AVAYA

Avaya Solution & Interoperability Test Lab

Application Notes for Avaya Contact Center Manager
Server 7.0 with SYMON SES 10.2 using Real-Time Statistics
Multicast — Issue 1.0

Abstract

These Application Notes describe the configuration steps required for SYMON SES 10.2 to
interoperate with Avaya Contact Center Manger Server (CCMS) 7.0, using Real-Time
Statistics Multicast (RSM). SES 10.2 collects Realtime statistics from Contact Center
Manager Server 7.0 and publishes this data to clients.

Information in these Application Notes has been obtained through DevConnect compliance
testing and additional technical discussions with SYMON. 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 SYMON SES 10.2 to
interoperate with Avaya Contact Center Manger Server 7.0. SES 10.2 collects Realtime statistics
from CCMS 7.0 through the RSM API and publishes this data to clients.

1.1. Interoperability Compliance Testing
The interoperability compliance testing focused on verifying SYMON SES for the following:

1. Selecting all available real-time statistics for a predefined group from one of the four
categories.

Publishing all the selected real-time and selected application for community statistics.
Monitoring the published statistics.

Making test calls to invoke changes in the values of the published statistics.
Comparing the values of the real-time selected application for community statistics
published by SES to the same statistics monitored by another monitoring tool (e.g.:
Avaya Client).

6. Recording of results for each individual statistic, and the final result for the test case.

Nk Wb

1.2. Support
Technical support on SYMON SES can be obtaining by contacting SYMON directly at:

SYMON Communications, Inc.
500 North Central Expressway, Suite 175
Plano, TX 75074

Main Web Site: http://www.symon.com
Support Web Site: http://support.symon.com
Sales E-mail: sales@symon.com

North American Customers

Phone: (972) 578-8484

Fax: (972) 422-1680

Support E-mail: support@symon.com

International Customers

Phone: +44 208 663 1810

Fax: +44 208 663 1979

Support E-mail: support@symon.co.uk
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2. Reference Configuration

SYMON SES utilizes the Real-Time Statistics Multicast (RSM) API on Contact Center Manager
Server to obtain Realtime information from the Contact Center Manager Server. This is then
published to the clients.
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Figure 1: Reference Configuration
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3. Equipment and Software Validated

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

Equipment Software version

Contact Center Manager Server running on 7.0

Windows 2003 Server (with Server Utility — SU 02/SUS 0201)
Contact Center Manager Administrator 7.0 (SU_02/SUS 0201)

running on Windows 2003 Server

Communication Server 1000 Release 6.0

12050 IP Softphones 2.0

SYMON SES running on Windows 2003 10.2

Server

4. Configure Avaya Communication Server

No special configuration is required on Communication Server 1000.
Any phones currently supported by Contact Center Manager Server can be used to collect
reports. For the purpose of this compliance testing, 12050 IP Softphones were used.

5. Configure Contact Center Manager Server

The compliance test environment consisted of a Contact Center Manager Server with real-time
calls to agents being manually generated.

This section describes a procedure for configuring:
e The Multicast Address and Ports for Realtime Data propagation
e A new Access Class on Contact Center Server Utility
e A new user in Contact Center Manager

5.1. Multicast Address and Port Configuration

To configure the Multicasting address and ports on Contact Center Manager Server navigate to
—>Programs - Nortel 2 Multicast Address and Port Configuration.
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The Configuration window with the values used for this testing is shown below. The Multicast IP
group was configured as per the guidelines in the Contact Center documentation. The IP Ports
and Multicast rate should be left at default values. The Multicast IP group will need to match the
configuration of the SYMON RSM collector as detailed in Section 6.1

EERTD Multicast Configuration M= B l
Multicast IP group: | EEI. 0 . 0 . 1 Multicast time to live [TTLE | 2 s
— Interval To Date — boving Window
IP Part: Multicaszt B ate: IP Part: Multizast B ate:
Agent  |GOG0 {5000 me Agert:  |BO70 {5000 me
Application; IEDED IEDDD ms Application; IEDBD IEDDD ms
Skilset  |5040 |5000 s Skilset:  |5050 |5000 s
Modgt  |B080 {5000 e Modal  |5090 {5000 e
R 5100 EEES me iR:  |5110 {5000 me
Route:  |5120 {5000 s Route:  |5130 {5000 s
Beaizty "v"aluel Default ¥ alue | (] LCancel | Apply
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5.2. Creating a New Access Class

A new Access Class (for example named Developer RTDRSM) was created on the Contact
Center Server Utility.

