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Avaya Solution & Interoperability Test Lab

Application Notes for Resource Software International
Visual Rapport with Avaya IP Office — Issue 1.0

Abstract

These Application Notes describe the configuration steps required for Resource Software
International (RSI) Visual Rapport to work with Avaya IP Office and generate screen pops for
inbound calls. Visual Rapport is a visual communication console that provides employee
telephone status, instant messaging, and screen pop at the client computer. Information in
these Application Notes was obtained through compliance testing and additional technical
discussions. Testing was conducted via the DeveloperConnection Program at the Avaya
Solution and Interoperability Test Lab.
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1. Introduction

These Application Notes describe the configuration steps required for Resource Software
International (RSI) Visual Rapport to work with Avaya IP Office. RSI Visual Rapport is an
intuitive integrated visual communication console that provides real-time employee telephone
status, instant messaging, email, screen pop, call logging, and file transfer in the same product.

Business calls are usually linked with information that exists in database software or contact
management applications, such as Access, Outlook, Act!, Maximizer, Goldmine or even a
unique in-house custom application. As an example, a travel agency with a proprietary customer
database could use Visual Rapport to receive screen pops at every agent’s desktop and access the
details of each customer’s travel plans from their database.

Visual Rapport simplifies call handling. Perform time-consuming telephony functions
(including Answer, Hold, Park, and Transfer) with a few mouse-clicks. When an incoming call
arrives, Visual Rapport can unobtrusively notify the user with the incoming Caller ID number
information and enables the user to decide what to do with the call.

Visual Rapport consists of a server and client module. Each Visual Rapport client interfaces
with the Avaya IP Office via TAPI 1% party (single-party) call control. The Avaya IP Office
TAPI driver must be installed on the Visual Rapport client PC to establish the connection to the
Avaya IP Office for the extension to be controlled by the Visual Rapport client.

The Visual Rapport clients also connect to the Visual Rapport server. Each Visual Rapport
client reports its status to the Visual Rapport server thereby providing the Visual Rapport server
with the ability to propagate Busy Lamp Field (BLF) and other status information of all
registered and logged-in Visual Rapport clients. Communication between the Visual Rapport
clients and server is via multicasting or broadcasting (user configurable) using a proprietary
protocol. For the purposes of these Application Notes, the Visual Rapport clients and server
were configured with multicasting (default).

NOTE: The Visual Rapport server does not support TAPI 3 party control. Thus, the Visual
Rapport server does not have the ability to report on the BLF or other status information of
extensions and/or lines on the Avaya IP Office that do not have a TAPI 1% party call control link
to a Visual Rapport client.

The configuration in Figure 1 shows a network consisting of an Avaya IP412 Office, Avaya IP
Office Manager PC, RSI Visual Rapport server and clients and an Avaya 4600 Series IP
Telephone connected to the same network.

The Avaya [P412 Office has PRI and analog trunks to the PSTN. Analog telephones and Avaya
6400 Series Digital Telephones are connected to Avaya [IP400 Expansion modules, which
connect to the Avaya [P412 Office.
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Each of the RSI Visual Rapport clients in Figure 1 have been configured with TAPI 1% party call
control connectivity to the Avaya IP Office and is registered to a distinct extension. Please refer
to Table 1 for the mapping of extension to Visual Rapport client to Visual Rapport login User Id.

Client Avaya IP Office | Visual Rapport
extension client User Id
Visual Rapport client 1 x6501 6501
Visual Rapport client 2 x6504 6504
Visual Rapport client 3 x6517 6517

Table 1 — RSI Client To Avaya IP Office Extension To Visual Rapport Client User Id
Mapping

The tested configuration is shown in Figure 1.
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Figure 1 — Network Configuration Diagram

The Avaya IP Office was configured to route incoming calls to a hunt group or specific
extensions, based on the test case being executed. During an incoming trunk call, the Avaya IP
Office rang the destination extension. While this event occurred, the Avaya IP Office also sent
TAPI 1* party call control signaling to the Visual Rapport client associated with the destination
extension. The user then received visual notification of the incoming call from the Visual
Rapport client in addition to the audible notification from the telephone. The Visual Rapport
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client could be configured to take different actions during an incoming call. For the purposes of
compliance testing and these Application Notes, the Visual Rapport clients were configured to
generate a screen pop when an incoming call was answered at the extension. Screen pop was in
the form of Visual Rapport launching Notepad and the incoming call information was written to
Notepad’s buffer.

