the installation can be found at http://www.evolutioncallcenter.com/.
Please note that during the installation there is a step regarding the PBX that the server is
connecting to. For IP office the PBX type is selected as shown below.

% Instalacion de Evolution Server ¥10 i -10] x|

Seleccion de configuracion predeterminada

evo 1 U tl[ i li Elija una configuracion de entorno predeterminada para la
instalacion de Evolution Server,

Paor Favor, seleccione una configuracion predeterminada;

Configuracian; _TJ

Minguna

Configuracion TAPT Asterisk

Configuracion TSAPT AWAYA AES
Configuracion CTConneck - Markel Meridian 1
Configuracion TAPL Panasonic Kx-TO

i onfiguracion inicial TAPT AvaYa IPOFFICE
Configuracion inicial TAPT CISCO CM

Evolution Sepver v10

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

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

/= Evolution Manager, - Windows Internet Explorer provided by Avaya IT
G_e ~ [ &) hepiifi9z.168.30.205 managerf ] [#2 ][] [astccen

. Fle Edt View Favorites Tools Help

“links ] Customize Links & | Free Hotmall @ | Windows %2 Windaws Marketplace & | Windows Media £ To Be Reviewed @) 550
S e {é] Evolution Manager ] } Pt b v |i2) Page ~

evolutiGm | 08/11/2011 12:27

evolutie

(LU CEEN CHI N <~ Conectar

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

(= Bienvenidos a Evolution - Windows Internet Explorer, provided by Avaya IT

G@ - |a http:ff192, 168,30,205{Managet fPresentacion. aspx 'v| b

: Flle Edit ‘iew Favortes Tools Help
 Links a Custornize Links B Free Hotmail a windows 85 Windows Marketplace a Windows Media B To Be Reviewed B 550

* & a Bierwvenidos a Evolution liw

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

' Usuarios Dcampaﬁas ﬁsarvicins i Argumentarios "Grabadores b Mensajes °Eventos

Evolution Manager

version: 10.1 - build 1130 - Enterprise

infarmes
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Click on Nuevo in order to add a new workstation.

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

—
a*\'?ﬁ - |g, http: fi 192, 168,30, 205/Manager [Puesta_Lista,aspx -

Eile Edit Wiew Favorites Tools Help
i Links g2 | Customize Links g | Free Hotmall @ | Windows B2 Windows Marketplace g Windows Media g | ToBe Reviewed g | 550

e o | & Administracion de pusstas de trabajo - Listado I |
euoluti on! & Usuario: NCADMIN System a Tipo: Administrador v.10.1.1130 EE 08/11/2011 12:31

&8 Administracién "_ - Configuracion

) Puestos & Usuarios [Joampafias @ sServicios = Argumentarios % Grabadores P Mensajes @8 Eventos

Administracion de puestos de trabajo - Listado

Listado de puestos

Id. Nombre = Teléfono = Telf. Logico Grabador Estado Motivo Clase
100000013 » PT-Paul 89012 ZFLO Puesto de Trabajo
100000014 * PT-Server 89013 ZFLO Puesto de Trabajo
100000002 » PTA10 410 DEMC
100000004 » PT411 411 DEMOC
100000005 * PT412 412 DEMC
100000006 * PT413 413 DEMC
100000007 » PT414 414 DEMC
100000008 » PT415 415 DEMO

The following information must be added.

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

e Clase Puesto Type of Workplace

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

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

) = ] http:[[192.185.30.205{Manager/Puesta_Modficacion.aspridP=100000013 ] [#2)[] [ask.com [[2]-

Flle Edit Wew Favorites Tools Help
Links @ | Customize Links @& | Fres Hotmall & | Windows %5 Windows Markstplace @ | Windows Media @ | To Be Reviewed @ | 550

. ; - »

W Ignnmwstracm’n de puestos de trabajo - ModFicacién l I C R B - [esos - ) Taok -
e ~
evolutiEm A Usuario: NCADMIN System  [J | Tipo: Administrador | v.10.1.1130 EE | 08/11/2011 12:34 [ e

4 Administracién | & Informes | /# Configuracién

Puestos @ Usuarios [JCampafias £ Servicios T Argumentarios % Grabadores | Mensajes @) Eventos

