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Avaya IP Office - Issue 1.0

Abstract

These Application Notes describe the configuration steps required for NMS Adaptive Contact
Centre to interoperate with Avaya IP Office. The Adaptive Contact Centre allows a user to
communicate by inbound and outbound phone calls, email, text messaging, web call back and
web chat. The objective of the test was to evaluate interoperability of the above products in a
contact centre, handling progressive and predictive outbound calling campaigns.

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 compliance tested configuration using NMS Adaptive
Contact Centre 8.65 and Avaya IP Office 4.0.

The Adaptive Contact Centre solution interoperates with Avaya IP Office using Third Party
Telephony Application Programming Interface (TAPI). As part of the Adaptive Contact Centre
server installation, a program called the Adaptive CTI Gateway is installed. The Adaptive CTI
Gateway handles all communication between the Adaptive Contact Centre solution and Avaya IP
Office.

Each user of the Adaptive Contact Centre will have installed on their PC desktop the Adaptive
Desktop application. As each user logs into the Adaptive Desktop software, it requests the
Adaptive CTI Gateway to open up a TAPI monitor on the relevant user.

Only the following modules of the Adaptive Contact Centre were compliance tested.

Adaptive CTI

Adaptive Progressive and Predictive Dialers
Adaptive Messaging

Adaptive Web Assist

The Adaptive CTI module of the Adaptive Contact Centre enables users to make calls, hold /
retrieve calls and blind transfer calls using the Adaptive Desktop. Adaptive CTlI is also made
aware of the Direct Dial-In (DDI) and Caller Line Identification (CLI) of inbound calls and can
provide screen-pops based on these fields of data.

The Adaptive Progressive Dialer module of the Adaptive Contact Centre enables progressive
dialed outbound telephone calls to be queued and automatically distributed to the next available
user. The Adaptive Predictive Dialer module of the Adaptive Contact Centre enables predictive
dialed outbound telephone calls to be queued and automatically distributed to the next available
user.

The Adaptive Messaging module of the Adaptive Contact Centre enables email, SMS and (when
used with a fax-to-email gateway) faxes to be intelligently queued and routed to users. The
Adaptive Web Assist module of the Adaptive Contact Centre enables call back messages to be
generated on a website and these messages automatically queue until the requested time. At the
appropriate time, the call-back request is presented to the next available user and the call back is
made. Adaptive Web Assist also provides a Web Chat facility. This enables visitors to a
website to request a Web Chat. The Web Chat request is queued and routed to the next available
user. The agent phone is set to “do not disturb” mode via TAPI when an email or SMS is
received, similar to that of when an agent is on an inbound or outbound call, so no additional
calls can be routed to that agent.
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Depending on the environment separate servers would be used for email and web services. For
convenience during compliance testing, the email and web server were installed on the same
physical server as the NMS Adaptive Contact Centre server.
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Figure 1: Tested Avaya IP Office 406 with NMS Adaptive Contact Centre

2. Equipment and Software Validated

Below is a list of the equipment and software versions used within the compliance-tested
network.

Equipment Software
Avaya IP Office 406 Control Unit 4.0(10)
Avaya IP Office Manager 6.0(10)
Extreme Summit 400-24p Switch Extremeware 7.5e.2.8
Avaya C363T-PWR Converged Stackable Switch 4.3.12
Avaya 46 XX IP Telephones (H.323) 2.3
NMS Adaptive Contact Centre 8.65
= Adaptive CTI Gateway 1.61
= Adaptive Server Launch pad 1.01
= Adaptive Desktop 3.39
= Adaptive Web Gateway 1.14
= Adaptive Management Console 3.20
= Adaptive Campaign Editor 2.11
= Adaptive Predictive Dialer 1.59
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3. Configure Avaya IP Office

The configuration information provided in this section describes the steps required to set up
Avaya IP Office for this solution. For all other provisioning information, such as Avaya IP
Office installation and configuration, etc., refer to Avaya IP Office product documentation in
Section 9.

3.1. IP Office CTI License and Digital DCP Extensions

Step Description

1. | Log into the IP Office Manager PC and go to Start = Programs = IP Office = Manager to
launch the Manager application. In the Manager window, select File = Open Configuration to
search for IP Office in the network. Select the IP Office system by checking the system name as
seen below. Log into IP Office using the appropriate login credentials to receive its
configuration.

