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Abstract

These Application Notes describe the steps required to integrate Komutel Kontact with Avaya
IP Office Server Edition. Komutel Kontact is a contact center solution for inbound call
dispatch management tool for managing agents and distributing calls. In the compliance test,
Komutel Kontact successfully connected to IP Office via SIP trunk, distributed calls to
available agents in the appropriate queue, and transferred calls to agent deskphone. In
addition, Komutel Kontact used TAPI link interface with IP Office to obtain information of
monitored extensions on IP Office.

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

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

PM; Reviewed: Solution & Interoperability Test Lab Application Notes 1of31
SPOC 8/8/2016 ©2016 Avaya Inc. All Rights Reserved. Kontact_IPO91



1. Introduction

These Application Notes describe the steps required to integrate Komutel Kontact with Avaya IP
Office Server Edition. Komutel Kontact is a contact center solution for inbound call dispatch
management tool for managing agents and distributing calls. In the compliance test, Komutel
Kontact successfully connected to IP Office via SIP trunk, distributed calls to available agents in
the appropriate queue, and transferred calls to agent deskphone. Komutel Kontact also used
TAPI link interface with IP Office to obtain information of monitored extensions on IP Office.

The IP Office Server Edition configuration consisted of two IP Office systems, a primary Linux
server at the Main site and an expansion IP500V2 at the Remote site that were connected via
Small Community Network (SCN) trunks.

In compliance test, two Komutel Kontact servers were installed. Each Komutel Kontact server
consists of two services: DAK service which receives and handles calls via SIP trunks and the
BLF agent service that monitors agent status via TAPI. On the main Komutel Kontact server
there are 2 mandatory components that manage Komutel components centrally. The first is
Kloud, which is a cloud-based management platform to provide portal to configure Kontact
servers from anywhere, and the second is the database. Kloud and database are also used to
manage the second Kontact server.

One Kontact server connected to primary IP office system via SIP trunk and TAPI to act as call
center for main site, and the other Kontact server connected with expansion IP Office system via
SIP trunk and TAPI to act as call center for remote site. Kontact DN for main and remote sites,
queues, phone profile and users for Kontact are managed via Kloud Kontact page. Below is
detail of objects configured on Kontact that interacted with IP Office.

In Kloud Kontact, Phone System contains information for SIP connection to IP Office along with
Kontact DN. Kontact DN can be any available number configured as short code on IP Office to
route calls to specific Kontact server via SIP trunk. In the compliance test, for the Kontact server
that connects to primary IP Office (Kontact 1), two DN were added: 26210 and 26211.
Optionally, a second SIP connection from Kontact server (Kontact 2) to expansion IP Office can
be created (used in this compliance test). Kontact 2 was for the remote site and has two DN
26220 and 26221 configured as short codes to direct calls over SIP trunk from expansion IP
Office to Kontact 2.

Note: There is another possible setup for this solution with only one SIP trunk from primary IP
Office to Kontact 1, TAPI connections between primary IP Office and Kontact 1, and TAPI
connection between expansion IP Office and Kontact 2.

Since IP Office TAPI driver can only be installed on one instance of Windows and can only
connect to one IP Office system so a second Kontact server needs to be installed to get
information of users on IP Office expansion. The BLF agent service monitors Kontact user’s
extension status on IP Office via TAPI interface and update these status on Kontact Agent tab
such as alerting, held, connected, and idle.
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Queue is assigned to Kontact DN, queue is where to configure how to handle calls such as play
pre-recorded announcements, hold music, overflow and used collected DTMF digits to
determined destination. This destination can be any available extension on IP Office or existing
Kontact queue.

Phone profile is created to manage extension on IP Office that intent to assign to Kontact user,
this profile contains phone ID of BLF agent service installed on Kontact — this ID is needed for
Kontact to identify extensions belong to the primary or expansion IP Office. Agent is configure
as user on Kontact, each user contains user name and phone profile and assigned to one or more
existing queue in Kontact.

Incoming calls from PSTN to Kontact DN were routed to associated Kontact at main site or at
remote site (see detail of queued configured in compliance test in Section 3). Kontact used the
TAPI interface to determine agent’s deskphone status on IP Office, if available then used SIP
REFFER to perform blind transfer of call to the agent user on IP Office. If there is no available
agent in the queue, call is placed in the queue, Kontact played pre-recorded announcements, hold
music, and used collected DTMF digits to determine the route destination. If the agent’s
extension on IP office is not available, agent will see the call being placed in their queue on the
Kontact Agent’s page in Queue tab and other agent which belong the same queue also see this
call in the queue on their page, therefore any agent in that queue can pick up the phone by click
on the call in queue and their extension on IP Office will ring or they can transfer the call to a
destination on the PSTN by using the manual transfer button on the Agent’s page.

2. General Test Approach and Test Results

The feature test cases were performed manually. Calls were placed manually from emulated
PSTNs to Kontact DN at main and remote sites, as well as cross-node PSTN scenarios.

The serviceability test cases were performed manually by disconnecting and reconnecting the
Ethernet connection to the Kontact servers.

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
Interoperability compliance testing covered the following features and functionality:

= Successful SIP trunk connection of Kontact to IP Office primary and expansion systems.
Note that the SIP trunk connection to the expansion IP Office system is optional.

