AVAYA

Avaya Solution & Interoperability Test Lab

Application Notes for configuring Globitel SpeechlLog Voice
Recorder to interoperate with Avaya Aura® Contact Center
R6.4 and Avaya Aura® Communication Manager R7.0
using DMCC Service Observe to record calls - Issue 1.0

Abstract

These Application Notes describe the configuration steps for the Globitel SpeechLog Voice
Recorder to interoperate with the Avaya solution consisting of an Avaya Aura® Contact
Center, Avaya Aura® Communication Manager R7.0, Avaya Aura® Session Manager R7.0,
and Avaya Aura® Application Enablement Services R7.0.

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 the Globitel SpeechLog Voice
Recorder to interoperate with the Avaya solution consisting of an Avaya Aura® Contact Center
R6.4, Avaya Aura® Communication Manager R7.0, Avaya Aura® Session Manager R7.0, and
Avaya Aura® Application Enablement Services R7.0.

When a call is to be recorded, SpeechLog Voice Recorder performs recording using two
connections to the Avaya Solution.
e Using CCT Web Services to receive events on agent and call info.
e Using TSAPI link with AES to get call events (ringing, established, released, etc.).
e Using Device Media Call Control to perform service observe between the extension to be
recorded and a configured virtual softphone enabled station.

SpeechLog Voice Recorder uses Device Media Call Control Service Observe to record Avaya
Aura® Contact Centre (Contact Centre) skillset calls on Avaya Aura® Communication Manager
deskphones. Device Media Call Control (DMCC) works by allowing software vendors to create
soft phones, in memory on a recording server, and use them to monitor and record other phones.
This is purely a software solution and does not require telephony boards or any wiring beyond a
typical network infrastructure.

Globitel’s SpeechLog Voice Recorder is fully integrated into a LAN (Local Area Network), and
includes easy-to-use Web based applications that can be used to retrieve telephone conversations
from a comprehensive long-term calls database. SpeechLog Voice Recorder uses the
Communication Manager feature “Service Observe” to observe a call on an extension; this way
the call is recorded and can be played back at a later time.

2. General Test Approach and Test Results

The compliance testing focuses on the recording of Contact Centre skillset calls on
Communication Manager deskphones. SpeechLog Voice Recorder connects to Communication
Control Toolkit (CCT) Web Services in order to obtain events pertaining to specific Contact
Centre skillset calls. SpeechLog Voice Recorder can then record the call based on the events it
receives.

Recording of Contact Centre skillset calls can be achieved using CCT Web Services and DMCC
to record calls. The recording application sends a message to the DMCC integration application
to begin recording the voice stream coming to that softphone extension. SpeechLog Voice
Recorder utilises a CTI through Avaya Aura® Application Enablement Services (AES) to record
calls on Communication Manager deskphones using Service Observe. In this message, the
recorder passes along the softphone extension to be recorded along with the location and
filename of the recording. Test cases are executed to exercise a sufficiently broad segment of
functionality to have a reasonable expectation of interoperability in production configurations.
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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 test included both feature functionality and serviceability
testing. The feature functionality testing focused on placing and recording calls in different call
scenarios with good quality audio recordings and accurate call records. The tests included:
e Contact Centre Inbound/Outbound Calls - Test call recording for inbound/outbound
calls to the AACC Agents from PSTN callers.
e Contact Centre Hold/Transferred/Conference calls — Test call recording for calls
transferred to and in conference with PSTN callers.
e Serviceability testing - The behaviour of SpeechLog Voice Recorder under different
simulated failure conditions on the Avaya platform were also observed.

2.2. Test Results
All functionality and serviceability test cases were completed successfully.

2.3. Support
Technical support can be obtained for Globitel SpeechLog Voice Recorder at:

Globitel

Khalda, Amman, Jordan.
support@globitel.com

Hotline: +962 (7) 97315050

Phone: +962 (6) 5300 130

Fax: +962 (6) 5300 144

P.O. Box 1786 Amman 11821 Jordan
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3. Reference Configuration

The configuration in Figure 1 was used to compliance test Globitel SpeechLog Voice Recorder
with Avaya Aura® Contact Center connecting to Avaya Aura® Communication Manager R7.0
and Avaya Aura® Application Enablement Services R7.0 using DMCC Service Observe.
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Figure 1: Connection of Globitel SpeechLog Voice Recorder with Avaya Aura® Contact
Center connected to Avaya Aura® Communication Manager R7.0 and Avaya Aura®
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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 Aura® System Manager running on
Virtual Server

R7.0.0.0.0
Build 7.0.0.0.16266-7.0.9.9.902
SW Update Revision No. 7.0.0.0.3873

Avaya Aura® Session Manager running on

Virtual Server

Virtual Server R7.0.0.0.700007

Avaya Aura® Communication Manager R7.0

running on Virtual Server Build 017x.00.0.441.0
Avaya Aura® Application Enablement Services | R7.0

running on a Virtual Server Build No —7.0.0.0.0.13-0
Avaya Aura® Contact Center running on a R6.4

Service Pack 15

Avaya G450 Gateway

37.19.0/1

Avaya 9608 H323 Deskphone

96x1 H323 Release 6.6.028

Avaya 9641 SIP Deskphone

96x1 SIP Release 6.5.0.17

Globitel SpeechLog Voice Recorder

7.0
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5. Configure Avaya Aura® Communication Manager

The information provided in this section describes the configuration of Communication Manager
relevant to this solution. For all other provisioning information such as initial installation and
configuration, please refer to the product documentation in Section 10.

The configuration illustrated in this section was performed using Communication Manager

System Administration Terminal (SAT).

5.1. Verify System Features

Use the display system-parameters customer-options command to verify that Communication
Manager has permissions for features illustrated in these Application Notes. On Page 3, ensure
that Computer Telephony Adjunct Links? is set to y as shown below.

display system-parameters customer-options

Page

OPTIONAL FEATURES

Abbreviated Dialing Enhanced List?
Access Security Gateway (ASG)?

Analog Trunk Incoming Call ID?

A/D Grp/Sys List Dialing Start at 01°?
Answer Supervision by Call Classifier?
ARS?

ARS/AAR Partitioning?

ARS/AAR Dialing without FAC?

ASAI Link Core Capabilities?

ASAT Link Plus Capabilities?

Async. Transfer Mode (ATM) PNC?
Async. Transfer Mode (ATM) Trunking?
ATM WAN Spare Processor?

ATMS?

Attendant Vectoring?

KK B B3B8 3BKKKKKKBKNK

Audible Message Waiting?
Authorization Codes?

CAS Branch?

CAS Main?

Change COR by FAC?

Computer Telephony Adjunct Links?
Cvg Of Calls Redirected Off-net?
DCS (Basic)?

DCS Call Coverage?

DCS with Rerouting?

Digital Loss Plan Modification?
DS1 MSP?

3 of 11

MKKNKKKB D BKRK

LS

DS1 Echo Cancellation? y

5.2. Note procr IP Address for Avaya Aura® Application Enablement

Services Connectivity

Display the procr IP address by using the command display node-names ip and note the IP

address for the procr and AES (aes70vmpg).

display node-names ip Page 1 of 2
IP NODE NAMES

Name IP Address
SM100 10.10.40.12
aes70vmpg 10.10.40.16
default 0.0.0.0
PGDECT 10.10.40.50
procr 10.10.40.13
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5.3. Configure Transport Link for Avaya Aura® Application
Enablement Services Connectivity

To administer the transport link to AES use the change ip-services command. On Page 1 add an

entry with the following values:

Service Type: Should be set to AESVCS.

Enabled: Settoy.

Local Node: Set to the node name assigned for the procr in Section 5.2

Local Port: Retain the default value of 8765.

change ip-services Page 1 of 3

IP SERVICES

Service Enabled Local Local Remote Remote
Type Node Port Node Port
AESVCS y procr 8765

Go to Page 3 of the ip-services form and enter the following values:
e AE Services Server: Name obtained from the AES server, in this case aes70vmpg.
e Password: Enter a password to be administered on the AES server.
e Enabled: Settoy.

