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Abstract

These Application Notes describe the configuration steps required for X20 Media
AvayaMCast Integrated Module to interoperate with Avaya Aura Contact Center (AACC) via
Real-Time Statistics Multicast.

Xpresenter Player software is a broadcast rendering engine for signage and corporate
communications. It loads and displays dynamic, data-driven graphical templates, allowing a
mix of elements to be displayed including static image files, video files, PowerPoint
presentations, and live data from external sources include databases, RSS feeds, Web services,
SharePoint servers, etc.

The AvayaMCast Module is an application periodically receives data points from the AACC
database. The data AvayaMCast database is stored on a local PC.

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 X20 Media AvayaMCast
Integrated Module to interoperate with Avaya Aura Contact Center (AACC) via Real-Time
Statistics Multicast.

Xpresenter Player software is a broadcast rendering engine for signage and corporate
communications. It loads and displays dynamic, data-driven graphical templates, allowing a mix
of elements to be displayed including static image files, video files, PowerPoint presentations,
and live data from external sources include databases, RSS feeds, Web services, SharePoint
servers, etc.

The Xpresenter Player, as indicated above, displays graphical templates that may include
dynamically updated data from an external source. The data for such sources is specified within
the respective template by listing an MDB data file residing on the local computer and a set of
variables whose values are specified within that file. The MDB file is read by Xpresenter Player
as the requested template is loaded and displayed. This allows the MDB file to be updated
asynchronously by a separate application, which takes responsibility for bringing in external data
and saving it to the MDB file.

The X20 Media AvayaMCast Integration Module is a stand-alone application that runs in the
background to establish the Real-Time Statistics Multicast connection with the AACC system
and receive data from it. The configuration file for the Integration Module allows the installer to
specify the receiving ports for the Real-Time Statistics Multicast connection and the path to the
MDB file in which to store the received data. On application startup, the Integration Module will
listen on the specified ports, wait for the AACC to establish the Real-Time Statistics Multicast
connection, and once connected begin saving the data in the MDB file. If at any time the
connection or data retrieval fails, the Integration Module will retain the last received data in the
MDB file as well as log available error information to indicate the nature of the failure. It will
also close its side of the dropped connection(s) and listen for the AACC to reconnect.

2. General Test Approach and Test Results
The interoperability compliance testing included feature and serviceability test cases.

The feature test cases focused on verifying the ability of X20 Media AvayaMCast Integrated
Module to process and display data for Application, Skill from AACC.

The serviceability testing focused on verifying the ability of X20 Media AvayaMCast Integrated
Module to recover from adverse conditions, such as disconnecting the Ethernet cables to PC
which run AvayaMCast Integrated Module and to AACC.

PM; Reviewed: Solution & Interoperability Test Lab Application Notes 20f 13
3/7/2013 ©2013 Avaya Inc. All Rights Reserved. X20_AACC



2.1. Interoperability Compliance Testing

The feature test cases were performed manually. Incoming calls were made to VDNSs,
application/skills, and agents to generate data to AACC. Manual call controls and work mode
changes from the agent telephones were exercised as necessary to populate specific fields in the
reports.

The serviceability test cases were performed manually by disconnecting and reconnecting the
LAN cable to X20 Media AvayaMCast Integrated Module and to AACC.

The verification of all the tests included checking for proper display of the data within the X20
Media AvayaMCast database by comparing it with the real-time reports from the AACC Real-
Time Reporting.

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

2.3. Support
For technical support on the X20 Media AvayaMCast Integrated Module Platform, contact X20
Media at:

e Web: http://support.x2omedia.com/

e Phone: 888-987-7557 x247
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3. Reference Configuration
Figure 1 below shows the configuration used during compliance testing.
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Figure 1: X20 Media AvayaMCast with Avaya Aura Contact Center
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4. Equipment and Software Validated
The following equipment and software were used for the reference configuration provided:

Equipment Software

Avaya S8800 Server Avaya Aura® Contact Center 6.2
Avaya Call Server 1000 Release 7.5
Avaya UNIStim Phones

12002 FW 0604DCN
1165 FW 0626C8J
1150 FW0627C8J
UNIStim Phone FW 0602B76
12004

SIP Phone SIP1140 firmware
1140 Load 04.03.12.00
X20 Media AvayaMCast

Integrated Module-AvayaMCast 2.3

5. Configure Avaya Call Server 1000 Release 7.5

The detailed administration of contact center objects and connectivity between Avaya Aura®
Contact Center and Avaya Call Server 1000 are not the focus of these Application Notes and will
not be described. For administration of contact center objects and connectivity to AACC, refer
to the appropriate documentation listed in Section 10.

