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Abstract

These Application Notes describe the configuration steps required for Enghouse Interactive
AB Trio Enterprise to interoperate with Avaya IP Office Server Edition using SIP trunk and
TAPI.

Readers should pay attention to Section 2, in particular the scope of testing as outlined in
Section 2.1 as well as the 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.
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1. Introduction

These Application Notes outline the steps necessary to configure Trio Enterprise from Enghouse
Interactive AB (Trio Enterprise) to interoperate with Avaya IP Office Server Edition (IP Office).
Trio Enterprise is a client/server-based application running on Microsoft Windows Server
operating systems. Trio Enterprise provides users with attendant answering position for IP
Office, as well as a call forward function that provides spoken information about the absent
status of a regular user (extension) being called. The Trio Enterprise Attendant client provides a
view of regular users contacts and schedules and was installed on the same server as the Trio
Server but can be installed on a separate platform if required.

Trio Enterprise connects to the IP Office using a SIP trunk. Trio Enterprise is supplied with all
prerequisite software including the relevant version of Avaya TAPI. Trio Enterprise uses TAPI
client to set forwarding (diversion) which is used for activating and deactivating absence. This is
accomplished by Trio sending TAPI requests to IP Office to forward calls of an absent user to
Trio. When a user is absent, direct calls to the extension is forwarded to Trio Enterprise via SIP
trunk and handled by Trio based on the absence reason set by the user.

2. General Test Approach and Test Results

The general test approach was to configure a simulated enterprise voice network using IP Office.
The Trio Enterprise server uses a SIP trunk to connect to the IP Office. See Figure 1 for a
network diagram. An Incoming Call Route and Short Code were configured on the IP Office
Primary and Expansion to route calls to Trio Enterprise. Calls placed to the Trio Enterprise
server automatically places a call to the telephone the Attendant is using for answering purposes.
When the attendant answers the call, the Trio Enterprise server bridges the two calls. When the
attendant extends the call to another telephone, Trio Enterprise server performs a SIP path
replacement, and the caller and the called user are now directly connected. Trio Enterprise uses
TAPI client to send request to IP Office to forward a user’s extension. This request can be done
from the user or from the Attendant. Calls to the Trio Enterprise system may be placed in a
queue, until an attendant is available.

It is possible to have multiple Trio attendant positions on an IP Office system.

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.

Avaya recommends our customers implement Avaya solutions using appropriate security and
encryption capabilities enabled by our products. The testing referenced in this DevConnect
Application Note included the enablement of supported encryption capabilities in the Avaya
products. Readers should consult the appropriate Avaya product documentation for further
information regarding security and encryption capabilities supported by those Avaya products.
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Support for these security and encryption capabilities in any non-Avaya solution component is
the responsibility of each individual vendor. Readers should consult the appropriate vendor-
supplied product documentation for more information regarding those products.

For the testing associated with this Application Note, the interface between Avaya systems and
Trio Enterprise did not include use of any specific encryption features as requested by Enghouse
Interactive AB.

2.1. Interoperability Compliance Testing

The interoperability compliance testing included feature and serviceability testing. The
serviceability testing introduced failure scenarios to see if Trio Enterprise could resume after a
link failure with IP Office. The testing included:

Incoming internal and external calls

Outgoing internal and external calls

Supervised and unsupervised transfer with answer

Directing calls from busy extensions and extensions that do not answer
Call queuing and retrieval

Loop detection for busy and unanswered extensions

Call Forwarding (Absence) detection

2.2. Test Results

Tests were performed to ensure interoperability between Trio Enterprise and IP Office. The tests
were completed with the following observations:

The Codec Selection list in the pertinent IP Office SIP Line cannot have both G.711MU
and G.711A together. In case they are present together, then the Codec priority must be
configured on the Trio Enterprise Server. Failing to do so, will cause stations to not hear
early media (any pre-recorded audio) from the attendant. Refer to Section 5.5.

Trio Enterprise only supports RFC2833/RFC4733 for DTMF tone and this must be
considered when configuring the SIP Line in Section 5.5.

Trio Enterprise uses TAPI client to set diversion which is used for activating and
deactivating call forwarding (absence) feature of Trio Enterprise. In an IP Office
environment which includes a server and expansion, TAPI client needs to be installed on
every Trio Enterprise server that wants to set call forwarding on the phones that are
configured on the server and expansion.

2.3. Support

For technical support for Enghouse Interactive AB products, please use the following web link.
http://www.trio.com/web/Support.aspx

Enghouse Interactive AB can also be contacted as follows.
Phone: +46 (0)8 457 30 00
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http://www.trio.com/web/Support.aspx

Fax: +46 (0)8 31 87 00
E-mail: triosupport@enghouse.com
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3. Reference Configuration

Figure 1 illustrates the network topology used during compliance testing. The Avaya solution
consists of an IP Office Server Edition which consist of Primary and IP500V2, has a SIP Trunk
connection from Primary server to the Trio Enterprise server.

TAPI clients are configured on each Trio Enterprise server (tevsipol and tevsipo2) connected to
each IP Office as shown in test configuration below. This enables the Trio Enterprise to send
TAPI requests via the IP Office to set call forwarding to activate or deactivate absence on
Primary and Expansion.

SIP, H323 and digital phones were configured on the IP Office to generate outbound/inbound
calls to/from the PSTN. A SIP trunk and PRI trunk was configured to connect to the simulated
PSTN. An Avaya H.323 station on Primary was used as the Trio Enterprise Attendant telephone
during compliance testing.

Note: The Trio Enterprise Attendant (client) was installed on the same server as the Trio
Enterprise Server but can be installed on a separate platform if required.

