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Application Notes for DATEL Call SWEET! Live Outbound
Dialer with Avaya IP Office 8.0 — Issue 1.0

Abstract

These Application Notes describe the configuration steps required for DATEL Call SWEET!
Live Outbound Dialer to interoperate with Avaya IP Office 8.0. DATEL Call SWEET! Live is
a contact center management solution, and Outbound Dialer is an optional component that
enables upload of call lists and automatic placement of outbound calls on behalf of available
agents.

In the compliance testing, DATEL Call SWEET! Live Outbound Dialer used the TAPI Make
Call functionality from Avaya IP Office to place outbound calls for available agents on Avaya
IP Office.

Information in these Application Notes has been obtained through DevConnect compliance
testing and additional technical discussions. Testing was conducted via the DevConnect
Program at the Avaya Solution and Interoperability Test Lab.
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1. Introduction

These Application Notes describe the configuration steps required for DATEL Call SWEET!
Live Outbound Dialer to interoperate with Avaya IP Office 8.0. DATEL Call SWEET! Live isa
contact center management solution, and Outbound Dialer is an optional component that enables
upload of call lists and automatic placement of outbound calls on behalf of available agents.

Call lists are uploaded by supervisors via the Call SWEET! Live web interface. Agents have the
DATEL Call SWEET! Live Widgets application running on the desktops. When an agent
becomes available for an outbound call, Outbound Dialer uses the TAPI Make Call function
from Avaya IP Office to place the call on behalf of the agent. The agent uses the telephone
connected to Avaya IP Office to manually hear the call progress.

The data obtained from the DevLink events as part of the basic DATEL Call SWEET! Live
integration with Avaya IP Office, is used by Outbound Dialer to determine when the agent is
finished with the current call and ready for the next.

Outbound Dialer can also automatically add the calling party number from any abandoned
inbound calls to the outbound call list, so that the abandoned caller can be called back.

2. General Test Approach and Test Results

The feature test cases were performed both automatically and manually. The outbound calls
were automatically launched by Outbound Dialer for available agents. Necessary user actions
such as answer and drop were performed manually from the user telephones to test the various
call scenarios.

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

DevConnect Compliance Testing is conducted jointly by Avaya and DevConnect members. The
jointly-defined test plan focuses on exercising APIs and/or standards-based interfaces pertinent
to the interoperability of the tested products and their functionalities. DevConnect Compliance
Testing is not intended to substitute full product performance or feature testing performed by
DevConnect members, nor is it to be construed as an endorsement by Avaya of the suitability or
completeness of a DevConnect member’s solution.
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2.1. Interoperability Compliance Testing
The interoperability compliance test included feature and serviceability testing.

The feature testing focused on verifying the following scenarios from Outbound Dialer:
incomplete number, invalid number, ring no answer, voicemail coverage, no route available,
busy, different inter-call delay, end of list, abandoned inbound, multiple agents, switching
between inbound and outbound.

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

2.2. Test Results

All test cases were executed and passed.

2.3. Support
Technical support on Outbound Dialer can be obtained through the following:

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

The configuration used for the compliance testing is shown below.

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

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

In the compliance testing, Outbound Dialer launched outbound calls on behalf of agent users
shown below.

Device Type Extension
Hunt Group 21000
Agent Users 21251, 21253

L2}
Emulated % Contact Center Agents with
PSTN B ", DATEL Call SWEET! Live Widgets
> o 2, and Avaya 1608 and 9650
el o -J\ IP Deskphones
/;5}3 /qgw (212xx)
e o
Avaya DATEL Call SWEET! Live
IP Office 500 with Outbound Dialer

I
! I Contact Center Supervisor with

t— Devlink, TFTP, TAPI  — Avaya 1616 IP Deskphone

Figure 1: Compliance Testing Configuration
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4. Equipment and Software Validated

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

Equipment Software

Avaya IP Office 500 8.0 (18)
Avaya 16xx Series IP Deskphones (H.323) 1.300B
Avaya 9650 Series IP Deskphone (H.323) 3.186a
DATEL Call SWEET! Live Outbound Dialer on 7.10.12.207
Windows 2008 Server with Service Pack 2

e Avaya TAPI (tspi2w.tsp) 1.0.0.35

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

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

e Verify IP Office license
e Obtain agent user data

5.1. Verify IP Office License

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

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

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

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

12

| Licenses |

License Status f\l‘alid

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

B CCC EMail

W CCCPC Wallboards

W COC Server

W CCC Spectrum Wallboards
W CCC Supervisors

W CCR CCC PG

W CCR Designer

W, CCR SUP

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

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

Repeat this section for all agent users from Section 3.

EEX

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

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

This section provides the procedures for configuring Outbound Dialer. The procedures include
the following areas:

Administer TAPI driver
Launch Call SWEET! Live
Administer users
Administer user data
Administer routing

Upload call list

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

6.1. Administer TAPI Driver

From the Call SWEET! Live server, select Start > All Programs > Control Panel > Phone and
Modem Options, to display the Phone and Modem Options screen. Select the Avaya IP
Office TAPI2 Service Provider entry under the Advanced tab, and click Configure.

