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Communication Manager 6.0 using Avaya Aura™
Application Enablement Services — Issue 1.0

Abstract

These Application Notes describe the configuration steps required for TASKE Contact to
interoperate with Avaya Aura™ Communication Manager 6.0 using Avaya Aura™
Application Enablement Services.

In the compliance testing, TASKE Contact used the Telephony Services Application
Programming Interface from Avaya Aura™ Application Enablement Services to monitor
contact center devices on Avaya Aura™ Communication Manager, and used the event reports
from the monitored devices to produce real-time and historical reports.

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

These Application Notes describe the configuration steps required for TASKE Contact to
interoperate with Avaya Aura™ Communication Manager 6.0 using Avaya Aura™ Application
Enablement Services.

In the compliance testing, TASKE Contact used the Telephony Services Application
Programming Interface (TSAPI) from Avaya Aura™ Application Enablement Services to
monitor contact center devices on Avaya Aura™ Communication Manager, and used the event
reports from the monitored devices to produce real-time and historical reports.

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

The feature testing focused on verifying the following on TASKE Contact:
e Handling of TSAPI messages in the areas of event notification and value queries.
¢ Proper display of monitored device status in the real-time reports.
The serviceability testing focused on verifying the ability of TASKE Contact to recover from

adverse conditions, such as disconnecting/reconnecting the Ethernet cable to the TASKE Contact
Server.

1.2. Support
Technical support on TASKE Contact can be obtained through the following:

e Phone: (877)778-2753
e Web:  http://www.taske.com/forms/form_asksupport.html
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2. Reference Configuration

The detailed administration of basic connectivity between Avaya Aura™ Communication
Manager and Avaya Aura™ Application Enablement Services, and of contact center devices are
not the focus of these Application Notes and will not be described.

In the compliance testing, the contact center devices consisted of one VDN, one skill group, one
supervisor, and two agents shown in the table below. TASKE Contact requested monitoring on
the VDN, skill group, and agent telephone extensions.

Device Type Extension
VDN 65600
Skill Group 65666
Supervisor Telephone 65000
Agent IDs 68801, 68802
Agent Telephone 65001, 65002

Simulated
PSTN

Avaya C363T-PWR
Converged Stackable Switch

G'\*P“‘; AL
/ A0 2‘?’5
10.32.32.66
& ST - mr——
Avaya Aura™ Avaya Aura™

Communication Manager on
Avaya S8800 Server with
Avaya GB50 Media Gateway
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3. Equipment and Software Validated

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

Equipment

Software

Avaya Aura™ Communication Manager on
Avaya S8800 Server

6.0 (R016x.00.0.345.0-18246)

Avaya G650 Media Gateway
e TN799DP C-LAN Circuit Pack
e TN2302AP IP Media Processor

HWO01 FWO038
HW20 FW121

Avaya Aura™ Application Enablement Services

5.2.2 (r5-2-2-105.0)

Avaya 1608 IP Telephone (H.323) 1.3
Avaya 9630 IP Telephone (H.323) 3.1
TASKE Contact on 8.9.3042.0
Windows 2003 Server with Service Pack 2
e Avaya TSAPI Windows Client 4.1.0.323
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4. Configure Avaya Aura™ Communication Manager

This section provides the procedures for configuring Avaya Aura™ Communication Manager.
The procedures include the following areas:

e Verify Communication Manager License
e Administer CTI link

4.1. Verify Communication Manager License

Log in to the System Access Terminal (SAT) to verify that the 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 Computer Telephony

Adjunct Links customer option is set to “y” on Page 3. If this option is not set to “y”, then
contact the Avaya sales team or business partner for a proper license file.

display system-parameters customer-options Page 3 of 11
OPTIONAL FEATURES

Abbreviated Dialing Enhanced List?
Access Security Gateway (ASG)?

Analog Trunk Incoming Call ID?

A/D Grp/Sys List Dialing Start at 01°?
Answer Supervision by Call Classifier?
ARS?

ARS/AAR Partitioning?

ARS/AAR Dialing without FAC?

ASAT Link Core Capabilities?

ASAT Link Plus Capabilities?

Audible Message Waiting?
Authorization Codes?

CAS Branch?

CAS Mainv?

Change COR by FAC?

Computer Telephony Adjunct Links?
Cvg Of Calls Redirected Off-net?
DCS (Basic)?