Avaya 9641G IP (H323)
Deskphone on Prima Avaya 1140E IP (SIP) Avaya 1608LIP (H323) Avaya 1140E IP (SIP)
pt;ﬂmen dant} v Deskphone on Primary Deskphone on Expansion Deskphone on Expansion

H L

LN D LaN

TAPI Trio Enterprise Servertevsipo1 and
Client {10.10.98.150)
hosted on VMWare virtual machine

Trio Enterprise Servertevsipo2
8.149

Avaya IP Office Server Edition
10.10.97.41 (Primary)

Emulated
PSTH

............................ 1 hosted on ‘JMWarewrtual machine

PRI Trunk

Avaya IP Office 500V2
10.10.97.44

(Expansion)

Avaya 9508 Digital Deskphone

Figure 1: Avaya and Trio Enterprise Reference Configuration
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4. Equipment and Software Validated

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

Equipment

Release/Version

Avaya IP Office Server (Primary)

11.0.0.1.0 build 8

Avaya IP Office 500V2 (Expansion)

11.0.0.1.0 build 8

Avaya IP Deskphones:

1140E (SIP on Server) 04.04.23.00
1140E (SIP on Expansion) 04.04.23.00
9641G (H323 on Server) 6.6604
1608L (H323 on Expansion) 1.3110
Avaya 9508 Digital Deskphone R60

Trio Enterprise running on Microsoft Windows | Version 7.1
2008 R2 Server

TAPI3 Installer 1.0.7

Note: Compliance Testing is applicable when the tested solution is deployed with a standalone
IP Office IP500V2 and also when deployed with IP Office Server Edition in all

configurations.
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5. Avaya IP Office Configuration

The document assumes that IP Office Server Edition has been installed and configured to work
with a 500V2 expansion. This section only describes the details on how to configure the IP
Office Server Edition (Primary) since the SIP trunk only needs to be established between
Primary and Trio Enterprise.

Configuration and verification operations on the IP Office illustrated in this section were all
performed using Avaya IP Office Manager. For all other provisioning information such as initial
installation and configuration, please refer to the product documentation in Section 9. The
configuration operations described in this section can be summarized as follows:

Launch Avaya IP Office Manager
Verify IP Office license

Obtain LAN IP address

Enable SIP trunks

Administer SIP line

Administer incoming call route
Administer short code

Save Configuration

Enable TAPI
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5.1. Launch Avaya IP Office Manager

From a PC running the IP Office Manager application, select Start > Programs - IP Office >
Manager to launch the Manager application. Select the proper IP Office system, and log in using
the appropriate credentials (not shown). The Avaya IP Office Manager for Server Edition

screen is displayed as shown in the screen below. Click on Configuration that is highlighted on
the right side of the screen below.

E Avaya IP Office Manager for Server Edition DevCon IPO Sev [11.0.0.1.0 build 8]

- O X
File Edit View Tools Help
Configuration || = Server Edition
@-& BOOTP (7) Summary Open... A
j’ Oper.ator 3) Server ; )
=55 Selution Edition E Configuration
#-§  User(46) Primary .
¥
S8 Group(d) .J- System Status
BX Short Code(60) = Hardware Installed —

@5 Directory(0)

1 Time Profile()
@8 Account Code(1)
3 User Rights(13)

Control Unit: IPO-Linux-PC
Secondary Server. NOME
Expansion Systems: 44

E Voicemail Administration

o

Resiliency Administration

ﬁ Location(B)
---‘NJ DevCon IPO Sevl
(-39 DevCon IPOS Exp

System |dentification: 858bGdE9e18a0f0f4755e57c276072318ad0aas

= System Settings
IP Address: 4
Sub-Met Mask: 255.255.
System Locale: United State
System Location: 4
Device ID: 1

MNumber of Extensions on System: 27

(U3 English)
- BVWFLR1#8#613

.'* On-boarding
1’? IP Office Web Manager

@ teb

',"s Set All Nodes to Select

% Set All Nodes License Source ¥

>
Name Address Primary Link Users Configured Extensions Configu
Solution 46 65
& Primary Server DevCon IPO Sevl 41 27 27
# Expansion System DevCon IPOS Exp 44 Bothway 19 38
< >
RS; Reviewed: Solution & Interoperability Test Lab Application Notes 8 of 48

SPOC 12/19/2018

©2018 Avaya Inc. All Rights Reserved.

Trio71_IPO11




5.2. Verify IP Office License

Once the Avaya IP Office Manager for Server Edition screen is displayed, from the
configuration tree in the left pane, select the Primary System, which in this case is DevCon IPO
Sev1 and click on License to display the License screen in the right pane. Verify that the
Feature for SIP Trunk Channels Status is “Valid”, and that the Instances value is sufficient
for the desired maximum number of simultaneous calls. If there is insufficient capacity of SIP
Trunks, contact an Avaya representative to make the appropriate changes. Ensure the same for
CTI Link Pro also.

" Avaya IP Office Manager for Server Edition DevCon (PO Sevl [11.0.0.2.0 build 23] — O >

File Edit View Tools Help

3 AEE[a] v

DevCon IPO Sevl - License - -
Configuration | £ v | <>
-® BOOTP(7) License Remote Server
- Operator (3] "
%23 Solution License Mode License Mormal
H-§  User (47) . .
D"'ﬂ Group (8) Licensed Version 11.0
8% Short Code(60) PLDS Host ID
----- @@= Directory(0) X -
_____ 7 Time Profile(n) PLDS File Status  Valid
[+ Account Code(1)
@-q User Rights(13) Feature Key Instances Status
(-5 Location(6)
-39 DevCon IPO Sevl Power User MN/A 384 Valid
él--*-'.:- System (1) Avaya P endpoints MN/A 334 Valid
"% DevCon PO Sev [sm Trunk Channels N/A 128 Valid
g'"f" 'E'”e “?L . CTI Link Pro N/A 10 Valid
-2 Control Unit X . X
(-4 Extension (28) 3rd Party IP Endpoints N/A 384 Valid
U"'i User (29) Server Editicn M/A 5 Valid
[]—--ﬂ Group (5) UMS Web Services MN/A 100 Valid ]
8% Short Code (21) < >
----- B Service (0)
(-3 Incoming Call Route (12 Help
-l IP Route (1)
----- % License (69)
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5.3. Obtain LAN IP Address

From the configuration tree in the left pane, navigate to DevCon IPO Sevl - System (1) to
display the DevCon IPO Sevl1 screen in the right pane, where DevCon IPO Sevl is the name of
the IP Office Primary system. Select the LANL1 tab, followed by the LAN Settings sub-tab in the
right pane. Make a note of the IP Address, which will be used later while configuring Trio
Enterprise in Section 6. Note that IP Office can support SIP trunks on the LAN1 and/or LAN2
interfaces, and the compliance testing used the LANL1 interface.

