AVAYA

Avaya Solution & Interoperability Test Lab

Configuring a Call Recording Service for the Avaya
Interaction Center using the MERCOM Audiolog Recording
Server - Issue 1.0

Abstract

MERCOM Audiolog Recording Server performs real-time call events at selected extensions
and skill sets, analyzes the event data, makes recording control decisions, and collects call-
specific data for a call center. The MERCOM Audiolog Recording Server integrated with the
Avaya Interaction Center to provide call recording control. Information in these 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

MERCOM Audiolog is a call recording system that is designed for use both as a stand-alone
recorder/playback unit. The MERCOM Audiolog Recording Server utilized Avaya Interaction
Center to provide events associated with the recorded calls. Recorded voice is stored on the hard
drive(s) in the MERCOM server. MERCOM search and replay applications can play back
recorded calls on the MERCOM server or at networked user workstation.

Audiolog performs the following recording functions:
e Recording audio via direct connection (stations or trunks), Service Observe, or VoIP.
e Monitoring on audio channels during recording
« Storing/Archiving recordings for playback
« Creation/maintenance of Catalog Database of recordings
o Search, Selection, and Playback of selected recordings
« Prevention of unauthorized access, modification, monitoring and playback

Audiolog software utilizes several co-resident modules to perform all CTI, recording, Database,
and playback functions:

e Recorder Module provides telephony interface, signaling, compression, and recording
functions.

e CTI Link Module provides the direct interface to Avaya Interaction Center for recording
control and call-associated data collection.

o Call Manager Module provides automated update of Audiolog’s onboard SQL Catalog
database as each call is recorded.

o Player Module provides user-friendly GUI for call search, selection, and playback
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2. Test Configuration

Figure 1 illustrates a configuration used during the compliance test process

Avaya Interaction Center Server Farm

Telephony

Avaya SET00 Communication
Munager with Go00 Medin Guteway
- &
WEBEMAIL  Mercom

Active Directory
DNSDHCP  MSSQLOON T e

Agentl n Agent2 n Agentd ﬂ

£

Avaya P33T Stagkable Switches

A —h & ) i
e e ||

Avaya PRIAT-PWER-1|Stackable Switches

=g — -3l

5

DM IS
g o
Wi

/
|

Ilblog Server

Mercom Aud

"\eul.[[ln r\wmlwn ‘uun:mn

Audiolog Recorder
Figure 1: Avaya DeveloperConnection Compliance Test Configuration

3. Equipment and Software Validated

The following equipment and software were used for the tested configuration

Equipment Software
Avaya S8700 Media Server with G600 Media Gateway Avaya Communication Manager 2.1
Avaya Interaction Center v6.1.3
MERCOM Audiolog Recording Server v3.30
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©2005 Avaya Inc. All Rights Reserved. mercomaic.doc

SPOC 4/18/2005



4. Configure the Avaya Interaction Center

This section explains the file modifications and configuration necessary to support the Audiolog

recording server.

4.1. Copy MERCOM'’s AICServer File to Avaya Interaction Center

Telephony Server

Copy MERCOM’s AlCServer.exe file from the distribution media to the
C:\Program Files\Avaya\lC61\bin\ folder of the Avaya Interaction Center (AIC) server where the

AIC Telephony server configured.

4.2. Add MERCOM AICServer to IC
The following steps add the Audiolog server to the Avaya Interaction Center Manager.

Step

Description

1. | Launch the Avaya Interaction Center

Manager.

-0l x|
Manager Tools Services Server Help %
PR wWEGms 8 50§
(%Senrer . Agent !g:' Configuration ﬂE Device
b,
. | Type ‘ Name ‘ Domain ‘ Status ‘ Host ‘ Port ‘ U
(1 Defautt Report Report Web_Helper  Down 192452052 9009 -
-1 Email |oRB ORB_aiclab08_... Default Down 1024532060 9001 -
-2 Email_Helper gDy EDUServer_em... Email_Helper  Up 192452052 9017 25
-1 0A AU ADU_TS Yoical Up 192462061 Qo3 -
-1 Pramptert ORB ORB Default Up 192452050 9001 mT
-1 Usent WarkFlow WarkFlow_dser User! (W] 192.45.20.50 9007 2m:0
- (0 Voicet WorkFlow  \WorkFlow_iel  Wieb Up 192452052 9007 -
(0 e Directory® Directory Default Un 192.45.20.50 9002 2me
(3 wieb_Helper  Ibjalingkemnel Dialingkermel  Voicet Up 102452061  a010 25
L 20 Wehsite Comhub ComHub Wigh Un 192,45 20,52 anns
Faging Paging Yeh Up 192452052 3008 =
K| iz ]

