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Abstract

These Application Notes describe the configuration steps for Enghouse Interactive
Communications Portal 9.0 using CTI Connect Media Gateway to successfully interoperate
with Avaya IP Office Server Edition 9.1. Communications Portal is an IVR application server
that connects to IP Office via a SIP Trunk.

Readers should pay attention to section 2, in particular the scope of testing as outlined in
Section 2.1 as well as the observations noted in Section 2.2, to ensure that their own use cases
are adequately covered by this scope and results.

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 for Enghouse Interactive
Communications Portal 9.0 to successfully interoperate with Avaya IP Office 9.1 Server Edition
and 500v2 Expansion.

Enghouse Interactive Communications Portal is an open standards-based platform with
integrated application development and management components.
e Voice self-service solutions, such as interactive voice response (IVR), interactive voice
and video response (IVVR), outbound dialing, and speech-enabled self-service systems.
e SMS, email, standards-based voice mail.
e Contact center solutions, including outbound dialing, intelligent routing applications and
screen pop applications.
e Unified communications solutions, including standards-based voice-mail systems and
applications that combine traditional voice, IP telephony, video messaging, SMS, email,
and fax communication.

2. General Test Approach and Test Results

The IVR application telephony functionality of Communications Portal 9.0 (CP) was the only
module tested. This IVR application (CP script) connects to IP Office as a SIP Trunk on the IP
Office Server Edition. CP passes SIP calls to and from the IP Office. The calls are placed over
SIP trunks to CP scripts which in turn handles the call depending on the digits dialed using SIP
signaling. Communications Portal utilizes CTI Connect Media Gateway to perform all telephony
functions on the server.

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 interoperability compliance test included both feature functionality and serviceability
testing. The feature functionality testing focused on placing various calls to the Communications
Portal IVR:

e Basic Inbound/Outbound — Tests inbound calls to Enghouse Interactive
Communications Portal.

e Call Hold — Tests held calls to/from Enghouse Interactive Communications Portal.

e Call Transfer — Tests transferred calls to/from Enghouse Interactive Communications
Portal.

¢ IVR Functionality — Tests of various IVR features like is ANI/DNIS detection, leaving
voice message/voice mail (Recording), DTMF collection, Barge-in on the Enghouse
Interactive Communications Portal.

e Failover/Service — Tests the behaviour of Enghouse Interactive Communications Portal
when there are certain failed conditions.

The serviceability testing focused on verifying the ability of Communications Portal to recover
from disconnection and reconnection to the Avaya solution.

2.2. Test Results

All functionality and serviceability test cases were completed successfully, however the
following observation was made.

e CTI Media Gateway does not support Trombone Referral.

2.3. Support
Technical support can be obtained for Enghouse Interactive as follows:
USA
e Email: scpsupport@enghouse.com
e Website: http://enghouseinteractive.com/support.php
e Phone: +1 800.788.9730 Self-Service
e Phone: +1 800.872.2272 Live-Service
EMEA
e Email: supportenvox@syntellect.com
o Website: http://enghouseinteractive.co.uk/support/contact_support/
e Phone: +44 203 357 3001
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3. Reference Configuration

The configuration in Figure 1 will be used to compliance test Enghouse Interactive
Communications Portal 9.0 with Session Manager and Communication Manager using SIP
signalling over SIP trunks to route calls from Communication Manager to Communications
Portal 9.0.

| 9600 Series
H323
|| Deskphone

IP Office 5002
Expansion

IP Office Server Editian

EY 9600 Series
i H323
f:-'f" || Deskphone

Lleyconnect Lan

CTl Cornect hMedia
Gateway

Communication Portal
9.0 on Windows 2012
RZ Server

Figure 1: Connection of Enghouse Interactive Communications Portal 9.0 with Avaya IP
Office 9.1 Server Edition
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4. Equipment and Software Validated

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

Equipment/Software Release/Version

Avaya IP Office Server Edition running on a

Virtual Platform 9.1.0.0 build 437

Avaya IP Office 500v2 Expansion 9.1.0.0 build 437

Avaya 9630 H323 Deskphones H.323 Release s3.186a

Enghouse Interactive Communications Portal
running on Windows 2012 R2 Server with CTIl | Communications Portal 9.0 PRC5
Connect Media Gateway CTI Connect Media Gateway 8.2

Note: Compliance Testing is applicable when the tested solution is deployed with a standalone
IP Office 500 V2 and also when deployed with IP Office Server Edition in all configurations.