* Operator (3]

=457 Solution

B-§  User(46)

(-5 Group(8)

(8% Short Code(60)
a4 Directory(0)
-7 Time Profile(0)
-8 Account Code(1)
F-§5 User Rights(13)
()-8 Location()
=431 DevCon IPO Sevl
-5 System (1)

gl DevCon IPO Sevl

<=+ Control Unit (8)
[+ Extension (27)
E-§  User (28)
-5 Group (5)

¥

f Avaya IP Office Manager for Server Edition DevCon IPO Sev [11.0.0.1.0 build &] —' O *
File Edit View Tools Help
LN 2@ Q] v
DevCon IPO Sevl v System ~ DevCon PO Sevl <
Configuration 7 DevCon IPO Sev1® [ v |<]s I
x BOOTP (7 - System LANT  LAM2  DNS Voicemail Telephony Directory Services System Events SIj+ | *

LAM Settings  VolP Network Topology

[IP Address 10 10 a7

41]

240

IP Mask 255 255 255

Murnber Of DHCP P Addresses |3 -~
DHCP Mode

() Server {_) Client (® Disabled Advanced

0K Cancel

Help
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5.4. Enable SIP Trunks
Select the Vol P sub-tab and ensure the configuration is as shown below:

e Check SIP Trunks Enable box.

e Check SIP Registrar Enable box.

e Domain Name: During compliance testing “bvwdev.com” was used.

e Check UDP and TCP protocol with the correct port numbers. However, during testing

only UDP was used.
I FAvaya IP Office Manager for Server Edition DevCon IPO Sev1 [11.0.0.1.0 build 8] - ] x
File Edit View Tools Help
2E-HBEE A v
DevCon IPO Sevl - System ~ DevCon IPO Sevl v
Configuration | = DevCon IPO Sevi £ v |<]|>
a BOOTP (7) System LAMT  LAN2Z  DNS  Voicemail Telephony Directory Services Systern Events SM| ¢ | »
-7 Operator (3)
%37 Solution LAN Settings  VolP  Network Topology
B-§  User(46) ~
F-4@ Group(8) H.323 Gatekeeper Enable
- Shmt Code(50) [] Auto-create Extensicn Auto-create User [ H.323 Remote Extension Enable
--am Directony(0)
~£17) Time Profile(0) H.323 Signaling over TLS | Disabled vl 1720
-8 Account Code(1)
[t--ga User Rights(13)
D---Ea' Location(t [ SIP Trunks Enable ]
=53¢ DevCon IPO Sevl .
: System (1) SIP Registrar Enable
%20 DevCon IPO Sevl ] Auto-create Extension/User
9 Line (10)
i< Control Unit (9) [SIP Domain Name |b\’wd~‘-\‘-wm|
& Extension (27)
a User (28] SIP Registrar FQDMN |b\-wdev.com
ﬂ Group (3)
BX% Short Code (21) UDP UDP Port 5060 =
B service (0)
@ Incoming Call Route (12) Layer 4 Protocol TCP TCP Port 3060 = -
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5.5. Administer SIP Line

From the configuration tree in the left pane, right-click on Line, now select New - SIP Line
from the pop-up list to add a new SIP line (not shown). During compliance testing Line 11 was

added. Select the SIP Line tab in the right pane and configure the following:

e ITSP Domain Name: IP address of Trio Enterprise Server tevsipol.

e Enter a valid description in the Description field (optional).

Retain default values for all other fields.

i E HAvaya IP Office Manager for Server Edition DevCon [PO Sevl [11.0.0.1.0 build 8] - O
File Edit View Tools Help
= E]=[E] «
DevCon PO Sevl - Line @
Configuration T SIP Line - Line 117 g - X v
a BOOTP (7) SIP Line Transport Call Details VoIP  SIP Credentials SIP Advanced Engineering
(-4 Operator (3)
(=57 Solutien Line Number " = In Service
e User (48)
G538 Group(8) ITSP Domain Name |1D.1D.98.150 | Check 005
[+ Short Code(60)
- Directory(0) Local Domain Name | |
('“ Time Profile(0) Session Timers
&8 Account Code(1) | URIType aPUE e
G-fiy User Rights(13) | Refresh Methad Auto v
51 Location(§) Location Cloud
=459 DevCon IPO Sevl Timer (sec) On Demand o
. ' Systern (1)
1 Line (10)
» Prefix | |
National Prefix o |
International Prefix |DD |
Country Code | | Redirect and Transfer
Name Priority System Default - Incorming Supervised REFER Auto ~
Description |Tri0 Enterprise | Outgaing Supervised REFER i e
- Contrel Unit (9 Send 302 Moved Temporarily [l
[+ Extension (27) .
E a User (28) Outgoing Blind REFER [l
(-4 Group (5) <
(@ Short Code (21
@ Service (0} oK Cancel
[ @ Inceming Call
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Select the Transport tab in the right pane and configure the following:
e ITSP Proxy Address: IP address of Trio Enterprise Server tevsipol.
e Under Network Configuration = Layer 4 protocol, select “UDP” and its Send Port as
“5060”.

