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Abstract

These Application Notes describe the configuration steps required for DATEL Call SWEET!
Live CRM Integration to interoperate with Avaya IP Office 8.0. DATEL Call SWEET! Live
is a contact center management solution, and CRM Integration is an optional component that
supports retrieval of calling party information from existing CRM application and make
available to answering agents.

In the compliance testing, DATEL Call SWEET! Live CRM Integration used the calling party
number in DevLink events from Avaya IP Office, to retrieve associated customer data from a
database and populate on the answering agent’s desktop.

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 DATEL Call SWEET!
Live CRM Integration to interoperate with Avaya IP Office 8.0. DATEL Call SWEET! Live is a
contact center management solution, and CRM Integration is an optional component that
supports retrieval of calling party information from existing CRM application and make
available to answering agents.

DATEL Call SWEET! Live’s integration with third party CRM applications is not the focus of
these Application Notes, and will not be described. The compliance testing used a SQL table to
emulate the CRM application database.

The focus of testing is on CRM Integration use of calling party number from received DevLink
events as part of the basic DATEL Call SWEET! Live integration with Avaya IP Office, to
retrieve associated customer data from the emulated CRM application database, and to populate
the retrieved data on the answering agent’s desktop.

2. General Test Approach and Test Results

The feature test cases were performed manually. Inbound calls were manually made from the
PSTN, and necessary user actions such as answer and drop were performed from the agent
telephones to test the various call scenarios.

The serviceability test cases were performed manually by disconnecting and reconnecting the
Ethernet cable to the Call SWEET! Live server.

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 interoperability compliance test included feature and serviceability testing.

The feature testing focused on verifying the following scenarios from CRM Integration: calling
party number lookup, calling party data retrieval and desktop population, non-existent number,
personal call, hunt group call, transfer, and multiple agents.

The serviceability testing focused on verifying the ability of CRM Integration to recover from
adverse conditions, such as disconnecting and reconnecting the Ethernet cable to the Call
SWEET! Live server.

2.2. Test Results

All test cases were executed and verified. The one observation from the compliance testing is
that the current release of CRM Integration does not support population of customer data on the
conference-to user desktops.

2.3. Support
Technical support on CRM Integration can be obtained through the following:

e Phone: (724)940-0400
e Email: support@datel-group.com
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3. Reference Configuration

The configuration used for the compliance testing is shown below.

These Application Notes assume the basic Call SWEET! Live integration with IP Office using
TFTP and DevLink are already in place according to [3] and will not be described.

The detailed administration of general contact center devices such as hunt groups and agents are
assumed to be in place, and are not covered in these Application Notes.

In the compliance testing, the used contact center devices are shown in the listing below.

Device Type Extension
Hunt Group 21000
Agent Users 21251, 21253

b
Emulated ?@ Contact Center Agents with
PSTN o5 ‘:’% DATEL Call SWEET! Live Widgets
2 > i1 and Avaya 1608 and 9650
l o r“\ IP Deskphones
/n':? /ﬁp- {212xx)

Avaya DATEL Call SWEET! Live

IP Office 500 with CRM Integration —
I
1

tm—= Devlink, TFTP == N Contact Center Supervisor with

Avaya 1616 IP Deskphone

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

Avaya IP Office 500 8.0 (18)
Avaya 16xx Series IP Deskphones (H.323) 1.300B
Avaya 9650 Series IP Deskphone (H.323) 3.186a
DATEL Call SWEET! Live CRM Integration on 7.10.15.208
Windows 2008 Server with Service Pack 2

e Avaya DevLink (devlink.dll) 1.0.0.5
DATEL Call SWEET! Live Widgets 7.10.3.204a
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5. Configure Avaya IP Office

This section provides the procedures for configuring [P Office. The procedures include the
following areas:

e Verify IP Office license
e Obtain agent user data

5.1. Verify IP Office License

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

The Avaya IP Office R8 Manager screen is displayed. From the configuration tree in the left
pane, select License > CTI Link Pro to display the CTI Link Pro screen in the right pane.
Verify that the License Status is “Valid”.

