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Abstract

These Application Notes describe the configuration steps required for the Interactive
Northwest Partner Analyst to successfully interoperate with the Avaya PARTNER ACS with
Partner API Enabled. Features and functionality were validated and performance testing was
conducted in order to verify operation under load. 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 the compliance-tested configuration utilizing Avaya
PARTNER ACS R6.0 with Partner API Enabled and Interactive Northwest Partner Analyst 1.0.

The Interactive Northwest (INI) Partner Analyst is a monitoring and reporting application that
enables businesses to determine incoming and outgoing call activity at both the extension and
trunk (line) levels. Features provided by Partner Analyst include:

e Near-real time monitoring capability
e Historical reporting summaries on lines
e Historical reporting summary and detail information of monitored stations

The Partner Analyst interfaces with the PARTNER ACS by connecting the SMDR/PARTNER
API port of the PARTNER system to a serial port on the Partner Analyst PC. Partner Analyst
can be used to monitor incoming calls on analog and non-DID T1 trunks configured on the
PARTNER ACS. DID calls are not reported by Partner Analyst. All outbound calls are eligible
for monitoring. Inbound calls are monitored to the extent possible on the real-time monitoring
screen. Internal (extension) calls are not monitored nor reported on. Partner Analyst is a passive
system; it does not provide any call routing capability as an ACD. Rather, it is a reporting tool
for incoming and outgoing trunk calls.

Please refer to the Partner Analyst product documentation or contact Interactive Northwest
technical support for more information.

The tested configuration is shown in Figure 1.
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Figure 1: Avaya PARTNER ACS with Interactive Northwest Partner Analyst
Configuration

1.1. Compliance Test Notes / Observations

Partner Analyst is not recommended for use with PARTNER ACS systems
configured with DID trunks: PARTNER ACS currently reports incoming DID calls as
station calls. Partner Analyst only monitors inbound or outbound trunk calls. No call
data will be available for DID calls in this release.

Difference between real-time and report generated information: Real-time counters
in the INI Partner Analyst Reporter window and information provided in generated
reports did not always match. Interactive Northwest explained that the counters provided
for real-time monitoring, e.g., Avg. Hold time (line), will not necessarily map to
information provided in the generated reports because the real time information relates to
incoming calls whereas the reports at the extension level focus on agent statistics.
Interactive Northwest will make clarifying statements in the documentation.

Conference call events are not monitored or recorded properly: Partner Analyst does
not monitor conference call events because PARTNER ACS does not provide conference
call state information for Partner Analyst to track at this time. During a conference call,
Partner Analyst logs the originating extension’s talk time in the real-time monitoring
window as well as the report; however, all other extensions added to the conference call
will be reported in the “Other” column of the real-time monitoring window. Data in the
“Other” column is never saved in the database and will therefore not appear in a
generated report. This results in only the originating agent getting credit for the call.
Call Hold events at the extension level are not monitored but do impact counters:
PARTNER ACS does not provide call hold state information for Partner Analyst to track
at this time. No call hold status is displayed for a given extension in the Extension
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Monitoring tab of the INI Partner Analyst Reporter window. However, a call put on hold
will appear as a yellow triangle in the Line Monitoring tab of the INI Partner Analyst
Reporter window. Call hold times at the extension level can only be inferred from the
difference in the talk-time and duration for a call in the Extension Detail Report.

e Call Transfer events at the extension level are not monitored but do impact
counters: Call transfers are not monitored by Partner Analyst because PARTNER ACS
does not provide call transfer state information for Partner Analyst to track at this time.
However, the call type and count for each station is tallied. For example, the line
summary report will show one incoming call; however, the extension reports will show
each agent handled one call. So, for a transfer, there would be one inbound call per
agent. Interactive Northwest will update the Partner Analyst documentation to clarify
these scenarios.

e Monitoring Voicemail Extension: The voicemail extension (x78) cannot be monitored.
Partner Analyst does not put extension x78 in the list of displayable extensions.

e Monitoring ASA Extension: Call Detail reports for the ASA extension (x00) are not
provided. ASA calls show up as extension 00 but data on these calls can only be
obtained from the extension summary report. Interactive Northwest does not make a call
detail report available for the ASA extension because it only receives incoming calls.
However, a Call Detail report would show the timestamps for incoming calls to ASA that
may provide more meaningful data than what is provided in the summary report.

e Hangups counter: The Hangups counter in the INI Partner Analyst Reporter window
increments on calls that were on hold and hung up by the outside caller, calls hung up by
outside caller before being picked up by agent, as well as extensions taken off and on
hook without placing a call.

