AVAYA

Avaya Solution & Interoperability Test Lab

Application Notes for ContactPro from CCT Deutschland
GmbH with Avaya Proactive Outreach Manager 3.1.0 -
Issue 1.0

Abstract

These Application Notes describe the configuration steps required for ContactPro from CCT
Deutschland GmbH to interoperate with Avaya Proactive Outreach Manager. ContactPro is an
interaction management application that connects to both Avaya Aura® Call Center Elite
Multichannel and Avaya Interaction Center, however the Avaya Proactive Outreach Manager
is common for both.

Readers should pay attention to Section 2, in particular the scope of testing as outlined in
Section 2.1 as well as the 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 for ContactPro from CCT
Deutschland GmbH, to interoperate with Avaya Proactive Outreach Manager (POM). CCT
ContactPro solutions offer a variety of integrations into the Avaya call center environment
supporting different Avaya platforms, to interact for multimedia agents as well as for voice only
agents.

ContactPro offers a connection to Avaya Aura® Application Enablement Server (AES), Avaya
Aura® Call Center Elite multichannel and Avaya Interaction Center. The connection to Avaya
Proactive Outreach Manager, although is common to all desktops, use the same interface to
display the POM outbound features. These Application Notes will go through the setup and
configuration for CCT ContactPro to connect to Avaya Proactive Outreach Manager.

2. General Test Approach and Test Results

The general test approach was to validate the ContactPro client’s ability to join Proactive
Outreach Manager outbound Campaigns. This was performed by creating Preview, Predictive
and Progressive campaigns with agent scripts and handled them in the ContactPro client.

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.

Avaya recommends our customers implement Avaya solutions using appropriate security and
encryption capabilities enabled by our products. The testing referenced in these DevConnect
Application Notes included the enablement of supported encryption capabilities in the Avaya
products. Readers should consult the appropriate Avaya product documentation for further
information regarding security and encryption capabilities supported by those Avaya products.

Support for these security and encryption capabilities in any non-Avaya solution component is
the responsibility of each individual vendor. Readers should consult the appropriate vendor-
supplied product documentation for more information regarding those products.

For the testing associated with these Application Notes, the interface between Avaya systems
and the Contact Pro did not include use of any specific encryption features as requested by CCT
Deutschland GmbH.
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2.1. Interoperability Compliance Testing
The testing focuses on the following areas:

Agent Can Join an outbound Campaign — log in an Agent to a campaign

Agent is presented with calls in Progressive Campaign — POM Presents agent with
calls. Call can be answered, put on hold, Transferred and cleared using ContactPro
Client.

Agent is presented with calls in Predicitve Campaign — POM Presents agent with
calls. Call can be answered, put on hold, Transferred and cleared using ContactPro
Client.

Agent can Preview, Cancel or Dial record in a Preview campaign — Agent operates
correctly in a Preview campaign. Call can be answered, put on hold, Transferred and
cleared using ContactPro Client.

Agent can assign Completion Codes to a call — Completion codes are correctly
recorded at the end of calls

Agent can assign a Record to the Do Not Call (DNC) list — Call is added to DNC list
and is not selected to be called in subsequent campaigns.

Agent can assign a callback — Agent assigns callback for a time in the future and record
is called at the correct time

Agent can leave a POM Campaign — Agent can leave a Campaign. Agent shows as not
ready and is then removed from POM Campaign on logout

ContactPro Client recovers in Failure scenarios — Observe the behaviour of
ContactPro and its ability to recover from failure scenarios.

2.2. Test Results
All test cases passed.
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2.3. Support

Support for CCT Deutschland GmbH products can be obtained as follows:

WEBSITE
www.cct-solutions.com

CONTACT

Europe Phone: +49 69 7191 4969 0
U.S. Phone +1 786 738 5253
Email: contact@cct-solutions.com

SUPPORT

Europe Hotline: +49 821 455152 455
U.S. Hotline: +1-305-985-5485
Email: helpdesk@cct-solutions.com

CCT Deutschland GmbH
Voltastrasse 81

60486 Frankfurt am Main
Germany

Phone +49 69 7191 4969 0
Fax +49 69 7191 4969 666

Street Werner-von-Siemens-Strasse 6
86159 Augsburg
Germany

SJW; Reviewed:
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CCT Europe GmbH
Sumpfstrasse 26

6312 Steinhausen

Swiss

Phone. +41 41 748 42 22
Fax +41 41 748 42 23

CCT Software LLC
1735 Market Street STE 3750

19103 Philadelphia, PA
USA
Phone: +1 267 507 6196

1801 N.E. 123rd Street, Suite 314
North Miami, 33181 FL
Phone +1 786 738 5253

USA
Office +1 786 738 5253
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3. Reference Configuration
The configuration in Figure 1 was used to compliance test ContactPro using a connection to

POM.

[T T T T T T T T T T T T T T T T T T 1
i Avaya Proactive Outreach i
} Manager ;
| |

Agent 1 } }
| |
| Avaya Aura® Experience | Avaya Aura® Communication Avaya Aura® System
| Portal | Manager Manager
| |

______ ! ! R O P
CCT ContactPro

installed on the Agent PC

CCT ContactPro
installed on the Agent PC

Avaya H.323
Deskphone

PSTN Caller

Avaya G430 Gateway
Connection to

datahase

Simulated
PSTN

5

Domain Controller/
MS SQL Server

Figure 1: Connection of CCT Deutschland GmbH ContactPro with Avaya Proactive

Outreach Manager.
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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 Aura® System Manager running on a
virtual server

System Manager 7.1.1

Build No. —7.1.0.0.1125193
Software Update Revision No:
7.1.1.0.46931

Feature Pack 1

Avaya Aura® Communication Manager
running on a virtual server

R7.0 SP1

R017x.01.0.532.0

Updates:

01.0.532.0-24184
KERNEL-3.1.0-693.e17.AV1
PLAT-rhel7.2-0010

Avaya Aura® Session Manager running on a
virtual server

Session Manager R7 SP1
Build No. —7.1.1.0.711008

Avaya Aura® Application Enablement Services
running on a virtual server

R7.0 SP
Build No - 7.1.2.0.0.3-0

Avaya Aura® Experience Portal

7.2.0.0.1204

Avaya Proactive Outreach Manager

POM.03.01.00.00.01.018

Avaya G430 Gateway

38.20.1/1

Avaya 9611G Series Deskphone

96x1 H323 Release 6.6229

Avaya 9641G Series Deskphone

96x1 SIP Release 6.6229

CCT Deutschland GmbH ContactPro - Client
Agent Desktop

Vv5.0.0.900
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5. Configure Avaya Aura® Communication Manager

The information provided in this section describes the configuration of Communication Manager
relevant to this solution. For all other provisioning information such as initial installation and
configuration, please refer to the product documentation in Section 11.

The configuration illustrated in this section was performed using Communication Manager

System Administration Terminal (SAT).

5.1. Configure the Avaya Aura® Communication Manager Connection
to Avaya Aura® Application Enablement Services

The connection between Communication Manager and AES is assumed to be already in place
however the steps required to set this connection are listed in the sections below.

