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SHORETEL TRUNK SIDE INTEGRATION

ABOUT THIS GUIDE
This manual, ShoreTel Trunk Side Integration, explains how to configure an OAISYS
recording solution to record calls via trunks, while obtaining CTI data from ShoreTel.
It enables people, teams, and organizations to capture greater insight into their

phone-based interactions, providing more efficient management of their overall
business operations.

INTENDED AUDIENCE
The information provided in this manual is written for experienced technical support
representatives and IT/Networking administrators. Users should be familiar with

ShoreTel terminology and programming procedures.
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e Windows Server 2008
o If running ShoreTel versions 9.x, the ShoreTel HQ Operating System
MUST be running the same version OS as the OAISYS Server

REQUIREMENTS

e Verify all Windows Audio Devices are disabled
o Window Audio Device is accessible through the Device Manager
e ShoreTel trunk descriptions (IDs) MUST be unique, i.e. no duplicate
extension IDs
e We do not record internal (intercom or station-to-station) calls through this
integration
o This is a limitation of any trunk side solution, as internal calls are not

routed through the trunks
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AISYS
INSTALLATION

1. Install the ShoreTel DVM software on the OAISYS Server
a. You can access the ShoreWare Remote Server software directly from the
main ShoreTel HQ server by directing your browser to (for ShoreTel 10.2
and prior)

http://servernameoripaddress/shorewaredirector/remoteinstall

For ShoreTel 11.x to current, please download from the ShoreTel website

2. Add an Application Server in ShoreTel programming for OAISYS

/2 ShoreWare Director - Windows Internet Explorer

=10l %]

6;;' - I‘L) http:/localhost/ShoreWareDirector MainFrame. asp j @ || X IﬁGE'E'D‘E

9. Favorites | 905 @ suggested Sites ~ &) ShoreWare Director @ | Web Slice Gallery » &5 Shoreware Director (2)

{55 shoreware Director

| &' = [ @' Page ~ GSafety = Toals - @-

@ ShOr‘eTer éc?lf ISI;::":&I? n S ervers New | Copy | Save | Delete | Reset
ShoreWare Director

Help

Build 16.23.5631.0 Edit this record Refresh this page
Logoff Mario H Name: rrrrra—
Administration = 5 .
+ Users... Host IP Address 192.168.0.55 Ping this Server |

+ Trunks... .

+ IP Phones... Site: Headguarters

» Switches... SoftSwitch Name Z775horeTsd
o Primary

o Spare Maximum Trunks for Vioice Mail Netification (1- 200): [4

+ Call Control...

o Account Codes Account Code Local Extension

o Bridged Call
cpERE e ™ Allow Voice Mailboxes

2 Hunt Groups

o Paging Groups Voice Mail and Auto Attendant

o Pickup Groups

. Routeppnintg Voice Mail Extension 3000-200

g ?;ggzr:iesctlsCodecs Voice Mail Login Extension 3000-201

o Options

+ Voice Mail... Auto Attendant Extension 3000-202
» Auto-Attendant .
e Assigned User Group: Executives e

+ Workgroups y
« Schedules Default Auto-Attendant Menu |De|au|t (Menu) 3000700 7]
+« Communicator... . 5
e System Directory Voice Mail Interface
+ Application Servers Mode: <Hone> >
» Conference Bridges
« IM Servers Database
= SIP Servers...
- Sites | [ Enable Local Database
+ System .
pParameters... Use Database on Server Headquarters =

+ Preferences

Maintenance © 1998-2010 ShereTel, Inc. All rights reserved.
» Quick Look
« Voice Mail Servers

e Switch Connectivity

« Conference Ports

« Event Log...

s Services Rd|

I [T [ T [ | [&vrocalintranet | Protected Mode: Off vy v [R00% - 4

3. Configure the trunk IDs

a. Each trunk ID (description) MUST be unique, numerical, and five (5) digits
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or less for each trunk

