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Avaya Solution & Interoperability Test Lab

Application Notes for Resource Software International
Shadow CMS with Avaya IP Office — Issue 1.0

Abstract

These Application Notes describe the configuration steps required for Resource Software
International Shadow CMS to interoperate with Avaya IP Office. Resource Software
International Shadow CMS is a telephone reporting solution that uses the Station Message
Detail Recording records from Avaya IP Office to track phone calls and produce detailed
reports.

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 Resource Software
International (RSI) Shadow CMS to interoperate with Avaya IP Office. RSI Shadow CMS is a
telephone reporting solution that uses the Station Message Detail Recording (SMDR) records
from Avaya IP Office to track phone calls and produce detailed reports.

2. General Test Approach and Test Results

Different types of calls were made, along with different actions initiated from the user
telephones, to verify proper parsing and displaying of received SMDR data by RSI Shadow
CMS. The feature test cases were performed manually.

The serviceability test cases were performed manually by disconnecting/reconnecting the
Ethernet cables on the RSI Shadow CMS server.

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

The feature testing focused on verifying the proper parsing and displaying of SMDR data
received from Avaya IP Office by RSI Shadow CMS for call scenarios including internal calls,
voicemail, inbound PSTN, outbound PSTN, hold, reconnect, transfer, conference, park, account
codes, and authorization codes. The verification also included a sanity check on the report that
can be generated from the received SMDR data.

The serviceability testing focused on verifying the ability of RSI Shadow CMS to recover from
adverse conditions, such as disconnecting/reconnecting the Ethernet cable on the RSI Shadow
CMS server.

2.2. Test Results

All test cases were executed and passed.

2.3. Support
Technical support on RSI Shadow CMS can be obtained through the following:

e Phone: 905-576-4575
e Email: support@telecost.com
e Web: www.telecost.com
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3. Reference Configuration
The configuration used for the compliance testing is shown below.

ERg & ©

Avaya 9600 and 5600 Series Avaya 2400 Series Avaya 6200 Series
H.323 Phones Digital Phones Analog Phone

|

Simulated
A =i
W ’ PSTN

Avaya [P Office
[10.64.21 54)

RSl Shadow CMS
(10.64.21 £5)

4. Equipment and Software Validated

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

Equipment Software

Avaya [P Office 500 8.0 (13)

e DIGSTAS/PRIS U e 8.0(13)

e VCM32 o 8.0(13)

e ANALOG POTS30V2 e 10.0(13)
Avaya 6200 Series Analog Telephone —
Avaya 2400 Series Digital Telephones Release 6
Avaya 5600 Series IP Telephones (H.323) 2.9.1
Avaya 9600 Series IP Telephones (H.323)

e 96x0 3.1 SP2

e 96x1 6.0 SP5
RSI Shadow CMS on Windows XP Professional Service | 4.3.0.003
Pack 3 PC
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5. Configure Avaya IP Office

This section provides the procedures for configuring Avaya IP Office.

From a PC running the Avaya IP Office Manager application, select Start > Programs > IP
Office > Manager to launch the Manager application. Select the proper IP Office system, and
log in with the appropriate credentials (not shown).

From the configuration tree in the left pane, select the appropriate System to display the system
screen tabs in the right pane. Select the SMDR tab. Select “SMDR Only” from the Output
drop-down list, to display the SMDR section.

For IP Address, enter the IP address of RSI Shadow CMS server. For TCP Port, enter a
desired port, in this case “12000”. Modify Records to Buffer if desired, and check Call
Splitting for Diverts. The record buffer is used by IP Office to cache SMDR records in the case
of a communication failure with RSI Shadow CMS.

