AVAYA

Avaya Solution & Interoperability Test Lab

Application notes for Inova LightLink Middleware v5.11.69
with Avaya Aura® Contact Center’s Contact Center
Manager Server module Release 6.4 — Issue 1.0

Abstract

These Application Notes describe the configuration steps required for Inova LightLink
Middleware v5.11.69 to interoperate with Avaya Aura® Contact Center’s Contact Center
Manger Server (CCMS) 6.4, using Real Time Data (RTD). Inova LightLink Middleware
collects real time statistics from Contact Center Manager Server 6.4 and publishes this data to
clients.

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

RS; Reviewed: Solution & Interoperability Test Lab Application Notes 10f 32
SPOC 7/10/2014 ©2014 Avaya Inc. All Rights Reserved. LightLinkAACC64



1. Introduction

The purpose of this document is to explain the configuration steps required for Inova LightLink
Middleware v5.11.69 (Herein referred to as LightLink) to interoperate with Avaya Aura®
Contact Center’s Contact Center Manger Server 6.4. LightLink interfaces with the CCMS and its
internal database, collects and sorts the data, and prepares it for display on a variety of media.

2. General Test Approach and Test Results

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

DevConnect Compliance Testing is conducted jointly by Avaya and DevConnect members. The
jointly-defined test plan focuses on exercising APIs and/or standards-based interfaces pertinent
to the interoperability of the tested products and their functionalities. DevConnect Compliance
Testing is not intended to substitute full product performance or feature testing performed by
DevConnect members, nor is it to be construed as an endorsement by Avaya of the suitability or
completeness of a DevConnect member’s solution.

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

Connection to the CCMS is established and stay connected.

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

Making test calls to invoke changes in the values of the published statistics.

Comparing the values with the CCMS statistics and verify they match with the LightLink
published output.

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

2.3. Support

For technical support on LightLink, please contact Inova technical support team:
e Telephone: 1.800.637.1077 ext. 2
e Email: support@inovasolutions.com

e Web Site: http://support.inovasolutions.com (requires login obtained from your Inova
Support Agreement)
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3. Reference Configuration

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

Emulated PSTN
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10.10.97.51
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Figure 1: Test Solution Configuration.
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4. Equipment and Software Validated

Equipment Software/Firmware
Avaya Communication Server 1000 7.65
Avaya Contact Center Manager Server OS Win2008 Server R2 Standard SP1
Avaya Aura® Contact Center Manager Server 6.4.212.0
Avaya Aura® RTD SDK 6.4

Avaya IP Desk phones as Agents:

o 1150E (UNIStim) 0x27C8Q
o 1165E (UNIStim) 0x25C8Q
Inova LightLink Server OS Win2008 Server R2 Standard SP1
Inova LightLink Middleware Application 5.11.69
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5. Configuring the Avaya Contact Center Manager Server

This section describes the steps to configure the CCMS, so that the LightLink is able to connect
to the CCMS. Assumption is made that the CCMS is installed successfully and all the required
scripts are running. Assumption is also made that the CCMS is interfaced and working
successfully with the Avaya Communication Server 1000 (Communication Server 1000). For
additional information on CCMS and Communication Server 1000 installation and configuration
refer to Section 9.

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

5.1. Configuring a New User

This section explains the steps to add a new user that is required to interface and connect to the
LightLink system. To add a new user, navigate through Start = All Programs = Avaya 2>
Server Utility on the server the CCMS is installed on (not shown).

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

Avaya Contact Center Manager - Server Utility Login ﬂ I
Uzer D || Ok |
Pazaward: I Cancel |
Server Mame or IP Address: IEH""'E'EIEEE2 j

Axapa Contact Center Manager Server Utility, YWWerzion
8005

Copyright & 2010 Awvapa Inc. All Rights Bezerved.. ﬁl
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Screen below shows the Server Utility main screen.

% Awaya Contact Center Manager - Server Ltility - amlaacc62

File Miew Utlities ‘Windows Help

= 8 o

[#-{@] User Administration
[+-gal System Administration

To add a new user, expand the User Administration tree and double-click on Users as shown
in the screen below.
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File Wiew Utiities ‘Windows Help
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Screen below shows the Users screen. Click on File and select New.