2. Equipment and Software Validated

The following equipment and software were used for the configuration provided in Figure 1.

Equipment Software
Avaya PARTNER® ACS R6 with PARTNER API
Enabled

Avaya PARTNER® 6, PARTNER® 18D, and -
PARTNER® 34D Telephones
Avaya 355AF RS232 to 8 Pin Adapter -

Interactive Northwest Partner Analyst 1.0
US Robotics Modem -
Generic PCs Windows 2000 Professional

3. Configure the Avaya PARTNER ACS

These Application Notes address provisioning of the PARTNER switch as it relates to
integration with INI Partner Analyst. For all other provisioning information such as provisioning
of the trunks for outbound dialing, call coverage, hunt groups, and extensions, etc., please refer
to the PARTNER product documentation.
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Step | Description
Launch PARTNER PC Administration application

1. | Log in to the PARTNER Admin PC and go to Start — Programs — Partner
ACS R6.0 PC Administration —» PC Administration to launch the PARTNER
ACS PC Administration application. Connect to the PARTNER System and log in
using the appropriate credentials.

2. | In the PARTNER ACS PC Administration window that appears, double-click
System on the left side of the window to open the list and click General
Parameters to display the general parameters form on the window.

3. | In the General Parameters form that appears, verify System Version is set to
PARTNER ACS API for R6.

E INIker—m.Hm PATNER |:5 |: Adinistrin o L1 )
File ‘iew Administration Tools Help
|| Bz ¢)%] AvAYA

= 0 PARTMER ACS API for RB Systen

E@ System General Parameters

General Parameters o &?

E{E Central Office Parameters el el =)

- 5B adunas _

_____ &P Automatic Syskem Answer { Syztem Version: |F'."-‘«HTNEFE ACS AP for BB
NOTE 1: If the PARTNER ACS is not on this version of software, stop and do not
continue until the PARTNER system has been upgraded to it.
Verify API (#615) is set to 1 API On

4. | From PARTNER extension 10 or 11, press (System Program) (Feature) (0) (0)
(Left Intercom) (Left Intercom) (#) (6) (1) (5). 1 API On should appear on the
telephone display. If it does not, enter (1) to turn it on.

Verify API Internal Monitor (#616) is on and set to 1 All Calls

5. | From a PARTNER extension 10 or 11, press (System Program) (Feature) (0) (0)
(Left Intercom) (Left Intercom) (#) (6) (1) (6). 2 External Calls should appear
as the default state on the telephone display. Enter (1) to change it to 1 All Calls.
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4. Configure the INI Partner Analyst

These Application Notes address provisioning of the INI Partner Analyst as it relates to
integration with Avaya PARTNER ACS. For all other provisioning information, please refer to
the INI Partner Analyst product documentation.

Step | Description
Launch Partner Analyst Server
1. | Log in to the Partner Analyst PC and go to Start — Programs — Interactive
Northwest Inc — PAServer to launch Partner Analyst Server. A new icon will
appear on the Windows taskbar for the PAServer application. Double-click the
icon.
- REeU () T
2. | In the INI Partner Analyst Server window that appears, click Select Port.
{} INI Partner Analyst Server o =]
R eporting
# Days to K.eep Data
3E5
Apply | DE Maintenancel
E =it |
iStatus: Partmer mot detectl Data Received
3. | In the Select Port window that appears, select the serial port on the Partner Analyst
PC that is connected to the Partner API/SMDR port on the PARTNER ACS. Click
OK.
x
The configured serial port iz not walid.
Flease choose another port.
COM1 |
L0k Carcel |
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Step

Description

In the INI Partner Analyst Server window that appears, verify ‘Status: Connected!’
appears at the bottom of the window. Minimize the window.