Ready

2. | Select the Server tab.
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Step

Description

3. | From the Server menu select New. The Select or enter server type dialog box appears.
== select or enter server type x|
Server Type: 'ﬁ
DU =
Alarm
attribute |
orscrmi
CASener
Comhub
DataServerDB2 ~|
[ ~ox || » cancer |
4. | Inthe Server Type field, enter MERCOM. This is the interface name of the
MERCOM service. It is possible to create more than one MERCOM service in another
domain for redundancy, or to support multiple Telephony Services pointing to
different PBXs.
5. | Click the Ok button. The server configuration dialog box appears.
ot i
Manager Tools Services Server ﬁMERmM@"“ice‘ X
@H@ l“ ﬁi” @“ @“ ||||| General |Cunﬁguratiun ﬁ)ebug rnm.-‘anced |
Name: |MERCOM | Domain: V|
[% Server ’/ . Agent ’/ H
E{f\:': Damans Type post o0 ~ | Directony:  |C:Program FilesvayallCE1etet
- Default ‘IMERCOM : g
"8 Emai: o [DialingKen  porg.  gg1 1 Executable: |lesitvayalcs1binaICSener « |
- mail_Helper | fi1g
-0 oA [TsQueusst .
-1 Promptert |Blender Rt el
& Vsert [Repor Start Time: Bep 24,2004 5:28:48 PM
n ‘|=ofiDialer | [C] Security -
(1 wieh orkF o Uptime: 13d:22h19miT s
1 Web_Helper “Aapu
~ (1 website |eou persion: Marcorm Server Version 3.3.0.
" Ok || ¥ Cancel || 1 Apphy | Help |
Ready = .
6. | On the General tab, enter MERCOM in the Name field.
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Step Description

7. | In the Domain field, select the domain that the MERCOM service is installed in.

8. | Enter the IP address of the AIC server (the server where the MERCOM AICServer.exe
file is installed) in the Host field.

9. | Inthe Port field, enter an available port number.

10.| In the Executable field, enter:C:\Program Files\Avaya\lC61\bin\AICServer

11.| Check the Auto Start checkbox.

12.| Click the Ok button.

4.3. Update ORB Server in IC Manager

From the Manager menu of IC Manager, select Update ORB Servers. This will create updated
implementation files that will be copied to the Audiolog recording server.

4.4. Add an Agent for MERCOM CTILink

An agent configured as an operator must be created in order for Audiolog CTILink to login to
Avaya Interaction Center.

Step Description
1. | Click the Agent tab.
2. | Right-click Administrator in the list on the left and select New.
xfd
._'_"'a"agefﬁ Tools Services |General | Channels [ Security [Properties | Skills | Advocate | Miscellaneous |
@@@@ Title  First Name * Middle Name Last Name *
'%Sewer @ e |l Il Il |
i, — [
IC e
Eﬁ Administraton & L |
@ Eéfqul'tizgi?pm Preferred Name : * | 3 J
©- (8 Default Employee Id : Is |
—L... Agent LIE Email |Phone | (] Address L@ Notes L[%Hislmy ‘
~System Information ship Information =
Login ld: * D ’77
: Options : J X
Task Load : * 1 I] Yorkaroup J
i Task Ceiling: * 1 H S DefautSite v | g
(i - OK || ¥ cancel || 4 Apply Help
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Step Description

3. Enter MERCOM in the First Name and Last Name fields. The Preferred Name field
should fill in automatically (if not, enter MERCOM).

4. | Enter MERCOM in the Login Id field.

5. Set the Domain field to Default.

6. | Click the Security tab.

= mercom@Yoicel x|

(General [ Channels ity [Properties 'skills | Advocate | Miscellaneous

Password: |m'*'m"’ |

Confirm; [+ |

[ Force password change on login

[ Disahle login

~Roles

[_] Administrator [] Supervisor
[_] Postmaster [w] Operator
[_] Agent [ Clerk

[_] Support (] Editor

- Ok || ¥ Cancel ‘ + Apphy _ Help

7. | Enter a password for MERCOM in both the Password and Confirm fields. Make note
of this password for use in configuring Audiolog CTILink.

