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Abstract

These Application Notes describe the configuration steps required for DATEL Call SWEET!
Live Voice Recording to interoperate with Avaya IP Office 8.0 using Voicemail Pro. DATEL
Call SWEET! Live is a contact center management solution, and Voice Recording is an

optional component that provides call recording wave files from Avaya IP Office Voicemail
Pro via the Call SWEET! Live web interface.

In the compliance testing, DATEL Call SWEET! Live Voice Recording obtained and
compressed call recording wave files from Avaya IP Office Voicemail Pro, and made available
to users via the Call SWEET! Live web interface.

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 DATEL Call SWEET!
Live Voice Recording to interoperate with Avaya IP Office 8.0 using Voicemail Pro. DATEL
Call SWEET! Live is a contact center management solution, and Voice Recording is an optional

component that provides call recording wave files from Avaya IP Office Voicemail Pro via the
Call SWEET! Live web interface.

In the compliance testing, DATEL Call SWEET! Live Voice Recording obtained and
compressed call recording wave files from Avaya IP Office Voicemail Pro, and made available
to users via the Call SWEET! Live web interface.

The optional Voice Recording component can be running on DATEL Call SWEET! or DATEL
Call SWEET! Live. In the compliance testing, the Voice Recording component was running on
DATEL Call SWEET! Live.

A recording user was configured on Avaya IP Office, and the user’s mailbox was configured to
be the destination for all call recordings. The Voice Recording component obtained the call
recording wave files from the recording user’s mailbox on Avaya IP Office Voicemail Pro and
compressed the recordings. Data obtained from the TFTP service and DevLink events as part of
the basic DATEL Call SWEET! Live integration with Avaya IP Office was used by the Voice
Recording component to link related recordings together to provide cradle-to-grave reporting.

2. General Test Approach and Test Results

The feature test cases were performed manually. Each call was handled manually at the agent
user with generation of unique audio content for the recordings. Necessary user actions such as
hold and reconnect were performed from the user telephone to test the various call scenarios.

The serviceability test cases were performed manually by disconnecting and reconnecting the
Ethernet cable to the Call SWEET! Live 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 feature and serviceability testing.

The feature testing focused on verifying the following from Call SWEET! Live Voice
Recording:

¢ Handling, reporting, and playback of call recording wave files for various call scenarios
including external, inbound, outbound, drop, hold/reconnect, blind/attended transfer,
blind/attended conference, voicemail coverage, voicemail retrieval, hunt group, hunt group
queuing, park/unpark, simultaneous users, simultaneous calls, mobile twinning, and
telecommuter.

The serviceability testing focused on verifying the ability of Call SWEET! Live Voice Recording
to recover from adverse conditions, such as disconnecting and reconnecting the Ethernet cable to
the Call SWEET! Live server.

2.2. Test Results

All test cases were executed and verified. The following were observations on Call SWEET!
Live Voice Recording from the compliance testing.

e For all conference scenarios, Voice Recording Call Leg Detail showed a linked entry with
called number of “9501” without the blue play icon by design.

e For the park/unpark followed by transfer scenario, the conversation before the transfer was
not captured in the recordings.

2.3. Support

Technical support on Call SWEET! Live Voice Recording can be obtained through the
following:

e Phone: (724) 940-0400
e Email: support@datel-group.com
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3. Reference Configuration

The configuration used for the compliance testing is shown below. IP Office Voicemail Pro was
used for call scenarios involving voicemail.

These Application Notes assume the basic Call SWEET! Live integration with IP Office using
TFTP and DevLink are already in place according to [3] and will not be described.

The detailed administration of general contact center devices such as hunt groups and agents are
assumed to be in place, and are not covered in these Application Notes.

In the compliance testing, DATEL Call SWEET! Live Voice Recording captured call recordings
for agent users shown in the table below.

