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Avaya Solution & Interoperability Test Lab

Application Notes for CT Suite Desktop POM Agent with
Avaya Proactive Outreach Manager — Issue 1.0

Abstract

These Application Notes describe the configuration steps required to integrate the
CTlIntegrations CT Suite Desktop POM agent with Avaya Proactive Outreach Manager. The
CT Suite application is a CTI based contact center solution providing third party call control
and multimedia channels.

Readers should pay attention to Section 2, in particular the scope of testing as outlined in
Section 2.1 as well as any observations noted in Section 2.2, to ensure that their own use cases
are adequately covered by this scope and results.

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 to integrate the
CTIntegrations developed CT Suite Desktop POM agent with Avaya Proactive Outreach
Manager. The CT Desktop agent uses the Agent Desktop APIs of Proactive Outreach Manager
(POM) to integrate agent functionality and manage agents using an Agent Desktop. Agents log
on to Avaya POM via the CT Desktop application using the POM Agent Plugin. All CT Suite
user configurations including POM server configurations are stored in the CT Admin (Web
based administration interface). CT Desktop with POM agent is a thick client application that is
installed on a Windows based Agent Desktop.

During the compliance testing, Avaya POM was configured as CCElite to allow communications
with Avaya Aura® Communication Manager and Avaya Aura® Application Enablement
Service. Avaya POM was installed on Avaya Aura® Experience Portal. Call to and from
Experience Portal were routed via a SIP trunk to Avaya Aura® Session Manager.
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2. General Test Approach and Test Results

The feature tests were performed manually. General test approach was to ensure that the features
provided by POM Agent Desktop API were implemented on CT Suite Desktop POM agent.

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.

2.1. Interoperability Compliance Testing

Interoperability compliance testing included feature and serviceability testing. The feature
testing focused on the following functionality:

Agent Login and Logout.

Agent state: Ready, Not Ready and changing Aux Reason code.
Nailing the agent and new call notifications.

Updating contact details.

Callbacks.

Adding contacts to Do Not Call (DNC) lists.

Call features such as: hold/unhold, Consult, Transfer and Conference.

The serviceability testing focused on verifying the ability of the CT Suite server and Avaya POM
server to recover from adverse conditions, such as power failures and network disconnects.

2.2. Test Results
All test cases were executed and verified.

2.3. Support

For technical support on the CTIntegrations CT Desktop POM Agent, contact CTIntegrations via
phone, email, or internet.

= Phone: +1877 4496775
= Email;: info@ctintegrations.com
= \Web: http://www.ctintegrations.com
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3. Reference Configuration

Figure 1 illustrates the configuration used for testing. In this configuration, Avaya Aura®
Experience Portal interfaces with Avaya Aura® Session Manager via SIP. The CT Suite server
hosted the CT Suite configurations for agents and servers. The CT Desktop was used as the POM

agent desktop.

Avaya 9600 P
Deskphone — Agentl

CT Desktop POM Agent 1

=

Avaya 96x1 1P
Deskphone — Agent2

CT Desktop POM Agent 2

=

Avaya Aura® Experience Portal

with Avaya Proactive Qutreach = 22150
Manager (POM) Avaya Aura® Communication Avaya Aura® System Manager

Manager Avaya Aura® Session Manager

]
|
|
|
|

Avaya DevConnect Lab
Network

Avaya G450 Media
Gateway

CT Suite Server Avaya Aura® Application
Enablement Services

Avaya 9408 Digital
Deskphone

PSTN Phone

Figure 1: Configuration with Avaya Proactive Outreach Manager with CTIntegrations
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3.1. Equipment and Software Validated
The following equipment and software were used for the sample configuration:
Equipment Software

Avaya Aura® Experience Portal running on

. ; X 7.1.0
Virtualized Environment
Avaya Proactive Outreach Manager 3.0.3
Avaya Aura® Application Enablement

. . ) - . 7.0.1.0.2.15

Services running on Virtualized Environment
Avaya Aura® System Manager running on 20.1.0

Virtualized Environment

Avaya Aura® Session Manager running on
Virtualized Environment

7.0.1.0.701007

Avaya Aura® Communication Manager R017x.00.0.441.0
running on Virtualized Environment 7.0.1.0.0-FP1
Avaya G450 Media Gateway 37.19.0

Avaya 96x1 H323 IP Phone 6.6229

Avaya 96x1 SIP IP Phone 7.0.1

Avaya 9600 H323 IP Phone 3.250A
C'I_'Integrations Suite server running on 25

Windows Server 2012 R2

CTlIntegrations Desktop Agent running on 2591600

Windows 7 SP1
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https://10.33.1.10/ASM/faces/pages/dashboard/dashboard.xhtml?clientTZ=240&clientTZName=America/New_York

4. Configure Avaya Aura® Communication Manager

This section provides the procedures for configuring Communication Manager via the System
Access Terminal (SAT).

4.1. Administer Hunt Groups

This section provides the Hunt Group configuration for the call center agents. This hunt group
will later be configured in Avaya POM.

