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Abstract

These Application Notes describe the configuration steps required for dvsAnalytics Encore 7.2
to interoperate with Avaya Contact Center Select 7.1 and Avaya IP Office Server Edition 11.1.
dvsAnalytics Encore is a call recording solution.

In the compliance testing, dvsAnalytics Encore used the Communication Control Toolkit
Interface from Avaya Contact Center Select and the TAPI interface from Avaya IP Office to
monitor Avaya Contact Center Select agent users, and used the port mirroring method to
capture media associated with the monitored users for call recording.

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.
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1. Introduction

These Application Notes describe the configuration steps required for dvsAnalytics Encore 7.2 to
interoperate with Avaya Contact Center Select 7.1 and Avaya IP Office Server Edition 11.1.
Encore is a call recording solution.

In the compliance testing, Encore used the Communication Control Toolkit (CCT) .Net Interface
from Contact Center Select and the TAPI 2 in third party mode interface from IP Office to
monitor Contact Center Select agent users, and used the port mirroring method to capture media
associated with the monitored users for call recording. The TAPI events were used to determine
when to start/stop call recordings, and the CCT events were used to obtain contact center
information such as skillset and agent ID.

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

In the compliance testing, two Encore servers were deployed. One Encore server with Database,
Encore Ul, Encore VolP Service, and Encore CTGateway Service components was used to
interface with the primary IP Office system via TAPI, interface with Contact Center Select via
CCT .Net, for centralized storage of recording entries and playback access, and for media
capture. Another Encore server with Encore VVoIP Service component was used for media
capture.

Contact Center Select requires all agent users to be configured on the primary IP Office system.
As such, the Encore server that interfaces with the primary IP Office system used TAPI to
monitor all Contact Center Select agent users. The TAPI events were used to determine when to
start/stop call recordings.

The port mirroring method was used by each Encore server to capture media associated with
local Avaya H.323 IP Deskphones used by Contact Center Select agents. When there is an
active call at an agent, the Encore server that interfaces with the primary IP Office system is
informed via TAPI events of the call along with the associated phone extension used by the
agent. This Encore server then uses CCT .Net with Contact Center Select to obtain relevant
CDN, skillset, agent ID, and agent name information, and either starts the call recording when
the phone used by the answering agent is local or instructs the other Encore server to start the
call recording when the phone used by the answering agent is on the expansion IP Office system.
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2. General Test Approach and Test Results

The feature test cases were performed manually. Each call was placed and handled manually
with generation of unique audio content for the recording. Necessary agent actions such as hold
and reconnect were performed from the agent desktops running the Avaya Agent Desktop
application or from the agent phone to test the different call scenarios.

The serviceability test cases were performed manually by disconnecting/reconnecting the
Ethernet connection to Encore.

The verification of tests included using the Encore logs for proper message exchanges and use of
the Encore web interface for proper logging and playback of the calls.

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 these DevConnect
Application Notes 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.

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 these Application Notes, the media between IP Office IP
Deskphones and Encore did not include use of encrypted media SRTP as requested by
dvsAnalytics.
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2.1. Interoperability Compliance Testing
The compliance testing included feature and serviceability areas.

The feature testing focused on verifying the following on Encore:
¢ Handling of CCT events.
e Handling of TAPI events.
e Proper recording, logging, and playback of calls for scenarios involving inbound, outbound,
internal, external, hold, reconnect, transfer, conference, multiple calls, multiple agents, call

observe, barge-in, emergency, join calls, and outbound campaign.

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

2.2. Test Results
All test cases were executed and verified.

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

e Phone: (800) 910-4564
e Email: Support@dvsAnalytics.com

TLT; Reviewed: Solution & Interoperability Test Lab Application Notes 4 of 26
SPOC 12/2/2020 ©2020 Avaya Inc. All Rights Reserved. Encore-ACCS71


mailto:Support@dvsAnalytics.com

3. Reference Configuration

As shown in Figure 1, the RTP stream for Contact Center Select agents with H.323 IP
Deskphones were mirrored from the layer 2 switch and replicated over to the local Encore server.

The detailed administration of call center devices is not the focus of these Application Notes and
will not be described. In addition, the port mirroring of the layer 2 switches is also outside the
scope of these Application Notes and will not be described. In the compliance testing, each
Encore server monitored the local phone extensions used by the agents.

