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Application Notes for dvsAnalytics Encore 6.0.5 with Avaya
Contact Center Select 7.0 and Avaya IP Office Server
Edition 10.0 — Issue 1.1

Abstract

These Application Notes describe the configuration steps required for dvsAnalytics Encore
6.0.5 to interoperate with Avaya Contact Center Select 7.0 and Avaya IP Office Server Edition
10.0. dvsAnalytics Encore is a call recording solution.

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

Readers should pay attention to Section 2, in particular the scope of testing as outlined in
Section 2.1 as well as any observations noted in Section 2.1, to ensure that their own use cases
are adequately covered by this scope and results.

Information in these Application Notes has been obtained through DevConnect compliance
testing and additional technical discussions. Testing was conducted via the DevConnect
Program at the Avaya Solution and Interoperability Test Lab.
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1. Introduction

These Application Notes describe the configuration steps required for dvsAnalytics Encore 6.0.5
to interoperate with Avaya Contact Center Select 7.0 and Avaya IP Office Server Edition 10.0.
dvsAnalytics Encore is a call recording solution.

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

The Avaya IP Office Server Edition configuration consisted of two Avaya IP Office systems, a
primary Linux server and an expansion IP500V2 that were connected via Small Community
Network trunks. In the compliance testing, one dvsAnalytics Encore server was deployed, with
CCT connection to the Avaya Contact Center Select server and with TAPI connection to the
primary IP Office system.

2. General Test Approach and Test Results

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

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

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

DevConnect Compliance Testing is conducted jointly by Avaya and DevConnect members. The
jointly-defined test plan focuses on exercising APIs and/or standards-based interfaces pertinent
to the interoperability of the tested products and their functionalities. DevConnect Compliance
Testing is not intended to substitute full product performance or feature testing performed by
DevConnect members, nor is it to be construed as an endorsement by Avaya of the suitability or
completeness of a DevConnect member’s solution.
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2.1. Interoperability Compliance Testing
The compliance testing included feature and serviceability areas.

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

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

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

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

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

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

The detailed administration of basic connectivity between Contact Center Select, IP Office, and
of contact center devices is not the focus of these Application Notes and will not be described.

In addition, the port mirroring of the layer 2 switch is also outside the scope of these Application
Notes and will not be described.

As shown in Figure 1, the RTP stream for Contact Center Select agents with Avaya IP
Deskphones were mirrored and replicated over to Encore. Two of the phone extensions were on
the primary IP Office and two on the expansion IP Office, as shown below.

Device Type Device Number/Extension
Primary IP Office
Phone Extensions 31881, 31882

Contact Center Select Agent Users 31881, 31882
Expansion IP Office
Phone Extensions 22031, 22033
Contact Center Select Agent Users 32882 (hot desking), 32882 (hot desking)

Er:gl_?;ed Avaya |P Office on Avaya Contact C;n;ér Select
IP500V2 (Expansion) Supervisor with Avaya
\7 Agent Desktop & Avaya 9641G
0. IP Deskphone (H.323) /
7 S

' Yo, 186 PR
' Avaya IP Office 64.101.234 Ag2 )
I B —
| Server Edition 192,16
: (Primary) A0 23\/ +168.200.143 e

A0 O I

I -
== s
: Avaya A H20
| Media Server AQ-
1
[
1 CCT .Net
e
: Avaya dvsAnalytics Avay_a Contact Center Select Agents
; Contact Center Select Encore with Avaya Agent Desktop and
| | Avaya 96xx Series |P Deskphones
TARE i s s s - (H.323)

Figure 1: Compliance Testing Configuration
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4. Equipment and Software Validated

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

Equipment/Software

Release/Version

Avaya Contact Center Select

7.0.0.1

Avaya Aura® Media Server 7.7.0.269
Avaya IP Office Server Edition (Primary) in 10.0.0.1.0
Virtual Environment
Avaya IP Office on IP500V2 (Expansion) 10.0.0.1.0
Avaya Agent Desktop on 7.0
Windows 10 Pro
Avaya 9620C IP Deskphone (H.323) 3.270B
Avaya 9608, 9611G & 9641G IP Deskphone (H.323) 6.6302
dvsAnalytics Encore on 6.0.5
Windows 2008 Server R2 Standard SP1

e Encore Web Interface

e Database

e Avaya IP Office TAPI2 Driver (tspi2w_64.tsp) 1.0.0.43

e Avaya CCT SDK (Nortel.CCT.dll & Nortel. CCT.WCF.dIl) | 7.0

Compliance Testing is applicable when the tested solution is deployed with a standalone IP
Office 500 V2 and also when deployed with IP Office Server Edition in all configurations.
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5. Configure Avaya Contact Center Select