= Cross-nodes incoming PSTN call is routed correctly to Kontact, for example: an
incoming PSTN call via PRI trunk on expansion is directed to Kontact Agent who resides
on primary and vice versa.

= Proper handling of non-distributed and distributed queue (distributed queue consist of
multiple agents reside on different phone systems) calls routed from Kontact to an
available agent on primary as well as on expansion.

= Proper handling when agent hot desking with other agent’s phone on the same or
different phone system.

= Manual transfer of call in a queue by Kontact to a specified extension on IP Office or on
the PSTN.

= Tracking agent status such as ringing, on call, on hold.

= Playing music on hold by Kontact.

= Playing announcement to queued calls periodically by Kontact.

= Verify overflow to a number or queue for timeout, max calls in queues, timeout if no
agent ready and ratio of calls on Ready agent by Kontact.

= Tracking statistics such as abandoned calls and incoming/outgoing calls in the call log.

= Caller ID display on Kontact.

= Proper system recovery after restart of the Kontact server and loss of IP connectivity.

= Once LAN connection to expansion IP Office is disconnected, all H323 extension on it
will register to primary. TAPI interface will be disrupted and therefore Kontact will not
be able to get status of these H323 extensions. Verified failed over agents with H323
extension still able to handle queue calls.

The feature testing call flows included calls from emulated PSTN (SIP PSTN trunk to primary
and PRI PSTN trunk to expansion) to Kontact of primary IP Office at the main site and to
Kontact of Expansion IP Office at the remote site, as well as calls with resources between the
two IP Office systems such as cross-nodes PSTN call.

The serviceability testing focused on verifying the ability of Komutel to recover from adverse
conditions, such as disconnecting/reconnecting the Ethernet connection to the Komutel server.
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2.2. Test Results
All test cases passed with the following observations noted:

» During active call, if agent’s PC is restarted, then Kontact will change agent’s status to
“Not Ready”.

= After adding expansion on the main Kontact phone profile, the incoming call was not
able to deliver to the agent’s deskphone which belong to expansion. Reboot IP Office
system and issue is solved. Incoming call is transfer to appropriated agent’s deskphone.
Need to investigate more when the issue happens again to understand more why IP Office
stopped allowing REFER for calls sent from Kontact.

= After disconnect and re-connect LAN cable to Kontact server, it will take more than 5
minutes for IP Office to update the status of SIP trunk to Kontact from Out Of Service to
Idle.

2.3. Support

For technical support on Kontact, contact Komutel Support via phone, email, or website.
= Phone: (877) 225-9988
=  Email: service@komutel.com
=  Web: http://www.komutel.com/en/services/43/technical-support
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3. Reference Configuration

The IP Office Server Edition configuration used in the compliance testing consisted of a primary
Linux server at the Main site, and an expansion IP500V2 at the Remote site, with SCN trunks
connectivity between the two systems. Each IP Office system has connectivity to the emulated

PSTN.

The detailed administration of IP Office resources is not the focus of these Application Notes
and will not be described. Four DN were created for two Kontact servers, upon incoming call to
selected Kontact DN, Kontact will distribute the call to available agent’s extension.

Kontact DN Main site Main site Remote site Remote site
DN: 26210 DN: 26211 DN: 26220 DN: 26221
Queue name Primary Primary Expansion Expansion
Queue Distributed Queue Distributed
Queue Queue
Agent (with Extension Test1(26004) | Test2(26006) Test6(26008)
reside on IP Office Test2(26006)
Primary)
Agent (with Extension Test3(26103) | Test3(26103) Test5(26108)
reside on Expansion) Test4(26104)
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As shown in Figure 1 below, two Kontact servers were deployed with each TAPI connections to
connect to primary IP Office and to IP Office Expansion. One SIP trunk connects to primary IP
Office system and second SIP trunk on expansion to second Kontact (this second SIP trunk is

optional, used in compliance test to verify that SIP trunk can either connect to primary as well as
expansion).

Simulated SIP Simulated PRI
PSTN PSTN

b

{ Avaya |P Office
|
A"?Z:i::lam?“ On IP500V2 E
L (Expansion)
ey | Eeeesesn 15
TAPI
Kontact Agents is web- TAPI

Kontact Agents is web
client access via IE
=1 with Avaya 9641G
[H.323), 9630(H.323)
IP Deskphones

1=
—

client access via IE
withAvaya 96116
(H.323)and 1120(sIP)
IP Deskphones

)

SIP trunk

Komutel Kontact and Kloud server

SIP trunk:

——,

Komutel Kontact server 2

on Window Server 2008 SP1
queue number 26210, 26211

on Window Server 2008 SP2
Queue number 26220, 26221
are configured via Kloud Server

Main Site

Remote Site

Figure 1: Compliance Testing Configuration

PM; Reviewed:

Solution & Interoperability Test Lab Application Notes
SPOC 8/8/2016

©2016 Avaya Inc. All Rights Reserved.

