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Avaya IP Office — Issue 1.0

Abstract

These Application Notes describe the configuration steps required for the Callmedia Contact
Centre Suite to successfully interoperate with Avaya IP Office.

The Callmedia contact centre suite is designed to handle inbound and outbound telephone
calls, emails, web interactions, SMS messages and faxes. The Telephony API (TAPI) interface
is used to monitor and control agent stations, and handle routing of external calls. The
Callmedia contact centre suite comprises of three core components: Callmedia Enterprise,
Callmedia Advance and Callmedia Professional. An additional component called Callmedia
Express was not compliance tested.

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

These Application Notes describe a compliance-tested configuration using a Callmedia 4.0.1
contact centre server and an Avaya [P Office 3.1.

The Callmedia suite comprises three core components:

e Callmedia Professional — Callmedia Professional is the foundation layer for the rest of the
Callmedia contact centre suite.

e (Callmedia Enterprise — Only inbound and outbound calls were tested during compliance
testing, although the application is also designed to handle, emails, web interactions, SM'S
messages and faxes.

e Callmedia Advance — Provides preview, progressive and predictive dialling. It is not possible
to do predictive dialling with Avaya IP Office.

Callmedia agents log on to Callmedia with a username and password configured within the
Callmedia application. This logon is linked to a phone extension configured on Avaya IP Office.

Callmedia Inbound call routing and allocating to users.

Users (Agents) and their teams have skills on Callmedia Enterprise Queues. Inbound calls queue
on the Avaya IP Office hunt group. The hunt group is mapped to a Callmedia Enterprise queue.
When Callmedia Enterprise has an available skilled user, Callmedia will route the call to the
user’s phone.

Callmedia Outbound.

Preview and Progressive Callmedia outbound users are given customer telephone numbers,
contained in the Callmedia calling list (in the Callmedia database), to dial. These calls are
launched from the user’s extensions using TAPI MakeCall. The call progress is monitored and
controlled using TAPI.

Callmedia is composed of four Windows Services:

= Callmedia Log - Manages logging for Callmedia Applications
= Callmedia Server - Client connections and CTI link

= (Callmedia Enterprise - Task Allocation Engine

= Callmedia Scheduler - Outbound Engine and Calls List management

An additional component called Callmedia Express that allows the agent to transfer and
conference calls was not compliance tested as part of the Callmedia contact centre suite.
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Figure 1: Avaya IP Office System with Callmedia Contact Centre Suite

2. Equipment and Software Validated

Equipment Software
Avaya IP Office 412 3.1(56)

Avaya TAPI 1.0.0.27

Avaya IP Office Manager software 5.1(56)

Avaya C364T-PWR Converged Stackable Switch 4.3.12

Avaya 4600 Series IP Telephones 2.2.3 (4620SW)
Callmedia contact centre suite 4.0.1

Callmedia Server

3.4.13 (running on
Windows Server 2003 SP

1)
Callmedia Log 24.1.1
Callmedia Enterprise 2.1.0.781
Callmedia Scheduler 2.5.1.22
Callmedia IP Office Switch Driver 1.2.4.78
Microsoft SQL Server 2000 SQL 2000 SP3
Operating System for Callmedia Agent PC’s Windows XP
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3. Configure Avaya IP Office

These Application Notes address the provisioning of Avaya IP Office as it relates to integration
of the Callmedia application. For all other provisioning information, such as provisioning of the
trunks for outbound dialling, call coverage, extensions, etc., refer to the Avaya IP Office
documentation in Section 9.

3.1. Verify IP Office CTI Licences

On the IP Office Manager PC, click on Start — Programs — IP Office — Manager to launch
the Manager application. Log in to the Manager application using the appropriate credentials.

In the Manager window, select File — Open to search for the IP Office system in the network.
Log in to the IP Office system using the appropriate login credentials. In the Manager window,
go to the Configuration Tree and double-click Licence to open the list of licences installed in the
IP Office system. Verify that enough CTI Link Pro Instances are available.

[ Manager [255.255.255.255] (C:\Documents and Settings\...\Desktop\) IP0412aDC1_Calimedia.... |~ |0/
File Edit Yiew Tools MWindow Help

r@ Configuration Tree g

@ Time Prafile (0] o‘\ Statuz Licence Instances ] Expires

+)- % Firewall Profile (1) £ il CTI Lirk Pro Urlimited Mever
5 P Route (1) [ valid IP End-points Unlimited Mewver
L,east Cost Route (U] [ +alid Phane Manager Pro Unlimited Mewer

= [ Licence (5] ] [y walid Phaone Manager Pro [per seat) Unlimited Mewver
% :ETIIEEEIST:I:;S D W alid Phone Manager Pro IP Audio Enabled [us..  Unlimited Mewver

[ Phore Manager Pro| =
[ Phore Manager Pro| |
[ Phone Manager Pro
@ Account Code [0] >
Bl J=l | B

<]
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3.2. Configure Callmedia Hunt group

In the Manager window, go to the Configuration Tree and double-click Hunt Group to open the
list of hunt groups on Avaya IP Office. Right-click in the right pane of the Manager window and
click on New. Enter an appropriate name for the hunt group in the Name field and the hunt
group extension in the Extension field. Ensure that no extensions are listed in the Extension List
section as the Callmedia application controls the allocation of inbound calls to agent stations.

