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Application Notes for Zeacom Contact Center with Avaya IP
Office - Issue 1.0

Abstract

These Application Notes describe the procedures for configuring Zeacom Contact Center to
interoperate with Avaya IP Office. Contact Center is a multi-channel and multi-contact
management solution. Information in these Application Notes has been obtained through
compliance testing and additional technical discussions. Testing was conducted via the
DeveloperConnection Program at the Avaya Solution and Interoperability Test Lab.

SCR; Reviewed: Solution & Interoperability Test Lab Application Notes 1 of 53
SPOC 7/27/2006 ©2006 Avaya Inc. All Rights Reserved. ipo-zeacom.doc



1. Introduction

These Application Notes describe the configuration steps required for Zeacom Contact Center to
interoperate with Avaya IP Office. Contact Center is multi-channel and multi-contact
management solution.

Contact Center makes decisions about when, and to whom, calls should be delivered to based
upon caller profile, agent skills, time of day, number dialed and wait times. Contact Center also
provides real-time and historical statistics, advises callers of their place in queue and offers
Interactive Voice Response (IVR) functions. It also includes voicemail and auto attendant
capabilities.

Contact Center interfaces with Avaya IP Office via TAPI 3" party call control as well as analog
tip-ring ports using a Dialogic card. The Avaya IP Office TAPI driver must be installed on the
Contact Center server to establish the TAPI 3™ party call-control connection to Avaya IP Office.
Contact Center requires the creation of hunt groups named for their function, e.g., Hold,
Voicemail, and Operator. These hunt groups contain no members. When Avaya IP Office
routes an incoming call to one of the hunt groups monitored by Contact Center, Contact Center
issues a lineRedirect via TAPI 3™ party call control to the appropriate destination, whether the
destination is the next available agent extension, an announcement played through one of the
extensions connected to a Contact Center Dialogic port, or Contact Center’s voicemail. The
Avaya statement on the supported uses of the TAPI lineRedirect function is covered in Avaya IP
Office Technical Tip 116 in reference [1].

For easier configuration, Contact Center requires the creation of a short code ‘*99424299*N#’,
which the Contact Center Dialogic ports use to determine their extension number. The Avaya IP
Office administrator must still define these analog station ports connected to the Zeacom Contact
Center as IVR ports on Avaya IP Office.

The configuration in Figure 1 shows a network consisting of an Avaya IP Office 406v2 with
Avaya [P400 Phone and Digital Modules, Avaya IP Office Manager PC, Zeacom Contact Center
server and client desktops, Avaya 6400 series digital telephones, Avaya 4600 series IP
telephones and analog telephones.

The Avaya IP Office 406v2 has T1/PRI and analog trunks to the central office. Analog and
digital extensions are connected to Avaya IP Office as well.

The tested configuration is shown in Figure 1.
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Figure 1 — Sample Test Configuration

Name Extension | Note

Hold Hunt Group 6570 required by Zeacom Contact Center
Voicemail Hunt Group 6571 required by Zeacom Contact Center
Operator Hunt Group 6572 required by Zeacom Contact Center
unused Hunt Group 6573

unused Hunt Group 6574

sales Hunt Group 6575

techsupport Hunt Group 6576

Table 1 — Hunt Group to Extension Listing
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Ext. User IP Office User Contact Center User Settings
Type Settings
6501 Agent Name: Extn6501 First name: Agent
Forward: On Busy, Last name: 6501
No Answer User ID: 6501
Forward Number: Security Class: Agent: Zeacom [PO
6571 Login Class: Sales & Tech Class
Mailbox Class: System
6510 Supervisor | Name: Extn6510 First name: Supervisor
Forward: On Busy, Last name: 6510
No Answer User ID: 6510
Forward Number: Security Class: Supervisor: Zeacom
6571 PO
Login Class: Sales & Tech Class
Mailbox Class: System
6517 Agent Name: Extn6517 First name: Agent
Forward: On Busy, Last name: 6517
No Answer User ID: 6517
Forward Number: Security Class: Agent: Zeacom [PO
6571 Login Class: Sales & Tech Class
Mailbox Class: System
6511 Voicemail | Name: Extn6511 First name: VMUser
User Forward: On Busy, Last name: 6511
No Answer User ID: 6511
Forward Number: Mailbox Class: System
6571
6512 Voicemail | Name: Extn6512 First name: VMUser
User Forward: On Busy, Last name: 6512
No Answer User ID: 6512
Forward Number: Mailbox Class: System
6571
6513 Voicemail | Name: Extn6513 First name: VMUser
User Forward: On Busy, Last name: 6513

No Answer
Forward Number:
6571

User ID: 6513
Mailbox Class: System

Table 2 — IP Office and Zeacom Agent and User Extension Listing
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The following Contact Center functionality was addressed in this compliance test:

Intelligent Call Routing

For Intelligent Call Routing, Avaya IP Office is configured to route calls to different hunt groups
or queues based on the incoming DNIS in the Incoming Call Route section of Avaya IP Office
Manager. Once a call arrives at a Contact Center monitored queue, Contact Center controls the
progress of the call via TAPI 3" party call control. For example, Avaya IP Office routes an
incoming trunk call based on DNIS to sales queue. Once the call arrives at sales queue, Contact
Center controls the progress of the call via TAPI. Contact Center determines which agent is free
to take the call and performs a TAPI lineRedirect” to redirect the call from the sales queue to the
free agent’s extension.

Contact Center maintains an internal recall time so if there is no answer at the agent’s extension,
it performs a lineRedirect” back to the sales queue so that the call can be directed to the next
agent extension or to one of its analog station port extensions to play an announcement. After
any announcement is played, TAPI music on hold is used to transfer the call back to the sales
queue. Contact Center can also be configured to automatically log off any agent who does not
answer an incoming call to prevent subsequent calls from going back to that agent.

Voicemail

When Contact Center Voicemail is used as the voicemail on IP Office, user settings must be
configured with forwarding of busy/no answer calls to the Contact Center Voicemail queue.
When a message is left for a user with the Contact Center Voicemail, the Contact Center
Voicemail lights the user’s message waiting indicator (MWI) on the user’s telephone via TAPI
and also provides message-waiting indication to the user’s Contact Center Desktop, if being
used. Note: The current implementation does not support dialing the default Voicemail Collect
shortcode (*17) to retrieve voicemail, so the Voicemail queue (hunt group) extension must be
called instead. Once a voicemail message is retrieved, Contact Center Voicemail turns off the
MWI on the user’s telephone extension via TAPI.

Screenpop

Contact Center has a client application called Contact Center Desktop. This client application
interfaces with the Contact Center server via TCP/IP and UDP multicast. There is no direct
interface between the Contact Center Desktop and Avaya IP Office; all communication to the
Avaya IP Office is through the Contact Center server as described above. The Contact Center
Desktop supports placing, receiving, transferring and conferencing calls, speed dial, busy lamp
field (BLF) of other Desktop users, login/logout queue status of other Desktop users, etc. The
Desktop client does not work with the Avaya IP Office Park function but uses its own
implementation whereby a caller parked from the Desktop client is placed in the Contact Center
hold queue. During an incoming call to the Desktop client’s extension, a popup appears on the
Desktop with the incoming call information.

" The Avaya statement on the supported uses of the TAPI lineRedirect function is covered in Avaya IP Office
Technical Tip 116 in reference [1].
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Callback

This feature is not supported due to issues encountered during compliance testing.

Please refer to Section 6.2 for details.

A caller may elect to leave a message rather than wait on queue (as described above) for an agent
to free up. Upon leaving a message, the caller is disconnected and Contact Center retains the call
in queue. When the next available agent is freed up, the caller’s message, if any, is played to the
agent. When the agent elects to respond to the caller, Contact Center initiates a callback to the
caller and a TAPI supervised transfer is used to connect the agent to the caller.

2. Equipment and Software Validated

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

Equipment Software/Firmware
Avaya IP Office 406v2 3.1(56)
Avaya IP400 Office Digital Station Module 5.1(56)
Avaya IP400 Office Phone Module 5.1(56)
Avaya IP Office Manager 5.1(56)
Avaya [P Office TAPI Driver 1.0.0.26
Avaya 4600-series IP Telephones 23
(4610SW, 4620SW, and 4621SW)
Avaya 6408D+ Digital Telephone -
Zeacom Contact Center 4.0.400
Zeacom Contact Center Desktop 4.0.400

Table 2: Equipment and Software Validated

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., please refer to Avaya IP Office product documentation in reference [2].

