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Abstract

These Application Notes describe the configuration steps required for Enghouse Interactive
Communications Center 2016 to interoperate with Avaya IP Office 9.1. Enghouse Interactive
Communications Center is a multi-channel and multi-contact solution that can handle voice,
fax, web, and email contacts.

The compliance testing focused on the voice integration with Avaya IP Office using the TAPI
and SIP user interfaces.

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 2.2, to ensure that their own use cases
are adequately covered by this scope and results.

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

These Application Notes describe the configuration steps required for Enghouse Interactive
Communications Center (EICC) 2016 to interoperate with Avaya IP Office 9.1. EICC is a multi-
channel and multi-contact solution that can handle voice, fax, web, and email contacts. The
compliance testing focused on the voice integration with Avaya IP Office using the TAPI and
SIP user interfaces.

The TAPI 2 in third party mode interface is used by EICC to monitor groups and agent users on
Avaya IP Office. Incoming calls are routed by EICC to available agents using the TAPI line
redirect capability.

The agents are configured as users on Avaya IP Office, with the ACD functionality provided by
EICC. The agents have desktop computers running the Enghouse Interactive Executive Desktop
client software. Upon notified of an incoming group call via TAPI events, EICC redirects the
call to an available agent, and populates the answering agent’s desktop screen with call related
information received via the TAPI interface. Call related actions such as answering of incoming
calls can be initiated via the agent desktop, or via the agent telephone. The call related actions
from the agent desktops are supported by EICC using TAPI line control capabilities.

The SIP user interface is used by EICC along with the Aculab SIP stack to support voicemail,
announcement, and basic call recording features. Voicemail and announcement calls are
redirected to an available SIP user to terminate to EICC, and recording is accomplished by
intruding a virtual SIP user onto the active call to pick up the media.
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2. General Test Approach and Test Results

The feature test cases were performed both automatically and manually. Upon start of the EICC
application, the application automatically requests monitoring of devices.

For the manual part of the testing, incoming calls were made to the general routing groups. EICC
used the TAPI event messages to track agent states, and specify calls to be redirected to available
agents. Manual call controls from both the agent desktops and the agent telephones were
exercised to verify remaining features such as answering and transferring of calls.

Voicemail was tested by not answering personal calls at the agent, and have the call cover to
EICC for proper leaving of voice message and activation of message waiting indicator (MWI).
Manual call was then made from the agent to the Voicemail group for retrieval of voice message
and proper deactivation of MWI.

The serviceability test cases were performed manually by disconnecting and reconnecting the
Ethernet connection to the EICC server and clients.

The verification of tests included human checking of proper states at the agent desktop and
telephone screens, and of reviewing the log files from EICC.

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.

TLT; Reviewed: Solution & Interoperability Test Lab Application Notes 30f35
SPOC 3/21/2016 ©2016 Avaya Inc. All Rights Reserved. EICC-IPO91



2.1. Interoperability Compliance Testing
The compliance testing included feature and serviceability areas.

The feature testing focused on verifying the following on EICC:
e Virtual SIP user registrations, G.711and G.729 codec, and inbound DTMF.

e Use of TAPI functions to monitor users and groups, route incoming calls, support call
control via agent desktops, set call forwarding and MWI.

e Proper handling of call scenarios including incoming calls to different groups, hold,
reconnect, blind/attended transfer, attended conference, voicemail, announcement, call
forwarding, MWI, hot desking, supervisor monitor, outgoing call, outpulse of DTMF digits,
and recording of basic calls.

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

2.2. Test Results

All test cases were executed and verified. The following were observations on EICC from the
compliance testing.

e By design, for a hold and reconnect call scenario, the basic call recording feature captures
the audio up to the hold action.

e For the attended conference scenarios, the last party remaining on the call needed to drop the
call manually. This can be performed from either the telephone or from the desktop when
applicable.

e For the attended conference scenario, after the conference-from agent drops from the
conference first, the entry associated with the PSTN caller in the conference-to agent
Conference Call detail section was removed. However, this did not impact the remaining
call between the conference-to agent and the PSTN caller.

¢ For the attended conference scenario, after the PSTN caller drops from the conference first,
the Conference Call detail section for both the conference-from and the conference-to agents
continued to include the entry associated with the PSTN caller. However, this did not
impact the remaining call between the two agents.
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2.3. Support
Technical support on EICC can be obtained through the following:

e Phone: (800) 513-2810
e Web: www.enghouseinteractive.com
e Email: usa.support@zeacom.com
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3. Reference Configuration
The configuration used for the compliance testing is shown below.

QQ
é"("
/\‘5 % Agents and Supervisor Users with
__ -SIP Users — :_ Avaya 9620C, 9611G and 9650
= = IP Deskphones and
Avaya IP Office Enghouse Interactive Enghousg Interactive
on IP&‘:OOVZ Communicaltions Center Executive Desktop
K s s s ¢ (CA—— )

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 IP Office on IP500V2 9.1.400.137
Avaya 9620C & 9650 IP Deskphones (H.323) 3.250A
Avaya 9611G IP Deskphone (H.323) 6.6029
Enghouse Interactive Communications Center on 2016 (9.0.0.4388)
Windows Server 2012 R2 Standard

e Avaya IP Office TAPI2 Driver (tspi2w) 1.0.0.42

e Aculab SIP Stack 2.0.11
Enghouse Interactive Executive Desktop 2016 (9.0.0.4334)

Compliance Testing is applicable when the tested solution is deployed with a standalone IP

Office 500 V2 only.
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5. Configure Avaya IP Office

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

following areas:

e Verify license

e Administer groups

e Administer agent users

e Assign agents users to monitor group
e Administer supervisors

e Obtain LAN IP address

e Administer SIP registrar

e Administer SIP extensions

e Administer SIP users

e Administer short code

5.1. Verify License

From a PC running the IP Office Manager application, select Start = All Programs = IP
Office = Manager to launch the application. Select the proper IP Office system, and log in
using the appropriate credentials.

The Avaya IP Office Manager screen is displayed. From the configuration tree in the left pane
select License to display the licenses in the right pane. Verify that the license Status for 3™

Party IP Endpoints and CTI Link Pro are “Valid”, as shown below.

