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Avaya Solution & Interoperability Test Lab

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

Abstract

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

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

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

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

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

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

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

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

BE LLLL

Avaya 5600 Series Avaya 2400 Series
H.323 Phones Digital Phones

Simulated
PSTN

10.64.21 .64

10,6421 65 Avaya IP Office

RSI Shadow CMS

3. Equipment and Software Validated

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

Equipment Software
Avaya IP Office 500 6.1 (5)
Avaya 2400 Series Digital Telephones Release 6
Avaya 5600 Series IP Telephones (H.323) 29.1
RSI Shadow CMS 4.2.0.008
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4. Configure Avaya IP Office

This section provides the procedures for configuring Avaya IP Office.

From a PC running the Avaya IP Office Manager application, select Start > Programs > IP
Office > Manager to launch the Manager application. Select the proper IP Office system, and
log in with the appropriate credentials.

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

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

i Avaya IP Office R6.1 Manager 00EO0705345B [6.1(5)] [Administrator(Administrator)]
File  Edit “ew Tools Help

2 -dIEEEW v =2 8

! noEn070S345E - System - DOE0N70S3458 -
IP Offices @ 00EQ0705345B B -l X w <]

R BOOTR(
i Operator (3)
(=520 00EOO7OS345E6 Qutput | SMDR. Only w
(=539 System (1) SMOR.
%) O0EOOD7OS3456
4 Line (2)
< Contral Unik {4) IP Address ] G4 21 65
Ay Extension (49)

Syster | LAML | LAMZ | DMS | Woicemall | Telephore || Directory Services | System Events | SMTP | SMDR | T 4 &

Station Message Detail Recorder Communications

TCP Part 12000
§ User(49)
§ HuntGroup (1) Records to Buffer (3000 |5
hort Cod
g ;;:::cg?me (<0} Call Splitting For Diverts
AL RAS (1)
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5. Configure RSI Shadow CMS

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

e Launch application
¢ Administer data source
¢ Administer socket settings

5.1. Launch Application

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

Select Utility > Winlink Data Storage from the top menu.

© SHADOW Voice and Data Management [cms]

File Database Report Graph  Corfiguration | Uklity  View  ‘Window  Help
IF':| - — “ ”ﬁ Winlink Data Storage Fq [
I,:::I—r = 1 Fa Tariff Files 4
| ) - e o ¥ Database Maintenance
Cloze Entity  Properties  Translate Cor ﬂ-ﬁ Example Call Costing Tasks  Location  Sidebar
= x Scheduled Tdasks
= Location Fi
3 [ Fle o u:n:Ta ion Fir er*
5 Distabasze j;h Ackive Parse File
+ D Report ¥ Explore
+ Graph i Register Inactive Extensions
+ Configuration ”ﬁh Synic DNIS
gy Uity 'j‘:; Swnc Trunks
”ﬁ Sync Personnel
”j:; Support
1 0001 |Awaya Tesk ALUTOTRANS Hosk 11/22/2010 3:40
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5.2. Administer Data Source

The winlink screen is displayed. Select Configure > Data Source from the top menu.

winlink

(Waglinl=8 Edit Opkions Tools Window Help
Telnet or Socket Settings. .. -
[aka Source — ?
e \\""'-
Skop Listening d
Exit A+
Listening an 12000 Rowe: O Cal: O K ' 12

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

shown below.

Data Source [‘5_<|

Select the Winlink data zource:

ket Listener ﬂ

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

Warning E'

'f Your application will restart For this change ko take effect!
[

il

Cancel |
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5.3. Administer Socket Settings

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

© SHADOW Voice and Data Management [cms]

File Database Report Graph  Corfiguration | Uklity  View  ‘Window  Help
B Winlink Data Storage
I,:|:| + “ ﬁ IFIFI I:| a Skorage Fq 2
I,:::I—r = 1 Fa Tariff Files 4 Eﬁ
| ) - e o ¥ Database Maintenance
Cloze Entity  Properties  Translate Cor Fjih Example Call Costing Tasks  Location  Sidebar
= x Scheduled Tasks
o rie I0' Lacation Finder
5 Distabasze 'j:h Ackive Parse File
+ D Report ¥ Explore
+ Graph i Register Inactive Extensions
+-5f8 Configuration Pﬁh Synic DNIS
R’ il m -
+- oy Uity 2 Swnc Trunks
Fﬁ Swnc Personnel
"'j:; Support
1 0001 |Awaya Tesk ALUTOTRANS Hosk 11/22/2010 3:40
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The winlink screen is displayed. Select Configure > Telnet or Socket Settings from the top
menu.