5.1.1. Verify System Features

Use the display system-parameters customer-options command to verify that Communication
Manager has permissions for features illustrated in these Application Notes. On Page 3, ensure
that Computer Telephony Adjunct Links? is set to y as shown below.

display system-parameters customer-options

Page 3 of 11

OPTIONAL FEATURES

Abbreviated Dialing Enhanced List?
Access Security Gateway (ASG)?

Analog Trunk Incoming Call ID?

A/D Grp/Sys List Dialing Start at 01?2
Answer Supervision by Call Classifier?
ARS?

ARS/AAR Partitioning?

ARS/AAR Dialing without FAC?

ASAT Link Core Capabilities?

ASATI Link Plus Capabilities?

Async. Transfer Mode (ATM) PNC?
Async. Transfer Mode (ATM) Trunking?
ATM WAN Spare Processor?

ATMS?

Attendant Vectoring?

KK BB BB ORKKKKKBNR

Audible Message Waiting?
Authorization Codes?

CAS Branch?

CAS Main?

Change COR by FAC?

Computer Telephony Adjunct Links?
Cvg Of Calls Redirected Off-net?
DCS (Basic)?

DCS Call Coverage?

DCS with Rerouting?

NKNKKKBDDBD BKK

Digital Loss Plan Modification?
DS1 MSP?
DS1 Echo Cancellation?

KKK

5.1.2. Note procr IP Address for Avaya Aura® Application Enablement

Services Connectivity

Display the procr IP address by using the command display node-names ip and noting the IP

address for the procr and AES (AES701678).

display node-names ip

Page 1 of 2

IP NODE NAMES

Name IP Address
SM100 10.10.40.34
AES701678 10.10.16.78
default 0.0.0.0
g430 10.10.40.15
procr 10.10.16.27
SJW; Reviewed: Solution & Interoperability Test Lab Application Notes 7 of 50
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5.1.3. Configure Transport Link for Avaya Aura® Application Enablement
Services Connectivity

To administer the transport link to AES use the change ip-services command. On Page 1, add an

entry with the following values:

Service Type: Should be set to AESVCS.

Enabled: Settoy.

Local Node: Set to the node name assigned for the procr in Section 5.1.2.

Local Port: Retain the default value of 8765.

change ip-services Page 1 of 4

IP SERVICES

Service Enabled Local Local Remote Remote
Type Node Port Node Port
AESVCS y procr 8765

Go to Page 4 of the ip-services form and enter the following values:
e AE Services Server: Name obtained from the AES server, in this case aes63vmpg.
e Password: Enter a password to be administered on the AES server.
e Enabled: Settoy.

Note: The password entered for Password field must match the password on the AES server in
Section 6.2. The AE Services Server must match the administered name for the AES server;
this is created as part of the AES installation, and can be obtained from the AES server by typing
uname —n at the Linux command prompt.

change ip-services Page 4 of 4
AE Services Administration

Server ID AE Services Password Enabled Status
Server
isg AES701678 LT WL y idle

23
32

5.1.4. Configure CTI Link for TSAPI Service

Add a CTI link using the add cti-link n command. Enter an available extension number in the
Extension field. Enter ADJ-IP in the Type field, and a descriptive name in the Name field.
Default values may be used in the remaining fields.

add cti-link 1 Page 1 of 3
CTI LINK
CTI Link: 1
Extension: 8279999
Type: ADJ-IP
COR: 1
Name: AESlinkl
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5.2. Configure an Agent in Communication Manager

The ContactPro Client requires an agent login on the Communication Manager. In this document
it is assumed that an extension capable of allow and agent login has been configured already.

5.2.1. Add Hunt Group

To add a new skillset or hunt group, type add hunt-group x, where x is the new hunt group
number. For example, the hunt group 10 is added for the POMSKill queue. Ensure that ACD,
Queue and Vector are all set to y. Also that Group Type is set to ucd-mia.

add hunt-group 10 Page 1 of 4
HUNT GROUP

Group Number: 10 ACD? vy
Group Name: POMSkill Queue? y
Group Extension: 8273010 Vector? y
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:
SJW; Reviewed: Solution & Interoperability Test Lab Application Notes 9 of 50
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On Page 2, ensure that Skill is set to y as shown below.

add hunt-group 920 Page 2 of 4
HUNT GROUP

Skill? y 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

5.2.2. Add Agent
To add a new agent, type add agent-loginID x, where X is the login id for the new agent.

add agent-loginID 8271001 Page 1 of 3
AGENT LOGINID

Login ID: 8271001 AAS? n
Name: Agentl AUDIX? n
TN: 1 Check skill TNs to match agent TN? n
COR: 1
Coverage Path: LWC Reception: spe
Security Code: LWC Log External Calls? n

AUDIX Name for Messaging:

LoginID for ISDN/SIP Display? n

Password:

Password (enter again):
Auto Answer: station
MIA Across Skills: 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
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On Page 2 add the required skills. Note that the skill 10 is added to this agent so as when a call

for “CoBrowse” is initiated the call is routed correctly to this agent.

add agent-loginID 8271001

Direct Agent Skill:
Call Handling Preference: skill-level

SN RL SL
10 1

QO Joy Ul WN

O

10:
11:
12:
13:
14:
15:

16:
17:
18:
19¢
20:
21:
22:
23:
24 :
25:
26:
27 :
28:
29:
30:

AGENT LOGINID

SN RL SL SN RL SL
31:
32:
33:
34:
35:
36:
37:
38:
39:
40:
41 :
42
43:
44
45:

Page

46:
47 :
48:
49:
50:
51:
52:
53:
54:
55:
56:
57:
58:
59:
60:

2 of 3

Service Objective? n
Local Call Preference? n

SN RL SL

5.3. Save Avaya Aura® Communication Manager Configuration

From the Command Line enter Save Translation, in order to commit the changes that have been
introduced to memory on Communication Manager.
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6. Configure Avaya Aura® Application Enablement Services
Server

This section provides the procedures for configuring Application Enablement Services. The
procedures fall into the following areas:
e Verify Licensing
Create Switch Connection
Administer TSAPI link
Identify Tlinks
Enable TSAPI & DMCC Ports
Create CTI User
Associate Devices with CTI1 User

6.1. Verify Licensing

To access the AES Management Console, enter https://<ip-addr> as the URL in an Internet
browser, where <ip-addr> is the IP address of AES. At the login screen displayed, log in with the
appropriate credentials and then select the Login button.

AVAYA Application Enablement Services

Management Console

Please login here:
Username

Copyright A@ 2009-2015 Avaya Inc. All Rights Reserved.

SJW; Reviewed: Solution & Interoperability Test Lab Application Notes 12 of 50
SPOC 4/9/2018 ©2018 Avaya Inc. All Rights Reserved. ConPro_POM31



The Application Enablement Services Management Console appears displaying the Welcome to
OAM screen (not shown). Select AE Services and verify that the TSAPI Service is licensed by
ensuring that TSAPI Service is in the list of Services and that the License Mode is showing
NORMAL MODE. If not, contact an Avaya support representative to acquire the proper license
for your solution.

