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Avaya Solution & Interoperability Test Lab

Application Notes for Inova LightLink with Avaya
Communication Manager and Avaya Call Management
System with Inova Historical Interface — Issue 1.0

Abstract

These Application Notes describe the configuration steps required to integrate Inova LightLink
with Avaya Call Management System using the Inova Historical interface to capture ACD call
center data from Avaya Communication Manager. The Inova Historical interface is used to
obtain splits/skills, Vector Directory Numbers (VDNSs), and agents data periodically. This
interface is provided by the Avaya Communication Solutions and Integration (CSI) group
within Avaya Global Services.

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 to integrate Inova LightLink
with Avaya Call Management System using the Inova Historical interface to capture ACD call
center data from Avaya Communication Manager. The Inova Historical interface is used to
obtain splits/skills, Vector Directory Numbers (VDNS), and agents data periodically. This
interface is provided by the Avaya Communication Solutions and Integration (CSI) group within
Avaya Global Services.

Inova LightLink is a middleware platform that supports the integration, management, and
delivery of real-time data. Inova LightLink utilizes the real-time call center data from Avaya
Communication Manager for splits/skills, VDNSs, and agents, and provides the information to
applications or contact center organizations for effective management.

The data streams of ACD call center historical data are obtained by Inova LightLink from Avaya
CMS. A TCP client-server model is used for the connection, with Avaya CMS being the “client”
and Inova LightLink being the “server”. Inova LightLink runs a TCP “listener” process to
accept the data connection from the Inova Historical interface of Avaya CMS. Avaya CMS can
send data to Inova LightLink at 15, 30, or 60 minute intervals (configurable).

Avaya CSI installs and configures the Inova Historical interface on Avaya CMS, and provides
the TCP port number associated with each historical interface session to Inova for configuring
LightLink. LightLink parses the raw data streams received and makes the data available on
various output devices. The historical data can be monitored by customers via customized
viewing models.

Avaya Call Management

System (CMS)
(192.45.120.50)

N

Avaya S8700 Servers
(192.45.100.60)

Inova LightLink
Router (192.168.199.37)

Avaya 4600 Series IP
Telephones (Agents)

Simulated PSTN

Avaya G650 Media Gateway
(C-LAN: 192.45.100.70)
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2. Equipment and Software Validated
The following equipment and software were used for the sample configuration provided:

Equipment

Software

Avaya S8700 Servers

Avaya Communication Manager 4.0, load 730.5

Avaya G650 Media Gateway

= TN799DP C-LAN Circuit Pack HWO01 FWO024
Avaya Call Management System rld4aa.h
Avaya 4600 Series IP Telephones 2.8 (H.323)
Inova LightLink 5.6.264.0

3. Configure Avaya Communication Manager
This section provides the procedures for configuring Avaya Communication Manager. The

procedures include the following areas:

e Verify Avaya Communication Manager Options

e Administer adjunct CMS release

e Administer IP node names for C-LAN

e Administer IP interface for C-LAN

e Administer data module for C-LAN
e Administer processor interface channel

e Administer measured VDN
e Administer measured Skill

The detailed administration of contact center devices such as ACD/Skill, VDN, Vector, and
Agents are assumed to be in place. These Application Notes will only cover how to enable
ACD/Skill, VDN, and Agent data to be sent to Avaya CMS.
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3.1. Verify Avaya Communication Manager Software Options

Log into the System Access Terminal (SAT) to verify that the Avaya Communication Manager
license has proper permissions for features illustrated in these Application Notes. Use the
“display system-parameters customer-options” command to verify that the G3 Version field is
set to “V14” on Page 1, as shown below.

display system-parameters customer-options 1 of 11

OPTIONAL FEATURES

Page

G3 Version: V14

Location: 1 RFA System ID (SID): 1

Platform: 6 RFA Module ID (MID): 1
USED

Platform Maximum Ports: 44000 727

Maximum Stations: 36000 239
Maximum XMOBILE Stations: O 0
Maximum OFF-PBX Telephones - EC500: 0O 0
Maximum OFF-PBX Telephones - OPS: 50 8
Maximum OFF-PBX Telephones - PBFMC: 0O 0
Maximum OFF-PBX Telephones - PVFMC: O 0
Maximum OFF-PBX Telephones - SCCAN: O 0

(NOTE: You must logoff & login to effect the permission changes.)

Navigate to Page 6, and verify that the Call Center Release field is set to “4.0”, as shown
below.

display system-parameters customer-options
CALL CENTER OPTIONAL FEATURES

Page 6 of 11

Call Center Release: 4.0

ACD? y Reason Codes? y

BCMS (Basic)? y Service Level Maximizer? n

BCMS/VuStats Service Level? y Service Observing (Basic)? y

BSR Local Treatment for IP & ISDN? n Service Observing (Remote/By FAC)? y
Business Advocate? y Service Observing (VDNs)? vy

Call Work Codes? n Timed ACW? y

DTMF Feedback Signals For VRU? y Vectoring (Basic)? y
Dynamic Advocate? y Vectoring (Prompting)? y

Expert Agent Selection (EAS)? y Vectoring (G3V4 Enhanced)? y
EAS-PHD? y Vectoring (3.0 Enhanced)? n

Forced ACD Calls? n Vectoring (ANI/II-Digits Routing)? y

Vectoring (G3V4 Advanced Routing)? y

Lookahead Interflow (LAI)? n Vectoring (CINFO)? vy
Multiple Call Handling (On Request)? y Vectoring (Best Service Routing)? y
Multiple Call Handling (Forced)? y Vectoring (Holidays)? y
PASTE (Display PBX Data on Phone)? y Vectoring (Variables)? n

(NOTE: You must logoff & login to effect the permission changes.)
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3.2. Administer Adjunct CMS Release

Use the “change system-parameters features” command and navigate to Page 12. Set the
Adjunct CMS Release field to the software release of the Avaya CMS. In this case, “R14” is
used to correspond to Avaya CMS software release R14.0.

change system-parameters features Page 12 of 17
FEATURE-RELATED SYSTEM PARAMETERS

AGENT AND CALL SELECTION
MIA Across Splits or Skills? y
ACW Agents Considered Idle? y
Call Selection Measurement: current-wait-time
Service Level Supervisor Call Selection Override? n
Auto Reserve Agents: all

CALL MANAGEMENT SYSTEM
REPORTING ADJUNCT RELEASE
CMS (appl mis): R14
CCR (appl ccr):

BCMS/VuStats LoginlIDs? y
BCMS/VuStats Measurement Interval: hour
BCMS/VuStats Abandon Call Timer (seconds):
Validate BCMS/VuStats Login IDs? n
Clear VuStats Shift Data: on-login
Remove Inactive BCMS/VuStats Agents? n

3.3. Administer IP Node Name for C-LAN

Use the “change node-names ip” command, to add entries for Avaya CMS and the C-LAN that
will be used for connectivity. In this case, “cms” and “192.45.120.50” are entered as Name and
IP Address for the Avaya CMS server, and “clan2” and “192.45.100.70” are entered as Name
and IP Address for the C-LAN. The actual node names and IP addresses may vary. Submit
these changes.

change node-names ip Page 1 of 1
IP NODE NAMES

Name IP Address Name IP Address
clan 192.45 .100.66
clan-1a05-AES2 192.45 .100.146
cms 192.45 .120.50
clan2 192.45 .100.70
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3.4. Administer IP Interface for C-LAN

Add the C-LAN to the system configuration using the “add ip-interface 2a02” command. The
actual slot number may vary. In this case, “2a02” is used as the slot number. Enter the C-LAN
node name assigned from Section 3.3 into the Node Name field. The IP Address field will be
populated automatically.