DCS Call Coverage?

DCS with Rerouting?

MKKKKKBBK BK
8B BB BNKNKBBB3B

4.2. Administer CTI Link

Add a CTI link using the “add cti-link n” command, where “n” is an available CTI link number.
Enter an available extension number in the Extension field. Note that the CTI link number and
extension number may vary. Enter “ADJ-IP” in the Type field, and a descriptive name in the
Name field. Default values may be used in the remaining fields.

add cti-link 1 Page 1 of 3
CTI LINK
CTI Link: 1
Extension: 60100
Type: ADJ-IP
COR: 1
Name: TASKE TSAPI Link
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5. Configure Avaya Aura™ Application Enablement Services

This section provides the procedures for configuring Avaya Aura™ Application Enablement
Services. The procedures include the following areas:

e Verify TSAPI license

e Launch OAM interface

e Administer TSAPI link

¢ Enable security database

e Restart TSAPI service

¢ Administer security database
e Obtain Tlink name

e Administer TASKE user

5.1. Verify TSAPI License

Access the Web License Manager interface by using the URL “https://ip-address/WebLM/
index.jsp” in an Internet browser window, where “ip-address” is the IP address of the server
hosting the Web License Manager.

The Web License Manager screen is displayed. Log in using the appropriate credentials.

Web License Manager {'\'-‘!ehLM' wd.6)

Logon

User Mame: | |

Password: | |
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The Web License Manager screen below is displayed next. Select Licensed Products >
APPL_ENAB > Application_Enablement in the left pane, to display the Licensed Features
screen in the right pane.

Verify that there are sufficient licenses for TSAPI Simultaneous Users, as shown below.

7 AVAYA

. Install License

'y Licensed Products
.~ APPL_ENAB
‘Application_Enablement

Uninstall License
. Change Password
Server Properties
E>I‘1anage Users

Logout

Application Enablement {(CTI) - Release: 5 - SID: 10503000 (Standard License File)

You are here: Licensed products = Application Enablernent [CTI)

License installed on: Oct 13, 2010 10:34:54 AM EDT

Yiew Peak Usage

Licensed Features

Feature Expiration | . )
{Keyuord)
16 o

CHLAN ASAT
(WALUE_AES_CWLAMN_ASAI)

Unified CC API Desktop Edition
(YALUE_AES_AEC_UNIFIED_CC_DESKTOR

AES ADWAMCED SMALL SWITCH
(VALUE_AES_AEC_SMALL_ADYANCED)

permanent
3 permanent

permanent

CWLAN Proprietary Links

(VALUE_AES_PROPRIETARY_LINKS) RREanenk

Product Notes

(WALUE _NOTES) permanent

AES ADVAMNCED LARGE SWITCH

(VALUE_AES_AEC_LARGE_ADWANCED) permanent

TSAPI Simultaneous Users

(WALUE_AES_TSAPL USERS) FEATIENED

i0o0 o

Web License Manager (WeblLM v4.6)

) o
16 o

SmallServerTypes;

56300c;s8300d;icc; premio;tnd400;laptop
MediumServerTypes:

ibmx306;ibmx306m; dell1950;xen;hs20;hs20_8832_vm
LargeServerTypes:
i15p2100;ibmx*305;dI35003;d138501;d138502 ;unknown
Trustedapplications: IPS_001, BasicUnrestricted,
AdvancedUnrestricted, DMCUnrestricted; 1<P_001,
BasicUnrestricted, AdvancedUnrestricted,
DMCUnrestricted; 1¥%M_001, BasicUnrestricted,
AdvancedUnrestricted, DMCUnrestricted; PC_001,
BasicUnrestricted, AdvancedUnrestricted,
DMCUnrestricted; CIE_001, BasicUnrestricted, Mot
AdvancedUnrestricted, DMCUnrestricted; OSPC_001, counted
BasicUnrestricted, AdvancedUnrestricted,
DMCUnrestricted; WP_001, Basiclnrestricted,
AdvancedUnrestricted, DMCUnrestricted;
SAMETIME_001,
WaLUE_AEC_UNIFIED_CC_DESKTOR,,; CCE_001,
BasicUnrestricted, AdvancedUnrestricted,
DMCUnrestricted; CSI_T1_001, BasicUnrestricted,
AdvancedUnrestricted, DMCUnrestricted; CSI1_T2_001,
BasicUnrestricted, AdvancedUnrestricted,
DMCUnrestricted; AVATAVERINT 001,
BasicUnrestricted, AdvancedUnrestricted,
DMCUnrestricted;

3 o

1000 o
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5.2. Launch OAM Interface

Access the OAM web-based interface by using the URL “https://ip-address” in an Internet
browser window, where “ip-address” is the IP address of the Application Enablement Services
server.

