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Abstract

These Application Notes describe the configuration steps required for etalk Qfiniti Quality
Assurance Recording to successfully interoperate with Avaya Proactive Contact. Qfiniti is a
call recording solution capable of recording calls placed to and from agents on Avaya
Communication Manager. Qfiniti uses the Event Service of Avaya Proactive Contact 3.0 and
the Telephony Services API (TSAPI) of Avaya Application Enablement Services (AES) to
extract agent and call event information. The T1 lines on the Avaya Media Gateway are used
to obtain the audio. Information in these Application Notes has been obtained through
interoperability compliance testing and additional technical discussions. Testing was
conducted via the DeveloperConnection Program at the Avaya Solution and Interoperability
Test Lab.
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1. Introduction

These Application Notes describe a compliance-tested configuration comprised of Avaya
Proactive Contact 3.0 (PC3) and etalk Qfiniti Quality Assurance Recording 3.1. etalk Qfiniti
delivers a recording solution that records all calls for compliance management, or selectively
captures voice and desktop activity for quality assurance. For quality monitoring applications,
Qfiniti delivers the following features:

e Extensive monitoring functionality with multiple calls acquisition options including
record-on-demand and live monitor.

e Intelligent business rules allow interactions to be recorded based on the source of an
incoming call, the responding agent, time intervals, application activity or other
telephony and desktop events.

e Users can quickly search for recordings based on customer data such as account number,
social security number or other user information.

e Playback features include remote telephony playback, optional web-based playback,
visual CTI and coaching markers and continuous playback.

e Allows comments and playback markers to be directly linked with recordings. In addition
to coaching notes, voice comments and screen edits can be used to improve the quality
and efficiency of agent coaching.

Qfiniti uses the Event Service of Avaya Proactive Contact 3.0 and the Telephony Services API
(TSAPI) of Avaya Application Enablement Services (AES) to receive events concerning
particular stations, agents, and agent hunt/skill groups. Qfiniti uses these events as recording
triggers. There are many methods that Qfiniti can use for call recording; in this test
configuration Qfiniti uses the Service Observing feature of Avaya Communication Manager to
record calls. The Qfiniti server has a Dialogic D240 Voice Card that connects to a T1 interface
on Avaya Communication Manager. The T1 channels are configured as DS1FD type stations on
Avaya Communication Manager and are used for recording the calls on the agents’ telephones.

There are three possible system deployments of Avaya Proactive Contact 3.0.
e Avaya Proactive Contact with computer telephony interface (CTI)
e Avaya Proactive Contact with Avaya Proactive Contact Gateway PG230
e Avaya Proactive Contact with the System Cabinet (the System Cabinet contains the

PG230)
The compliance testing was configured with Avaya Proactive Contact with the System Cabinet.

Figure 1 depicts an overview of the etalk Qfiniti integration to Avaya Proactive Contact 3.0
(PC3). The configuration consists of a pair of redundant Avaya S8700 Media Servers, an Avaya
MCC1 Media Gateway, an Avaya AES server, Avaya digital and IP Telephones, an Avaya
Proactive Contact System Cabinet, agent workstations, and a Qfiniti server.

The dashed lines show the Ethernet connections between the components. The dotted lines show

the CTI and Event Service API applications used by Avaya Proactive Contact 3.0. The solid line
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shows the direct connection between the DS1 circuit pack on the Avaya MCC1 Media Gateway
and the Dialogic Voice card on the etalk Qfiniti server.

There is one TSAPI CTI link configured between Avaya Communication Manager and AES in
this test environment. This CTI link is used jointly by Avaya PC3 and Qfiniti as TSAPI CTI
users. The Qfiniti server contains a Dialogic Voice Card that is used to capture the audio using
the Service Observing feature and T1 channels on Avaya Communication Manager.
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Figure 1: Avaya Proactive Contact 3.0, Avaya Communication Manager, Avaya AES and
etalk Qfiniti Configuration
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2. Equipment and Software Validated

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

Equipment Software
Hewlett Packard C8000 Server Avaya Proactive Contact 3.0
SP 1, Build 36
Avaya S8700 Media Servers Avaya Communication Manager

3.1.2 (R013X.01.2.632.1)

Avaya MCC1 Media Gateway

TN2312BP IP Server Interface HWO03 FWO031
TN799DP C-LAN Interface HWO01 FWO017
TN2302AP IP Media Processor HW13 FW111
TN464GP DS1 Interface HWO02 FW018
Avaya 4610 and 4621 IP Telephones FW 2.2
Avaya Application Enablement Services Server 3.1.1 Patch 1, Build 43.2
Avaya C363T-PWR Converged Stackable Switch 45.14
Avaya C364T-PWR Converged Stackable Switch 4.5.14
etalk Qfiniti Compaq 320 Server QA Recording 3.1
Dialogic Voice Card (D/240 PC1-T1) in etalk Release 6.0

Qfiniti Server

3. Configure Avaya Communication Manager

This section provides the procedures for configuring Avaya Communication Manager. The
following steps will be followed:

e Configure service observing.

e Configure DS1FD stations.

e Configure Computer Telephony Integration (CTI) link.

The Avaya Communication Manager to Avaya Proactive Contact configuration is outside the
scope of these Application Notes and should already be operating successfully. For all other
provisioning information, refer to the Avaya Communication Manager Product documentation.

The administration on Avaya Communication Manager is performed through the System Access
Terminal (SAT) interface. The Avaya Site Administration application can be used to access the
SAT interface.
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3.1. Configure Service Observing

Qfiniti uses the Avaya Communication Manager Service Observing feature to record calls on

agent telephones. Implementation of the required Service Observing feature on Avaya
Communication Manager can be achieved using the following series of steps.

Step

Description

1. Verify that the Service Observing (Basic) and Service Observing (Remote/By FAC)

fields are set to “y” using the display system-parameters customer-options command.
If those fields are not set to “y”, contact an authorized Avaya sales team or business
partner. A system license file controls the settings on the system-parameters
customer-options form.

display system-parameters customer-options

Page

CALL CENTER OPTIONAL FEATURES

Call Center Release: 3.0

ACD?

BCMS (Basic)?

BCMS/VuStats Service Level?

BSR Local Treatment for IP & ISDN?
Business Advocate?

Call Work Codes?

DTMF Feedback Signals For VRU?
Dynamic Advocate?

Expert Agent Selection (EAS)?
EAS-PHD?

Forced ACD Calls?

Least Occupied Agent?

Lookahead Interflow (LAI)?
Multiple Call Handling (On Request)?
Multiple Call Handling (Forced)?
PASTE (Display PBX Data on Phone)?

KKKK IoKKIoKIooKKK

Reason Codes?

Service Level Maximizer?

Service Observing (Basic)?

Service Observing (Remote/By FAC)?
Service Observing (VDNs)?

Timed ACW?

Vectoring (Basic)?

Vectoring (Prompting)?

Vectoring (G3V4 Enhanced)?
Vectoring (3.0 Enhanced)?
Vectoring (ANI/II1-Digits Routing)?
Vectoring (G3V4 Advanced Routing)?
Vectoring (CINFO)?

Vectoring (Best Service Routing)?
Vectoring (Holidays)?

Vectoring (Variables)?

(NOTE: You must logoff & login to effect the permission changes.)

6 of 11
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Step

Description

Add a feature access code for service observing listen only. Enter “*05” or a feature
access code that conforms to the local dial plan in the Service Observing Listen Only
Access Code field using the change feature-access-codes command. Submit these

changes.

change feature-access-codes
FEATURE ACCESS CODE (FAC)

Automatic Call Distribution Features

After Call Work Access
Assist Access

Auto-In Access

Aux Work Access

Login Access

Logout Access
Manual-in Access

Service Observing Listen Only Access
Service Observing Listen/Talk Access

Add Agent Skill Access
Remove Agent Skill Access
Remote Logout of Agent Access

Code:
Code:
Code:
Code:
Code:
Code:
Code:
Code:
Code:
Code:
Code:
Code:

*13

*15
*16
*17
*20
*12
*05
*06

5 of 8
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3.2. Configure DS1FD stations

Qfiniti uses T1 or E1 lines configured as DS1FD stations to record telephone calls.
Implementation of the required DS1FD stations on Avaya Communication Manager can be
achieved using the following series of steps.

