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Abstract

These Application Notes describe the configuration steps required for AdvaTel InTouch 1.0 to
interoperate with Avaya IP Office 6.0. InTouch is an add-in application for Microsoft Office
Outlook which runs on the user's Windows-based PC and integrates IP Office call
management and control with Outlook, MSN, Yahoo! and Skype. It enables the user to
optimize communications by providing consolidated presence information and by presenting a
variety of communication options such as voice, email, Short Message Service (SMS) and
instant messaging.

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 configuration steps required for AdvaTel InTouch 1.0 to
interoperate with Avaya IP Office 6.0. InTouch is an add-in application for Microsoft Office
Outlook which runs on the user's Windows-based PC and integrates IP Office call management
and control with Outlook, MSN, Yahoo! and Skype. It enables the user to optimize
communications by providing consolidated presence information and by presenting a variety of
communication options such as voice, email, Short Message Service (SMS) and instant
messaging.

AdvaTel InTouch integrates with Avaya IP Office using the IP Office TAPI2 Service Provider
configured as third-party call control mode on each user’s PC.

1.1. Interoperability Compliance Testing
The interoperability compliance test included feature and serviceability testing.

The feature testing focused on verifying the following on AdvaTel InTouch:

e Monitoring the status of users’ phone extensions to obtain presence information.

e Making outgoing calls using the InTouch Contacts List and Dial Box to internal, PSTN
and overseas destinations.

e Performing various call functions such as answer, hold, retrieve and end calls.

e Activating/de-activating features such as call forwarding and Do Not Disturb.

e Proper handling of call scenarios such as transferring and conferencing calls using the
phone.

The serviceability testing focused on verifying the ability of AdvaTel InTouch to recover from
adverse conditions, such as disconnecting/reconnecting the Ethernet cable to Avaya IP Office
and the PC running AdvaTel InTouch, and rebooting of Avaya IP Office.

1.2. Support
For technical support on InTouch, contact AdvaTel through the following:

e Phone: +61 3 86958695
e Web: http://www.advatel.com.au/
e Email: support@advatel.com.au
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2. Reference Configuration

Figure 1 illustrates the test configuration used to verify the AdvaTel InTouch solution. The
configuration was comprised of an Avaya IP Office 500 with connections to the following: two
Avaya 9640 IP Telephones, an Avaya 2420 Digital Telephone and an ISDN-PRI trunk to the
PSTN. Avaya IP Office Voicemail Pro was used as the voicemail system. AdvaTel InTouch was
installed on three desktop PCs. The Avaya C363T-PWR Converged Stackable Switch provided
Ethernet connectivity and layer 3 routing to Avaya IP Office, servers, desktop PCs and IP
telephones.

il ISDMN-FRI
Digital Telephone vaya IP Office 500
I 10.1.30.10

311 | o — Microsoft
_—— Exchange
PC running Microsoft Avaya CIGIT-PWR Server 2007

%P Professional, Stackable Switch | 10.1.10.100
Outlack 2003 and Lawr 3 Router

Avaya 9640 A\raya IP Office Manager /
IP Taleph-nma Avaya IP Office Voicemail Pro
x301 1302 10.1.10.135

PCs running Microsoft
Vista Business, Outlook
2007 and AdvaTel InTouch

Figure 1: Test Configuration
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3. Equipment and Software Validated

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

Equipment Software
Avaya IP Office 500 6.0 (8)
Avaya IP Office Voicemail Pro 6.0 (22)
Avaya 9640 IP Telephones (H.323) 3.1.1
Avaya 2420 Digital Telephone 6.0
Avaya C363T-PWR Converged Stackable Switch 4.5.18
Avaya IP Office TAPI2 Service Provider 1.0.0.35
AdvaTel InTouch 1.0.0.2178

Microsoft Exchange Server 2007

Service Pack 2

Microsoft Office Outlook 2003

Service Pack 3

Microsoft Office Outlook 2007

Service Pack 2

4. Configure Avaya IP Office

This section provides the procedures for configuring Avaya IP Office. The procedures include

the following areas:

e Verify IP Office license
e Administer System Parameters
e Administer Telephony Options
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4.1. Verify IP Office License

From the server running the Avaya IP Office Manager application, select Start > Programs >
IP Office > Manager to launch the application. Select the proper IP Office system, and log in
with the appropriate credentials.

