AVAYA

Avaya Solution & Interoperability Test Lab

Application Notes for Configuring Avaya IP Office R9.0 with
Scantalk TeamView Office Manager - Issue 1.0

Abstract

These Application Notes describe the configuration steps required for Avaya IP Office R9.0
with Scantalk TeamView Office Manager.

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

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

TeamView Office Manager is part of TeamView application Suite. TeamView Office Manager
is a dedicated application for employees in the company’s Backoffice or telephony call center
function, where it is used to manage all communications. The Office Manager application
provides the user with a complete organizational overview and advanced search functions
together with the current status of colleagues’ availability. Finally, it takes care of relevant
telephone functions and integrated information services so that customers see the organization as
service-oriented, efficient and professional.

The many features can be categorized within the following 3 sub-processes:

e ldentify an employee by means of comprehensive advanced search function with
phonetic search, free text search and partial search in many flavours.

e Observe the employee's availability with information such as status for fixed and mobile
phone, PC status (login/out and screensaver), physical presence (from in/out system),
calendar appointments and cause of absence.

e Serve the caller in this context, including directly or announced transfer to landline or
mobile phone, call waiting on busy station, call on hold, or transfer call to vacant
department colleague (all dept. colleagues can readily be observed when an employee is
identified, including their current phone status). Alternatively, send a message to staff via
e-mail or SMS, or paste text message on employees for the information of colleagues
(Not tested).

TeamView Office Manager is usually installed on a client PC which is part of the same Domain
as the TeamView Status Server. The client PC will also have installed an Avaya IP Office
Telephony Application Programming Interface (TAPI). The Avaya IP Office Telephony
Application Programming Interface is configured in Single User Mode. An Avaya IP Office
TAPI is also installed on the Teamview Status Server and configured in Third Party mode.

2. General Test Approach and Test Results

The general test approach was to configure the TeamView Office Manager (Office Manager) to
communicate with the Avaya IP Office (IP Office) as implemented on a customer’s premises.
Avaya IP Office Telephony Application Programming Interface (TAPI) is used to control the
Avaya Deskphone (used by the Office Manager user) There is no specific configuration on the IP
Office besides a Hunt Group which contains the Extension of the Deskphone to be used by the
Office Manage user. The Office Manage user uses Microsoft SQL Server or Microsoft SQL
Server Express via a direct connection or ODBC. TeamView AD LookUp (AD LookUp)
acquires user information from MS Active Directory, Optional TeamView Calendar LookUp
acquires calendar information from MS Exchange/Notes/Google and puts both into the Microsoft
SQL Server. The Office Manager user is installed on a client PC which is part of a Domain. The
Unified Operator is configured to connect to the TeamView Status Server to get phone status
information of all contacts in the database.

Note: During compliance testing the Office Manager status server was installed on a Virtual
Machine configured with Microsoft Windows 2008 R2 operating system. Office Manager was
installed on the same server as the TeamView Status Server. An Avaya Digital 2420 acted as the
physical Deskphone for the Office Manager. The Avaya IP Office TAPI was also installed on the
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Status Server and was configured in Third Party mode. Office Manager Users can log in using
H.323 IP or Digital phones or Avaya Video Softphone (not tested).

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

2.1. Interoperability Compliance Testing

The testing included typical functions including
Answer internal/external calls

Calls using Active Directory

Transfers, Blind/Supervised

Transfers to External/Mobile numbers
Calls to busy numbers

Hold/Retrieve

2.2. Test Results

Tests were performed to insure full interoperability between Scantalk TeamView Office
Manager and Avaya IP Office. The tests were all functional in nature and performance testing
was not included. All the test cases passed successfully.