Note: The password entered for Password field must match the password on the AES server in
Section 6.2. The AE Services Server should match the administered name for the AES server;
this is created as part of the AES installation, and can be obtained from the AES server by typing
uname —n at the Linux command prompt.

change ip-services Page 3 of 3
AE Services Administration

Server ID AE Services Password Enabled Status
Server
ig aes70vmpg B Y y in use

23
32

5.4. Configure CTI Link for TSAPI Service

Add a CTI link using the add cti-link n command. Enter an available extension number in the
Extension field. Enter ADJ-IP in the Type field, and a descriptive name in the Name field.
Default values may be used in the remaining fields.

add cti-link 1 Page 1 of 3
CTI LINK
CTI Link: 1
Extension: 7777
Type: ADJ-IP
COR: 1
Name: aes70vmpg
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5.5. Configure Communication Manager for Service Observation

Type display cor x, where x is the COR number in the screen above, to check the existing Class
of Restriction. Ensure that Can be Service Observed is set to y, if not type change cor x to
make a change to the Class or Restriction. This value needs to be enabled in order for Service
Observe to work for call recording.

display cor 1 Page 1 of 23
CLASS OF RESTRICTION
COR Number: 1

COR Description:

FRL: O APLT? y
Can Be Service Observed? y Calling Party Restriction: all-toll
Can Be A Service Observer? y Called Party Restriction: none
Time of Day Chart: 1 Forced Entry of Account Codes? n
Priority Queuing? n Direct Agent Calling? y
Restriction Override: all Facility Access Trunk Test? n
Restricted Call List? n Can Change Coverage? n
Unrestricted Call List: 1
Access to MCT? y Fully Restricted Service?
Group II Category For MFC: 7 Hear VDN of Origin Annc.?
Send ANI for MFE? n Add/Remove Agent Skills?

n

n

n

MF ANI Prefix: Automatic Charge Display? n

Hear System Music on Hold? vy PASTE (Display PBX Data on Phone)? n
Can Be Picked Up By Directed Call Pickup? y

Can Use Directed Call Pickup? y

Group Controlled Restriction: i

nactive

Type change system-parameters features, on Page 11 ensure that Allow Two Observes in
Same Call issettoy.

change system-parameters features 11 of 19
FEATURE-RELATED SYSTEM PARAMETERS
CALL CENTER SYSTEM PARAMETERS

EAS

Page

Expert Agent Selection (EAS)
Minimum Agent-LoginID Password Length:
Direct Agent Announcement Extension:
Message Waiting Lamp Indicates Status For:

VECTORING

Converse First Data Delay:
Converse Signaling Tone (msec):
Prompting Timeout (secs):
Interflow-gpos EWT Threshold:
Reverse Star/Pound Digit For Collect Step?
Available Agent Adjustments for BSR?
BSR Tie Strategy:
Store VDN Name in Station's Local Call Log?

SERVICE OBSERVING
Service Observing: Warning Tone?
Service Observing/SSC Allowed with Exclusion?
Allow Two Observers in Same Call?

Enabled? y

Delay:
station

0 Second Data Delay: 2
100 Pause (msec): 70
10

2

n

n

lst-found

n

vy or Conference Tone? n

=)

y
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Type change feature-access-codes to access the feature codes on Communication Manager.
Scroll to Page 5 in order to view or change the SERVICE OBSERVING access codes. Note the
Service Observing Listen Only Access Code is #43; this will be required in Section 7.1 during
the setup of SpeechLog Voice Recorder.

change feature-access-codes Page 5 of 10
FEATURE ACCESS CODE (FAC)
Call Center Features
AGENT WORK MODES
After Call Work Access Code: #36
Assist Access Code:
Auto-In Access Code: #38
Aux Work Access Code: #39
Login Access Code: #40
Logout Access Code: #41
Manual-in Access Code: #42
SERVICE OBSERVING
Service Observing Listen Only Access Code: #43
Service Observing Listen/Talk Access Code: #44
Service Observing No Talk Access Code:
Service Observing Next Call Listen Only Access Code:
Service Observing by Location Listen Only Access Code:
Service Observing by Location Listen/Talk Access Code:

AACC CONFERENCE MODES

Restrict First Consult Activation: Deactivation:
Restrict Second Consult Activation: Deactivation:
PG; Reviewed: Solution & Interoperability Test Lab Application Notes 9 of 60
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5.6. Configure H323 Stations for Service Observation

All endpoints that are to be monitored by SpeechLog Voice Recorder will need to have IP
Softphone set to y. IP Softphone must be enabled in order for DMCC Service Observe to work.
Type change station x where X is the extension number of the station to be monitored, also note
this extension number for configuration required in Section 7.2. Note the Security Code and
ensure that IP SoftPhone is set to y. Also ensure that the correct Class of Restriction (COR) is
set to that configured in Section 5.5.

change station x Page 1 of 5
STATION

Extension: 7000 Lock Messages? n BCC: O

Type: 9608 Security Code: * TN: 1

Port: S00000 Coverage Path 1: 1 COR: 1

Name: Ext7000 Coverage Path 2: COS: 1

Hunt-to Station: Tests? y

STATION OPTIONS
Time of Day Lock Table:

Loss Group: 19 Personalized Ringing Pattern: 1
Message Lamp Ext: 7000
Speakerphone: 2-way Mute Button Enabled? y
Display Language: english Button Modules: 0
Survivable GK Node Name:
Survivable COR: internal Media Complex Ext:
Survivable Trunk Dest? y IP SoftPhone? y

IP Video Softphone? n
Short/Prefixed Registration Allowed: yes

Customizable Labels? y
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5.7. Configure SIP Stations for Service Observation

The configuration of SIP phones on Communication Manager must be carried out from System
Manager. Access the System Manager using a Web Browser by entering http://<FQDN
>/SMGR, where <FQDN?> is the fully qualified domain name of System Manager or http://<IP
Address >/SMGR. Log in using appropriate credentials.
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From the home page click on User Management highlighted below.
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Click on Manager Users in the left window. Select the station to be edited and click on Edit.

Home | User Management ¥

A I T— | Home / Users [ User Management / Manage Users
—
Manage Users Search -

Public Contacts >

Shared
User Management
Addresses
System
Presence ACLs
Users

Communication

Profile

| (@] view| I Editl | @MNew| |3Duplicate| |(@Delete| |More Actions = |

Password Policy 15 Items .:: Show Allﬂ
O |Last Name |FTr5i Name |Di5|:la',|I MName |Lngin MName SIP Handle
I IZ 7100 SIPExt I?lUG, SIPExt 7100@devconnect. local 7100
0 7101 SIPExt 7101, SIPExt 7101@devconnact.local 7101
[0 7zo0 Ascom i62 7200, Ascom 62 7200@devconnact. local 7200
[0 7zo1 Ascom 62 7201, Ascom i62 7201@devconnect. local 7201
[0 7zoz2 Ascom 62 7202, Ascom i62 7202@devconnect. local 7202
[0 7zo3 Ascom 62 7203, Ascom i62 7203 @devconnact. local 7203

Click on the Communication Profile tab. Ensure that the Communication Profile Password is
known and if not click on edit to change it.

[ [ -
R e Gl
7

User Profile Edit: 7100@devconnact local

Communication Profile «
Ecrtvinicamon Pralic Passmive  sevseecissiaaneians ™
)M pdCora | Q) Cancal
-M—.
Seet e
* Name: Pramary
Defaut 2
ey | Al .
J Naw
7 Tyom Mardte v
Sciedt <
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From the same page scroll down to CM Endpoint Profile and enter a suitable Extension
number and select the correct Template then click on Endpoint Editor to make further

changes.

i CM Endpoint Profile =

* System |[cm70vm

* Profile Type

UUse Existing Endpoints
* Extension

Template

Set Type

Security Code

Port

Woice Mail Mumber

Preferred Handle
Calculate Route Pattern
Sip Trunk

Enhanced Callr-Info display for 1-line phones

m70vmpg B
Endpoint [+]
O
S5415IFCC DEFAULT CM 7 0 ﬂ
96415IPCC
Q.500003
(None) | |
O
dar

Delete Endpoint on Unassign of Endpoint from User or on /]

Delete User

Cvernde Endpoint Name and Localized Name

Allow H.323 and SIP Endpoint Dual Registration

i

PG; Reviewed:
SPOC 1/20/2016

Solution & Interoperability Test Lab Application Notes
©2016 Avaya Inc. All Rights Reserved.

13 of 60
SpeechLogAACC64




In the General Options tab ensure that Type of 3PCC Enabled is set to Avaya as is shown
below. Also that Class of Restriction is set to that configured in Section 5.5.

Edit Endpoint

cn70vmpg

SANSICE_DEFAUT_Cv 7 0l

—

* [Class of Restrictian {COR) il |

*  Emergency Location Ext 7100

Y Temant Number 1

Y SIP Trunk
Coversge Path 1

Site Dwta (5)

Q aar

Lock Message

Multibyte Language N2 G atve

Reguwed

Extension

Set Type S541519CC

Securty Code

Enbancod Call Foed (5! Subton Ausignmmmnt (1) Profils Settags 1)
Y Class Of Service (COS) 1
*  Message Lamp Ext. 7100
| Type of 39CC Enabied e
Coverage Path 2
Localized Display Name 7100, 51

nymem v ]

Enable Reachabnity for Station Domasn
Control

Eed =]

[Sesn 22 Templens]

Group Memtberdap (V)

Click on the Feature Options tab and ensure that IP Softphone is ticked as shown. Click on
Done, at the bottom of the screen, once this is set.