Step | Description

1. | Enter the add ds1 n command, where n is the location of the circuit pack. Enter a

descriptive name in the Name field. Set the Line Coding, Framing Mode, and
Signaling Mode fields as shown. The remaining fields can retain the default values.

add dsl 1b1l7

Location:

Bit Rate:

Line Compensation:
Signaling Mode:

Interface Companding:
Idle Code:

Slip Detection? n

DS1 CIRCUIT PACK

01B17 Name: etalk
1.544 Line Coding: ami-zcs
1 Framing Mode: d4
robbed-bit

mulaw

11111111

Near-end CSU Type: other
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Step | Description

2. | Enter the change cor n command, where n is the class of restriction number. This COR
will be used by the DS1FD stations. Set the Can Be a Service Observer field to “y”.

change cor 4 Page 1 of 4
CLASS OF RESTRICTION

COR Number: 4
COR Description: etalk

FRL: 7 APLT? y

Can Be Service Observed? n Calling Party Restriction: none

Can Be A Service Observer? y Called Party Restriction: none
Time of Day Chart: 1 Forced Entry of Account Codes? n
Priority Queuing? n Direct Agent Calling? n
Restriction Override: all Facility Access Trunk Test? n
Restricted Call List? n Can Change Coverage? n
Access to MCT? y Fully Restricted Service? n
Group Il Category For MFC: 7 Hear VDN of Origin Annc.? n
Send ANl for MFE? n Add/Remove Agent Skills? n
MF ANI Prefix: Automatic Charge Display? n
Hear System Music on Hold? y PASTE (Display PBX Data on Phone)? n
Can Be Picked Up By Directed Call Pickup? n
Can Use Directed Call Pickup? n

Group Controlled Restriction: inactive

3. | Use the add station n command, where n is a valid extension. Configure each DS1
channel as a station with the Type field set to “DS1FD”. Set the Port field to an unused
channel on the DS1 board. Set the COR field to the class of restriction number
configured in Step 2.

Repeat this configuration for each DS1 channel. In this configuration, 4 DS1 channels
were configured with an extension range of 22285 to 22288.

add station 22285 Page 1 of 3
STATION

Extension: 22285 Lock Messages? n BCC: O

Type: DS1FD Security Code: TN: 1

Port: 01B1701 Coverage Path 1: COR: 4

Name: CR Port 25 Coverage Path 2: Cos: 1

Hunt-to Station: Tests? y

STATION OPTIONS
Loss Group: 4
Off Premises Station? y
R Balance Network? n

SS; Reviewed: Solution & Interoperability Test Lab Application Notes Page 8 of 46
SPOC 9/21/2006 ©2006 Avaya Inc. All Rights Reserved. etalk_PC3.doc




3.3. Configure the Computer Telephony Integration (CTI) Link

The following steps demonstrate the configuration on Avaya Communication Manager for the
CTlI link. See Section 4 for details on configuring the CTI link on AES.

Note: The TSAPI CTI link does not require any license on Avaya Communication Manager.
Only a “TSAPI Basic Users” license is required on AES.

Step Description
1. | Enter the display node-names ip command. Note the IP address of the AES server.
Note the node names and IP addresses of the C-LAN boards. In the compliance-tested
configuration, one C-LAN board (clan-1b04) was used for connectivity to AES (aes98).
It is assumed that the C-LAN board has already been administered.
display node-names ip Page 1of 1
IP NODE NAMES
Name IP Address Name IP Address
abacus-5000 192.45 .100.201
aes98 192.45 .95 .98
cceserver 192.45 .120.15
clan-1a03 192.45 .100.97
clan-1b04 192.45 .100.84
clan-1b09 192.45 .100.87
clanP2-1a04 192.168.61 .21
clanP27-2a03 172.16 .252.200
clanP7-3a04 192.168.1 .10
default 0O .0 .0 .0
devcon32-1a03 192.45 .100.36
devcon33-1a03 192.45 .100.16
ipoffice-room3 192.45 .30 .162
medpro-1b05 192.45 .100.85
procr 192.45 .100.81
prowlerP2-1a05 192.168.61 .22
2. Enter the change ip-services command. On Page 1 of the ip-services form, configure
entries for C-LAN boards for the AES link as follows:
* Service Type — set to “AESVCS”.
* Enabled —set to “y”.
* Local Node - set to the node name of a C-LAN (clan-1b04 in the example).
* Local Port — set to “8765”.
change ip-services Page 1 of 3
IP SERVICES
Service Enabled Local Local Remote Remote
Type Node Port Node Port
SAT y clanP27-2a03 5023 any 0
SAT y clan-1b04 5023 any 0
AESVCS y clan-1b04 8765
AESVCS y clan-1b09 8765
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Step Description
3. | On Page 3, enter the hostname of the AES server for AE Services Server and an
alphanumeric password for Password. Set Enabled to *y”. The same password will be
configured on the AES server in Section 4.2 Step 4.
change ip-services Page 3 of 3
AE Services Administration
Server 1D AE Services Password Enabled Status
Server
1: devconaes01 * y
2: AES-DevCon2 * y in use
3:
4:
5:
4. | Enter the add cti-link m command, where m is an available number between 1 and 16,

inclusive. Enter an Extension, a valid number under the provisioned dial plan in Avaya
Communication Manager. Set Type to “ADJ-IP”, and assign a descriptive Name to the
CTlI link.

add cti-link 15 Page 1 of 2
CTl LINK
CTI Link: 15
Extension: 24998
Type: ADJ-IP
COR: 1
Name: AES DEVCON2715

4. Configure Avaya Application Enablement Services

This section details the administration of a TSAPI CTI link on the Avaya Application
Enablement Services (AES) server. The TSAPI link is used by Avaya Proactive Contact 3.0
(PC3) to communicate with Avaya Communication Manager when the Predictive Agent
Blending feature is enabled on Avaya PC3. This administration should have already been
completed during the installation of Avaya PC3 along with the creation of a TSAPI user ID.

The only additional configuration on AES needed for the etalk Qfiniti solution is the
configuration of a new TSAPI CTI user for Qfiniti. The steps describing the configuration of the
“Switch Connection” to Avaya Communication Manager and the TSAPI CTI link are included
here for reference.
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4.1. User Management

Step Description

1. | Launch a web browser, enter https://<IP address of AES server>:8443/MVAP in the URL, and
log in with the appropriate credentials for accessing the AES User Management pages.

2. | Click on User Management, then User Management = Add User in the left pane. Configure
the asterisked fields and set CT User to “Yes”. Qfiniti will use this User Id and Password to
access the AES server. Scroll down to the bottom of the page and click on Apply.

2} Add User - Microsoft Internet Explorer - =10l =]
File Edit Wiew Favorites: Tools  Help ﬁ
GBack » = - @) [2] & | Qoearch [GFavortes veda (4| BN S = E
Address |@https:H192.45.95.98:s443;MvAPfaction;user;precreateuser.do j ao |Links ?| Ssnaglt
AVAYA Anplication Enaliement Sareis
e You are here: > User Management = Add User [7]}
List AII Uers : Add User
Add User
Susiakilcars Fields marked with * can not be empty.
Modify Default User
Change User Password " User 1d fetalk
i * Commaon Nameleta”(
¥ Surnameleta”{
* User Password Ia—a—a—a—r
* Confirm Password Ia—a—a—a—r
Adrnin Notel | |
Avaya RDIelNDne j
Business Categoryl
Car Licensel
CM HDmeI
Css HDmeI
T Userm
Department Numberl
Display Namel
Employee Numberl
Employee Typel
- Enterprise Handle | [ LILI
5] [ [8 Erecalintranet
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https://<ip address of aes server>:8443/MVAP

4.2. CTI OAM Admin

Step Description

1. | Launch a web browser, enter https://<IP address of AES server>:8443/MVAP in the URL, and
log in with the appropriate credentials for accessing the AES CTI OAM pages.

2. | Click CTI OAM Home in the left pane to display the Welcome to CT1 OAM Screens window.
Verify that the Avaya Application Enablement Services is licensed for the TSAPI service. If the
TSAPI service is not licensed, contact the Avaya sales team or business partner for a proper
license file.

_iolx]
File Edt Wiew Favorites Tools  Help | ;,'
@Eaik - - Iﬂ @ 7;‘||/.-‘Searth ‘f\]’Favuritas €4| -z Wl - ﬂ 3
Address [{&] https: (/192 4595, 98:3443/MVAP{Forms cti/ctiHome.jsp Tl Eeo ks ”‘ Ssnagtt |2

AVAYA Application Enablement Services
Operations Administration and Maintenance
OAM Home [@Logout
. CTI 0AM Home You are here: > CTI OAM Home @Help
Administration W
Status and control m Welcome to CTI OAM Screens
Maintenance
Alarms [craft] logged in on Tue Aug 22 13:33:46 E.S.T. 2006
Logs
Utilities
Help IMPORTANT: AE Services must be restarted for administrative changes to fully take effect.
Changes to the Security Databgse do not require a restart.
Service Controller Status
ASAI Link Manager Running
CMAPI Service Running
CVLAN Service Running
DLG Service Running
Transport Layer Service Running
TSAPI Service Running
For status on actual services, please use Status and Control.
License Information
You are licensed to run Application Enablement (CTI) version 3.1. —
You are licensed for the following services
s DLG
+ CVLAN
» TSAPI
El
[&] [ |5 N3 Lecalintranet 7
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https://<ip address of aes server>:8443/MVAP

Step

Description

Click CTI OAM Home - Administration = Switch Connections in the left pane to display
the Switch Connections page. A switch connection defines a connection between the AES

server and Avaya Communication Manager. Enter a descriptive name for the Switch
Connection and click Add Connection.