8. | Uncheck the Force password change on login checkbox.

9. | Check the Operator checkbox.

10. | Click the Ok button.
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4.5. Start up the MERCOM AICServer

Verify that the Avaya Interaction Center Telephony server is started. From the Server tab of
Avaya Interaction Center Manager, right-click the MERCOM server and select Start.

5. Configure the Audiolog Recorder

5.1. Copy Files from AIC Server

Step Description
1. On the Audiolog server, create a directory on the C: drive called “Avaya”.
2. Under the Avaya directory, create a subdirectory called “IC61”.
3. Under the 1C61 directory, create a directory called “etc”. The following path should now
exist: C:\Avaya\lC61\etc
4, Copy files “vesp.imp” and *“vespidl.pk” from the AIC Core server in the

C:\Program Files\Avaya\lC61\etc directory to the folder C:\Avaya\lC61\etc of the Audiolog
server. These files tell the Audiolog server where to find the IC server and define the
interface between the Avaya IC server and Audiolog server.

5.2. Set Environment Variable

Step Description
1. | On the Audiolog server, right-click on the My Computer icon and select Properties.
2. | Click the Advanced tab.
3. | Click the Environment Variables button.
4. | Under System Variables, click New.
5. | Enter AVAYA_IC61_HOME in the Variable Name box.
6. | Enter C:\Avaya\lC61 in the Variable Value box.
7. | Click OK twice.
KB; Reviewed: Solution & Interoperability Test Lab Application Notes 8 of 25
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5.3. Change Network Interface Card Metric

Since there are multiple Network Interface Cards (NIC) in an Audiolog recorder configured for
VoIP, set the Interface Metric on all NIC cards that are connected to SPAN ports to a value of 2.

Step

Description

1.

Right-click on the My Network Places icon and select Properties. For each NIC
connected to a SPAN port, perform the following:

dialog box opens.

Span1 Connection Properties

Connect using

I Intel{R] PRO/100+ Dual Port Server Adapter

Configue
Components checked are used by this connection

¥ Netwark Monitor Diiver

(¥~ DDK PACKET Protocel

fice
=
< | ;lz‘

Install.. Uninstall | Fopetties |
~ Desciiplion

Transmission Cantrol ProtocolAntermet Protocol. The default
wide area network, protoc thal provides communication
acoss diverse interoonnected networks.

[V Shows ioan in taskbar when connested

Right-click on the connection (NIC) and select Properties. The Connection Properties

ok Cancel

Select Internet Protocol (TCP/IP) and click the Properties button. The Internet Protocol
(TCP/IP) Properties dialog box opens.

Advanced TCP/IP Settings
IP Settings | DNS | WINS | Options |

i~ IF addn

Click the Advanced button. The Advanced TCP/IP Settings dialog box opens.

[21x]

IP addiess | Subnet mask

192.20.45.27 256.255.255.0

Add | Ed Remove

i~ Default gateways:

Gateway | Metric:

add. || Edi Hemove

Interface metric:
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Step Description
5. Change the Interface Metric to 2 and click the OK button.
6. Click the oK button to close the remaining dialog boxes.

5.4. Packet Sniffing Driver

Audiolog recorders shipped from the factory configured for VVoice over IP will have the Packet
Sniffing Driver already installed. However, OEM server may need to install this driver
(packet.sys). This configuration explains how to install Packet Sniffing on Windows 2000.

Step Description

1. On the desktop, right-click the My Network Places icon, and then choose
Properties.

2. Select the Local Area Connection of the NIC interface that connect to the SPAN
port on the LAN switch, and then choose Properties.

3. Click on Install, select Protocol and click on Add button.

4. Click on Have Disk...

5. Insert the Audiolog CD in the DVD-RAM drive and browse to the
Telephony Drivers\NPS directory. Select the packet.inf file.

6. Follow the directions in the setup wizard and finish the installation.

5.5. Modify the Recorder.ini file
The Audiolog recorder.ini file must be configured for Voice over IP integration.

If there is a recorder_voip.ini file in the C:\winnt folder on the Audiolog recorder, rename
the existing recorder.ini to recorder_bak.ini. Make a copy of the recorder_voip.ini file and
rename it to recorder.ini.

