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Application Notes for the Primas Group LinkScope CTI
Monitor with Avaya Aura'™ Communication Manager and
Avaya Aura'" Application Enablement Services — Issue 1.0

Abstract

These Application Notes describe the configuration steps required for The Primas Group’s
LinkScope CTI Monitor to interoperate with Avaya Aura'™ Communication Manager and
Avaya Aura™ Application Enablement Services. The objective of the test was to evaluate the
ability of LinkScope to monitor the CTI link between contact center components, record call
information in a database, and decode Avaya Adjunct Switch Application Interface (ASAI)
protocol messages in a contact center environment. All test cases were completed
successfully.

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

The LinkScope CTI Suite is designed to monitor the CTI link between contact center
components, record call information in a database, and decode Avaya Adjunct Switch
Application Interface (ASAI) protocol messages in a contact center environment. The Notifier
desktop client presents information to the agent and agent supervisor, and the Web Application
hosts a dashboard for a general overview of the contact center systems from the perspective of
the CTI messages. The Application Service manages and performs operations based on the CTI
messages themselves, offering a web services interface to a database as well as Screen Pop and
First Call Resolution for the agents. The Web Application is the main user interface to the
LinkScope Suite, providing the customer access to real-time and historical data. It also allows the
user to configure the alerting and notification systems.

The interoperability of The Primas Group’s LinkScope CTI Suite Version 2.0 with Avaya
Aura™ Communication Manager is accomplished through Avaya Aura™ Application
Enablement Services. These Application Notes describe the compliance test configuration used
to test The Primas Group’s LinkScope CTI Suite Version 2.0, with Communication Manager
running on an Avaya S8300 Server and an Avaya G350 Media Gateway.

1.1. Interoperability Compliance Testing

The Compliance testing focused on the following areas, covered in the DevConnect Test Plan for
Communication Manager and Application Enablement Services and The Primas Group’s
LinkScope:

Phase 1 Installation & Configuration
Phase 2 LinkScope/Avaya Feature Functionality Verification
Phase 3 Failover and Serviceability Tests

The installation and configuration testing focused on the setup of all components and the ability
to interoperate. It also covered the ability to remove the application from the system.

The functionality testing focused on verifying LinkScope’s ability to receive and parse real-time
data from Communication Manager, and the use of the data in various captures and alarm
reports.

The serviceability testing focused on verifying the ability of LinkScope to recover from and
report on adverse conditions.

1.2. Support

For technical support on LinkScope, contact The Primas Group at +1 714 362-0021, Option 1 or
e-mail at support@primas.net (please include on the subject line the word “LinkScope”).
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2. Reference Configuration

The interoperability of LinkScope with Communication Manager is accomplished through
Application Enablement Services. The compliance test configuration used to test LinkScope
includes the Avaya S8300 Server, the Avaya G350 Media Gateway, Application Enablement
Services, Windows 2003 Server running CT Connect, and telephones. Envox CT Connect is
computer telephony call control server software capable of connecting telephone switches to data
processing environments. Envox CT Connect implements the Avaya ASAI protocol to provide CTI
call control and monitoring functionality and application programming interfaces to business
applications like LinkScope. Figure 1 provides a high level topology.

-4

Avaya 58300 Server running

Avaya Aura™ Communication Avaya Aura™ Application
Manager & Enablement Services
Avaya G350 Media Gateway 10.64.10.20
= LinkScope /
3 EEm— Eheres
1064.10.10/ 4 ¢ 10.64.10.50
10.64.10.11 8 ' 4
[ ] ’ i
' : '

O Ethernet = )

Avaya : E
IP Telephones - Hlﬂﬂﬂ

Envox CT
Connect

- w o

10.64.10.40 10.64.10.41  10.64.10.42
5200 5201 5202

=== [ogical CTI Link

Figure 1: The Primas Group LinkScope CTI Monitor Compliance Test Sample Configuration
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3. Equipment and Software Validated

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

Hardware/Software Component

Version/Description

Avaya S8300 Server and G350 Media
Gateway

Avaya Aura ' Communication Manager
5.2 (R015x.02.0.947.3) with Service Pack
17534

Avaya Aura  Application Enablement
Services

Release 4.2.3

Avaya 9600 Series IP Telephones

9620, 9630, 9640 Terminals R2.0

The Primas Group’s LinkScope running on
Windows XP

Version 2.0, LS.3867, .dll (service,
decoders, and database)

Frontline Ethertest (NMT & Protocol
Analyzer)

Version 7.8.12

Envox CT Connect (CTCVM) running on
VMWare server

Version 7

4. Configure Avaya Aura’ Communication Manager

All the configuration changes in this section for Communication Manager are performed through
the System Access Terminal (SAT) interface. For more information on configuring
Communication Manager, refer to the Avaya product documentation, Reference [1].

This section provides the procedures for configuring Communication Manager. The procedures

fall into the following areas:

e Administer Processor Ethernet Interface for Application Enablement Services

connectivity

e Administer CTI link for CTI device

The detailed administration of contact center entities, such as VDN, Skill, Split, Logical Agents

and Station Extensions are assumed to be in place and are not covered in these Application

Notes.
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4.1. Administer Processor Ethernet Interface for AES Connectivity

Verify the entry for the Processor Ethernet Interface in the node-names form.

e Enter the change node-names ip command. In this case, procr and 10.64.10.10 are
already populated as Name and IP Address for the Processor Ethernet Interface that will
be used for connectivity to the AES server. The actual IP address may vary. Submit these
changes.

¢ Telnet 10.64.10.10
hange node—names ip

IP HODE HAMES

Mame IP Address
LM 78.1.1.1868
default A.A8.8.8
msgserver 98.1.1.111
proce 18.64.18.184

of 4 adminiztered node—namesz were displayed >
*list node—namez' command to see all the administered node—names
! ip xxx' to change a node—name ‘xxx’' or add a node—name

ESC—x=Cancel Ezc—e=%ubmnit Esc—p=Prev Pg Esc—n=Hext Pg Ezsc—h=Help Eszc—r=Refrezh

SMH; Reviewed: Solution & Interoperability Test Lab Application Notes 5 0f 36
SPOC 1/26/2010 ©2010 Avaya Inc. All Rights Reserved. PrimasGroupCTI




On an S8300, the Processor Ethernet Interface should already be in the ip-interface list.
e Either the display ip-interface procr command or the list ip-interface all command will
display the parameters of the Processor Ethernet Interface on the S8300.