] Avaya IP Office R8 Manager 00E00705345B [8.0(13)] [Administrator{Administrator)]

File Edit View Todls Help

i DDEDO7OS345E = System = O0ED07053458 [ E-HIE B Al a2
IP Offices 0DOEOO705345B - | [ w] <>
’S BOQTP (8] System | LAM1 | LAMZ | DMNS | woicemai | Telephony | Directory Services | System Events | SMTP | SMDR | Twinning | ¥CM || CCR | Codecs
i Operator (3)
(=529 ODEOOFOS3456 Qutput | SMODR Only w

5 Syskem (1) DR
F9 Line (5)

<2 Control Unit (4)
A Extension (51) TP Address 10 o4 21 65
§ User(z8)

Station Message Detail Recarder Communications

TCP Pork 12000
ﬂ HuntGroup (1)
8% short Code (54) Records to Buffer (3000 3
g z:r:(cf)(o) all Splitting For Diverts
@ Incoming Call Route (43
@ wanPart (0}
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6. Configure RSI Shadow CMS

This section provides the procedures for configuring RSI Shadow CMS. The procedures include
the following areas:

e Launch application
¢ Administer data source
¢ Administer socket settings

6.1. Launch Application

From the Shadow CMS server, select Start > All Programs > RSI > CMS > CMS to display
the SHADOW Voice and Data Management screen.

Select Utility > Winlink Data Storage from the top menu.

* SHADOW Voice and Data Management [cms]

File Database Report Graph  Configuration | Utiliky  Miew  ‘Window  Help
A Winlink Data Storage
I,:|:| - “ ”ﬁh IFIFI I:| a Skorage Fﬁ 2
I,:::I—r o 1 # Tariff Files r EE
| - i o ¥ g Database Maintenance
Cloze Entity  Properties  Tranzlate Con ”ﬁh Example Call Costing Tasks  Location  Sidebar
= x Scheduled Tdasks
= Location Fi
5 ) Fle o u:n:Ta ion Fir e-r
5 Distahaze j;h fckive Parse File
+-[] Repart i Explore
+ Graph i Register Inactive Extensions
+ Configurstion ”ﬁh Synic DNIS
gy Uity 'j‘:; Sync Trunks
”ﬁ Sync Personnel
”j:; SUpport
FL |0D01  |IP Office w8 Test Hosk 11/16/2011 3:15
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6.2. Administer Data Source
The winlink screen is displayed. Select Configure > Data Source from the top menu.

WINLINK M=

waplinl[f=8 Edit Options Tools Window Help
Telnet or Socket Settings. .. -
[Daka Source e ?
— || L
Listen -
Skop Liskening d
Exit Alk+
Listening on 1 2000 Row: O Cal: 0 | 'Th oo

The Data Source screen is displayed next. Select “Socket Listener” from the drop-down list, as
shown below. Click OK.

Data Source r}_(|

Select the Winlink data source:
Socket Liztene ﬂ

0k | Cancel |

The Warning screen is displayed. Select OK to restart the application.

"j Your application will restart For this change to take effect!
L]

Cancel |
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6.3. Administer Socket Settings

The SHADOW Voice and Data Management screen is displayed again. Select Utility >
Winlink Data Storage from the top menu.

* SHADOW Voice and Data Management [cms]

File Database Report Graph  Configuration | Utiliky  Miew  ‘Window  Help
,|:|:| Fﬁ Winlink Diata Starage —
= = £
0 I,:::I—r = “ (| ' Tariff Files r
| - i 7% % %l Database Maintenance
Cloze Entity  Properties  Tranzlate Con Fﬁh Example Call Costing Tasks  Location  Sidebar
= x Scheduled Tasks
o0 Fie I9' Lacation Finder
5 Distahaze "'j;h fckive Parse File
¥ D Repott 'j‘:; Explore
+ Graph "¥5 Register Inactive Extensions
+-5f3 Configuration Pﬁh Synic DNIS
B’ ili mo-
+- gy Uity i Swnc Trunks
Fﬁ Sync Personnel
"'j:; SUpport
FL 0001 |IP Office w8 Test Hosk 11/16/2011 3:15
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The winlink screen is displayed. Select Configure > Telnet or Socket Settings from the top
menu.

WINLINK M =)E3

malinlf=8 Edit Options Tools Window Help
Data Source e ?
— o
Lisken -
Exit Alk+
Listening on 1 2000 Row: O Cal 0 A I'Tm oo

The IP Configuration screen is displayed. For Name (or IP address), enter the IP address of
the Shadow CMS server. For Port, enter the TCP port from Section 5. Retain the default values
in the remaining fields. Click OK.