2} https://192.45.95.98:8443,/MVAP /forms / cti/switchConns.jsp - Microsoft Internet Explorer =10l x|
File  Edit  View Favortes Tools  Help ‘ g
Q=+ - O - ] & @n ‘ S search Sloravores €2) | - 0s B - | ) @ B
Address [&] hitps:f192,45,95,96:443/MvAP fforms/ctifswitchConns. jsp = o ‘Llnks ”| &isnagte 2!
AVAYA Application Enablement Services
Operations Administration and Maintenance
OAM Home @Logout
» CTI OAM Home You are here: > Administration > Switch Connections @Help
Administration = N N
Local TP = Switch Connections
Ports
Switch Connections |devcom2715| Add Connection
» CTI Link Admin . . Number of Active ; .
» CMAPI Configuration Carheckidn:Narme Connections ConhechinType
TSAPI Configuration & devconill 1 CTI/Call Information
v Security Database (=} devconl13 1 CTI/Call Information
Status and Control o devconl5 1 CTI/Call Information
Maintenance o devcon32 1 CTI/Call Information
Alarms Edit Connection Edit CLAN IPs Edit H.323 Gatekeeper | Delete Connection
Loas
Utilities
Help L]
@ 2005 Avaya Inc. All Rights Reserved. —
al | _bl_I
=] [ [ [ [& [S3tocalintranet %

The next window that appears prompts for the switch connection password. Select “CTI/Call
Information” from the drop down list for Switch Connection Type. Enter the same password
that was administered on Avaya Communication Manager in Section 3.3 Step 3. Check the SSL

checkbox and click Apply.

Please note the following:
* A password is not required for a H323 Gatekeeper Connection.
* Changing the password affects only new connections, not open connections.

Switch Connections
v CTI Link Admin
» CMAPT Configuration

ISARL Configuration Switch Connection Type CTI/Call Information 'I
» Security Database

Status and Control Switch Password |..........,,
Maintenance Confirm Switch Password Ioooooooooooo
Alarms ssL =
Logs A

pply | Cancel
Utilities —l —I
Help a

© 2005 Avaya Inc. All Rights Reserved.

|&

=i
S (et

2} https’//192.45.95.98:8443/M¥AP/ action/cti/switchConns.do - Microsoft Internet Explorer =101 x|
File Edit View Favortes Tools  Help | e
Qe - ) - l_L] @ 7;‘, | /-ISEar(h \I_‘;‘\'(Favnrites {ﬂ| (i - ) ©H 3
Address [&] https://192. 45.95.96:8443]MYAP action/ctijswitchConns.do | Go ‘L\nks ”‘ &sraglt =1
AVAYA Application Enablement Services
Operations Administration and Maintenance
BOAM Home @Logout
» CTI OAM Home You are here: > Administration > Switch Connections @Help
Administration »
Local TP u Set Password - devcon2715
Ports
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Step Description

5. | After returning to the Switch Connections page, select the radio button corresponding to the

switch connection added in Step 3, and click Edit CLAN IPs.

© 2005 Avaya Inc. All Rights Reserved.

a https://192.45.95.98:8443/MYAP /forms,/cti/switchConns.jsp - Microsoft Internet Explorer ;Iﬂlﬁl
Fle Edt View Favortes Tooks Help ‘ o
@Eack T \_) = |_L| @ _;j | /_.: Search ‘\;q\'( Favorites {f} ‘ = \_7 - - _'! ﬁ 'ﬁ
Address [ ] https:j}192.45.95. 98:8443/MIAPjFormsftifswitchConns. jsp = B |L|nks > ©snagh |3
AVAYA Application Enablement Services
Operations Administration and Maintenance
GOAM Home @Logout
» CTI OAM Home You are here: > Administration > Switch Connections @ Help
Administration n - -
Local TP = Switch Connections
Poits
Switch Connections |
el Connection Name Numbet 6t Active Connection Type
» CMAPI Configuration Connections
TSAPI Configuration ©  devconll 1 CTI/Call Information
v Security Database < devconl3 1 CTI/Call Information
Status and Control ©  devconl5 1 CTI/Call Information
Maintenance & devcon2715 0 CTI/Call Information
Alarms < devcon32 1 CTI/Call Information
Logs Edit Connection Edit CLAN IPs Edit H.323 Gatekeeper | Delete Connection
Utilities
Help o

o

(]

T [ M tocdintranet

6. | Enter the IP address of a C-LAN board from Section 3.3 Step 2, and click Add Name or IP.

2 https://192.45.95.98:8443 /MVAP/action/cti/switchConns.do - Microsoft Internet Explorer o ] P4
File Edit View Favorites Tools Help ‘ o
Qe - & - [x] (2] 7o | /\ Seerch ' Favartes 42 | 53 ;;/": a-Jd s
Addrass [{&] hitps:f{192.45,95. 95:5443/MVAPaction/ctifswitchConns.do B 3 ‘Lmks »| ©snagle 1
AVAYA Application Enablement Services
Operations Administration and Maintenance
OAM Home ELogout
» CTI OAM Home You are here: > Administration > Switch Connections @Help
Administration
Local IP -
. =" Edit CLAN IPs - devcon2715
Switc% Connections
v CTI Link Admin |192 45.100 84 AELHERE
» CMAPI Configuration Name or IP Address Status
TSAPI Configuration Delete IP
» Security Database
Status and Contiol
Maintenance
Alarms
Logs
Utilities
Help L
© 2005 Avaya Inc. All Rights Reserved.
=
& [T [B N3 toclintranct 7
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Step Description

7. | Under Administration in the left pane, click CTI Link Admin > TSAPI Links. Click Add
Link.

4} https://192.45.95.98:8443/MYAP /forms/cti/tsapiLinks.jsp - Microsoft Internet Explorer =10l x|

File Edit view Favorites Tools  Help | o

@Be:k o \ﬂ @ ;;\, | /._3 search \;\’( Favarites @‘ { - 7 = - 7J ﬂ o

address [&] https:(/192.45.95.98:8443[MyaR Forms/ctitsapiLinks jsp B |L|nk5 2

{Ssnaglt '

AVAyA Application Enablement Services
Operations Administration and Maintenance

G0AM Home @logout

v CTI OAM Hor You are here: > Administration > CTI Link Admin > TSAPI Links @ Help

Administration
Local I8 & TSAPI Links
Ports
Switch Connections
- CTI Link Admin
TSAPI Links
CVLAN Links
DLG Links
» CHMAPT Configuration
TSAPI Configuration
» Security Database
Status and Control
Maintenance
Alarms
Logs =
Utilities
| |

Link Switch Connection Switch CTI Link # ASAI Link Version

Add Link Edit Link Delete Link

T
o
o]

|
Z

&) https:§[152.45.95.98:8443/MYAP Formesfcti/ctiHome  jsp [ [ [ [& N3 tocalintranet

8. | Set Switch Connection to the switch connection added in Step 3, and Switch CTI Link
Number to the CTI link number configured on Avaya Communication Manager in Section 3.3
Step 4. The TSAPI Link field is significant to this AES server only and may be set to any
unused value. Click Apply Changes.

7} https:/ /192.45.95.98:8443/MYAP/ action/ cti/tsapiLinks.do - Microsoft Internet Explorer Il ===
File Edt view Favorites Tools  Help | "
ek - ) - [x] @ 0 ‘ D search ' Favorttes €3| - - 3
Address [&] hitps: (192,45, 95.58: 644 3(MVAP faction/ctiftsapiLinks.do | EJ = ‘L\nks > | & snaglt |
AVAYA Application Enablement Services
Operations Administration and Maintenance
@BOAM Home @Logout
» CTI OAM Home You are here: > Administration > CTI Link Admin > TSAPI links @Help
Administration
Local 1P _ _
Ports =’ Add / Edit TSAPI Links
Switch Connections
- CTI Link Admin Link: il |
TSAPT Links Switch Connection: deveon2715
7E\ELALN II-:"kf‘ Switch CTI Link Number: m
LG Links
» CMAPI Configuration ol Sl e CancRIRT s |
TSAPI Configuration
» Security Database
Status and Control
Maintenance
Alarms
Logs =
Utilities
Help L -
&1 pone T T[S M ecalinranet 2
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Step Description

9. | Click Apply to confirm the changes.

