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Abstract

These Application Notes describe the configuration steps required to integrate Inova LightLink
with Avaya Call Management System using the Inova Historical Interface to capture ACD call
center data from Avaya Aura® Communication Manager. The Inova Historical interface is
used to obtain splits/skills, Vector Directory Numbers (VDNs), and agents data periodically.
This interface is provided by Avaya Professional Services.

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 to integrate Inova LightLink
with Avaya Call Management System using the Inova Historical interface to capture ACD call
center data from Avaya Aura® Communication Manager. The Inova Historical interface is used
to obtain splits/skills, Vector Directory Numbers (VDNs), and agents data periodically. This
interface is provided by Avaya Professional Services.

Inova LightLink is a middleware platform that supports the integration, management, and
delivery of real-time data. Inova LightLink utilizes the real-time call center data from Avaya
Aura® Communication Manager for splits/skills, VDNSs, and agents, and provides the
information to applications or contact center organizations for effective management.

The data streams of ACD call center historical data are obtained by Inova LightLink from Avaya

CMS. ATCPclientser ver model I's used for the connecti
and I nova LightLink being the “server’”. | nov
accept the data connection from the Inova Historical interface of Avaya CMS. Avaya CMS can

send data to Inova LightLink at 15, 30, or 60 minute intervals (configurable).

Avaya Professional Services installs and configures the Inova Historical interface on Avaya
CMS, and provides the TCP port number associated with each historical interface session to
Inova for configuring LightLink. LightLink parses the raw data streams received and makes the
data available on various output devices. The historical data can be monitored by customers via
customized viewing models.

2. General Test Approach and Test Results

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
completenessofaDevConnect member’'s solution.

The feature test cases were performed manually. Incoming calls were made to the monitored
ACD/Skill and VDN groups to enable data streams to be sent to LightLink. Manual call controls
and work mode changes from the Agent telephones were exercised as necessary to populate
specific fields in the data streams.

The serviceability test cases were performed manually by stopping and restarting the Inova
Historical interface, and by disconnecting and reconnecting the LAN cable to the LightLink
server.

RDC; Reviewed: Solution & Interoperability Test Lab Application Notes 2 of 60
SPOC 12/17/2012 ©2012 Avaya Inc. All Rights Reserved. Inova-Hist-CMS_CM



The verification of all tests included checking of proper display of real-time data at the
LightLink server, and comparing the displayed data with reports from the Avaya CMS server.

2.1. Interoperability Compliance Testing

The interoperability compliance test included feature and serviceability testing. The feature
testing focused on verifying Inova LightLink parsing and displaying of ACD/Skill, VDN, and
Agent data from Avaya CMS.

The serviceability testing focused on verifying the ability of Inova LightLink to recover from
adverse conditions, such as restarting the RT_Socket interface interfaces.

2.2. Test Results

The test objectives listed in Section 2.1 were verified and all test cases were executed and
passed.

2.3. Support

Contact Inova Solutions for technical support and for other display options such as real-time and
historical dashboards, digital signage and desktop products.

A Web: support.inovasolutions.com (Log in Required email for username)
A Phone: (888) 637-1080
A Email: support@inovasolutions.com

3. Reference Configuration

Figure 1 illustrates the configuration used for compliance testing. The network consisted of
Communication Manager running on an S8300D card that was installed in the G450 Media
gateway, Avaya Call Management System and Inova LightLink.
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Figure 1: Network Configuration
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4. Equipment and Software Validated

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

Equipment Software/Firmware

Avaya PBX Products

Avaya S8300D Server running Avaya Aura®

Communication Manager Avaya Aura® Communication Manager 6.2

Avaya G450 Media Gateway MGP HW 2 FW 31.20.0
MM710 T1 Module HW 5 FW 22
MM711 Analog Module HW 23 FW 73
MM712 DCP Media Module HW 7 FW 14
MP80 VolP-DSP HW 6 FW 67

AvayaCall Management System

Avaya Call Management System R16.3

SUN SPARC Enterprise T5120 Avaya Inova Historical Interface V1.7.4

Inova LightLink

Windows Server 2008 R2 Enterprise SP1

VMware Virtual Machine Inova LightLink 5.7

5. Configure Avaya Aura® Communication Manager

This section describes the steps required for Communication Manager to support the
configuration in Figure 1. The following pages provide step-by-step instructions on how to
administer parameters specific to the Inova LightLink solution only. The assumption is that the
appropriate license and authentication files have been installed on the servers and that login and
password credentials are available and that the reader has a basic understanding of the
administration of Communication Manager. It is assumed that all other connections, (e.g., to
PSTN, to LAN) are configured and will not be covered in this document. The reader will need
access to the System Access Terminal (SAT). For detailed information on the installation,
maintenance, and configuration of Communication Manager, please refer to Section 9 ([1]).

This section provides the procedures for configuring Communication Manager. The procedures
include the following areas:

Verify Communication Manager Options
Administer adjunct CMS release
Administer processor interface channel
Administer measured VDN

Administer measured Skill

I > D >
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The detailed administration of contact center devices such as ACD/Skill, VDN, Vector, and
Agents are assumed to be in place. These Application Notes will only cover how to enable
ACD/Skill, VDN, and Agent data to be sent to Avaya CMS.
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5.1. Verify Avaya Aura® Communication Manager Software Options

Log into the System Access Terminal (SAT) to verify that the Communication Manager license

has proper permissions for features il lustrat
system-parameters customer-o pt i ons” ¢ o mma n@3Version fiekl issetftoy t hat t |
“ V1 4 'Pageolas shown below.

display system - parameters customer - options Page 1of 11
OPTIONAL FEATURES

G3 Version: V14
Location: 1 RFA System ID ( SID): 1
Platform: 6 RFA Module ID (MID): 1

USED
Platform Maximum Ports: 44000 727
Maximum Stations: 36000 239
Maximum XMOBILE Stations: 0 0

Maximum Off - PBX Telephones - EC500:0 O
Maximum Off - PBX Telephones - OPS:50 8
Maximum Off - PBX Telepho nes - PBFMC:0 O
Maximum Off - PBX Telephones - PVFMC:0 O
Maximum Off - PBX Telephones - SCCAN:0 O

(NOTE: You must logoff & login to effect the permission changes.)

Navigate to Page 6, and verify that the Call Center Releasef i el d 6.9 "s e tast & h“% wn
below.

display system - parameters customer - options

Page 6 of 11
CALL CENTER OPTIONAL FEATURES

Call Center Release: 6.0

ACD?y Reason Codes? y
BCMS (Basic)? y Service Level Maximizer? n
BCMS/VusStats Service Level? y Service Observing (Basic)? y
BSR Local Treatment for IP & ISDN?y  Service Observing (Remote/By FAC)? y
Business Advocate? y Service Observing (VDNs)? y
Call Work Codes? y Timed ACW? y
DTMF Feedback Signals For VRU? y Vectoring (Basic)? y
Dynamic Advocate? y Vectoring (Prompting)? y
Expert Agent Selection (EAS)? y Vectoring (G3V4 Enhanced)? y
EAS PHD?y Vectoring (3.0 Enhanced)? y
Forced ACD Calls? n  Vectoring (ANI/II - Digits Routing)? y
Vectoring (G3V4 Advanced Routing)? y
Lookahead Interflow (LAI)? Y Vectoring (CINFO)? y
Multiple Call Handling (On Request)? y  Vectoring (Best Service Routing)? y
Multiple Call Handling (Forced)? y Vectoring (Holidays)? y
PASTE (Display PBX Data on Phone)? y Vectoring (Variables)? y
(NOTE: You must logoff & login to effect the permission changes.)
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5.2. Administer Adjunct CMS Release

