AVAYA

Avaya Solution & Interoperability Test Lab

Application Notes for configuring inContact Call Recording
with Avaya IP Office Server Edition and IP Office 500 V2
expansion R9.1 - Issue 1.0

Abstract

These Application Notes describe the configuration steps for configuring inContact Call
Recording with Avaya IP Office Server Edition R9.1. inContact Call Recording integrates

with Avaya IP Office using both the IP Office DevLink and port mirroring to record VolP
calls.

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 describe the configuration steps for configuring inContact Call
Recording from inContact with Avaya IP Office Server Edition and IP Office 500 V2 expansion
R9.1. inContact Call Recording integrates with Avaya IP Office using the IP Office DevLink
interface and port mirroring of the Real-time Transport Protocol (RTP) to record VVoIP calls. The
inContact Call Recording solution is fully integrated into a LAN (Local Area Network) and
includes easy-to-use web based applications to retrieve telephone conversations from a
comprehensive long-term calls database.

inContact Call Recording is just one part of inContact’s Call suite designed to improve the
contact center’s operational performance. Call recording provides the flexibility, efficiency and
strength to handle all recording needs in terms of audio and screen/desktop capture. inContact
Call Recording interface allows for simple configurations and flexibility to make changes within
the product. The Hybrid recording compatibility with various telephony platforms allows for a
seamless integration with the Avaya solution

The DevLink interface is used to start and stop the call recording based upon the telephony event
it receives from IP Office. IP Office DevLink is part of the IP Office CTI Link Software
Development Kit (SDK).

Note: Due to the nature of the call recording only conversations on IP telephones can be
recorded. Therefore all the endpoints listed in Section 4 will be IP in nature.

Note: The recording of SIP phones is currently not supported.

2. General Test Approach and Test Results

This section describes the compliance testing used to verify interoperability of inContact Call
Recording with IP Office and covers the general test approach and the test results. inContact Call
Recording records telephone calls using passive station-side VVoIP recording with the DevLink
connection to IP Office to record both internal and external calls on various IP Office endpoints,
listed in Section 4.

Passive Station-Side VoIP Recording uses port mirroring to record the RTP from each telephone
set. All telephones that are to be recorded are plugged into the Avaya 4548GT-PWR layer 3
switch where all of these particular ports are mirrored to one port where the inContact Call
Recording sever is plugged into. All of the RTP information from all of these phone sets will be
delivered to the sniffer port on the inContact Call Recording server. An additional Network
Interface Card (NIC) is therefore required on the inContact Call Recording Sever. This NIC is
not configured to access the IP stack; it will have no IP configuration. This NIC connects into the
mirrored port network that allows access to the phone network connection. This is effectively a
hub environment. The promiscuous port needs to be on the same physical media path as any
telephone endpoint that it is going to record.
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Calls were made to and from IP extensions registered to both the IP Office Server Edition (SE)
and the IP Office 500 V2 over simulated ISDN and SIP trunks; for compliance both of these
links were directed to Avaya Aura® Communication Manager. A number of H323 extensions
(listed in Section 4) were registered to the IP Office Server Edition and others to the IP Office
500 V2. The IDSN link connected to the IP Office 500 V2 and the SIP trunks were registered to
the IP Office Server Edition, allowing for a matrix of calls across both PBX’s. Using the
DevLink interface on the IP Office Server Edition and the IP Office 500 V2, inContact Call
Recording were able to compile a list of call records and using the web based GUI calls were
played back using a PC with a sound card and speakers.

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.