6. Configure Avaya Aura Contact Center

The configuration of the AACC Terminal Emulator is assumed to be in place and will not be
described. In addition, these Application Notes assume Agents, ACD Queue, CDN, Skillsets and
Script have been created.

This section provides the additional configuration as required for X20 Media AvayaMCast
Integrated Module, which includes the following area:

e Verify RTD Multicast Configuration.

¢ Verify Contact Center Server Configuration

e Create Private Real-Time Reporting.

6.1. Verify RTD Multicast Configuration.
Select Start - All Programs = Avaya = Manager Server = Multicast Address and Port
Configuration. Verify the configuration show as below:

e Multicast IP group is set to 234.5.6.10

e Interval To Date — Application is set to 6020 (default value).

e Interval To Date — Skillset is set to 6040 (default value).
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EﬂRTD Multicast Configuration

Multicast [P group:

Bl 5 . 6 .10

tulticast time to live [TTL): I 2|

— Interval Ta Date — Moving ‘Window
IF Part: Multicast Rate: 1P Part: tulticast B ate:

fgent  |GOE0 {5000 e Agert  [BO70 {5000 me
Application: IED2D IEDDD ms Application: IEDSD IEDDD me
Skilsst  |6040 |5000 s Skilsst  |5050 5000 e
Modal  |6O80 {5000 i Modal  |BO040 {5000 -
e JE100 {5000 e R [E110 {5000 i
Route:  [6120 {5000 s Route:  |B130 {5000 e

Reqiztry Valuel Default Y alue | 0k I Cancel | Apply

6.2. Verify Contact Center Server Configuration

Select Start - All Programs = Avaya = Manager Server = Server Configuration. Verify
the RSM IP Address is match with the one that configured in Section 6.1 as show below:

21 CCT Sarver
s11 W5 Open Interfaces
1) SabesForce

Contact Center

Customer Inforfnation
Customer Name

[.ﬂ. WA

Company Mame

[DeaConmect

Site Mame

[amLancosz

Server Configuration

Rordy'd Server Subret

Enter the CLAN Subnet TP Address
TP Address

[12.10.97.51

Elan Subnet

¥ Enter the ELAN Subnet IP Address

[R5t 1P nddress TP Address
Real-Time Statistics Mulicast TP Address [1z.10.97.103
[pa4.5.6.10
Done,
' Exit Apphy &l o
PM; Reviewed: Solution & Interoperability Test Lab Application Notes 6 of 13
3/7/2013 ©2013 Avaya Inc. All Rights Reserved. X20_AACC



6.3. Create Private Real-Time Report.

This section will instruct the user how to modify predefine real-time report.

Open Contact Center Manager on the web browser, in the launch pad, selects Real-Time

Reporting.

6.3.1. Make a copy of private application report from public report.

Skip this section if you already have a copy of private application real-time report and move to

the next section.

Select Public Tabular Display - Standard_Application_Display, on the right panel type in
preferred name for report and click on the Make Private Copy. Example shown below:

() AMLAACCEZ

@ public Tabular Displays
Eiil AMLAACCEZ_Phuong_Standard_Skillset
Eiil Phuong_Standard_application_Display
Eiil Standard_Agent_Display
il Standard_Application_Display
i Standard_IVR._Display
i Standard_Modal_Display
i Standard_Route_Display
Eiil Standard_Skillset_Display

@ Private Tabular Displays
Eiil AMLAACCEZ_Standard_Agent_Display
Eiil AMLAACCEZ_Standard_Application_Dis
Eii Phuong_Standard_Skillset_Display

Public Tabular Displays: Standard_Application_Display

Launch Display |

Launch the Standard_Application_Display.