R

Active Station Ringing g ~]
MWI Served User Type yoedunz V)
:-rﬂm-oa(”l-Smd(almg here 15]

IP Phone Group ID

Remaote Soft Phone Emergency
Cally

LWC Recaption

AUDIX Name

Short /Prefixed Hogistration
Allowed

a-oh-iock l]

we ¥

et v

Voice Madl Number

Features
— Always Use

1 IP Audio Hasrpinning

= Bridged Cail Alerting

- Bridged fdle Une Preference

Coverage Message Retrieval

- Data Restriction

Survivable Trunk Dest

- Bridoed Appesrance Origination Restriction

2 Restrict Last Appearance

Abbruwiatand Call Ouafing (4

Eshamcad Coll Foed (5] Butlion Assignoment 18)  Profile Setlings (7] Group Masmbarship (V)
Auto Arswer sene v ]
Coverage After Forwarding —3 |
Display Language e (V]
Hunt to Station
Loss Growp 19
Survivable COR e L
Time of Day Lock Table wne[¥]
Music Source

-~ 1dle Appearance Preference

2 | WC Activation

J CDR Privacy

¥ pirect IP-1P Audio Coanections
I H.320 Conversion

“11p video Solphone

E Per Button Ring Control

“Required

Lacw
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Click on Commit once this is done to save the changes.

Muma [ demre | ee Mavgrer | Mesmms v s °

User Profile Edit: 7100@deyconnect. local E

Marre

Selest | s

5.8. Configure Virtual Stations for Service Observe

Add virtual stations to allow SpeechLog Voice Recorder to record calls using Service Observe.
Type add station x where x is the extension number of the station to be configured, also note
this extension number for configuration required in Section 7.1. Note the Security Code and
ensure that IP SoftPhone is set to y. Note also the COR for the stations, this will be set to that
configured in Section 5.5.

add station 58900 Page 1 of 6
STATION

Extension: 58900 Lock Messages? n BCC: O

Type: 4624 Security Code: * TN: 1

Port: S00026 Coverage Path 1: COR: 1

Name: Recorderl Coverage Path 2: Cos: 1

Hunt-to Station: Tests? y

STATION OPTIONS
Time of Day Lock Table:

Loss Group: 19 Personalized Ringing Pattern: 1
Message Lamp Ext: 58900
Speakerphone: 2-way Mute Button Enabled? y

Display Language: english
Survivable GK Node Name:
Survivable COR: internal Media Complex Ext:
Survivable Trunk Dest? y IP SoftPhone? y

IP Video Softphone? n
Short/Prefixed Registration Allowed: default
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6. Configure Avaya Aura® Application Enablement Services

This section provides the procedures for configuring Application Enablement Services. The
procedures fall into the following areas:
e Verify Licensing
e Create Switch Connection
Administer TSAPI link
Identify Tlinks
Enable TSAPI Ports
Create CTI User
Associate Devices with CTI User

6.1. Verify Licensing

To access the AES Management Console, enter https://<ip-addr> as the URL in an Internet
browser, where <ip-addr> is the IP address of AES. At the login screen displayed, log in with the
appropriate credentials and then select the Login button.

-
o —: e dnnd el T L NPT T U e————,
Fle F02 Yiew Favootes Took  Help
o A\ AMCCER D ) umgTivmpy A\ ASCCEA AME B) AACA A AESEdvmps 137 Aveye-Somsl 96D Library 8] SMORSIVADG
AVAyA Application Enablement Services
Management Concola

Flewr logie berv
Unermame o
Passsard [eese

ot | meset

»
o
"
&
i
L]
[ 3
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The Application Enablement Services Management Console appears displaying the Welcome to
OAM screen (not shown). Select AE Services and verify that the TSAPI Service is licensed by
ensuring that TSAPI Service is in the list of Services and that the License Mode is showing
NORMAL MODE. If not, contact an Avaya support representative to acquire the proper license
for your solution.

AVAyA Application Enablement Services

Management Consale

AE Services

JUSORTANT) AL Servom Tt B feitarted o admenattaten thanges 13 Ady take sfact,
Crarges to the Tecarty Detabase 35 50t rageds & retart

Tax rayer ln - | Suew - l"‘—: WA
o0 . Torvirm o Toia | WA

orFLNE Wnrag nA

L, e 3 WORMAL MTE Wa

CNLME e s NORMAL MOOE

oy P WA
vt Cordrprmd Juia [nia - WA

6.2. Create Switch Connection

From the AES Management Console navigate to Communication Manager Interface >
Switch Connections to set up a switch connection. Enter a name for the Switch Connection to
be added and click the Add Connection button.

AVAyA Application Enablement Services

Managuinent Convole

Comumunication Manasges Latwrtace | Soits h Camsnclions

[ 322 Comuction | Eamesicoan 3 || 3= 4323 Gumebeaser || Osiete Carcacmen || Surusbity merarcyy |
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In the resulting screen enter the Switch Password. The Switch Password must be the same as
that entered into Communication Manager AE Services Administration screen via the change ip-
services command described in Section 5.3. Default values may be accepted for the remaining
fields. Click Apply to save changes.

AVAyA Application Enablement Services

Management Console

Communication Manager Interface | Switch Connections

» AE Services

~ Communication Manager Connection Details - cm70vimpg
Interface
Switch Connections Switch Password |"-""""u. |
Dial Plan Confirm Switch Password |------------.. 7|
High Availability Msg Period [20 | Minutes (1 - 72)
Licensing Pravide AE Services certificate to switch []
ol Securs H322 Connection [l
[ ———— Processor Ethernet kA
Security

Status
User Management

Utilities

Help

From the Switch Connections screen, select the radio button for the recently added switch
connection and select the Edit PE/CLAN IPs button (not shown, see screen at the bottom of the
previous page). In the resulting screen, enter the IP address of the procr as shown in Section 5.2
that will be used for the AES connection and select the Add/Edit Name or IP button.

AVAYA Application Enablement Services

Management Console

Commmanic atinn Manages Interface | Switch Connm s

+ AE Services
S Com:mnnahon Manager Edit Processor Ethemet 1P - cnT0vinpg
Interfocn
Swnihs b Cunmections L:C 10.40.13
tiagh Avarlahaity [:c.:c,to,z:
[LBask |
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6.3. Administer TSAPI link

From the Application Enablement Services Management Console, select AE Services - TSAPI
- TSAPI Links. Select Add Link button as shown in the screen below.

AVAYA Application Enablement Services
Management Console
CVLAN TSAPI Links
oL ) e g e ey
bMLC | Edit Link | | Delata Link |
SMS
TsaAr
| * TSAPI Links |

= TSAPI Properties
WS

Interface

On the Add TSAPI Links screen (or the Edit TSAPI Links screen to edit a previously
configured TSAPI Link as shown below), enter the following values:
e Link: Use the drop-down list to select an unused link number.
e Switch Connection: Choose the switch connection cm70vmpg, which has already been
configured in Section 6.2, from the drop-down list.
e Switch CTI Link Number: Corresponding CTI link number configured in Section 5.4
which is 1.
e ASAI Link Version: This can be left at the default value of 5.
e Security: This can be left at the default value of both.

Once completed, select Apply Changes.

AVAyA Application Enablement Services

Management Console

AE Services | TSAPI | TSAPI Links

CVLAN Edit TSAPI Links

DLG Link 1

DMCC Switch Connection

SMS Switch CTI Link Numher

TSAPI ASAT Link Version

= TSAPI Links Security

= TSAPI Properties I Apply Changes || Cancel Changes || Advanced Settings

TWS
Communication Manager

' Interface
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Another screen appears for confirmation of the changes made. Choose Apply.

AVAYA Application Enablement Services

Management Console

AE Services | TSAPIL | TSAPI Links

CVLAN Apply Changes to Link

DLG ‘Warning! Are you sure you wank to apply the changes?
These changes can only take effect when the TSAPI server restarts.

DMCC
L+ Please use the Maintenance -> Service Controller page to restart the TSAPI server.

SMS

TSAPI

= TSAPI Links
= TSAPI Properties
TWS

Communication Manager
Interface

4

When the TSAPI Link is completed, it should resemble the screen below.

AVAyA Application Enablement Services
Managament Coasole
AL Services | TRAPT | TSAPT Linvk»
CVLAN TSAM Links

* THAS] Lizks
= TZAP] Progertes

™ws
, Commamication Manager
Interfucn

High Aundabiiity
 LiEmeng
¢ Maintenanis
o MTwarking

» Becimay

.+ Statum

- User Manasgessernt
o WMilities

» Help
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The TSAPI Service must be restarted to effect the changes made in this section. From the
Management Console menu, navigate to Maintenance - Service Controller. On the Service
Controller screen, tick the TSAPI Service and select Restart Service.