Step | Description

credentials.

1. | Log into the IP Office Manager PC and go to Start — Programs — IP Office — Manager
to launch the Manager application. Log into the Manager application using the appropriate

2. | In the Manager window that appears, select File — Open to search for IP Office in the
network.

3. | Log into IP Office using the appropriate login credentials to receive its configuration.
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Step | Description

4. | In the Manager window, go to the Configuration Tree and double-click System. In the
System Configuration window that appears, set License Server IP Address to the IP address
of the PC where the Feature Key Dongle is connected. Select the Voicemail tab.

| Gystem Configuration : TP406-C7 =] 3

System | LANT | DNS | Voicemail| Telephony | Gatekeeper | LD&P | shP] com |

Hame |P406-C7 Locale enu
Password e Confirm Password I ********

tanitar Password Canfirm Monitar Pagsword I
Licence Server [P Address I1 92457042

Time Offset ,_l]m m

TFTP Server IP Address B 0
Time Senver IP Address ,W

File \i/riter I Address I— !I; E:: Snt:t\l::ten
Conferencing Center [P Addrsss,— M Hid:autn recording

Conferencing Center URL |

™ Favour RIP Routes, over static routes

(5]:8 I Cancel | Help |

Note: Changing the Password and Confirm Password fields above can modify the default
Avaya IP Office password. For the purposes of these Application Notes, the default Avaya
IP Office password was used.

5. | In the Voicemail tab that appears, select None for Voicemail Type and click OK.

= Gystem Configuration : IP406-C7 N =1o]x|

Syster | LANT | DNS  Welcemal | Telephony | Gatekesper | LDAP | StMP| COR |

Yoicema Destination ¥
o o

Vaicemal |P dddress
Waicemail Password

Confirm Password

0k | Lol | Hep |

Note: Voicemail Type was set to None at the system level in lieu of disabling voicemail at
each user extension. All users must have forwarding configured as described in Step 15
below in order to use Contact Center Voicemail.

Configure Shortcodes

6. | In the Manager window, go to the Configuration Tree and double-click Shortcode. In the
right-hand pane, right-click Add to add a shortcode.
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Step | Description
7. | In the Shortcode window that appears, set Short Code to *99424299*N#, Telephone
Number to “.” (dot), Feature to Busy and click OK. Contact Center uses this code to
automatically learn the extension numbers of the Dialogic ports.
H €23 Shortcode *99424299*Nat x|
! Short Code |a0424299 N8
Telephane Mumber |
Line Group D jo
Feature R -
Locale ==
Force Account Code |
,TI Lancel | Help I
8. | In the right-hand pane of the Shortcode window, right-click Add to add a shortcode for PRI
trunk outbound calls. In the Shortcode window that appears, set Short Code to [8]N;,
Telephone Number to *9N, Line Group ID to 1, Feature to Dial3K1 and click OK.
Contact Center uses this code to define dialing rules in Phone and Modem Options (Section
4.1 Step 6). Note 1: This step was not necessary for the Zeacom solution, but it was
necessary for the compliance test configuration used in the lab because more than one
outbound shortcode was being used. If the default outbound shortcode ‘9’ is used, ignore this
step.
x|
Short Code m
Telephone Mumber |"9N
Line Group ID |‘I
Feature | Dial3K1 =l
Locale I—
Force Account Code B
ITI Cancel | Help |
Note 2: Configuration of the PRI trunk’s outgoing calling group is not shown in these
Application Notes. For information on how to define outgoing calling groups, please refer to
the IP Office documentation in [2].
Configure Hunt Groups or queues
9. | In the Manager window, go to the Configuration Tree and double-click Hunt Group. In the
right-hand pane, right-click Add to add a hunt group.
SCR; Reviewed: Solution & Interoperability Test Lab Application Notes 8 of 53
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Step | Description

10.
the Queuing tab.

HuntGroup | Fa\lhackl Duauingl

Mame
Estension
Allocated Answer Interval [zecs]

Overflow Time [secs]

Extension List

Eretoopind
IHoId Hunt Type—————

" Group

IEEFU & Linear

" Circular

I " Most Idle

e ™ Calliaiing On

Dverflow Group List

=10f

E stenzion | Uger

| M ame

In the Hunt Group window that appears, set Name to Hold and Extension to 6570. Select

o1

Cancel | Heln |

11. | In the Queuing tab that appears, check Queuing On, set Queuing Limit to 9999 and Queue
Ring Time (seconds) to 9999. Click OK.

oI
HuntGroupI Fallback Queuing l
v Queting On
Dueving Limit (EEEE]
Queue Ring Time [secs) |9993
ak I LCancel | Help

12.| Repeat Steps 9 — 11 for each hunt group listed in Table 1.

Configure Users / Agents

13. | In the Manager window, go to the Configuration Tree and double-click User. In the right-

hand pane, double-click the first user extension listed in Table 2.

14. | In the User window that appears, select the Telephony tab.

9 0of 53
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Step | Description
15. | In the Telephony tab that appears, check Offhook Station and uncheck Cannot be Intruded.
Select the Forwarding tab.
=]
Button Programming I Hunt Group Settings [T3 Sets only] l Perzonal Directory (T3 Sets only] I
User I DND I ShortCodes I SowceMumbers Telephony | Forwarding I Dial In
Dutside Call Sequence |DefaultRing x| [ Call'waiting On
IFsite Dall Setieae e IDefauItHing W Answer Call waiting on Hold [&nalogue)
I~ Busy On Held
Ring Back Sequence IDefauItHing Ll I Butooig CAlBS
Allocated Answer Interval [secs) I I Ofthook Station
™ Canlntiude
wirap-up Time [zecs] !2 A
[~ Cannat be Irtruded
Transter return Time [zecs| I I~ Force Lagin
Individual Coverage Time [zecs] ’10 [™ Force Account Code
Lo o I [~ System Phone
Login Idle Period [zecz) | rMulti Line Options——————————
¥ Ringing Line Preference
Manior Group I j v Idle Line Preference
0k | LCancel | Help |
16. | In the Forwarding tab that appears, check Forward on Busy, check Forward on No
Answer, and set Forward Number to the Voicemail hunt group extension 6571. Click OK.
A — o
Button Programming I Hunt Group Settings [T3 Setz only] I Perzonal Directom [T3 Sets only] I
Uzer I DD I ShortCodes I SourceMumbers I Telephorny Fonwarding I il In
Third party forwarding [T3 Setz only————
Fallows Me Mumber I j
I~ Allow Third Party Fonwarding
[~ Pratect from Third Party Fonwarding
Forward Unconditional | |
Faonward Number I j
Forward On Busy il
Forward On Mo Answer v
Farward Mumber IB5?1| LI
Forward Huntgroup Calls |
(0] € | Lancel Help
17.| Repeat Steps 13 — 16 for each extension listed in Table 2.
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Step | Description

Configure CTI Link Pro License

18. | In the Manager window, go to the Configuration Tree and double-click License. In the right-
hand pane, right-click Add to add a new license.

IﬂManager [255.255.255.255] (C:\Program Files'...\Manager'} IP406-C7.cfg E = E||£|
File Edit View Tools MWindow Help

=P

‘ -oix
BOOTP (3] Statug License | Instances Expires |

Operator (3]
R System IP40E-CT

3] Line [5]

B % Contral Unit (3]

- [ Extension (10) View

s j: User [12) Edit

) % Hurt Graup (1]

[c3] Shartcode (53] Delete
: g Service (0]

Bl RAS 1] Copy

Bl '% Incoring Call Floute (2] it

WisM Port [0)
Directory (D)
< 9 Time Profile (0]
- @8 Firewall Profile 1)
(-5 IP Route [1)
Least Cost Route (0]

[ License (0]
Account Code (0]
i User Restriction (0]

<[5 Logical LAN (0]
Ry Tunnel (0]

%o Auto Attendant (0]
o mm E911 System(1]

Unable o send C:YPragram Files\avaya\IP OfficeiManageriHoldMusic.way length O bytes 2

19. | In the License popup that appears, enter the license string for the CTI Link Pro license
(default string of zeroes shown only) and click OK.

B License I X

License Sting [32 characters]
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Step | Description

20. | In the Manager window, select File — Save to push the configuration to IP Office and wait
for the system to update. This completes configuration of Avaya IP Office.