Agents will log into Hunt Group 1 configured below. Provide a descriptive name and set the
Group Extension field to a valid extension. Enable the ACD, Queue, and Vector options. This
hunt group will be specified in the Agent LoginlDs configured in Section 2.2.

add hunt-group 1 Page 1 of 4
HUNT GROUP

Group Number: 1 ACD? vy
Group Name: Skill-1 Queue? y
Group Extension: 3320 Vector? vy

Group Type: ucd-mia

TN: 1

COR: 1 MM Early Answer? n
Security Code: Local Agent Preference? n

ISDN/SIP Caller Display:

Queue Limit: unlimited
Calls Warning Threshold: Port:
Time Warning Threshold: Port:

On Page 2 of the Hunt Group form, enable the Skill option.

add hunt-group 1 Page 2 of 4
HUNT GROUP

Skill? vy Expected Call Handling Time (sec): 180
AAS? n
Measured: none
Supervisor Extension:

Controlling Adjunct: none

Multiple Call Handling: none

Timed ACW Interval (sec): After Xfer or Held Call Drops? n
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4.2. Administer Agent IDs
This section provides the Agent Login IDs for the agents.

Add an Agent LoginID for each agent in the call center as shown below. In this configuration,
agent login IDs 1000, 1001, and 1002 were created for three agents.

add agent-loginID 1000 Page 1 of 2
AGENT LOGINID

Login ID: 1000 AAS? n
Name: Agent 1000 AUDIX? n
TN: 1
COR: 1
Coverage Path: LWC Reception: spe
Security Code: 1234 LWC Log External Calls? n
Attribute: AUDIX Name for Messaging:

LoginID for ISDN/SIP Display?
Password:
Password (enter again):
Auto Answer: station
MIA Across Skills: system
AUX Agent Considered Idle (MIA)? system ACW Agent Considered Idle: system
Aux Work Reason Code Type: system
Logout Reason Code Type: system
Maximum time agent in ACW before logout (sec): system

Forced Agent Logout Time: :

WARNING: Agent must log in again before changes take effect

=

On Page 2 of the Agent LoginID form, set the skill number (SN) to hunt group 1, which is the
hunt group (skill) that the agents will log into.

add agent-loginID 1000 Page 2 of 2
AGENT LOGINID
Direct Agent Skill: Service Objective? n
Call Handling Preference: skill-level Local Call Preference? n
SN RL SL SN RL SL

1: 1 1 16:

23 17:

3: 18:

4: 19:

5: 20:

6:

7

8:

9:

10:

11:

12:

13:

14:

15:
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4.3. Administer Stations
This section provides the extension that agents will log on.

Add a station for each extension in the call center as shown below. In this configuration, station

3301 and station 3402 were created.

add station 3301 Page 1 of
STATION
Extension: 3301 Lock Messages? n BCC: O
Type: 9641 Security Code: * TN: 1
Port: S00011 Coverage Path 1: COR: 1
Name: H323 3301 Coverage Path 2: COS: 1
Hunt-to Station: Tests? y
STATION OPTIONS
Time of Day Lock Table:
Loss Group: 19 Personalized Ringing Pattern: 1
Message Lamp Ext: 3301
Speakerphone: 2-way Mute Button Enabled? vy
Display Language: english Button Modules: 1
Survivable GK Node Name:
Survivable COR: internal Media Complex Ext:
Survivable Trunk Dest? y IP SoftPhone? y
IP Video Softphone? n
Short/Prefixed Registration Allowed: default
Customizable Labels? y
Note: Please note that the configuration of SIP trunk and routing between Communication
Manager and Session Manager was preconfigured and is not shown in this document.
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5. Configure Avaya Aura® Experience Portal and Proactive
Outreach Manager

This section covers the administration of Experience Portal. Configuration for Avaya POM is
also covered in the section as Avaya POM was co resident on Experience Portal

Experience Portal is configured via the Experience Portal Manager (EPM) web interface. To
access the web interface, enter http:/[IP-Address]/ as the URL in an internet browser, where 1P-
Address is the IP address of the EPM. Log in using the Administrator user role. The screen
shown below is displayed.

Note: Some of the screens in this section are shown after the Experience Portal had been
configured. Don’t forget to save the screen parameters as you configure Avaya Aura®
Experience Portal.

AVAyA Welcome, admin

Last boggad in today ot 233117 PN FOT

Avays Aurn® Experience Portal 7.1.0 {(ExperencePortal)
Groand Ab | Callapas Al

Roles Avaya Aura® Experience Portal Manager

* flaul ttme Moaitonng Avays Aua® Experience Portal Manager (EPM) @ the consciidated meb-dased agplication for admnszenng Expenence Portal. Through the EFM
Systarm Mortor viwrface you can corfigure Expenance Porial, check the status of e Sxpenienca Partal camponert, and ganerates reports reluted o systemn aperation
Acvve Cals

Trace Viawer Installed Components
LOG Viewer
Narw Menagar

* Systeen Management
Asslicabion Serves

Media Processing Platform
Mada Frocezsng Platform (MFF) 15 an Avays Meda procecsng server, When an MPP recenves » call from a PEX, it invokes 3 VouoeXNL (or COXML)