{} INI Partner Analyst Server o ]

3 Reporting—————
# Dayz to Keep Data

365

Apply | DB Maintenance |
E uit |

IStatus: Connecked! I | Data Received
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Step | Description
Launch Partner Analyst Reporter
5. | On the Partner Analyst PC, go to Start — Programs — Interactive Northwest
Inc — PAReporter to launch Partner Analyst Reporter.
% INI Partner Analyst Reporter 1l -|of x|
File  Edit Wiew Help
Q Display 82 Agents 0 Lines M Repart: ~ €2 Refesh ‘E;? Reconnect -~ Reset
i |nes Taotal Calls  On Hook Off Hook Hangups Inbound Outbound  MaxHold — AwgHold | -
3 TR R R el L o it o
| B (e Monkaiing o [[7  Jte | {8 | {o_ |{B TS R =
| '@’\ Thresholds E stemzsion Monitoring \l\lj_iﬂ_e_[ﬂonitnring b
Extensions Ert| Mame | Hock| Line] Tope | In | Ot | Other| Talk In | Talk Out Other | Current |
o [0 Station 10 L™ | 0 0 0 0000 0000 00.00 00:04
& M” E’;S'D” {3 |11 Station 11 = [0 0 0 000 0000 0000 | 0004
S J |12 Station 12 P [0 0 0 0000 (0000 0000 0004
. Thresholds 1 |13 Station 13 = 0 0 0 000 0000 0000 0004
w | |14 Station 14 | ] |0 0 0 0000 0300 0000 | 0004
Reports (%) 13 |15 Station15 | |0/ 0| 0 000 0500 0000 0004
| |17 | Station 17 " 0 0 0 0%00 0000 | 00:00 0004
el Line Summary
E stenzioh
I_ Summary
Extenzion
it Detail
L Application Log
| Connection Established| || Server Online I |
NOTE 2: The Load bar (top right of window) reflects the current amount of data
events being sent by the PARTNER ACS to Partner Analyst. As the event volume
from the PARTNER ACS increases, the load bar will go from green to yellow to
red. Red is cause for immediate concern. It indicates the PARTNER ACS, due to
system load, may not be reporting all event information to Partner Analyst, and
because of that data integrity is jeopardized.
6. | In the INI Partner Analyst Reporter window, click Display to customize the
extensions and lines to display in the Extension/Line Monitoring windows.
JRT=TEY
File Edit Wiew Help
;1 Display | 8% Agents .. Lines Iﬂ Reports - €8 Refresh ’@ Reconnect =5 Reset
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Step

Description
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7. | In the IPA — Monitoring window that appears, check all extensions and lines to
display and click OK.
x|
“E stenzions ~Line
@EDMDEEDMD@DED #01 [#] 03 []17 [] 25
M 11192 ]3[4 []5 W] 02 [#] 10 []18 [] 26
W1z J20[J2e[]3 []44[]52 W o3 1 [J1a[]z27
M3 ]2 [J2a[]3 []45[]53 W 04 [J12[J20[] 28
(14 J22[]a0[]36[]46[]54 [P 05 [J13[J21 []29
sz xn []B¥ [ []5 W06 [J14[J22[]30
[]16 [J24 []32 []40[]48 []56 [P 07 []15 []23 [] 3
(17 ] []3:3[]4 [J49[]57 [#] 08 []16 []24
Select Select Uncheck
‘ B T B ‘ B
|ul"' 1]:4 | |x Eanu:el|
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@\ Threzholds

(=]

Eztensions (2]

@ Extension
Monitoring

@ Threzholdz

)
i3 Line Summary

|_ Extensian
Summary

Reports

|_ Extensian
Detail

|i_ Application Log

Step | Description
8. | In the INI Partner Analyst Reporter window, click Refresh for the Display changes
to take effect.
T=E
File Edit Wiew Help
EJ Display 824 Agemts . Lines M Feportzs = | €48 Refresh % Reconnect '.;/ Fiezet
Lines (%) | |TotalCalls OnHook Off Hook Hangups Inbound Outbound MaxHold — AvgHold o
i T T o i T Gy e T

E stension Mnnitu:nrir'ug\I Line Maonitoring

Ext| Mame | Hinclke| L|ne| Type|In | 0ot | Other| Talk In | Talk 0w Other | Curent |
10 | Station 10 [ =l 0 00:00 0000 0000 | 0003
11 | Station 11 [P ‘0 0 0 0000 0%00 0000 | 0003
12 Station 12 [ 0 0| 0 0000 0000 @ 0000 0003
13 Station 13 [ 0,0 0 o%00 0000 @ 0000 0003

| Connection E stablished!

