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Abstract

These Application Notes desbe the configuration steps required for BBX Technolog
Vuesion Multimedia Contact Center Voice Recording (using internal recorder) mod
interoperate with Avaya IP Office. In the compliance testing, BBX Technologies Vu
Multimedia Contact Cder provided skill based routing and announcements using th¢
User, TAPI, and DevLink interfaces from Avaya IP Office 8.0. The Voice Recording (

internal recordermodule supports preconfigured and -demand recordingf both inbound
and outboundalls.

Information in these Application Notes has been obtained thr@eiConnectcompliance
testing and additional technical discussions. Testing was conducted vidett@onnect
Program at the Avaya Solution and Interoperability Test Lab.
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1. Introdu ction

These Application Notes describe the configuration steps required for BBX Technologies
Vuesion Multimedia Contact Centevoice Recording (using internal recorder) modue
interoperate with Avaya IP Office. In the compliance testing, BBX Techredoy§iuesion
Multimedia Contact Center provided skill based routing and announcements by using the SIP
User, TAPI, and DevLink interfaces from Avaya IP Offidde Voice Recording (using internal
recorder) module supports preconfigured anddemand recordon of both inbound and
outbound calls.

The SIP User interface was used by Vuesion to register virtual SIP users and to route incoming
calls via an available SIP user in a hunt group to the Vuesion server. The TAPI interface was
used by Vuesion to monitand control the virtual SIP and physical agent and supervisor users,
and to provide call control via the agent and supervisor deskitmse Recording (using

internal recorder) module supports preconfigured andeamand recording by adding an
availableSIP recording port to the call via the TAPI Listen capability.

The BBX Technologies Vuesion Multimedia Contact Center consisted of the Vuesion Server and
Vuesion Client software.

2. General Test Approach and Test Results

The feature test cases were parfed manually. Upon start of the BBX Technologies Vuesion
Multimedia Contact Center application, the application automatically registers the @iual
usersto AvayalP Office.

For the manual part of the testing, incoming calls were made todhehunt group. The
Vuesionserver used thEAPI event messages to track agent states, and specified calls to be
redirected to available agentSince the testing concentrated on the Voice Recording module,
both preconfigured and esiemand recording was verified call was made into the main hunt
group andhecall was recorded based on a preconfigured template or by using-tiesr@mnd
recording feature on the agent deskibpe recording is made possible by adding an available
SIP recording port to the callavitheT API listen capability.

DevConnect Compliance Testing is conducted jointly by Avaya and DevConnect members. The
jointly-defined test plan focuses on exercising APIs and/or stanbas#s] interfaces pertinent

to the interoperability of the testedgoucts 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
completmess of a DevConnect memberds solution.
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2.1. Interoperability Compliance Testing
The interoperability compliance test included feature and serviceability testing.

The feature testing focusetly on verifying the following orBBX Technologies Vuesion
Multimedia Contact Center Voice Recording module

1 Proper registration of virtual SIP users.
1 Verify if call is being presented to an available agent.
1 Verify if incoming call to the agent is recorded properly.

1 While agentonactivecall, activate features l&khold and reconnect, transfer and call park.
Verify if call is recorded properly.

1 Establish two active calls at two different agents and verify if both calls are recorded
properly.

1 Establish two active calls at one agent and verify if both calls aoeded properly.

1 Verify if outbound PSTN call from the agent is recorded properly.

1 Verify On-Demand recording results using the above mentioned scenarios.
The serviceability testing focused on verifying the ability38iX Technologies Vuesion
MultimediaContact Cente¥oice Recording modultd recover from adverse conditions, such as

disconnecting and reconnecting thernet cableto the Vuesioserver ando the Viesion
client.
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2.2. Test Results

All test cases were executed and passed. The followirgn@i®nswvere notecbn BBX
Technologies Vuesion Multimedia Contact Cenfeice Recording modulduringcompliance
testing:

1 Recording is not supported for Conference calls.

1 Place an active call, put this call on hold and then resume conversation@ajaRecorder
Administration screen has only one entry and its contents are the conversation after
resumption of hold. However the Call Recorder foldas two entries where one entry has
the conversation before the hold and the other after resumptiatdf h

1 In the blindtransfer scenario, twacordingentrieswerereported. The first recording entry
is of the initial call conversation and the second recording entry is of the conversation after
the transfer.

1 Agent is presentednaincomingcall throughthe main hunt group from Set A. Set B calls the
Agent directlywhile Agent is in conversation with Set Agent puts Set A on hold and
answers call from Set B\gent therreleaseshe call from Set B athreconnects the call to
Set A and then releases ttadl. Call RecordeAdministrationscreen has two entries. The
first entry is of Set Awith contents of the conversation after holdéhe second entry is for
conversation witlfSet BHowever the Call Recorder folder has three entries where two are
for convesation wih Set A (before and after holdhd the one for conversation with Set B.

1 Agent 1 is presented an incoming call through the main hunt group. Agent 1 then parks the
cdl and the call is urparked by Agent 2. Call Record@dministrationscreen hatwo
entries, one for Agent 1 and the other for Agentzefile size for Agent 2 entry shows 0
even though there is contentinthefle so it s only a display i

9 Disconnect Ethernet cable on the Vuesion server while recording is in progress. éconn
the cable. There were no entries in the Call Recokdeministrationscreen however there
was an entry in the Call Recorder folder with no contents in it.

1 The above were also observed for-Demand recordingdlso whenOn-Demand recording
wasinitiated, call has to be released at the desktop phone and cannot be rafdased
desktop agent

1 During OnDemand recording for a transferred call, only the conversation before the transfer
is recorded. Call Recorder Administration screen shows the Callef the transferred
agent and not the original agent.
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2.3. Support

Technical support oBBX Technologies Vuesion Multimedia Contact Cerdan be obtained
through the following:

1 Phone: (800) 93064229, option 4
M Email:  bbxservice@bbxtech.com
1 Web: www.bbxtech.com
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3. Reference Configuration
The configuration used for the compliance testingsishownin Figure 1 below.