SJW; Reviewed: Solution & Interoperability Test Lab Application Notes 50f 17
SPOC 10/12/2015 ©2015 Avaya Inc. All Rights Reserved. EHCPOMG_IPO91



5. Configure Avaya IP Office

The configuration and verification operations illustrated in this section were all performed using
IP Office Manager. The information provided in this section describes the configuration of IP
Office for this solution. For all other provisioning information such as initial installation and
configuration, please refer to the product documentation in Section 9.

The configuration operations described in this section can be summarized as follows:
Verify Licensed SIP Trunks.
Verify SIP Sessions.

Administer SIP Trunk.

Add CP dial Shortcode.

5.1. Verify Licensed SIP Trunks
The license file installed on the system controls these attributes. If a required feature is not
enabled or there is insufficient capacity, contact an authorized Avaya sales representative.
Open IP Office Manager.

Log in with the correct credentials.

Select Configuration from the Open menu.
Select Solution><IP Office Name>->License from the configuration menu.
Verify that SIP Trunk Channels has sufficient licenses available.

SJW;

License | Remote Server
License Mode License Norm
Licensed Version 91

sl

Sermal Number (ADT)  BUEHD 252848 T cladeedBBe45 154760222004 450

PLDS HostID ALET20080541

PLDS File Statys Vahd

Select Licensing Valid
Feature ey Instances Status Expiry Date Source
VMPro Recordings Administrators  N/A 1M valid Never PLDS Nodal
Office Worker N/A 14 valid Never PLDS Nodad
VMPro TTS Professionas N/A i Valid Never PLDS Nodal
PSec Tunneling N/A 1M Yalid Never PLDS Noda
Power User N/A 1M Valid Never PLDS Nodal

' Avcaye P Endponts N/A 10 Valid Never PLDS Nods
o _Tu L ___lus___liew ______Tousro_}
19 A0 Untyersal PRE - Incremantal ¢, N/A 19 Valid Neves LD
Third Parey AP] Nfo 1M Valid Never 0
Wave User N/A 1M Valid Naver PLDS Nodal
rd Party IP Endpoints N/A 10 valia Neves PLDS Nedal
Server Edtion R91 N/A 1 Valid Never PLDS Noda
¥0 Branding N/A 10 Valid Never PLDS Nodal -

LS Web Services N/A 1M Yalid Never PLDS Noda!
Avcxye Mac Softphone N/A 10 Valid Never PLDS Nodal
Server Edition for Russe RS1 N/A 1M Yald Never PLDS Node
‘
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5.2.

Verify SIP Sessions

To allow SIP sessions to be established between IP Office and Communication portal the

maximum number of SIP Session must be verified.

Open IP Office Manager.

Log in with the correct credentials.
Select Configuration from the Open menu.

Select Solution—><IP Office Name>->System from the configuration menu.

Select the Telephony tab.

Verify that Maximum SIP Sessions is sufficient.

| System | LAMNL | L& | DMNS |‘u"0icemai|| Telephony |Direct0r}-’ Services | Systern Bvents | SMTR | SMDR |Twinning | Codecs | WolP Security | C

Telephony | Park &Pagel Tones &Musicl Ring Tones | Sk

| callLog | TUL |

Dial Delay Tirme (secs) 1 =
Dial Delay Count 4 =
Default Mo Answer Time {secs) 15 =
Hald Timeout (secs) 15 =
Park Timeout (secs) 300 =
Ring Delay (secs) 3 =

Call Priority Pramotion Time (secs) | Disabled

SIW

: Reviewed:
SPOC 10/12/2015

Default Currency GBP -
Maxirnum SIP Sessions 10 =
Default Marme Priority [FavourTrunk v]
tedia Connection Preservation [Enabled v]
Phone Failback [Automatic vl

Login Code Cornplexity
Enforcement
Minirnurn length |4 -
Complexity
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Include location specific infarmation

Drap External Only Impromptu Conference
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High Quality Conferencing
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5.3.