AVAYA Application Enablement Services

Management Console

Maintenance | Service Controller

» AE Services

b Communication Manager Service Controller
Interface
High Availability | Service ____[Controller Status
. Runni
} Licensing [ asa1 Link Manager unning
. [] pmce service Running
~ Maintenance
. O cviLan service Running
Date Time/NTP Server )
[ bLG servics Running

Security Database ,
D Transport Layer Service Running

I Service Controller I TSAPI Sarvice Running

Server Data

For status on actusl services, please use Status and Control
Networking

Security | Start I Stop I Restart Service I Restart AE Server Restart Linux Restart Web Server

Status
User Management

Utilities

Help
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6.4. Identify Tlinks
Navigate to Security - Security Database - Tlinks. Verify the value of the Tlink Name.
This will be needed to configure SpeechLog Voice Recorder in Section 7.1.

AVAyA Application Enablement Services
Management Console

¢ AE Services
Communication Manager Tlinks
Interface
High Availability Tlink Nama
I ':é:' AVAYAZCMTOVMPGECSTASAESTOVMPG I

} Licemsing

= na {-} # = -
» Maintenance 4 BNAYAZCMTOVMPGECETA-S2AEETOVMPG
. Delete Tlink
} Networking Slete Tn

* Security

Account Management
Audit

Certificate Management
Enterprise Directory
Host AA

PAM

Security Database

= Control
@ CTI Users
= Devices
« Device Groups
| s Tlinks |
= Tlink Groups
Worktops
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6.5. Enable TSAPI Ports

To ensure that TSAPI ports are enabled, navigate to Networking - Ports. Ensure that the
TSAPI ports are set to Enabled as shown below. Ensure that the DMCC Server Ports are also
Enabled and take note of the Unencrypted Port 4721 which will be used later in Section 7.1.

AVAVA Application Enablement Services
Management Console
Metworking | Ports
} AE Services
» Communication Manager Ports
Interface
High Awvailability CWLAN Ports Enabled Disabled
} Licensing Unencrypted TCP Port 9999 ® O
» Maintenance Encrypted TCP Port 5338 | ® O
~ Metworking
- DLG Paort TCP Part 5678
AE Service IP (Local IF)
Network Configure TSAPI Ports Enabled Disabled
I Ports | TSAPT Service Port 450 ® O
TCP Settings Local TLINK Ports
- TCF Part Min 1024
+ Security TCP Part Max 1038
} Status Unencrypted TLINK Ports
T —— TCP Port Min [1050 |
— TCP Port Max [1085 |
» Utilities
Encrypted TLINK Ports
buticin TCP Port Min [1088 |
TCP Part Max [1081 |
DMCC Server Ports Enabled Disabled
Unencrypted Port [4721 | ® O
Encrypted Dort [4722 | ® O
TR/87 Part [4722 | @ O
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6.6. Create CTI User

A User ID and password needs to be configured for SpeechLog Voice Recorder to communicate
with the Application Enablement Services server. Navigate to the User Management - User
Admin screen then choose the Add User option.

AVAyA Application Enablement Services

Management Console

User Management | User Admin

¢ AE Services

b Communication Manager User Admin
Interface
High Availability User Admin provides you with the fellowing options for managing AE Services users:
» Licensing dd User
} Maintenance Clhange User Password
List All Users

Maodify Default User
Search Users

b Networking

b Security
} Status

¥ User Management
Service Admin
User Admin
Add User |
Change User Password
List All Users

Modify Default Users
= Search Users

p Utilities
» Help
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In the Add User screen shown below, enter the following values:
e User Id - This will be used by the SpeechLog Voice Recorder setup in Section 7.1.

e Common Name and Surname - Descriptive names need to be entered.

e User Password and Confirm Password - This will be used with the SpeechLog Voice

Recorder setup in Section 7.1.
e CT User - Select Yes from the drop-down menu.

AVAYA

Application Enablement Services

Management Console

User Management | User Admin | Add User

} AE Services
Communication Manager Add User
Interface
High Availability Figlds marked with * can not be empty.
* User 1 E
} Licensing .
* Commen Name
} Maintenance -
» Networking Vs [seeeenees ]
pafeaaty “ Confrmpessverd [semmseees |
) Status S
~ User Management Avaya Rols [None v

Service Admin

Business Catagory

User Admin Car License
I = Add User I CM Home
= Change User Password =5 Home
= List All Users T User Yes ¥
= Modify Default Users

Department Number
= Search Users

) Utilities
» Help

Display Nams
Employas Number

Employas Type

gl

Scroll down and click on Apply Changes.

e

) Utilities
» Help Employes Type
Enterprizse Handle

Given Name

Home Phane

Initials
Labaled URI
Mail

MM Home
Mobile

Organization

L 1

P —

L 1
L 1
L 1
L 1
L 1
L 1

Faer I
Prefarred Language |English
S

I Apply Changes I Cancel Changas |

Room Number
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6.7. Associate Devices with CTI User

Navigate to Security - Security Database - CTI Users - List All Users and click on Edit

Users.

AVAYA Application Enablement Services

Management Console Mohven Ofor Ty IRTLIAL A2l

Socurfty | Security Dwisbese | CTT Ssars | List AN Users

+ AL Services
, Cumnmmscatom Pansger
intertmn
ks Availobitty [ Wackicg Namu Do 10
- —_—
Jebae jucwe wone
|
R, E..mt woue

Lcooort Managemact
it

Cantcate Maragomen
Ererpoise Divectony
Most AA

e

Cmcanity Datadacs

Control

In the main window ensure that Unrestricted Access is ticked. Once this is done click on Apply

Changes.

VAyA Application Enablement Services

Management Console

Security | Security Database | CTI Users | List All Users

¢ AE Services

» Communication Manager Edit CTI User
Interface
High Availability User Profile: User ID Globitel
_ _ Common Name Globitel
baliconsing Worktop Name NOME v
AT I Unrestrictad Access =i I
} Networking
- Security Call and Device Control: Call Origination/Termination and Device Status None
Account Management
- Call and Device Monitoring: Device Monitaring MNone
fuadli Calls On A Device Monitoring None
Certificate Management call Menitoring
Enterprise Directory
Host AA Routing Contralz Allowe Routing on Listed Devices None v
PAM I Apply Changes I| Cancel Changes
Security Database
= Control
g CTI Users
= Search Users
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7. Configure Avaya Aura® Contact Center

Web Services need to be running on the Contact Center server and this along with a CCT user is
what is required for SpeechLog Voice Recorder to connect to Contact Center in order to monitor
the agent’s calls. This user is created in CCT and the agents that are to be monitored are

associated with that new CCT user.

7.1. Verify Web Services are running on Avaya Aura® Contact Center
From the server open the CCT Console by navigating to Start - Programs - Avaya -

PG; Reviewed:
SPOC 1/20/2016

= Internet Explorer

1

Windows Updake

Accessories

Adrinistrative Tools

Avaya

Conkack Center

Cache

Common Ukilities

Communication Conkral Toolkit

T
£3. CCT Console

Ref Client
Database Utilities
License Manager

Manager Administration
Manager Server
Multimedia Server
Server Lkl

Maintenance

SAP Business Inteligence

Skartup

WMware

Back

Adminiskrakar

Documents

Computer

Metwork,

Control Panel

Devices and Printers

Administrative Tools

Help and Suppaort

Run...

4

Wrindows Securiky

I Search programs and files

2]

Log aoff bl

|f Totart ;EIJ%,I .Iz_]' .

—a
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Ensure that Enable CCT Web Services is ticked, if not tick this and close the window. Upon

closing the option to save this will be presented (not shown below).

= CCTAdmin - [Console Root',Communication Control ToolkitSeryer Configuration',CCT Web Services]

o Aol 2 Il

|| Consale Roak
= 88 Communication Contral Ta
&3 Bulk Provisioning Tools

= & server Configuration
@ Deployment Type

License Configural

il CC SErYViCEs

& Client &pplications

d |

I ¥ Enable CCT Web Services

— S04 Configuration
Host Mame:

JeACCE4SIPMPE
Parts:

ISDSD 3: - ISUBS

Session Timeout:

120 = [minutes]

™ Enable 5IP Call Recording

Call Recarding U zer Accaourt:

Browse Users. .