The Please login here screen is displayed. Log in using the appropriate credentials.

AVAyA Application Enablement Services

Management Console

Please login here:

Username | |

Password | |

2009 Avaya, Inc. all Rights Reserved.

The Welcome to OAM screen is displayed next.

Welcome: User craft

H H I'"- Last login: Thu Oct 14 15:20:41 2010 from 10.32.35.10
AVAyA Appllcatlo“ Enablement Services HostMarme/IP: AES2-S8800/10.32.32.66
Management Console Server Offer Type: WIRTUAL _APPLIANCE
SW o Wersion: r5-2-2-105-0

Home Home | Help | Logout

b AE Services

Communication Manager

and authorization, configure Linux-PAM (Pluggable Authentication Modules for Linux) and

Help soon.

® Status - Use Status to obtain server status informations.

» lser Management - Use User Management to manage AE Serwvices users and AE
Services user-related resources,

» Utilities - Use Utilities to carry out basic connectivity tests,

» Help - Use Help to obtain a few tips for using the OAM Help system

¥ Interface Welcome to OAM
b Licensing
5 The AE Services Operations, Administration, and Management {0AM) Web provides you with

b Maintenance tools for managing the AE Server, OAM spans the following adrministrative dormains:
» Networking . . . .

#» AE Services - Use AE Services to manage all AE Services that you are licensed to use
b Security on the AE Server.

» Communication Manager Interface - Use Communication Manager Interface to manage
» Status switch connection and dialplan.

# Licensing - Use Licensing to manage the license server,
p User Management # Maintenance - Use Maintenance to manage the routine maintenance tasks.

#» Metworking - Use Networking to manage the network interfaces and ports,
b Utilities * Security - Use Security to manage Linux user accounts, certificate, host authentication
4

Depending on your business requirements, these administrative domains can be served by one
administrator for both domains, or a separate administrator for each domain.
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5.3. Administer TSAPI Link
To administer a TSAPI link, select AE Services > TSAPI > TSAPI Links from the left pane.
The TSAPI Links screen is displayed, as shown below. Click Add Link.

welcorme: User craft

Application Enablement  (a:tiogin: Tho oo 7 1707226 2010 from

tNVA A F 10.32.35.10
Services HostMame/IP: AESZ-S8E00/10.32.32.66

Server Offer Type: WIRTUAL APFLIAMCE
Management Console S Yersion: r5-2-2-105-0

Home | Help | Logout

AE Services | TSAPI | TSAPI Link

A TSAPI Links

DLG

DMCE Switch Connection
5MS [ add Link | [ EditLink | [ Dslets Link |

TSAPI

= TSAPI Links

= TSAPI Properties

The Add TSAPI Links screen is displayed next.

The Link field is only local to the Application Enablement Services server, and may be set to

any available number. For Switch Connection, select the relevant switch connection from the
drop-down list. In this case, the existing switch connection “CM8800” is selected. For Switch
CTI Link Number, select the CTI link number from Section 4.2. Retain the default values in

the remaining fields.

Welcome: User craft

Application Enablement Last lagin: Thu Oct 7 17:07:26 2010 from

t\V‘N A S 10.32.35.10
Services HostMame/IP: AESZ-S8800/10.32.32 .66

Server Offer Type: WIRTUAL _APPLIANCE
Management Console S Wersion: r5-2-2-105-0

Home | Help | Logout

AE Services | TSAPI | TSAPI Link

CWLAN =
Add TSAPI Links
DLG
DMCC Link [1
SIS Switch Connection @Eéuu V|
TSAPI Switch CTI Link Number| 1 vl
= TSAPI Links ASAI Link Version [4 v
= TSAPI Properties Security |Unencrypted v
N Communication Manager
Interface [ apply Changes ] [ Zancel Changes ]
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5.4. Enable Security Database

Enable the security database for use by TASKE Contact. Select Security > Security Database
> Control from the left pane, to display the SDB Control for DMCC and TSAPI screen in the

right pane. Check Enable SDB TSAPI Service, JTAPI and Telephony Service.