T Marager [5 T88 88 TR8] (L \Prograns Fles),.\ Mansger|) IRS06-C Lok (=}
Be Gt Yo [k e e

4. Configure Zeacom Contact Center

The configuration information provided in this section describes the steps required to configure
Contact Center to interoperate with Avaya IP Office.

For all other provisioning information, such as software installation, installation of optional
components, basic configuration of Contact Center, etc., please refer to the Zeacom Contact

Center product documentation in reference [3].

4.1. Install and Configure Avaya TAPI Driver and Dialing Rules

Step | Description

1. | Log into the Contact Center server with administrative privileges and launch the Avaya IP
Office User Suite setup.exe in the CDROM drive.

2. | Click Next in the InstallShield wizard until the Select Components window appears. Check
TAPI to install the IP Office TAPI driver on the server.

Select Components
Chocee e components a0 ol raisl

Gikee! the omparents tomatal
il

= [JMSCRM Integestion
CAM Chert Infegestion
AN Serves Iniegeation
SoftConmole

Gipace Mequeed on C

AR,
Sipace Avalable on TTTRE,

< fack Bt 3 Coneal

3. | Click Next to complete the installation of the Avaya IP Office User Suite. At the
InstallShield Wizard Complete window, click Finish.

4. | Go to Start — Control Panel and double-click the Phone and Modem Options icon in the
Control Panel window that appears.
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Step | Description
Configure Dialing Rules
5. | In the Phone and Modem Options window that appears, highlight My Location in the
Location pane and click Edit...
20 x|
Dialing Rules I Mudemsl A\:Ivancedl
}‘, The list below displays the locations you have specified. Select the
location from which vou aie dialing
Locations:
| ocation Area Code
[S1My Location
Hew... Edit. Delete
ok | cameal | s |
6. | In the Edit Location window that appears, set Area code to the area code (732), set Dialing
rules to the local dialing rules, set To access an outside line for local calls, dial to the PRI
trunk outbound short code defined in Section 3 Step 8, and set To access an outside line for
long-distance calls, dial to the PRI trunk outbound short code defined in Section 3 Step 8.
Click Apply. Note: This step was not necessary for the Zeacom solution, but it was
necessary for the compliance test configuration used in the lab because more than one
outbound shortcode was being used. If the default outbound shortcode ‘9’ were being used,
ignore this step.
General I Area Code Rules I Calling Card I
Location name: IM}' Lacation
Specify the location from which you will be dialing.
Country/region: Area code:
Urited States =l 7
Dialing rules
wihen dialing from this location, use the following ules:
To accesz an outzide line for local callz, dial: IB
To access an outzide line for long-distance calls. dial: IS
Uze this camier code to make long-distance calls: I
Use this carier code to make jntemational calls: ||
[ Todizable call waiting, dial I vl
Dial using: ™ Teone  Pulse
1] I Cancel Apply
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Step

Description

7.

In the Edit Location window, select the Area Code Rules tab and click New...

General Area Code Rules | Calling Card I

An area code ile determines haw phone nurbers are dialed frorm your
cument area code bo other area codes and within your area code.

Airea code miles:

Area Code | Prefives | Fiule |

MHew... Edit... Delete

r— Dezcription

Select a rule in the list above to view its description, or click Mew to
add a rule.

Ok, I Cancel | Spply |

In the New Area Code Rule window that appears, set Area code to 732, check Include the
area code and click OK.

Thiz area code rule will only apply to call: made ta the area code and prefix
combination you specify below.

Area code pou are calling: Area code Frefix

i
rea cads: [732 5N KN - KN

r Prefises

Specify the prefizes to be used far thiz area code mile.
& |nclude all the prefises within this area code

" Include anly the prefizes in the list belov:

Brefizes toinclude;
Add... |
[elete |

~ Rules

“when dialing phone numbers that contain the prefises above:

[ Dial I1

oK I Cancel |

Note: This step is only necessary if 10-digit dialing is in use for the specified area code. If
10-digit dialing is not used, ignore this step.
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Step | Description

9. | In the Edit Location window, click OK.

General Area Code Rules | Calling Card I

An area code ile determines haw phone nurbers are dialed frorm your
cument area code bo other area codes and within your area code.
Airea code miles:

Area Code | Prefives | Fiule |
732 Al Dial area code

Edi... Delete

r— Dezcription

Dial the area code before the number for all calls within the 732 area
code.

Ok Cancel Apply

Configure TAPI Driver
10. | In the Phone and Modem Options window, select the Advanced tab.
Dialing Rules | Modemsl .&dvancedl
h —_ The list below displays the locations pou have specified. Select the
@l@ locatian fram which you are dialing.
Locations:
L ocation I Airea Code I
(& My Location 732
Hew Delete
Ok, Cancel Lpply
SCR; Reviewed: Solution & Interoperability Test Lab Application Notes 15 of 53
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Step | Description

11.
Provider and click Configure...

Dialing Hulesl Modems  Advanced |
1.

PFroviders:

Microsoft HID Phane TSP

MDIS Proxy TAPI Service Provider
TAP| Kemel-tode Service Provider
Urimademn 5 Service Provider

agd. |

The following telephony providers are ingtalled on this computer;

:I icrozoft H. 323 Telephony Service Provider

Microsoft Multicast Conference TAP| Service Provider

Bemove | Qonfigure...l

In the Advanced tab window that appears, highlight Avaya IP Office TAPI2 Service

2]

Cloze I

Catzel |

Apply |

12.

Avaya TAPIZ configuration X

Switch IP Address |1 924570133

" Single User

In the Avaya TAPI2 configuration window that appears, set Switch IP Address to the IP
address of Avaya IP Office, select Third Party, set Switch Password to the IP Office
password as defined in Section 3 Step 4, and check ACD Queues. Click OK.

x|
Cahcel |

Uzer Hame I

|Jzer Paszword

& Third Party

Switch Pazsword

—

[T ExDirectany Wsers
[T wiad Users

13

In the Phone and Modem Options window, click OK.

14

Avaya TAPI Driver on the Contact Center server.

Reboot the server for the new changes to take effect. This completes configuration of the

SCR; Reviewed:
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4.2. Configure Contact Center

Step | Description

1. | Log into the Contact Center server with administrative privileges and launch the Zeacom

Administrator application by double-clicking the [l icon on the desktop (the icon is placed
on the desktop during installation).

L

v Documenks

-t
[ =omputer

: TR Ciffice
Location: DuiProgram Filest Telephony W CTT bin

2. | In the Administrator popup that appears, enter the appropriate login credentials, check
Remember me next time and click OK.

x|
Welcome to Administrator

Fleaze enter your name and password

Mame: IAdministrator
PN [

u] I Cancel Help

Verify System Setup

3. | In the Administrator window, select File — System Setup...

) Administrator

|| Fle. Edit window Help
J_ Line for Recording. ..
Copy Manager. ..

System Setup...

Yerify System Configuration. ..
‘Wizards g

Exit
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Step

Description

4.

In the System Setup window that appears, select the PBX tab.

System Setup L

FEB: I Dgliver}ll Eoicemaill Dial By ﬂamel Timersl Paginga’Faxl Retention F'olicyl

‘wieek Starts: ISunday 'I Recommended Max Report [tems: |3UUUU
Default Compary: IZeacom IPO 'I

Product Key: IHFFI-E LT3-WEBES-9KVO-R43C

Break Reasons | Imagesl Time Zonesl Languagesl Irter-Campary Settingsl

Break Reasons:
Reazon | Diuration | Add...

T odifi.

Delete

i

Duration far '‘Back in' |5 ill [minutes]

x|

oK I Cancel | Help

In the list of PBXSs that appears in the PBX tab, select IPOffice and click Configure...

General FPBX |D§Iiver_l,l| Eoicemaill Diial By Hamel Timersl Paginga’FaxI Retention F'olic_l,ll
PExs:

x|

Mame | Type I Media Type I

Chat “web Chat Server Chat

Lovans [P Oce Phone

Add.. Configure... Delete

aK I Cancel Help
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Step | Description

6. | In the IP Office PBX Setup window that appears, verify that PBX Name is set to IPOffice

and Voicemail port auto learn code is set to *99424299 as configured in Section 3, Step 7.
Click OK.