2.3. Support

Technical support from Scantalk can be obtained through the following:
Web: www.scantalk.com

Phone: Sales: +45 48 10 49 10 or Support: +45 48 10 49 11
E-mail: Sales@scantalk.com or Support@scantalk.com
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3. Reference Configuration

Figure 1 illustrates the network topology used during compliance testing. Office Manager was
configured to connect to the IP Office using an Avaya IP Office TAPI. A Hunt Group was
configured on the IP Office to route calls to the Office Manager user. An Avaya 2420 Digital
Deskphone was used as the Office Manager’s phone. During compliance testing Office Manager
was installed on the same server as TeamView Status Server, TeamView AD LookUp and MS
SQL Express. The Avaya IP Office TAPI was also installed on the Scantalk Server and was
configured in Third Party Mode. Digital, Analogue, 96 XX H323 and Soft phones were
configured on the IP Office to generate intra-switch calls (calls between phones on the same
system). Outbound/inbound calls to/from the PSTN were made using a QSIG trunk.

Note: Avaya IP Office TAPI, configured in Single User Mode must be installed on the same PC:

Avaya 2420
Digital
Deskphone

Callers from an
External Source

H323

Avaya IP Office 500 v2
Version 9.0 (829)

I

Avaya 9630

P

Avaya Analogue

98390-AV
Telephone

—

Avaya 2420
Digital

__ __Deskphone _

IP Office Manager/
Softphone

TeamView Server

Teamview Status Server
SQL Database
Microsoft .NET Framewaork

TeamView Office Manager
Avaya IP Office TAPI
TeamView AD LookUp

Figure 1: Avaya and Scantalk Reference Configuration
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4. Equipment and Software Validated

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

Avaya Equipment Software / Firmware Version
Avaya IP Office 500v2 9.0 Build 829

Avaya IP Office Manager 9.0 Build 829

Avaya IP Office TAPI2 Version 3.2.27

Avaya 9630 IP Telephone Release 3.2

Avaya 2420 Digital Telephones -

Avaya IP Office softphone 3.2.3.49 68975

Avaya Analogue Telephone -

Avaya 9630 IP Telephone Release 3.2

Scantalk Equipment Software / Firmware Version

Window 2008 Server R2 Standard SP1 (64 bit) | TeamView Office Manager 2.1.9.260
TeamView AD LookUp 2.5

TeamView Calendar LookUp 3.2 (optional)
TeamView Status Server 1.07.35

Microsoft SQL Express 2008

Microsoft .Net Framework 4.5.1

Microsoft Windows Installer 5.0

Microsoft PowerShell 6.1

Note: Testing was performed with IP Office 500 v2 R9.0, but it also applies to IP Office Server
Edition R9.0. Note that IP Office Server Edition requires an Expansion IP Office 500 v2 R9.0 to
support analogue or digital endpoints or trunks. IP Office Server Edition does not support TAPI
Wave or Group Voicemail.

5. Avaya IP Office Configuration

Configuration and verification operations on the Avaya IP Office illustrated in this section were
all performed using Avaya IP Office Manager. The information provided in this section
describes the configuration of the Avaya IP Office for this solution. It is implied a working
system is already in place. The only unique configuration required to interact with Office
Manager is to configure a Hunt Group. For all other provisioning information such as initial
installation and configuration, please refer to the product documentation in Section 10.The
configuration operations described in this section can be summarized as follows:

e Launch Avaya IP Office Manager

e Configure Hunt group

e Save Configuration
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5.1. Launch Avaya IP Office Manager

From the Avaya IP Office Manager PC, go to Start->Programs-> IP Office->Manager to
launch the Manager application. Log in to Avaya IP Office using the appropriate credentials to
receive its configuration (Not shown). In the IP Offices window expand the Configuration Tree
and double-click System. During compliance testing the System was called IPOMC.

i Avaya IP Office R9 Manager IPOMC [9.0.0.829] [Administrator(Administrator)]
Fle Edt View Tools  Help

As-dEEERv o2 w

i IPoMC + System - IPOMC

IP Offices

B IPOMC gh-BIX|vl<]
R BooTR(5) System |Lant | Lanz | DMs | voicemail | Telephany | Direstory Services | System Events | sMTP | sMoR | Twinning | vcm | ccR | codecs
& Operstar (3)
== IPOMC Mame IPOMC Locale United Kingdom (UK English) b