Administracion de puestos de trabajo - Modificacion

Parametros del puesto

(<) Nombre: 16 Sussto:

Teléfono: Teléfono légico: FLO

(=) Clase Puesto: [pussto de Trabaio (%) Grabador: |

v

Done [ % @ mtemet F 100w, -
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7.3. Configuring Users on ICR Evolution Server

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

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

@\::/.‘ ~ |&] httpif/192.168.30.205/MansgerjAgente_Lista. aspx

: Ele Edit view Favorites Tools Help

 Links & Customize Links | Free Hotmal & Windows 2 Windows Marketplace @ | Windows Media & To Be Reviewed 2| 550

o e | & | Administracién de Usuarios - Listado [ |

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

& Supervisio Administracion ||z Informes | * Configuracién

Puestn:l * Usuarios I Jcampafias Servicios Argumentarios Grabadores Mensajes @@ Eventos

Administracion de usuarios - Listado

Listado de usuarios

Servicio P_Trabajo
100000017 » DEMO, AGENT10 AGENT10 Agente
100000007 » DEMO, AGENTE AGENTE 89101 123456 Agente
100000009 » DEMO, AGENTE2 AGENTEZ 89103 123456 Agente
100000010 » DEMO, AGENTE3 AGENTEZ Agente
100000011 » DEMO, AGENTES AGENTES Agente
100000012 ¥ DEMO, AGENTES AGENTES Agente
100000013 » DEMO, AGENTES AGENTES Agente
100000014 b DEMO, AGENTE7 AGENTE? Agente

The following information must be filled in:

e Tipo de Usuario Agente (this is agent profile)

e Nombre First name of agent

e Primer apellido Surname of agent

e Usuario Username to login to iAgent

e Contraseiia password for login to iAgent

e Usuario ACD User login configured in IP Office

e Contrasefiia ACD  User Password configured in IP Office
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G@ > ‘E, http:jf192. 168,30, 205/Manager/Agente_Modificacion_AG. aspx?Ida=100000007

flinks @] Customize Links @) Fres Hotmal @ | Windows 2 Windows Markstplace @ | Windows Medis & To Be Reviswed @ 550

File Edt Wiew Favorites Tools  Help

W @& ‘ (€ | Administracion de usuarios - Modificacidn I 1

P e [ e [ e

PG; Reviewed;
2/27/2012

Clruestos & Usuarios [Jcampafias £ servicios

Administracién de usuarios - Modificacién

ardar | B Guardary cerrar | 'X rar | ‘@ Eliminar Asignar skills Asignar servicios

Parametros del usuario
{*) Tipo de usuario:
i*] Nombre:

Primer apellido:

(*) Usuario:

Contrasefia:

La contrasefia nunca expira:

Cambiar contrasefia prix.

sesion:
Pardmetros de ACD

Usuario ACD:

Solution & Interoperability Test Lab Application Notes
©2012 Avaya Inc. All Rights Reserved.

Agents v|

[AGENTE |

[pEwo ]

|AGENTE |

89101

T Argumentarios % Grabadores B Mensajes @ Eventos

Id. usuario:

DNI: |

Segundo apellida: |

Confirmar contrasefia:

Dias de validez de |a contrasefia:

Centrasefia ACD:

N/D
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7.4. Configuration of Campaigns on ICR Evolution Server

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

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

/2 Administracicn de camparfias - Listado - Windows Internet Explorer provided by Avaya IT

@ P | ] httpsif192. 168, 30,205/ Manager Campanya_Lista asp v|4¢ X | |ask.com
OFle Edt View Faworites  Tooks  Help

ilinks @ Customize Links &) Free Hotmall @ | Windows 5 Windows Marketplace | Windows Media &2 To Be Reviewed 2 550

W & |gAdmmistvaciendecampaﬁas-mtado I | (Bm-E @[
evolutitim 2 Usuario: NCADMIN System [ | Tipo: Administrador | v.10.1.1130 EE | 08/11/2011 12:57

a2 pervision | I 4~ Configuracion

Puestos & Usuarios Campafias [ Servicios Argumentarios % Grabadorss Mensajes @) Eventos