& Users - amlaacch2 =]
File Wiew Help
Propetties... Alt+Enter U
Delete Del I Title Departrent Language
PHint, ., ChrH-P
Close AleHF4
4| | 2
Creake 3 new user WM A
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Screen below shows the New User being configured. Populate the First name and Last name
fields that is seen under the General tab.
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Test Innova - User Properties K E3
Desktop I
Eirst name: ITESt
Lazt name: IInnnva
Comrments: ;I
=
Title: |
Departrment; ||
Language: I Enalizh j
Save I Cancel Help
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From the Desktop tab populate the User ID field and select Call Centre Admin under Access
Class field as shown in the screen below. Click on Reset Password to continue.

Test Innova - User Propetties
" General " Desktop |

User |0 IIightIink Fezet Pazsword |

Paszwaord retry count; IEI v Pazsword Expires

Ilzer dezktop status:

E. Lock Ot |

deocess Class Call Centre Admin j

{None = no accezs rights:
adminGroup
:Call Centre Sdmin

Save I Cancel Help

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

Reset Password I

Change the pazsword far the cumrent user

Mew Pazzwaord:

Canfirrn Mew Passward:

di

I Cancel
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To confirm the configuration of the New User created, exit from the Server Utility application
and navigate back to it as explained in Section 5.1.

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

Avaya Contact Center Manager - Server Utility Login

AVAYA

User ID: [lightlink
Pazzword: |**”***”>1 Cancel
Server Mame or IP &ddress: IamlaaccEE j

Byaya Contact Center Manager Server Utility, WYerzion
a005

Copyright & 2010 &vapa Inc. All Rights Rezerved.. Llzp

bl

While logging in for the first time using the new user, the system forces the password to be
changed. Click on Change Password as shown in the screen below.
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Configure the required fields and click on OK to complete the changing of the password as

shown in the screen below.

Change Password E |

Change the pazsword for the curent uger

0ld Pazsword:

MHew Paszward:

Cancel

Canfirm Mew Paszword:

Plel

Help

6. Configuring the Toolkit for LightLink

This section explains the steps required to install and configure the Avaya Aura® RTD SDK
Toolkit that is used by the LightLink Middleware to interface with CCMS. Assumption is made
that LightLink Middleware has been successfully installed and configured. The section also
explains the LightLink configuration using the LightLink Administrator. For complete
information on LightLink installation and configuration refer to Section 9.

6.1. Installing and Configuring the Avaya Aura® RTD SDK Toolkit

Start the installation of the Toolkit by running the Avaya Aura RTD Toolkit Install &
Configuration.exe file. Screen below shows the first stage of the installation screen. Click on

Next to proceed.
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f HAvaya Aura RTD 5DK Installer and Configuration

Welcome to Avapa dura RTD SDE Inztaller and Configuration
Setup program. This program will install Avava Aura RTDSDE,
verzion B.4 and modifiv the Nartel registry entry with the comect
Host Hame and IF &ddress settings.

It iz strongly recommended that you exit all Windows programs
befare running this S etup Program.

Click Cancel to quit Setup and close arw programs you have
wnning. Click Mext to continue with the Setup program.

WARMNIMG: This program is protected by copyright law and
international treaties.

Unauthorized repraduction or distribution of this pragram, or any

portian of it, may result in severe civil and criminal penalties, and
will be prosecuted ta the maximum extent poszible under law.

Caricel |

==
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Screen below shows the screen where the user can select the destination folder where the toolkit
will be installed. During compliance testing the default path was chosen. Click on Next to
proceed.

= Avaya Aura RTD SDK Installer and Configuration @

Destination Location A
(4o

Setup will copy the Avaya Aura RTD SDE Inztaller and Configuration in the following folder.
To install into & different folder, click Browse, and select another folder.

Y'ou can chooze not to install Avapa dura RTD SDE Installer and Configuration by clicking
Cancel to exit Setup.