IP Dffice PBX Setup e |

PEx< Name:

Woicemnail port auta learn code: |"99424299

Park retrigve code: |7

. o
CallListen access code: I &

—Spstem Extension:

Analog Login Extension: |<NDNE> 'I
Spztem Maintenance Extension: |<NDNE> 'I

rIF Dffice TSP

Corfigure | Fezet |

oK I Cancel |

Note 1: Ignore Park retrieve code because Zeacom does not support the Call Park feature of
Avaya IP Office.

Note 2: Ignore CallListen access code because Contact Center Supervisor Monitor and
Supervisor Assist features do not support Avaya IP Office and were not compliance tested.

7. | In the System Setup window, click OK.

Configure Dialing Rules

8. | In the Administrator window, click General — Dialing Rules in the left hand menu pane.
Right-click the middle pane and select Add....

1 administrator - [Dialing Rules] i -10] x|
| Eie Edit window Help
| % i3 @ x ‘ G | Langusgs [Endish | »
“oicemail Location I Counlry [Area Area Code Aules
Console Country |Alea Code | Prefines

Queuing

Announce

General

Add, Edit Delete

Fieady
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Step | Description

9. | In the Edit Dial Rule window that appears, set Location to New Jersey, Country Code to
United States (1) and Area Code to 732. Click OK.

x
Location:
LCountry Code:; ILlnited States (1) j
Area Code: 732
Access Code Ful=

Same Area: I Same Area: IFG
Long Distance: I Long Distance: |1FG
International: I International: |U1 1EFG

[~ Default

QK I Cancel | Apply | Help |

10. | In the Administrator window, the newly added Dialing Rule appears in the middle pane.

A administrator - [Dialing Rules] 0 P[] ]
| Fie Edit Window Help
J e B X ‘ il | Language |Engl|sh =l 2

Yoicemail Location County Area Area Code Rules

— Countiy [AreaCode  |Freives |

Queving

Announce

General
|

Add... Edit... Delete:
Fready

Note: Steps 8 — 10 are only necessary if 10-digit dialing is in use for the specified area code.
If 10-digit dialing is not used, ignore these steps.

11. | This completes configuration of Zeacom Contact Center. The information in the remainder
of this section is provided for informational purposes.
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Step | Description

Define Queues

12. | In the Administrator window that appears, click General — Lines in the left hand menu

pane.

I

File Edt ‘window Help
W e X | il | Language:lEnghsh j B

WYoicemal

Consale

Gusting

Announce

General

[ [Fieady

13. | In the list of lines that appears in the right hand pane of the Administrator window, right-click

extension 6570 and select Convert into Queue in the menu that appears.

A Administrator - [Lines] I =10l x|
| Fie Edi Window Help
A E X | @ | Logsage[enclen Bl -
Voidamal ¥ All PBXes ¥ Al Lines
Eore Name | Extension [ Tupe | Tenant | Manitar Status |Defau\tAggnt [ =]
(R Added by System 245 Phone es
Mg S Added by Spstem 247 Phare ‘es
Announce (R Added by System 248 Phore Yes
T 4 tidded by System 249 Phone Yes
A Added by System 250 Phone Yes

(R Added by System 251 Phore es
g Added by System 262 Fhore es
(G Added by System 253 Phone Yes
(R dded by System 254 Phore es
A Added by System 255 Phore es
A dded by System 256 Phone Yes
(B Added by System E501 Phore es
g Added by System 6502 Phare Yes
A A.dded by System 6503 Phone Yes
(B Added by System E510 Phore es
A Added by System B511 Phore Yes
A A.dded by System 6512 Phone Yes
(R dded by System EB13 Phore es
Phare Yes

2 £dded by System
A Added by System == Edit...
B dded by System 2 Delete

A #dded by System [0 copy...
A #dded by System

hhe Yes
phe Yes
e res
bhe Yes

@ ~dded by System Mo To Company bhe Yes -
Ready
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Step | Description
14. | In the Administrator popup that appears, click Yes.
Administrator |
2P Do ol wank ko convert this Line inko a Queue?
‘{/ The Line will be deleted from the database,
Mo
15. | Repeat steps 13 — 14 for each hunt group extension listed in Table 1.
Configure Operator Queue
16. | In the Administrator window, click Queuing — Queues in the left hand menu pane.
17. | In the list of Queues that appear in the right hand pane, right-click 6572 and select Convert
to Operator Queue in the popup that appears. 6572 will be removed from the list.
£ Admiinistrator - [Queues] (i =101 x|
Eile Edit ‘window Help
wB X | (B | Lsngusgs [Engish =1 -
Aoicemal ¥ All PBXs ¥ All Queues excluding Dperator Queues
B [Hame [whapups [ Modes [Indlial Modfiers | Callback
Added by Spstem Yes
el i by Syt Ve
Added by System -
Added by Spstern W Delete
Added by Spstem [0 copy...
General
I Fmady
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Step | Description
18.

In the Administrator window, click Console — Operator Queues in the left hand menu
pane. 6572 should be listed in the right hand pane.

] Administrator - [Operator Queues]
| Fle Edt window Help

| 24 [ | Lenguage [Eralin E|

=
Waicernai ¥ All PBXs
Consale Queue [rame:

| Modes | Indial Modifiers |
@R EST2 Added by Spstem Yes

=101

[ =

Queting

Announce

General

[ Ficady

Configure Voicemail and Hold Queues
19.

In the Administrator window, click Queuing — Queues in the left hand menu pane. In the
list of queues that appears in the right hand pane, right-click 6570 and select Delete in the
popup that appears (not shown).

20. | In the Administrator popup that appears, click Yes. 6570 will be removed from the list.

Administrator =l

\:{) Delete selected Queus(s)?
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Step | Description

popup that appears.

21.| In the Administrator window, click Queuing — Queues in the left hand menu pane. In the
list of queues that appears in the right hand pane, right-click 6571 and select Delete in the

| Ele Edi window Help

{1 Administrator - [Queues] A

B 8 g

Converk bo Operator Queue

Converk Into Ling

J £ &= X | @ | Language:IEninsh j -
Yaicemail ¥ All PBXs ¥ All Queues luding O perator @
e Gueus Mame WIapups Modes Callback
Queuing

Administrator |

“"'?.:) Delete selectked Queuels)?

22.| In the Administrator popup that appears, click Yes. 6571 will be removed from the list.

23.| In the Administrator window, click General — System Queues in the left hand menu pane.
Right-click Voicemail in the right hand pane and select Edit in the popup that appears (not

shown).
1 Administrator - [System Queues] =10O|
File Edit Wwindow Help
w B w X | il | Language: IEnghsh j A
Voicemal Humber [ System Queus |
Console Tooo Woicemail
T Hald
Bueling
Announce
General
A
-
g
@
4
@
Ready
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Step

Description

24.

In the Editing System Queue “Voicemail” window that appears, set Number to the
Voicemail Hunt Group extension defined in Tablel and click OK.

Editing System Queue 'Yoicemail® 5[

General

MNumber: IEE?‘I

Marne: IVoicemaiI

PBX: [IPOffice

Lef el

Department: |<Un$|:-e-:ified>

—Setting

Type: I\J'Dicemail Filat

Lef Lo

Default Huete; I <Monex

¥ ot status

¥ Deliver calls fronm this Qusue

Ok, I Cancel | Apple | Help |

25.

In the Administrator window, click General — System Queues in the left hand menu pane.
Right-click Hold in the right hand pane and select Edit in the popup that appears (not
shown).

26.

In the Editing System Queue “Hold” window that appears, set Number to the Hold Hunt
Group extension defined in Tablel and click OK.

x
rGeneral
Murnber: W
RENT IHoId
PEX: [IPOffice |
Department: |<Unspecified> j
Setting
Type: IHoId (ueue j
[efault Hueue: |<None> j
| el oritar, statis
¥ Deliver calls franm this Queue
(] 4 I Cancel | Apply | Help |

27.