TP Mansger spplization on an application seever. It then communicates with ASR and TTS sarvers as necessury 16 procass the call,
MDD Manager
SoMtweie Upgrade Emall Service
Syatam Rackup tmnl Serice ip 3 Dxpenesce Portyl fasture whoh Drovides a-mai capsiites
* Systeon Canfiguration
Apchizaten:
St By HTML Service
ey Serve HTML Servios = an Expenence Portal feature which suppants wed aoglications with HTMLS capabidties. It inchudes suppor for bruwser based services for
A mabile devices
Zpeach Carvers
VolF Connectiona Proactive Outreach Manager
Loman Avays Prosctive Outrssch Mansger (PON) provides » sohution for unfiad, madtichannal, mbound and cutbound srchesctyre, with the capstsiey to
¥ Security communicate throogh diterent channeis of interacbon, from Short Message Service (SNS) to e-mal to the tradtional vasce and video
Cantificates
Ucensing
* Neparts SMS Service
nandard SMS Service is an Experence Portal featise which provides SMS capabiities.
Custesn
=hadules
- Multi Madia Contiguration .
tmar Legal Notice
HrmL =AtE & v
sms © 2016 Avays Inc.
- POM
BOM Nome All Righss Reserved
SOM Momtor
Setice
While reascoable efforts have been made ©O ensure that the
nfrrmaring tn shiy drmimpntr 19 copelats and pgucicarg gt the time oF =
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5.1. Configure a SIP VolP Connection

To configure a SIP connection, navigate to the VolP Connections page and then click on the
SIP tab (not shown) and select Add. On the Change SIP Connection page, configure as
follows:
Set Enable to Yes
e Set Proxy Transportto TCP
e For Proxy Server:
o Type in the Session Manager SIP interface IP address in Address
o Type in the Session Manager SIP Port in Port
Type in Listener Port to 5060
Type in SIP Domain to bvwdev.com, as configured in Session Manager.
Type in a value for Maximum Simultaneous Calls, as needed.
Select All Calls can be either inbound or outbound

Welcome, admin
Luat fogped in bodey ot 2:13117 P POY

AVAYA

Avayas Aura® Expanence Portal 7.1.0 (ExperiencePortal)

Ewpind AR | Collapse AN

¥ User Managament
Reles
Usurs
Loagin Options

* flaal time Monitoreg
Systam Manior
Asttem Calls
Part Distribution

* System Manatanaoce
Traca Viesar
LG Viewer
Alarm Mensger

¥ System Masmsgemant
Applcation Server
IFN Mannger
MEP Marager
Software Upgrade
Symtam Eackup

* Systam Conliguration
Appicabons
ERNM Servacs
MOP Servers
sNME
Speach Servers
Vol Connections
Tanes

Secunty
Cantiticatns
Lcenting

Stundard
Custom
Scheduled
* Mults Media Canfiguratscs
Trevmd
T
Mg
- POM
DOM Hore
D3I Montor

tams ¥alf Connectiony

Change SIP Connection

Use this page t& change the configuration of a SIF cannectan,

Name ASMTD
Erable: 9 Yes No

Proxy Transport: TCP »

® Proxy Servers NS SRV Domain
10.33.1.12 5060 0 0 Remaove

Latener Port: 5060

S1P Domen: bwvwdey.com

P-Assented-ldentty

Maoormum Redirscton Attampts: 0

Corsultsbve Transfer: B INVITE with REPLACES REFER

SIP Reject Response Code: ® ASM (303) S5 (400) Custom (3603
SIP Timers

T 250 miliseconds

T2 2000 milsaconds

8 and F: 2000 milkiseconds

Call Capacity

Mazenum Simultanecas Calls: S0

® Al Calls can be ather inbound or outbound

Configure number of inbousd and cutbaund cals sliowed
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5.2.

Verify Applications

Note that the applications needed for Avaya POM were configured during Avaya POM
installation. To view the list of application, navigate to System Configuration - Applications.

AVAYA

Weicome, admin
Last logged in boduy at 2:23:17 FM POT

Avaya Aura® Experience Portal 7.1.0 (ExperiencePortal)
Sxpaad AR | Catages Al
Home
* User Mansgemant
Roles Applications
Users
Login Optiona
* Rasd time Manitanng Thes page disglays the apohcatons that are currertly deployed on the Experance Fortal system
Systam Monltar
Active Calls
Part Dustribution \aunch Ordel
¥ System Maintsnance Requested{Cantigurabl
Trace Viawar s Applscatro
‘.“ V‘:" Calls varishles
laem Manager —_—
- Sycteen o Petp.//10.33.1.23: 7080
ety Yes 20Mapplicabon /AvayaFOMAgent/Start Outbound No ASR None Fd
Y aneant PR o/10,33,1.2317080
S0 m:l::nd- AvavaPOMANNouUNcamEt Yes POM: Appl [AvnynPONA wrt Outhound No ASR o TTE None V4
Syatem Backup At
* System Configuration Papl//10.33.0.23: 7080 Inbeung
At Avay el Yoo emed /AvavaPONEmsi/Start  Defauk 'O ASR No TTS None
iz Ptp//10.33.L. 231 7000
MPP Sarvere o p//10.33.1.231
ShNP AxayaPONNatifine Yor  POM:Application L0 tliar S Outbound No ASR o TTS None
Goeech Sarvers §
¢ ketpa//10.93.0.23: 7020 Inbound - =2
AYAYAPONSME -
et oGl ves -GS [AvayaFONSMS/Stat  Defauk 'OASR - NoTTS  Nane
v Secwrity Marp//10.33,2.23: 7080 Enghsh(USa) Englah{USA}
Cetificatas CallContrgl Yer  VowexML fcatcontroliveiceXML 4202 :"u’; en-US Tom  None
Utanmng faartvoenl _ M
-
Engleh(USA}
Standard . Retps://10.33.1.23:748] English{Usa)
Custom Nader Yes POMINatler MNuerfocxmill start.mp cubound it :n US Tom None
Scheduled
* Mult-Meda Canfiguration Mtps://10.33.1,23:744) English(USA) Englah[USA)
Emai BomDroverApn Yes POMI Drvver /PomDrverApp/coxm| Outbound o ( en-US Tom  None
s [start jip -l
'x TR L kB i Englah(Us A‘mﬁ,
DO Hores Tast COXM] Yes COow /mppimisc/avptestaco 43018 P =% en-uS Tom  None
BOM Moneor {roct.coxml ew "
hp//10.33.0.04 English{USA) Englsh{usa)
Test XML Yes  VoiceXML mop/msc/avptesape 4300 v £0-US Tom  Hone
{intro.vxon! b L]
[ico |
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5.3. Configure Avaya POM