Telnet 10.64.10.10 ﬂﬂ

dizplay ip—interface

Type: PROCR
Target socket load: 170@

Enabhle Interface? uy Allow H.323 Endpoints? y
Allow H.248 Gateways? y
Metwork Region: 1 Gatekeeper Priority: &

IPU4 PARAMETERS
Hode Mame: procr
Subnet Maszk: ~24

ESC—x=Cancel Ezc—e=%ubmit Esc—p=Prev Pg Ezc—n=Next Pg Ezc—h=Help Ezc—r=Refrezh

Telnet 10.64.10.10 - 0] x|
lizt ip—interface all

IP INTERFACES

S81lot CodersSfx Mode Mame~ Mazk Gateway Hode
IP-Address

y PROCR 18.64.168.18 <24 18.64.18.1

ommand successfull

ESC—x=Cancel Esc—e=Submit Ezc-p=Prev Pg Esc—n=Mext Pg Eszsc—h=Help Eszsc—r=Refreczh
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Add an entry for IP Services with the following values for fields on Page 1, as displayed below:
e Enter the change ip-services command.
¢ In the Service Type field, type AESVCS.
e In the Enabled field, type y.
e In the Local Node field, type the Node name procr for the Processor Ethernet Interface.
e In the Local Port field, retain the default of 8765.

e+ Telnet 10.64.10.10

IF SERUICES
Service Local Local
Tuype Hode Port
AESUCS procr 8765

ESC—x=Cancel Ezc—e=S5ubmit Esc—p=Prev Pg Ezc—n=MNext Pg Esc—h=Help Ezc—r=Refrezh
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Go to Page 3 of the IP Services form, and enter the following values:
e Inthe AE Services Server field, type the name obtained from the AES server, in this
case AES.
e In the Password field, type the same password to be administered on the AES server, in
this case aeslpassword.
e In the Enabled field, type y.

¢ Telnet 10.64.10.10

AE Services Administration

Server ID AE Services Password Enabled Status
Server
AES aeslpassword uy in use

O A e o B = (5 0 50 =] O LA Gl B

P e e ek

ESC—x=Cancel Ezc—e=Submit Ezc-p=Prev Pg Esc—n=Mext Pg Ezc—h=Help Ezc—r=Refreczh

Note that the name and password entered for the AE Services Server and Password fields must
match the hostname and password on the AES server. The administered name for the AES server
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. The same password entered above will need to be set
on the AES server using Administration > Switch Connections > Edit Connection > Set
Password. For detailed information on AES, see Section 5 Configure Application Enablement
Services.
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4.2. Administer Computer Telephony Integration (CTI) Link

It is assumed that Communication Manager is enabled with feature licenses for Vectoring, ASAI
Link Core Capabilities, and Computer Telephony Adjunct Links.

This section provides the steps required for configuring a CTI Link.
Enter the display system-parameters customer-options command.
e On Page 3, verify that the Computer Telephony Adjunct Links field is set to y for yes.

If not, contact an authorized Avaya account representative to obtain the license.

Telnet 10.64.10.10 o ] [

system—parameters customer—options

OPTIONAL FEATURES [

Audibhle Messzage Waiting?
Authorization Codes?

CAS Branch?

CAS Main?

Change COR by FACG?

Computer Telephony Adjunct Links?
Cug Of Calls Redirected Off-—net?
DCE <Basic)»?

DCE Call Coverage?

DCS with Rerouting?

Abbreviated Dialing Enhanced List?
Access Security Gateway C(ASGH?

Analeg Trunk Incoming Call ID?

AsD GrpsSys List Dialing Start at 817
Answer Supervision by Call Classifier?
ARS?

ARS-AAR Partitioning?

ARSAAR Dialing without FAC?

ASAI Link Core Capabilities?

ASAI Link Plus Capabhilities?

Async. Transfer Mode <ATH> PHC?
Async. Transfer Mode <ATH> Trunking?
ATH WAM Spare Processor?

ATHE?

Attendant Uectoring?

2333w 33333

Digital Loss Plan Modification?
D51 MSP?
D81 Echo Cancellation?

2300w\ a33233
=33

CMOTE: You must logoff & login to effect the permizsion changes.>

ESC—x=Cancel Esc—e=%ubmit Esc—p=Prev Pg Ezc—n=Next Pg Eszsc—h=Help Ezsc—r=Refrezh
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For this test, CT Connect was used in place of an existing CTI application. A link was added for
CT Connect.

Enter the add cti-link <link number> command, where <link number> is an available CTI link
number.
e In the Extension field, type <station extension>, where <station extension> is a valid
station extension.

e In the Type field, type ASAI-IP.
¢ In the Name field, type a descriptive name.

e Telnet 10.64.10.10 ﬂﬂ

add cti—link 2 Page 1 of 3

CTI Link: 2
Extension: 5991
Type: ASAI-IP

Hame: CT COMNECT_

ESC—x=Cancel Esc—e=Submit Ezc—-p=Prev Pg Esc—n=Mext Pg Ezsc—h=Help Esc—r=Refreczh
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Enter the list cti-link command to verify that the CTI Link is correctly configured. In this case,
Link 2 is the link of interest.

& Telnet 10.64.10.10 -0l x|
list cti—link -

CTI LIMNKS

Type Fort Mamne
ADJ-IF AvAYA CTI1
ASAI-IP CT CONMECT

ommand successfull

ESC—x=Cancel Ezc—e=S5ubmit Esc—p=Prev Pg Esc-—n=Mext Pg Ezsc—h=Help Esc—r»=Refresh

Check the service state of the link by entering the status aesves cti-link command. The service
state should show no for maintenance busy and the Service State should indicate established.