Enter proper values for the Subnet Mask and Gateway Address fields. In this case,
#255.255.255.0” and “192.45.100.1” are used to correspond to the network configuration in these
Application Notes. Set the Enable Ethernet Port field to “y”. Default values may be used in
the remaining fields. Submit these changes.

add ip-interface 2a02 Page 1of 1
IP INTERFACES

Type: C-LAN
Slot: 02A02
Code/Suffix: TN799 D
Node Name: clan2
IP Address: 192.45 .100.70
Subnet Mask: 255.255.255.0
Gateway Address: 192.45 .100.1
Enable Ethernet Port? y
Network Region: 1
VLAN: n

Number of CLAN Sockets Before Warning: 400
Receive Buffer TCP Window Size: 8320
ETHERNET OPTIONS
Auto? y

3.5. Administer Data Module for C-LAN

Add a new data module using the “add data-module n” command, where “n” is an available
extension. Enter the following values, and submit these changes.

= Name: A descriptive name.
= Type: “ethernet”
= Port: Same slot number from Section 3.4 above and port “17”.
= Link: An available link number.
change data-module 24981 Page 1 of 1

DATA MODULE

Data Extension: 24981 Name: Clan2
Type: ethernet
Port: 02A0217
Link: 2

Network uses 1"s for Broadcast Addresses? y
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3.6. Administer Processor Interface Channel

Assign a new processor interface channel with the “change communication-interface processor-
channels” command. Add an entry with the following values, and submit these changes.

= Enable: “y”

= Appl.: “mis”

* Mode: “s” for server mode.

= Interface Link: Link number for data module Ethernet port from Section 3.5.

= Interface Chan: TCP channel number for Avaya CMS. In this case “5001".

= Destination Node: Avaya CMS server node name from Section 3.3.

= Destination Port: “0”

= Session Local:  Corresponding channel number in Proc Chan field. In this case “1”.
= Session Remote: Corresponding channel number in Proc Chan field. In this case “1”.

The Interface Chan field contains the Avaya CMS TCP channel number, which is defined as
part of the Avaya CMS installation. For the compliance testing, the default TCP channel number
of “5001” was used.

change communication-interface processor-channels Page 1 of 24
PROCESSOR CHANNEL ASSIGNMENT
Proc Gtwy Interface Destination Session Mach
Chan Enable  Appl. To Mode Link/Chan Node Port Local/Remote IDnp
1: Yy mis S 2 5001 cms 0 1 1
2: n 0

3.7. Administer Measured VDN

Use the “change vdn n” command, where “n” is the extension of the VDN to be measured by
Avaya CMS. Set the Measured field to “external” or “both” to enable measurement data on the
VDN to be sent to Avaya CMS. Repeat this step for all VDNSs that will be monitored by Avaya
CMS.

change vdn 38000 Page 1 of 2
VECTOR DIRECTORY NUMBER

Extension: 38000
Name*: Inova VDN 1
Vector Number: 380

Meet-me Conferencing? n
Allow VDN Override? n
COR: 1
TN*: 1
Measured: both
Acceptable Service Level (sec): 10
Service Objective (sec): 20
VDN of Origin Annc. Extension*:
1st Skill*:
2nd Skill*:
3rd Skill*:

* Follows VDN Override Rules
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3.8. Administer Measured Skill and Agent

Use the “change hunt-group n” command, where “n” is the extension of the ACD/Skill group
number to be measured by Avaya CMS. Set the Measured field to “external” or “both” to
enable real-time measurement data on the ACD/Skill group and the associated agents to be sent
to Avaya CMS. Repeat this step for all ACD/Skill groups that will be measured by Avaya CMS.

change hunt-group 280 Page
HUNT GROUP

Skille y Expected Call Handling Time (sec):

AAS? n Service Level Target (% in sec):

Measured: both Service Objective (sec):

Supervisor Extension: Service Level Supervisor?

Activate on Oldest Call Waiting?
Call Selection Override?

Controlling Adjunct: none Level 1 Threshold (sec):

Level 2 Threshold (sec):
Dynamic Threshold Adjustment?

VuStats Objective:

Timed ACW Interval (sec):

Dynamic Queue Position?

Multiple Call Handling: none

Redirect on No Answer (rings) :
Redirect to VDN:

2 of 3

180
80 in 20

20

Yy

Y
n

50

n

n

Forced Entry of Stroke Counts or Call Work Codes? n
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4. Configure Avaya Call Management System

Configuration of the Inova Historical interface is performed by Avaya CSI and is outside the
scope of these Application Notes. After the interfaces are configured, the user can follow the
procedures below to enable the interface.

4.1. Verify Inova Historical Interface

The Inova Historical Interface is always enabled and monitoring splits/skills, VDNSs, and agents
on Avaya Communication Manager. To verify that ACD call center data is being monitored, use
a terminal emulator to connect to Avaya CMS and log in with the proper credentials. The Main
Menu is displayed as shown below. Select Inova from the Main Menu.

B Avaya Terminal Emulator - CMS1924512050 L
Profle Edit Connection Help N
3/31/08 17:31 Avaya(TM) CMS Windows: 0 of 10 R :J

rMainMenu
Reports>
Dictionary>
Exceptions>

Agent Administration>

Call Center Administration>
Custom Reports>

User Permissions

System Setup>

Maintenance>

RT Socket>
Inova>
Logout

F________________________________

‘ Help Window Caommands Keep Exit Scroll Current kaintdenu

JAO; Reviewed: Solution & Interoperability Test Lab Application Notes 9 of 52
SPOC 6/3/2008 ©2008 Avaya Inc. All Rights Reserved. Inova-Hist-CMS




After selecting the Inova option, the Inova Reports Interface menu appears as shown below.

Avaya Terminal Emulator - CMS1924512050 (=)
Profile Edit Connection Help

inowva Reports Interface

(new to old)
(old to new)
(last 50 lines)

hen recovering data there can be up to a 5 minute delay on the inova server to
procesz, please be patient.

Selection: I
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Enter “1” to display the configuration information, followed by the Enter key. The Configured
Sessions screen appears. A description of the screenshot fields appear.

