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Abstract

These Application Notes describe the configuration steps required for BBX Technologies
Vuesion Multimedia Contact Center Voice Recording (using PRI Tap) module to interoperate
with Avaya [P Office. In the compliance testing, BBX Technologies Vuesion Multimedia
Contact Center provided skill based routing and announcements using the SIP User, TAPI, and
DevLink interfaces from Avaya IP Office 8.0. The Voice Recording (using PRI Tap) module
supports preconfigured recording of both inbound and outbound calls.

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

These Application Notes describe the configuration steps required for BBX Technologies
Vuesion Multimedia Contact Center Voice Recorder (using PRI Tap) module to interoperate
with Avaya IP Office. In the compliance testing, BBX Technologies Vuesion Multimedia
Contact Center provided skill based routing and announcements by using the SIP User, TAPI,
and DevLink interfaces from Avaya IP Office. The Voice Recording (using PRI Tap) module
supports preconfigured recording of both inbound and outbound calls.

The SIP User interface was used by Vuesion to register virtual SIP users and to route incoming
calls via an available SIP user in a hunt group to the Vuesion server. The TAPI interface was
used by Vuesion to monitor and control the virtual SIP and physical agent and supervisor users,
and to provide call control via the agent and supervisor desktops. Voice Recording (using PRI
Tap) module supports preconfigured recording by tapping into a physical PRI trunk and listen to
the call through the PRI Tap hardware.

The BBX Technologies Vuesion Multimedia Contact Center consisted of the Vuesion Server,
and Vuesion Client software.

2. General Test Approach and Test Results

The feature test cases were performed manually. Upon start of the BBX Technologies Vuesion
Multimedia Contact Center application, the application automatically registers the virtual SIP
users to Avaya IP Office.

For the manual part of the testing, incoming calls were made to the main hunt group. The
Vuesion server used the TAPI event messages to track agent states, and specified calls to be
redirected to available agents. Since the testing concentrated on the Voice Recording module,
preconfigured recording was verified. A call was made into the main hunt group and call was
recorded based on a preconfigured template on the agent desktop. The recording is made
possible by having the Vuesion Server tap into a physical PRI trunk and listen to the call through
the PRI Tap hardware.

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

The feature testing focused only on verifying the following on BBX Technologies Vuesion
Multimedia Contact Center Voice Recording module:

e Proper registration of virtual SIP users.
e Verify if call is being presented to an available agent.
e Verify if incoming call to the agent is recorded properly.

e While agent on active call, activate features like hold and reconnect, transfer and call park.
Verify if call is recorded properly.

e Establish two active calls at two different agents and verify if both calls are recorded
properly.

e Establish two active calls at one agent and verify if both calls are recorded properly.

e Verify if outbound PSTN call from the agent is recorded properly.
The serviceability testing focused on verifying the ability of BBX Technologies Vuesion
Multimedia Contact Center Voice Recording module to recover from adverse conditions, such as

disconnecting and reconnecting the Ethernet cables to the Vuesion server and to the Vuesion
client.
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2.2. Test Results

All test cases were executed and passed. The following observations were noted on BBX
Technologies Vuesion Multimedia Contact Center Voice Recording module during compliance
testing:

e Recording is not supported for Conference calls. However during a conference call, the
recording file can be found and played from the folder. The entry is not seen in the Call
Recorder Administration screen.

e In the blind transfer scenario, the entire recording is on one file. The Call Recorder
Administration screen entry shows the first called agent information.

e Agent is presented an incoming call through the main hunt group from Set A. Set B calls the
Agent directly while Agent is in conversation with Set A. Agent puts Set A on hold and
answers call from Set B. Agent then releases the call from Set B and reconnects the call to
Set A and then releases the call. Call Recorder Administration screen shows one entry and it
is for the first call. The entire recording is on one file.

e Agent 1 is presented an incoming call through the main hunt group. Agent 1 then parks the
call and the call is un-parked by Agent 2. Call Recorder Administration screen has two
entries, one for Agent 1 and the other for Agent 2. The file size for Agent 2 entry shows 0
even though there is content in the file, so it’s only a display issue

¢ Disconnect Ethernet cable on the Vuesion server while recording is in progress. Reconnect
the cable. There were no entries in the Call Recorder Administration screen however there
was an entry in the Call Recorder folder with no contents in it.

2.3. Support

Technical support on BBX Technologies Vuesion Multimedia Contact Center can be obtained
through the following:

e Phone: (800)930-4229, option 4
e Email: bbxservice@bbxtech.com
e Web: www.bbxtech.com
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3. Reference Configuration

The configuration used for the compliance testing is as shown in Figure 1 below.

In the compliance testing, the Vuesion Manager, Vuesion Reports and Vuesion Client software
were running on the Vuesion server, while another server was hosting the Avaya IP Office
Manager. During compliance testing two Vuesion clients were loged in on the same server where
one was connected to the Desktop agent and the other to the Desktop Supervisor agent. Emulated
PSTN was used to make inbound/outbound calls. The Vuesion Server hosted the folders related
to Voice Recording module and therefore the recordings were played back on the same. The
Vuesion server had PRI Tap card installed in it. The T1/E1 cable from the PSTN was connected
to the PRI Tap card and another T1/Elcable from the PRI Tap card was connected to the PRI
port of the IP Office.

=
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Emulated

Lab Network
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T1E1 eablafrom PRI Tap

Figure 1: Compliance Test Lab Configuration
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4. Equipment and Software Validated

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

Equipment Software

Avaya [P Office 500 8.0 (18)
Avaya [P Office Manager 10.0 (18)
Avaya 9650 IP Telephone (H.323) 3.186a
Avaya 1608 IP Telephone (H.323) 1.300B
BBX Technologies Vuesion Server on
Windows 2008 Server R2 Standard V7.03

e Avaya TAPI (tspi2w.tsp) 1.0.0.35

e Avaya DevLink (devlink.dll) 1.0.0.5
BBX Technologies Vuesion Client V7.03
AudioCode PRI Tap card Hardware 5.6.0
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5. Configure Avaya IP Office

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

Verity IP Office license
Obtain LAN IP address
Administer SIP Registrar
Administer SIP extensions
Administer SIP users
Administer hunt groups
Administer agents

Administer supervisors

e Administer incoming call route
e Administer short code

5.1. Verify IP Office License

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

The Avaya IP R8 Office Manager screen is displayed. From the configuration tree in the left
pane, select License = 3™ Party IP End-points to display the 3" Party IP End-points screen
in the right pane. Verify that the License Status is “Valid”.

'l Avaya IP Office RE Manager DevCon IPO 1 [8.0118]] [Administrator{Administrator)]

File Edit Wew Tools Help

{ DevConIPO 1 * License * 3rd Party IP Endpaoints - J
Ls5-HIERE A 28
IP Offices = 3rd Party IP Endpoints
(=W, License (64) | Licenses |
. 1600 Series Phones
3rd Party IP Endpoints License Key |rLGWMCGWMCGWMCGWMCGWMCGWMC
e Advanced Edition
B AUDTH Yoicemail License Type |3rd Patty TP Endpaints

. Avaya IP endpoints
W Avava IP endpoinks
W CCC Agent Rostering

|
|
License Status |Va|id |
|
|

Instances |255
W CCC Agents
8. CCC Chat Expiry Date  |Never
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Scroll down the left pane and select License = CTI Link Pro, to display the CTI Link Pro
screen in the right pane. Verify that the License Status is “Valid”.

IP Offices

(=) W, License (64}
. 1600 Series Phones
e 3rd Party IP Endpoints
. Advanced Edition
e ALDIX Voicemail
W Avaya IP endpoints
W Avaya IP endpoints
. CCC Agent Rostering
. CCC Agents
. CCC Chat
W CCC Designer {users)
. CCC EMail
. CCC PC Wallboards
W CCC Server
W CCC Spectrum Wallboards
W CCC Supervisors
. CCR CCCUPG
e CCR Designer
W CCRSUP
. Compact Business Centre
LTI Link Pro

Licenses |

CTI Link Pro

Licenss Key |mxzx.ﬁ.nvgqmvgqmvgqmvgq.ﬁ.nvgq

License Type |CTI Link Pro

License Status |\-'a|id

Instances |255

Expiry Date |Never

5.2. Obtain LAN IP Address

From the configuration tree in the left pane, select System to display the DevCon IPO 1 screen
in the right pane. Select the LANI1 tab, followed by the LAN Settings sub-tab in the right pane.
Make a note of the IP Address, which will be used later to configure Vuesion. Note that IP
Office can support SIP on the LAN1 and/or LAN2 interfaces, and the compliance testing used

the LAN1 interface.