Welcorne: User craft

H H H Last login: Thu Oct 14 15:29:49 2010 from 10.32.35.10

AVAyA Application Enablement Services Hosthame/IP: AES2-58800/10.32.32.66
Management Console Server Offer Type: WVIRTUAL_APPLIANCE

SW Wersion: r5-2-2-105-0

» AE Services

Communication Manager
" Interface SDB Control for DMCC and TSAPI
b Licensing

» Maintenance [] Enable SDB for DMCC Service

Enable SDB TSAPI Service, ITAPIL and Telephony Service

apply Changes

» Networking

 Security

Account Management
Audit

Certificate Management
Enterprise Directory
Host A4

P&

Security Database

= Control

Security | Security Database | Control Home | Help | Logout

5.5. Restart TSAPI Service

Select Maintenance > Service Controller from the left pane, to display the Service Controller

screen in the right pane. Check the TSAPI Service, and click Restart Service.

Wwelcome: User craft

H H H Last login: Thu Oct 14 15:29:49 2010 from 10.32.35.10
AVAyA Application Enablement Services HostMarne/IP: AES2-58800/10.32.32.66
Management Console Server Offer Type: VIRTUAL_APPLIANCE
SW Version: r5-2-2-105-0

» AE Services
Communication Manager

Interface Service Controller
b Licensing
i Service ______[Controller Status
¥ Maintenance :
- [ asal Link Manager Running
Date Time/NTP Server ) )
[ pmce service Running
Security Database ) .
[0 cwLaN Service Running
Service Controller ; .
[ oLs service Running

Server Data ’ ;
D Transport Layer Service Running

» Networking TSAPI Service Running

b Security
For status on actual services, please uze Status and Control

» Status

Maintenance | Service Controller Home | Help | Logout

» User Management [Star‘t][ Restart Service || Restart AE Server [ Restart Linux [ Restart Web Server |
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5.6. Administer Security Database

All devices that are monitored by TASKE Contact need to be configured in the security database.
Select Security > Security Database -> Devices, and add a device for each VDN, skill group,

and agent telephone extensions from Section 2.

In the subsequent Add / Edit Device screen (not shown), select the appropriate Device Type,

and select “Any” for Tlink Group.

A listing of the configured devices used for the compliance testing is shown below. Note the

Tlink Group and Device Type settings.

Application Enablement

Services
Management Console

AVAYA

Security | Security Database | Devices

p AE Services

Communication Manager

Interface Devices

b Licensing

b Maintenance | [[_mdd Device |

» MNetworking

¥ Security &) 65001 lany
Account Management r T
, O ag002 |any
Audit _
Certificate Management O 5600 |any
Enterprise Directory O 65666 lany
Host A4 -
[ Edit Device ] [ Delete Device
PAM

Security Database
= Control

CTI Users

» Devices

Device 10 ___|1link Group [Device Type ____JLocation |

Wielcome: User craft

Last login: Thu Qct 7 17:07:26 2010 from
10.32.35.10

HostMame/IF: AESZ-SE5800,/10.32.32.66
Server Offer Type: WIRTUAL_APPLIAMNCE
SW Yersion: r5-2-2-105-0

Home | Help | Logout

[PHONE
|PHOME
[wDN

laco
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5.7. Obtain Tlink Name

Select Security > Security Database > Tlinks from the left pane. The Tlinks screen shows a
listing of the Tlink names. A new Tlink name is automatically generated for the TSAPI service.
Locate the Tlink name associated with the relevant switch connection, which would use the
name of the switch connection as part of the Tlink name. Make a note of the associated Tlink
name, to be used later for configuring TASKE.