it} Avaya IP Office RE Manager IP500-Dev [B.0{18])]
File  Edit  “ew Tools  Help
L A | :I | W o 2 ‘B |} 1Ps00-Dev - License » CTILinkPro &)
IP Offices CTI Link Pro k-1 X[ vl<]|>

=W License (73)
%o 1600 Series Phones
W 3rd Party TP Erdpolits Licerise Key | yGeJa25IaKSYDzz0Ce990iMbMNLolL |
Wee Advanced Edition e —
W Advanced Small Community License Type !CTI Link Pro |
W, ALDIX VYoicemail
W Avava IP endpoints |
W Avava IP endpoints treianias 225 |
|

12

| Licenses |

License Status f\l‘alid

W, CCC Agent Roskering
W CCC Agents Expiry Date Mever
W CCC Chat i
W CCC Designer (users)

B CCC EMail

W CCCPC Wallboards

W COC Server

W CCC Spectrum Wallboards
W CCC Supervisors

W CCR CCC PG

W CCR Designer

W, CCR SUP

W, Compact Business Centre
W, Conferencing Center
LTI Link Pro
W Custamer Service &gent
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5.2. Obtain Agent User Data

From the configuration tree in the left pane, select the first agent user from Section 3, in this case
“21251”. Make a note of the Name and Extension values, which will be used later to configure
CRM Integration.

Repeat this section for all agent users from Section 3.

EEX

it} Avaya IP Office RB Manager IP500-Dev [B.0{18)]

File  Edit  Wiew Tools  Help
2S5 -H|EHEE | v 5 2 ‘Bl |} rso0Dev - Lser - 21251 Extrz1251 &|
IP Offices Extn21251: 21251 Bf - X | v |<]|=
IB R BOOTP () M| User |U0icemail | oho | ShortCodes_iﬁ-Source Mumbers | Telephany | Farwarding | Dial In | voice Recarding | ¢ #
_F!-J--:}? COperator (3) | - - B
= i IPS00-Dev Marne IExtn21251 | =
[+~ System (1) |*****
E- 7 Line (25) Password i |
i< Control Unit () Carfirm Password [k |
(-4 Extension (25) |
2§ Userita) Full Name | |
g MoUser |
: ’ i 21231 Extnz1231 Extension 121251 |
e 21232 Exbnz1232 o | v
§ 21233 Extn21233
f 21234 Extnzi234 Priatity I5 v|
@ 21235 Extnz1235 , :
oy a 21796 Extn21236 Swstem Phone Rights | Mone v
@ 21237 Extri21237 L o 3| g
~f 21238 Extnzizas — [Tosic e
i g 21239 Extnz1239 [] Receptionist
; 21240 Extnz1240
3 zizs0Extnz1zs0 Enable Softphone
i &n 2125 tn212 — [1 Enable one-x Portal Services
4 &" 2hosabaizlons Enable one-i TeleCommuter
@ 21253 Extnz1253
21754 Extnz1254 [] Enable Remate Worker |
TLT; Reviewed: Solution & Interoperability Test Lab Application Notes 7 of 16
SPOC 4/17/2012 ©2012 Avaya Inc. All Rights Reserved. DATEL-CRM-IPO8



6. Configure DATEL Call SWEET! Live CRM Integration

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

e [aunch Call SWEET! Live
e Administer users
e Administer user data

The configuration of CRM Integration is typically performed by DATEL support technicians or
DATEL business partners. The procedural steps are presented in these Application Notes for
informational purposes.

6.1. Launch Call SWEET! Live

Access the Call SWEET! Live web-based interface by using the URL “http://ip-address/
callsweet” in an Internet browser window, where “ip-address” is the IP address of Call SWEET!
Live. The Log In screen is displayed as shown below. Log in using the appropriate credentials.

A Call SWEET!