£ Phone and Modem Options l

Dialing Bules I Modems Advanced |
.f.'g The folloving telephony providers are ingtalled on this computer;

Provviders:

Axana P Office TAPIZ Service Provider
Microzoft HID Phone TSP

OIS Prosy TAPI Service Provider
TAPI Kemel-tode Service Provider
Jnimodem & Service Provider

Add... I '¢" Remove | Eu:unfigure...l

Cloze I [Eancel I Apply |
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The Avaya TAPI2 configuration screen is displayed. For Switch IP Address, enter the IP
address of IP Office. Select the radio button for Third Party, and enter the IP Office password
into the Switch Password field.

Reboot the Call SWEET! Live server.

Avaya TAPIZ configuration

Switch IP Address |2EI.32.39.33
Cancel

\_H
=
%]

™ Single User

Ilzer Mame |agent1

|lzer Pazsword

EERERTE

Switch Pagzward

I—
= Third Party
I—

[T ExDirecton sers
[ wish Users
[ ACD Queuss

6.2. Launch Call SWEET! Live

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

A Call SWEET!

Wednesday, February 22, 2012 - Login

Enter your username [ password to login.

User Name:i |
Password:l |
[Jremember me next time.

Log In

i Install CallSWEET! Live Widgets

Call .‘i\%"[-’.]-.'}'ém

© 2009 DATEL Software Solutions - ¥7.10.12.207 - CID: 100191
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The screen below is displayed. Select Home > Admin Section > Configuration > Call
SWEET! Config from the left pane.

A Call SWEET!

Wednesday, February 22, 2012 - Administrator Logout

M Your Digital Dashboard. You decide, You create.

[E Home
[E] Admin Section

o2

% |Browse v

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

[ Report Collection

Cn o O .

Total Calls: 135

Quick Report:

< Please Select = “

Hour

6.3. Administer Users

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

A Call SWEET!

Wednesday, February 22, 2012 - Administrator Logout

Call SWEET! Configuration

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

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

User Name: LastActivityDate

& administrator 2j22j2012 i}

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

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

A Call SWEET!

Wednesday, February 22, 2012 - Administrator Logout

Call SWEET! Configuration

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

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

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

Emiail:

|:| Use Basic Widget ScreenPop

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

A Call SWEET!

Wednesday, February 22, 2012 - Administrator Logout

Call SWEET! Configuration

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

Current Security Mode: DATEL Integrated

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

07 - CID: 100191
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6.4. Administer User Data

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

Scroll down to the Unlock User section. For Extension and Agent Id, enter the corresponding
agent user extension and name from Section 5.2 respectively. For Security Roles, select the
desired role. Repeat this section for all users from Section 6.3.

A Call SWEET!

Wednesday, February 22, 2012 - Administrator Logout

Call SWEET! Configuration

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

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

1 agent21251 2(22/2012 i}

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

Current Mode: [User Edit]

Username: agent21251

User Name:|
Passward:

New Password:
Confirm New Password:|

Change Passward

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

Email:

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

D Use Basic Widget ScreenPop

Security Roles:

The list of available roles is shown below.
iPower Users
|Users
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6.5. Administer Routing

From the Call SWEET! home screen, expand CallSWEET! Live in the left pane, and select
Home > CallSWEET! Live > Configuration / Tools > CallISWEET! Live Config, as shown
below.

A& Call SWEET!

- &dministrator Logout

M Your Digital Dashboard. You decide, You create.
[E Horne |
[E Admin Section # Browse ¥
[] Call SWEET! Config L
[0 No Data Alarm SiteCode: ]
[ Number Screening S S D
D Duration nlarm 14 escription: 2m0 COorporaton -
[ Cost Alarm Last Update: 2272012 10:37:29 AM
[[] Database Administration Total Calls: 33
Bl Ao Date First Call: 2162012 T 245 &M
[ Schedule Reports N e
[ Report Collection Date Last Call: 22TR201210:3515 AM
B2 o P onncito |
Total Calls: 331
[=] CalSWEET! Live
[ Configuration / Tools
[ Alarm Setup B
[ CallSWEET! Live Config
(=l Reports
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The Call SWEET! Live Configuration screen is displayed. Select the App Config tab. In the
Click2Dial Setup section, configure the parameters to match the network routing plan.

In the compliance testing, the call lists consisted of 10-digits local and long distance numbers,
and Outbound Dialer added the prefix “91” to the numbers as required by the local IP Office
system.

A Call SWEET!

Call SWEET! Live Configuration

Agents Hunt Groups Hunt Group Coll Call Tag Coll App Config Licensing Role Security  WAVs Reason Codes ‘Work Hours

App Config Setup:

IP Office Wersion: 4 -
Forced Login: Tue  #
Enahble Busy YWraplp Reason Codes: False  w
Enable DND Reason Codes: False w
Enahle Logout Reason Codes: False %
Cpportunity Missed Time (secs): 0

Short Code Setup:

Enable Busy Wraplp Short Code: -

Disable Busy Wraplp Short Code: -

Apply To all Groups: False -
Login Short Code:

Logout Short Code:

Apply To all Groups: False »

iClick2Dial Setup:
Local f Long Distance (10 Digit) Prefix: 91

International {10+ Digit): a
Local Area Codes: 111
Local &rea Code Prefix: 91

Mote: Local Area Codes are
comma separated (e.g. 412,724)
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6.6. Upload Call List
From the Call SWEET! home screen, select Home > Tools > Data Import from the left pane.