L = B)X]

WG Edit Opions  Tools  Window  Help
Data Source — ’?
o 1I\\'\"---.-‘
Skop Listening d
Exit Alt+
Listening on 12000 Fowe: 3 Col:3 1 |—|—|—|71‘

The IP Configuration screen is displayed. For Name (or IP address), enter the IP address of
the Shadow CMS server. For Port, enter the TCP port from Section 4. Retain the default values
in the remaining fields.

IP Configuration E'
Settingz
MHame [or IP address]; Part
[10.64.21.65 12000
Protocol
Ilzer Mame:
2l Name | = Tl:F'
Pazzword: | ¢ UDF
" Proprietary
[].4 Cancel
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The WINLINK screen is displayed next. In the lower left portion of the screen, verify that the
application is listening on the proper TCP port, as shown below.

Configure  Edit  Opkions  Tools  wWindow  Help

M “e v B

20181122 15:48:57 Started
Listening on 12084
FBiB/ii/EE 15:58:84 Started

1]

Listening on 12000 Fowe: 3 Col:3 1 |—|—|—|71‘
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6. General Test Approach and Test Results

The feature test cases were performed manually. Different types of calls were made, along with

different actions initiated from the user telephones, to verify proper parsing and displaying of
received SMDR data by RSI Shadow CMS.

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

All test cases were executed and passed.

7. Verification Steps

This section provides the tests that can be performed to verify proper configuration of Avaya IP
Office and RSI Shadow CMS.

7.1. Verify Avaya IP Office

From a PC running the Avaya IP Office Monitor application, select Start > Programs > IP
Office > Monitor to launch the application. The Avaya IP Office R6 .1 SysMonitor screen is
displayed, as shown below. Click on the Filter icon.

£3. Avaya IP Office R6.1 SysMonitor - Monitoring 10.64.21.64 (00E007053458); Log Settings - C:\Documents and Setting... [= |(81][X]
File Edit ‘iew Filters Status Help

=l nlBlsl x| @@

wEEEXEETNT GysMonitor wa.l (5) TEEEEEsees

FEREEEEEEEY contact made with 10.64.21.64 at 15:54:19 2271172010 ##aswasass
wHEEEFFEENT Fyaten (10.64.21.64) has been up and running for Shrs, 43nins and Gsecs (Z0536083m3) Frssvrrssy
wEEEFFEERT Warning: BINARY File Logging selected sw#sddasss

FEERXAEFFEF Warning: BINARY Logging to File STARTED on 22/11/2010 15:54:19 #®*sssswas
< ¥
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The All Settings screen is displayed. Check Call Detail Records and CDR Extra diagnostics,

as shown below.

All Settings

3

[SDM ] Ke_w"Lamp] Direu:tu:ur_l,l] tedia ] FFPF ] Rz ] Hu:uuting] SEwicesl SIF ] System]
T1 WPM WA SCH

ATM Cal | DTE | EConf | FrameRely | GOD | H323 | Interface |
Ewvents Packets Embedded Yoicemnai

v Call [ Cal [ "oicemail Client

[v Call Delta [v Extension Send [ Audio Response

[ Call DekaZ [v Extension Feceive [ Meszage Recorder

v Call Logging [ Extension TxC [ Houszekeeping

v Extenzion [ Extension BxC [ Flazh Starage

[ Line v Estension TsP [ Silence

[ MonCH v Extension RsP [ Email

[ MonlvR o L _ _

o T S o

[ Woicemail Events

B i [ Short Code Msags

o [ Supplementan) services

| ACD [ IP Dect Msgs

[ IP Dect

v Call Detail Records

[v CDR Extra diagnostics

Trace Colour .

Default Al Clear All Tah Clear &l | Tab Set Al Ok Cancel

Save File Load File Select File
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Make and complete a few phone calls, including internal, inbound from the PSTN, and outbound
to the PSTN. Verify that raw SMDR data is displayed on the Avaya IP Office R6.1
SysMonitor screen, as shown below.