= Select IP Office

Mame 1P Address Type Version

Yersion 4.0

[¥] OOEOOFOLDS45 192.165.42.1 TP 406D5 4.0010)

TCP Discovery Progress [ |
Unit/Broadcast Address

[192.168.42.1 v | [ Refresh [ ok ][ coneel
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Step Description

2. | Ensure that the Avaya IP Office serial license dongle is connected to the Avaya IP Office
Manager PC. In the Manager window, go to the Configuration Tree and click on License = CTI
Link Pro and verify the License Status is valid. If a license is needed right click on license and
select New from the drop-down menu. Enter the license code for the CTI Link Pro license into
the License Key field and click OK. In the Manager window, select File > Save
Configuration. The configuration to Avaya IP Office is saved and the user is prompted to reboot
Avaya IP Office.

¥

File Edit Wiew Tools Help

| EE]E A
IP Offices =

§ 20002 Hame20002 [
4 20003 Namez0003
@ HurkGroup (1)
@ Short Code (66)
B service (0)
ol RAS (1)
@ Incoming Call Route (1)
@ wanPort (0)
am Directory (0}

O0ENO7010545 > licence

CTI Link Pro

* CTILink Pro &

0 200

Licences

Licence Key DaCYohokgiEam7nwFadxFoinEiaspMx

Licence Type CTI Link Pro

Licence Status Walid

Instances 255
£ Time: Profile (0}
- Firewall Profils (1)
= [ill P Route (3)
Ml Account Code ()
=W Licence (2)
% CTILIMk Pro
S Wave User
& Tunnel {0}
" Logical LAN {0}
& i‘_ User Rights (&)
@@ fwto Attendant (0} v

Ready |

Expiry Date Mesver

3. | The Adaptive Predictive Dialer module uses IP Office digital extensions to make outbound calls
and then transfers the calls to agent phones. The number of digital extensions needed is
dependent on the environment; no physical digital phones are needed to be plugged into the IP
Office. During testing, the IP Office 406 control unit was used which has 8 built in digital ports.
In the left configuration menu select Control Unit - Digital DCP 8 and verify the digital
extension numbers.

"

File  Edt view Tools Help

|F[E]E A

i DDE007010545 = Control Unit

> 3DIGITALDCR &

IP Offices

= DIGITAL DCP 8

gt

| v | <]

#-{% Operator (3)
=%y DDEOO7OLDG4S
|55y System (1)
=y OOEOOFO1D548
-7 Line (1)
= Conkrol Unit (3)
v 1IP 40603
o Z AMALOGLE POTSZ
= 3DIGITAL DCP 8
+- 4 Extension (14)
= ﬁ User (16)
fm Mollser
i RemateManager
201 Extn201
202 Extnz02
203 Extn203
204 Extn204
205 Extnz05
206 Extnz06

| A RA RA RARS RS R

K BOOTP () |~

207 Extn207 |

4| Unit

Device Nurnber

Unit Type

\ersion

Serial Murnber

Unit IP Address
Interconnect Number

Module Mumber

3

DIGITAL DCP &
4.0 (10)
00200701d545
0,0,0,0

i

Control Unit

Ready
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3.2. Install Avaya TAPI Driver

Step

Description

1.

Wizard Complete window, click Finish.

Log into an Adaptive Desktop client PC using an account with administrative privileges. Using
the Avaya IP Office User CD, start the IP Office User Suite installation. The automatic process
displays the screen below. Check TAPI to install the Avaya IP Office TAPI driver on the PC.
Click Next to complete the installation of the Avaya IP Office User Suite. At the InstallShield

IP Office User, Suite - InstallShield Wizard

Select Features

Select the features setup will inztall ‘

Select the features pou want ko install, and deselect the features you want to uninztall

Description

FPhone call productivity toal.

#-[]Languages
T&PI
[1DEY Lirk,
=[] S oftConzole
[Languages

Spacean(C:
Required: 0 MB
Auvailable: 14024288 MB

[ < Back H Ment » l’ Cancel ]

@

Phone and Modem Options

Dialing Fules Mudemsé Advanced

| H The follmwing telephony providers are installed on this computer:
| e
| Providers:

[2.v2ya IF Office TAFIZ Serv

| 2 ay ice Provider

| Microsaft H.323 Telephony Service Provider
ticrosoft HID Phone TSP

| Microzaft Multicast Conference TAP| Service Provider

| MOIS Prowy TAPI Service Provider

| TAPI Kemel-tode Service Provider

| Unimadern 5 Service Provider

[ Add... H Bemove Hgonfigure...