Contact Information

Set contact information to place System under special control

A& Extension (36)

- User (32)

W8 Group (8)

BX Short Code (72)
€D Service (0)

& o ]
Devie T

P Incoming Call Route (9) Shicd

£ wanPort (1) TFTR Server P Address |5 a5 . o . o

o Directory (1)

777 Time Profile (0} HTTP Server IP Address 1} 0 1} o
B e Ea—
Kl 1P Route (2) Phene File Server Type Memery Card v HTTP Redirection | OFf v
B Account Cade (1) Manager PC IP Address 255 . 255 . 255 . 255

Sy Licence (30)

& Tunnsl () #Avaya HTTP Clients Only Fl
§5 User Rights (10 Enable Softphone HTTP Pravisioning [[] Fawour RIP Routes, over static routes
RS (1)

55 Location (0) Automatic Backup

Time Setting Canfig Source voicemail PrafManager | %

Time: Settings
Time Server Address | 0 . 0 . 0 . 0

Time Offset -
00:00
(hoursminutes)

File writer IP Address

=

=
@
=
o
=]

Dongle Serial Mumber Local 1343790965

=
1=}
=
=

AWPP IP Address

Configuration | Item Type  Record | Description

Ready
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5.2. Configure Hunt Group
In the Manager window, go to the Configuration Tree, right click Group and select New (Not
shown) in the window that appears and enter the Following:
e Name Enter an informative name (i.e. Scantalk)
e Extension Enter the extension which will be dialled to reach the Office Manager
user. (i.e. 6000)
e Ring Mode Select Sequential from the dropdown box
e Profile Select Standard Hunt Group from the dropdown box
Click on the Edit button.

E Sequential Group ScanTalk: 6000

Group | Queuing | Overflow | Fallback | Voicemail | Yoice Recording | Announcements | SIP

arne ScanTalk Profile Standard Hunk Group w I
Exkension |EDDD | [] Ex Directory
Ding Mode |Sequentia| - | Mo Answer Time (secs) |5’:-"5t8|'ﬂ Default (15) E |
Hold Music Source |No Change W |
Ring Tone QOverride |Nnne £V |
Agent's Status on Mo-Answer
Applies To |ND'-"3 b |

User Lisk

Extension Marne
e ]| oo
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Once the Sequential Group Select Members window opens, select the user which will act as
the Office Manager user from the Available Users frame and click on the Append button. Click
the OK button. During compliance testing User 3005 was used.

Sequential | HuntGroup | 6000 S5canTalk - Select Members

Filters
Extr Mame

Extn

Murnber

Awailable Ugers [ 30,30 ] Members [ 11 ]
M ame Extn | ™ Order | Enabled | Wame Extn
3533 3598 1 Extn3005 3005
E=t3001 300
Ext3002 H323 3002
ExT 3006 3008
ExT3007 3007
E=t3393 3593
Extnz08 208
Extn212 2
ExtnZ14 214
Extn215 215
Extn216 216
Extn3005 3005
Extn3008 Azcom | 3008
Extn3009 3009
Extn3010 &zcom | 3010 Annend
Extr3011 Ascom | 3011 '
Extn3012 dzcom | 3012
Extn3013 &zcom | 3013
Extn3015 Azcom | 3015
ExtnB000H323 27
Ocopd Inzpected | 207
Decupied Clean 206
QDccupied Dirty 205
Wacant Clean 203
Wacant Dirky 202
Wacant Inspect 204
Woicebdal SIF 1 7om
Yoicebal SIF 2 7002
Woicebdail SIP 3 o3|
I Ok I [ Cancel ] [ Help
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Once the member is added click the OK button.