Administer SIP Line

A SIP Line is required to make calls to Communication Portal.

e Open IP Office Manager.

e Log in with the correct credentials.

e Select Configuration from the Open menu.

e Select Solution=><IP Office Name>->Line.

e Right click and select New—>SIP Line.

e Enter a Line Number.

e Make sure In Service is checked and uncheck Check OOS.

SIP Line [Transport|SIP URI[volP  [SIP Credentials | SIP Advanced|Engineering

Line Mumber 10 = In Service

ITEP Domain Mame devconnect.local Check 00% =

URI Type [En | Session Timers

Lacation [Cloud ~]  Refresh Methad [Buto -
Tirner (secands) On Demand =

Prefix Forwarding and Twinning

Mational Prefix 0 Originatar number

International Prefix 00 Send Caller ID [P Asserted D -]

Country Code

Redirect and Transfer

[

Name Priority S ) Incoming Supervised REFER [2uto
Description Outgoing Supervised REFER [Buto
Send 302 Maved Temporarily
Outgoing Elind REFER,
e Select the Transport tab.
e Enter the Communication Portal server IP Address in ITSP Proxy Address.
e Setthe Layer 4 Protocol to what Communication Portal uses. TCP was used in this
compliance test.
e Setthe Send and Listen Port to the port set in Communication Portal.

LI LIRS

:S,IP URIl'\fDIP |SIF' CredentialslSIF' .ﬂ\dvancedlEngineering|

ITSP Prowy &ddress  10,10.16.11

SJW;

Metwork Configuration

Layer 4 Protocal [TCP v] | Send Port | (3060 =
Use Metwork Topology Info [None v] Listen Port| 3060 =
Explicit DMNE Server(s) 10 1 14 1n I I I 1]

Calls Route via Registrar [

Separate Registrar
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Select the SIP URI tab.

Click on Edit...

Enter the Incoming Group and Outgoing Group that will be used to dial
Communication Portal.

|SII3 LinelTranspDr‘t| sIP URI |VUI|:' |SIF' CredentialslSIF' .ﬂ\dvancedlEngineering|

Channel  Groups

10 10

Edit Channel

4Wia

Local URI
Contact

Display Marme
P&l

Registration
Incaming Group
Qutgoing Graup

Max Calls per Channel

SJW; Reviewed:
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Wia Local URT Contact Display Mame PAI Credential  Max Calls

Moo 0 <Mon,.

<MNone >

&dd...,

Rermowe

Edit...

|se Internal Data

|Jse Internal Data

[IJ: <Mane > -

1

10

1 =
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5.4. Administer Short Code to Dial Communication Portal
A number is allocated to the Communication Portal to allow the IVR Application to be
answered.
e Open IP Office Manager.
e Log in with the correct credentials.
e Select Configuration from the Open menu.
Select Solution><IP Office Name>->Short Code.
Right click and select New.
Enter the number to dial in Code and Telephone Number.
Select Dial Feature.
Select the Line Group ID of the SIP Line administered above.

Short Code

Code EEEEERH

Feature Dial -
Telephone Mumber EEREEEE

Line Group 1D 10 -
Locale [Ireland (UK English) -
Force Account Code [l

Force Authorization Code  []

SJW; Reviewed: Solution & Interoperability Test Lab Application Notes 10 of 17
SPOC 10/12/2015 ©2015 Avaya Inc. All Rights Reserved. EHCPOMG_IPO91



6. Configuration of Enghouse Interactive Communications
Portal 9.0

This section describes the steps required to configure Enghouse Interactive Communications
Portal 9.0 to interoperate with Avaya Aura® Communication Manager 7.0. These steps include:

. Media Gateway Driver Configuration
. Configuration file creation

. Change Outbound Dial plan

. Set the SIP transfer type parameter

6.1. Media Gateway driver configuration

When using Media Gateway perform following steps to modify the configuration parameters in
Media Gateway configuration files.