7 0f 31
Kontact_IPO91



4. Equipment and Software Validated

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

Equipment/Software

Release/Version

Avaya IP Office Server Edition (Primary) 9.1 SP6
Avaya IP Office on IP500V2 (Expansion) 9.1 SP6
Avaya 1120E IP Deskphone (SIP) 4.4.26
Avaya 9641 Series IP Deskphones (H.323) 6.6.1.15
Avaya Digital Deskphone 1416 NA

Komutel Kloud Kontact installed on Windows
Server 2008 SP1 at Main site:

= Komutel Kontact BLF Agent Service
=  Komutel Kontact DAK Service

1.5.2.2 (25172)

2.2.2.23883
1.4.7.24982

Komutel Kontact server installed on Windows
Server 2008 SP1 at Remote site:

1.5.2.2 (25172)

=  Komutel Kontact BLF Agent Service 22223883
=  Komutel Kontact DAK Service 1.4.7.24982
Kontact client is web base client access via IE 11.0

Internet Explorer browser on agent’s desktop
Window 10

Window 10 Pro 1511

Compliance Testing is applicable when the tested solution is deployed with a standalone IP
Office 500 V2 and also when deployed with IP Office Server Edition in all configurations
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5. Configure Avaya IP Office

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

= Administer SIP Trunk

= Administer ARS

= Administer Short Code

Note that the configuration presented in these Application Notes represents the sample used in
the compliance test, and that the actual configuration can vary based on customer needs. For
more information configuration, see reference [1].

5.1. Administer SIP Trunk

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

From the configuration tree in the left pane, select Solution = DevCon IPO Sevl = Line,
where DevCon IPO Sevl is the name of the primary IP Office system and select New from pop-
up list to add a new SIP line to Kontact server, if not already defined and operational.

The screenshot below shows the SIP Line added for the primary IP Office system with the
following parameter in SIP Line tab:

= |TSP Domain Name: Enter IP address of Kontact server, example: 10.10.98.26
* Incoming Supervised REFFER:  Select Always.
= Qutgoing Supervised REFFER:  Select Always.

Retain default values for remaining fields.

Configuration | [ SIP Line - Line 11*
K BOOTP(11) SIP Line: |Transp0rt| SIP URIl YalP |SIP Credentialsl SIP Advancedl Engineeringl
: s Operator (3)
|-+ Solution Line Mumber |11 3: In Service v
]: User {40}
[]_._a Group(4) ITSP Domain Marme: IID. 10,98.26 Check 005 i
[+ @ Short Code(S2) URI Type ISIP j —Sessian Timers
----- 2 Directory(0)
£ Time Profile(D) Lacation ICIoud j Refresh Method IReinvite j
g? E;;?Llrl;ft:(dff?) Timer {seconds) IOn Demand ﬁ
E]m, Erer I —Forwarding and Twinning
Mational Prefix ID Originatar number I
International Prefix IDD Send Celler I INone j
Country Code I —Redirect and Transfer
it ity ISystem Dafadt j Incoming Supervised REFER IAIways j
[-<2 Cantral Unit (5) Descrinti T (Outgoing Supervised REFER IAIways j
[+ 4 Extension (17) D en
B-§  User(23)
[]---iﬁ Group (23
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In the Transport tab, ITSP Proxy Address must be set to Kontact IP Address, in this example it
is 10.10.98.26.

Configuration ] SIP Line - Line 11*

- R BOOTP (11 SIP Line Transport |SIP uRI|valP | SIP Credentisls| StP Advanced| Enginesring|
-4 Operator (3
-7 Solution ITSP Praxy Address |10-10-93-26|
[]—--: User {40}
[]"'# Groupld) Metwork Configuration
[+--@% Short Code(52) —
_____ e, Directory(0) Laver 4 Protacal fuoe =] sendPart [s0e0 =
e ; -
""" o} Time Profile(0) Use Metwork Topology Info INone j Listen Port ISDGD =
[+ Account Code(Z2)
E]---ﬁ; User Rights(11) -
-5 Location(1) ExplictDNSServerts) |0 . 0 . 0 . 0 |0 .0 .0 .0
[=]-%5p DewCon PG Sev] Calls Route via Registrar [+

""‘".1- Syskern (17
-7 Ling (5)

Separate Reqgistrar I

In the SIP URI tab, add a new entry with the following information:

= Local URI: Enter *.
= Contact: Enter *.
= Display Name: Enter *.
= PAI: Select None.

= Incoming Group: Enter an available incoming group number, for example: 11.
= Qutgoing Group:  Enter an available outgoing group number, for example: 11.

Retain default values for other fields. Click OK to add SIP URI entry.

SIP Line - Line 11* |

sIp LineI Transpork SIP URI |VDIP |SIP CredentialslSIP Advancedl Engineeringl

Channel | Grouis | Yia | Local LRI | Contack | Disilai [arme: | PAT | Cre ndd. .. |

R.emove |
Edit... |

—Edit Channel

Ok |
Wia |<None>
Local LRI | Lce'l
Conkact I* j
Display Mame I* j
P&l fruone |
Registration Im
Incoming Group |1 1
Cutgaing Group Il 1
Max Calls per Channel m

L]

of | Canice] | Help |
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Repeat this section to add a SIP Line for the expansion IP Office system, in this case: DevCon
IPOS Exp is the name of expansion and Line 19 is added to connect expansion to second

Kontact server, in this case it is 10.10.98.25.