In the compliance testing, the Vuesion Manager,siweReports and Vuesion Client software
were running on the Vuesion server, while another server was hosting the Avaya IP Office
Manager. During compliance testing two Vuesion clients weredogon the same server where
one was connected to the Deskagent and the other to the Desktop Supervisor agent. Emulated
PSTN was used to make inbound/outbound calte Vuesion Server hosted the folders related

to Voice Recordingnoduleand therefore the recordings were played back on the same.

Labh Network

Avaya IP Office

Figure 1: Compliance Test Lab Configuration
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4. Equipment and Software Validated
The following equipment and software were used for the sample configuration provided:

Equipment Software

Avaya IP Office 500 8.0 (18)
Avaya IP OfficeManager 10.0 (18)
Avaya9650IP Tdephone (H.323) 3.186a
Avaya 1608 IP Telephone (H.323) 1.300B
BBX Technologies Vuesion Serven
Windows 2008 ServeR2 Standard V7.03

1 Avaya TAPI (tspi2w.tsp) 1.0.0.35

1 Avaya DevLink (devlink.dll) 1.0.0.5
BBX Technologies Vuesion Client V7.03
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5. Configu re Avaya IP Office

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

1 Verify IP Office license

9 Obtain LAN IP address

91 Administer SIP Registrar

9 Administer SIP extensions

9 Administer SIP users

9 Administer hunt groug

1 Administer agents

1 Administer supervisors

1 Administer incoming call route
9 Administer short code

5.1. Verify IP Office License

From a PC running the Avaya IP Office Manager application, s8tact A ProgramsA P
Office A Manager to launch he Manager application. Select the proper IP Office system, and
log in with the appropriate credentials.

TheAvaya IP R8 Office Manager screen is displayed. From the configuration tree in the left
pane, seledticenseA 3" Party IP End-points to diglay the3™ Party IP End-points screen
in the right pane. Verify that tHacense Status s fiVal i do .

'l Avaya IP Office RE Manager DevCon IPO 1 [8.0118]] [Administrator{Administrator)]

File Edit Wew Tools Help

DewCon IPO 1 * License * 3rd Party IP Endpoints - J
5-d HEEAIv 28
=%, License (64) | Licenses
& 1600 Series Phones

3rd Party IP Endpaints License key LW MC WM CEWMCGW MR WM GWMC
. Advanced Edition
B AUDTX Voicemnail License Type | 3rd Party IP Endpaints
W Avava IP endpoinks
W Avava IP endpoinks
W CCC Agent Rostering

License Status | Yalid

Instances 255
W CCC Agents
& CCC Chat Expiry Date MNewver
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Scroll down the left pane and seleatenseA CTI Link Pro , to display theCTI Link Pro

screen in the right pane. Verify that theense Statuss

IP Offices

(=) W, License (64}
B 1600 Series Phones
e 3rd Party IP Endpoints
B Advanced Edition
B ALIDTE Yoicemail
W Avaya IP endpoints
W Avaya IP endpoints
. CCC Agent Rostering
. CCC Agents
. CCC Chat

Licenses |

do.

CTI Link Pro

Licenss Key |mxzx.ﬁ.nvgqmvgqmvgqmvgq.ﬁ.nvgq

License Type |CTI Link Pro

License Status |\-'a|id

Instances |255

Expiry Date |Never

W CCC Designer {users)

. CCC EMail

. CCC PC Wallboards

W CCC Server

W CCC Spectrum Wallboards
W CCC Supervisors

. CCR CCCUPG

e CCR Designer

W CCRSUP

. Compact Business Centre
LTI Link Pro

5.2. Obtain LAN IP Address

From the configuration tree in the left pane, sefydtemto display theDevCon IPO 1 screen

in the right pane. Select th&N1 tab, followed by th& AN Settings subtab in the right pane.
Make a note of th&P Address which will be used later to configukesion Note that IP

Office can support SIP on the LAN1 and/or LANZ2 interfaces, and the compliance testing used
the LANL1 interface.

[ IP Offices = DevCon IPO 1

R EOOTR(2) ||--°-N1 |LP.N2 DMS | woicemal | Telephony | Directory Services | System Events | SMTP || SMDR

{7 Operatoar (3)
=42y DewCon IPO 1 voIP | Nekwork Topology || SIP Registrar
[=)-*559 System (1)
-~ T IF Address (110 10 . 10 106 |
T4 Line (20) IF Mask |255 255 255 . 240 |
“2v Contral Uik (53
A&y Extension (33) Primary Trans, IP Address | i i} 0 0 |
§ User(3z)
u HuntGroup (7) RIF Mode |None v
@ short Code (86) [ Enable MaT
@ Service (0)
ok, RAS (1) Numbeer OF DHCP TP Addresses
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5.3. Administer SIP Registrar

Select thevolP subtab. Make certain th&lP Regstrar Enable is checked, as shown below.
Retain default values for the remaining fields.

IP Offices =

K BoOTR (2)
% Operator (3)
(=] DevCon IPO 1
==y Syskem (1)
29 DeviCon IPO 1
T Line (200

i

System | LANL | Lanz | DMS

DevCon PO 1

Yoicemail | Telephony || Directory Services | Swstem Events | SMTP | SMDR

LAM Settings |

| Metwork Topology | SIP Registrar

H.373 Gatekeeper Enable
SIP Trunks Enable

<2 Conkral Unik {5)
<y Extension (33) SIP Registrar Enable
& User(32)

Select theSIP Registrar subtab, and enter a validomain Namefor SIP endpoints to use for
registration with IP Office. Inthe compliance testing, Ermain Name was left blank, so the

LAN IP address was used

for registration.