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

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

5.1. Administer Windows Account

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

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

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

v, Computer Management |LI£-
File Action View Help
e« zm &= BE
A Computer Management (Local i Name Full Name Description Actions
4 ff} System Tools | ®31380 Superv ACCSP IP Office User account
2 Users A
b (£ Task Scheduler | #31881 Agent1 ACCSP IP Office User account e
b & Event Viewer &i31g9) Agent2 ACCSP IP Office User account ors Actions
bl Shared Folders | & 32800 Superv ACCSE IP Office User account
4 8 Local Users and Groups|| &i32031 Agent! ACCSE IP Office User account
- zse’s | #3200 Agent2 ACCSE IP Office User account
Sl roups & Administrator Built-in account for administering...
b (%) Performance | L
‘ 3 | #3/ Guest Built-in account for guest access t...
=4 Device Manager | os; s s 3 HEY
4 83 Storage B iceAdmin iceAdmin Built-in account for Avaya Contac...
b 3‘ Windows Server Backu] & |USR_SWC IUSR_SWC Built-in account for Avaya Contac...
=9 Disk Management
b T4 Services and Applications
< m >
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The New User screen is displayed. Enter desired values for User name, Full name,
Description, Password, and Confirm password.

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

shown below.

TLT; Reviewed:
SPOC 8/16/2017

User name: | EncoreUser

Full name: |

Description: |

Password: [oooooooooo

Confirm password: loooooooooo

[ | User must change password at next logon
[] User cannot change password

[v] Password never expires

[] Account is disabled
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5.2. Launch CCT Administration

From the Contact Center Select server, access the CCT Administration web interface by using
the pertinent URL in an Internet browser window, in this case “https://accs-ccs:8445/
WebAdmin”. The screen below is displayed.

AVAYA CCT Administration Logged in 3s Local User

¢
Users
Workstations
P Groups AV AYA
P Providers
Avaya Contact Center
Communication Control Toolkit
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5.3. Administer CCT User

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

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

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

AVAYA CC-I- Ad m| nistrat|on Logged in as Local User

Help

~
¢ Update CCT User

Users Q User Details

Workstations
Login User Name  accs-ccs\EncoreUser

P Groups

» Providers First Name Recorder

Last Name Encore

0 Address Assignments
Q Terminal Assignments
0 Terminal Group Assignments
Q Address Group Assignments

Q Agent Assignments

Agents available Agents mapped

D Agents Agents

| 31880
| 32830

31881
31882

32881

©0
OO

32882

H «4 ¢« » » K« « » »
2 Agents found. Page 1/ 1 4 Agents found. Page 1/ 1

Save
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6. Configure Avaya IP Office

This section provides the procedures for configuring IP Office. The procedures include the

following areas:

e Verify license

e Administer security settings
e Obtain phone IP address

6.1. Verify License

From a PC running the IP Office Manager application, select Start - All Programs - IP
Office = Manager to launch the application. Select the primary IP Office system, and log in
using the appropriate credentials. The Avaya IP Office Manager for Server Edition IPO2-
IPOSE screen is displayed, where IPO2-1POSE is the name of the primary IP Office system.

From the configuration tree in the left pane, select the primary IP Office system, followed by
License to display licenses in the right pane. Verify that there is a license for CT1 Link Pro,

and with license Status being “Valid”, as shown below.

7] fwaya IP Office Manager for Server Edition IP02-IPOSE [10,0.0.1.0 build 53] = R
File  Edit “iew Tools Help
IPOZ-IPOSE « License - - [ B & v
Configuration ) v | < | =
% PO2-IPOSE + || License | Remote Server
7 Systern (1) =
4 Line (2) PLDS File Status  Walid
o e Contral Unit (3)
[+ 4@ Extension (7)
e User(n) Feature Instances Status Expiration Date Source i
il Group (10) Awvaya Mac Softphone 1000 Valid Mewver PLDS Nodal
& g ghmfc C°Ud= a7 Avaya Softphone Licence 1000 Walid Never PLDS Nodal
ervice O Basic User 1000 Obsnlete Newer PLDS Nodal
(-3 Incorming Call Route (1 '
@ Do o CTLink o R 7 B [P
£ Time Profile (0) Dewlink3 External Recorder Walid MNewer PLDS Nodal
(4l IP Rowte (1) IPS00 Universal PRI (&dditional cha.,, IUU Obsolete Mewver PLOS Modal
& Account Code (0) IPSec Tunnelling 1 Obsolete Mever PLDS Nodal
o CiEeneebies] Office Worker 1000 Valid MNever PLDS Nodal
User Rights (11) )
¥ ARS () Powser User 1000 Walid Mewer PLDE Modal
BB Location (2) Receptionist n Walid Mewer PLDE Modal £
W8 Authorization Code (0) E Server Edition R10 150 Walid Mewer PLDS Modal |=
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6.2. Administer Security Settings