Configuration

B User (40} |
(-5 Group(4)

[+--8% Short Code(52)
4w Directory(0)

----- f‘ Time Profile{0)
[+ Account Code(Z)
E]---ﬁ 3 User Rights(11}
M
[

- Location(1)
]...!—.._.\ j

DevwCon IPO Sevl
DewCon IPOS Exp
System (1)

.y, 17

oy, 13

L "y, 19

[-== Control Unit {4)
[+ 4y Extension (38)
g User(19)
[]---ﬂ Group (2)
8% Short Code (2)
----- B Service (0
[-alfy RAT (1)

[]---e Incoming Call Route (3)
----- E8 wan Port (0}

[]---@- Firewall Profile {1}
G K TD Doba f1Y

E

SIP Line - Line 19*

- X v l<]>

SIP Line |rransport | 51P LRI valP |51P Credentials| STP Advanced| Engineering| T35 Fax|

Line Mumber
ITSP Domain Mame
LRI Type

Lacation

Prefix

Mational Prefix
International Prefix
Country Cade
Mame Priority

Description

4]

10.10.98.25

|sip

ICIoud

In Service

Check 0035

|»

v
I

—Session Timers
Refresh Method

Timer {seconds)

IReinvite
IOn Demand

jo

|ou|

ISystem Default

—Forwarding and Twinning
Originator number

Send Caller ID

—

—Redirect and Transfer
Incoming Supervised REFER.
Qutgoing Supervised REFER

Send 302 Moved Temporarily
Qutgoing Blind REFER

Inlways
IP.Iways

r
r

ol

Ok |

Cancel | Help |
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5.2. Administer ARS

From the configuration tree in the left pane, right-click on Solution - DevCon IPO Sevl >
ARS, where DevCon IPO Sevl is the name of the primary IP Office system, and select New
from pop-up list to add a new ARS entry for routing calls to Kontact, if not already defined and
routable.

The screenshot below shows the ARS entry added for the primary IP Office system, where Line
Group ID 11 is the line number from Section 5.1 for connection to Kontact server 1, Telephone
Number to dial must end with a @ followed by Kontact IP address. The phone number dialed
will be used later to configure Kontact in Section 6.1, for example: 2621N is phone number
routed to Kontact server 1.

Configuration E ToKontact1 k- X w | <=
B User (40) || ars |
I:I---ia Group() =
[+ 8% Short Code(52) Route Mame IToKontactl ‘ ISystemTone j _I
----- am Directory{0)
(.“ Time Profile(0} Dial Delay Time ISystem Default {4) 3: [T Check User Call Barring
[+ Account Code(Z)
[y User Rights(11) Biesiaiisltn |
[*-&E Location(1)
[=-%=9 DevCon IPO Sevl
[#]-#53p System (1) In Service v Out of Service Route |<N0ne> j
-9 Line (5)
[+ Conkrol Unit (3} 1
[+ 4 Extension (17} Time Profile <Mone = V| e——f  OUE of Hours Route |<N0ne> j
B @) |
[]---ﬂ Group (23
[+ 8% Short Code {13) — Codh 2E21M
..... B Service (0) Code I Telephorn oee I add... |
[+-43Y Incoming Call Route (£ 11 911 Feature IDiaI j r— | . |
911 911 ancel EMOYE
[+ il iF‘ RDUtiefal; T, Telephane Mumber |"2B21"N"@1 0.10.98.26"
----- icense 2621"N
e Edit. ..
- ARS (3) Line Group 1D j : |
¥ 50: Main
g 51: 911 Applicatior Locale | =l
ﬁt\’ 52t Tokonkackl Farce Account Cade Il
[+--& Location (1) - vI
_____ ’ﬁ Authorization Code (0 7 | Farce Autharization Code [ | 5
|'_—'|--->-j;- DeviCon IPOS Exp
| -39 System (1) | ILI of Cancel | Help |
3
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Repeat this section to add an ARS entry for the expansion IP Office system. In the compliance
testing, Line Group ID 19 is the line number from Section 5.1 for connection to Kontact server
2, Telephone Number to dial must end with @ followed by second Kontact IP address, for
example: 2622N is phone number routed to Kontact server 2.

Configuration

7@ Short Code(52)
e Directory(0)
Time Profile{0)

5 User Rights(11)
& Location 1)
DevCon IPO Sevl
DeviCon IPOS Exp
s Syskem (1)

4 Line (5)

<2 Control Unit (4)
+]- 48y Extension (33)
i User {149)
ﬂ Group (2)
+-@% Shart Cade (9)
fod @ Service ()
ol RAS L

-4 wan Part (0
@ Fireveall Profile (1)
- il IP Route (1)

@ Incoming Call Route (2

[

E ToKontact2 & - X v | <

AR5 |
Raoute Marme IToKontath ‘ ISystemTone j
Dial Delay Time ISystem Default (4) 3: " check User Call EBarring
Description I
In Service v Out of Service Route |<None> j
1
Time Profile <Mone > 7 | m— Out of Hours Route |<None> j
Code I Telephone Mumber I Feature I Line Group ID I add,..

o911
911

0
0

Dial Emargency

Dial Emergency Remove

"@135,10,93,25"

il

Edit...
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5.3. Administer Short Code

To configure a short code to dial to ARS, from the configuration tree in the left pane, right-click
on Solution = DevCon IPO Sevl - Short Code, where DevCon IPO Sevl is the name of the
primary IP Office system, select New from pop-up list to add a new short code for routing call to
Kontact server 1. In the event that such short code already exists, then select the short code to
make modifications. Enter the following values for the specified fields, and retain the default
values for the remaining fields.