Set the Ring Mode to Group, and ensure that Call Waiting On is unchecked.

$5t Hunt Group Callmedia B@
HuntGroup ]\u"oicemail1 Fallback] Queuing] VoiceHecording]
Marme ]Eallmedia [ Ring

& Group
Extension 122222 " Hunt

" PRotary
Mo Anzwer Time [zecs] " Idle
Overflow Time [secs) ™ Call Waiing On
Extension List Overflow Group List

Estension | User ] Marne ]

QK | Lancel ‘ Help ‘

In the Queuing tab of the Hunt Group window, check Queuing On and click OK.

’ Hunt Group Callmedia [;]@“

HuntGloup] Voicemail] Fallback Gueuing | VoiceRecording

Queuing Limit ]

Queue Ring Time (sacs] ]1 il

QK LCancel Help

HIP; Reviewed: Solution & Interoperability Test Lab Application Notes 50f26
SPOC 5/22/2006 ©2006 Avaya Inc. All Rights Reserved. CallmedialPO.doc



3.3. Configure Extensions to be Used by Callmedia

Please refer to Avaya IP Office documentation referenced in Section 9 for information on
configuring Avaya IP Office extensions. During compliance testing, several extensions in the
“20000” range were created as shown below. Extension 20002 was used for alternative routes in

Section 4.1

:.'J Manager [10.1.20.10] {C:Program Files'...\Manager') IPD41ZaDC1.cfg
File Edit View Tools Window Help

I¥iconfiguration Tree

[ BOOTR (1)
[ Operatar [3]
-l System |PO412aDC1
@ Line (4]
= Unit(2)

Extension [16]

e User [17)

Hunt Group (0]

[ g Shaortcode [62]

Service (0]

RS 0]

IEal ‘% Incoming Call Route (2]
) WA Port [0)
Directory (0]
Time Profile [0]
- Firewall Profile [1)
3} IP Route (1)

- 2 Least Cost Route [0
- [ Licence [5]
- ] Account Code [0)

]
i i

User Restriction [0]
IS Logical LaN )

Ry Tunnel (0]

20001

5% Extn20100 20100
5% Extn20101 20101
S Extn20102 2002
T8 Extn20103 0103

SR Euniming 20104
5% Extn201105 20108
% Extn200106 20106
S8 Extn20107 2007
S8 Extn20108 20108
S Extn20109 20109
5% Extn5002 5002
Maollser
|

1=l E3
MHame Estension Optians
ﬁ Extnl) o WoiceMail
jfk Extn20000 20000 WoiceM ail

Yo
YoiceMail
WoiceMail
WoiceMail
WoiceMail
Waiceh ail
Waicehail
WoiceMail
YoiceMail
WoiceMail
WoiceMail
YoiceMail
WoiceMail

3.4. Assign Trunks to the Incoming Call Route

In the Manager window, go to the Configuration Tree and double-click Line to open the list of
lines (trunks) available on Avaya IP Office. Double-click the PRI 30 Line whose incoming calls
are to be routed to the Hunt Group Callmedia (22222), created earlier in Step 3.2. By default the
Incoming and Outgoing Group are set to “0” in the Line window that appears. It is possible to
edit the Incoming Group by double-clicking on every channel and editing the Incoming Group
field in the Edit Channel dialog box. Make a note of the Incoming Group and click OK.

HJP; Reviewed:
SPOC 5/22/2006

Solution & Interoperability Test Lab Application Notes
©2006 Avaya Inc. All Rights Reserved.

6 of 26
CallmedialPO.doc



3.5. Configure Incoming call Route

1ol

Line | ShortCades | Advanced |

Line Mumber o’ Line SubType ETSI -
Telephone Nurber [ Number Of Channels 0
[utgoing Channels 30 Prefis
e CHarel 30 Data Channels 30
Chan | Groups | Line Appearance \ ~ TEI 0
1 0o 708
2 00 08 T
3 D0 w M Edit Channal CTEX
4 00 708 =
5 00 703 [
B 00 710
7 0o 11 Charnels
] (L) 2
3 00 s Gegrgboe 1>
10 00 714
1 0o 75 (Outgaing Group 0
12 o0 716
12, 2.0 ZiL Line Appearance d 705

Lancel ‘ Help I

oKk Cancel I Help

In the Manager window, go to the Configuration Tree and double-click Incoming Call Route to
open the list of incoming call routes on Avaya IP Office. Right click in the Incoming Call Route
window and select New. From the Destination drop down list, select Callmedia. For Line

group ID, enter the Incoming Group value noted in Step 3.4. Click OK.