Retain default values for all other fields.

0 i Avaya IP Office Manager for Server Edition DevCon IPO Sevl [11.0.0.1.0 build 8]

Edit View Tools Help

5-d I EEEAE v

DevCon IPO Sevl = Line -1 -
Configuration 7 SIP Line - Line 11*
@R BOOTP (7) SIP Line Transpert Call Details VelP  SIP Credentials SIP Advanced Engineering
g% Operator (3)
-4 Solution ITSP Proxy Address |10.10.83.150

@ User (46)

[+-5f Group(8)

[-8% Short Code(60) MNetwerk Configuration

----- == Directory(D) Layer 4 Protocol upp w Send Port 3060 o
----- £ Time Profile(D)
(@ Account Code(1) Use Network Topology Info | None ~ Listen Port | 3060 o
-fiy User Rights(13)
- Location(6) Explicit DNS Server(s) 0 0 0 0 0 0 0 0
=53¢ DevCon IPO Sevl
[0 System (1) Calls Route via Registrar

Separate Registrar ||

RS; Reviewed: Solution & Interoperability Test Lab Application Notes 13 of 48
SPOC 12/19/2018 ©2018 Avaya Inc. All Rights Reserved. Trio71_IPO11



Select the Call Details tab and under SIP URIs click on Add to display the New URI section as
shown below. Enter an unused group number such as “11” for Incoming Group and Outgoing
Group. Set Max Sessions to the maximum number of simultaneous calls allowed, during
compliance testing “10” was configured. Enable the Diversion Header box and retain the
default values in the remaining fields. Click OK.

'
File Edit View Tools Help

Az 4&] v

DevCon IPO Sevl - Line -1
Configuration \ g SIP Line - Line 11* g - X v <>
- R BOOTP (7) SIP Line Transpor\:l Call DEtE"SIVoIP SIP Credentials SIP Advanced Engineering
-5 Operator (3)
- Solution SIP URls
% g:rugi(:)] ‘ URl  Groups Credential Local URI Contact P Asserted D P Preferred ID Diversion Header Remote Party ID [ Add,,,]
| —
8% Short Code(60) | 7 5ip Line - 11| Call Details | SIP URI X
& Directory(0)
~£1% Time Profile(0) ’Ngv URI
#m Account Code(1)
-3 User Rights(13) Incoming Group Max Sessions 10
]
%% DevCon IPO Sevl [\
=7 System (1) Credentials 0: <None> ~
2117 Line (10)
s 1
Ly 2
: 3 Display Content Field meaning
Ly 10 Outgaing Calls Forwarding, Twinning Incoming Calls
L~ Local URI [Auto v [Auto ] [caler ~ | [orginal Caler | [caled v
w13 Contact [Auto v [Auto ] [caler o [Callr | [caled v
Ly, 14
: 15 PAsseted D[] MNone None None None Nore
- "C! 1tﬁ st P Prefemed 1D [ Mone None Nome None Nene
= ontrol Lnn 3}
& Extension (27) [Di“?ﬁiDn Header ‘A“m Vl |’Q“tn I ~] | None ~ | |Caller ~ | | None ~
User (28)
% Group (5) Remote Party ID [ Mone None Nore o None
% Short Code (2
4B Service (0)
@ Incoming Call
[l P Route (1)
% License (69) OK Cancel Help
"¢ ARS (3)
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Select the Vol P tab. The default Codec Selection in the system is shown below and the same
was used for compliance testing. In the VolIP tab ensure that for DTMF Support,

RFC2833/RFC4733 is selected from the drop-down menu. Retain default values for all
remaining fields. During compliance testing only, the G.711ULAW codec was tested since Trio

Enterprise supports either G.721ULAW or ALAW.

E Avaya IP Office Manager for Server Edition DevCon IPO Sev1 [11.0.0.1.0 build 8]

File Edit View Tools Help

AEE v

DevCon [PO Sevl ~ Line -1 <

b SIP Line - Line 11*

Configuration

- X v«

=R BOOTP (7)

[H-¢# Operator (3)
[=-4%7 Solution

@ User (46)

H-5f Group(8)
(8% Short Code(60)
----- s Directory(0)
{1 Time Profile(0)

SIP Line Transport Call Details VoIP  SIP Credentials SIP Advanced Engineering

el

Codec Selection System Default

[-@m Account Code(1) G.71T ALAW 64K [N G.711 ULAW 684K
(-3 User Rights(13) G.729(a) 8K CS-ACELP
(-8 Location(6) G.722 64K

=559 DevCon IPO Sevl
t-5% System (1)
=7 Line (10) €ee

Fax Transport Support | T38

DTMF Support RFC2833/RFCAT33

(-2 Control Unit (3

Media Securi Disabled ~
{54 Extension (27) edia Security isables

Local Hold Music
Re-invite Supported
[ Codec Lockdown

[] Allow Direct Media Path

Force direct media with phones

[ PRACK/100rel Supported
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5.6. Administer Incoming Call Route

From the configuration tree seen in the left pane, right-click on the Incoming Call Route. Select
New from the pop-up list (not shown) to add a new route. For Line Group ID, select the

incoming group number from Section 5.5, in this case “11”. Retain default values for all other
fields.