Use the “changmesgssemeat ur es Pagecld Rettken d and na:
Reporting Adjunct Release field for CMS to the software release of the Avaya CMS. In this
caseBlRIGR1 i s used to correspond 630 Avaya CMS :

change system - parameters features Page 12 of 19
FEATURE RELATED SYSTEM PARAMETERS

AGENT AND CALL SELECTION
MIA Across Splits or Skills? n
ACW Agents Considered Idle? y
Call Selection Measurement: predicted - wait - time
Service Level Sup ervisor Call Selection Override? n
Auto Reserve Agents: all
Block Hang -up by Logged -in Auto - Answer Agents? n

CALL MANAGEMENT SYSTEM
REPORTING ADJUNCT RELEASKdetermines protocol used by appl link)
CMS (appl mis): R16.1/R16.x
AAPC/1Q (appl ccr): 5.1/5.2/7.0

BCMS/VusStats LoginIDs? y
BCMS/VuStats Measurement Interval: hour
BCMS/VuStats Abandon Call Timer (seconds): 10
Validate BCMS/VuStats Login IDs? n
Clear VuStats Shift Data: on - login
Remove Inactive BCMS/VuStats Agents? n

5.3. Administer Processor Interface Channel

Assi gn a new processor i nterf ac dntedateprocassert wi t h
channel s” command. Add an entry with the fol
A Enable: “y
A Appl.: “mi s”
A Mode: “s” for server mode.
A Interface Link: Link number for data module Ethernet port from Section 3.5.
A Interface Chan: TCP channel number for Avaya CMS.
A Destination Node: ~ Avaya CMS server node name from Section 3.3.
A Destination Port: ~ “ 0~
A Session Local: Corresponding channel number in Proc Chan field. In this case
13 l ”
A Session Remote: Corresponding channel number in Proc Chan field. In this case
13 l ”
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The Interface Chan field contains the Avaya CMS TCP channel number, which is defined as
part of the Avaya CMS installation. For the compliance testing, the TCP channel number of
“5001” was used.

change communication - interface processor - channels Page 1of 24
PROCESSOR CHANNEL ASSIGNMENT
Proc Gtwy Interface Destination Session Mach
Chan Enable Appl. To Mode Link/Chan Node Port Local/Remote ID
1. y ccr s pv4 5002 igql 0O 1 1
2: y mis s pv4 5001 cms 0 4 4

5.4. Administer Measured VDN
Usethe* change vdn n” ¢ omma n daqftheWwbNto e méasaréd byi s

Avaya CMS. Setthe Measuredf i el d t o “external” or “both?”

VDN to be sent to Avaya CMS. Repeat this step for all VDNSs that will be monitored by Avaya
CMS.

change vdn 66101 Page 1of 3
VECTOR DIRECTORY NUMBER

Extension: 66101
Name*: Inova LightLink 2
Destination: Vector Number 21
Attendant Vectoring? n
Meet - me Conferencing? n
Allow VDN Override? n
COR: 1
TN*: 1
Measured: both
Acceptable Service Level (sec): 10
Service Objective (sec): 20
VDN of Origin Annc. Extension*:

1st Ski II*:
2nd Skill*:
3rd Skill*:
* Follows VDN Override Rules
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5.5. Administer Measured Skill
Uset he “chamoephwmit command, whbféhe ACD/Skilgroup s

“bot h” t otimemeauremeant data@retHe ACD/SKill group and the associated agents
to be sent to Avaya CMS. Repeat this step for all ACD/Skill groups that will be measured by
Avaya CMS.

change hunt - group 20 Page 2of 4
HUNT GROUP

Skill?y  Expected Call Handling Time (sec): 2
AAS? n Service Level T arget (% in sec): 10 in 60

Measured: both Service Objective (sec): 60

Supervisor Extension: Service Level Supervisor? y

Activate on Oldest Call Waiting? y

Call Selection Override? n

Controlling Adjunct: none Level 1 Threshold (sec): 2
Level 2 Threshold (sec): 5

Dynamic Threshold A djustment? n
VuStats Objective:
Dynamic Queue Position? y
Multiple Call Handling: none

Timed ACW Interval (sec): After Xfer or Held Call Drops? n

RDC; Reviewed: Solution & Interoperability Test Lab Application Notes 10 of 60
SPOC 12/17/2012 ©2012 Avaya Inc. All Rights Reserved. Inova-Hist-CMS_CM

t

he

e
number to be measured by Avaya CMS. On Page 2 setthe Measuredf i el d t o “exter na



6. Configure Avaya Call Management System

Configuration of the Inova Historical interface is performed by Avaya Professional Services and
is outside the scope of these Application Notes. After the interfaces are configured, the user can
follow the procedures below to enable the interface.

6.1. Verify Inova Historical Interface

The Inova Historical Interface is always enabled and monitoring splits/skills, VDNs, and agents
on Communication Manager. To verify that ACD call center data is being monitored, use a
terminal emulator to connect to Avaya CMS and log in with the proper credentials. The Main
Menu is displayed as shown below. Select Inova Historical from the Main Menu.

M) fvavva Terminal Emulator - crms1085 =HIEE N>

Profile  Edit Connection  Help
9/ 6/12 08:44 Avavya(TM) CM3 Windows: 0 of 10

FMainMenw

Tnova Historical>
Logout

FSS——-

Help Window Commands keep Exit Scroll Current kainkienu
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After selecting the Inova Historical option, the inova Reports Interface menu appears as
shown below.

IE) fvsarva Terrminal Ernulator - crms1085 = || E=)ER
Profile  Edit Connection  Help

inova Reports Interface

o to old)

o 1

5 minute delay on the inowva server
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Ent er isplaythe dondigurdtion information, followed by the Enter key. The Configured
Sessions screen appears. A description of the screenshot fields appear.

A SESSION: Each session defines a connection that Avaya CMS establishes with Inova
LightLink.
A ACD: This column displays the ACD number associated with Communication Manager as
configured on Avaya CMS.
A SERVER: Al ways displays “inova” as the name
A PORT: Shows the TCP port that will be used to transfer data during each session.
A TYPE: This column defines what type of data will be transferred during each session.

IE) fvsarva Terrminal Ernulator - crms1085
Profile  Edit Connection  Help

Current Configuration - V1.7.4

STON ACD FERVER

Fress ENTER to continue: I
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7. Configure Inova LightLink

This section provides the procedures for configuring Inova LightLink. The procedures fall into
the following areas:

e Administer Inova historical interface for Skill data
e Administer Inova historical interface for VDN data
e Administer Inova historical interface for Agent data

Configuration of LightLink is typically performed by Inova technicians. The procedural steps
are presented in these Application Notes for informational purposes.

7.1. Administer Inova Historical Interface for Skill Data

From the LightLink server, start the Administrator application by launching All Programs A
Inova Solutions A LightLink Middleware A Administrator. The Administrator screen is
displayed.

7.1.1. Administer New Custom Data Source

Right-click on Input Manager in the left pane and select New Data Source Connection from
the pop-up menu (Not Shown).

& Administrator - LightLink Contact Center Edition

© File Edit  Wiew Toos  Window  Help

DEHdxEDR %2 0rPre 666 ?(a

i Host Yiew of LightLink System 1 x

=- h Avaya

E||§! WIN-DEGMSIAFNTC)

------ i Auditar

Eﬂ---!i Client Manager

------ E External Input Manager
EE|--- Input Manager

------ ﬁ Object Bus

[+ [ Cutput Manager

(&) startup | B Host View | @ Global view
Inova LightLink| Ready |[§ | |
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The New Data Source screen is displayed on top of the Administrator screen. Scroll down the
window and select Avaya CMS. Click OK.