[ Ok H Cancel ]

2. | Go to the Windows Control Panel and open Phone and Modem Options. Click the Advanced
tab, select Avaya IP Office TAPI2 Service Provider and click Configure....
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Step Description

3. | Inthe Avaya TAPI2 configuration window that is displayed, set Switch IP Address to the IP
address of Avaya IP Office, select Third Party and set Switch Password to the IP Office
password. Leave all other parameters with their default values. Click OK. In the Phone and
Modem Options window, click OK. Reboot the PC for the new changes to take effect.

=

Avaya TAPIZ configuration

Switch |P Address | 192168421
() Single User
Idzer Mame

Iser Pazzword

() Third Party

Switch Pazeword | I

[Tw
[ ACD Queus
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4. Configure NMS Adaptive Contact Centre

The configuration information provided in this section describes the steps required to set up
Adaptive Contact Centre to communicate with the IP Office via TAPI. Note that it is expected
that the installer is familiar with the configuration of the Adaptive Contact Centre as the focus of
these Application Notes is on the configuration of the TAPI interface only. For all other
provisioning information refer to the NMS Adaptive Contact Centre product documentation in
Section 9.

4.1. Configure Adaptive CTI Gateway

The steps below describe the configuration for Adaptive CTI Gateway. This configuration
enables the Adaptive Contact Centre to communicate with IP Office via TAPI.

Step Description

1. | On the Adaptive Contact Centre server. Click on Start > Programs - Adaptive = Adaptive
CTI Gateway. In the Adaptive CTI Gateway screen click on File = Settings.

B Adaptive CTI Gateway g@@]

IES Help

Save output ta file... |

Reconnect To Telephone System 1

Exit tar initialised

Connected users and extensions

Extension User

|| Display the configuration settings For this application UM
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Step Description

2. | Select the Client Server Comms tab. Select the radio button to use either the host name or the IP
address of the Adaptive Contact Centre server. The Adaptive Contact Centre IP address or
hostname will be required by the Adaptive Client machine to map a network drive to the
Adaptive Contact Centre server. From the Telephone system drop down list select TAPI 3"
Party. Click on the Settings button.

Adaptive CTl Gateway Configuration @

Do-Mot-Disturb ] Blending ] Banned Mumbers ] Busy Lamp Field Restrictions ]
Client Server Comms ] CLI Matching and Contacts List

Communication with Adaptive Desktop

" UselP address: |

+ Use host name: |nmswhrdev'sw aLto-detect
Port number: R4321

™ Use default telephone extension numbers for users

Communication with the telephone spstem-

Telephane spstem: |Adaptive Switch Simulator j Settings...

Adaptive Switch Simulatar
Inter-Tel Auness
Mitel 3300 ICP

0K | Cancel | Apply | Help |

3. | Select the Line device identification tab and click on Avaya IP Office. The other fields can be
left with default values. Click on OK. As shown in Section 6, Step 2, the Adaptive CTI Gateway
shows the configuration has been completed and has found all available IP Office phones.

TAPI (Third Party) Settings X

Line device identification l DMD settings] Trace information (diagrostics] ]

Click one of the following buttons to apply preset values:

ABSTRA | Panasonic Kx-TD |
Alcatel Panasonic F<-TDA
Awvaya 1P Office Samzung OFFICESERW
LG IPECS Siemens Hi-Path 170
LG LDK #ipLDK Siemens ECSTA 150

IV Prefix extension numbers with this string: IP Office Phone:
™+ Mo suffix [ignore characters after the extension number)

(" Suffix extension nurmbers with this string:

Ok Cancel Apply
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4.2. Configure Adaptive Server

Email accounts, users, teams and queues necessary for outbound dialing are created on the
Adaptive Server. Click on Start 2 Programs - Adaptive = Adaptive Server Launch. The
following screen will be displayed. For information on creating mail accounts, users, teams and
queues refer to the NMS Adaptive User Guide in Section 9.

AM Adaptive

File Run View Help

2R4& R

Configure connections, email accounts, users, teams and queues.

Manage rules, define searches, write resp and figure output
#]| options.

=~EM|| Receive inbound messages; create and send replies.

For Help, press F1 (UM

The following services were configured and were tested during compliance tested. Please refer to
Section 9 for detailed configuration of the following services.

= Adaptive Messaging

= Adaptive Web Assist

= Adaptive SMS (text messaging)

= Adaptive Progressive and Predictive Dialing
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4.3. Configure Adaptive Desktop

This section describes the steps for configuring the Adaptive Desktop that communicates to the
Adaptive Server.