AE Services

This AE Services server is using a default installed server certificate.
Default installed certificates should not be used in a production environment.
It is highly recommended to replace all default installed certificates.

IMPORTANT: AE Services must be restarted for administrative changes to fully take effect.
Changes to the Security Database do not require a restart.

T [oote . hcemetiode . Jcause'|
Interface [AsAl Link Manager T/ [Running T/ [
High Availability [cvian service [OFFLINE [running [n/a [
) Licensing [oLG service [OFFLINE [Running [/a [
i DMCC Service [ONLINE [Running [NORMAL MODE [
— TSAPI Service [ONLINE [Running [NORMAL MODE [

» Networking - =

Transport Layer Service [/ |Running [/ [
» Security AE Services HA ‘Nnt Configured |Nf’A ‘N.-’A |

)} Status

For status on actual services, please use Status and Control
» User Management

B i . "
} Utilities — For more detail, please mouse over the Cause, you'll see the tooltip, or go to help page.

6.2. Create Switch Connection

From the AES Management Console navigate to Communication Manager Interface >
Switch Connections to set up a switch connection. Enter a name for the Switch Connection to
be added and click the Add Connection button.

} AE Services

-~ Communication Manager Switch Connections
Interface

Switch Connections CM1627 Add Connection
DiatPlan Tr—T—

SJW; Reviewed: Solution & Interoperability Test Lab Application Notes 13 of 50
SPOC 4/9/2018 ©2018 Avaya Inc. All Rights Reserved. ConPro_POM31



In the resulting screen, enter the Switch Password; the Switch Password must be the same as
that entered into Communication Manager AE Services Administration screen via the change ip-
services command, described in Section 5.1.3. The remaining fields were left as shown below.
Click Apply to save changes.

} AE Services

»~ Communication Manager Connection Details - CM1627
Interface
Switch Connections Switch Password sERRRRRRRRRRRY
Dial Plan Confirm Switch Password EEBEEEEEEEES

High Availability Msg Period Minutes (1 - 72)
} Licensing Provide AE Services certificate to switch

T — Secure H323 Connection

BEOX &

e —— Processor Ethernet

} Security [ Apply || cancel |

From the Switch Connections screen, select the radio button for the recently added switch
connection and select the Edit PE/CLAN IPs button. In the resulting screen, enter the IP address

of the procr as shown in Section 5.1.2 that will be used for the AES connection and select the
Add/Edit Name or IP button.

» AE Services

-~ Communication Manager
Interface

Switch Connections Add Connecti
Dial Plan ConnectionName _ Pro

High Availability ‘ @ cmis2y i
» Licensing

Switch Connections

| Edit Connection || Edit PE/CLAN 1Ps |

» Maintenance

» AE Services

~ Communication Manager Edit Processor Ethernet IP - CM1627
Interface

Switch Connections 10.10.16.27 | Add/Edit Name or IP |

Dial Plan MName or IP Address

High Awvailability

} Licensing Back

} Maintenance
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6.3. Administer TSAPI link
From the Application Enablement Services Management Console, select AE Services - TSAPI
- TSAPI Links. Select Add Link button as shown in the screen below.

CVLAN TSAPI Links

[_tink | switch connection | _
DMEC [ add Link || [ Edit Link | [ Delete Link |
EMS

TSAPI

= TSAPI Links

On the Add TSAPI Links screen (or the Edit TSAPI Links screen to edit a previously
configured TSAPI Link as shown below), enter the following values:
e Link: Use the drop-down list to select an unused link number.
e Switch Connection: Choose the switch connection CM1627, which has already been
configured in Section 6.2 from the drop-down list.
e Switch CTI Link Number: Corresponding CTI link number configured in Section 5.1.4
which is 1.
e ASAI Link Version: This can be left at the default value of 5.
e Security: This was changed to both for compliance testing.

Once completed, select Apply Changes.

CVLAN Edit TSAPI Links
DLG Link 1
DMCC Switch Connection CM1627 -
SMS Switch CTI Link Number 1
TSAPI ASAT Link Version 7o
Security Both -

= TSAPI Links
= TSAPI Properties

TWS

Apply Changes ] [ Cancel Changes ] [ Advanced Settings
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Another screen appears for confirmation of the changes made. Choose Apply.

ChLAN Apply Changes to Link

DLG Warning! Are you sure you want to ap
These changes can only take effect

DMCC Please use the Maintenance -= Servig

SMS

[ apply ||| cancel |

TSAPI
= TSAPI Links

When the TSAPI Link is completed, it resembles the screen below.

CVLAN TSAPI Links
i
DMCC
@ 1 CcM1627 1 7 Bath
SMS

P [ Add Link | [ Edit Link | [ Delete Link |

= TSAPI Links

The TSAPI Service must be restarted to effect the changes made in this section. From the
Management Console menu, navigate to Maintenance = Service Controller. On the Service
Controller screen, tick the TSAPI Service and select Restart Service.

» AE Services
Communication Manager

Service Controller

Interface
High Availability Controller Status
} Licensing [C] asal Link Manager Running
- . Runni
+ Maintenance [C] pmec service unning
: i Runnin
Date Time/NTP Server [ cvian service _ g
[ oLG service Running

Security Database ]
D Transport Layer Service Running

Service Controller -
TSAPI Service Running
Server Data
T ——— For status on actual services, please use Status and Control
» Security [ start || Stop || Restart Service || Restart AE Server ||
SJW; Reviewed: Solution & Interoperability Test Lab Application Notes 16 of 50

SPOC 4/9/2018 ©2018 Avaya Inc. All Rights Reserved. ConPro_POM31



6.4. Identify Tlinks
Navigate to Security - Security Database - Tlinks. Verify the value of the Tlink Name for

both.

} AE Services

N Communication Manager
Interface

High Availability

} Licensing
} Maintenance
} Networking

* Security

Account Management
Audit

Certificate Management
Enterprise Directory
Host A4

PAM

Security Database

Control

CTI Users

= Devices
Device Groups
Tlinks

Tlinks

Tlink Name
@ AVAYAECM1627#CSTAZAESTIETE
) AVAYAZCM16272CSTA-SEAEST1678

Delete Tlink
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6.5. Enable TSAPI and DMCC Ports

To ensure that TSAPI and DMCC ports are enabled, navigate to Networking - Ports. Ensure
that the TSAPI ports are set to Enabled as shown below. Ensure that the DMCC Server Ports
are also Enabled and take note of the Unencrypted Port 4721 which will be used later in
Section 7.1. ContactPro uses TSAPI functions, but it uses the TSAPI functions via a connection
through the DMCC ports. This makes it possible not to install the TSAPI Client on the client
compulter.