[ IP Offices

K BOOTR(2)
{7 Operatoar (3)
[=)-%=) DewCon IPC 1
[=-#= System (1)
iy DevCon IPO 1
4 Line (20}
“2v Contral Uik (53
A&y Extension (33)
§ User(3z)
ﬂ HuntGroup (7)
@ short Code (86)
@ Service (0)

DevyCon IPO 1

ol RAS (1]

IP Address (110 10 . 10 106 |
I Mask. |55 285 . 255 . 240 |
Primary Trans, IP Address | 1] i} 0 0 |
RIF Mode |None

[ Enable MAT

1 v

Mumber OF DHCP IP Addresses
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5.3. Administer SIP Registrar

Select the VoIP sub-tab. Make certain that SIP Registrar Enable is checked, as shown below.
Retain default values for the remaining fields.

IP Offices =

K BoOTR (2)
% Operator (3)
(=% DeviCon IPO 1
==y Syskem (1)
29 DeviCon IPO 1
T Line (200
<2 Conkrol Unit {5}
Ay Extension (33)
& User(32)

[ B

DevCon PO 1

System | LAML | LAMZ | DNS || Voicemail | Telephony || Directory Services | Svstem Events | SMTP | SMDR.

LAM Settings |

i| Metwork Topology | SIP Registrar

SIP Trunks Enable
SIP Registrar Enable

H.373 Gatekeeper Enable

Select the SIP Registrar sub-tab, and enter a valid Domain Name for SIP endpoints to use for

registration with IP Office. In the compliance testing, the Domain Name was left blank, so the
LAN IP address was used for registration.

IP Offices

K BOOTP(2)

¢+ Operator (3)

[=) %23 DewCon IPO 1
[=-#=p System (1)

el Denvion IPO 1
4 Line (200
“2v Contral Unik (53
A Extension (33)
a User (32)
S HuntGraup (7)
@ Short Code (56)
B Service (0)

ol RAS (1)

B DevCon IPO 1

System| LAN1 |LAN2 DMS || Voicemail | Telephony | Directory Services

Syskem Events || SMTP || SMDR

LaN Settings | YoIP | Metwork Topology | SIP Registrar |

Darmain Name
Layer 4 Protocol
TP Park

UCP Part

Challenge Expiry Time (secs)

Auko-create ExtnfUser

Both TCP & LUDP »

S060 g

L

10

(4]

O 2
[w=]

CRANE
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5.4. Administer SIP Exten

sions

From the configuration tree in the left pane, right-click on Extension, and select New = SIP
Extension from the pop-up list to add a new SIP extension. Enter the desired digits for Base
Extension, and retain the default values in the remaining fields. The screen below shows the

added SIP extension.

IP Offices

+- & BOOTR (2) A
# g% Operator (3)

%%y DevConIPO 1

=% System (1)
%% DevCon IPO 1

#-7 Line (207

- Control Uit (5)

=4 Extension (33)
4 101 28201
4 102 26202
A 103 26203
+f 104 26204
A 105 26205
A 106 25206
Ay 107 28207
8 108 26208
A 109 28209
+f 11028210
A 11128211
A 112 28212
4 11328213
A 114 28214
A 11528215
+f 116 28216
A 25 28225
Ay 26 26226
Ay 27 28227
4y 28 26228
o 29 26229
30 26230
A 3126231
Ay 32 282
. G006 25233

E SIP Extension: 8000 28235

Extn - |wolP | T38 Fax
Extension Id G000
Base Extension 28235

Caller Display Tvpe

4|

&

a

Reset Volume After Calls
Dervice bype

Module
Part ul

Force Authorization

"y, G007 25234
8000 25235

Select the VoIP tab. Check Re-invite Supported, and Reserve 3" party IP endpoint license,
as shown below. Uncheck Allow Direct Media Path. Select “Custom” from Codec Selection
drop down box and move “G.729 (a) 8K CS-ACELP” to the Selected column. Retain the default

values in the remaining fields.

Repeat this section to add the desired number of SIP extensions. In the compliance testing, five
SIP extensions with base extensions of 28235-28239 were created.
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IP Offices

R B0CTR(2) A
% Operakor [3) 7
(=27 DevCon IPO 1
(=)= System (1)
3 DewCon IPO 1
4 Line (20)
% Control Unit (5)
[=-4fp Extension (33)
A 101 28201
A 102 28202
8 10328203
A 10428204
A 10528208
A 10628206
A 107 28207
A8 108 28208
A 10928209
A8 11028210
A 11128211
A 11228212
A 11328213
A 11428214
4 11528218
A 11628216

SIP Extension: 8000 28235™

IP Address 1]

Codet Selection

a

a

a

Unused

@711 LLAWY B4k
G711 ALAYWY B4K
G722 64K

G.723.1 6E3 MP-MLO

-3

LS

Bl

Selerted

G, 729(3) 8K CI-ACELP

Fax Transpork Support ‘Nune

3
TDM-3IP Gain ‘ DeFault v |
IP->TOM Gain Default |
DTHF Suppart [RFC2833 |

D WolP Silence Suppression

[ Local Hold Music

[1 allow Direct Media Path

Re-invite Supported

[1 Use Cfferer's Preferred Codec

[1 reserve vavya IP endpoint license

Reserve 3rd party IP endpoint license
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5.5. Administer SIP Users

From the configuration tree in the left pane, right-click on User, and select New from the pop-up
list. For Name and Full Name, enter the same desired value prefixed with “IVR”, as required by
Vuesion. For Extension, enter the first SIP base extension from Section 5.4. Retain the default
values in the remaining fields. The screen below shows the added SIP user.

IP Offices E VR 28235: 28235

R BooTR(2) A | User |Vo|cema|l DD
{7 Operator (3)
(=) DevCon IPO 1 Wame VR 25235 |
[=-#59 Syskem (1)
% DevCon IPO 1 Rassword ‘ |
4 Line (20) |

<2 Conkrol Unit (5)
Ay Extension (33) Full Mame ‘IVR 28235 |

=-§  User (32

§r Molser Extension 7235 |
|
|

ShortCodes | Source Numbers | Telephony | Forwarding | Dial In || Yoice Recording | Button Programming

Confirm Password ‘

28201 Extn23201 Locale ‘
28202 Extn28202

28203 Extn28203 Pricrity ‘ 5 v
28204 Extnz8204
26205 Extn2a205 System Phone Rights ‘Nona v |
28206 Extn28206
28207 Extn28207
28208 Exn28208 [] Receptionist
28209 Extnz3209
28210 ExtnZ3210
28211 Extn28211 D Enable one-X Portal Services
28212 Extn28212
28213 Extn28213
28715 Extnzaz15 [[] Enablz Remate Warker
25216 Extn28216 [ Ex Directory

26225 Extn20225
28226 Extn28226 Device )
28227 Extri28227 Type ﬁ Lok e s
28228 ExXtnZ8228
26229 Extrza229 Wy (e

26230 Exkn2g230 User Rights wview ‘User data - |
28231 Extn23231
28232 Extn28232 working hours time profile
28233 ExtnZ8233 . A

6754 Extrzase Working hours User Rights ‘

v 26240 ExtnZ8240 Out of hours User Rights

Profile ‘ Basic User “ |

Enable Softphone

Enablz one-¥ TeleCommuter

Select the Voicemail tab, and uncheck Voicemail On, as shown below.

IP Offices ﬁ IVR 28235: 28235

R Bo0TR (@ A Lser | nicemail | DRD ShortCades || Source Numbers | Telephany | Forwarding || Dial In | Yoice Recording
i Operator (3)
(=% DevCan IPO 1 Voicemail Code | | [ voicemail On
(=% System (1)
%) DevCon PO 1 Canfirm Yaicemail Cade | | [ vaicemai Help
19 Line (20) voicemai Email | | [ woicemai Ringback.

<2 Contral Unit {5)

Ay Extension (33) Yaicemail Email Reading

= a ;se;\l(Sj) [ uMs weh Services
olser

28201 Extnzg201

28202 Extn25202

L — Off Copy Faorward Alert
25204 Extnz5204 DTMF Breakout
25205 Extnz5203
28206 ExtnZ8206 Reception | Breakout (DTMF *0) |System Default |
25207 Extn25207

Breakaut (DTMF *2) |System Defaul: |

28208 ExtnzG205

28209 Extn26209 Breskout (DTHE *3) [system Defaul () |
28210 Extn28210

28211 Extnzgzll
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Select the Telephony tab, followed by the Supervisor Settings sub-tab. Enter a desired Login
Code.

Repeat this section to add a new user for each SIP extension from Section 5.4. In the
compliance testing, five users with extensions of 28235-28239 were created.