Device Type Device Number/Extension
Primary IP Office System
Phone Extensions 31881, 31882
Agent Users 31881, 31882, 32881, 32882
Expansion IP Office System
Phone Extensions 22031 (hot desking), 22033 (hot desking)

Simulated
SIP Service
Provider

" SIP Trunk
w
Session Border Simulated
Media Server Controller for PSTN
Enterprise
: 4 7 PRI Trunk
IP Office IP Office
C°"t§:fe%f"te' Server Edition IP500V2
(Primary) (Expansion)
CCT .Net/,_’jf:ﬁ-\:"""Q~.§0\:Q TAPI ,\”%O
o g X v %

, A
Contact Center Select Contact Center Select
Agents with Avaya dvsAnalytics dvsAnalytics Agents with Avaya
Agent Desktop & Encore Encore Agent Desktop &
H.323 IP Deskphone H.323 IP Deskphone

Figure 1: Compliance 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

Primary

Avaya Contact Center Select 7.1.0.3
Avaya Aura® Media Server 8.0.0.205
Avaya Agent Desktop on 7.1
Windows 10 Pro
Avaya IP Office Server Edition (Primary) in 11.1.0.1.0
Virtual Environment
Avaya 9611G & J179 IP Deskphones (H.323) 6.8304
dvsAnalytics Encore on 7.2
Windows 2016 Server Standard

e Encore Ul 3.15.21531

e Database

e Encore VolIP Service 2.38.21498

e Encore CTGateway Service 2.38.21558

o Avaya IP Office TAPI2 Driver (tspi2w_64.tsp) | 1.0.0.44
Expansion

Avaya Agent Desktop on 7.1
Windows 10 Pro
Avaya IP Office on IP500V2 (Expansion) 11.1.0.1.0
Avaya 1608-1 IP Deskphone (H.323) 1.3120
Avaya J169 IP Deskphone (H.323) 6.8304
dvsAnalytics Encore on 7.2
Windows Server 2016 Standard

e Encore VolIP Service 2.38.21498

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 Contact Center Select

This section provides the procedures for configuring Contact Center Select. The procedures
include the following areas:

e Administer windows account
e Launch CCT Administration
e Administer CCT user

5.1. Administer Windows Account

From the Contact Center Select server, right click on Start and select Computer Management
(not shown), to display the Computer Management screen.

Select Computer Management = System Tools = Local Users and Groups = Users from
the left pane, to display a list of users in the middle pane.

Right click in the middle pane and select New User (not shown).

A Computer Management \;‘i-

File Action View Help

= 55 = =

A Computer Management (Local) Mame Full Name Description Actions
a i} System Tools 31880 Supervisor Primary IP Office User account e -
b (L) Task Scheduler A3 Agent1 Primary IP Office User account .
b & Event Viewer A8 Agent2 Primary IP Office User account More Actions ’
b G| Shared Folders il 32880 Supervisor Expansion |P Office User account
ady L?cal Users and Groups 32881 Agent1 Expansion IP Office User account
= Uss #A32882 Agent? Expansion IP Office User account
» @ F';rfir:':::ce Ai33g85 sample3 agent3 IP Office User account
é Device Manager #al 33387 sampleb agentb IP Office User account
4 83 Storage Ml 33388 sample? agent? IP Office User account
b ‘& Windows Server Backup z 3388!?I . sampled agentd P F]ff.lce User account -
=9 Disk Management ; Adrministrator Bu!It-!n account for administering...
b S Services and Applications ¥a|Guest Built-in account for guest accesst...
n Alicefdmin icefdrmin Built-in account for Avaya Contac...
Al |USR_SwC IUSR_SWC Built-in account for Avaya Contac...
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The New User screen is displayed. Enter desired values for User name, Password, Confirm

password, and optional values for Full name and Description.

Uncheck User must change password at next logon, and check Password never expires, as

shown below.

TLT; Reviewed:
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User name: | EncoreUser

Full name: |

Description: |

Password: l..........

Confirm password: loooooooooo

[ ] User must change password at next logon

[] User cannot change password
[v] Password never expires
[] Account is disabled
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5.2. Launch CCT Administration

From the Contact Center Select server, access the CCT Administration web interface by using
the pertinent URL in an Internet browser window, in this case “https://accs-ccs:8445/

WebAdmin” where “accs-ccs” is the hostname of the Contact Center Select server. The screen
below is displayed.