IP Offices B DevCon IPO 1

R B00TR(2) System| LAN1 |LAN2 DMS || Voicemail | Telephaorry || Directory Services | System Events || SMTP | SMOR
¢+ Operator (3) .
= DewCon IPO 1 LaN Settings | YoIP | Metwork Topology | SIP Registrar |

[=)-#=p Syskem (1) .

s DeCon [PO 1 Dormain Hame |

T4 Line (20) Layet 4 Protocal

“=» Control Unit (5)

Ay Extension (33) TCP Port S0&0 E

a User (32) =

8 HuntGroup (7) UDP Port

93¢ Short Cade (66) Challenge Expiry Time {secs)

B Service (0)

ol RAS (1) Auko-create Extnylser F
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5.4. Administer SIP Extensions
From the configuration tree in the left pane, rightk onExtension and selecNewA SIP
Extensionfrom the popup list to add a new SIP extension. &rthe desired digits fdase
Extension andretain the default values in the remaining fielflse £reen below shows the
added SIP extension.

IP Offices

+- & BOOTR (2)
# g% Operator (3)
%%y DevConIPO 1
=% System (1)
%% DevCon IPO 1
#-7 Line (207
- Control Uit (5)
=4 Extension (33)
4 101 28201
4 102 26202
A 103 26203
+f 104 26204
A 105 26205
A 106 25206
Ay 107 28207
8 108 26208
A 109 28209
+f 11028210
A 11128211
A 112 28212
4 11328213
A 114 28214
A 11528215
+f 116 28216
A 25 28225
Ay 26 26226
Ay 27 28227
4y 28 26228
o 29 26229
30 26230
A 3126231
Ay 32 282
. G006 25233
"y, 8007 2823

AN Edn | valP | T38 Fax
Extension Id G000
Base Extension 28235

Caller Display Tvpe

Reset Volume After Calls F

&

Module a

Dervice bype

Part ul

Force Authorization

E SIP Extension: 8000 28235

Select the/olP tab. CheckRe-invite Supported, andReserve & party IP endpoint license

as shown belowlUncheckAllow Direct Media Path.

dr op

down

b ox

Sel

ect

i @des Setection

from

and ACEE P GSeléckdduga. RetéBnKhe Gefault

values in the remaining fields.

Repeat this section to add the desired number of SIP extendio the compliance testiniye
SIP extensins with base extensions of 28238239were created.
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IP Offices

R B0CTR(2)
% Operakar {3)
(=27 DevCon IPO 1
(=)= System (1)
3 DewCon IPO 1
4 Line (20)
% Control Unit (5)
[=-4fp Extension (33)
A 101 28201
A 102 28202
8 10328203
A 10428204
A 10528208
A 10628206
A 107 28207
A8 108 28208
A 10928209
A8 11028210
A 11128211
A 11228212
A 11328213
A 11428214
4 11528218
A 11628216

~

SIP Extension: 8000 28235™

IP Address

Codet Selection

TDM-=IP Gain

IP-=TDM Gain

DTMF Support

Unused

@711 LLAWY B4k
G711 ALAYWY B4K
G722 64K

G.723.1 6E3 MP-MLO

-3

LS

Bl

Selerted

G, 729(3) 8K CI-ACELP

Fax Transpork Support ‘Nune

-
Default ~]
‘ Default - |
[RFC2833 v

D WolP Silence Suppression

[ Local Hold Music

[1 allow Direct Media Path

Re-invite Supported

[1 Use Cfferer's Preferred Codec

[1 reserve vavya IP endpoint license

Reserve 3rd party IP endpoint license

RS; Reviewed:
SPOC5/16/2012

12 of 54
IPO8VuesionIntR

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



5.5. Administer SIP Users

From the configuration tree in the left pane, rightk onUser, and selecNewfrom the popup
list. ForNameandFull Name,e nt er
Vuesion. For Extension, enter the first SIP base extension fr8action5.4. Retain the default
values in the remaining field$he <reen belowshows the added SIP user.

IP Offices

2K BOOTP(2)
+)-{s Operator (3}
=I-*=p DewCon [PO L
—|-#59 System (1)
%2 DevCon IPO 1
+ T Line (20)
+-+%0 Control Uit (5)
+-4p Extension [33)
= a User {32}
: Nolser
28201 Extn23201
28202 Extn28202
28203 ExtnZ28203
28204 Extnz8204
26205 Extn20205
28206 Extn28206
28207 Extn28207
28208 ExtnZ8208
28209 Extnz3209
28210 ExtnZ3210
26211 Extn28211
28212 Extn28212
28213 Extn28213
28215 Extnz8215
28216 ExtnZ3216
26225 Extn20225
28226 Extn28226
28227 Extn28227
28228 ExXtnZ8228
28229 ExtnZ8229
26230 Extn28230
28231 Extn23231
28232 Extn28232
28233 ExtnZ8233
28234 Extnz8234
T 26240 ExtnZ8240

A0 | User | vaicemail | DND || ShartCodes | Source Mumbers Telephony | Forwarding | Dial In | Yoice Recording | Button Programming
Mame VR 25235
Passwiord
Confirm Password
Full Mame IVR 28235
Extension 28235
Locale A
Priority 5 w
System Phone Rights Mone w
Profile Basic User “
D Receptionisk
Enable Softphone
[] Enable one-% Portal Services
Enablz one-¥ TeleCommuter
[] Enable Remate Warker
D Ex Direckory
Devie c& Unknown SIP device
Type
User Rights
User Rights wiew User data -
witorking hours time profile
Working hours User Rights w
Cut of hours User Rights

t he same

desi

red value

E VR 28235: 28235

Select thevoicemail tab, and unchec¥oicemail On, as shown below.

E IVR 28235: 28235

MD || ShorkCodes

IP Offices

- R BOOTP (2)
#-g7 Operator (3)
=|-#2p DeviCon IPO 1

=23 System (1)

) DeyCon IPO 1

+-F4 Line (20)

+-<2x Control Unit (33

14y Extension {(33)

= a User {321

: Mollser

28201 Extnzg201
28202 Extn25202
258203 Extnz5203
25204 Extnz5204
25205 Extnz5203
25206 Extnz5206
25207 Extn25207
25205 Extn25203
28209 Extnzg209
28210 Extnzs210
28211 Extnz8211

R B

E

Lser

Woicemail Code

Woicernail Email

Off

DTMF Breakout

Reception | Breakout (DTMF *0)
Breakout (DTMF *2)

Breakout (DTMF *3)

Source Nurmbers

Confirm Yoicemail Code

Copy Farward Alert

Syskem Default ()
Swskem Default ()

System Default ()

Telephary | Forwarding || Dial In | Waoice Recording

[ vaicernai on
[ waicemnai Help
[ woicemai Ringback.