Administracion de campafias - Listado

Listado de campafas

Id. Nombre Supervisor

Argumentario Marcacién Est
100000002 Basico.NET B Sin marcacitn @& o s 0 w0 @
100000001 ¥ Servicio téenico DBR e-mail NCSUPER System Basico.NET B Vista Previa [ ] 20 100 @
100000000 ¥ Servicio técnico DER teléfono NCSUPER System Basico.NET B Vista Previa ] ;0 10 @
100000003 NCSUPER System Basico.NET 8 eredictivo [ 89200 S ;0 10 @

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

7.4.1. Configuration of Inbound Campaigns

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

ﬁ abe | & | Admiristracion de campafias - Modificacion l |

Administracion de campaiias - Modificacion

Datos generales

(*) Nombre: TELEMARKETING Id:

Descripcion:  [eMIsION Fecha de creacion:

Detalles

Cache SMS Alarmas Cpcicnes Avanzadas Finales Segmentos Datos Incentivd mportar Clientes

Parametros de campaiia

(*) Estado: |-—\cti'.-a v| (*) Fecha de inicio:  [22/01/2008
(*) Marcacién: | ‘izt Previa v| Supervisor: | NCSUPER System Vi
Disp. de control: 552[2[2 Trunk Access Code:
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Click on the DN as highlighted below to change the inbound number associated with the
campaign.

i} aky IE‘ Administracién - Campafia - Rouking ] \
evolutiEm 2 Usuario: NCADMIN System Tipo: Administrador | v.10.1.1130 EE | 08/11/2011 13:07

|+ Administracion | @5 Informes | 4 Configuracion

bl Puestos g lsuarios nCampaﬁas &F Servicios Argumentarios 4§ Grabadores B Mensajes eEvantDs

Administracion de campaiias - Parametros de configuracion de Routing

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

Parametros de configuracion de Routing para la campaiia ATENCION AL CLIENTE

(*) Tipo ‘ Switch-based “

C ] i da a las siguientes estrategias

Id. DN Encaminamiento Descripcion

» 89201

100000101 DNIS DNIS

In the DN field, enter the hunt group number that was setup in Section 5.2 for the inbound
campaign. Click Guardar y cerrar to save and exit.

* 4{‘\? ‘ & | Administracion de estrategias - Modificacion I ‘
evolutiEm & Usuario: NCADMIN System  [3] | Tipo: Administrador

4% Supervisién | | Administracién | &= Informes | # Configuracion

i,.:iPuestos ;Usuarins !':;ECampaﬁas £ Servicios T Argumentarios % Grabadores P Mensajes @ Eventos

Administracion de estrategias - Modificacion

Parametros generales

ID: [{00000701 |

{*) DN:  [g3z00 |

Descripcidn:  [DNIS |

Encaminamiente: | pnis vl

Parametros encaminamiento

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

i} & ‘Endmimstracwén de campafias - Listada l ‘ f:j? - B @ o I_'v‘r
evolutiEm & Usuario: NCADMIN System [} | Tipo: Administrador | v.10.1.1130 EE | 08/11/2011 13:12

acién | g5 Informes | * Configuracién

Hruestos & usuarios [ campaiias §servicios i argumentarios % Grabadores b Mensajes (@ Eventos

Administracion de campaiias - Listado

+ Q' ver estrategias

Q' Ver conectores DBR

Listado de campafias

Supervisor Argumentario Marcacion Routing Est
100000002 ¥ ATENCION AL CLIENTE NCSUPER System Basico.NET 8  Sin marcacion [} 100 E 30 10 @
100000001 » Servicio técnico DBR e-mail NCSUPER System Basico.NET B vista Previa [ ] 30 10 @
100000000 P Servicio técnico DBR teléfono NCEUPER System Basico.NET o Vista Previa . 30 100 @
100000003 » TELEMARKETING NCSUPER System Basico.NET O vista Previa & 89200 9 3 w0 @

The following needs to be changed:

. .
e Disp de control Hunt Group for the outbound campaign
e Trunk Access Code Number used to get an outside line
. .
Click on the Routing tab to make further changes.
v o ‘g;Admwstraciéndecampaﬁas-Mndificacm’r\ |_| - B - & - [Zhpage -
Administracion de campaiias - Modificacion
Datos generales
(*) Nombre: TELEMARKETING | 1d: i
Descripcion:  [EMISICON Fecha de creacién: |
Detalles
Cache SMS  Alarmas  Opciones Avanzadas  Finales  Seamentos  Datos  Incentivos Importar Clientes
Parametros de campaiia
{*) Estado: ‘Ac‘ = v| (*) Fecha de inicio:  [22/01/2008 | (*) Fecha de final:  [31/12:2050
(%) Mareacién: [ \ista Frevia ~| Superviser: [ |iCSURER System ~| (%) Aplicacién: [ Basico NET v
Disp. de control: | | | Trunk Access Code: | | (%) Auto-Answer: | janual el
(=) Tiempo admin:  [30 | Planif. diaria: |;mmmam ...| (*) Max. #Intentos: [50
Cuota maxima: |0 | Cuota: |0 | (*) Prioridad:  j100
(7 ePresencial? [pemiic v (%) Dfas en histérico: g0 ] =) Canali [tekfon v
#) Identificar clientes:  [iio losirar partala v (*) Permitir altas: v () Permitir andnimos: [ 1o Permir Bl
T. Predictivo: [0 ] Facter llamadas predictive: | Maximas llamadas simultaneas:

NoAnswer timeout: 20 | Grabaciones: | sin grabacion ~|
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Click on the DN as highlighted below.

i} ke IE‘ Administracién - Camparia - Routing l l
evolutil:h‘ & Usuario: NCADMIN System Tipo: Administrador v.10.1.1130 EE 08/11/2011 13:16

I ¢ Administracién | @& Informes | J Configuracién

|:_|Puestos - Usuarios I_|Carn|:|aﬁas ﬁ-Sarvicios ‘= Argumnentarios 4 Grabadores P Mensajes @ Eventos

Administracion de camparias - Parametros de configuracion de Routing

B I IR

Parametros de configuracion de Routing para la campafia TELEMARKETING

(*) Tipo | Switch-based v

C i i da a las siguientes estrategias

Encaminamiento Descripcion

100000102 » 39200 DNIS DNIS

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

i}f R‘# [E‘ Administracion de estrategias - Modificacian l l
evolutiE® 2 Usuario: NCADMIN System [ | Tipo: Administrador | v.10.1.1130 EE

{4 Administracién | &= Informes | J Configuracion

;Puestos ;Usuarios i_-.jCampaﬁas ﬁéServicios iT Argumentarios 4 Grabadores B Mensajes I@Eventos

Administracion de estrategias - Modificacion

Parametros generales

1z:  [inoonnioz |

| = on: feszon | |

Descripcidn:  [DNIS |

Encaminamients: | gz "|

Parametros encaminamiento

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

Click on the Administracién tab followed by Servicios in order to associate the users with a
service. The user is actually associated with a service and this service can contain a number of
campaigns.

ﬁ' ﬂg? | # | Administracion de servicios - Listado ] ‘
evolutilfl & Usuario: NCADMIN System [} | Tipo: Administrador | v.1

& Supervision| | i & Administracién Informes | 4 Configuracion

=___I..; Puestos :& Usuarios !_:}Campaﬁas = Argumentarios % Grabadores B Mensajes @ Eventos

Administracion de servicios - Listado

Listado de servicios

Id. MNombre Campafias ACD
100000002 P ATEMCION AL CLIENTE 100 G

F ATEMCION AL CLIENTE
100000001 P Servicio técnico DBR
» Servicio técnico DBR teléfono

» Servicio técnico DBR. e-mail

100000003 I » TELEMARKETING I 101 (B

* TELEMARKETING

Click on Asignar participaciones to associate the users.

i} ke [g, Administracicn de servicios - Modificacidn l l

[+ # Administracion | g= Informes | /# Configuracién

. ~ F L - .
kel Puestos g Usuarios DCampanas Servicios Argumentarios 4 Grabadores Mensajes Eventos

Administracion de servicios - Modificacion
B Guardar y Cerrar @ Eliminar Asignar campanas Asignar participaciones Motivos de pausa

Parametros generales del servicio

Id.Servicio:  [100000003 |

(%) Nombre: [TELEMARKETING |

ACD: |1G1 |0 Contiene campafias que requieren de cola ACD switch-based.
Modo siguiente gestion: | sigtema v|
(*) Pausa tras gestion: |c |Tiemp0 en segundos que el sistema esperara para entregar la siguiente gestion.
Politica de seleccion: |pc|— antigiiedad en cola v| Criterio para la entrega de interacciones en cola a agentes.
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Select from a list of available users, located in the right hand column, and then the desired users
are added into the left column as shown below.