& Telnet 10.64.10.10 ~=10] x|

=tatus aeswcs cti—-link

AE SERUICES CTI LIWK STATUS

AE Services Service M=gs
Server State Sent

AES eztahlizhed 14
AES eztahlizhed 3

ommand successfull

ESC—x=Cancel Esc—e=Submit Esc-—p=Prev Pg Esc—n=Mext Pg Esc—h=Help Esc—r»r=Refreszh
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5. Configure Application Enablement Services

The Application Enablement Services (AES) server enables Computer Telephony Interface
(CTI) applications to monitor and control telephony resources on Communication Manager. The
Application Enablement Services server receives requests from CTI applications and forwards
them to Communication Manager. Conversely, the Application Enablement Services server
receives responses and events from Communication Manager and forwards them to the
appropriate CTI applications.

This section assumes that the installation and basic administration of the Application Enablement
Services server has already been performed. For more information on administering Application
Enablement Services, refer to the Avaya product documentation, Reference [2].

Access the AES OAM web-based interface by using the URL https://ip-address in an Internet
browser window, where ip-address is the IP address of the AES server. Click on the AE Server
Administration Link.

22 https://10.64.10.20/index. jsp - Microsoft Internet Explorer

Eile Edit W¥ew Favortes Tools Help W

g - 1 A 7y < A ay
QBack 2} lﬂ |EL| (| o~ Search . Favorites 6-“{ e .:‘

fddress @] https: (10,6410, 20findex.jsp v . Go | Lirks **
Google v | M search v o5 D e B- ¥9 Bockmarks 5P Check - 2 g - Signin + @ snaglt [t
AVAYA Application Enablement Services

AE Server Administration
WebLM Administration

Welcome to Avaya Application Enablement Services

These web pages are provided for the administration and maintenance of this Avaya Application
Enablement Server.

£ >
@'] Done é Q Internet
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The Login screen is displayed as shown below. Log in with the appropriate credentials.

3 45 Lo - Wit et b pPm

Eile Edit W¥ew Favortes Tools Help

OBack - lﬂ li‘] A / ! Search < ' Favorites £

fddress (@] https: /110,64, 10.20/MYAPjindex. jsp v Beo ks
Google W -" Search ~ ¢ G2+ D d}l' S]' 9 Bookmarks * “é& Check + ** 3 SignIn = @Snaglt Eap

AVAYA

ion Enablement Se
Please log on.

Lagon:

Password:

g‘] Done S @ Internet

The Welcome to OAM screen is displayed next. Select CTI OAM Administration from the
left pane.

a3 https:/f10.64.10. 20/MVAP/forms/common/home. jsp - Microsoft Internet Explorer
Edit

Eile

OBack - |£| |EL| A y ! Search Favorites  54) - = = :‘?'

fddress | ] https: /10,64, 10, 20/MVAP Formsjcommanfhome. jsp v Bl ks

Wiew Favortes Tools Help

v | M search - 50 - D gE- Bi- U9 Bodkmarks 0P Check - 2 g, - Sgnin - ©snaglt '

W

Google

Application Enablement Services

Operations Administration and Maintenance
®Help @Logout

Home You are here: = Home

CTI 0AM Administration

User Management welcome to OAM

Security Administration

The AE Services Operations, administration, and Management (QaM) Web provides you with tools
for managing the AE Server, OAM spans the following administrative domains:

® CTI OAM Admin - Use CTI 0AM Admin to manage all AE Services that you are licensed to use
on the AE Server.

® User Management - Use User Management to manage AE Services users and 4E Services
user-related resources,

® Security Administration - Use Security Administration to manage Linuz user accounts and
configure Linux-PA&M (Pluggable Authentication Modules for Linux).

Depending on your business requirements, these adminstrative domains can be served by one
administrator for both domains, or a separate administrator for each daomain.

g‘] Done é Q Internet
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The Welcome to CTI OAM Screens screen is displayed. Verify that AES is licensed for the
DLG Service, as shown in the screen below. If the DLG Service is not licensed, contact the
Avaya sales team or business partner for a proper license file.

2 Welcome to CTl OAM Screens - Microsoft Internet Explorer El@lg|
’:'

File Edit Yiew Favorites Tools  Help
@ Back = </ Iﬂ @ ;\J /..-\J Search ‘»:1‘\'/ Favorites {‘} - ».4 — ‘i“
address |:éj https: 10,64, 10, 20{MyAR{farms/ctifctiHome. jsp v| Go | Llinks ®
Go Sit v -" Search '"G‘,ﬁ - \9 I:Ei' E] - ﬂ? Bookmarks = > % ¥ SignIn ~ eSnagIt '
- ‘A
AVAVA Application Enablement Services
y Operations Administration and Maintenance
$ 0aM Home @ Help @Logout
| CTLOAM Home You are here:
' » Administration
e Welcome to CTI OAM Screens
» Maintenance
Al .
¢ clEIfie [craft] Last lagin: Mon Mov 2 20:01:05 2009 fram 10.64.10.15
r Logs
| » Utilities
L, Help IMPORTANT: AE Services must be restarted for administrative changes to fully take effect.
| Changes to the Security Database do not require a restart.
Service Status State Licenses Purchased
{ ASAI Link Manager Running M/ A M/ A
DMCC Service Running ORNLINE Yes
CYLAN Service Running OMLINE Yes
DLG Service Running OMLINE Yes
Transport Layer A
Service Running MAA [ WFEY
' TSAPI Service Running OMLINE Yes
| SMS /A /A Yas
For status on actual services, please use Status and Contral,
|
License Information
You are licensed to run Application Enablement (CTI) version 4.2,
3
&] Dore S @ Internet
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To administer a DLG link, select Administration > CTI Link Admin > DLG Links from the
left pane. The Add / Edit DLG Links screen is displayed, as shown below.
e From the pull-down menu, select the Switch Connection, in this case S8300.
e Choose the Switch CTI Link Number from the pull-down menu based on the CTI link
number previously assigned in Communication Manager.
e Add the Client Hostname or IP address, in this case, the IP Address is that of the CT
Connect Host.

e Choose the Client Link Number from the pull-down menu. In this case, the number is
chosen based on the client configuration.
Click Apply Changes.