Step Description

1. | Toinstall the Adaptive Desktop application, map a network drive to the AM Data folder on the
Adaptive server. Navigate to the \Software folder and double click the
AdaptivedesktopSetup.exe to start the Adaptive Desktop set-up wizard. All client machines
require a mapped drive to the AM Data folder as all queue and campaign information is stored
centrally on the Adaptive server.

B software E”El El

© Fle Edt Yew Favorites Tools Help 4!
@ Back ~ () l_ﬁ. ’ ) search H_j‘ Folders ' d
| Address |@ M:\AM Datalsoftwars - ‘ Go
Folders X MName Sizz | Type
@ Desktop ~ C@AdaptweCaIIRecorderSetupE64.exe 160,262 KB Applicatiol
.:} My Dacuments C@AdaptiveCamDaignEditorSetup864.exe 1,247 KB Applicatio
= ._é My Computer ﬁ:\d- 1564 . exe 2,594 KB Applicatio
5 314 Floppy (A1) E@AdaptiveManagementConsoleSp864.axe 34,516 K6 Applicatio
(E# Local Disk (C:) C@AdaptivePredictiveDia\lerSetuDBE‘?.exe 1,207 KB Applicatio
Lh DWDJCD-RW Drive (D1 AdaptivewebGatewaySetupBG4.exe 1,244 KB  Applicatiol
= 2 cfon '192.165.42.10' (M:) [l ampeskropTsP tsp 256KB TSP File
1) acceczbfSdafess2sa21c é]CaDIZUSZ.dII 49KE  Applicatio
= [5) AM Data | %] mevcrtd. il 377 KB Applicatiol
1) Agents @Rate\l‘tat 1KE  Security
1) calvecorder jRBte\l‘lnf 3KE Setup InF
IC3) campaigns RETELL-SYS 130KE  System il
1) docs [Flshutes.exe 32KB  Applicatio
1) journal

IC3) macros
1) mdbarchives
15 Queues
1) ReportTemplates
13 rules
123 software
1) temp
1) AMASPTamp
1) crashreport
|5 Documents and Settings
1) Inetpub
15 kay
ELo ek o £ ke

2. | On the Adaptive Desktop tool bar click on File > Set Telephone Extension.

= Adaptive Desktop - not logeed in

-8 Message  Wiew Help
Log Infout. .. CEr+L

Configure Grab + Dial...
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Step Description
3. | Inthe Set Telephone Extension dialog box enter an IP Office telephone extension. If the same
extension is to be used every time with the PC tick the Remember this extension on this
computer check box. Click OK.
- Enter your telephone extension number in the box below:
20007 W Remember this extension on this computer
] Cancel |
4,
OK.
| Please enter your user hame and pazsword.
| Uszer name: ]heman
Hat logged in Password: |
- ftomatic login options
‘When the Adaptive Desklop starts on this computer, sutomatically log
£ the
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5. Interoperability Compliance Testing

The interoperability compliance test included both feature and serviceability testing. The feature
testing focused on verifying Adaptive CTI Gateway module handling of TAPI messages to
request and respond to Avaya IP Office features. The features tested include using the Adaptive
Desktop application for initiating, receiving and controlling calls and handling progressive and
predictive outbound campaigns. Adaptive Messaging module was tested by sending emails, SMS
and web requests and the ability of the Adaptive Contact Centre to correctly distribute and queue
the requests to the agents. The serviceability testing focused on verifying the Adaptive server’s
ability to recover from an outage condition, such as busying out the CTI link and disconnecting
the Ethernet cable for the CTI link. Performance of Adaptive Contact Centre under load was not
tested.

5.1. General Test Approach

All feature and serviceability test cases were performed manually. The following features were
tested:

Call control:
Make and Answer a call
Hold and Retrieve a call/Hold and make another call
Attended Transfer a call (not supported)
Blind transfer a call
Screen-pop with CLI / Screen-pop with DDI
Set Do Not Disturb (DND) / Clear DND
Email, SMS, web assist call backs and web chats:
= Messages automatically routed and queued
= Blend messaging (including setting and clearing DND so that calls do not arrive when
processing the message)
Progressive Dialing and Predictive Dialing:
= Making outbound Progressive and Predictive calls
= Call back and Agent owned call back
= Transfer of answered call to user

5.2. Test Results

Attended transfer is not supported on the current version of Adaptive Desktop; however it is
possible to execute the attended transfer function via the agent Avaya IP Office phone. All other
test cases passed successfully.
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6. Verification Steps

The following steps may be used to verify the configuration

Step

Description

1. | Goto Start = Run and enter dialer.exe in the run dialog box to open the Windows phone dialer
application. In the phone dialer tool bar click on Edit = Options. In the Lines tab, select the Phone
Calls drop-down list. If one or more IP Office Phone: XXX (where XXX is an extension number)
entries appear, then the IP Office TAPI Driver is installed and working properly.