Code: Digits that will be dialed to reach Kontact server 1, in this case 2621X.
Feature: Select Dial.

Telephone Number: Applicable number for proper routing call to Kontact, 2621N.

Line Group ID: The applicable ARS entry from Section 5.2.

Configuration  |B 2621X: Dial Bk - X[ v <>
-5 DewCon IPO Sevl ﬂ Short Code |
) System (1)
T Line (S} Code |2621><
+-<2 Contral Uit (5) -
@ Extension {17) Feature ID'al j
i User (23] Telephone Mumber I2621N
-5 Group (2)
=@ Short Code (13) Line: Group ID 52: Tokontackl j
Locale I j
Force Account Code r
Force Authorization Code [
¢ 50 Main
[ 51!|911F\PP||L| 0f | Cancel | Help |
[3

Repeat this section to add or modify similar short code for routing calls to second Kontact server
as shown below:

Configuration = 2622X: Dial =i X v

[ System (1) || Short Code |
B-F 7 Line (5)

(-2 Conkral Urit (4) Code fo522x

[+-.48 Extension {3&) :

: User (18) Feature IDlaI j

’ﬁ Group (2) Telephone Mumber I2622N

(=@ Short Code (9)
Lirne Group 10 |52: ToKontact? j
Locale I j
Force Account Code r

Force Authorization Code [

[ﬂ---%ﬁ Authorization Cg

-

| (6]4 Zancel Help
3
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6. Configure Komutel Kontact

This section provides the procedures for configuring Komutel Kontact, all SIP configurations for
Kontact server 1 and 2 is configured via Kontact server 1 Kloud web page, except BLF agent
service is configured separately on each Kontact server. The procedures include the following
areas:

= Configure TAPI Service Provider

= Administer BLF Agent Configuration
= Administer Kontact Phone System

= Configure Queues

= Configure Phone Profile for Agents

= Configure Agents

It is assumed that the Kontact server, applications and database was successfully installed on the
PC by Komutel Administrator.
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6.1. Configure TAPI Service Provider

This section will describes step to configure TAPI interface to IP Office on Kontact Server, this
setup is required before the BLF Agent Configuration in Section 6.2.

On Kontact server at the main site, select Control Panel = Phone and Modem - Advance
tab, select Avaya IP Office TAPI2 Service Provider and click on Configure button.

& Phone and Modem x

Dialing Fiulesl Modems Advanced |

—

‘ Q T he fallawing telephony providers are installed on thiz computer:

Providers:

Ayana IP Office TAPIZ2 Service Provider
kicrozoft HID Phone TSP

MDIS Prowy TAPI Service Provider
TAP! KemeltMode Service Provider

Add... | I Femove | %' Configure...

Cloze | [Cancel | Apply |

In Avaya TAPI2 configuration window. Enter IP address of primary IP Office in Switch IP
Address, in this case it is 10.10.97.41. Select Third Party, and enter aproriated password for
Switch Password.

Avaya TAPIZ configuration

Cancel

Switch |P Address |1 0.10.97.41|

£ Single Uzer

Ilzer Mame I
I1zer Pazzwaord I

& Third Party

HEREEHRRHREANRR K

Switch Pazzword

[T Ex Directany Wsers
[ st Users
[T ACD Queues
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Repeat the same steps to configure TAPI driver on Kontact server at the remote site as shown
below:

& Phone and Modem I
Avaya TAPIZ configuration |

Switch IP Address [10110.97.44
Cancel |
™ Single User

— .
Ilzer Mame

Ilzer Pazsword

Liter:

= Third Party

EEREP TR

Switch Pagsward

[

™| Ex Directan Users
[T wisd Users
[ ACD Queues

Add... | '&!' Remove | &!' Eanfigure...l

Cloze | Canzel | F¥u]m 1 |
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6.2. Administer BLF Agent Configuration

How to configure BLF Agent is not the focus of these Application Notes. The information
displayed in this section is for reference in order to setup agent phone profile in Section 6.5. In
BIf Agent Configuration screen on Kontact server at main site, take note of Phone ID, in this
case it is 1. Also verify Connect to phone: Ready and Service status: Running, at bottom of
the window, these statuses indicate Kontact successfully connect to primary IP Office and obtain
extensions status reside on primary via TAPI interface.

SBi Agent Configuration M=
Fla  Service  Vew Lavguem 7

2]

"5 Fhone settings : Advanced opbions Logs

Geners

Fhons 1O s 7 Hade 0 system teay

| Rastart sarvice § & 5000 respanding

Phone to contrel -

Call perk range
1 w15

Importfupdate contadts from the phons systen ]

S | Conrection to phoret Ready [ Servve stabus: Running

Perform same step on second Kontact server at remote site, take note of the Phone ID, in this
case it is 2 and verify TAPI connection status is connected successfully.

mﬁ! Agent Conliguration (D] ]
Fle Service WVisw Language 7

7 P settiens | 86 Advarvad agtior | 7 Logs
Ganes o par snsters

#hons 1D 2 Hda 0 system tray

Restart sarvice £ £ stop respondng

#hooe to cortrol .