EY. Avaya IP Office R6.1 SysMonitor - [STOPPED] Monitoring 10.64.21. 64 (00E00705345B); Log Seftings - C:\Documents and Settings)...\sysmonito.... (12 |[51][5]
File Edit ‘iew Filkers Status Help

BB »EEB x|/ =@ ¢==
2078942Tm%S CMExtnRx: w=205, pl=0 -
CMReleaseConp
Line: type=DigitalExtn 2 Call: lid=0 id=1261 in=0
20759428nS CMCallEwt: 0.1261.0 91 Extn205.0: StateChange: END=B CMC3Connected->CMCSCompleted
20759428 CMExtnEwL: =5 State, new=PortRecoverDelay old=Connected,0,0,Extn205

207894293 CDR: Initialising communications [IP Address = 10.64.21.65, port 12000 [TCP]]
20759425%m3 PRN: CDE - ResetQueueliz

1 CDE. F OUTPUT 'Z0l0/11 1 0:
' 20789430w% PEN: CDR - TCP3end maxqueussize=3000 operational=0
20789431nS CMLOGGING: CALL:2010/11/2215:57,00: 00:03,001,203,0,205,205,Extn203,,,1,,  n/a,0

20759431m3 CD: CALL: 0.1259.0 BState=Disconnecting Cut=1 Music=0.0 dend="ExtnZ03(203)" (20.3) Bend="ExtnZ05(205)" [ExtnZ05(205)] (20.5) C
20789432m3 CD: CALL: 0.1259.0 Deleted

20789432ns CMExtnEwL: Extn203: CALL LOST (CMCauseNormal)
20789432ns CMExtnEwL: Extn203: Extn(203) Calling Party Number (203) Type (CMNTypeInternal)
20789433nS CMCallEwt: 0.1259.0 -1 Extn203.0: StateChange: END=X CMC3Connected->CMCSCompleted
20789433ns CMExtnEwL: w=3 State, new=PortRecoverDelay old=Connected,0,0,Extn203
20769434m3 CHExtnTx: w=Z03, pl=0
CHMReleaseComp
Line: type=DigitalExtn 2 Call: lid=0 id=1259 in=0
Called[205] Type=Default (100) Reason=CMDRAirect Calling[203] Type=Internal Plan=Default v
< >
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7.2. Verify RSI Shadow CMS

From the RSI Shadow CMS server, follow the navigation in Section 5.1 to display the winlink
screen. Verify that an entry is displayed for each SMDR record output from Section 7.1.

Configure  Edit  Options  Tools  window  Help

A e B =

2818,11-22 15:48:57 Started
Listening on 120680

20181122 15:58:84 Started

Client connected

| BB18..11 22 15:57:36. A0:A0:84. 2, 2003, 0, 285, 285

,.1,.10800%90. 0, E203 . Extn203 ., E205 . Extn205. 8. 8. n/a. 0. ... .. .. ...

Listening on 12000 Fowy:E Col:99 0001 R 106 | ) 1558 58

Follow the navigation in Section 5.1 to display the SHADOW Voice and Data Management
screen. Click on the Calls icon, followed by Translate icon to display the translated SMDR
records. Verify that the appropriate number of entries is created for the SMDR records from
Section 7.1, and note that two translated records are created by Shadow CMS for a call between
two internal parties.

~ SHADOW Voice and Data Management [cms] - [Calls Database] |ZHE|E|
" Fle Database Report Graph Configuration  Ukility  Wiew Window  Help - 8 x
T (=6 T3] (o, ) e € £
it FLS Y 2 =
0 LBrua .=.- 4 e EE]
Clase Ertity  Propetties Translate Configure  Filter Calls Cozt Tasks  Location  Sidebar  Wiew Back Fonward
] x Wiew ]ﬁealch} Tools I
-3 Fie e =
+ Detshaze Q M oA > M ok = o o % % @ @
-] Report o
Graph
: %C;i'figmaﬁm Record No|DATE  |[TIME | DURATION| CALLTYPE|EXTENSION|TRUNK |DIGITS RINGTIME|ACCOUNT »
- Uity 281|20101122 1557 41 EO0 0000203 0000205 205 2
» pdird 2010 1557 4 El 0000205 0000203 205 2 2
<1/ 8
Database: DO01RSI.DBF Guery: None Edit Records: 282
WL 0001 Avaya Test Host 110227010 4:01:531 PM User Mode (29}
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Select Report > Chronological > Chronological Detail from the top menu, and click OK in the
Report Generator screen.