IP Configuration E'
Settings
Mame [or IP addresz]; Part
|10.64.21.65 12000
Protocol
Ilzer Mame:
sEl Name: | = TI:F'
Paszword: | £ UDP
(" Proprietary
ok Cancel
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The winlink screen is displayed next. In the lower left portion of the screen, verify that the
application is listening on the proper TCP port, as shown below.

Configure  Edit  Options  Tools  Window  Help

? “e i T

201111716 15:43:58 Started
Listening on 12000
F311/11/16 15:44:14 Started

1|

Listening on 1 2000 Row: O Cal 0 A I'Tm 13
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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 RSI Shadow CMS.

7.1. Verify Avaya IP Office

From a PC running the Avaya IP Office Monitor application, select Start > Programs > IP
Office > Monitor to launch the application. The Avaya IP Office R8 SysMonitor screen is
displayed, as shown below. Click on the Filter icon.

£ Avaya IP Office RB SysMonitor - Monitoring 10.64.21.64 (00E00705345B); Log Settings - C:\Documents and Settings)...\sysmonitorsettings.ini
File Edit Wiew Fikers Status Help

58| /87| x|il] 2I(E)

wxwasarass SysMonitor wl0.0 (13] #ewsssssss
FERXXXFXTTT contact wade with 10.64.21.64 at 15:46:20 1641172011 FFFFFTTTTT
FREFXFXXTXTT System (10.64.21.64) has been up and running for 23hrs and 1lsecs(82811721m5) FF#assssss

#Hxxrrxa+s Marning: TEXT File Logging selected *&rsssrass

wEFxrEEETT Jarning: TEXT Logging to File STOPPED on 16/11/2011 15:46:20 TF*srsssss
§2811721n% PRN: Monitor 3tarted IP=10.64.21.65 IP 500 8.0(13) O0EQQO705345E
(IP ODffice: Supports Unicode, System Locale is enu)
§281172Z1n3 PRN: LAW=U PRI=1, BRI=0, ALOG=0, AD3L=0 VCOMP=32Z, MDM=0, WiN=0, MODU=1 LANM=0 CkE3RC=1 ¥MAIL=1(VER=3 TYP=1) CALL3=0(TOT=51)
§2812071n3 BES: Wed 1671142011 15:46:21 FreeMem=£2008188(2) CMMag=4 (4] Buff=5200 956 1000 7430 5 Links=4767 b
<
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The All Settings screen is displayed. Check Call Detail Records and CDR Extra diagnostics,
as shown below. Click OK.

All Settings

X

SO ] Ke_l,l.-"Lamp] Direu:t-:ur_l,l] kedia ] FPFFP ] Rz ] Fh:uuting] Sewices] SIF ] System]
T1 WPN | WikN SCN
ATH Cal | DTE | EConf | FrameRelyy | GOD | H.323 | Irtetface |
Ewventsz FPackets Embedded Y oicemnail
[v Call [ Call [ ‘“Yoicemail Client
Iv Call Delta [v Extension Send [ Audic Response
[~ Call DekaZ [v Extension Feceive [ Meszage Recorder
[+ Call Logging [ Extension T=C [ Housekeeping
v Extenzion [ Extension BxC [ Flash Starage
[ Line [v Extension T=P [ Silence
[ MonCM [v Extension R=P [ Emai
[ MonlvR .
O Taroti W Line Send FD ielzenel
v Targeting . .
v ARS W Line Receive [ “oicemal Events
W
[ Shert Code Msgs [ “oicemal Meszaging
Vi [ Supplementan) services
[ ACD [ IP Dect Msgs
[ IP Dect
Iv Call Detail Recards
Iv" CDR Extra diagnostics
Trace Calaur .
Default Al Clear Al Tab Clear 4l | Tab Set 4l Ok ] Cancel
Save File Load File Select File
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Make and complete a few phone calls, including internal, inbound from the PSTN, and outbound
to the PSTN. Verify that raw SMDR data is displayed on the Avaya IP Office R8 SysMonitor
screen, as shown below.

