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Application Notes for INTICUBE SPECTO-iView with
Avaya Interaction Center - Issue 1.0

Abstract

These Application Notes describe the procedures for configuring INTICUBE SPECTO-iView
to successfully interoperate with Avaya Interaction Center (IC).

INTICUBE SPECTO-1View is a call monitoring and statistic reporting solution that integrates
with Avaya Interaction Center. This solution shows in a graphical fashion the current status of
the contact center and the performance of the contact center from various perspectives.
SPECTO-1View supports only the Voice channel in Avaya IC. Email and Chat channels are
currently not supported. Feature functionality was validated and performance testing was
conducted in order to verify operation under load.

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

These Application Notes describe the compliance-tested configuration used to validate Avaya
Interaction Center Release 7.0 with INTICUBE SPECTO-i1View 2.0.

SPECTO-1View is a call monitoring and statistical reporting solution that integrates with Avaya
Interaction Center. SPECTO-iView supports only the Voice channel in Avaya IC. Email and
Chat channels are currently not supported.

SPECTO-1View provides the iStat server application for collecting the statistical data,
iIREALTIME client application for real-time data reporting, iIHISTORICAL client application for
historical data reporting and iADMIN client application for administering and creating the iView
database on Microsoft SQL Server 2000. iStat monitors events from the Avaya IC Servers —
Telephony Server (TS), Agent Data Unit (ADU) Server and Electronic Data Unit (EDU) Server
— and creates the real-time data and historical data. It sends real-time data to iREALTIME using
TCP/IP and stores historical data in the iView database. iHISTORICAL is used to generate the
historical reports from the iView database.

This solution was tested using Avaya Interaction Center Release 7.0 and the S8§500B Media
Server running Avaya Communication Manager 3.0. The Avaya Interaction Center was deployed
across three physical servers as shown in Figure 1. The iStat server application was loaded on
the Avaya Interaction Center Secondary Server system. The iREALTIME, iHISTORICAL and
1ADMIN client applications were loaded onto three other PCs.
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Figure 1: INTICUBE SPECTO-iView Compliance Test Sample Configuration
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2. Equipment and Software Validated

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

Equipment Software
Avaya S8500B Media Server 3.0 (R013x.00.1.346.0)
Avaya G650 Media Gateway -

e TN2312BP IP Server Interface HWO07, FW022

e TN799DP C-LAN Interface HWOIL, FWO015

e TN2302AP IP Media Processor HW20, FW107
Avaya Interaction Center Release 7.0
Avaya Application Enablement Services r3-0-0-build-50-1-0
Avaya C364T-PWR Converged Stackable Switch 4.3.12
INTICUBE SPECTO-iView 2.0

3. Configure the iStat Server and iView Clients

This section explains the file modifications and configuration necessary to support the SPECTO-
1View iStat server application and iView client applications. The server was configured using IC
Manager.

Note: SPECTO-i1View includes the IC Server call MonGuard, which is used when there is more
than one IC Telephony Server. In this sample configuration, MonGuard was not used.

Step | Description

Install the iStat Server

1. | Insert the “SPECTO-iView Install CD” into the IC Secondary Server. Copy the following
files from the CDROM path to Destination path shown below.

CDROM path: \Server\

Destination path: %AVAYA IC_HOME%\bin\

Files to be copied: iStat.exe, iStat.pdb, Monguard.exe, Monguard.pdb,
BugslayerUtil.dll, stlport vc646.dll
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Step | Description

Configure the iStat Server

2. | Logout all Avaya IC Agent clients. Start IC Manager from Start — All Programs —

for the rest of the IC Server systems.

Select the systemi(s) whose servers
should be shutdown.