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

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

%7 Avaya IP Office Manager for Server Edition - Security Administration - IPO2-IPOSE [10.0.0.1.0 build 53] =N =R <=
File  Edit View Help
2l
Security Settings System: IPO2-IPOSE
5-1) Secuity [ System Details | Unsecured Interfaces | Certficates| ‘
; General 2 P —— 5
& g System (1) Yoicemail Password Change ‘ N
- Services (7) Monitor Pagsword e Change | [7] Use Service User Credentials
[+-i3@ Rights Groups (15)
[+ Service Users [7) Application Controls
TFTP Server V] 1 Program Code V] 1y  TAPI/Devlink3 [F284N
TFTP Directory Read [~ DevLink [V] 8 HTTP Directory Read [¥] 1
TFTP Voicemail IR HTTP Directory Wiite [¥] 1y
Application Support
Application Active Limitations
it
Yoicemail Lite | vt
Uparade wizard | ¥
TARL | v | L
one-X, Portal Client | ¥ | 8
IP Office Directory Services | v |
DevLink | ¥
IPDECT | p=s | Cannat view any Directory entries |
Netwark Viewer v |
TLT; Reviewed: Solution & Interoperability Test Lab Application Notes 11 of 24

SPOC 8/16/2017 ©2017 Avaya Inc. All Rights Reserved. Encore-ACCS7



6.3. Obtain Phone IP Address

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

Blb fvaya [P Office SysManitor - Monitoring 10.64.101.234 IPOZ-POSE (Server Edition(P}); Log Settings - C:AUsersh.. Asysmonitarsettings.i... | = || 5 |[5£30]
File Edit ‘“iew Filters 3Status Help

=8| »8|T| x[i] 5| ¥[=w

wREFEEAEEE SysMonitor w10.0.0.1.0 build 53 ®##wasssas

m

wEEFEEAFEE contact made with 10.64.101.234 at 05:51:23 12/12/2016 So#aseaass
FEREFFEESNS Systen (10.64.101.254) has been up and running for &days, 15hrs, Z0nins and 46secs|555045367n5) #FFFdrawsss

wEEFFEEETT Tarning: TEXT File Logging selected FFddasssss

4 {1} }

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

In the compliance testing, the two phone extensions on the primary IP Office used by Contact
Center Select agents were “31881” and “31882”, with IP addresses “192.168.200.104” and
“192.168.200.137” respectively.

[m} IPPhoneStatus o= l
Total Configured: 12 Waiting 3 secs for update

Total Registered: 3 Registered Status  [HEEEEN

Extn Num [ User Num | Phane Type ] Licensed | Security I Behind NAT l IP Address [ Transport I Privat... | Mac ... [ Wersion |d I EP identifier [ S
21031 21031 Unknown No Licence disable 0.0.0.0 2cfd-.. W? EP? R
21032 Unknown No Licence disable 0.0.00 00-00.. v? EP? R
21033 21033 Unknown No Licence disable 0.0.0.0 70-38.. W? EP? R
21034 Unknown No Licence disable 0.0.00 00-00.. v? EP? R
21035 21035 Unknown No Licence disable 0.0.00 b4 bU... V? EP? R
31880 31 880 9641 Avaya [P best effort 192.168.200.186 TCP IPO2-IPOSE_58.. R
31881 [ 31881 [ 9608 [AvavalP  [bestefot | [192168.200.104 —mmﬁn |POZIPOSE 58... | H
31882 kil 882 9611 Avaya P best effort 192.168.200.137 TCP 6.6302 IPO2-IPOSE_58.. R
32880 32880 Unknown No Licence disable 0.0.0.0 UD EIU.,. W? EP? R
32881 Unknown No Licence disable 0.0.00 00-00.. v? EP? R
32882 32882 Unknown No Licence disable 0.0.0.0 00-00... WV? EP? R
21036 Unknown No Licence disable 0.0.0.0 00-00.. W? EP? R
< 1. }

Display Options = B}
& Show Al O Registeiad’ CAUnRagstered Page 1 Z‘ Save Page Reset Phones Reregister Phones Cancel |
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Repeat this section to obtain IP address associated with each phone extension used by Contact
Center Select agents on the expansion IP Office from Section 3.