Destination Folder

C:\Program Files [#86]\nova Solutionshdyvaya Aura RTD SDK Toalkit Browse. .

ize Inztallation Wizard®

¢ Back Cancel |

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

7 Avaya Aura RTD SDK Installer and Configuration

Start Installation

'ou are now ready to ingtall Avapa dura RTD SDE Ingtaller and Configuration.

Prezs the Mext buttan to begin the installation or the Back button to reenter the installation
information.

ize Inztallation Wizard®

¢ Back Cancel

Click on Next as shown below to proceed.
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P Avaya Aura RTD 50K Installer and Configuration @

Avaya Aura Contact Center Manager Server (CCMS 6.4) - Real Time

The Awaya dura BTD SDE toalkit will now be installed.

PRy

**Pleaze make sure to select ANS| during the installation wizard and dezelect Unicode.

hfize |nstallation Wizard®

¢ Back Cancel

Click on Next to proceed.

{7 RTDSDK Setup = = (==

Welcome to the RTDSDK Setup
AVAYA  wizard

This wizard will quide you through the installation of RTDSDE,

Itis recommended that you close all other applications

before starting Setup. This will make it possible to update

relevant system files without having to reboot your

computer,

Click Mext to continue.,

Contact Center
Manager Server

< Back “ Mext > i I Cancel
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Screen below shows where the user can select the destination folder RTDSDK to be installed.
During compliance testing the default path was chosen. Click on Next to proceed.

{71 RTDSDK Setup o @ |25
AVAYA Choose Install Location

Choose the folder in which to install RTDSDE.

Setup will install RTDSDK in the following folder. To install in & different folder, did: Brawse
and select another folder. Click Install to start the installation.

Destination Folder

Space required: 5.0MB
Space available: 263, 2GE

[ < Back ][ Install ] [ Cancel ]

As shown below select RTDSDK Ansi, as a type of Setup, and click on Next to continue.

{77 RTDSDK Setup o ® s
AVAYA Choosze Components

Choose which features of RTDSDE you want to install.

Chedk the components you want to install and uncheck the components you don't want to
install. Click Mext to continue.

Select components toinstall: | [] RTDSDK Unicode L tliool
Space required: 5.0MB
< Back H Mext = ] l Cancel
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After the installation completes the screen as shown below is seen. Click on Close to complete
the installation of the RTDSDK.

.7 RTDSDK Setup ==

AVAyA Installation Complete

Setup was completed successfully.

Completed

Show details

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

7 Avaya Aura RTD SDK Installer and Configuration @

Host Name and IP Address A
(1

Host Mame: LC170100
IP Address: 10.10.231.75

Host Mame and IP Address conmect™

ize Installation Wizard®

Mo Cancel
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Click on Next below to proceed.

= Avaya Aura RTD 5DK Installer and Configuration

Host Name and IP Address

Thig inztaller will now place the Host Mame and IP Addresz into the Mortel registiy key.

Haost Mame: LC110100
IP Addrezs: 101023175

Wize Installation “Wizard®

< Back Cancel

Click on OK to proceed.
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Screen below shows the Aura CCMS Login ID, Aura CCMS Password and Enter IP
Address that needs to be populated by the user. Click on Next to continue once the required
information is entered. This information is configured in Section 5.1.

& Avaya Aura RTD SDK Installer and Configuration @

Enter the Avaya Aura CCMS ID and Password

Lura CCMS Lagin 1D; |Iightlink

Aura CCMS Pazswaord: |_

Enter the IP address of the Avaya Aura CCMS

Enter IP Address | [10.10.97 51

Cancel |

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

b Avaya Aura RTD 5DK Installer and Configuration @

Fleaze zelect the specific tables from which data will be polled.
Select if Interval-to-date, Moving Window ar if bath will be requirsd.

Timing Tables

v Interval-to-date ¥ Application

W b oving YWindow F Skillzet
¥ &sgent
™ Madal

VR
[T Route

Cancel
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Click on Finish to complete the Toolkit installation and configuration as shown below.
(=8

Avapa fura RTD SDK Inztaller and Configuration has been
successfully installed.