10.1.10.104
10110107

" 0k X Cancel

Avaya Interaction Center 7.0. Log in to IC Manager to shutdown all the IC Servers.
Select Server, Shutdown. Select the first system in the list and click Ok. Repeat again
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Step | Description
3. | Start Services from Start — All Programs — Administrative Tools. Stop the Avaya
IC ORB Service 7.0 service. Repeat for all IC Server systems.
Services
Eile  Action Wiew Help
&= @ EFHE 20 e
% Services (Local) Mame £ Stop Service| | pescription | Status | Startup Type | Logonas | =
Alerter Motifies sel. .. Disabled Local Service
%Application Expetience Lookup 5...  Process ap...  Started Automatic Local Syskem
%F\pplicatian Laver Gateway Service Provides s, Maral Local Service
%F\pplicatian Management. Processes i,.. Maral Local System =
%Autumatic Updates Enablesth... Started Aukornatic Local System
Starked Automatic n
%Avaya IZ Test Service 7.0 Started Autornatic Local Syskem
%Avaya IC WehlM Service 7.0 Started Automatic Local Syskem
Avaya Voice Media Manager Started Autornatic Local Syskem
Background Inteligent Transfer ... TransfersfF,.. Maral Local Syskem
%Clipﬁmk Enables Cli... Disabled Local System
%COI\H Ewvent Syskernn Supparts 5., Starked Aukornatic Local System
%COI\’H System Application Manages k... Maral Local System
%Computer Browser Maintains a...  Started Aukamatic Local Syskem
%Crvptugraphic Services Provides th... Started Autornatic Local Syskem
%DCOM Server Process Launcher Provides la,,, Starked Autornatic Local Syskem
%DHCP Client; Registers a,,, Starked Aukornatic Metwork 3.,
%Distributed File Svstem Integrates ... Maral Local System
%Distributed Link. Tracking Clignt Enables cli...  Started Aukornatic Local System
&nnirl-vil-u ikad |iml: Tezrlimm Saroar Fr=hlac FR Mic=hlad | mmsl Suckarn
Extended }, Standard £
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Step | Description

4. | Edit the file vespidl.pk on the primary system located in the directory
%AVAYA IC_HOME%\etc\.

Add the following lines to the end of the Object definition section of the file (after the last
line of the format “XXXX:: Object”):

MonGuard:: Object;
iStat:: Object;

b vespidl.pk - Notepad [_ O] x|

File Edit Format Wiew Help

Dialingkernel:: chiect; Al
EC:: object; =
ECE:: object;

DUPADU: @ object;

CUPDS:: COhject;

DUPECE: : object;
Siebeloriver:: ohject;
SiebelaIcDh:: Ohject;
SiebelaED:: ohject;

EaIl:: ohject;

EAIWDFkF%DW:: object;
EAIEmMail:: ohject;
JavaappBridge:: object;
vespBridgeTestserver:: obhject;
MonGuard: @ object;
istat:: ohject;
SELKEY:: ulong ;

Couple:: struct (name/sstring waluesstring J;

_IDL_SEQUENCE_Couple:: seq:cuu?1e;

SeqfoupTle:: _IDL_SEQUENCE_Couple ;

Event:: struct {(typesulong namesstring data/segfouple J;
_IDL_SEQUENCE_Ewvent:: seq:Event;

SeqEvent:: _IDL_SEQUENCE_Ewent ;

WOU_ID:: string ;

_IDL_SEQUENCE_String:: seq:vDU_ID;

seqstring:: _IDL_SEQUENCE_string ;

_IDL_SEQUENCE_sequence_string:: seq:sSeqstring;
_IDL_SEQUENCE_sequence_sequence_string:: seq:_IDL_SEQUENCE_Sequence

seqseqseqstring:: _IDL_SEGUENCE_Sequence_sequence_string ; -
1 | v 4
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Step

Description

Add the lines that describe the capabilities of the IC servers MonGuard and iStat to the
end of the Interface definition section (See below for example). The lines to be added
can be found in the SPECTO-1View Installation and Administration Guide, Chapter 3.1,
Section B-2.