ﬁ Sequential Group ScanTalk: 6000 i 4 G 2 S S

Group |Queuing Creerflow || Fallback | Woicemail | Yoice Recording | Announcements | SIP

Mame

Extension

Ring Mode

Hald Music Source

Ring Tone Crverride

Agent's Status on No-Answer
Applies To

|ScanTaIk | Profile |Standard Hunt Group
|5uoo | [] Ex Directary

|Sequential v | Mo Answer Time (secs) |System DieFaulk (153
|N0 Change “ |

|N0ne w |

|N0ne A4 |

User List
Exkension Marne
3005 Extn3oos

Remove

I [ Cancel ] [

Help
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5.3. Save Configuration

Once all the configurations have been made it must be sent to the IP Office. Click on the Save
Icon as shown below.

i Avaya IP Office R9 Manager IPOMC [9.0.0.829] [Administrator (Administraton)]

File  Edit Wew Tools Help
a R AEER v - 2 8
T igroup ~
IP Offices
R BOOTP (S) Group | Queuing | Overflow | Fallback
¥ Cperabor (3)
[=)-5p IPCMC Mame @
w57 Systemn (1) )
- Extension B000
T4 Line (5) I:
<2 Control Unit (5) Ring Mode Sequer
Ay Extension (37)
i Usar (32} Hold Music Source Mo Che
=g Group (8) _ _
Ring T O d Mone
2§ 3020 DO13020 g fenlbllas
3021 DDIZ021 Agent's Skatus on No-Answer
ﬁl Applies To IE
S 3022 DDI3022 _
4§ 3023 DOI3023 Hser List
ﬁl 200 Main Extension Mame
A 6001 Pridis 3005 Extn300s
4§ 5000 ScanTalk
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Once the Save Configuration Window opens, click the OK button.

Save Configuration
IP Cffice Settings

IR

Configuration Rebook Mode

{i} Merge
() Immediate
() when Free

) Timed

Reboak Time

[T

Zall Barring

I K, I[ Cancel H Help

When the Service User Login Window opens enter the appropriate credentials and click the OK

button.
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IPOMC - IF 500 %2

Service User Mame |F'.|:|ministrat|:|r

Service User Passward |I'"'l"lll"-ii"|

[ Zancel H Help ]

Senvice User Login
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6. Configure Avaya IP Office TAPI

The Avaya IP Office TAPI is required to allow the Office Manager to control the Deskphone. It
is implied that the TAPI software is already installed, including a CTI Pro License for the Status
Server to function with Third Party TAPI. (It is important that the TAPI software installation was
run as administrator to ensure that the application receives the correct rights to run)

Note: As the Office Manager was installed on the TeamView Status Server TAPI was
configured in Third Party mode.

Click on Start - Control Panel = Phone and Modem (Not shown). Select the Advanced tab.

& Phone and Modem X

Dialing Rules | Madems

44  The list below displays the locations you have speciied. Select the
location from which you are dialing.

Locations:

Location

Mew... Edit... elete

QK I Cancel Spply
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Once the Phone and modem window opens, select Avaya IP Office TAPI Service Provider
and click on the configure button.

MC; Reviewed
SPOC 9/16/2014

& Phone and Modem

' Dialing Hul&al Modems Advanced |

x|

/‘* The following telephony providers are installed on this compiter:

Providers:

Avaya IP Office TAPIZ Service Provider
= = - 1

IUnimodem 5 Service Provider

| @ Bemove | 5 Configure...

o]

Cancel | Al |
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Once the Avaya TAPI Configuration window opens, enter the following:
e Switch IP address  Enter the IP address of the IP Office
e Click on the third Party Radio button
e Switch Password Enter the password of the IP Office

Click the OK button.