Make Private CDE; I

Type the name of your private display:

|Ar'-'1LMCC62_Standard_AppIicatiDn_DiSDIay

[Mote: Each of your private displays must have a unigue narme.)
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6.3.2. Modify a private application Real-Time Report

Select Private Tabular Displays and select the private application report the user wants to
modify. During the compliance test the AMLAACCG62_Standard_Application_Display was
used.
Modify the column of the report, click on the Column tab.

e Click on Add Field to add new column into the report.

e Click on Delete button to remove the column out the report.

e The user can organize the order of column by using the Move Left and Move Right

buttons.
e Click on Launch Display to view the report.

AVAYA Real-Time Reporting wobodu {Lovedt
L AAACORZ Private Tabular Displays: AMLAACCSZ Standaed_Applcation_Displey Server: AMLAACCO2
el b
1) AMAACORS hong_ Sandard St Dugiey l < |
1) Phuorg_andrd_sopicoton_Depkey
1) Randet _Agert_Dapley e . ~ ,
) Rt Aagicanion Doshy Avalable Plebde: (A etmarh Ot Coreacts Ammwares Doy o) | Add el
15) standard 2 _Dechuy
4, ':"”‘-;‘::- cersd | Avel | ““ < 11 otal|
) Stadert fote Dupley Filter Agplication llll‘.'.'il-t‘-llll M AM' l‘l H)”M ln. Wakt Wan
B nterd St Dok | Oy | | [ oly l w The| O | SVheet uma.- | Vi T | _n.-o»« At
@ Prrvate bl Duploys
I A2 Standond Agwe Ot ekt nasse: Average_Ansmer_Delay Thresdeld colors:
B AMAACCRY Stardard_Apph stion_Disphay ————————
1) Pracng_Zondiard_Smt wgley Cohrmn s {40 Ara Dl remied sl BUEN
Corrr wethe [ ¢ ot teeen o102 [l NUER
L L
e Jnesmpe
Povos Prvate Dvpler | [t ol | e

6.3.3. Make a copy of private skillsets report from public report

Skip this section if you already have a copy of private application real-time report and move to
the next section.

Select Public Tabular Display - Standard_Skillset_Display, on the right panel type in
preferred name for report and click on the Make Private Copy. Example shown below:

Displays Filters Status Launchpad Help

(EamLaACCE2 Public Tabular Displays: Standard_Skillset_Display
& Public Tabular Displays
i AMLAACCEZ_Phuong_Standard_Skillset
=il Phuong_Standard_Application_Display
Eil standard Agent_Display

i Standard:AppIic;tion_DispIay Launch Display |
Ef Standard_IVR_Display . .
Efl standard_Modal_Display Launch the Standard_Skillset_Display.

=il Standard_Route_Display
Ef Standard_Skillset_Display

& Private Tabular Displays |
i AMLAACCEZ_Standard_Agent_Display

El aMLaACCe2_Standard_Application_Dis Type the name of your private display:
Eiil Phuong_standard_Skillset_Display - -
|PhuDng_Standard_SklIIget_DlspIay |

Make Private Copy |

(MNote: Each of your private displays must have a unigue name.)
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6.3.4. Modify a private skillsets Real-Time report
Select Private Tabular Displays and select the private application report the user wants to
modify. During the compliance test the Phuong_Standard_Skillset_Display was used.
Modify the column of the report, click on the Column tab.

e Click on Add Field to add new column into the report.

e Click on Delete button to remove the column out the report.
The user can organize the order of column by using the Move Left and Move Right

buttons.
e Click on Launch Display to view the report.

Priaate Tabilar Diuplays: Phiosg Steadard SSillsei Diapliy Geraer AMLARCCRZ
o ehasara
Awailable Tenlds: [ DEETECE NN TR +| i fald |
reve]snean| it 881 | o (2 A ptn| aun | S v | 2| anten | e | S5 | 2 |
2| gy :m. Tieme| o | T80 Unawal| | o | s | ns | er] b0 Wbl _"‘“""muﬂbm
Firld rowvir: g Sol Rrady Iarrahald paders
ol dumvees | 837 Wk By tic=iesi - [ HNEN
[ ep—— A I e — SO ST TR B |
I W
o || Virvm Laft M Bight |
B sty rest E by e ki I Lindrat T I | _Goruel |
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7. Configure X20 Media AvayaMCast Integrated Module