= SESSION: Each session defines a connection that Avaya CMS establishes with Inova
LightLink.

= ACD: This column displays the ACD number associated with Avaya Communication
Manager as configured on Avaya CMS.

= SERVER: Always displays “inova” as the name for Inova LightLink.

= PORT: Shows the TCP port that will be used to transfer data during each session.

= TYPE: This column defines what type of data will be transferred during each session.

Avaya Terminal Emulator - CMS1924512050 il
Profle Edit Connection Help

Version V1.3

SERVER
inova

inova

inova
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5. Configure Inova LightLink

This section provides the procedures for configuring Inova LightLink. The procedures fall into
the following areas:

e Administer Inova historical interface for Skill data
e Administer Inova historical interface for VDN data
e Administer Inova historical interface for Agent data

Configuration of LightLink is typically performed by Inova technicians. The procedural steps
are presented in these Application Notes for informational purposes.

5.1. Administer Inova Historical Interface for Skill Data

From the LightLink server, start the Administrator application by launching Programs >
Inova LightLink = Administrator. The Administrator screen is displayed.

5.1.1. Administer New Custom Data Source

Right-click on Input Manager in the left pane and select New Data Source Connection from
the pop-up menu.

& Administrator - LightLink Enterprise Edition
File Edit Wiew Tools ‘window  Help
NEH HE =S 0P 6666 73

| Host Wiew of LightLink System B x|
= % Inova Solutions
E||§! jpeterson-2

i Auditar

- !i Client Manager
E External Input Manager

Obie Add To View window ...

- [EE Oty [ew Data Source Connection, .,
Publ
Site Stop Component

.E Sysh Imnpork DSM ..

Properties ...

Configure Contracts ...

M [0 Host View | @ Global view
Inova Lightlink Ready g |
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The New Data Source screen is displayed on top of the Administrator screen. Scroll down the
window and select Custom Data Source. Click OK.

Mew Data Source E

Customn Data Source

Drata Analyziz Data Source
Executone Customn Fluz
Genezyz Stat Pump J

Harriz 20-20

Interactive Inteligence

LightLink System Data

kditel Sx-200

MELC Mavigator MI5 j

k. | Cancel | Help |

5.1.2. Administer Custom Data General Tab

The Custom Data Source Properties screen is displayed next. Select the General tab and enter
a descriptive name for the new data source. In this case, “Avaya CMS RT Socket Skill —
Historical” is used. Retain the default value for the Preferred ID field.

Custom Data Source Properties H
General lEDnnectiDn] Settings] S5H ]
Mame |.~'-‘wa_l.Ja CHS RTSocket Skill - Histarical

Server 1D 1

Prefered D |22
Remate

ok | Cancel Help
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5.1.3. Administer Custom Data Connection Tab

Select the Connection tab. For the Connection port field, select “TCP/IP Connection” from the
drop-down list. Enter the IP address of the LightLink server into the Hostname or IP address
field. For the Listening port field, enter the TCP port number that the Avaya CMS server uses
for transferring Skills data. This port number is provided by Avaya CSI. For the compliance
testing, the port number used was “7002”.

Custom Data Source Properties E

General  Caonnechian l Settings] 55H ]

Connection port: | TCPAP Connection |

Hostname or IP address: |1 92.168.199.37

Liztening port: | #7002

k. | Cancel Help

JAO; Reviewed: Solution & Interoperability Test Lab Application Notes 14 of 52
SPOC 6/3/2008 ©2008 Avaya Inc. All Rights Reserved. Inova-Hist-CMS



5.1.4. Administer Custom Data Settings Tab

Select the Settings tab. Select the Data format file field, and click on Browse. From the
Select File screen, select “avaya_rtsocket_historical_skill.sdf” from the file list. Repeat the
same procedure to select “avaya_rtsocket_historical_skill.dss” for the Script file field. For the
Connect timeout (sec.) field, increase the value to “99999” seconds, as shown below. Retain
the default values for the remaining fields, and click on Advanced.

Custom Data Source Properties E

General] Connection  Settings l 55H ]

Files
Filez MUST reside in the Servertarvctfghdzmes directon.

Drata format file; |ava_l,la_rtsnl:ket_histl:urical_skill.sdf

Script file: |a\-'a_l,la_rtsu:u:ket_histu:urical_skiII.dss

Timing
Connect timeout [sec.] : 93599 El:
Digconnect timeout [2ec.] 10 El:

D ata timeout [sec.] 0 El:

v Automatically reconnect if data imeout occurs

Adyanced...

k. | Cancel Help

The Warning pop-up window below is displayed on top of the Custom Data Source Properties
screen. Click Yes to continue.

Advanced configuration parameters should be modified only
' by a knowledgeable technician,
Do wou wank to continue ¢
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The Advanced Properties screen is displayed on top of the Custom Data Source Properties
screen. Set the value of the ActsAsServer parameter to “1” as shown in the textbox below.

to enable the LightLink server to take on the role of the “server” in communicating with Avaya
CMS. Also, set the DataFieldsOkOnDisconnect parameter to “1”. Click OK to submit the
changes for the Advanced Properties screen. Click OK on the Custom Data Source
Properties screen to submit the changes for that screen.

Advanced Properties E

QueuesSize=1000
ActebzServer=1

RecardD ata=0
RecardFilename=05M_27 DAT
DiagnostictiewR efrezh=0

R econnectsfait=0
RedundantafithiD=0
DrataFigldT imeoutlnterval=0
DataFigldz0kOnDizconnect=1
TimedFieldCount=0

] | Cancel Help
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The Administrator screen is displayed next, and updated with the newly created custom data
source “Avaya CMS RT Socket Skill — Historical” as shown below. A green checkmark is
displayed by the data source when the connection to Avaya CMS is established.

& Administrator - LightLink Enterprise Edition

File Edit Wew Tools ‘Window Help

DEH EE = S 0PRe G660 ?
|Host Wiew of LightLink System x|
= h Inowa Solutions

EE! jpetersan-2

i Auditar

- !i Client Manager

External Input Manager

Input Manager

B pvaya CMS RT Socket Agent - Real-Time
; W fvaya CMS RT Socket Skill - Historical

- @ fvaya CMS RT Sacket Skill - Real-Time
B e Avaya CMS RT Sockst YDN - Real-Time
Object Bus

Oukpuk Manager

-~ Publisher

- site Manitor

.E System Event Coalescer

TEE

I [0 Host Vievs | @ Global view

Inova Lightlink Ready =
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5.2. Administer Inova Historical Interface for VDN Data

The procedure for administering the VDN data source is similar to the procedure described for
administering the Skill data source. Follow all the steps in the procedure described in Section
5.1 with the following exceptions:

=  Section 5.1.2 Use a different Name for the VDN data source.