£ Avaya IP Office R8 SysMonitor - [STOPPED] Monitoring 10.64.21. 64 (00E00705345B); Log Settings - C:\Documents and Settings\...\sysmonitorsettings.ini
File Edit View Fiters Status Help

=a| 8T xF @ ==

CMReleaseConp ~
Line: type=DigitalExtn 2 Call: 1lid=0 id=1273 in=0

B2921376n5 CMCallEwt: 0.1273.0 92 Extn202.0: StateChange: END=B CMCiConnected->CMCSCowpleted

§2921376n% CMExtnEwt: w=2 3tate, new=PortRecoverDelay old=Connected,0,0,Extnz02

§2921377n5 CDR: Initialising comwunications [IP Address = 10.64.21.65, port 12000 [TCP]]
B2821377m3 PRN: CDR - Resetfueusiize=3000
GE921378n% M . OUTFU 011/ H 04,0 ] 0 91,0,E201,Extna0l,

82921378u3 PRN: CDR - TCP3end maxdqueuesize=3000 operational=0

§2921378n% CHMLOGGING: CALL:2011/11/1615:48,00:00:03,001,201,0,202,202,Extn20l,,,1,,""'nsa,0

B2821379m3 CD: CALL: 0.1271.0 BState=Disconnecting Cut=l Music=0.0 Aend="Extnz201({201)" (20.1) Bend="Extn20Z [202]" [Extn202({202)] (20.2] Calledthum=20Z2 (Extnz(
§2921375m% CD: CALL: 0.1271.0 Deleted

B82921380n5 CMEXtnEwt: Extn20l: CALL LOST (CMCauseNormal)

B2921380n% CMExtnEwt: ExtnZ0l: Extn(201) Calling Party Muwber (201) Type (CMITypeInternal)

§2921380n5 CMCallEwt: 0.1271.0 -1 Extn20l.0: StateChange: END=X CMCiConnected->CMCSCowpleted (v
< >
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7.2. Verify RSI Shadow CMS

From the RSI Shadow CMS server, follow the navigation in Section 6.1 to display the winlink
screen. Verify that an entry is displayed for each SMDR record output from Section 7.1.

Configure  Edit Options  Tools  Window  Help

A °e v &

20111116 15:43:58 Started
Listening on 120680
20111116 15:44:14 Started

_\H?)
Client connected

2011-11-16 15:48:04,00:80:04,2,201.0,202,.202,.1,1000091.0,.E201 .Extn201 . E202,.Extn202.8,.8.n/a,0, .. ..s0nrs-

Listening on 12000 Row:B Col:205 e L)) 15:50:03

Follow the navigation in Section 6.1 to display the SHADOW Voice and Data Management
screen. Click on the Calls icon, followed by Translate icon to display the translated SMDR
records. Verify that the appropriate number of entries is created for the SMDR records from
Section 7.1, and note that two translated records are created by Shadow CMS for a call between
two internal parties.

" SHADOW Voice and Data Management [cms] - [Calls Database] E‘E|rg|
" File Database FReport Graph  Corfiguration Uity Yiew Window  Help - a8 x
I [ = .
Q= 2%V eHgREROO
Cloze Entity  Properties Translate Configure Filer Calls Cost Tazks  Location Sidebar  Wiew... Back Fonward
=] x View ]gearchlluuls]
[ File ==
e Qnrme-- o 4B EEER
+-[] Repart
Graph
: %c;?igwaﬁon Record No|DATE  |[TIME | DURATION|CALLTYPE|EXTENSION|TRUNK |DIGITS RINGTIME[ACCOUNT  #
- Uity 1/20111116 1009 5 EO ononz201 0000202 202 2
2|20111116 1009 5 El 0000202 0000201 202 2
3|20111116 1039 36 EO ononz201 0000202 202 2
» L] 20 31039 36 EI 0noon202 0000201 202 2
w
£ >
Database: DO01RSI.DEF Query: Mone Edit Fecoids: £5
FL |0001  [IP Office v8 Test Hast 11/16/2011 4:05:31 PM User Mode (250
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Select Report > Chronological > Chronological Detail from the top menu, and click OK in the
Report Generator screen.

Report Generator, [5_(|
Chronological Detail

Filker llitle ] Sort ] Edvanced] Qutput]

= | KE| | R
Y| Y|Y
Add Bemowve Edit

Thiz repart will be generated using the falloving filter critena file:

|<nu:une> j

Apply 2 ok ||| Cancel
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The Chronological Detail report is displayed, as shown below. Verify that the report entries
match to the entries from Section 7.1.