Wednesday, February 22, 2012 - Login

Enter your username [ password to login.

User Name:l- |

Password:l |

[Jremember me next time.

Log In

i Install CallSWEET! Live Widgets

Call .‘i\\"[-ﬂ-.'}'ém

© 2009 DATEL Software Solutions - v7.10.15.208 - CID: 100151
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The screen below is displayed. Select Home > Admin Section > Configuration > Call
SWEET! Config from the left pane.

A Call SWEET!

Wednesday, February 22, 2012 - Administrator Logout

M Your Digital Dashboard. You decide, You create.

[E Home
[E] Admin Section

o2

% |Browse v

[ Call SWEET! Config
[] No Data Alarm SiteCode: 1
[J Number Screening Description: Demo Corperation - 1
[] Duration Alarm
it Last Update: 2/22/2012 12:46:04 PM
[] Cost Alarm
[] Database Administration Tola Cake. 135
= Reports Date First Call: 2M6/2012 7:12:45 AM
[J schedule Reports Date Last Call: 3/22/3012 12:44:11 PM

[ Report Collection

Cn o O .

Total Calls: 135

Quick Report:

< Please Select = “

Hour

6.2. Administer Users

The Call SWEET! Configuration screen is displayed. Select the System / Report Users tab,
and click Add new record to add a new user.

A Call SWEET!

Wednesday, February 22, 2012 - Administrator Logout

Call SWEET! Configuration

System / Report Users | Security Roles Security Permissions System Settings Archive Licensing

Current Security Mode: DATEL Integrated
™ Add new record £ Refresh

User Name: LastActivityDate

& administrator 2j22j2012 i}

© 200% DATEL Software Solutions - ¥7.10,12,207 - CID: 100191
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The Call SWEET! Configuration screen is updated with the Modify User Account section
shown below.

For Username, Password, and Password Again, enter the desired credentials for the first agent
user from Section 3.

A Call SWEET!

Wednesday, February 22, 2012 - Administrator Logout

Call SWEET! Configuration

System | Report Users Security Roles Security Permissions System Settings  Archive Licensing

Current Security Mode: DATEL Integrated
™ Add new record 2 Refresh

User Name: Last ActivityDate
Modify User Account:
Select roles that user will be a member.
Current Mode: [User Insert]
Username: agent21251
Password: senne
Password Again:  eeses

Emiail:

|:| Use Basic Widget ScreenPop

Repeat this section for all agent users. In the compliance testing, two agent users were
configured as shown below.

A Call SWEET!

Wednesday, February 22, 2012 - Administrator Logout

Call SWEET! Configuration

System / Report Users Security Roles Security Permissions System Settings  Archive Licensing

Current Security Mode: DATEL Integrated

] Add new record 2 Refresh
User Name: LastActivityDate
administrator 2/22/2012 o
agent21251 2/22/2012 ]
agent21253 2/22/2012 ]

07 - CID: 100191
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6.3. Administer User Data

Select the pencil icon associated with the first agent user, in this case “agent21251”. The Call
SWEET! Configuration screen is updated with the Modify User Account section.

Scroll down to the Unlock User section. For Extension and Agent Id, enter the corresponding
agent user extension and name from Section 5.2 respectively. For Security Roles, select the
desired role. Repeat this section for all users from Section 6.2.

A Call SWEET!

Wednesday, February 22, 2012 - Administrator Logout

Call SWEET! Configuration

System / Report Users Security Roles Security Permissions System Settings Archive Licensing
Current Security Mode: DATEL Integrated

™ Add new record % Refresh
User Name: LastActivityDate
# administrator 2/22/2012

1 agent21251 2(22/2012 i}

Medify User Account:
Select roles that user will be a member.