} AE Services

» Communication Manager Ports
Interface
High Availability CVLAN Ports Enabled Disabled
} Licensing Unencrypted TCP Port 9999 (OS]
} Maintenance Encrypted TCP Port 9998 ® O
* Networking
- DLG Port TCP Port 5678
AE Service IP (Local IP)
Network Configure TSAPI Ports Enabled Disabled
Ports TSAPI Service Port 450 - O
TCP Settiﬂgs Local TLINK Ports
. TCP Port Min 1024
» Security TCP Port Max 1033
» Status Unencrypted TLINK Ports
T a—— TCP Port Min [1050 |
— TCP Port Max [1065 |
p Utilities
Encrypted TLINK Ports
L TCP Port Min [1066 |
TCP Port Max [1081 |
DMCC Server Ports Enabled Disabled
Unencrypted Port [4721 || ® O
Encrypted Port [4722 | ® O
TR/BT Port [4723 | ® O
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6.6. Create CTI User

A User ID and password needs to be configured for ContactPro to communicate as a TSAPI
client with the Application Enablement Services server. Navigate to the User Management -

User Admin screen then choose the Add User option.

AE Services

Communication Manager User Admin
Interface
} Licensing : : .
User Admin provides you with the
Maintenance
'
» Networking HTETTETTEr Password
* |ist all Users
» Security + Modify Default User
s Search Users
} Status

* Lser Management

Service Admin

User Admin

= Add User
= Change User Password

In the Add User screen shown below, enter the following values:
e User Id - This will be used by the ContactPro setup in Section 8.1.
e Common Name and Surname - Descriptive names need to be entered.
e User Password and Confirm Password - This will be used with the
PrimaryAESLogin&Password in Section 8.1.
e CT User - Select Yes from the drop-down menu.

Complete the process by choosing Apply at the bottom of the screen (not shown).

» AE Services

Communication Manager Edit User
Interface
High Availability = User Id ccT
} Licensing * Common Name
» Maintenance = Surmame CCT
} Networking User Password
) Status min Fote
Avaya Role |None v|
¥ User Management
Service Admin .
User Admin
= Add User
Css Home
= Change User Password
=« List All Users [_cruser Yes V| |
P TS - PR Denartment Numher |

The next screen will show a message indicating that the user was created successfully (not

shown).
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6.7. Change Security setting for CTI User

In the left window navigate to Security - Security Database - CTI Users - List All Users.
From the main window select the CCT user and click on Edit.

} AE Services
N Communication Manager CTl Users
Interface
High Availability
» Licensing
asc asc
} Maintenance
. (O]
» Networking = cor ccT
¥ Security O cube cube
Account Management ‘
) emc emc
Audit
Certificate Management ' Imperium 'mpenum
Enterprise Directory ) jacada jacada
Host AA —_~ . .
L onice nice
PAM =
Security Database | - presence presence
= Control Edit List All
@ CTI Users
| « List All Users |

Tick the box Unrestricted Access to allow this user access to all devices on Communication
Manager. If this is not required then a list of devices to be allocated to this user will need to be
setup and the procedure for achieving this can be found in the following document listed in
Section 11 Avaya Aura® Application Enablement Services Administration and Maintenance
Guide. Click on Apply Changes to complete the setup.

» AE Services

, Communication Manager Edit CTl User
Interface
High Availability User Profile: User ID ccT
IS = Common Name CCT
} Licensin
g Worktop Name NONE »
» Maintenance Unrestricted Access
» Networking
+ Security Call and Device Control: Call Origination/Termination and Device Status None
Account Management ) o ) -
Call and Device Monitoring: Device Monitoring MNone
Audit . L
Calls On & Device Monitoring Mone %

Certificate Management Call Menitoring

Enterprise Directory

Host Af Routing Control: Allow Routing on Listed Devices None
PAM I Apply Changes I| Cancel Changes
I Security Database |
= Control
2 CTI Users

| = List All Users |
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7. Configure Proactive Outreach Manager campaign

This section will describe the steps required to create a basic outbound campaign in POM.

From the left hand menu, select POM - POM Home. Under Campaigns, select Campaign

Manager.

Expand All | Collapse All

* User Management
Roles
Users.
Login Options

* Real-time Monitoring
System Monitor
Active Calls
Port Distribution

* System Maintenance
Audit Log Viewer
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
Speach Servers
VoIP Connections
Zones

* Security
Certificates
Licensing

* Reports
Standard
Custom
Scheduled

* Multi-Media Configuration

Email
SMS
* POM
POM Home
POM Monitor

Proactive Outreach Manager POM Home Campaigns ~

Contacts ~

Campaign Attributes

Campaign Manager

La: AgentAddress Book

Agent Scripts

This page displays Campaigns and actions associated with Campaigns depending on -

Agent Attributes

Completion Codes

Campaign Strategies

@ E Advanced

Campaign Restrictions

Show 50 = | Page: 1/1

m Campaign Strategy | Contact Lists Last Executed

* In Progress means Campaign job can be in any one of the states - running, pausing, paused, callback, stopping.

In Campaign Manager, click on Add to create the new campaign.
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On the Add a Campaign screen, Enter the Name and click on Continue.

Add a Campaign x

Create Campaign

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

Name New Campaign

@ New Campaign
@] Copy existing Campaign

[ coniinve Jf concel el |

The Campaign must now be defined and a Campaign Strategy and Contact List must be

created.

Expand All | Collapse All

¥ User Management
Roles
Users
Login Options
* Real-time Monitoring
System Monitor
Active Calls
Port Distribution
+ System Maintenance
Audit Log Viewer
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
Speach Servers
VoIP Connections
Zones
~ Security
Certificates
Licensing
~ Reports
Standard
Custom
Scheduled

4

Email
SMsS
* POM
POM Home
POM Monitor

* Multi-Media Configuration

Proactive Outreach Manager POM Home Campaigns ~ Contacts ~ Configur|

Define Campaign

Give a name to Campaign, 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

NewCampaign

Campaign Strategy

Select a Campaign Strategy from the following list to be used in the Campaign. Click on the icons to create a new Campaign Strategy,
view details of a selected Strategy or refresh the current list.

Select -2 E3

Campaign type

@ Finite 0 Infinite

Do not associate any Contact List at start

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,

Webtext(Default) -
TestList{Default)

26

[ Concer JJ next [ enin | et
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7.1. Create Campaign Strategy
First, under Campaign Strategy, click on the add icon to bring up the Campaign Strategy Editor.

Campaign Strategy

Select a Campaign Strategy from the following list to be used in the Campaign. Click on the icons to create a new Campaign Strategy,
view details of a selected Strategy or refresh the current list.

St - BB B

Loaded default tamplate.

From the Selected Node: Handler box while Handler is selected under Campaign Strategy:
drag and drop the Call node into the Campaign Strategy box

v o Call
&2 Address
¥ ;% Result Processors

Ll sms

[>< Mail

& Custom

= selector
P Result
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Select the Call node in the Campaign Strategy: Box and Enter a Name. This will change the
Name of the node in the Campaign Stragtegy: box. Select the APPLICATIONS from the drop
down menus and Set the PACING PARAMETERS (In this example a Preview Campaign has

been selected).