When Avaya POM is installed on Experience Portal, a sub menu is added to EPM. On the left
pane, select POM Home under POM. All configurations for Avaya POM are performed from
this page, POM Home.

Wel , adml
AVAYA O oo

Avaya Aura® Expernience Portal 7.1.0 (Experieacefortal)
Expang All | Callapas A2

Proactive Outreach Manager 3.0 POM Mamne Camgaigns = Contacts ~ Configurations
* Uner Management
Rules
Unars E&B(‘IE
Login Optcna 2262016 02:56:22 |
» Manl-Ainme Mositoring Last poll 07/26/2016 02:56:22 PH
Syatemn Neotor Proactive Outreach Manager 18 an apphcation for interattive suthound Voice, SMS and E-mail notfications. With Proactive
Actiyw Cals Outreach Manager, vou can eadily dasign and deploy Campaigns that deliver the right information and servics aver the night
Fort Distrisution media from the nght resource at the right time

- System Maintesance
Temch Views: Customeze View: [ #ielp: [T ]
Log Viesar
Aarm Nanager

~ Systom Manasgament
Aoplication Server
EPM Manager
MO Manager
Softemre Upgrace
System Backup

Soeech Servers
velP Connactions Proactive Outreach

Zomes
o Manager

Curtficates
Licemting

* Reports &
Sranderd

Custom
Scheduled
= Maiti-Mudie Comfiguratsom
Email
HYNL
s
- PoM
POM Home
DOM Manitor
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5.4. Add POM Server

From POM Home, hover over Configurations and select POM Servers; click Add to add
Avaya POM server. On Add POM Server page, type in a name in POM Server Name and type
in Avaya POM IP Address in POM Server IP Address and Select Continue. Note that since
Avaya POM was installed on the same server as Experience Portal, IP Address of Experience
portal was used.

Wedc , athmi
AVAYA P D

Avaye Aura® Experance Portal 7.1.0 (ExperiencaPortal)

e Lt ALl Proactive Outreach Manager 3.0 POM Home Campargns = Contacts = Configurations =
* User Managomaent
LB
Users Add POM Server
Login Optinng
~ Resd-time Monitenng
i:"‘:"_’:::‘;"""' Use this page to add 4 new POM asrver
Port Destvibution
¥ Systewn Maintanance POM Server Name
Trace Vv
Log Viewer POM Server [P Address

Alwtm Menager

v Symtum Messgemunt .
spplcaton Serve | Continue | Cancel | ey |

ESM Manager
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On the Edit POM Server page check box for Trust this certificate and select Save.

AVAYA

* Usear Managemant
Roles
Users
Login Optians
* Read time Manitanng
Systeam Monikar
Active Calle
Port Distribution
* Systeen Maintenance
Trace Viawar
oG Vs
Alarm Manager
 System Masagemont
Applcaton Server
M Manager
HEP Manage:
Softnare Upgrade
Eyatam Backup
v Systams Configuratss
Applcatons
EoM Servers
MPO Servars
Shine
Spenth Servers
velf Cannustions
Zunes
¥ Secwrity
Curtificatus
Leunung
¥ Reports
Standerd
Custom
Scheduled
* Mults Madia Configuration
bt
NTML
ENS
* POM

Avaya Aura® Experience Portal 7.1.0 (ExperiencePartal)
Sxpaad AD | Catages All

Waicome, admin
Last logged in boday ot 2:13:17 PN ROT

Proactive Outreach Masager 3.0 FOM Home

Edit POM Server

Use this page ta change the corfiguration of & POM Server
POM Server Name  pam

Host Address: 10.535.1.23

POM Cartificate

Cunac: Cliewpel. brwder . com, O=Avays, TOepoN
Tancer: Ceepn’l brwdev DO
Ferial Wusber: ¥S23555

Valia Trom: 97/Q
Carzificete

DA/I036 0R:13:13 P

PR DAIRT IR0 6 TRIT]

P00 DR Fo Rd 4R 40 inl le:RR:TaRY

Categories and Trace Levels »

[Sove Thooly 1 Conco | il |

POM Mame
POW Manzar

5.5. Configure POM Server

Outbound settings will need to be configured for Avaya POM to place outbound calls. Navigate
to Configurations = POM Servers = Outbound Setting (not shown). On the Voice Server
Page, click on the name of Voice Server; EPM, in this case.