I Avaya IP Office Manager for Server Edition DevCon (PO Sevl [11.0.0.1.0 build 8]

[File | Edit View Tools Help
25-dBAEEW v

DevCon PO Sevl * Inceming Call Route - 1 v
Configuration = 11
“ BOOTP (7] Standard  Vbice Recording  Destinations
[#-{% Operator (3)
EI---’“_:.: Solution
a User (46) Bearer Capabili Any Voice w
-3 Group(@) penitty !
-9 Short Code (60) Line Group D i v|
-atm Directony(0)
£ Time Profile(0) Incoming Number | |
o - Account Code(1) .
n; User Rights(13) Inceming 5ub Address | |
ﬁ Location(f) | ina CLI | |
-3 DevCon IPO Sev1 neeming
...s---_i_: S?I’StEm (1:1 Locale gt
H-T9 Line (10)
-2 Control Unit (9) Priority 1- Low v
@‘ Extension (27)
m-§ User(28) Tag | |
u Group (3)
9% Short Code (21) Hold Music Source holdmusic ~
B Service (0) , _
EI@ Incoming Call Route (12) Ring Tone Override |NDHE v|
..... e 2
..... @ 1
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Select the Destinations tab. For Destination, enter “.” to match any dialled number from Trio

Enterprise and click on the OK button to complete the configuration.

I Avaya IP Office Manager for Server Edition DevCon IPO Sev1 [11.0.0.1.0 build ]

File Edit View Tools Help

LS olEl=IN RS

a9 Directony(0)

-7 Time Profile(0)

Bl Account Code(1)
§5 User Rights(13)
B8 Location(6)

-5 DevCon PO Sevl
"""x' Systern (1)
---T"‘, Line (10)

[ Contral Unit (9)
G4 Extension (27)
w-f  User(28)

-ﬂ Group (3)
(-8 Short Code (21)

g W= W e W rw

DevCon IPO Sevl * Incoming Call Route -1 v
Configuration = 11 £k - X v <>
a BOOTP (7) * | Standard Voice Recording Destinations
g% Operator (3]
B2 Solution TirmeProfile Destination Fallback Extension
#-§  User (46) » | Default Value v
-4 Group(8)
8% Short Code (60)

i Service (0)
=49 Incoming Call Route (12)
@2
@ Help
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5.7. Administer Short Code

From the configuration tree in the left pane, right-click on Short Code and select New from the
pop-up list (not shown) to add a new short code to route calls to Trio Enterprise. In the
compliance testing, 78xxx dialling plan was used for calls to be routed over the SIP trunks to

Trio Enterprise.

Configure the following values:

e Code:
e [eature:

e Line Group ID:

Enter “78N;”.

Keep the default value of “Dial”.
e Telephone Number: Enter “.”.
Select “11” which is the outgoing group number configured in

Section 5.5.

Retain default values for all other fields and click on OK (not shown) to complete the
configuration. Configure the same short code on the Expansion system, however note that the
Line Group in the Expansion will depend on the Line number that is configured for SCN to

connect to the Primary
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AEE ] v

DevCon IPO Sevi = Short Code

%7 Avaya IP Office Manager for Server Edition DevCon PO Sev [11.0.0.1.0 build 8]

v T8N;

Configuration ‘ i=

T8N;: Dial

=L Time Profile(0)
+-8m Account Code(1) Code
1§ User Rights(13)
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=% DevCon IPO Sevl

-4 Line (10)
= Control Unit (9
+-4 Extension (27)
#-§  User (28)

Locale

=@ Short Code (21
Bx 6e N
P 2300X
X 2621X

- @R 2622X

- @R 27N,

8% 30N;

- 3% 411

- @% 32900

- @% 33001
Bx 5200%
X 53N;
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-~ @R 55N;

- @R 56N;

@ B21N:

0% 65N
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5.8. Save Configuration
Navigate to File = Save Configuration (not shown) in the menu bar at the top of the screen or
click on the Save Icon as shown below to save the configuration performed in the preceding

sections.

ol Avaya IP Office Manager for Server Edition DevCon IPO Sevl [11.0.0.1.0 build 2]

File Edit View Tools Help

() 2@z @l v
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5.9. Enable TAPI

For Trio Enterprise to send TAPI request to IP Office, ensure that TAPI feature is enabled on
both Primary and Expansion IP Office.

From Avaya IP Office Manager for Server Edition, navigate to File 2 Advanced > Security
Settings as shown in the screen below.

E Avaya IP Office Manager for Server Edition DevCon IPO Sev1 [11.0.0.2.0 build 23]

File | Edit View Tools Help

Open Configuration...  Ctrl+0
Close Configuration - -
Bl = Save Configuration Ctrl+5 —
u Save Configuration As... =
Change Working Directory... Summar}"
Offline 3 :
Advanced L | Erase Configuration (Default)
Backup/Restare » Reboot...
Import/Export k Systemn Shutdown...
Exit Audit Trail...
Security Settings...
Erase Security Settings (Default)
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Select System and under the Unsecured Interfaces tab ensure that TAP1/DevLink3 box is

selected as shown below. Then click on OK (not shown) and save the settings. Repeat the same
on IP Office Expansion system too.

File Edit View Help

Security Settings

(= ‘] Security

@ General

@ Services (7)
m Rights Groups (17)
h Service Users (13)

t Avaya [P Office Manager for Server Edition - Security Administration - DevCon PO Sevl [11.000.2.0 build 23] [Administr... - O

System: DevCon IPO Sevi
System Details Unsecured Interfaces  Cerfficates

System Passward | .................... | Change
Woicemail Password | """""""""" | Change
Manitor Password | """""""""" | Change | [ ] Use Service User Credentials

Application Controls

TFTP Server ﬁ DevLink ﬁ [TAPL"DEVUHRE ]ﬁ
TFTP Directory Read i\, HTTP Directory Read Iili\,
TFTP Voicemail o HTTP Directory Write [~ 14
Application Support

Application Active  Limitations

Legacy Voicemail 4

Voicemail Lite L

TAPI '

Devlink w

Network Viewer '
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6. Configure Trio Enterprise

Trio Enterprise connects as a SIP Line Trunk to IP Office. This section shows how to configure
Trio Enterprise to successfully connect to IP Office using SIP trunk. The installation of the Trio
Enterprise software is assumed to be completed and the Trio services are up and running. The
steps to configure a SIP Trunk are as follows.