IP Offices E VR 28235 28235

R BOOTR(2) 1 |user | Voicemail | OMD | ShartCodes | Source Numbers| Telephorry |F0rwarding Dial In | Yoice Recording | Button Programming
44 Operator (3)

(=)0 DewCon PO 1 Call Settings

[=-#59 System (1)

Multi-lime Options | Call Log

5 DevCon IPO 1 Login Code |**** | [ Force Login
= L

T Line (20) _ Login Idle Period {secs) | | [] Farce Account Code
<= Conkrol Unit (5)
Ay Extension (33) Manitar Graup |<N0ne> v|
= ﬂ User (32)

: Maollser Cowerage Group | <Monez hd |

25201 Extn25201 .
i Stakus on Mo-Answer |L0gged On (Mo change) - | [] Outgoing Call Bar

28202 ExtnzGzz
25203 ExtnzGzns

Reset Longest Idle Time [ Inhibit OfF-Switch Farward{ Transfer

} 25204 Extrizgz04 Can Intrude
L 28205 Extnz&205 @ Al calls O
28206 Extn282086 O E 1 . Cannot be Intruded
xernal Incorming
28207 Extn26207 [ Can Trace calls

28208 ExtnzGzns
25209 ExtnzGzns

j 26210 ExtnzG210 | Autornatic After Call wark
I 28211 Extnzazil

[ ccr sgert
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5.6. Administer Hunt Groups

Administer three hunt groups for the following purposes:

e Main hunt group for delivering of incoming trunk calls to Vuesion.
e Monitor hunt group for supervisor monitoring of agents.
e Transfer hunt group for use by Vuesion for internal transfers.

5.6.1. Administer Main Hunt Group

From the configuration tree in the left pane, right-click on HuntGroup and select New from the
pop-up list to add a new hunt group. This hunt group will be used to deliver incoming trunk calls
to Vuesion.

Enter desired values for Name and Extension. For Ring Mode, select “Rotary” from the drop-
down list. Retain the default values in the remaining fields

In the User List section, add the desired number of virtual SIP users from Section 5.5 as
members. In the compliance testing, 28235 to 28237 were added as members as shown below.

IP Offices E Rotary Group BBX Main: 77100

#- K BOOTP (2)
#-¢w Operator (3)
=423 DevCon IPO 1
==y System (1)
%29 DevCon IPO 1
7 Line (20)
=» Contral Unit {5}

Hunt Group | Queing | Overflow | Fallback | Voicemal | Voice Recording | Announcements | SIP

Marne BB Main |:| CCR Agent Group

Extension 7100

Mo Answer Time (secs)  (Svstem Default (15) -

Ring Made Ratary v

A Extension (33)

= User {32)

= * HunkGroup {73

RF 77200 BBX CSR.
15E| 77500 BEX Falover

T
T
T
T

13K| 77300 BEx Maritor
ﬁ FFF00 BB MetTSR.
15K 77300 BEx Outdial
E| 77199 IvR Filat

+-@% Short Code (66)

B Service (0

ol RAS (1)

+] @ Incoming Call Route {4)

@ WanPort ()

s Directory (00

£ Time Profile (1)

@ Firewall Profile {13

Bl [P Route (2)

@ Account Code (1)

B License (64)

F-

Hold Music Source

Agent's Stakus on Mo-Answer
Applies To

Central System
Lser List
Extension Mame
28235 IMR 28235

26236 IVR 28230
28237 IVR 28237

& Tunnel {0}

Mo Change £
Mone -

DevCon IPO 1 D Advertize Group

System

DewCon IPC 1
DewCon IPC 1
DewCon IPO 1

Remove
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Select the Voicemail tab, and uncheck Voicemail On.

IP Offices

K BOOTP(2)
1% Operator (3)
=)=y DesiCon IPO 1

[=-5=9 Syskem (1)

%2y DevCon IPO 1
7 Line (200
“2» Control Unit {5)
Ay Extension (33}
a User {32)
u HuntGroup (73
SF 77200 BEX C5R
¥l 77600 BEX Failover
2§ 77100 BEY Main

[ ] - B B

E Rotary Group BBX Main: 77100

Hunt Group || Quewing | Overflow | Fallback

Woice Recording | Announcements || SIP

Yoicemail Code

| [ waicemail on

| [ voicemail Help

Confirrn Yoicemail Code

Woicernail Email

[ Broadcast
OFf Copy Forward Alert

[ uMs web Services

Select the Queuing tab, and uncheck Queuing On.

R BOOTP (2)
i Cperator (3)
[=)-%=p DevCon [PO 1
[=--#p Syskem (1)
%) DewCon IPC 1
4 Line (20)
<tz Control Unit (S)
Ay Extension (33)
a Iser (32)
= ﬂ- HunkGroup {73
5§ 77200 BB CSR
4§ 77600 BEX Failover
in

I IP Offices

i
i

Rotary Group BBX Main: 77100

Hurik Group| Quewing |OverFIc-w Fallback | Voicemal | Voice Recording | Announcements | SIP

|:| Queuing Cn

Marmalize Queue Length

&
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5.6.2. Administer Monitor Hunt Group

From the configuration tree in the left pane, right-click on HuntGroup and select New from the
pop-up list to add a new hunt group. This hunt group will be used for supervisor monitoring of
agents and also for Call Recording.

Enter desired values for Name and Extension, and retain the default values in the remaining
fields.

Follow the procedures in Section 5.6.1 to uncheck Voicemail On.

In the User List section, add the agent users as members. In the compliance testing, 28233 and
28234 were added as members as shown below.

IP Offices E Sequential Group BBX Monitor: 77500

#- R BOOTP (2)

Queuing | Overflaw | Fallback || Woicemail || Woice Recarding | Annauncements | SIP

H- Operatar (3)
=%y DevCon IPO 1
=9 Syskem (1)
29 DevCon IPO 1
H--F4 Line (20)
+ -+ Caontral Unit {5)
+ -4 Extension (33)
+-§  User (32)
=5 HuntEraup (7)
& 77200 BEX C3R.
K| 77600 BEX Failover
77100 BEX Main
S 77500 BEX Manitar
-ﬁ 7700 BBX MebCSR
i 77300 BEX Outdial
S 77199 VR Pilat
+ @ Short Code (66)
@ Service [0}
ol RAS (1)
+ @ Incoming Call Foute (4)
@ WanPort {0)
@ Direckory [0}
F.‘\ Tirme Prafile {0)
+- ) Firewall Profils (1)
+ -l IF Route (2)
+ - Account Code (1)
+ W License (64)
& Tunnel {0)

Mame

Extension
Ring Mode

Hold Music Source

Agent's Status on Mo-Answer
Applies To

Central System
User List
Extension Mame

28233 Extn2B233
25234 Extnzzit

EE Manitor [] ccr agert Group
77500

Sequential w Mo Answer Time (secs) |System Defaul (15)

Mo Change w
Mone v

DewCon IPO 1 [ Advertize Group

System
DewCon IPO 1
DewCon IPO 1

4%

Remove
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5.6.3. Administer Transfer Hunt Group

From the configuration tree in the left pane, right-click on HuntGroup and select New from the
pop-up list to add a new hunt group. This hunt group will be used by Vuesion for internal

transfers.

Enter desired values for Name and Extension. For Ring Mode, select “Rotary” from the drop-

down list. Retain the d

efault values in the remaining fields.

In the User List section, add the desired number of virtual SIP users from Section 5.5 as
members. In the compliance testing, 28235 to 28237 were added as members as shown below.

Follow the procedures in Section 5.6.1 to uncheck Voicemail On and Queuing On.

IP Offices

- K BOOTP (2)
+-¢# Operator (3)

Hunt Group | Gueuing | Cverflow || Fallback | Yaicemail || voice Recording || Announcements | SIP

E Rotary Group BBX CSR: 77200

=% DevCon IPO 1 Narme BBX CSR [ ccr Agent Group
= system (1) Extension Fre00
S DeviCon IPO 1
T Line (200 Ring Mode Ratary w Mo Answer Time (secs)  [3vstem Default (15) =
B2 Conkrol Unit (5)
-4y Extension (33) Hold Music Source Mo Change A4
=+ & User (32) F\galjt's Status on Mo-Answer Hore 3
=4 HurkGraup (7 Applies To
ﬁl SR Central System DewCon IPO 1 [] advertize Group

il 77600 BEX Failover

2% 77100 BEX Main User List
F 77500 BEX Manitor S — -~ syatem
177700 B et 28235 ¥R 28235 DevCon PO L

i 77300 BB Cutdial
il 77199 TV Pilat
- @% short Code (66)
@ Service {0)
oy RAS (1)
= @ Incoming Call Route (4)
@ wanPart (0)
@ Directory (0)
£ Time Profile (0)
= @ Firewall Profile (1)
= [l 1P Route (2)
- Account Code (1)

DevCon IPO 1
DevCon IPO 1

28236 IVR 28236
28237 IVR 28237

Fa
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5.7. Administer Agents

From the configuration tree in the left pane, select the first agent user, in this case “28233”.

Select the Telephony tab, followed by the Supervisor Settings sub-tab. Uncheck Cannot be
Intruded, as shown below. If this agent needs to be monitored then select the required
monitoring group from the Monitor Group drop down menu.