Administracion de servicios - Asignacion de participaciones

X Cerrar

Parametros generales del servicio

1d. Servicio: [10

Nombre:  [ATENCION AL CLIENTE

ACD: !0 Contiene campanfas que requieren de cola ACD switch-based.

Modo siguiente gestion:

Pausa tras gestidn: [0 | Tiempo en segundos que el sistema esperard para entregar la siguiente gestisn.

Politica de seleccion: | por antigiadad en cola Criterio para la entrega de interacciones en cola a agentes.

Participacién en servicios

Agentes disponibles

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

(] 1 DEMO , AGENT10

AGENTE DEMO

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

Dialer is used for predictive or progressive dialing on outbound campaigns. The default setup
includes four dialing devices on Evolution server. These devices can be viewed on the Evolution

server as shown below by opening Administrador Evolution Server and clicking on Conectar
to connect.

| Mombre de equipo o direccicn P |G

Puerta IP de administracidn |3588
Password para operaciones restringidas I

Conectar I

» L@ Accessoties
@ Intermet Explorer
I_Lkg Documents L4 @ Mortel Contact Center

Administrative Tools
Jq*  Settings 3
['-I’) Eh @ Evolution

f') Search » "+ Evolution Manager

Programs

(5] sitio ‘Web de Evalution

9 Help and Support £ Evolution iagent

[} Control Panel | “§ My Computer | ) C\Documents a... I ﬁ Internet Informa.. .
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Clicking on Gest Marc will show the configuration of the dialer on Evolution server.

M PEEMEEE= & @ 2
RETE
KTR | KTR ()] Administrador | Coordinader | BdD | BdD (21 Telefonl’ Disp. Marc. | Sites 4| ¥
Servidores de dispositivos de marcacion |
- . " |dent. | i | Puerto | Dispositivas |
Idertific ador | D'SWS“"’”S' Didler  127.0.01 3865 | HO0501.5025..
Direccién |P |

Puerta TCF |0 Afiadir | Guitar |

Timer de “watchdog' del gestor |10z [MR]Mm]Me]MNms]

Constante “Alpha" para célculo de medias exponenciales IU.U2

M2 minimo de muestraz |5 v agentes por camparia |10 para empezar a predecit
Tiempo maximo de inactividad para resetear los valores de una media |4k [Mh][Mm][Ms]
Timeout de ... peticidn IT ...marcaciin |453 ...alerta I'Im ...cola |5m [Mh][Nm][t =]
Tiempo max. ...ente la xfer y la confirmiacian W ...de blaquea de dispositiva |10m [Mh][MNm][ts]
Diuracian min./max. de una gestion para entrar en las estadisticas |2m_ 7m [NRIIM ][N =]
Tiempo de carencia de una marcacion que no ha encontrado marcadores ibres [10s [NAINmINs]

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

M rEEEEEE e a|E 2

o
KTR | KTR (2)] Administrador | Coordinader | BAD | BD (2] Telefonia | Gest.MarcSites ] |
— Dizpositivas de marcacidn i
— Dizpositivo . - |
Dizp. §1d.Thal | Equipa Thal |
I ™ Asociado a THAL 500 1
5 |
 Linea asociada de THAL ggg
Board / Channel ||:l ID
E quipo |
Afiadic | Quitar | L
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7.7. Configuration of ICR Evolution iAgent

Information on the installation of iAgent can be found at http://www.evolutioncallcenter.com/.
During the installation of iAgent, the IP Address of the Evolution Server and workstation must

be added as shown below.

