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Abstract

These Application Notes describe the configuration steps required for the TelStrat Engage
Record to successfully interoperate with Avaya Communication Server 1000.

TelStrat Application Line Card can be used as a digital line card on the Avaya
Communication Server 1000 to program Avaya digital deskphones. Engage Record is able
to record and playback any conversation that goes through the Avaya digital deskphones
that are registered to the TelStrat Application Line Card.

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

The objective of this interoperability compliance testing is to verify that the TelStrat
Application Line Card (TALC) can be used in Avaya Communication Server 1000
(Communication Server 1000) and it behaves like an Avaya Digital Line Card (xDLC). The
TALC permits the registration of Avaya digital deskphones to them and when connected to an
Engage Record, the Engage Record can record conversations of the Avaya digital deskphones
and playback the same as required.

2. General Test Approach and Test Results

The general test approach was to verify whether the TALC functions like an xDLC and if Avaya
digital deskphones can be configured on TALC ports. Once the deskphones were configured, the
Engage Record Server was tested to see if it can record and playback the conversations of the digital
deskphones that were configured using the TALC.

2.1. Interoperability Compliance Testing

The compliance test included configuring the TALC to operate as an XDLC on the Avaya
Communication Server 1000. Telephones configured using the TALC were then monitored and
conversations recorded using the Engage Record Server. The following areas were covered:
- Recording all calls.
- Schedule Recording based on ACD Agents, Dialed Numbers, CLID, Extension, Date &
Time, Days of Week, Frequency.
- Recording on demand via On-Demand keys which could be configured and properly operate
on the digital deskphones using the TALC Configuration Manager.

2.2. Test Results

All executed test cases have passed. Avaya digital deskphones can be programmed on TALC and all
the keys and features operate correctly. The conversations of these digital deskphones can be
recorded using the Engage Record Server and can be successfully played back. The On-Demand key
features configured on the digital deskphones also operate correctly.

2.3. Support

Technical support for TelStrat can be obtained by contacting TelStrat via
Email: support@telstrat.com

Phone: +1 972-633-4548

Web: www.telstrat.com
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3. Reference Configuration

Figure 1 illustrates the lab test configuration used during the compliant testing event between
the Communication Server 1000 and the TALC, Engage Server combination.
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Figure 1: Lab Test Connection Diagram for Communication Server 1000, TALC, Engage
Record Server and Engage Client
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4. Equipment and Software Validated

The following equipment and software was used during the lab testing:

Equipment/Software Release/Version

Avaya Communication Server 1000 7.65
Avaya Digital Telephones:

M3905 N/A

M3904
TALC 1 05 02.20
TelStrat Engage Record Server on Windows 521.4
2008 Server Standard SP2
TelStrat Engage Web Client 521

5. Configure Avaya CS 1000

This section describes the steps to configure the Communication Server 1000 with the TALC.

5.1. Configuring the TALC with Communication Server 1000

The TALC is a hardware line card that supports Avaya digital deskphones and needs to provide
functionalities similar to the xDLC. Insert the TALC in a free slot of the Communication Server
1000 that supports the xDLC.

Log in to the Communication Server 1000 and at the command prompt type LD 32. In this
overlay we are able to get the status of the new hardware. During the compliance testing, the
Communication Server 1000 command line was accessed via SSH using the PuTTY application.

In LD 32 type STAT <l s c u>; where | s ¢ u stands for loop, shelf, card, unit.

The above command provides the status of the new card inserted. When the card is inserted for
the first time, the Communication Server 1000 will recognize this card and all the units (ports)
within this card. The ports are initially in the disabled state.

Program a digital set (M2000 or 3900 series) on one of the ports on the TALC. Refer to Section
9 for details as how to configure digital deskphones.
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6. Configuration for Engage Record

This section describes the steps on how to configure the TALC, the Engage Record Server and
the Engage Record Client to be able to record conversations of the digital deskphones on the
Communication Server 1000 via the TALC.

6.1. Configure TALC

The TALC can be configured and managed either by command line interface (CLI) or by using a
Graphical User Interface (GUI) called TALC Configuration Manager. These Application Notes
only describe how to configure the TALC to communicate with the Engage Record Server via
the TALC Configuration Manager. It is assumed that the TALC Configuration Manager has been
installed successfully. For additional information on TALC installation and administration, refer
to Section 9.