To create the access class, on the Contact Center Manager Server navigate to Programs = Nortel
- Contact Center = Server Utility = Server Utility.

w ‘Windows Catalog

‘Windows Update

Program Updates

[

Programs
Docurnents
Settings

Search

Help and Support

RBun...

b Symantec Client Securicy  k
GE Mortel 3 ( e
* Adminiskrative Tools 3 Database Ltilities
¥ Manager Server
License Manager
3 Manager Administration

]

fa
e
@
e
o)
=
2]
O]

g
§

Shut Do, ...

Log OFf administrator, .,

EI Server Ukiliby

¥

In Contact Center Manager Server Utility, go to Access Classes by double clicking on “Access

Classes”:

File

[El Mortel Contact Center Manager Server Ltility - 47.249.66.152 [H[=] E3

Wiew Utilities  Windows Help

o & o
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To create new Access Class, select NEW from File Menu:

[i] Access Classes - 47.249.66.152
File Wiew Help

Mew. . Chrl+R Iﬂ @l kgl
Delete Cel .
Properties Alt+Enter m

. Adrmini. .
Brink. .. Ckrl+P dass ...
Prink Prewview Au]iu}
Close AlE+F4

In the General tab, enter a descriptive name. For the sample configuration DeveloperRTDRSM
was entered.

MNew Access Class EE

General | focess I

Name: IDeveInperHTDHSMl

Carmments: :I

[

In the Access tab, select the appropriate access levels for the following reports:

Item in system window Level of Access
Real-Time Displays View all agents — create displays
Reports — Agent Performance Create and run any report
Reports — Call-by-Call Create and run any report
Reports — Others Create and run any report

The two screens below show how to grant the Level of Access for each report.
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Mew Access Class |

General Access |

Members have access o the following items in the spstem window:

Item in system window | Level of Access |:|

Scrpt Varablez Mone

COMg MHone

Woice Ports MHone

VR ACD-DMs MNone

Histancal Statishcs Maone

Real-Time Statistics MHone

Routes MHone J

Fieal-Time Dizplaps Yiew all agents - create dizplays

Farmulaz Maone

Agent Threzshold Classes Mane

Application Threshold Clazszes Mone -
— Selected item:

IHeaI-Time Displays

Level of Access: View all agents - cres

Save I Cancel | Help |

New Access Class | 7| |
General Access |
Memberz have access ko the following tems in the system window:
Item in system window | Level of Access |:|
| Application Threzhold Claszes Hone
Modal Threzshold Claszes MHone
"R ACD-0OM Threshold Classes  Mone
Foute Threzhold Claszes MHone
Skillzet Threshold Clazses Hone
Reparts Create and run any report
Metwork, Cormmmunication Param...  Mone
Feports - Agent Performance Create and run any report
Reportz - Call-by-Call Create and run any report
Reparts - Other Create and run any report |
Emergency Help Mone =
— Selected item;
IHepnrts - Other
Level af Access:
| Save I Cancel Help
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5.3. New User

To create a new user, on the Contact Center Manager Server, navigate to Programs = Nortel 2
Contact Center > Server Utility 2 Server Utility.

To create a new user on the Contact Center Server Utility, choose “Users” from Server Utility,
then File 2 New on Users menu:

[El Nortel Contact Center Manager Server Utility - 47.249.66.152 [H[=] B3

File Wiew Uklities ‘Windows Help

ol
W
El %l glk'_l £ Users - 47.249.66.152
B Server Uty File Yiew Help
El@ Iser Administration

? Rlesw. CErl+H | |
I & Users il ' h‘!?

Properties... alk+Enter

o e 0] Access Classes Delet Dl Title
-4 System Administration =S = h

gl System Configuration EFink. .. Chrl+-P
% Server Backup —
! Eil &larms & Events Close Ale+F4
i (&) Swstem Performance Mo PUDL Hgent
i nin Tedl

In the general tab, enter user information:

T -]

General | Degktgpl

FEirgt narme: IS.'r'ITI'I'ﬂ

Lazt name: I

Cormrnents: certification testing ~l

Title: |

Department; I

Language: I Enaglizh j
Save I Cancel Help
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In Desktop tab, enter a user ID for the new user and select the Access Class created in Section
5.2.

hewvser G|

General Desktap |

Uzer 1D I Set Pazzword |

Pazaward retry count: IEI ¥ Paszword Expires

Ilzer desktop status:

] Lock Out |

Aocess Clazs <NONe = N0 access nights: j

<none = no access nightss
adminGroup

Call Centre Admin
iDeveloperB TOHSM

Save I Cancel Help

Click “Save” to save the new user.