VAA CCT Administration o RsE L B

v

Users

Workstations
P Groups

P Providers

Avaya Contact Center

Communication Control Toolkit
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5.3. Administer CCT User

Right click on Users in the left pane, and select Add new User (not shown). The Update CCT
User screen is displayed in the right pane.

For Login User Name, enter a user name in the format “x\y”, where “x” is the hostname of the
Contact Center Select server, and “y” is the newly created windows account from Section 5.1.
Enter desired values for First Name and Last Name.

In the Agent Assignments sub-section, check the relevant agent users from Section 3 in the left
column, and use the arrow icon to move selected agents to the right. In the compliance testing,
four agents were assigned, as shown below.

AVAYA CCT Administration Logged in 35 Local User

Help
A
¢ Update CCT User @]
Users &) User Details
Workstations i
Login User Name  accs-ccs\EncoreUser
P Groups
D Providers First Name Recorder
Last Name Encore
Q Address Assignments
0 Terminal Assignments
0 Terminal Group Assignments
0 Address Group Assignments
0 Agent Assignments
Agents available Agents mapped
Agents Agents
O ! O
O 31880 O 31881
O 32880 © O 31882
O 33885 o O 32881
O 33887 O 32882
v
O 33388
< >
H « ¢« » » N K« « » » N
6 Agents found. Page 1/ 1 4 Agents found. Page 1/ 1
| save v
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6. Configure Avaya IP Office

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

e Verify licenses

e Administer extensions

e Administer security settings
e Obtain phone IP address

6.1. Verify Licenses

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. The Avaya IP Office Manager for Server Edition IPO2-
IPOSE screen is displayed, where IPO2-1POSE is the name of the primary IP Office system.

From the configuration tree in the left pane, select License (not shown) under the primary IP
Office system, in this case “IPO2-IPOSE”, and a list of licenses is displayed in the right pane.

Verify that there is a license for CT1 Link Pro, and with license Status being “Valid”, as shown
below.

T Avaya IP Office Manager for Server Edition IPO2-IPOSE [11.1.0.1.0 build 95] - O X
File Edit View Tools Help
IPO2-IPOSE « License . PR E-d | E R v
Configuration i
=% IPOZ-IPOSE ” | License Remote Server
i [ System (1)
BT Line (4) o
: E-“w Control Unit (8) irati A
| B4 Extension (&) Feature Instances Status Expiration Date Source
C B-§ User(®) Avaya Softphone Licence 1000 Valid Never PLDS Nodal
i tﬁ Group (10) Basic User 1000 Obsolete Never PLDS Nodal
. [@-8% Short Code (65) CTl Link Pro 2 Valid Never PLDS Nodal
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6.2. Administer Extensions

From the configuration tree in the left pane, under Extension, select the first extension under the
primary IP Office system from Section 3 that will be used by agents, in this case “31881”.

Select the VolP tab. For Media Security, select “Disabled” as shown below.

Repeat this section to disable media security for all extensions on both IP Office systems that
will be used by agents. In the compliance testing, two extensions on each IP Office system from
Section 3 were configured.

File  Edit
IPO2-IPOSE

View Tools

Help

v Extension

'_I': Avaya IP Office Manager for Server Edition IPO2-IPOSE [11.1.0.1.0 build 95]

~ 11208 31881 L4

25-d A@ald v

Configuration

|EZ

H.323 Extension: 11208 31881*

ek-M I X[vi<|>§

=% |PO2-IPOSE
(-39 System (1)
-7 Line (3)
(-2 Control Unit (8)
=4 Extension (14)
» 11202 21031
, 11203 21032
11204 21033
» 11205 21034
, 11206 21035
» 11213 21036
11200 21041
» 11207 31880
311208 31881
r, 11209 31882
-~y 11210 32880
“u; 11211 32881
-y 11212 32882
-, 11201 33333
@@ User(19)
(-3¢ Group (10)
[-8% Short Code (59)
@ Service (0)
-4 Incoming Call Ro
= Directory (0)
£ Time Profile (0)
® IP Route (1)
@8 Account Code (0)
% License (22)

ddddddddd

4

~

Extension VolP

IP Address

MAC Address

Codec Selection

System Default

T G.711 ULAW 64K
G.711 ALAW 64K
G.729(a) 8K CS-ACELP

Reserve License Nene
Supplementary Services None
Media Security Disabled ¢

0O Enable Faststart for
non-Avaya IP phones

Out Of Band DTMF
[] Requires DTMF
[] Local Tones

Allow Direct Media Path
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6.3. Administer Security Settings

From the configuration tree in the left pane, select the primary IP Office system, followed by
File = Advanced - Security Settings from the top menu.