I I 1S Security

— TLS Encryption
— Step 1: Certificate Signing Bequest [C5R

Generate CSH... |

— Step 2 Import Trusted Certificate Autharit

CA Alias: I

|mpart Trusted Cf Certificate... |

— Step 2 Import C5H FResponze Certificate

|mpart Certificate, . |

Fezet TLS Enemption Configuratior

| Actions

CCT Web Services
Apply changes
Discard changes
Wigw
Mew Window from Here

E Help
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7.2. Create a CCT user
Open a browser session to the Contact Center server, enter the appropriate credentials and click
on Log In.

.A . - P~-c | A, Comtact Cantar - Maneger -
Fle Edr Vs Favoies  Took  Help
A ACHD & wnglivmpg A\ AACCEAANML &) AACA A AZSE3mpy &) Aveye Noked PEP Lisvary &) SMGREIVMPG

AVAYA Contact Center - Manager rot O e

¢ warsdhupvmpy

Camtart Cantwe -~ Samaper | ogn

Login

Once logged in select Configuration.
AVAYA Contact Center - Manager
| ibpae |
Launchpad

h:v Camtact Comtiin Manay senesti

D:_ Acce s and Parison Maragement 5 soem

h:' Baw Teme Bepetyg D::—" Inmrgeacy Help

0:- Mo acl Repwing U:‘ Ovttssand

U:' Call Secontag and Ousdy Moatiodng o"__j: Walemedin

(l:v Proagt Matoge i im

Open the CCT server from the left window as shown and click on Launch CCT Console from
the main window.

Configuration
Laun chpad Help
CCT Administration
CCT Administration URL http:/#AAC CE4 SIPwm pg:B081 Me bAdmin/
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Right click on Users in the left window and click on Add new User.

AVAYA

CCT Administration

¢ CCT Users
| View Details Login User Name FirstMame LastMame [ |
Addnei tser AACCE4SIPVMPGI2016  AMC Agent 2016 |
¥ Provders AACCEASIPYVMPGIO00 | AMC Agent 1000 N
AACCBASIPVMPGITON0  Agent 7000 O
AACCB4SIPVMPGITONT  Agent 700 O
AACCE4SIPVMPG\GIobitel Globitel  User O
AACCE4SIPVMPGITI00 7100 7100 O
AACCBASIPVMPGTIOT 7104 SIP7101Phone [
W s a v[mn
7 OCT Users found, displaying 7 CCT Users, Page 1/ 1
Delete
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Enter the following details under User Details:

e Login User Name

e First Name
e Last Name

Enter a suitable first name.
Enter a suitable last name.

This will be in the format Domain\Username.

Under Agent Assignments select the agents that are to be monitored. In the example below
agents 7000, 7001, 7100 and 7101 are all being monitored.

AVAyA CCT Administration
¢ Update CCT User
Users &) User Details
Workstations Login User Hame  AACCE4SIPVMPG) Gobie
¥ Groups
» Providers First Name Glabitel
Last Name User
0 Address Assignments
0 Terminal Assignments.
0 Terminal Group Assignments
0 Address Group Assignments
0 Agent Assignments
Agents available Agents mapped
D Agents D Agents
O 2018 O 7000
O 1000 0 O 7001
© O 7100
O 7101
W o#H 4 B H H # 4 r» N
2 Agents found. Page 11 4 Agents found. Page 1/ 1
Save
£
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8. Configure Globitel SpeechLog Voice Recorder

The installation of Globitel SpeechLog Voice Recorder is usually carried out by an engineer
from Globitel and is outside the scope of these Application Notes. For information on the
installation of SpeechLog Voice Recorder contact Globitel as per the information provided in
Section 2.3.

The following sections outline the process involved in connecting SpeechLog Voice Recorder to
the Avaya solution. All configuration of SpeechLog Voice Recorder for a connection with the
AES is performed using Configuration Manager located on the SpeechLog Voice Recorder
server. From the SpeechLog Voice Recorder server open Configuration Manager, this will bring
up a log in window, enter the appropriate credentials and click on OK.

&, Query for Password

Uzer Mame: |a|:|mir‘|

2] Pazzword: |““’1
Configurat...
Manager

k. Cancel | Optiong >

Bm Windows Server 2012R2
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8.1. Configure connection to Avaya Aura® Application Enablement
Services and Avaya Aura® Contact Center
Click on the General tab, the VVolP Settings should be set as follows:

e VoIP Signaling Type Set to Avaya CCT.
e Local Management IP Set to the IP address of the SpeechLog Voice Recorder
server.

The other settings can be left as default.

B Speechlog Configuration Manager -
Ports  Tools Help

General r |ntegrations T Codes DetectiunTHecurding Elptiu:unT Anaya AES T Anapa CCT T CSTA
System Settings

Storage Path |E:'xF'rcugram Filez [=2E]\G lobitel\Callz we | Minimum Call Duration [Sec] |1

Recarding Format |GSM j t aximum Call Duration [Min] |50
v Apply Minimurn Duration Constraint for Qutgoing Call: Only, [ Encrypt Audio Files
Analog Settings
Board Mode b aximum Silence [Sec) i
f* Syrwfay © TOD " Pika
Speech Threshald [dBm] -40
Digital Settings
Board Mode PB &udio Format alaw -

f« Sprwiay O TOD

CTBuz Type H100

E1 Settings

Board Mode

& Syiway ( TOD  ( Fika Stenderd Type:  [I5DN =]
YolP Signaling Type |,.-;-.'\,-a_.r.a CCT ﬂ YolP Recording Tepe | Eutenzion
Silence Suppression |Dn j Licenze Type MAC Address -
Local kanagment |P |-I 0.10.4058 RTF Match Mode IP Address -
Enable RTF Active Mode v
LAN Adapters | “Device\MPF_{C27CEF45-6244-4FC3-964F-BEE 144478145}

Save Exit
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Click on the Avaya AES tab and Add a new AES Interface.

Ports Tools Help

General T |ntegrations TEDdES DetectinnTFleu:nrding Dptiu:url Avaya AES ] Awaya CCT T C5TA

—AES Interface
| AESlpinterface |AESPort | ApplicationM ame [ Usertame | UserPazsward =

KA b

Add Update Delete

—LCM Interface
| SwitchMame | SwitchlF | SOCode

Add Update | Delete

—TSAPIl Servers Settings
Primary TSAP! Server Settings:

Server Mame : |

Login ID : I
Paszword : I

Secondary TSAPI Server Settings:

Server Mame : |

Login ID : I
Paszword : I
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Enter the AES IP address for the AES IP Interface and the AES Port which should be the
DMCC unsecured port number as shown in Section 6.5. The User Name and User Password is
that which was configured in Section 6.6. The Application Name is the Tlink also secured from
Section 6.4. The Protocol Version should be set to 4.2 and the tick boxes shown below should

be ticked. Click on OK to continue.

) Speechlog Configuration Manager 25
Ports Tools Help
General T | nteqrations T Codez DetectiunT R ecordirig Elntiu:unT Avaypa AES T Avaya CCT T CSTA
AES Entry

Frimary 4ES Interface e UserPassword P

AES P Interface |h 0104015

AES Part |4?21

User Mame | Globited v

Uzer Passwaord |.i".\-'a_l,la1 %

Secondary AES Interface [Optional)

AES P Interface | :‘

AES Port |1235

ser Mame 2 |

ser Password 2 |

Application Hame | A HCM IV MPGHCS TARAE S

Protocal Yersion |4_2 ﬂ

[ Iz Secure

[v |z Start Auto Keep Alive

[v |z Allow Certificate Hoztname Mismatch

ok Cancel |
Paszword - W
Save Exit
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A new Communication Manager interface also needs to be added. Click on Add under the CM

Interface section.

&

Ports Tools Help

Speechlog Configuration Manager -

General T |nteqrations TEDEIES DetectiDnTHemrding Dptiu:urr Avapa AES r Anaya CCT T CSTA
AES Interface
AES|plnterface AESPort | Applicationt ame | zer ame | zerPazsword F
p (10104016 4721 AWAYAHCKMFIVMPG R Globitel Awapal23t 4,
| 4] | »
Aeld | Delete
CM Interface
| SwitchM ame | SwitchiP | S0Code
Add Update | Delete
TSAPI Servers Settings
Primary TSAPI Server Settings:
Server Name : |
Login D
Pazzword
Secondary TSAPI Server Settings:
Server Hame : |
Login (D
Pazsword
Save Exit
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Enter the name of the Communication Manager for Switch Name and the IP Address of the

Communication Manager server for Switch IP. The SO Code is the Service Observe feature
access code that was configured in Section 5.5. Click on OK to continue.