Yaicemail Email Reading

[ uMs weh Services
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Select thelTelephonytab, followed by the&Supervisor Settingssubtab. Enter a desiredogin

Code

Repeat this section to add a new user for eaclegéhsion fronSection5.4. In the
compliance testingdjve users withextension®f 2823528239were created.

IP Offices

#- R BOOTP (2) ~
+-#% Operator (3}
=I-*%=p DewCon IPO 1

=559 System (1)

“2p DevCon IPO 1

+-T9 Line (200

4“2 Conkrol Unik {50

+ -4y Extension (33)

=-§  User(32)

: Mollser

25201 Extn25201
256202 Extnzgz0z
258203 Extnzgz03
§ 25204 Extnzgzog4
I 28205 Extnzsz05
28206 Extnz8208
258207 Extn25207
256205 Extnzgz0g
25209 Extnzgz09
§ 25210 Extnzgz10
I 28211 Extnzazil

E VR 28235 28235

User || Yoicemal | DMD | ShortCodes | Source Mumbers | Telephony | Forwarding | Dial In | Woice Recording | Button Programming

Call Settings Multi-lime Options | Call Log
Login Code Hkk
Login Idle Period {secs)
Manitor Group <Mone w
Coverage Graup <Maone= w
Skabus on Mo-Answer Logged On (Mo change) -

Reset Longest Idle Time
= &l Calls

() External Incoming

|:| Farce Login

[] Farce Account Code

[ oukgaing Call Bar

[ Inhibit OfF-Switch Farward{ Transfer

[ can Intrude

Cannot be Intruded

[] can Trace Calls
[ ccr sgert

Aukomatic After Call work
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5.6. Administer H

unt Groups

Administer three hunt groups for the following purposes:

1 Main huntgroup for delivering of incoming trunk calls to Vuesion.
1 Monitor hunt group for supervisor monitoring of agents.
1 Transfer hunt group for use by Vuesion for internal transfers.

5.6.1. Administer Main Hunt Group

From the configuration tree in the left pane, rightk onHuntGroup and selecNewfrom the
pop-up list to add a new hunt grouphis hunt group will be used to deliviemcoming trunkcalls

to Vuesion

Enter desired values fdtameandExtension ForRing Mode,

select ARot-aryo

down list. Retairthe default values in the remaining fields

In theUser List section, add the desired number of virtual SIP users 8eation5.5as
members. In the compliance testing, 28235 to 28237 were addeehalsers as shown below.

IP Offices

#- K BOOTP (2)
#-¢w Operator (3)
=423 DevCon IPO 1
==y System (1)
%29 DevCon IPO 1
+-F9 Line (20)
#|-+=» Control Unit {5}

+|-4 Extension (33)

- §  User (32

= ﬂ HunkGroup (73
RF 77200 BBX CSR.
15E| 77500 BEX Falover
b - 77100 BEX Main

13K| 77300 BEx Maritor
ﬁ FFF00 BB MetTSR.
15K 77300 BEx Outdial
E| 77199 IvR Filat
+-@% Short Code (66)
B Service (0
ol RAS (1)
+] @ Incoming Call Route {4)
@ WanPort ()
s Directory (00
£ Time Profile (1)
5 @ Firewall Profile {13
=l IP Route (2)
+--im Account Code (1)
+- B, License (64)

Hunt Group | Queing | Overflow | Fallback | Voicemal | Voice Recording | Announcements | SIP

E Rotary Group BBX Main: 77100

Mame
Extension
Ring Made

Hold Music Source

Agent's Stakus on Mo-Answer

BEX Main [] ccr Agent Group

F7100

Ratary v Mo Answer Time {secs) |System Default (15)
Mo Change £

Mone A

Applies To

Central Syskem DevCon IPO 1 [ advertize Group

Lser List
Extension Marne Syskem
28235 IMR 28235 DevConIPOl

26236 IVR 28236 DevConIPO 1
28237 IVR 28237 DevwConIPO 1

& Tunnel {0}

Remove
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Select the/oicemail tab, and uncheckoicemail On.

IP Offices

K BOOTP(2)
1% Operator (3)
=)=y DesiCon IPO 1
[=-5=9 Syskem (1)
%2y DevCon IPO 1
I Line (20}
<2 Control Unit {5)
Ay Extension (33)
a User (32}
= u Hunt&raup (73
SF 77200 BEX C5R
¥l 77600 BEX Failover

E Rotary Group BBX Main: 77100

nice Recording | Announcements || SIP

Hunt Group | Quewing | Overflow | Fallbacl

Woicerail Code | | [ vaicemail on

Confirrn Yoicemail Code | |

‘oicernail Email | | [ voicemail Help

[ Broadcast

OFf Copy Forward Alert [ uMs web Services

2§ 77100 BEY Main

Select theQueuing tab,

and unchecQueuing On.

I IP Offices

R BOOTP (2)
i Cperator (3)
[=)-%=p DevCon [PO 1
[=--#p Syskem (1)
%) DewCon IPC 1
4 Line (20)
<tz Control Unit (S)

Ay Extension (33)
a Iser (32)
= ﬂ- HunkGroup {73
5§ 77200 BB CSR
4§ 77600 BEX Failover
77100 BB Main

i
i

Rotary Group BBX Main: 77100

Hurik Group| Quewing |OverFIc-w Fallback | Voicemal | Voice Recording | Announcements | SIP

|:| Queuing Cn

Marmalize Queue Length

&
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5.6.2. Administer Monitor Hunt Group
From the configuration tree in the left pane, rightk onHuntGroup and selecNewfrom the
pop-up list to add a new hunt group. This hunt group will be usedujpervisor monitoring of
agents and also for Call Recording.