6.1. Configure Trio Enterprise to use SIP Trunks

Access Windows services. Select Start - Run, then type services.msc into the command line
and press return (not shown). When the services window opens, locate the Trio Televoice
service, right click and select stop to stop the service (not shown).

iig- TeleVoice Config

Launch the ‘TeleVoice Config’ shortcut,

When the configuration window opens, check the SIP check box followed by the Next button.

#2 Trio Enterprise LI Config - X
Telephony system
Connections Which types of telephony
¥ ] connections do you have?
NMS boards
SIP (SPhone)
D Ucma (Lync)
[]sIP (FSLink)
TE 7.1.52
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In the subsequent window, enter the License site number and Line licence as supplied directly
by Enghouse Interactive AB or the Trio Enterprise reseller. Click on the Next button to continue.

ﬁ Tric Enterprise LI Config

License Settings

Line license
License site number: ||
Line license: |

Mo Line license key
results in demo mode
where four channels
can be used.

TE7.1.52

L 4

-

Text-to-5peech license

TT5 channel license:

TT5S woice license:

Mo Text-to-Speech licenses
results in demo mode where a
single channel and a single voice
can be used.

Cancel

= Back

>
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In the subsequent window, click on the GENERIC radio button followed by the Next button to

continue.
ﬁ Tric Enterprise LI Config —
SPhone Settings(1)
-
Select which PABX this SIP
trunk will be connected to.
(®) GENERIC (O LUCENT If you don't know, select
GEMERIC and later modify
(" MD 110, M3-OME () SIEMENS the configuration in
televoice. cfa.
() TELE2 Buginess trunk () CISCO
() Mortel €51000/Meridian () PSTH
() ALCATEL4200 (I PHILIPS
() ALCATEL4300
() ALCATEL4400
TE 7.1.52
< Back Cancel
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In the subsequent window enter the following settings:

e Local IP: Enter the local IP address of the Trio Enterprise server.
e Port: Enter the SIP Port “5060”.

e Target IP: Enter the IP address of the IP Office Primary Server.

e Port: Enter the SIP Port “5060”.

e Number of channels: Enter “30” as the number of channels.

Click on the Next button to continue.

SPhone Settings(2)
SIP settings Authentication settings
Local IP: 10.10.98.150 Reaim: |—
Paort: 5060
U=ername:
Target IP: 10.10.97.41
Password:
Part: 5060
Mumber of
channels: |3D
Codecs
[ ]Enable G711 mu-daw codec
1E 7. 1..52
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In the subsequent window enter the following settings:

e Use LI Address Space: Click on the radio button.
e Enable IP routing: Check the box.
e UPDATE support: Check the box.

Click on the Next button to continue.

ﬁ] Trio Enterprise LI Config

SPhone Settings(3)

Address Space (AS) Sip Options

(® Use LI Address Space UPDATE support
(O ASName: |

(C) No Address Space

Routing
Enable IP routing

TE7.1.52 -

Additional SIP Trunk

< Back Cancel
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In the subsequent window enter the following settings:
e Use RPT port range(s): Check the box.
o diffserv: Click on the radio button.
e Start port: Enter “53000”.

Click on the Next button to continue.

ﬁ Tric Enterprise LI Config

RTP port settings

-
QoS
Use RTP port range(s) () off (@) diffserv  (()802.1p
Startport: {53000 |Update resulting port ranges

Resulting port ranges

sphone 0: RTP ports 53000,,53067
sphone 0: Bridge ports 53068..53135

TE7.1.52
< Back Cancel
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In the subsequent window enter the following settings:

e Use Trio VoiceMail: Check the box.
e Connect to a Present system for VoiceGuide: Check the box.
e Enable Call Data Records: Check the box.

Click on the Next button to continue.

ﬁ Tric Enterprise LI Config

VoiceGuide /VoiceMail /CDR settings

Ise Trio VoiceMail

Connect to a Present system for VoiceGuide

[]Enable Mobile Extension

Enable Call Data Records

TE7.1.52
< Back Cancel
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In the subsequent window shown below, click on Continue button.

ﬁ Trio Enterprise LI Config

L4

=1

Ready to create the configuration files

Click Continue to create the configuration files.

If you want to review or change any of your configuration settings, dick Back. Click Cancel
to exit the wizard.

TEZ.52
<oad Conce
RS; Reviewed: Solution & Interoperability Test Lab Application Notes
SPOC 12/19/2018

©2018 Avaya Inc. All Rights Reserved.

29 of 48
Trio71_IPO11



On the Wizard Completed page check the Start TeleVoice service when finished check box,

followed by the Finish button.

ﬁ Tric Enterprise LI Config

(G¢TRIO

Wizard Completed

The Setup Wizard has successfully configured the Line
Interface. Click Finish to exit the wizard.

Mote! You have to activate the configuration in EMC for some
of the changes to take effect.

Start TeleVoice service when finished < Back Cancel
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6.2. Configure Absence Integration

Absence functionality for IP Office is utilized using the TAPI interface. The Avaya IP Office
TAPI is required on each Trio server to allow Trio Enterprise to interoperate with IP Office
Primary Server and IP500V2. In the example below, only the installation of TAPI software on
Primary is explained. It is implied that the TAPI software and Enterprise company directory is
already installed. (It is important that the TAPI software installation was run as administrator to
ensure that the application receives the correct rights to run).

6.2.1. Installing and Configuring TAPI
After downloading the TAPI software, launch tapiSetup.exe (not shown).

The installation wizard screen is shown as below. Click on Next button.

) TAPI3 - InstallShield Wizard x|

Welcome to the Installshield Wizard for TAPIZ

The InstallShield{R) Wizard will install TAPI3 on your computer.
To continue, dids Mext.

WARMNIMG: This program is protected by copyright law and
international treaties.

< Back Mext = I | Cancel
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In the screen shown below configure the following values.

User Name: Enter “TAPI”.
User Password: Keep it blank.
IP Address: Enter the IP address of the IP Office Primary Server.