&

Ports Tools Help

Speechlog Configuration Manager

[=]

General T |ntegrations T Codes DetectiDnTHecDrding I:Iptiu:unT Avapa AES T Ayaya CCT T C5TA
AES Interface
AESlplnterface AESPort | Applicationt ame I zerh ame I zerPassword Pr
p (10104016 471 A AHCMTOVIPG RO Globitel Avapal 23t 4,
|« | »
Add | Ipdate | Delete |
B CM Entry -l x]
Switch Mame |hm?ﬂvmpg
Switch IP [10.10.40.13
S0 Code |1¢43
] Cancel
Pazsword
Secondary TSAPI Server Settings:
Server Mame :
Login 1D
Pazzword
Save Exit
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The TSAPI Servers Settings must now be completed, enter the Tlink information obtained from
Section 6.4 as the Server Name, the Login ID and Password are that of the AES user created in
Section 6.6. Click on Save to save all the information just entered in this section.

A Speechlog Configuration Manager -
Ports Tools Help
General T Integrationz T Codes DetectiDnTHemrding Dptiu:un] Avaya AES W Avaya CCT T C5TA
AES Interface
AES|plnterface AESPort | Applicationt ame I zert arme I gerPassword P
p (10104015 4721 AWAYARCKM TIVMPG R Glabitel 4
|« | »
Add | lpdate Delete
CH Interface
Switch ame SwitchlP S0Code
p |cmi0vmpa 10104013 #43
Add Delete
TSAPI Servers Settings
Primary TSAP Server Settings:
Server Mame |¢’-‘-.‘»-’.-’-‘-.Y.-’-‘-.1¢EM?WMF'G#EST.ﬁ.ﬂ.ﬁ.ES?WMF‘G
Login 1D Globitel
Pazzword fvayal 233
Secaondary TSAPI Server Settings:
Server Mame : |
Login 1D
Pazsword
Save Exit
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Click on the Avaya CCT tab. Enter the following credentials:

Enter the IP Address of the Avaya Contact Center Server
which is hosting the CCT module.

Click on Save to continue.

CCT Server IP

CCT Server Port
Username
Password
Domain

This is hardcoded as 29373.

This is the username of the CCT user created in Section 7.0.
This is the password for the user above.

This is the domain to which the Contact Center belongs to
or the name of the Contact Center server if no domain is

being used.

A Speechlog Configuration Manager -
Ports Tools Help
General T Integrations T Codes DetectiDnTHecurding Dptiu:unT Avapa AES Avaya CCT CSThA
CCT Server Settings
CCT Server [P ||-| 0.10.40.55
CCT Server Port |253?3
CLCT Alternate Server |
CCT Geographic Server : |
CCT User
Izemame |I3||:|I:|itel
Pazzwaord | xxxxxxxxx
Damain |aaccE4S|F‘vmpg
Save Exit
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8.2. Configure Extensions to be recorded
From the top left of the page click on Ports - Extension Ports.

A Speechlog Configuration Manager -
Tools  Help
5 Codes DetectiDnT Recording Elptiu:unT Avapa AES T Awapa CCT T CS5TA
Virtual Ports
Storage Path |E:'xF'rcugram Files [=2E6])\GlobiteMCallz we | Minimum Call Duration (Sec] |1
Fecording Format |GSM ﬂ b aximum Call Duration [Min] |60
[v Apply Minimum Duration Constraint for Qutgoing Calls Only. [ Enciypt Audio Files
Analog Settings
Board Mode b arirurm Silence [Sec] ]
o Surway © TOD " Pika
Speech Threshold [dBm) -40
Digital Settings
Board Mode PE Audio Forrnat Im
¥ i
S Top CTBusz Type H100
E1 Settings
Board Mode
& Spriway  TOD O Pika Standard Type:  [ISDN =]
VolP Settings
WolP Signaling Type |'ﬁlva_|r|a CCT j YalP Recording Tepe | Eutension
Silence Supprezzion |Eln j Licenze Type MAC Address -
Local Managment |P |1 0.10.40.52 RTF MatchMode 1P sddess  ~
Enable RTF Active Mode o
LAN Adapters | WDevicetMPF_{C27CaF45-5244-4FC3-964F 5B 61444751 45}
Save Exit
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The example below shows the addition of one extension but note that a number of extensions
would usually be added together. The Ports window is opened, click on Add at the bottom left
of this window, this will bring up the Add Ports window as shown where the Number of ports
to be added window is filled in. The Ports Type should be VOIP and the Port Connection is
Extension. The Sub Port Type can be left as Default and the Enabled box should be ticked.
For compliance testing the Recording Option was set to Record All Call. Click on OK to add

this one port.

&

Ports Tools Help

Speechlog Configuration Manager

[ x|

General T |ntegrations TEu:u:Ies DetectiunTHecmdingDptiu:unT Avaya AES T Awapa CCT T C5Ta

System Settings

a1 | | =, — Lnnaa u e  ——
B Ports =
Delete Current Fow @ Add Ports -
1N|:u. | F'?DDrtDIDD | Pg Mumber of ports |17 | F'Drtg'ass | Part |
2 7010 1]
5 00 Partz Type WP - 0
4 70 ] 1]
5 7020 Part Connection " Trunk {* Eutension 1]
E 7021 1]
Sub Part Type Default -
[v Enabled
[ 0
[ Enable Digcard
[ Enable Acculial Integration
Concurrent Calls limit 1] (For VoIP Trunls)
Riecording Option | Record 41l Cal |
QK I Cancel |
4 >
Contral
Add Update | Delete | Tleag
Save Exit
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Highlight the new extension and click on Update.

Delete Current Bow |

M. | Part 1D | Part Type | Enal:uleu:ll Eonnectiunl Agent PC Mame |.i'-.|:||:|ress [IF'JM.-‘l'-.E]l wPart | Part F'assl Part |

1 Foaa YalF True n n
2 010 yalp True n n
3 7100 YalF True n n
4 7o Yalp True n n
] fo20 YalF True n n
3 021 Yalp True 0 0

L v e | | 0 | 0 | |

< m [ 7]

— Cantrol

Add Update Delete | Close |
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Enter the following information:

e PortlID

e Port Connection
e Recording Option
e Enabled Box

e AES Interface

e CM Interface

Click on OK to continue.

The extension number of the phoneset to be recorded.

Extension.
Record All Call.
Ticked.

The IP address of the AES, which is the AES Interface

configured in Section 5.2
The Communication Manager Interface that was
configured in Section 6.2

&

Port 7-VOIP

Part [0

[v Enabled

Ch Interface
AES Settings

Paort Mame

Agent PC Mame
Address (IP/MAL)

Part Connection

Fiecording Option

Concurrent Calls limit

SubPart Type

[ Enable AccuDial Integration
Syrway config file

BES Interface

Part Pazsward

Update Port

7050

|
|
|E:-:tensiu:un j

|Fiecord &1l Cal |

I} (For H323 Trunles)
Drefault -

[ Enable Dizcard

1]
[1010.40.16 |
|n:m?lilvmpg j
1]
Ii

] Cancel |
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With this new extension updated, click on Close to continue.

Delete Curent Row |

Ma. | Part D | Part Type | Enal:uledl Ennnectinnl Agent PC Hame |.-'-‘u:|dress [IF'.J'M.-'l'«E]l vPort | Part F'assl Port |

000 WaIP True n
010 YaIF True
100 YOIP True
Fom WOl True
020 YaIF True
Fined| YOI True
050 '0IF True

<

— Control

Add Delete |
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8.3. Configure Virtual Ports
From the top left of the window click on Ports - Virtual Ports.

&

Tools  Help

Extension Ports

Virtual Ports

Speechlog Configuration Manager

% Codes Deteu:tiu:unT Recording I:Iptic:nT Axapa AES T Avaya CCT T

CSTA

Storage Path |E:\F'ru:ugram Files [#26]\Globitel\Calls

Fecording Format

Analog Settings
Board Mode
o Spnwiay O TOD

Digital Settings
Board Mode

* Syriwday O TOD

E1 Settings
Board Mode

* Syriwday TOD

VolP Settings

WalP Signaling Type

Silence Suppression

Local Managment 1P

Enable RTP Active Mode
LAM Adapters

|G5M |

[v Apply Minimum Duration Congtraint for Dutgoing Calls Only.

™ Pika

i Pika
|ﬁ'-.va_l,la CCT ﬂ
|On =
|1n.1n.4n.53
v

wee | Minimurn Call Duration [Sec] 1

b asirnum Call Duration [Min] |60

[ Encrypt Audio Files

kM aximum Silence [Sec)

—

Speech Threshald [dBm]

PB* Audio Format alaw -
CTBuz Type H100

-40

Standard Type:

YolP Recording Type W

Licenze Tupe

MAC Addrezs +
IP Address -

RTP Match Mode

150N =]

| Device\MPF_{C27CEF45-5244-4FC3-964F-5BB 1444781 45}

Save Exit
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From the Virtual Ports window, click on Add (not shown). Enter the Number of VVPorts, in the
example below 6 virtual ports were added with a Default Password of 1234, this being the
password of the virtual stations created in Section 5.8. Click on Add VPorts.