For example: On a PRI, the trunk channels (1-23) could be labeled as
9401-9423 (See “Description” field in the screen shot below)
b. Once trunk IDs have been created/modified, the ShoreTel TMS service

MUST be restarted in order for trunk monitoring to occur

/2 ShoreWare Director - Windows Internet Explorer

g [=[

mﬁ - IE:) http: /flocalhost/ShareWareDirector MainFrame. asp j W[4 K l Google

¢ Favarites

@ ShoreWare Director € | Web Slice Gallery = @ ShoreWare Director (2)

&) Shareware Director | |

Hi - B -

[ i - Bage - Safety- Toos - @~

& Shorelel

ShoreWare Director

Switches |

. . Copy | Save Delete
Edit ShoreGear T1 Switch

Reset |

Halp 2]

Edit this record Refresh this page
hame:

Build 16.23.5631.0
Logoff Mario H

Administration =

+ Users... Description Lab T1 Switch

+ Trunks...

+ IP Phones... Site: Headguarters

+ Switches... - -
o Primary IP Address: 192.188.0.130 M‘
o Spare

+ Call Control... Ethernet Address 00-10-49-00-4F-98

+ Voice Mail... .

+ Auto-Attendant Server to Manage Switch Headquarters -
Menus o

+ Workgroups payer:

+ Schedules Protocol Type ISDH User -

» Communicator...

+ System Directory Central Office Type 4ESS -

+ Application Servers

+ Conference Bridges Call by Call Service <None> hd

+ IM Servers

+ SIP Servers... [ Enable Outbound Calling Mame

s Sites i

- o Layer 1:
Parameters... Clock Source lm

» Preferences
Framing Format ESF -
Maintenance

« Quick Look Line Code: BSZS B
* Voice Mail Servers Line Build Out |—1‘5 T

» Switch Connectivity
» Conference Ports

» Event Log... Channel
i

Port Type Trunk Group Jack Number Tx Gain (dB) Rx Gain {dB)

Servi
: E\?:::fiﬁters Edit [Trunk =] [PRITrunk Group =] [o201 [ M
I 2 Edit [Trunk =] [PRITrunk Group =] [o202 [ |u |0
eportin
. pRep_u?ts 3 Edit | Trunk x| | PRI Trunk Group =] |9203 | Jo Jo
0 LTS 4 eait [Trunk =] [PRITrunk Group =|  [0204 [ fo [o
Documentation 5 Edit [Trunk =] [PRITrunk Group »|  [0208 [ fo [o
Administration Guide T
: Planning and 5 Edit [Trunk =] [PRITrunk Group =] [9208 [ Jo [o
Installation Guid
. T:?e:hir::nUs::- © 7 Edit [frunk =] [PRITrunk Group =] [o207 I o [o
. IS'::::‘T A s ear [Trunk 7] [PRITrunk Group ] [9208 [ o [o
. glie_znkt.li. : < 9 e [Trunk =] [PRITrunk Group =|  [0208 [ fo fo =
. uiCl eference
Done a Localintranet | Protected Mode: Off Cg v | 100%  ~
. a-|e 4

OAISYS SETUP

1. Enable and start the ShoreTel Level2 service from Windows Services
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~OAISYS

)

% File View Config Window Help

CTI- Mitel 3300 - Multi Node
SMDR

i) Active Directory Integration
-4 SQL API
=8 g Recording Manager
- Recording Rules
- & ACD Corfig
-0, MterCall Actions
gg 3rd. Party Interface Netwo!
{:} Recording Port Settings
F& Ports
L_d Part B
Q Spans
™y Copy Ports
454 Recording Manager Statu:
~# Calls Status
-2 Device Monitors
& ACD Groups
El VAT Status

m

o Working
VAT System Settings

Total Licenses Limited by Hardware
VolP Ports

Snoop Ports

Recording Share  C:\Recordings

Screen Capture Ports

Inter-Digit Group Timeout: 10 seconds

VolP Settings
Network VolP | ShoreTel | Mitel SRC | Microsaft Lync

Shoretel Tap Info
Route Point Extension
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2. Launch the OAISYS Management Studio to complete configuration

a. Select Recording Manager - Port

- N
T) DAISYS Tracer Management Studic - Logged in as DawnCM - [htlpﬂqa-eaﬂyhuserwpa_élélg