Device Type Extension
Hunt Group 21000
Agent Users 21251, 21253

FAN
o
o2t
@ 0.32.39,106
Emulated / Contact Center Agents with
PSTN o : e Avaya 1608 and 9650
& yr 2 39 20 IP Deskphaones
oy il [212xx)
3 ,;p
/ =
w1 mm_@m ﬂ M
Avaya DATEL Call SWEET! Live  Ayaya IP Office
IP Office 500 with Voice Recording Voicemail Pro
1 : Contact Center Supervisor with
l——= DevLink & TFTP —-—=- Avaya 1616 IP Deskphone

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 500 8.0 (18)
Avaya IP Office Voicemail Pro 8.0 (80029)
Avaya 16xx Series IP Deskphones (H.323) 1.300B
Avaya 9650 Series IP Deskphone (H.323) 3.186a
DATEL Call SWEET! Live Voice Recording on 7.10.14.208
Windows 2008 Server with Service Pack 2
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5. Configure Avaya IP Office

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

e Verify IP Office license
¢ Administer recording user
e Administer agent users

5.1. Verify IP Office License

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

The Avaya IP Office R8 Manager screen is displayed. From the configuration tree in the left
pane, select License > Preferred Edition (VoiceMail Pro) to display the Preferred Edition
(VoiceMail Pro) screen in the right pane. Verify that the License Status is “Valid”.

{3 Avaya IP Office RB Manager IP500-Dev [8.0(18)] =13
File ~ Edit Wiew Tools Help

X & 5| |3 | N 4_—) Aﬂ IPS00-Dey = License ~ Preferred Edition (¥oiceMail z
IP Offices Preferred Edition (VoiceMail Pro) Bf - X[ v|=z]> I
W, Mobility Features ~ "Licenses-|
W Office Worker
e one-x Portal for IP Office Licerse Key | KAB@OGSPSOvWIFYORFOMx0gRGOmhricH |
W Phone Manager Pro _  ——— ———— — —
W Phone Manager Pro (per seat) License Type gPreFerred Edition {Yoicefail Pro)

W Phone Manager Pro IP Audio Enabled {usersy || —
W Power LUser

L W Preferred Edition (VoiceMail Pro)
W Preferred Edition Additional YoiceMail Ports
W Proactive Reporting Expiry Dake ENever
W RAS LRQ Support (Rapid Response)
W= Receptionist

W Report Yiewer

W SIP Trunk Channels

W Small Office Edition YCM (channels)
W Small Office Edition WiFi

. Small Site Software Upgrade 2

W Software Upgrade 2

W Software Upgrade 255

Instances 5255
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5.2. Administer Recording User

From the configuration tree in the left pane, right-click on User, and select New from the pop-up
list. This user’s mailbox will be used as the destination for all call recordings.

Enter the following values for the specified fields, and retain the default values for the remaining
fields.

e Name: “DTLREC”
e Extension: An available extension.

] Avaya IP Office RB Manager IP500-Dev [8.0{18)]

File  Edit Wiew Tools Help
R E-HIE ;I | v 0 & 'Ei | wsoo-Dev - User ~ 71252 Extn21252 &
IP Offices <User:0>: *

I;J R BoOTP () User |V0icemail | onp | shartcades | Source Mumbers | Telephony || Forwarding | Dial 1n || voice Recording | Button F 4 *
[#-47 Operatar (3) =
=53 [PSO0-Dew Mame [pTLREC | =

[-%5=9 System (1]

&7 Line (25) Password | |

o« i

e Contro! Uit (£) Confirm Password | |

-4 Extension (25)

E-g User(21) Full Mame [ |

(-4 HunbGroup (2} .

[ @3 Short Code (30) Extension |z000a |

By Service (0

; w

o, RAS (1) Locale | |

= €9 coming Call Route (2) Priority |5 |

¥ @ ‘wanPork {0}

. Directory (D) System Phone Rights |None w |

=437 Time Profile (0) S |B = "l

@8} Firewal Profile (1 rorie it ser i

2] IP Rouke (1) [] receptionist

[+ put b Code (3

:; : Liz;::; (?;) i) Enable Softphone

i Tunnel {0) [[] Enable one-% Partal Services

:E gfi ﬁ;eSr(R‘li?hts (10) Enable one-¥ TeleCommuter

5

. RAS Location Reguest (0) [[] Enable Remate warker

- f% E911 System (1} [l £ Ditestony v

oK ] [ Cancel ] ’ Help
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5.3. Administer Agent Users