In the compliance testing, the two phone extensions on the expansion IP Office used by Contact

Center Select agents were “22031” and “22033”, with IP addresses “192.168.200.143” and
“192.168.200.114” respectively.

Note that Contact Center Select requires all agent users to be configured on the primary IP Office

system, and for agents using physical phone extensions on the expansion IP Office system to log
into agent users on the primary IP Office via hot desking.

&) IPPhoneStatus

Total Configured: 5 Waiting 0 secs for update

Registered Status [ENNBEERNERERENRRER

Ext;NEI User Num] Phone Type] Licensed I 5;.1"@ I Behind NAT ] IP Address J Transpori ] Privat... ] Mac .. ] Wersion Id ]VEPrld;mher

22031 32881 9620 | AvapalP | disable | | 92 153 200,143 _m 3 2?03 P024P500V2
22032 22032 Unknown No Licence disable

Total Registered: 3

22033 32882 9611 Avaya P best effort 192 188 200114 TCP ?U 384.. 8 8302 IPDZ IPS00V2_.
22034 22034 Unknown No Licence disable 0.0.0.0 00-00.. W? EP?
22035 22035 9641 Avaya P best effort 192.168.200.163 TCP b4-b0... B6.6302 IPO2-IP500V2._...
< >
~Display Options < .
@& Show Al 5 Registered. . CiUnRegsiered Page 1 j Save Page Reset Phones Rereaqister Phones Cancel
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7. Configure dvsAnalytics Encore

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

e Administer TAPI driver
e Administer agent stations
e Administer CTISetup

e Administer CT Gateway

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

7.1. Administer TAPI Driver

From the Encore server, select Start = Control Panel, and click on the Phone and Modem
icon (not shown below). In the displayed Phone and Modem Options screen, select the
Advanced tab. Select the Avaya IP Office TAPI2 Service Provider entry, and click
Configure.

& Phone and Modem E3 |

" Dialing Hulesl Modems Advanced |
_"'*g The following telephony providers are inztalled on thiz computer:

Prowiders:

Avaya IP Office TAPIZ Service Provider
Microzoft HID Phone TSP

MDIS Prosy TAPI Service Provider
TAPI Kemel-Mode 5ervice Provider
Unimodern & Service Provider

Add... | H Remove | Hy Cu:unfigure...l

ak I Cancel | Spply |
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The Avaya TAPI2 configuration screen is displayed. For Switch IP Address, enter the IP
address of the primary IP Office system. Select the radio button for Third Party, and enter the

password of the primary IP Office system into the Switch Password field. Reboot the Encore
server.

Avaya TAPI2 configuration B3 I

Switch IP Address |1U.B4.1D1.234
Cancel |
" Single User

User Name I

User Password

Switch Password |

li
%" Third Party
|_

[ Ex Directory gers
[T WiV Users
[T ACD Queues

7.2. Administer Agent Stations

From the Encore server, navigate to the D:\EncData\Config\\VVolP directory to edit the VVoip.ini
file shown below.

B vorr

G( ;;v| . = Computer ~ EncData (D¢ = EncData - Config + VoIP - = [‘Z]JI Search YalP =
File Edit Wew Tools Help
Organize Mj Open = Print  Burn Mew folder == - [ @
o dvs :I Mame = Drake modified | Type Size | |
. Encore (A4Bit)
J Orig 10/9/2013 4:20 PM File folder
4 Libraries || Skations - Copy . bxk 11/14/2016 4:32 PM Text Document SEB
3 Documents | Stations. bxt 12/6/2016 10:30 AM Text Document 2kB
.J"- Music || Stations-wOIP-Sample, bk 116/2012 3:22 PM Text Docurnent ZKEB
= Pictures Yoip.ini 12/6/2016 10:36 &M Configuration settings
EE videos 4 | YoIP-Sample.ini 11/29/2012 1:53PM  Configuration settings 3 KB
1M Computer
.“-E’,. Local Disk (2 ;I
= Waip.ini Date modified: 12/6/2016 10:36 AM Date created: 10/9/2013 3:43 PM
B Configuration settings Size: 2,57 KB
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Scroll down to the VolP1 sub-section. For NetOfInterest and MaskOflInterest, enter the
applicable subnet used by the Contact Center Select agent phones from Section 6.3.