On the X20 Media AvayaMCast Integrated Module PC, navigate to mRcv.ini file for the AACC
Integration Module. This file resides in the same folder as the AvayaMCast-v2.3 Integration
Module executable (D:\X20Media\AvayaMCast-v2.3). Edit the file to specify the receiving
ports for the Multicast connections and the path to the MDB file in which to store the received
data. During this compliance test, X20 Media AvayaMCast Integrated Module uses Interval-to-
date mode — Statistics are collected only for the current interval. When the interval ends, data
fields initialize to 0 and collection begins for the next interval.
The example below shows the values used during compliance testing.

e |IP: an IP address configured in Section 6.1.

e PortApp: port for application (interval to date), configured in Section 6.1

e PortSKl: port for skillset (interval to date), configured in Section 6.1

P mRev.ini - Notepad

File Edt Format Yew Help
Bl Er R

i

#£ mRcv ini file

#

i valid Port number are:

# application - Interval to date = 6020
# Application - Moving window = 6030
# Skillset - Interval to date = 6040
# Skillset - Moving window = G050
# Agent - Interval to date = 6060
# Agent - Moving window = 6070
# Nodal - Interval to date = 60BO
# Nodal - Moving window = 6090
# IVR - Interval to date = 6100
# IVR - Mowving window = 6110
# Route - Interval to date = 6120
# Route - Moving window = 6130
#

R R R R R R R

[(MCast]

IF = 234.5.6.10
Portapp = 6020
Portskl = 6040

[Database]
File = E%\k?@\hvayaMCast—vE.E\AvayaMCast.mdb

8. Verification Steps

This section provides the tests that can be performed to verify proper configuration of Avaya
Aura Contact Center and X20 Media AvayaMCast Integrated Module.

8.1. Verify X20 Media AvayaMCast Integrated Module
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On the X20 AvayaMCast database, verify the data value matches the same value shown in the
Avaya Real-Time reporting.

In this example verify the value for each skillset:
Agt Not Rdy (Avaya RTReport) = AgentNtRdy (X20AvayaMCast)
Long Wait Last Contact (Avaya RTReport) = LngWaitTmLt (X20AvayaMCast)

¥ Header Pl ]
Phuong Standard Skillset Display 22
AMLAACCEZ Summary Mon-Staffed Skillsets Expart Print Clase Help
{AMLAACCG2) =
. . - Long Wait Last Max Wait Agt on Agt Long Wait
Skillset Skillset ID Agt Not Rdy Wait Contact Time DN Sklset State Unavail i
Default Skillset 10000 1] 0 10150 00:00 0 In Service 0 9450
Woice SK1 10001 1 i 73 00:00 i In Service 1 ?_
Interval-ta-Date, refreshing every 2 seconds
Page 1 of 1
Ca d s Table Tools AvayaMCast : Database (Access 2000 file format) - Microsoft Acceg
it
— | Home Create External Data Database Tools Datasheet
Tables v 4 | ] Skillsets 1:] Applications
bearch... fel Skillsetld AgentAvail AgentinSrvc AgtOnSkiCal AgentNtRdy CallWaiting LngWaitTmLt
_ [10000) 1 1 0 0 0 10150
2z Applications
10001 1 2 0 0 73
1 skillsets *

9. Conclusion

These Application Notes describe the configuration steps required for X20 Media AvayaMCast
Integrated Module to interoperate with Avaya Aura Contact Center (AACC) via Real-Time
Statistics Multicast. All feature and serviceability test cases were completed successfully.
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10. Additional References

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

[1] NN44400-117_04.01_Performance_Management_Data_Dictionary_15 November 2012.pdf

[2] Avaya Aura® Contact Center Configuration — Avaya Communication Server 1000
Integration (NN44400-512).

[3] Avaya Aura® Contact Center Administration (NN44400-610).

[4] Avaya Aura® Contact Center Commissioning (NN44400-312).

[5] Avaya Aura® Agent Desktop (NN44400-114).

[6] Avaya Aura® Contact Center Administration — Client Administration (NN44000-611).

[7] Software Input Output Reference — Administration Avaya Communication Server 1000
(NN43001-611).

[8] Software Input Output Reference — Maintenance Avaya Communication Server 1000
(NN43001-711).

[9] Application Notes for Configuring Avaya Aura® Contact Center R6.2 with Avaya
Communication Server 1000E R7.5 via the Application Module Link interface

X20 Media AvayaMCast Integrated Module documentation can be obtained from X20 Media
by using the contact information provided in Section 2.3.
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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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