Campaign Strategy: *NewStrategy

v /A, Campaign Strategy
v @ Handler (initial)

Property
Name

Description

Value

Outbound
Outbound Calling

Sender's Display Name CCT
¥ &3 Outhound Sender's Address
G5 Address Timeout (sec)
v i Result Processors Guard Times Disable
I Result Min Contact Time
Max Contact Time
Re-check Interval (min)
On Media Server Failure
Enhanced CCA ON
Priority 5
Allocation Type Dynamic
(APPLICATIONS
Driver Application PomDriverapp
Nailer Application Nailer
Nuisance Call Application  |AvayaPOMAnnouncement
On Hold Application AvayaPOMAnnouncement
| PACING PARAMETERS
Call Pacing Type Preview
Timed Preview Yes
Preview Time (Sec)
Can Cancel Preview Disable
Min. Agents 1
Max. Agents 10
Agent Outbound Skill POMCut
ACW Time (Sec) 10
# of ACW extensions
Default Completion code | NoReply |
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From the Campaign Strategy: box select Result (Call Answered) and from the Selected Node:
box drag the Agent node into the Campaign Strategy box.

v /A, Campaign Strategy
v @ Handler (initial)

¥ 1 Outhound
5| Address
v & Result Processors

Select the Agent node in the Campaign Strategy box. Enter a Name and select an Agent Script
from the Drop-down text field.

Property | Value
CCT Agent

M
v [, Campaign Strategy ame

Description

v @ Handler (initial)
¥ ity Outbound
EA'MIM Preferred Agent Call back Enable
¥ i Result Processors o Campaign Call back Enable
v @ Result General Call back Enable
] Can Cancel Callback Enable

Nailing Call Timeout(sec)
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Click on Save when complete. A confirmation message will be displayed in the bottom left
corner (not shown) and the Campaign Strategy Editor window can be closed.

@ Campaign Strategy Editor - Mozilla Firefox |

[ ==
P https://10.10.16.20/VP_POM/faces/admin/ContactStrategy.xhtml

| HIDE TOOL BOX | | SHOW SOURCE | | ﬁ SAVE | | t! SAVE DRAFT | o a *

= 1

7.2. Create Contacts list

Before creating the Contacts list for the campaign a list of contact must be created as a comma
delimited .csv file in the following format. For simple SMS messages, no further information is
required.

id, firstname, lastname, phonenumber?2, phonenumberl,email
1,Contact,One, 12125550100, 12125550100, contactl@avaya.com
2,Mobile,One, 12125550101, 12125550101, mobilel@cct.com
3,Bob,Dylan, 12125550102, 12125550102, bobby@hotmail.com
4,35MS,0One, 12125550103, 12125550103, SMS@avaya.com

From the Define Campaign (not shown) screen under Contact List, click on the add icon

Contact List

From the following list select one or more Contact Lists to be used
Contact List or refresh the current list.

Webtext(Default) -
s

TestList{Default)

Give the Contacts list a Name and click on Save.
Add New Contact List x

Add New Contact List

This page allows you to add new Contact List.

Name New Contacts

Description

[ sove J concel il |
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Now upload the contacts in the .csv file created. Click on Upload Contacts now.

Contact List created successfully.

Contact List New Contacts created successfully. You may want to

Upload Contacts now

go back to Campaign Creation

Click on File to upload and select the .csv file created. Select Automatically update time zone
for phone numbers. Click on Continue to upload the contacts and go back to the Define
Campaign screen.

Upload Contacts B

Select the file that contains the Contacts you wish to upload. You can upload any comma delimited file. Contacts
from the file will be imported into the selected Contact List.

File to upload: | Browse.. | Mo file selected.

— Advanced Options

Empty Contact List before import

m

. . v
Automatically update time zone for phone numbers

Check phone numbers for reject patterns

Check phone numbers for phone formats rule

Check phone numbers/E-Mails for DNC

On duplicate record found Update existing -
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7.3. Complete the Campaign Creation

In this section the campaign creation is completed. Only screens where changes need to be made
are mentioned and otherwise just clicking Next to move to the next screen is sufficient.

On the Media Servers and Media Specific Parameters screen, check that the EPM Zone is
selected and then click Next.

Proactive Outreach Manager 3.0 POM Home Campaigns v Contacts ~ Configury

Media Servers and Media Specific Parameters (optional)

Select the media servers to be used for this Campaign and perform media specific configurations. Media used by a Campaign is
determined by the Campaign Strategy selected in the earlier step.

Voice and Video

By default, Campaign uses all the Experience Portal Management Servers conﬁgured to make outbound calls. If you want specific EFM
Servers to be used for this Campaign, you can select specific servers from the following list.

Zone Name Default
EFM

SMS prefix

[ cancel J§ previous I next l Finisn e |

On The Completion Code Association screen, move all Available Completion Codes to
Selected. Click on Next to continue.

Proactive Outreach Manager 3.0 POM Home Campaigns ~ Contacts - Configuri

Completion Code Association (optional)

This section allows you to associate custom Completion Codes with a Campaign. Completion Codes selected here can be used in
subsequent steps of this wizard to define Finish Criteria.

Completion Codes

Available list shows all the Completion Codes defined. Current Completion Codes associated with the Campaign are shown in the

zelected Completion Codes list. You can move the items between list of available and currently selected Completion Codes by using
Move, Move All, Remove and Remove All.

Success
NoReply
Move SMS Reply
Move All
Remove
Remove All

[Cancor [ provious  ioxt | rinis Jf e |
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Finally, on Processing Parameters, click on Finish to save the campaign.

Processing Parameters (optional)

Define actions to be taken after a Campaign is finished or stopped and miscellaneous Campaign processing
parameters.

Export Data

(=]

Export Contacts on completion

Custom Post Processing

Enter the fully resolved class Mame (e.g com.avaya.pom.custom.myPostProcessor) implementing the
custom post processing interface.

Campaign post processor class

Miscellaneous

Batch size decides the number of records that Campaign Manager will fetch from database for processing in
a single batch.

Batch size
600
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8. Configure CCT ContactPro

This section outlines the steps required to configure ContactPro.

8.1. Create CCT ContactPro Database and User
A database and database user for CCT ContactPro must be created on an SQL server.

8.1.1. Create Database

To create the CONTACTPRO database, open the provided CONTACTPRO MsSqgl Schema.sqgl
script.

L2 Microsoft SQL Server Management Studio
File | Edit View Debug Tools Window Help

27 Connect Object Explorer... ﬁ'ﬂ ' Ee] j| ) - - B~ _‘$|£;!| b
22 Disconnect Object Explorer

Mew 2

Open P | [d Analysis Services Database..

Close _,"'j Project/Solution... Ctrl+Shift+ 0
Close Solution Lj File... Ctrl+Q

Execute the script by clicking the Execute button.