The Avaya IP Office R6 Manager screen is displayed. From the configuration tree in the left
pane, select License > CTI Link Pro to display the CTI Link Pro screen in the right pane.
Verify that the License Status is Valid.

ﬁ'i Avaya IP Office R6 Manager SGIP500 [6.0(8)] [Administrator{Administrator}] ) = |EI|5|
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Edit  Wew Tools Help
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4.2. Administer System Parameters

From the configuration tree in the left pane, select System > SGIP500, where SGIP500 is the
name of the IP Office system in this test configuration. Select the System tab and uncheck
Avaya HTTP Clients Only. This will allow AdvaTel InTouch to query the IP Office phone

directory.

{ll Avaya IP Office R6 Manager SGIP500 [6.0(8)] [Administrator{Administrator}]
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4.3. Administer Telephony Options

From the configuration tree in the left pane, expand Users and select a user that will be using
AdvaTel InTouch, in this case “301”. Select the Telephony tab followed by Call Settings tab.
Check Offhook Station to allow InTouch control of the user’s extension. Repeat this step for all
users of AdvaTel InTouch.
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5. Configure AdvaTel InTouch

This section provides the procedures for configuring AdvaTel InTouch on the users’ PCs. The
procedures include the following areas:

e Administer IP Office TAPI2 Service Provider
e Administer Dialing Rules

e Install AdvaTel InTouch

e First Run

For instructions on the licensing of AdvaTel InTouch, refer to [2].
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5.1. Administer Avaya IP Office TAPI2 Service Provider

The Avaya IP Office TAPI2 Service Provider can be installed from the IP Office User CD that
came with the system, or downloaded from the Avaya Support website. From the user PC, select
Start > Control Panel > Phone and Modem Options, to display the Phone and Modem

Options screen. Select the Avaya IP Office TAPI2 Service Provider entry under the
Advanced tab, and click Configure.

«# Phone and Modem Options @

| Dialing Rules | Maodems | Advanced

o -; The following telephory providers are installed on this computer:

Praoviders:

Microsoft HID Phone TSP

MONS Prosgy TAPI Service Provider
TAP| Kemel-Mode Service Provider
lUnimodem 5 Service Provider

[ Add... ] [ @Eﬂmnve ] [@anﬂgurﬂ...]
[ QK ] [ Cancel ] Anphy
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The Avaya TAPI2 configuration screen is displayed. For Switch IP Address, enter the IP
address of Avaya IP Office. Select the radio button for Third Party, and enter the IP Office
System Password into the Switch Password field. Click OK. Reboot the user PC to effect the

change.
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5.2. Administer Dialing Rules

From the user PC, select Start > Control Panel > Phone and Modem Options, to display the
Phone and Modem Options screen (not shown). Under the Dialing Rules tab, configure a
location as per the user’s requirements. AdvaTel InTouch uses the Dialing Rules settings to
translate the telephone number to be called when making an outgoing call. The following shows
the location settings used during the compliance testing.

& Edit Location (3]

General |.-’-'\I‘BEI Code Rules | Calling Card!

E Location pame:  Singapare Offics

Specify the location from which you will be dialing.