E“ wespidl.pk - Notepad =]

File Edit Format ‘iew Help

vespBridgeTestServer_SeqSeqStringTest/OREBStatus inparam/%SeqSeqString out :outparam/*SeqSeqStringa|
estsarver_segseqCoupleTest AORESTatus inparam/“Seqseqiouple out:outparam/~SeqseqCouple
(F1le T C

1dl.adl”, Tine 10): Generals, Genera

‘Ul ong Ban

Time Ul ong;

L1t er
tring ou

ring;

e

T
‘ulong;

ode/Ulong @oneway; hs
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Step | Description

The end of the added lines should be before the line starting with
“VESP_IDL VERSION”.

Fle Edit Format Wiew Help

Ek vespidl.pk - Notepad M= B

tatus out:ctimestring;
atus moo tring nam
tring;

CL ‘ Tring out v
REStatus out:note_ 11

_Pri Htall
_Printall

: . OUL :wersion,
S OuT :memory_count

SORES name_walue,
WESP_IDL_WERSION= ulong Ox501001;
SEMERAL_SERWER= UWDng Qxd QQ0000;
WVESP_SUCCESS= ulong Ox4000011;
WESP_SUCCESS_EWENT= uTDng Qxd 000021,
WESP_PARTIAL_SUCCZESS= u1nn? Qxd 000051 ;
WESP_MNOTHING_TO_PROCESS= ulong Ox4 000081;
WESP_OBJ_MOT_FOUMND= uTDng Qx4 000020,
WVESP_PDU_NOT_FOUND= ulong Ox4000030;
VESP_MSG_MOT_FOUND= ulong Oxd4000040;
WVESP_MEM_ALLOC_ERR= ulong Ox4000050;
WESP_MGS_NOT_CREATED=_ ulong Oxd4000060;
WESP_RES_MNOT_FOUND= ulong Ox4000070;
WVESP_OBJ_PTR_NOT_FOUND= Ulong Ox4000080;
WESP_SEND_SOCKET_FAIL= uTDng Qxd QOQ090;

1 |

e/string walue/string;

d

Select File — Save to save the file.

6. | Copy the modified vespidl.pk file to the directory % AVAYA_IC_HOME%\etc\ on all

the IC Secondary Server systems.
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Step | Description
7. | Start Services from Start — All Programs — Administrative Tools. Start the Avaya
IC ORB Service 7.0 service. Repeat for all IC Server systems.
Services
Eile  Action Wiew Help
o @SB 2 8=
% Setvices (Local) Marme  / Stop Service| | peseription | Status | Startup Twpe | Logonas |«
Alerter Motifies sel. .. Disabled Local Service
%Application Expetience Lookup 5...  Process ap...  Started Automatic Local Syskem
%F\pplicatian Laver Gateway Service Provides s, Maral Local Service
%F\pplicatian Management. Processes i,.. Maral Local System =
%Autumatic Upd Enablesth... Started Aukornatic Local System
fi C 7 Starked Automatic Local Syskem
%Avaya IZ Test Service 7.0 Started Autornatic Local Syskem
%Avaya IC WehlM Service 7.0 Started Automatic Local Syskem
Avaya Voice Media Manager Started Autornatic Local Syskem
Background Inteligent Transfer ... TransfersfF,.. Maral Local Syskem
%Clipﬁmk Enables Cli... Disabled Local System
%COI\H Ewvent Syskernn Supparts 5., Starked Aukornatic Local System
%COI\’H System Application Manages k... Maral Local System
%Computer Browser Maintains a...  Started Aukamatic Local Syskem
%Crvptugraphic Services Provides th... Started Autornatic Local Syskem
%DCOM Server Process Launcher Provides la,,, Starked Autornatic Local Syskem
%DHCP Client; Registers a,,, Starked Aukornatic Metwork 3.,
%Distributed File Svstem Integrates ... Maral Local System
%Distributed Link. Tracking Clignt Enables cli...  Started Aukornatic Local System
&nnirl-vil-u ikad |iml: Tezrlimm Saroar Fr=hlac FR Mic=hlad | mmsl Suckarn
Extended k Standard f
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Step

Description

Log in to IC Manager. To create the iStat Server, select Server — New in IC Manager.
Type iStat for Server Type. Click Ok.