L.g; CONTACTPRO Ms5ql Schema 5.0.0.5ql - 192.168.123.237.CONTACTPRO (contactpro (93)) - Microsoft SOL Server Management Studic
File Edit View Query Project Debug Tools Window  Help

| i3 - -2 WM | 9B NewQuery 2 5 & & &7 | X | = = | | Generic Debu
£ ¢ %f| conTacTPRO - | b Brecute Debug = o % (8" 2 f | A Emd| ==,
Otjec Eplore B conacrerovissa. conscpro 53) = I
Connect~ ¥ *¥ AV EEE [master]
= i@ 192.168.123.115 (SOL Server 12.0.4100.1 - contactpro) J****%* pbject: Database [CONTACTPRO] Script Date: 38.88.2016 13:37:33 *®¥*%/
Databases CREATE DATABASE [CONTACTPRO]
Security GO
Server Objects ALTER DATABASE [CONTACTPRO] SET COMPATIBILITY_LEVEL = 188
Replication 6o
—IIF {1 = FULLTEXTSERVICEPROPERTY('IsFullTextInstalled'))
Always On High Availability Lbegin
Management EXEC [CONTACTPRO].[dbo].[sp_fulltext database] @action = 'enable’
Integration Services Catalogs end
= S0L Server Agent GO
[#] XEvent Profiler ALTER DATABASE [CONTACTPRO] SET ANSI_NULL_DEFAULT OFF
G0
ALTER DATABASE [CONTACTPRO] SET ANSI_NULLS OFF
G0
ALTER DATABASE [CONTACTPRO] SET ANSI_PADDING OFF
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The following shows the script has been successfully executed to create the database.

L.‘x: CONTACTPRO Ms5qgl Schema 5.0.0.5gl - 192.168.123.115.master (contactpro (162]) - Microsoft SOL Server Management Studio
File Edit View Query Project Debug Tools Window Help

0-0[B- - -URF Brwaey BRIV (XD -C-|E Generic Det
£ 0 % | master - | b Execute Debug VIEBEE|TEE AEN| = En] 0,
Object plorer 3] conrcTrrovssal-conacero 162+ <
Connect~ ¥ *¥ Y & ECS)E [master]
= g 192.168.123.115 (SQL Server 12.0.4100.1 - contactpro) f*****% ghject: Database [CONTACTPRO] Script Date: 38.88.2816 13:37:33 ***=**%/
Databases CREATE DATABASE [CONTACTPRO]
Security GO
Server Objects ALTER DATABASE [CONTACTPRO] SET COMPATIBILITY LEVEL = 180
Replication 6o o
) I SIIF (1 = FULLTEXTSERVICEPROPERTY('IsFullTextInstalled'))
Always On High Availability Jbegin
Management EXEC [CONTACTPRO].[dbo].[sp_fulltext_database] @action = 'enable’
. . p_ |
Integration Services Catalogs end
= S0L Server Agent GO
{#] XEvent Profiler ALTER DATABASE [CONTACTPRO] SET ANSI_NULL_DEFAULT OFF
GO
ALTER DATABASE [CONTACTPRO] SET ANSI_NULLS OFF
GO
ALTER DATABASE [CONTACTPRO] SET ANSI_PADDING OFF
G0
ALTER DATABASE [CONTACTPRO] SET ANSI_WARNINGS OFF
GO
ALTER DATABASE [CONTACTPRO] SET ARITHABORT OFF
GO
ALTER DATABASE [CONTACTPRO] SET AUTO_CLOSE OFF
GO
ALTER DATABASE [CONTACTPRO] SET AUTO_SHRINK OFF
GO
MiTER maTARAEE FrAnTacTARAT CET ALTA LARATE FTaTTeTTee AN
100% -
Eﬁ Messages
Commands completed successfully.
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8.1.2. Create User
Create a database user named contactpro. Right-click on Login and click on New Login.

= [_d localhost (SOL Server 1202269 - =a)
1 Databases
= [ Security
S|

& ¢

Mew Login... |]

Click on the General option in the left pane, enter the Login name, click on SQL Server
authentication, and enter a suitable Password for the contactpro user. Click on OK at the
bottom of the screen once done.

[ Login - Mew — O x

;S Script Lj Help

Server Holes
1 User Mapping Login name: ||:|:ur|ta|:tpn:u | Search...
1 Securables i o
44 Statis () Windows authentication
o (®) 50L Server authentication
Password: |ununn |
Confirm password: |uuuu" |
[]iEntorce password policy:
() Mapped to cedificate
() Mapped to asymmetric key
Connech ] Map to Credential
Server: Mapped Credentials Credential Provider
152.168.123. 223
Connection:
53
& View connection properties
Progress
Ready Default database: miaster e
Default lanquags: =default i
Cancel
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Click on User Mapping in the left window. For this user, grant public and db_owner access to
the CONTACTPRO database. Click on OK at the bottom of the page once done.

B Login Properties - contactpro — O >
Selecta page T Script + € Help
& General
& Server Roles
~ lUsers mapped to this login:
& Securables Map Database Iser Default Schema
& Status CONTACTPRO contactpro
| master
[0  model
[0  msdb
[1 tempdb
Connection E—
e == -
localhast Database role membership for: CONTACTPRO
Connection: [] db_accessadmin
CCTtyoh [] db_backupoperator

w¥ View connection properties [] db_datareader

[] db_datawriter

[] db_ddladmin

[] db_denydatareader
[] db_denydatawriter

Progress
[] db_securityadmin
Ready public
Cancel
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8.2. Configure Properties with ContactPro Manager

The ContactPro Manager allows the configuration of all properties for ContactPro. Global
properties can be set at the Top System Level or set different properties at the Tenant level or
Workgroup level or for each individual Agent.

Properties only need to be configured in sub levels if different Properties for other Tenants are
required. This is well suited for Enterprise deployment and is similar to Avaya Interaction
Center IC Manager.

The following sections describe the minimum required properties to configure for CCT
ContactPro in order to connect successfully to both the AES and the POM server. All other
properties may be left at their default values.

Log into ContactPro Manager via a web session as shown below.

ContactPro OmniChanne X

C | O Not secure | 10.10.16.26:9098

ContactPro Manager

LOGIN

{} *

Remembear me

LOGIN
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8.2.1. Configure the Connection to Avaya Aura® Application Enablement

Services

Click on AESVoice/AESServer in the left window. Information on the AES server can be filled
in the main window; this information is all obtained from Section 6 and is all required to connect
successfully to the AES. Each field can be changed by double-clicking on the field.

[Gateway] N val
ACM ame alue
ACMGateway AESProtocolVersi 6.3.3
ACREridge rotocolVersion 3.
ActiveDirectory - R

ActiveDirectory/ContextMenu PrimaryAESACMConnectionName CM71vmpg
ActiveDirectory/Search )

AESVoice PrimaryAESIPAddress 10.10.40.43
AESVoice/AESServer PrimaryAESLoginPassword *
AESVoice/AgentControls

AESVoice/CallControls PrimaryAESL oginUsername cct
AESVoice/General

AESVoice/Login PrimaryAESPort 4721
AESVoice/Logout

AESVoice/StatusBar PrimaryAESSecureSocket No
AESVoice/\Voicemail

AgentStatistics QuaternaryAESACMConnectionName

AgentStatistics/AvgACWThreshHolds

AgentStatistics/AvgHandleTimeThreshHole,  QuaternaryAESIPAddress

AgentStatistics/LiveCallThreshHolds

ApplicationHost QuaternaryAESLoginPassword *
ApplicationHost/Logging

CallLog QuaternaryAESLoginUsername

CoBrowse

ContextData QuaternaryAESPort 4721
ContextDataViewer

CPRouting QuaternaryAESSecureSocket No
CustomerFeedback )