The TALC Configuration Manager can be accessed by navigating to Start - All Programs 2>
TALC Configuration Manager = TALC Configuration Manager. During the compliance
testing the TALC Configuration Manager was installed on the Engage Record Server itself.

The login screen of the TALC Configuration Manager is shown as below. Enter the correct
credentials in the Login Name and Password and then press OK.

Local User Authentication

Login M ame ||

Paszwiord I

Cancel |
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The main screen Configuration Setup-TALC is seen as shown below. Navigate to Connect -
Logon Unit = Telnet to get access to the TALC.

- «|Configuration Setup - TALC

File Wiew Display | Conneck Configuration Wizard  AlarmsfStats/Logs  Swstem Information  Tests  Upload/Download  Help

1K ser

Configuration Logabf it

Aianneck

Eemote Connection

hange Password — #

Swstem Reset k

In the Telnet Configuration screen as shown in below, enter the IP address of the TALC and
then press OK.

Note: This telnet session will allow user to access the TALC card using local (default) IP

address.
Telnet Configuration

1| K

e ]
Cancel |

IP Address || , I , I

Enter the required credentials in the Login Name and Password and then press OK to pass the
authentication for Telnet mode as shown below.

User Authentication for Telnet Mode | x|

Login Mame ||

Paszward I

Cancel |
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Connection to the TALC is now established via Telnet. The Startup Information screen is
shown below. Click on the Close button.

System Information

BOARD WERSIOM : 1_05_02.20 TALC ;l
TIME: 15:30 =
DATE: JUM-22-2015

MAC ADDRESS : 00:50:07:05:8F:B5

IP INFORMATIOMN _I
System Mezsages

SYSTEM STATUS - HEALTHY ;I
LAST LOGIM wias TERMIMATED.. | J
PLEASE SEE THE LOG REPORT TO GET MORE DETAILS

Configuration Data Read Successfully

From the Configuration Setup-TALC screen navigate to Display = TALC System
Configuration as shown below to access the System Configuration screen.

File  Wigw | Display Connect  Configuration Wizard — AlarmsfStatsflogs  System Information  Tests  Upload/Download  Help

= E & TALC Syskem Configuration

TALC IP Configuration —
TALC Port Configuration
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In the TALC System Configuration screen as shown below configure the following:
e Unit ID: 214. This value can range from 1 to 254.
e Node Name: A descriptive name.
e Engage Server IP Address: 192.168.143.243. During compliance testing the server had
2 NIC and one of the NIC had the above IP address configured.
e Enable DN Discovery: Select this box.
e Port:0
e Feature Key: 3
e DN: 54007. This was the DN configured during compliance testing for Port 0.
During compliance testing rest of the values were left at default.

Click on the Send button to send this information to the TALC. Once the information has been
sent, click on the Start-DN Discovery button to start detecting DN/Extension on each TN. The
Start-DN Discovery button need not be clicked if TALC is going to be restarted since restarting
TALC will automatically detect DN since Enable DN Discovery is selected.

Note: User must set the Unit ID for each TALC provisioned/deployed for recording of their
Communication Server 1000 to the Engage server. Traffic from each TALC will be delineated
with this Unit ID. The Engage server cannot accept communication from multiple TALCs having
the same/identical UnitlD because the data could not be differentiated.

File Wwiew Display Connect Configuration Wizard —AlarmsfStats/Logs  Swstem Information  Tests  Upload/Download  Help

==

‘ Configuration b anager |
TALC SYSTEM CONFIGURATION

— General Config
Unit 10 [BE Node Hame |TALC 214
— Engage Feature
% Enable ™ Disable Engage Server IP Address |192 . I‘IBS . |143 - (243
e e Lt . . ; 0 o [¥ Per DN Recording

— DN Discovery Schedule

Frequency
| ¥ | Enabie O Discayven ”7 " OnceaDay © OnceaWesk ™ Onceamonth Start DN-Dizcoveny |

Time | 830 j‘ Day I =l Date I'I j
— TALL Extenszion ta Dial
Fort ID 'I Feature Key |3 VI DN |54DD?