If there is no recorder_voip.ini file in the C:\winnt folder on the Audiolog recorder, edit
the recorder.ini file. The recorder.ini file is located in the C:\winnt folder on the Audiolog
recorder. Make a backup of the recorder.ini file before making any changes. Add the
following to the bottom of the file:
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[ChannelMap]

Line001=RTPXO
Line002=RTPX1
LineO03=RTPX2
Line004=RTPX3
Line005=RTPX4
Line006=RTPX5
LineO07=RTPX6
LineO08=RTPX7

(up to the number of channels in the recorder)

[VPMap]

VPOO1=RTPO
VPO02=RTP1
VPOO3=RTP2
VP0O04=RTP3
VPOO5=RTP4
VPO06=RTP5
VPOO7=RTP6
VPOO8=RTP7

(up to the number of channels in the recorder)

[UDPParameters]
BasePort=60000 ; this value can be changed if necessary

Verify that there is only one [ChannelMap] section and [VPMap] section in the file. All other
Channel Map and VPMap sections should be named [ChannelMapX] and [VPMapX].

The default base UDP port address for the 1st VolP recorder channel is 60000. This value can be
changed by setting an alternate value in the Recorder.ini file.

5.6. Verify MERCOM Registry

Verify the following system registry settings. All settings are located under the
HKEY_LOCAL_MACHINE\Software\ MERCOM\Audiolog\CurrentVersion\ key.

Key Value Data
CTILink\Communications\AvayalC Enable System Status Yes
CTILink\Devices Enable Log2Phys Translation Yes
KB; Reviewed: Solution & Interoperability Test Lab Application Notes 11 of 25

SPOC 4/18/2005 ©2005 Avaya Inc. All Rights Reserved. mercomaic.doc



Verify the following system registry settings. All settings are located under the

HKEY_LOCAL_MACHINE\Software\ MERCOM\Audiolog\CurrentVersion\ key.

Key Value Data
CTILink\Devices Enable Query Device Info No
CTILink\Devices Enable Snapshot Device Info No
CTILink\Misc Options Enable CTI Housekeeping No
CTILink\Misc Options Enable Enhanced Call Tracking | No
CTILink\Misc Options Enable Free Seating Yes
CTILink\Misc Options Enable Service Observe Yes

IP Monitor Server\Network Adapters

Adapter Count

{number of NIC cards used to
“sniff” RTP packets}

IP Monitor Server\Network Adapters

Adapter01 {add consecutive
adapters up to Adapter Count}

{name of NIC cards used to
“sniff” RTP packets}

&' Registry Editor

Reqgistry  Edit  Wiew Favorites Help

ED Mercom ;I Marme Type | Drata
=0 Audiolog [aBfiDefait) | REG_S7 {value not set)
=0 Currentversion (ab] idapter Caunt REG_5Z 4
"D AlMaster [ab) adapterol REG_SZ Intel(R) PROJ100+ Dual Port Server Adapter #2
=@ AmServer [ab] adapternz REG_5Z Inkel(R) PROS100+ Dual Port Server Adapter #3
8 2;';:\;:& (28] addapterns REG_SZ Intel(R) PROJ100+ Dual Pork Server Adapter #4
D CTILink Adapter04 REG_SZ Intel{R) PRO{ 100+ Dual Pork Server Adapter #5
-3 CTILink_AUK
-] General
D Housekeeping
{27 1P Monitar Server
D Appearance
423 Metwork Adapters
: D Systern Monitar
{:I Locator
Q .I\‘]allSlot Queue Server LI . |

|My ComputeriHKEY _LOCAL_MACHIMNEVSOFTWARE W MercomAudiologiCurrentVersiontIP Monitor ServeriNetwork Adapters

a2

Locator\NoUI Server MCPLAYER
Recorder\Misc Options Multi-Channel Monitor Yes
Recorder\Misc Options SSC Init Time 0
Recorder\Misc Options SSC OffHook Delay 0

Recorder\Misc Options (*Only
needed if Audiolog Client Software is

Bind MAC Address

{MAC Address of NIC card on
LAN with Audiolog Clients
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Verify the following system registry settings. All settings are located under the

HKEY_LOCAL_MACHINE\Software\ MERCOM\Audiolog\CurrentVersion\ key.