From the configuration tree in the left pane, select the first agent user from Section 3, in this case
“21251”. Select the Voice Recording tab, and select the following values for the specified
fields.

e Recording Outbound: “On”

e Recording Inbound:  “On”

Recording (Auto): “Mailbox” followed by the recording user from Section 5.2.
e Auto Record Calls: “External”

Recording (Manual): “Mailbox” followed by the recording user from Section 5.2.

Repeat this section for all desired users. In the compliance testing, users 21251 and 21253 were
configured with recording capability.

i} Avaya IP Office RB Manager IP500-Dev [B.0{18])]

File  Edit  Yew Tools Help

iR E-HIE :I | o o 2 Bl|E rs00Dev - User » 21251 Extn21251 %)

IP Offices Extn21251: 21251 - X|w|<]|>

-5 IPS00-Dev 8 | User | voicemall | DND | ShertCodes | Source Mumbers || Telephany | Farwarding | Dial Ini Voice Recording | Button ¢ #

[-#5p Fystem (1)
-F Line (25) Recording ©utbound iOn vl
[ =2 Conkral Unit {8) =
[ Extension (251 Recording Inbound !On b |
= t User (19)
; Mollser : ;
§ 20000 DTLREC Recording (Auto)  |Mailbox v| 20000 DTLREC |
§ 21231 Bdnz1231 = B
&,., 21237 Exbrizl2as Auto Record Calls |External w |
21233 Extnz1233
21234 Exnz1234
21235 ExnZ21235
21236 ExnZ1236
21237 Exnz1237
21238 Exnz1235
21239 Exkn21239
21240 Exknz1240
21250 Exn21250
§ 21251 Bxtn21251
§ 21252 Extriz1252
§ 21253 Bxnz1253

Record Time Profile

Recording (Marual) | Maibox v|  |zoo00DTLREC v
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6. Configure Avaya Voicemail Pro
This section provides the procedures for configuring Voicemail Pro.

From the server running Voicemail Pro, navigate to the C:\Program Files\Avaya\IP Office\
Voicemail Pro\VM\Accounts directory to locate the DTLREC folder shown below, where
DTLREC is the name of the recording user from Section 5.2.

Right click on the DTLREC folder and select Properties from the drop-down list (not shown).

& Accounts |:| |E| |g|

File Edit ‘iew Favorites Tools  Help ?r‘
@ Back - -\_) I? /‘] Search Ill. Folders v
Address |Ia C:\Program FilesiavayalIP Officelvoicemail ProfyMiAccounts b’ | Go

&

File and Folder Tasks — 1] agent1 'j agent2 ':j agents
| | |
Iim Rename this Folder
[y Move this Folder ) = g
= Extnz1231 [ )
[D Copy this Folder l'J i L_J
@ Publish this folder to the
wieh E s
{2 Share this Folder Extnz1233 'J Extn21234 ;J ExtnZ1235
| |
() E-mail this folder's files
¢ Delete this Folder > : =
ExtnZ1236 ’J Extn21237 ;J Extn21238
| |
Other Places r ——
Extnz1239 Extnz1240 — Extnz21250
B i "J I’J
lD My Diocurnents
@ el B Extnz1251 Extn21252 I,r_.- / Extn21253
d My Compuker | |
W My Metwork Places )
Extnz1254 ’J Main ACD I:J Maollser
| |
Details
? Secondary ACD ’J sip28001 I;J sip28002 F
| |
LICEDITST AT bt
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The DTLREC Properties screen is displayed. Select the Sharing tab.

In the Network sharing and security section, check Share this folder on the network and
Allow network users to change my files, as shown below. This will allow Call SWEET! Live
Voice Recording to access the call recording wave files.