Select a User Name -

Pleasze zelect ar enter a User Mame. Thig iz the name that the work station zoftware installed of this
PC will use. The Uzer Mame may already be configured on your telephone system.

Iser Marme ; | TaP! |

 |zer Pagsword | | |

IPAddiess:  [10.10.97.41 | Browse..

I Mext || | Canicel
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Follow the next instructions as shown in the screens below until the installation wizard process is
completed. Click on Install to proceed

Ready to Install the Program
The wizard is ready to begin installation.

Click Install to begin the installation.

If you want to review or change any of your installation settings, dick Badk. Click Cancel to
exit the wizard.

Installshield

The installer must restart your system before
configuration of TAPI3 can continue. Click Yes to
restart now or Mo if you plan to restart later,

[ e ] [ ]
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TAPI3 - InstallShield Wizard -

Resuming the InstallShield Wizard for TAPI3

The InstallShield(R) Wizard will complete the suspended
installation of TAPL3 on your computer, Ta continue, dick Mext.

< Badk || Mext = I | Cancel |

& TAPI - InstallShield Wizard

InstallShield Wizard Completed

The Inskallshield Wizard has successfully installed TAPT, Click
Finish ko exit the wizard,

.

= Back I Fini# I Zancel
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From the Windows OS Control Panel, select Phone and Modem as shown in the screen below.

All Control Panel ltems

Adjust your computer’s settings

,"-l]_ Date and Time @

‘?ﬁf Devices and Printers ":/ \
e File History

£ Indexing Options F
S gop

A » Control Panel » All Control Panel ltems »

Administrative Tools @ AutoPlay

7'*@ BitLocker Drive Encryption E'

Color Management

Default Programs

Ease of Access Center

Flash Player

Infrared

Keyboard

&, | Java —
KA Network and Sharing i
E" Center [“"J

Phone and Modem]
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In the Location Information screen shown below, select the required country and enter the
required area code. Click on the OK button.

Location Information -

Before you can make any phone or modem connections, Windows needs
the following information about your current location.

What countryfregion are you in now?

|Canada ﬂ
What area code (or dty code) are you in now?

613

If you need to specify a carrier code, what is it?

|

If you dial @ number to access an outside line, what is it?

|

The phone system at this location uses:

f* Tonedialing 1 Pulse dialing

| QK | Cancel
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In the next screen shown below, from the Advanced tab, select Avaya IP Office TAPI3
Service Provider and click on the Configure button.

| Dialing Rules I Mud&ms| Advanced |

@ The following telephony providers are installed on this computer:

I'H'Ilcmsnﬁ HID F‘hune TSF'
TAPI| Kemel-Mode Service Provider
Unimodem 5 Service Provider
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In the Avaya TAPI3 configuration screen shown below, the Switch IP Address field is
populated automatically by the IP Address of the Primary Server, which was configured earlier
in this section during the installation wizard process. Click on the Third Party radio button and
enter the Switch Password, which is the password of IP Office Primary Server.

Retain default settings for all other fields and click on the OK button.

Avaya TAPI3 configuration -

Switch IP Address [10.10.97.41

Cancel
" Single User

Izer Mame |

IJzer Pazsward

* Third Party

Ii
Switch Pazsword lm
-

[ wisl Users
[ ACD Queues

Advanced settings

Ping Timeaut [5 to 420 zeconds] |5
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Click on the Close button as shown in the screen below to complete the configuration.

| Dialing Hul&al Mudems| Advanced

@ The following telephory providers are installed on this computer:

Mlcmsnﬂ HID F'hnne TSF'
TAFI Kemel-Mode Service Provider
Unimodem 5 Service Provider
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6.2.2. Configure Absence in Trio Enterprise

To configure the Absence connector; navigate to Start - Programs > Trio Enterprise >
Trio Present Setup (not shown). Use the correct credentials to login as shown below.

Login >
Database | PRESDB -]
Name |
Pas=word |

Ok Cancel |

From the screen shown below, select Communication = Ports and then click on New as shown
in the screen below.

{82 Configuration — O ot
System
Bookings l FB= l Yirtual PE= l Televoice l Proceszes l
Fles l Ewports l Mizcelaneous l Remaote PB= l
Communications l Operators l Imports l Calendar l Mezzage Systems l
Communication
- Rerouters T Ports ]
Huozt ipo
l— Mame Type
Sz Pt 8833 T MultiServerSocket
_ TS kultiS erverS ocket
Client Port
P Address ipa

|Fx address

Change Hew
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In the Port screen shown below, configure the following and click on the OK button.

Port Name:
Port No:

IP Adress:
Address Fa

Select the Client Socket radio button.

Enter “TAPI (PLD)”.

Enter ©“5299”.

Enter “127.0.0.1”.
mily: Select “Internet (TCP/UDP)” from the drop-down menu.

Port
Type
" Serial
(™ Server Socket

" Multi Socket Server

f* Client Socket

>
Port Mame |T.-'1'-.F'I [PLD
Part Mo |5299
IP Address |1 27001
Address Family
— [ MD110AAL
Ilzerld: |
Password, |
(1] LCancel
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From the screen shown below, select PBX and then click on New.

8 Configuration — O x
System
Flex l Ewports Mizcellaneous l Remote PBx l
Communications ] Operators ] Imports l Calendar l Mezzage Systems l
Bookings iPBx: l Yirtual PE= l Televaice l Processes l
[d Type M ame Part | Prefis | Met Gro Meg ' ait Signal | Ext. L| Term L Rea
£ >
Delete Change MHew
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Configure the PBX window as shown below.

e Type: Click on the “Tapi Generic” radio button.
e Port: Select “TAPI (PLD)” from the drop-down menu.
e PbxName: Enter an informative name.

e Referral destination: Enter the number that the calls should be forwarded to when a call
forwarding (absence) is activated. This number is configured on
the Trio Enterprise server for absence treatment. During
compliance testing “78004” was configured.