In this case, the associated Tlink name is “AVAYA#CM8800#CSTA#AES2-S8800”. Note the
use of the switch connection “CM8800” from Section 5.3 as part of the Tlink name.

walcome: User craft

Application Enablement

Services
Management Console

AVAYA

Security | Security Database | Tlinks

Last login: Thu Oct 7 17:07:26 2010 from
1005 32 3510

HostMarne/IP: AES2-SE800/10.32.32 .66
Server Offer Type: YWIRTUAL_APPLIAMNCE
SW Yersion: r5-2-2-105-0

Home | Help | Logout

p AE Services

Communication Manager

¥ Interface

Tlinks

p Licensing
Tlirk Mame

@) AVAYAR#CMERNN#CSTA#AES2-SE300
[ EditTlink | [ Delete Tlink |

p Maintenance

b MNetworking

¥ Security
Account Management
Audit
Certificate Management
Enterprise Directary
Host A2
PaM
Security Database

= Control

CTI Users

= Devices

= Device Groups
Tlinks
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5.8. Administer TASKE User

Select User Management > User Admin > Add User from the left pane, to display the Add
User screen in the right pane.

Enter desired values for User Id, Common Name, Surname, User Password, and Confirm
Password. For CT User, select “Yes” from the drop-down list. Retain the default values in the
remaining fields.

- i Welcome:! User craft
V Application Enablement Last lagin: Thu Oct 7 17:07:26 2010 fram
t\ t\ t\ i 10.32.35.10
y Services HostMame/IP: AES2-58800/10,32.32 .66
Saerver Offer Type: WIRTUAL_APPLIAMCE
=W Version: r5-2-2-105-0

Management Console

User Management | User Admin | Add User Home | Help | Logout

p AE Services
Communication Manager

¥ User Management

* Confirm Password |---..o.-.
Service Admin |

Interface Add User
Licensing
- Fields marked with * can not be emity.

Maintenance * ser Id |taske |

Networking * Cormrmon Mame |taske |

Security * Surname [taske |

Status * User Password |--o..o.-. |
|
|

admin Mote
ik Avaya Role i Mone v|
= Add User :
Business Category | |
= Change User Password
= List &ll Users Gar:Hieense | |
= Modify Default Users CM Home | |

= Search Users Css Home

p Utilities CT User Yas W
» Help Department Mumber

| |
Display Name | |
| |
| |

Employee Mumber

Emplovee Type
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Select Security > Security Database > CTI Users > List All Users from the left pane, and
select the newly created TASKE user from the listing (not shown).

The Edit CTI User screen is displayed next. Set the permissions as shown below.

- & Welcome: User craft
V Application Enablement Last login: Thu Oct 7 17:07:26 2010 fram
t& ZN t& i 10.32.35.10
y Services HostMame/IP: AES2-S6800/10,32.32.66
Saerver Offer Type: VIRTUAL_APPLIAMCE
Management Console SW Version: rS-2-2-105-0

Security | Security Database | CTI Users | List All Users Home | Help | Logout

p AE Services
Communication Manager

¥ Interface Edit CTIl User
p Licensing
Maink z User Profile: User ID taske
paainsanaAnce Common Mame taske
p Metworking Worktop Name NOMNE (%
¥ Security Unrestricted Access F
Account Management
Audit Call Origination and Termination / Device Status Any W

Certificate Management

Call and Device :
Enterprise Directory Monitoring: Device |£‘«nv v—|
Host &b Call / Device any W
PAM Call

Security Database
. . Allow Routing on Listed
« Contral Routing Control: Biamiast any W

= CTI Users [ apply Changes  |[  Cancel Changes |
» List All Users
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6. Configure TASKE Contact

This section provides the procedures for configuring TASKE Contact. The procedures include
the following areas:

e Administer TASKE Database Update Wizard
¢ Administer TASKE Collector

¢ Administer extensions

e Administer agents

e Administer agent groups

¢ Administer queues

¢ Administer supervisors

e Restart components

6.1. Administer TASKE Database Update Wizard

At the conclusion of the TASKE Contact installation, the TASKE Database Update Wizard is
invoked automatically and displays the Welcome to the TASKE Database Update Wizard
screen shown below.

TASKE Database Update Wizard |

Welcome to the TASKE Database Update Wizard.

T hiz program will automatically collect information abot the
configuration of your telephone system and wze it to populate
the TASKE Databaze.

The TASKEE Database iz uzed by wariousz TASEE programs to
produce reportz about the activiby of your telephone syztem.

TECHNOLOGY

Click, Mest to continue.

Cancel I
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Navigate forward to the Import Communication Manager Information screen. If Avaya Site
Administration is used to obtain the configured contact center devices from Communication
Manager, then the path to where the data files reside can be entered in Folder.

In the compliance testing, the manual method was used to configure the contact center devices
on TASKE, therefore all default values were retained on the TASKE Database Update Wizard.