The Avaya IP Office Manager for Server Edition — Security Administration - IPO2-1POSE
screen is displayed, where IPO2-1POSE is the name of the selected IP Office system. Select
Security = System to display the System screen in the right pane. Select the Unsecured
Interfaces tab, and check TAPI/DevLink3 as shown below.

Lol Avaya IP Office Manager for Server Edition - Security Administration - IPO2-IPOSE [11.1.0.1.0 build 93] - O X
File Edit View Help
Security Settings System: IPO2-IPOSE
= £ Security System Details Unsecured Interfaces  Certfiicates
@) General Voicemail Password [***sssssssessessess ] Change A
[+-#%y System (1)
- &Y Services (7) Monitor Password | """""""""" ] Change [] Use Service User Credentials
&-#3@ Rights Groups (16) o
-y Service Users (10) Application Controls
TFTP Server ﬁ Devlink 3 TAPI/Devlink3 3
TFTP Directory Read [] HTTP Directory Read []
TFTP Voicemail N HTTP Directory Write [
Application Support
Application Aclive‘ Limitations
x
Voicemail Lite [ ¥ |
TAPI ‘ v _
DevlLink v
Network Viewer v
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6.4. Obtain Phone IP Address

From a PC running the IP Office Monitor application, select Start = Programs > IP Office =
Monitor to launch the application and connect to the primary IP Office system. The Avaya IP
Office SysMonitor screen is displayed, as shown below. Select Status = H323 Phone Status
from the top menu.

&) Avaya IP Office SysMonitor - Monitoring 10.64.101.234 (IPO2-IPOSE (Server Edition(P))); Log Settings - C:\Users\...\sysmonit... — — O X

File Edit View Filters Status Help
Eglglj ﬁ?lElLIj )‘I[LJ Jg” %?‘Egl.ll

AXKXAKXXAN SysMonitor v11.1.0.1.0 build 95 **¥xakkaadk

AXAXAXNNKN contact made with 10.64.101.234 at 09:41:28 28/10/2020 XA XA kakxd
AAXXKAKAANL System (10.64.101.234) has been up and running for lday, 15mins and 28s3ecs(87328394mS) *4daaxkaad

AXxxnkrxxx Warning: TEXT File Logging selected *d*aaakaad

The IPPhoneStatus screen is displayed. Make a note of the IP address associated with each
phone extension used by Contact Center Select agents on the primary IP Office system from
Section 3, which will be used later to configure Encore.

=) IPPhoneStatus - O X
Total Configured: 12 Waiting 1 secs for update

Total Registered: 2 Registered Status  [IHEE

Extn Num l UselNuml Phone Type] Licensed l Security l B| IP Address l Tr.. | F'A.l Mac ... | Versio... | EPidentl..l Status

21035 21035 Unknown No Licence disable 0.0.00 00-00.. ¥? EP? R&S: UnRegistered
31880 31880 Unknown No Licence disable 0.000 00-00.. ¥? EP? R&S: UnRegistered
31881 31881 9611 Avaya IP disable 192.168.200.212  TLS 70-38.. 6.8304 IPD2JP.. RAS: Registered
31882 31882 9611 Avaya IP disable 192.168.200179  TLS cB81f-.. B6.8304 IPD2IP.. RAS: Registered
32880 32880 Unknown No Licence disable 0.0.0.0 00-00.. W? EP? RAS: UnReqistered

Repeat this section to obtain IP address associated with each phone extension used by Contact
Center Select agents on expansion IP Office system from Section 3. Note that Contact Center
Select requires all agent users to be configured on the primary IP Office system, and for agents
using physical phone extensions on the expansion IP Office system to log into agent users on the
primary IP Office via hot desking.