» Create the avaya.xml gateway configuration file

» Change the outbound dial plan

» Set the SIP transfer type parameter

6.2. Create the avaya.xml gateway configuration file

To configure CP for this integration, prepare a gateway configuration file by performing the
following steps.

* Inthe <Media Gateway install folder>\conf\sip_profiles\external folder, create a new text
(.txt) file named avaya.xml with the following content. By default, Media Gateway is
installed to C:\Program Files\Enghouse Interactive\Media Gateway.

* <include>

« <gateway name="AVAYA">

* Enter the IP address of you’re the IP Office in the realm parameter value.

« <param name="realm" value="XxXX.XXX.XXX.XXX"/>

» <param name="username" value="not-used"/>

» <param name="password" value="not-used"/>

« <param name="register" value="false"/>

» <param name="caller-id-in-from" value="false"/>

« <param name="register-transport" value="tcp"/>

+ </gateway>

* </include>

6.3. Change the outbound dial plan

To configure CP for this integration, you must change the outbound dial plan configuration file
by performing the following steps.
* In the <Media Gateway install folder>\conflautoload_configs folder, edit the
csdialplan.conf.xml file.
« Comment the following line:
<l-- <param pattern=""(.+@.+)$" value="sofia/external/$1"/> -->
» Add the following line immediately below the line you commented:
<param pattern=""(+@.+)$"" value=""sofia/gateway/AVAYA/$1"/>
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» Save the changes.

6.4. Set the SIP transfer type parameter

By default, the SIP transfer type is set to Refer. You must change transfer type to re-Invite with
following steps.
* In the <Media Gateway install folder>\conflautoload_configs folder, edit the
csinterface.conf.xml file.
» Change the parameter <param name="'sip_transfer_type" value=""refer"'/> to
<param name=""sip_transfer_type" value=""reinvite"'/>.
» Save the changes.

To complete the CP configuration, you must stop the CP engine, stop the Media Gateway service
(if it is already started) and restart the CP Engine.

To configure the Media Gateway Driver open the CP Console 9.0 by double clicking on the
shortcut as shown below.

g P

Recycle Bn Moxile

Foet
TeamViewer 6 Serves

ASC Portw | -
Sc Pop
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In the left window, navigate to Servers - [Server Name]->Engine Settings—> Drivers—>Media
Gateway Driver.

Eie  Yiew
Relrwsls 11y

Toch Hep
@ %N

Location !-Nm(oe-_wtmu
Views

= (2 WINDOT2-Spwech [Evauston, St ted]
18 Charves
-é-:;z;:m
=¥y Drovers
T} Do Boards Drver
-

{8 Software Chanrels Driver
A7 Dupatcher
%5 System Logng
ok Resource Infs
» %, Poncton Modules
B Larguage Modses
v vocea
#-47 Soeech
O oM
S HTTP Savar
4 g MibEngne
2j Fle Trarafer
# [} Log View
) Cunton Vs
57 Debug View

Q Domnn View } ECS View |

Media Gateway Driver [WIN2012-Speech]

Property

Oriser nave

Yerson

Copyright nfo

Meda Gateway Driver Settngs

Server Nare

Urk Loges 1D

Network Type

Usemame

Password

Use Chanrels

IrboundOuthoursd Extengons

Inbound Extarmions

Outhourd Extersors

Bt Start Deperedent Servces

SIP repection reason when ol charvels are busy
SIP repection reason when Al channeds ve siopoed
Eeep Tone Fle

Record Shence Level

Defaut Prompt Format Demurlaw, Leddiaw, 2=4...

