AVAYA

Technical Configuration Guide for TelStrat Engage with
Avaya IP Office Contact Center — Issue 1.2

Abstract

This Technical Configuration Guide describes the configuration steps required for TelStrat
Engage to interoperate with Avaya IP Office Contact Center (IPOCC) using VolIP recording.
TelStrat Engage is a call recording solution.

In the testing, TelStrat Engage used the WSC interface from Avaya IP Office Contact Center
to monitor contact center agents on Avaya IP Office, and the port mirroring method to capture
the media associated with the monitored agents for recording.

Information in this guide has been obtained through Avaya R&D testing and additional
technical discussions. Testing was conducted via the Avaya IPOCC R&D team.

Oct 2014 Technical Configuration Guide 10f19
©2014 Avaya Inc. All Rights Reserved. Engage-IPOCC-VR



1. Introduction

This Technical Configuration Guide describes the configuration steps required for TelStrat
Engage to interoperate with Avaya IP Office using VolIP recording and the Avaya IPOCC
Contact Center using the WSC service. The TelStrat Engage application is a call recording
solution.

In the testing, TelStrat Engage uses TAPI 2 in third party mode from Avaya IP Office to monitor
contact center agents on Avaya IP Office, and the port mirroring method to capture the media
associated with the monitored agents for recording. The TelStrat Engage also uses Web Services
Collection (WSC) to interface with the Avaya IP Office Contact Center.

2. General Test Approach and Test Results

The feature test cases were performed both automatically and manually. Upon start of the
Engage application, the application established TAPI connectivity to IP Office for monitoring of
agent stations and established WSC connection to the IP Office Contact Center.

For the manual part of the testing, each call was handled manually on the agent station with
generation of unique audio content for the recordings. Necessary user actions such as hold and
reconnect were performed from the agent telephones to test the different call scenarios.

The serviceability test cases were performed manually by disconnecting/reconnecting the
Ethernet cable to Engage.

The verification of tests included using the Engage logs for proper message exchanges, and using
the Engage Client application for proper logging and playback of calls.
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2.1. Interoperability Testing
The interoperability test included feature and serviceability testing.

The feature testing focused on verifying the following on Engage:
e Handling of TAPI events.

e Proper recording, logging, and playback of calls for scenarios involving inbound, outbound,
internal, external, ACD, hot desking, non-ACD, hold, reconnect, simultaneous, conference,
and transfer.

The serviceability testing focused on verifying the ability of Engage to recover from adverse
conditions, such as disconnecting/reconnecting the Ethernet cable to Engage.

2.2. Test Results

All test cases were executed and verified. The following were observations on Engage from the
testing.

e For the attended conference scenario, two recordings are made. The first recording contains
the start of the call between the agent and the customer, a silence period for when the
customer was put on hold, and then the remaining call between the conferenced parties. The
second recording contains the audio for when the agent is in conversation with the
conferenced party.

e For an unattended conference scenario, the first recording contains the complete
conversation. A second call recording is also present; this recording is zero-length as
expected since there was no consult between the agent and the conferenced party (i.e.
unattended conference).

2.3. Support
Technical support on Engage can be obtained through the following:

e Phone: (972) 633-4548
e Email: support@telstrat.com
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3. Reference Configuration

As shown in the test configuration below, the Engage Client application was running on the
supervisor PC, and used for verification of proper logging and playback of calls.

In the testing, the RTP stream for contact center agents with Avaya IP Deskphones were
mirrored from the layer 2 switch, and replicated over to the Engage server.

The detailed administration of contact center devices is not the focus of this Guide and will not
be described. In addition, the port mirroring of the layer 2 switch is also outside the scope of this
Guide and will not be described.
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Figure 1: Testing Configuration
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4. Equipment and Software Validated
The following equipment and software were used for the sample configuration provided:

Equipment/Software Release/Version
Avaya IP Office on IP500 V2 9.0.3.0 (941)
Avaya IP Office Contact Center 9.0.3
Avaya 9621 IP Deskphone (H.323) 6.000
Avaya 4621 IP Deskphone (H.323) 2.200
Avaya 4610 IP Deskphone (H.323) 2.9
TelStrat Engage on 3.7.1.18
Windows 2008 Server Standard SP2
e Database Server Microsoft SQL Server 2008 R2
e VOIPENgine 3.7.1.18
e Avaya TAPI (tspi2w.tsp) 1.0.0.37
TelStrat Engage Web2.0 Client on 4.1.18
Windows 7 Professional
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5. Configure Avaya IP Office