7 Avaya IP Office Manager IPO1-IPS00V2 [9.1.400.137] o= =
File Edit View Tools Help
ro-d AEEW v 28
IPO1-1P500V2 ~ License b v
IP Offices e v
- & BOOTP (5) License \rRemote Server}
47 Operator (3) =
w IPO1-IP500V2 Feature License... Instances Status Expiry Date
™ Systerri ()] mﬂ_
Bt lnel).,. | Advanced Edition lAV@QI 255 Valid Never
: @ Ex::rt.'r:il)gr(‘;tlgﬂ AUDIX Voicemail S4Trwd... 255 Valid Never ‘
#-§ User(32) Avaya IP endpoints synbecl... 255 Valid Never |=
1;;-@ Group (2) Avaya IP endpoints Virtual .. 12 Valid Never
(-8% Short Code (73) Avaya SIP Softphone Virtual ... 254 Valid Never
i @ Service (0) Avaya Softphone License XAmMr... 255 Valid Never
e RAS CTlLink Pro NAMnt... 255 Valid Never i
- @ Incoming Call Route (. . — -
£ WAN Port (0) Essential Edition stxTs5g.. 255 Valid Never
m Directory (0) Essential Edition Additional Voice... IAebK... 255 Valid Never =
=77 Time Profile (0) 1P500 Universal PRI (Additional cha... V4cBly.. 255 Valid Never
@ @ Firewall Profile (1) IP500 Voice Networking Channels ~ 2TDSVF... 255 Valid Never
fczz:;i (Czlde @ Mobile User Upgrade hAt6KP... 255 Valfd Never
- License (33) Mobile Worker @vCcc... 255 Valid Never
- Tunnel (0) Office Worker ytcOwS... 255 Valid Never
& §43 User Rights (8) Office Worker Upgrade AhlUO.. 255 Valid Never vile
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5.2. Administer Groups

From the configuration tree in the left pane, right-click on Group and select New from the pop-
up list to add a new group. For Name and Extension, enter desired values. Retain the default

values for the remaining fields.

' Avaya IP Office Manager IPO1-IPS00V2 [9.1 400.137]
File Edit View Tools Help
250 A@ER v - 28
IPO1-1P500V2 > Group v 29001 Secondary b
IP Offices 7 Sequential Group <Hunt Group:0>: * e vl<|>
@& BOOTP (5) Group lQueuing I Overflow I Fallback I Voicemail I Voice Recording ] Announcements‘
Operator (3)
IPO1-IP500V2 Name EICC Hold Profile Standard Hunt Greup i ¢
539 System [
£ Liyne @ ¢ Extension 29001 [7] Ex Directory
(H-+=> Control Unit (4) 5 g = 5 System Default (15
-4 Extension G1) Ring Mode [Sequentlal ] No Answer Time (secs) | System Default (15)
J‘g gser (3?2)) Hold Music Source [No Change V]
- roup 2
& g Short Code (73) Ring Tone Override None - i
; Service (0) ;
o RAS (1) ﬁg:?,‘; -?;atus on No-Answer [None v]
- @ Incoming Call Rout User List
9 WAN Port (0) ko
~aa Directory (0) Extension Name
£ Time Profile (0) =
@ Firewall Profile (1)

Select the VVoicemail tab, and uncheck VVoicemail On as shown below.

sl Avaya IP Office Manager IPO1-IP500V2 [9.1.400.137]
File Edit View Tools Help

25-H AEBR v 28

IPO1-1P500V2 > Group v 29001 Secondary »

IPOffices || Sequential Group <Hunt Group:0>: *

@& BOOTP (5) ‘ Group | Queuing I Overflow l Fallback‘ Voicemail ’Voice Recording l Announcements‘

[#-¢# Operator (3)

(553 System (1)
-7 Line (7) Confirm Voicemail Code
(<= Control Unit (4)

-4 Extension (31)
J% gser (3?2)) it Emai [7] Broadcast
- roup

4B Service (0)
o RAS (1)
& Q Incoming Call Rout

=+ IPO1-IPS00V2 Voicemail Code [] Voicemail On

Voicemail Email [7] Voicemail Help

8% Short Code (73) ® Off © Copy  Forward = Alert 7] UMS Web Services
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Repeat this section to create the groups shown below. These groups are used by EICC for
routing and handling of incoming calls.

Extension Name
29001 EICC Hold
29002 EICC Voicemail
29003 EICC Operator
29004 EICC Monitor
29005 EICC Fallback
29006 EICC Sales
29007 EICC Support

The created groups are shown in the left pane of the screenshot below.

") Avaya IP Office Manager IPO1-IP500V2 [9.1.400.137] =l ==
File Edit View Tools Help

Lo-d A@ER v 2%

IPO1-1P500V2 ~ Group v 29007 EICC Support b
IP Offices | = Sequential Group EICC Support: 29007 e -8 X v <>
@& BOOTP (5) 4 ‘ Group l Queuing [ Overflow I Fallbacki Voicemail lVoi(e Recording I Announcements |
[#-¢# Operator (3) [ =
7 IPO1-IP500V2 Voicemail Code [7] Voicemail On

4537 System (1)
147 Line (7) Confirm Voicemail Code

<=2 Control Unit (4) i i i E i i
-4 Extension (31) Voicemail Email 7] Voicemail Help

4 User32) : [7] Broadcast

=& ] Group (@) : ) N
. -4 29005 EICC Fallback 9 Off Copy Forward Alert [T] UMS Web Services

[ -

45§ 29001 EICC Hold
45§ 29004 EICC Monitor
43§l 29003 EICC Operator 3
458l 29006 EICC Sales
4K 29007 EICC Support
48l 29002 EICC Voicemail
558l 29000 Main

(-@% Short Code (73)

; @ Service (0)

G-ofls RAS (1)
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5.3. Administer Agent Users

From the configuration tree in the left pane, select the first user that will be used for answering
ACD calls, in this case “20031”. Select the Voicemail tab, and uncheck VVoicemail On as

shown below.

§r3 RemoteManager
~#% 20001 Extn20001
20002 Extn20002
20003 Extn20003
20004 Extn20004
20005 Extn20005
20020 Extn20020
20021 Extn20021
20022 Extn20022
20023 Extn20023
20024 Extn20024
’
@ 20032 Extn20032
20033 Extn20033

m

Voicemail Code
Confirm Voicemail Code

Voicemail Email

@ Off Copy

DTMF Breakout

Forward

Alert

[7] Voicemail On

[7] Voicemail Help

[7] Voicemail Ringback

Voicemail Email Reading

[7] UMS Web Services

%" Avaya IP Office Manager IPO1-IP500V2 [9.1.400.137]
File Edit View Tools Help
-...T.-_/'H Eg@_\/ ><__)AE
IPO1-1P500V2 v User v 20031 Extn20031 b
| IP Offices | E2 Extn20031: 20031* o - X v]<|>
Ei a ;e;\l(jfj)ser “ | | User | Voicemail I DND l Short Codes I Source Numbers l Telephony | Forwarding l Dial In l Voice Recording I Butt ¢ | *

-

m

Select the Telephony tab, followed by the Supervisor Settings sub-tab. Uncheck Cannot be

Intruded, and set Can Intrude to the desired setting.