Cal Reconnect for Engre Crashes
Call Reconnact for Unfandled Erors
Cal Reconnect Timeout
Inbound Caf Reconnect Prompt
Irbound Cal Manguo Promort
Qutbourd Cal Henguo Promot

Vake

Meda Gatewey Driver

4.0.05.843%5

Copyright © Enghouse Interacsve, Inc. 2008 - 2015, Al ights reserved,

locaihost
Lozl L )
neacn_p_to

Irbourd_Call_Reconmect_Prompt. way
Trbourd_Call_Mengup_Promot. wav
Outbourd_Call_Henguo_Sromot, may

Please note that configuration of Communications Portal with regards to the setup of the IVR is
outside the scope of these Application Notes, for more information on this setup please refer to
Section 9 of these Application Notes.
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7. Verification Steps

To verify a successful configuration of Communications Portal and IP Office a call is placed
from an IP Office telephone to the Communications Portal with the caller getting answered
successfully hearing clear and audible speech.

7.1. Communications Portal SIP Line is up

Log in to the IP Office System Status application. From the left hand menu select Trunks—><SIP
Line configured>.

e Verify Line Service State: is In Service.

e Verify Channel Current State is Idle (Active if a call is in progress).

IP Office System Status

Alarms (32) Summary Alarms
E Extensions (1
B Trunks (2} a SIP Trunk Summary
Line: Line Service State: In Service
_' Peer Domain Mame: devconnect,local
o ::tsl:z::;l: Fesolved Address: 10.10.16.11
H voicemail Line Mumber: 10
E IP Hetworking Mumber of Administered Channels: 10
Locations Mumber of Channels in Use: 0
Adrinistered Campression: G711 A, GFLL Mu, G729 4
Enable Faststart: OFff
Silence Suppression: OfFF
Laver 4 Protocol: TCP
SIP Trunk Channel Licenses: 100 . 0%
SIF Trunk Channel Licenses in Use: 0
SIP Device Features: REFER. {Incoming and Qubtgoing), UPDATE {Incoming and Qubgoing)

Chan... ( Curt,., Timein Remate  Co... Conn... Ca

Media ...

Ide |&da...

Ide |12d..
Ide |12d..
124d...
Ide |124d..
Ide |12d..
Ide |12d..
Ide |12d..
12d...

WO | 0| | | | || R
—
L
w

._.
=
—
=
w
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7.2. Verify Enghouse Interactive Communications Portal IVR script
Open the CP Console 9.0 by double clicking on the shortcut as shown below.

File Yw Tock Help
Bk 135 v@ B TO rumQos Y 1| i |

Loomion |32 Owrwn

i *1 Channels |WIN-AOGB7AGLM7T]

SENVASH AR MY [F 5 shaaon, Sttt

[
& Frgre Settngs
% O
& T} Celopc Bow s Oress
~ B Scets
W (1) DS e
B (3 00 Yocw
19 (3 v o
W (4 0 wommFon
T (%) DM Yorcu P
R (%) D0y vomce Fon
B ee
R S Dgeat Autbmracaten
M gy anon
B (2] 199 Conburwren
i Sevros
B Ouenele
W “wénes Sraieis Drrvet
ol 59feare Chamss Orwe
3 Dupeziwr
= deales Looord
"

Q Dorrae Vw20 605 Yiow

Fayvg v o hkd
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8. Conclusion

These Application Notes describe the configuration steps required for Enghouse Interactive
Communications Portal 9.0 to successfully interoperate with Avaya IP Office Server Edition
R9.1. All feature functionality and serviceability test cases were completed successfully as
outlined in Section 2.2.

9. Additional References

This section references the Avaya and Enghouse product documentation that are relevant to these
Application Notes.
Product documentation for Avaya products may be found at http://support.avaya.com.

[1] Administering Avaya IP Office Platform with Manager, 1d: 101005673

[2] Using IP Office Platform System Status Id: 101005061

Product documentation for Enghouse Interactive Communications Portal can be obtained by
visiting the following website, www.enghouseinteractive.com
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©2015 Avaya Inc. All Rights Reserved.

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

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