DataExchangeServer SecondaryAESACMConnectionName

DialingRules 4 dd

DialingRules/BlockedNumbers SR Tl

EMC/Database X .
EMC/EmailPrograms SecondaryAESLoginPassword

EMC/MediaDirector 3

EMC/MediaProxy SecondaryAESLoginUsemame

EMCCallDetailReporting SecondaryAESPort 4721
EMCChat

EMCCore SecondaryAESSecureSocket No
EMCEmail

EMCEmailManagement TertiaryAESACMConnectionName

EMCHistoryViewer

EMCPrivateWorkList TertiaryAESIPAddress

EMCWrapUp

Help TertiaryAESLoginPassword *
LicenseServer E
Login TertiaryAESLoginUsername

Login/Login

Manager TertiaryAESPort 4721
MSCRM/Screenpop/Chat

MSCRM/Screenpop/Email TertiaryAESSecureSocket No
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To change the Primary AES IP Address, double-click on the PrimaryAESIPAddress field
highlighted below and this brings up an edit window where a new IP address can be entered and
click UPDATE once this is done.

Update Property

PrimaryAESIPAddress

Default: EMPTY. The Server Address of the AES Server.

10.10.40.43

UPDATE CANCEL
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8.2.2. Configure the Connection to POM

In the POM section ,the information highlighted below must all be filled in where applicable.
This information is all required to connect successfully to the POM and each part is changed by
double-clicking on the field that needs to be changed.

EMCCaTT porting
EMCChat

EMCCore

EMCEmail
EMCEmailManagement
EMCHistoryViewer
EMCPrivateWorkList
EMCWrapUp

Help

IPOCC
IPOCC/KeyboardShorteut
KB

KeyboardShortcuts
KeyboardShortcuts/Hotkeys
LicenseServer

Login

Login/Login

Manager
MSCRM/Screenpop/Chat
MSCRM/Screenpop/Email
MSCRM/Screenpop/General
MSCRM/Screenpop/MultipleMatch
MSCRM/Screenpop/Voice
MSCRM/Server
PCICempliance

PhoneBook

POM;Callback
POM;Closelnbound

POM/Database
POM/DeleteFromCallList
POM/WebService/POMAgentAPIService
POM/WrapUp

Name
EnableAddToDNC

EnableBlending

EnableConsultDecline

EnableCountryCode

EnableWrapUpDuringCall

EnableWrapUpOnTransfer

FullyLog MWhenPOMBL oggedin

MaxRedialCount
NailupcallcLiD
QutsideLineNumber
POMAUXReasonCode

Servers

UseDatabaseQueries

Zone

Value

192.168.123.210:9970

No

Default
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To change the POM IP address, double-click on the Connections field highlighted below to
bring up an edit window where a new IP address and port separated by colon can be entered and
click OK once this is done.

Update Property

Name*
Servers

Description

List of POM Servers. In the following format: 192.168.1.1:9970,192.168.1.2:9971

Property Value

92.168.123.210:9970|

UPDATE CANCEL

Continue with the other POM information that is highlighted below to conclude the setup for
POM.

Name “ Value
EnableAddToDNC Yes
EnableBlending Yes
EnableConsultDecline Yes
EnableCountryCode Mo
EnableWrapUpDuringCall Mo
EnableWrapUpOnTransfer Yes
FullyLegoutFromPOMWhenPOMButtenlsPressedWhileLoggedin Yes
MaxRedialCount 10
NailupCallCLID 96789
OutsideLineNumber
POMAUXReasonCode
Servers 192.168.123.210:9970
UseDatabaseQueries No
Zone Default
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8.3. Configure Users with ContactPro Manager

For every ContactPro Client user, a new user needs to be created. Right-click on a workgroup
then click New User.

ContactPro Manager

Manager

4 @ System ActiveDirectory/Search
AESVoice
4 @& Default Tenant AESVoice/AESServer
& Default Workaroup AESVoice/AgentControls
| 3% Edit Workgroup JCallCantrols

/General
/Logout
' StatusBar
Woicemail
tistics
AgentStatistics/ AvgACWThreshHolds
AgentStatistics/AvgHandleTimeThreshHol

[[) Copy Properties

The following fields are required.
e LoginName (This is the Agent ID such as that created in Section 5.2.4 for example).
e First Name
e Last Name

I1Add User
m__ Title
rst Name* L
Paul Greaney
Phone Email
Active Directory Username CRM Username
Agent -
D Change Password On Login
Agent ID Agent Password B
Station Station Password
(e apacit t
1 1 1
ADD CANCEL
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Employees under different workgroups in different tenants may also be created. This allows
easy management of different Properties for different Tenants or Workgroups or each
individual Employee.

Note: Properties do not need to be duplicated. The only configuration required is what’s
different compared to the upper level which could be either the Top System Level, Tenant or

Workgroup level.
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9. Verification Steps

This section provides the verification steps that can be performed to verify proper configurations
of Avaya CM, Avaya AES and CCT ContactPro.

9.1. Verify Status of Communication Manager Agent
Enter the command list agent-loginlID verify that your agent is logged-in to your extension.

list agent-loginID
AGENT LOGINID
Login ID Name Extension Dir Agt AAS/AUD COR Ag Pr SO
Skil/Lv Skil/Lv Skil/Lv Skil/Lv Skil/Lv Skil/Lv Skil/Lv Skil/Lv

8271001 Agent 1 8270001 1 1vl
10/01 / / / / / /

8271002 Agent 2 8270002 1 1vl
10/01 / / / / / /

Enter the command status station and on Page 7 verify that the agent is logged-in to the
appropriate skills and in the Al mode, which represents the Auto In button being pressed,
highlighted in Section 9.5.

status station 8270001 Page 7 of 7
ACD STATUS

Grp/Mod Grp/Mod Grp/Mod Grp/Mod Grp/Mod Grp/Mod Grp/Mod
10/AI / / / / / / On ACD Call? no
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9.2. Verify Avaya Aura® Communication Manager CTI Service State

The following steps can validate that the communication between Communication Manager and
AES is functioning correctly. Check the AESVCS link status by using the command status
aesvcs cti-link. Verify the Service State of the CTI link is established.

status aesvcs cti-link

AE SERVICES CTI LINK STATUS

CTI Version Mnt AE Services Service Msgs Msgs
Link Busy Server State Sent Rcvd
1 4 no AES701678 established 18 18

9.3. Verify TSAPI Link

On the AES Management Console verify the status of the TSAPI link by selecting Status >
Status and Control > TSAPI Service Summary to display the TSAPI Link Details screen.
Verify the status of the TSAPI link by checking that the Status is Talking and the State is
Online.