Launch the Zeacom Application Manager by double-clicking the M2 icon on the desktop —
the icon is placed on the desktop during installation (not shown).
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Step | Description
28. | In the Application Manager window that appears, click Server Applications —
ZeacomServer|[ZLAB] in the left hand pane (not shown).
29.| In the list of applications that appears in the right hand pane of the Application Manager,
right-click IPOffice PBX and select Restart Application. Select File — Exit to close the
Application Manager.
“_ Application Manager [7LAB] =[]
Gl gton el
LS A RN
[F¥a% | ZUAB [ZeacomSenver
&) Ciort Apphcations Apphcation [ Machine [Pah = — |‘i\.‘un.l| [ Product Ve
il || Sy Eye Dibrgon oo TNt 402024 40,002
ZancoabiatvaTUAR | | Licence Mansge ZLAB DAProgeam Fled\Teleghon\ LTNBn\LicenceMansoa ee 4024014 4040024
i Wachdeg P 0 0manngy AR D WProgram Fiee\ T aleglaong AT T 40M0% 4040024
=y Dol View P Audt Serven TLAE DAProgeam Fle\T elephong\ LTI L0240 4040024
cumx [} bus e Firalmtimael/e ol
5 Task jc,‘,r';:"m" o FleA ooy 402004 4040024
e e T
s privig
4l )Ll | 3
Resdy
Configure Sales and Tech Support Queues
30. | In the Administrator window, click Queuing — Queues in the left hand menu pane. In the

list of queues that appears in the right hand pane, right-click 6575 and select Edit in the
popup that appears.

1 Administrator - [Queues] 1
| Eie Edit Window Help
J "‘:K 5= X | @ | Language: IEninsh j
Vaicemail ¥ Al PBXs ¥ All Queues excluding Dperator Queues
e Gueue | Mame |W'rapups I todes I Indial Moditiers | Callback
- I =] Added by System es
Queving

Added by Systemn es

e Add, .

=
X Delete

@ Copy,

Convert bo Operator Queus

Canvert IntoLine
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Step | Description
31.| In the Editing Queue ‘Added by System’ window that appears, set Queue Name to Sales and
click OK.
x
General | Service Levell Advancedl Deliver_l,ll Progressl Modesl Schedulel Eallbackl Modifiersl
rGueve Detail T Require Wiapup code
Hueue: IBE?E (= FreeForm Wiapum
QAueue Mame: ISaIes & fiapup Tiemplates
Ay ailable: Selected:
PEX: | IPOffice = iI il
Depaitment: | <UNSPECIFIED> R
= i
Language: I j
Eoree Wiapup entry for |0 j secands,
@l 0k I Cancel | Apply | Help
32.| Repeat steps 30 — 31 for 6576, setting Queue Name to Tech Support.
Configure Delivery Patterns
33. | In the Administrator window, click Queuing — Delivery Patterns in the left hand menu
pane. Right-click the right hand pane and select Add...
i
J File Edit Window Help
J "‘7\ & wr b4 | @ | Language.lEng\ish j Pl
Moeemal ¥ Scheduled Patterns
B Mame I Comment
Queuing
& Edit..,
7€ Delete
@ 0P
Announce
General
Ready
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Step

Description

34.| In the Adding Delivery Pattern window that appears, set Name to Sales Pattern and click
Next.
ﬂ
Flease enter the pattern name.
Harne: ISales Pattern
Fleaze enter the department which iz to use this pattern.
LDiepartment: |<Unspecified> j
fou can also enter comment for your pattern.
LComment:
< Back I Mext > I Cancel | Help |
35. | In the next window that appears, select System default and click Next.
zl
Pleaze chooze which Pattern the wizard will use to
generate the rest of the settings.
ar
(" A evisting Patterr
< Back I MHest > I Cancel | Help |
36. | In the next window that appears, check 6575 Sales and click Next.
ﬂ

You can select which Queues will be
delivered by thiz Pattern.

Mumber I Mame

O es72  Added by Spstem
O 6573 Added by System
O 6574 Added by Spstem

D' 6576  Tech Support

< Back I Mext > I Cancel

Help
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Step | Description

37.| In the next window that appears, click Finish.

Adding Delivery Pattern il

System iz ready to register a new pattern.

The new Pattern zettings are:

Pattern Mame: Sales Pattern
Comment:

Azsociated Queuss:
[E575] Sales

I After adding go to the edit screen for futher editing

< Back I Finizh I Cancel | Help |

Repeat steps 33 — 37 to create Pattern Name Tech Support Pattern associated to 6576 Tech

38.
Support queue.
x
System iz ready to register a new pattern.
The new Pattern zettings are:
Pattem Mame: Tech Supp Pattem
Comment:
Azsociated Queuss:
[B57E] Tech Suppart
I After adding go to the edit screen for futher editing
< Back I Finizh I Cancel | Help |
39. | In the Administrator window, click Queuing — Delivery Patterns in the left hand menu
pane. Right-click the right hand pane and select Add... (not shown).
SCR; Reviewed: Solution & Interoperability Test Lab Application Notes 29 of 53
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Description

40.

In the Adding Delivery Pattern window that appears, set Name to Sales & Tech Pattern and
click Next.

Adding Delivery Pattern ll

Fleaze enter the pattern name.

Mame: ISales & Tech Pattem|

Please enter the department which is to use this pattern.

Diepartment: |<Unspecified> j

fou can also enter comment for your pattern.

LComment: |

< Back I Mext > I Cancel | Help |

41

In the next window that appears, select System default and click Next.

Adding Delivery Pattern 1'

Please choose which Pattern the wizard will use to
generate the rest of the settings.

 An evisting Patterr

< Back I Nest » I Cancel | Help |

42

In the next window that appears, check 6575 Sales and 6576 Tech Support and click Next.
|

ou can select which Queues will be
delivered by thiz Pattern.

MNumber I Mame
Omeec72  Added by Spstem
Omecc72  Added by Spstem
O c57s  Added by Spstem
@ Es7s  Sales

Tech Support

< Back I MHest > I Cancel Help
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Step | Description

43. | In the next window that appears, click Finish.

Adding Delivery Pattern I ]

Syztem iz ready o register a new pattern.

The new Pattem settings are:

Pattern Mame: Sales & Tech Pattern
Comment:

Associated Queuss:
[6575] Sales

[657E] Tech Suppart

I After adding go to the edit screen for futther editing

< Back I Finish I Cancel Help

Configure Agent Login Classes

44

pane. Right-click the right hand pane and select Add...

In the Administrator window, click Queuing — Agent Login Classes in the left hand menu

| Fle Edi window Help

=100

A administrator - [Classes] 1.

|A & % | @ | Longwge [roen E

¥ Oueuing Classes

Yoicemail
Mame [Humber I

Conszole

Queving

& Edit),,
7K Delete
[0 Copy.e

Announce

|H eady
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Step | Description

45.
Class and click Next.

Please enter the class name.

Adding New Agent Login Class...

In the Adding New Agent Login Class... window that appears, set Class Name to Sales

x|

Clags Marme: |Sales Clasd

Fleaze enter the department this class will belong to.

Department: <Unzpecified:

Fleaze enter the class number.

Class Mumber: |'I :II

&

< Back: I Nest » I Cancel

Help |

46

Adding New Agent Login Class...

generate the rest of the settings.
P s
ar

{ Arexisting Class

Plaase choose which Class the wizard will uze to

In the next window that appears, select System default and click Next.

x|

< Back I Mest » I Cancel |

Help |

47

Adding New Agent Login Class...

delivery to the Class.

Pattern: [#

Hueyes;

Fleaze specify how you would like to configure the

% Lze an ewisting Delivery Pattem to contral the delivery

™ Select the Queues this Clazs should have the deliverny fram

In the next window that appears, select Use an existing Delivery Pattern to control the
delivery, set Pattern to Sales Pattern from the pull down list and click Next.

S

[ Added by System [B572]
[ Added by Spstem [E573]
O Added by System [E574]
[0 Sales (G575)

[ Tech Suppart (E576]

Cancel

< Back I MHest > I

Help
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Step | Description
48. | In the next window that appears, click Finish.
zl
Swystem iz ready to register a new Class,
The new Clazs zettings are:
Class Mame: Sales Class
Class Mumber: 1
“whorktime: 10
Auto logout action; Lagout
Logout at midnight: Mo
Inbound [CD: ]
Outbound ICD: Mo
[ Afhter adding go to the edit screen for further editing
< Back I Einish I Cancel | Help |
49. | Repeat steps 44 — 48 to add a Tech Class Login Class using Tech Support Pattern.
|
Swstem iz ready to register a new Class.
The new Clazs zettings are:
Class Mame: Tech Class
Class Mumber: 2
“Workhime: 10
Auto logout action; Logout
Lagout at midnight: Ma
Inbiound ICD: Mo
Outbound ICD: No
|~ After adding go to the edit screen far further editing
< Back I Einish I Cancel | Help |
50. | In the Administrator window, click Queuing — Agent Login Classes in the left hand menu
pane. Right-click the right hand pane and select Add... (not shown).
51.| In the Adding New Agent Login Class... window that appears, set Class Name to Sales &

Tech Class and click Next.
x|

Flzase enter the class name.