2. Equipment and Software Validated

The following products and software were used for the configuration in Figure 1:

Product Software/Version
Avaya IP412 Office 3.1(48)
Avaya IP400 Office Analog Module 5.1(48)
Avaya 1P400 Office Digital Module 5.1(48)
Avaya IP400 Office Phone Module 5.1(48)
Avaya IP Office Manager 5.1(48)
Avaya 4620SW IP Telephone 2.3
Avaya 6408D+ Digital Telephone -
RSI Visual Rapport server 1.08
RSI Visual Rapport client 1.08
PCs for Avaya IP Office Manager and RSI Visual | Windows 2000 Professional
Rapport server and clients Service Pack 4
Analog Telephone -

Table 2 — Product and Software Version

3. Configure Avaya IP Office

The configuration information provided in this section describes the steps required to set up User
extensions and passwords on Avaya IP Office. While this is part of a typical Avaya IP Office
configuration, the information is needed for the TAPI driver configuration on the Visual Rapport
clients.

For all other provisioning information, such as Avaya IP Office installation and configuration,
etc., please refer to the Avaya IP Office product documentation in reference [1].

Step | Description

1. | Log into the IP Office Manager PC and go to Start — Programs — IP Office — Manager
to launch the Manager application. Log into the Manager application using the appropriate
credentials.

2. | In the Manager window that appears, select File — Open to search for the IP Office system
in the network.
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Step | Description

3. | Log into the IP Office system using the appropriate login credentials to receive its
configuration.

4. | In the Manager window, go to the Configuration Tree and double-click User. In the list of
Users that appears in the right-hand pane, scroll down to the user and extension name
mapped to the first Visual Rapport client listed in Table 1, select it then double-click it.

i7i configuration Tree l __HUJWI
[ BOOTP (0) I Extension Options ~
B Oparator (3) i 501 ail C ing
B System IP412-34 SEExnfE02 BR02 g
(gl Line (19) ﬁEEx‘anEDS BR03 “oicehail Callyaiting
-5 Contral Unit (4) ¥ Extnb504 6504 “oicetdail CallWaiting
= Extension (50) e ExtnB505 B505 “oicehdail Callwaiting
# j& User (53) ngxtnEEDE RE0G “oicekail CallWWaiting
Al Hunt Group (1) SeExtng517 6517 “aoiceMail Callyaiting
[ #) Shaortcade (63) PAroUser “aoicehail
& Service () Sk Phonetgr.. E509 “oiceMail CallWWaiting
B4 RAS (1) P Eemotetda... “aoiceMall Dialln :
B g
#- T Incoming Call Route (19)
= AR Eraet (T = = (_ i

5. | In the User window that appears, set Password to the password to use for this extension.

Click OK.
3 User Extn6501 BE|S‘
“WoiceRecording l Button Programming 1 Hunt Group Settings (T3 Sets anly) ] Personal Directory (T3 Sets only) ]
User Woicemail ] DHD ] ShodCodes I SourceMumbers I Telephony ] Forwarding ] DialIn }
Narne |~ ExDirectary
Password 1“"“”
Caonfirm Password 1“’”‘”“
Full Name ‘
Extension JEED]
Locale
Priority 5
Restrictions J ﬂ
Phone Manager Type ‘Lile ﬂ [ Bookwith Conference Centre in Phone Manager
QK Cancel Help

6. | Repeat Steps 4 — 5 for each extension listed in Table 1.

7. | In the Manager window, select File — Save to push the configuration to the IP Office system
and wait for the system to update. This completes configuration of Avaya IP Office.
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4. Configure RSI Visual Rapport server

The configuration information provided in this section describes the steps required to configure
user accounts in RSI Visual Rapport server. This information is provided for completeness since
Visual Rapport server does not interface with Avaya IP Office.