.Voip.ini - Notepad =] B3

File Edit Format VYiew Help

; AllowoddrRTPPorts: This flag defaults to No -- which means all RTP packets must A
; originate from an even numbered port. If you can see packets with wireshark, but

3 you can't collect audio, check if the UDP port # is ever odd. If it is, set to Yes

A110woddRTPPOrts = No

[voIPl]

; NetId: This address must match the ip address of the server's NIC that collects

: audio packets.

NetId =169.254.42.42

NetofInterest and maskofInterest: wused to define what subnet(s) of packets the audioServer
should be checking. Example: if a phone's IP address is 192.168.1.101, then the correct
sett1ng might he: NetofInterest=192.168.1.0 and MaskofInterest=255.255.255.0

More than one NetOfInterest can be assigned to a single NIC (up to 10 total).

Use NetofInterestl and maskofInterestl, etc. (digit 1 - 9).

SPECIAL CASE: If there are packets being directed from a number of different subnets

and defining the separate subnets is too difficult, then set the nNetofInterest=0.0.0.0

and the mask of interest to 255.255.255.255. In that case, any defined station will

have its data collected, regardless of its subnet. (" pefined Station” in stations. tTxt).
MetofInterest=192.168. 200. 0

MaskofInterest=255.255.255.0

N

4 ;

From the same directory, edit the Stations.txt file shown below.

B vorr M= |
Gk\ :’;v | . w Computer = EncData () » EncData = Config + VoIP - - I‘HJ I Search YoIP @J
File Edit ‘Wew Tools Help
Crganize * mj Open *  Print Burn Mew folder = - E] E@l
s dvs ;I Mane = Date modified | Type | Size | |
, Encore (G4Bit)
) Qrig 10/9/2013 4:20 PM File folder
ﬁ Libraries | Skations - Copy. bxk 11/14/2016 4:32 PM Texk Document S KB
3 Dacuments .
J’- Music || Stations-YOIP-Sample. bxk 1/16/2012 3:22 PM Text Docurnent ZKEB
=] Pictures 5 | Voip.ini 12/12/2016 2:16 PM Configuration settings IKE
B videos 5 | YOIP-Sample.ini 11/29{2012 1:53 PM  Configuration settings 3KE
M Comnputer
ﬂ, Local Disk (1) LI
C Stations.txt  Date modified: 12/6/2016 10:30 AM Date created: 10/9/2013 3:43 PM
Text Document Size: 1.19kKB
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Enter a line for each phone extension used by Contact Center Select agents from Section 6.3.

(14

Use the format “x,y,z”, where “x” is the phone extension, “y” is the phone IP address, and “z” is
“True”. This will enable monitoring for the phone extensions used by the agents.

] stations.txt - Notepad [_ (O]

File Edit Format View Help

DO NOT REMOVE THESE COMMENTS ! (the records that start with a semicolon). :J
This file is used by Cisco_audioServer or VvoIP_audioServer

to determine the "stations of interest”,

that s, the stations to be recorded. Because stations can be moved from one

network segment to another (with different subnet addresses), it can he

somewhat problematic to keep track of where a station is. Part of the

technique we will now use is to map a station to its MAC or IP address. Each

Audio Server will need to know which LAN subnet(s) it is recording.

Since ports can move around, there will NOT be a permanent Station-to-Port
relationship. A "logical port" will not be assigned until we have actual
data for a desired station.

For station to MAC address map, set AddressType = MAC

For station to IP address map, set AaddressType = IP4

sample entries

stationID, MAC Address, recording Enabled
;AddressType = MAC
52015 00.0d.29.0b.cd. 34, True
35202, 00.0D.259.0B.D09.30, True
; StationID, IP Address, Recording Enabled

AddressType = IP4

31881,192.168.200.104,True
31882,192.168.200.137,True
22031,192.168.200.143,True
22033,192.168.200.114,True

] 45

7.3. Administer CTISetup

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

l CTGateway !E I
G\; ;Jv| . = Computer = EncData (D:) » EncData ~ Config » CTGateway - - I‘HJI Search CTGateway @J
File Edit Wew Tools Help
Crganize * mj Open *  Print Burn Mew folder = - E] E@l
;I Mane = Date modified | Type | Size | |
0 Libraries
- | A 3/11/2015 10:29 AM File folder
j Dacuments
J\: Music | Bak 12/19/2013 122 aM  File folder
&= Pictures 4 | CTISetup - Copy.ini 10/29/2014 1:45 PM Configuration settings 49 KB
E Wideos l:ZTI'E-etup—F\ IPOFFiceTAPLini 15 i Configuration settings
£k | CTISetup-YoIP.ini 12/6f2016 10:41 &AM Configuration settings 63 KB
18 Computer
2, Local Disk () LI
= CTISetup-avayalPOffice TAPLIN Date modified: 12/5/2016 12:57 PM Date created: 5{17/2016 3:14 PM
(BN Canfiguration settings Size: 43,7 KB
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Scroll down to the Encore ECAPI sub-section. Under ECAPI1, make certain all parameters are
set to the default values shown below.