" Avaya IP Office Manager IPO1 -IP500V2 [9.1.400.137]
File Edit View Tools Help
204 EQ[E_‘\/Jz“f‘]
IPO1-1P500V2 v User v 20031 Extn20031 %
|E7 Extn20031: 20031° o -B X[ v<|>

<= Control Unit (4)

& Extension (31)

=-§  User32)

~§rg NoUser

-4 RemoteManager
- 20001 Extn20001
20002 Extn20002
20003 Extn20003
20004 Extn20004
20005 Extn20005
20020 Extn20020
20021 Extn20021
20022 Extn20022
20023 Extn20023
20024 Extn20024
v
@ 20032 Extn20032
20033 Extn20033
& 20034 Extn20034

m

’ User | Voicemail | DND | Short Codes I Seurce Numbers[ Telephony i Forwarding | DialIn | Voice Recording l Butt| 4 | »

Login Code

Confirm Login Code
Login Idle Period (secs)
Moenitor Group
Coverage Group

Status on No-Answer

@ All Calls

) Bxternal Incoming

Reset Longest Idle Time

Call Settings | Supervisor Settings i Multi-line Options l Call Log l TUI ’

[( None>

l <None>

ILogged On (No change)

[] Force Login

[] Force Account Code

|| Force Authorization Code

|| Incoming Call Bar

| Outgoing Call Bar

Inhibit Off-Switch Forward/Transfer

O

<

| CanIntrude
Cannot be Intruded

Can Trace Calls

i

| Deny Auto Intercom Calls
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Select the Forwarding tab. Check Forward On Busy, Forward On No Answer, and Forward
Internal calls. For Forward Number, enter the EICC Voicemail group extension from Section

5.2.

Repeat this section for all users that will be used for answering ACD calls. In the compliance

testing, two users with extensions “20031” and “20032” were configured.

File

Edit View Tools

Help

2 S- 33@ )

IPO1-IP500V2 v User

" Avaya IP Office Manager IPO1-IP500V2 (9.1 400.137]

2%

v 20031 Extn20031

-

IP Offices

|

7

Extn20031: 20031*

- X vl<|>

=%

4 Line (@)
#” 9
-~ 10
113
-4 14
115
1116
gy 18

[#-<= Control Unit (4)
[#-4 Extension (31)
E-§ User(32)

-4r NoUser

f RemoteManager
20001 Extn20001
20002 Extn20002
20003 Extn20003
20004 Extn20004
20005 Extn20005
20020 Extn20020
20021 Extn20021
20022 Extn20022
20023 Extn20023
20024 Extn20024
- 20032 Extn20032
20033 Extn20033
i~ 20034 Extn20034

-

.

’ User l Voicemail l DND l Short Codes l Source Numbers I Telephony | Forwarding ’Dialln I Voice Recording I Butt| + | *

Block Forwarding

Follow Me Number

Forward Unconditional

Forward Number

Forward On Busy

Forward On No Answer

Forward Number

Forward Internal calls

]

20035

@
¥
29002
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5.4. Assign Agent Users to Monitor Group

From the configuration tree in the left pane, select the EICC Monitor group, in this case “29004”.
Click on Edit in the User List section to add members. In the next screen (not shown), select all
agent users from Section 5.3.

150 3@atlv 2w

PRERO2. = Gowp * 2900¢ECC Montor -
| POfices | el | —
i : el Grewp | Queving | Overfiow | Falback | Voicemail | Vore Recording | Announcements ) |
= = 1PO1-IPS00V2 Mame EICC Monitar A i
e L fe = - ;
} -o 2;";'.',?'0..0"&‘," Ring Mode Sequential vl MNoAnswerTime fsecs) System Defauit (15) “
i : magl Hodd Music Source imm ']i
20008 EICC Faliback Ring Tone Override e =
29001 EICC Hold bt St s [ :

Applies To
23001 EICC Operstor ‘
29006 EICC Sales User Lot 1
20007 EICC Support Biicndion i Narve J
20002 EICC Veolcemad
29000 Main
& 9% Short Code (73)
. Serace {0}
4-dly RAS 1)
+ Incoming Ca Route (3)
VIAN Port (0)
= Directory (0)
7 Time Profile (0)
i@ Firewall Profe (1)

s | G
4 &m Account Code (2)

The resultant screen after the selection is shown below.

L5-d @3RIy o2®

PO1.P500N2 * Group » 25004 EICC Mondtor -

E : sential Groug > Monitor: 2800 ef-® X vi< |5

& soore ) [rovp Qg Ot [tk Vo
@-¢= Operator 3) - ' e
% <o 01 PS00V2 Hame EICC Monitor Profie Standacd Hunt Group.

¥ %9 System (1} - ;

17 Line () Extension 22004 [ Ex Directory

4 “= Control Unit id) ? : ol -

& 4 Bxtension (31) Ring Mode [M_ equential 'i No Anzwer Time fsecs) System Default (15)

k4 Use32) Held Music Source [No Change -

= 0 Geoup @) - : ~

29005 EICC Fallback Ring Tone Override None -

29001 EICC Hold

Agent’s Status on No-Answer

[M -l
Applies To £ ;
29003 EICC Operator <
20006 EICC Sales User bt
29007 EICC Support Eintion— Naee
29002 EICC Voicemad =
29000 Main ¥ 031 En2003
9% Short Code (73) J 0032 Etn2002
@ Senice 0)
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5.5. Administer Supervisors

From the configuration tree in the left pane, select the first user that will be used as the
supervisor, in this case “20035”.

Select the Voicemail tab, and uncheck Voicemail On as shown below.