Repeat this section for all agent users.

| IP Offices B Extn28233: 28233

#1- R BOOTP (2) ~
+-¢# Operakor (3)
=2y DevCon IPO 1 Call Sektings
=529 System (1)
5 DeviCon IPO 1 Login Code [] Foree Login
T Line (200
2 Control Unit {5)
4 Extension (33) Manitar Group EE: Marikar w
a User {32)
; Mallser Coverage Group <MNaonex “
E zggg; Eit:g:;g; Status on No-Answer Logged On (Mo change) A4 [] outgoing Call Bar
28203 Extn28203
28204 Extnz25204
28205 Extn26205 @ Al Calls
} 28206 Extn28206 O Extornal Incaming [ cannot be Intruded
1 ;ggg; Ex:ngzgg; [J can Trace Calls
Eanyt
28209 Extnzgz09 [ ccr agent
2:;1? Extnszg? Aukomatic After Call Work
et
28212 Extn28212
28213 Extn258213
28215 Extnz8215
§ 20216 ExtnZazle
I 28225 Extnz8225
28226 Extn28226
28227 Extnz28227
28226 ExtnZ8226
28229 Extnzg229
28230 Extn28230
28231 Extn28231
282352 Extnzgz sz
28233 Extn28233

User || ¥oicemall | MO | ShortCodes | Source Mumbers | Telephany | Forwarding || Dial In | Voice Recording || Butkan Pragramming

Mulki-line Options | Call Log

Login Idle Period {secs) [ Force Account Code

R

[ 1nhikit Off-Switch Farward) Transfer
[ <an Intrude

Reset Longesk Idle Time
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5.8. Administer Supervisors

From the configuration tree in the left pane, select the first supervisor user that will be
monitoring agents, in this case “28234”.

Select the Telephony tab, followed by the Supervisor Settings sub-tab. For Monitor Group,
select the Monitor hunt group from Section 5.6.2. Check Can Intrude and Cannot be

Intruded.

Repeat this section for all supervisors that will be monitoring agents. In the compliance testing,
one supervisor user with extension 28234 was configured, as shown below.

IP Offices

- R BOOTP (2)
#-¢7 Operator (3)
=%y DevCon IPO 1

=29 System (1)

#2) DewCon IPC L
T4 Line (20)

= Conkrol Unit {50

Ay Extension {33)
ﬂ User (323

; Maollser
28201 Extnz8201
26202 Extnzgz0z
256203 Extnz5z03
28204 Extnzg204
28205 Extn25205
258206 Extnzgz0a
28207 Extnz5207
25208 Extn25208
25209 Extnzgz09
258210 Extnz5210
28211 Extnz8211
26212 Extnzgzlz
28213 Extnz5213
28215 Extnz8215
26216 Extnzgz 16
256225 Extnz5225
28226 Extnz28226
26227 Extnzgzz?
256228 Extnz5225
28229 Extnz28229
25230 Extn25230
256231 ExtnzGz31
28232 Extnz28232
28233 Extn25233
26234 Extnz5z34

1B

E

Ei

Extn28234: 28234~

User | Yoicemail | DND ShortCodes | Source Numbers | Telephany | Forwarding | Dial In | Yoice Recording | Button Programming

Call Settings | Supervisor Settings | Multi-ine Options || Call Log
Login Code
Login Idle Period (secs)
Monitar Group BB Monitar
Coverage Group =Mone=

Status on No-answer Logged On (Mo change)

Reset Longest Idle Time
@ all calls

() External Incoming

|:| Force Login

[ Force account Code

[ outgaing Call Bar

[ 1nhibit: Sff-Switch Forward, Transfer
Can Inktrude

Cannot be Intruded

[ an Trace Calls

[ ccr Agent

Aukomnatic After Call Waork
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5.9. Administer Incoming Call Route

If necessary, create an incoming call route to route incoming calls to the Main hunt group. In the
compliance testing, a PRI line “2” was created for incoming route

As shown in the screen below, the Line Group ID of “2” is selected and enter the expected
incoming number in the Incoming Number field.

IP Offices B 2 1613962xxxx

R BooTP(2) Standard | Yoice Recording | Destinations
i Operator (3}
%39 DeviCon IPO 1 Bearer Capability |P.ny Woice e |
=5 System (1] Line Group 1D |2 v |
i DewCon IPO 1
9 Line (20} Incoming Murmber |1613962x><xx |
<2 Control Unit {5)
A& Extension (33) Incoming Sub Address | |
ﬁ User (32} )
I CLI
[=)-34§ HuntGroup (7 reemna | |
SF 77200 BEX CSR Locale | v
4l 77600 BEX Failover
8 77100 BEX Main Priority [1-Low v
i3§| 77500 BEX Manitar T | |
il 77700 BB NetCSR =

5l 77300 BBX Outdial
2§l 77199 VR Pilat

@ short Code (86)

B service (0)

o RAS (1)

=4 Incoming Call Route (4]
@:
@
Q!

P 2 1613962

Hald Music Source |System Source w |

In the Destinations tab, the use of “.” in the Destination field enables the routing to reach all
extensions in the IP Office.

If desired, the Main hunt group can be selected from the Destination drop-down to route all
incoming trunk calls to Vuesion.

IP Offices B 17

R soOTR(2) Standard || Yoice Recarding |§’5‘est|nati6ﬁsﬂ‘|
47 Operatar (3) - - = -
&% DevCon IPO 1 TimeProfile Destination Fallback Extension

=

System (1) » Default Yalue . A
= DevCon IPO 1
4 Line (20)
v Control Unit (S)
Ay Extension (33)
ﬁ User {32}
ﬂ HurkGroup (73
@ short Code (66)
B Service (0)
g RAS (1)
= @ Incoming Call Route (4}

@z
@1?
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5.10. Administer Short Code

From the configuration tree in the left pane, right-click on Short Code and select New from the
pop-up list to add a new short code for Outbound dialing. Configure the fields as shown below
in the right pane.

Note that the short code 19N; was used during compliance testing for making outbound calls.
Outbound calls were routed using Line Group ID “2”, which is a PRI Line created on IP Office.

IP Offices 3 19M;: Dial

B3¢ FITHE ~ || short Code |
[ F acicu ik
B *39 Code |19N,- |
x *40
X 41 Feature |Dial v|
X v4z
X 43
Bx *44 Line Group 10 2 |
B FASEN
Bx *46 Locale |United States (LS English) v |

Telephone Mumber | |

Bn v47 Force Account Code [ ]
X *45

Ax *49

fx *5o

fx *o)

i oz

B Aot
B AT
B AToEN R
B AT
Bx 3000
ox FaLn;
B FI2N;
Bx *D3sh
B 30N
X *3kN

ad "
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6. Configure BBX Technologies Vuesion Multimedia Contact
Center

This section provides the procedures for configuring the Vuesion server. The procedures include
the following areas:

e Administer TAPI driver.

e Administer Switch.txt.

e Stop service.

e Launch Vuesion Manager.

e Administer communication settings.
e Administer local extensions.

e Administer tenants.

e Administer VMAIL extensions.
¢ Administer queues sizing.

e Administer ACD members.

e Administer ACD groups.

e Administer Trunks.

e Administer Call Recorder.

e Start service.

The configuration of the Vuesion server is typically performed by BBX Technologies
technicians. The procedural steps are presented in these Application Notes for informational
purposes.

In addition to the shown procedural steps, the application also requires the auto attendant, and
the class of service for the agents and supervisors be configured by following reference in
Section 9 [2].
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6.1. Administer TAPI Driver

From the Vuesion server, select Start = Control Panel, and click on the Phone and Modem
icon (not shown below). In the Phone and Modem Options screen, select the Advanced tab.
Select the Avaya IP Office TAPI2 Service Provider entry, and click Configure.

& phone and Modem Options E3
Dialing Hulesl Modems  Advanced |
_’-'9 The fallawing telephony praviders are installed on thiz computer:

Providers:

Avays IF Office TAPI2 Service Provider
MDIS Progy TAPI Service Provider
TaP! FemmeMode Service Provider
Unimadem 5 Service Provider

Add... I ¢" Remove | L ] Configure...l

QK I Cancel | Anply |

The Avaya TAPI2 configuration screen is displayed. For Switch IP Address, enter the IP
address of Avaya IP Office. Select the radio button for Third Party, and enter the IP Office
password into the Switch Password field. Reboot the Vuesion server.