8 cT1Setup-AvayalPOfficeTAPLini - Notepad =] B3
File Edit Format Yiew Help

* Al

# Encore ECAPI
#

[ECAPI1]

ID=RecEngine
Address=127.0.0.1

Port=1503
Trunk-Field=F1dTrunk
Agent-Field=f1dExtension
ANI-Field=f1danI
DNIS-Field=f1dDNIS
ID-Field=f1dID
DATA-Field=fldpata
ACD-Field=f1dacp
AgentID-Field=fldagentLoginID
NOSTART=NO

NOSTOP=NO
AgentEncorePortoOverridePort-Field=No
Port-Field=. AGENT
pefaultEncoreunit=1
TrimPortPrefix=no

e

Scroll to the Agents sub-section. For each phone extension from Section 7.2, create a set of
entries shown below. In this case, ID “31881” and “31882” corresponded to the two phone
extensions on the primary IP Office, and “22031” and “22033” corresponded to the two phone
extensions on the expansion IP Office. Set EncoreUnit to “1”, and set EncorePort to the same
phone extension value.

.CTISetup—nvayaIPUfﬁceTnPI.ini - Notepad

File Edit Format View Help

# = ====================== -
. =

# Agents

#

[Agentl-Primary]
ID=31881
Encoreunit=1l
EncorePort=31881

[Agent2-Primary]
ID=31882
Encoreunit=1l
EncorePort=31882

[agent3-Expansion]
ID=22031
Encoreunit=1l
EncorePort=22031

[Agentd-Expansion]
ID=22033
Encoreunit=1
EnCOrePort=22033

T |
| | 47
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7.4. Administer CT Gateway
Click on the CT Gateway icon from the system tray, as shown below.

1:53 PM
my U 1
> & & 1503m00

The CTISetup-AvayalPOffice TAPL.ini screen is displayed. Select PBX - Configure from

the top menu.

TISetup-AvayalPOfficeTAP. - CT Gateway (IPDfficeTAPI)
File Edit Wiew Diagnostics PEX Help

DLL: RefreshiddressStatus for line 12, TotalSize=4096, HeededSize=64, UsedSize=64, sizeof (LINEADDEESSSTATUS)=64
DLL: ID=12: DevStatus=CONNECTED+INSERVICE

DLL: Opened 31881, LinelD=12, Phone ext=31881, User ext=31881
DLL:@==Evt=HOTDESK_STATUS:20:Dewv=31881:5;PernlD=0x4e4325=3 ;PExt=31881 ;UExt=31881; PrevFPhon=E=zt =

U=er:31881. Phone=31881. Hotdesk login

PBX:31881: HotDesk Log-in

TAPI LINE 13;Addr=31882;Hane=IF Office Phone: 31882;PermanentID=0xzied3iZaesd;Switch=;Provider=Avaya

DL lineOpen ID=13

DIL: lineSetStatustessages ID=13

DLL: RefreshDevStatus for line 13, TotalSize=4096, NHeededSize=292, UsedSize=292, sizeof (LINEDEVSTATUS)=88

DLL: RefreshiddressStatus for line 13, TotalSize=4096, HeededSize=t64, UsedSize=64, sizeof (LINEADDEESSSTATUS)=64
DLL: ID=13: DevStatus=CONNECTED+INSERVICE

DLL: Opened 31882, LinelD=13, Phone ext=31882, User ext=31882
DLL:@==Evt=HOTDESK_STATUS:20;Dev=31882:5;PernlD=0xd4e432a=4 PExt=31882 ;UExt=31882; PrevFPhon=E=zt =

U=er:31882, Phone=31882. Hotdesk login

PBX:31882: HotDesk Log-in

TAPI LIHE 14:Addr=32881:Hamne=IF Office Phone: 32881 ;PermanentID=0zied3iZech:Switch=;Provider=Avaya

DL lineOpen ID=14

SIS: Snd STATIONINFO: EncorePort="1:31881", Extension="31881", ApplD="CTGateway IPOfficeTAPI"