& Avaya Aura RTD SDK Installer and Configuration

Flease verify the NI haz been configured conrectly. Press the
Fimigh button to exit this installation.

For the RTDSDK toolkit to be accessible to LightLink, you will need to add the location of the
appropriate binaries to the host machine’s PATH. For the default install location, add this to the

path:
C:\Program Files (x86)\Avaya\RTDSDK\Ansi\bin

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

File Edit Format WYiew Help
[General]

Description=NT Symposium
SourceDataType=recordstream
Reportcount=1
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kile  Edit  Fermat  Niew Help

|”j NEW_LL_SYMPOS_template.ini - Notepad | =N Eom™<=

g

# configuration file for the LightLink NT Symposium service - Including the Queries

S ———_——————

#

# autoconnect = This indicates if the connections to LightLink and the symposium should be made
automatically at application startup and when the Symposium is abnormally

# disconnected. 1 enables autoconnect feature, 0O disables. The default is 1.

# This can be changed by checking/unchecking the Autoconnect menu item of the File

menu.

#

# pumpDatastream = when this flag is set to 1, the data stream that is sent to LL is dumped

# to the service's log file. A 0 (the default) turns off the dump.

#

[LL_sYMPOS]

autoconnect=1
DumpDatastream=1

m

Note: During compliance testing, a slightly modified version of the SDF file to expand the
available agent data for LightLink was used. Modifications included:
e Explicit naming of Keys in the RTD data stream

e Renaming of some SKLSET data fields to be more up-to-date; e.g. “Agent on

Network ICCM Call” was renamed to “Agent on Network Skill Call”

e Inclusion of Moving Window reports; the default SDF only includes Interval-to-

date reports
None of these modifications are necessary for functional reporting of Interval-to-date
Application, Skill, or Agent data.
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6.2. Configuring the LightLink using the Administrator

To access the LightLink Administrator application on the system it is installed, navigate through
All Programs = Inova Solutions=> LightLink Middleware = Administrator. The
LightLink Administrator window is seen as shown below.

Tools Window Help

DEEKEE2OE0860 v af

© Startup ¥View

st Vi or
Global View
from the tabs
below.

=
=
-
=]
{=
20
-
]
>
(o)
=

) startup @ bl view
Tnova LightLink | Ready | | 4
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Select Host View to view the Host View of the LightLink System as shown below. To start
configuration obtain Config Permission and then proceed to configure.

| Startup Yiew

t
Host View or
Global View

=4
£
-
=
L
20
|
@©
>
(o)
=

| © st 1o v | @ etven|

[inova Lighttink | nfiguration Permission

& [ Configuration Permission Enabled
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After obtaining the permission to configure, the next step is adding a Data Source. To add a

Data Source, right click on the External Input Manager and select New External Data
Source as shown below.

Q Administrator LightLink

File Edit View Tools MWindow Help

DEH kS % 200066660 2 (@
Host Yiew of LightLink System 1 x
= h Inova
E| E! Serverl
i Auditor
[+ !; Client Manager
=

- Add To View Window ...

nput Manager

‘ Avaya dura
_ﬁ Object Bus

- [E8] Output Manager
@ Site Monitor

-- Supervisor Database Connection

[Mews External Data Source ...

Stop Component

Ostartup | 0 Hast view ‘ @ Global view

[Inowa LioheLink Create a new child item.

Select Avaya Aura for New External Data Source and click on OK to continue as shown
below.

Mew External Data Source E

tzpect Real Time Bndge
Genesys

Interactive Inteligence
MHortel Sympogium

[&wapa Aura

Ok I Cancel Help
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Screen below shows the External Data Source Properties window where user needs to
populate the Name field and select the INI file that was configured in Section 6.1.