2.45.95.98:8443/MVYAP /action,/cti/addTsapiLinks.do - Microsoft Internet Explorer B = =l |
File Edit  View Favorites  Tools  Help | Fa
Qe - 3 - [x] (2] 7 | ) search 2 Pavores @| Lol Kl 3R
address [&] https:/1192, 45,95 98:8443/MVAR action/cti/addTs apiLinks.do B e |um >| @ snact 1=y
AVAYA, Application Enablement Services
Operations Administration and Maintenance
DOAM Home BlLogout
» CTI OAM Home You are here: > Administration > CITI link Admin > ISAPI Links @ Help
Administration
Local IP &
Ports = Apply Changes to Link
Switch Connections
+ CTI Link Admin Warning ! Are you sure you want to apply the changes?
TSAPT Links These changes can only take effect when the TSAPI server restarts.
e e Please use the Maintenance -> Service Controller page to restart the TSAPI
CVLAN Li "
DLG Links
» CMAPI Configuration ﬂl ﬂl
TSAPI Configuration
» Security Database
Status and Control
Maintenance
Alarms
Loas =
Utilities
Help = -
[&] bt i, avarys, com/ [T T T [ S9iccalimtranet 2

10. | Under Maintenance in the left pane, click Service Controller. Check the TSAPI Service
checkbox and click Restart Service.

- JR=E
Fie Edt Wew Favortes Tools Heln |
@Back - 'd - |i.| @ _;j | /-‘ Search i‘\?Favuntes {_‘_}‘ " .; o - _J ﬂ 3
Address |@j hittps11]192.45.55. 95 1644 3/MYAP FormsjctifserviceController . jsp RN= = ‘Llnks > Gsnaglt |2
=
AVAYA Application Enablement Services
Operations Administration and Maintenance
0OAM Home [@Logout
v CTI OAM Home You are here: > Maintenance > Service Controller @Help
Administration B

Status and Contiol W Service Controller
Maintenance

SErviEa Canitiallai Service Controller Status
., © ASAI Link Manager Running
i S
Restore Database [~ CMAPI Service Running
Import SDB C CVLAN Service Running
Alarms [T DLG Service Running
Logs [© Transport Layer Service Running
Utilities ¥ TSAPI Service Running
Help
For status on actual services, please use Status and Control.
Start I Stop | Restart Service Restart AE Server Restart Linux
|
© 2005 Avaya Inc. All Rights Reserved.
=l
[& [ [ & N Locd inkranet 4|
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Step Description
11. | Click Restart to confirm the restart.
'3https:_‘-'.-'192.45.95.98:5443_«"MVAP_‘-“actiun.-':ti_"Servi(eEontrIlerinction.do—Micfter ——— e i : =]
Fle Edt ‘“iew Favorikes Tooks  Help | A
Qe - ) - [x] (@] @n | ) search ¢ Favorices €3| HR-ie @ - JEL B
aAddress [ ] https://192.45.95.95:8443/MVAP actionctifServiceContraller_action.da B = S ‘Lwnks > | @sraglt =1
Application Enablement Services
A\_I'AyA Operations Administration and Maintenance

GBOAM Home @Logout
CTI OAM Home You are here: > HMaintenance > Service Controller @ Help
Administration

Ste!tus- and Control = Restart Service
Maintenance

Service Controller waring! Are you sure you want to restart?
Backup Database Restarting will cause all existing connections to be dropped and associations lost.

Restore Database  Restart Cancel |

Import SDB

Alarms
Logs
Utilities
Help ]
@© 2005 Avaya Inc. All Rights Reserved.
-]
Y T i il el e

12.

In the left panel of the CTI OAM Home, click Administration - Security Database >
Tlinks to view the Tlink names (these names are automatically generated by AES). The Tlink
Name that includes the switch connection created in Step 3 will be used by the Qfiniti server.

Z§ https://192.45.95.98:6443/MYAP forms/cti/tlinks jsp - Microsoft Internet Explorer i =10l x|
File Edit Wiew Favorites  Tools  Help | 'f'f
@Back - gd Iﬂ Ig k;‘| | j_:‘Saarch \l-:n\'\f Favarites @| i f - - 74} ﬁ ‘i&
address |.§3 hitps: /192,45, 95.98:844 3MVAR Farms/ ctiftinks. jsp N B |Unk5 > ©snaglt fxff
AVAYA Application Enablement Services
Operations Administration and Maintenance
GOAM Home @Logout
» CTI OAM Home You are here: > Administration > Security Database > Tlinks @Help
Administration
Local TP = Tlinks
Ports
Switch Connections Tlink Name
3 |[ET1 Tk ety ©  AVAYAZDEVCON10ZCSTAZDEVCONAESO1
» CHAPI Configuration ¢ ayayA#DEVCON11#CSTAZDEVCONAESOL
TSAPL Configuration  ~  AyAYA#DEVCON132CSTAZDEVCONAESO1
- Secwity Database  ~ AyAYA#DEVCON15%CSTA#DEVCONAESO1
v E1L Users ©  AVAYAZDEVCON2701#CSTAZDEVCONAESO1
Potkdops & AVAYAZDEVCON2715£CSTAZDEVCONAESO1
Devices o AVAYAZDEVCON32 #CSTAZDEVCONAESO1
Device Groups —
; Edit Tlink I Delste Tlink
Tlinks
Tink Groups
Status and Control -
Maintenance
Alarms
Logs
Utilities |
|@1 ,_’_,_,_’—g %d Local inkranet 7
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Step Description
13. | Under Administration in the left pane, click on Security Database - CTI Users - List All
Users. Select the User ID created in Section 4.1 Step 2 and click Edit.
3 https://192.45.95.98:8443/MYAP /forms/cti/listCtilUsers.jsp - Microsoft Internet Explorer | = IEIIiI
File Edit ‘iew Favorites Tools  Help ﬁ
GBack ~ = - £ 7t | Qsearch [EFavorites GMedia &4 | Ey-S =
Address [&] https://192 45.95.98:8443/MV P FormsctifistCtiUsers. jsp ~| @eo |Links ?| Ssnaglt
N =
AVAVA Application Enablement Service
Operations Administration and Maintenar
You are here: > Administration > Security Database > CTIUsers > List all Users
+ Administration
Local 1P = CTI Users
Ports
Switch Connections
v CTI Link Admin User ID Common Mame Worktop Name Device 1D
» CMAPI Configuration AESCCE CCE NOME NOME
TSAPI Configuration ¢~ AESPDS POS NONE MONE
v Secunty Dstabsse . aespc3 pca NONE NONE
+ CTI Users
st eAll VS C aespc3l pc3l NONE MOME
Saarch Usars C cmapi crapi NONE MOME
Worktops o craft craft MOME MOME
Devices & etalk etalk MONE MONE
Device Groups o nice nice MOMNE NOME
Tlinks
Tlink Groups
T ListAIIl
© 2005 Avaya Inc. All Rights Reserved.
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Step

Description

14.

Assign access rights and call/device privileges according to customer requirements. Unrestricted
access was enabled during compliance testing. If Unrestricted Access is not desired, then consult
the Avaya MultiVantage™ Application Enablement Services 3.0 Administration and
Maintenance Guide for guidance on configuring the call/device privileges as well as devices and
device groups. Click Apply Changes.

! =101 x]
File Edit  Wiew Favorbes  Tools  Help | ;','
QBack - J - Iﬂ IE‘ 7:‘| | /"- ! Search *;'\'1’ Favorites -@‘E‘| dh .,'_ - - | ﬁ ‘i“}
Address [&] https://192.45.95,98:8443{MyAP faction/cti/ctLsers.do =l Edee |Liﬂks ”‘ ©snagle 1
AVAYA Application Enablement Services
Operations Administration and Maintenance
(OAM Home @Logout
v CTTI OAM Home You are here: > Administration > Security Database > CTIUsers > List All Users@Help
Administration
Local Ip : Edit CTI User
Ports
Switch Connections User ID etalk
s CTI Link Admin Common MName etalk
v CMAPT Configuration Worktop Name INONE :|'
TSAPI Configuration Unrestricted Access Enable |
- Security Database
-« CT1 Users Call Origination and Termination W
List All Users
Search Users Device / Device |None 'I
Mﬁ Call / Device |None 'I |
Devices call / Call o
Device Groups
Tlinks 3 ; ;
i Phouns Allow Routing on Listed Device |None -]
Status and Contirol Rl e Celaos |
Maintenance =l
[E7pone T T e Fedianes

5. Configure Avaya Proactive Contact 3.0

These Application Notes assume that the interface between the Avaya Proactive Contact 3.0
(PC3), Avaya S8700 Media Server and Avaya Application Enablement Services has been
configured and is operational, and that a calling list has been successfully downloaded to PC3.
The Avaya Proactive Contact that is deployed for this test configuration is the Avaya PC3 with
the System Cabinet. Predictive Agent Blending and Intelligent Call Blending features were
configured on PC3.
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6. Configure etalk Qfiniti