Wedcome, adain
Last legged m todey ot 2:13:17 B 00T

AVAYA

Avaya Aura® Experience Portal 7.1.0 (Expernencefortal)
Sxpand AF | Cofazes All

Proactive Outreach Manager 3.0 POM Home Contacts ~

¥ Usar Mansgemuent
LEES -
Usieba Voice Servers
Login Options

¥ Kual-time Monitering
Syztam Monfior

This page displays the list of voice servers. Dependng on your user role, you can add, modfy and delete vosce sarver for outcalling
Active Calls
Purt Distsibunan

* Syvtam Mamtanance [ [namel _1r Address |

Trace Viessat EFM  epm7l.bvwdev.com
LG Viewer
Alarm Maneget

* System Masagement
Application Servaer m
EPM Manager
MPP Mpnsoer
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On the Edit Voice Server page, type in the User Name then Password, as configured for
Experience Portal. This username and password is obtained from the Outcall section of System
Configuration > EPM Server - EPM Settings.

AVAyA Welcome, admin

Last logged in today et 2:13:17 P POT

Avaya Aura® Exparience Portal 7.1.0 (Experienceforial)
Expand All | Callapse AN

Proactive Outreach Manager 2.0 POM Homwe Campagne ~ Comtucts ~ Configuratees ~
* User Management

ol . .

Vs Edit Voice Server

Login Outivns

Ths page silows you to modify Voice Server for outbound zaling

* System Maintenence Name oM

Log Viewer IF Address epm7? L bvwdev.com
Alarm Narager
¥ System Management User Name " samn
Application Server
£PM Manager
MP2 Manager
Softsmre Upgrade
oo Chei
* Systam Configuration
Azplizations
EPM Sarvers

Passwocd

KP; Reviewed: Solution & Interoperability Test Lab Application Notes 15 of 33
SPOC 9/12/2016 ©2016 Avaya Inc. All Rights Reserved. CTDesktopPOM



5.6.

Configure CTI

From POM Home, navigate to Configurations = CC Elite Configurations and select Add
CTI Detail under CTI Configuration (not shown). On the Add CT]I Detail page, configure as

follows:

e Typeinaname in CTI group name.

e Type in Communication Manager IP Address in CM IP address.
e Type in username and password in CM Login and CM Password.
e Typein AES IP Address in AES IP address.

e From the CTI group role drop down menu, select Active.

AVAYA

* User Managemant
Roies
Users
Login Options

= Real-time Monitering
Sywtam Monaor
Agtive Calls
Port Destribution

* System Maintenance
Trace Viewsr
Log Viewwer
Alerm Manege

* Systum Manegement
appleabon Lerver
LEW Manager
MEP Mameger
Software Upgrade
Syxtam Bac<cup

* Syvtam Configuraton
Applcabons
IPM Servers
MPP Sarvers
ShMP
Spwech Sarvers
ValP Connections
Zonax

* Secunity

Avayn Aurs® Expurience Portal 7.1.0 (ExperiencaPortal)
Exgand AN | Colagan All

Welcome, admin
Last logged = todey wt 2133:17 O FOT

Prooctive Outreach Manoger 3.0 POM o

Campaigne Contacis «

Edit CTI Detail

Tha page slows editing of exasting CT1 detais

it CT1 Configuration

* CT1 group name ‘A

" CM 1P sddress.  10.30.1.6
" CM logn adme

* O™ password sesssnnee

* AES IF pddress  10.33.1.4

CT1 greup roe

sove | Concer I ot

On the Configure CTI setup details, CMS setup details and POM Skills page, select Add
Skill. Type in the skill as configured in Section 2.1 for CCElite Skill Number, type in a name
in POM Skill Name and select outbound from the Skill Type drop down menu.

AVAYA

Avaya Aura® Cxperience Portal 7.1.0 {(Expenencefortal)
EBxpand All | Callapen A3

* User Manegument
Aoles
Users
Logm Opbons

* Musl-tirve Mosrtoring
Tyatem Motz
Sctvm Cols

Log Viewsr
Alarm Manager

* System Management
Asgiiation Server
CPEM Mansge

Welcome, admin
Last logged in today at 3:13:17 PN 20T

Proactive Cutreach Managaer 3.0 PO Mome Campapes ~ Contacts ~
Create POM Skills
This page allows creation of skoks in POM databaze and asscoating © with CC Elee skdl, For sioll type "Outbound®, "CC Elte Swll Number®, “FOM Sall N

CC Elte Skill Numbeed _POM Shill e | Slall Type | Parameater to Monitor for Bieading JAgent Acqusl

skill 1 Outbound Select ondy for inbound 0

(v Select v  Select only for inbound -
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5.7. Configure Contacts

From POM Home, navigate to Contacts - Contact Lists and select Add. Type in a name in
Name and brief Description and select Save.

Add New Contact List

This page allows vou to add new Contact List.

Mame SampleContact

Conta n:tsl

Crescription

On the next page, select Upload Contacts now (not shown). Click on Browse to browse to the
location of .csv for the contacts and select Upload.