Custom Data Source Properties E
General l Ennnectiun] SEttings] S5H ]
Mame |.-’-‘-.va_l,la CHS RTSocket VDM - Historical

Server (D 1

Prefemned 1D |23
Remate

] | Caricel Help
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= Section 5.1.3 Use the corresponding TCP port number for the Listening Port field. The
corresponding TCP port number on the Avaya CMS server used for transferring VDN data
is provided by Avaya CSI. For the compliance testing, the port number used was “7003”.

Custom Data Source Properties E

General Connection l Settings] S5H ]

Connection port: | TCRAF Connection |

Hostname or IP address: |'| 92168.199.37

Ligtening port; {7003

] | Cancel Help
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= Section 5.1.4 Select “avaya_rtsocket_historical_vdn.sdf” for the Data format file field
and select “avaya_rtsocket_historical_vdn.dss” for the Script file field as shown below.

Custom Data Source Properties E

General] Connection  Settings ISSH ]

Files
Filez MUST reside in the Serversrvocighdsms directony.

Drata farmat file: |a'-.:'a_l,la_rts::nc:ket_hist-:nric:al_vdn.sdf

Script file: |avaya_rts-:ucket_histl:uril:al_vdn.dss
Timing
Connect timeout [zec.] : 33539 El:
Dizconnect timeout [sec.] 10 =
Data timeout [sec.] 30 =

[+ Automatically reconnect if data imeout occurs

Advanced...
] | Caricel Help
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A green checkmark will be displayed by the VDN data source in the Administrator screen once
the connection to Avaya CMS is established.

& Administrator - LightLink Enterprise Edition

File Edit Miew Tools Window  Help

DEH MR * & 000 6660 ? [

R x|

|H|:|st Wigww of LightLink System

=l h Inowa Solutions
ElE! jpekerson-2
i Auditor

- !i Client Manager
@ External Input Manager

= [ nput Manager
| fvaya CMS RT Socket Agent - Real-Time
B Avaya CMS RT Socket Skill - Hiskorical
T @ Avaya CMS RT Socket Sl - Real-Time
£ Avaya CMS BT Socket YDM - Hiskorical
b Avaya CMS RT Socket YDM - Real-Time
Object Bus
- Oukput Manager
—E Publisher

- site Monitor

.E System Event Coalescer

| [0 Hast view | @ Global view

Inova Lightlink Ready S |

21 of 52
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5.3. Administer RT_Socket Interface for Agent Data

The procedure for administering the Agent data source requires more steps than configuring the

Skill and VDN data sources, and includes the following areas:

= Administer Agent data source

= Administer data set contract

= Administer database output device
= Administer database updater

5.3.1. Administer Agent Data Source

The procedure for administering the Agent data source is similar to the procedure described for
administering the Skill data source. Follow all the steps in the procedure described in Section

5.1 with the following exceptions:

= Section 5.1.2 Use a different Name for the Agent data source.

Custom Data Source Properties E

General l Ennnectinn] SettingS] 35H l

Mame |.-’-'-.va_l,la CMS AT Socket Agent - Historical

Server D 1
Prefered ID |23
Remaote
k. | Canicel Help
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= Section 5.1.3 Use the corresponding TCP port number for the Listening Port field. The
corresponding TCP port number on the Avaya CMS server used for transferring Agent
data is provided by the Avaya CSI group. For the compliance testing, the port number
used was “7004”.

Custom Data Source Properties E

General Connection l Settings] 55H ]

Connection port: | TCP/IP Connection -]

Hosthame or IP address: |192.168.199.37

Listening port; | 7004|

ak. | Canicel Help
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= Section 5.1.4 Select “avayaagent_historicalcontract.sdf” for the Data format file field
and select “avayaagent_historicalcontract.dss” for the Script file field as shown below.

Custom Data Source Properties E

General] Connection  Settings ISSH ]

Files
Filez MUST reside in the Serversrvocighdsms directony.

Drata farmat file: |a'-.fa_l,laagent_histn:nric:aln:n:nntran:t.sdf

Script file: |avayaagent_hist-:uricalcuntract.dss
Timing
Connect timeout [zec.] : 99994 El:
Dizconnect timeout [sec.] 10 =
Data timeout [sec.] 30 =

[+ Automatically reconnect if data imeout occurs

Advanced...
] | Caricel Help
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5.3.2. Administer Data Set Contract
From the Administrator screen, right-click on Input Manager and select Configure Contracts
from the pop-up menu to create a new data set contract.

& Administrator - LightLink Enterprise Edition

File Edit Wiew Tools ‘Window  Help

DEH HE = 0Pe 6660 ¢ (3]

R x|

|Host Wiews of LightLink System

= % Inova Solutions
E||§! jpeterson-2
------ Auditor

- !i Client Manager

@ Ava Mew Data Source Connection. ..
S Ava

...... Chject B Skop Component

------ Output Import DSM ...

""" % Publishe Propetties ...

""" @ Site o | Corfigure Contracts ...

------ _E System Evam ar

I [0 Hast View | @ Global view

Inova Lightlinke Configure Contracts =
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The Data Set Contract Properties screen is displayed on top of the Administrator screen.
Click on Import From File.

Data Set Contract Properties E

Diata Set l

Selected Cantract:

Hew Contract |

Irnpart From File

Contracts are azsigned by data table in the sdf file for the Data
Source, using the DataSetContractT opic entry in the table
definition. Uze the Settings T ab of the D'ata Source Properties
dialog to accesz and edit itz zdf file.

k. Cancel Help
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The Select a Data Set Contract File screen is displayed. Navigate to the directory “C:\Program
Files\Inova Solutions\Server\srvcfg\dsms” and select “avayaagent_historicalcontract.ini” as
shown below. Click Open.

Select a Data Set Contract File HH

Laak e I = dams j O 2 E E-
}aspect_SID_agenI:_cu:untract_ﬁ:ur _java_simulatar_use,ini }NTSympnsium_SKILLSET_::::
}aspeu:t_n:u:unI:ract_Fu:ur_aspect_simulatu:ur_use.ini }ODBCDSM_chtract.ini
}autu:usim_agent_data_c-:untract.ini }rusetta.ini
}autusim_cnntract.ini :'}smnkﬂ.ini
| avayaagent_histaricalcontrack,ini }Telaquent_Banner'u‘iew.ini
:’}avayaagent_realtime-:u:unI:rau:t.ini }telnquent_schema.ini

Deskiop :} avayaR TA_contrack.ini
:’} dsrn_lisk.iri
ﬁ b dsm_list_LWE.ini

} LL_Genesys_template.ini
b LL_ININ_template.ini
“bLL_MSI_template.ini
“BLL_RTE_template.ini
BLL_SYMPOS_template.ini
BNTMax_ACDON_contract.ini

dl | 2l
File name: Iavayaagent_histnricalu:u:untrau:t.ini j dpen I

My D ocuments

Files of ype: I [rata Set Contract Ini Files [*.ini] j Cancel
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The Imported Contract Properties screen is displayed. For the Topic Name field, enter
“lagenthistorical” as shown below. Retain the default values for the remaining fields, and click
OK.

