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Abstract

These Application Notes describe the configuration steps required for Zeacom
Communications Center to interoperate with Avaya IP Office 9.0. Zeacom Communications
Center is a multi-channel and multi-contact solution that can handle voice, fax, web, and email
contacts. The compliance testing focused on the voice integration with Avaya IP Office using
the TAPI and SIP User interfaces.

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 Zeacom Communications
Center to interoperate with Avaya IP Office 9.0. Zeacom Communications Center is a multi-
channel and multi-contact solution that can handle voice, fax, web, and email contacts. The
compliance testing focused on the voice integration with Avaya IP Office using the TAPI and
SIP User interfaces.

The TAPI 2 in third party mode interface is used by Zeacom Communications Center to monitor
hunt groups and agent users on Avaya IP Office. Incoming calls are routed by Zeacom
Communications Center to available agents using the TAPI line redirect capability.

The agents are configured as users on Avaya IP Office, with the ACD functionality provided by
Zeacom Communications Center. The agents have desktop computers running the Zeacom
Executive Desktop client software. Upon notified of an incoming hunt group call via TAPI
events, Zeacom Communications Center redirects the call to an available agent, and populates
the answering agent’s desktop screen with call related information received via the TAPI
interface. Call related actions such as answering of incoming calls can be initiated via the agent
desktop, or via the agent telephone. The call related actions from the agent desktops are
supported by Zeacom Communications Center using TAPI line control capabilities.

The SIP User interface is used by Zeacom Communications Center to support voicemail,
announcement, and basic call recording features. Voicemail and announcement calls are
redirected to an available SIP user to terminate to Zeacom Communications Center, and
recording is accomplished by intruding a virtual SIP User onto the active call to pick up the
media.
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2. General Test Approach and Test Results

The feature test cases were performed both automatically and manually. Upon start of the
Communications Center application, the application automatically requests monitoring of
devices.

For the manual part of the testing, incoming calls were made to the general routing hunt groups.
The Communications Center server used the TAPI event messages to track agent states, and
specified calls to be redirected to available agents. Manual call controls from both the agent
desktops and the agent telephones were exercised to verify remaining features such as answering
and transferring of calls.

Voicemail was tested by not answering personal calls at the agent, and have the call cover to
Communications Center for proper leaving of voice message and activation of message waiting
indicator (MWI). Manual call was then made from the agent to the Voicemail hunt group for
retrieval of voice message and proper deactivation of MWI.

The serviceability test cases were performed manually by disconnecting and reconnecting the
Ethernet cable to Communications Center.

The verification of tests included human checking of proper states at the agent desktop and
telephone screens, and of reviewing the log files from Communications Center.

DevConnect Compliance Testing is conducted jointly by Avaya and DevConnect members. The
jointly-defined test plan focuses on exercising APIs and/or standards-based interfaces pertinent
to the interoperability of the tested products and their functionalities. DevConnect Compliance
Testing is not intended to substitute full product performance or feature testing performed by
DevConnect members, nor is it to be construed as an endorsement by Avaya of the suitability or
completeness of a DevConnect member’s solution.
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2.1. Interoperability Compliance Testing
The compliance testing included feature and serviceability areas.

The feature testing focused on verifying the following on Communications Center:
e Registration of virtual SIP users.

e Use of TAPI functions to monitor users and hunt groups, route incoming calls, support call
control via agent desktops, set call forwarding and MWIL.

® Proper handling of call scenarios including incoming call to different hunt groups, hold,
reconnect, blind/attended transfer, attended conference, voicemail, announcement, call
forwarding, MWI, supervisor monitor, outgoing call, outpulse of DTMF digits, and
recording of basic calls.

The serviceability testing focused on verifying the ability of Communications Center to recover
from adverse conditions, such as disconnecting/reconnecting the Ethernet cable to
Communications Center.

2.2. Test Resulis

All test cases were executed and verified. The following were observations on Communications
Center from the compliance testing.

e Upon completing an attended transfer, the transfer-to agent desktop displays [no
information] in the Caller Info parameter for the active call.

¢ For the hold and reconnect scenario, the basic call recording feature only captures the audio
up to the first hold action by design.

2.3. Support

Technical support on Communications Center can be obtained through the following:

e Phone: (800) 513-9002
e Web: www.zeacom.com
e Email: usasupport@zeacom.com

TLT; Reviewed: Solution & Interoperability Test Lab Application Notes 4 of 35
SPOC 1/17/2014 ©2013 Avaya Inc. All Rights Reserved. Zeacom-IPO9



3. Reference Configuration

The configuration used for the compliance testing is shown below.

o it Contact Center Agents and
/ i Supervisor with Avaya
- - 5'° Users ::h 1608, 9611G and 9650
Avaya Zegacam IP Deskphones and
P Office 500 Communications Center Zeacom Executive Desklop
I I
Ui i i i TAPl === —— ——— !
Figure 1: Compliance Testing Configuration
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4. Equipment and Software Validated

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

Equipment Software

Avaya IP Office on IP500V2 9.0 (829)
Avaya 1608 IP Deskphone (H.323) 1.330D
Avaya 9611G IP Deskphone (H.323) 6.3037
Avaya 9650 IP Deskphone (H.323) 3.200
Zeacom Communications Center on 7.0.0.1288
Windows Server 2008 R2 Enterprise SP1

e  Avaya IP Office TAPI2 Driver (tspi2w) 1.0.0.38
Zeacom Executive Desktop 7.0.0.1288

Testing was performed with IP Office 500 V2 R9.0, but it also applies to IP Office Server Edition
R9.0. Note that IP Office Server Edition requires an Expansion IP Office 500 V2 R9.0 to support
analog or digital endpoints or trunks. IP Office Server Edition does not support TAPI Wave or
Group Voicemail.
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5. Configure Avaya IP Office

This section provides the procedures for configuring IP Office. The procedures include the
following areas:

Verify license

Administer hunt groups

Administer agents

Assign agents to monitor hunt group
Administer supervisors

Obtain LAN IP address

Administer SIP Registrar
Administer SIP extensions
Administer SIP users

Administer short code

5.1. Verify License

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

The Avaya IP Office R9 Manager screen is displayed. From the configuration tree in the left
pane, select License to display the licenses in the right pane. Verify that the License Status for
3 Party IP Endpoints and CTI Link Pro are “Valid”, as shown below.