For all other provisioning information, such as software installation, installation of optional
components, general configuration of Visual Rapport server, please refer to the RSI Visual
Rapport product documentation in references [2] and [3].

The information provided in this section assumes the Visual Rapport server has already been
successfully installed and licensed on the PC.

Step | Description

1. | Log into the Visual Rapport server PC with the appropriate administrative credentials.

2. | Select the RSI Visual Rapport Server application running on the desktop and click the switch
icon to turn the Communication Services off.

File Tools Help

i Caormrunication Services are currently:
=4 OFF

3. | In the RSI Visual Rapport Server window, select Tools — Directory Services...

=] RSI visual Rapport Server x|
File | Toals | Help
| Directory Services, ,, |—
Metiwark Mapping. . nitly:
E Compact and Repair Database
m Options... [ —|
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Step | Description

4. | In the RSI Visual Rapport Server — Directory Services window that appears, click the * in
the left-hand pane, enter a Group Name, and then click « to save the information.

=101 x|

=4 RS1 Yisual Rapport Server - Directory Services

=

________________________ : | | |
i
z
z
-
4
t | =|vix]|e]| | =T S [
Extension: I Uszer d: I Password: I Confirm: I
Administrative Group: I j Dizplay Mame: I
Given Mame: I Farnily M arne: I
Email: I
Comment:
% Insta-Messaging Enabled 7 Allove Privacy

5. | In the RSI Visual Rapport Server — Directory Services window, click the # in the right-hand
pane, set Extension to 6501, User Id to 6501, Password to the desired password,
Administrative Group to the group name defined in Step 4, Display Name to Ext6501 and

click w to save the information.

SI Yisual Rapport Server - Directory Services : = |E||ﬁ|
oL 5071|6501 | i
4
‘
+ | =lvx|e| + | - |« | x | o
E xtension: I E501 User Id: |E5D1 Pazsword: I”’“”‘ Canfirm: I"”’“‘
Adminigtrative Group: IMyGroup j Dizplay Mame: IEKtBED‘I
Given Mame: I Farmnily Marme: I
Email: I
Camrment:
v InstaMessaging Enabled I Allow Privacy
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Step | Description

6. | Repeat Step 5 for each extension listed in Table 1. When done, close the window.

=i RSI Visual Rapport Server - Directory Services = 101 x|
IExtensiom Usger|d Family Mame | Given Name |IM |Privacy |Emai\ |;|

i MyGroup E507 6501
+ | - || x| e] + | = v | X | e
Exlension:l E517 User Id |551? Password: | Confirm: |
Administrative Group; IMyGroup j Display Name: IEHtESW
Given Name: || Family Name: I
Email |
Comnrmnent
¥ Insta-tessaging Enabled [~ Allow Privacy

.

In the RSI Visual Rapport Server window, select Tools — Options...

8. | In the Options window that appears, make a note of the Server Ports, Client Ports and
Multicast Group Address settings in the Communication tab, as it will be referenced in
Section 5.2 Step 4. Select the Server Identification tab. This example shows the default
values.

Server Identificationl Adminiztr ative Contactl Securityl Telnet CDHI

Server Parts: |903U 3: Mulicast Group Addrese: | 224 . 0 . 33 . 255

Client Parts: |9E|31 3: [~ Broadzast [no suppart far IP Multicasting]

U Internet Protocal Status. . | oK I Cancel |

9. | In the Server Identification information that appears, make a note of the Name, Description
and Network information entered, as it will be referenced in Section 5.2 Step 5. This
example shows values entered during installation. If the information does not appear, refer
to documentation in [2] and [3]. Click OK.

Communications dminiztrative Contact | Security | Telnet COR

Mame: [HARLEY

Description: |F|5| ‘izual Rapport Server

Network:  [WODE-OD1

W Internet Protocol Status. | Ok I Cancel
10. | This completes configuration of the Visual Rapport server.
SCR; Reviewed: Solution & Interoperability Test Lab Application Notes 8 of 21

SPOC 3/26/2006 ©2006 Avaya Inc. All Rights Reserved. IPO-rsivisrap.doc




5. Configure RSI Visual Rapport Client PC

The configuration information provided in this section describes the steps required to configure
the Visual Rapport client PC.