¥ Incoming Call Route

1~ Bearer Capability—

Line group [T ]D

* Bnioice
i~ Speech

Incoming Mumber |

7 Audiodk1
" tnpData

Incoming Sub Address J

™ Databak.
" DataBeK.

" Datav110
i Datav120

Ihcoming CLI ]

Destination 1Callmedia

Locale ]7
Pricrity m

L] " Video

" Ay

Fallback. Extension ]

Night Service Profile ]

Might Service Destination ]

QK | LCancel 1 Help

|

In the Manager window, select File — Save to write the configuration to Avaya IP Office and
select the option to reboot immediately.

HJP; Reviewed:
SPOC 5/22/2006

Solution & Interoperability Test Lab Application Notes
©2006 Avaya Inc. All Rights Reserved.

7 of 26
CallmedialPO.doc



4. Configure the Callmedia Contact Centre Server

The Callmedia Server and SQL database were pre-installed on the same machine for
convenience during the compliance testing. The standard practice would be to install the SQL
database on a separate machine. Note the Callmedia Enterprise Database and Callmedia Advance
Database are preconfigured during the installation stage of the Callmedia server. Refer to
Callmedia Advance Book 2 and Callmedia Enterprise Book 2 documentation referenced in
Section 9 for information related to Callmedia database configuration.

4.1. Callmedia Server Configuration

Launch the Callmedia Console by clicking Start = Programs - Callmedia > Callmedia
Console and log in with the appropriate User Name and Password.

fdm User Logon
'~ Logon
" Please enter your user name and
CC] | | meald passward:
S User Mame: |

Paszsword: | ******* q

Cancel

Expand the tree view in the Callmedia Console by clicking on Callmedia Server Management
- Servers and expand the node for the preinstalled Callmedia Server (callmaed-coih4d). Click
on Licences to ensure that the AVAYA IP Office under the Switch Drivers section is licensed
by having a tick in the check box.

8" Callmedia Console

File Options Help

=] Consales Root Licences
= Cz Calmedia Server Management

i B ﬁ Servers n . .
H Cliert / U Switch D
== calmasd-cahdd (10.1.10.58) il i pulen Dnwets i
@ Clients Type Licence: Drriver Licenced |
] Licenoes Standard 10 S INDex
AL N etwiork Express 0 AVAYA Multiantage G3 I
= Tiace TAPI 1] Callmedia Switch Simulator
Options Diialer a AWVAYA P Office vl
253 Switch Driver Scheduler 10 titel 3300
EJ Sideways Applications Enterprize 10 SpliceCaonn maximiser
@ Consoles Archiver N
Statistics Directar Toolkit Mo
g Host Table
+ €] Calmedia Advance Consols
+ Callmedia Enterprise Console
+ Callmedia User Manager Conzole Fagiie i D
Type ) | Licence none
Angwer Phone Detectian Mo
Serial Murnber
| 3359044821
[NOTE: Answer Phone Detection is currently only supported on the
VAYA MultiVantage Switch Driver.
Manage Callmedia Server on Callmasd-coihdd 15/03/2006 1319 i MUM INS
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Under the same preinstalled Callmedia Server options, click on Switch Driver and click Change

in the Current Driver section.

8 Callmedia Console
File Options Help

= Conzoles Roaot

= Cﬂ Callmedia S erver Management

=l ﬁ Servers

H ; == calmasd-coibdd (10.1.10.58)

o § Clierts

I i -2 Licences
] il

f--" Metwork
cob| Trace
f Optiohs

¥EP Switch Driver

: EI Sideways Applications

g3 Consoles

e Statiztics
“o Bl Host Table

I.\';Iaﬁ-age Callmedia Server on Calmasd-coihdd

+ _i Calmedia Advance Console
_' Callmedia Enterprize Conzole
¢ Calmedia Llser Manager Consale

Switch Driver

1~ Curent Driver
Mame J Mone Selected
Loaded  |No

(=1

15/03/2006 | 1320

NLM

| INS

Select AVAYA IP Office from the drop-down list of the Select switch driver field. Click OK.

Change Switch Driver

Switch Driver Selection

Select switch driver:

oK LCancel
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In the Current Driver section, click on the Load button to load the switch driver. The Loaded
field changes to Yes and the Load button changes to Unload. Once the switch driver has loaded,
its console snap-in should load into the Callmedia Console.