TLT; Reviewed:
SPOC 4/19/2012

DTLREC Properties E]@

__General_ Sharing ;'W'el:u Sharing. Cuzstomize |

Local zharing and security

1@ Tozhare thiz folder with ather uzers of this comprter
j_g only, drag it to the Shared Documents folder.

To make thiz folder and itz subfolders private so that
anly pou have access, zelect the fallawing check o,

Metwark, sharing and zecurity

# To share thiz falder with bath nebwork, uzers and other
WS ) uzers af thiz computer, select the first check bax belaw
= and type a zhare name.

Share thiz folder on the netwark,
Share name: D TLREC

Allows nebwork, uzers to change my files
Learn maore about gharing and security.

A windows Firewall iz configured to allow thiz folder to be shared
with ather computers on the netwark.

Wiew your Windows Firewall settings

k. H Cancel H Apply
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7. Configure DATEL Call SWEET! Live Voice Recording

This section provides the procedures for configuring Call SWEET! Live Voice Recording. The
procedures include the following areas:

e Administer database table settings
¢ Administer voice recording service

The configuration of Call SWEET! Live Voice Recording is typically performed by DATEL
support technicians or DATEL business partners. The procedural steps are presented in these
Application Notes for informational purposes.

7.1. Administer Database Table Settings

From the Call SWEET! Live server, select Start > All Programs > Microsoft SQL Server
2008 > Microsoft SQL Server Management Studio, and log in using the appropriate
credentials.

The Microsoft SQL Server Management Studio screen is displayed. Select Databases >
SWEET > Tables > dbo.tbSettings from the left pane. Scroll the right pane as necessary to
locate the VM ProServerName parameter, and set the value to the IP address of the Voicemail
Pro server, as shown below.

icrosoft SOL Server Management Studio

File  Edit Miew Project  Debug Query Designer  Tools  Window  Community  Help

Qowouy | 0y | B B[O |5 B 0 | B
-}
=1
ali /WZIJUB—3‘JIJ\5Q...IJo.thSEttings] v X
Conrect~ | 83 830 m F ‘:.5 D |Entity |Name |Descripti0n ;i
# = dbo.SikeMap ;I 303 SR ZIPBatchFileLocation o\ Inetpublymwrooticallsweet C2
® j dbo.SiteMap_Help 304 SR DaysTokespCalRecordinglogs | 30
# = dba.sizeinfo — :
¥ = dbo.States 305 CSR DaysTokeepCallDetailbata 2
# = dbo.StationInventory 306 CSR MakchattemptsBeforaTrving, ., 5
# 3 dba.Tasks 407 R
# =1 dbo.TasksRS T
= 20,32,39.20
® = dbo ihsektings & |08 SR WMPraServerilame
& = dbo.Trigger Table R L] ALEg
# 5 dbo.Trunk 310 AL ShowUCIDINCalDataviewsr  trus
# =] dbo.LUEDI_Importlog e ) n
i ; |
= dbo.Useractivity 311 AL PathToMightlyDataCutput c:\sweet!iNightlyDataCukput J
F = dbo.Usoc 312 ALEL MightlyDataOutputTime1 1:00 AM
# 5 doo.tiity_Dates 313 ALEL SMTPPort 25
@ O dbo.utiity_HalfHours 314 ARAE Enablessl False
® 2 dbo.utility_Hours = =
& 1 dbovon J 317 AL LargeallCenterfumber 100000
# 5 dbovH 315 ALLL AddskillFac *66 e
+ =1 dbo YoiceMai — 1| | b
< mRm SRR .|—| 4 4 |37 ofzoo | b B b Cellis Modiied. §F
Ready >
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Locate the DIRToVMProVoiceRecordings parameter, and set the value to “\ip-address\dtlrec”,
where “ip-address” is the IP address of the Voicemail Pro server, and “dtlrec” is the recording
user name from Section 5.2.