Cal park range

| Inocrtipdate corkacts From the chons system

W | Correction to phore: Ready S |Seyvice stabus! Runmeng
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6.3. Administer Kontact Phone System

From a web browser access the page http://KontactServerlname:82, and login in with the
appropriate admin credentials. This will launch the Kloud admin web interface. Select the
Configuration tab then click on the Configurations link (not shown). In the configuration page,
select Kontact - Phone System to verify the Kontact server information as displayed in the

screenshot:
Kontact 1:
= Phone system: Select Avaya IP Office SIP Trunk.
= Domain: Enter IP Office primary IP address, 10.10.97.41.
= DN configuration: Enter desired DNs start with 2621X as configured in

Section 5.3, ex: 26210, 26211.

Kontact 2: Verify similar information of expansion IP Office system.

Phone system

Sace statistics as
Username

Passviord

Domain

Transfer display type

SIP port

DN configuration

Avaya Ip Office SIP Trunk (V]

KOMUTEL vl
Kontact
10.10.97.41
Caller display 2
5060

Can call DN Max number of calls

® ¥ 26210 10
® v | 26211 10

Phone system Avaya Ip Office SIP Trunk (V]
Save stathstics as KOMUTEL v
Usermame Kontact
Passveord
Daemain 10.10.97.44
Transfer display type Caller display 2]
SIP port 5060
Cancall DN Max number of calls

X ¥ | 26220 10
D} sonfipiration % ¥ @ 26221 10
Dialing plan Default ™
Restart Kontact service

Sav
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Click on the Recorded announcements and Music on hold tabs to manage different audio files
for announcement and music on hold so that selected announcement or music can be played
while a caller is in queue. This configuration is not shown in these Application Notes, it is
assumed that list of announcement and audio are already in place. Detail of how audio file and
announcement are assigned to each queue is described in Section 6.4.

Select Kontact - General to manage general information for Kontact, below is the setup used
for the compliance test. These rules apply to both Kontact servers.

ﬁ:l:unfiguratiuns - Kloud - Internet Explorer

"

Ii hkbp:/f2008pcl &2 Config pj 4 . Home - Kloud | . Configurat,,, | |

[ Users General Komand E Schedule Management 911 Services Call recording Licenses -
W Phaone system I Recorded announcements I Music on hold I VR I Statistics I Calls colors -

Default quick transfer numbar l

Hurmber of s2conds to ring before changing agent status to Mot Ready 25

B/
o
J>
CE

Minirmum number of seconds before marking call as Dropped i}

Max number of days to display droppead calls 2

Humber of minute after reseting call park state from abandoned to
empty

Humber of s=conds for agent to rest after answering a phone call T

15

Join on attendant answer (|

Send calling card URL i

Calling card URL [

Save
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6.4. Configure Queues

Select Kontact - Queues -> Call. This tab shows the current list of call queues for Kontact 1
and Kontact 2. Queues for both Kontact servers are managed on the same page, as shown below.
Two queues were created and linked to Kontact 1 DN and two queues created and linked to
Kontact 2 DN. Click on the “+” plus sign to add new queue.

[ Usen I Ganwral T Komand Schedule Management T 211 Services Call vecording I Licernes
Q Ganeral Phiome yvystem Sacurded announcements Music oo hold "R Sracistics Calls wolors
Ematl

[+ Queve name Input priveity Outout priarity Calter Masme Callar id Fovwardod feem
b T T Mt Mechim
R MiranUstobuted 26011 Minthies Meathu

Gunered Mol Mo
¥  ogenmon M0 Med) o Medhim
B DgensomDiridnd 5. Medion Medium

Below is an example of primary queue which linked to Kontact 1 DN 26210 configured in
Section 6.3.

Edit queus - (PRIMARY-26210)

[

General config

Queue name *
Queue type
Input prioeity
Output priority

Hulbes to handie calls from phone display content

on

Caller name {*)
Caller W [")
Forwarded from (*)
After

callsim ¢ hours

Timeout

After 0 seconds

Action

{anary-!bZ 10
I Normal queve v

{rontact ) 26211 v
[,,. rules

[H e
I“' ule

. [ove

flare

o a numbes

Max calls in queve
After © calls

Action

Overflow numbor

- l'w.-'l.:;- o a queve

Timeoust if no agents ready
After 0 seconds

Action

Overflow number

ey

erfiow L

4 number

Ratio of calls on ready agent

Ovorflow number v
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Click on Interactive voice response tab to manage how call is routed when incoming call user
press selected key, below is an example used in compliance test:

General config nteractive voice response Recorded announcements Music on hold

General

Action table

Transfer

<<

PrimaryDistributed-26211
Transfer 26104

{
i
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Click on Recorded announcements tab to select recorded announcements in Available
recorded announcements and click on (|) icon to add it to Associated recorded
announcements, as show below with recorded 1VR.mp3 selected for the Primary-26210 queue:

Edit queue - (PRIMARY-26210)

General config Interactive volce response Recorded announcements Music on hold

Available recorded announcements

Assoclated recorded announcements

IVR.mp3 {(Annc)

Save Cancel

Click on Music on hold tab to manage music on hold:

Edit queue - (PRIMARY-26210)

Interactive voice response Recorded announcements Music on hold ¥

Available music on hold

General config

Associated music on hold

Hoatimngoaisan-Phuong Thanh_nsm3%.mp3 (HoaTim)
holdmusic.wav (MOH)

*The changes will take effect at the end of the currently playing file

Save Cancel

Click Save to save changes.
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6.5. Configure Phone Profile for Agents

Select General - Telephony > Phone profiles. This tab shows the current list of phone profile
for Kontact 1 and Kontact 2.