2Jb IPPhoneStatus = O X
Total Configured: 6 Waiting 1 secs for update

Total Registered: 3 Registered Status I EEEREREER

Extrn Num I UserNumI Phone Type] Licensed | Security I B| IP Address 1 Tran... | P| Mac ... l Versionld| EP identifier | Status

22031 32881 1608L Avaya P disable 192.168.200.142 TCP ad-78.. 1.3120 IPO2-IP50...  RAS: Registered
22032 22032 Unknown No Licence disable 0.0.00 00-00.. W? EP? RAS: UnRegistered
22033 32882 9611 Avaya P disable 192.168.200.163 TLS c8-1f-.. 6.8304 IPO24P50...  RAS: Registered
22034 22034 Unknown No Licence disable 0000 00-00.. ¥? EP? Ra&S: UnRegistered
22035 22035 Unknown No Licence disable 0.0.00 00-00.. ¥? EP? Ra&S: UnRegistered
22030 22030 9608 AvayalP disable 192.168.200.211 TLS 2cf4-.. 6.8304 IPO24P50...  RAS: Registered
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7. Configure dvsAnalytics Encore

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

e Administer TAPI driver
e Administer CTISetup

e Encrypt CCT password

e Launch web interface

e Administer audio settings
e Administer users

The configuration of Encore is performed by dvsAnalytics installers and dealers. The procedural
steps are presented in these Application Notes for informational purposes.

The creation of pertinent site, team, and recording profiles were pre-configured and will not be
described.

7.1. Administer TAPI Driver

From the first Encore server, select Start 2 Control Panel, and click on the Phone and
Modem icon (not shown).

In the displayed Phone and Modem screen, select the Advanced tab. Select the Avaya IP
Office TAPI2 Service Provider entry and click Configure.

&3 Phone and Modem X

Dialing Fules  Modems Advanced

’.; The following telephony praviders are installed on this computer:

Providers:

Microsoft HID Phone TSP
TAP| Kemel-Mode Service Provider
Unimodem 5 Service Provider

Add... Gﬂemo\re @Q::rrfigure...

Cancel Bpply
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The Avaya TAPI2 configuration screen is displayed in the screenshot on the left below. For
Switch IP Address, enter the IP address of the primary IP Office system. Select the radio button

for Third Party and enter the system password of the primary IP Office system into the Switch
Password field. Reboot the Encore server.

Avaya TAPI2 configuration

X
Switch IP Address |10,s4.101.234

Cancel
" Single User

Jser Name l

User Password

% Third Party

HERRRRRHHK

Switch Password

Lt

[ Wav Users
[~ ACD Queues

Advanced settings

Ping Timeout (5 to 420 seconds) |5
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7.2. Administer CTISetup

Navigate to the D:\EncData\Config\CTGateway directory to edit the CTISetup_
AvayalPOfficeTAPL.ini file.

| Iﬂ = | CTGateway - O
Home Share View
r v » ThisPC » EncData (D:) » EncData » Config » CTGateway » w Search CTGateway
# Quick access ~ MName Date modified Type Size
[ Deskiop PCES_511 10/26/2020 1:47 PM  File folder
* Downloads ::_'l CTGatewayServiceUtility.ini 12/11/201911:44 ... Configuration sett... 17 KB
I:_.l Docurnents ;J CTISetup_AvayalPOffice TAPLini 10/27/2020 3:59 PM  Configuration sett... 4 KB
= Pictures
Config-BAK w

Jitems 1 item selected 3.64 KB

Scroll down to the PBX-1POfficeTAPI sub-section. Enter the following values for the specified
fields, and retain the default values for the remaining fields.

e CCTServerAddress: IP address of Contact Center Select server.

e UserDomain:
e CCTUserlD:

The hostname of the Contact Center Select server.
The Encore user credential from Section 5.1.

File Edit Format View Help

| CTISetup_AvayalPOfficeTAPLini - Notepad = O X

PBX Section

PBX-IPOfficeTAPI]
Debugloglevel=9
SimulationMode=No
LastPlaybackFile=
AACCBridgePort=1567
CCTServerPort=29373

UserDomain=accs-ccs

CCTUserID=EncoreUser
CCTPassword=BA3FD56C36881B3CC42BA1DABO6AASE7
CCTCampusAlternateServerAddress=
CCTGeographicAlternateServerAddress=

IPOfficeTAPI - Avaya IP Office TAPI

This section is used by CTIPOfficeTAPI.d1l.