2.1 Interoperability Compliance Testing

The interoperability compliance testing evaluates the ability of inContact Call Recording to
record telephone calls using passive station-side VolIP recording using the DevLink interface on
IP Office. The types of calls include the following.
e Inbound/Outbound calls to IP Office SE — Test call recording for inbound calls to IP
Office SE from PSTN callers using both ISDN and SIP trunks.
e Inbound/Outbound calls to IP Office 500 V2 — Test call recording for outbound calls
from IP Office to PSTN callers using both ISDN and SIP trunks.
e Hold/Transferred calls between IP Office SE and 500V2 — Test call recording for calls
transferred to PSTN callers using both ISDN and SIP trunks.
e Conference calls between IP Office SE and 500V2 — Test call recording for calls in
conference between the IP Office and PSTN callers using both ISDN and SIP trunks.
e Forwarded calls between IP Office SE and 500V2 — Test call recording for calls made
to telephones that are forwarded to the PSTN using both ISDN and SIP trunks.
e Feature calls — Calls such a Call Park, Call Pickup, Bridged Appearance calls and Hunt
Group calls.
e Serviceability testing - Observe the behaviour of inContact Call Recording in the event
of a LAN failure to the IP Office SE & 500 V2 and the IP Office endpoints along with the
LAN failure to the inContact Call Recording server.

2.2 Test Results

All functionality and serviceability test cases were completed successfully with the following
issues/observations noted.
1. The outbound call using the bridged appearance button is not recorded.
2. The recording of SIP phones is not supported either the hard phones or the Avaya
Communicator for Windows softphone.
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2.3 Support

Technical support can be obtained for inContact Call Recording from the website
http://www.uptivity.com/contact or from the following.

Telephone

Support: 888-922-5526, option 2

Direct/International: 614-340-3346

Email

support@uptivity.com

3. Reference Configuration

The configuration in Figure 1 is used to compliance test inContact Call Recording with Avaya
IP Office 500 V2. The connection between inContact Call Recording and the IP Office solution
uses IP Office Devlink interface to allow the inContact Call Recording record calls using
Station-Side VolIP passive recording. Port mirroring on the Avaya 4548GT-PWR is used to
facilitate the passive VVolIP recording.

Avaya 9608 H323

Port Mirroring on Avaya
4548GT-PWR

PSTN SIP
Caller

Simulated
gLl SIP PSTN

[Recorder from
inContact

Avaya IP Phones
Registered to IP
Office Server
Edition

Avaya IP Office R9.1 Server Edition
10.10.40.25

i | i Devlink & TAPI
: Connection

Avaya 1608-1 H323

Avaya IP Office R9.1 500 V2 Expansion
10.10.40.20

Avaya 1608-1 H323

o Avaya 9630 H323

Simulated
QSIG PSTN

Avaya IP Phones
PSTN QSIG Registered to IP
Caller Office 500 V2

Figure 1: Connection of inContact Call Recording from inContact with Avaya IP Office
500 V2
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4. Equipment and Software Validated

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

Equipment/Software

Release/Version

Avaya IP Office Server Edition running on a
Virtual Platform

R9.1.6.0 Build 153

Avaya IP Office 500 V2 expansion cabinet

R9.1.6.0 Build 153

Avaya IP Office Manager running on a
Windows 7 PC

R9.1.6.0 Build 153

Avaya 1608 | H323 Deskphone

R1608UA1_350B.bin

Avaya 9630 H323 Deskphone

S3.220A

Avaya 9608 H323 Deskphone

R6.6.028

inContact Call Recording running on a an IBM
X3350 Server

Windows 2012 Server R2
R16.2

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. Configuration of Avaya IP Office

Configuration and verification operations on IP Office illustrated in this section were all
performed using Avaya IP Office Manager. The information provided in this section describes
the configuration of the IP Office for this solution. It is implied that a working system is already
in place with a PRI fully configured. 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:

e Launch Avaya IP Office Manager.

e Check for CTI Pro Licenses.

5.1 Launch Avaya IP Office Manager

From the Avaya IP Office Manager PC, go to Start - Programs - IP Office > Manager to
launch the Manager application (not shown). Tick the required server to log in to, this will be the
IP Office 500 V2 then log in using the appropriate credentials to receive the configuration.