Country/region: Ares code:

[ Singapore -

Dialing rules

‘When dialing from this location, use the following rules:

13}

Tao access an outside line for local calls, dial:

w

To access an outside line for long-distance calls, dial:
Uz this camer code to make long-distance calls:

Use this camier code to make intemational calls:

[ To disable call wating. dial:

Dial using: @ Tone ) Pulse
| 0K | ’ Cancel Ap
JC; Reviewed: Solution & Interoperability Test Lab Application Notes 10 of 16

SPOC 10/19/2010 ©2010 Avaya Inc. All Rights Reserved. InTouch-IPO



5.3. Install AdvaTel InTouch

Launch the InTouch setup executable file on the user’s PC to start the installation. The following
steps will be presented:

e On the Welcome Screen, click Next.

e Accept the license agreement and click Next.

e Choose whether or not to enable Yahoo! Messenger integration and click Next.

e Enter the IP address of the IP Office in the Switch IP Address field and click Next.

[71 Setup - InTouch (o] @ 3]
IP Office address
Enter or corfimm the IP address of the switch ["

Enter the IP address of the IP Cffice switch. This makes directory information
available and increases the information available about an extension.

The address of the [P Office switch must be in quad-dotted form.
For example 152.168.254.1

Switch IP Address: 10.1.30.10

[ < Back “ Mext = |[ Cancel

e On the Select Destination Location screen, click Next.
e Click Install to begin installation and click Finish when completed.
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5.4. First Run

From the user PC, launch Microsoft Office Outlook. When running AdvaTel InTouch for the
first time, the user will be prompted to select their telephone extension from the list of IP Office
extensions.

[ &\E Inbox - Mi = X l
File Edit View Go Tools Actions Help Type a question for help -
P New - @8l 3 X | SuReply @ Replyto All i Forward | B5 W | [ Send/Receive ~ [ | [ Search address books - | @ =
: User One Call.., v Instant Message..~ Email..= SMS...~ Schedulea call..> Fomward to Voicernail Forward To... = Clear Call Forward Do not Disturb s

Mail « || 3 Inbox [Search Inbaox Plx
Favorite Folders 2 ||B, % [ 8/ From Subject Received Size Categor.. ¥ |A - .
[ Inbox | Sezict = | ! Missed calls |
4 Unread Mail =l Date: Tuesday B C oeitact= |
[=3 sent Items ' UserOne Hello Tue9/1.. 6 KB =
Mail Folders 2 ] \UserOne Accepted: Another mesting Tue9/1l.. 5KB Prime Contacts
All Mail Items L (Telent tencion for TeTouch i
Q ; =) Date: Three Weeks Ad ﬁfeiephone extension for InTouch i
=] @5‘ Mailbox - User Three = = il
(& Deleted Items t:& User Two | Please provide your telephone number: 3 -
Drafts t UserOne
I;_TQInbox
L@ Junk E-mail i’ OK i [ Cancel ]
L3 Outbox
LE) RSS Feeds
L= sent Items
= L@ Search Falders
Hello
vvvvv User One
Iﬂ Mail Sent:  Tue 9/14/2010 5:01 PM
¥ User Three
Fs
= Testin
|83 contacts B L
o] Tasks !
Enter number.. | |
L@ - L kg @0
All folders are up to date. |£3 Connected to Microsoft Exchange ~
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To configure additional options for InTouch, select Tools > Options and select the InTouch
Options tab as shown below.

o

Optiens
Preferences I Mail Setup I Mail Format I Spelling |
Other | Delegates || InTouch Cptions
General
Language: |English (United States
IP Office
/"-! Configures the parameters to use for IP Office operations

Switch IP address: 10.1.30.10

Extension: | 321 v|

| Set Forward Targets |

EMAIL 5M5

Set the options for Email SM5S service

Advanced Options

Intra-Company dialling
[7] Enable Intra-Company Dialling
Intra-Company number length: |1

Intra-Company dialling prefix:

[ oK ]| Cancel I Appl

6. General Test Approach and Test Results

The feature test cases were performed manually.

Incoming and outgoing calls were made using AdvaTel InTouch to various destinations such as
internal extension, PSTN and overseas. Call control functions such as answer, hold and end calls
were exercised using InTouch. Other call functions such as call transfer and conference were
performed using the telephone and the proper states of the calls at the telephones and desktop
screens were verified.