PlaybackUseFixedInterval=Yes

PlaybackFixedInterval=1000
AACCBridgeAddress=127.0.0.1

CCTServerAddress=10.64.101.232

TLT; Reviewed:
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7.3. Encrypt CCT Password

Navigate to the D:\EncData\Config\Utilities directory and double click on Change_Password-
AvayalPO_CCT.cmd.

I 4 = Application Tools  Utilities - O X
Home Share View Manage 9

“— v A » ThisPC # EncData (Dt) * EncData * Config » Utilities v | @ Search Utilities R
.
Licenses ~ Name Date modified Type Size
RecEnginelN| =| Change_Password-AvayalPO_CCT.cmd Windows Comma... 1 KB
SipTrunk = | DeleteService_AvayalPOffice TAPl.cmd Windows Comma... 1 KB
Softphone =| DeleteService_DataManagerService.cmd Windows Comma... 1 KB
S0L Scripts | InstallUtil.InstallLog INSTALLLOG File 1 KB
Startup =| RefreshDevices_AvayalPOffice TAPLcmd Windows Comma... 1 KB
¢| StartServices.cmd s Comma... 2KB
Stream
=| StopServices.cmd 7138 PV Windows Comma... 2 KB
Utilities "
Titems 1 itemn selected 477 bytes -

A command prompt window is launched automatically. Enter the Encore user password from
Section 5.1 as shown below.

¥ Administrater: C:AWindows\system32\cmd.exe - O >

Enter pas rd for Hfice TA CCT web service user word: Encorel23#
Confirm ps K

Check PasswordCh

Press any key to continue . . .
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7.4. Launch Web Interface

Access the Encore web interface by using the URL “http://ip-address/encore” in an Internet
Explorer browser window, where “ip-address” is the IP address of the Encore server with the
Encore Ul component. The encore screen below is displayed. Click Login and log in using the
appropriate credentials.

encore

by dvsAnalytics

7.5. Administer Audio Settings

The encore screen below is displayed. Select the User and System Configuration icon from
the top menu, followed by Audio Settings in the left pane to display the Recording Profile
screen.

For Recording Profile, select the pre-configured profile to be used with the primary IP Office
system, in this case “AvayalPOfficeTAPI IPOSE”.

Select the Add recorded ID icon shown below.

Welcome A Administrator | 11/2/2020
encore o ? B
ﬁ Users -
Recording Profile | AvayalPOfficeTAPI_IPOSE ~ @ 4 L:- D
@ Teams Status 1 | Recorded ID Y | Address Y| Comment T
g Groups
@ Rewards
=
‘K' Audio Settings
TLT; Reviewed: Solution & Interoperability Test Lab Application Notes 19 of 26
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The Add Recorded ID pop-up box is displayed. Retain the default value and click OK.

Add Recorded ID

Copy new recorded ID from:

[ No copy v J

The Recorded ID pop-up box is displayed next. Enter the following values for the specified
fields and retain the default values for the remaining fields.

e Status: “Active”

e Recorded ID: The first phone extension of the primary IP Office system from Section 3.
e IP Address:  The IP address associated with this phone extension from Section 6.4.

e Comment: An optional comment.

Recorded ID - 21031

Status  (s) Active () Inactive () Not configured

* Recorded ID [31881

* 1P Address ‘ 192.168.100.212

Comment IPrimary Phonel

* - Required I—-QK-—-I |———Gamel—~|

Repeat this section to add all phone extensions for the primary IP Office system from Section 3.
In the compliance testing, two entries were created as shown below.

Welcome A Administrator | 11/5/2020

&
encare @ ?®
a Users
Recording Profile | AvayalPOfficeTAPI_IPOSE ~ &2 [= [
@ Teams Status 1 | Recorded ID Y | Address T | Comment T
é Active | 31881 192.168.100.212  Primary Phonel
Groups
Active 31882 192.168.100.179 Primary Phone2
v Rewards
-
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Repeat the procedures in this section to add all phone extensions for the expansion IP Office
system from Section 3.

In Recording Profile, select the pre-configured profile to be used with the expansion IP Office
system, in this case “Avaya IPOffice IPO500v2 Collection”.

In the compliance testing, two entries were created as shown below.