'} Avaya IP Office R9 Manager IP500¥2 [9.0.0.829]

File  Edit Wwiew Tools Help
: IPS00vZ = License 20 |
IP Offices ¥ -BIxvl<I-]
BOOTR (3) | License | pe
Operatar {3) r e = — Al
1PS00Y2 | Feature License Key Instances Skatus 8| Aadd... |
=3 Systern (1) CTI Link Pro MAMNESSYEUPMNYFE cCIxEomZdMhdDICDE 285 Walid
179 Line (7) Wave ser KAKowo9R AjeuaMI 1 gRckéyhr dEvrizz] 255 Yalid Remayve
-2 Cortral Urit (4) Preferred Edition {Vaoicemail Prao) ywADIYBbh_¥EZeXSROkPcgxW7ddk@et pie 255 Valid
2h E DECT Integration (ports) D4eSOTYeXSR1aLREY XuhgwiFoatl_OFeS 255 Chsaolete
'jf_! <@ Extension (29) Fhone Manager Pro O4yo5S0evwandluePZudoeR Ory07Y7EM 255 Walid
o User(31) Phane Manager Pro IP Audio Enabled..,  tTedlD6@ATsNALBCw v BLILeBxaDMY 1 255 yalid
(-5 Group (1) | Receptionist FiHI9vbwie I rmmCMeSgPROEK_ECT20 255 Yalid
(-8 Short Code (63) | Freferred Edltlon Additional Yoicemail ... nnahG‘tovaqJFbuWchslWFcpws IPYS 755 Darmant
- (B Service (0) | EEEE XS TV vagndDEe ey 1F4ds " less  fvaid
-, RAS (1) Fhone Managerlpro ({per seat) AXchiEoX]kxaFmCRIxSHBZdDW]Isz 255 Va:ij
R 3 AUDIX Woicemai S4TrwdbMASEZ07mxSCcGg2e003020075 255 Wali
e g i:;on':'onrf (CD‘?" Route (31 | e Networked Messaging 4y OESEG7LSFOYMFQSPx6, T3V pwedD7De 255 Yalid
g | ¥MPro TTS {Scansoft) bhmydPbEsyZxsEWWRnuvHcoOLwmbIWrE 255 valid
- Directory (0) | ¥MPro TTS (Generic) @YOPEFBERKIXDFrgzekmtichkr FORIH 255 valid
) Time: Profile (03 IPS00 Yoice Metworking Channels 2TDSYFLpwARZbLHwS4e9ckRY svmEVFyx: 255 yalid
] @ Firewall Profile (1) SIF Trunk Channels Ky'W2GEQEAssCa@oEWPowLogddEoxtQuu 255 Walid
[+l IP Raute (2} | IPS00 Universal PRI {(Additional chan,.,  ¥4cBlyeHwYN3mfplAcIHebr OwiDeZe 255 Yalid
- Bmg Account Code (D) | LM3 Web Services FXOAYgESXAZy shkweAeBH@EsrwZhEMiC 255 ‘alid
-y License (32) Avava IP endpoints synécLdiysg2F 9FYRMNUgL@RAShs@xfMe 255 ‘alid
in: Avaya Softphone License SamMrmyMydSCAMgY 161 WaOMEbYEMIC 255 Yalid
! i T”””e'.(o) | Essential Edition stxTsSaSvifck bal JEevkEidjvWNIMim 255 yalid
= 35 User Rights (5] | Essential Edition Additional Yoicemail ... TAebkWYesdFevodl witwaDerg0SOCIC 255 yalid
(@ Aato Attendant (0) Mabile ‘Warker @viZceghkUke49aeSMutoZodNEO2IGER 255 Darmant
- ARS (1) Mobile User Upgrade hatekPIzKSGczblekjcZoyfAsa@ETIFS 255 Dormant
& Location (0) | Office Worker Upgrade Ah1UOyBCywwLCUFDQC UchwSZL prydOtRid 255 Dormant v |
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5.2. Administer Hunt Groups

From the configuration tree in the left pane, right-click on HuntGroup and select New from the
pop-up list to add a new hunt group. Enter desired values for the Name and Extension fields.
Retain the default values in the remaining fields.
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Select the Voicemail tab, and uncheck Voicemail On as shown below.

"] Avaya IP Office R9 Manager |IP500V2 [9.0.0.829]
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Repeat this section to create the hunt groups shown below. These hunt groups are used to
provide routing and handling of incoming calls.

Extension Name
29001 Zeacom Hold
29002 Zeacom Voicemail
29003 Zeacom Operator
29004 Zeacom Monitor
29005 Zeacom Fallback
29006 Zeacom Sales
29007 Zeacom Support

The created hunt groups are shown in the left pane of the screenshot below.

i3 Avaya IP Office R9 Manager IP500V2 [9.0.0.829] =1E3
File  Edit W¥iew Tools Help
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|
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5.3. Administer Agents

From the configuration tree in the left pane, select the first user that will be answering calls, in
this case “20031”. Select the Voicemail tab, and uncheck Voicemail On as shown below.
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Select the Telephony tab, followed by Supervisor Settings. Uncheck Cannot be Intruded, and
set Can Intrude to the desired setting.
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Select the Forwarding tab. Check Forward On Busy and Forward On No Answer. For
Forward Number, enter the Zeacom Voicemail hunt group extension from Section 5.2. Retain
the default values in the remaining fields.