!!ie_wer Ohline ”

9. | In the INI Partner Analyst Reporter window, click Agents to configure the
extensions to monitor.
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Step

Description

10.

In the IPA — Agents and Lines window that appears, enter the Agent Name,
Location and check ( ¥) In Use for each agent to monitor and click OK.

IPA - Agents and Lines x|

=T
Agentz . Lines L}
w

Extn | Agent Mame | Lacation |In Use| ;I
10 Idzer 1 W
11 dzer 2
12 dzer 3
#13 dzer 4
14 Station 14
15 Station 15
16 Station 16
17 Station 17

18 UMDEFINED
13 UMDEFIMNED
20 LUHDEFIMED
2 UMDEFINED
22 UMDEFINED
23 UMDEFINED
24 LUHDEFIMED
25 UMDEFINED
2E UMDEFINED
27 UMDEFINED
28 LUHDEFIMED
23 UMDEFINED

_I_I_I_I_I_I_I_I_I_I_I_I-I_I_I_IEETI?I_I

1}

w Ok | |x Eann::el|
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Step | Description
11.| In the INI Partner Analyst Reporter window, click Refresh for the Agents changes
to appear.
=
File Edit Wiew Help
Q Display B2 Agents .0 Lines Iﬂ Reports - [€4  Refresh '@ Reconnect =7 Reset
) Lines Tatal Call:  OnHaok Of Hook Hangups Inbound Outbound MaxHold  AwgHald o
I F=or [mpecrommn | wecromy S — | =
IR Line Moritoring || | ° B J[o | [o] o Jfo |[oooo | fooos | 3
@'\' Thresholds Extension Monitaring  Line b anitaring
Extensions Et| Mame | Hook] Line| Type [ 1n [ Out [ Other| Talk In]| Talk Ot Other | Curent |
Eut 10 | Usgerd [ 00 0 0000 00:00 0000 0004
@M’;ﬁ[;;:fn” 11 User 2 [ =] /0 0 0 0000 0000 | 0000 O0:04
- 12 User3 P 00 0 0000 0000 0000 0004
&b Thresholds 13 Uszerd P 000 0 0000 0000 |O000 0004
Reports (%)
i Line Summary
Extension
I_ Surmnmary
Extension
i Detail
M Apphication Log
| Connection E stablished! ||SewetElnIine || | Lo
12. | In the INI Partner Analyst Reporter window, click Lines to configure the lines to
monitor.

SCR; Reviewed:

JPA 03/10/04

Solution & Interoperability Test Lab Application Notes

©2004 Avaya Inc. All Rights Reserved.

12 0f 17
inipa-partner.doc




Step | Description

13.| In the IPA — Agents and Lines window that appears, enter the Line Description and
check (¥ ) In Use for each line to monitor and click OK.

IPA - Agents and Lines I x|
| N —
[}‘::.ﬂ._gents il Lmes\
Line |Line Description [In Usze| -

2] Analog Trurk 1
e Analog Trunk, 2
03 Analog Trunk, 3
04 T1 Channel 9
05 T1 Channel 10
]33 T1 Channel 11
0y T1 Channel 12
03 T1 Channel 13
09 T1 Channel 14
10 T1 Channel 15
11 T1 Channel 16
12 IMDEFINED
13 IMDEFINED
14 IMDEFIMED
15 IHDEFIMED
16 IMDEFINED
17 IMDEFINED
18 IMDEFIMED
19 IHDEFIMED

TR RRIRIRIRIRIRIE

1}

|ul"' ak. | |x Eann::el|
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Step | Description

14. | In the INI Partner Analyst Reporter window, click the Line Monitoring tab and
click Refresh for the Lines changes to appear.