New Data Source |

Al Headline Mews -
4 zpect RealTime Bridge

A zpect LIP

Bryana Aura

Breana BCMS

evapaCMs
Ayana BT Socket e
Beana RTA,

Cizco UCC Enterprize

Cizco JCC Express

Geneszys GIS ar Stat Pump

IMIM CIC 3.0

IMIM CIC 4.0

| iakH ik A j

k. I Cancel Help |
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7.1.2. Administer Custom Data General Tab
The Avaya CMS Socket Skill Historical Properties screen is displayed next. Select the

General tab and enter a descriptive name for the new data source. Inthiscas e, “ Avaya CMS
Socket Skill-Hi st ori cal” is wused. PrdeertddDfrelddt he def aul 1
Avaya CM5S Socket Skill - Historical Properties |
General |Eu:unneu:tiu:un| SEttingsl 55H I
A ET o e aya CMS Socket Skill - Hiztorica
Server D 2489
Prefered|D |'|4
— Remaote
Hast [WwIN-DEGNSIAFNTE =l
| k. I Cancel Help
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7.1.3. Administer Custom Data Connection Tab

Select the Connection tab. For the Connectionportf i el d, sel ect *“TCP/ 1 P Cc
drop-down list. Enter the IP address of the LightLink server into the Hostname or IP address

field. For the Listening port field, enter the TCP port number that the Avaya CMS server uses

for transferring Skills data. This port number is provided by Avaya Professional Services. For

the compliance testing, the port number wused

Avaya CMS Socket Skill - Historical Properties

General Connection | Settingsl S5H |

Connection port:

Hoztname or [P address: I'I ne4.101.32

Liztening port; I?EIEI:Z

| k. I Cancel Help
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7.1.4. Administer Custom Data Settings Tab

Select the Settings tab. Select the Data format file field, and click on Browse. From the

SelectFiles cr een,
same procedure
Connect timeout (sec.)f i el d,

t

o sel

selectofavalaskitbbckdf”hfsebdm
ect
i ncrease

“ av 8cyipt file field. &ar tkee t
the val ue Retasmn “ 9

the default values for the remaining fields, and click on Advanced.

Avaya CMS Socket Skill - Historical Properties

.Generall Connection  Settings | S5H |

—File=

Drata farmat file:

Script file:

Filez MUST reside in the Serverhervcigidzms directon.

avaya_rtzocket histonical kil =d

avaya_rteocket_histonical dzs

Edi.. |

Browsze. .. |

— Timing

Connect timeout [zec.] ;

Dizconnect timeout [zec.] :

Data tirneout [sec.] : a0

v &utomatically reconnect if data imeout ocours

IEIEIEI'EIEI 3:

Advanced... |

o]

Cancel | Help

The Warning pop-up window below is displayed on top of the Avaya CMS Socket Skill —

Historical Properties screen. Click Yes to continue.

Warning

Advanced configuration parameters should be modified only

L by a knowledgeable technician,
Do you wank to continue ¢

=

Yes Mo
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The Advanced Properties screen is displayed on top of the Avaya CMS Socket Skill —
Historical Properties screen. Set the value of the ActsAsServerp ar amet er t o
the textbox below to enable the LightLink server to take on the role of the* s er ver ”
communicating with Avaya CMS. Also, set the DataFieldsOkOnDisconnectp ar amet er

Click OK to submit the changes for the Advanced Properties screen. Click OK on the Custom
Data Source Properties screen to submit the changes for that screen.

Advanced Properties

=]|

QueueSize=1000

MHull aluekd apString
ActatzSerer=1

RecardD ata=0
RecardFilename=05M_14.DAT
DiagnosticYiewR efrezh=0
Reconnects ait=0
RedundantafithlD=0
DrataFigldT imeoutlnterval=0
DataFigldz0kOnDizconnect=1
TimedFieldCount=0

o |

Cancel

Help
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The Administrator screen is displayed next, and updated with the newly created custom data
source “Avaya HMS tSodkceatl "Skaisl Ishown bel ow.
by the data source when the connection to Avaya CMS is established.

& Administrator - LightLink Contact Center Edition
© File Edit Wiew Tools Window Help

DEHKES = 0PO 0660 73]

: Host Yiew of LightLink System o x

= % Avaya

= [dm win-DEGNSIAFNTS

i Auditor
EEI---!i Client Manager
E External Input Manager

Input Manager

Avaya CM3 RT Socket Agent - Real Time
Avaya CM3 RT Socket Skill - Real time
Avaya CM3 RT Socket YDN - Real time
Avaya CM3 Socket Agent Historical
Avaya CMS Socket Skill - Hiskarical
Avaya CM3I Socket YOM Historical
Object Bus

Qukput Manager

Publisher

-4 Site Moritor

bebeee

&

@5tartup 9D Host Yiew | @ clabal view

Iniwa LightLinkl Ready |[§ ||
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7.2. Administer Inova Historical Interface for VDN Data

The procedure for administering the VDN data source is similar to the procedure described for
administering the Skill data source. Follow all the steps in the procedure described in Section
7.1 with the following exceptions:

A Section 7.1.2 Use a different Name for the VDN data source.

Avaya CMS Socket ¥DN Historical Properties |
Gieneral | I:n:nnnec:tin:nnl Settingsl S5H I

Server D 2489

Prefered D |'| ]

— Remote
Host [wN-DEGNSIAFNTD =]
k. I Carnicel Help
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A Section 7.1.3 Use the corresponding TCP port number for the Listening Port field. The
corresponding TCP port number on the Avaya CMS server used for transferring VDN data
is provided by Avaya Professional Services. For the compliance testing, the port number
used was “7003"”

Avaya CMS Socket ¥DN Historical Properties |

"General Connection | Settingsl 55H I

Connection part;

Hoztname or P address: |1 0.64.101.32

Liztening part: I?I:IEIS

k. I Canicel Help
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A Section7.14 Sel ect “avaya_rtsock eDataformatfilofield c al _ v dn
and select “avaya sdf't & cosckip fike &bld asshoarrbelosval v d n.

Avaya CMS Socket ¥DN Historical Properties |

' Generall Connection  Sethings | 55H I

~ Files
Filez MUST reside in the Sersertsrectgidzms direchany.

NN G = A = | ey rkeocket histonical wdn.zd

Script file: Iavaya_rtsncket_histl:urical.dss

Edi... | Browse. .. |

— Timing
Connect timeaut [zec.] IEIEIEIEIEI 3:

Digoonnect imeout [zec.] 10 =

Data brmeout [sec.] ; 30 -

W Automatically reconnect if data timeout occurs

Advanced... |
k. I Canicel Help
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A green checkmark will be displayed by the VDN data source in the Administrator screen once
the connection to Avaya CMS is established.

& administrator - LightLink Contact Center Edition

© File Edit ‘iew Tooks Windmw  Help

DEHER =200 6660 73]

: Host ¥iew of LightLink System ax

=1 a Bvava

= [fa win-DEGNSTARNTG

i auditor
Eﬂ---!i Client Manager
E External Input Manager

_
i

Input Manager

Avaya CM3 RT Socket Agent - Real Time
Avaya CM3 RT Socket Skill - Real time
Avaya CM3 RT Socket YDN - Real time
Avaya CM3 Socket Agent Histaorical
Avaya CM3 Socket Skill - Hiskorical
Avaya CM3 Socket YOM Historical
Obiject Bus

- Qubput Manager

- Publisher

@ Site Moritor

de e 4 e

DEE

§

{=) startup | M) Host view | @ slobal view

Inova LightLink| Ready |[§ ||
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7.3. Administer Inova Historical Interface for Agent Data

The procedure for administering the Agent data source requires more steps than configuring the
Skill and VDN data sources, and includes the following areas:

A Administer Agent data source

A Administer data set contract

A Administer database output device
A Administer database updater

7.3.1. Administer Agent Data Source

The procedure for administering the Agent data source is similar to the procedure described for
administering the Skill data source. Follow all the steps in the procedure described in Section
7.1 with the following exceptions:

A Section 7.1.2 Use a different Name for the Agent data source.