Avaya TAPIZ configuration E |
Switch IP Addrezs |'| 0.10.60.30 I
Cancel
" Single User

Izer Mame I
|lzer Pazsword I

£ Third Party

xxxxxxxxxxxxx

Switch Pagsword

[T Ex Directony Users
[ wied Users

7. Configure TeamView Office Manager

This section describes the steps preformed to configure Office Manager. It is implied that the
Office Manager software is already installed. It is also implied that the AD LookUp application
and prerequisite software is installed and configured including the TeamView status Server.
During compliance testing the Office Manager was installed on the TeamView server, but can
also be installed on a client PC. For all other provisioning information such as initial installation
and configuration, please refer to the product documentation in Section 10. These configurations
can be summarised as follows:

e Configure TeamView Office Manager

e Restart Office Manager

e Update Presence information

Note: If TeamView Office Manager is installed on a client PC it must be added to the same DNS
as the TeamView server. The configuration of the DNS server is beyond the scope of this
Application Note. TAPI must also be installed on the client PC. TAPI must be configured in
Single User mode.
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7.1. Configure TeamView Office Manager

Open the Unified Operator application using the icon from the Desktop which appears after
installation (not shown). Once the Office Manager window opens click on Personal in the side
bar followed by Phone Configuration.

#® TeamvView Office Manager - Administrator (3005)

X B

& o ¥ - ¥

ScanTalk

52
&ﬁ Colleagues
£3
W Contacks
j okill Groups

i Office Manager Configuration
dg Personal

j Phone Confiquration
Setup Phone and Server settings

Phone Configuration Options

Integrations Agent & Skills

Options
Generel options and settings

Agent Configuration
Agent setup, Skills and Queues

Q%
= Inteqgration & Settings

Pop-up Integration and settings
t;
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Once the Phone Configuration window opens enter the following in the System tab:

e SQL Server:

User:

Server:

Enter EMDB

Password: Enter the EMDB password
Enter the IP address of the TeamView Status Server

Enter the Server name hosting the SQL Express followed \SQLEXPRESS
SQL Security Click on the Radio button

Phone Configuration {(¥ersion 2.1.9.260)

System I Callz I Fnrwardsl F'resenu:el

— Databaze

SOL Server: IWIN«JNES.&KJLIEFEE\SGLEKF’HESS

" Usze Integrated Security

f* SOL Security

| zer: I

EMDE

Pazzword: I

PR

— Statuz Server

Server:  |10.10.60.81

Cancel |
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Click on the Calls tab and enter the following:
e Extension: Enter the extension of the Office Manager user.
e Country code: Enter the appropriate country code

Note: The remaining fields are optional.

Click the OK button.

Phone Configuration (Yersion 2.1.9.260)

IS_I,Istem Fu:urwardsl F'resenu:el

— Phone — End Call

Estension; ISIIIEIE

[T Minimize if no cal

[T Delete Search Text

Prefis: I

IE:::untr_l,l code; |+353

Diirect:; I

YWaicemail: I

[Eroup pickup: I

| Cancel |

7.2. Restart Office Manager
Once the Office Manager configuration is complete it must be restarted.

7.2.1. Close Office Manager

To close the Office Manager click on the X button on the top right hand corner (not shown). To
close the Office Manager completely right click on the Office Manager icon in the system tray
and click on Exit.

8 COffice Manager

Exit

} 09:03
| A w0 e =
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7.2.2. Start Office Manager

Click on the Office Manager icon on the Desktop (not shown). Once the Office Manager window
opens three icons should appear on the bottom left corner. The Green check mark on the first
icon signifies that the Office Manager is connected to SQL Server, on the second icon it signifies
that the Computer Telephony Integration (CTI) is connected correctly, and on the third icon it
indicates the Office Manager is connected to the Status Server.

# Team¥iew Office Manager - Administrator {3005)

| - Pl€
I T
ScarTalk

‘ Q Colleagues

=8 Departments
B <Unknownz

B Accounting 00 10:00 12:00 14:00 16:00 1500
B Administration Accounting & &000 ‘

B Logistic ‘

W Sale
Favorites Allan Aron Anderson (AA) £ 3002 ¥ 1016 o

§B\ Current Searches Spok pricer, Accounting | ‘ |

| |
Bobby Joe Bell (BB) & s005 4 9999099 | L | |
Cand, Merc, Aud., Accounting | ‘ | | |