[ Avaya IP Office Manager [ [EheX

File Edit View Tools Help

LE-HIBEEE S22

£ Select IP Office =8 %
----- R BO || Name 1P Address  Type Version Edition
# OBl Server Editiona
[ IPOSIPG)Server 10104025 PO-Linux-PC 0100 build115 Server (Primary)
Server Edition Expansion 9.1
IPOSLPG)V2Exp 10104020 P500V2 5100 build437 Server (Expansion)|
Configuration Service User Login
IP Office: IPO91 (PG)V2Exp (Expansion Systemn - IP 500 V2)
Service User Name  Administrator
Service User Password | ssesssses
| ok |[ cancel |[ Hep
TCP Discovery Progress
Unit/Broadcast Address
255.255.255.255 - oK | [ cancel
N
Canfiguration Tem Type Record Description
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5.2 Check for CTI Pro Licenses

Click on License in the left window and ensure that the License tab is selected in the main
window. All the licenses should be displayed as shown below.

ﬂ Authorization Code (1)

Configuration ‘ License o e
& BOOTP () License Type Status License IREmotE —
< Operator (3)
-4 Solution License Meds License Normal
fu g:’ﬁg) Licensed Version 9.1
8K Short Code(11) Serial Mumber (ADI) 1327297258
= Directory(0)
17 Time Profile(0) PLDS HostID 111327297258
".8m Account Code(6
5 u::;;m:(s)e( ! PLDS File Status Not Present / Invalid
L Location(0)
15 1POS1(PG)Server
=5 IPOSL(PG)V2Exp ; =
% System (1) Feature License Key Instances Status Expiry Date Add...
19 Line (12) Avaya IP endpoints U4ulg¥vmds22dorkDubByqrS3LFXPFS 255 Valid Never .
= Control Unit (4) Essential Edition Additional Voice...  HINIPhLwj04b3C5QwxldVphdcOeve 255 Obsolete Never remove
4 Edension (39) Telewerker nXD6yErts_cUDhlwUewl 2kesk_OVfle 255 Obsolete Never
% e (2?3) Mobile Worker 1AHz1 WB_ASROZTFCCle@HMdMwL2NRZW 255 Obsolete Mever
rou|
X Shmpcme @n Power User IvBhsPheAdicSTnW5Mud_g8r03sEDuuc 255 Valid Never
@ Service (0) Advanced Edition DXBhsydcXUiNSz45BuerbtZOMGZzOWRY 255 Obsolete Mever
ol RAS (1) Office Worker IXHDIAAVFxFI2ulgeb114 OVIZ0KMs: 255 Walid Mever
@ Incoming Call Route (3) Essential Edition AX@wchBCvd3Nb@axHiuG_AbdpwhSluME 255 Obsolete Never
5(3;’ \_;VAN P"“:_‘(O)(OJ Office Worker Upgrade 4y@MIBVIdsNGL2OV Yl gk Op6ZpKi@9 255 Valid Never
@ E  Brofile W VMPro TTS Professional hha@cvhevGheTFUQIGHBRYWWDUIWTQ 255 Obsolete Never
B P Route ) + Preferred Edition (YM Pro) GhKYSAQCXiiCIT3ufCxixakVSaZoVROR 55 Qbsolete Dlever
Account Code (6) CTlLink Pro OXOSShAUdKdWMPCrsHVFIE39FDMIQ 255 Valid Never E
[ Licerse 33)] 0 Series Phones TS TTSRUT ZrD Wi Terz % Obealete Mever
A Tunnel ([ Avaya SIP Softphane Virtual Avaya Legacy Softphone 254 Valid Mever
§5 UserRights (8) . . .
¢ ARS (1) Avaya IP endpoints Virtual Avaya IP Endpoints Lecal 12 Valid Never P
BB Location (0) Server Edition for Russia R9.1 Virtual Server Edition for Russia R9.1 1 Walid Never —

Help

A closer look at this CTI Link Pro license shows that there are 255 CTI Link Pro License
available and so in theory 255 simultaneous call recordings could be achieved.