7= Select or enter server type

Server Type:

DataServerDB2

~Description

" Ok

¥ Cancel
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Step | Description
9. | In the General tab, specify a Name, select Voicel for Domain, select the IC Secondary
Server IP Address for Host, specify the full path to the iStat.exe file for Executable and
check Auto Start. Click Apply.
== Server, Editor
fﬁeneral rCunﬁguratiun |/Dehug rnﬂuan[:ed
Hame: |iStat_“oicel Domain: Yaicel -
Host: 10110107 w | Directons CAProgram Files\BvayallCT et
Port: 9002 Executable: [FilesWvayallCThiniStat.exe| -
[v] Auto Start Status:
Start Time:
[[] Security
Uptirme:
Yersion:
" Ok ¥ Cancel + Apphy Help
JC; Reviewed: Solution & Interoperability Test Lab Application Notes 12 of 25
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Step | Description
10. | In the Configuration tab, add the parameters for the iStat server. Click on the New
button. In the CTI Type Editor window, select Couple for CTI Type. Set Name to the
dbauthority and Value to 1. Click Ok.
== CTI Type Editor
CTI Type: M
Name: |dbauthnritg.f |
Value: |1 |
" Ok ¥ Cancel
Set dbname to iView, dbserver to the SQL Server IP Address and specify a valid login
and password for the SQL Server using dbuser and dbpassword. Set default_ts to the
Name of the TS server. Set edu_time to 60, interval to 60, listen to 50000, logfilecount
to 5 and refresh to 5. Click OKk.
Note: Please refer to the SPECTO-i1View Installation and Administration Guide for the
explanation of the fields.
mu iStat_Voicel @Voicel
rﬁeneral rCunﬁguratiun |/Dehug rndb.ranced |
|| X i =
P ey
Mame |‘Ja|ue
dbauthority 1 —
dbname ity
dhpass password
dbserver 10110101
dbuser icY
default_ts TS _Woicel
edu_time G0
interval 60
listen anaan
logfilecount a —
refresh ] 3
" 0Ok ¥ Cancel + Help
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Step

Description

11.

Select the iStat server in IC Manager. Click Server — Start to start the iStat server.

75 IC Manager,

Manager Tools Senvices Server Help

®a

D EIIEINE

L% R §

B(=1[ES

(%Ser\mr . Agent EEFI Configuration ﬂE Device

dialh
i Al Domains | Type | Name ‘ Domain ‘ Status | Host ‘ Port ‘ Upi
-1 Defautt WiorkFlow  WorkFlow_Voice1 Voicel Up 10.1.10.104 8010 11d:21h
-1 Email |apu ADU_Woice1 Woicel Up 10.1.10.104 014 11d:21h
(1 Email_Helper  “|EpU EDU_voicel V... Voicel Up 10.1.10.104 9008 11d:21h
-1 Pramptert s TS_Voicel Voiced Up 10.1.10.104 9013 11d:21h
-1 Usert iStat iStat_Voice Woicel Do 10.1.10.107 3002
=l oicel B
-1 wehb
-1 weh_Helper
LT wWehsite

[»
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Create the iView Database

12. | Start the program iAdmin from Start — All Programs — inticube — Specto-iView.
Click Program — Property. In the iViewDB section, select MS SQL for Database
Type, specify the IP Address of the SQL Server, the User_Id and User_Pwd. In the
iViewServer section, set IP_Address to the IP address of the iStat server and Port to
50000. The settings should match the iStat server configuration in Step 10. In the
iHistorical Report section, set Path to C:\Program Files\Inticube\Specto-
iView\Report\ where the historical reports are stored. Click Ok.

£* Property of iView @

[Log]

Lewel lﬁ

[iewDB]

Databaze Type * M5 500 ™ ORACLE
IP_Address [RRTATY I

Idzer_Id =7

Idzer_Pyd pazaword
Drata_Source

[MiewSerern)

IP_Address 10.1.10107
Port 50000
Retry_Count 3 i‘

Retry_lntereal a il zecond

[Hiztorical_Repaort]
Fath | Filez\InticubehS pecto-iiew' Feport!,
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13. | Select Database — Create to create the iView Database and tables.