— Sumpogium Dizplay Format
~DMIS CLID

F!ow|1_ Dffset |1_ Length IT ’7F|Dw|1_ Offset IT Length IT

Ok, I Default | Send I Retieve Help |
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Once the above information has been sent to the TALC, the information needs to be saved on the
TALC flash. From the TALC System Configuration screen, navigate to Upload/Download -
Save to Flash as shown below to save the configuration on the TALC flash.

File Wiew Display Connect Configuration Wizard AlarmsjStatsf/logs  System Information  Tests | Upload/Download  Help
Upload 574w
Dowwnload Configuration u
Upload Configuration
Send all

Save ko Flash

Update Local Copy

Set Default Configuration

In order for the changes to take effect, the TALC needs to be restarted by navigating to Connect
- System Reset = Restart from the TALC System Configuration screen as shown below.

File ‘Wiew Display | Connect  Configuration Mizard  Alarms/Statsflogs  Swstem Information  Tests  Upload/Download  Help

= E ? Logon Linit r
Logaff Uik

AZommeck

Remote Connection

Change Password — #

Shukdown
Restart

192, 165, 145,214

RS; Reviewed: Solution & Interoperability Test Lab Application Notes 90f18
SPOC 8/8/2016 ©2016 Avaya Inc. All Rights Reserved. TALC_CS1K76SP7



6.2. Configure On-Demand Keys

This section describes how On-Demand keys can be built on the digital deskphones. Examples of
On-Demand keys are Record Key, Conversation Save Key etc. These keys can be pressed on the
digital deskphones to record a conversation or save a conversation. These keys are built on the
digital deskphones using the TALC Configuration Manager. Note that when On-Demand key is
configured then the associated feature key for the selected port of the digital set must not be
configured (i.e. - NUL) on the Communication Server 1000.

Once connected to the TALC via the TALC Configuration Manager, from TALC System
Configuration screen navigate to Display - TALC Port Configuration as shown below to
access the Port Configuration screen.

File  Wiew | Display Conmmect  Configuration Wizard — Alarms(Stats/logs  System Information  Tests  Upload/Cownload  Help
= E 5 TALC Swskem Configuration

TALC IP Configuration —
TALC Port Configuration

In the TALC Port Configuration screen as below, select a port and press on Configure to start
configuring an On-Demand key. In the example below, port 0 is selected.

File View Display Conmect Configuration Wizard AlarmsfStatsfLogs  System Information  Tests  Upload/Download  Help

2E 7 |
Configuration Manager Part 0-15 | Part 16 - 31 |
TALC PORT CONFIGURATION
Parts 0- 15
’7 0 Engage (% Enable " Digable I Kew Number: Mot Configured K.ey Feature 0
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Under the Key Feature field select the required On-Demand key feature from the drop down
option and from the Key Number field select the keys where this feature needs to be built. In the
example as shown below, Record Key and Conversation Save Key are built on keys 4 and 5
respectively of the digital set that is on port 0. Optionally you can also enter the Agent ID under
the Agent ID section. Retain default values for other fields. Click on OK after all required
configuration has been completed.

TALC Feature Key Configuration E

— Feature Key Configuration
ey Feature ey Mumber

IHE:::::n:I K.ey j |4 "’I

Converzation Save Key [

IN:::t Configured j MC -
Comprezsion Rate I G.7231 "’I
— TAP| Support
" Enable & Dizable
— 2280 Support
" Enable % Disable
2280 Secondary Port Mo, I vI
—Agent [0

¥ Configure Agent 1D

Enter Agent [0 ISEIEM

—Beep Tone
" Enable &+ Dizable

—Yirtual Phone Recording
" Enable % Disable

k., I Cancel Help

Perform the Send and Save to Flash (not shown) actions as explained in Section 6.1 for the
above changes to be sent to the TALC and saved to the TALC flash.
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6.3. Configure Engage Record Web Client

This section only explains the configuration using the Engage Record Web Client to add User
and schedule recording.

It is assumed that the Engage Record Server has been successfully installed and the required
recording services are running.

To access the Engage Record Web Client, open a web browser and type the following URL.:
<IP Address>/Engage, where IP Address is the IP address of the Engage Server.