8 Callmedia Console
File ©Options Help

= Consoles Root
= C= Calmedia Server Management
= ﬁ Servers
== calmaed-coihdd [10.1.10.56)
& Clients
a4 Licences

251 Network

| Trace
Optians

TEP Switch Driver

EI Sideways Applications
&3 Consoles

Statistics
B Host Table

Callmedia Advance Console

e

- -‘- Calimedia Enterprise Conzole
S Callmedia Lser Manager Console

IS

=

Manage Eallmeala Server on fallmaed-:o|h4d

Switch Driver

Current Driver

A | 28/03/2006

1412

Hame |AVAYA IP Oifice b
Loaded  [Yes Unload Restart
Calmedia IP Office Switch Driver Congole Plug-n1.2.4
ChIPDffice Yersion 1.2.4
Item Setting Status
General Fredictive Devices 0K
Compatibility
Director
Achiver
Enterprise
Status Settings Trigger Points | Utilitie:s

MU INS

In the Callmedia AVAYA IP Office Switch Driver window, click on the Compatibility tab in
the left panel and tick the 3.1 Compatibility check box option.

Emcallmedia AvaYa IP Office Switch Driver

Settings I
CH Callmedia Switch Driver
g?tm?s SR
inector o
e ¥ 3.1 Compatibility
Enterprize

Archiver
: Campatibility:

Items in red will require the switch driver to be reloaded

Cancel
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Click on Enterprise in the left pane and tick the Enabled check box. By default, the Callmedia

switch driver will not attempt to connect to Callmedia Enterprise.
Connecter ID and Port are populated by default. Click OK.

The Enterprise IP Address,

Encallmedia AYAYA IP Dffice Switch Driver [x]

Settings |
CH Callmedia Switch Diriver
BPMD?S  Erterprize
irector
i IP Address I'I 010.2.20 Part |4E;Dg
[ rchiver Connectar [0 I'I oos
Compatibility
Enabled I3
Auto Answer [
Items in red will require the switch driver to be reloaded ok Cancel |

In the Switch Driver screen in the main Callmedia Console, click

on the Trigger Points button.

Click the Add button in the Enterprise Trigger Points tab of the Callmedia AVAYA IP Office

Switch Driver window below.

E"’-‘-‘ Callmedia AVAYA IP Office Switch Driver

Enterprize Trigger Points

CH Callmedia Switzh Driver

Queus | Name iType |Queus @ | 00H | NSU |OF

Add Modify Remave

| TWE |MoEnt | Status |
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The Trigger Point Wizard is launched, and the three queues present are configured as part of the
Callmedia Server installation. Select the Inbound Voice Queue and click Next.

rigger Point Wizard

Enterprise Queue

Flzaze zelect the Queue that tazks should be added into Callmedia E nterprize:

Marme ©
Outbound Ad Hoc Queus Adhoc
|nband b

Inbound Ad Hoc Queue

Calmadia

Mewt » I Cancel

In the Managed Queue Queuing Hunt Group section, enter 22222 in the Queuing Hunt Group
field. Click Next.

5‘-‘ New Trigger Point

IP Office Hunt Groups Setup

Enter the details of Hunt Graups for rauting and Queueing purposes.

Managed Queue Queuing Hunt Group

Enter the Hunt Group that callz will quewe on until Callmedia Enterprize
allocates the call ta 3 user:

BQueuing Hunt Group: Im

Eallmedia
< Back I et I Cancel
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Alternative Routes are used in situations where Callmedia Enterprise cannot handle the call. For
example, when the Enterprise Queue is outside of its working hours, or there are no skilled users
logged on, the call can be routed elsewhere. During compliance testing, one of the extensions
“20002” configured on Avaya IP Office (see Section 3.3) was used for Alternative Routes,

although Alternative Routes can be interactive voice response systems or a voice mail number.
Click Next.

E’-‘-‘ New Trigger Point
Alternative Routes

Pleaze enter altemnative destinations for occasions when the task cannot be taken by
Enterprise

Out of Hours EE Queue iz outzide of working hours. This

[ueue iz configured to reject tasks outside
of working hours.

Mo Skilled Users 200072 Mo Uszers are logged on with & skill for this

queue and the Queue is configured to reject
tasks in this situation.

Queue Full 20002 The Queus has exceeded its task fimit.

Tack 'wiait E ded 20002 An Enterprize Router has not routed the call
Ast WAk Ereste within the T ask W ait Timeout

Mo Erterprize 20002 Enterprize is not connected or iz shutting
down,

Connected

< Back | Cancel

The final screen is the Trigger Point Summary. Click Finish.