W Avaya IP Office Manager IPO1-IP500V2 [9.1.400.137] E
File Edit View Tools Help
25-0 AEER v s28
IPO1-1P500V2 v User v 20035 Extn20035 b4
IP Offices |3 Extn20035: 20035 ef -8 X[ v|<]|>

20019 Extn20019 4

‘ User ] Voicemail [DND l Short Codes | Source Numbers I Telephony I Forwarding I DialIn | Voice Recording I Button Prog ¢ | *

20020 Extn20020
20021 Extn20021
20022 Extn20022
20023 Extn20023
20024 Extn20024
20031 Extn20031

Voicemail Code

Confirm Voicemail Code

Voicemail Email

[ Voicemail On
[T] Voicemail Help

[7] Voicemail Ringback

R 20032 Bdn20032 Voicemail Email Reading
g 20033 Extn20033
20035 Extn20035 ] UMS Web Services

Select the Telephony tab, followed by the Supervisor Settings sub-tab. Check Can Intrude,

and set Cannot be Intruded to the desired setting. For Monitor Group, select the EICC

Monitor group from Section 5.2.

7" Avaya IP Office Manager IPO1-IP500V2 [9.1.400.137] =0 E=H ===
File Edit View Tools Help
250 AEER v o285
IPO1-1P500v2 > User ~ 20035 Extn20035 -
IP Offices IE Extn20035: 20035 gk -8B X v >
E f EJXten(;i;;‘ G1) i l User I Voicemail I DND l Short Codes | Source Numbers] Telephony !Forwarding I DialIn | Voice Recording I Button Prog ¢ | *
= ser -
i NoUser | Call Settings | Supervisor Settings | Multi-line Options | Call Log | TUI |

-4 RemoteManager
@ 20001 Extn20001
20002 Extn20002
20003 Extn20003
20004 Extn20004
20005 Extn20005
20020 Extn20020

Login Code
Confirm Login Code

Login Idle Period (secs)

20031 Extn20031
~@ 20032 Extn20032
@ 20033 Extn20033

20035 Extn20035 Reset Longest Idle Time

(8% Short Code (73)
@ Service (0)
H--ofs RAS (1)

[] Force Login

[] Force Account Code

20021 Extn20021 Monitor Group [EICC Monitor v] [T] Force Authorization Code
20022 Extn20022 Coverage Group [<None> v] [] Incoming Call Bar

20023 Extn20023

20024 Extn20024 Status on No-Answer lLogged On (No change) vJ [”] Outgeing Call Bar

[T] Inhibit Off-Switch Forward/Transfer

[¥] CanIntrude

i 20099 Extn20099 @ All Calls [¥] Cannot be Intruded
- 20041 Sip20041 ) =
(-3¢ Group (8) () External Incoming [7] Can Trace Calls

|| Deny Auto Intercom Calls
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Select the Forwarding tab. Check Forward On Busy, Forward On No Answer, and Forward
Internal calls. For Forward Number, enter the EICC Voicemail group extension from Section
5.2.

Repeat this section for all supervisors. In the compliance testing, one supervisor with extension
20035 was configured.

" Avaya IP Office Manager IPO1-IPS00V2 [9.1.400.137] =5 EC]
File Edit View Tools Help

250 A@EQR]v -28

IPO1-1P500V2 v User v 20035 Extn20035 5
IP Offices = Extn20035: 20035 gf B[ X[ v <>

[+

-4 Extension (31) -
§ User32)

- frm NoUser
f RemoteManager .
20001 Extn20001 Block Forwarding [l
20002 Extn20002
20003 Extn20003
20004 Extn20004
20005 Extn20005
20020 Extn20020
20021 Extn20021
20022 Extn20022 Forward Unconditional
20023 Extn20023 -
20024 Extn20024 _
20031 Extn20031 Forward Number v
@ 20032 Extn20032
- 20033 Extn20033
20035 Extn20035
~& 20099 Extn20099
¢ e 20041 Sip20041
-5§ Group (8) Forward On Busy
(+-@% Short Code (73)
i @ Service (0) Forward On No Answer

l"User .|-Voicemail.|-DND I.Short Codes‘l Source Numbers .|-Telephony_‘ Forwarding E.Dialln‘l Voice Recording IAButton Pro.g N

Follow Me Number W

)

o RAS (1) | Forward Number
£} @ Incoming Call Route (E;=
¥ WAN Port (0) |= -
-2 Directory (0) Forward Internal calls ]
77 Time Profile (0)

@ Firewall Profile (1)
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5.6. Obtain LAN IP Address

From the configuration tree in the left pane, select System to display the system screen in the
right pane. Select the LANL1 tab, followed by the LAN Settings sub-tab.

Make a note of the IP Address, which will be used later to configure EICC. Note that IP Office
can support SIP on the LAN1 and/or LAN2 interfaces, and the compliance testing used the
LANL1 interface.

") Avaya IP Office Manager IPO1-IP500V2 [9.1.400.137] E =}
File Edit View Tools Help
2o-da@Eldlv s2%8
IPO1-1P500V2 v System v IPO1-IP500V2 b
IP Offices = IPO1-IP500V2 i X | v
:; x gOOTf (5()3) ‘ System | LANL ‘ LAN2 I DNS I Voicemail I Telephony I Directory Services | System Events I SMTP | SMDR I Twinning | VEM | ¢ | »
u ve perator
S-%% [POL-IPS00V2 LAN Settings | VoIP. | Network Topology|
-8 System (1)
%39 IPO1-IP500V2 IP Address 192 . 168 . 200 . 134
11 Line 7)
-9 Control Unit (4) IP Mask 255 255 255 0
(-4 Extension (31) ;
Ed User32) Primary Trans. IP Address 0 0 0 0
@ 2% Group (8) RIP Mode [None M
(+-8% Short Code (73)
D Service (0) [7] Enable NAT
o, RAS (1)
e} @ Incoming Call Route Number Of DHCP IP Addresses 200
i

5.7. Administer SIP Registrar
Select the Vol P sub-tab. Make certain that SIP Registrar Enable is checked, as shown below.

¥ Avaya IP Office Manager IPO1-IP500V2 [9.1.400.137] =3 EC]
File Edit View Tools Help
2o-d 3EEAv -2%8
IPOL-IP500V2 - System - 1POL-IP500V2 -

| IPoffices  |[i= IPO1P500V2 of 8| X[ v

@& BOOTP (5)

(g7 Operator (3)

=% IPO1-IP500V2
-8 System (1)

re= LANIJ LAN2 | DNs [ Voicemail | Telephony | Directory Services | system Events | sMTP | SMDR | Twinning [ vem |« | »
‘ LAN Settings} VolP [Network Topology‘

] 1P 01-1P500V2 |
-4 Line (7)

(-+=> Control Unit (4)
-4 Extension (31)
w-§  User(32)

(-3¢ Group (8)

(-@% Short Code (73)
4B Service (0)

G-ollg RAS (1)

& e Incoming Call Route
&8 WAN Port (0)
a8 Directory (0)

£ Time Profile (0)

[¥] H323 Gatekeeper Enable

[7] Auto-create Extn

[¥] SIP Trunks Enable

[¥] SIP Registrar Enable
[¥] Auto-create Extn/User

Domain Name

Auto-create User

[] H323 Remote Extn Enable

[] SIP Remote Extn Enable

1720

m

w-@ Firewall Profile (1) @ uoe UbERon R t p
-fll IP Route (2) Layer 4 Protocol [ TCP TCP Port 5060 t (3060
(+-@m Account Code (2)
% License (33) [E TLs TLSPort 5061 2 5061
@& Tunnel (0)
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5.8. Administer SIP Extensions

From the configuration tree in the left pane, right-click on Extension, and select New - SIP
Extension from the pop-up list to add a new SIP extension. For Base Extension, enter an
available extension number, in this case “20061”. Uncheck Force Authorization, as shown

below.