Avaya TAPIZ configuration

Switch P Address |1 10.1010.106

Cancel |

= Single User

Uszer Mame I
|lgzer Pazsward I

& Third Party

[ | Ex Directony Users
[ it Users
[ ACD Queues
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6.2. Administer Switch.txt

Navigate to the C:\Program Files\BBX Technologies\Vuesion Server_C directory to locate the
Switch text file shown below.

l Yuesion Server_C !E I

_t'_'\_ _'\_ - E: q o
'.\_J_) l\‘ j | + 035 {C:) = Program Files = BEX Technologies « Vuesion Server_C = - im] l..ﬂearr.i'u Eﬂ

File Edit ‘iew Tools Help

Organize » 1= Views W ﬁ:! Open v ) Print ﬂ
Favorike Links Mame -+ | -] Date modfied |+ Type [ -| size | - Tags |- |

|| SecConfig.dat 1/17/2011 12:58... DATFile 1 KB

[l Documents 1/19/2011 2:19 &M

[E) Pictures 5/2/2010 2:05 M Application Exte. . £,505 KE
‘:TJ_‘- Music %, ToolkitPro1310vc90.,, 5/2/20102:01 PM  Application Exte... 14,349 KB
4} Recently Changed || TraceFile 111702011 5:25 PM Text Document 10KE
,;Ea searches | TraceService 1119/2011 10:31...  Text Document 39KE
: || Tracedvatch 1/19/2011 10:31...  Text Document 7KE
il ] woice. dat 1/14/2011 1:SSPM  DAT File 1KB
VuesionManager 1172011 1:26 PM  Application 6,137 KB
WuesionServer 17172011 4:01 PM  Application 8,144 KB
\p'uesionWatch 1302011 2114 PM Application 27 KB

Folders A | mstates 1/14/2011 1:40 PM  Text Docurnent 1 KB =

Open the Switch text file with the NotePad application. For SIPPROXYADDRESS, enter the
IP address of IP Office from Section 5.2. For SIPPROXYPORT, enter the UDP port number
from Section 5.3. For SIPMYIPADDRESS, enter the IP address of the local Ethernet interface
used for connectivity with IP Office, in this case “110.10.10.104”.

.5witch - Motepad =]

File Edit Formak Yiew Help
]

:
v aysTem Maintenance
:

i By Default, the system will reboot monthly for a sanity data checking
: The wvalues can be one of @ NEVER, MOMDAY IHH:IMM, TUESDAY IHH:MM, ..., O
| REBOOT :MEVER

:
v SIP IVR IMFORMATICHN

,! SIPPROXYADDRESS:110.10.10.104
ISIPPROYPORT - 5060
ISIPMYIPADDRESS:110.10.10.104
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6.3. Stop Service

Select Start = Control Panel > Administrative Tools = Services, to display the Services
screen. Navigate to the Vuesion ServerC entry, right-click on the entry and select Stop.

Q, Services [ O] x|

File  Action  Wiew  Help

¢ |F|Eo= HE > u0n
“. Services (Local) oo Services {Local)
Yuesion ServerC Mame = I Ciescripkion | Skatus I Startup Tvpe I Log Cn As :I
5k virkual Disk, Provides manage. .. fanual Local Sysker
Start the service Ehvolume Shadow Copy  Manages and im. . Marwal Local Systerr
Euesion Server’C Tanual Le:
{J‘; Yuesion WatchC Started Aukarmatic Local Syskemr
-f,'t’ Windows Audio Manages audio ... fanual Local Service
Ehwindows Audio End...  Manages audio d... rarual Local Syskar
—Sé; Windows CardSpace  Securely enables. .. fManual Local Systerr
‘Enwindows Color System The WesPlugIns. .. Mariual Local Service
“Ehwindows Driver Fou... Manages user-m. .. TManual Local Syster
= I | i 5 : {5

Extended A Standard /

6.4. Launch Vuesion Manager

From the Vuesion server, double-click the VuesionManager icon shown on the desktop, which
was created as part of installation.
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6.5. Administer Communication Settings

The Vuesion Manager screen is displayed. Click on the icon in the top left corner, and select
Initial Communication Setup from the drop-down list.

: Vuesion Manager - Site: BBX Main

U ting Desktop Clients Contad Center
Save Layout |

@ Installer Access

i Administrator Access AAY A IP Office Integration

Initial Communication Setu
_ re Device Caller Information

Off Line
Exit Configuration

The VuesionServer dialog box is displayed, click OK

[ YUesionServer x|

i I'x_‘ Restart the Yuesion Service!

K

RS; Reviewed: Solution & Interoperability Test Lab Application Notes 26 of 51
SPOC 5/24/2012 ©2012 Avaya Inc. All Rights Reserved. [PO8VuesionPTap



The COMMUNICATION SETTINGS screen is displayed next. Check IP Enabled. Enter the
I[P address and password for IP Office in PBX IP Addr and PBX Password. IVR Pilot Number
should be a unique number and therefore use available extension numbers on IP Office. Retain

the default values in the remaining fields.

COMMUNICATION SETTINGS x

~ SWATCH COMMUMNICATION
R5232 Port #: COMT

BaudRate: 9500

¥ |P Enabled PE SMOR P Address

PEs 1P A&ddr. |110.1010108
PEx SMDR TCP Port

~MNETWORKING SETUP: MASTER SERVER

MetServer IP address: | |

MetServer IP Port: l:l
Maode [ndex: l:l

~ THIS SERVER DEFINITIOMN

Custorner Location Mame: |BEs b ain

This Server |P address: 1101010104

This Server IP Port: E2029

I5F; Location: |BB>< Main

¥R Pilot Number: 77199

Ok

6.6. Administer Local Extensions
The Vuesion Manager screen is displayed again. Select Switch Setup = Local Extensions

from the left pane.

S—
{ 1 r

Feweal—] s

Switch Setup

WVuesion Manager - Site: BEX Main

! !
_,-"‘ Switch Setup Messaging Routing Desktop Clients Contact Center

Carmmunication

¢ | Local Extensions

B OFff Premise Extensions
&g Phantomn Extensions
&) Park Orbits

L2 Hold Extensions

eyl Area Paging

(&) Trunks

(&) Reload Switch Info

AvAYS IP Office Integration

et

=

Yoice Device Caller Information

=

N e e
, '\K_-/' '\K_-/' '\K_-/' '\K_-/'

C

.,

=

Record Device Recarding Information

T e
_,"\_tf'

(e

g

e

2 A

F
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The DIRECTORY CONFIGURATION screen is displayed as shown below. Click on Add to
start adding required agents, supervisors and hunt groups.

R DIRECTORY CONFIGURATION
l LOCAL USER EXTENSIONS ~DIRECTORY ASSIGHMEMT
Full Name DN# | pop || Directon —‘
Fulld ame:
Title:
PE |
Account: |

Password:

Tenant Mame:

Clazz of Service -

Shared Station S|P Client
YWirtual/Single Line
Dizable SMDR

Wetwork Advertize

Guest Telephone

Murze/CarelGiver
~FOLLDW ME OPTIOMS
Cellular #:
Home #:
Alternate #:
A [ p || Active Forward:
| pdd || Delete | Bave Fiefresh Al | Exit

The Extension Range Selection screen is shown below where Local User Extensions can be
added and if required a range can be provided too.
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The screen below shows an entry for each agent user from Section 5.7, each supervisor user
from Section 5.8, and for the Transfer hunt group from Section 5.6.3.

Update the Full Name field as desired, and retain the default values in the remaining fields.
Class of Service can be set from the drop down menu depending on each user’s requirement.
Note that the port numbers are automatically assigned by the system subsequently.

] DIRECTORY COMFIGURATION ? X
I LOCAL USER EXTEMSIONS ~DIRECTORY ASSIGHMENT
Full Mame DN# | pots || DrEctow 26233 |
Extn28233 a2 8 FullM arne: Extnad233
Extn2ad 282349 Title:
BB CSH Fr00 0
PEX Extri28233
Accaunt:
Paszword:
Tenant Mame: |
Clags of Service |1 -
Shared Station ZIP Cligrt
YirtualdSingle Line Wetwark Advertise
Dizable SKHMDR
Guest Telephane
Murze/Carelaiver
~FOLLOM FME OPTIOMS
Cellular #:
Haorme #:
Alternate #:
4 [ b Active Fonward:
| add || Delete Save Refresh Al Exit
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6.7. Administer Tenants
From the Vuesion Manager screen, select Messaging/I[VR = Tenants from the left pane.

I.f"'-_) 5 Vuesion Manager - Site: BEX Main
e 4
Switch Setup  Messaging Routing Deskiop Clients Contact Center
FEYay—] R
Switch Setup =1 AYAYA TP Office Inkegration
il Messaging/T¥R —
Woice Device Caller Inforrnation
4| Tenants —
I_\ _fl
£&| Adrminiskration Fa!
=y
g Enwiranment .@:.
@ YMAIL Extensions )
- . oy
|/ Fax Extensions (&)
d¢b Distribution Lists
‘h Record Device Recording Information
o
1 ]
ey

The TENANTS/GROUPS screen is displayed as shown below. Click on Add Tenant.
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TEMNAMTS,/GROUPS x

Tenantz/Groups ~ Tenant/Group Definition Tewss %

Mame 1D Pyad Mame: | |

I0: I:l F'a$sw0rd:|:| D’_i;count:?é

~ Long Distance Call Charges « ~ International Call Charges —,

First Minute |Add. Minute [First Minute [Add. Minute
$o [ 8o ||| $[o__| $jo |
Coszt Incoming Calls
~ Maonthly Canstant Charges
|Eharge I iame |E!uantity |F|ate
1] 0
1] 0
1] 1]
a ]
i 0 0
1] 0
~ Time Zone Offzet 1] 0
Uffset I:I [+ DR ] Show Directory [Yes/Mal: Yes

Haurs EI Minutes EI Oweride Auto-Attendant: I:I

Order of Uzers Fullname iz [Lagtname][ Firstname]

| Add Tenant || DeleteT enant H Edit Members Save Exit
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The Tenants/Group screen is shown as below. Create an entry for the Main hunt group from
Section 5.6.1, as shown below.