Welcome A Administrator | 11/5/2020

v RN
encore € ¥ L
S @ ? W
8
Users — - . nic
Recording Profile | Avaya IPOffice IPO500v2 Collection ~ &2 [=[3
ﬁ Teams Status 1 | Recorded ID Y | Address T | Comment
Active 22031 192.168.200.142 Expansion Phonel
ﬁ Groups L‘ panss
Active 22033 192.168.200.169 Expansion Phone2
@ Rewards
)

7.6. Administer Users
Select Users from the left pane to display a list of users. Select the Add user icon shown below.

e = Welcome A Administrator | 11/2/2020
encore € 3 L
n @ ? W
8 v
| 2 2EDB BB
@ Teams = - = =
Active Y |Firstname Y [LastName Y (UserID Y [Site Y | Group Y | Team Y | Phone Login ID Y | Computer
@ Groups A Administrator  Administrator Administrators
” Rewards
-

The Add user pop-up box is displayed. Retain the default values and click OK.

Add user

Groups

[ §A1I>

Copy new user from:

[7No copy

import from file| | ok || cancel |
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The User - New pop-up box is displayed next. Enter the following values for the specified fields
and retain the default values for the remaining fields.

¢ Full name: The full name for the agent.
¢ Recording account (agent): Check this field.
e Phone login ID: The first agent user number from Section 3.
e Computer login ID: Required to be configured but not used in the integration.
o Site: Select the pertinent site that was pre-configured.
e Team: Select the pertinent team that was pre-configured.

User - New P

(] Active () Female () Male

* Full name [Agent-P1 H_‘ [accs |

Email I 1
User image ' NONE v j D

=& Login account
* User ID
* Group

User validation Active Directory |*) Encore

Send email to new user

lview / edit security settingsl

~ |¥] Recording t (agent)

Phone login ID |31881 ]

* Computer login ID |31881 I

S —
* site [ Site 1 3|
* Team [ TeamIPO 3!

Repeat this section to add all agent users from Section 3. In the compliance testing, four users
were created as shown below.

| [l BREREE
Active T Last N\ame Y [UserID Y |Site Y | Group Y| Team Y  Phone Y |Computer Y
v A Administrator Administrator Administrators
[_7__] Agent-E1 ACCS Site 1 TeamIPO 32881 32881
[ZI Agent-E2 ACCS Site 1 TeamIPO | 32882 32882
|ZI | Agent-P1 ACCS Site 1 | TeamIPO 31881 31881
[Z] Agent-P2 ACCS Site 1 | TeamIPO 31882 31882
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8. Verification Steps

This section provides the tests that can be performed to verify proper configuration of Contact
Center Select, IP Office, and Encore.

8.1. Verify Recording of Primary Agent

Complete a Contact Center Select voice call from the PSTN with answering agent user using
phone on the primary IP Office system. From the Encore web interface, select the Recorded
Contacts icon from the top menu, to display a listing of recordings.

Verify that there is an entry in the right pane reflecting the last call, with proper values in the
relevant fields. In this case, Extension contained the agent user number “31881”, and Device
Name contained the phone extension “31881” used by the answering agent on the primary IP
Office system.

ACD Number, Skillset, Agent Login ID, and Recorded Party Name are parameters with
values obtained from the Contact Center Select CCT .Net events.

Welcome A Administrator | 11/5/2020

— —
! B
encore & by [ —
4 [ Libraries Library: System  Playlist: <None=  Items: 1 Selected Items: 0 El@@
[ System Library ‘ IZIEI SBOBAEG
[&1 public Library Y | Duration Y | Extensiol Y | Device N Y | ANI T/DNIS Y ACDNun Y| Skillset Y | Agentlo Y |Recorded Party | 1
[# Group Library 11/5/2020 8:51:10 AM  00:01:11 31881 31881 12126630031 31881 33001 skill1 31881 Agent1 Primary

» [C]All Shared Libraries
[Z1All Member Libraries

Right click on the entry and select Play to listen to the playback. Verify that the screen is
updated and that the call recording can be played back.