SHADOW Voice and Data Management [cms] - [Chronological Detail] EJ@IB__Q
g X

f File Datshase Report Graph Configuration  Uklity  Wiew Window Help L
— = — . .
I-_'
S J=s
Close Entity  Piopertties Translate Configure  Filter Callz Cost Tasks  Location Sidebar  Wiew... Back Forward
X | x 161 S5 F& |0z - |:|M Totah38  100% I of 53
S
Fage 1afl
+-[] suthorizatian
[ Account Code Chronological Detail
<no nex
=[] chronalogical s
D Chronalogical .Detawl IP Office & Test
[ Transter Detail
0 Outgo.mg Deta.ﬂ Repart Date: All Prirt Doe: 2011-11-16
7 Incaming Detail
[ nternal Detail
D Tandem Detail Tim e Dura tien smment
D Long Call Detal 201111716 1257 Int EOD00202 EODOSOO0  Internal 201 00:00:00 0.00 Lecnkte-Local
[ 6L Accourt 20001176 1255 It E0000202  EQU00201  Internal 201 00:00:02 .o Locakta-Local
+1- ) Wetcheiog 2011/117%6 1265 It E0000203 E0000202  Internal 202 00:00:06 .00 Lasnbta-Le snl
Field 2001/1176 1255 It E0000202  EGU11002  Internal 201 00:00:07 .00 Locakta-Local
=[] Fie 20001176 1255 It E0000201 EQU11001  Internal 00:00:10 .o Locakta-Local
#-[ ] Cross Table 201141716 1255 It E0000203  E0011003  Internal 202 00:00:10 o0 Lacnbta-Local
[ Trunk 2001/11716 1251 It E0000202 EQ000201  Internal 200 00:00:03 .00 Locakta-Local
+-[] DS 01011716 1247 I TOO0S001  EQO00201  Inceming 53005 00:00:03 [T
«- [ Uibrary 20111176 1245 I TOO0S001 EQ000201  Inceming 53005 000 INC
2011/11716 1243 Out  E0000000 TDOO3001 Ouigeing 000 NV Oher
+ D Accessory .
201011716 1243 Tdm  TU003001 TOO0S001  Dukeing 201 [T
+-[ ] Persannel 20117411716 1240 Tdm  TU008001 TODOOO0D  Dulgeing 000 INV Oher
+- [ Export 2011/11716 1240  Tdm  TO003001 TOOO3001 Ouigeing 201 000 1NV
+ Graph 201011716 1239 I TOO0S001  EQO00201  Inceming 53004 [T
o Configuration 201011716 1234 Out  E0000201 TOOOS001 Ouleing 53002 [T
50 Uity 2011/11716 1234 It E0000202 EQ000201  Internal 201 .00 Lecattn-Local
20011176 1234 Out  E0011001 TOOO3001 Ouigeing 53002 [T
0011716 1234 It E0O00201  EQU11002  Internal 53002 00:00:18 .o Locakta-Local
2011/11716 1234 It E0000202  EQO11003  Internal 201 00:00:18 .00 Lasnbta-Le snl
2001/11716 1232 ODut  E0000202  TOOO3001  Ouigeing 53002 00:00:00 [T
0011716 1232 It E0000201  EQU00202  Internal 202 00:00:14 .o Locakta-Local
20110/117%6 1232 Out  E0000201 TDOOS001 Ouigsing 53002 00:00:08 [T
2001/1176 1140 Out E0000202 TOOO3001 Ouigeing 53002 00:00:10 000 1N
0011716 1139 It E0000202  EQU00201  Internal 201 00:00:00 .o Locatta-Local v
Read: 63 Found: 38
FL 0001 |IP Office +8 Test Host 11/16/2011 3:57:54 PM User Mode (29)
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8. Conclusion

These Application Notes describe the configuration steps required for RSI Shadow CMS to
successfully interoperate with Avaya IP Office. All feature and serviceability test cases were
executed and passed.

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

[1] IP Office 8.0, IP Office Installation, November 2011, available at
http://support.avaya.com.
[2] IP Office Manager 10.0, November 2011, available at http://support.avaya.com.

[3] Resource Software International Ltd. Avaya IP Office RSI CMS Integration Guide,
available from RSI Support.
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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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