Enter desired values fdtameandExtension and retain the default values in the remaining

fields.

Follow the procedures iBection5.6.1to uncheckvoicemail On.

In theUser List section, add the agent users as members. In the compliance te2B88aa8
28234 were added as members as shown bekmwrecording prpose, SIP User 28923vas
added. Additional SIP Users can be added based on the number of simultaiisdirsit needs

to be recorded.

IP Offices

- & BOOTR (2)
{7 Operator (3)
=| =y DewCon [PO 1
=559 Syskem (1)
) DevCon IPO 1
+-T9 Line (20)
+--<=» Contral Unit (50
+- 4 Extension {33)
+ = User {32)
= ﬂ HunkGroup (7)
Sl 77200 BEX C3R,
i 77600 BEX Failover
%% 77100 BB Main
i 77500 BEX Monitar
-ﬁ FFF00 BEX MetCSR
B 77300 BB Oukdial
K| 77199 VR Pilot
=@ Short Code {66}
@ Service ()
oy RAS(1)
+- P Incoming Call Route (4)
g warPart (0)
w4 Direckory (0)
rf‘ Tirne Profile {00
= @ Firewall Profile (1)
<[l 1P Route (2)
+- B Account Code (1)

Marme

Extension
Ring Mode

Huold Music Source

Agent's Stakus on Mo-Answer
Applies To

Cenkral System
User List
Extension Mame
28239 VR 28239

28233 Extn2B233
28234 Extn2fedd

BB Monitar
FFa00
Sequential
Mo Change
Mone

DevCon IPO 1

System

DevCon IPO 1
DevCon IPO 1
DevCon IPO 1

[ R Agent Group

Mo Answer Time (secs)

[ advertize Group

Syskem Default (150

E Sequential Group BBX Monitor: 77600

Queuing | Overflow || Fallback | Yoicemall | Yoice Recording || Announcements | SIP

4

+ ;I}E:EZT((DE;‘U Remave
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5.6.3. Administer Transfer Hunt Group

From the configuration tree in the left pane, rightk onHuntGroup and selecNew from the
pop-up list to add a new hunt groufrhis hunt group will be usealy Vuesion for internal

transfers.

Enter desired values fdtameandExtension For Ring Mode,

down list. Retain the default values in the remamiirelds.

s el

ect

ARot-aryo

In theUser List section, add the desired number of virtual SIP users 8eation5.5as

members. In the compliance testing, 28235 to 28237 were added as members as shown below.

Follow the procedres inSection5.6.1to uncheckvoicemail OnandQueuing On.

IP Offices

- K BOOTP (2)
+-¢# Operator (3)
==y DevCon IPO L
=52 Syskem {13
S DeviCon IPO 1
#-F4 Line (200
B+ Conkral Unit (5)
-4 Extension (33)
= a User (32)
= 3: HurkGroup (73
ol o
il 77600 BEX Failover
& 77100 BB Main
1§ 77500 BEX Maritor
ﬁ F7700 BB MekZSR
i 77300 BB Cutdial
il 77199 TV Pilat
- @% short Code (66)
@ Service {0)
oy RAS (1)
= e Incoming Call Route (4)
@ wanPart (0)
@ Directory (0)
£ Time Profile (0)
= @ Firewall Profile (1)
= [l 1P Route (2)
- Account Code (1)

Mame
Extension
Ring Made

Hold Music Source

Agent's Status an Mo-Answer
Applies To

Central System
User List

Extension Mame

28235 ¥R 28235
28236 VR 26236
28237 I¥R 26237

BBX C3R. [ ccr Agent Group
Freon

Raotary v Mo Answer Time (secs)
Mo Change £

None A

DevCon IPO 1 |:| Advertize Group

System

DevCon IPC 1
DewCaon IPO 1
DewCaon IPO 1

Syskem Defadlk (15)

E Rotary Group BBX CSR: 77200

Hunt Group | Gueuing | Cverflow || Fallback | Yaicemail || voice Recording || Announcements | SIP

"Wty
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5.7. Administer Agents
From the configuration tree inthe leftpasee | ect t he first agent wuser,

Select thelelephonytab, followed bythe Supervisor Settingssubtab. UncheckCannot be
Intrude d, as shown belowf this agent needs to be monitored then select the required
monitoring group from th&lonitor Group drop down menu.

Repeat this sectioior all agent users

| IP Offices B Extn28233: 28233

- R BOOTP(2) " |User | Voicemail | DMD | ShartCodes || Saurce Mumbers | Telephony | Farwarding || Dial In | Yoice Recording || Button Programming
+-¢# Operakor (3)
=2y DevCon IPO 1 Call Settings Mulki-line Options | Call Log
=529 System (1) _
=5 DevCon IPO 1 Login Code [] Foree Login
H-F7 Line (200 . Login Idie Periad (secs) [] Foree Account Code
=+ Control Unik {50
4o Extension (33) Monitor Group EE Morikor v
= a User {32)
; MNolser Coverage Group <Mone > b
28201 Extnz5z201 .
E - Eit:28202 Status on No-Answer Logged On (Mo change) w [] outgoing Call Bar
28203 Extn28203 Reset Longest Idie Time [ 1nhikit Off-Switch Farward) Transfer
28204 Extnz25204 [ Can Intrude
28205 Extnz620s @ niCalls
} 28206 Extnz8206 [ cannot be Intruded

S — () External Incoming

28208 Extn28208
28209 Extnzsz09 [] ccR Agent

Z8210 Extnzaz 10 Automatic After Call Work
28211 Extnzg211
28212 Extnzs212
28213 Extn2s213
28215 Extnzaz15
[ 28216 Extnizazle
b 28225 Extni28225
28226 ExtnZB226
28227 Extnzazz?
28226 EXNZ8228
28229 Extnz8229
28230 ExtnZ8230
28231 Extn28231
28232 Extnzseaz2
28233 Extn28233

[ can Trace calls
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5.8. Administer Supervisors

From the configuration tree in the left paselect the first supervisor user that will be
monitoring agent s, in this case f282340.