Avaya CMS Socket Agent Historical Properties |

General | I:n:nnnec:tin:nnl Settingsl S5H I

e L vapa CHS Socket Agent Histarica

Server (D 2489

Freferred D |'| E

— Remate

Host [wiN-DEGNSIEFNTD =]

k. I Carnicel Help
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A Section 7.1.3 Use the corresponding TCP port number for the Listening Port field. The
corresponding TCP port number on the Avaya CMS server used for transferring Agent
data is provided by the Avaya Professional Services group. For the compliance testing, the
port number used was “7004”

Awvaya CMS Socket Agent Historical Properties |

"General Connection | Settingsl 55H I

Connection part;

Hoztname or P address: |1 0.64.101.32

Liztening part: I?EIEI#

k. I Canicel Help
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A Section7.14 Sel ect “avayaagecwts dfi’s Ddedfarnatdfilee ont r act
field and rsoeketéa ts t “oa v & yadcripd fdediéld af stwown belotv.e

Avaya CMS Socket Agent Historical Properties |

' Generall Connection  Sethings | 55H I

~ Files
Filez MUST reside in the Sersertsrectgidzms direchany.

NEIEY i i = | = avaagent histonicalcontract

Script file: Iavaya_rtsncket_histl:urical.dss

Edi... | Browse. .. |

— Timing
Connect timeaut [zec.] IEIEIEIEIEI 3:

Digoonnect imeout [zec.] 10 =

Data brmeout [sec.] ; 30 -

W Automatically reconnect if data timeout occurs

Advanced... |
k. I Canicel Help
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7.3.2. Administer Data Set Contract

From the Administrator screen, right-click on Input Manager and select Configure Contracts
from the pop-up menu (Not Shown) to create a new data set contract.

& administrator - LightLink Contact Center Edition

© File Edit ‘iew Tooks Windmw  Help

DEHER =200 6660 73]

: Host ¥iew of LightLink System ax

= a Avava

= [fa win-DEGNSTARNTG

i auditor

Eﬂ---!i Client Manager

E External Input Manager
- E Input Manager

Object Bus

[+ B8 Cukput Manager
Publisher

===
Sike Monitar

{=) startup | M) Host view | @ slobal view

Inova LightLink| Ready |[§ ||
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The Data Set Contract Properties screen is displayed on top of the Administrator screen.
Click on Import From File.

RDC; Reviewed:
SPOC 12/17/2012

[ata Sekt Contract Properties

Data Set |

Selected Contract;

Jagentrealtime Edit Cantract |
Jagenthistorical
"iew Contract |
M ew Contract |

Delete Contract |

Import From File

wpor

Contracts are assigned by data table in the sdf file far the Data
Source, uzing the DataSetContractT opic entry in the table
definition. Uze the Settings T ab of the Data Source Froperties
dialog o access and edit itz .=df file.

o |

Canicel Help

]|
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The Select a Data Set ContractFiles cr een i s di spl ayed. \Progd@vi gat e
Files\Inova Solutions\Server\srvcfg\d s ms and select “avayaagent hi
shown below. Click Open.

Q Select a Data Set Contract File Ed

ii ;,n,i ;,1 | . = Inova Solutions = Server - srwcfg « dsms - lmll Search dems Eﬂ
Organize +  Mew Folder = ~ ] @&

e - ire e

'r Eavorites =1 Mame | Date modified | Tvpe 1=

Bl Deskiop 4k | aspect_310_agent_contract_for_java_simul,..  &/258/2012 3:24 PM Zonfiguratio

& Dowrloads 4 | aspect_contract_For_aspect_simulator_use.ini 6/258/2012 3:24 PM Zonfiguratio
£l Recent Places £ | autosim_agent_data_contrack.ini BI2G(Z201Z 3:24 PM Zonfiguratio

- Libraries | aukosim_avaya_ig_agent_data.ini BI2G(Z201Z 3:24 PM CDnFiguratiD_
3 Documenke £ | aukosim_contract,ini Bf28/2012 2124 PM Configuratio
J’. Music avayaagent_historicalcontract,ini g 5 A Configuratio
= Fictures £ | avayaagent_historicalcontrack_cw.ini a/3012012 12:10 PM Configuratio
B videos ¥ | avayaagent_historicalcontract_cwl.ini gi3fz012 12:09 PM Configuratio
W Computer £ | avayaagent_historicalcontrack_owlkest,ini B/302012 12:06 PM Configuratio
; IEE,I Local Disk (C1) £ | avayaagent_historicalcontract.ini alaiz012 8:01 AM Configuratio
G interop_share (1410 £ | avayaagent_historicalcontract2.ini alaiz012 9:40 AM Configuratio

b £ | avayaagent_historicalcontract3.ini QSIZ01Z 916 AM Configuratio .

€l Nebwark j 1| | _’l_l
File name; Iava}faagent_histu:uriu:alcu:untrau:t.ini j IData Set ContractIni Files I{*.ini}lj
Open Cancel |

i
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The Imported Contract Properties screen is displayed. For the Topic Name field, enter
“/agenthistorical” as shown bel ow. Retain th
OK.

Imported Contract Properties - You Must Set the Topic Name |

Header I.-“-‘-.ttril:uutesl " alidation Ehecksl

T opic: Marme: I.-" agenthiztorical

Description;  |Awaya Historical Contract Data Sets

Avthar: Clint Wess

Comments: Thiz zpecification provides a template to be uzed az a starting paint for
configuring what different zources can provide, and which wvalues need
defaults.,

] I Caricel Help

The Save Contract pop-up screen is displayed next. Click on Yes to save the contract.

Save Contrack? |

™% Do you want bo save the contrack?
W' Topic: Jagenthistorical
= Description: Avaya Historical Contrack Data Sets

WBRMIMNG: Components using this contrack must be restarted For
changes to kake affect,

Yes Mo
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At the Data Set Contract Properties screen, click OK.

Data Set Contract Properties |

Data Set |

Selected Contract;

Jagentrealtime Edit Cantract |
Jagenthistarnical

Wigw Contract |

Mew Contract |

Delete Contract |

Irpart From File |

Export To File |

Contracts are azzigned by data table in the zdf file far the Data
Source, uzing the DataSetContractT opic entry in the table
definition. Use the Settingz T ab of the Data Source Properties
dialog to access and edit ite . =dF file.

] I Caricel Help
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Next, build the connection from the data set contract to the database. Inova LightLink supports
any ODBC-compliant database. For compliance testing, a Microsoft SQL 2005 database was
used. From the Windows Start Menu select Administrative Tools A Data Sources (ODBC).

In the ODBC Data Source Administrator screen, select the System DSN tab and click Add.

&, MDBC Data Source Administrator

UserD

System Data Sources:

T e

|

Spgtem D5N I File DSH I Driversl Trau:ingl Connection F'u:u:ulingl About |

Axapa CMS Agent D atabaze sy,

Drriveer | add... |

Remove

An ODBC System data source stores information about how ba connect to
the indicated data provider. & System data source iz visible to all users
on thiz machine, including MT services.

RDC; Reviewed:
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In the ODBC Microsoft SQL Configuration screen, enter a descriptive Name for the data
source. Select Next.

c

L

M Microsoft S0QL Server DSM Configuration

—~ o LR

Thiz wizard will help pou create an ODBC data zource that you can uze to
connect to SEL Server.

3' YWhat name do you want to uge to refer to the data source?

':/'.1 AE = 5 aa Ch S Agent Databaze
ﬂ—‘

How do wou want to descnbe the data source?