Feature License Key Instances Status Expiry Date “
Avaya IP endpoints Udul8VwmXds22dorkDubByqrs3LFEXPFS 255 Walid Mever
Essential Edition Additional Veice.,  HLNIPhLwj04b3 C5CoanddVphdcOeVe 255 Obsolete Mever
Teleworker nADESyBris_cUDhlwUewl2kesk_OVfle 255 Obsolete Mewver
Mobile Worlker AHZAAWE _AShOZTFCCle@HE dMwLZMRZW 255 Obsolete MNever
Power User IWBhsPheAdic5TnW5Mud_gBr3sEDuuc 255 Walid Mewver
Advanced Edition DXBhsy@cXUiM5z45BuertZ9MGZz0WhS 255 Obsolete Mever
Office Worker LXHDS A wFxFl2u)qobl14 OV390KMsx 255 Walid Mever
Essential Edition AX@wchBCvd3Nb@axHiuG_Abdpwb9uME 255 Obsolete Mever
Office Worker Upgrade 4y@MI@vItdsNgL29Y Yl gk_9pbZpkf@a 255 Valid Mewver
YWMPro TTS Professional hha3cvhovGbei? FuQIc3HERVYwbhulWT Q 255 Chbsolete Mewver
Fa+ Preferred Edition (VI Proi GhYSAgcXiCIF 3uf Gt S a7y ROE 205 Obsolete Meyer
CTILink Pro OX0c55heaUdijdWIMP CxsHvFrE3SFDMr() 255 Valid Mewver E
1000 Seres Phones dTBoV ShMvUELnD ow\WuoweRrNw_leFz 255 Ubsolete Mewver
Avaya SIP Softphone Virtual Avaya Legacy Softphone 254 Valid Mever
Avaya IP endpoints Wirtual Avaya IP Endpoints Local 12 Yalid Mever
Server Edition for Russia R9.1 Virtual Server Edition for Russia R9.1 1 Valid Mever L
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6. Configure inContact Call Recording

Either from the inContact Call Recording server or from another PC open a web session to the
inContact Call Recording server’s IP address, enter the proper credentials and click on LOGIN.

p'clnLogIn {‘D*{é}

\6 @ http://localhostfSecurity/Authorize/

uptivity

Copyright © 2015 Uptivity, Inc. All Rights Reserved
57

Discover

User Name:

Forgot your password?

M Remember my username?

6.1 Create Voice Board

Click on the Administration tab and select Recorder Settings - Voice Boards in the left
window, click on Add at the top right of the main window.

Discover uptivity

Administration Logged in as superuser | Change Password | Logou|

Core Functions | Add-Ons

Voice Boards

Voice Board ID Core ID Hardware Type Channel Count Actions

Permissions

Scheduling

Tools

Recorder Settings

CTI Cores
Custom Lookup
IP Phones

On Demand
Transcoder

PG; Reviewed: Solution & Interoperability Test Lab Application Notes 8 of 21
SPOC 11/28/2016 ©2016 Avaya Inc. All Rights Reserved. inContactIPO91



Select CallCopy VolIP Sniffer as the Hardware Type.

Discover

Reporting Administration

uptivity

Logged in as superuser | Change Password | Logout

Core Functions | Add-Ons

Permissions Create

Select Hardware Type

Back Save

Al-Logix DP3208 T1/E1 Passive Tap

Tools Al-Logix DPE40% T1/E1 Passive Tap
Al-Logix DT3208 T1/E1 Terminate Board

Al-Logix DTE409 T1/E1 Terminate Board

Al-Logix LDA1609

Al-Logix LDA2409

CTI Cores Al-Logix LDALDS

Al-Logix LDASDS

Al-Logix MGX800 8 Channel Passive Tap

Recorder Settings

Custom Loockup

TP (A= Al-Logix NGX1500 16 Channel Passive Tap
On Demand Al-Logix NGX2400 24 Channel Passive Tap
a0SLO0s Avaya DMCC
G e
Nortel MLS
CallCopy \/oIP Sniffer

Mitel SRC
Cisco Active Recording

Scheduling <Supported Hardware=>

Enter the Listening Interface information for the NIC associated with capturing the RTP from
the data switch. The Avaya data switch was setup to mirror a number of ports connected to the
VoIP phones to one port connected to the Network Interface Card (NIC) on the inContact Call
Recording server. Select Avaya H.323 as the VoIP Protocol. All other values can be left as

default, scroll down to the end.