External Data Source Properties

Properties |

Mame: I Avava bura

INI Filename

IMI File MUST reside in the Serverisrecfgldsms directary,

Edit... Browse, ..

oK I Cancel Help
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Screen below shows the NEW_LL_SYMPOS_template.ini file being selected

[N select File [ x|

LL_RTE_template.ini ﬁ htCCmis.:
LL_S¥MPOS_template.ini B ntman.ds

MEW _LL_SvMPOS_template.ini @ nkmas. sc
MEW_Syriposium_Fislds. sdf MHTMax_
ntcomiz.dss @ nkmar_

|| I

File: (NEW_LL_SYMPOS_template.ini Select |
Caticel |

Click on OK as shown below once the External Data Source Properties configuration is

completed.
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Properties |

Marne: I Avava Aura

IMI Filename

IMI File MUST reside in the Serverisrechgidsms directory,

I MENY_LL_S¥MPOS_template ini

Edit. . |

oK Cancel

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

& administrator LightLink

File Edit View Tools Window Help

DEHES % S0P 0669 7 (af

Host Yiew of LightLink System

= h Inova

E|EI Serverl
i Auditor

!i Client Manager

E|- g E External Input Manager

e B

== Input Managz:

| B Avayy

e ﬁ Object Bus‘ Mewvs Data Source Connection.. .

Cutput Ma

@ Sike Monito

e SUpEryisar

Add To Yiew Windaw ...

Stop Component
Import DSM ..

Properties ...

Configure Contracts ..,

‘ @Startup ‘ [0 Host Yiew | .G\obal i |

Select Avaya Aura as shown below and click on OK to continue.

Mew Data Source E
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Wepect RealTime Bridge
1 zpect LIP

dyapa Aura

Wvapa BCMS

WEaapa CMS

Wvapa BT Socket
Wyapa BTa

Cizco UCC Enterprize
Cizco UCC Express
Genesys GIS or Stat Pump
IMIM CIC 3.0

IMIM CIC 4.0

[T (T e

0k I Cancel Help

s
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Screen below shows the values populated by default in the Avaya Aura Properties window

under the General tab.

| Connactionl Sett\ngsl 55H I

Mame IAvaya Aurd

Server D 7337

Frefered D |1

i~ Remate
Huost I Server] j

Ok I Cancel | Help |

Screen below shows the values populated in the Avaya Aura Properties window under the

Connection tab.

e Connection port: Select TCP/IP Connection from the drop down menu.
e Hostname or IP address: This is the IP address of the CCMS.
e Listening port: 6000 was used during compliance testing.

RS; Reviewed:
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" General Settings | SSH |
Connection pert: | TCP/IP Connection =l

Hozthame or IP address: I'I 0.10.97.51

Ligtening port: IEDDd

QK I Cancel Help
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Screen below shows the Avaya Aura Properties window where under the Settings tab user

needs to populate Data format file field by selecting the sdf file that was configured in Section
6.1.

Avaya Aura Properties E
. Generall Connection | Settings | S5H I
Filez

Files MUST reside in the Server\srvcighdsmes directony.

[rata farrmat file: Iavaya_aura.sdf

Script file: Ia\raya_aura.dss

Edt. |

— Timing

Connect timeout [zec. ] : I'I a 3:
Digconnect imeout [zec.] I'I 1} 3:
[ ata timeout [zec.) : ISD 3:

v Automatically reconnect if data timeout occurs

Advanced... |

(n]4 | Cancel | Help |

Screen below shows the NEW_Symposium_Fields.sdf file being selected.

EX select File
B |MIMD atas cope. sdf @NTS}'ND
iMEW_Sumposium_Fields, sdf @ rockgal.s
BH rtcomis. sd B rockaal_
B ntrmas. sdf B rockspec
BH ntrnax_ACDDMN_contract. sdf & rolm s
r ol
File: |MEW_Symposium_Fields zdf Select |
Cancel |

Note: During compliance testing the modified .sdf as mentioned in Section 6.1 was selected.
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Click on OK to complete the information of the Avaya Aura Properties as shown below.
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Avava Aura Properties

-Generall Cohkection  Settings |SSH I

 Files
Filez MUST reside in the Serverhsrvcighdsms directory,

Data format file: INEW’_Sympnsium_FieIds. adf

Script file: Iavaya_aura.d&&

Edi... |

— Timing

Cannect timeout [zec.] I'l 0 3:
Digcannect timeout [zec.] I'l 0 5:
Diata tirmeout [zec.] : IBU 5:

v Automatically reconnect if data imeout occurs

Adwanced... |

Ok | Cancel Help
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Screen below shows the window after the completion of the configuration.