5 Virtual Ports 23
— Add Virtual Ports -imE |
K
H
H
1 Mumber of YParts ]
H
5 Defualt P d
] efualt Faszwar 1734
Mark az Active [v
Add WPorts Cloze
Add Update ‘ Delete ‘ Claze
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Highlight the new port and click on Update, this opens the Update VVPort window where the
following needs to be configured.

VPort Number
VPort Password
VPort Name
AES Interface

CM Interface

Virtual extension number from Section 5.8.

The password of the virtual extension created in section 5.8.
Any Suitable name will do, it’s recommended to keep this
the same as the extension number for convenience.

The IP address of the AES, which is the AES Interface
configured in Section 5.2

The Communication Manager Interface that was configured
in Section 6.2

B Virtual Ports x
D | YPart Murmber | YPart Pagsword | YPart Name |
1 1 1234
b Update VPort -
Port 52300
WPart Murmber |Eggg|j
YPort Pazswaord |-| 274
WPart M ame |539E||j
AES Interface |1 0104016 j
CM Interface |cm?‘Dvmpg j
ok Cancel
Add lpdate Delete ‘ Cloze
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When all the virtual ports are configured click on Close to continue.

1] | WPort Mumber | WPort Pazsword | WPart M ame |
58900 58300 1234 58900
BRI BaA 1234 BRI
£2002 R2a02 1234 £2002
58903 58903 1234 58903
R3a04 RRAn4 1234 R3a04
R2005 R2905 1234 R2005
Add IJpdate Delete Cloze
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Click on Save at the bottom of the screen.

A Speechlog Configuration Manager ”
Ports Tools Help

General T Integrations TEDdES DetectinnTHecnrding Dptiu:unT Avapa AES T devapa CCT T CSTA
System Settings

Storage Path |E:HF'ru:ugram Files [#36]\Globitel\Call: we | Minimum Call Duration [Sec] 1
Recarding Format |GSM ﬂ M aximurn Call Duration [Min) |80

[v Apply Minimum Duration Congtraint for Jutgoing Callz Only. [ Encrypt Audio Files
Analog Settings

Board tMode b aximum Silence [Sec) g
o Symwlay O TOD " Pika
Speech Threshald [dBm] -40
Digital Settings

Board Mode PE= Audio Format alaw -
¥ i
Syriatay TOD CTBus Type H100

E1 Settings

Board Mode

& Syiwiap (70D Pka Standard Type:  [1SDN =]
VolP Settings
WalP Signaling Type |.-'1'-.\-'a_l,la CrT ﬂ YolP Recording Tpe | Ewtension
Silence Suppression |Eln ﬂ License Type MAD Addiess -
Local Managment [P |-I 0.10.40.58 RTF Match Mode IF Address -
Enable RTP Active Mode
LA Adapters | WDeviceMPF_{C27CRF45-5244-4F C3-964F-5EE 1444781 45)

| Save I Exit
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In order to complete the setup and place the recorder into service, the main recorder service

should be stopped and started. Note that this may already be in a stopped state, if so simply start
the service. If stopping and starting the service allow a minute between these actions in order to
allow all services to stop correctly before starting them back up again.

) Speechlog Configuration Manager -
Ports Help
G Bt e ool Becodiaotion]  AvapadES | AwayaCCT | CSTA
5 Speechlog Main Recorder » Start
Hardware i’ Stop ndinimumn Call Duration [Sec] |1

Recording Format

Analog Settings

G5M

=]

Iv Apply Minimum Duration Congtraint far Dutgaing Calls Only.

b awirnurn Call Duration [Min] |50

[ Encrypt Audio Files

Board Mode M animum Silence [Sec) ]
o Symwiay O TOD O Pika
Speech Threzhold [dBm| -0

Digital Settings

Board Mode PE Audio Format alaw -

0 i

sunvy @ UL CTBus Type H100

E1 Settings

Board Mode

& Syiway € TOD ~ Pika Standard Type: ||5DN J
VolP Settings
WaolP Signaling Tupe |a'1'wa_l,la CCT j WolP Recording Tupe | Eutersion
Silence Suppression |Dn j License Tupe MaC Address
Local Managment IP |-I 0.10.40.58 RTF Match Mode IF &ddress -
Enable RTP Active Mode e
LAN Adapters |"\DE\-‘iI:E"\NF'F_{E2?E5F45-52.-‘1'-.-'-‘-.-4F|:3-954F-5E!E'I44.*1'-.?81 45}

Save Exit

This concludes the setup of the SpeechLog Voice Recorder Server for a connection to CCT and
AES for DMCC Service Observe recording.

PG; Reviewed:
SPOC 1/20/2016

Solution & Interoperability Test Lab Application Notes

©2016 Avaya Inc. All Rights Reserved.

50 of 60

SpeechLogAACC64



9. Verification Steps

This section provides the steps that can be taken to verify correct configuration of Globitel’s
SpeechLog Voice Recorder and Avaya Aura® Application Enablement Services.

9.1. Verify Avaya Aura® Communication Manager CTI Service State

Before the connection between SpeechLog Voice Recorder and the AES is checked, the
connection between Communication Manager and AES can be checked to ensure it is
functioning correctly. Check the AESVCS link status by using the command status aesvcs cti-
link. Verify the Service State of the CTI link is established.

status aesvcs cti-link

AE SERVICES CTI LINK STATUS

CTI Version Mnt AE Services Service Msgs Msgs
Link Busy Server State Sent Rcvd
1 4 no aes70vmpg established 18 18

9.2. Verify TSAPI link on AES

On the AES Management Console verify the status of the TSAPI link by selecting Status >
Status and Control > TSAPI Service Summary to display the TSAPI Link Details screen.
Verify the status of the TSAPI link by checking that the Status is Talking and the State is
Online.

AVAYA Application Enablement Services

Managemen Console

Sty | ety avd Cnmirnl | TSAFT Service Summary

TSAPT Link Dstasls

e srary | 60 ¥ ety

Swech CTY Meae
Lok B0 s Semte
: Taksng Men v 22 3003938 2038 Qakne 17 l ] | s ]‘ e I! »n I

[8 ] + | emon

Sabse || Oftine

For sarve-woe riernatn saoces e o Je iicwry

TRAN Rarviw Wit | TLek Mtates I e
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9.3. Verify DMCC link on AES

Verify the status of the DMCC link by selecting Status - Status and Control > DMCC
Service Summary to display the DMCC Service Summary — Session Summary screen. The
screen below shows that the user Globitel is connected from the IP address 10.10.40.58, which is
the SpeechLog Voice Recorder server.

AVAyA Application Enablement Services

Management Console

Btatus ] Statue srd Covtvad [IMCC Sewvine Suminary

UMCC Servce Ssrmmmary - Sesnon Sossmary

S cage AR w50 V| ancaren

Device Summary
Ll T X

ar

4
AR .
STRI00 5 INCATT IR
232006204 $1 50154
i

orrerete Senserwy | Shon Terrveted Seveiem

9.4. Verify calls are being recorded

From any of the monitored Avaya endpoints make a series of inbound and outbound calls. Once
these calls are completed they should be available for playback through a web browser to the
SpeechLog Voice Recorder server.

Open a browser session to the SpeechLog Voice Recorder server as is shown below. Enter the
appropriate credentials and click on Sign in.

J ¥ wiomsisserioo: » ~ I ——
“re
o0
“
& SpeechLog
sy o lobitel
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A list of calls should now be available for playback. If not a simple Search for calls on the day
of recording should produce a list like the one shown below.