Report Generator, [‘5—<|
Chronological Detail

Filter llitle lﬁn:-rt ]gdvanced] Qutput]

| | K] | B
Y| Y |Y
Add Bemowve Edit

Thiz report will be generated using the following filker criteria file:

|<n|:|ne> j

torly | Z| 0K || Cancel
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The Chronological Detail report is displayed, as shown below. Verify that the report entries
match to the entries from Section 7.1.

“° SHADOW Yoice and Data Management [cms] - [Chronological Detail]

"Eile Database Report Graph  Configuration  Ublity  Miew Window  Help -8 %
L e Ti7 T 2 Y
F =
b = e =
Q.- =% > EL
| | & . = v,
Close Entity  Properties Translate Configure  Filter Callz Cost Tasks  Location Sidebar  Miew... Back Fanaard
& | x 120 b M &&# &|[0x ~] [ |8 Towi000 100%  1000cf 1000
[ File 2
+ Database
+ D Report
+ Graph
+ Configuration Page 1of20
gy ity Chronological Detail
<nones
Avaya Test
ReportDate: 411 Print Date: 2010-12.03
200044142 02:42 e TOODD0SS EOODOH0Z  Incoming 0.00
001z 0Bz out EOOOO40A TOOODOTE O utgoing TOO ¥i8-8287 00:00:04 0o Le IC Services
0004442 0242 Out  EOODOHD1  TOODOOTE O utgoing 00 T14-9284 00:00:08 0.00 LD 1¢ § ervices
20104412 0842 Ihe  TOODODSS EODOOION  Incoming 00:00:43 000 INC
20004442 0240 e TOODOOTT EOO0OH2Z  Incoming 00:04:40 000 INC
201004412 08:08 e TOODOOTO EOODOIOZ  Incoming 00:04:25 000 INC
20004442 02:07  Ouwt  EOODD10Z TOODOO2E O utgoing 00:00:07 000 INY
20100412 08:07  ¢ut  EOODOY0E TOODOOT!  SHREVEPORTLA  T46-3493 00:00:50 000 LoC
200 12 02:06  Out EDDOO0Z  TOOODO02E O utgoing 00:00:08 0o Ny
201044142 08:06  ut  EOODO1HT  TOODOOTT & utgoing 200 737-5267 00:04:08 000 TeL  TollFree
00 12 02:04  Out ED0OO0Z  TOOODO02E O utgoing 00:00:08 0o Ny
20004442 02:04 e TOODDOSS EOODOH0Z  Incoming 00:07:48 000 INC
2040 142 08:08 Out EDDOO0Z  TOOODOD2E O utgoing o0:00:144 0o Ny
20004442 02:02 e TOODD0SD EOODOH0Z  Incoming 00:00:12 000 INC
20104412 08:08 e TOODODFD EODOOI2E  Incoming 00:04:05 000 INC
201044142 02:02  Inc  TOODOOGS EO00O10Z  Incoming 00:00:18 000 INC
20104412 0801 e TOODOOST EOODOTZ0  Incoming 00:01:46 000 INC
2040A 142 02:00  Out EDDOO0Z  TOOODO02E O utgoing 00:00:02 0o Ny
20100412 0800 ¢ut  EO0O0DI04  TOO0DOTH 7792738 00:00:05 000 LD
20M0A 142 02:00  Out EDOOO0Z  TOOODO02S O utgoing 00:00:08 000 MY v
< ¥
Read: 1000 |Found: 1000
FL 0001 | Awaya Test Host 120372010 4:31:11 FM User Made (29)
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8. Conclusion

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

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

1. [P Office 6.1 Documentation CD, November 2010, available at http://support.avaya.com.

2. Resource Software International Ltd. Avaya IP Olffice RSI CMS Integration Guide,
available from RSI Support.
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Avaya and the Avaya Logo are trademarks of Avaya Inc. All trademarks identified by ® and ™
are registered trademarks or trademarks, respectively, of Avaya Inc. All other trademarks are the
property of their respective owners. The information provided in these Application Notes is
subject to change without notice. The configurations, technical data, and recommendations
provided in these Application Notes are believed to be accurate and dependable, but are
presented without express or implied warranty. Users are responsible for their application of any
products specified in these Application Notes.

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