TASKE Database Update Wizard |

Import Communication Manager Information.

Select the folder which containz the data files exported from the
Avana Sike Adminizstration utility,

TECHNOLOGY

Folder: !| Browse |

Click Import to collect updated information. [rpart

< Back I Hewt > I Cancel |
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6.2. Administer TASKE Collector

After completing the TASKE Database Update Wizard, the TASKE Collector screen is

displayed. For Tlink name, select the Tlink name from Section 5.7.

Select the radio button for Specific Windows user. For User name and Password, enter the

TASKE user credentials from Section 5.8. Check Remember password if desired.

TASKE Collector - Telephony Services Connection I

The TASEE Collector connects to the CentreVu® T zerver ta monitor telephone
system activity. The connection iz made through a Tlink, which represents a
specific service.

Tlirk name: | ALAYARCMBS00HCS TARAES 2-555800 j

The Tserver can be configured to use a Secunty Databaze to control access.
Connection requires a Windows uger name when thiz feature iz enabled. The
uzer must exist in the Securnty D atabase and must have permizzion to monitor
all devices.

Connect to the Tzerver as
" Logged in Windows user

' Specific Windows user,

Izer name: !T.&SKE
Pazzword: [T
Wi

The TASKE Console screen is displayed next. Select Tools > Administrator from the top

menu.

% TASKE Console

File Action Wiew Tools Help

@y ou|n o
Component | Status | Startup____! Categony |
;f.“a}-'T.t'-\SKE Caollector Started Automatic  TASKE Contact
ﬂl TASEE Information Server Modata Automatic TASKE Contact
ﬂ; TASKE Upgrade Server Started Automatic TASKE Contact
ﬁ TASKE &dd-0n Server Started Autornatic  TASKE Add-On
@]_ TASEE Integration Server Started Manual TASKE Add-On
é]_ TASKE web Server Started Automatic TASKE Web
%Wmld “Wide Web Publizhing  Started Automatic  Microsoft 115
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6.3. Administer Extensions

The TASKE Administrator screen is displayed. Select Extensions from the left pane, followed
by New in the right pane to create an extension record.

In the lower right pane, enter the first agent telephone extension from Section 2 in the ID field.
Enter a desired Name. For Extension Type, select “Normal” for agent telephone extensions and
“VDN” for VDN extensions.

W TASKE Administrator
File \Miew Tools Help

H[=] E3

b=
o
[

ﬁ

ID | Mame | Mick Name | Em

ID {5001 Mame |TASKE Agent 1 Mick Name |

|z a Member OF:
18] | Mame | Mick Mame | Extenzion Type INnrmaI j

Repeat this procedure for all agent telephone and VDN extensions from Section 2. In the
compliance testing, three extension records were created as shown below.

&I TASKE Administrator

File YWew Tools Help

I [=] B3

o | Hame | Mick Hame | Estenzion Type
BRO TASKE Agent 1 Marmal
ERO0Z2 TASKE Agent 2 Mormal

TASKE VDN

TLT; Reviewed:
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6.4. Administer Agents

Select Agents from the left pane, followed by New in the right pane to create an agent record.

In the lower right pane, enter the first agent ID from Section 2 in the ID field. Enter a desired

Name.
& TASKE Administrator _ (O] x|
File Wiew Tools Help

| Manne | Mick Mame

' [ ) ==

ID {62801 Name |TASKE Agent ID 1 Mick Name |
Iz a Member af:
D | Mame | Wick Hame |
1 ' | vl
Repeat this procedure for all agent IDs from Section 2. In the compliance testing, two agent
records were created as shown below.
% TASKE Administrator _ (O] x|

File Wew Tools Help

o | Mame | Mick Hame |
E2E01 TASKE Agent 1D 1
EBE02 TASKE Agent 1D 2
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6.5. Administer Agent Groups

Select Agent Groups from the left pane, followed by New in the right pane to create an agent
group record.

In the lower right pane, enter the first skill group extension from Section 2 in the ID field. Enter
a desired Name. Under Available Agents, select all agents and click the Add All button to
move under Agent Members.

Repeat this procedure for all skill groups from Section 2. In the compliance testing, one agent
group record was created.