¥ INTICUBE iAdmin

Progranm

14. | Select Database — Initialize to initialize the tables in the iView database.

¥ IMTICUBE iAdmin

Program  Manager WEEEE =k

Initialize
Drop

Configure the iView Server

15. | Start the program iAdmin from Start — All Programs — inticube — Specto-iView.
Select Program — Workgroup. Click on DefaultTenant on the left Tree View and
select the >> button to map the workgroups in IC to iView. Click OK.

¥ WorkGroup |'._| |E| [5__<|
it Team Constructor
i ] iview
- D - D DefaultT enant
Default Default
Salez Salez
Suppart Suppart
Marketing Marketing
0k l [ Apply l [ Cancel
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16. | Select Manager — SKill Manager in the iAdmin program. Enter all the agent skills that

¥ INTICUBE ihdmin

will be monitored by SPECTO-1View. Click Add for Skill Type Information on the left-
hand side. Specify a value for SkillGroupID and a name for SkillGroupName. For each
agent skill to be monitored, click Add for Skill Information on the right-hand side. Set
SKillID to the Group Extension of the Hunt Group. Specify a name for SkillName and
select voice for Channel. Set SVClevel to the required service level for this skill.

@Program Manager Database
i Skill Type Information | |75 skill Information |
SKillGrauplD | SKillGrauphame | Deleteind | UpdateDate | Sortindex | | SKIID | SkillName [GroupiD [Hunt [Channel | SVClevel [Deletedind [ UpdateDate | Sort
100000 SKilk-Grolp i Remain 1162112005 855 13000 Sales-skil 100000 voice 10 i Remain 1172102005 10:560 |
13001 Supportskill 100000 vice 10 i Remain 11/21/200510:5£0
13002 Market-skil 100000 yoice 10 1 Remain 11/21/2005 10:50
add Wodity Add
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17. | Select Manager — Device Manager in iAdmin program. Enter all the phone extensions
used by the agents and all the Vector Directory Numbers (VDNs) that route calls to the
agent skill group specified in Step 16 as DevicelDs.

#% INTICUBE isdmin |5
@ Program Manager Database -8 %
iii Device Management it Add/Delete ‘
Pkey ‘Dewcel[‘| DeviceType Deletedind UpdateDate | SkillMame | Description [~ Multi AddiDelete
i 0001 sta R 172173005 8.7
2 10002 21:1:22 j REE::S 1102112005 3.57 DevicelD | S ] e [ =
3 10003 station 51 Remain  11/21/2005 8:57 Fom =]
1 10004 station I Remain  11/21/2005 9:57 Bl
5 10005 station O Remain  11/21/2005 8:57
6 10006 station 1 Remain 11/21/2005 8:57 Add Rernove
10 10007 station i Remain  11/23/2005 8:35
11 10008 station 51 Remain  11/23/2005 3:35
12 10009 station 51 Remain  11/23/2005 8:35
13 10010 station I Remain  11/23/2005 8:35
7 14000 valn I Remain  11/21/2005 9:57: Sales-skill
8 14001 wdn 1 Remain 11/21/2005 8:57; Support-skill
el 14002  wdn 1 Remain 1172172005 3:57: Market-skill
DevicelD
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18. | To find out the skills assigned to each agent, log in to Avaya Communication Manager
and enter the command display agent-loginID <login ID of agent>. For example, Alice
with agent-loginID 11001 has the skills 100 and 102 assigned to her.

o% Telnet 10.1.10.21

agent—loginlD 11881

Direct Agent Skill: i6@
ICall Handling Preference: skill-level Local Call Preference? n