Upload Contacts

File to upload:

Check phone

Check phone

Check phone

—Advanced Options

Empty Contact List before import

Automatically update time zone for phone numbers

0On duplicate record found

Browse_ | Mo file selected.

numbers for reject patterns

numbers for phone formats rule

O O 0O O O

numbers/E-Mails for DNC

Update existing

W

[ upiood M concel Jf vilo

KP; Reviewed:
SPOC 9/12/2016

Solution & Interoperability Test Lab Application Notes 17 of 33
©2016 Avaya Inc. All Rights Reserved. CTDesktopPOM




5.8. Configure Campaign

5.8.1. Configure Campaign Strategy

From POM Home, navigate to Campaigns > Campaign Strategy and select Add (not shown).
Type in a name as shown below and select Continue.

Name Progessive

U=se template

Template | Select -

Continue Cancel

The Campaign Strategy Editor page will pop up. Configure a Campain Strategy as needed.
Below is an example of the strategy configured during compliance testing.

Sender's Display Name
Sender’s Addrass 4311
Timeout (se<)

Guard Times Disable
Min Contacr Tums

Max Contact Time

Re-chedk Intarval (min

On Media Server Falur retry
Enhanced CCA o
Pnonty 5
Alocation Type

A Result Processors

Driver Application
Nader Applcation Nader

Nusance Cal Applcats AvayaPOMANNOUNCEmME |
On Hold Applcaton

Cal Paong Type
Over Dial Ratio 1

Min. Agents 1

Max. Agents 3

Agent Outbound Skill POM Skall 1
ACW Time (Sec) 25

= of ACW extensions
fault Completion cc =
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5.8.2. Configure Campaign Manager

From POM Home, navigate to Campaigns - Campaign Manager and select Add (not
shown). Type in a name in Name field and select Continue.

Add a Campaign x

Create Campaign

You can start creating a Campaign either by using already
created Campaign as template or create new altogether

MName

® New Campaign

() Copy existing Campaign

[ Continue [} Concel [ el |
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On the Define Campaign page, select the strategy added in previous section for Campaign
Strategy. Select the contact list from Section 3.7 and select Finish.

Avaya Aura® Experience Portal 7.1.0 (ExperiencePortal)
Expand All | Collapse All

Proactive Outreach Manager 3.0 POM Home Campaigns v Contacts

¥ User Management
Roles

Users

Login Options
Real-time Monitoring
System Monitor
Active Calls

Port Distribution
System Maintenance
Trace Viewer

Log Viewer

Alarm Manager
System Management
Application Server
EPM Manager

MPP Manager
Software Upgrade
System Backup
System Configuration
Applications

EPM Servers

MPP Servers

SNMP

Speech Servers

VoIP Connections

4

4

4

4

Define Campaign
Give a name to Campaiagn, define its type, select the Campaign Strategy and one or more Contact List to be

used with the Campaign. Click on the "Finish" button to complete the Campaign creation process. To change
optional parameters, click the "Next" button.

Name and Description

Progressive

Campaign Strategy

Zones
¥ Security 3 3 s 3 ] 2 £
Certificates Select a Campaign Strategy from the following list to be used in the Campaign. Click on the icons to create
Licensing a new Campaign Strategy, view details of a selected Strategy or refresh the current list.
¥ Reports progressive v [ @B B
Standard o
Custom
Scheduled a
¥ Multi-Media Configuration Campaign type
Email
HTML
SMs '@ Finite  Infinite
¥ POM
POM Home Do not associate any Contact List at start
POM Monitor
Contact List
From the following list select one or more Contact Lists to be used with this Campaign. Click on the icons
next to the list to create a new Contact List or refresh the current list.
Contact_2(Default)
BB
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5.9. Start POM Server

Once POM Server is completely created, start it by navigating to Configurations = POM
Servers > POM Manager (not shown). On the POM Manager page, select the check box of
Avaya POM server and click Start. Note that in the picture below POM server was already
started, if it is stopped the Start button is available to start POM server.

| .
AVAyA Last bgged in bdnv:e:(f::

Avaya Aura® Expenence Fortal 7,10 (Expanencelortal)

Bxpanz All | Colapre 2| P ve each 3.0 PoM = c = 5 =

~ User Managenent a
LETTY
e POM Manager Rafrash
Lagin Optiums
¥-Raal-time Nonltestng Use this page 1o manage the POM sarvers connactnd 1o ths EPM,
System Moanar
Active Calls
Port Distribution Last poll: 07/26/2016 03:14:30 PM

= ::::‘:_' “":"""“' nm Campaign Manager | Campaign Director | Agent Manager | ActiveMQ
Log 3 Status Stitus Status Status

Alarm Manager 7! pom 10.33.1.23 RUNNING RUNNING MASTER
* System Management

iomlnpnle o T

FAM Manager
MOD Mansge
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6. Configure Session Manager

Configuration for Session manager is performed via System Manager. From a web browser, type
in “https://[1IP-Address]/SMGR”, where IP-Address is the IP Address of System Manager. Log in
using appropriate credentials.

Please note that configuration of each item is not shown in detail. In the following sections,
screen captures of the configured items during compliance testing are shown. For details steps on
configuration of each item, refer to Document [3].