Select thelelephonytab, followed bythe Supervisor Settingssubtab. ForMonitor Group ,
select the Monitor hunt group frorBection5.6.2 CheckCan Intrude andCannot be
Intruded.

Repeat this sectiofor all supervisors that will be monitoring agents the compliance testing,
one supervisor user with extensid®234was configured, as shown below.

IP Offices ﬁ Extn28234: 28234~

- R BOOTP (2) “1 | User | voicemail | DMD | ShortCodes || Source Mumbers | Telsphony | Forwarding | Dial In || voice Recording | Button Programming
#-¢7 Operator (3)
=|-#59 DewCon IPO 1 Call Settings | Supervisor Jettings | Mulki-ine Options | Call Log
=% Syskem (17
3 DevCon IPO 1 Login Code [ Force Login
# -1 Line (20) _ Login Idie Period (secs) [ Force Account Code
+--<=» Control Unit (5)
+-«p Extension (33} Moritar Group BE% Moritar v
= i User (323
; Molser Zoverage Group =<Mone = M
28201 Extnz8201 i
o Status on No-Answer Logged On (Mo change) v [ Outgeing Call Bar

28202 Extn25202
28203 Extn25203
28204 Extn28204
26205 Extn26205 @ al cCalls
28206 Extn2g206 ) Cannot be Intruded
20907 Extn28207 (O External Incoring

25208 Extn25208
28209 Extn25209 D CCR Agent
28210 ExtnZ&210
28211 Extn28211
28212 Extn2g212
28213 ExtnZ&213
28215 Extn2&8215
28216 Extn25216
28225 ExtnZ5225
28226 Extn28226
28227 Extn2G227
28228 ExtnZ5225
28220 Extn28229
25230 Extn25230
28231 Extn25231
28232 Extn28232
28233 Extn25233
28234 Extn25234

[ 1nhibit: Sff-Switch Forward, Transfer
Can Intrude

Reset Longest Idle Time

[ an Trace Calls

Aukomnatic After Call Waork
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5.9. Administer Incoming Call Route

If necessary, create an incoming call route to route incoming calls Maimehunt group. In the
compliancetesting SI P | ine Al170 was created for incomi

As shown in thescreen below, theine Group ID of il70 selscted.

IP Offices = 17

R BOOTP (2) Standard | Yoice Recording | Destinations
i Cperatar (3)
-5 DevCon IPC 1 Bearer Capability |.ﬁ.nv Woice w |
= System (1) Line Group ID |1F" ~ |
=) DeviCon IPC 1
T4 Line (20) Incoming Murnber | |
<2 Conkrol Unit §5)
A Extension (33) Incoming Sub Address | |
ﬁ User (32) )
u HuntGroup (7) Incoming CLI | |
@2 short Code (66) Lacale | v|
@ Service (0)
A RAS(1) Priatity 1-Low v|
= Incoming Call Route {4)
@ z Tag | |
g Hold Music Source |System Source W |
1
In theDestinationst a b, t hoe iurBestinktign fiefd enables the routing r@ach all

extensions in the IP Office.

If desired, the Main hunt group can be selected fronDéstination drop-down to route all
incoming trunk calls t&/uesion

IP Offices B 17

R 500TR(2) Standard || Voice Recording |DE atlonsl

i Operator (3) - - . .

&% DevCon IPO 1 TimeProfile Destination Fallback Extension
(=559 System (1) 4 Default Yalue . v

#2p DevCon PO 1

4 Line (20)
<2 Control Unit (5)
Ay Extension (33)
ﬁ User {32}
ﬂ HurkGroup (73
@ short Code (66)

B Service (0)
ol RAS (1)
= @ Incoming Call Route {4)

Pz
@17
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5.10. Administer Short Code

From the configuration tree in the left pane, rightk on Short Codeand selecNewfrom the
pop-up list to add a new short code foutbound dialing Configure the &lds as shown below
in the right pane.

Note that the short co®N; was usedluring compliance testinigpr making outbound calls
Outbound calls were routed usihgpe GroupID i1 7060, which i s a SI P Line
Office.

i IP Offices =

¢ *43 # || Shert Code |
B¢ *44
B 45 Code

e 45
BX 47 Feature |Dia| v |

an; |

:: :“'3 Telephone Mumber |N"@11|J.1EI.10.108" |

49
9% 50 Line Graup ID 7 v
x *s1
X *52 Locale |United Skakes (LS English) v |

B S Force Account Code [
B ST
e 70N
BT U
B Fa000*
o Faln;
e Oz
X *D3sn
@ *+30n
o *3KN
¢ 1an);
1N

o zon;
P Sl
B S
B 5o
P S5
B TS
o ahs

L] on; |
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6. Configur e BBX Technolog ies Vuesion Multimedia Contact
Center

This section provides the procedures for configuthreVuesionserver The procedures include
the following areas:

9 Administer TAPI driver

9 Administer Switch.txt

9 Stop service.

9 Launch Vuesion Manager

1 Administer conmunication seings.
9 Administer local extensions

9 Administer tenants

9 Administer VMAIL extensions
1 Administer queues sizing

9 Administer ACD members

91 Administer ACD groups

9 Administer Call Recorder

9 Administer Mailboxes member.
9 Start service

The configuréion ofthe Vuesion serves typically performed byBX Technologies
technicians. The procedural steps are presented in these Application Notes for informational
purposes.

In addition to the shown procedural steps, the application also requireddtetandant, and
the class of service for the agents and supervisors be configured by following reference in
Section 9 [2]
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6.1. Administer TAPI Driver

From the Vuesion server, sel@&tiart A Control Panel, and click on th&hone and Modem
icon (not shown belw). In thePhone and ModemOptions screen, select thidvancedtab.
Select theAvaya IP Office TAPI2 Service Providerentry, and clickConfigure.