Description: I

Which SOL Server do yau want to connect o

Server |WIN-DEGNSI&FN?D&LIGHTLINK =]
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Next, select Windows NT Authentication for the Login ID. Also make sure that there is a check
mark in the check box below. Then click Next.

=

e o

M Microsoft SQL server DSN Configuration

Haoww zhould SGL Server wverify the authenticity of the lagin 107

a' % With Windows NT authentication uzing the network login 1D,

;—»_l e With SCIL Server authentication using a login 1D and pazsword
entered by the uger.

T o change the netwark: libram uzed o communicate with SOL Server,
click Client Configuratian.

Client Configuration. .. |

Connect to SAL Server to obtain default settings for the
additional configuration options.

Lagiry | I.ﬁ.dministratnr

Fasswond: I

< Back I MHexst > I Cancel Help

:

Tre Tt

Nexttcheck thhe tT@GrRamefault dat abas.eAlsbnmeResurtox and
check the other boxes below. Then click Next.

[ 11

C- v
il Microsoft SOL Server DSN Configuration

_ﬁ ¥ Change the default database to:
a' |LightLink |
[~ attach databaze filename:

2l |

F [Create temporany stored procedures for prepared| SOL statements
and drop the: stored procedures;

 [nly when you dizconnect,

YWhen vau dizconnect and as appropriate while pou are
connected,

ki . ¥ Use ANS| quoted identifiers.

¥ Usze &MS| nullz, paddings and warnings.

r [Jze the falower SEL Semer it the primarny SEL Senver iz not
anvailatle,

=las)

< Back I et > I Cancel Help

[
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On the next screen, leave everything as default. Click Finish.

= oo 11 EXrEY)

M Microsoft SL Server DSM Configuration

[T Change the language of SOL Server system messages bo:

= IEninsh j
f,fJ' [T Use strang encryption for data
L ] .
¥ Perform translation For characker data
r Ilze regional zettings when outputting currency, numbers, datez and
irnes.

[T Save long running queres ba the lag file:

IE:HLIsers"«.f-‘-.DMINIW WpplatatLocalhTemph2WELE Browse. .. |
Long query tire [rilliseconds): |3|:||:||:||:|

[~ Log ODEC driver statistics to the log file:

IE:"sLI zershA0MINIT A ppD atabLocalTemph2W5 TA Browse,.. |

¢ Back I Finizh I

Cancel | Help

[

[

Tr= ToTT

After clicking Finish, the following screen should appear. Click Test Data Source.

i ODBLC Microsoft SOL Server setup R

i
|
& new ODEC data zource will be created with the following
cohfiguration:
Microgsoft SEL Server ODBC Driver Yersion 06.01. 7601 ;I
D ata Source Mame: dwvapa CkS Agent D atabaze
Data Source Description:
i |Server WIN-DEGNSIAFNTQALIGHTLINE.
[Dratabasze: LightLink,
Language: [Default]
Tranzlate Character Data: ez
Log Long Running Queries: Mo
Lag Drriver Statiztics: Mo
lze Regonal Settingz: Mo
Frepared Statements Option: Drop temparary procedures on
dizconnect
Uze Failover Server Mo
Lze AMSI Ouoted |dentifiers: r'es
Uze AMSI Mull, Paddings and *arnings: ez
Data Encryption: Mo
LI
Test Data Source... I ] | Cancel |
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SOL Server ODBL Dakta Source Tesk E i

— Test Resultz

ticrozoft SOL Server ODBC Driver Yerzion 06.07. 7601 :I

Z

Running connectivity tests.

£ Attemnpting connection

L Connection establizhed
" erfying ophion settings
Dizconnecting from server C

TESTS COMPLETED SUCCESSFULLY!

L=—n o e

|

Now click OK twice and the new ODBC connection should be listed.

[ S s

ﬂ ODBC Data Source Administrator r
‘UszerDSN System DSN I File DSM I Driversl Tran::ingl Cornectiah F'n:n:nlingl Aot |

Syztem Data Sources:

Mame Drriveer | &dd... |
Axapa CMS Agent D atabaze s Ry=Ees

Remove

. An ODBC Syatem data source stores information about how ba connect to
EI; the indicated data provider. & System data source 1= wisible to all users
= an thiz maching, including MT services.

k. Cancel Lpply Help

TN I T 3 11T
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7.3.3. Administer Database Output Device
From the Administrator screen, right-click on Output Manager and select New Output
Device Connection from the pop-up menu to associate the Agent data with an output device.

@ Administrator - LightLink Enterprise Edition

© Fle Edit Wew Tools Window Help

DBHES =2 0POe6G66 73

2 x|

| Host View of LightLink System
= Inova Solutions
= E! jpeterson-2
: i Auditor
[+ !l Client Manager
E External Input Manager
= E Input Manager
: ‘ Avaya CMS RT Socket Agent - Historical
#+ Avaya CMS RT Socket Agent - Real-Time
[+ @+ Avaya CMS RT Socket Skill - Historical
# @ Avaya CMS RT Socket Skil - Real-Time
: B+ Avaya CMS RT Socket YDN - Historical
[+ @ Avaya CMS RT Socket YDN - Real-Time
J= Object Bus

- =
b Add To Yiew Window ...

Publisher
@ st Monita| _ New Output Device Connection. .

oy

: _E_ System Evi
Stop Component
Import OCM ..,
Properties ...
" B Host Viewl @ Global view |
Inova Lightlink Create a new child item. 5 |
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The New Output Device Connection screen is displayed on top of the Administrator screen.
Select Database Publisher Output and click OK.

Mew Output Device Connection E

LightLink Deskiop Clients
Inova TCPAP Displays

1atabase Publisher Output
kL Publisher Output
E rail Oukput
LightLink || LED Displays [Serial]
LightLink || LED Dizplays [Seral Simulatar]

k. | Cancel Help

The Database Publisher Output Properties screen is displayed next. Select the General tab,
and enter a descriptive name in the Name field.

Database Publisher Output Properties E

General l Settings ]

Marme |A\-'aya [ atabasze Publisher

Server [D 1
Preferred 1D |5
Femote

0ok | Cancel Help
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Under the Settings tab of the Data Publisher Output Propertiess cr een, sel ect t he
DSN” o pt CanmectionStririg yge section. Click Browse.

Database Publisher Output Properties E

General § 2

LConnection String:
Driver=MSDASOL;

Caonnection String Type
" Uszer Specified

" 0OLE DB Connection Shing 5
" OLE DB Data Link File ﬁ
+ ODBC DSN

Optionz
Update Timeout Interval [zec) |30

[ Dizconnect Between Updates

Ok | Cancel Help
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The Select Data Source screen is displayed. Select the data source corresponding to the Agent
database under the Machine Data Source tab and click OK.

Select Data Source |

File Data Source  Machine Data Source |

Data Source Hame | Type | D ezcription |
Ayaya Lightlink Syztem

Mew. ..

& Machine Data Source iz zpecific ta thiz machine, and cannaot be zhared.
"Uzer' data sources are specific to a user on thiz machine. "System' data
golrces can be uzed by all users on thiz machine, or by a system-wide semvice.

] I Cancel Help

In the Login screen, specify the login credentials if required. Make sure to connect to the correct
Database. Click OK.

S0L Server Login |

Drata Source: Avapa Lightlink Ok |
¥ Use Truzted Connection Cancel |
Login 1D: I.ﬁ.dministratur Help |
Faszword: I
~ Options
Databaze:
Language: I [Drefaul) j
Application M ame; ILightLink
WorkStation 10: |WIN-DEI3NSI&FN?E!
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Return to the Database Publisher Output Properties screen and click OK.