For all other provisioning information, such as software installation, installation of optional
components, configuration of Visual Rapport client software to integrate with other 3™ party
products, etc., please refer to the RSI Visual Rapport product documentation in references [2]

and [3].

5.1. Install and Configure Avaya TAPI Driver

Step | Description
1. | Log into the Visual Rapport client PC with administrative privileges and launch the Avaya IP
Office User Suite setup.exe on the CDROM drive.
2. | Click Next in the InstallShield wizard until the Select Components window appears. Check
TAPI to install the IP Office TAPI driver on the PC.
InstallShield Wizand
Select Components
Choose the components Setup will install
Select the components you want to install, and clear the companents you do not want to
install
[]FPhone Manager Description
% [Pl TAPI system driver
[JDEV Link
= [JMSCRM Integration
[]ERM Client Integration
[JERM Server Integration
[]SoftConsole
Space Required on C: 3564 K
Space Available on C: 13187792 K.
< Back Hest » Cancel ‘
3. | Click Next to complete the installation of the Avaya IP Office User Suite. At the
InstallShield Wizard Complete window, click Finish.
4. | Go to Start — Control Panel and double-click the Phone and Modem Options icon in the
Control Panel window that appears.
SCR; Reviewed: Solution & Interoperability Test Lab Application Notes 9 of 21
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Step | Description

5. | In the Phone and Modem Options window that appears, select the Advanced tab.

Phone and Modem Options

Dialing Fiules |Mndems‘_ Advanced

'E The list below displays the locations pou have specified. Select the
location from which pou are dialing

Locations:
Location Area Code
[G] N ew Location 732

In the Advanced tab window that appears, highlight Avaya IP Office TAPI2 Service
Provider and click Configure...

Phone and Modem Options

Dialing Rules Mndarnsi Advanced

‘E The following telephony providers are installed on this computer;

Providers:

3 P Service Provi
ticrosoft H.323 Telephony Service Provider
Microsoft HID Phone TSP
Microsoft Multicast Conference TAPI Service Provider
MDIS Prasy TAPI Service Provider
TAP| Kernel-Mode Service Provider
Unimodem 5 Service Provider

[ Add... ][ Femave ][Qonfigure..
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Step | Description
7. | In the Avaya TAPI2 configuration window that appears, set Switch IP Address to the IP
Address of the Avaya IP Office, select Single User, set User Name to the name associated
with the extension that will be controlled by this Visual Rapport client PC, e.g., Extn6501
and set User Password to the password set for the User in Section 3 Step 5. Click OK.
Avaya TAPIZ configuration g|
Switch P Address |192.45.70.150
(%) Single User
User Namg | E#E501
User Password | I
() Third Party
Switch Password
8. | In the Phone and Modem Options window, click OK.
9. | Reboot the client PC for the new changes to take effect. This completes configuration of the
Avaya TAPI Driver on the client PC.
10. | Repeat Steps 1 — 9 for each Visual Rapport client listed in Table 1.

5.2. Configure RSI Visual Rapport Client

The information provided in this section assumes Visual Rapport client has already been
successfully installed and licensed on the PC.

Step | Description
1. | Log into the Visual Rapport PC with the appropriate administrative credentials and navigate
to Start — Programs — RSI — Visual Rapport for TAPI — Desktop Console.
2. | Click through the initial screens that appear, responding to prompts as appropriate for the
local configuration.
SCR; Reviewed: Solution & Interoperability Test Lab Application Notes 11 of 21
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Step | Description

3. | In the RSI Visual Rapport Client wizard window that next appears, click Next.

Einsi Yisual Rapport Client @

Welcome Visual Rapport

- Al
v‘sual @ Thig wizard helps pou configure the Visual R apport Client for uge.
Rapport Visual Rapport

communication at

wour fingertips DESKTOP CONSOLE
by Egﬂ

www. telecost.oom

Copyright © 2004-2005, all rights reserved
Import & Client Configuration....