& phone and Modem Options E3
Dialing Hulesl Modems  Advanced |
_’-'9 The fallawing telephony praviders are installed on thiz computer:

Providers:

Avays IF Office TAPI2 Service Provider
MDIS Progy TAPI Service Provider
TaP! FemmeMode Service Provider
Unimadem 5 Service Provider

Add... I ¢" Remove | L ] Configure...l

QK I Cancel | Anply |

The Avaya TAPI2 configuration screen is displayed~or Switch IP Address enter the IP
address of Avag IP Office. Select the radio button fbinird Party , and enter the IP Office
password into th&witch Passwordfield. Reboot thé/uesionserver.

Avaya TAPIZ configuration

Switch P Address |1 10.1010.106

Cancel |

= Single User

Uszer Mame I
|lgzer Pazsward I

& Third Party

[ | Ex Directony Users
[ it Users
[ ACD Queues
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6.2. Administer Switch.txt

Navigate to the€:\Program Files\BBX Technologie§Vuesion Server_Cdirectory to loate the
Switch text file shown below.

l Yuesion Server_C !E I

_t'_'\_ _'\_ - E: q o
'.\_J_) l\‘ j | + 035 {C:) = Program Files = BEX Technologies « Vuesion Server_C = - im] l..ﬂearr.i'u Eﬂ

File Edit ‘iew Tools Help

Organize » 1= Views W ﬁ:! Open v ) Print ﬂ
Favarite Links Mame =+ | v! Dake modified | vl Type |ﬂ Size | vI Tags | vl :I
|| SecConfig.dat 1172011 12:58... DAT File 1 KB
f| Documents T Switch 17192011 9:19 AM Jocument
E Pictures % ToolkitPro1310we20.dl  5/2/2010 2:05PM  Application Exte... 6,595 KB
‘:TJ_‘- Music %, ToolkitPro1310vc90.,, 5/2/20102:01 PM  Application Exte... 14,349 KB
4} Recently Changed || TraceFile 111702011 5:25 PM Text Document 10KE
,;Ea searches | TraceService 1119/2011 10:31...  Text Document 39KE
: || Tracedvatch 1/19/2011 10:31...  Text Document 7KE
il ] woice. dat 1/14/2011 1:SSPM  DAT File 1KB
VuesionManager 1172011 1:26 PM  Application 6,137 KB
WuesionServer 17172011 4:01 PM  Application 8,144 KB
\p'uesionWatch 1302011 2114 PM Application 27 KB
Folders A | mstates 1/14/2011 1:40 PM  Text Docurnent 1 KB =

Openthe Switch text file with the NotePad applicatiorzor SIPPROXYADDRESS, enter the
IP address of IP Office froi@ection5.2. ForSIPPROXYPORT, enter the UDP portumber

from Section5.3. ForSIPMYIPADDRESS, enter the IP address of tleeal Ethernetnterface
usedfor connectivitywi t h | P Of f i 040101040 .t hi s case A1l

.5witch - Motepad =]

File Edit Formak Yiew Help
]

;

i System Maintenance

; ________________________________

i By Default, the system will reboot monthly for a sanity data checking

: The wvalues can be one of @ NEVER, MOMDAY IHH:IMM, TUESDAY IHH:MM, ..., O
| REBOOT :MEVER

:
v SIP IVR IMFORMATICHN

,! SIPPROXYADDRESS:110.10.10.104
ISIPPROYPORT - 5060
ISIPMYIPADDRESS:110.10.10.104
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6.3. Stop Service

SelectStart A Control Panel A Administrative Tools A Servicesto display theServices
screen. Navigate to théuesion ServerCentry, rightclick on the entry and selegtop.

Q, Services [ O] x|

File  Action  Wiew  Help

&8 =

Ello= HFE » & 0®

“. Services (Local)

L), Services {Local)

Yuesion ServerC Mame = I Ciescripkion | Skatus I Startup Tvpe I Log Cn As :I
5k virkual Disk, Provides manage. .. fanual Local Sysker
Start the service Ehvolume Shadow Copy  Manages and im. . Marwal Local Systerr
Euesion Server faral Local Sysker
{J‘; Yuesion WatchC Started Aukarmatic Local Syskemr
-f,'t’ Windows Audio Manages audio ... fanual Local Service
Ehwindows Audio End...  Manages audio d... rarual Local Syskar
—Sé; Windows CardSpace  Securely enables. .. fManual Local Systerr
‘Enwindows Color System The WesPlugIns. .. Mariual Local Service
“Ehwindows Driver Fou... Manages user-m. .. TManual Local Syster
4 = e
Extended A Standard /

6.4. Launch Vuesion Manager
From theVuesionserver,doubleclick theVVuesionManager icon showron the delstop, which
was created as part of installation.
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6.5. Administer Communication Settings

TheVuesion Managerscreen is displayedClick on the icon in the top left corner, and select
Initial Communication Setup from the dropdown list.

: Vuesion Manager - Site: BBX Main

U ting Desktop Clients Contad Center
Save Layout |

@ Installer Access

i Administrator Access AAY A IP Office Integration

Initial Communication Setu
_ re Device Caller Information

Off Line
Exit Configuration

TheVuesionSewrer dialog box is displayed, clickK

| YuesionServer *

i I'x_‘ Restart the Yuesion Service!

K
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TheCOMMUNICATION SETTINGS screen is displayedext ChecklP Enabled. Enter the
IP address and password for IP Officd’BBX IP Addr andPBX Password IVR Pilot Number
should be a uniqgue number and thereforeavsdlable extension numbers on IP Office. Retain
the default values in the remaining fields.