Class Mame: ISales & Tech Clasg

Plzaze enter the departmerit thiz clazs will belong to.

Department: <Unzpecified: j

Flease enter the class number.

Class Mumber: |3 j

Cancel

< Back I Mest > I

Help |
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Step | Description

generate
o
ar

A evisting Class

Please choose which Class the wizard will use to
settings.

52.| In the next window that appears, select System default and click Next.

S

< Back I MHest > I Cancel |

Help |

53

delivery ta the Class.

Pattem: [#

[Hueues:

Fleaze specify how pou would like to configure the

* Use an esisting Delivery Pattem to control the delivery

™ Select the Queues this Class should have the delivery from

In the next window that appears, select Use an existing Delivery Pattern to control the
delivery, set Pattern to Sales & Tech Pattern from the pull down list and click OK.

x|

[ Sales (B575)

[ isdded by System [BA72]
[ Added by System [B573)
O Added by System [E574]

O Tech Suppart [E57E]

< Back I Nest » I

Cancel Help

54

In the next window that appears, click Finish.

The new Class settings are:

Adding New Agent Login Class... L

Suztem iz ready to register a new Class.

Clazs Mame:
Class Mumber:

“worktime:

Auta logout action;
Logout at midright:
Inbiound [CD:
Outbaund ICD:

Sales & Tech Clazs
3

10
Lagout
Mo
No
Mo

I~ After adding go to the edit sereen for further editing

< Back I Finigh I

Cancel Help

Configure Agents
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Step | Description

55. | In the Administrator window, click Queuing — Agents in the left hand menu pane. Right-
click the right hand pane and select Add....

—ioix
Eile  Edit ‘window Help
B X | Gl | Langusgs: [Engish =] -
ool ¥ Queuing Agents
User D [Name [ Detauit Class [

Consale

Queuing

& i,
K Delete

Select Login Classes...

Announce

General

[ [Rmady

56. | In the Add Agent Wizard window that appears, select Create new Phonebook entry and

click Next.

Add Agent Wizard N ll

Fleaze specity whether you want to create a new entry
it the Phone Book. or use an existing entry.

£~ Select fram the Phanebook

& Create new Phanebook enitng

< Back I Meut > I Cancel | Help |
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57.| In the next window that appears, add the first agent listed in Table 2 and click Next.

i agent wizard x|

Please enter the first and last names of the person
wau are wizhing to add inta the system.

[Mote: fou must enter both a first and a last name]

First name: IAgent
Last name: IESD‘I

< Back I Mext > I Cancel | Help |

58. | In the next window that appears, set User ID to the one listed for this agent in Table 2.
T E—— I
Please enter the Uzer D number the agent will uge
when logging into the Cortact Center. Use the mailbox
rumber if it exists, othenwise choose an arbitrary number
In a comman range assigned to all agents.
User ID: |8501|
< Back I MHest > I Cancel | Help |
59. | In the next window that appears, set Security Class to the one listed for this agent in Table

2.

Add A.gent Wizard x|

Pleaze select the Security Class for the new uzer.

Securnty Class:

Fleaze select the Department the Agent will belong to.

Department: I <Unzpecified: j

You may also azzign the Agent to a Report Group.

Beport Group: |<Unspemfled> j

< Back I Mext > I Cancel Help
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Description

60.

In the next window that appears, set Use Existing Class to the Login Class defined for this

agent in Table 2.

% ze Existing Class

Add Agent Wizard i

Pleaze select the default clazs for the Agent.

Sales Class
" Lres Tech Class

Ilame: I

Liepartment: I <lUnzpecified:

Miumber: |4 ﬁ

< Back I Mext I

Cancel Help

x|

61

In the next window that appears, click Finish.

Add Agent Wizard ]

Swystem iz ready to register new agent.

The new agent settings are:

&dd Mame:
First Marme:
Last Mame:

Agent:

Agent 1D:
Logins:
Default Class:

[ After adding go to the edit s

Agent
B&01

B&01
Single
Sales & Tech Clazs

creen for further editing

< Back I Finish I

Cancel | Help |

62

Repeat steps 55 — 61 for Supervisor 6510 and Agent 6517 listed in Table 2.
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Step | Description

Configure Voicemail for Voicemail Users

63. | In the Administrator window, click General — Phonebook. Right-click the right hand pane

and select Add....

W ot

7< Delete
Import Phonebocok. .,
Export Phonebook,

A Administrator - [Phonebook] i I ] [
File Edit Window Help
B e X | Gl | Langusge: [Engidh =] A
S
B Lok for. | Compary: [ 7| Diectoge [N Cortactss 7] 7
Oueuing FistName  [LastMame |Ent [ Difice [ Mobile [ Home | Company I
Announce B gent 6501 Zeacom IFO
e D togent £517 Zeacom IFQ
Q Internal Caller 6502 Awaya
= & Other Caller 6603 Avaya
c DOutside Analog 4503643 Awaya
& sales Queue Zeacom IFQ
P Supervisar 6510 Zeacom PO
System  Admin Zeacom IPQ
B TechSu. Queue Zeacom IFQ
QZeacom .. System Zeacom IPO

\ [Fready

64

Table 2. Click Next.

Flease enter the first and the last name for the
cohtact pou want ko add to the Phoneboolk.

First Mame:

“Y'ou may also add an aliaz to quickly find the
contact in the Phoneboaok.

Last Mame: |551 1

Buick Search: I

In the Adding Phonebook Contact window that appears, add the first voicemail user listed in

x|

< Back I Mext > I Cancel |

Help |
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Step | Description

65. | In the next window that appears, set Company to Zeacom IPO and click Next.

Adding Phonebook Contact ll

Pleaze zelect the contact's company.

LCompany:

Pleasze select the contact's department.

Department: | Unzpecified Department j

¢ Back I Mext > I

Cancel | Help |

66

2 and click Next.

Adding Phonebook Contact x|

Flease enter the contact's contact details.

Estension: |I351 1|

In the next window that appears, set Extension to the extension defined for this user in Table

Buginess:

IUnited States of Amej |

Home: IUnited States of Amej l

Mobile:

IUnited States of Amej I

Edes IUnited States of Amej I

Pager: IUnited States aof Amej I

E-Mail [

< Back I Mext > I

Cancel | Help |

67

and click Next.

Adding Phonebook Contact _5'

Pleaze zelect a default number:

In the next window that appears, check the Extension listed as the default number for the user

[WITEETT IE whenzion]

< Back I Mext > I

Cancel Help
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Step | Description

Adding Phonebook Contact L

contact pou are adding to the Phoneboaok. Do you
want the Mailbox to be created?

W ‘es. create the Mailbox

The spstern can automatically create a Mailbaox far the

In the next window that appears, check Yes, create the Mailbox and click Next.

x|

¢ Back I Mext > I Cancel |

Help |

69. | In the next window that appears, set Class of Service to the class
Table 2. Click Next.

Adding Phonebook Contact L

Please select a Clags of Service for the Mailbox.

LClass of Service:

defined for the user in

x|

< Back I Mexst > I

Cancel |

Help |

70.
that appears, click Finish.
< S

Phoneboak.

The new entry settings are:

The Syztem iz ready ta add your new contact ta the

In the windows that follow, click Next until the final window windows. In the final window

x|

Firgt Marne:
Lazt Mame:

Contact Details
Extension:

hailbox Details
Service Class:
Profiles:

<

WidLl zer
E511

B511

System

[ T TR T

o™

< Back I Finish I

Cancel |

Help |
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Step

Description

Configure Default Extension for Agents

71

In the Administrator window, click General — Phonebook. Right-click Agent 6501 and

select Edit (not shown).

72.

In the Editing Contact ‘Agent 6501° window that appears, sele

Editing Contact ‘Agent 6501° [#3]

General | F'honesl Advancedl

ct the Phones tab.
x|

r—Detail;

First M arne:

tiddle Initial:

Lazt Mame:

|6s01

I <|Unspecified:

|Zea-:c-m IPO

Directary:

Lompany:

Lef Lef 1l

Department: I <Unspecified:
Email: I

Quick Search: I

4]5 Fiecord Mame... |

Help

ak. I Cancel | Spply |

73.

In the Phones tab window that appears, click Add...