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

e Verify license
e Obtain phone IP addresses

5.1. Verify License

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

The Avaya IP Office R9.0.3 Manager screen is displayed. From the configuration tree in the
left pane, select License = CTI Link Pro, to display the CTI Link Pro screen in the right pane.
Verify that the License Status is “Valid”.

Lol Auwaya IP Office Manager 00EQ0T0YES45 [9.0.300.941] [Administrator{fdministrator)]

@ Incoming Call Route (10)
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5.2. Obtain Phone IP Address

From a PC running the IP Office Monitor application, select Start - Programs - IP Office 2>
Monitor to launch the application. The Avaya IP Office R9.0.3 SysMonitor screen is
displayed, as shown below. Select Status - H323 Phone Status from the top menu.

)b Avaya [P Office Syshonitor - Monitoring 182,166.0,10 (J0E0DTOTE45); Log Settings - Ciillsers\.. Asysmonitorsettings.ini = -E =
File Edit ‘“iew Filters Status Help

=la| l8(7| x|1| @ ¢lel=

FEARTXIARTE SysMonitor v9.0.3.0 build 941 wEEwmEEaasw

FEEEHEFEEEH contact made with 192.165.0.10 at 12:50:26 ZZ/9 /2014 FH#F&a&ass
FEEEHXFEEEH Zyatem (192.165.0.10) has been up and running for lldays, 20hrs, 35mins and lsec(l0Z450152ZmS) ###wsaasas

wxswxFAAeH Parning: TEXT File Logoing selected ###xwssass

wxEExrexss Tarning: TEXT Logging to CihvProgram Files (x86)%AwayadIP Office\MonitoriwTHPl.55§ File: STARTED on 22/9/2014 12:59:26 *¥&*vxssxs

The IPPhoneStatus screen is displayed. Make a note of the MAC or IP address associated with
each extension number the agents may be using.

[ [PPhoneStatus =n ===
Total Configured:  ® Waiting 2 secs for update
Total Registered: 4 Registered Statu: [IHHENENRRRRRERRERR
Extn Num | Phone Typal Licensed | IP &ddress | Mac Address | “Wersion |d | EP identifier | Statug | Reqistra... ‘ Timeoutt... | Timel ast... | Avera... | RRQtime>1...
260 3621 AyapalP 192.168.0.138 24-d3-21-43-81-ce £.0000 O0ENO7O7BS45..  RAS: Regist.. 1 2403 94114200, SGeecs 0
281 4611 AyapalP 192.168.0192 00-04-0dfd-c2-6c 2,200 O0ENO707BS45..  RAS: Regist.. & 2403 9154200, Shsecs O
262 4621 AyayalP 192.168.0193 00-04-0d-fe-87-0e 2,200 O0ENO707BS45..  RAS: Reaist.. 1 2403 91174200, BSzecs 1
263 4610 AwapalP 192.168.0.196 00-09-Be-05-61-5c 29 O0E 007078345 R&S: Reqist.. 1 240z 911/201 Bhsecz O
264 Unkrown Mo Licence n.ono 00-00-00-00-00-00 W% EF? Ra&S: UnRe.. 0 Oz Ozece 0O
4 m 13
Display Options i
% Show Al " Registered T UrReqistered IRLGE [Rizsel e Caee!
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6. Configure Avaya IP Office Contact Center (IPOCC)

This section provides the procedures for configuring the Avaya IP Office Contact Center
(IPOCC). Note that the Web Service Collection (WSC) service must be installed/enabled on the
Avaya IP Office Contact Center.

6.1. Required Licenses
The Engage VOIP Engine service acts as a web service client to the WSC service. The
following licenses are required for the VOIP Engine to access the WSC service.

e Agent License — for accessing the Agent Task Control

e TeamlLeader License — for monitoring privileges

6.2. Create Agent account

On the IPOCC server, log in as an administrator to the IPOCC User Interface. Select the
Administration taskbar and select Configuration, and then select the Agent tab.