The following steps describe the configuration of the etalk Qfiniti server.
e Configure etalk Qfiniti System Configuration
e Configure etalk Qfiniti Desktop

6.1. Configure etalk Qfiniti System Configuration

Step | Description
1. | On the Qfiniti server, open the TSLIB.ini file located in the C:\WINDOWS folder.
Add the following line in the [Telephony Servers] section of the file: <AES Server
Client Connectivity IP address>=450. The line specifies the IP address and port
that Qfiniti will use to connect to the TSAPI service on the AES server. For
example, the following line was entered during compliance testing:
192.45.95.98=450
2. | On the Qfiniti server, open the HOST file located in the
C:\WINDOWS\SYSTEM32\DRIVERS\ETC folder. Add the IP address and host
name of the PC3 and AES server. For example, the following lines were entered
during compliance testing:
192.45.120.59 Izpds
192.45.95.98  devconaes01
3. | On the Qfiniti server, launch the Qfiniti System Configuration application and log
in with the appropriate credentials.
4. | In the System folder, select the Cross System Equipment tab.
I =0l
Ginili - System Configuration %
Select the spstem |0, you wizh to view of changs .
O CHiabe new,
System Archiving and Aging
AvayaPC1
l_s:,-ﬁgms General — \\ Cross System Equipment I
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Step | Description

In the Switch section, click [ # | to add a new switch. Configure the following.
¢ Name - set to “QAG3” or any unigue name.

Switch Model - select “Avaya Definity” from the drop down list.

Vendor — set to “Avaya”.

Post Release Delay — set to “0”.

Observe Mode - select “By Extension” from the drop down list.

Observe String — set to “*05*, as configured in Section 3.1 Step 2.

Interface Type — set to “Media Boards” from the drop down list.

Click the “+” icon.

@, 5ystem Configuration i _[@x
Qfiniti - System Configuration
Select the system 1.D. pow wish to view, change or e,
create new.
i“ Archiving and &Aging
Systems General \| Cross System Equipment I"\.
[Elsave |
. X -
a
Name: 0AG3 L
Switch Modek: Awaya Defiity - n
Wendor: Avaya =

Post Release Delay: [
Observe Mode: lm
Observe Sting: g5

Interface Type Media Boards =

6. | Scroll down to the Switch Data section and from the Available Switches list,
select the switch configured in Step 5. Keep the default values.

&, System Configuration =1=lx]
Qfiniti - System Configuration
Selelct the syglem 1.0 you wish Ingvlew, change or
: L
ﬂ Archiving and Aging
Systems [ General ‘ Cross System Equipment "\.‘
Elsave
= |
| Switch Data ¥
Available Switches
wait Before Dial 'EIEIEIJEI—
Busy Repeat Max |DE—
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Step

Description

Scroll down to the CT1 Server section. Click [ # | to add a new CTI Server.
Configure the following.

Name — set to “CTI” or any unique name.

Type — select “AvayaCT” from the drop down list.

Available Switch — select the switch configured in Step 5 from the drop
down list.

Click the “+” icon.

'\ System Configuration

Qfiniti - System Configuration
Select the sustem 1.0, you wish to wiew, change or
create new.

i“ Archiving and Aging

General \| Cross System Equipment "'\
% |Elsave

‘ CTI Server

Systems

EI «

Name Type Name:

CTI

Awapa CT W

@+~

Type.
Available Switch:

Click [ # | to add another CTI Server. Configure the following.

Name — set to “PC3” or any unique name.

Type — select “Avaya Dialer” from the drop down list.

Available Switch — select the switch configured in Step 5 from the drop
down list.

Click the “+” icon.

% System Configuration

=&lx]
Qfiniti - System Configuration
Select the system 1.0 you wish to view, change or

creats new. S SE
i‘ Archiving and Aging

Systems [W\[ Cross System Equipment “ql
| Elsave %
=l
| CTI Server g]
Name Type Narne: FC3 E
cTl Avapa CT Tine lﬁvaya = = |
Available Switch; I-g,|,3_5; = -
SS; Reviewed: Solution & Interoperability Test Lab Application Notes Page 22 of 46
SPOC 9/21/2006 ©2006 Avaya Inc. All Rights Reserved. etalk_PC3.doc




Step | Description
9. | Scroll down to the CTI Server Data section and from the Available CT1 Servers
list, select CTI. For ServerName, Vendor, Driver and Service, use the Tlink
name (given in the format <Vendor>#<Driver>#<Service>#<ServerName>) from
Section 4.2 Step 12. Configure the following.

e ServerName — set to the hostname of the AES server.

e Queue — set to the ACD skill groups that the agents will log into for
inbound calls. These should have been configured on Avaya
Communication Manager for the Predictive Agent Blending feature.

e Agent Extensions — set to the extensions of the physical phones that the
agents will use.

e User Name and Password — set to the user account created in Section 4.1
Step 2.

e Vendor —set to “AVAYA”.

e Driver - set to the Advertised Switch Name of the CTI link.

e Service —setto “CSTA”.

Keep the default values for all other fields.
I-f-?a’\:System Configuration i
Qfiniti - System Configuration
g;egggtgenz}ﬁtem 1.0 wou wish to view or change
5y§tem Archiving and Aging
W\[ [[%oss System Equipment |
[HSavE.
! Cll Server Data ¥ | ;I
Awailable CTI Servers
CT1
PLC3
Serverame Im Backlp User Mame l—
Gueue W BackUp Password l—
% BackUp Yendor I
BackUp Driver l—
Agent Extensions 26614 g kg SEice I
Seez Ul data script name Im
Tﬂ PrelritE stensions e -
Uzer Mame letalk—
Password letalk—
Wendor W
Driver IDEVEDN2?15
Semvice ICSTA—
BackUp ServerMame [ LI
SS; Reviewed: Solution & Interoperability Test Lab Application Notes Page 23 of 46

SPOC 9/21/2006 ©2006 Avaya Inc. All Rights Reserved. etalk_PC3.doc




Step

Description

10.

From the Available CTI Servers list, select PC3. Configure the following.

e User Name and Password — set to the user account for Event Service on
PC3.

e Init <DialerHostName XXX.com> - set to
“NameService=iop://1P:23200/NameService”, where IP is the IP address of
the PC3 server.

e ES P2 <DialeHostName> - set to the hostname of the PC3 server.

e Event Service P4 —setto “v2_0".

e PBX Extensions — set to the extensions of the physical phones that the
agents will use.

e Dialer Version — select “PACr3.0” from the drop down list.

Keep the default values for all other fields.

Click |Elsave |

& i\rstem Configuration E 10l =|
Qfiniti - System Configuration @
Select the syztem 1.0, you wish to view or change __\
or create new. z
System Archiving and Aging
Systems | General '!| Cross System Equipment
[Hsave |
Available CTI Servers ;I
‘ET‘I
User Name Iclient1 Event Service PO FD5
Password Iserver‘l Ewvent Service P1 Idialers
ORB Initial Reference Flag I-DHBInitHef ES P2. «DialeHost ame:: Ilzpds
Init <DialeHosth ame.»e0. com INameService=iiop: Event Service P3 Ieventserver
ORB Dot Decimal &ddr Flag I-DHBDottedDecim Ewvent Service P4 |v2_D
[0] Dizable /1] Enable |1 ES F5 [optional] |
ORB Debug Flag I-DHBDebugLeveI ES PE [optional] I
(0] Miry - [10] Max |1 il UL ata script name IETI_UUdataScripts
ORB Flag [optional) I-DHBEndpoint FB* Extensions 6614 =
ORB Yalue (optional) [iop:7#152.45.30 24 26617
ORE Flag [aptional) [ORBLogFie e 5
ORE Yalue [optianal) I\\Minime\Hecordin fidlerarsion S =
[ active Wark Server | LI
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Step

Description

11.

In the System folder, select the General tab. Click M Configure the
following in the General section.

e Name —set to “AvayaPC1” or any unique name.
e Switch - select the switch configured in Step 5 from the drop down list.
e System Type — check the “Voice Recording — QA” checkbox.

Click | [Flsave |

&), 5ystem Configuration e = | Ellll
Ofiniti - System Configuration @
Select thelsgstem 1.0, you wish to view, change or __\
create new.

System Archiving and Aging

AvayaPC1
Systems J General "\\J Cross System Equipment \
) (o (Sos)
| General ¥ |
Name: IA\.-'ayaF'E‘I
Switch: I Q4G3 - l
Sustem Type: 1% nice Recording - Logging ;I Qfiniti Service w
Wai rding - Ga
Description:
¥ Awailable for Use

SS; Reviewed:
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Step

Description

12.