Repeat this section to add the desired number of SIP extensions with consecutive extension
numbers. In the compliance testing, two SIP extensions “20061” and “20062” were created.

' Avaya IP Office Manager IPO1-IPS00V2 (9.1 400.137] ]2
File Edit View Tools Help
W 2@l v 2%
IPO1-IP500V2 ~ Extension ~ 8001 20031 -
IP Offices 7 SIP Extension: 8007 * vi<|>
@R BOGTR €) |Btn Vol | 738 Fax|
47 Operator (3)
PO1-IP500V2 Extension ID 8007
-5 System (1)
4559 TPO1-IP500V2 Base Extension 20061
-1 Line (7) :
<= Control Unit (4) Caller Display Type On
& f lEJXte”éi;’)" (1) Reset Volume After Calls [
i) Ser
i@ Group (8
& g Sl':?)krftpc(o)de @3 Device Type j Unknown SIP device
@B Service (0)
oy RAS (1) Location [Automatic
& Q Incoming Call Route
£ WAN Port (0) Module 0
a8 Directory (0)
£ Time Profile (0) Port 0
: r;r;v::lLP(;c;flle M Force Authorization (|
@@ Account Code (2)
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5.9. Administer SIP Users

From the configuration tree in the left pane, right-click on User, and select New from the pop-up
list. For Name and Full Name, enter desired values. For Extension, enter the first SIP base
extension from Section 5.8.

' Avaya IP Office Manager IPO1-IPS00V2 (9.1.400.137] == EcH ="
File Edit View Tools Help

2AS-H EQ@\/ J('—-"’E

IPO1-IP500V2 v User ¥ 20035 Extn20035 b
1P Offices |EZ <User:0: of B X|v]=|>
@ K BOQTP () User lVoicemail I DND ] Short Codes I Source Numbers I Telephony I Forwarding ] Dial In I Voice Recording I Button Pr| ¢ | *
# Operator (3) =
@ IPO1-IPS00V2 Name EICC20061 .5
g Password
-4 Line (7)
{2 Control Unit (4) Confirm Password
-4 Extension (33)
w-§ User(32) Conference PIN
(-3¢ Group (8) 2
-8 Short Code (73) Confirm Conference PIN
B Service (0) Account Status Enabled v =
oy RAS (1)
) e Incoming Call Route (5) Full Name EICC SIP Port 1
¥ WAN Port (0)
-@= Directory (0) Extension 20061
£ Time Profile (0) )
@ Firewall Profile (1) Email Address
il IP Route (2) Locab [ ]
(+-@m Account Code (2) it =
% License (33) Priori 5 =
i Tunnel (0) oy [ 3|
&-§i3 User Rights (8) System Phone Rights [None 'J
"¢ ARS (1)
&8 Location (0) Profile [Basic User ']
c3] Authorization Code (2
O ushration Code ) [7] Receptionist
Enable Softphone

Select the Voicemail tab, and uncheck VVoicemail On as shown below.

" Avaya IP Office Manager IPO1-IP500V2 [9.1.400.137] E
File Edit View Tools Help

2AS-H Sﬁl@\/,,‘z_"m

1PO1-1P500V2 v User v 20035 Extn20035 b4
IP Offices |[= <User:0>: * of B X|v|x][>
=-R BOOTP (5) ‘ User ‘ Voicemail |DND l Short Codes l Source Numbers l Telephony | Forwarding l Dial In l Voice Recording | Button Pr ¢ B

# QOperator (3)

Voicemail Code [7] Voicemail On
-39 IPO1-IP500V2 Confirm Voicemail Code [] Voicemail Help
-7 Line (7) -
(-2 Control Unit (4) Voicemail Email [7] Voicemail Ringback

a

:j : lEstteern(si:;)n 2 Voicemail Email Reading
(-3¢ Group (8) [7] UMS Web Services
#-8% Short Code (73)
B Service (0) carmail E
oy RAS (1)

- Incoming Call Route (5) @ off Copy Forward Alert
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Select the Telephony tab, followed by the Supervisor Settings sub-tab. Check Can Intrude
and Cannot be Intruded. For Monitor Group, select the EICC Monitor group from Section
5.2.

Repeat this section to add a new user for each SIP extension from Section 5.8. In the
compliance testing, two users with extensions of “20061”” and “20062” were created.

" Avaya IP Office Manager IPO1-IPS00V2 [9.1.400.137] = EC]

File Edit View Tools Help

HZ@allv 28

1PO1-IP500V2 v User v 20035 Extn20035 A
IP Offices |Ei <User:0>: * o B X|v||>

o x BOOTP (3) ‘>User I Voicemail I DND I Short Codes-|>Source Numbers.‘ Telephony i_FonNarding-I.Dial In -|>Voice Recording I<Button R
(g7 Operator (3) - » . L
E : | Call Settings | Supervisor Settings | Multi-line Options | Call Log [ TUI |

%28 System (1)

|l POL-IPS00V2 Login Code [C] Force Login

-1 Line (7)

-+ Control Unit (4) Confirm Login Code

-4 Extension (33) ) )

#-§  User(32) Login Idle Pericd (secs) || Force Account Code

:‘ ﬁ Sl'r\(;lrjtpc(gze @3) Monitor Group [EICC Monitor v] [7] Force Authorization Code

; @ Service (0) Coverage Group [(None> v] [7] Incoming Call Bar

ol RAS (1)

€ Incoming Call Route (5) Status on No-Answer [Logged On (No change) v] [7] Outgoing Call Bar

B WAN Port (0) _

a8 Directory (0) || Inhibit Off-Switch Forward/Transfer

£ Time Profile (0) -

o) @ Firewall Profile (1) Reset Longest Idle Time i Can Intnide

+ IP Route (2) @ All Calls [¥] Cannot be Intruded

-@m Account Code (2) . [7] Can Trace Calls

%y License (33) ") External Incoming =

& Tunnel (0)

5.10. Administer Short Code

From the configuration tree in the left pane, right-click on Short Code and select New from the
pop-up list to add a new short code for Call Listen. Configure the fields exactly as shown
below. This fixed short code value will be used by EICC to intrude virtual SIP users onto active
calls for basic call recording.