Database Publisher Output Properties m

General Settings l

Connection String:
DSMH=Awvaya CMS Agent D atabaze DBO=C:\Program Filez\nova Sa

Connection Sting Type
" User Specified
" 0OLE DB Connection Sting
" 0OLE DB Data Link File
(* ODBCDSM

Options
Update Timeout Interval [zec] |30

[ Digconnect Between Updates

] Cancel Help
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7.3.4. Administer Database Updater

From the Administrator screen, expand Output Manager. Right-click on the newly created
Avaya Database Publisher and select New Device from the pop-up menu to create a database
updater for the new database output device.

& Administrator - LightLink Enterprise Edition
File Edit Wiew Tools ‘Window Help

DEH S = ¢ OPe 666 ? 3]

=~ !i Client Manager
------ E External Input Manager

=

Input Manager

Avaya CM3 RT Socket Agent - Historical
Avaya CM3 RT Socket Agent - Real-Time
Avawa CM3 RT Socket Skill - Hiskorical
Avawa CMS BT Socket Skill - Real-Time
Avaya CMS RT Socket WDM - Hiskorical
Auvaya CMS RT Socket VDM - Real-Time
------ Ohject Bus

Bl Qukput Manager

BBBBED

=- “ m Add To Wiew Window ...
T
------ % Publisher | lew Device... |
------ € Sit= Monito Rename ...
------ .E Swstem Eve Delete
[ =0 Host View .GIDI::aI Wi Properties ...
Inowa Lightlink Create a new child item, =
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The Create Database Updater screen is displayed. Select the radio button for Create a New
Table, and enter “ adNewnTableiNante.oClickOkal ” f or t he

Create Database Updater E

* [Create a Mew Table " lze a Stared Procedure
" Isze an Existing T able

Copy Table Structure from;

Empty Table

agentrealtine

Mew Table Mame; |agenthistnrica'

] | Cancel | Help
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Select the Update Options in the Field Mappings For Table screen.

?
_I Update Optionz... | IHiStnricaI Updates will occur every 10 Seconds if values have changed.
T Maintenance Options... | ILlpdatE$ will gtop being added wher there are more than 9999 records,

AutoFil  Configuration  Field Row  Column  Change Yiew Yizible Columms: m

v wihen Updating, Only 'Write Fows with Mew Data Valuss oK I Cancel | Help |

In the Update Settings screen, select the options shown in the screen below. Click OK.

Update Settings E |

— Perfarm Updates

& On Reception of Contract Data Set Yalues
" Periodically
" Perindically if Data Values have Changed

" Periodically bazed on Conditions  Edit Condition: |

Update Period: |1 o ISechds LI

— pdate Method

i i0venanite Last Values [Snapshot}

" Append Yalues [Historical]

] I Cancel Help
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The Field Mappings for Table screen is displayed again and filled in with the table name.
Click on the AutoFill menu option and select the Create Columns From Group in the pop-up

menu.

———

E Field Mappings for Table: agentrealtime M=] E3
|Jpdate Options... | ISnapshot Updates will occur when Contract D ata Set Walues are received.
i I aintenanee Options... | IND maintenance occurs when doing Snapshot Updates,
fukoFil  Configuration  Field  Row  Column  Change Wiew ‘isible Columnzs IIJ _I?

Create Columns From Group
Fill Riotsr From Graup

Create Table from Daka Saurce
Fill Tiakle Franm Data Source

W “wihen Updating, Only *#rite Fows with New D ata VW alues oK I Cancel | Help |

The Automated Column Creation screen is displayed on top of the Field Mappings for Table
screen. Update the options as shown below and then click Select a Group.

Automated Column Creation | x| |

Create Columns from the Fields in the Group:

| Select a Group I

— Create Additional Columnz For:
V' Record Mumber

v Date and Time Stamp
v Group or Fow Mame

[ Location [Source] ar Fiow Mame

IJze a Default Sting Length of: |4EI

] | Cancel | Help
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The Create Columns from Group screen is displayed next. Expand Contract Data Sets and

s el ecthistéritald g@ast shown OKel ow. Click

skermn

- fwaya CMS RT Socket Skill - Real time
# Awvaya CMS BT Socket VDM - Real time
----- 2 fvaya CMS Socket Agent Historical
# Arvava CMS Socket Skill - Historical

----- B Avaya CMS RT Socket Agent - Real Time
-4 Avaya CMS Sacket VDM Histarical
[=]--= Contract Data Sets

- ED Jagentrealtime

[0 fagenthistorical

Refresh | Ik I Cancel

Click OK in the Automated Column Creation screen.

Automated Column Creation |

Create Columnz from the Fields in the Group:

| Jagenthistarical I

— Create Additional Columnz For:

v Record Mumnber
¥ Date and Time Stamp
v Group or Fiow Mame

™ Location [Source] or Fow Name

IJze a Default String Lenagth of: |4EI

] | Cancel | Help
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The Field Mappings for Table screen is updated with the columns for the database as shown
below. Select the ACD column and right-click to select Edit Column from the pop-up menu.

Field Mappings for Table: agentrealtime - |Ofx

Update Options... | ISnapshot Updates will occur when Contract Data Set Values are received.

M aintenance Dptions. . | IND maintenance occurs when doing Snapshot Updates.

AutoFill  Configuration  Field Row  Column Change Yiew Wisible Colurmne: |27 ;I

Tirn | ACC| Log| Skil | %o | Dire| Dur | oo | ACD)ACT| Hob| Ave| AL Stal| Age| Stan| AL AL| AL AL AL [ ACK) AL ACK AT AT Abe

fag Ja fan f Jag fag| fag fag fag| fag fag fag fag fag| fag dag fag fag fag fag fag | fag fag fag fag fag) fag
Tim A?:':' a0 fad A rosrln ) hgz AL Stal Age Stan AL AR AU AU AL AC, ALE ADY ADY ACA Abe
[RE Cuk (Ctrl + ) [Tk [TIW [TIK [TIR [TIR INTIHT[TIR T[T IMT[TIR (MY (TR [TIR] [IMT

Copy (Ckrl + C)

Paste - AutoFill DataFields {Ckrl + W)
Paste - As Originally Copied

Delete Field (Del)

Edit Field

Fill Riov From Group
Delete Row

Edit Calurn
Delete Column
Mowe Column

v when Updating, Only ‘wWrite Fows with Mew Data Walues oK I Cancel | Help |

The Column Configuration screen is displayed on top of the Field Mappings for Table screen.
Select the radio button for Data Field, Expression, or Constant and check Is a Key Field.
Repeat this step for the LogID and Skill fields. Together, the ACD, LogID, and Split_ID fields
comprise the key for each database row.

Column Configuration H

Storage Type:

f* Data Field, Exprassion, or Constant " Update Time Stamp
™ Group or Fow Mame ™ Record Mumber

" Location [Source) or Bow Name

Caluran M arme: I,.-_\[;D

Set From a Data Field Mame I

Data Type: IINT32 vl Width: |4

ield [T allow Mullvalues

QK I Cancel | Help |
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The Administrators cr een wi | | n o istorecal”s ptl aabyl et hien “tahgee nlte f t
addition, a green checkmark will be displayed by the Agent data source under Input Manager in
the Administrator screen once the connection to Avaya CMS is established.

@ Administrator - LightLink Enterprise Edition

File Edit Mew Tools ‘indow  Help

NSHIKE = 2 O0Pre 6666 ?

Host Wiew of LightLink Systemn

=] % Inowva Solutions
EE! jpeterson-2

------ Aoditor

Eﬂ---!i Clisnt Manager

------ E External Input Manager

[—]--- Input Manager
------ # Avava CMS RT Socket Agent - Real-Time
@ Avaya CMS RT Sacket Skil - Real-Time
# Avava CM3 RT Socket YOM - Real-Time

------ Object Bus

[ B Output Manager

E| W 2ayva Database Publisher

| [0 Host Wiew | @ Global View |

Inova Lightlink Ready ['E |
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8. Verification Steps

This section provides the tests that can be performed to verify proper configuration of
Communication Manager, Avaya Call Management System, and Inova LightLink.