From the Systems list in the left pane, select the system created in Step 11. Scroll

down to the Machines section and click [ # | to add a new machine. Configure the
following.

¢ Name - set to the hostname of the Qfiniti server.

e |P Address — set to the IP address of the Qfiniti server.

Click the “+” icon.

3;?:3; System Configuration

Qfiniti - System Configuration
Select the spstem |0, you wish to view, change or
create new.

System Archiving and Aging

AvayaPC1
e ———
Systems J General "\ Cross System Equipment \
EEAvayaPCI
nﬁ‘;uew] [Elsave T pelete
[T Awvailable for Use ' ;I
ll@lachines & |
Name IP Address | MName 7
IMinime &
IP &ddress
|192. 45 .30 244
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Step | Description
13.| Scroll down to the Phone Interface section. In the Machine list, select the
machine configured in Step 12. Configure the following.
e Machine Type — select “QA Recorder” from the drop down list.
e Phone Interface Type — select “T1 (E&M)” from the drop down list.
e Total Lines — set to the number of recording lines. This is the number of
DS1FD stations administered on the T1 from Section 3.2 Step 3.
Click the “+” icon.
7.\ System Configuration ;|g|5|
Qfiniti - System Configuration %
Er?algtcet Lheews.ystem 1.0 you wish to view, change or i,
i System Archiving and Aging
AvayaPC1 |
Systems General ' Cross System Equipment
Eﬂ:vayaPCI _| J \
{# Nzw] .HSavE . abelzle J
|. Phone Interface & | ;I
Machine Machine Type Machine Type lEJ
tinime G4 Recorder IQA Recorder j
Fhone Interface Type
|T1Esm) |
Total Lines
e
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Step

Description

14.

Scroll down to the VRM section. To create a “QA Virtual Recording Machine”,
configure the following.

e VRM Name - set to “QA2”” or any unique name.
e VRM Type —select “QA” from the drop down list.
e Lines From and Lines To — set with the range of recording lines for QA

recording. These are a subset of the T1 ports administered as DS1FD
stations in Section 3.2 Step 3.

Click the “+” icon.

':"4"-5\ System Configuration = |EI|1|
Qfiniti - System Configuration @-
Select the system |0 you wish to view, change or __\
create new.
System Archiving and Aging
Ava_\,_raP_C 1
Systems J General I'\,J Cross System Equipment \
EEAvayaPCI
[%New H.Savz labelzle
| A
| vRM il
Machines
E_‘E ROD
E_‘g a2
WRM Mame: IQM WRM Type: 4 - g
Lire From: |1— Line Ta: |3— Interface Type: lﬁ B
Default Clazs of Service: I 'l Board Configuration: I 'l I
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Step

Description

15.

To create a “Record on Demand Virtual Recording Machine”, configure the
following.
e VRM Name - set to “ROD”” or any unique name.
e VRM Type —select “ROD” from the drop down list.
e Lines From and Lines To — set with the range of recording lines to be used
for on-demand recording. This is subset of the T1 ports administered as
DS1FD stations in Section 3.2 Step 3.

Click the “+” icon.

I\ System Configuration 1ol

Qfiniti - System Configuration {%

Select the system |0 pou wish to view, change or
create new.

System 1 Archiving and Aging

| AvayaPC1

Systems | General J Cross System Equipment \
EﬂnvayaPCl I

[nﬂ: New | [[E]save ] |M|

| vRM Al

Machines
E_‘E ROD

R MName: IHDD WRM Type: ROD - |1J
Line Fram: |4 Line Tax |4 Interface Type: I vl |i|

Drefault Clazs of Service: I 'l Board Configuration: I 'l

16.

Click [HS“E . Click Yes in the confirmation window that appears.

@ Thiz Syztern Configuration iz aszociated with one or mare records.

Are you sure you want to save this System Configuration?

T

Changing thiz System Configuration will impact all existing and future
aszociations with Recarding Plans, Data Import Flans and Record
Lrchive Plans. ~|

9 Yes & No

SS; Reviewed:
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Step

Description

17.

Scroll up to the General section. Click the Start Service icon.

&, system Configuration

Qfiniti - System Configuration

Select the system |0 you wish to view, change or
create new.

SS; Reviewed:

System Archiving and Aging

AvayaPC1

Systems J General I"\J Cross System Equipment \

EEAvayaPCI

W pelete
|. General 2 | =
Hame: I!AvayaF'E‘I
Switch: IQ."—\G3 vl
Syztem Type: [] %nice Recording - Logging ;I Qfiniti Service w
i ing - DA
Drescription:
W Awailable for Use
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6.2. Configure etalk Qfiniti Desktop

In this section, the agents to be recorded will be configured with both an ACD agent ID (for
inbound calls) and a PC3 agent ID (for outbound calls).

Step | Description

1. On the etalk Qfiniti server, launch the Qfiniti Desktop application and log in with
the appropriate credentials.

2. Select the Organization tab. In the Organization section, select Administrator
- New - Team Member.

O\ﬁniii Deskiop Log off Qfiniti Adrninistrator | ChangePassword | Help |;]@®'
q Back @Teams - @ Recordings - Reports - %Conﬂguration -
= = B
Organization Roles Classifications Imports L shilal | | Geare |
‘ Administrator, Qfiniti
Views ¥ [ View List \[ Detail \
AF Al Team Members
oA New Save Delete
|
Category General Information

General Information

* Mare | My Organization

85 Team Access
Organization « Description

=@ My Organization

Tearn...

Teanpbdember

[1 show Al
* Required { <] Prev Mext [»
] T [~ Last Modified: - 5/11/2006 3:25:00 PM Actwe|
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Step | Description

3. In the General Information section, configure the following.
e First Name — set to any unique name.

e Last Name — set to any unique name.

e Role —select “Agent” from the drop down list.

Click Next.

Qﬁniti Desktop Log off Ofiniti Administrator | ChangePassword | Help 'Z]@

(] Back @Teams - @ Recordings ~ Reports ~ %Conﬂguratlon -

 ——— I ek s
Organization Roles Classifications Imports £ 4l B

‘ New Member

” N
Yiews ¥ View List \| Detail |
4% all Team Members
b new || [Z]save

Active || Frstied [ Locked [ Wiew Inactive Members Change Password at Login
Category General Information
General Information *
Idi Not Saved
c@ Licensing
Organization « es TeE AR * First Mame: | Avayal| |
EI@§ My Organization @ Team Memberships Middlz Mare: | |
& E @ chssticatons Ll
P° Hlisses Email Address: [ |

[ Additional Infarmation *Role: |Agent %] |danew Role
* Login Type: [Select. . [

[ shaow al
* Required Next [» ]
i [ |Unsaved Changes New Record
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Step | Description

4, In the Licensing section, check the checkbox for “Allow Voice Recordings to be
performed on this team member”.

Click Next.

%D\ﬁn\'ll"’_’_esktcu Log off ofiniti Administrator | Change Password | Help [ ][][X]

¢ Back @Teams - @ Recordings - Reports ~ %Cunﬂguratlon -

( — o — 1 ’_'!-.”.,, _|—‘ Mrged
Organization Roles Classifications Imports . | Seard

1
¥iews ¥ View List \I Detail \
-4 &l Team Members
&h New || [Z]save T Delete

Active Enabled Locked [ Wiew Inactive Members Change Password at Login

Category Lic
@ ceneral Information *

‘Allow Yoice Recordings ko be performed on this beam member, ¢

[ Allow Sereen Recordings to be performed on this beam member,

Organization es Team Access

3 $ iy Orgeneon @ Team Memberships Product Tokal Licenses Awailable Licenses
e <.fﬂ Classifications Qfiniti Observe Yoice 25 25

Gfiniti Observe Screen 25 25
™ lisses

[ additional Information

[ show al

* Required < Prev Next [»

A | ™ funsaved Changes Mew Record

5. No configuration is required in the Team Access, Team Membership and
Classification sections. Click Next on each of these sections.
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Step | Description

6. In the Aliases section, click the “+” icon to add a new record for the PC3 agent ID.

-Qﬁniu‘.Deskmp Log off Ofiniti Administrator | Change Password | Help E]@

q Back @Teams - @ Recordings - Reports -~ %Cunﬂguratlon -

Organization Roles Classifications Imports P Al |§| ?Eamﬁ

| New Member

Views v View List | Detail \

ﬁ All Team Members

Active i | lacked [ View Tnactive Members Change Password at Login
Category Ali E
@ General Information *
Define aliases For this team member,
F Licensing

Organization

@3 Team Access |= | o El |
=88 My Organization @3 Team Memberships alias bl i
A 8 |Click to add new record.
& Classifications U

|47 Additional Information

No alias defined for the member. Please click the *+" button to define
a new alias for this member.