-2 https:/110.64.10. 20/MVAP/action/cti/diglinks. do - Microsoft Internet Explorer

File

@Back Ml > |ﬂ @ _;‘J /..-\JSearch ‘f‘\'{Favorites @} - u¢ _J @? ﬂ ‘i“i

Address |@:|https:HID‘S‘I.1D.20,!’MVAP,iaction,l’cti,l’dlgLinks.do V|G0 links > @snagle '

Go glt v | *f search '"G‘j}' © Ifk' @ < ﬂ? Bookmarks ~ a& Check - E‘ Translate = (|‘_| AukoFil - é, Q‘-\Q < Sign In ~

A

Edit  Wew Favorites Tools Help h

Operations Administration and Maintenance

AVAyA Application Enablement Services

® oM Home ®Help @Lo gout

Y¥ou are here: > Administration > CTI Link Admin > DLG Links

|| CTIOAM Home

| |+ Administrati - g
e Add / Edit DLG Links
| » Metwork Configuration
{ Switch Connections . .
||+ CTILnk admin Switch Connection: S8300 v
. TSAPI Links Switch CTI Link Number:
I Lt bl Client Hostname or IP: 10.64.10.58
| DLG Links . .
» DMCC Configuration ez (Ll HVGi=r
TSAPL Configuration Apply Changes ] [ Cancel Changes ]

{ » Security Database
Certificate Management
» Dial Plan

Enterprise Directory
» Host AA
i SMS Configuration hd

-

&] Done S @ Internet
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Next, add a CTI User, as LinkScope requires a CTI user to access AES. Select OAM Home >
User Management > Add User from the left pane.

In the Add User screen, enter the following values:
e In the User Id field, type a meaningful user id.
¢ Inthe Common Name field, type a descriptive name.
¢ In the Surname field, type a descriptive surname.
e In the User Password field, type a password for the user.
In the Confirm Password field, re-enter the same password for the user.
e In the Avaya Role field, retain the default of None.
e Inthe CT User field, select Yes from the dropdown menu.
e Click Apply at the bottom of the screen (not shown here).

Abpli(:?fiun Enablement Services

Operations Administration and Maintenance

# 0AM Home @ Help @Logout
User Management Home IRCUICUCRIE=HINS- S U=1=Tg =T =To [=Tia1=]0) SRS-0 Yo s 0 =115

- User Management Add User
List All Users
Add User
Search Users
Modify Default User * User Id
Change User Password
+ Service Management
' Help * Surname primas

Fields marked with * can not be empty.

primas

* Common Name primas

* User Password [geessesee

* Confirm Password | geesesses

[% Admin Note

Avaya Role
Business Category
Car License

CM Home

Css Home

CT User
Department Number
Display Name
Employee Number
Employee Type
Enterprise Handle
Given Name

Home Phone

Home Postal Address

Initials
Labeled URI
¥ & mternet F100% T
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6. Configure LinkScope

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

e Launch LinkScope Web Service

e Configure CTI Registered Servers
e Configure Screen Pop

e Configure Agents

e Configure Notifier Client

e Install and Launch Ethertest

The configuration of LinkScope is typically performed by Primas support technicians. The
procedural steps are presented in these Application Notes for informational purposes.

6.1. Launch LinkScope Web Service

Access the LinkScope Web Service interface using the URL
http://<localhost>/LinkScopeWeb/login.aspx in an Internet browser window, where <localhost>
is the name of the LinkScope server. Log in using the appropriate credentials.

fj Primas LinkScope :: Login - Windows Internet Explorer — ||:||1|

@\‘—-: - IC; http:,l’,l’sa-remote,l’LinkScopeWeb,l’Iogin.aspx?ReturnUrI=°}/}02FLinkScopeWeb%"oZFdeFauIt.aspx j (X ILive Search Pl

File Edit Wiew Favorites Tools  Help

ﬁ" ‘Windows Live |Bing E - J What's Mew  Profile  Mail  Photos  Calendar  MSM - Share | j - [ -~ a%, | Sign in
* ﬁ'ﬁ? C;Primas LinkScope :: Login | | 1’:} - [3 - m - I;\,"Page - _g- Todls ~
® =
Lin 5 PRIMAS
Enhanced Analytics for Rapid Multi-Platform CTI Development
[
User Name: administrator
Password: ssssssssssss
" Remember me
| Log In |
=l
|http:,l’,l’sa-remote,l’LinkScopeWeb,l’DeFauIt.aspx l_l_l_l_l_m|e Inkernet F100% v 4
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Upon logging in, select one of the icons for setup and configuration of the LinkScope solution

/- Primas LinkScope :: - Windows Internet Explorer

=10l
@ - I@ htkp:f{sa-remotefLinkScopeteb/Def ault, aspx j E] ILive Search
File Edit ‘iew Favorites Tools Help
ﬂWindows Live |Bing E - J “What's New  Profile  Maill Photos  Calendar  MSM Share | g - [ - “3, | Sign in
ﬁ ke QPrlmas LinkScope @ - - @ - @Page - @Tools .

Home

LmkSCfOPE

Enhanced Analytics for Rapid Multi-Platform CTI Development

Logged in as: administrator | Log out
powered by

O PRIMAS

Operational Hel
Application

per

IVR Analysis Screen Pop Agent Performance First Call Resolution

Application

Technical Helper

Call Tracing FreedomQ PostCall Survey Customer Defined

Requirements

Control Center

CTI Link Monitoring

Dashboard

Customer Defined Customer Defined &
Requirements Requirements
=
|htt|3:,l',l’sa-remote,l’LinkScopeWeb,l’DeFault.aspx l_ l_ l_ l_ l_ |§ Inkernet
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6.2. Configure CTI Registered Servers

Any add/remove/change of CTI registered servers (i.e. CT Connect) or AES Servers need to be

reflected within the CTI Link Monitoring module Configuration tab. This is set up initially by
Primas with client-provided details.