6. Configure SYMON SES 10.2

6.1. RSM Data Collector Configuration on Portal Administrator

From the Windows Start menu, navigate to Programs = SYMON Enterprise Software =
Portal Admin.

At the SYMON Logon window, login with appropriate credentials. The SYMON Portal
Administrator main window will appear, as shown below.
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< SYMON Portal Administrator,

B

Ele Collector Security Maintenance  Wiew  Help

= s

~fPublished Variables - Mo State I R ERVENTE |

ﬁl Symon DataStore - Mo State DakeTime Yariables
%, System - No State Double Yariables
Integer Yariables
Text Yariables

Data Tree

Collector Tables

<

Ready

|

LI

From the Collector Menu choose RSM. Enter username and password as configured in Section
5.3. Note: the login name shown in the screenshot below is different from what was configured
in Section 5.3 since these screenshots were taken from the SYMON user guide.

Add RSM Caollector

- Enter a degcriptive name for
vour RSk collector. This
will dizplay on the collector
for gquick reference.

Werzion of the RSk Server,
zelect 4 for Version 4.2, 5 for 4=
Werzion 5.0 =l

RSk Data Collecto

Sybaze Settings

Login Mame: Is_l,lsadmin

Ixxxxxx

Paszward:

x|

< Back I Mext » I

Cancel

Click Next. Enter the IP address as configured in Section 5.1
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Add RSM Collector x|

" Enter the IP address of the
RSM Multicast group I By . o0 .0 .1
addrezs.

|lpdate Frequency: Please enter ar 0=

zelect the time between updates Il (In Secands]

Server ID: Pleaze Enter the Server
ID for the Syztem pou wizh to
manitar, [ pou leave thiz blank, the I
collector will monitar all zervers
broadzasting an thiz 1P

< Back I et > I Cancel

Click Next. Enter the port information as configured on the CCMS server for Application and
Skillset Data in Section 5.1.

Add RSM Collector L x|

Enter the Paort to receive the Application
Drata. Thiz port can be far the Moving
wfindove [10 minutez] or Interval-to-date

Enter the Part ta receive the Skillzet Data.

Thiz port can be for the Moving 'Window IEEIEEI

[10 minutes] or Interval-to-date

< Back I et > I Cancel |

SK; Reviewed: Solution & Interoperability Test Lab Application Notes 12 of 15
SPOC 7/13/2010 ©2010 Avaya Inc. All Rights Reserved. Symon SES RSM



Click Next. Enter the port information as configured on the CCMS server for Agent and NODAL
Data in Section 5.1.

Add RSM Collector § x|

Enter the Part ta receive the Agent Data.
Thiz port can be for the Moving 'Window
[10 minutes] or Interval-to-date

Enter the Port to receive the MODAL Data.
Thiz port can be for the Moving 'Window g030
[10 minutes] or Interval-to-date

< Back I Mext » I Cancel |

Click Next. Enter the port information as configured on the CCMS server for IVR and Route
data in Section 5.1. Click Finish.

Add RSM Collector § x|

Enter the Port to receive the WA Data. Thiz
port can be for the Mowving Window [10
minutes] or Interval-to-date.

Enter the Part ta receive the Route D ata.

Thiz port can be for the Moving 'Window IE'I an

[10 minutes] or Interval-to-date.

< Back I Finizh I Cancel |

7. General Test Approach and Test Results

Voice skillset based routing calls were sent to the Contact Center test bed. As calls were
progressing, the Real-time Displays on Contact Center Manager Administrator were observed to
confirm data seen on the SYMON displays were accurate. All testing was successful.

8. Verification Steps

Real-time Displays were launched on Contact Center Manager Administrator to monitor real-
time activity of calls being placed into the system. This was used to verify the data observed on
the SYMON displays.
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9. Conclusion

These Application Notes describe the configuration steps required for SYMON SES to retrieve
real-time data from Avaya Contact Center Manager Server. All functional test cases were
completed successfully

10. Additional References

Avaya product documentation for Contact Center Manager Server can be found at
http://support.nortel.com/

The following documentation was provided by SYMON:

[1] RSM 7 Data Collector Version 11.0 A Guide to Configuring and Publishing Data with the
RSM 7 Data Collector

SK; Reviewed: Solution & Interoperability Test Lab Application Notes 14 of 15
SPOC 7/13/2010 ©2010 Avaya Inc. All Rights Reserved. Symon SES RSM


http://support.nortel.com/

©2010 Avaya Inc. All Rights Reserved.

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

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