E INI Partner Analyst Reporter ;lglﬁl

File Edit Wiew Help

|;i Dizplay  8{ Agents 0 Lines M Reports - (€4 Refresh "3 Reconnect =©  Reset

_“’ Lines (%) | |TotalCalls OnHook Off Hook Hangups Inbound Outbound MaxHold — Awg Hold a
. e R e el ki on i
[’ Line Maonitoring . | 14 tﬁ AR ) B L S R R R S
| 8 Thoeshode | [ ynion Moniaiing | Line Monioring
| Extensions a3 Line| State] Type| CID Name | Mumber | Account |Extri| Ir | Dut| Hangup| Curent |
] el o oo 0 0208
=, Extension 12T o oo 0 |0%0s
Monitaring { [03 | & a0 0 o0e
$- Thresholds 1 o4 | 00 0 0onoe
7 i (05 | & oo 0 0008
Reports 06 | & oo 0 0o0e
: 07 | o oo 0 0308
() Line Summary 08 | o 00 0 o0
m Estension 09 | & oo 0 0008
= Surnrnary 10 o oo 0 00:06
m i 11 | & oo 0 0208
Detail
11 Application Log
w1
| Connection Established! S 2

5. Interoperability Compliance Testing

This Interoperability Compliance Test included feature, functionality and performance testing.
Feature and functionality testing examined Partner Analyst Reporter’s ability to properly monitor
incoming and outgoing calls. Performance tests verified the configuration continued to function
properly while operating under load.

5.1. General Test Approach

Feature and functionality testing was performed manually. Inbound calls were made to the
PARTNER ACS from analog and T1 trunks. The PARTNER ACS reported call data via the
SMDR/PARTNER API port connected to the Partner Analyst PC. Partner Analyst reflected the
call information in near real-time (as fast as it received records from PARTNER ACS) and
stored call data in its database for reports. Analog loop start trunks from the central office were
connected to the PARTNER. TI1 trunk connectivity to the central office was simulated during
testing by connecting the T1 port on the PARTNER ACS to an Avaya Communication Manager
system.
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Performance testing was accomplished by utilizing call generation tools for placing calls from
T1 to analog station ports. Analog station ports on the call generation tool were connected to
analog station ports on the PARTNER ACS — each port was assigned to a distinct hunt group on
the PARTNER ACS. The T1 port on the PARTNER ACS was connected to the T1 port on the
call generation tool. Call scripts were written to place calls to the PARTNER ACS via the T1
trunk. Each T1 channel was assigned to a distinct hunt group for a one-to-one mapping between
each T1 channel and analog station port. On execution, each call generation script on the T1
placed a call to the PARTNER ACS. Scripts running on the analog station ports waiting to
receive these calls answered the calls.

5.2. Test Results

All feature, functionality, and performance test cases passed successfully. Overnight
performance testing at a rate of 875 — 890 Busy Hour Call Attempts was conducted.
Performance statistics were captured on the Partner Analyst PC to ensure that it was able to
handle the call volume.

6. Verification Steps

The following steps can be used to verify system operation after a field installation:

e Double-click the Partner Analyst Server icon running on the Partner Analyst PC and
verify it shows “Status: Connected” at the bottom of the window.

e Launch Partner Analyst Reporter and verify the status bar at the bottom of the INI Partner
Analyst Report window displays “Connection Established!”

e Place an inbound analog trunk call to the PARTNER ACS and answer the call at a
monitored and displayed extension on the Partner Analyst Reporter, e.g., extension 10.
Verify the extension in the Extension Monitoring window appears off hook and the
incoming analog trunk line being used displays which extension answered the call.

7. Support

Customers should call the Interactive Northwest Customer Service Center when having problems
related to Partner Analyst. Interactive Northwest will then determine the nature of the problem
and recommend the best plan to the customer, whether it is to:

¢ Fix the problem through remote access.

e Dispatch, at Interactive Northwest’s discretion, on-site technical support.

For technical support on Partner Analyst, contact the Interactive Northwest Customer Service
Center at (800) 808-8090. Technical support email can be sent to support@interactivenw.com.

8. Conclusion

These Application Notes describe the required configuration steps for Interactive Northwest’s
Partner Analyst to successfully interoperate with Avaya PARTNER ACS R6 with Partner API
Enabled. Features, functionality, and performance were successfully compliance tested.
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9. Additional References

PARTNER® ACS Release 6 Installation, Programming, and Use, Issue 4, 518-456-803, May
2003

PARTNER® Advanced Communications System Application Programming Interface, Issue 1,
CIB 3243, October 2003
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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
DeveloperConnection Program at devconnect@avaya.com.
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