/2 Primas LinkScope :: Link - Windows Internet Explorer

N [=1k
5\\:;' - IG httpe fflocalhostfLinkScopetweb,Link, aspx?cmd=canfig j |§| |Z| ILive Search |P '|

File Edit Yew Favortes Tools Help

f"' Windows Live |Bing

B v‘J What's New  Profile  Mal  Photos  Calendar MM Share |&’Q - [ v ap | Sign in

%5 v B - oe= v mbPage » () Tooks - »

Logged in as: administrator | Log ot 1=
LmkSCOP E &EPRIMAS

Enhanced Analytics for Rapid Multi-Platform CTI Development

i:f E () Primas LinkScope :: Link

Home: CTI Link Monitoring

[ Configuration ]| Current Status | | Historical Statistics |

_-EWIEEI
10.64.10.20 AES [5¢]
10.64.10.52 LinkScope Server a0 @ &
10.64.10.58  CT Connect 80 & B8
Add New Machine
=l
|http:,l’,l’localhosthinkScopeWeb,iDeFault.aspx

[ [ @ ntemet [® 1009 ~ 4

Click on Add New Machine. Fill in IP Address, Machine Name, and an Inactive
Time Out parameter. Save changes.

/2 Primas LinkScope :: Link - Windows Internet Explorer

_iol x|
&;} - IG http:fjsa-remotefLinkScopeteb/Link, aspx j |§| |E| ILive Search |p '|
File Edit View Favorites Tools Help

INa0WS LIve ing - aL's MNEwW Taris 3l oEas Aalendar are > | - | gnin
£7 vindaws Live | Bi What's M Profile  Mail  Phat Calendar  MSM Sh. 7 - = T -] Signi

ﬁ v = @ vgﬁagev@Tgn\sv i

[INKSCOPE omes  ——1

Enhanced Analytics for Rapid Multi-Platform CTI Development

Wk (3 Primas LinkScope :: Link

Home : CTI Link Monitoring

[ Configuration “ Current Status H Historical Statistics ‘

Eil Machine Details

10.64.10.20 AES 5]

10641052 sa-remote 120 @ a IP Address: ’—
10641058 CT-Connect 3 % 8 Machine Name: l—

Inactive Time Out:[  Igeconds

Add Hew Machine

Save  Cancel =
(=
|http:,I’J‘sa-remote,l’LinkScopeWeb,iDeFault.aspx l_ l_ l_ ’_ l_ ﬁ |— Inkernet HA00% - v
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6.3. Screen Pop Configuration Tab

The initial configuration of the Screen Pop tab includes setting a base URL (in this case,
bing.com since this was not connected to a CRM system or internal web-based host) and
populating parameters for values including ANI, ACDPOSID, CID and UUIL. Any move of the

web-based host for Screen Pop needs to be reflected here. This is set up initially by Primas with
client-provided details.

/2 Primas LinkScope i CTI Pop - Windows Internet Explorer

@?}v IC; http: f/sa-remotefLinkScopeiteb/C TIPop. aspx j *4|| X | Live Search

File Edit ‘iew Fawvorites Tools Help

£ windaws Live |B|ng B vH what's Mew  Profile  Mal  Photos  Calendar  MSM Share - [ - ap

w e () Primas LinkScope :: CTIPop 3y - B - é=h - |5kpac

LinkSCOPE s

Enhanced Analytics for Rapid Multi-Platform CTI Development

Home : Screen Pop

|‘ Configuration | | Today's Statistics H Historical Statistics | | Install Notifier |

Base URL |ttp./fwww.bing.com/search

Name

Value AN -

Add Parameter

ANI={ANT}

Remove Selected ltem

Successfully save configuration.

Save

Add Agent

T —

This Screen Pop tab also includes tabs for Screen Pop data including latency of Screen Pops and
days of the week metrics.
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6.4. Configure Agents on Screen Pop Tab

New agents (add/delete) are administered within the Screen Pop Configuration tab or the Agent
Performance Configuration tab. Each agent has a name and a login, which will be used to log
into the Notifier Client.

Each agent logs into the Notifier Client to receive the Screen Pop and First Call Resolution Pop.
e Click Add Agent, and fill in Agent Name, Password, and Password again. Hit Save.

/2 primas LinkScope :: CTI Pop - Windows Internet Explorer _ ||:| ll
@;} - IG http:ftsa-remaotefLinkScopetweb/ CTIPop, aspx fomd=config j 2| K ILive Search ol
File Edit Wiew Favorites Tools  Help
E'Windows Live: |Bing B v|J What's Mew  Profile  Mail Photos  Calendar  MSM Share | &9 - [ - E}, | Sign in

- e ¥
{:? ﬂﬁ GPrlmas LinkScope :: CTI Pop @ - - QE; - lE}Eage - @Tgnls -

[InkSCOPE gmes ]

Enhanced Analytics for Rapid Multi-Platform CTI Development

Home : Screen Pop

[ Configuration || Today's Statistics || Historical Stafistics || Install Notifier |

Base URL  |nttp:/iwww.bing.com

MName

WValue AR -

Add Parameter

ANI={ANT

Remove Selected Item

Successfully save configuration.

Save

Agent Mame Creation Date dit [Delete

Bella  1217/2000 1:09:42 PM &

Agent Details

Agent Name:
Add Agent Password:
Confirm Password:

Save  Close

Done ’_ ’_ ’_ ’_ ’_ ’@ @ Internet ""‘\ 100% - _A
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6.5. Configure Notifier Client

Upon initial installation, the Notifier client is downloaded via the LinkScope Screen Pop module
Install Notifier tab, and then configured with the location of the LinkScope server on the client’s

network. Clicking on the link launches the installation. This allows the agents to use Notifier
for Screen Pop and First Call Resolution Pop.

/2 Primas LinkScope = CTI Pop - Windows Internet Explorer

=10l x|
mrv IG http: ffea-remote LinkScopeieb/CTIPop. aspxfomd=download j "'? A | |Live Search P -
File Edit View Favorites Tools Help

£ windows Live |Eing B -

J What's New  Profile Mal  Photos  Calendar  MSM Share

i Y | Sign in

3 - B - cm1 o+ 2 Page - (0 Todks - »

Logged in as: administrator | Log out =
Link S CO P E &S PRIMAS

Enhanced Analytics for Rapid Multi-Platform CTI Development

Tﬁ’ ’1'% Oanas LinkScope :: CTI Pop

Home : Screen Pop : Install Client

|' Configuration | | Today's Statistics H Historical Statistics H Install Notifier |

m Download Motifier Installer

|
[T [ [ 3 mternet 0% vy
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Click on Download Notifier Installer, and the following download screen pops up. Run the
program to install the Notifier Client.