Key

Value

Data

being tested)

without dases}

& Registry Editor

Registry Edit Yiew Favorites Help

4]

_I;I [~
* 4

I~] Eroblo Avcalne Domonme

E|{:| audiclog d Narne Type | Data -
= Currentersion (Default]l REG_SZ {value not set)

- AMaster [aB] futa Releass MotFications REG_5Z Mo
=0 Amcser\’er lablgayd pare REG 2500
=-0 Archiver I [ab]Eind MAC Address REG_S7 0003477 184E2 l
gg E?In;f:rer [2B]CallerID Delay REG_SZ 3500
G- CTILink ALY CallerID Erhanced Mumber Posi... REG_SZ 11
=5 General CallerID Mame Position REG_SZ 23
-] Housekeeping CallerID Mame Size REG_SZ 15
-3 1P Manitar Server CallerID Mumber Position REG_SZ 9 —
-2 Locator CallerID Mumber Size REG_SZ 10
-2 Mailslat Queue Server Channel Release Time REG_3Z 1}
-] Manager [aB]camm part REG_SZ ]
-0 MCPlayer Data Bits REG_5Z g
- Player Display SOuUrce REG_5Z Customn
(-] RAPI Server [aB]OTMF Tag Field REG_SZ
EI{:I Recorder [ab]pTR Cantral REG_SZ HAMDSHAKE

& Appearance [aB]Enable Evaluation SMOR Count REG_SZ Yes

-0 Channels Enable Field Information REG_SZ Yes

@ DO — Enable Log Agent Data Writer REG_SZ Yes
: e isc Options e Enable Performance Maonitor REG_SZ Mo
-] Molll N .

|My ComputeriHKEY_LOCAL_MACHINE\SOFTWARE MercombAudiologhCurrentversion\RecarderiMisc Options

5.7. Integration Tables
For each phone to be recorded, program the Device Maintenance table as follows:

Step

Description

1. | Click the center button (highlighted in red) on the Manager module to access
Configuration Manager.

HE

Wi

Menager

Ho Channel Hame

Date Time

Duration FileHame
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Step

Description

On the General tab of Configuration Manager, click the Integration button.

=5 Comnlnirakion Malsstcr

Eﬁmd |:='-ﬁu-mmr| '_-'—.!I:luml '_-_=|;!.-.=.r=rwm| ;"-'!m-n-wl ml.ﬂﬂllrl Y nu-m:l

Catalna - 1
7 Folower Dk Fitoevion Prricet oy [0 Channal iL‘h.lrr\.lle =1
I Robree Wtk Blan ot [F008M [Z= o Channel B |
[Foi £ s P b E] || [ (e
S DO | Crarwes! BT
Naziorsd Fdsa Natsnson Paod [daycl [". E S oo | Drsrnal HOOA
e T | Crnanresl RO
M sitanarcn T nos | Frusrerel BT
% a &3 S5 o0y | Chaneel AUUT
-1} i 5 o {Eranral 1008
Frr Faatan: Haraga S DS |Chanal RS
S o0 =t
% E:%l Ex om | Cinanral B 1
2 il A 2 |Channal i 2
L= : S 01 | Eraral 8713
[FEa— %n e 04 | Crurirenl GO 4 =1
= T
Inactaiy Dalnchon Poncd
TH Geived St Bl
EE Fros: R Too 600 FR |

=]

Ok J Em[ .pppul

Click in the Type field until the & (telephone) icon appears.

Program the Device Maintenance table with extension numbers to be recorded and
program the IP addresses of the telephones in the PhyDevicelD column. (The
PhyDevicelD column is only visible in the Device Maintenance table if enabled in the

Registry.)

Check both the Enable and PM check boxes for each extension.

x|
Channel/D evice Maintsnance | Agent Maintenance
[Charnel © [Channel Name Type  |DevicelD [a] [2gent « Agent Name =
\Zm oo Chanrnel HOOT —p|E =200 32101
002 Channel #002 € 32102 32102
ZB 003 Channel #003 € 32103 32103
S 004 Channel #004 s 32104 32104 o
£ 005 Channel #005 32105 32105
005 Channel #0065 5 32108 32105
Sh 007 Channel #007 32107 32107
Zn 008 Channel #008 32108 32108
[ JLE] Channel #003 £ 32109 32109
P mn Channel #0110 LI 321N a211n LI
Device Maintenance ]
Type - |DevicelD - Enabls[PM [Agent Agent Name PhyDevicelD =]
30000 32101 32101 192.45.20 206
& 30001 32102 32102 192.45.20.219
& 30002 32103 32103 192.45.20.214 J
& 30003 32104 32104 192.45.20.216
& 30004 32105 32105 132.45.20.210
& 30005 32108 32108 132.45.20.197
) 30008 32107 32107 152 45,20 201
) 30007 32108 32108 182.45.20 203 =