") Avaya IP Office Manager IPO1-1P500V2 [9.1.400,137] IEI =l

File Edit View Tools Help

Lo-d AEERlv s 28

IPO1-1P500V2 v Short Code v O7T*N# b4
IP Offices | Ei <Short Code:0>: Dial* e -8 X | v <>
@& BOOTP (5) Short Code |
[#-¢# Operator (3)
(=% IPO1-IP500V2 Code 6 N#
-%3% System (1)
-39 [PO1-IP500V2 Feature Call Listen Y
&7 Line (7)
&= Control Unit (4) Telephone Number N
-4 Extension (33) :
B-§ User 34) Line Group ID 0 *.
-3 Group (8) Locale [ v
(8% Short Code (73) -
B Service (0) Force Account Code [
H-ofly RAS (1? Force Authorization Code [
& @ Incoming Call Route (5)
B WAN Port (0)
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6. Configure Enghouse Interactive Communications Center
This section provides the procedures for configuring EICC. The procedures include the

following areas:

e Administer TAPI Driver
e Administer phone system type
e Administer phone system data

e Verify license
e Administer lines

e Administer queues
e Administer phonebook

The configuration of EICC is typically performed by Enghouse Interactive installation
technicians or third party resellers. The procedural steps are presented in these Application
Notes for informational purposes.

6.1. Administer TAPI Driver

From the EICC server, select Start = Control Panel = Phone and Modem, to display the
Location Information screen. Enter the proper area code and any other pertinent data.

TLT; Reviewed:
SPOC 3/21/2016

Location Information -

Before you can make any phone or modem connections, Windows needs
the Following information about your current location,

What country/reqgion are you in now?

|United States v

What area code {or city code} are you in now?
303

If vou need to specify a carrier code, what is it?

[ ]

If you dial a number to access an outside line, what is it?
The phone system at this location uses:

® Tone dialing () Pulse dialing

QK I I Cancel
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The Phone and Modem screen is displayed next. Select the Advanced tab, followed by Avaya
IP Office TAPI2 Service Provider, as shown below. Click Configure.

By ffice TAPI2 Servic
Microsoft HID Phone TS
TAPI Kemel-Maode Service Provider

Unimodem 5 Service Pravider

| add. || FyRemove | % Configure..

l Close || Caricel |’ Spply ]

The Avaya TAPI2 configuration screen is displayed. For Switch IP Address, enter the IP
address of IP Office. Select the radio button for Third Party, and enter the applicable IP Office
password into the Switch Password field. Check ACD Queues as shown below.

Reboot the EICC server.

Switch IP Address |192.1ss.200.134
Cancel I
" Single User

User Name l

User Password

& Third Party

li
Switch Password Im

[T ExDirectory Users
™ WAV Users
¥ ACD Queues
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6.2. Administer Phone System Type

At the conclusion of installation, the Installation Process screen will be displayed by the
Installation Wizard. Follow [2] to import licenses and configure the default company.

The Installation Process screen shown below is displayed next. Click the Run icon associated
with Define Phone System Type.

Run Installation Wizards

To continue the installation process, configure the parameters required for your system to
function correctly. Complete the setup steps in the order specified below.

v Import Licenses S Define Phone System Type

Run to select the PBX type to be installed. You can set

v Configure Default Company Completed j up connection details and number plan information
! required to configure the CTI server.,

< Define Phone Systemn Type 1F this information is not known at this point, you can

continue to the next step or Close now and complete

this wizard at a later time, This step must be completed

= Set Phone System Data before beginning the Set Phone System Data step.

= Configure Email Notification Lo}

G ‘What is the Phone System Type wizard?

The Phone System Type screen is displayed next. For PBX Type, select “Avaya IP Office”.

Define Phone System Type

Select the type of Phone PBX to be installed. The PBX will be added to the
database and Application Manager will launch afterwards for further
configuration steps.

This step must be completed before beginning the Configure Phone System

Data step.
PEX Type: Avaya P Office v
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6.3. Administer Phone System Data

The Installation Process screen shown below is displayed. Click the Run icon associated with
Set Phone System Data = Configure PBX Connection shown below.

Run Installation Wizards

To continue the installation process, configure the parameters required for your system to
function carrectly. Complete the setup steps in the order specified below.

& Import Licenses @ Configure PBX Connection

Use the Connection Wizard to specify the SIP Registrar
v Configure Default Company G TEaceyees for B nben;

v Define Phone System Type

 Set Phone System Data

=» Configure PBX Connection

= Configure PBX Essentials

=¥ Configure IP Yoice Parts

=» Configure Email Notification

The Avaya IP Office PBX Setup Wizard = Configure PBX Connection screen is displayed.
For SIP Registrar IP Address, enter the IP address of IP Office.

Configure PBX Connection

The System needs configuration data for the Avaya [P Dffice PBX. Please enter it
below.

SIP Registrar IP Address: 192.168.200.134
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Continue with the Installation Wizard until the Avaya IP Office PBX Setup Wizard - Create
Park Queue screen is displayed. For Park Queue Number, enter the extension of the EICC
Hold group from Section 5.2.

Create Park Queue

The Park queue is a Hunt Group for the management of parked calls.

This humber is not normally dialed by users. |t must be dialable by any dialogic
voiceport installed in the system. This will appear as an entry in the
General-»System Queues section of this application.

Park Queue Number: 29001

The Avaya IP Office PBX Setup Wizard => Create Voice Messaging Queue screen is
displayed next. For Voice Messaging Queue Number, enter the extension of the EICC
Voicemail group from Section 5.2.

Create Voice Messaging Queue

The VYoice Messaging Queue is a Hunt Group used as the Pilot Number to dial
Voicemall. ‘When a user activates a Presence Profile the system will forward their
phone to this number. The forward busy destination for users phones will need to
be set manually or via the PBX Maintenance interface.

This number is dialed by all users, and is nomally an easily remembered number.
This will appear as a entry in the General-> System Queues section of this
application.