Retain default values for all other fields and click on the OK bhutton.

PEX ot
Type
Pot |TAPI[PLD)  «| PbeMName [avayalPD
Mx0neMO110 - -
Prefix | D omain |
Nortel Extenzian Length |4
Alcatel W Net Group
Philips Referral Destination: |F"EDEI4

Cizoo AxL

Telia Centres
Avaya CM

~
~

~

~

~

(v Tapi Generic I
~

~

(" Broadwarks
~

Exprezs Mo, to Woicemai

Alzatel Open Touch

Yirtual

" MC=

" Microsoft Lync
" Telenor MB
" Ericzzon NRG

(] 4 Cancel
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6.3. Configure Trio Enterprise Attendant

Trio Attendant is a separate application to Trio Enterprise server and can run concurrently on the
same platform. The attendant uses a regular IP Office telephone to make and receive calls, which
are directed to the phone by Trio Enterprise server. The steps to configure Trio Attendant are to
launch the ‘Agent Client’” shortcut as shown below.

‘ Agent Client

The window below opens. Enter a valid User ID and Password (not shown). Note this user ID
and password is created during the installation of TRIO Enterprise Server. For Phone number,
select the IP Office telephone number that will be used as the agent’s audio device (number
“26003” in this example). Ensure the correct Trio Enterprise server is selected if there is more
than one on the network (default is the current Trio server). Confirm Phone type is set to
Standard phone. Click on the OK button when finished.
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RS; Reviewed:
SPOC 12/19/2018

Trio Agent - Login parameters

Trio Enterprise®

Version 7.1.52.717

-
Show this dialog at startup

Phone number: | 26003

Phone type: | Standard ;%ihone

Location: Location 1
Work mode: Switchboard operator
Server: tevsipol

O] Log in with Contact Center license
(e-mail, fax, voice mail and tasks)

0] Log in with Enterprise Attendant license
(extended switchboard features)

@ Enghouse Interactive AB

Cancel

@TrIO
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7. Verification Steps

To verify that IP Office is connected to Trio Enterprise via SIP trunk, in the PC hosting the IP
Office Manager application, navigate to Start = All apps = IP Office = System Status (not
shown). The System Status screen of the Primary Server is seen as shown below. From the left
menu, navigate to Trunks > Line 11. This is the SIP Line configured in Section 5.5 for IP
Office to connect to Trio Enterprise. Ensure that the Line Service State is In Service and the
Current State column for the channels read as Idle or Connected for an active call.

AVAYA

Help Snapshot LogOff Exit About

Status Utiization Summary Alarms

IP Office System Status

SIP Trunk Summary
Line Service State: In Service
Peer Domain Mame: 10.10.93.150
. _ Resolved Address: 10.10.98.150
Line: 10
> Line Mumber: 11
Line: 12 ' Number of Administered Channels: 10

Line:
Line:
Line:

13
14
15

Mumber of Channels in Use:

Administered Compression:

2
G711 Mu, G729 A, G722

i Enable Faststart: off
Silence Suppression: off
Media Stream: RTP
Layer 4 Protocal: UDP
SIP Trunk Channel Licenses: 128 . o,
SIP Trunk Channel Licenses in Use: 3

SIF Device Features: REFER {Incoming and Outgoing), UPDATE (Incoming and Qutgoing)

Dire
1 e | B0 . .
2 1 (363 |Con...|00:... [10..... G... [RTP...|561... |Exin 2600| Inc... | Oms |0.5ms| 0% | Oms | 0%
3 Idle |00:...
4 Idle |01:...
5 Idle |06:...
6 Idle |06:...
- RS h
Trace Trace Al Pause Ping Call Details Graceful Shutdown
Force Out of Service Print... Save As...
4:55:54 PM Online )
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To verify that Trio Enterprise is connected to IP Office, log in to the Trio Enterprise Attendant at
Start &> Programs = Trio Enterprise - Contact Centre - Agent Client (not shown) or
launch the shortcut mentioned in Section 6.3. Complete log in with the appropriate credentials as
shown in Section 6.3. The Trio Enterprise Attendant window appears as shown below. Select
Ready from the drop-down box.

4 Trio Enterprise Attendant - Agent (Normal) @ 26003 - O S
File View Insert Tools Help
I =T S | ‘ | ‘
) . .2 .- -
L=Teo-¢|e ¥
- :

\Delaull

ey v QL] fh[Crmere
& S E— ]

lcon  Returns Extension Last name First name  State T a T Department Locat.. Subject Mobile phe... Backup p.. Mobil-Uri

26005 ACD

26008 Primary Internal SIP
26014 Primary User H323
26103 Expansion H323
26109 Expansion SIP
62196756103 PSTN SIP 2
62196756104 SIP PSTN
915139656103 PSTN PRI 2
915139656104 PRI PSTN

Ready for cal 10found Normal Nathing booked 2T 1: 0K

8. Conclusion

These Application Notes describe the configuration steps required for Enghouse Interactive Trio
Enterprise to successfully interoperate with Avaya IP Office Server Edition. All feature and
serviceability test cases were completed with any observations noted in Section 2.2.

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

Product documentation for Avaya products may be found at http://support.avaya.com.

[1] Deploying IP Office™ Platform Server Edition Solution, Release 11.0, May 2018.

[2] Deploying IP Office Essential Edition (IP500 V2), Release 11.0, 15-601042 Issue 33K -
(Tuesday, October 9, 2018).

[3] Administering Avaya IP Office™ Platform with Manager, Release 11.0, Issue 17a, August
2018.

Product Documentation for Enghouse Interactive AB can be obtained in the installed software or at:
http://enghouseinteractive.com.
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Avaya and the Avaya Logo are trademarks of Avaya Inc. All trademarks identified by ® and
™ gare 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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