Core Functions | Add-Ons
Permissions Create Back Save
Scheduling
Tools General Board Settings (VolP Sniffer)
RTP Listening Interface (NIC
RecorderSetings [oEstocce beerrosess sesmrsress ]
ELETE PCAP Filter
Custom Lockup
IP Phones
?:]E::‘;:‘r’ VolP Protocal
oot [rr—— |
IP/IP Filtering?
No
Generate Channel Map Events?
es
Suppress Unnecessary Registrations?
es
Use only HTTP for Channel Events?
No
Handle VLAN Tagging
System Settings No
Web Portal Seftings Handle Duplicate Packets
No
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Scroll down to PBX Addresses and enter the IP Address of the IP Office and click on Add.
Repeat this procedure for the IP Office Server Edition, which is 10.10.40.25 below and for the IP
Office 500 V2, which is 10.10.40.20. Enter the Number of Channels to Add, this will
determine the number of simultaneous calls that can be recorded and this will also depend on the
licenses available on IP Office. For compliance testing 6 was chosen and Record Anything was
chosen for all 6 channels which recorded all calls on those channels.

PBX
Ad
Addresses
Address
10.10.40.20 Remove
10.10.40.25 Remove
UNC
Add
Paths
Local Remote
Channels Number of Channels to Add: & Add
Channel ID Assign Assign Val Name
Record Anything [+] tel
2 Record Anything [+] Delete
-3 Record Anything [v]
-4 Record Anything [v]
5 Record Anything ]| Deletel
&
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Scroll back up to the top again and click on Save, as highlighted below.

Core Functions | Add-Ons
Permissions Create Back Save
Scheduling
Todls General Board Settings (VolP Sniffer)

RTP Listening Interface {NIC)

Recorder Settings DE318526-D58A-4FTD-BESD-DC399FB1662F
EILETE PCAP Filter
Custom Lookup
IP Phones
_?“ De“;:“" VolP Protocol

ranscoder
Voice Boards Avaya H.323

IP/IP Filtering?

No
Generate Channel Map Events?

Yes
Suppress Unnecessary Registrations?

Yes
Use only HTTP for Channel Events?

Mo

6.2 Create Schedule

Still under the Administration tab and select Scheduling - Create Schedule in the left
window, click on Create a Custom Schedule (Advanced) in the main window.

Discover uptivity

Logout

Administration

Core Functions Add-Ons

Permissions Schedule Wizard

| 1 | Record All Calls For An Agent During A Time Range

Scheduling 2 I Create A Custom Schedule (Advanced)

C"ezte S':"ed""es 3| Record The Next N Calls For An Agent

mi ule:
Find Schedule
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Enter a suitable name for the schedule and for compliance testing the following were set,
Set to Percentage

e Type

e Target Percent

e Direction

e Schedule Requirements

The other values can be left as default and click on Save Schedule to save this.

Set to 100
Set to both

Voice Port Not Equal To 0

Core Functions

Permissions

Scheduling

Create Schedule
Timed Schedules
Find Schedule

New Schedule

Mame :

Cwner :

Mewver Expire

Avaya

CaliCopy Admir[V |

.

I Type :

Percentage  [v | I

Description :

Save Schedule

Target Percent :

100

Random Probability :

I Direction : both [~] | Priority : |50
Min Record Length {Sec): |5 Max Record Silence(Sec) : 600
Max Record Length (Sec) : 6000 Retention Days : | 365
Screen capture wrap length (Sec): 0 Archive Action © | Purge ﬂ
Stop screen capture wrap on call start : | No [v]
Tools
Audio Capture © | Yes ﬂ Screen Capture @ | No ﬂ
Recorder Settings Spesth Analytics © Yes [~]
System Settings Disk Location : | C\Recordings Comparison : | AND ﬂ
Web Portal Settings Blackout Remote Audio : []
Schedule Requirements
Value Type Comparison “alus [ase Sensitive
1 | Voice Port [v] MotEqual To [»]o M
2 [~ [~] O
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6.3 Create Core

Still under the Administration tab and select Recorder Settings - CT]I Cores in the left
window, click on Add Core at the top right of the main window.