Options E@ |

| Lines | Awdio / Video|

£ [ Phone and Modem Options... ]

Freferred line for calling

@ (%) Phone

Lire uzed for

i Phone calls:
Q Intermet calls:

Ha Internet conferences:

g 3 Internet

-IF' Qffice Phone: 20007

<Auto-Select:

Conewxant D850 56K .9« DFVe Modem
H323 Line

|P Dffice Phone: 20000

|P Office Phone: 20001

|P Dffice Phone; 20002

|P Office Phone: 20003

|P Office Phane: 20007
|P Office Phone: 20003
7| 1P Office Phone; 20010
|P Office Phone: 20011
IP Office Phone: 201

10 MRm e~ Dlmimme 0010

[T
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Step

Description

After Section 4.1, Step 3, once the Adaptive CTI Gateway has been configured the Telephone events
and status box will be displayed showing all the IP Office phones found by the Adaptive CTI
Gateway and the event Start Telephone System completed will be displayed.

B Adaptive CTI Gateway |:|[E|rg]

File Help

Telephone events and status Save output to file. . ]

2007/11/0511:55:34 - found device: |P Office Phone: 20007 A
2007/11/0611:55:34 B
lineMegotiateAPlversion for device 25 returned 0 [0), dwaPlYersion = 20001

2007/11/0511:55:34 - found device: |P Office Phone: 2210

2007/11/0511:55:34

lineMegotiatetPlversion for device 26 returned 0 (D), dwaPlYersion = 20001

2007/11/0511:55:34 - found device: |P Office Phone: 2211

2007/11/0511:55:34

lineMegotiateAPlVersion for device 27 returned 0 [0), dwaAPYersion = 20001

2007411405 11:55:34 - found device: |P Office Phone: 2212

2007/11/0511:55:34

StartTelephoneSystem completed

24|

Connected users and extensions

Extension User

[ For Help, press F1 [N

Log into an Adaptive Desktop agent as shown in Section 4.3, Step 4. Make the agent available by
clicking on File > Available (not shown). Start a progressive outbound campaign. The screen below
displays an outbound call made from the Adaptive Desktop application.

ET BB EE e %R

| Total 0 messages, 11 cals  Default->0, 11

Talking {5 s) - Test Progressive Campaign

Contact hame: |customer 1

Result code | LI

Not Interested

Wake this my last call for now [

| Reschedule ‘ =it ate | End call ‘
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Step Description
4,

To monitor the real time queue reports. Click on Start - Programs -> Adaptive - Adaptive
Management Console. Enter the appropriate username and password. In the Adaptive Management

Console tool bar, click on Real-Time = Queues 2 All Queues. The screen below show that there
are 60 calls waiting to be made by the Adaptive progressive dialer.

[ File View Config  Controllers | Real-Time | Historical Display Window Help

| = | 7 k? | Users 3 l
' Queues 3 All Queues
Server Selected Queues...

M Real-time queues report

0 10 20 30 40 50 &0 70 80 30 100
| | |

[Inbound Messages] (emptd)

[Outhound Messages] (empty)

Undeliverable (empty)
WebChats (empty)
WebCallbacks (empty)
Sales (empty)

Support (empty)
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7. Support

If technical support is required for NMS Adaptive Contact Centre server, contact their Technical
Support Department.

Email: support@nms-adaptive.com
Phone: +44 845 612 4000

8. Conclusion

These Application Notes describe the steps for configuring NMS Adaptive Contact Centre 8.65
to interoperate with Avaya IP Office 4.0. NMS Adaptive Contact Centre 8.65 was successfully
compliance tested with Avaya IP Office 4.0.

9. Additional References
This section references the product documentations that are relevant to these Application Notes.

Avaya product documentation can be found at http://support.avaya.com.

= |P Office 4.0 Installation Manual, Document ID 15-601042, Issue 15e, January 2007.
The following documentation is available on request from New Media Software:

= NMS Adaptive Contact Centre

= Adaptive User Guide

Additional information is available for NMS Adaptive Contact Centre at
www.nms-adaptive.com/downloads
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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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