[ show al 7

A | ™ BUnsaved Changes Mew Record
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Step | Description

7. In the Alias window, for the Type field select the switch created in Section 6.1
Step 5 from the drop down list. Set the VValue to the PC3 agent ID. The agent IDs
can be found in the /etc/passwd file on the PC3 server.

Note: The agent IDs are automatically generated by PC3 and corresponds to the
PC3 login IDs that the PC3 administrator creates.

Click OK.

Q Alias (%]

Twpe: ||].-'-‘-.I33 L% » |

* alue: | z000] |

Defaulk alias

Add |[ oK ]| Cancel |
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Step

Description

In the Aliases section, click the “+” icon to add a new record for the ACD agent
ID.

['Qﬁniti Desktop Lag off Qfiniti administrator | Change Passward | Help E]@

q Back @Teams - @ Recordings ~ Reports + %Cnnﬂguraﬂen -

Classifications

1ol B

Imports

‘ New Member

Yiews = View List \| Detail
L4 all Team Members
o) )

active || Frabied || Locked [ View Inactive Members Change Password at Login
Category Ali N
@ General Information *
Define aliases for this team member,
P Licensing
Organization « 948 R e -‘I E]
o |
S8ty Organization @ Team Memberships Blias N
8 &P Classifications o [ oacs
v 2000
[ ndditional Infarmation
1 shaw Al Al
A W] ™ Junsaved Changes Hew Record
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Step | Description

9. In the Alias window, for the Type field select the switch created in Section 6.1
Step 5 from the drop down list. Set the VValue to the ACD agent ID configured on
Avaya Communication Manager.

Note: These ACD agent IDs need to be administered on this screen when the
Predictive Agent Blending feature is used on PC3 for inbound calls.

Click OK.
[%Z} Alias Ed

Tvpe: | QAGS b |

*Yalue: | 20501 |

[ ] Defadlk Alias

Add |[ oK ]| Cancel
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Step

Description

10.

The Aliases section will display both a PC3 agent ID and an ACD agent ID. The
green check mark denotes which alias is the default alias. For recording purposes,
it does not matter which alias is the default.

Click Next. Then click Next again in the Additional Information section.

[@ﬁm’ti Desktop Log off Ofiniti Adrministrator | ChangePassword | Help E]@E|
q Back @ Teams = @ Recordings ~ Reports ~ %Cnnﬂguratlon -
= - = — ———
Organization Roles Classifications Imports [=] senee

‘ New Member

L
Yiews ¥ View List \| Detail \
A% all Team Members
(o] e
Active Enabled Locked D View Inactive Members Change Passward at Login
Category [
@ General Information *
Define aliases for this teamn member.
.’P Licensing
Organization « @ Teai hicass :@
S8 My Organizstion @5 Team Memberships Allas a
-8 &P Classifications = [ gacs3
v 2000
20501
|1 additional Information
[ Shaw &l w
* Required 4 Prev Next [»
Al w1 [® Finsaved Changes HMew Recard
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Step | Description

11| Glick [Blsave |

Qfiniti Desktop Log aff Gfiniti Administrator | Change Passwon d | Help [_][=)[x
Q Back @ Teams ~ @ Recordings - =| Reports - {%cunﬂguraﬂon -

| Advanced
| Organization Roles Classifications Imports [#] Search

Views ¥ | viewList \‘ Detail \

1 Al Team Members

r-ﬂiNewI T pelete |
Active |Qlick to save record. ][] ¥iew Inartive Members Change Password at Loain

General Information

Id: Mot Saved

Organization « * First Mame: | Avayal |

B9 Team Access

=1 My Organization & Team Memberships Middle: Name: [ |
) a <\f Classifications HLast e |ﬂl
° Hlizses Email Address; | |

& Additional Information *Role: |Agent ¥| | dlNew Role |

[ Show al

* Required | 4| Prev Il Next [

] [l JUnsaved Charges New Record

7. Interoperability Compliance Testing

This interoperability compliance testing covered feature functionality, serviceability and basic
load testing. Feature functionality focused on verifying that etalk Qfiniti QA Recording 3.1
could successfully record calls when using events from Avaya Proactive Contact 3.0 and an
Avaya AES TSAPI CTI link. Serviceability testing verified that the Qfiniti server recovered
from adverse conditions, such as rebooting, power failure and network disconnect. Basic load
testing verified that Qfiniti could successfully record calls for an extended period of time.

7.1. General Test Approach
All feature functionality test cases were performed manually to verify proper operation. The
general test approach entailed:
e Establishing connectivity between Qfiniti and Avaya AES using TSAPI.
e Establishing connectivity between Qfiniti and Avaya Proactive Contact 3.0.
e Verifying calls could be recorded using station side T1 and the Service Observing feature
of Avaya Communication Manager.
e Verifying call recording using basic telephony operations such as answer, hold/retrieve,
transfer, consult, conference, and disconnect.
e Verifying call recording with outbound and inbound calls.
e Verifying on-demand call recording.
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e Verifying call recording with Predictive Agent Blending Feature on PC3.
e Verifying call recording with Intelligent Call Blending Feature on PC3.

The basic load testing was automated with outbound calls delivered to agents from Avaya PC3.
The Avaya PC3 executed a calling list which delivered answered calls to agents.

7.2. Test Results

All feature and performance tests passed. The etalk Qfiniti QA Recording 3.1 successfully
recorded, displayed and replayed the recordings of agent. For serviceability testing, Qfiniti was
able to resume call recording after restoration of connectivity to the PC3 server, from network
disconnect/re-connect, and Qfiniti server resets. For performance testing, Qfiniti successfully
recorded calls for a sustained period of time.

The following observations were obtained from testing:

e When an outbound call is transferred/conferenced, Qfiniti does not associate the transfer
with the original call via the FOT (Follow on Transfer) field.

¢ Qfiniti does not record calls that are manually placed from the PC3 agent using the
“Place Manual Call” feature on the agent’s desktop application.

e Thereisa 10 to 12 second delay when using the Live Monitoring feature of Qfiniti.

e When the Predictive Agent Blending feature of PC3 is used, agents should log in to the
ACD as “manual in” and not as “auto in” agents. If the agents are logged in as “auto in”,
some of the outbound and inbound calls will not be recorded because of the very short
time delay between each call.

8. Verification

8.1. Avaya Verification

The following steps will ensure that the communication between Avaya Communication
Manager and Avaya Application Enablement Services server is working.

Step | Description

1. From the System Access Terminal (SAT) interface on Avaya Communication Manager, verify
that the Service State of the TSAPI link is “established”.

status aesvcs cti-link
AE SERVICES CTI LINK STATUS

CTIl Version Mnt AE Services Service Msgs Msgs

Link Busy Server State Sent Rcvd

1 no down 0 0

2 4 no AES-DevCon2 restarted 30 15

3 4 no AES-DevCon2 restarted 30 15

4 4 no AES-DevCon2 established 15 15

1 4 no devconaesO1 established 18 18
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Step | Description
2. From the AES OAM page, click Status and Control > Switch Conn Summary. This
summary gives the status of the connection between Avaya Communication Manager and the

AES Server. Verify that the Conn State indicates “Talking”.

{3 https://192.45.95.98:8443/MVAP forms /cti/switchConnSumm.jsp - Micresoft Internet Explorer =18 %]
Fle Edt View Favorites Tools Help | £
@Eack - @ - Iﬂ IELI _;j|/f‘5earch ‘iq\?;‘FavuntEs -€4| T ,_ |- ) ﬁ 3
Address [&] https: 192 45,95, 9813443 M APYForms ctifswitchCannsumm, jsp | B |L|rvks »>| ©Snaolt

[ ]
Application Enablement Services
AVAyA Operations Administration and Maintenance
G}OAM Home @Logout
» CTI OAM Home You are here: > Status and Control > Switch Conn Summary @Help
Administration R - -
Status and Control ' Switch Connections Summary
Switch Conn Summary Ak
SR - ctive . T
.—\Lbe.'wlce‘_w Summa Switch Conn Gince  Online/ CLANSs/ # of M#;t' E'_S(')E:ﬁ Msg
Maintenance Conn State © Offline Admin'd $ - Period
Alarms CLANs Conns Switch Switch
Logs 2006-08-
Utilities & devconll Talking 08 Online 1/1 1 194 194 30
Help 20:46:10.0
2006-08-
< devconl3 Talking 08 Online 1/1 4 334 333 30
14:14:01.0
2006-08-
@ devconl5 Talking 22 Online 1/1 2 1487 1326 30
14:40:22.0
2006-08-
o 22 online 1/1 1 310 306 30
14:40:32.0
2006-08-
©  devcon32 Talking 08 Online 1/1 4 210 210 30
14:14:00.0 b
Online | Offline | Message Period | Switch Connection Details |
Per Service Switch Connections Details |
]
&) [T [& N3 iocalintranet .
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Step | Description