Clos=
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5.8. CTILink Configuration

Step Description
1. | If Configuration Manager is not already open, click the center button on the
Manager module to access Configuration Manager.
=M Ho Channel Hame Time Duration FileHame
==
]
11245
Manager
2.
F= Configuration Manager: -
%Emml o Eemlﬁl‘ ﬂ’ﬂaﬂ‘ L uchiver | (el Manager Lucet-:n‘ ﬁ Mmr_ml
-Catabg 1
Channal Marnienance |
 Rolover Daiy Ristertion Pedod [daysk [0 2] s | aadNas =
™ Rolover ekl Staital; |3004H & Wi Channel RO L
T e A o e a -I-IIE ChEa A
03 | Charned #003
Riestored Files Retertion Period [days (8| |5 o | Charnel #004
: & s | Chariiel 4005
'Han'IEﬂEﬂEE @ U:IE ||:hmml:s
R D & 0 |[Charnel o7
% | Upload & 008 Chzrinel #0032
Secunty Eeahres I ananer £ 00 Charnet 109
010 Charmel 010
== & o
% AL BB 01 |Charmet 011
j o & m2 Charme! #0112
| CTl At
LeL L L & 03 |Chemel#013
i TCA i | Charne! 4014 =l
FS;EMI Sncgg'mu Inacthte Dietectian Pesicd
= From:  [2004M Tae [5:00 P |
ok | Canesl | appy |
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Step Description

3. | In the Server Name 1 field, enter MERCOM. This is the name of the MERCOM

AICServer service entered in IC Manager (see Section 4.2).
i, CTILink Configuration x|
General Link IDptions.v‘Deviceq CT Server I Serial T Uszer Data T TCR/AP T Triggers
—LCT Server — Manitar Link Status
Server Mame 1: |MERCOM ¥ Manitar Link Startup
Server Part 1: Jo I Moritor Link Poll
Server Name 2 I Manitar Link Intereal: 20
Server Part 2 ID Monitor Link Fetries: |1_
Server User ID: IMEHCDM Connect Timeout: IBU_
Server Password: I ********* Status Station [D: IM
Link Type Pratacal: |asiraC =l Heartbeat Interval 60
Switch Tupe: [feacea 1PE0D | e e —
Diagnostics Level: IEHV Trace ‘l
Ok | LCancel | Apply |

4. | Leave the Server Port 1 field set to 0.

5. | When multiple MERCOM services are installed in different IC domains for
redundancy, enter the Alias Name in the Server Name 2 field to distinguish from
the other MERCOM service.

6. | Leave the Server Port 2 field set to 0.

7. | Set the Server User ID to MERCOM (the agent name “MERCOM” was created in
the IC Manager).

8. | Set the Server Password to the password created for the agent “MERCOM”.

9. | Select AVAYA-IC from the Link Type Protocol drop-down list.

10.| Select AVAYA IP600 from the Switch Type drop-down list.

11.| Check the Monitor Link Startup checkbox.

12.| Check the Monitor Link Poll checkbox.

13.| Set Monitor Link Interval to 30.
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Step Description

14.| Set Monitor Link Retries t0 1.

15.| Set Heartbeat Interval to 90. (In general, the Heartbeat Interval should be set to 3
times the Monitor Link Interval.)

16. | Set the Station ID field to an extension number in the PBX that is not being
monitored in the Device Maintenance table.

5.8.1. Options/Devices Tab

Step Description

1. On the Options/Devices tab, check both the Enable RAPI Support and Enable Single
Step Conf boxes.

i, CTILink Configuration . x|

.