SL 5N SL

GENT LOGINID _

SN SL 5N SL
1808 1
182 1

]
=

[Ag - S ILY LYy - = - - Xy PN FLY L
EEOEE NN RN NN NN NN NN NN NN NN NN NN HE HE
ol B3 DD B2 B3 I I3 I3 D DD D) ek ke ke ke
B W0 00 =] 0 L W Ll D = ) WD G0 =]
EE NN NN RN NN NN NE NN NN RN R NN NN EE HE
(AN ILY LR . - = - - Xy I FLY L
EEOEE NN RN NN NN NN NN NN NN NN NN NN HE HE
AR AR AR OO b b b
050 0 G0 =] T LM uhe G DD = ) W0 G =]
EE NN NN RN NN NN NE NN NN RN R NN NN EE HE

U Y PLY FLRFLY FLYFERFLR L L L

[y =y =y =y =y

ESC—x=Cancel Esc—e=3ubnit Esc—p=Prev Pg Esc—n=Mext Pg Esc—h=Help Esc—r=Refresh

19. | To check the description of a skill, enter the command display hunt-group <skill
number>. Note down the Group Extension field for each skill assigned to each agent.
They must match the SKillID field in Step 21.

& Telnet 10.1.10.21

Group Humber: ACD?
Group Name: Queue?
Group Extension: Uector?

Group Type:

TH: 1

COR: MM Early Answer?
Security Code: Local Agent Preference?

ISDN-/SIP Caller Display:

Queuwe Limit: unlimited
Calls Yarning Threshold:
Time Warning Threshold:

ESC—x=Cancel Esc—e=S5ubmit Esc—p=Prev Pg Esc-—n=Next Pg Esc—-h=Help Esc—r=Refresh
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20. | Select Manager — Agent Manager in iAdmin program. The upper left window shows

the agent information retrieved from IC Repository. Click on DefaultTenant and click
Open Tree.

£* INTICUBE isdmin

@Program Manager Database - 8 x
it Team/Part’Agent Infomation i
DDeFaultTanant AoentlD | AgentMame | Extension |WorkGrouplD | ICLoginID | PEXLoginiD EmpluyeeID‘RUIB|De\eted\nd UpdateDate
= o Default 1000068 A Alice 10001 100003 ic11001 11001 1] L1 Remain 12/28/2005 3:36
L Test T 100007 B, Belinda 10002 100003 ic11002 11002 1} 1 Remain 1202812005 3:36
= D M arketing
& C. Cindy
o Llsa
& Jdane
= D Sales
& B, Belinda
=] D Support
& D.Denise
& E.Eve
& F.Fiona
& G.Gina
& H.Hanna
¢ Agenttlame ¢ ClognD ¢ PELagnD [
i Agent Skill Infomation |
Skill Tyne Sikill Agent Skill ™ Multiple fgent
SkillGrouplD | SkillGroupMame UpdateDate SkilllD SkillName SkillGrouplD SkillHunt AgentlD SkilllD | Deletedind UpdateDate
100000 Skill-Group 112172005 9:55] |13000 Sales-skill 100000 100008 13000 1 Remain 11/21/2005 9:58:
13001 Support-skill 100000 add 13002 1 Remain 1172172005 9:58:
13002 Market-skill 100000

21. | Click on an agent in the tree. Use the procedures in Steps 18 and 19 to find out the skill
assignment on Avaya Communication Manager. In the Agent Skill Information section,
select the matching skills to be assigned to the agent and click Add.

Skill

Agent Skill [ Multiple dgent
SkilllD SkillMarme SkillGrouplD SkillHunt AgentlD SkIllD Deletedind UpdateDate
13000 Sales-skill 100000
13001 Support-skill 100000 Add
13002 Market-skill 100000
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4. Interoperability Compliance Testing

The Interoperability Compliance Testing included both feature and performance testing.

The real-time data reporting capability of iREALTIME client application was verified against the
Basic Call Management System (BCMS) reports for accuracy. Testing was performed manually,
such as logging in and out the agents, putting the agents into different work modes such as After
Call Work (ACW) and Auxiliary Work (AUX), and placing calls to the agents through the
VDNs. The real-time reports from iREALTIME were then verified against the BCMS real-time
reports.