Editing Contact 'Agent 6501° [#3]

General Phones | Advanced I

~Phione:

Mumber | Farce LD |

O R

(0] I Cancel | Apply | Help
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Step

Description

74.

In the Adding Number window that appears, set Phone Type to Internal Extension,

Number to 6501 and click OK.

x
Phone Type: IIntemaIE:-ctension ﬂ

Lourty Code; IUnited States of America (1 ﬂ

Area Code Murnber
| - |50

I~ Default [T Eorce Long Distarice

sdimest |[ 0k | Cancel |

75.| In the Editing Contact ‘Agent 6501 window, click OK.
Editing Contact ‘Agent 6501° [#3] =l
General Phones | Advanced I
~Phione:
Mumber | Farce LD |
& 6501
Edi, || b |
(0] | Cancel | Apply | Help |
76. | Repeat steps 71 — 75 for Supervisor 6510 and Agent 6517.
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Step | Description
Configure Voicemail for Agents
77.| In the Administrator window, click Veicemail — Mailboxes. Right-click the right hand
pane and select Add....
il
File  Edit MWindow Help
s 3| O | Languese [Erich =l -
e | User ID | First Mame | Last Name | Curtent Prafile |
£511 ibdUser 6511 <Inthe Difices
= £512 b User 6512 <Inthe Difices
[@ silboxe 6513 WhMUser 6513 <In the Officex
o : 700 Zeavom PO System Aitemoon
i i a000 Sales Queue Aftemoon
a 3001 Tech Support Hueue Aftemoon
Consale
Queuing
frnounce
General
I Fisady
78.| In the Adding Mailboxes... window that appears, check Agent 6501, Supervisor 6510 and
Agent 6517. Click Next.
aing matbores..
Fleage zelect the Llzers you want to create mailboxes for
| MHame I Default Ext I
O  Svstemadmin
Agent BR01 E501
Supervisor 6510 ES10
Agent 6517 E517
< Back I Mest » I Cancel Help
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Step | Description
79. | In the next window that appears, select User Mailboxes and click Next.
CETTTe— |
Please specify the type of mailbox pou are creating.
(" Compary Maill:.u:m:es
< Back I Meust > I Cancel | Help |
80. | In the next window that appears, set Mailbox Class to System and click Next.
CETTT— |
Please select a Mailbox Class.
Mailbox Class:
< Back I Meust > I Cancel | Help
81. | In the next window that appears, click Finish.
T — |
Syztem iz ready to set up mailboxes for the selected uzers.
The following mailboxes will be created:
Users:
Agent B501
Supervizgor B510
Agent 6517
Profiles:
[0] <l the Office:
[1]1n a Mesting
[3] On ¥ acation
[2] Out of Difice
¢ Back I Firizh I Cancel Help
82.| This completes configuration of Zeacom Contact Center.
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5. Configure Zeacom Contact Center Desktop

The configuration information provided in this section describes the steps required to configure
Contact Center Desktop and is provided for informational purposes only.

For all other provisioning information, such as software installation, installation of optional

components, configuration of Contact Center Desktop, etc., please refer to the Zeacom Contact
Center product documentation in reference [3].

Step | Description

1. | Log into the client PC for Agent 6501 with administrative privileges.

2. | Go to Start — Search — For Files or Folders.... In the Search Results window that
appears, click Computers in the Search for other items listed on the left hand pane (not
shown).

3.

In the Search for Computers window that appears, set Computer Name to the name of the
Contact Center Server, zlab, and click Search Now.

£1 Search Results - Computers

=10l x|
Fle Edt Wiew Favorites Tools Help

EBack + = - [E] H@Search [Folders (| 05 B X v | EH-
Address @ Search Results - Computers

| P |

Search =i, =2 e | Rt
(| Zlal

CEnew | &2 Lgl Location: Warkgroup
& Search for Computers Search Results -

Computers
Camputer Name:
|2lab

Name | Location | Comment |

Search for other items
Files or Folders
Peaple

Internet

11 objectis) selected
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Step

Description

4. | Double click the zlab icon that appears on the right hand pane. In the list of zlab network
shares that appears, click CTI.

Fle Edt Yiew Favorites Tools Help

=[ojx]

ik - & - 1 || @uearch TuFclders (3|05 B X = | FE-

address @] yyz1ab

ﬂ @Go

Search x

Ko | @

@ Search for Computers

Computer Name
[lab

g Seach

Search for other items:

Eiles or Folders
Computers
People

Internet

= o |

Zlab

Mame

[ comment [

Srem

(3] scheduled Tasks

Select an ibem to view its description.

Schedules computer tasks ko run..,

2 object(s)

S. | In the list of files that appear for the CTI network share, right-click the 2 Desktop shortcut
and select Copy in the menu that appears.

[#lsh

Stop Gearch

Search for other items:
Files or Folders
Computers

People

Internet

Copies the selscted items to the Clipboard, Ta put them in the new location, use the Pasts command

Desktop
Shorbeut

Location: \2labictilbin
Modified: 3/22/2006 4:26 PM
Sizer 431 bytes

Attributes: (normal)

& application Manager
Audit Trail Report
T8 consols

Mipeskt Open

GAMEdE ke aualzble OFfine

QRep

EFriepor B Sean for viruses. .

@TEWDI ) idd ko Zip

3 Add to Desktop.zip

Send To

Cuk

Create Shortout
Delete
Rename

[l

Properties

4\ 2lab\CTT (=] ]
Eile Edit ‘Wew Favorites Tools Help |-
sk - S - (2] || @ search Tarokers B[ 05 08 K a0 B
Adhess 2% dabicTT =] @
Search =l 3 [ — Mame, | size | Type | Madfied
Gnew | & g 3 L Ctin File: Falder 3/27/2006 11:04

= il O client File: Folder 3/22{2006 4:26 |

& Search for Computers CTI ClData File Folder 3f2712006 11:02

CLogFiles File: Folder 3/27/2006 9:46.

Computer Mame: This Folder is Online. Admin\strator 1KB Shortcut 3j22f2006 4:26 1

1KB Shorteut
1KB Shorbeut
1KB Shorteut
1KB  Shorbeut
KB Shortcut
KB Shorbeut
KB  Shortcut
KB  Shorbeut
KB Shortcut

3/22/2006 4:26 1
3f22f2006 4:26|
3/22/2006 4:26|
3f22i2006 4:26|
3J22/2006 4:26 |
3f22f2006 4:261
3/22/2006 4:261
3f22f2006 4:261
3}22/2006 4:261

3

6. | Right-click the Agent 6501 PC desktop and select Paste Shortcut (not shown).
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Step | Description
7. | Double click the i Desktop icon to launch the Desktop application.
IFI
dhstart] | 1] @ 5 ||
8. | In the Desktop login window that appears, set Login Name to 6501 Agent, PIN to the login
credentials for the agent (please refer to Zeacom documentation for instruction on how to
configure login credentials for agents), check Remember me next time and click OK.
1 o
y L /
Zeacom ‘ |
Login Mame: |8501 Agent FIM: I""""
Cancel | Help |
9. | In the Select Prime Line window that appears, set Prime Line to 6501 and click OK.
Select Prime Line . X[

Failed to connect to the Prime Line.

Please check your line settings.

Brime Line: =

I~ | do not have phone line

oK I Cancel |
10. | Repeat steps 1 — 9 for Supervisor 6510 and Agent 6517 on their respective client PCs.
11. | This completes configuration of Zeacom Contact Center Desktop client.
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Step | Description

12. | The window displayed below shows a call from internal extension 6502 to Agent extension

EEE
File Cal Agent Wiew Help
[ car BN <N 1:33.02PM

[cle€ & w v e-

Line | State | Caller Info | Drigin | Date | Time \ Duration | Queue |

6501 & Offering B502 Intemal 34272006 1:33:01 P 002

8 Inbound Call [502] |
., Answer & Foward &1

@ Direct Call Duratior: 0:01
Unknown on 6502

6. Interoperability Compliance Testing

The interoperability compliance testing included feature functionality and serviceability testing.
The feature functionality testing focused on verifying that Zeacom Contact Center features such
as intelligent call routing and voicemail interoperates with Avaya IP Office. Zeacom Contact
Center Desktop features including screen pop were also tested with Avaya IP Office. The
serviceability testing focused on verifying the ability of Zeacom Contact Center to recover from
adverse conditions such as disconnecting the Ethernet cable for the TAPI link and from loss of
power at Avaya IP Office or Zeacom Contact Center server.