5-”-' New Trigger Point
Trigger Point Summary
Queus 1007 - Inbound Woice Queus
Queueing Group 22222 Call waill queus at the queueing group until Calmedia
Enterprize allocates it to a user.

Failure  Out of Hours 20002l will be: routed here if the Queue iz out of howrs
handling 1o Skilled Users 2000Zall will be routed here if there are no skilled users
logaed on
Queue Full 200025l will be routed hers if the Queus is ful

Task "Wait Exceeded 2000 all will be routed here if the T ask wait iz exceeded
Enterprize nat 200023l will be routed here if Callmedia Server is
connected connected but Enterprise is not
< Back Cancel
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4.2. Create Callmedia Teams and Users

Three sets of teams and users were created for the compliance testing. This section shows the
setup for the blended team and blended user only. For compliance testing, inbound and
outbound teams and users were also configured.

Expand the tree view in the Callmedia Console by clicking on Callmedia User Manager
Console = CallmediaEnterprise and right-clicking on Teams. Click on New Team

& Callmedia Console g@]

File Options Help

=] Consoles Fioot

=] Cﬂ Callmedia 5erver Management
+ Servers
= E_I Eﬁ;ﬂmedia Aostes Congile Select an item to viewv its description Team ID e e
+- 5§ Callmedia Enterprise Console
£ 5 Calmedia User Manager Console

= = CalmedisEnterprise

& Users
o

N IRt s Team

£ ! 2
D | 28003722008 | 1340 NUM

In the Edit Team dialog box, click on the Team Details tab, and enter a team name in the Team
Name field. From the Team Type drop-down list, select Advance Preview/Progressive. The
Call Selection Rules can be left with the default choice.

Edit Team

Team Details ] Team Skillz | User Stats Reset | User Logoff Schedule ]

General Settings

Team Mame

blerded_team|

Advance Settings
Team Type
|Advance Preview/Progressive j

Call Selection Rules

1Cal| arranged callbacks then recycled calls followed by newv calls ﬂ

Dialer Metrics

Abandoned Call Target
From 0.0t0 5.0%

Abandoned Call Measurement Criteria

Abandoned Call Delay
From 010 4 seconds
Estimated Talk Time
Minutes
Ol Cancel | Help |
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Click on the Team SKills tab and tick the Callmedia Outbound Queue and Inbound Voice

Queue check boxes. Click OK.

Team

Team Detailz

| Bueus Name
Calrmedia Outhound Queus
Calrmedia Simulator Jusue
Inbound &d Hoc Queue
Inbound Email Queue
Inbound Waice Queus
Outbound &d Hoc Queue

Cancel ‘

te |

The Teams page in the main Callmedia Console shows a summary of all teams. Ensure that the
three teams are correctly set up. In this setup there are three teams: “inbound team”,
“outbound team” and “blended team”.

8" Callmedia Console
File Options Help

1= {8 Consoles Roat
'—L--CE Callmedia Server Management
i E & Servers
Calimedia Advance Console
Callmedia Enterprise Consale
Callmedia User banager Conzole
&4 CallmedisEnterprize

@ Users

- 4F Teams

b ﬁ Fieparting Groups

CBE&

Teams.

Team ID

Team Mame

A team iz 8 means of grouping many ﬂ? 2
uzers together with the same skil set. ‘m" 3

inkouncd_tesm
authound_team

Pleaze note & user can only be a tm.'4

blended_team

member of one team at most.

(.

|

D | 28/03/2006 | 1347

| HuM |

Expand the tree view in the Callmedia Console by clicking on Callmedia User Manager
Console 2> CallmediaEnterprise, and right-click on Users. Click on New User.

& Callmedia Console

Fle Options Help

= €] Consoles Root
Callmedia Server Managemert
=] Calmedia Advance Conscle
-5 Calmedia Advance
1 B3 Teams
58 Campsigns
w8 Maintenance
5 Total Results
i & User Summaty
-5 Calmedia Enterprise: Console
=] 3 Calmedia User Manager Cansole

=52 CalmedisEnterprise

-4 Team A

B Reportii

Select an item to view its description
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§a WishView Accourt WehView
1533 Stats Console Sys_Stats
o | b
532006 | 1405
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In the User form, click on the User Details tab and complete the agent user information. The
Logon ID and Password will be used during agent logon. Select the appropriate team from the
drop-down list in the Team field.

User

User Detaiks | Skils | Stats Reset |

Firstname
Surname
Logon &

Pazsward

Email Address

SMS

Commernts

User Type
Reporting Group
Team

Advance User Type

Connectar Info

* All changes take
effect on user logon.

&3

1user_b|end

1user_blend

1user_b|

i

|

|

[orml |
|<= Mone == |

]ND Delay Preview

Walue

Description

Agent Password
PCS Password
Auto Answer

Ok | Cancel ‘

b |

The Users page in the main Callmedia Console shows a summary of all users configured. Ensure
that the three users are correctly set up. In this setup, there are three users: “user _inbound”,
“user_outbound” and “user blend”.