¥ Giomsneiie
+ C 1 10194058 thiog il ICa Ty E0~SEPTQGIEXSS TFETZXXAUDM3QE ¥
s h 2.4 0006
Speechlog
: R QUAITY MANAGEMENT | Q1 USERS MANAGEMENT | 3§ RePORTS | O SYSTEM SETTINGS
Dty [riseys Aac @ Omar Q Today Calls B P E M a a @ X
OB P - | s mmse CALLDATE I e s 60 0B s oumin
Irkery - Y
L1/ 20721115 9159153 M [ » @ @ & 7
) (§L 13/30/JuL% 2.5 03 AW < L @ ¢
ADO FILIER.
Tedephony Felds
o
P
Sty Fae
nn.nu = per Dages | | . (3 Page(a)) « (Showing fom 1 10 2) « (A8 Nems 3)
Comigtn © 3035 Kot lohitel ¥1igtes e

Click on the play icon of the call that is to be played back. This call should then be played back
as shown below and should be audible through any connected speakers or headphones.

v 1450 000
\Qf Speechlog
Q RECORDED CALLS | ﬂ QUALITY MANAGEMENT | L USERS MANAGEMENT | ; REPORTS | “ SYSTEM SETTINGS
Q Search Calls 5 E’ ﬁ ﬁ @ X
_GALL nuMBER CALLDATE. 1T S & & v @G 0 B AN CALERID. CALLEN 1D DURATION EXTESI0N
T T
2015 0:50:13 aM * O @ + wo N B > {
1355 LL/2072045 9:503¢ aM < L B + 7w W O0 04 0
v 1N L2016 9lRAd A < D G W P N [7773) w180 120 00 B
un.uu e et poger LS - () Pagel )] - tShowng from 1t 13 - (&) Berre 3|
et - L *““‘M‘ B— ue
[TRY mn = I
2 B “« nom w2 <
rgre © 2t G bobitel Al conts e
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10. Conclusion

These Application Notes describe the configuration steps required for Globitel’s SpeechLog
Voice Recorder to successfully interoperate with Avaya Aura® Contact Center R6.4 connecting
to Avaya Aura® Communication Manager R7.0 using Avaya Aura® Application Enablement
Services R7.0 using DMCC Service Observe to record calls. All feature functionality and
serviceability test cases were completed successfully with some issues and observations noted in
Section 2.2.

11. Additional References

This section references the Avaya and Globitel product documentation that are relevant to these
Application Notes.

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

[1] Avaya Aura® Contact Center Configuration — Avaya Aura® Unified Communications
Platform Integration Release 6.4 44400-521 Issue 05.02

[2] Avaya Aura® Contact Center Server Administration Release 6.4 44400-610 Issue 05.01

[3] Administering Avaya Aura® Communication Manager, Document ID 03-300509

[4] Avaya Aura® Communication Manager Feature Description and Implementation,
Document ID 555-245-205

[5] Avaya Aura® Application Enablement Services Administration and Maintenance Guide
Release 7.0

Technical support can be obtained for Globitel SpeechLog Voice Recorder at:

Globitel

Khalda, Amman, Jordan.
support@globitel.com

Hotline: +962 (7) 97315050

Phone: +962 (6) 5300 130

Fax: +962 (6) 5300 144

P.O. Box 1786 Amman 11821 Jordan
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Appendix

Avaya 9608 H.323 Deskphone
This is a printout of the Avaya 9608 H.323 deskphone used during compliance testing.

display station 7000 Page 1 of 5
STATION
Extension: 7000 Lock Messages? n BCC: O
Type: 9608 Security Code: * TN: 1
Port: S00000 Coverage Path 1: 1 COR: 1
Name: Ext7000 Coverage Path 2: COs: 1
Hunt-to Station: Tests? y

STATION OPTIONS
Time of Day Lock Table:

Loss Group: 19 Personalized Ringing Pattern: 1
Message Lamp Ext: 7000
Speakerphone: 2-way Mute Button Enabled? y
Display Language: english Button Modules: 0
Survivable GK Node Name:
Survivable COR: internal Media Complex Ext:
Survivable Trunk Dest? y IP SoftPhone? y

IP Video Softphone? n
Short/Prefixed Registration Allowed: yes

Customizable Labels? y

display station 7000 Page 2 of 5
STATION
FEATURE OPTIONS
LWC Reception: spe Auto Select Any Idle Appearance? n

LWC Activation? y Coverage Msg Retrieval? y
LWC Log External Calls? n Auto Answer: none
CDR Privacy? n Data Restriction? n
Redirect Notification? y Idle Appearance Preference? n
Per Button Ring Control? n Bridged Idle Line Preference? n
Bridged Call Alerting? n Restrict Last Appearance? y
Active Station Ringing: single
EMU Login Allowed? n
H.320 Conversion? n Per Station CPN - Send Calling Number?
Service Link Mode: as-needed EC500 State: enabled
Multimedia Mode: enhanced Audible Message Waiting? n
MWI Served User Type: sip-adjunct Display Client Redirection? n
Select Last Used Appearance? n
Coverage After Forwarding? s

Multimedia Early Answer? n
Remote Softphone Emergency Calls: as-on-local Direct IP-IP Audio Connections? y
Emergency Location Ext: 7000 Always Use? n IP Audio Hairpinning? n
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display station 7000 Page 3 of 5
STATION

Conf/Trans on Primary Appearance? n
Bridged Appearance Origination Restriction? n Offline Call Logging? y
Require Mutual Authentication if TLS? n

Call Appearance Display Format: disp-param-default
IP Phone Group ID:

Enhanced Callr-Info Display for 1-Line Phones? n

ENHANCED CALL FORWARDING

Forwarded Destination Active
Unconditional For Internal Calls To: 7101 n
External Calls To: 7101 n
Busy For Internal Calls To: n
External Calls To: n
No Reply For Internal Calls To: n
External Calls To: n
SAC/CF Override: n
display station 7000 Page 4 of 5
STATION
SITE DATA
Room: Headset? n
Jack: Speaker? n
Cable: Mounting: d
Floor: Cord Length: O
Building: Set Color:
ABBREVIATED DIALING
Listl: List2: List3:
BUTTON ASSIGNMENTS
1: call-appr 5: call-park
2: call-appr 6:
3: call-appr 73
4: extnd-call 8
voice-mail
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Avaya Virtual softphone

This is a printout of the Avaya virtual extension used during compliance testing.

display station 58900 Page 1 of 6
STATION
Extension: 58900 Lock Messages? n BCC: O
Type: 4624 Security Code: * TN: 1
Port: S00026 Coverage Path 1: COR: 1
Name: Recorderl Coverage Path 2: COS: 1
Hunt-to Station: Tests? y
STATION OPTIONS
Time of Day Lock Table:
Loss Group: 19 Personalized Ringing Pattern: 1
Message Lamp Ext: 58900
Speakerphone: 2-way Mute Button Enabled? y
Display Language: english
Survivable GK Node Name:
Survivable COR: internal Media Complex Ext:
Survivable Trunk Dest? y IP SoftPhone? y
IP Video Softphone? n
Short/Prefixed Registration Allowed: default
display station 58900 Page 2 of 6
STATION
FEATURE OPTIONS
LWC Reception: spe Auto Select Any Idle Appearance? n
LWC Activation? y Coverage Msg Retrieval? y
LWC Log External Calls? n Auto Answer: none
CDR Privacy? n Data Restriction? n
Redirect Notification? y Idle Appearance Preference? n
Per Button Ring Control? n Bridged Idle Line Preference? n
Bridged Call Alerting? n Restrict Last Appearance? y
Active Station Ringing: single
H.320 Conversion? n Per Station CPN - Send Calling Number?
Service Link Mode: as-needed EC500 State: enabled
Multimedia Mode: enhanced Audible Message Waiting? n
MWI Served User Type: Display Client Redirection? n
AUDIX Name: Select Last Used Appearance? n
Coverage After Forwarding? s
Multimedia Early Answer? n

Remote Softphone Emergency Calls:
Emergency Location Ext: 58900

as-on-local Direct IP-IP Audio Connections? y
Always Use? n IP Audio Hairpinning? n

PG; Reviewed:
SPOC 1/20/2016

Solution & Interoperability Test Lab Application Notes
©2016 Avaya Inc. All Rights Reserved.

SpeechLogAACC64



display station 58900 Page 3 of 6
STATION

Conf/Trans on Primary Appearance? n
Bridged Appearance Origination Restriction? n Offline Call Logging? y

Enhanced Callr-Info Display for 1-Line Phones? n

ENHANCED CALL FORWARDING

Forwarded Destination Active
Unconditional For Internal Calls To: n
External Calls To: n
Busy For Internal Calls To: n
External Calls To: n
No Reply For Internal Calls To: n
External Calls To: n
SAC/CF Override: n
display station 58900 Page 4 of 6
STATION
SITE DATA
Room: Headset? n
Jack: Speaker? n
Cable: Mounting: d
Floor: Cord Length: 0
Building: Set Color:
ABBREVIATED DIALING
Listl: List2: List3:
BUTTON ASSIGNMENTS
1: call-appr 7:
2: call-appr 8:
3: call-appr 9:
4: 10:
5: 11:
6 12:
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display station 58900 Page 5 of 6
STATION
FEATURE BUTTON ASSIGNMENTS
13: 19:
14: 20:
15: 21:
16: 22:
17: 23:
18: 24
display station 58900 Page 6 of 6
STATION
SOFTKEY BUTTON ASSIGNMENTS
1: directory
2: drop
3: int-aut-an
4: timer
5: priority
6: auto-cback
7: abr-prog
8: abr-spchar Char: ~p
9: lwc-store
10: ringer-off
11: btn-view
12: admin
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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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