5IS: Snd STATIONWINFO: EncorePort="1:31882", Extension="31882", ApplD="CTGateway IPOfficeTAPI"

DIL: lineSetStatusMes=age= ID=14

DLL: EefreshDevStatus for line 14, TotalSize=4096, HeededSize=287, UszedSize=287, =izeof (LINEDEVSTATUS)=88

DLL: RefreshiddressStatus for line 14, TotalSize=4096, HeededSize=64, UsedSize=64, sizeof (LINEADDEESSSTATUS)=64
DLL: ID=14: DevStatus=CONNECTED

DLL: Opened 32881, LinelD=14, Phone ext=, User ext=32881

TAPI LINE 15;Addr=32882:HName=IF QOffice Phone: 32882;PermanentlID=0x4ed3Zecc;Switch=;Provider=iwvaya

DLL: line0pen ID=1%

DIL: lineSetStatusMes=age= ID=15

DLL: EefreshDevStatus for line 15, TotalSize=4096, NHeededSize=292, UsedSize=292, =sizecf (LINEDEVSTATUS)=88

DLL: RefreshiddressStatus for line 15, TotalSize=4096, HeededSize=64, UsedSize=64, sizeof (LINEADDEESSSTATUS)=64
DLL: ID=15: DevStatus=CONNECTED+INSERVICE

DLL: Opened 32882, LinelD=15, Phone ext=32882, User ext=32882
DLL:@==Evt=HOTDESK_STATUS:20:Dev=32882:5;PernlD=0xdediZecc ; PExt=32882 UExt=32882 ; PrevFPhon=Ext =

TAPI LINE 16;Addr=31880:Hame=IF Office Phone: 31880;PermanentID=0x4ed32as?;Switch=;Provider=Awvaya

DIL: lineOpen ID=16

DIL: lineSetStatusMes=age= ID=16

DLL: RefreshDevStatus for line 16, TotalSize=4096, HeededSize=292, UsedSize=292, sizeof (LINEDEVSTATUS)=88

DLL: RefreshiddressStatus for line 16, TotalSize=4096, HeededSize=64, UsedSize=64, sizeof (LINEADDEESSSTATUS)=64
DLL: ID=16: DevStatus=CONNECTED+INSERVICE

DLL: Opened 31880, LinelD=16, Phone ext=31880, User ext=31880

DLL:@==Evt=HOTDESK_ STATUS:20;Dev=31880:5;PernlD=0xd4e432a=2 PExt=31880;UExt=31880; PrevFPhon=E=zt =

TAPI LINE 17;Addr=32880:HName=IF QOffice Phone: 32880;PermanentlID=0x4ed3Zeca;Switch=;Provider=iwvaya

DIL: lineCOpen ID=17

DLL: lineSetStatusMessages ID=17

DLL: RefreshDevStatus for line 17, TotalSize=4096, NHeededSize=292, UsedSize=292, sizeof (LINEDEVSTATUS)=88

DLL: REefreshiddressStatus for line 17, TotalSize=409%:. HeededSize=t4, UsedSize=64, sizeof (LINEADDRESSSTATUS)=64
DLL: ID=17: DevStatus=CONNECTED+INSERVICE

DLL: Opened 32880, LinelD=17, Phone ext=32880, User ext=32880

DLL:@==Evt=HOTDESE STATUS:20;Dew=32880:5;PernlD=0xded32eca PExt=32880;UExt=32880; PrevPhoneExt =

Ready MM
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The PBX interface setup screen is displayed. Enter the following values for the specified fields,
and retain the default values for the remaining fields.

e CCT Server name / IP address: IP address of Contact Center Select server.

e User ID: The Encore user credential from Section 5.3.
e User password: The Encore user credential from Section 5.3.
e Confirm user password: The Encore user credential from Section 5.3.

Debug logging level IEI Add memo to log file... |

- ACCS Communication Control ToolKit (CCT) Server

*CCT Server name / |IP address: I1 0.64.101.232
*CCT Server IP Port 1293?3

“User ID: IEncoreUser
*User domain: I

RERRRRRRKK

*User password;

HARRRRRRHK

Confim user password

I
|
*Campus Alternate Server: I
|

*Geographic Alternate Server:

—Encore ACCS Bridge Windows service

*Server name / IP address: I1 27.001

*Server |P Port |1 567

* Requires restart of CT Gateway

| 0K I Cancel |
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8. Verification Steps

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

Log an agent in to handle and complete a Contact Center Select voice call using a phone
extension on the primary IP Office. Access the Encore web interface by using the URL
“http://ip-address/encore” in an Internet Explorer browser window, where “ip-address” is the IP
address of the Encore server. The encore screen is displayed. Click Login and log in using the
appropriate credentials.

encore

by dvsAnalytics

The encore screen below is displayed. Select the Recorded Contacts icon from the top menu,
as shown below.