For Name, enter the Main hunt group name from Section 5.6.1. For ID and Password, enter the
Main hunt group extension from Section 5.6.1. Retain the default values in the remaining fields,
and click Edit Members.

TEMANTS/GROLUPS x
TenantsGroups ~ Tenant/Group Definition Tawes %
Marne D Puud Name: |EE< Main | 0

BB Main 7700 740

ID: Pa&sword: Dli;cg&‘f

~Long Distance Call Charges | ~ Intemational Call Charges —
|First Finute I&dd. Mirute |Filst Minute |AI:II:I. Minute

3 EX 2 O | 5 I 2 O

~ Monthly Congtant Charges
|Chalge IEame |Duantit}l |F|ate
Il 0

oo o|lo|]|olco
ojlolo|l ol o)l o

~ Time Zone Offzet

Dffset I:I [+0OR ] Show Directory [Mes/Ma:

- El Mirutes EI Ovwermide Auto-Attendant: I:I

Order of Uzers Fullname iz [Laztname][ Firstname]

‘ Add Tenant H DeleteT enant || Edit Members E xit
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The Selected Tenant screen is displayed. Select the applicable entries in the Available User
List section, and click the double-left-arrow to move the entries to the Tenant/Group Members
List section, as shown in screen below. Click on Save to complete the selection.

Selected Tenant : BBX Main x
Tenant/Group Members List Avallable | zers List
Member Mame Member E =t Member Mame Member Ext

BB+ CSH 77200 Anzwering Service A011
Extn23233 28233 L% CampaignT wio B31Z
Extn28234 28234 L CSA E310

BEX Email 7ram

BEX Dutdial 77300

[ ]
%
Save | | Cancel
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6.8. Administer VMAIL Extensions

From the Vuesion Manager screen, select Messaging/I[VR - VMAIL Extensions from the left
pane.

(@ \I = Vuesion Manager - Site: BEX Main
—/ Switch Setup  Messaging Routing Desktop Clients Contact Center

Feyeer—] e

Switch Setup =] AWAYA TP Office Inkegration
il Messaging, YR —
Voice Device Caller Information
n Tenanks —
&)
£ Administration few
\=/
1 R
[ Enviranment .\,{_./.
B WMAILL Extensions )
R . I
|| Féx Extensions &)
h Distribution Lists Record Device Recording Information
S
)

The DIRECTORY CONFIGURATION screen is displayed as shown below. Click on Add to
start adding IVR Extensions.

K] DIRECTORY CONFIGURATION 5 x
| wRExTENSIONS ~ DIRECTORY A5SIGNMENT
Full Mame DNE | Pott Diirectory #: —|
FuillM are:
Title:

PBXI%

Account:

Pasgword:

Tenatt Mame: :I
Class of Service :I

¥ 5P VR

U Metwork Advertise

Dizable SMDR
Live Record
Announce/Motify .
[ — Muszic On Hold
Recarder
Dizabled

~ FOLLOW ME OFTIOMNS
Cellular #:

Harne #:

Alternate #:
A [ | » || Active Forward:

sdd | Delets | o Reresh & Edt
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The Extension Range Selection screen is shown below where IVR Extensions can be added and
if required a range can be provided too.

EXTEMSION RANGE SELECTION x

VR EXTENSIONS

En I Eln
First Device #:

How b ary 7 I:I

OE.

The DIRECTORY CONFIGURATION screen is displayed with entry for each virtual SIP user
from Section 5.5.

For Full Name, enter the SIP user name from Section 5.5. For Password, enter the SIP user
login code from Section 5.5. Check SIP IVR. Retain the default values in the remaining fields.
Note that the port numbers are automatically assigned by the system subsequently.

B DIRECTORY COMFIGURATION 2 x
| WE EXTENSIONS ~DIRECTORY ASSIGMMENT
Full Hame DN# | Pott ||| Ciectom sk iz

"R 28235 s 1 FulMarne: IWR 28235

WA 26236 28236 12 Title:

WA 26237 28237 13

IvR 28238 28238 14 FEB

IvR 28239 28233 15 P

Pazsword:

Tenant Mame:;

= 4
%
&
4

Class of Service

1 SIF VR

. Metwark Advertize
Dizable StDA

Live Record
AnnouncesMotify i
Rezerved Mugic On Hold
Fiecorder
Dizabled

~FOLLOW ME OPTIOMS
Cellular #:
Home #:

Alernate #:
A il | p || Active Farward:

add | Delete | oo Refresh Al Exit
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6.9. Administer Queues Sizing
From the Vuesion Manager screen, select Contact Center = Queues Sizing from the left

pane.

I ) =
. Switch Setup  Messaging Routing  Desktop Clients

Vuesion Manager - Site: BEX Main

Contact Center
e @B .
E3 switch Setup =y AVAYA IP Office Integration
n
% Messaging/T¥R ]
= Baing B | voice Device Caller Information
X @) 28235
'y Desktop Clients =
¢ 4 Desktop Clien @ 2823
|L5¢cnnta:t Center ¥ 28237
'f: Quees Sizing \%) 28238
(4
s ACD Members : Rt
i A Groups B  Record Device Recording Infarmation
& ACD MNetwork &)
%, Cal Recorder \x)
|_‘~!-l__|
(&)

The DIRECTORY CONFIGURATION screen is displayed. Click on Add to start adding Call
Center Queue.
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B] DIRECTORY COMFIGURATION

| CALLCENTER QUEUE

Full Mame DM # Portd

4 [

Directory #:

~DIRECTORY A55IGNMENT

[ 1

Fullt arne:

Title:

Power-Up Destination:
Pazzword:

Tenant Name:

Class of Service

Shared Station
Wirtual/Single Line
Dizable SMDR

Reserved

Recorder
[Dizabled

—
[ ]
I—
o

SIF

Metwork Advertise

Guest Telephone
usic On Hold
MHurse/CareGiver

~ FOLLOW/-ME OPTIONS

Mabile #:

Home #:

Alternate #:

Active Forwand:

Add Delete Save

Refresh &l |

Exit
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The Extension Range Selection screen is shown below where Call Center Queue numbers can
be added and if required a range can be provided too.

EXTEMSIOMN RANGE SELECTION x

Call CEMTER QUELE
=) I =]
Firzt Device §: I:I
Howe bany 7 I:I

ok

Screen below shows the desired number of entries for queuing of incoming ACD calls used for
compliance testing.

B DIRECTORY COMFIGURATION ?
I CaLL CEMTER QUEUE ~DIRECTORY ASSIGMMENT
Bt DN & Porttt Drirectary #: Frdnn
Queues FFADD O Full ame: [ueus
LuzLe 7740 0 Title:
[ueus Fr40z 0
Queus TR403 D PBEx |
[ueue vrdod 0 .
Dueue 27405 0 Accaunt: |
[ueus Fr40E 0 FPazzword:
Queus 7r407 0 ;
Queue 77408 O Tenant Mame: |
Queue 409 0 Clazs of Service |0 -
MHetwork Advertize
Dizable SMDR
~ FOLLOW KME OPTIOMS
Cellular #:
% Home #:
Alternate #:
A [ > Active Fonward:
| add || Delete | Refresh Al Ed

®

The DN # are used by Vuesion to park and unpark the queued calls on IP Office, therefore use
available extension numbers on IP Office.
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6.10. Administer ACD Members

From the Vuesion Manager screen shown in Section 6.9, select Contact Center > ACD
Members from the left pane.

The ACD Members screen is displayed as shown below. Click on Add to start adding ACD
Members.

ACD Members x

 Member Defirition

Member
Fulllame:
Password:

Name D Passw | COS | Type Def

~Setup

Type: ACD Agent -

Prirnary

iu

Class:

¢ Bllow Agents Screen Capture Auta Login ——

Supervisar [0

Extension:
Supervisor D

Supervisar [0 l:l

Supervisor D
Supervisar D k

Add Delete | | Save || Exit

4| il 4

Create an entry for each agent user from Section 5.7, and for each supervisor user from Section
5.8, as shown in screen below. Enter the desired FullName. For Member ID, enter a unique
value for each agent and supervisor. The recommendation is to use available extension numbers
on [P Office. For Password, enter desired values. In the compliance testing, the same values
are used for member ID and password for simplicity. For Type, select “ACD Agent” for agents
and “ACD Supervisor” for supervisors. For Primary Group, select the Transfer hunt group
name from Section 5.6.3. For Class, select the appropriate class of service.