A\ Call SWEET!

Wednesday, February 22, 2012 - Administrator Logout

M Your Digital Dashboard. You decide, You create.

[=] Home
Admin Section 2 Browse v

T
e na Call Dist. By Hour - Total Calls = DB Statistics =

[ Voice Recording

[ Tools SiteCode: 3
[ Call Data Viewer Description: Demo Corperation - 1
[] Database Statistics
o B - Last Update: 2/22/2012 12:46:04 PM
a Impol
[ Backup Database Total Calls: 135
[ CallSWEET Help Date First Call: 2M6/2012 7:12:45 AM
[ Known Numbers Date Last Call: 2/2212012 12:44:11 PM
[0 My Information

Total Calls: 135

Quick Report:

< Please Select = “

The Call SWEET! Data Import screen is displayed. Click Select and browse to the proper
directory to select the Excel file containing the list of calling numbers. Click on the green check
icon to upload the file.

A Call SWEET!

Wednesday, February 22, 2012 - Administrator Logout

Call SWEET! Data Import

Extensions/Account Codes = Known Numbers  Outbound Dialer
Excel Import Direct Import

Use this page to import Extensions and the Enhanced Hierarchy into Call SWEET!. This tool will also be used to import Account Codes into Call
SWEET!

Instructions:

1.) Download or open the template below.

2.) Fill in the appropriate data completely and in the format shown in the header.

3.) Save the file to your computer.

4.) Use the "Select” button to find the file saved in Step 3.

5.) Click the green check mark to upload the data. (note: file must be and xls extension!)

Download Template
Select a completed Excel File (built from the template downloaded above):

<’U’> Upload File
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7. Verification Steps

This section provides the tests that can be performed to verify proper integration between IP
Office and Outbound Dialer.

From the agent PC running DATEL Call SWEET! Live Widgets, select Start > All Programs >
CallSWEET! Live — Widgets > Call SWEET! Live — Widgets to launch the application and
log in with the appropriate credentials from Section 6.3.

& =2
Please Login x

A Call SWEET!

Username: . .pnt21 251

Fazzword: s

Layout: Mo Layouts Found!p={] |

| Login

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

‘Call SWEET! Live - Widgets wy.10.3.204a - =2 X

File | ‘Widgets | Config. = o i [T Agent Status -_i .EI Cueue Status —'E'“T-Speed UfAnswer_-i L :,;.l- -E‘ Y]

+ Queue /Hunt Group »
I-.: Wallboards !
i f, Outbound Dialer :
:' Contact Center Owerview |
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The Outbound Dialer tab screen is displayed. Enter the desired interval between calls, and
select Qutbound Dialing Enabled from the drop-down list shown below.

Verify that after the configured interval has elapsed, a new call entry is displayed in the agent
screen, as shown below. Also verify that alerting is occurring at both the PSTN destination and
at the agent telephone. Answer the call on both ends, and verify that the agent is connected with
the PSTN destination with two-way talk path.

.ﬁCaII SWEET! Live - Widgets w7.10,3.204a e
File  ‘Widgets  Config, H=e] < [ Agent Status -| | : |H Queue Status - [ Speed of Answer - | ) © & - F‘-'_Ie EN Y
Qutbound Dialer * X

Control / Info

¥ Outbound Dialing Enabled |~ |

Give me 10 seconds in bebween calls,

Mote: Calls will be made from Extension 21251

Last 10 Calls
W Called Humber Date Made  PReasonForCall
» |E|(908) 546 - 5001 202202012 3:00:26 PM Manually Loaded by administrator
¢ Mark checked calls as "Meeds Followup",
Follow up in IU Vl dayz [0 = hours.
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8. Conclusion

These Application Notes describe the configuration steps required for DATEL Call SWEET!
Live Outbound Dialer to successfully interoperate with Avaya IP Office 8.0. All feature and
serviceability test cases were completed.

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

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

2. Call SWEET! Live Outbound Dialer, available upon request to DATEL Support.

3. Application Notes for DATEL Call SWEET! Live with Avaya IP Office 8.0 — Issue 1.0,
available at http://support.avaya.com.
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Avaya and the Avaya Logo are trademarks of Avaya Inc. All trademarks identified by ® and ™
are registered trademarks or trademarks, respectively, of Avaya Inc. All other trademarks are the
property of their respective owners. The information provided in these Application Notes is
subject to change without notice. The configurations, technical data, and recommendations
provided in these Application Notes are believed to be accurate and dependable, but are
presented without express or implied warranty. Users are responsible for their application of any
products specified in these Application Notes.

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