Discover

uptivity

Logged in as superuser | Change sword | Logout

Administration

Reporting

Core Functions | Add-Ons

Permissions CTI Cores List
. # Location Name

Scheduling

Tools

Recorder Settings

ustom Lookup

IP Phones
On Demand
Transcoder
Voice Boards

Enter a suitable Name and the Host must be set to that of the inContact Call Recording server, in
the case below this was the localhost. The Record Method should be set to Passive and the Api
Commands To Script should be set to Yes. All other fields can be left as default. Scroll down to
the bottom of the page.

Core Functions | Add-Ons
Permissions
Settings
Scheduling
Mame : | AvayalPO ®
Tool
oo Location : | Default
Recorder Settings I Host : localhost I
Port :| 5685
ustom LooKup
IP Phones Monitor Reload Frequency @ 300 (s}
On Demand
Transcoder . -
Voice Boards I Record Method :  Passive I
Playback Methed : | - Select -
Enable Event Interface © Yes
I Lpi Commands To Script; Yes I
JCOM Timeout Interval © | 300 (ms)
JCOM Recennect Interval © | 300 (ms)
Default Sereen Capture Port ;| 5633
Generate XML with recordings : ves
Transcode by Board : Mo
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Select the Related Boards and the Related Schedules as is shown below by clicking on the add

icon.

%H Haour
%M Minute
%S Second
o Agent Mumber
\ SubDirectory
Related Components
Related Boards Related Core{s) Related Schedules {‘gﬁ'
X X X

1-VOIPSNIFFER €] core2 [v] €  avaya L@

CTI Modules - Select - [v]
With the Board and Schedule selected click on the drop down menu highlighted and select
Avaya IP Office, with this selected click on Add CTI Module.

Related Components
Related Boards Related Core(s) Related Schedules {_?3'
X x X

[v] @ core2 & @

CTl Modules [Avaya P Office [ | Add CT Module |
# Name

1 rd:
2 i
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From the drop down menu select VolP Recorder and click on Add CTI Module.

1 - VOIPSNIFFER

ﬂ @ Core2
CTl Modules

#
1 cc_AwvayalPOffice

Related Boards Related Core(s)

Related Schedules '29?3'

x X
@ ~ @
Ill I Add CTI Module I
Name
S5
S 5

Edit the IP Office module by clicking on the edit icon opposite the module as shown below.

Related Boards Related Core{s) Related Schedules é:?:i'
1 - VOIPSMIFFER Recal
b 4 b 4 4
[v] € omccssc [v] €» onDemand v &
CTI Modules - Select - [v] Add CT| Module
# Name
2 cc_VolPRecorder f !ﬁl
| 1003 cc_AvayalPOffice | d
T
Enter the IP address for the IP Office Server Edition and the Dev Link Password.
Core Functions = Add-Ons
Permissions Avaya IP Office = Settings
Uzers
Groups Dev Links
Roles
P 10.10.40.25 &
Dev Link Password : passwaord
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Do the same for the IP Office 500 V2, with both IP Office IP Addresses added, click on Save at
the top of the screen as shown below, this will close this window and return to the previous
window.

inContact. | WFO

Logged in as superuser | Change Password @ Help | Logout

List il Reporting Administration
Core Functions = Add-Ons

Permissions Avaya IP Office :: Settings Back | Seve |
Users .

Groups Dev Links

Roles

IP: 10.10.40.20

Dev Link Passwaord : password ®
D IP Password

1 10.10.40.25 password =~

Scroll up to the top of the page and click on Save.

Back
Settings
Save
Wame : MewCore
Location :  Default
Host : | localhost
Port : | 5685
Monitor Reload Frequency @ 200 s}
Record Method : | Passive
Playback Method : | - Select -
Enabls Event Interface © | Yes
Api Commands To Script 1 Yes
JCOM Timeout Interval ;| 200 (ms)
JCOM Reconnect Interval : | 300 (ms)
Default Screen Capture Port . 5633
Generate XML with recordings : | Yes
Transcode by Beard : Mo
Channel Selection - | First Available
Loczl Data Directory : | c:\temp
Use Media Server 1 No
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7. Verification Steps

This section illustrates the steps necessary to verify that the inContact Call Recording is
configured correctly to play back call recordings.

