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Abstract

These Application Notes describe the configuration steps required for OAISYS Recording
Server to interoperate with Avaya IP Office. OAISYS Recording Server is a call recording
solution.

In the compliance testing, OAISYS Recording Server used the DevLink interface from Avaya
IP Office to monitor contact center agents on Avaya IP Office, and used the trunk tap method
to capture the media associated with the monitored calls for recording.

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.

TLT; Reviewed: Solution & Interoperability Test Lab Application Notes 10of13
SPOC 1/21/2013 ©2013 Avaya Inc. All Rights Reserved. OAISYS-IPO81-TT



1. Introduction

These Application Notes describe the configuration steps required for OAISY'S Recording
Server to interoperate with Avaya IP Office using trunk tap. OAISYS Recording Server is a call
recording solution.

In the compliance testing, OAISYS Recording Server used the DevLink interface from Avaya IP
Office to monitor agent stations on Avaya IP Office, and used the trunk tap method to capture
the media associated with the monitored calls for recording.

2. General Test Approach and Test Results

The feature test cases were performed both automatically and manually. Upon start of the
Recording Server application, the application established DevLink connectivity to IP Office for
monitoring of agent stations.

For the manual part of the testing, each call was handled manually on the agent station with
generation of unique audio content for the recordings. Necessary user actions such as hold and
reconnect were performed from the agent telephones to test the different call scenarios.

The serviceability test cases were performed manually by disconnecting/reconnecting the
Ethernet cable to Recording Server.

The verification of tests included using the Recording Server logs for proper message exchanges,
and using the OAISYS Management Studio application for proper logging and playback of calls.

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 on Recording Server:
¢ Handling of DevLink real-time events.
e Proper recording, logging, and playback of calls for scenarios involving inbound, outbound,
internal, external, ACD, hot desking, non-ACD, hold, reconnect, simultaneous, conference,

and transfer.

The serviceability testing focused on verifying the ability of Recording Server to recover from
adverse conditions, such as disconnecting/reconnecting the Ethernet cable to Recording Server

2.2. Test Results

All test cases were executed and verified. The following were observations on Recording Server
from the compliance testing.

e Held periods were included in the call recordings, and contained the audio from the PSTN.
e Conversations between internal parties were not captured as expected.

o All transfer and conference recording entries used the transfer-from and conference-from for
Extension, without any transfer-to and conference-to information in the Detailed View.

e For a call that stayed up during a link disruption, one call recording was generated for the
call and captured the conversation up to a few seconds after link restoration.

2.3. Support
Technical support on Recording Server can be obtained through the following:

e Phone: (888) 496-9040
e Web:  http://www.oaisys.com/technical support.aspx
e Email: support@oaisys.com
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3. Reference Configuration

As shown in the test configuration below, the Management Studio application was running on
the supervisor PC, used for configuration of Recording Server and for verification of proper
logging and playback of calls. In the compliance testing, the RTP streams for contact center
devices were captured using a PRI splitter that replicated all conversations with the PSTN to
Recording Server.

The contact center devices used in the compliance testing are shown in the table below.

Device Type Extension
Hunt Group 29000
Agent Stations 20031, 20032
Supervisor Station 20035

Contact Center Agents with
Avaya 1608 and 9611G

\7 IP Deskphones (H.323)
/ | 0'333
N
o

914,
10.32.39.190 N~ .
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Contact Center Supervisor with

Avaya OAISYS ;
OAISYS Management Studio and
IP Office Recording Server Avaga 9650
IP Deskphone (H.323)
Trunk Tap
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 Release/Version

Avaya IP Office on IP500 V2 8.1 (52)
Avaya 1616 IP Deskphone (H.323) 1.302S
Avaya 9611G IP Deskphone (H.323) 6.2209
Avaya 9650 IP Deskphone (H.323) 3.105S
OAISYS Recording Server on 7.2.1348
Windows 7 Professional 2009 SP1

e Avaya DevLink (devlink.dll) 1.0.05

Testing was performed with IP Office 500 V2 R8.1, but also applies to IP Office Server Edition
R8.1 (single site configuration only).
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5. Configure Avaya IP Office

This section provides the procedures for verifying the license on IP Office.

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 using the
appropriate credentials.

The Avaya IP Office R8.1 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”.

] Avaya IP Office RB.1 Manager IP500V2 [8.1(52)]

File  Edit VYiew Tools Help
¢ 1psoov2 - License > CTILinkPro s i25-H|E ﬂ | v 2 'H|
CTiLink Pro -8 X | v <>
(=W License (32) A1 | Licenses ‘

W 3rd Party IP Endpoints
W Advanced Edition

W AUDIX Yoicemail

W Avaya IP endpoints
W Avaya IP endpoints

License Key }NAM ‘

License Type | CTILink Pro

W Avaya Softphone License

L M CTI Link Pro

W DECT Integration (ports)
W Essential Edition

License Status %Llnknown

Instances {255

Expiry Date ;Never

W Essential Edition Additional *
W IPS00 Universal PRI {Additic
W IPS00 Voice Networking Che
W Mobile User Upgrade
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6. Configure OAISYS Recording Server

This section provides the procedures for configuring Recording Server. The procedures include
the following areas:

o Administer TAPI service

¢ Launch Management Studio
o Administer CTI port settings
e Administer recording spans
o Administer recording ports

The configuration of Recording Server is performed by authorized third party integrators. The
procedural steps are presented in these Application Notes for informational purposes.