Alra  Systam Manager /0

Recommended accass to System Manager 15 via
FQODN.

adman
Ga to central logn for Single Sign-On

If IP address access is your onfy option, then note cesncenes

that authenticaton will fail in the followng cases:

® First bme Sogin with “admin” account Log On Cancel

® BExprad/Reset passwords

Ghanse Pasavers

Use the "Changs Password” hyperlink on this page to
change the password manually, and then login.

Also note that single sagn-on between servers in the OSupporled Browsers: Intemet Explorer 9.x, 10.x or 11.x or Frefox 36.0,
same security domain & not supported when 37.0 and 38.0.
aocessing via 1P adaress

6.1. Configure Domain

Once logged in, select Routing (not shown). On the left pane select Domains. Click New to add
a new domain. For compliance testing, domain of bvwdev.com was added.

« Nome [ £} / ¢ / Domak o
Help ?
Domain Management
Naw More Actions =
2kams 3 Fiter: Enable
Name Typo Notes
sp SI1P Domain
prasence.bywdav.com 5p presence domain
Sedact : All, None
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6.2.

Configure Locations

From the left pane, select Location. To add a new location, select New. For compliance testing,
location of CM_LOC and VoicePortal LOC were added.

Wome | Howting *)

 Diel Patterns

Defaults

Regular Expressions

¢« Homw / Elemants / Howuting / Locations

Location

New

S Rems O
Name
ATAT-Locaton
BwaDavSIL
CM_LQC
'E-f’! l oc

Salect : AL None

More Actions =

Correlmianm

-

nRNAN

Helo ?

Fiter; Enable

Nolns

6.3.

Configure SIP Entities

From the left pane, select SIP Entities. To add a new SIP Entity, select New. For compliance
testing, three SIP Entities were added as shown below.

e AEPT71: Experience Portal SIP Entity

e ASMT70A: Session Manager SIP Entity
e ACM-Trunkl-Private: Communication Manager SIP Entity

« Home / Elements / louting / SIF Entities [+]
Help ?
SIP Entities
New Mare Actions ~
SIP Emtities _
Entity Links 17 ltems ‘ Filter; Enable
lt;e Ranges Name FQOUN or TP Address Type Notes
7% ;0.('&9 CM-T kl-Priva 10,3316 (= )
ACM- Trunk3 - Publs 10.33.1.6 cN Trunk to CM for puiic
AEPT] 10.33.1.24 Vouce Porta Expenence Poral 7.1
10.33.1.12 Sesmon Manager
presence? ). bywdev.com Fresence Servies
Seloct ; AL, None 44 Page 1 of2 b N
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6.4. Configure Entity Links

For each SIP Entity, with the exception of Session Manager, an entity link needs to be added. On
the left pane, select Entity Links. To add a new entity link, select New. For compliance testing
two entity links, one for Communication Manager and another for Experience Portal, were
added.

« Mome [ Blements [ Hooting / Entaty Links

Entity Links
Naw
519 Entities
Entity Links 19 Itoms .3
Name

ASM70A AFPT71 S060 TOR
ASM70A ACM-Trunkl
Povate 5061 TLS

Salect -

Al Nooe

More Actions *

Sy

Protocol Part

Entity 1

ASM70A TCP

ASMTOB TS

S080

o0el

(]
Help ?
Fiker; Enable
¢ Deny
S t
SIP Entity 2 DN Po! Connaction New Notes
Override Policy
Servicn
AEPTY ) S060  trusted a
ACM-Trymx]- - . O
rivate O 5061 trusted
AdPagel 1 o2 M

6.5. Configure Time Ranges

On the left pane, select Time Ranges. To add a new time range, select New. For compliance

testing, time range of 24/7 was added.

+ Hame / Bements / Mouting / Tune Ranges [+]
Melp ?
Time Ranges
New Morg Acions =
1ltem O Filtes: Enabie
Name Mo ™™ We ™ Vr Sw Start Time End Time Notes
24l = & 2 4 9 C 60:00 213:5% Time Range 24/7
Saloct : AL, None
KP; Reviewed: Solution & Interoperability Test Lab Application Notes 24 of 33
SPOC 9/12/2016 ©2016 Avaya Inc. All Rights Reserved. CTDesktopPOM



6.6. Configure Routing Policies

On the left pane, select Routing Policies. To add a new routing policy, select New. For
compliance testing, two routing policies were added, one for Communication Manager and
another for Experience Portal.

Home Rowting *®
¢« Home / £ / / Palicies [+ ]
Help ?
Routing Policies
New Mare Mhons *
ity Links 10 ltems O Fiter: Enable
Time Ranges Namw Uiswhled Retries | Destaation MNatus
Roélinc Foﬁéies I9-EPVYMZI S AEFT) Route 1o Txpenence Portsl 7,1
To-CM- Trunkl [ ACM-Trurik]-Deivate
Salect ; AL, Nons

6.7. Configure Dial Patterns

On the left pane, select Dial Patterns. To add a new dial pattern, select New. For compliance
testing four dial patterns were added:

e 33 and 34: All calls starting with pattern 33 and 34 with 4 digits were routed to
communication manager. For compliance test, Experience Portal routed calls to
extensions 3301, 3302 and 3401 which were routed to Communication Manager

e 48: All calls starting with pattern 48 and 4 digits long were routed to Experience Portal

e 9: All calls starting with 9 and 11 digits long were routed to Communication Manager.
This was used for routing calls out to PSTN via PRI trunk configured in Communication
Manager.