7.1 Verify inContact Call Recording

From any PC that has a sound card and speakers, open a browser session and browse to the IP
address of the inContact Call Recording server, enter the proper credentials and click on
LOGIN.

s http://10.10.40.52/pecurity/Authorize/

File Edit View Favorites Tools Help
95 £)smgrlovmpg A\ AACCR64 - Login &) AAOA A AES63vmpg &) Avaya-Nortel PEP Library &) SMGR63VMPG

Discover

LU0 8 BT T superuser
Pasowors: (T
2

Select the Interactions List tab and within that tab select the Call List tab. Select the required
date from the Calendar as shown below and this will display all the call recordings that were
recorded on that particular date. By selecting any of the play icons highlighted will play back
that particular recording.

Discover uptivity
Calendar ‘ | [Filter | | Previous Filter | | Current Filter: | Time Recorded | [ settings |
4 T » | ¥  Record ID W First Name Last Name Voice Port Time Recorded Duration Video Evaluations Completed QA Score
¢ 134 5221 11/10/2015 3:48:57 BM 00:00:11 2
Su Mo Tu We Th Fr Sa
[& 123 5250 11/10/2015 3:48:50 PM  00:00:10 2
12 3 4 5 6 7 s 122 5250 11/10/2015 3:44:03 PM  00:00:09 2
s o [ 12 13 14
[k 131 5250 11/10/2015 3:41:33 PM 00:00:54 2
15 16 17 18 19 20 21
22 23 24 25 26 27 28 | |© 130 5250 11/10/2015 3:40:09 PM  00:00:11 2
29 30 & 125 5221 11/10/2015 3:38:57 PM  00:00:08 2
Agent ¢ 128 5221 11/10/2015 3:26:13 PM 00:00:38 2
[& 127 5221 11/10/2015 3:35:08 PM  00:00:09 2
CallCopy group
5 125 5221 11/10/2015 3:23:53 M 00:00:09 2
ACD Gate i 126 5222 11/10/2015 3:23:18 PM 00:00:4%9 2
[ 124 5221 11/10/2015 3:21:55 PM  00:00:34 o
Group -
[} 122 5221 11/10/2015 3:1%:05 PM  00:00:12 2
Cotegosies ¢ 122 5250 11/10/2015 3:13:11 PM  00:00:05 0
My Filters [& 121 5221 11/10/2015 3:12:35PM  00:00:04 2
s 120 5250 11/10/2015 3:11:21 M 00:00:09 2
Tag Cloud
[» 119 5221 11/10/2015 3:08:08 PM  00:00:18 o
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In the example below a recording number 132 is played back to the user.

Calendar

4 November,

12 3 4
3 o FMu
15 16 17 18
22 23 24 25
29 30

Agent

callCopy group

ACD Gate

Group

Categories

My Filters

Tag Cloud

2015

5 6
12 13
190 20
26 27

7
14

28

[Filter | [ Previous Filter | | Current Filter: | Time Recorded x | [ Settings |
¥ RecordID K FirstName LastName Voice Port Time Recorded Duration Video Evaluations Completed QA Score
D 124 5221 11/10/2015 3:48:57PM  00:00:11 g
D 132 5250  11/10/2015 3:48:50 PM  00:00:10
I 132 5250 11/10/2015 3:44:03 PM  00:00:09
> 131 5230 11/10/2015 3:41:53 PM  00:00:54
120 5250 11/10/2015 3:40:03 PM  00:00:11
128 5221 11/10/2015 3:38:57PM  00:00:08 )
128 5221 11/10/2015 3:36:13PM  00:00:38
127 5221 11/10/2015 3:35:08PM  00:00:09
125 5221 11/10/2015 3:23:53PM  00:00:09
126 5222 11/10/2015 3:23:18PM  00:00:48
124 5221 11/10/2015 3:21:55PM  00i00:34
122 5221 11/10/2015 3:13:05PM  00:00:12 |
Pages: 1 2 3 4 > = ~ | tems per Page GoToPage: 1 |ofa [
| Web Player + A X
[J | # LayerDetails
ID  Start Stop Type Info
D playback Details 4+
| n» | 0:05 / 0:09 | 1] a9 ‘ n | [ o S i T P TR Y TR T R T TTTSRT TOR T =
1
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8. Conclusion