Users Hemand I Kontact Schedule Managemmeen I ?11 Service: I Call recoeding I Licentes

fmad Lists configeration Rights and secernty Multtt-Kisuds Commumcation Ourgong appamement Cormectians Status
enecal Pho pro Dtaltng plans
IC.* Mame Device name Fhaoe nunmber Fresence app. 1D Prasence 10
b ST 1 16004 1 1604
X e ' 20000 ' 20000
x 6103 1 16103 2 26103
b SETST ' 26104 2 26104
® ok 1 1108 i 26908
® om 1 20000 ' 20006

wrvrkog 1 10 6 of 6 entries

5

Click on the “+” plus sign to add new phone profile with following information.
= Name: Enter any descriptive name.
= Phone number: Extension of agent’s physical phone on IP Office.
= Presence app.ID: Enter appropriate Phone ID listed in Section 6.1
* Presence ID: Enter associated agent phone DN to be monitored by BLF Agent.

Schedule Mansgemunt I 911 Servicen I Call recording I Licentel

oghts and security Mults Kowds Comemamcation Outgomg appatntenent

Name * [2¢004 ®
Devvkcn nann [ 2
Oialing plan [Detotr vl
Pl ipebor * (26004

Preseron e 1D ]

Prosence 1D (25004

Third tine disghay [Hore 1~
7 Une Label Can make call
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6.6. Configure Agents

Next, configure agent and its extension that will be monitored by Kontact. Repeat these steps for
each agent and extension to be monitored.

In the Configurations page (not shown), select User tab. It shows the current list of agents in the

system.

-4

i Thursday June 23, 06:48:33 AM

Schedule Management

anvng | 1o N of & omriey

KOMUTEL

80 @0

4] First name Lt naene Ltarnase
HOMUTEL Advin

2 rowary P Office Phooe: 26004 Testt

R Primandibat P O Phers: 24000 Testd

M Contiguratcr ConNigaratoe Conligurwtor

b ST B Offies Plome: 24104 Tesrd

X Tend # Office Phone: 26104 Testd

2B e 01 Teath

R opom 20008 Testh

vl

Click on the “+” plus sign to add new agent. The following screen shows the User information
fields populated for an agent previously configured.

PM; Reviewed:
SPOC 8/8/2016

Edit user - (Primary IP Office Phone: 26004)

Kontact Phone profiles
User information]
Pusresord secutity level [ v
First mewme * ﬁrﬁmar,‘
Last riame * [IP Gifice Phone: 26004
Pepartment 2 [sate v
Tite 3 [owector 2
Lol * ﬁunm e lDavayn.com
Language ([— ngltsh E
Usernnme [restr
New passyord {
Naovy passyord confirmatian f
Alloveed simultaneows connections |
Defavtt application [Kontact vl

Force urer to retet his parsword

Save
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Select the Phone profiles tab to add phone number for this agent:

= Associated phone profiles: Select phone profile and click (=) to add extension to.
= Phone profile selection: From the dropdown list, select profile.

Edit user - (Primary IP Office Phone: 26004) °

Detaiis Permissions Kontact Phone profiles Skill sets Other

"
Available phone profiles Associated phone profiles

26006 (26006) 26004 (26004)
26008 (26008)
26103 (26103)
26104 (26104)
26108 (26108)

Phone system)
Phone profile selection {26004 (26004) iv]
[Phone numbers)
phane extension note default
Work * (26004 ( ( 0]
phonez [ [ [ O v
Phanel I l Il )
Save Cancel
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7. Verification Steps

This section provides the tests that can be performed to verify proper configuration of the
Komutel Kontact with Avaya IP Office Server Edition.

Verify status of SIP trunk from IP Office to Kontact server is in service. In System Status
screen, click on Trunks and Line which was configured for connection to Kontact, in this case it
is Line:19, verify Line Service State is In Service as shown below.

Help  5n

System

& Alarms (17)
Extensions (28)
Trunks (5)

ion Summary

Alarmns

SIP Trunk Summary

Line:1 Line Service State: In Service
Line:2 Peer Domain Mame: 13109825
(LT Resolved Address: 17,10,98.25
Line:18 .
) Line Mumber: 19
Active Calle Murnber of Administered Channels: 10
Resources Mumber of Channels in Use: u]
Voicemail Adrministered Comnpression: G711 MU, G729 4, G722
12 Het_worklng Enable Faststart: Off
RCCIHENS Silence Suppression: OFf
Media Stream: RTP
Layer 4 Protocal: LDP

SIP Trunk Channel Licenses:

SIP Device Features:

SIP Trunk Channel Licenses in Use:

I CallRef  Current State Time in State

754 . -
0

REFER. {Incoming and Oukgoing)