To test the accuracy of the iIHISTORICAL historical reports, a call generator was used to place
200 calls to the agents. At the end of the report interval, the iIHISTORICAL client application
was then used to generate the historical reports for the interval. The reports were then verified
against the Avaya Call Management System (CMS) historical reports for the same interval.

4.1. Test Results

All test cases passed successfully.
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5. Verification Steps

The following steps can be used to verify system operation after a field installation:

Step

Description

1.

Select the iStat server in IC Manager, click Server — Start. Verify that the iStat server
Status is Up. Click Tools — Alarm Monitor and check that there are no errors.

7 IC Manager

Manager Tools Services Server Help

&

i & | @ dn

&

Configuration

ﬂE Device

] Al Domains Type | Name |Domam| Status| Host ‘ FPort | Uptime
-1 Default orkFlow  WWorkFlow_Voice Yoicel 10.1.10.104 8010

-3 Email |aDu ADL_Yoice Vaiced 10110104 9014
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Step

Description

Start iREALTIME. Click Monitoring — Skill Monitor. Click Apply. Place calls to the
VDN s and verify that the real-time status display is updated.

* iREALTIME )

iﬂ Prograrn  Manitoring

= x
@ Interval O Today TDtaI L” Anply
| it Skill Call Status
kil [ State | Contact Count | Average Time (%) Skill-Cortact-Court (%) Skill-Average-Time (32c)
[ Waiting [ 0wT | n [ Comp [ InSvc | Aban | Wait | SA | Talk | Aban
Sales-skil 1 0005 5 i 0 3 o000 0000 0000 0146 | 5% Ly
Support-skil 1 0026 4 0 0 2 0000 00:00 00:00 0143 |70 =10
Warket-skill 2 0103 4 0 0 2 0000 0000 0000 o142 | 240 2
210 210
180 | 180
150 150
120 120 {1
an | an
&0 &0
TR S - o R
Comg Aban Wit Answer  Talk Aban
it Skill Agent Status
Skill Talk Auailable | Wrapup | Ausliary Ring Cther Login %) Skill-Agert
Sales-skill 0 a 0 1}
Support-skil 0 0 0 0 0 0 0 122
Market-skill 0 0 0 0 0 0 o .
14
12
10
8
6
4
2 "k - s — - e 0, 0,
Talk Awaiable  Wreapup ALK Ring Cther Login
g Aux Agent Status
Skil [ AuRD [ AURT [ AUX2 [ AUX3 [ AUR4 [ aUxs | Auke [ aUKT [ AUxe | AUKg (%) SKilAL¥- Agert
Sales-skill 0 0 0 0 0 0 0 0 0 Bl
8
i o (18 1] 1] o 1] 1] o o
AUXD AUMT AUNZ AUX3 AUME AUNS AUXE AUNT AUNE ALXG
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6. Support
For technical support on INTICUBE SPECTO-1View, contact the INTICUBE Support Team at:

e Phone: +82 (2) 6005-3481 or +82 (2) 6005-3814
e Fax: +82(2) 6005-3838
e Email: lubina@inticube.com

7. Conclusion

These Application Notes describe the required configuration steps for INTICUBE SPECTO-
1View 2.0 to successfully interoperate with Avaya Interaction Center (IC) Release 7.0. All test
cases were completed successfully.

8. Additional References

The following documents can be found at http://support.avaya.com:

[1] Avaya Interaction Center Release 7.0 Installation and Configuration, 07-300100, Issue 3,
July 2005

The following documents are available from INTICUBE:

e INTICUBE SPECTO-iVIEW 2.0 Installation and Administration Guide
e INTICUBE SPECTO-iVIEW 2.0 iREALTIME User Guide
e INTICUBE SPECTO-iVIEW 2.0 iHISTORICAL User Guide
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©2006 Avaya Inc. All Rights Reserved.

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
DeveloperConnection Program at devconnect@avaya.com.
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