A P Office Contact Center

File Goto Help 15:52/ 0:00 ‘ j Administrator () v

JUPITCIPMIN Configuration System Service Windows Help

Supenvision ‘ View: [ <an> v

Administration
& Wokplace | 3 Announceme nt | [ Announcem etscit | PIVR | BBreak Tmecode | 3€PBX | 3CCHAPserver | 2GVEA
& Country | €8*Queve device | = Telephone | ¢ Telephone group | % Chat server | % Chat script

| @ Topic | 42 Agent group 2 Agent | 2 Profie | §Team | EZ)Customer | 2 Btemal destination

Name Tel Email  Chat Number PBX E-mail address
Agent1 X PBXServer
PBXServer ate...

PBXServer
[ o |

D¢

PBXServer o
Delete

Refresh

| [ Comns |

Create an Agent account and note the username and password. These credentials will be used in
the Engage application.

Assign the TeamLeader license to the Agent by enabling the Realtime information privileges for
the Agent. Select the Privileges button and Realtime Information tab. Select all of the
checkboxes in the Team section.
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Login name: [JEmail 2nd password ]

[Jchat -

[] Autom. sign on through Windows user account
P |
Domain/computer: l v { E‘
Alias: | |
Language: l <System language> v ‘
i I
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ot [ —
Pl N B
J——

Agent | ul | Email Configuration | Varisbles | [ ok ]
Reporting Reattime Information Task Flow Editor | Others |
= P P
[] Callback from call list O [ "] All agents (Authorization) |
["] Delete from call list O | [JPickupcal O
[ Call Redirect O
["]Queue call Redirect O
— Team
[w] Reattime information
[w] Remote functions B | [W] Trunk realtime information |
[V 0ut of office notice [1 1 [ Agent History |
~— Supervisor
[] Configuration [ | [] Supervisor Emergency ]
[] Silent Monitoring "1 | [[] Supervisor Assistance J

Configure the Agent with authorization to view all object types. Select the Authorization tab
and for each tab (Topic, Agent group, Agent, Team, etc..) select and double-click <All> for each

type.
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7. Configure TelStrat Engage

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

o Administer TAPI driver

e Launch VolIP Engine Configuration

e Configure IPOCC parameters

e Configure SPAN for mirroring by IP (optional)
e Administer port mapping

7.1. Administer TAPI Driver

From the Engage server, select Start = Control Panel, and click on the Phone and Modem
icon (not shown below). In the displayed Phone and Modem Options screen, select the
Advanced tab. Select the Avaya IP Office TAPI2 Service Provider entry, and click
Configure.
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& Phone and Modem Options B3

Dialing Rules I Modems Advanced I
& ..é The following telephony providers are installed on this computer:

Providers:

Avava P Dffice TAPIZ Service Provider
Microsoft HID Phone TSP

NDIS Proxy TAPI Service Provider
TAPI Kernel-Mode Service Provider
Unimodem 5 Service Provider

Add... I " Remave I |Q_" Configure...l

Close | Cancel I Apply |

Oct 2014 Technical Configuration Guide 11 0f 19
©2014 Avaya Inc. All Rights Reserved. Engage-IPOCC-VR



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

Avaya TAPIZ configuration I

Switch IP Address |1 52.168.0.10

; Cancel |

i~ Single User

eer Hame I

zer Pazzword

% Third Party

Switch Paszward I 1111}

™ Ex Directony Lsers
[~ wiens Users
[ ACD Queues

7.2. Launch VolIP Engine Configuration

From the Engage server, select Start = All Programs = TelStrat Engage = VOIP Engine
Configuration to display the Engage VolPEngine Config Console screen shown below. Click
Config.