[ Mew> || cancel |

4. | In the Messaging Configuration window that appears, set Visual Rapport Server Address to
the IP Address of the Visual Rapport server as listed in Figure 1, verify Multicast Group
Address, Service TCP & UDP Ports, and Client TCP & UDP Ports match the settings

made on the Visual Rapport server configuration in Section 4 Step 8. Click Test Insta-
Message Configuration...

@ RS1 ¥izual Rapport Client @

Messaging Configuration

Visual Rapport Server Address: |1 92.45,70.449

Multicast Group Address: i_224. o33 .255|

[ Broadcast [no support for 1P Multicasting]

Server TCP & UDF Parks: 9030 3;
Cliernt TCP & UDP Ports: | 9031 S i

’ Test Insta-Meszage Configuration. .. ]

[ U Intemet Protocol Status. .. ]

’ % Back ” Mest » l’ Cancel ]
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Step | Description

5. | If a popup such as the one listed below appears, the connection between the Visual Rapport
client and server is operational. Close the popup. If the popup does not appear, refer to [2]
and [3] for troubleshooting information.

@ 192.45.70.48: 9030 Properties
Server [dentification
Name: |HARLEY |
Diescription: iHSlVisuaIHapportServer |
Metwark: | MODE-001 |
Multicast Group Address: !52463-9555 -|
Server Administrative Contact
MName: iTechnicaI Support j
Location: ! _i
E mail: ! _i

6. | In the Messaging Configuration window, click Next.

7. | In the TAPI Configuration window that appears, select Avaya IP Office TAPI2 Service
Provider from the pull-down menu for Telephony Service Provider (TSP). Verify that
Callable, Internal and Owner are checked and click Next.

@ RS Visual Rapport Client
TAPI Configuration
Telephory Service Provider [TSP): !Avaya IP Office TAPIZ Service Provider ~|
Hide Callable |Intermal | Owner | Appearance Mame
(mll = = 3 IF Office Phone: 6507 - 501
< Back ” Mest » l ’ Cancel
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Step | Description

8. | In the Sign In window that appears, select the first Visual Rapport client extension number

listed in Table 1 and enter the password defined for the Visual Rapport client in Section 4
Step 5. Click Finish.

=i rs1 visual Rapport Client

Sign In

User Id: | BB v

Password: | i

[ < Back H Firizh ]l Cancel ]

9. | In the RSI Visual Rapport client window that appears, confirm the bottom right corner shows
the logged-in extension with a green background.

=1 RSI visual Rapport Client

Filz Tools Help

Estensions | Telephane | Call History | Personal |

= Enterprise Status Ext.| Family Marne Given MNarme Remate Murml
MuGraup E504
6517

A3l

|

Remate Mumber Remate Mame Call Direction Trunk Call State

10. | Repeat Steps 1 — 9 for each extension defined in Table 1. This completes initial
configuration of the Visual Rapport client.
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5.2.1. Configure Visual Rapport Client For Generic Screen Pop

Step | Description

1. | Go to Start — Programs — RSI — Visual Rapport for TAPI — Desktop Console to
launch the Visual Rapport client.

2. | In the RSI Visual Rapport Client window that appears, select Tools — Macros...

=1 RS Yisual Rapport Client

File | Tools  Help
Ext @ Macros. .. };".P.érsone;lg
= SHing Tranglatons, Status Ext.t Fammily Marme l Given Mame } Remate Murnber } Fiernote Name
Custorize, .. = § Online 6504
Options... = @ Online - 6517
4
H
4
&) 3

Appearance Remote Mumber Remote Mame Call Direction Trunk Call State

6501 =4

3. | In the Call Handling Macros window that appears, locate the entry with Inbound 1 in the
Menu Caption field. Check Enabled and Auto and click Edit Macro...

=i Call Handli ng Macros

Inbound Cal .I:i.:an-d-ﬁr;g-i;i_acros | Outhaund Call Handling Macros | _
Enabled |Auta | Menu Caption | Hotkey ersion | Description ‘
» B B bound1  SHIFTALT+T | sereen pop '
D . E] -Ir-'ubu.:uur-'ud.2- . -S-HI.FT-+ALT.+-2 . _- - - N |
E] . E] -Ir-'ubu.:uur-'ud.S- . -S-HI.FT-+ALT.+-3 e S |
D . D -Ir-'ul:u.:-ur-'u:l.-'-i- . -S-HI.FT-+ALT.+-:-1 . _- - S |
D l D -Ir.1b-l:-ur.1dl5. l -S.HIlFT.+ﬁBlgL'Il'+.5 l _. R !