Yoice Messaging Queue Mumber: | 29002

TLT; Reviewed: Solution & Interoperability Test Lab Application Notes 24 of 35
SPOC 3/21/2016 ©2016 Avaya Inc. All Rights Reserved. EICC-IPO91



Continue with the Installation Wizard until the IP Voice Ports Setup = Configure IP Voice
Ports screen is displayed. For Start Extension, enter the first SIP base extension from Section
5.8. For Number of Ports, select the total number of SIP extensions from Section 5.8.

o IP Voice Ports Setup _

Configure |P %oice Ports

These are voice ports that are of type SIP extensions on the PBX. They will
appear as entries with type SIP Yoice Port in the General-»Lines section of this

Start Estension:
Number of Ports: :

6.4. Verify License

The Communications Center Administrator screen is displayed upon completion of the
Installation Wizard. Select General = Licenses from the left pane, to display All Licenses in
the right pane.

Verify that the following licenses are in place: Aculab SIP Ports, Agent Desktop, Avaya IP
Office, and UCUL (UC User License).

o Communications Center Administrator - [Licenses] |;|£-
File Edit Window Help
3.3 ' By X Language: |English v | 2’
82 Yoice Messaging All Licenses ¥ Product Key: XHHM-25G J-ONFS-VFAA-SR8U
; Description Licenses Units Start Date End Date Days Left
a Consale ?ﬁ Aculab SIP Ports 2 Port
” < ’ﬁ Agent Desktop 99 User
% Queving '}’; Announce 93 Port
@ Announce ?ﬁ Avaya |P Dffice 1 single
T CT Contral 99 user
%y General R Executive Desktop 99 User
: "ﬂ TouchPaint 93 units
@l Companies 'ﬁ UCUL (UC User License) 93 User
2 Holidays
ﬁ Licenses
i@ Security
& Lines
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6.5. Administer Lines

Select General - Lines from the left pane, to display all extensions obtained automatically
from IP Office. Locate the entries associated with the EICC groups from Section 5.2, in this
case extensions 29003-29007, right-click on the entries one at a time and select Convert Into
Queue.

Note that the EICC groups with extensions 29001-29002 were already configured as part of the
Installation Wizard in Section 6.3.

File Edit Window Help

» W A B xl Language: IEninsh v
AllPBXes ¥ AllLines ¥

#+ Yoice Messaging 5
Extension Tenant

a Console

i Queuing

@ Announce

(h Companies
2 Holidays
% Licenses
& Security

[5 Lines

|4 Phonebook

% System Queues

@ System Prompts

o Y
% dded by System
Y Added by System
Y Added by System
& Added by System
%9 Added by System
& Added by System
Y dded by System
Z Added by System
%Y Added by System
9 Added by System
% Added by System
& ddded by System
7 idded by System
Z Added by System
Y Added by System
%9 Added by System
%Y Added by System
% sdded by System
% idded by System
Z Added by System

SR N PR O Y

29007

Dterm
Diterm
Diterm
Dterm
Dtem

<|

Lines: 38/S
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6.6. Administer Queues

Select Queuing = Queues from the left pane, to display a list of queues converted from Section

6.5. Right click on the entry associated with the EICC Operator group from Section 5.2, in this
case extension 29003, and select Convert to Operator Queue.

) Communications Center Administrator - [Queues] [=T=]
File Edit Window Help
Dodly NN 4 Language: |English v I St
AllPBXes ¥ All Queues excluding Operator/System Queues ¥
#+ Yoice Messaging i
Queue Name _ ‘Wrapups Modes Indial Madifiers Callbas
& console -4 29003 ‘Added by System Yes
- || @& 29004 Added by System Yes
f?ﬁ Queuing ||| @ 23005 Added by System Yes
~ || @ 29006 Added by System Yes
W Queues @ 29007 Added by System Yes
::uﬂ Delivery Patterns
@ Agent Login Classes

Right click on each remaining entry, and select Edit to modify the Name as desired (not shown).
The queue name will be used in the agent desktop screen pops.

In the compliance testing, the queues were modified to match the corresponding group names
from Section 5.2, as shown below.

o Communications Center Administrator - [Queues] [=T= [T
File Edit Window Help
> W &3 X Language: lEnglish VI 2’
x _ AllPBXes ¥ All Queues excluding Operator/System Queues ¥
*# Yoice Messaging
Queue Name Wrapups Modes Indial Madifiers Callbar
S Console Y 29004 EICC Monitor Yes
|| &y 29005 EICC Fallback Yes
fi Queuing || & 29008 EICC Sales Yes
§ ~ || @ 29007 EICC Support Yes
@ Queues
2%, Delivery Patterns
@ Agent Login Classes
S Agents |5
&% Totaling Queues
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6.7. Administer Phonebook

Select General > Phonebook from the left pane, followed by the Add Wizard icon located at
the upper left corner of the screen.

o Communications Center Administrator - [Phonebook] Hi-
File Edit Window Help
‘ il  Ba X Language: |Eng[ish v] 2l
Filter -
#+ Yoice Messaging
Look for: [:] Company: !<ALL COMPANIES> V| UWI’IEIZ|‘ <All Contacts> v | Directory: | <&ll Contacts>
& console
- First Name Last Name Ext Office Mobile Home Company
i} Queuing @ DevConnect System DevConnect
@ System Admin DevConnect
@ Announce
7 General
(i Companies
X Holidays
R Licenses
i@ Security
& Lines
|E Phonebook

Follow the Adding Phonebook Contact pop-up screens (not shown) to configure a
corresponding entry for each agent and supervisor from Section 5.3 and Section 5.5 respectively.
In the compliance testing, two agents and one supervisor were created as shown below.

Double click on Class has no delivery.

File Edit Window Help

AT [ B X

#+ Yoice Messaging

& console

i Queuing

@ Announce

7 General

iy Companies
2 Holidays

R Licenses

Communications Center Administrator - [Phonebook]

Language: | English

Y]

Filter

(e

- ‘omplete Tasks X
Look for: [:] Company: I<ALL COMPANIES: VI Ownelzlﬂ <&l Contacts> W I\ Class has no delivery

First Name Last Name Ext Office Mobile Home
@ Agent 1 EICC 20031

@ sgent 2 EICC 20032

@& DevConnect System 5329002

@ Supervisor EICC 20035

@ System Admin
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The Editing Agent Login Class screen is displayed. Select the Delivery tab, and click Add.