6.1. Administer TAPI Service

From the Recording Server, select Start = Control Panel > Administrative Tools > Services
to display the Services screen. Configure the OAISYS Level20Al Avaya IP Office service to
be “Automatic”, and start the service as shown below.

. Services = |@

File Action View Help
& |[EEc=z H=E »mnp

- Services {Local) < Services (Local)
OAISYS Level20AI Avaya IP Office  Name = Description Status Startup Type >
. »I\"'; QAISYS Data Access QAISYS. Services.Dataficcess  Started Automatic
Staptte oS Q' OQAISYS Database Upgrader OAISYS. Services.Databasel)...  Started Automatic
Restart the service .
&L OAISYS Email OAISYS. Services.Email Started Automatic
{4"; OAISYS Historian OAISYS. Services.Historian Started Automatic
Descripticn:_ - ».C\"'; QAISYS Housekeeping OAISYS. Services.Housekee...  Started Automatic
S:ISYS.Semces.Le«,re[;OAI_AvayaIPoff 5;? OAISYS Level20A1 Avaya IP Office OAISYS.Services.Level20AL .., Started Automatic
&k OAISYS Level20A] Avaya TSAPL OAISYS. Services.Level20AL... Manual
Gk OAISYS Level20A] Inter-tel OAISYS. Services.Level20AL ... Disabled
{;’; QAISYS Level20AIL Mitel OAISYS. Services.Level20AL ... Disabled
’,\' OAISYS Level2041 MitelMultiNode OAISYS. Services.Level20AL... Disabled
Q OAISYS Level20AI NEC OAISYS. Services.Level20AL ... Disabled
{,;‘; OQAISYS Level204I Replicatar QAISYS. Services.Level20AL ... Disabled
C\'OAISYS Level20AI ShoreTel _OAISYS.Services.Level20AL ... Disabled v
< i 3
\ Extended / Standard /
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6.2. Launch Management Studio

From a PC running the Management Studio application, select Start - All Programs >
OAISYS = OAISYS Management Studio to launch the application, and log in using
administrative credentials.

Login to http:{favcert1

Authentication:

Username: |

1
\
|

Password: |

[ Dkay J[ Shutdown ]

[] Automatically log me in

6.3. Administer CTI Port Settings

The OAISYS Tracer Management Studio screen is displayed. Select Server 2 CTI —
AvayalPOffice> Port Settings in the left pane, to display the screen shown below.

For IP Office Swtich Hostname or IP Address, enter the IP address of IP Office. For
Password, enter the password for the IP Office Monitor and Call Status application.

\©) OAISYS Tracer Management Studio - Logged in as sysadmin - [http:/favcert1~PBX Port Settings*]

3% File View Window Help .8 X
2D http://aveert] A IP Office Switch Hostname or IP Address: (10.32.39.34
:j ::)) .;.::::aled Service Center Paconed iﬁ:
= % S e [] Use TAPI for 3rd Call Control
@-1=1 I
=@ CTI - AvapalPOffice
5 Status [ Close ] [ Cancel ] [ Apply ]

3% Port Settings
[ Show Events
& EventLog
# Monitor
=& SMDR
=@ ALl
[#-12) Active Directory Integration
® #4__:) SOL API v
e —————7 77 7 T ————

Admin
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6.4. Administer Recording Spans

Select Server - Recording Manager - Spans in the left pane, to display the Spans screen.
Select the entry corresponding to the actual physical span used for trunk tap, in this case span
4(.0”.

In the Span Info sub-section, select the proper values to match the network configuration.

\©) DAISYS Tracer Management Studio - Logged in as sysadmin - [http:/favcert1~Spans]

& File  View  Window  Help - 5 X

Spans

w @ ALl A

#-1) Active Directory Integration

-2 SALAPI - O —— - - - — - —
El%ﬁecordingManager pan.N Board..  PClSlot | Name | Type @ Ports First Port |~ Last Port | O...| Status

@ ) Recording Rules 280 | Titon e
& ACD Config 1 1] 2:8:0 Triton 24 25 48
@ After-Call Actions
£ 3rd. Party Interface Net
{.{'} Recording Port Settings
@ Ros Span Info
| 2 Port
&2 Spans
D Copy Ports L Signalling Encoding Framing
._3} Recording Manager Ste m ESF
&7 Calls Status o O ami ®
T Device Monitors @ PRI () BEZS O D4
% ACD Groups
VAT Status

EE EventLog [] Blink LEDs on Span Connector for |dentification
0 PYD Imoort. b

Span0

—— [

Admin Save ][ Refresh ]
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6.5. Administer Recording Ports

Select Server - Recording Manager - Ports in the left pane, to display a list of ports.
Double click on the entry corresponding to the first port for the span from Section 6.4, in this
case port “1”.