Repeat this section for all users that will be answering calls. In the compliance testing, two users
with extensions 20031 and 20032 were configured.

i3 Avaya IP Office R9 Manager IP500V2 [9.0.0.829] =1E3
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5.4. Assign Agents to Monitor Hunt Group

From the configuration tree in the left pane, select the Zeacom Monitor hunt group, in this case
“29004”. Click on Edit in the User List section to add members. In the next screen (not
shown), select all agent users from Section 5.3.
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The resultant screen is shown below.
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5.5. Administer Supervisors
From the configuration tree in the left pane, select the first supervisor user, in this case “20035”.

Select the Voicemail tab, and uncheck Voicemail On as shown below.
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Select the Telephony tab, followed by Supervisor Settings. Check Can Intrude, and set
Cannot be Intruded to the desired setting. For Monitor Group, select the Zeacom Monitor
hunt group from Section 5.2.
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Select the Forwarding tab. Check Forward On Busy and Forward On No Answer. For
Forward Number, enter the Zeacom Voicemail hunt group extension from Section 5.2. Retain
the default values in the remaining fields.

Repeat this section for all supervisors. In the compliance testing, one supervisor with extension
20035 was configured.
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Forward Mumber | b

-y RAS (1)

(- ) Incoming Call Raute (3)
S B8 WanPort (0)

‘s Direckory (0)

S Time: Profile (0

[#-{fB} Firewall Profile (1) Foruar OBy,
= IP Route (23 Forward On Mo Answer
. loooo . —
O 192.168.99.0 Forward Mumber |29002 v
- Account Code (00
..oy License (32 Farward Internal calls
i Tunmel (0}
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5.6. Obtain LAN IP Address

From the configuration tree in the left pane, select System to display the IPS00V2 screen in the
right pane. Select the LANI tab, followed by the LAN Settings sub-tab in the right pane.

Make a note of the IP Address, which will be used later to configure Zeacom. Note that IP
Office can support SIP on the LAN1 and/or LAN2 interfaces, and the compliance testing used
the LANT interface.

B(=1[E3

"] Avaya IP Office R9 Manager IP500V2 [9.0.0.829]

File  Edit  ‘iew Tools  Help

i 1psoovz

g Syskem

IP Offices

5 1PSOov2 =

gi2s-dZEEW v - 2%
IPS00V2 o S~ O

vl 1-]

‘oicemail | Telephony Directory Services | Swskem Events | seaTe | smoR || Twinning % *

& K BooTR(3) e System.l LANL | Lanz EIDN5
H-¢F Operator (3) -
=550 IPS0ONZ

LAN Settings |VDIP || Metwork Topalogy |

(-5 System (1) S —
i b 20 32 39 34
“a IPSO0VZ IP Address | |
& Line (7) IP Mask [e55 255 25 . 0 |
[+ Control Unit (4) ——
[+ Extension (29 Primary Trans. IP Address | o . 0 o .o |
H-  User (31) |
& ﬁ' Group (8) RIP Mode Mone »
(@9 shart Code (63) [] Enable HAT
B Service (0) :
-l RAS (1) Mumber Of DHCP IP Addresses (200 |
28 ) Incoming Call Raute (3) e
b Eﬂ ‘WanPart (0}
s Directary (0 O server (O Client (O Dialin (%) Disabled
{77 Time Profile (0

5.7. Administer SIP Registrar
Select the VoIP sub-tab. Make certain that SIP Registrar Enable is checked, as shown below.

B(=1[E3

"] Avaya IP Office R9 Manager IP500V2 [9.0.0.829]

File  Edit  ‘iew Tools Help

i 1psoovz = System * IPSODYZ Eid2E-H|E ﬂ | v = 26|
IP Offices IP500V2 o -BIx]vl<]-]
'-?I' K Boote (%) A | system | LAM1 iLAN2 | DMS | Woicemail | Telephorry | Directory Services | System Events | stTP | SMDR || Twinning 4 *

[ Cperatar (3)

= %5 IPSO0N2
= Syskem (13
ey IPSOOVE
& F Line (7}
[#-+2 Control Unit (4)
[+ Extension (29)

LAM Settings | WoIP |Network Tapalagy |

-~
H323 Gatekesper Enable &
[] Auto-create Extn

Auto-create User |:| H323 Remate Extn Enab

g User (31

(-4 Group (8)

(-8 Short Code (63)

B service (0)

-l RAS (1)

- 3 Incoming Call Raute (3)

SIP Trunks Enable

SIP Registrar Enable
Auto-create ExtnfUser

Cramain Marme

[] sIp Remate Extn Enable

o Eﬂ WanPort (0}

H uoP LIDP Pork ISUISD - R ke LDP Pork ! =1 W
woomm Divectory (0) It it |"7v:| emote arl L
w7 Time Profile (0 Layer 4 Prokocal TCP TCP Port  |S060 = Remote TCP Port |
£l Firewall Profile (1) e =
@ ] 1Ls TLS Part 5061 2 Remote TLS Port (051

=il IP Route (2)
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5.8. Administer SIP Extensions

From the configuration tree in the left pane, right-click on Extension, and select New > SIP
Extension from the pop-up list to add a new SIP extension. Enter the desired digits for Base
Extension, and uncheck Force Authorization, as shown below.

Repeat this section to add the desired number of SIP extensions with consecutive extension
numbers. In the compliance testing, two SIP extensions with base extensions of “20041” and
“20042” were created.