8.1. Verify Avaya Aura® Communication Manager
Verify the status of the processwmchamnhel$anc®

command, where “n” i s t h &ectipmr3d.cMVerdyshatthe Sessiocan n e | n
Layer Statusi s “ I n Ser v iSacket'Statusa rsd “tTHC&Pt ctomemect ed”, as
status processor - channels 2

PROCESSORCHANNEL STATUS

Channel Number: 2
Session Layer Status: In Service
Socket Status: TCP connected
Link Number: pv4
Link Type: processor ethernet
Message Buffer Number: O

Last Fail  ure: Far end failed to acknowledge
At: 08/20/12 14:44
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8.2. Verify Avaya Call Management System

From the MainMenu, verify the status of the connection to Communication Manager by

selecting Maintenance A Connection Status, as shown below.

3] Arsarea Terrminal Emulator - crns 1085
Profile  Edit
9/ 5/12

Connection
14:04

Help
Avaya (TM) CM3

Help Wvind ow Commands Keep Exit Seroll

Windows:

o] & =

0 of 10 g -

Current Mainklenu
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Enter the corresponding ACD(s) number, which is provided by Avaya Professional Services.

For the compliance testing,
to Find one and press Enter.

the corresponding

swi" Cdhovet onnect

3] Awasva Terrminal Emulator - crms1085
Profile  Edit Connection  Help
9/ 5712 14:05 Avaya(TM) CM3

Buccesstul

Windows:

Maintenance: Connection Status

Window Commands Scraoll

(o] B =

1 of 10 gt

Find aone

t all

Prewvious

Current Mainkienu
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The switch connection status is displayed. Check the status in the Session and Connection

fields, as shown below.

1 matches found;

duccessful

Whiind oy

3] Arsara Terrminal Emulator - crns 1085
Profile  Edit Connection  Help
9/ 5/12 14:06 Avaya(TM) CM3Z Windows:

Maintenance: Connection Status: List All

permitted ones displayed

Commands

o] @ =]

1 of 10 et gt

£11 ACDs

Current Mainkdenu
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8.3. Verify Inova LightLink

From the Administrator screen, verify that Avaya CMS Socket Agent — Historical, Avaya
CMS Socket Skill — Historical, and Avaya CMS Socket VDN — Historical under Input
Manager in the left pane are all up and running with a green check mark as shown below. Note
that different names may be used for these interfaces.

& Administrator - LightLink Contact Center Edition

© Fle Edt Wew Tools ‘Window Help

DEHKER =S 0Pe 666 7[a

: Host Yiew of LightLink System o x

= % Avaya

= [dm win-DEGNSIAFNTS

i Auditor

- Client Manager

External Input Manager

= Input Manager

& fAvaya CMS RT Socket Agent - Real Time
Avaya CM3 RT Socket Skill - Real time
Avaya CM3 RT Socket YDN - Real time
Avaya CM3 Socket Agent Historical
Avaya CM3 Socket Skill - Hiskorical
Avayva CMS Socket YOM Histarical
Chject Bus

Qukput Manager

Publisher

===
Sike Monitar

s B BB

{=) startup | M) Host View | @ clabal view

Inowva LightLinkl Ready |[§ ||
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8.3.1. Verify Historical Skill Data

From the Administrator screen, expand on Avaya CMS Socket Skill — Historical under Input
Manager. A list of fields that can be viewed from the Skill data streams is displayed in the left
pane. Initially, the right pane will be empty (not shown). Click on File from the top left of the
screen, and select New to create a new window for viewing.

& Administrator - LightLink Contact Center Edition

© File Edit Yiew Tools ‘Window Help

NDBHER =2 0Pe 66es ?al

: Host ¥iew of LightLink System 1 x
[—j Input Manager ;I

------ £+ Avaya CMS RT Socket Agent - Real Time

[ @+ Avaya CMS BT Sockst Skil - Real time

[ % Avava CMS RT Socket YOM - Real time

------ £+ Avaya CMS Socket Agent Historical

=] @+ Avaya CMS Socket Skill - Historical

: @ Prebayskil:z0

-0 Prepayskil:zt

21 Preintskill:zn

------ = Prelntskil:20:Acceptable

------ = Prelntskil:20:4C0 Calls

------ E Prelntskil: 20:4C0 Time

------ = Prelntskil:20:aCW IN Time

------ E Prelntskill:20:ACW OUT Time —

------ E Prelntskil:20:aCW Time

------ E Prelntskill:20:answer Time

------ E Prelntskill:20:Avg Handle Time

------ E Prelntskill:20:Avg Position Staffed

------ =) Prelntskil:20:8vg Speed Answer

------ =) Prelntskil:20:8vg Talk Time

------ E Prelntskill:20:Backup Calls

------ PreIntSkill: 20:Busy Calls LI

=
(&) Startup | B Host View | @ Global view
Inowa LightLink| Run Security Manager, |[§ | | /il

The View Window Attributes screen is displayed on top of the Administrator screen. Enter a
descriptive name for the view window and click OK.

¥iew Window Attributes |

Enter the name af the Yiew Window

ITest Yerify

k. I Canicel Help
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An empty verify data screen is displayed (not shown). Click and drag data fields under Avaya
CMS Socket Skill — Historical from the left pane into the new verify data window in the right
pane. Data values from subsequent data streams will then be displayed into the right pane as

shown in the Administrator screen below.

Q Administrator - LightLink Contact Center Edition - [Test Yerify]

File Edit Yiew Tools ‘Window Help -8 X
DEAxS %S O0re6e60 7 (ag
Host Yiew of LightLink System 1 x Gm b x
@b fwaya CMS Sacket Agent Histarical 2] [ttem Hame | tem 1D | Fiel... | Fiel... |
[=- #  Awaya CM3 Socket Skill - Historical = PreDayskill: 20: Acceptable JSRW=2459/5RC=14/FLD=40 0 INT16
-0 Prepayskilzo B PreDayskill:20:ACD Calls |SRY=2489/SRC=14/FLD=41 0 INT16
PreDayskill: 20: Acceptable & PreDayskill:20:ACD Time JSRY=2489/SRC=14/FLD=42 0:0... TIME
PreDaykill:20: ACD Calls B PreDayskill:20:ACH TN Time |SRY=2489/SRC=14/FLD=43 0:0... TIME
PreDay3kil: 20: ACD Time B PreDayskill:20: ACW OUT Time JSRY=2489/SRC=14/FLD=44 0:0... TIME
PreDaySkil:20: ACW IN Time B PreDayskill:20: 404 Time [SRY=2480/SRC=14/FLD=45 0:0... TIME
PreDaySkil:20: ACW OUT Tirne B PreDayskill:20:Answer Time [SRY=2480/SRC=14/FLD=46 0:0... TIME
PreDaySkil:20: ACW Time B PreDayskil:20:avg Handle Time (SRY=2489(SRC=14/FLD=54 0:0... TIME
PreDaySkil:20: Answer Time B PreDayskill:20:4vg Position Staffed JSRY=2480/SRC=14/FLD=56 192 INT1é
PreDaySkiII:ZD:Avg Han.c!le Time = PreDayskill:20:Avg Speed Answer  JSRY=2489/SRC=14/FLD=53 :0... TIME
::E:::E::EE:IE Z:::zl:::d B PreDayskill:20:vq Tak Time |SRY=2489/SRC=14/FLD=57 0:0... TIME
S —— B PreDayskill:20:Backup Calls |SRY=2489/SRC=14/FLD=52 0 INT16
FreDayskil:20:Backup Call B PreDayskill:20:Busy Calls |SRY=2489/SRC=14/FLD=47 0 INT16
PreDaySkil:20:Busy Cals = = PreDayskill:20: Calls Abandoned JSRY=2489)SRC=14/FLD=32 0 INT16
PreDayskil:20: Calls Abandoned B PreDayskill:20: Calls Offered |SRY=2480/SRC=14FLD=45 0 INT16
PreDayskil:20: Calls Offered B PreDayskill:20:Hold Time |SRY=2489/SRC=14/FLD=49 0:0... TIME
PreDaykil:20: Hold Time B PreDayskill:20:PsL |SRY=2489/SRC=14/FLD=55 0 INT16
PreDaySkil: 20: PSL = PreDayskill: 20: Service Level [SRY=2489/SRC=14/FLD=51 2 INT16
PreDayskill: 20: Service Lewvel = PreDayskill: 20:Staff Time JSRY=2439)SRC=14/FLD=50 0:0... TIME
------ E PreDayskill:20:5taff Time ﬂ
@ Startup | M0 Hast View | @ Global view
Inowa LightLink | Ready =] | /il
RDC; Reviewed: Solution & Interoperability Test Lab Application Notes 56 of 60