Current Mode: [User Edit]

Username: agent21251

User Name:|
Passward:

New Password:
Confirm New Password:|

Change Passward

I SRR G (Will reset the user's password to an autogenerated one)

Email:

Full Mame:
Extension: 21251
Agent Id: Exin21251
Cean apply VR Categories

D Use Basic Widget ScreenPop

Security Roles:

The list of available roles is shown below.
iPower Users
|Users
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7. Verification Steps
This section provides the tests that can be performed to verify proper integration between IP
Office and CRM Integration.

From the agent PC running DATEL Call SWEET! Live Widgets, select Start > All Programs >
CalISWEET! Live — Widgets > Call SWEET! Live — Widgets to launch the application and
log in with the appropriate credentials from Section 6.2.

"
Please Login x

A Call SWEET!

Llzername: _faq'?fn.tz.-! 251

Fazzword: s

Lawout: | Mo layouts Fnund!izt|:|

| Login k!J

The Call SWEET! Live — Widgets screen is displayed. Select Widgets > Live Viewer from
the top menu, as shown below.

il Tall SWEET! Live - Widgets 7.10.3. 2044 =

File | ‘widgets | Config i g i [pAgentStatus -] i (B OueueStatus - [S)Speedofdnewer -8 ¢ SS- 1@ i @

ﬁ Live Viewer

= Chat
:E} Agent 3
t? Queue / Hunt Group 3
| ﬂ' ' allboards

g, COutbound Dialer
e Contact Center Overview
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The screen is updated with the Live Viewer tab, as shown below.

ACaII SWEET! Live - ‘Widgets +7.10.3.204a - B Xx
File  ‘widget:  Config. CIQW i [SAgentStatus | G ([ Oueue Status - [ Speed of Answer - | (3= [€Y)
LiveViewa. r X
=
Drag a column here to group by this column,
Calling Mum Calling Agent Called Mum Called Agent AState BState Direction | Leg Duration | Total Duration

Make an incoming call from the PSTN to the hunt group. Verify that the call is ringing at the
agent’s telephone, and that the Call SWEET! Live - Widgets screen is updated with an entry
reflecting the active call in the “Ringing” state.

A Call SWEET! Live - Widgets +7.10.3.204a =l
File  ‘Widget:  Corfig H ] I | Agent Status R E |m [ueue Status - ff-, Speedof dnswer -|0) ¢ & HT 6 @
_{.." LiveViewa. r X
Drag a column here to group by this column,
Calling Mum Calling Agent Called Mum Called Agent AState BState Direction | Leg Duration | Total Duration
» (o08) 846 -5002 | 21000 ' Ringing Ringing n OnOC:0E DDOOOE
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Answer the call at the agent’s telephone. Verify that the states are updated to “Connected”, as

shown below.

Al Call SWEET! Live - Widgets w7 10.3.204a = O
File  ‘widgets  Caonfig He] |_:g; Agent Status -| ¢ (Bl Dueue Status - |‘<- Speedof &nswer - |0} ¢ & & E|6 By
iveViows] o
Drag a colurmn bere to group by this colurmn,
Calling Murn Caling Agent Called Mum Called Agent AState EState Direction | Leg Duration | Total Duration
Extn21251  Cornected  Corrected  In 000005 000008

+ (009) 846 -5002 | 21000

-

Also verify that the CRM Alert pop-up screen is displayed, and that the screen contains the
proper customer data associated with the PSTN calling number from the CRM database.

CRM Alert v B X

CUSTOMER MAME: Barbara Bennigan
CUSTOMER MUMBER: S028465002
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8. Conclusion

These Application Notes describe the configuration steps required for DATEL Call SWEET!
Live CRM Integration to successfully interoperate with Avaya IP Office 8.0. All feature and
serviceability test cases were completed with an observation noted in Section 2.2.

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

1. IP Office 8.0 Knowledge Base Documentation CD, December 2011, available at
http://support.avaya.com.

2. CRM Integration, available upon request to DATEL Support.

3. Application Notes for DATEL Call SWEET! Live with Avaya IP Office 8.0 — Issue 1.0,
available at http://support.avaya.com.
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©2012 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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