File Edit Wiew

& administrator LightLink

Tools  Window Help

DEH EE %208 0066 235

Host ¥iew of LightLink System

X

= h Inova

= E! Serverl

B

-8

= Input Manager

i Auditor

Client Manager
= E External Input Manager

Avaya Aura

Avaya Aura

= Objert Bus
Output Manager

€ Site Moritor

@ Supervisor Database Connection

@Startup B0 Host: View ‘ .Glohal Wigi |

Screen below shows the attributes that can be monitored under Agent:Agent6 1150E, which

represents a typical agent report.

File Edit ‘iew Tools ‘Window Help
Do B e | 32| & @@. f“#'JE‘)@ 4 [%ﬁ

Host ¥iew of LightLink System

COCDCEEOEOEDD

Agent:Agents 1150E

Agent:Agenté 1150E:ACD Call State
Agent:Agenté 1150E:DM In Call State
Agent:Agenté 1150E:0M Out Call Skate
Agent:Agents 1150E:MACD Call Skate
Agent:Agents 1150E:Position ID

Agent: Agents 1150E; Skillset 1D
Agent:Agentd 1150E:Stake
Agent:Agentd 1150E: Supervisor Login ID
Agent:Agentd 1150E: Supervisor User ID
Agent:Agentd 1150E:Time in DM In
Agent:Agentd 1150E:Time in DN Cut
Agent:Agents 1150E:Time in MGCC State
Aagent:Agents 1150E:Walkaway State

- Agent:Agent? 1165E
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Screen below shows the attributes that can be selected to be monitored by the user. The values
under the Field Value column will change based on RTD available from the CCMS.

@ Administrator LightLink - [K.idt]