COMMUNICATION SETTINGS x

~ 5w TCH COMMUMNICATION
R5232 Port #: COMT BaudRate: 5600

¥ |P Enabled PE SMOR P Address

PEs 1P A&ddr. |110.1010108
PEx SMDR TCP Port

~MNETWORKING SETUP: MASTER SERVER

MetServer IP address: | |

MetServer IP Port: l:l
Maode [ndex: l:l

~ THIS SERVER DEFINITIOMN

Custorner Location Mame: |BEs b ain

This Server |P address: 1101010104

This Server IP Port: E2029

I5F; Location: |BB>< Main

¥R Pilot Number: 77199

Ok

6.6. Administer Local Extensions

TheVuesion Managerscreen is displayeaigain. SelecBwitch SetupA Local Extensions
from the left pane.

@R 5 Vuesion Manager - Site: BEX Main
! !
_,-"‘ Switch Setup Messaging Routing Desktop Clients Contact Center
Fryeey—] JEe
Switch Setup =1 AV&YA TP Office Integration
- b
Carmmunication
) Yoice Device Zaller Information
¢ | Local Extensions —
!
B Off Premise Extensions ->i-<-
&g Phantomn Extensions ;i,(,
\:/
&) Park Orbits &)
L2 Hold Extensions :\1’;
Area Paging
ﬂ Record Device Recarding Information
(&) Trunks o)
(&) Reload Switch Info ,>j_,<,
\:.f
1y
I\*/I
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TheDIRECTORY CONFIG URATION screen is displayeas shown belowClick on Add to
start adding required agents, supervisors and hunt groups.

K DIRECTORY CONFIGURATION

l LOCAL USER EXTEMSIOMNS ~ DIRECTORY ASSIGNMENT

Full Mame DME | Portt Directory #:

Fulld ame:

Title:

FBX |

Account: |

Password:

Tenant Mame:

Clazz of Service

Shared Station
YWirtual/Single Line
Dizable SMDR

SIP Client
Wetwork Advertize

Guest Telephone

Murze/CarelGiver

~FOLLDW ME OPTIOMS
Cellular #:

Home #:

Alternate #:

Active Forwand:

oA [ 4

| Add || Delete | Riefresh &l

| Exi

TheExtension Range Selectioscreen is shown below where Local User Extensions can be
added and if required a range can be preditbo.
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The green below shows an entry for each agent user $eation5.7, each supervisor user
from Section5.8, and for the Transfer hunt group frdection5.6.3

Update thd~ull Name field as desired, and retain the default values in the remaining fields.
Classof Service an be set from the drop down menu depce
Note that the pamumbers are automatically assigned by the system subsequently.

B DIRECTORY COMFIGURATION b
I LOCAL USER ExTEMSIONS ~DIRECTORY ASSIGHMENT
Full Name DN# | Pony || DEctow# 2023 |

Extn28233 a2 8 FullM arne: Extnad233

Exin28 28234 9 Title:

BB= C5R fr200 0
PEX Extri28233
Accaunt:
Paszword:

Tenant Mame:

T

Clazz of Service

Shared Station ZIP Cligrt
YirtualdSingle Line
Dizable SMDRA

Metwark. Adwvertize

Guest Telephane

Murze/Carelaiver

FOLLOYw ME OFTIOMNS

b

Cellular #:
Home $#:
Alternate #:
P b Active Fonuard:
| add || Delete Save Refresh Al Exit
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6.7. Administer Tenants
From theVuesion Managerscreen, seledflessaging/IVRA Tenantsfrom the left pane.

I,f'._) = Vuesion Manager - Site: BEX Main
Switch Setup  Messaging Routing Deskiop Clients Contact Center
FEYay—] R
Switch Setup =1 ANAYA TP OFfice Inkegration
il Messaging/I¥R —
Woice Device Caller Inforrnation
4 Tenants D
£ Administration Fi;,
‘\:f
i F1 s
(W] Erviranrient .\,_!_./.
B YMAIL Extensions @
[ Fiax Extensions @
L Distribukion Lisk
@ Distribution Lists Record Device Recording Information
(3
oy

TheTENANTS/GROUPS screen is displayed as shown below. ClickAaidl Tenant.
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TEMNAMTS,/GROUPS x

Tenantz/Groups ~ Tenant/Group Definition Tewss %

Mame 1D Pyad Mame: | |

I0: I:l F'a$sw0rd:|:| D’_i;count:?é

~ Long Distance Call Charges « ~ International Call Charges —,

First Minute |Add. Minute [First Minute [Add. Minute
$o [ 8o ||| $[o__| $jo |
Coszt Incoming Calls
~ Maonthly Canstant Charges
|Eharge I iame |E!uantity |F|ate
1] 0
1] 0
1] 1]
a ]
i 0 0
1] 0
~ Time Zone Offzet 1] 0
Uffset I:I [+ DR ] Show Directory [Yes/Mal: Yes

Haurs EI Minutes EI Oweride Auto-Attendant: I:I

Order of Uzers Fullname iz [Lagtname][ Firstname]

| Add Tenant || DeleteT enant H Edit Members Save Exit
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TheTenants/Group screen is shown as below. Create an entry for the Main hunt group from
Sectin 5.6.1, as shown below.

For Name, enter the Main hunt group name fr@action5.6.1 ForlD andPassword, enter the
Main hunt group extension fro®ection5.6.1 Retain the default values in the remaining fields,
and clickEdit Members.

TEMANTS/GROLUPS x
TenantsGroups ~ Tenant/Group Definition Tawes %
Marne D Puud Name: |EE< Main | 0

BB Main 7700 740

ID: Pa&sword: Dli;cg&‘f

~Long Distance Call Charges | ~ Intemational Call Charges —
|First Finute I&dd. Mirute |Filst Minute |AI:II:I. Minute
CRCT T (T A

~ Monthly Congtant Charges

|Chalge IEame |Duantit}l |F|ate
] 0
] 0
] 0
] 0
3 0 ]
] 0
~ Time Zone Offzet 0 0

Dffset I:I [+0OR ] Show Directory [Mes/Ma:

- El Mirutes EI Ovwermide Auto-Attendant: I:I

Order of Uzers Fullname iz [Laztname][ Firstname]

‘ Add Tenant H DeleteT enant || Edit Members SEVE E xit
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