+ Hame [/ tlemants / Hooting / Danl Patterns 1+]
Help ? -
Dial Patterns
New Mare Actins *
ém L‘*; 21 Items O Filter: Enable
Mhm Pattern Min  Max Emergency Call Emergency Type  Emergency Priority | SIP Domam  Notes
- : : 33 S " 3 bvwoev.com
Dinl Patterns 34 s a 0O Bywdey.com
af 1 4 =) bywdev.com
9 11 11 C bvwdev.com
Select : Al Node i Page 1 of2 b M
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7. Configure CTIntegrations CT Suite

To configure Avaya POM server in CT Suite do the following:
1. Open your browser and navigate to: http://[CTADMIN_SERVER]
2. Login with Administrator credentials
3. Navigate to: Site/Servers/[server group]/POM. To view/edit settings, select a POM server
group on the screen or click ‘Add POM Server Group’ to add a new group.

View Server Group ~

POM

lest POM Sarver

To view/edit settings, select a POM server on the list screen, or click ‘Add POM Server’ to add
a New server.

View POMServer Group ~
POM Servers

Name Description Is Primary Server IP

POM Test Ser true 1033.1.23
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http://[ctadmin_server/

Add Edit POMServers screen

Is Primary: Set as primary

Name: Name of server
Description: Description (friendly)
name

Server IP: Enter IP address of
POM server

Port: Enter the default port 9970

Name

POM Test Server

To view/edit settings, select a POM server group on the list screen, or click ‘Edit POM Server
Group’ to edit settings.

View POMServer Group ~

6 1:51:00 PM

6 1:51:00 PM
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4. CT Suite Agent Configuration
Note that further details available in CT Suite Administration Guide for agent and server
configurations can be found in Section 10.

= From CT Admin navigate to the CT Suite Agent: Site >POM Agent Template.
The list of agent is displayed, if more agents need to be added, click on Add Agent
button.

Agent lemplates ~

Agenls

First Name Last Name Windows User Extension Agent iD Modified By Modified

Adrmin administrate 3302 001 adrme 6242016 admn 6/28/2016 1

Tester! / L - 6282016 6

= Click on the agent and navigate to the ‘Agent’ tab and ensure ‘POM Agent’ is set to
‘Yes’.
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8. Verification Steps

This section provides the verification steps that may be performed to verify that the CT Desktop
agent to work with Avaya POM.

1. From an Agent Desktop, launch the CT Desktop application via Start ->
CTlntegrations = CTSuite = CT Desktop. The Screen below shows the CT Desktop
application is launched and log in as POM agent.
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onon SN
& | . b

POK Server notified of Ready State

Info Agent POM E Contads Wy Histary Personalization About
Fhone: Customer Wrapup

ogou t
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2. Start a Preview call campaign, Avaya POM server places outbound call to the CT
Desktop agent. As soon as the CT Desktop answers the call from POM, the Nailup state
should be in Nailedup, the campaign name is displayed in the Campaign field and the
customer information is pull out from the contact list that is assigned to the campaign.
The CT Desktop now is ready to call out to the customer.

End Hold 0024 % Agent 1000
10:00
i :!r"ﬂ' 4 i

Agent POM ﬁ Contacts by Histary Personalization About

Phone:96149674300  Customer Callback ‘Wrapup

Logout  UnReady
iz ' | Update

Cancel

t Mame Smith
Phone 1 951495

Ernail Jjohn.smith

3. Check POM Monitor, it should show the same status as displayed in the CT Desktop
agent.

| 7.1.0 {ExperiencePortal)

Proactive Outreach Manager 3.0 POM tHome Campaigns Comtacts Canfigurations ~
15 x ‘e
Active Agonts =
» Agent Filter -- Total: 1
Agent Agonmt Extension Agont Name Siolis Agent Statn Call State Campaign Hame  Job Tasik Zone Namae
1000 3301 Agent 1000 21 BuUSY Pravisw PravtawCall 42 Praview Call Detault
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9. Conclusion

These Application Notes describe the configuration steps required to integrate the
CTIntegrations CT Suite and CT Desktop with Avaya Proactive Outreach Manager. All feature
and serviceability test cases were completed successfully.

10. Additional References

This section references the product documentation that is relevant to these Application Notes.
Documentation for Avaya products may be obtained via http://support.avaya.com
[1] Implementing Proactive Outreach Manager, Release 3.0.3, May 2016
[2] Administering Avaya Aura® Communication Manager, Release 7.0.3, Document 03-
300509, Issue 10, June 2016
[3] Administering Avaya Aura® Session Manager, Release 7.0, Issue 7, Jan 2016
[4] Administering Avaya Aura® Experience Portal, Release 7.0.1, April 2015
[5] Avaya Aura® Application Enablement Services Administration and Maintenance Guide,
Release 7.0, Document 02-300357, Jan 2016

Documentation related to CT Desktop may directly be obtained from CTIntegrations.
[6] CTlIntegrations CT Admin
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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
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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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