General
Name: lagent | Number: E
Department: | <Unspecified> v |

General | Delivery | Media | Worktime | Break Reasons | Worktime Reasons |
Configuration Method:

Queues:

Queue Deli#’ery ACwW Override Delay  Seconds Delay-Priority

The Add Queues screen is displayed next. Select the applicable queues to be handled by the
agents, in this case EICC Sales and EICC Support, as shown below.

Select Queues to add...

Number  Mame

[] 29003  Added by System
[] 23005 EICC Fallback
[v] 23007  EICC Support
[] 29006 EICC Sales

[] 29004  EICC Monitor

| SelectAll || Deselectall | | OK || Cancel || Hep |
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7. Verification Steps

This section provides the tests that can be performed to verify proper configuration of Avaya IP
Office and EICC.

7.1. Verify Avaya IP Office

From a PC running the IP Office Monitor application, select Start - All Programs - IP
Office = Monitor to launch the application. The Avaya IP Office SysMonitor screen is
displayed. Select Status = SIP Phone Status from the top menu.

&} Avaya P Office SysMonitor - Moni
File Edit View Filters Status Help

=8| »BT| x| @ /=]

Kikkkkkkkkx SysMonitor v9.1.4.0 build 137 **kkdwikkx

*kkkkkkdkkx contact made with 192.168.200.134 at 09:27:47 13/1/2016 **kkdkkkkx
*kkxkxkkk* System (192.168.200.134) has been up and running for 35mins and 4secs(2104242mS) ****kxkkik

*kkkkkkid* Warning: TEXT File Logging selected *¥*kkiikiiw

The SIPPhoneStatus screen is displayed. Verify that there is an entry for each SIP extension
from Section 5.8 and that the Status is “SIP: Registered*, as shown below.

‘ Total Configured: 3 Waiting 1 secs for update
Total Registered: 2 Registered Status [INNENNNENNNENEN
Extn Num l User Num I Security I Behind NAT | |P Address | Transport | User Agent I Licensed | SIP Options | SIP Events | Status
20041 20041 disable 0.0.00 ua? No Licence SIP: Unregistered
20061 20061 disable 10.64.101.206 UDP ZeacomSIP 3rd Party IP SIP: Registered
20062 20062 disable 10.64.101.206  UDP ZeacomSIP 3rd Party IP SIP: Registered
< mn | »
i Display Options . .
& Show Al " Registered ¢ UnRegistered | Page1 j Frint Rage ResetPrones Edncel |
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7.2. Verify Enghouse Interactive Communications Center

From the agent desktop with a shortcut to the Enghouse Interactive Executive Desktop client
application, double-click on the Desktop shortcut icon shown below, which was created as part
of installation.

~

’ID

[

Desktop

The Desktop login screen is displayed. Enter a valid login name from Section 6.7, and use the
generic default PIN value from EICC. Retain the default value in the remaining fields.

*

Desktop

/ﬁ\:\ Enghouse

@ Interactive

Login Name: Agent 1 EICC PIN:

[¥] Remember me next time

| ok || cancel || Hep
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The Communications Center Desktop screen is displayed. Click on the Log into Queues icon
shown below.

9 Communications Center Desktop - Agent 1 EICC =
7Ei|e Call ggen! Voice Messaging Yiew Help 7:37:05 AM
|C0ntact: || l| Ilu{l ﬂ', uj | -y: Q BI
‘ S1) -% | @ | v 8 | Pesence: & Inthe Office @] |
[ ] Phone Calls Active Calls
i :;I Cal History Line State Caller Info Origin Date Time Duration Queue
@h Contact Center
& Agents
Phone Calls
# Queues & Ide | | .
<
) Chat e Arwer Call - @3 Forward Al =
7 Presence No Active Call
&, Wweb Browser
8 Inthe Office  $¢Schedule; OFF &7 <type presence note here
The Log into Queues dialog box is displayed next. Retain all default values.
"Log into Queues '-
Make yourself available to take Queue Calls.
Class: [ agent v]
Make me ready for:
V| 29 Phone calls
"] Chat [no delivery)
[ oK ] [ Cancel ] [ Help ]
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Make an incoming call from PSTN to the EICC Sales group, with available agent “20031”.
Verify that the agent desktop is populated with a voice call entry, and that the State is
“Offering”, as shown below. Click Answer Call.

Q Comrunications Center Desktop - Agent 1 EICC =nee

File Call Agent Yoice Messaging View Help 8:03:49 AM

| Contact: | ERENEHEIEEEN [ e B - 7 - S

|§| CIRA \ B - Q;ﬁl Y & vl Presence: & Inthe Office v ,56‘ !,q‘

[ Phone Calls Active Calls @

- . Line State Caller Info Origin Date Time Duration Queue

|5 CallHistory
@y 20031 Offering +1 (908) 8485601 External 1/13/2016 §:03:47 AM 0:03 EICC Sales

&4 Contact Center

& Agents —
Phone Calls IE

W Queues Inbound Call[+1 (308) 8485601] | ¢

<

7 Chat @ 3 Forward Al <

7 Presence @ EICC Sales: Queue Call Duration: 002
Unknown on +1 (908) 8485601 Wait Time: 0:00

«, Web Browser

8 Inthe Office S Schedule: OFF 27 <type presence note here

Verify that the agent is connected to the PSTN caller with two-way talk paths, and that the State
is updated to “Connected”, as shown below.

o Comrunications Center Desktop - &gent 1 EICC =nee

File Call Agent Yoice Messaging View Help 8:04:36 AM

| Contact; |FNENEERESE] i@l e g3 @ s

Igu BN \ B -é|Y % vl Presence: & Inthe Dffice - ,f_” !,q‘

[j Phone Calls Active Calls @

- : Line State Caller Infa Origin Date Time Duration Queue

| CallHistory
@y 20031 Connected +1 {908) 8485601 External 1/13/2016 5:03:47 AM 0:41 EICC Sales

&4 Contact Center

& Agents 1
Phone Calls (@]

W Queues Inbound Call[+1 (308) 8485601] | .
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8. Conclusion

These Application Notes describe the configuration steps required for Enghouse Interactive
Communications Center 2016 to successfully interoperate with Avaya IP Office 9.1 using the
TAPI and SIP user interfaces. All feature and serviceability test cases were completed with
observations noted in Section 2.2.

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

1. Administering Avaya IP Office™ Platform with Manager, Release 9.1.0, Issue 10.03,
February 2015, available at http://support.avaya.com.

2. EICC 2016 First-time Installation and Server Setup — IP Office, January 2016, available
via IP Office training course provided by Enghouse Interactive.
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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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