Welcome A Administrator | 11/5/2020

=1 \1 D
encore @ iy 78
4 [ Libraries Library: System Playlist: <None> Items: 1 Selected Items: 1 E’El@
[#] System Library ‘ lﬁlq ] DA

a
@Pub[ic Library E Y | Duration Y | Extensiol Y | Device N Y | ANI Y | DNIS T |ACD Nun Y| Skillset Y |AgentLo Y | Recorded Party I |
» D3 Shared Playlists . [|11/5/2020 8:51:10 AM  00:01:11 31881 31881 12126630031 31881 33001 Skill1 31881 Agent1 Primary |=
2 My Playlists 3
» [ All Shared Playlists - . - M
Streaming Player: 01Z142FT.vx8 v o X

Position: 0:00:13.504 Recording Length: 0:01:10.202 Related Calls:0

e ; : ':rH*; :{:n e
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8.2. Verify Recording of Expansion Agent
Complete a Contact Center Select voice call from the PSTN with answering user using phone on

the expansion IP Office system. From the Encore web interface, verify that there is an entry in
the right pane reflecting the last call, with proper values in the relevant fields.

Verify that there is an entry in the right pane reflecting the last call, with proper values in the
relevant fields. In this case, Extension contained the agent user number “32881”, and Device
Name contained the phone extension “22031” used by the answering agent on the expansion IP
Office system.

ACD Number, Skillset, Agent Login ID, and Recorded Party Name are parameters with
values obtained from the Contact Center Select CCT .Net events.

Welcome A Administrator | 11/5/2020

[#] System Library
[ Public Library
[ Group Library

encore @ [y a1
4 Du'braries Library: System Playlist: <None=> Items: 2 Selected Items: 0 2 e E\

» [C1All Shared Libraries

| w2

Y| Duration Y | Extensioi 1 | Device N T | ANI

T | DNIS

11/5/2020 9:01:02 AM 00:01:28 32881 22031 17037030032 32881 33001

|11/5/2020 8:51:10 AM 00:01:11 31881 31881 12126630031 31881 33001

skilll
skilll

SBAELBG

Y |ACD Nun Y |Skillset Y | Agentlo Y | Recorded Party | Y

32881 Agent1 Expansion

31881 Agentl Primary

[ All Member Libraries |

Right click on the entry and select Play to listen to the playback. Verify that the screen is

updated and that the call recording can be played back.

— E Welcome A Administrator | 11/9/2020
e S . 2y
4 D Libraries 4+ Library: System Playlist: <None> Items: 2 Selected Items: 1 [EIEE
[#] System Library il | |,.‘3|'r ] DB
[# Public Library i Y | Duration Y | Extensio Y | Device N Y | ANI YIDNIS Y |ACD Nun Y |Skillset Y |AgentLo Y |Recorded Party | T
» D Shared Playlists . ||11/5/20209:01:02 AM  00:01:28 32881 22031 17037030032 32881 33001 skill1 32881 Agent1 Expansion [=
E| :51:10 AM :01: kil A P
u My Playlists — [/11/5/2020 8:51:10 00:01:11 31881 31881 12126630031 31881 33001 Skill1 31881 gentl Primary
All Shared Playlist: X
» 3 ared Playlists - I i T 3
Streaming Player: 01Z142FU.vx8 v X
Position: 0:00:07.312 Recording Length: 0:01:28.202 Related Calls:0
[V T Dbl > . " heth " n VR I |
.4 e ’r oot u ¢ o LA ittty ™ 1
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9. Conclusion

These Application Notes describe the configuration steps required for dvsAnalytics Encore 7.2 to
successfully interoperate with Avaya Contact Center Select 7.1 and Avaya IP Office Server
Edition 11.1. All feature and serviceability test cases were completed.

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

1. Administering Avaya IP Office™ Platform with Manager, Release 11.1, Issue 1, April
2020, available at http://support.avaya.com.

2. Avaya IP Office TAPI and ACCS Installation Addendum, Version 7.2, September 23, 2020,
available from dvsAnalaytics Support.

3. Avaya IP Office TAPI and ACCS Integration Guide, Version 7.0, November 8, 2018,
available from dvsAnalaytics Support.
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Avaya and the Avaya Logo are trademarks of Avaya Inc. All trademarks identified by ® and ™
are registered trademarks or trademarks, respectively, of Avaya Inc. All other trademarks are the
property of their respective owners. The information provided in these Application Notes is
subject to change without notice. The configurations, technical data, and recommendations
provided in these Application Notes are believed to be accurate and dependable, but are
presented without express or implied warranty. Users are responsible for their application of any
products specified in these Application Notes.

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