File Download - Security Warning x|

Do you want to run or save thizs file?

Mame: MNokifierSetup.msi
Type: Windows Installer Package, 1.77ME

From: sa-remate

Bur Save

|--'““h w'hile files from the Intemet can be useful, thiz file ppe can
@J patentially karrn your computer. [F you do not trust the zource, do not
run o gave this software. What's the risk?

Once the Notifier Installation has been run and Notifier is launched, the status must show as
green/checkmark, Online to be able to log in. Log in with the credentials entered for the agents
created on the Screen Pop page (see previous).

:# Notfier for Agent ID: 5200 -10] x|

File  Toals

5 If .. )
L o

CTI Pop | Trace caller

Sign In

(X

Usernare:
IBEIIa

Password;
I********|

ACD Position ID:

|52E|n
Sign In |

Status: o Crilire
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6.6. Install and Launch Ethertest

When LinkScope is downloaded to a system, there is a file called Ethertest. Frontline’s Ethertest
is a general purpose Ethernet communications monitor and protocol analyzer for 10 Mbps, 100
Mbps and 1Gbps Ethernet local area networks (LAN). Ethertest interfaces with the LAN
through a PC’s standard Network Interface Card (NIC) and runs on Windows XP.

This Ethertest file contains a conventional executable file that includes the name of the product
and the version number (Ethertest-7.8.12.0.exe). This executable file walks the technician
through the setup.

Once the application is installed, a few settings must be saved in the LinkScope configuration.
e The Avaya ASAI protocol must be applied. Choose Avaya ASALI, and then hit Save

Protocol.
.LinkScupe Installer =)=l
LinkScope v1.3.5.3543 DRIMACQ
| [ ]l."u'lu" W)
Pratocal | Databasel LinkScope F'Iuginl Application Servicel Wel:u'l.ppl ekt P I
FPlease select protocol applied
— Protocal
" Aspect Bridge Mol Sympozium M eridian
(% Avapa 254 5P
x
\1‘) Protocol has been successfully setup. ..
Configure E it
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Click on the Ethertest icon (shown below) on the desktop to launch Ethertest. AVAYA ASAI
has been selected during the installation portion by Primas, so the application has the ability to
filter AVAYA ASAI messages.

Ethertest
Shortout
2KB

¥ FTS - Fthertest o [m] S
File Wiew Live Filker ©Options ‘Window Help

ool /0 LEQM T & &

|CDnFiguratiDn: Broadcorm Mekkbreme S Gigabit Controller - 00 12 3F 76 04 9F  Caplure file: T, A\Cap
Caphure Skatus: |4 Yiew | Litilization: | [Ewents: 253,412,522

For Help Press F1 Frame Decoder

To start a capture, choose Live, Start Capture to Disk or click on the blue circle. Under View,
choose the desired display, including Event Display, Frame Display, Protocol Navigator, or
Statistics. The Frame Display option is shown below.
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Note the Avaya ASAI Decoder v2.3 message tab. Call events are tracked here in real-time.

i Frame Display - Ethertest _ |D|£|

File Edit Wiew Format Live Fiker Ophtions Window Help
@ FH oo ‘o LOWS Y s MWman

E E m @I ﬂ-‘g @ G o @ | Summary I.ﬁ.vaya asal Decoder v2.3 ﬂ Ethernet with Auto-traverse

NBSS | Padding | SMB | SNAP | TCP | UDP
Unfitered | ARP [ Avaya ASAi Decodei ¥23 | Data | Ethemet | IPva | LLCB8022 | NBNS |
B.. | Framet | Ewvents | Timestamp | ASAl Type | Calling # | Eaj
+ 9 Heartheat 12/22/2009 3 26:05 575335 PM
* 10 Heartbeat Reply 12/22/2003 2:26:05 575635 P
* 70 Heartbeat 12/22/2009 3:26:15 575806 PM
*« 7l Heartbeat Reply 12/22/2009 3:26:15 576056 PM
« 85 Call Initiated Event/lni.. 12/22/2009 3:26:17 237190 PM Facility
* 94 Dizconnected/Dopped  12/22/2009 2:26:17.940304 P Facility
+ 105 Call Initiated Event/Ini..  12/22/2009 3:26:19 216833 PM Faciliy
* 109 Disconnected/Dropped 1242242003 3:26:19.5471 208 PM Facility
* 15 Heartbeat 12/22/2009 3:26:25 575092 PM
* 182 Heartbeat Reply 12/22/2009 3.26:26 575341 PM
154 Heartbeat 12/22/2003 3 26:25 587777 P R eqister
* 156 Mot gzed 12/22/2009 3 26:25.539407 P Releaze Complete .
| | _*IJ
Frame 1: Len=124 == F 00000000 0oo00100 10010110 ﬂ
&- Ethernet: Jf;{EIDEIllEIlEI 11101001 0iiic000
- Destination Address;: EXTREME NETWORKS 12370 R 00000000 00010010 00111111 ll
Ethagpe et Pl vorsin oo 02 56 ta es 70 00 12 5% 76 04 af
- FCS: Ox43524321 F S9f 03 00 45 00 00 6& cS 0Od 00O 00
& |Pod: ¥ 50 11 =4 ek Oa 40 0Oa 34 57 05 15
- Wersion: Internet Protocol ver. 4 ple 0% 52 OO a1 OO 56 51 35 50 4 L!
- Header Length: 5 E N e SR M 2 wE R BN EN Nu"] Co Mt B % s
- Type of Service: o " @ e 4 % BN R B A M MY G 0L S, "uET’!HcPub
- Total Length 106 A 11 % 23R A A0 3 0A T A S
- Identificatior; (kc50d IE 5SS R % B 05 A G S BB S 5 S RO
& Contral Flags: E G 3G R AG RN C RO |
- Fragment Offzet: 0 p
- Time to live sec.; 128 ﬁ‘
- Protocol: Uzer Datagran Protocol E
- Header Checkaum; Oxcdeb
- Source Address: 10.64.10.52 hd )

[Total Frames: 194 |[Frames Filkered In: E|Frame #5 Selecked: |

Far Help Press F1 Filtering. .. 100%:
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7. General Test Approach and Test Results

All feature functionality test cases were performed manually to verify proper operation. The
following scenarios were tested using the test configuration diagram shown in Figure 1.