Cther Party on Call

1 Idle 20:03:10
= Idle 20:03:10
3 Idle 20:03:10
4 Idle 20:03:10
5 Idle 20:03:10
[} Idle 20:03:10
7 Idle 20:03:10
g Idle 20:03:10
a Tdle PN
Trace: Trace Al Pause | Fing | Call Details Graceful Shutdown Force Out of Service Print... Save As..,
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Log an agent into Komutel Kloud from a web browser by access the page
http://KontactServerlname:82, and agent username and password configured in Section 6.6,
select the Kontact link (not shown). In the Queues tab, all queues will be displayed for the
logged in agent. In the screen shown below, agent is ready, and all of the queues are in the
Ready state as indicated by the green circle by the queue name.

p— ] —
oo CTNEEY OGO

PrimDist IP Office Phone: 26103 Ruady / Mot ready:

Marve Tratad Ak [ Now! Tt Abwl vty g
o/o o ARA a/e 0 11

o
B Thursday June 23, 09:50:36 AM PrimDist IP Office Phone: 26103 8 80 |

Click on the Agents tab, all of the configured agents are displayed as shown below. In order for
an agent to become available to handle an incoming call, the agent’s state must be set to Ready.
In this example, agent PrimaryDist1 is logged in with the green light indicator at the first column
and it is “Ready” for 2 queues PrimaryDistributed-26211 and Expansion-26220.

Queus 5 Teansfer to;
<81 ]

PrimDist ¥ Office Phone: 26103 Ready / Not ready:

. 1 ithame LsstMame (eue Tianter to Tol Disglary L1 Voplary L2 Hoady / Mot ready Leegth

& primary 10 Offices Mione: 26004 Primary 26210 26004 Jo [otress, 91 0004l
®  Primarybistt 11 Office Ihooe: 26006 Primary 26210 20006 1 [Coggedow ) M0:S¥15
&  PrimaryDistt 11 Otfico Prone: 26006 Primerylitstributod 26 26004 i [Cseedor ) RO:atS
®  Primbwt 1Y Otfice Phone: 26103 PrimaryDistritatod 26 26100 1 [Roody & 11:0041
& Primost W Office Phooe: 26103 Expareton 26220 26100 ¥ fRady % pabea
® resd I Ottice Phane: 26104 Expassion 26220 26104 ) [logedowe W) 4z1n%9
® Lpom 26108 Exporaiondistriated 1.. 26108 I (cpedow V1 seake
® Lgpbmt 1000 Lxparclonlistriuted 1. 26000 I Logged out v Az

Showing 1 to b af § emtries

8 Thursday June 23, 09:51:05 AM  PrimDist IP Office Phone: 26103 8 &0 ¢
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http://kontactserver1name:82/

Place a call to a queue that has no available agents and verify that the call is successfully queued
as shown below in the Queues tab. In this example, a call is queued for the PrimaryDistributed
queue and the caller ID is also displayed. The queued call can also be manual transferred to
another internal or external number by entering number in the Transfer to field and clicking on
the queued call in orange.

Queuve: Transfer to:
Status SDD O

PrimDest [P Office Phone: 26101 Ready / Not ready:

P! Tatad At Neazy ' Hurw! Turtd At Hewdy/lim

1/0 o o 0e o o

4 Thursday June 23, 09:52:03 AM  PrimDist IP Office Phone: 26103 S0 87 |

Make agent ready for PrimDistribute-26211 queue by selecting Ready in Status dropdown list.
Place a call to queue 26211 and verify that agent’s phone, 26103, is ringing and phone icon turns
yellow as shown below in the Agents tab.

Queue: Transfer to:
PrimDist @ Office Phane: 26103 Ready / Mot ready o . . .
[ o R i |
Lag (LT e (5 S Trtendiot ¢ Te Saglay 1 Vapday L) Besmly | Mot tomly | wogth
@ Privary W Officw Prone: 26004 Prismary. 26210 20004 1= [Fetress, ] 0027
@  Primeryntt © OfMce Phone: 26006 Prisaary. 16210 26006 [ [Coptost & T0:55:00
@ Primerylutt B OfMie Mone: 265006 IyimaryDitibatud 26 26006 = [Cmedost &1 msso
@ oD ¥ Office Phonet 26103 Priesary@itribnced 26 26103 w OneFour 26904 Ready ¥ 00:00:04
& Prinou W OMGe Mo 76103 Expenslon 16729 26103 X [oerossy w1 00e00i04
® Tes ¥ Office Phone: 26104 Expanslon 26229 20904 = [logmotont ™ 0O00i1)
@ tqom 061 Cganlonlistruted 2., 26106 BN {Logend out N enn
® gom 000 UaparmionDistrbuged 2. 26008 = [lometowt ™ «uiis

:

|
 Thursday June 23, 09:52:50 AM  PrimDist |P Office Phone: 26103 L RO _FIaN
|
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8. Conclusion

These Application Notes have described the administration steps required to integrate the
Komutel Kontact with Avaya IP Office Server Edition. Kontact was able to distribute incoming
call to available agent’s extensions on IP Office Server Edition. All test cases passed with
observations noted in Section 2.2.

9. References

This section references the Avaya documentation relevant to these Application Notes. The
following Avaya product documentation is available at http://support.avaya.com and Komutel
documents are available upon request.

[1] Administering Avaya IP Office™ Platform with Manager Release 9.1.2 Issue 10.38 February
2016.

[2] Kontact - Quick Reference Guide (2015-04-07).pdf

[3] Kontact - User Guide (2016-01-14).pdf
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