Screen below shows the Login screen for the web client. Enter the appropriate User ID,
Password and then click on the OK button.

{engage

Forgot Password |

User ID

Logon Dialog Password |

|:| Windows Integrated Logon

Language English -
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Screen below shows the main window of Engage Record Web Client.

2

Welcome, admadm ¥

\ \ \ \
Recordings Evaluation kReports g Coaching & E-Learning Administration | Recorder Admin Dashboard |\
Playback Faeaiiec|is
@ [ > -7 B 555 ¥
& A D e | & @ & ) o 8 &
Recent Custom Manage Play Email Download Combine & Download | Evaluate Coaching Clear
Calls Search Remarks Calls Calls Download Movie Call Session Filter(s)

iengage | o5 |

Release 5.2.1 - Copyright @ 2012 - 2016 TelStrat International Ltd.

6.4. Adding Users
To add a user that Engage Record can use to provide details of the recording, navigate to

Administration = Users = New User as shown in the screen below for the web client.

WLEITETTT Recorder Admin | Dashboard dm | Change Password | Log Qut 7

: Coaching & E-Learning

Recordings Evaluation Reports

[VII5 8 User Roles Dialed Numbers Playback Groups Audit Trail Setup
a % S &

® ¥ 9 B & | & : :
New  View Modify o . .~ Copy Reset Force 9K Show  Export Import
User | Password  Change /YMoK Inactive Data  Data

User User User
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A Create User Account window is seen as shown below. Enter the following configuration:
e First Name: Enter an appropriate first name.

Last Name: Enter an appropriate first name.

Agent ID: During compliance testing 3904 was configured.

Extension(s): During compliance testing 54007 was used.

Select the User Cannot Logon radio button.

Retain default value for all other fields and click on OK to complete the configuration. Note that
the information provided here for the user is only used to show additional details for the
recording.

Create User Account
3

User Status  (*) Active () Inactive Start Date | 6/23/2016 10:43 AM B
First Name | Digital Last Name |Agentl | || Evaluation Licens:
User ID |

Agent ID | 3904

Extension(s) |54m7 Use ', to separate

Email 1 | Email 2 | Email 3

\_) Local Authentication () Windows Authentication I \_'_) User Cannot Logon

Password | T Confirm Password | ©77 7777

4

"o W cear Woeor il oot

Screen below shows the successful addition of users.

Recordings | Evalabon | Reports | Coachvng & E-Learning BEEUIEEECUITNN Recorder Admun | Dashboard Welcome, adm adm | Change Password | Log Out 7

[IE20R User Aples  Disled Sumbers Muyback Groupe  Audit Treil  Setup

O ® % x & & | & 2 % & &

New View Modify Deactivate Cogry Reset Force }“_‘k Show Export Import
User User User User Posaword  Change niock Inactwe Dots Dats

User Accounts |Clear Filter(s} & Evabustion Lcenze: 14 [Oinuse | Resuhs:1?

2 UseriD U Festhame | LastNeme © Extensionls] [ Agent1D  Evslustion Ucense | UserRolels) ©  Email Accountls) | Status Y Lest Logon o

Digtal Agentl sa007 904
Digtal Agent2 54350 3305
Digital Agents 540038 3303
3 " 3
Relesse 5.2.1 - Copyright © 2012 - 2016 TeiStrat Internstional Ltd, engage | w4 ’
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6.5. Adding Schedule Recordings

This section describes the recording criteria that can be built using the Engage Record Client to
record calls. Different recording criteria can be configured, for example,

e Record All, where no filters are set and all options are included for recording.

o Selective Recording, where user can select which components of the phone need to be
recorded like a particular agent, a particular DN etc.
e Quality monitor, where a certain frequency of calls can be selected to be recorded.

To add schedule recordings that Engage Record needs to record, navigate to Recorder Admin
-> Schedule Recordings = New Schedule as shown in the screen below.

Recordngs ' Evalustion ' Reports | Coaching & E-Leanmwng | Admenistration Dashbcard Weicome, adm adm | Change Password | Log Qut 7

TN RN I DS Archive  Service Acooants  Fuants

\ "y
E x ‘) 4
New Vew  Modify Oelete | Activate / Ref‘r:sh Recorder  wiengegedl
Schedule Schedule Schedule Schedule | DeActivate v

A Create Schedule Recording Criteria window is seen as shown below. Enter the following
configuration:

e Criteria Name: Enter a descriptive name.

e Setup the criteria based on ACD Agents, Dialed Numbers, CLID and Extension tabs
and also using any other values seen in the window below.