§ Callmedia Console

File Options Help
= & Consoles Root

+ £ Calmedia Server Management
% €] Calmedia Advance Console
#-5 Calmedis Enterpriss Console
=5 Calmadia User Manager Console
=& CalmedisEntsiprise

O Users

® 4 Teams

i Reporting Groups

el m User ID Firsthame Surname Extension | Team hame LagoniD:
. user s an account which is usedto || &1 Systems Eiistrstor Ackrin
idertity wha you ars to Callmedia b user_blend user_blend user_bl
Ertter priss G2 Guest User Guest
There are several types of User in g 3 iuﬁer:sor zu’:er\:lsor iu:rerd
Enterprise, they are managed by a almedia Hppo almedia
Supervisor andior System @s Wehisw Account Wekigw
Adiministrator. They have various @ Stats Console Sys_Stets
permission levels: @r agenitl agenitl inbaund_team agert
T mmmn s user_inbound user_inbound inbound_team user_in
Supervisor - Alows user mensgement || & 9 user_outbound  user_utbound 20000 outbounc feam  user_out
and reparting.
Adinistrator - Access all areas of the
systam
£ 3
(XD | 23/m3/2008 | 1241 NUM | NS
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4.3. Check Inbound Voice Queues

To check that the necessary skills for the teams have been set up correctly, expand the tree view
in the Callmedia Console. Click on Callmedia Enterprise Console = CallmediaEnterprise =
Managed Queues > Inbound Voice Queue > Skill Deployment. The configured teams that
will be used for inbound calls will be listed.

2 Callmedia Console
File Options Help
=€f Corsoles Root
+ G Calmedia Server Management
+ €] Calmedia sdvance Console
=B Calmedia Enterpriss Consols Users Teams

= &2 CallmedisE terpiise Hame [ Level | Time Blend | Len Bler Hame Level Time Blend | Len Bler
[ Unmanaged Queues o

blended_team 10 0
~ il Managed Queues inbound_team 10 0 1}
_+_- Calimedia Simulstor Gue

Skill Deployment

(@] Inbound Email Queus
= [@ Inbound Voice Dueve
¥y Priority Settings
% Prioity Simulstor
Advanced Settings
@ 5LA Settings
J) Alert Settings
i) Alerts
Il Stats Reset Schedule
Resull Codes
Callmedia Desktop
working Times
I kil Deplopment
= B Ad Hoc Queues
i Biokered Dueues
L3 Prioity Simulator
- g Not Avaisble Codes
Connectors
Configuration
working Days
 4¥ Calmedia User Manager Console

< | @ ¢ ‘ >

29/03/2006 14:07 ; MU INS

4.4. Check Outbound Call List

For Preview and Progressive outbound dialling a call list was pre-configured. Refer to the
Callmedia documentation in Section 9. Click on Callmedia Advance Console > Callmedia
Advance = Campaigns = Outbound Campaign = Calls Lists = Calls List Summary. The
outbound call list is displayed.

& Callmedia Consaole E‘@@

File Options Help

=l Consolos Root Calls Lists for Campaign "Outbound Campaign’
+ G Calmedia Server Management

= ]| Calmedia Advance Console
=1 = Callmedia Advance Desciiption Creatar Friority | Status
o B3 Teams 000 35,00 blended_team
=) <3 Campaigns
= Dutbound Campaign
Resulls
Summary
= Calls Lists
=-F 30000

Calls List Rest
Calls List Sum
% Recycling Plans
Campaigh Result Cad
Y. Calls In Enor
£ Maintenance
i Tatal Results
@ User Summary
3 § Callmedia Enterprise Consale

Callmedia User Manager Console

29/03/2008 14:09 NUM IN%
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4.5. Callmedia Agent Application Configuration

Insert the Callmedia installation CD, and in the Main item selection section, select Callmedia

Core Products. In the Sub item selection section, select User Components. Click Install
Selection.