6.1. General Test Approach

Feature functionality testing was performed manually. Inbound calls were made to Avaya IP
Office through analog and T1/PRI trunks, as well as from internal extensions (analog, digital,
and IP Telephone). IP Office was configured to route inbound trunk calls to either a hunt group
or a specific extension based on the test case. Calls to specific Avaya IP Office hunt groups
that were identified as Contact Center queues, i.¢e., sales or tech support, were redirected to the
next available agent extension as determined by Contact Center. Calls to specific Avaya IP
Office user extensions that were not answered were forwarded to the Contact Center voicemail
queue. Once callers left messages, Contact Center would light the user extension’s message
waiting lamp and the messages were available for later review and retrieval. Additionally,
Contact Center Desktop clients that were associated to user extensions were used to place and
receive calls. Contact Center Desktop generated the equivalent of screen pops for incoming or
internal calls. The caller’s CallerID number information was provided in these screen pops. The

SCR; Reviewed: Solution & Interoperability Test Lab Application Notes 48 of 53
SPOC 7/27/2006 ©2006 Avaya Inc. All Rights Reserved. ipo-zeacom.doc



serviceability test cases were performed manually by disconnecting and reconnecting the LAN
and power cables connected to Avaya IP Office and the Zeacom Contact Center server.

Load tests were accomplished using a call generator to generate inbound calls over the PRI trunk
to Avaya IP Office and play a couple of recorded messages. Automated test tools were written
to drive Contact Center Desktop clients to answer and hang up incoming calls.

A load test was accomplished using a call generator to generate inbound calls over the PRI trunk
to Avaya IP Office and play a couple of recorded messages. Five Windows PC clients were
configured with Avaya IP Office Phone Manager PC Softphone. Each Phone Manager PC
Softphone was associated to an Avaya IP Telephone extension. Automated test tools were
written to drive Avaya IP Office Phone Manager PC Softphone clients to automatically answer
incoming calls and hang up after a few seconds. The call generator placed inbound PRI trunk
calls to Avaya IP Office. Depending on the load test, the calls were routed to a Contact Center
queue and answered by the next available agent, routed to a user’s extension and answered by
Contact Center Desktop clients driven by the automated test tool, or forwarded to a user’s
voicemail and messages were left and later retrieved and deleted.

6.2. Test Results

Except for the Callback and Music on Hold buffer issues documented below, all remaining test
cases executed successfully. Observations made during testing are noted below.

Three one-hour load tests were run. The first load test involved placing multiple inbound PRI
trunk calls to Avaya IP Office. The calls were routed to a Contact Center queue and one agent
was used to answer the calls with the remaining calls waiting on the queue and listening to Music
on Hold periodically. The load test failed due to the Music on Hold buffer issue described
below.

The second load test involved placing calls over 23 PRI channels with no more than 8 calls
occurring at a time to 8 agents in order to verify that Contact Center Desktop clients successfully
generated screen pops. Each call was answered, then hung up after a few seconds through the
agent’s Contact Center Desktop client, which was driven by an automated test tool. Early in the
load test, 7 PRI channels on the call generator got hung up in a ‘Waiting to Disconnect’ state
(attributed to difficulty in synchronizing call generator and automated test tool on the client PC)
so the remainder of the one-hour test was performed using 16 PRI channels. According to the
call generator, 1590 calls were attempted during the test run, 1583 were passed and 7 failed. In
other words, all calls besides the 7 faulty PRI channel calls were successful. All eight Contact
Center Desktop clients were still functioning properly at the end of the test.

The third load test involved placing repeated calls over 8 PRI channels to 8 user extensions with
calls being routed to voicemail if not answered. The first set of calls was to leave voicemail and
the second set of calls was to retrieve the voicemail and delete it. According to the call
generator, 890 calls were made with 866 succeeding and 24 failing. However, at the end of the
test, not a single telephone involved in the load test had a message-waiting lamp left on. Due to
time constraints, this load test could not be repeated.
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The following observations, and/or issues were noted during testing:

e CallBack issue — During a Contact Center callback, an agent listens to a caller’s message
and presses a button on the Contact Center Desktop to initiate a callback to the caller.
Contact Center accomplishes the callback by invoking a TAPI lineSetupTransfer on its
Dialogic port, which places the agent’s extension on hold. Contact Center next invokes a
TAPI lineDial to dial the outside caller’s number. While the call is proceeding, Contact
Center directs its Dialogic port to hang up to complete the transfer. The issue is that in
some instances, Avaya IP Office does not recognize that the Dialogic port hung up the
call.

Status: Upon review and discussion between Zeacom and Avaya, it appears that Contact
Center causes the Dialogic port to hang up the call too soon. This matter is currently
under investigation by Zeacom. Due to this issue, CallBack feature is not supported for
this solution.

e Music on Hold Buffer issue — An issue exists that when music on hold is used, a buffer
is not being released causing Avaya IP Office to lock up after a period of time.
Status: A trouble ticket BugDB00026291 was filed with Avaya IP Office regarding this
issue. A private build has been verified by Zeacom to fix the issue. A fix for this issue
will be generally available later this year.

e Contact Center does not support Avaya IP Office Do Not Disturb feature — Contact
Center does not support the Do Not Disturb feature on Avaya IP Office. Zeacom
recommends against using this feature with Contact Center. If this feature is used,
Contact Center begins to exhibit unusual behavior and a restart of Contact Center server
is the only way to recover.

Status: Zeacom has been asked to investigate modifying Contact Center so it won’t be
negatively affected if Do Not Disturb is used.

e Contact Center overrides Avaya IP Office Call Forwarding feature in some
scenarios — If A has calls forwarded to B, calls to A are properly forwarded to B.
However, phone calls to any queue to which A belongs and is logged into will continue
to ring at A, even if ‘forward unconditional’ or ‘forward hunt group calls’ features are
enabled on Avaya IP Office. In other words, Contact Center overrides expected behavior
of forwarding to other extensions if the agent is logged in.

Status: Zeacom has been asked to investigate modifying Contact Center’s behavior in
this scenario.

e Contact Center does not support Avaya IP Office Park feature — Contact Center does
not support the Park or Call Park features on Avaya IP Office. Zeacom recommends
using Contact Center Park rather than IP Office Park feature so that it can properly
maintain call tracking. Due to time constraints, Avaya IP Office Park feature was not
tested since Contact Center does not support it.
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Contact Center does not support conference calls — An agent can proceed and perform
a conference call; however, Contact Center Desktop does not reflect the call as a
conference call in progress. The client application instead shows the agent involved in a
couple of different calls without an indication that the calls are the conference. However,
once the call is complete, the calls clear out of the Desktop application properly. The
agent does not have to restart Desktop or anything similarly drastic.

Zeacom recommends Contact Center Desktop client software reside on Contact
Center server — Zeacom recommends Contact Center Desktop client software reside on
Contact Center server and shortcuts to the Desktop executable be created on agent PCs.

7. Verification Steps

The following steps may be used to verify the configuration:

8.

To verify network connectivity, ping all the devices depicted in Figure 1 from the
Zeacom Contact Center server.

To verify TAPI is enabled on Avaya IP Office, confirm the CTI Link Pro license is
installed and valid via Avaya IP Office Manager (Section 3, Step 18).

To verify Contact Center is TAPI enabled, confirm the Avaya TAPI Driver is installed
and configured on the Contact Center server (Section 4.1).

To verify Contact Center is properly performing place an internal call to a Contact Center
Desktop agent and verify incoming call (Section 5, Step 12).

Support

For technical support on Zeacom products, consult the support pages at http://www.zeacom.com,
email Zeacom at usasupport@zeacom.com, or contact the Zeacom at 800-513-2810.

9. Conclusion

These Application Notes describe the steps for configuring Zeacom Contact Center to
interoperate with Avaya IP Office. Except for the CallBack and Music on Hold Buffer issues
noted in Section 6.2, all remaining test cases executed successfully.
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10. Additional References

Product documentation and Technical Tips for Avaya IP Office may be found at
http://support.avaya.com.

[1] “Avaya IP Office Technical Tip 1167, 20 January 2006
[2] “Avaya IP Office Manager, Issue 170, 1** February 2006
Product documentation for Zeacom Contact Center is provided in the Installation CD.

[3] “Zeacom Contact Center Administrator Manual for IP Office*
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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
DeveloperConnection Program at devconnect@avaya.com.
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