Imported Contract Properties - You Must Set the Topic Hame

Header ].ﬁ.ttributes] Y alidation Ehecks]

T opic: Mame; |a’agenthistnrical

Dezcrption:  |Awapa Historical Contract Data Sets

Athor; Clint Yess

Commentz: Thiz zpecification provides a termplate to be uzed az a starting paint for
configuring what different sources can provide, and which values need
defaults.

] | Cancel Help

The Save Contract pop-up screen is displayed next. Click on Yes to save the contract.

Save Contract? .

9 Do wou want to save the contract?
\,._4:/ Topic: fagenthistarical
Description: Awaya Historical Contrack Data Sets

WARMIMNG: Components using this conkrack must be restarked for changes to take affect,
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At the Data Set Contract Properties screen, click OK.

Data Set Contract Properties E

Diata Set l

Selected Contract;

fagentrealtinne Edit Contract
Jagenthizstorical

Wiew Contract

Mew Contract

Delete Contract

Ewxport To File

Contracts are aszigned by data table in the =df file for the Data
Source, uging the DataSetContractT opic entry in the table
definition. Use the Settings Tab of the D ata Source Properties
dialog to acceszs and edit itz . zdf file.

k., Cancel Help

JAO; Reviewed: Solution & Interoperability Test Lab Application Notes 29 of 52
SPOC 6/3/2008 ©2008 Avaya Inc. All Rights Reserved. Inova-Hist-CMS



Next, build the connection from the data set contract to the database. Inova LightLink supports
any ODBC-compliant database. For compliance testing, a Microsoft Access database was used.
From the Administrative Tools folder in Microsoft Windows, double-click on Data Sources

(ODBC).

B% Administrative Tools ! E

File  Edit  Wiew Favarites

Taols

Help

eﬁack - &4 ﬁ' j'.-\JSearch Folders Ev

'l;r

Address |-;.g Administrative Tools

ELE

Marne Size: | Tvpe
File and Folder Tasks # _@Compnnent Services ZKE  Shorkcut
EID Rename this file Cu:umputer Managemnt ZKE Shortcut
55, Data Sources (CDBEC) ZKB sShortcut
[ﬁl Move this file @ Event Wiewer 2KB  Shorkcut
[ Copy this file BB Irternet Infarmation Services ZKE Sharkcut
@ Publish this file bo the Web @ Local Security Policy 2KB Shorkout
:j E-mail this File %Micmsnﬂ: MET Framework 1,1 Configuration 1KB  Shorkcut
% Delete this file &Micrnsnft MET Framewoark 1.1 Wizards 2KB  Shorkout
ﬁPerFormance ZKE Shorkout
%Services 2KB Shortout
Other Places £
[# Control Panel
D My Documents
g My Computer
h\] My Metwark Places
Details ¥
~ s
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In the Create New Data Source screen, select “Microsoft Access Driver (*.mdb)” as shown
below. Click Finish.

Create Mew Data Source E

Select a driver far which pou want ta zet up a data source.

M ame | W o
Diriver da Microsoft para arquivos testo [“tet; “cav] 4
Drriver do Microzaft Access [ mdb]
Drriver do kMicrozoft dBaze [°.dbf]
Drriver do Microzoft Excel™ xls]
Diriver do Microsoft Paradox [.db ]
Diriver para o Microsaft Vizual FosPro
Microzoft Access: Driver [*.mdb]
Microzoft Access-Treiber [ mdb]
Microzoft dB ase Dnver [*.dbf]

bdimrmombb AD = s VD Creiname 1% ARF
il

O U N A U

N
4

| Finizh | Cancel

In the ODBC Microsoft Access Setup screen, enter a descriptive Data Source Name and then
click Select.

ODBC Microsoft Access Setup ?

x

Data Source Mame: |.-’-'-.vaya Ck5 Agent D atabase ak.
Dezcription:; |
Cancel
D atabase
Database: Help
] | Create.. | Bepair... Compact... |
Advanced...
System D atabaze
+ Mone
" Databaze:
Optiarnzy >
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In the Select Database screen, navigate to the directory where the database table is stored. For
the compliance testing, a database table named “avayaagent.mdb” stored in the “C:\Program

Files\Inova Solutions\Server\srvcfg\dsms” directory was selected for Microsoft Access. Click
OK.

Select Database E
Databaze Mame Directaries:

|ava_l,laagent.mdl:u oh . Azerverharvctghdams

Cancel
(= J Q
[=r Program Files
[=r Inowa Saolutions Qﬂdp

BE‘S;:;? [ BeadOrly
J = dsmg [ Exclusive
Lizt Filzs of Type: Dirives:

|.-’-'-.|:n:ess Databases [“.mj | = j Metwark. . |

The Agent database should now appear under the System DSN tab in the ODBC Data Source
Administrator screen. Click OK.

&1 ODBC Data Source Administrator =

Uszer D5K  System DSM lFiIe D5H ] Drivers] Tracing] Connection F'n:u:nling] Abaut ]

System Data Sources:

Marne Drrivver | Add...
TR Microsoft Access Driver [*mdb)
LLAudtDE Microzoft Access Driver [F.mdb) Bemaove

Configure. ..

i

An ODBC System data source ztores information about how to connect to

the indicated data provider. & System data zouwrce iz vizible to all users
an thiz machine, including MT services.

F, Cancel Help
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5.3.3. Administer Database Output Device

From the Administrator screen, right-click on Output Manager and select New Output
Device Connection from the pop-up menu to associate the Agent data with an output device.

& Administrator - LightLink Enterprise Edition

File Edit Yew Tools Window Help
DeH R = 2 0ne 666G 7 (al.

| Haost Vigvs of LightLink System a x|

=l h Inova Solutions
=- E! ipeterson-2
= i Auditor
[ !i Client Manager
g E External Input Manager
= E Input Manager
@ Avaya CMS RT Socket Agent - Histarical
Avava CM3 RT Socket Agent - Real-Time
. Avaya CMS RT Socket Skill - Hiskarical
@ Avaya CMS RT Socket Skill - Real-Time
- fwaya CMS RT Socket YD - Historical
@ Avaya CMS RT Socket YD - Real-Time
Object Bus

)

+

BE -

] @ Publisher
5 @ Site Mnnito| Mew Qutput Device Connection, ..

= E Syskem Ew

add To Wiew Window ...

Stop Component

Import QCM L.

Properties ...

" B Host View @ Glabal view

Inova Lighthink Create a new child item, G | ]

The New Output Device Connection screen is displayed on top of the Administrator screen.
Select Database Publisher Output and click OK.