From the AES OAM page, click Status and Control - Services Summary. This summary
gives the status of each service. The TSAPI Service should show the status as “ONLINE”.

i 2} https://192.45.95.98:8443/MYAP/forms/ cti/servicesSumm.jsp - Microsoft Internet Explorer 1ol x|
File Edt View Favorites Tooks Help ‘ o
ek - &) - %] 1] T ‘ ) search 2 Favarites {{3| - W - JE B
Address [&] https:/1192.45.95.98:8443{MVAP [formsjctifservicesSumm. sp | B e |L|n>s » | Qsnaglt =

AVAYA Application Enablement Services
Operations Administration and Maintenance
QOAM Home BLogout
» CTI OAM Home You are here: > Status and Contiol > Services Summar & Help
Administration w -
Status and Contirol L Services s“mmary
Switch Conn Summar . .
Services Summary penyioe Btatus ;'(;;f T el
Mai 2 o i -08- St
L:Iamtelnn(e CVLAN Service ONLINE 14:14:04 NORMAL
arms oo
Loas o DLG Service OMLIMNE ig‘_jf_,l?glos NORMAL
Utilities e bR
L= : 2006-08-22 =
El <0 srvice v
lielp SAPI ServicclONLIN F 14:15:25 HORMAL
n
© 2005 Avaya Inc. All Rights Reserved.
=
& L[ [& S Local intranet é

Click Details. Verify the Number of Associations is a number greater than 0.

ervicessumm.do - Microsoft Internet Explorer =101 x|
File Edit View Favortes Took Help ‘ 2
Qe - © - [x] [B] (i POseren Sfigrewies @3- 12 @ - JE B
Address [&] hteps:/i192.45,95,98:8443{MvaP actionctifservicessumm,do I EBe |Lirvks »| & snaglt |
AVAYA Application Enablement Services
Operations Administration and Maintenance
OAM Home @Logout
» CTI OAM Home You are here: > Status and Contiol > Services Summary @Help
Administration = - -
Status and Control - TSAPI Link Details
Switch Conn Summar Sl
i witch
Ser S ary . . . . .
5 E_AIVI('EH D Link Switch CTI Conn Since Service Switch Mumber of Mgsss/;£e
Malntenance; Conn Name Link Status State Version Associations g
e B Rate
Alarms Mumber
Logs 2006-08-
Utilities & devcon2715 Talking] 22 [Onling]
Help 14:58:29.0)
2006-08-
o2 devconl3 2 Talking 22 Online 13 1 36
14:58:00.0
2006-08-
o 3 devcon32 6 Talking 22 Online 13 0 9
14:58:00.0
2006-08-
< 4 devconll 1 Talking 22 Online 13 0 9
14:58:00.0
2006-08- =
&5 devcon15s 5 Talking 22 Online 13 0 5
14:58:28.0
For service-wicde information, choose one of the following: Bl
' '
&] http:fivmiw.avaya.comf [ [ [ [& [N iocalintranet 7
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8.2. Qfiniti Verification

The following steps can ensure that the communication between Qfiniti, Avaya Application
Enablement Server and Avaya Proactive Contract 3.0 is working.

Step | Description
1. In the CTIManager.log file, verify the connection between the Qfiniti server and
TSAPI CTI link on the AES. A successful connection should display the following
message “Connected to CTIServer”.
08/08 13:50:39.46 [ClientSocklImpl::CloseConnection] Connection ALREADY closed to
192.45.30.244, port 9033
08708 13:50:39.46 [ClientSocklmpl::InitConnection] Attempting to connect to
Client on (null), port 38950792
08708 13:50:39.50 [TSAPI: ServerThread] Tsapi_ServerThread start OK.
08/08 13:50:39.56 *** CTI Manager will fully start in 5 seconds. ***
08/08 13:50:39.62 [RecvServer::0nSockConnected] connld is: O IP is
192.45.30.244:9001
08708 13:50:39.62 [ClientSocklImpl::OnSockConnected] Connected To CTIServer: 1
2. In the CTIManager.log file, verify the connection between the Qfiniti server and the

Event Service of Avaya PC3. A successful connection should display the following
message “APDS Connection Status — UP”.

08/08 13:51:10.10 [APDSIsConnected] Entering APDSIsConnected() .-

08708 13:51:10.10 [APDSIsConnected] 08/08/06 13:51:10 APDS Connection Status -
UupP

08708 13:51:10.10 [APDSIsConnected] Exiting APDSIsConnected() Normally -
Connection Status - UP

08708 13:51:40.10 [APDSIsConnected] Entering APDSIsConnected() .

08/08 13:51:40.14 [APDSIsConnected] 08/08/06 13:51:40 APDS Connection Status -
upP

08708 13:51:40.14 [APDSIsConnected] Exiting APDSIsConnected() Normally -
Connection Status - UP

8.3. Replaying the Voice Recordings

Step Description
1. On the etalk Qfiniti server, launch the Qfiniti Desktop application and log in with
the appropriate credentials. Select Files from the Recording drop down list.
qfi|1'1\il?5\(_l_c'3 Log off Ofiniti administrator | Change Password | Help ;;_IEEi‘gJ
| Bacl Teams ~ I;ﬁ ecordings - = eports ~ ‘ES;\ s Configuration -
¢ Back @ [@k ding er k ,@c a3
Organization Roles Classifications ;:::;inss _ 22';?95“
| e
Yiews « m\\‘i Detail
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Step Description

2. The View List tab will have a list of all the call recordings. Double-click on one of
the call records to hear the call recording. Verify that the recording can be heard
from the computer speakers.

O‘ﬁﬂitl Desktop Log off Qfiniti Administratar | Change Passward | Help g@]lzj
Q{chk @ Teams ~ @ Recordings - Reports ~ % Configuration ~
Files Imports Classification: Agent Activity il | seard

Todays Recording Files
Views ¥ J View List |

{EJ b play |[[Z]Add To Play List} Remove From View || T Delete

Q Flay List [Team Me...
[Lab, Bvayst [voice

4 all Recording Files

i 4F Urknown Agent...

Recording Type

= m =
] T =10 1 atems Page 1of 1
O Avayai Lab 88/2006 3:31 PM 00:00:25 | 00:02:29 @ & = -
@@ A RN EA R Ry ol [(Clolalg] [E]
|- + i) | Iaim Em l_ 41 [E
9. Support

If technical support is required for the etalk Qfiniti QA Recording 3.1 solution, contact etalk
Technical Support on 1(800)346-4436 or send email to support@etalk.com.

10. Conclusion

These Application Notes describe the required configuration steps for etalk Qfiniti QA
Recording 3.1 to successfully interoperate with the Event Service of Avaya Proactive Contact
3.0 for outbound and inbound call recording. Qfiniti used the station side T1 and the Service
Observing feature of Avaya Communication Manager to perform the recording. Functionality
and performance were successfully validated. The configuration described in these Application
Notes has been successfully compliance tested.
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11. Additional References

The following documents may be found at http://support.avaya.com:

e Administrator’s Guide for Avaya Communication Manager, Release 3.1, Issue 2.1, May
2006; Doc I1D: 03-300509

e Avaya Proactive Contact 3.0 Installation and Configuration, November 2005; Doc ID: 07-
300491

e Avaya Proactive Contact 3.0 Administration (UNIX-based), October 2005; Doc ID: 07-
300488

e Avaya MultiVantage Application Enablement Services TSAPI, JTAPI, and CVLAN Client and
SDK Installation Guide, Release 3.1.0, June 2006, DoclID: 02-300543

etalk product documentation is available on request from http://www.etalk.com.
o etalk Qfiniti 3.1 Installation Guide

etalk Qfiniti 3.1 Server Requirements Datasheet

etalk Qfiniti 3.1 Desktop Requirements Datasheet

etalk Qfiniti/Avaya PC Integration White Paper

etalk Qfiniti/Avaya CT Integration White Paper
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©2006 Avaya Inc. All Rights Reserved.

Avaya and the Avaya Logo are trademarks of Avaya Inc. All trademarks identified by ® and ™
are registered trademarks or trademarks, respectively, of Avaya Inc. All other trademarks are the
property of their respective owners. The information provided in these Application Notes is
subject to change without notice. The configurations, technical data, and recommendations
provided in these Application Notes are believed to be accurate and dependable, but are
presented without express or implied warranty. Users are responsible for their application of any
products specified in these Application Notes.

Please e-mail any questions or comments pertaining to these Application Notes along with the
full title name and filename, located in the lower right corner, directly to the Avaya
DeveloperConnection Program at devconnect@avaya.com.
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