Ble Edt wew Toos window Help _@x
DERHES =200 6066 2 a)
Host ¥iew of LightLink System BX () Kide Jb5
- | [ teem pame [ 1tem 1o [ Field value [ Field ... .]
B2 application:50_Scanned_Primary:Calls Abandoned Delay JSRY=7IFFSRC=1/FLD=3  0:00;00 TIME
B2 application:50_Scanned_Primary:Calls Abandoned After Thresh  [SRY=7337/SRC=1/FLD=2 O UINT32
E Agent:Agents 1150E:ACD CAll State B agert:Agent? 1165E wWalkaway State JSRY=7337/SRC=1/FLD=653 - STRING
B Agent:Agentt 1150E:DN In Call State E agent:Agent? 1165E:Time in NGCC State |SRY=7337|SRC=1/FLD=654 1:30:43 TIME
B Agent:Agente 1150E:DN Out Call State B agent:Agent? 116SE:Time in DR Out JSRY=T7337{SRC=1/FLD=657 0:00:00 TIME
B AgentiAgents 11S0E:NACD CAll State B Agenkt:Agent? 1165E:Time in D In SRV=7337jSRC=1/FLD=656 0:00:00 TIME
"B Agent:Agentt 1150E:Position I E Agent:Agent? 1165E Supervisor Liser ID SRY=7337/SRC=1/FLD=6538 STRING
B AgentiAgents 1L50ESidlset I ) Agert:Agent7 1165E:Supervisor Login ID JSRY=TIITISRC=1/FLD=647 12345 umTIZ
-E) Agent:Agentt 1150E:Stat
B2 AgentiAgent e B Agent:Agent7 1165E:State JSRY=TITISRC=1/FLD=648 LOGGEDOUT STRING
ED AgentiAgents 1150E:Supervisor Login ID
B Agert:Agent? 1165E:Skillset 1D JSRY=T337/SRC=1/FLD=655 STRING
B AgentiAgents 1150E:Supervisor User ID )
B Agerk:Agent? 1165E:Position 1D JSRY=T337(SRC=1JFLD=659 1006 UINT32
-E) Agent:Agents 1LS0E:Time in N In
B Agert:Agent? 1165E:NACD CAll State JSRY=T337(SRC=1/FLD=651 - STRING
ED AgentiAgents 1150E: Time in DN Out =
) AgentiAgents 11506 Time in NGCE State Agenk:Agent7 1165E:DN Ouk Call State JSRY=TIFF(SRC=1/FLD=645 - STRING
B Agent:Agents 1150E Wakaway State 2 Agerk:Agent? 1165E:DN In Call Stake JSRY=7337(SRC=1/FLD=650 - STRING
[ Agentidgenty 1185 __| | B agent:Agent7 1165E:ACD CAll State JSRY=7337(SRC=1/FLD=652 - STRING
- [ ApplicationACD_DN_Application B2 Agert:Agents 1150E:Walksway State JSRY=7337(SRC=1/FLD=666 |- STRING
[ [ Application:EM_Email_Primary 2 Agert:Agents 1150E:Time in NGCC State JSRY=7337/SRC=1/FLD=667 | 1:29:03 TIME
[ [0 Applcation:Fx_Fax_Primary 2 agert:Agents 1150E:Time in DN Out JSRY=7337{SRC=1/FLD=670 | 0:00:00 TIME
- [0 Application:T_InskantMsg_ B2 Agert:Agents 1150E:Time in DN In JSRY=7337/SRC=1/FLD=669 | 0:00:00 TIME
F- [ Application:Masker_Script B2 agert:Agents 1150E:Supsrvisor Liser 1D JSRY=7337{SRC=1/FLD=671 STRING
- Application: MultimediaFlov B2 agert:Agents 1150E:Supsrvisor Login ID JSRY=7337/SRC=1JFLD=660 |12345 UINT32
- Application:NACD_DN_Applic B2 Agert:Agentt 1150E:State JSRY=7337/SRC=1JFLD=661 |LOGGEDOUT | STRING
- [ Application:Metwork_Script B agert:Agents 1150E: Skilset 10 JSRV=7337/SRC=1/FLD=653 STRING
- [ Application:0B_uthourd_Pr [E Agent:Agents 1150E:Position 1D JSRY=7337/SRC=1JFLD=672 | 1005 UINT32
B[ Application:PR_Predictive_ B agent:Agenth 1150E:NACD CAll State SRY=7337{SRC=1FLD=Ft4 |- STRING
- Application: Script B Agert:Agenté 1150E:DM Ouk Call State SRV=7337jSRC=1{FLD=6E2 |- STRING
(- [ Application:SD_Scanned_Priniary E agent:Agenté 1150E:DM In Call State {SRY=7337/SRC=1{FLD=6E3 |- STRING
B @ Appliation; SM_SH3_Frimary | ||E agentiagents 1150E:4CD CAll State JSRY=TIITISRC=1JFLD=665 |- STRING
() Startup | [ Host Yiew | @ Global view -
Inova LightLink | Ready =l 4

7. Verification Steps

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

8. Conclusion

All of the executed test cases have passed and met the objectives outlined in Section 2.1. The
Inova LightLink Middleware v5.11.69 is considered compliant with Avaya Aura® Contact
Center’s Contact Center Manager Server Release 6.4.
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9. Additional References

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

Avaya Aura® Contact Center Planning and Engineering (NN44400-210)

Avaya Aura® Contact Center Installation (NN44400-311)

Avaya Aura® Contact Center Server Administration (NN44400-610)

Avaya Aura® Contact Center Overview (NN44400-111)

Avaya Aura® Contact Center Fundamentals (NN44400-110)

Avaya Aura® Contact Center Manager Administration — Client Administration (NN44400-611)

[2] Product documentation for Inova LightLink may be found at:
http://www.inovasolutions.com/call-center-reporting/
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Avaya and the Avaya Logo are trademarks of Avaya Inc. All trademarks identified by ® and
™ gare 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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