Clarissa Clarkson {CC) £ 007 ; 20245486 ,,___,__,Im

Cost Analyser, Accounting s | |

Business sale, Sale | ‘ | | | |

|

|

|

Dan Downing {DD) £ a0 ; 53174511 |
|

Ellie Frances Edward (EE) £ 4044 ; 59171350 |
|

Private sale, Sale Ll | | |

If
|
r_

2
2
3
2
2
I
e
2

Frances Fullham {FF) £ 4004 ; 59174914
GED, Adminiskration | ‘ | | | | | | | | | | | | | |
Qq Cniedie Grace Gunson (GG) £ 4908 B sarizor | | | | | =
% sillGroups D583 il L e e e e e e ey e e
e—— Holly Hand (HH) & 4043 ¥ smria0s g | [
A e Business sale controller, Sale | ‘ | | | | | | | | | | | | | | |
Personal Ivan Independable (I1) & a7 ¥ so171309 | | [ | | =
B L 13 colleagues aj
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7.3. Update Presence information

To get the correct presence information of the IP Office phone users the TeamView Status
Server —TAPI must be restarted. To restart this service open the Services window, click on
Start-> Run, and enter services.msc (not shown). When the Services window opens scroll
down and highlight TeamView Status Server —TAPI. Click on the restart icon to restart the
service.

£} services =] I

File  Action Mew Help
L EENEE - ST O
., Services (Local) Mame = | Diescription | Status | Startup Type | Log ©on As | ;I
& Task Scheduler Enables a ...  Started Automatic Local Syskem
&, ; ; ;
< Telephony Provides T...
& Thread Ordering Server Provides or... ranual Local Service
{5}, TPM Base Services Enables ac... fanual Local Service
{54 UPRP Device Host Allowes UPRL ., Disabled Local Service
Gk User Profile Service This servic...  Started Automatic Local Syskem
L irkual Disk. Praovides m... ranual Local System
& Molume Shadow Capy Manages a... fManual Local Syskem
L windows Audia Manages a... ranual Local Service
& Windows Audio Endpaint Builder Manages a... fManual Local Syskem
L windows CardSpace Securely ... ranual Local Syskem
&k Windows Color System The WesPl.., fManual Local Service
L windaows Driver Foundation - User-raad. ., Creates an... ranual Local Syskem
5 Windows Error Reporting Service Alloves erro... fManual Local Syskem
L windaows Event Collectaor This servic, .. ranual Mebwark 5.
G Windows Event Log This servic,..  Started Automatic Local Service
L windaows Firsweall windows Fi... Started Aukarmatic Local Service
G Windows Font Cache Service Optimizes ..,  Started Automatic Local Service
L windaows Installer Adds, modi.. ranual Local Syskem
& Windows Management Instrumentation  Provides a... Starked Automatic Local Syskem
L indaows Madules Installer Enables ins... Started fanual Local Syskem
& Windows Presentation Foundation Font... Optimizes ... fManual Local Service
L Windows Process Activation Service The Windo...  Started fanual Local Syskem
& Windows Remate Management (W5-Ma.., Windows F... Starked Automatic (0., Metwork 5.,
Lk indaows Time Maintains d... fanual Local Service ;I
@ Skandard
|
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8. Verification Steps

This section provides the tests that can be performed to verify correct configuration of the IP
Office and Scantalk TeamView Office Manager Solution. Check the Office Manager icon on the
desktop and observe that the three icons appear as described in Section 7.2.2.

9. Conclusion

A full and comprehensive set of feature and functional test cases were preformed during
Compliance testing. Scantalk TeamView Office Manager is considered compliant with Avaya IP
Office. All test cases have passed and met the objectives stated in Section 2.2.

10. Additional References

These documents form part of the Avaya official technical reference documentation suite.
Further information may be had from http://support.avaya.com or from the local Avaya
representative.

[1] Avaya IP Office Manager 9.0, Document 15-601011, Issue 9.01, September 2013

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

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