@ Microsoft SQL Server Management Studio

File Edit Wiew Project  Debug  CQuery Designer  Tools  Window  Community  Help

£ ewauery | Oy |08 8 55 (3 25 W 8 |1

Bt ~WZ008-390',50...bo.tbSettings | - X

Connect = | 32 5 m in] | Entity | Fiame Description B

# =1 dbo.SikeMap ;I oyt AL ShowEmptyReasonCodelDes, ., false

® & dba.SiteMap_Help 329 AL IsDispositionCaostingEnabled false

# =] dbo.sizeinfo —_

® = dbo.States 330 ALLL ShowDispositionCodeafterCall  False

& = dbo.StationInventory 331 AfLL ShowFirstLastMameDispositi...  False

H j dba. Tasks 332 ALsL HideDispositionCodeCnSayve  False

i B chTaskenS 333 ALLL I T ferringCallHunt k

E 51 dbo theettings gnoreTransferringCallHunt. .. true

# =] dbo.TriggerTable 334 ALLL TRIGLETiian,

# & dbo.Trurk » 33 AL DIRToWMProVoiceRecordings  1120.32.39, 201dtrec

# ] dbo.UEDI_ImportLog |

s 336 ALLL Ay T

# 1 dbo.UserActivity i e

B E dbo.Usoc 337 ALLL secondstovalidateliveviewsr 300

# 1 dba.utility_Dates 538 AEL CSLMoDatadlarmRestartsSe...  true _J

B & b Lty Fralfhinire 339 AL CSLNaDatablarmTimersecs 600

# =1 dbo.utility_Hours =

® = dboYon J 340 ALLL SecondsToChedkIPOACtveC, ., 30

F = dbo.whH 341 AL AbandonedTime 0 *:

# =1 dbo.voiceMai . | | ’
4' o O S | LGl Ol o | .a-......'..h-n.- = _I 4 4 161 ofzon | b Bl B

Ready

B L

7.2. Administer Voice Recording Service

Select Start > Control Panel > Administrative Tools > Services to display the Services
screen. Scroll the right pane as necessary to locate the DTL_VoiceRecording service. Right
click on the service to select Properties from the pop-up box (not shown).

Q Services =] B3

File  Action Wiew Help

&= |mE o= Hm »=np

Sk Services (Local) L} Services (Local)

DTL_¥YoiceRecording MName + | Description I Status | Startup Tvpe | Log On As I AJ

GLDTL_ProcessDR Disabled Local Systern

.‘:‘5 DTL_RSReportSche... Disabled Local Systern

-:’;DTL_StatsServer Disabled Local Systern
CLDTL_UEDT Disabled Local System J

*ADTL = Disabled Lo =1}

CLDTL_Wakch Disabled Local System

-,‘;(.f;ExtensibIe Authenti.., The Extens... Manual Local Systern

-.‘_:‘?;Function Discovery ... Host proce... Manual Local Service

-{,;?;Function Discovery ... Publishest,..  Started Aukomatic Local Service

-.‘,"_’;Group Policy Client The servic,..  Started Sutomatic Local System
'x(_Q;IKE and AuthIP IPs... The IKEEX...  Started &utamatic Laocal System _v_!

\\ Extended A Standard /
| I
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The DTL_VoiceRecording Properties screen is displayed. Select the Log On tab. Select the
radio button for This account, and enter the appropriate credentials to access the Voicemail Pro
server’s call recordings directory in Section 6.

DTL_YoiceRecording Properties (Local Computer)

General  LogOn | He::n:n\-'er_l,ll Dependenciesl

Log on as:

" Local System account
[T Allows zenvice tointeract with desktap

f* Thiz account: i.ﬁ.dministratur Browsze, . |

Pazzword: I'l'"'""

Confirm pazsword: I" LA ALl

Help me configure user account log on options,

'ou can enable or dizable thiz service for the hardware profiles lizted below:

Hardware Profile | Service |_
IIndocked Prafile Enabled
Troubleshooting wsing hardware profiles. Enable | Dizable |

] I Cancel | Apply |
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8. Verification Steps

This section provides the tests that can be performed to verify proper integration between IP
Office and Call SWEET! Live Voice Recording. Prior to verification, place an incoming trunk
call to a hunt group with an available agent user. Answer the call at the user, and generate
unique audio content for the call prior to hanging up.