The serviceability test cases were performed manually by disconnecting and reconnecting the
Ethernet cables to Avaya IP Office and the user’s PC, and by rebooting the IP Office.

All test cases were executed and passed. An issue was found where the numbers to be dialed
were translated wrongly for locations or telephone numbers without area code (e.g. Singapore,
Hong Kong). AdvaTel fixed the problem in build 1.0.0.2191.
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7. Verification Steps

This section provides the tests that can be performed to verify proper configuration of Avaya IP
Office and AdvaTel InTouch. From the user’s PC, make a call to another user and verify the

accuracy of presence states of the users’ extensions, as denoted by the phone icon. Perform call
control functions such as hold and hang up using the appropriate buttons on the InTouch panel.

._._'\_,_ Inbox - Micresoft Qutlook = = x
File Edit Yiew Go Tools Actions Help Type a question for help -
EJ_']NEW - ugb (A3 x & Reply (=g Reply to All () Forward L\ 4 —j Send/Receive - [*% | [F}] Search address books - i@ =
} User One Call... = Instant Message...~ Email.. ~ SMS,..~ Schedule a call.. = Forward to Voicemail Forward To..~ Clear Call Forward Do not Disturb =
Mail « || 3 Inbox |Sea|'-:h Inbox R '| ¥
Favorite Folders 2 || ¢ B 3 From Subject Received | Size Categar... % | -
[} Inbox ] i i Missed calls
O Unread Mail (=) Date: Tuesday Akl Contacts:
L= sent Items i) UserOne Hello Tue9/1.. 6KB s
Mail Folders & ] UserOne Accepted: Anather mesting Tue9/1.. 5KB Prime Contacts
J2| Al Mail Items - 3 e
JA (=] Date: Three Weeks Ago (=) Alex (301) (=] =
H @%alétl?:t;;l;teerr:?ree L% User Two  RE: Testing email Thus/2... 9KB Phone: 301
(7 Drafts (=3 User One Testing email Thu /2. 3KB Email: userl@sglab net
[ Inbaox Business: 68721201
L@ Junk E-mail Cell: +5598635000
L3 Cuthox ==
= = (302)
[ RsS Feeds (=) Ben 302) =™
[ sent Items Phone: 302 =
® L@ Search Folders (%) Jason Chia
Hello -
vvvvv User One —
[~} Mail Sent: Tue 9/14/2010 5:01 PM c‘) Alex §01)
To User Three & | 0:03
| Calendar = == P —
- Testin
|8=| contacts e
Hold  Call back Hang up
@ Tasks
o] O3 [@ - I _
(<] e o0
4 Items All folders are up to date.  £3 Connected to Microsoft Exchange =

8. Conclusion

These Application Notes describe the configuration steps required for AdvaTel InTouch 1.0 to
successfully interoperate with Avaya IP Office 6.0. All feature and serviceability test cases were
completed successfully. An issue was found where the numbers to be dialed were translated
wrongly for locations or telephone numbers without area code (e.g. Singapore, Hong Kong).
AdvaTel fixed the problem in build 1.0.0.2191.
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9. Additional References

This section references the product documentation relevant to these Application Notes.

[1] IP Office 6.0 Documentation CD, February 2010, available at http://support.avaya.com/.
[2] AdvaTel InTouch Administration Guide, 2010.
[3] AdvaTel InTouch User Guide, 2010.
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Avaya and the Avaya Logo are trademarks of Avaya Inc. All trademarks identified by ® and
™ are registered trademarks or trademarks, respectively, of Avaya Inc. All other trademarks
are the property of their respective owners. The information provided in these Application
Notes is subject to change without notice. The configurations, technical data, and
recommendations provided in these Application Notes are believed to be accurate and
dependable, but are presented without express or implied warranty. Users are responsible for
their application of any products specified in these Application Notes.

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