Mew Output Device Connection E |

LightLink Dezktop Clients
Inowva TCPAR Dizplays
[ atabase Publizher Output
kAL Publisher Output
Email Dutput
LightLink || LED Dizplayz [Serial]
LightLink Il LED Displays [Senal Simulator]
[5kAS LED Dizplays

2k, I Cancel Help
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The Database Publisher Output Properties screen is displayed next. Select the General tab,
and enter a descriptive name in the Name field.

Database Publisher Output Properties n

General ] Settings |

Marme |.~'-‘waya D atabasze Publisher

Server [D 1
Preferred ID |5
Femote

Ok, | Cancel | Help |

Under the Settings tab of the Data Publisher Output Properties screen, select the “ODBC
DSN” option in the Connection String Type section. Click Browse.

Database Publisher Qutput Properties n

Connection String:;

Driver=tSDASHL;

Connechion String Type
" User Specified

" 0OLE DB Connection Sting >
" OLE DB Data Link File ﬁ
&+ ODBECDSM

Options
Update Timeout Interval [sec]; |30

[ Dizconnect Between Lpdates

0K | Cancel Help
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The Select Data Source screen is displayed. Select the data source corresponding to the Agent
database and click OK.

Select Data Source Tix

File Data Source  Machine Data Source l

D ata Source Mame Type D' ezcription

Avapa CMS Agent Databaze ERETREN)

dBASE Files dzer

Excel Files Idzer

LLAuditDB System  LightLink (M5 Access)
M5 Access Databasze Idzer

YWizual FoxPro Database dzer

Wizual FowPra T ables Idzer

Mew. ..

& Machine Data Source iz zpecific to thiz machine, and cannot be thared.
"Uzer data zources are specific to a user on thiz machine. "System" data
gources can be uzed by all users an thiz machine, or by a system-wide zervice.

(] 4 | Cancel Help

In the Login screen, specify the login credentials if required. Click OK.

D ats Source oK
Avaya CMS Agent Databaze

Cancel |
Autharization
Login name: | Databaze. .. |
Bazsword: | Help |
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Return to the Database Publisher Output Properties screen and click OK.

Database Publisher Output Properties E

General  Settings l

LConnectioh Sting:
DSH=twapa CMS Agent Databaze DEQ=C: \Program Fileshlnowva So

Connection String Tyupe
" szer Specified
" 0OLE DB Conmection String
" 0OLE DB Data Link File
(+ ODBCDSM

Cptions
|Jpdate Timeout Interval [zecl |30

[ Disconnect Bebween Updates

k. Cancel Help
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5.3.4. Administer Database Updater

From the Administrator screen, expand Output Manager. Right-click on the newly created
Avaya Database Publisher and select New Device from the pop-up menu to create a database
updater for the new database output device.

& Administrator - LightLink Enterprise Edition

File Edit Wiew Tools MWindow  Help

DEL S = C OE® 666 T (B

Eﬂ---!i Client Manager
------ E External Input Manager
B E Input Manager

- # fwaya CMS RT Socket Agent - Histarical

- # Avaya CM3 RT Socket Agent - Real-Time
[+ @ fwaya CMS RT Socket Skill - Histarical
[+~ Avaya CM3 RT Socket Skil - Real-Time
[+ Bk Avaya CM3 RT Socket YO - Historical
[+ B Avaya CMS RT Sacket YOM - Real-Time

------ Ohject Bus
B=- Oukput Manager

B “ m fdd To Yiew Window ...
------ = Publisher | L2358 DI, o |
------ € site Monito Rename ...
------ _E Swskem Eve Delete
I [0 Host view | @ Global vie Properties ...
Inowva Lighthink Create a new child item, = |
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The Create Database Updater screen is displayed. Select the radio button for Create a New
Table, and enter “agenthistorical” for the New Table Name. Click OK.

Create Database Updater E

* [Create a Mew Table " lze a Stared Procedure
" |se an Existing T able

Copy Table Structure from:

E | |t|r| T Ell:||E

agentrealtime

Mew Table Hame; |agenthistnrica'

] | Cancel | Help

In the Update Settings screen, select the options shown in the screen below. Click OK.

Update Settings E

Perform pdates

* [On Beception of Contract D ata Set Yalues
" Penodically
" Perodically if Data Yalues have Changed

" Perodically bazed on Conditions

Update Period: | | J

Ilpdate Method

* Dvenwite Last ¥ alues [Snapshotf

" Append Yalues [Historical)

] | Cancel Help
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The Field Mappings for Table screen is displayed next and filled in with the table name. Click
on the AutoFill menu option and select the Create Columns From Group in the pop-up menu.

Field Mappings for Table: agenthistorical

Update Options. .. | IHiStnricaI Updates will occur every 10 Seconds if values have changed.

b aintenance Options. .. | IUpdates will stop being added when there are more than 3939 records.

gutoFill  Configuration  Field Row  Column Change Yiew Wisible Calumns: IIj _lij

olurmins Fram Group

Fill R From Graup

Create Table from Data Source
Fill Table Fram Data Source

v wihen Lpdating, Only Wite Fiows with Mew Data Values 0K I Cancel | Help |

The Automated Column Creation screen is displayed on top of the Field Mappings for Table
screen. Update the options as shown below and then click Select a Group.

Automated Column Creation |

Create Columns from the Fields in the Group:

Select a Group |

— Create Additional Columns For:

[ Becord Mumber
[7 Date and Time Stamp

[~ Location [Source] or Fow Mame

Use a Default String Length af; |4EI

k. I Cancel | Help
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The Create Columns from Group screen is displayed next. Expand Contract Data Sets and
select “/agenthistorical” as shown below. Click OK.

Create Columns from Group: E

—|-[E= LightLink System

B Avayva CMS RT Socket Agent - Hiskorical
B Avaya CMS RT Socket Agent - Real-Time
B Avaya CM3 RT Socket Skill - Historical
D Avava CMS RT Socket Skill - Real-Time
B Avaya CMS RT Socket WD - Histarical
2 Avaya CM3 RT Socket YD - Real-Time
—|--5@ Contract Data Sets
Jagenthistorical
ED lagentrealtime

=
=
&
=

Refresh | (0] 4 | Cancel

Click OK in the Automated Column Creation screen.

Automated Column Creation m

Create Columnz from the Fields in the Group:

fagenthistanical |

Create Additional Columns For:
[ Becord Mumber
[ Date and Time Stamp
[ Group or Bow Name

[ Location [Source] or Bow Mame

Usze a Default String Length of: |4EI

Cancel | Help
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The Field Mappings for Table screen is updated with the columns for the database as shown
below. Select the Period column and right-click to select Edit Column from the pop-up menu.