Welcome A Administrator | 12/20/2016

encore @)Cﬁ < 7 @ aT®
o ver]

My View B‘ [2 D
Assignment List - Outbox - a
() Received Assignments  (*) Sent Assignments () My Completed Assignments B D Lz

Status y | Priority y Type y Assignment y |'Due Date y |'Duration v Comment y To y |'Assigned Date v
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The encore screen is updated with a list of call recordings. Verify that there is an entry in the
right pane reflecting the last call, with proper values in the relevant fields. In this case, Device
Name contained the phone extension “31881” used by the answering Contact Center Select
agent on the primary IP Office. ACD Number, Skillset, Agent Login ID, and Recorded Party
Name are parameters with values obtained from the Contact Center Select CCT events.

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

Welcome A Administrator | 12/20/2016

encore @@"6 < % 1B

4 [T Libraries =

[#] System Library Sl | Iil:‘ D EOBEDBR B
[#] Public Library | | Y | Duration Y | Device Name Y | ANI T | Call Direction Y | ACD Number Y | Skillset Y | Agent Login ID Y | Recorded Party Nameg
[ Group Library

Library: System Playlist: <None> Items: 1 Selected Items: 1 ‘zlgli‘

v ||12/20/2016 10:33:29 AM 00:01:17 31881 9089532103 Incoming 33001 skill 31881 Agent1 ACCSP

» [ Shared Playlists

2 My Playlists
» [} All Shared Playlists
» [} All Member Playlists

< Il 3

Streaming Player: 01214245.vx8 =0
Position: 0:00:11.560 Recording Length: 0:01:17.702 Related Calls:0

Video Unavailable

Repeat the verification with a Contact Center Select voice call answered by an agent using a
phone extension on the expansion IP Office.

Welcome A Administrator | 12/20/2016

encore 0 ‘m e £ % s ®

4 DLibrarieS L: Library: System Playlist: <None> Items: 2 Selected Items: 1 ‘zlglﬁ‘
[# System Library [E ‘ I)‘I'} SQBLEOBEDBR B
[ public Library ‘ Y | Duration Y | Device Name Y | ANI
[# Group Library [ 12/20/2016 10:42:16 AM  00:01:17 22031 7328883834 Incoming 33001 skill1 32881 Agent1 ACCSE
R My tibrary T [112/20/2016 10:33:29 AM|  00:01:17 31881 9089532103 Incoming 33001 skill1 31881 Agent1 ACCSP

» [ Shared Playlists

2 My Playlists
» 3 All Shared Playlists
» [ All Member Playlists z
< Il »
Streaming Player: 01Z714246.vx8 vy =X

Position: 0:00:24.880 Recording Length: 0:01:17.402 Related Calls:0

Video Unavailable
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9. Conclusion

These Application Notes describe the configuration steps required for dvsAnalytics Encore 6.0.5
to successfully interoperate with Avaya Contact Center Select 7.0 and Avaya IP Office Server
Edition 10.0. All feature and serviceability test cases were completed.

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

1. Administering Avaya IP Office™ Platform with Manager, Release 10.0, September 2016,
available at http://support.avaya.com.

2. Avaya IP Office TAPI and ACCS Installation Addendum, Version 6.0.4, June 30, 2016,
available from dvsAnalaytics Support.

3. Avaya IP Office TAPI and ACCS Integration Guide, Version 6.0.4, June 30, 2016,
available from dvsAnalaytics Support.

TLT; Reviewed: Solution & Interoperability Test Lab Application Notes 23 of 24
SPOC 8/16/2017 ©2017 Avaya Inc. All Rights Reserved. Encore-ACCS7


http://support.avaya.com/

©2017 Avaya Inc. All Rights Reserved.

Avaya and the Avaya Logo are trademarks of Avaya Inc. All trademarks identified by ® and ™
are registered trademarks or trademarks, respectively, of Avaya Inc. All other trademarks are the
property of their respective owners. The information provided in these Application Notes is
subject to change without notice. The configurations, technical data, and recommendations
provided in these Application Notes are believed to be accurate and dependable, but are
presented without express or implied warranty. Users are responsible for their application of any
products specified in these Application Notes.

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