The installation test cases were covered with the setup of Communication Manager, Application
Enablement Services, and LinkScope. The clean removal of the application was also covered in
this section.

The functionality test cases were performed manually. Various calls were placed including
incoming PSTN calls to the hunt groups, and incoming and outgoing personal calls from the
agents. Data was verified in call trace searches by ANI, DNIS, extension, and call ID, per the
test cases.

The serviceability test cases were performed manually by disconnecting and reconnecting the
Ethernet cable to an IP telephone, the LinkScope server, and Communication Manager, and also
by stopping the CTI service on both links, including CT Connect and Application Enablement
Services.

All test cases passed. No errors were detected.

Observation:

After a LinkScope server outage, the Notifier has to be logged out and logged back in at the
agent desktop for it to work again. This is by design.
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8. Verification Steps

This section provides the tests that can be performed to verify proper configuration of

Communication Manager, AES, and LinkScope.

For Communication Manager, check the CTI Link status with the status aesvcs cti-link

command (Link 2 for this configuration). The service state should show no for maintenance

busy and the Service State should indicate established.

et Telnet 10.64.10.10

=tatus aeswcs cti—-link

AE SERUVICES CTI LINWK STATUS

AE Services Service
Server State

AES eztahlizhed
AES eztahlizhed

M=gs
Sent

14
3

ESC—x=Cancel Esc—e=Submit Esc—p=Prev Pg Esc—n=Mext Pg Esc—h=Help Esc—r»=Refresh
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For AES, the DLG Service should show as Running, ONLINE, and Yes for Licenses
Purchased. The DLG Links screen will also show the values for that link.

<2 Welcome to CTI OAM Screens - Microsoft Internet Explorer [Z”E‘El
3

File  Edit ‘Wew Favortes Tools Help ",
2 - 0 3

eBack A > lﬂ @ _l\J P ! Search ‘s:/ Favorites @3 <~ ».'_{ —= ‘i‘

Address @] hetps:i10.64. 10, 20)MvapformsictifctiHome jsp v B ik

Go SIE v -.' Search -+ G2~ & E‘}' @ - &% Bockmarks - 2> Q - | | Sign In ~ @Snaglt (=}

»

»

AVAVA Application Enablement Services
y Operations Administration and Maintenance
ome ®Help @Logout
|| CTI0AM Home You are here: Looo s,
' v Administration
e Welcome to CTI OAM Screens
» Maintenance
v Alarms [craft] Last login: Mon Nov 2 20:01:05 2009 from 10.64.10.15
» Logs
' v Utilities
S Help IMPORTANT: AE Services must be restarted for administrative changes to fully take effect.
i Changes to the Security Database do not require a restart,
Service Status State Licenses Purchased
| ASAI Link Manager Running M2 R
| DMCC Service Running OMNLIME Yes
CYLAN Service Running OMNLIME Yes
DLG Service Running OMNLINE Yes
Transport Layer 5
Service Running MAA N/
' TSAPI Service Running OMNLINE Yes
SMS NAA NA& Yes
For status on actual services, please use Status and Control.
{ License Information
You are licensed to run Application Enablement {CTI) version 4.2,
2
@Dnne é 0 Internet

File

@Back M > ) \ﬂ \EL‘ _.l\J /.:]Search ‘::E/Favuntes {‘3 = \5 _J @k ﬁ ﬁ

Address | €] https: /10,64, 10.20/MYAPY actionjctifadeDlgLinks. o v B ks ? @snag B

Edit  View Favorites Tools  Help

Go SIE v | M search -« g“,j = EEI' 5] ~ % Bookmarks ~ n:? Check = E‘Translate ~ ‘f_}»ﬂutnFi\l - & Qs;) - | ! Sign In ~

Operations Administration and Maintenance

AVAyA Application Enablement Services

OAM Home @ Help :le:u_Dl_lt

CTI Lin

You are here: Administration  :

DLG Links

|| CTLOAM Home

~ Administration -
{ DLG Links
| v Network Configuration

Switch Connections Client Host Mame or IP

~ CTI Link admin Switch Connection Switch CTI Link # Address Client Link Number
s ®© SER 2 10.64.10.58 1
| CYLAN Links
| DLG Links [ Add Link | [ Edit Link | [ Delete Link

-

DMCC Configuration
TSaP] Configuration
Security Database
Certificate Management
Dial Plan

Enterprise Directory
Host A4

SMS Configuration

aAL &N

-

~

@Dnne é 0 Internet
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For LinkScope, the CTI Link Monitoring should show all green/checkmarks under the Current

Status tab. Thresholds were set above 30 seconds to receive key messages in appropriate
intervals from the servers.

/2 Link - Windows Internet Explorer

ol x|
6:;; - IO http: fflocalhostfLinkScopewweb/Link, aspx?cmd=current j |E| |z| ILive Search |P '|
File Edit Wiew Favorites Tools Help
f'Windows Live |Bing

0] v|J what's Mew  Profle  Mal  Photos  Calendar  MSM Share |&’ﬂ - [ - ag | Sign in

%3~ B - =h - =rPage - (0F Tooks - ?

Logged in as: administrator | Log out —I

W () Link.
powered by

LIHkSCOPE GPRIMAS

Enhanced Analytics for Rapid Multi-Platform CTl Development

Home : CTI Link Monitoring : Today's Statistics

|‘ Configuration ” Current Status “ Historical Statistics |

e
[ B [ —
AE S . IjnkScope-.Server CT Conr-'.Lect
{10.64.10.20) {10.64.10.52) {10.64.10.58)
[
Done ’_ ’_ ’_ ’_ ’_ ’_ @ Inkernet H100% - g
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When a call is made from the PSTN, a Screen Pop appears.