General Link] Dptiuns!] CT Server] Serial ] LlserData] TCRAAF ] Triggers

Devices
b
— Mizc Options — Device Parameters

¥ Enable B&P! Support Agent Size: |4_

¥ Enable Single Step Conf Extenzion Size: |3_

[ Allow &gent Enable Crirl Trunk Group Size: |3—

Dbszerve Feature Prefis: IW Trunk Mumber Size: IE—

Dbzerve Feature Suffis: I— Min Dewvice 10 IIJ_
M ax Device |D: IW

Enable Screen Fecord: [

Stop Screen Record After: I'W'rap Delay j

Screen Fecord Eval Onln ¥ Stop ™ Eraze

Wirap Delay: |2EI |'SMDF| Default Action—————

k. | LCancel | Apply |
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5.9. CT Server Tab

Step Description
1. On the CT Server tab, check both the Enable Logon and Enable Logoff boxes.
i@, CTILink Configuration
General Link ] DDpéiSir;sE;" ] T Senrerl Serial ] Idzer Data ] TCRAP ] Triggerz
— CT-Connect Link, — TSAF
Logical ID: | Enable Private Data: ™
Metwork Tope: Incacn_ip_tcp j
— Logon/Logoff Events — Genezyz
Enable Logon: v |1ze Configuration tanagement r
Environment
Enable Logoff: [+
—CT Agent/Device Map
Agent Data Index: I 0
Agent [0 [ndex: I 1]
Device D Index: I i
QF. | Cancel Apply |
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5.10. Chan

nel Settings

Perform the following steps for each channel:

19 of 25

Step Description
1. | If Configuration Manager is not already open, click the center button on the
Manager module to access Configuration Manager.
Ho Channel Hame Duration FileHame
2. | Click the Recorder tab of Configuration Manager.
E Configuration Manager: ﬂ
ﬁeneral Eecorder zexml) Player @ﬂrchiver [ze=m)) Manager =228 Locator ﬂ Alarms
— Bppearance - Mizz Options:
- Color Diagnostics Level: INone 'l
Readv:  [srooFFFFO0E [ T —
oif: [erFrenoos [ ] |t Charmek
3 Hecording: IW Ig 3z annel ISE
Diefault Colors | Alarm; [srFrrre L] luli-Chiarnsl loriior F
Not Installect [sH00COCOCD [ Shaw Gain Slider r
B ackground: Im Ij
Sl Lew — Channel Characteristics
Urit Pogitior: |3— E Zero Level: ID_ E
Uit Marme: IHecorder Drefault Level I'I 2 E E@
LChannels
QK. LCancel Apply
3. | Click the Channels button.
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Step

Description

4. | On the Record Activation tab, set the Activation Mode t0 Remote-SSC.

. Channel Settings xl
IChanneI M ames j | Defaults
-] Channels j
-3 Channel Mames Audio Level | Drata Acquisition | Misc Options
::g E::::s: 33312 Record Activation | Record Temination AGEl

----- & Channel #003
----- B8 Channel #004
----- & Channel #005
----- B Channel #0065
----- & Channel #007
----- B Channel #0083
----- B Channel #0039
----- 8 Channel #0100
----- B2 Channel #011
----- B Channel #1012
----- B Channel #0113
----- B Channel #1014

Activation Mode:

£ d

v

Enable Select Record [

Auta Fe-enable

Enable Beep Tone

Enable DTMF Control [~ Conf Tane [

v
r

I Hemote-SSE[: hd |

----- B8 Channel #0115

DTHF Start Code: Ixxg
DTMF Stop Cade:  [7 B
Defaultz | Restore I Save |

..... B Channel #0115 =l

LCloze |

5. | On the Record Termination tab, set Continuous Silence to 0.

Audio Level

Record &ctivation  Record Termination

Data Acquisitianl Mizc Options

;’-‘«GEl

irimum Size [zec):

Trimn Silence

Mazimurn Size [sec):

Continuousz Silence [zec): ID Ig
o [&
W

Cont. HonSilence [sec):

2 [&
o [¢

&

Trim Cont. MonSilence v

Defaults |

BRestore I Save

6. | On the Data Acquisition tab, set the Recording Rate to 64kbits/s. Audiolog detects
the compression rate at the beginning of a call and automatically sets the
recording rate per call.

KB; Reviewed:

SPOC 4/18/2005

Solution & Interoperability Test Lab Application Notes
©2005 Avaya Inc. All Rights Reserved.