U@ Avaya IP Office R9 Manager IP500V2 [9.0.0.829] M[=1E3
File  Edit  ‘iew Tools Help
i Psoovz * Extension * 5004 20035 s E5-HI|E ﬂ | v = 26|
IP Offices i SIP Extension: BOOS * Bt X | v >l
[ ¢ Operator (3) A '_E;EH_HIVDIP [ 735 Fax |
=5 IPS00Y2 e
[=)-#55 System (1) Extension Id |8005 |
sy IPSOOV2 _ T 1
B-FT Line (73 Base Extension |20041 |

[#-+2 Control Unit (4) Caller Display Tvpe

[+ Extension (29)
g User (31) Reset Volume After Calls |5
(-4 Group (&)
(-8 short Code (63) Device Type Inskmowr
B Service (0)
'E o RAS Q) Location |Aut0matic b
B @ Incoming Call Route (3} = -
88 WanPort (0} Madule b ]
e Direckory (0) —
77 Time Profile (0} Part 0
E @ Firewal Prefile (1) Force Autharization (|
=l IF Route (2)
- -~ E#ooo0o
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5.9. Administer SIP Users

From the configuration tree in the left pane, right-click on User, and select New from the pop-up
list. Enter desired values for Name and Full Name. For Extension, enter the first SIP base
extension from Section 5.8.

{3 Avaya IP Office R9 Manager IP500V2 [9.0.0.829] =13

File  Edit  View Tools  Help

{ 1psoove ~ User
IP Offices
IE & Boote (3) User | yoicemail | DND || short Codes || Source Numbers || Telephory || Forwarding | Dial In || Yoice Recording | Button Py € *
g Operator (3) z : 3
=5 IPS00V2 Marne |zeacom2IJD41 =1
(=) System (1)
gy IPSOONZ Passward |

[ Lime (7)

: - Confirm Password |
-2 Control Unit (4)

[+]--4 Extension (31} Account Status iEnabIed w
e Liser (31)

i e e Extension [z0041

- B Service (0)

|’_3 ‘il RAS (1) Ernail Address !

- Incoming Call Route (3)

4 wanpart () Locale | bt

|
|
|
|
=] “ Group (&) Full Mame |Zeac0m SIP Port 1 |
|
|
|
|
am Directary (0) |

i f:;‘ Time Profile {0} el |5 it

'J_'j @' Firewall Profile (1) System Phone Rights |N0ne w |

[+l IF Route (2)

- Account Code (0) Profile |Basic User “ |

.y, License (32) T

H Receptionist

i Tunnel {07 O 2 =1
- fg User Rights () Enable Softphone

Select the Voicemail tab, and uncheck Voicemail On as shown below.

] Avaya IP Office R9 Manager IP500¥2 [9.0.0.829]

File  Edit  View Tools  Help

{ 1psoove ~ User
IP Offices
& R BOOTR (5) User | Woicemail | prp || Short Codes || Source Mumbers | Telephony || Forwarding | Dial In | vuice Recording | Button Pi € *
[H-ge Operator (3) : :
=59 IPS00YE Yoicemail Cade | | [ vaicemail on
(=) System (1) o
ey IPSOOYE Canfirrn Yaicemail Code | | [[] voicemail Help
ta- Y Line (7) Yaicemail Email | | [ Yaicemail Ringback
[#-25 Control Unit (4)
[+ 4 Extension {31} Yaicemnail Email Reading
@ g User(31) [] ums weh Services

(-4 Group (8)
I-f-j @ Short Code (63)
B Service (0)

o & Ras (1) OFF Copy Forward Alert
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Select the Telephony tab, followed by the Supervisor Settings sub-tab. Check Can Intrude
and Cannot be Intruded. For Monitor Group, select the Zeacom Monitor hunt group from
Section 5.2.

Repeat this section to add a new user for each SIP extension from Section 5.8. In the
compliance testing, two users with names of “zeacom20041” and “zeacom20042” were created.

"] Avaya IP Office R9 Manager IP500V2 [9.0.0.829]

File  Edit  ‘iew Tools  Help

* User > k) =t 8 = (o] 1B e = B
i oIpPSOOvE " U T 20035 Extnz0035 = 4 = | &
IP Offices <User:0>:~ g - | W | v || l

'-?" R Boote (9) User || Woicemail | DND || Short Codes Source Numbers | Telephany iForwarding | Dial In || vaice Recording | Buttan P 4 ¥
# # Dperakor (3) e o
=5y IPSO0Y2 | Call Settings | Supervisor Settings | Mult-ine options || call Lag | Tut

[=)-*53 Syskem (1)

e IPSOOVE Login Code | ! [] Faorce Lagin

B i

':L T Line (7) 3 Login Idle Period {secs) | | [[] Force Account Code

[#]-+2 Control Unit (43 3

(-4 Extension (31} Manitar Graup Eea.:-:-rn Manitor

[+ a User (31} ; :

5§ Group (8) Caverads Group |<None> b | [ tncoming Call Bar

(@ short Code (63 -

49 short Code (63) Status on Mo-Answer |Logged on (o change | [ Gutgoing Call Bar

B Service (0)

.g % ?AS Q) B ReEE et TG Titns 1 Inhibit OFf-Switch Forward| Transfer

- ncoming Call Route

&9 werort ) & &l Calls Can Intrude

--a¥ Directory (0) Cannot be Intruded

| S () External Incoming

4.0 Time Prafile (0} [ can Trace Calls

[+ @ Firewsall Profile (1)

-l 1P Route (2) [ <R Agent

- Account Code (0) ter Call Wark Time (secs) [5vstem Deraul (10 | Aukamatic After Call Wark

- g, License (32)

.- Tunnel (0}

5.10. Administer Short Code

From the configuration tree in the left pane, right-click on Short Code and select New from the
pop-up list to add a new short code for Call Listen. Configure the fields exactly as shown
below. This fixed short code value will be used by Communications Center to intrude virtual
SIP users onto active calls for basic call recording.