Field Mappings for Table: agenthistorical

Update Options... | ISnapsth Updates will occur when Contract Data Set Yalues are received.
Maintenance Options. . | IND maintenance occurs when doing Snapshot Updates,
AutoFil  Configuration  Field Row  Column  Change Yiew Visible Columns; |41 il

Ti| Pe|Al) Lo Ex| SH D D | Iro| De | | AL AE A AC Hi St2 ALLALALLAL AL AL ALLALALLALLAL O Bl ALAL AL AL S0 AL A AL DI

Al e, o delde e de de e felde de e fe de de e fe e de e fe e de e fe el de e fe el de e fe del e
Ti F't'i‘:[ E‘: Ex gcl 6‘: Infln In A AL AL AL AL Hi SE A ALLAL AL AL AL AL AL AL AL AL AL D1 Ri AL AL AL AL AL AL AL AL DI
[FE [S g CORIT T RCTOE T LT LT LT T T T LT [T LT LT T LT LT LT LT T T LT [T LT[ [T O

W wihen Updating, Only Wiite Fows with New Data Values oK, I Cancel | Help |

The Column Configuration screen is displayed on top of the Field Mappings for Table screen.
Select the radio button for Data Field, Expression, or Constant and check Is a Key Field.
Repeat this step for the ACD, LogID and Skill fields. Together, the Period, ACD, LogID, and
Skill fields comprise the key for each database row.

Column Configuration H

Storage Type:

¢ [Data Field, Expreszion, or Constant " Update Time Stamp
" Group or Bow Mame " Record Mumber

" Location [Source) or Fow Mame

Colurnn Marme: |Peri.:..:|

Set From a Data Field Mame |

Data Type: |STRING ] widh [40

v iz a Key Field I~ Allow MHullyalues

Ok I Cancel | Help |
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The Administrator screen will now display the “agenthistorical” table in the left pane.

& Administrator - LightLink Enterprise Edition

Eile Edit Mjew Tools ‘window Help

DEFH ER =200 0669 7
|Hast Yigw of LightLink System R x|

- !i Client Manager ;l

E External Input Manager

=1 E Input Manager

------ £ Avaya CM3 RT Socket Agent - Hiskorical
------ £ Avaya CMS RT Socket Agent - Real-Time
[ B+ Avaya CM3 RT Socket Skill - Histarical
[+ B+ Avaya CM3 RT Socket Skill - Real-Time
[+ B+ Avaya CM3 RT Socket ¥DN - Historical
[F- %% Avaya CMS BT Socket YDM - Real-Time
- paee Object Bus

=1~ Oukput Manager

E| B avaya Database Publisher

= Publisher

4 Site Maritor
E Swstem Event Coalescer E
i [0 Host view | @ clobal view |
Inova Lightlink Ready =
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6. Interoperability Compliance Testing

The interoperability compliance test included feature and serviceability testing. The feature
testing focused on verifying Inova LightLink parsing and displaying of ACD/Skill, VDN, and
Agent data from Avaya CMS.

The serviceability testing focused on verifying the ability of Inova LightLink to recover from
adverse conditions, such as restarting the RT_Socket interface interfaces.

6.1. General Test Approach

The feature test cases were performed manually. Incoming calls were made to the monitored
Skill and VDN groups to enable data streams to be sent to LightLink. Manual call controls and
work mode changes from the Agent telephones were exercised as necessary to populate specific
fields in the data streams.

The serviceability test cases were performed manually by stopping and restarting the RT_Socket
interface, and by disconnecting and reconnecting the LAN cable to the LightLink server.

The verification of all tests included checking of proper display of real-time data at the
LightLink server, and of comparing the displayed data with the real-time reports from the Avaya
CMS server.

6.2. Test Results
All test cases were executed and passed.
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7. Verification Steps

This section provides the tests that can be performed to verify proper configuration of Avaya
Communication Manager and Inova LightLink.

7.1. Verify Avaya Communication Manager

Verify the status of the processor interface channel by using the “status processor-channels n”
command, where “n” is the processor channel number from Section 3.6. Verify that the Session
Layer Status is “In Service”, and that the Socket Status is “TCP connected”, as shown below.

status processor-channels 1
PROCESSOR-CHANNEL STATUS

Number: 1
Status: In Service
Socket Status: TCP connected
Link Number: 2
Link Type: ethernet
Message Buffer Number: O

Channel
Session Layer

Last Failure: Far end sent disconnect messag
At: 03/31/08 15:04

Verify the status of the TCP/IP link number by using the “status link n” command, where “n” is
the TCP/IP link number assigned to the C-LAN used to connect to the Avaya CMS server from
Section 3.5. Verify that the Link Status is “connected”, and that the Service State is
“in-service/active”, as shown below.

status link 2

Link Number:

Link Status:

Link Type:

Link Name:

Service Port Location:
Service Port Data Extension:
Service State:

Node Name:
IP Address:
Subnet Mask:
Broadcast Address:
Physical Address:

Source

LINK/PORT STATUS

2

connected
ethernet

Clan2

02A0217

24981
in-service/active
clan2
192.45.100.70
255.255.255.0
192.45.100.255
00:04:0d:4b:-28:08

Enabled? yes
Maintenance Busy? no

Active Channels:

1

Page

1 of 5
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7.2. Verify Avaya Call Management System

From the MainMenu, verify the status of the connection to Avaya Communication Manager by

selecting Maintenance = Connection Status, as shown below.

Zdministration>
Center Administration>

tom Reports>

r Permissions>

Help Window Commands keep Exit Scroll Current

Avaya Terminal Emulator - CMS1924512050 s
Profle Edit Connection Help
3/31/08 16:30 ZAvaya (TM) CMS Windows: 0 of 10 ptacd ﬂ

Mainkdenu

Enter the corresponding ACD(s) number, which is provided by the Avaya CSI group. For the
compliance testing, the corresponding switch connection is ACD system “3”. Tab over to Find

one and press Enter.

=) Avaya Terminal Emulator - CM51924512050

Profle Edit Connection Help

3/31/08 16:32 Avaya (TM) CMS 1 of 10

Windows:

Maintenance: Connection Status

Errors:

Help Window Cormmands Feep Ewxit Seroll Current

P

A1l ACDs
Find one

hainkdenu
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The switch connection status is displayed. Check the status in the Session and Connection
fields, as shown below.

Avaya Terminal Emulator - CM51924512050 (=)

Profle Edit Connection Help
3/31/08 16:28B Avaya(TM) CMS Windows: 1 of 10

Maintenance: Connection Status all ACDs
Find one
List all
Next

Previous

1 matches found

Window Commands Scroll Current Mainkdenu
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7.3. Verify Inova LightLink

From the Administrator screen, verify that Avaya CMS RT Socket Agent — Historical,
Avaya CMS RT Socket Skill — Historical, and Avaya CMS RT Socket VDN — Historical
under Input Manager in the left pane are all up and running with a green check mark as shown
below. Note that different names may be used for these interfaces.