20 of 25
mercomaic.doc



Step

Description

7. | On the Data Acquisition tab, set the Transfer Buffer Size and the Monitor Buffer
Size to 512.

i, Channel Settings

]|

I Channel Mames

=l

D efaults

-] Channels
=3 Channel Mames

& Channel #001
& Channel #002
& Channel #003
& Channel #004
& Channel #005
& Channel #0065
& Channel 007
& Channel 8002
&% Channel #0039
&% Channel 8010
& Channel 8011
& Channel 8012
& Channel 8013
& Channel 8014
& Channel 8015
F& Channel 8015

-

Fecord .-“-‘-.-:tivatil:unl Fiecord Termination

Audio Level

[rata Acquizition

Mizc Optiohs

AGE

Fecording R ate:

Tranzfer Buffer Size:

|nitial Buffer Size:

b arnitar Buffer Size:

e @
EaC
Fe (8

Compreszs Silence [zec]; Il:l Ig

Comprezs Silence: r
Drriver M arne:
Defaults | Bestare | Save

Cloze |

6. Interoperability Compliance Testing

6.1. General Test Approach

The interoperability compliance test verified the ability of Audiolog to record calls. Basic call
scenarios include call answer, transfer, consult transfer, conference, conference transfer, and
blind transfer. The compliance test also encompassed a load test where a call generator made
calls to the queue to verify MERCOM Audiolog successfully operate under load stress.

6.2. Test Results

MERCOM Audiolog passed all the test cases outlined in Avaya DevConnect Test Plans for
Avaya™ Interaction Center and the additional Avaya test cases with no open issues.
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7. Verification Steps

Since Audiolog is based on both hardware and software components, there are several steps
involved to verify that both have been installed correctly:

= Ensure that channels can be monitored and recordings can be created
= Ensure that recordings can be accessed and played back from the Catalog
= Ensure that there is network communication between the server and client

7.1. Ensure Channels Can Be Monitored and Recorded

Unless changes are made to the Appearance of the Recorder module, the idle channels available
for recording appear with light blue bars.

Make certain the number of available channels matches the number of channels ordered.

/ 7 Channels — liaht blue for idle — red for recordina on

11:21:58

Recorder I il [ af=le I o [T al=]s afnfa al=sdE 3 o B I [ afoda afes T

For each channel,

Step | Description

1. Place or receive a call on the channel. Verify the channel indicator turns red when the
channel is active.

NOTE: If the addresses of the IP telephones are dynamically allocated, there may be a
several second record activation delay the first time that an IP phone is used after re-
starting CTILink. This delay can be avoided if the addresses of the IP telephones are
static and the IP addresses have been programmed in the PhyDevicelD column of the
Device Maintenance Table.

2. | Verify the correct channel is being recorded.

3. Click the channel number below the active channel to monitor the call.

4, Disconnect the call. The channel indicator should return to idle (light blue). The
channel should stop recording immediately upon disconnection. When the channel
stops recording, a message should appear in the Manager module.
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7.2. Ensure that Recordings Can Be Accessed from the Catalog

After created several recordings, verify that the recorded calls can be found in the catalog and
then played back.

Play back the records call.

Step

Description

1.

On the server, to start the Call Locator, simply click on the Find button. This is
the middle button at the left side of the Player module (Find button is located on
the top of the Player’s menu).

If the Audiolog server has been recording channel audio, then there will be an
icon adjacent to the Catalog folder. The® icon indicates that there are entries
(recordings) in the Catalog folder.

Click on the = icon to view the next level of the search tree.

Find the recordings using the Date/Channel view.

Verify that all of the appropriate channel names appear under the date. If a
recording session created for all of the recording channels, all of the channel
names should appear under the date on which they were created.

Click to select a channel name.
At least one recording should appear in the right side of the Call Locator.

Right-click the recording and click to select Playback.
The recording plays back on the server.

8. Support

MERCOM Audiolog Support

Technical Support: 201-507-8800 (Dial 5)
Tech.support@ MERCOM.com

Joe Flynn

Director Support Operations
201-507-8800 x134
joe.flynn@MERCOM.com
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9. Conclusion

This compliance test verified that MERCOM Audiolog Recording server successfully integrated
with Avaya Interaction Center.

10. Additional References

For information on MERCOM'’s Audiolog Recording products refer to the following manuals, a
web site, or directly contact MERCOM Pre-Sales:

e Audiolog Pro, Max-Pro and Ultra-Pro Installation Manual

e Audiolog User’s Guide

e Www.MERCOM.com

e MERCOM Pre-Sales Department (presales@ MERCOM.com)
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