E-‘! Callmedia Installs - ¥ersion 4.0.1

edia Product Install
—

2l

Sub item selection

ucts
Callmedia Visual Campaign Builder
Callmedia Enterprize Connectors
Calmedia Archiver

Callmedia SMS5 Gatewsay
Callmedia D ocumertation

Server/Supervisor Components

7 Tl
L Selection

The type of user components must be selected; choose the Callmedia Enterprise or Blended
Contact Centre option. Click Next.

i Callmedia User Components - InstallShield Wizard

Setup Type

Please select your preferred setup bype
Flzase select the tvpe of setup vou prefer

() Callmedia Express
() Callmedia Professional
() Callmedia advance

(%) Callmedia Enterprise or Blended Contact Centre

OCustom
< Back ][ Mext = ] [ Cancel
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Tick the Hot Desking checkbox, to allow the user to enter an extension during login. The Socket
Number appears as “4605” by default. Tick Specify IP Address and enter the IP Address of
the Callmedia server. Click Next.

i Callmedia User Components - InstallShield Wizard

Callmedia Client Configuration

Please specify vour preferences

“our Telephony Extension

Extension Mumber:  [=-

Hot Desking

Server Connection

Socket Mumber: 14605

Specify IP Address

IF Address: [10.1.10.56

[ <Back || HMexts | [ Canicel ]

The Callmedia Desktops Configuration screen allows the desktops to start a browser which can
be used as a link into the client’s application. Ensure that Enable Browser is unchecked (this is
the default). Click Next.

i Callmedia User Components - InstallShield Wizard

Callmedia Desktops Configuration g
Flease specify ywour preferences '-a- - 3
[CJEnable Browser
< Back ]| Mext > | [ Cancel

Click Install to start the installation.

i Callmedia User Components - InstallShield Wizard

Ready to Install the Program . U "
The wizard is ready to begin installation. '-1 )

Click Install to begin the installation.

If wou wank ko review or change any of your installation settings, click Back, Click Cancel to
exit the wizard.

[ < Back I Install 1 [ Cancel
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4.6. Install and Configure Avaya IP Office TAPI2 Service Provider

Using the Avaya IP Office User CD, install the Avaya IP Office TAPI Service Provider driver on
the Callmedia client machine.

After the Callmedia client machine reboots, log in to the system again as administrator and go to
Start — Settings — Control Panel. In the Control Panel window that appears, double-click

Phone and Modem Options. In the Advanced tab of the Phone and Modem Options window,
double-click Avaya IP Office TAPI2 Service Provider.

Phone and Modem Options @E|

| Dialing Rules | Modems | Advanced
;@ The following telephony providers are installed on this computer.

Providers:

wider
Provider

|| &vapa IP Office TAP
| Microzoft H.323 Telephony Service
| Microsoft HID Phone TSP

| Microzoft Multicast Conterence TAP! Service Provider
| NDIS Proxy TAPI Service Provider

| T&PI Kernel-Mode Service Provider

| Unimadem 5 Service Provider

[ Add.. ][ Remove ][Qomhgure..

In the Avaya TAPI2 configuration window, set Switch IP Address to the IP Address of Avaya

IP Office, select Third Party, and set Switch Password to the password set for Avaya IP
Office.

Avaya TAPI2 configuration

Switch P Address 10.1.20.10 l
| |
() Single User
Usger Mame |

User Pazsward
() Third Party
Switch Pazzword I nim
WA Llsers
ACD Dusues

Reboot the Callmedia client machine.
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4.7. Callmedia Agent Application

The Callmedia Client will automatically start when Windows starts, and may also be started by
selecting Start > Programs - Callmedia - Callmedia Client.

When Hot Desking is enabled (as in this installation), enter the user’s extension and click OK.
This can be any station configured on Avaya IP Office.

Extension Mumber Entry gj

Callmedia client cannat identify waur
Telephone E stension Mumber.

Fleaze enter your extension : i 20000

The user must log in, and enter a valid Login ID and Password with the user name and
password configured in Section 4.2. Click OK.

Callmedia Desktop

Please enter your logon ID and pazsword:

Logon D |user_in

Password |*
Cancel ‘ 0K

Uszer: uzer_inbound user_inbound [+20000]

e © &

LogOff  Available

on: 00:00:02

When the user clicks Available, the desktop display will change, showing the “Waiting” state.

Completed: O media o
@ ogged on: 00:00:35 SN hadg

User: user_inbound user_inbound [x20000)
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5. Interoperability Compliance Testing

The interoperability compliance testing included basic TAPI interoperability, functionality and
serviceability testing. Performance load testing was not performed. The testing examined the
Callmedia contact centre suite interoperability with Avaya IP Office 3.1. The majority of the
testing focused on the ability of the Callmedia agent application to perform the following
operations: Place/receive calls, Hold, and Retrieve. The serviceability testing focused on
verifying the ability of the Callmedia contact centre to recover from adverse conditions, such as
an Avaya IP Office reboot and disconnecting the Ethernet cable from the Callmedia server.

5.1. General Test Approach

Testing included validation of correct operation of typical call centre functions including
inbound voice calls and outbound campaign calls both in preview and progressive modes.
Functionality testing included basic telephony operations such as answer, hangup and
hold/retrieve, exercised from both the agent telephones and the agent softphones for the inbound
and outbound campaign calls. The serviceability test cases were performed manually by
rebooting Avaya IP Office from Avaya [P Office Manager and by physically disconnecting and
reconnecting the LAN cables.