-

i Avaya IP Office R9 Manager IP500V2 [9.0.0.829] (M[=1E3

File  Edit  Wiew Tools Help

| Ipsoovz ~ Short Code v TN R

IP Offices <Short Code:0>: Dial*

- R BOOTR(3) Short Cade |
¢ Operator (3) .
=+ IPS0N2 Code [*etge

G- Swesbem (1) | :
17 Line (71 Feature | Call Listen -
[#-+<2 Contral Unit (4)
(&4 Extension (31}

|
|
Telephone Mumber EN |
|
|
|

g User (33) Line Group ID ED -
(-4 Group (8) i

(-8 Shart Code (64) Locale | M
B servies (0) Force fccount Code [

[-olf; RAS (1)
- @ Incoming Call Route {33
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6. Configure Zeacom Communications Center

This section provides the procedures for configuring the Communications Center server. The
procedures include the following areas:

Administer TAPI Driver
Administer phone system type
Administer phone system data
Verify license

Administer lines

Administer queues
Administer phonebook

The configuration of Communications Center is typically performed by Zeacom installation
technicians or third party resellers. The procedural steps are presented in these Application
Notes for informational purposes.

6.1. Administer TAPI Driver

From the Communications Center server, select Start = All Programs - Control Panel -
Phone and Modem, to display the Location Information screen. Enter the proper area code
and any other pertinent data.

TLT; Reviewed:
SPOC 1/17/2014

Location Information |

Before wou can make any phone or modem conneckions, Windows needs
the Following information about your current location,

What countryregion are wou in now?

[United States |

What area code (or city code) are you in now?

303

If wou need to specify a carrier code, what is itF

|

If wau dial a number ko access an oukside line, what is ity

I

The phone system at this location uses;

{* Tonedising ¢ Pulse disling

Ik I Cancel

Solution & Interoperability Test Lab Application Notes
©2013 Avaya Inc. All Rights Reserved.

19 of 35
Zeacom-IPO9



The Phone and Modem screen is displayed next. Select the Advanced tab, followed by Avaya
IP Office TAPI2 Service Provider, as shown below. Click Configure.

Phone and Modem |

' Dialing Hulesl Modem: Advanced I
.‘(-'9 T he following telephony providers are installed on this computer;

Providers:

Avaya IP Office TAPIZ Service Provider
Microzaft HID Phone TSP

OIS Prosy TAP! Service Provider
TAFI Kernel-tMode Service Provider
Unirmodem 5 Service Provider

Add... | ' Remove | oyl Ennfigure...l

Ok I Cancel | Apply |

The Avaya TAPI2 configuration screen is displayed. For Switch IP Address, enter the IP
address of IP Office. Select the radio button for Third Party, and enter the IP Office password
into the Switch Password field. Check ACD Queues as shown below.

Reboot the Communications Center server.

Avaya TAPIZ configuration

Switch P Address |1 0.32.39.34
Cancel

\_H
=
(%

" Single User

Ilzer Hame |

Ilzer Pazzward

EEEEEEETY

I—
" Third Party
I_

Switch Pazzward

[T Ex Directon Wsers
™ wis Users
v ACD Queuss
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6.2. Administer Phone System Type

At the conclusion of installation, the Installation Process screen will be displayed by the
Installation Wizard. Follow [2] to import licenses and configure the default company.

The Installation Process screen shown below is displayed next. Click the Run icon associated
with Define Phone System Type.

# Installation Process

Run Installation Wizards

To continue the installation process, configure the parameters required for wour system to
function correctly. Complete the setup steps in the order specified below.

o Import Licenses @ Completed | Define Phone System Type

Fun to select the PEX bype ko be installed. You can set
up connection details and number plan information
required ta configure the CTI server.

< Define Phore System Type &( Run... D IF this information is nok known at this point, you can

continue to the next step or Close now and complete
this wizard at a later time, This step must be complated

¥ Set Phone System Data before beginning the Set Phone System Data step.

= Configure Email Motification & Run... |

v Configure Default Company @& | Corpleted

@ ‘hat is the Phone Syskem Type wizard?

[~ Do nat show this dialog next time Administratar starts

Close I Help |

The Phone System Type screen is displayed. For PBX Type, select “Avaya IP Office”.

# Phone System Type I

Define Fhone System Type

Select the type of Phone PBX to be installed. The PE= will be added ta the
databaze and Application M anager will launch aftenwards for further
configuration steps.

Thiz ztep must be completed before beginning the Configure Phone Syatem
[ ata ztep.

FPB& Tope:

0k, Cancel Help
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6.3. Administer Phone System Data

The Installation Process screen shown below is displayed next. Click the Run icon associated
with Set Phone System Data - Configure PBX Connection.

M Installation Process B

Run Installation Wizards

To cottinue the inztallation process, configure the parameters required for your system to
furction correctly. Complete the zetup steps in the order zpecified below.

v Import Licerses .@ Completed | Configure PBX Connection

Use the Connection Wizard to specify the SIP Registrar
v Configure Default Company & | copplered IP address and port number,
v Define Phone System Type 9  Completed

1 Set Phone System Data

e W
= Configure FEX Connection {3( Run... N

=¥ Configure PEX Essentials & Run...
= Configure IP Yoice Ports &3 AU, ..
= Configure Operator Console &3 Fun...
= Configure Email MNotification @  Bun.

&3} What is the PBY Connection ‘Wizard?

[~ Do nat show this dialog next time Administrakor starts

Close I Help |

The Avaya IP Office PBX Setup Wizard - Configure PBX Connection screen is displayed.
For SIP Registrar IP Address, enter the IP address of IP Office.