Access the Call SWEET! Live web-based interface by using the URL “http://ip-address/
callsweet” in an Internet browser window, where “ip-address” is the IP address of Call SWEET!
Live. The Log In screen is displayed as shown below. Log in using the appropriate credentials.

o . !
~all SWEET!
Monday, February 20, 2012 - Login
Enter your username [ password to login.
User Name:l
Password:i

[Tl remember me next time.

Log In

Install CallSWEET! Live Widgets

Call .‘in-'.I-.'k'én:

£ 2009 DATEL Software Solutions - v7.10.14.208 - CID: 1001591
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The screen below is displayed. Select Home > Voice Recording from the left pane.

A Call S

| casseer |

= Home
Admin Section

e recaing)
E‘ oulE
[ call Data Viewer

[] Database Statistics
[] Data Import
[ Backup Database
[ CallSWEET Help
[ Known Numbers
[ My Information

‘Quick Report:

< Please Select =

Your Digital Dashboard. You decide, You create.

Tuesday, February 21, 2012 - Administrator Logout

Call Dist. By Hour - Total Calls = DB Statistics =

2 Browse v

SiteCode:
Description:
Last Update:
Total Calls:
Date First Call:
Date Last Call:

1

Demo Corporation - 1
2A7/2012 4:52:50 PM
55

2MBI20M2Z T:12:45 AN
2172012 1:54:48 P

Total calls: 55

In the subsequent screen, select the Voice Recordings tab, retain the default values and click
Filter. The screen is updated with a list of recordings, as shown below. Verify that there is an
entry reflecting the last call, with proper values in the relevant fields.

A Call SWEET!

| Voice Recordings | VR Category Setup  ZIP Files

Filter Voice Recordings:

VN

Filter J’Show 50 records per page v|
v

Agentid:

Date/Time:

Starting Date: [2r2172012 IFE [1z:00 an | vr category:
Ending Date: 22172012 5= [11:59 p1s | pirection:
Agent/Ext: = - Hunt Group:
Calling Number: * Account Code:
Called Number: *
Length: ANY L | | | seconds

— N

calling:

Called:

Hunt Group:

Direction:

EXTH21251 21231 212172012 11:56:16 AN 00:00:53 5088465002 21251 21000 - MAIN_ACD |
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Scroll the screen to the right as necessary, and click on the linkage icon shown below.

't-? VR Category: b w

"{:ﬁ Direction: ® »
Hunt Group: X ¥
Account Code: £

Calling: Hunt Group: Direction:

5088465002 21251 21000 - MAIN_ACD |

Build a .ZIP of Selected Files

VR Category: Account Code:

© 2009 DATEL Software Solutions - v7.10.14.208 - CII

D: 100151

The Voice Recording Call Leg Detail screen is displayed. Click on the blue play icon

associated with the call leg detail entry.

A Call SWEET!

4 4 [ Joft b p  [1o0% v |Find | Next  [3]

Tuesday, February 21, 2012 - Administrator Logout
(=]

Voice Recording Call Leg Detail

Shows all lege of the call selected. The leg selected to generate this report has
been highlighted.

&

Call SWE[ZL‘._VE

Called Number Answer Time

Page 1 of 1
2/21/2012 11:59:23 AN

Hold Time Talk Time

= T e 00:10 £ 00:53
Agentld: EXTN21251 CallingNumber: 9088465002
Date/Time: 2/21/2012 11:56:16 AM Called Number: 21251
Apply VR Category: |NoTag
IDnne €D Inkernet g v Hio0n v
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9. Conclusion

These Application Notes describe the configuration steps required for DATEL Call SWEET!
Live Voice Recording to successfully interoperate with Avaya IP Office 8.0 using Voicemail

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

10. Additional References

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

1. [P Office 8.0 Knowledge Base Documentation CD, December 2011, available at
http://support.avaya.com.

2. Voice Recording User’s Guide, available upon request to DATEL Support.

3. Application Notes for DATEL Call SWEET! Live with Avaya IP Office 8.0 — Issue 1.0,
available at http://support.avaya.com.
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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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