» Fngage YoIPEngine Config Console E3 l

@ Status
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7.3. Configure IPOCC parameters

The VoIP Configuration screen is displayed. In the upper right corner, populate the IPOCC
parameters —

IPO CC Address — enter the IP address of the IPOCC server
IPO CC Port — enter the port number of the IPOCC server
Observer Server — enter the IP address of the VOIP Engine server where the
notifications from the WSC service should be sent to
o Observe Port — enter the port number of the VOIP Engine server where the
notifications from the WSC service should be sent to
o User ID — enter the Agent username that the VOIP Engine will use to connect to the
WSC service
o Password — enter the Agent password that the VOIP Engine will use to connect to the
WSC service

¥oIP Configuration

Ayapa TAP Server |

CTl Optian IPO CC Address |192.188.D.‘I2 |PO CC Port |1BDSD
IAVE'YE' TAPI Server j Observer Server |1 92.168.0.168 Observe Port |3?55
Recording Board ID 300 Uszer ID IWEbServices Password IW

Calls To Recard
’7 & All TrunkAntemal Calls € A Trunk Call: € Calle Selected By DR

SoftEhone

Il

tdare

— Part Mapping
|#] PRecording Channel | Device 1D | I ac Address | DN | Record \With
500 260 24D3214381CE * Mirraring
501 261 00040DFDC25C * Mirraring
502 282 000400 FCE70E * Mirraring
A03 263 000960521 5c * Mirraring

Mo. of Log Files |12 Config File Lacation | Other Parameters | Ok |

If it is desired to display the Topic in the DNIS field of the call record in the Engage application,
select the More button. Select the checkbox Fill DNIS with Topic, then select OK.
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Avaya SPAN Configuration E3

[~ Mirraring By IP

—Parts

SIP Server IP Port | 5060
H.323 Server IP Port | o
—Trace
[~ SIF Trace [~ H.323 Trace

r—Additional Optjon

I ™ Fill DNIS with Topic

Cancel |

7.4. Configure SPAN for mirroring by IP (optional)

By default, the Engage VOIP Engine will monitor the spanning traffic by MAC address. If the

network is routed, the spanning traffic must be monitored by IP address.

From the VOIP Engine Configuration screen, select the More button. Select the checkbox

Mirroring By IP, then select OK.

Awvaya SPAN Configuration [ x|

[~ Mirroring By IP

—Parks

SIP Server IP Pork

H.323 Server IP Port

| 5060

|u

—Trace
[~ 5IP Trace

[~ H.323 Trace

—Additional Options

[~ Fill DNIS with Topic

Cancel |
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7.5. Administer Port Mapping

The VoIP Configuration screen is displayed again. Right click in the empty screen and select
ADD.

¥oIP Configuration E

tvaya TAP] Server |

LTI Dption IPD CC Address |192.158.D.12 IPD CC Part |18E|8IJ
[vvaya TAFI Server =1 Obsenversener [1821680168 | Dbserve Fon [5765
Recording Board 1D 2300 User D IWBbSewices e Im

Callz To Record SoftFhane |
[ & Al Trunkdntemal Calls € &) Trunk Call: € Callz Selected By DN

tore |

— Port Mapping
|#] PRecording Channel I Device D I Mac Addrezs I DM I Record With
500 260 240 3214381CE # Mirroring
5 261 00040DFDCZEC # Iirroring
502 262 00040DFCEY0E : Mirroring
Halle] 2B3 (0096e5e]be * tdironng
ADD
Delete
ity
Import File
Export File
Acquire via TEET
| | -l

Mo, of Lag Files I‘I 2 Config File Location Other Parameters | Ok I Cancel |
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The Device And CommSrv Port Mapping screen is displayed. Enter the following values for
the specified fields, and retain the default values for the remaining fields.

Device ID:
MAC/IP:
DN:

into the phone

Oct 2014

Physical station extension of the phoneset from Section 5.2
The corresponding station MAC or IP address from Section 5.2
Enter a (*) in this field, as the DN is dependent on which agent logs

Recording Channel: An available port

Device And CommSry Port Mapping |

Device ID I 75|

MAC | 00097005BC12

Cn I*

CommSry Part Mumber I S04

Zalls To Record
’1" TrumkiInternalCalls ) Trunk Calls

—Recording Stream

" Mirraring

Beep Tone ———————
|7 IND j

[T | HotDesk b

coce_|
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Repeat this section to create port mappings for all stations in Section 5.

8. Verification Steps

This section provides the tests that can be performed to verify proper configuration of IP Office
and Engage.