W pvaya IP Office PBY Setup Wizard I
Configure PEX Connection
The Syztem need: configuration data for the Avaya [P Office PB. Please enter it
below,
SIF Begistrar IP Address; 10.32.33.34 Test i
< Back | Hewt > Cancel | Help |
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Continue with the Installation Wizard until the Avaya IP Office PBX Setup Wizard - Create
Park Queue screen is displayed. For Park Queue Number, enter the extension of the Zeacom
Hold hunt group from Section 5.2.

® Avaya IP Office PBY Setup Wizard I

Create Park Clueue

The Park queue iz a Hunt Group far the management of parked calls.

Thiz number iz not normally dialed by wzers. |t must be dialable by any dialogic
voiceport inztalled in the system. This will appear as an entry in the
General-:System Queues section of this application.

Park. Queue Murber: IEEEIEH

< Back | Hewt > Cancel | Help |

The Avaya IP Office PBX Setup Wizard - Create Voice Messaging Queue screen is
displayed next. For Voice Messaging Queue Number, enter the extension of the Zeacom
Voicemail hunt group from Section 5.2.

W Avaya IP Office PBX Setup Wizard I

Create Yoice Messaging Lueue

The Woice Meszaging Dueue iz a Hunt Group uzed az the Pilot Murmber to dial
YWoicemail ‘When a uzer activates a Presence Profile the zystem will fanward their
phone to thiz number. The forward busy destination for uzers phones will need to
be zet manually ar via the PEX M aintenance interface.

Thiz number iz dialed by all userz, and iz normally an eazily remembered number.
Thiz will appear az a entry in the General-> System Queues section of thiz
application.

Yoice Meszaging Queue Mumber: IEEIEIEIE

< Back | MHewt > Cancel Help
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Continue with the Installation Wizard until the IP Voice Ports Setup = Configure IP Voice
Ports screen is displayed. For Start Extension, enter the first SIP base extension from Section
5.8. For Number of Ports, enter the total number of SIP extensions from Section 5.8.

& IP Yoice Ports Setup 2] I

Configure |F voice Ports
These are voice ports that are of lppe SIP extenzions on the PEE. They will

appear az entries with type SIF Woice Paort in the General-» Lines zection of thiz
application.

Start Estenzion: |2EIEI41
Mumber of Portz: |2 ._:_IJ

¢ Back | Hext > Cancel |

Hep |

Continue with the Installation Wizard until the Configure Operator Console = Configure
Console Operator Queue screen is displayed. For Console Operator Queue Number, enter

the extension of the Zeacom Operator hunt group from Section 5.2.

Follow [2] to complete the Installation Wizard and subsequent CT1 server setup via Application

Manager.
I Configure Dperator Console K I
Configure Console Operator Glueue
To create a Congole Operatar Queue, vou must enter the number dialed to reach
the Conzole Operator Hueues.
Console Dperator Queue Murber; |29|:":|3
0k, Cancel Help
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6.4. Verify License

The Administrator screen is displayed upon completion of the Installation Wizard and CTI
server setup. Select General = Licenses from the left pane, to display All Licenses in the right

pane.

Verify that the following licenses are in place: Aculab SIP Ports, Agent Desktop, Avaya IP
Office, UCUL (UC User License), and Zeacom Record.

® zeacom Administrator - [Licenses] [_ (O]
File Edit ‘Window Help
53 ] B X Language: |English j f
84 Yoice Messaging All Licenses *  Import/Reqister Licenses... | Froduct Ker BEUV-6NBA-WEYY-GNOT-QCA3
Ciescription | Licenzes | Ltz | Start Date | End Date | Diaps Left I
& console T\ ACM DMCE Recorder 1 Sie
ﬁﬁ T iﬁ Aculab SIP Ports 2
’ﬂ Agent Desklop 10 Agent
@ Announce T Lvaya IP Office 1 Single
T Callback 1 Site
¥ General & CC Connector 10 Seat 1 Site
T Console 2 Uzer
[l Companies L CT Contral 10 Uger
T Custom Announce 2 Fart
P4 Holidays T Enhanced Routing Plug-n 10 Uzer
- ‘:_ﬂ Executive Desklop 10 User
ﬁ Licenses T Executive Insight 10 Liger
?ﬁ Gateway for Microzoft Lync 1 Site
i@ Security T Multimedia ALL 10 Agent
R UCUL [UC User License) 10 Lzer
& Lines ?ﬂ Irified Meszaging for Excha.. 10 Uzer
T Zeacom Evaluate 10 Evaluates
[l Phonebook ‘Fﬁ Zeacom Record 10 Recording T...

ﬁ?} System Queues
@ Systemn Prompks

/;?I Dialing Rules

| Licenses: 18/1
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6.5. Administer Lines

Select General - Lines from the left pane, to display all extensions obtained automatically
from IP Office. Locate the entries associated with the Zeacom hunt groups from Section 5.2, in
this case extensions 22204-22207, right-click on one entry at a time and select Convert Into

Queue.

Note that the Zeacom hunt groups with extensions 22201-2203 were already configured as part
of the Installation Wizard in Section 6.3.