@ Administrator - LightLink Enterprise Edition

File Edit “iew Tools ‘Window Help

DSHME %= 2000660 ? 3
|Host ‘Wigw of LightLink System
= h Inova Solutions

ElEI jpekerson-2

i Auditor

[#H- !i Client Manager
@ External Input Manager

= E Input Manager

fvava CMS RT Socket Agent: - Hiskorical
Avava CM3 RT Socket Agent - Real-Time
Byvava CM3 RT Socket Skill - Historical
Bvava CMS RT Socket Skill - Real-Time
Byvava CM3 RT Socket wDN - Historical
Awvawa CMS RT Socket WDM - Real-Time
Ohiject Bus

- Cukput Manager

Publisher

Site Manitar

E System Event Coalescer

I [0 Hast view | @ Global view

Inova Lightlink FReady 8 |
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7.3.1. Verify Historical Skill Data

From the Administrator screen, expand on Avaya CMS RT Socket Skill — Historical under
Input Manager. A list of fields that can be viewed from the Skill data streams is displayed in
the left pane. Initially, the right pane will be empty (not shown). Click on File from the top left
of the screen, and select New to create a new window for viewing.

& Administrator - LightLink Enterprise Edition - [Historical Skill]

File Edit Wiew

D& d @

Tools  window Help

Huost Wigw of LightLink System
& Avaya CMS RT Socket Agent - Real-Time j

—|- B Avaya CMS RT Socket Skill - Hiskorical

-
+
+
o

[ preDayskil:zs0
[ PreDayskil:z51
@ Prepayskil:si0
[ preDayskil:szo
[0 Preintskil:2zan

COPR® GGOHO ? (8.

{=) Historical Skill

9k X

Iftem Mame

| Item ID

=

= ACD Calls

= D Time

=2

=

=

=2

= ' Handle Time

= 0 Position Staffes

1| | &»
" [ Host View i clcbal view
Ready 5

= Prelntskil: 250: Acceptable

=) Prelntskil: 250: AC0 Calls

& Prelntskill: 250: ACD Time

=) Prelntskill: 260: ACW TN Time
E Prelntskill: 250: ACW CUT Time
& Prelntskill: 250: ACW Time

& Prelntskill: 250: Answer Time
E Prelntskil: 250: Avg Handle Time

= Prelntskil: 250: Avg Position Staffed  SRY=1/SRC=26)FLI

[SRY=1/5RC=26(FLI
[SRY=1/SRC=26(FLI
[SRY=1/SRC=26(FLI
JSRY=1/SRC=26(FLI
JSRY=1/SRC=26FLI
JSRy=1/SRC=26FLI
[SRY=1/SRC=26/FLI
[SRY=1/5RC=26(FLI

2+l

The View Window Attributes screen is displayed on top of the Administrator screen. Enter a
descriptive name for the view window and click OK.

View Window Attributes m

Enter the name of the Yiew wWindow

Historical Skil

Cancel |

Help |

An empty verify data screen is displayed (not shown). Click and drag data fields under Avaya
CMS RT Socket Skill — Historical from the left pane into the new verify data window in the

right pane. Data values from subsequent data streams will then be displayed into the right pane
as shown in the Administrator screen above.
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7.3.2. Verify Historical VDN Data

Follow the procedures in Section 7.3.1, to expand Avaya CMS RT Socket VDN - Historical
and create a new window for viewing the selected VDN data.

7.3.3. Verify Historical Agent Data

From the LightLink server, navigate to the database table used for storing the Agent data in
Microsoft Access. Double-click on the “agenthistorical” database table to display the Agent data
received by LightLink from Avaya CMS.

Microsoft Access

© File Edit Wiew Insert Tools  window  Help Type a question for help =

NEEHR AV & RII-%- A b FESE-1@F

= avayaagent : Database (Access 2000 file format)

Egpen Egesign ':']Emew | x | Eg n.:f' BE

Ohjects 1| Createtablein Design view

Tables t  Create table by using wizard

A Create table by entering data

agenthistaorical
Forms .
agentrealtime

Reports
Pages

Macros

Modules

Groups

[#] Favorites

Ready FIIM i
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The Agent data is displayed as shown in the screen below. The Agent data will be populated in
real-time as call center activity takes place. To view the latest Agent data, re-open the

“agenthistorical” table.

Microsoft Access ! E

File Edit Wew Insert Faormat  Records Tools  Window  Help -

M- D &3V 46 2l &1 10 | gk |3 A @ 2
B agenthistorical : Table - |Ofx

TimeStamp | Period | ACD |  LogD | Esxtension Skill | -

id 3 MERE] FPreDay 3 291M 20101 280

| |J08 5:06:55 PM PreDay 3 29102 20102 280

| |J08 5:06:565 PM PreDay 3 29103 20103 281

| |J08 5:06:55 PM PreDay 3 29104 20104 280

| |708 8:06:56 PM PreDay 3 29104 20104 281

| |708 8:06:56 PM PreDay 3 35511 24511 510

| |708 8:06:56 P PreDay 3 35513 24513 520

| 1708 §:06:56 P PreDay 3 35514 24514 520

| 1708 5:06:56 PM Prelnt 3 291 2010 280 —

| |08 8:068:56 P Prelnt 3 29102 20102 280

| |08 5:068:56 PM Prelnt 3 29103 20103 281

| |J08 8:06:56 PM Prelnt 3 29104 20104 280

| |J08 8:06:56 P Today 3 29101 20101 280

| |J08 8:065:56 P Taday 3 29102 20102 280

| |708 8:065:56 P Today 3 29103 20103 281

| |708 §:06:56 P Today 3 29104 20104 280

| |J08 5:065:55 PM Today 3 29104 20104 281

| |J08 5:06:55 PM Today 3 35511 24511 510

| |J08 5:06:55 PM Today 3 35513 24513 520 -
Record: 14 | — 1 b | el |pk|of 20 ‘ v

Datashest Yiew ML
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8. Support

Contact Inova Solutions for technical support and for other display options such as real-time and
historical dashboards, digital signage and desktop products.

= Web: www.inova-support.com
= Phone: (888) 637-1080
= Email: support@inovasolutions.com

9. Conclusion

These Application Notes describe the configuration steps required for Inova LightLink to
successfully interoperate with Avaya Communication Manager using the Inova Historical
interface of Avaya Call Management System. All feature and serviceability test cases were
completed successfully.

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

= Administrator Guide for Avaya Communication Manager, Document 03-300509, Issue
3.1, February 2007, available at http://support.avaya.com.

= Avaya Call Management System Switch Connections, Administration, and
Troubleshooting, Document ID 07-601582, February 2006, available at
http://support.avaya.com.

= |nova LightLink Middleware Installation Instructions, available at http://www.inova-
support.com.
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are registered trademarks or trademarks, respectively, of Avaya Inc. All other trademarks are the
property of their respective owners. The information provided in these Application Notes is
subject to change without notice. The configurations, technical data, and recommendations
provided in these Application Notes are believed to be accurate and dependable, but are
presented without express or implied warranty. Users are responsible for their application of any
products specified in these Application Notes.

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