B TASKE Administrator [_ (O] x|
File Wiew Tools Help
| List Of Agent Groups (fotal =0~
b L
l | Mame | Mick Mame: |

] i8]

= 2 |

Mick Narhel

I3 |R5E5E Marne | TASKE Skill Group

Awailable Agents

Agent Members

18] | M armne | Mick Marne - D | Mame. | Mick Marne
BEENZ  TASKE AgentID 2 _Addar |
E3B01  TASKE agent1D 1 e |
Remave |
Remaove &l | =
4] | +] 4] |
< | vl
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6.6. Administer Queues
Select Queues from the left pane, followed by New in the right pane to create a queue record.

In the lower right pane, enter the first skill group extension from Section 2 in the ID field. Enter
a desired Name. For Agent Group, select the appropriate agent group ID from Section 6.5.

Repeat this procedure for all skill groups from Section 2. In the compliance testing, one queue

record was created.

% | TASKE Administrator
File Wew Tools Help

II=] E3

=5

o
s
5

UstOfQueves (fowl=0)

10 | Mame | Mick Mame |

o] [ Marne | TASKE Skill Group Nick Name | TSF Time [30

Iz & Member OF:
1D | Mame | Hick Mame | I Interflow Diverted Calls

Agent Group |{5a55

GoTo |
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6.7. Administer Supervisors
Select Users from the left pane, followed by New in the right pane to create a user record.

In the lower right pane, enter the desired User name, Full name, Password, and Confirm
password. For Type, select “Supervisor” from the drop-down list.

Repeat this procedure for all supervisors from Section 2. In the compliance testing, one user

record was created.

Select File > Exit from the top menu to close the TASKE Administrator screen.

& TASKE Administrator
File Wiew Tools Help

[=] B3

{[n} | MName | Type

Uszer name Isuper Tupe ISupervisor ﬂ

Full name I Agent ID I Browse. . |
Pagzword I ******* Estension I Browsze. . |
LCanfirm pazzward I“““““““ F'ermis_si_nns

Select the access you want o grant this user,

Pazzwards must be a minimum of 6 characters, are case
sensitive, and may contain any combination of alphanumeric
characters, spaces, and punctuation. Leading and trailing
spaces are stipped from the entered password,

[ Restict user's resource access

Hesaurce Permissions..

I Bllow user to access Administrator

Application Types

™ Desktop V¥ wieh Portal ™ DisplayCentral Designer
I with Advanced Dptians ™ ‘with Enterprise am
hd|
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6.8. Restart Components

The TASKE Console screen is displayed next. Restart all components by selecting Action >
Stop All TASKE Servers from the top menu, followed by Action > Start All TASKE Servers.

1 TASKE Console

File Action Mew Tools Help

K|

|y n | &

Compotient | Status | Statup | Category |
ﬁﬁT.ﬁ.SKE Collector Started Automatic TASKE Contact
ﬁlT.ﬁ.S KE Information Server  Started Autornatic TASKE Contact
ﬁj TASKE Upgrade Server Started Autarnatic TASKE Contact
ﬁl TASKE &dd-On Server Started Sutomatic  TASKE Add-On
@ TASKE Integration Server Started Marual TASKE Add-On
@ TASKE “Web Server Started Automatic TASKE Web
%Wnrld Wide Ww'eb Publizhing  Starked Autornatic Microsoft 115

7. General Test Approach and Test Results

The feature test cases were performed both automatically and manually. Upon start of the
TASKE Contact application, the application automatically queried for device status and

requested monitoring.

For the manual part of the testing, incoming and outgoing calls were made involving the contact
center devices to enable event reports to be sent to TASKE Contact. Manual call controls from
the customer and agent telephones were exercised to verify remaining events reports and

reported device status by TASKE Contact.

The serviceability test cases were performed manually by disconnecting and reconnecting the

LAN cable to the TASKE Contact server.

All test cases were executed and passed.
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8. Verification Steps

This section provides the tests that can be performed to verify proper configuration of Avaya
Aura™ Communication Manager, Avaya Aura™ Application Enablement Services, and TASKE
Contact.