5.2. Test Results

All test cases passed successfully. Callmedia does not support transfers and conference from the
Callmedia agent bar. Predictive dialling is not supported with Avaya IP Office. A separate
application called Callmedia Express allows more control functionality over the agent phones,
such as transfer and conference although this was not compliance tested.
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6. Verification Steps
This section provides the tests that can be performed to verify proper configuration of Avaya IP
Office and Callmedia contact centre.

6.1. Verify Avaya IP Office TAPI

Verify connectivity with Avaya IP Office as follows:

e Log in to the Callmedia client machine and go to Start — Programs — Accessories —
Communications — Phone Dialer.

e In the Phone Dialer window, select Edit — Options.

In the Lines tab of the Options window, select the Phone Calls: drop-down list. If one or

more “IP Office Phone: XXX” (where XXX is an extension number) entries appear, then

the IP Office TAPI Driver is installed and working properly.

6.2. Callmedia Contact Centre
e List all TAPI Lines, and verify that all expected phones are listed in the log.

Fle Options  Help

<

# Licerces
2 Hetwak

] Temon
Dpticers
a Sveich Dirves.

B Sideways Applcations
4 Consoles

Shanins
Hoat Tabe

=1 ] Cabneds fdvarrcs Consols
alimechn Advonce

& T
o B Team
= 4 Canpagrss
= @ Duthound Campaion
Fends
- Sl
= o Cals Lins
v [T 10y

B Calmedia Erierprian: Console
- i Colmedial rherpiive
# [ Unmanaged Qunies
I Managed Queues
= [ A Ho Dusass
I Bickeied Queies
=& Firaiy Sundsion
Mot Avadabie Codes
= Ji Connecton
1] Calimecha fctearnce Oul
] Calimedia Emad Connect
1] Callecha IND < Corrm
4] Collmedia 1P ifice Core
] Camedia Mitel 3300 Cae
1] Calliecha Mullivanlage |

] Falirctin Siessilatrr P ™
»

Manags Calimeda Server on Calmasd-cohdd

Ll Switch Driver

Cuneni Dikver
Heme  [AVAVATF Offce |

Losded [T

Coalirreechia IP ffice Switch Divver Console Phugn1 2 4

CMIPOIe Yepon 1,24
Ibem Selirg
El

Genttal Dl Prfie

Trigger Points

CHD | sunsae

Cizplary Switch Model

List TAP] Lines

1743 HUM

EE®
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TR0 -]
returned © BO0DOO0C
returned o BOODOOOC

HT ) > »AUTHORT
ce (ID
ce (ID:1
ce (ID:2)
ce (ID:3)
es (1D
es (1D
(1
I 7)

EDL({tap:
BOZ{ Laps
BOE{ Laps

Dffice
Office
Office

Dffice
Office
Office

Dffice
Office
Office

;

ook Frozen Logang: ML

e Check that the trigger points are set up and active. In the Callmedia Switch Driver screen,
click on the Trigger Points button. Ensure that the correct Hunt Group numbers are
entered (in this example “22222”) and that the state is shown as ACTIVE.

Callmedia AVAYA IP Office Switch Driver,

Enterpriss Triager Points

CH Calimedia Switch Driver

Quewe | Name [Tope  [Hueue®[OOH |NSU |GF |TWE NeEnt
Managed 22222 20002 20002 20002 20002 20002

Status

& il >

Add Modity Femove | [ 1 Active]
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7. Support

For technical support on Callmedia, contact Callmedia Support at +44 (0)1489 553525 or via e-
mail at support@callmedia.co.uk.

8. Conclusion

These Application Notes describe the configuration steps required for the Callmedia 4.0.1
contact centre suite to successfully interoperate with Avaya IP Office 3.1. All feature
functionality, performance and serviceability test cases were completed successfully.

9. Additional References

This section references the Avaya and Callmedia contact centre product documentation that are
relevant to these Application Notes.

Avaya product documentation can be found at http://support.avaya.com.
e Avaya [P Office CTI Link Installation Manual, 40DHB0002UKAB — Issue 11a (June
2005)
e Avaya IP Office 3.1 Installation Manual, Issue 13j (Dec 2005)
e Avaya IP Office 3.1 Manager Manual, Issue 17d (Sept 2005)

The following documents can be found on the Callmedia Installation CD:

e Callmedia Enterprise Book 1

e Callmedia Enterprise Book 2

e Callmedia Advance Book 1

e Callmedia Advance Book 2

e Callmedia IP Office Switch Driver Guide
e Callmedia Planning Guide
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©2006 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
DeveloperConnection Program at devconnect@avaya.com.
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