8 X

8 File View Config Window Help -

pot {17 O e

& Net Server -
=1 Emal Enabled
g CTI - Mite! 3300 - Mutli Node Port Settings

SMDR
g ALl Port Type VolP

1) Active Directory Integration

-5 SaL APl Trunk Type VolP Tap -

= % Recording Manager Extension 1032

) Recording Rules
-G ACD Config 1 VolIP Tap Type Shoretel VoIP -

-Gy, AfterCall Actions [ Predictive Dialer Tap
F 3rd. Party Interface Netwo
{5} Recording Port Settings [] Dynamic License CTI Monitor

[k Ports
[T Pot L
~-ig3 Spans
-~ Copy Ports
54 Recording Manager Statu:
#F Calls Status
& Device Monitors
& ACD Groups
--[#] VAT Status

- Evert Log
N i

q [T r
|

Histerical Calls

Live Calls

Reports

e

Admin

Archived Calls

b. Enter trunk IDs (which were programmed in the Shoreware Director)

c. Click Save after entering each trunk extension - then select the next port
to be programmed from the drop-down menu in the upper left side of the
screen

d. Verify that OAISYS is in CTI mode, and that the ShoreTel CTI Service can

see the calls
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) e. Under Recording Manager - select Status

- N
T\ DAISYS Tracer Management Studio - Logged in as DawnCM - [http://qa-early-user~Recording Manager s_@lﬂg
£ S

[ 62 File view Config Window Help _ & x

Status And Configuration
B;{gw:; B o Connection Operating Status
i erver
(4= Email . Server. () Normal
=-<E> CTI- Mitel 3300 - Multi Node
{2 Teols cTilink () Operating
- Status
-3 Port Settings SMOR Service: (_)  Disabled
|& Show Events
- a E“'E"‘ Log SMORPort () Disabled
lonitar
% i"JDH 3 ALlServiee: () Disabled
) Active Directory Integration
i) SQLAPI AlUPort (0)  Disabled
-9 Recording Manager
) Recording Rules PBX Integration By Extension: CTI Monitoring Mode:
& ACD Corfig @

None @ All Tapped calls (Recommended)
g AfterCall Actions

‘EE 3rd. Party Interface Metwork Co— CTiLink Untapped and Tappe:
i5k Recording Port Settings ©) SMDR Link EE
[L, Ports
LTZ Port PBX Integration By Matching Logic:
i Spans
™ Copy Ports N
-5 Recording Manager Status () SMOR Link
&y Calls Status [7] Collect device-state transitions [T] ALlintegration
T Device Monitors
~Sy, ACD Groups
—[%] VAT Status i Database
[0 "
Housekeeping Time: | 12:00 AW | Reload Rules:
Historical Calls
PBX Housekeeping: Account Code Type
Live Calls . _ _
t Time: | 12:00 Al - @ Global & Local
Reports
Admin
‘Archived Calls

f. Verify that the PBX Integration Link is selected on CTI
i. Verify the CTI radio light is green
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3. Expand the CTI ShoreTel and check the Status
a. The ShoreTel TAPI Connection and Net Server radio lights should be

green, and there should be XX lines found (XX value varies)

-WM] D Automaled Servico Conb — ShoreTel TAP! Connection
£ s Lentel 2 TAP! Irdiakeed 62 ines found
=p e
= o Net Server _l
@ (=5 Emad
= @ CTI - ShoreTel
Status
l_,_ Show Events ~ QAISYS Net Server
BH EventLog :
# Moritor @ Working
& SMOR
@ @ AU )
@1 At Niactoe Inbeation v 2 Active CTI Chents
| “ N
Historical Calls F ReynchTAPILinesat [3am  ~]
Live Calls Resynch I
Reports - l e | 55 I
Admin
?
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b. If clicking on setup from here, this screen should appear:

ShoreTel Remote TSP |

Device |

S

Pravider [D: |E|

¥ | fpplication Senver

Server. II::u:thu:ust

Logir:

FPaszward:

Dwned Mumbers:

tonitared Mumbers: I

— Provider Statuz
Connection twpe: ShoreT el Application-Server -
Server: localhost [192.168.5.132]
CurSy: lozalhost
Login: ShoreTel
Connect: F24.01 AWM 31452012 j
Refrezh Save bs. . |

Provider Lzage:

IJze thiz service provider [enable] j

k. I Cancel | Ay |
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TESTING TRUNK SIDE CALL RECORDING

1. Log into OAISYS Management Studio as a user that has access to All Calls
2. Make a test call from one of the tapped trunks to an outside number and speak
on the call for 30 seconds or more to ensure sufficient time to hear both parties
on the call
Refresh the All Calls | can View folder, and the call you made will appear there
4. Click on the green play button to play the call

a. Remember, the computer MUST have a sound card and speakers/

headphones connected to hear the call

w

(7 o o g s g S e
File View Config Window Help
My Folders @ & 1-500f250203 © % Find
| {4 Calls | Shared
l 2% Calls Shared To Me (0) [E o od | Extension Start Date/Time Duration Call Recorded | PVD Origin Address DateTime ~ +
{£3) My Calls = 1206 3/22/2012 11:29-... | 1:14 Yes DATSYS Capture
) All Calls | Can View = 1040 3/22/2012 11:28:.. 1:24 Yes OAISYS Capture E
£59 Call Folders = T9223 3/22/2012 11:25.... | 0:03 No OAISYS Capture
g ﬁgfﬁfu:ﬂ:::@ = 1032 3/22/2012 11:20-.. 0:06 No OAISYS Capture
* ¢ Folders Shared To Me =] 1030 3/22/2012 11:20-... 0:38 Yes OAISYS Capture
=] T9222 3/22/2012 11:19:... 0:07 No OAISYS Capture
=] 1206 3/22/2012 11:15:... 1:49 Yes OAISYS Capture
=] 1534 3/22/2012 11:12:... 7:29 Yes OAISYS Capture
= 1017 3/22/2012 11:11:... 4:59 Yes OAISYS Capture
= 10%10 3/22/2012 11:10:... 0:52 Yes OAISYS Capture
= 1541 3/22/2012 11:09:... 3:07 Yes OAISYS Capture
= T9222 3/22/2012 11:09:... 0:01 No OAISYS Capture
= 1541 3/22/2012 11:07-... 1:02 Yes OAISYS Capture
=] 2502 32213012 11:06:. (=54 Yes DATSYS Canture i
4 m

13

— Detailed View

OAISYS Capture: Outside Number: (336) 249-5948

ENFT VYRR Y

Date: 3/22/2012 Start Time: 11:29 AM  Duration: 1:14

Displayed Sections ~

HE &0 4 HEa s

4 Details At Time: 11:30:06 AM {).E 010 020 030 0:40 0:50 1:00 110 |a
(336) 249-5943
8 o t&taasy 249-5948 Lgg 1208
& x1208 #2x1208
|
A Outside Partes "
a5aneee S ——
Live Calls xT9222
— | E—
4 Amotations
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We recommend using the OAISYS Installation Guide to review the configuration and
setup of the Recording Server:

http://www.oaisys.com/downloads/OAISYS Installation Configuration Guide 2011.pdf

We also have training available to help use, understand, and admin the server. Please
see our training website for available options:

http://www.0aisys.com/tracer7presentations.aspx

If Technical Assistance is required, please call 888-496-9040, Option 4 for Support.
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