M Zeacom Administrator - [Lines]

File Edit Window Help

AW 48X

# Yoice Messaging

s Console

i Queuing

@ Announce

2 General

[ih Companies

P Holidays

'-'_ﬁ Licenses

& Security

|§ Lines

[l Phonebaok
ﬁ% System Queues
@ Systemn Prompks

/| Digling Rules

- (O] ]

Language: |English j e’
AllPEXes ¥  AllLines ™

Diefault &gent i)

Marne E stenzion i Tenant Manitar Status

.. ed b T JTErmn
“¥ Added by System 29000 Diterm Yes

¢ Added by Spstem 20035 Diterm ‘ez
% &dded by System 20034 Diterm Yex
@ Added by System 20033 Diterm ez
9 Added by System 20032 Diterm Yes
@ Added by System 200 Diterm Yes
¥ Added by System 20024 Diterm ez
& Added by System 20023 Diterm Yex
¥ Added by Syatem 20022 Diterm ez
& Added by System 20021 Dterm Yes
9 Added by Spstem 20020 Diterm Yes
¢ Added by Spstem 20019 Diterm Yes
9 Added by System 20018 Citerm ez |
¥ Added by System 20017 Diterm ez
& Added by System 20016 Dtemn Yes
&9 Added by System 20015 Diterm Yes
i Added by Spstem 20074 Diterm ez
¥ Added by System 20013 Diterm ex
% sdded by System 20012 [iterm ez
& Added by System 20011 Dterm Yes
&9 sdded by System 20010 Diterm Yes

-
NI N I [ Y o Y Wy 0NNa Mibmees S
4 | »

| Lines; 36,4
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6.6. Administer Queues

Select Queuing > Queues from the left pane, to display a list of queues converted from Section
6.5. Right click on each entry, and select Edit to modify the Name as desired (not shown). The
queue name will be used in the agent desktop screen pops.

B Zeacom Administrator - [Queues] [E =1 I
Ele Edit window Help
}-f ] B X Language: IEninsh j F
. g All PBXes ™ All Queues excluding Operator /System Queues ™
P+ Yoice Messaging
[ueus I M ame I WiapLps | Modes | Ihdial Modifiers | Callban
S Console w2 29004 Added by System ez
& 29005 Added by System Yes
iffi Queuing ¥ 23006 Added by System Yes
= || #» 29007 Addad by System Yes
@ Queues ‘J
::a:. Delivery Patterns
In the compliance testing, the queues were modified to match the corresponding hunt group
names from Section 5.2, as shown below.
M Zeacom Administrator - [Queues] H=1
File Edit Window Help
}-j‘ j B X Language: |English j e’
. 5 All PBXes ™ All Queues excluding Operator/System Queues ¥
2 Yoice Messaging
[ueue | Marne I WrapLps | Modes | Indial M adifiers | Callba
s Console ¥ 29004 Zeacom Monitor Yes
& 29005 Zeacom Fallback, Yes
iffi Queuing ¥ 29008 Zeacom Sales Yes
: Zeacom Suppart
@ Queues

::a:. Delivery Patterns
€2 Agent Login Classes

& Agents

o Totaling Queues

OF dlerts

4] Groups

45 Wrapup Templates
IE ‘Wallboards

_JJ Multimedia Templates _I

4

-@ Announce

¥ General F _pl
| Queues; 171
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6.7. Administer Phonebook

Select General > Phonebook from the left pane, followed by the Add Wizard icon located at
the upper left corner of the screen.

B Zeacom Administrator - [Phonebook] [E =1 I
Flle Edit Wwindow Help
oot i Ba X Language: IEninsh j o
Filter -
f2% Yoice Messaging
Look for; | Compar: |<.6.LL CDMF‘ANIES>;I Owrer; I" <bll Contacts> ;I Diirecton: |<AII Contacts>
S Console
First Mame | Lazt Mame | Ext | Office | Mobile | Home | Company |
ffl Queuing @ fvapa System B
@ Operatar GQueus 23003 Avaya
@ Announce @ Systern Admin Lwaya
¥ General
(5 Companies
P Holidays
'-'-ﬂ Licenses
(& Security
& Lines
m Fhonebook

Follow the Adding Phonebook Contact pop-up screens (not shown) to configure a
corresponding entry for each agent and supervisor from Section 5.3 and Section 5.5 respectively.
In the compliance testing, two agents and one supervisor were created as shown below.

Double click on Class has no delivery.

B Zeacom Administrator - [Phonebook] [El=l I
Ele Edit window Help
}-f ] B X Language: IEninsh j E A
S 5 Filter e = »
*2# ¥oice Messaging )
Loak for: | Compar: |<.6.LL CDMF‘ANIES)LI Dwrer: I‘ <)l Contac I\ Class has no delivery
& Console
Firzt Mame | Lazt Mame | Ext | Office | robile | Home
i Queuing @ 2vaya System
@ Operatar Queus 29003
@ Announce @ Supervis.. Zeacom 20035
5 General @ System Admin
@ sgent 1 Zeacom 20031
() Companies @ igent 2 Zeacom 20032
™ Holidays
X Licenses
(& Security
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The Editing Agent Login Class screen is displayed. Select the Delivery tab, and click Add.

# Editing Agent Login Class 'General’
~General

M armne; Mumber; |4 :IJ

D epartment: |<Unspecified> j

General Delivery | Media I Wafktimel Break Heasunsl Wiorktime Heasnnsl

Configuration Method: {% Standard " Scheduls
Queues:
Hueue | Dieliverny I A I Overide Delay | Seconds Delay-Priarnty I

e |
9

0. I Cancel Apply Help

The Add Queues screen is displayed next. Check the Zeacom Sales and Zeacom Support

queues as shown below, to enable calls to these hunt groups to be delivered to the agents.

W add Queues |

Select Hueues to add...

MHurmber | I amne |
[ 29004 Zeacom Monitar

29006 Leacom Sales

[ 29003 Operator

29007 Zeacom Support

[0 29005 Zeacom Falback

Select All Dezelect Al k. Cancel Help
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7. Verification Steps

This section provides the tests that can be performed to verify proper configuration of Avaya IP
Office and Zeacom Communications Center.

7.1. Verify Avaya IP Office

From a PC running the IP Office Monitor application, select Start - All Programs - IP
Office - Monitor to launch the application. The Avaya IP Office SysMonitor screen is
displayed. Select Status - SIP Phone Status from the top menu.