Edit Macra... J [ Cloze ]
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Step | Description

4. | In the Microsoft Visual Basic Scripting Edition — Editor window that appears, select File —
Import Macro.

=1 Microsoft® Yisual Basic® Scripting Edition - Editor
EEN Edit  Yiew Help

Save Ctrl+s |

Export Macro

& Import Macro

D Page Setup...

@ Prink Preview. ..
Pint Ctrl+p
Exit Alt+F4

‘A
|

1: 1 Insert

5. | In the Open popup that appears, select NotepadDump.vbs and click Open.

Look in: | 123 WEScripts hd | 3 ¥ = E-
Ig Actl vhs
| @ GenwebBrowserEx, vbs
My Recent @ Goldmine. vbs
Documents | | R]maximizer vbs
— g MsOutlookEx, vbs
r
L& @MsWebBrowserEx.vbs
Desktop i padDump. vbs
8 NotepadEx vbs
5 Type: VBScript Script File
____/ Date Modified: 3/10/2005 10:50 PM
My Documents Slegi3 63 Kb
Iy Computer
"; File name: |NotepadDump.vbs v | [ Open ]
My Metwork Files of tupe: | WE Seript Files [*vbs) v [ Cancel |
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Step | Description

6.

Print

Exit

const
const
const
const
const
const
const
const
const
const
const
const
const
const
const

Export Macro
Import Macro

D Page Setup...
& Print Prewview...

set W3hZhell

pting Edition - Editor

In the Microsoft Visual Basic Scripting Edition — Editor window, select File — Save.

oos

Chrl+R

next
AlE+Fe

KEY_BACKSPACE
EEY_BRELE
KEY_CAPS_LOCK
KEY_DELETE
KEY_DOWN_ARROW
KEY_END

EEY ENTER
KEY_ESC

EEY HELP
KEY_HOME
EEY_INSERT
KEY_LEFT_ARROW
KEY_NUM_LOCK
KEY_PAGE_DOUN
KEY_PAGE_UF

Microsoft!'

"{BACKSFACE} "
"{BRERK} "
"{CAPSLOCK: "
"{DELETE}"
" DOWN} "
" {END} "
" ENTER} "
"{ESCH"
"{HELP}"
"{HOME} "
"{ INSERT} "
"{LEFT}"
"{HUHLOCK} "
"{PGDN} "
"{PGUR} "

|

s "Notepad"™

= CreateCbject ("UScript.Shell™)

(RSI)

b B o e e T e e G S
t WB3cript for:
hy: Resource Software International Ltd.

e s P

€

i1

Insert

>‘

In the Microsoft Visual Basic Scripting Edition — Editor window, select File — Exit.

e

Return to the Call Handling Macros window and click Close.

Ei RSI Yisual Rapport Client

In the RSI Visual Rapport Client, select Tools — Customize...

File | Tools lﬂp
“Ea g Macros... _y_. -F;ersuna\:
= String Translations... || Status [ Extl Family Name J Given Mame J Remote Number l Femote Name
Customize. .. | = § Orline [ '_;5[“__ i i
Optians. .. = § : Online ] .. 5.517..
L & *
d pldy . - x
Appearance Remate Number Remote Name Call Direction
6501 = i
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Step | Description

10. | In the Customize window that appears, check Auto-pop inbound calls, select Immediately
and click OK. This completes configuration of Visual Rapport client to generate screen pop
for inbound calls.

Hatkey Aszsignments Dialing Rules
Call Infarmation Screen-Fop
Auto-pop inbound calls:
() After Call Answered
O After adelay of (3 4 | seconds

(%) Immediately

[ ] &uta-pop outbound calls dialled by Wisual Bappart

| ok |[ cance |

11.| Repeat Steps 1 — 10 for each Visual Rapport client in Table 1.