8.1. Verify Avaya Aura™ Communication Manager

On Communication Manager, verify the status of the administered CTI link by using the “status
aesvcs cti-link” command. Verify that the Service State is “established” for the CTI link
number administered in Section 4.2, as shown below.

status aesvcs cti-link

AE SERVICES CTI LINK STATUS

CTI Version Mnt AE Services Service Msgs Msgs
Link Busy Server State Sent Rcvd
1 4 no AES2-S8800 established 890 866

8.2. Verify Avaya Aura™ Application Enablement Services

On Application Enablement Services, verify the status of the TSAPI link by selecting Status >
Status and Control > TSAPI Service Summary from the left pane. The TSAPI Link Details
screen is displayed. Verify the Status is “Talking” for the TSAPI link administered in Section
5.3, as shown below.

Welcome: User craft
H H H Last login: Thu ©ct 7 17:07:26 2010 from 10,32.35.10
AVAyA Appllcatlon Enablement Services Hosthame/IF: AES2-S8800/10.32.32.66
Management Console Server Offer Type: VIRTUAL_APPLIANCE
SW Mersion: r5-2-2-105-0

Status | Status and Control | TSAPI Service Summary

Home | Help | Logout

AE Services
Communicatien Manager

Interface TSAPI Link Details

Licensing
[C]Enahle page refresh every |_E!E_"_| seconds

Switch
it : g Msgs | Msgs
Li .‘i]untch ET:( Status State 3“”ch Associations to from PMsgsd
ame ;B ELSHD Switch | Switch]" €™
®

Maintenance

Networking

Security

¥ Status :
wed Oct

Alarmn Viewear | | | Sl | - ;
1 |CM&soo | 1 |Talking |10:44:18 Online 16 4 40 43 30
Logs | | 2010

Status and Control -.

= CWLAM Service Summary

« DLG Services Summary For service-vwide information, choose one of the following:

« DMCC Service Summary [ TSAPI Service Status ][ TLink Status ][ User Status
= Switch Conn Summary
= TSAPI Service Summary
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8.3. Verify TASKE Contact

Access the supervisor web-based interface by using the URL “http://ip-address/taske/login.htm”
in an Internet browser window, where “ip-address” is the IP address of the Contact server. The
Sign In screen is displayed. Log in using the appropriate credentials from Section 6.7.

TASKE® s

CONTACT
Sign In
Welcome back! Please enter your user name and password,
User name: | |
Password: | ‘

Powered by TASKE Technology Inc.
Copyright ©2001-2010 TASKE Techrnology Inc All rights reserved,

The My Home screen is displayed next. Log an agent in and answer an ACD call. Verify that
the screen is automatically updated with the proper status, as shown below.

TASKE Skill Froup

[1T=T+|

TASKE . Calls'faiting:  LongestWait Time: Agents on ACD: Agents an Non-ACD:
u] 00-00:00 1 o
CONTACT
Home Real-Time Review

Chat | Preferences | Sign out | Help

Visualizer

Change content | Change layout | Preferences

My Home

Last updated: Wednesday, October 13, 2010 12:42:26 PM

TASKE 5kill Group
. T5F . hi 3z iait Time . Porg Time to Ananer . Ananered . Abandoned
100% 0:00:12 0:00:12 1 o
Idle ¢0) Mon-ACD () | Unavailable (0 | Lugged out (1}
638021124048
TAGKE Agent ID 2
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9. Conclusion

These Application Notes describe the configuration steps required for TASKE Contact to
successfully interoperate with Avaya Aura™ Communication Manager 6.0 using Avaya Aura™
Application Enablement Services. All feature and serviceability test cases were completed.

10. Additional References

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

1. Administering Avaya Aura™ Communication Manager, Document 03-300509, Issue 6.0,
Release 6.0, June 2010, available at http://support.avaya.com.

2. Avaya Aura™ Application Enablement Services Administration and Maintenance Guide,
Release 5.2, Document ID 02-300357, Issue 11, November 2009, available at
http://support.avaya.com.

3. TASKE Contact Version 8.9 Quick Reference Guide, available from the TASKE Contact
Version 8.9 Installation CD.

4. TASKE Contact Version 8.9 Reporting Reference, available from the TASKE Contact
Version 8.9 Installation CD.
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Avaya and the Avaya Logo are trademarks of Avaya Inc. All trademarks identified by ® and ™
are registered trademarks or trademarks, respectively, of Avaya Inc. All other trademarks are the
property of their respective owners. The information provided in these Application Notes is
subject to change without notice. The configurations, technical data, and recommendations
provided in these Application Notes are believed to be accurate and dependable, but are
presented without express or implied warranty. Users are responsible for their application of any
products specified in these Application Notes.

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