ACD Members x
i o = T i  Member Defirition
ame 'assw ype ef.
Agent 1 7800 7810 1 ACD Agent Member | 76100
Agent 2 Faom 7811 1 ACD Agent . FullName: |Agent 1
Supervigor 1 a0z 2 1 ACD Supervisor Password: | 7810
~Setup
Type; ACD Agent b
PFrimary BBX CSR -
~Bllow Agents Screen Capture Auto Login —
Supervisor [0
5 N Ertension:
UpErizor
Supervisar ID I:l
Supervizor [D
Supervizor [D
bdd || Delete | Save Esit |
4| il L3
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6.11. Administer ACD Groups

From the Vuesion Manager screen shown in Section 6.9, select Contact Center > ACD
Groups from the left pane, to display the SkillSets Administration screen. Create an entry for
the Transfer hunt group from Section 5.6.3, as shown below.

The Voice Routing Options section defines the parameters used for routing of ACD calls. The
Multimedia Contact Center Members Assignment section defines the members and their

skills level. The Announcements section defines the announcement treatments.

The screenshot below shows the values used in the compliance testing.

SkillSets Administration

?S;EEP 1o | |BB>< ES;:?UP e | |L ?;ut:g fjethod ~ Email Fouting Options ~Fax Routing O ptions
east Productive - .
. ; . Enable Pricrity: Enahle Prioiity:
Group Mame D ~%oice Fouting Options Subjsct Filter: RA—
wverflow Time:
BB L3R 7200 Enable v Prioiity: |03 Overlow Time: 00 -
. OWF Destination: I:I
Overflow Time: 10 Min - = OWF Drestination : Signed-Out OVF: I:I
D.verfl. Destination: | 77200 Signed-Out OWF: Fand Thieshold: "
Signed-Out O%F: 77200 Emailll Threshald: 2 -
Longest Ind Thr;
All Busy Owerflaw: Longest [n(d Thr: ano -
2 @l ’ Longest InQ Thr: 105ec - Force Priarity: 9 P g D
~Miscellzanous Force Priarity: oo - Dyl aure Campalmy . —
dutto Logout & | 11:50:00 PM 7 Calls Queued Thi: |01 N Enable Campaign Campaign Priority: |00
i - ODBC - D5M:
pckance Tine ¢ Ao WiasUp @ |
Follow Me [Mon Call Center) ) T able: Password:
Ringback on Queus Lagin
ogin: |
~———— Multimedia Contact Center Members Assianment————————————————— | Name Field:
YaiceSkil: U EmailSkil: 0 FaxSkil: 10 OutdialSkil: 0 Phare Field:
Contact
Name D Tupe Name D Pricrity Field:
Agent 1 Fanon ALCD Agent .
Agent 2 7810 ACD Agent Comment Figld:
Supervizor 1 a0z ACD Supervisor | < | Rezolution Field:
| ¥ | Fiesticted Hours During Schedule (Format: 12:00-13:00....]
4 m | » P | » Enable Schedule Timezone:[C5T) I:I
Start Datetime: | 4/ 3/2012 Z0000AM 3
Announcements
Frequency Stop Datetime: | 4/ 3/2012 2 FO0000PM 3
LI A4 QPosition “Hold | A Repeat = ||Mevel + [M] [T] [l [T] [F] [s] [5]
il B4 [Pozition 1~ Hald 7 A Repeat - || Mever - [ Import Records | | Fiestart Carmpaign
A QPosition |~ Hold 1| A4 Repeat - | Never -
| Add || Remove ||Hefresh Script$| Save Exxit
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6.12. Administer Trunks

From the Vuesion Manager screen shown in Section 6.6, select Switch Setup = Trunks from
the left pane, to display the DIRECTORY CONFIGURATION screen as shown below. Click

on Add to start adding Trunks.

B DIRECTORY COMFIGURATION =
I TRLNK NUMBERS ~DIRECTORY ASSIGHMENT
Full Name DN# | Portt« | DiEctow
|| FullName:
Title:
FEx
Fecording Channe!:
Password ||
Clazs of Service [
Metwork Advertize
~FOLLOW-ME OPTIONS
Muobile #:
Harme #:
| Alternate #:
4 E| » Aictive Fonward:
fidd Delete Refresh Al | Ext |

The Extension Range Selection screen is shown below where Trunk Numbers can be added and

if required a range can be provided too.

EXTEMSION RAMNGE SELECTICH X

| TRUNE NUMBERS

Eg I Eg
Firzt Device #:

How b ary 7

]

Ok

RS; Reviewed:
SPOC 5/24/2012

Solution & Interoperability Test Lab Application Notes
©2012 Avaya Inc. All Rights Reserved.

40 of 51
[PO8VuesionPTap



For Directory #, use the value “xy”, where “x” is the slot number of the line and “y” is the
channel number specified in two-digits. During compliance testing the PRI Tap was connected
to PRI Line “2”, Slot “1” of the IP Office and the channel numbers are “34-56”. Retain the

default values in the remaining fields.

The screenshot below shows the values used in the compliance test.
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K] DIRECTORY CONFIGURATION

~ DIRECTORY &55IGHNMENT

Diirectary #: 101

FullM arne:

Trunk101

Title:

PBX |

Account:

Pagsword:

Tenant Mame: |

Clazs of Service

0

Metwork, Advertize

Cellular #:

~ FOLLOW ME OFTIOMS

Home #:

Alternate #:

Active Forward:

TRUNK MUMBERS
Full M ame DM Pt «
Trunk101 1m
Trunk102 102
Trunk103 103
Trunk104 104
Trunk105 105
Trunk106 106
Trunk107 107
Trunk108 108
Trunk109 109 =
Trunk110 110
Trunk111 111
Trunk112 112
Trunk113 113
Trunk114 114
Trunk115 115
Trunk116 116
Trunk117 117
Trunk118 118 —
Trunk119 119
Trunk120 120
Trunk121 121
Trunk122 122
Trunk123 123
Trunk134 134
Trunk135 135
Trunk136 136
Trunk137 137
Trunk138 138
Trunk139 139 v
L T »
| add || Delete

Refresh Al

Exit
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6.13. Administer Call Recorder

From the Vuesion Manager screen shown in Section 6.9, select Contact Center = Call
Recorder from the left pane, to display the Call Recorder Templates Selection screen as
shown below. Select a blank row from the Recording Templates column to start adding a
template.

Call Recorder Templates Selection x
~ PRI TAP Call Recorder ~ Fecording Templates
SPAMN -1 SPAM -2 SPAM - 3 SPAM -4
Mame Template

CH Trunk$ CH Trunk # CH Trunk$ CH Trunk$ ﬁ o
o 02

ﬁ 03

04

& 5 05

o 06

> o7

o 08

o 09

> 10

2 11

2 12

> 13

2 14

2 15

P 16

Tt Trunk: I:I Tst Trunk: I:I st Trunk: | | Tst Tlunk:| |
Enable External Record
ﬁBChanneIsl:I ﬁEChanneIsl:I ﬂBChanneIsl:I ﬁEEhannelsl:I nanie BHismal necoret

‘ Save Al | Esit
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The screen below shows a template by the name BBXREC that was created for compliance

wildcard indicating that external calls will be recorded. Set the Schedule on when the recording
needs to be active. Set the frequency of recording by selecting a value from the Recorder
Frequency drop down list. During compliance testing the frequency was set to record every call.
Under ACD Agents, select the agents subject to recording for this template. This can be
accomplished by clicking on the microphone icon. Under Allowed Administrators, select the
supervisors that have access to the recording and management. Enter “RECORD ON HOLD” for
the PlayFile Before Recording field. By entering this Vuesion merges two recording files while
the call is placed on hold.

[BB¥REC] : Call Logger/Recorder Template 03 X
~CLEC/PSTH Interface ~ B0 Agents / Stations
Outbound/nternal Inbound Callerl D Inbound DHISAACD Skil ACD Agents Stations
Fattern Pattern Fattemn MName 1D MName 1D
T T &2 hgent 1 78100 EBx CSR 77200
&2 bgent 2 78101 BB Email rem
ﬁ Supervizar 1 7102 BE¥ Outdial Fiaon
Extn28201 282M
Extn28233 28233
Extn28234 28234
Extn28240 23240
dq | i | »
| &dd | Delste | | Add | Delete | | add | Delste | | Setal | Clear &l | Show Active || Setal | Cleardll | Show Active |
,[ Schedule l ~ Logger Specifics ~ Allowed Adminiztrators
Begin Date/Time Recorder Mame Mame D
[ 1/t s | so00aM |BEXREC 1| [ Superisor 78102
End Date/Time Recorder Frequency
12400 - 0000 PM 2
| - | - |Every 001 Cal v
[Mon Tue Wed Thu Fi Sat Sun
I B R | ] On Demand Only | Setal || Clearall | |Show sctive
PlayFile Before Recarding: | RECORD OM HOLD) T |
. E it
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The screen below shows the Call Recorder Templates Selection screen with the template
created. For the Voice Recording module using the PRI Tap, the Enable External Recorder
option needs to be selected. Also enter the Trunks that will be used for recording. During
compliance testing trunks 133-155 were used for PRI recording. Note that the number of calls
being recorded simultaneously depends on the number of available PRI ports.