SPOC 12/17/2012

©2012 Avaya Inc. All Rights Reserved.

Inova-Hist-CMS_CM



8.3.2. Verify Historical VDN Data

Follow the procedures in Section 7.3.1, to expand Avaya CMS Socket VDN - Historical and
create a new window for viewing the selected VDN data.

8.3.3. Verify Historical Agent Data

From the LightLink server, navigate to the database table used for storing the Agent data in
Microsoft SQL using SQL Server Management Studio. Connect to the Database for Agent Data.

I'___:: Microsoft SQL Server Management Studio Express

File Edit Wew Tools ‘Window Community Help

P ewoury | Oy |8 S av o H @ [ B BB F

BB TE

gF Connect to Server

Microsoft

SQL Server200s

Server type: IDaIahase Engine

Server name:

Authentication: IWindows Authentication

User name: IW’IN-DEGNSIAFN?Q\Admmistrator

Passward: I

I”| Remember password

Connect I Cancel I Help Options »»
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Open the Database for Agent Data. In this case we are using the LightLink DB. Open the list of
tables and right-click on dbo.avaya.hist.agent. Click on Open Table.

v,: Microsoft SOL Server Management Studio Express

File Edit ‘iew Tools Window — Community  Help
Aoy |G| BSH S B DERES,
Object Explarer -3 X /Sm
WY e T[E @ E e Y EE
= |y WIN-DEGNSIAFNTQILIGHTLINK (SQL Server 9 &
= [ Databases i .
e atabases | dbo.avaya_hist_agent

= | LightLink WIN-DEGMSIAFMZ LIGHTLINKE\Databases|LightLink) Tablestdbo. av
[ Database Diagrams

= [ Tables
[ Swstem Tables Mame
=l dbo.avaya_agents 3

=1 dbo.avaya_hist_agent Ellkeys
=1 dbo.LightLink_IDs T Constraints
=1 dboLL_gckiveDirectoryGroup E@i Triggers
= dbolLL_Ackivity R Indesces
=1 dba,LL_AgentID T

= dbo.LL_BlabTable L3 Seatistics
=l dbo.LL_ChangeTracker

= dbo.LL_Configltem

=1 dboLL_ConfigSection

=1 dbo.LL_DataField

=1 dbo.LL_DataFieldThreshald
=l dbolLL_DataGroup

=1 dbo.LL_DataSetContracks
=1 dbo.LL_Datasource

=] dboLL_DeviceConfig

=1 dbo.LL_DeviceRights

=l dbo.LL_DFUsage

= dbo,LL_DisplayGroup

= dbo.LL_DisplayGraupMember
= dbo.LL_DisplayLayaut

= dbolLL_ExtDataSource
0 S S S N T e x
1| | ’

Ready

ITHHHHEHEHEHEHEEBEEEEBEBEEEEFBBE
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The Agent data is displayed as shown in the screen below. The Agent data will be populated in
real-time as call center activity takes place. To view the latest Agent data, re-open the
“dbo.avaya_hist agent” t abl e.

R Microsoft SOL Server Management Studio Express H=
File Edt View QueryDesigner Tools Window Community Help
Doy | [ |3 Syl W | B2 B 5‘5
= | ﬂl:l Changs Type - | ¥ bad | [ | 3 i) -
oh orer IN-DEGNSIAFN...ya_hist_agent | Summary | - X
20 =2 Period | a0 LogID Extension Ttem_Name Skill_1o | Event_Date Event_Interval
El [ £ WIN-DEGNSIAFHTQILIGHTLINK (SQL Server 9 = [ | » J PreDay 4 65200 60005 20 §14j2012 12:0... 15
B [ Databases 13/ PreDay 4 66201 £0001 20 917z012 12:0... 15
[ System Databases — - .
5 [ Lighitink 9(18j2012 7:34:... PreDay 4 66201 50001 21 17jz01z 12:0... 15
[ Database Diagrams 9(18j2012 7:341.,, PreDay 4 66202 50002 20 17j2012 120, 15
= [ Tables 8(15/2012 10:3...  PreDay 4 65203 60002 21 §(14j2012 12:0... 15
3 System Tables 8(14/2012 8:33:... Prelnt 4 65200 60005 20 §14/2012 12:0... 15
1 dbo.avaya_agentz [ i :0...
1 dbo.avaya_hist_agent 9(18/2012 7:34:... Prelnt 4 66201 £0001 20 9152012 12:0... 15
gdhnhuhttlnk,IDs af18/2012 7:34:... Prelnt 4 €E201 60001 21 aiigfz012 12:0... 15
dbo.LL_ctiveDirectoryGroup = s .
1 dho L Activiy 918j2012 7i34i.,, Prelnt 4 66202 50002 20 182012 12:0,., 15
=1 dbo.LL_AgentlD 8(14/2012 8:33:... Prelnt 4 65203 60002 21 §(14/2012 12:0... 15
1 dho.LL_BlohTable e 8/14/2012 11:0...  Today 4 66200 60008 20 8/14/2012 12:0... |15
3 dbo.LL_ChangsTracker 9j18(2012 7:341... Today 4 66201 £0001 20 9/13/z012 12:0... 15
3 dbo.LL_Configltem —
] dba LL_ConfigSection 9(18/2012 7:34:... Today 4 66201 £0001 21 9182012 12:0... 15
= dbo LL_DataField 9(18j2012 7:34i.,,  Today 4 66202 50002 20 182012 12:0,., 15
3 dbo LL_DataFieldThreshold B{14{2012 11:0...  Todsy 4 66203 60002 21 8142012 12:0... 15
3 dbo LL_DataGroup —
1 dboLL DatasetContracts *  |nees AL AL AL e AL AL AL e
O dbo.LL_Datasource
= dbo LL_DeviceConfig
3 dbo LL_DeviceRights
1 dbo.LL_DFUsage
= dbo LL_DisplayGroup
= dbo LL_DisplayGroupMember 4 | Ll
3 dbo LL_DisplayLayout hd
A N 1 of 15 [ b B b
Ready Az

9. Conclusion

These Application Notes describe the configuration steps required for Inova LightLink to
successfully interoperate with Avaya Aura® Communication Manager using the Inova Historical
Interface of Avaya Call Management System. All feature and serviceability test cases were
completed successfully.

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

[1] AdministeringAvaya Aura® Communication Manager, July 2012, Document Number 03-
300509, Issue 7.0.
[2] Avaya Call Management System Administratidecember 2011, Release 16.3.

[3] InovaLightLink Middleware Installation Instructionsyailable at
support.inovasolutions.com or by contacting a support technician at
support@inovasolutions.com
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