Log in an agent to the hunt group to handle and complete an ACD call. From a PC that has
access to the Engage web client application, browse to and login onto the webclient and select
the Recordings—>Playback tab.

The Engage screen below is displayed. Select Recent Calls to refresh/update the Playback Log.
Verify that there is an entry reflecting the last call, with proper values in the relevant fields.
Double click on the entry and verify that the call recording can be played back.

[ prodmgmtd2/Engege/ %

€& - C [ prodmgmt42/Engage/ Pz =
it Apps & Google Drive | [79 Bugzillz Main Page | & Parature Customer S.. () TelStrat, Inc. WebEx ...
Welcome, adm adm ~
[Tl Active Calls
®
& B | O e | 2
Recent Custom | Manage  Play Email Download C Jownload | Evaluate Coaching Clear
calls  Search | Remarks calls calls D Movie Call  Session | Filter(s)
Playback Log [¥ =| Results: 21 No of Records:[200 | [ Go | (4]
¥ T Date T |StartTime 7| End Time T | Day T | status | RecDuration | User First T User Last T Agent ID T | Port First T | Port Last i pnrtﬂ
8/13/2014 2:43:50 PM 2:43:59 PM Wednesday 10:05 1010 0001:00
8/13/2014 2:43:45 PM 2:43:53 PM Wednesday 09:19 1009 0001:00
8/13/2014 2:43:40 PM 2:43:47 PM Wednesday 08:37 1008 0001:00
8/13/2014 2:43:35 PM 2:43:41 PM Wednesday 07:03 1007 0001:00
8/13/2014 2:43:30 PM 2:43:35 PM Wednesday 05:57 1006 0001:00
8/13/2014 2:43:25 PM 2:43:30 PM Wednesday 05:46 1005 0001:00
8/13/2014 2:43:20 PM 2:43:24 PM Wednesday 04:41 1004 0001:00
8/13/2014 2:43:15PM 2:43:18 PM Wednesday 04:10 1003 0001:00
8/13/2014 2:43:10 PM 2:43:12 PM Wednesday 02:27 1002 0001:00
8/13/2014 2:43:05PM 2:43:13 PM Wednesday 08:37 1001 0001:00
8/13/2014 2:42:34 PM 2:42:35 PM Wednesday 00:48 1008 0001:00
8/13/2014 2:42:33 PM 2:42:35 PM Wednesday 00:00 1007 0001:00
8/13/2014 2:42:28 PM 2:42:31 PM Wednesday 01:00 1006 0001:00
8/13/2014 2:42:23 PM 2:42:26 PM Wednesday 01:00 1005 0001:00
8/13/2014 2:42:18 PM 2:42:21 PM Wednesday 01:00 1004 0001:00
8/13/2014 2:42:13PM 2:42:16 PM Wednesday 01:00 1003 0001:00
8/13/2014 2:42:08 PM 2:42:11PM Wednesday 01:00 1002 0001:00
8/13/2014 2:42:03 PM 2:42:06 PM Wednesday 01:00 1001 0001:00
8/12/2014 10:20:10 AM 10:21:14 AM Tuesday 01:00 Shirisha Botcha 1113 0001:00
8/12/2014 10:20:05 AM 10:21:09 AM Tuesday 01:00 Praveen N 1112 0001:00
8/12/2014 10:20:00 AM 10:21:05 AM Tuesday 01:00 abhishek vulapu 1111 0001:00
| »
[ta] «|[P)[> ] 1000 - items per page 1 - 21 of 21 items

Build 4.2.2 Tenant: [iaas . @rﬁf:ﬂ"‘ 13:35 |
=
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9. Conclusion

This Guide describes the configuration steps required for TelStrat Engage to successfully
interoperate with Avaya IP Office and the Avaya IP Office Contact Center. All feature and
serviceability test cases were completed with observations noted in Section 2.2.

10. Additional References
This section references the product documentation relevant to this Guide.

1. IP Office Manager 8.1, Document 15-601011, Issue 250, April 2012, available at
http://support.avaya.com.

2. Engage Server Installation and Administration Guide, Product Release 3.7, Standard 1.0,
available from TelStrat support.

3. Engage Contact Center Suite System Administration Guide, Product Release 3.7, Standard
1.0, available from TelStrat support.
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