&) DAISYS Tracer Management Studio - Logged in as sysadmin - [http:Havcert1~Recording Ports Status]

[L File View Window Help - 8 X
¥ d. ALl 5 Port | Type Status
#-1) Active Directory Integration 1 ‘B-Channel [P... ‘ :
-2 SALAPI 2 |B-Chamnel P... | O|IDLE
= 98 Recording Manager 3 |BChamnelP.. | O/ IbLE
oy g’ Egg"’cd;:ﬁ;“'es 4 | BChannelP..| (O ILe
@y After-Call Actions 5 ‘ B-Channel [P‘ 'Q"IDLE
f@ 3rd. Party Interface Net 6  |B-Channel[P... | 4 O IDLE
;{} Recording Port Settings 7 | B-Channel [P... | O IDLE
(5 Ports 8 | BChamnelP... | || IDLE
(&2 Port 3 |B-ChannelP.. | O IbLE
kL Spans — e g =1
X\ Copy Potts 10 |B-Chanrel P...| |O|IbLE
< [ > 11 |B-Channel (P... | /O IDLE
- ] 12 ‘BChanneI P.. ‘ O IDLE
Admin 13 |B-Channel (P... | |O|IDLE
: » | |14 [B-Channel ... | O|ibLe

e,

In the updated screen shown below, check Enabled. For Extension, enter “Txy” where “x” is
the relevant line number from IP Office, and “y” is the two-digit line channel number starting
with “02”. Retain the default values in the remaining fields.

Repeat this section to configure all ports for the relevant span. In the compliance testing, 23
ports were configured, and the corresponding line number from IP Office was 9.

\©) DAISYS Tracer Management Studio - Logged in as sysadmin - [http:Havcert1~Port]

[ Fle View Window Help s
— z
Pot (1 v IDLE i
=9 Recording Manager A lil O
#-1) Recording Rules Enabled
@y After-Call Actions Part Settings

‘E& 3rd. Party Interface Networ

i} Recording Port Settings Port Type |Digital Pri |
EB Trunk Type |B-Channel (PRIBRI) v |
| 2 Port

3 Spans I Extension "T9El2

™ Copy Parts il D e
{5} Recording Manager Status L] Predictive Disler Tap
&3 Calls Status [C] Dynamic License CTI Monitor

% EEBIC;:UZTOIS [] Digit Capture

[7] VAT Status A
L /| X
-
Admin
v v
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7. Verification Steps

This section provides the tests that can be performed to verify proper configuration of IP Office
and Recording Server.

Log an agent in to the hunt group to handle and complete an ACD call. Follow the procedural
steps in Section 6.2 to launch the Management Studio application, and log in using the
appropriate user credentials.

Select Historical Calls in the lower left pane, followed by My Folder > All Calls I Can View
in the upper left pane. Verify that there is an entry reflecting the last call, with proper values in
the relevant fields.

Double click on the entry to listen to the playback. Verify that the call recording can be played
back.

\©) DAISYS Tracer Management Studio - Logged in as test1
File  View Config ‘Window Help

Historical Calls All Calls | Can View

=5 My Folders ® & t-s00f145 © < Find
(24 Calls | Shared
% Calls Shared To Me (0) [£] o& g | Start Date/Time Duration Extension Call Direction Outside Number Qutside Name s
) My Calls a 12{6{2012 3:13:58 PM 1:15 20031 Inbound (908) 848-5601 &
() AllCalls | Can View
£ Call Folders

=) Call Search Folders
9 Work Queue Folders
) Folders Shared To Me

[€

< ' >

OAISYS Capture: Outside Number: (908) 848-5601 Date: 12/6/2012 Start Time: 3:13 PM Duration: ...

B-2/bhOoMUENMO S D

e || —  Detailed View | Displayed Sections ~ H B e 0.8 8 a3
Historical Calls 4 Details At Time: 3:14:30 PM 048 0:10 8:29 0:30 0:40 0:50 1:00 1:10
) [ se—"—— o — e — i — T — i ——
5 (908) 848-5601
LiveiGalls 8 DN|S): 7328529000 xT907 @3 x20031 { L3 x20031
& x20031 @2 x20031 #2x20031
Reports & (908) 848-5601
Admin
)')
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8. Conclusion

These Application Notes describe the configuration steps required for OAISY'S Recording
Server to successfully interoperate with Avaya IP Office using trunk tap. All feature and
serviceability test cases were completed with observations noted in Section 2.2.

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

1. IP Office Manager 8.1, Document 15-601011, Issue 250, April 2012, available at
http://support.avaya.com.

2. OAISYS Administration Guide, Version 7.2, May 29, 2012, available at
http://www.oaisys.com/downloads/OAISYS_Version_7.2_Administration_Guide.pdf.

3. OAISYS Management Studio User Guide, Version 7.2, May 23, 2012, available at
http://www.oaisys.com/downloads/OAISYS Version 7.2 Management Studio User qui

de.pdf.
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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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