6. Interoperability Compliance Testing

Interoperability compliance testing evaluated the ability of Visual Rapport to successfully
generate screen pops for inbound calls. Answer, Hang Up, Call Hold, Call Transfer, and Call
Park of inbound, outbound and internal calls were verified successfully using the Visual Rapport
clients. A load test was executed involving the use of a call generator and an automated
RapidFire test script written to drive the Visual Rapport client to answer and hang-up incoming
calls.

6.1. General Test Approach

The general test approach was to verify that manually placed intra-switch calls, inbound trunk
and outbound trunk calls could be placed to and from Visual Rapport clients as well as
telephones attached to the Avaya IP Office. Features including Call Hold, Transfer, and Call
Park were also verified.

For the load test, a call generator was used to place calls over eight PRI trunk channels to the
Avaya IP Office. The Avaya IP Office routed the calls to a hunt group containing the extensions
of all eight of the Visual Rapport clients setup for the load test. The hunt group was setup to ring
in a circular pattern. As each incoming PRI call was routed to each Visual Rapport client
extension, the RapidFire automated test tool drove the Visual Rapport client to answer the call
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then hang up after approximately 15 seconds. This behavior was repeated on all Visual Rapport
clients for all incoming calls. The load test duration was set for two hours.

6.2. Test Results

Except for Issue 1 described below, all test cases completed successfully. The load test ran for
two hours averaging 1680-1690 call attempts per hour. All Visual Rapport clients answered and
hung up calls successfully. The total number of calls placed by the call generator was reported to
be 3,428 and the total number of calls answered by the clients was 3,428. The call generator
reported the average call length at ~14 seconds.

Issue 1 — The Avaya IP Office TAPI did not provide ‘Connected’ message via TAPI for
outbound T1 calls. This prevented the ability to use the Visual Rapport client to properly handle
call control such as placing calls on hold, initiating call transfers, etc. for outbound T1 calls.
Status: A trouble ticket (CQ# 23413) was submitted to the Avaya IP Office team regarding this
issue.

The following observations, and/or issues not related to test cases, were noted during testing:

e The Avaya IP Office does not provide Caller ID Name via TAPI for incoming trunk calls.
A request to provide this functionality in the future via TAPI will be placed with the
Avaya IP Office team.

e Visual Rapport client requires a restart if the client’s associated extension is involved in a
conference call. Visual Rapport does not support Conference; however, the associated
extension’s involvement in a Conference call should not adversely affect the client such
that a restart of the client is required. RSI is investigating the issue.

e Visual Rapport client does not support Voicemail and Message Waiting Indication
(MWI).

e Visual Rapport client does not support ‘Do Not Disturb’ and ‘Call Forwarding’; however,
this should not prevent the ability to dial the ‘Do Not Disturb’ and ‘Call Forwarding’
shortcodes from the client. RSI is investigating the cause of this issue.

7. Verification Steps
The following steps may be used to verify the configuration:

e Verify each Visual Rapport client PC can successfully ping the Avaya IP Office as well
as the RSI Visual Rapport server.

e Place a call between two Visual Rapport client extensions and verify each Visual Rapport
client can be used to answer and hang up the call.
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e Verify each Visual Rapport client can be used to initiate and drop an inbound or
outbound call.

8. Support

Technical support for Visual Rapport can be obtained by contacting Resource Software
International Systems, Ltd. at:

e Phone: 800.891.6014 /905.576.4575

e E-mail: support@telecost.com

e Web: www.telecost.com

9. Conclusion

These Application Notes describe the steps for configuring the RSI Visual Rapport Clients to
generate screen pops for inbound calls to their associated Avaya IP Office extension. Except for
Issue 1 described in Section 6.2, all test cases completed successfully.

10. References

The following Avaya product documentation can be found at http://support.avaya.com:

1] Avaya IP Office 3.1 Installation Manual, Issue 131 23" January 2006).
y ry

The following Resource Software International product documentation is installed to the hard-
drive during the Visual Rapport installation process:

[2] Visual Rapport Startup Guide
[3] Visual Rapport User Guide
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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
DeveloperConnection Program at devconnect@avaya.com.
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