These Application Notes describe the configuration steps for configuring inContact Call
Recording from inContact with Avaya IP Office 500 V2 R9.1. inContact Call Recording
integrates with Avaya IP Office Server Edition and IP Office 500 V2 expansion using DevLink
interface and port mirroring to record VolIP calls. All feature functionality and serviceability test
cases were completed successfully with any issues and observations noted in Section 2.2.

9. Additional References

This section references the Avaya and inContact product documentation that are relevant to these
Application Notes. Product documentation for Avaya products may be found at
http://support.avaya.com

[1] Avaya IP Office R9.1 Manager 10.1, Document Number 15-601011

[2] Avaya IP Office R9.1 Doc library

Technical support can be obtained for inContact Call Recording from the website
http://www.uptivity.com/contact or from the following.

Telephone

Toll-free: 888-922-5526

Direct/International: 614-340-3346

Fax: 614-340-4840

Support: 888-922-5526, option 2

Email

support@uptivity.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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Appendix

Open the application called cc_interfaceBrowser.exe, this should be located in Program Files
- CallCopy - Recorder folder.

=N e ==
—
@uv| y «ILocaI Disk (C:} » Program Files » CallCopy » Recorder » I - | 5 | | Search Recorder P |
Organize » Include in library « Share with « Burn Mew folder 4= - il I@I
=
- F . Mame Date modified Type Size i
i Favorites 7
Bl Desktop ﬁ cc_CTI eOn.exe 12/08/2015 01:12 Application 1102 KB
@ Downloads [Z| cec_cticore_deploy.xml 12/08/201517:36 XML Document 104 KB
%= Recent Places B cc_DataServerService.exe 12/08/2015 01:11 Application 1,406 KB
AV cc_ExportServerService.exe 12/08/2015 01:12 Application 1,641 KB
= Libraries 2] co_ftpclient_deploy.xml 12/08/201517:44 XML Document 10 KB
3 Documents 2| ce_fusionSeriptServer_deploy xml 12/08/201517:43 XML Decument TKB
J’ Music & ce_insight_deployxml 12/08/201517:39 XML Document 6 KB
] Pictures [55] cc_InstallAssist.exe 12/08/2015 17:42 Application 13 KB
BB videos |2 ce_installAssist_deploy xml 12/08/201517:42 XML Decument 1KB | _
I‘g cc_interfaceBrowser.exe I 07,/08,2008 16:00 Application 262 KB ‘E ‘
8 Computer =] cc_licenseStub_deploy.aml 12/08/201517:40 XML Document 1KB b
Q_:‘r' Local Disk (C:) =] cc_LivelnfoBroker_deploy.samnl 2 ent 5KB
&l DVD RW Drive (D:) G == cc_Logger.exe il (=% il3] 1,075 KB
=] cc_logger_deploy.xml 520 ent 1KE
€ Network [ cc_loggerservice.exe 12/08/201517:38 Application 1,045 KB
=] co_mediafx_deploy.xml 12/08/201517:41 XML Document 47 KB
[m5] cc_mediaServer.exe 12/08,/2015 01:12 Application 654 KB
[®*] cc_nortelMLS.exe 12/08/201501:12 Application 3923 KB -

] 170 items

Select the correct Network Interface which is used to capture the RTP from the data switch. The
Listening Interface should then be populated and this is used for the setup of the inContact Call
Recording server in Section 6.

Select Interface

‘-ﬂ CallCopy Metwork Interface Browser

(=] & ]

l Sniffer LAN {0.0.0.0)

Infa

IP Address

Connection Name

Description

Packets Captured

Listening Interface (MIC)

0.0.0.0

Sniffer LAMN

Broadcom L2 MDIS client driver

1634

DES1B526-059A-4F7D-BESD-0C399FB1662F|

Per Second 235
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