(I =lolx|

(j ||hup.z/www.bing com/28M1=5203

Images

Videos
Shopping
News
Maps
Travel
History

Visual Search

PRSlanas i panLy o

*
ohrg,

Find a coffee shop near you Learn about the winning photo Cindy Margolis - Redmond O'Neal - John Carlson hockey -

When the call is repeated, a Screen Pop appears along with a First Call Resolution window.

Date I Que Agt
01f06f10 00.00 O 5200
01f06f10 00.00 O 5200
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For Ethertest, check the Frame Display panel for Avaya ASAI Decoder v2.3 messages.

i Frame Display - Ethertest _ Inlﬂ

File Edit Wiew Format Live Fiker Ophions  Window  Help
®ZH 000 /| POWMEG YW sSZ M /AO

E E m @I ﬂ-‘g @ c o @ | Summary IFWa';.fa ASAL Decoder w2, 5 ﬂ Ethernek with Auto-traverse

NBSS | Padding | SMB | SNAP | TCP | UDP
Unfitered | ARP | Avaya ASAIDecodei ¥23 | Data | Ethemet | IPv4 | LLCB8022 | NBNS |
B.. | Framet | Events | Timestamp | AS5Al Type | Calling | Eaj
+« 9 Heartbeat 12/22/2009 3:26:05 575335 PM
« 10 Heartheat Feply 12/22/2009 3:26:05 575635 PM
* 70 Heartbeat 12/22/2009 3:26:15.575806 PM
L I Heartbeat Reply 1242272009 3:26:15 576056 PM
* &85 Call Initigted Event/lni.. 12/22/2009 22617 257190 Ph Facility
* 94 Dizconnected/Dopped  12/22/2009 2:26:17.940304 P Farility
& 106 Call Initigted Eventdni.. 12/22/2009 326:19. 216899 Pk Facility
* 109 Dizconnected/Dmopped  12/22/2003 2:26:19.541208 PM Facility
+ 15 Heartbeat 1242272009 3:26:25 575092 PM
* 152 Heartbeat Reply 1242272009 3:26: 25 575341 PM
154 Heartbeat 12/22/2003 3 26:25 587777 P R eqister
* 186 Mot zed 12/22/2009 3 26:25.539407 P Releaze Complete .
4 | _>IJ
Frame 1: Len=124 =) F Q0000000 Q0000100 10010110 ﬂ
=-Ethermnet; Jf;{EIDEIllEIlI:I 11101001 01110000
- Deztination Addresz: EXTREME METWORES 1a:e3:70 R Q00000000 ooo010010 00111111 ;I
Eiretye et Potoes verion 4 o0 04 S5 ia €9 70 00 12 3% 76 03 4]
- FCS: Ox43524321 F 9f 05 00 45 00 00 6a c5 Od 00 QOO
& |Pod: ¥ 50 11 =4 ek Oa 40 Oa 34 87 05 15
- Wersion: Internet Pratocol ver. 4 ple D% S DO &l OO 56 91 45 20 ¢ L!
- Header Length: 5 E N e SR M e wE R BN EN Nu"] Co Mm% B %
- Type of Service: ﬁ o @ e 4% BN R B A A MY S 0L S, NUET’!HcPub
- Tatal Length: 108 A 11 % 23 ARG AG 0 305 A T A S
- [dentification: QuchOd |- TC BBt EEISH El:l"u 05 4% T+ %5 EMExEDSH 5 Ecl"u o]
& Contral Flags: E A G R R AS RNC RO |
- Fragment Offset; 0 p
- Time to live zec.; 128 ﬁ‘
- Protocal: User Datagram Protocol E
- Header Checksunn: Oxcdeb
- Source Address: 10.64.10.52 hd)

[Total Frames: (194 |[Frames Filkered In: E|Frame #s Selecked: |

For Help Press F1 Filtering. .. 100%
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For CT Connect, check the Call Information Manager Configuration to see that the services are
running (icon in green).

A registered CTI device such as CT Connect must be running for LinkScope to function
properly.

w Call Information Manager Configur ed |

CIK Lirk | Devicesl Data Stu:uragel MultiSiteI Advanced

ClIkd Link Mame

fdd | Service Rurning...

Bemove | {%

—CT Connect Link Parameters

Server Hame: IEnvu:u:-:_D ey

Logical |dentifier: Iipn:n:u:le

Metwark Type: I hcach_ip_tcp j
Switch Type: I.-’-'-.V.&Y.-‘-‘-. DEFIMITY j

MHumber of Monitored D evices ; I'I 5

k. Cancel Help
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Also for CT Connect, check that the Envox CT Connect Control Program shows ON under Link
State.

T# Envox CT Conneck Control Program o ] |
Currert=erver:  |[Envosx_Dew
—Logical Idertifier
Logical [dertifier Link State |
IFCODE QM f’
=l
........... R efresh
~Link Contral——————— —server Infarmation
CRiOI License
. Sersion
Tracing
Protocals
InformaEtion
Statistics Tranzpart
+ DCERPC
Reporter Onfof
" JRMP
E:xit Help
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9. Conclusion

The LinkScope Suite was compliance tested with Communication Manager and Application
Enablement Services. LinkScope CTI Monitor successfully monitored and stored information on
phone activity for agents and ACD/split groups. All test cases completed successfully.

10. Additional References

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

The following Avaya product documentation can be found at http://support.avaya.com:

[1] Administering AvayaTM Communication Manager, Doc ID: 03-300509, Issue 5.0,
Release 5.2, May 2009

[2] Avaya MultiVantage Application Enablement Services Administration and
Maintenance Guide, Doc 1D: 02-300357, Release 4.2, Issue 10, May 2008

[3] LinkScope 2.0 Users Guide, Primas Technical Publication Version 1.3.7

[4] LinkScope 2.0 Installation Guide, Primas Technical Publication Version 1.3.7.1
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™ are registered trademarks or trademarks, respectively, of Avaya Inc. All other trademarks
are the property of their respective owners. The information provided in these Application
Notes is subject to change without notice. The configurations, technical data, and
recommendations provided in these Application Notes are believed to be accurate and
dependable, but are presented without express or implied warranty. Users are responsible for
their application of any products specified in these Application Notes.

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