£J: Avaya IP Office SysMonitor - Monitoring 10.32.39.34 ; Log Settings - C:\Documentis and Settings\...\sysmonitorse... g@@

File Edit Wiew Filkers Status Help
; r s |
=8| 8T x| @ =
P

whEEAESELE SysMonitor w2.0.0.0 build 329 ###sssxasw
FEREEEEEELE pcontact made with 10, 32,39.34 at 15:15:20 1271172013 ##++swwnas
FEREEREEET Gysten (10.32.39.3534) has been up and rumning for thrs, lomins and Zlsecs (22701334m3) *FFawsdaas
FEREREEAXAEET Warning: TEXT File Logging selected s##ssxasss W
FEREEEAEXREET Warning: TEXT Logging to Log File Name not 3et File: STOPPED on 12/11/2013 15:15:20 #*##sanssas

22701334n5 PRN: Monitor Started IP=10,32.39.20 IP 500 W2 9.0.0.0 build 829 IPS0OVZ e
< | i .

The SIPPhoneStatus screen is displayed. Verify that there is an entry for each SIP extension
from Section 5.8 and that the Status is “SIP: Registered*, as shown below.

C1. SIPPhoneStatus E]|E|g|
Total Configured: 2 Wwaiting 0 secs for update
Total Registered: 2 Registered Status [ HEIENEEEEERERRERREREER
E st Mumn | IP &ddress 1 Tranzport | Uzer &gent | Licenzed l SIF Ophions | SIF Ewerts | Status 1 Lastio...
20041 10.64.101.47 UDP ZeacomSIP 3rd Party [P SIP: Reqisgtered
20042 10.64.101.47 UDP ZeacomSIP 3rd Party [P SIP: Reqigtered
A 2
Diizplay Optiors )
% Show Al " Registered  © UnRegistered EiLE Becbne i
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7.2. Verify Zeacom Communications Center

From the agent desktop running the Zeacom Executive Desktop client software, double-click on
the Desktop icon shown below, which was created as part of installation.

2]
Deskiop

The Desktop login screen is displayed. Enter a valid login name from Section 6.7, and use the
generic default PIN value from Zeacom. Retain the default value in the remaining fields.

. Y WS
>

Zeacomr Des kto p

communications center

bring customers closer

Login Narne; |.~'1'«gent1 Zeacam | PIN: |xm |

Bemermber me next tine

| ok || cancel |[ Hep |
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The Zeacom Desktop screen is displayed. Click on the Log into Queues icon shown below.

D 7eacom Desktop - Agent 1 Zeacom

File Call Agent Miew Help 33401 P
Contact: l| D ML L) {i- ¥ ﬁﬁ
T N . .
lE Phone Callz
LEI Call Histary I__ine State Caller Info Origin [rate Time DHration (Hueus
&4 Contact Center
& Agents
i Dueues [3
<
2 cha /A Agent 1 Zeacom | §
Flprésence
% Web Browser
While holding down the =Ctd= ke, click on a button to wiew more details
The Log into Queues dialog box is displayed next. Retain all default values.
Log into Queues

M ake pourzelf available to take Queue Calls.

Class: | EEEE

Make me ready faor:

& Phone calls
[] " Chat [no delivery)
L k. J [ Cancel ] [ Help J
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Make an incoming call to the Zeacom Sales application, with available agent “20031”. Verify

that the agent desktop is populated with a voice call entry, as shown below, and that the State is
“Offering”. Click Answer Call.

B 7eacom Desktop - Agent 1 Zeacom

File Call Agent “iew Help

Contact: [308] 844500 D P A )
Ehabin. X%
Iﬁ Phone Callz
LEI Call History Line State Caller Info Origin Date Time Duration Queue
& 20031 . Offering +1 {308) 8445001 External 11/12/2013 345:10 PM 0:03 Zeacom Sales
@ Contact Center
a Agents
i Queues e Calls [z]
= N d Call [+1 [308] 8445001 £
® tha oo Col 41 1503 1] §
‘_,-T-_-, Answer Call )48 Forward Al
- Presence "
= @ Zeacom Sales: Queue Call Dunation: 0:03
“wieh Browser 3
" | Unknown on +1 (908) 8445001 Wait Time: 0:00

Verify that the State is updated to “Connected”, and that the agent is connected to the caller with
two-way talk paths.

B Jeacom Desktop - Agent 1 Zeacom

File Call Agent iew tLeH:l 3:45:27 P
ﬁ Phone Calls
LEI Call Histary ._I__ine State Caller Info Origin [rate Time Dgralion [ueus
& 20031 | Conmecked 41 {908) 8445001 External 11/12f2013 3:45:10 PM 0:08 Zeacom Sales
&4 Contact Center
& Agents
ﬁ Queues E]
) Chat _ Inbound Call [+1 [308] 8445001] ] : E
lf Hangup 3¢ Hold ﬁ Park % Transfer m Imvite I_-'TJ Record &% Forward &l ﬁﬂ
= F‘ré.sence
~ @ Zeacom Sales: Queue Call Dusatior: 0:08
“wieb Browser :
" | Unknown on +1 (908) 8445001 Wiait Time: 0:00
(5]
El
TLT; Reviewed: Solution & Interoperability Test Lab Application Notes 33 of 35

SPOC 1/17/2014 ©2013 Avaya Inc. All Rights Reserved. Zeacom-IPO9



8. Conclusion

These Application Notes describe the configuration steps required for Zeacom Communications
Center to successfully interoperate with Avaya IP Office 9.0 using the TAPI and SIP User

interfaces. All feature and serviceability test cases were completed with observations noted in
Section 2.2.

9. Additional References

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

1. Avaya IP Office Manager, Release 9.0, Issue 9.01, September 2013, Document Number
15-601011, available at http://support.avaya.com.

2. [P Office Installation Manual, Zeacom Library Version 7.0, available via IP Office
training course provided by Zeacom.
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