Click on OK to complete the configuration.

Create Schedule Recording Criteria

CEGl i ACD Agents Dialed Numbers CLID Extension

Criteria Name (*) Active (_J Inactive On-Demand
. On-Demand
|| Exclusion Criteria || Archive Recorded Calls to I Mode Record
Date and Time Frequency . Screen Capture
Start Date _End Date . 1 of | calls || Enable Screen Capture
E E )
Wrap Up Duration minutes
Clear Dates
Start Time _End Time ] Specific Duration
z z Minimum
Clear Times rgﬂaximum : Secpnd§ 8
Days
. Sunday .| Monday || Tuesday | Wednesday |_| Thursday |_| Friday || Saturday
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Screen below shows some of the schedule recordings configured during compliance testing. To
activate or deactivate any of these schedule recordings, select a schedule and click on the
Activate/Deactivate button from the menu. In the screen below, the RecordALL schedule
recording is active.

Dashboard sword | Log Out 7

Recorder Admin

’ Recordings 1 Evaluation ’ Reports ’ Coaching & E-Learning | Administration

S CL TR El T (W8 Archive Service Accounts Events

S % X V. , -
New View Modify  Delete Activate / Ref::sh Recorder |viengage0l -

Schedule Schedule Schedule Schedule | DeActivate

Schedule Recordings |Clear Filter(s) & |

Criteria Name [ | Active 7 | Exclusion [ | On-Demand 7 | StartDate [ |StartTime ' |EndDate Y |EndTime 7 | Frequency

: OnDemand Rec

| Quality Monitor i S
Record ALL | [

| SelectiveRecord

< Il [ »

Release 5.2.1 - Copyright ® 2012 - 2016 TelStrat International Ltd. engage ‘ 11-07

7. Verification Steps
This section includes some steps that can be followed to verify the solution is working.

Insert the TALC into one of the Communication Server 1000 slots that support xDLC and test the
following,

e Avaya digital deskphones can be built on the TALC.
e All keys and features of the digital deskphones function correctly.

Configure the recording criteria using Engage Record Web Client and test the following,

e Various recording criteria can be built and conversations recorded.
e Recorded conversations can be played back, searched and viewed.

Configure the On-Demand feature key using TALC Configuration Manager and test the
following,

e On-Demand keys are active on the digital deskphones they are built.
e Feature keys built function correctly and conversations recorded and saved.
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To playback a recording, from the main screen of Engage web client navigate to Recordings
- Playback as shown in the screen below. Select the required recording and double click to
play it or right click and select the Play option (not shown). Users can also verify which calls
are being recorded by navigating to Recordings - Active Calls as shown in the screen
below.

Evaluangn  Reports | Coaching & E-Leaming  Admnwtraten | Recorder Admun | Dashboars Wekome, asm adw | Change Password | Log Out

Sacocter viemgegell

Lve
Mowape

1 &ztve Cals

Cal Status & Oirectios Ui St Userlast Agert D Dualed Murmber  CLD Satpnvur Shart Tene fecortieg Stetus  Vigeo Statut  Stwew Matus  Cab Durstice i
Orgrtal Agermd 1004 S 19088353:08 53001 6/23/2018 210 40 PV SOvedued -~ 000120

8. Conclusion

All of the executed test cases have passed and met the objectives outlined in Section 2. The
combination of TelStrat Application Line Card and Engage Record Server is considered
compliant with Avaya Communication Server 1000.

9. Additional References

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

Avaya:
e Avaya Communication Server 1000 Software Input Output Reference — Administration,
NN43001-611.
e Avaya Communication Server 1000 Automatic Call Distribution Fundamentals,
NN43001-551.

Product documentation for Telstrat may be found at http://www.telstrat.com/index.php

Telstrat:
e Install - TelStrat Application Line Card (TALC), Release 5.2
e |Install — Setup Engage Server, Release 5.2
e Recorder Administration Guide, Release 5.2
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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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