% Instalacion de Evolution iAgent ¥10

' R Conliguracion de Datos thgent
= 'E\J'Dl Utl["-;ll Indique las caracteristicas solicitadas para la configuracidn de

Evolution idgent

Por Fawvor, indique las caracteristicas necesarias para Evolution idgent:

Cireccion del Servidor Evolution Serwver {direccion TCPJIP):
ejlik2
ej2:194.0,10.199

!_X.X.X.X |

Mombre del Puesto de Trabajo para el Cliente:
iPTxxx |

< fikrés ” Instalar l ’ Cancelar ]

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

O $ A& « » $ EH @ B N8 EH_ =

| Comectar  Refrescar

1 L. Y. o

x)
Inicio de sesion:

Usuario; AGENTE
Contraseiia: RS

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

plicacion:  Agente - A entario Teleforia  Ver  Awuda
| - . . — 3
O ¢ A& « » o = = B S8 EH.
| Conectar  Refrescar Inicio.  Rebroceder  Avanzar  Disponible  Presencial  Campanias: His Llarriar Wiska Argun,

J\“' Contestar \ Colgar & Patsar

Seleccione el servicio

I Seleccione el servicio: |

‘ 101 TELEMARKETING
Servicio kécnico DER
100 ATENCION AL CLIEMTE

X Cancel

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

& jAgent - AGENTE DEMO

Aplicacidn Agente  Argumentario  Telefomia  Ver  Ayuda

d § A « »| |8 @ B . N8 E. =

Descon..,  Refrescar oo Retroceder Svanzar | Disponible |Presencisl  Camparias  Hiskoricos Llarar Wista Argum:

I ;I iy Llamar J\..‘ Conteskar '\. Colgaf I\“ Pausar ‘i‘ Transferir

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

evoluticm)

Tiempo transcurrido: 0:20
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8. Verification Steps

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

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

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

T 2ix

=

2 [IP Otfice Phone: 89101 =] Line Propeis.. |

TF Office Phore G901

IF Dffice Phore: 69014

I Dffice Phome: 89015 T Phane Dialer

P Office Phone; 83015
IP Office Phone: 83017 other progiams le_Edit Help
IP Office Phone: 83015
S|P Office Phone: 65020 Cancel Humber to diak: - Speed dial
P Office Phone: 83021
IP Office Phone: 83022

W |IPDffice Phone: 83023
P Office Phaone: 89024

|

1P ffice Phone: 89300
. 1P Office Phone: 83301
IF Dffice Phone: 89302

_
- y

Microsoft

Windows Server

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

File Edt Tools Help

Mumber to dial: - Speed dial

T || [ |

Currently disling: 92012

e s

(== TS - S (T R X
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8.2. Verify that ICR Evolution iAgent can make calls using Avaya IP
Office lines
Log into the iAgent application as shown in Section 7.7. Click on Llamar to open the dial out

window. Enter the number of a valid extension and click Llamar within the dial out window. A
call should be initiated from the agent’s handset to the destination number.

8 iAgent - John Avaya

Aplicacidn  Agente  Argumentario Telefonia Yer Ayuda

d $ A « » § B @ B - ¢ E.E 3
Descon...  Refrescar et oceds ‘o Disponible  Presencial Campafias  Histérig L ista
| e oo Gotr o oo gl Moo
1001
(7] v,_L.m d4 -
oooIE AT - .
% & Puesto de Trabajo k‘? r}

'] - -

Este puesto de trabajo se encuentra en estado No
Disponible

evolutith

Ha alcanzado el objetivo INFOS: 1/1 - Ha alcanzado el objetiva INFOS: 1,

(Contacto 100 - ATENCION AL CLIENTE Campafia 4 PTS0001 o001 00:00
Dione Muevo estado=NO_DISPONIBLE. Causa=5e ha finalizada | llamada.
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9. Conclusion

[lustrated in these Application Notes are the procedures for configuring ICR Evolution to
interoperate with Avaya IP Office R7. In the configuration described in these Application Notes,
various types of calls including intra-switch, PSTN, outgoing and incoming calls were tested.
During compliance testing, all test cases were completed successfully as outlined in Section 2.1.

10. Additional References

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

[1] TAPI Link installation Doc # 15-601034 Issue 11d

[2] TAPI Link Doc # 15-601035 Issue 11f

[3] IP Office R7 Doc library

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

[2] Evolution Manual de Administracion y Referencia vi0
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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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