Call Recorder Termplates Selection

~ PRI TAP Call Recarder
SPAN -1 SPAN -2 SPAN -3 SPAN - 4

CH Trunk# CH Trunk# CH Trunk# CH Trunk#

T o1 133
T 02 134
T 03 135
T 04 136
T 05 137
T 05 138
T o7 133
T 08 140
T 03 14
T 10 142
T 11 143
T 12 144
T 13 145
T 14 146
T 15 147
T 16 148
T 17 149
T 18 150
T 13 151
T 20 152
T 21 153
T 22 154
T 23 155

~ Recording Templates

Mame

Template

&2 BBHREC

AR A A2 02 A A a0

o1
02
03
04
05
06
07
08
03
10
1
12
13
14
15
16

Tst Trunk: |133 | 15t Trurk: | | Tst Trunk: | | ‘IstTrunk:| |

HBChannel: HBChannel: l:l HBChannel: l:l HBChannel: l:l

@ Enable External Recorder

Exit

6.14. Start Service

Select Start = Control Panel > Administrative Tools = Services, to display the Services
screen. Navigate to the Vuesion ServerC entry, right-click on the entry and select Start.
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Q,Services !E

File  Ackion  Wiew Help

& |E|Ee= Ha| om0 n
“, Bervices (Local) ‘Q, Services {Local)
Yuesion ServerC Mame + I Description I Skatus I Skartup Tvpe I Log On As :I
‘L virtual Disk Provides manage. .. Manual Local Systen
Start the service Sk volume Shadow Capy  Manages and im. .. Manual Local Syster
Mariual |
1 Wuesion wWakchC Started Aukomatic Local Systen
'\-3:! Windows Audio Manages audio f... Manual Local Service
EhWindows Audio End...  Manages audio d... Manual Local Systen
:1) Windows CardSpace  Securely enables. .. Manual Local Syster
J_" Windows Color System  The WiesPlugIng... Manual Local Service
L) Windows Driver Fou,., Manages user-m... Marual Local Syster o
i 7 i : —_—
Extended 4 Standard /7
|
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7. Verification Steps

This section provides the tests that can be performed to verify proper configuration of Avaya IP
Office and BBX Technologies Vuesion Multimedia Contact Center Voice Recording (using PRI
Tap) module.

7.1. Verify Avaya IP Office

From a PC running the Avaya IP Office Monitor application, select Start - Programs - IP
Office = Monitor to launch the application. The Avaya IP Office R8 SysMonitor screen is
displayed, as shown below. Select Status = SIP Phone Status from the top menu.

Y. Avaya IP Office R8 SysMonitor - [STOPPED] Monitoring 110.10.10.106 (DevCon IPD/ 1); Log Settings - C:\Documents and Settingst...ksysmo.
File Edit Wiew Filkers Status  Help

=@l A8(T x[y = ¥==

wEEEEEEEFL SysMonitor v10.0 (L) #wwxswawws

FEXEEXREEEX contact made with 110.10.10.106at 15:27:03 19/4/2012 *#eswssers

FEREFHREFFH System (110.10.10.106 has been up and running for 7days, dhrz, Zdnins and 43zecs (GZ0653656wmY) FrESEEEEAE

FEREREEEEEE Warning: TEXT File Logging selected #FFsssxsss

The SIPPhoneStatus screen is displayed. Verify that there is an entry for each virtual SIP user
from Section 5.5, that the User Agent contains “Vuesion SIP”, and that the Status is “SIP:
Registered”, as shown below.

C3. SIPPhoneStatus

Tatal Corfigured: 7 Waiting 2 secs for update

Total Registered: 6 Reaistered Status I HEEEEEEEEEREEEREER

Eztr Murn IP Address Transport U zer dgent | SIP Options | SIP Ewvents | Statusg Lastdw... | LastP..
28235 1101010104 UDP Vuesion 5IP R 5IP: Registered 41742
28236 1101010104 UDP Vuesion 5IP R 5IP: Registered 41742
28237 1101010104 UDP Vuesion 5IP R 5IP: Registered 41742
28238 1101010104 UDP Vuesion 5IP R 5IP: Registered 41742
28239 1101010104 UDP Vuesion SIP A 51P: Registered 41742
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7.2. Verify BBX Technologies Vuesion Multimedia Contact Center

From the agent user PC running Vuesion Client, double-click on the VuesionClient icon shown

on the desktop, which was created as part of installation.

The Vuesion User Login screen is displayed. The screen shows the “Supervisor 1”” Login

Information.

For Extension #, enter the extension number of the supervisor from Section 6.6. For User ID
and Password, enter the corresponding credentials for the supervisor from Section 6.10, as
shown below. During compliance testing this client was run from the Vuesion server.

& Primary Yuesion Login

w

Cogin to Backup Yuesion

—Lagin Infarmation

Marme: I Supervisor 1

Extension #: 28234

Lger 1D: ranz

Passward: ]

Last Login Cancel

Ok
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The Vuesion screen is displayed. Click on the Login icon from the left pane (not shown).

The screen is updated in the right pane, as shown below.

”/j 0 Vuesion EXT 28234 Supervisor 1 - o X
— Home View Settings History Applications Sort Options e 0
| Die B EGUEIW 1 e ] oUD ®.
Call Control BBX CSR r;
-
" = B & O :
(.) Logout BEX CSR agent 1 Agert2 | Supervisorl
'"’“> Set-Break
& setwwiork
£
@j Set-PBreak
" -
@ Set-Meeting | Preview:  Ext 28233 =
h -
woice Status MNumber MName Time Length From [s} Infa =
P Manitor -
'}‘ Record-Stal
b Bl
(r) chat -
B woicermail ud
“ioice Queues Cueued | Longest  Active  Ahandon | Handled  Overflow | Callback | ~TTa 5L Avails | Logins =
‘i Park Idle REY (TSR n n:nn n n il n n nnn 0% ) ] [~

To verify Voice Recording module, make an incoming trunk call to the Main hunt group
answered by an agent that is subjected to recording. Screen below shows the call being recorded
at the PRI trunk 143.

‘) = Vuesion Manager - Site: BEX Main

S

Switch Setup  Messaging Routing Desktop Clients  Contact Center
eres Wl
ﬂ Switch Setup .ﬂ‘} AYAYA TP OFfice Integration

(=5

Vaice Device Caller InFarmation
(L) 28238
< (%) 28236
|4 Contact Center &) 28237
(&) 28238
(k) 28239

Il Messaging,/ I¥R

|g Routing

} Desktop Clients

Record Device Recording Infarmation
L) 133

134

135

136

137

138

139

140

141

142

143 28233 BEXRECII000_04172012144648_73100_Line 143_28233 . wav
L) 144
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The recording can be played by clicking on the Voice Recorder icon as shown in the screen
below. During compliance testing only the “Supervisor 17 agent was given access to recording
management.

a Die B E OUW

'~-"__-_;;’ ) - ) -
— Home View Settings History Applications Sort

Call Control

! I BB
(.) Logout

'""r_".\) Set-Break
L

[ o |
# setwork

<3

'iﬁ Zet-PBreak

g

BBX CSR -
{ as - ¥
¢ £ & &
BBx C5R Agent 1 Agent 2 Supervisorl

The Vuesion Recorder Administration screen is shown below with a recording entry which
can be played by clicking on the Play button.

£ Wuesion Recorder Administration - - = X
Status Filters
4 April, 2012 » 1 April, 2012 e Group Marme Match
BBXREC
Played
12 3 4 5 B 7 12 3 4 5 B 7 Flagged
8 9 10 11 12 13 14 8 9 10 1 12 13 14 With Mote
15 16 0918 18 20 2 15 16 018 18 20 1
22 23 324 25 26 2T I8 22 23 24 25 26 27 28 | Clear Filters |
28 30 28 30
Call Type Search By Agent Mame Search By Exension Search By Resalution Search By Caller ID
__JIC 1) C ][ ) |
o @ 2 Tyoe Ext UserlD | UserMame CallerD Caller Mame Date Time Resnlution
(%] Lo} 28233 78100  Agenti 7 2012-04-17 14:46:48
(%] Lo} 28233 78100  Agenti 7 2012-04-17 14:45:05
‘ Play H Flag : || Mote || Send to my Inbox | BBXREC | Close
Call Recordings can also be found under the folder C:\Program Files\BBX
Technologies\Vuesion Server C\Recorder\<Template Name>.
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8. Conclusion

These Application Notes describe the configuration steps required for BBX Technologies
Vuesion Multimedia Contact Center Voice Recording (using PRI Tap) module to successfully
interoperate with Avaya IP Office. All feature test cases were completed. Observations are
noted in Section 2.2.

9. Additional References

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

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

2. Vuesion Application Server Contact Center Configuration Guide, available upon request to
BBX Technologies Support.
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Please e-mail any questions or comments pertaining to these Application Notes along with the
full title name and filename, located in the lower right corner, directly to the Avaya DevConnect
Program at devconnect@avaya.com.
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