AVAyA Application Enablement Services

Management Console

Status | Status and Control |TSAPI Service Summary Home | Help | Logout

» AE Services

Communication Manager TSAPI Link Details
Interface

} Licensing [ enable page refresh every | 60 (%] secongs

» Maintenance
. _ i _ . . Msgs
B Link I i @ @
5 15 15 30

» Networking
» Security

~ Status ® 1 CME3vmpg 1 Talking | Tue Feb 12 11:21:43 2014 | Cnline 16

Alarm Viewer

Log Manager
For service-wide information, choose one of the following

[ TSAPI Service Status ][ TLink Status ][ User Status ]

Logs

I Status and Centrol I
= CVLAN Service Summary
= DLG Services Summary
= DMCC Service Summary

=_Swirch Conn Sumpmar
I = TSAPI Service Summar-vl
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9.4. Verify ContactPro

9.4.1. Verify login of ContactPro
From the client PC, open the application ContactPro (shortcut is shown below). Once this is

opened fill in the following details:
ACM Station ID

ACM Station Password

ACM Agent ID
ACM Agent Password

Click on OK to log in to ContactPro.

CP

ContactPro...
- Shortcut

Station

Agent ID

Elite Agent

This is the station number that is to be controlled by this
ContactPro application.

This is the password for the station that is to be controlled
this is the same password noted in the Appendix.

This is the Agent ID created or noted in Section 5.2.4.
This is the password of the agent noted or created in
Section 5.2.4.

ContactPro Login - 5.0.0.900

Station Password
5009

Agent Password
5321

Phone

{?}DE

sk Phone

{T}This Computer

'f::' Other Phone

Cancel
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9.4.2. Verify Agent Status using ContactPro

Once logged in, the agent state can be changed using the buttons at the top left highlighted
below. Note also the station number (5009) and Agent ID (5321) once logged in. Log into the
desired multimedia channels by clicking any of the Email, WebChat or Outbound buttons on
the top left. Click on Ready to make the agent ready.

Fie Options Took  Help

Emai_webChat_Outoound] 4g
® . .8

[2]2 2 EE R e £ T
pnt | Ready | AUx  ACW  Line1 Linez Make Call [ I 1 DisiTones Send AN Cals  Voicemail  Speed Dial | Phonebock it

>
POl Naied Auto Screenpop | Manual M5 Scieengop  Manusl _SF Sceeapop _ Co-Browse
Workitem Dat []
m vt actwe e sat Von Customer St AssianecOumtion g [ D
Workligt [ Acthe Diectony StaicaTime o013
e T— o+ | A Time 000
- 4D Time o000
e A Time ootz
o acw Time 00000
To Tl Handle Time Live Cal | 020000
e Tl Handie Tme Cats | 03000
Subject Tl Handie Tme Emats | 020000
Sent Total Handle Time Chats | 00-00:00
Mot
Con tioniD

Average Handie Time Calls | 00:0000

Averane Handie Time Em... | 00:00:00
Calilog | AUXLog | ACDHistory |Agent Stats.

Averagt speed
answer

ganed

Silame R — [e—— [T — [T —

oM § o ] o
oM 2 o [ o
www o ] o
AICTest Sl o [l o
e o o - c
Wallboard | CP Wallboard | Agent Statisiics Graphical | Custormer Feedback SkilView [ Presence™ | SVS | WeChat
F AUX - 3 [Escalation] 5008 [ 5321 Steve Camey [ 8],
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A web request is generated by a customer (not shown) and queued to this agent. Once Ready is
pressed above the call appears as Alerting on the ContactPro desktop. The call can be answered
by pressing the Answer icon highlighted below.

Fie Options Took Help

- . N == SR A EAE I A =
ook e b g ey M A5 o i | contne | om s ot sy | et |5

L E > > e .
POM Nailed | Auto  Screenpop | Manual  MSScreenpop  Manual | SFScreenpop | Co-Browse

Gswanng  owewca  Aesgeeted A T [
o

o
0
o

c

a CP Wallloard | Agent Statistics Graphical | Customer Feedback Skill View | Presencel™ | SMs | WeChat

] 2] Ready (Auto) 53 5009 | © 5321 Steve Camey | 8.
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Once the call is answered a tab is opened showing the web chat request from the customer and
the agent can respond to that request as is shown below, by entering some text and clicking
Send. Also, verify that the line is busy indicating the agent is on a call even if this is a

multimedia call.

StatusTime

000048 0000181

AssignedDurstion

Age

onoes

= \ = 4 e
Hold End  Tansfer Conference Disifones Send ANCals Voicemail SpeedDisl | Phonebock

[
CPGueues

Digits

Fie Optiow Tools Help
7 [ &S]
e B M - v W
Emad WebChat Outbound Agent AUx " ACW |tmel Line2 Make Call
@ o > > > .
POM 4 Naied Auto  Screenpop | Manual WS Screengop  Manual  SF Screenpop  Co-Browse
Hame dwe Te Status VDN Name Customer
AcceptDate W 2 o [Active P Chat with Phantam |1 On
scDGraup =
e True
soWTme o
AESEventRecemed True
[ Sheve Workdist [ Active Dircctory
Agentio 121 Ema Viens | Webfieporier ) Chat 4Ty ORZISTA3] |
sgentiasthame Carney P—
AlertingTotalTime 3 Customer Hame:
Al 5180 é:'c‘" N
ustomer Number.
Answered True o
assaciatedvaiceCall True subject
caip 17 Question about ContactPra
Conterenced Faise
Conturancedmromer | Fase v )
e . :EI:‘m,-namr is Steve Carrey, how can | help you? 2xst:14
¥
S — Hi, I would lie some infa about CotactPro. 21:61:20
Spitem Personal
S 2 Templates
= 3 Genenat
& Folowup
& Order entry
’fsurc 10 pIoblen. &t me Delg yow wih 1hak]
Sl Name. Calls Walting ~ Oldest Cal e
DM 1 o
ow 2 o
www o
Al Res skl o
Wallboard | CP Wallboard | Agert Statstcs Graphical | Customer Feedback
@] 5] Reacy (Auto)

Average
‘abandon time

Abandangd
alls

o
o
o
o

ACD CAUS

rerage talk Auerge ACW
time time

inst

[ rom | [ Tanster |§\- o |

Hame. vaiue
Humber of Handled Calls |0
Humber of Handied Emaits |0

Humber of Handled Chats |1

HumberofacDCalt |0
Cunent Lve Call 0005t
Statted Time o049
usisbie Time ovoa3s |
ACD Time 00:04:03 1
A Time 000553
AcWTime ozon00

Tots! Handle Time Live Calls|00:00:23

Total Handle Time Calls | 00:00:00
Tots! Handle Time Emails | 00:0000
Total Handle Time Chats | 00:0245

verage Handle Time Calls

Averaas Handie Tine En.._| 000000
Calllog | AlXlog | ACD History | Agent Statist.

Skt Name Level
% sWRew 1
s |eseey '
3 | centines 1
®|rocumen 1 '
Gutbound 1 1
Gupounaz !
nbeund 1
« !
Bl 1
c
| SkitView [ Presence®™ | SMS | WeChat
3 5008 [ = 5321 teve Cary [ 6,

The agent can hang up or close the chat by clicking on Close button at the bottom right.

Fie Options Took Help

@] ) Ready (Ruto]

Sl Name. Calls Waiting
DM 1 o
ow 2 o
W o
o

P Wallboard

Agent Satistics Graphical

Oldest Call

Arerage iosed
answer

Available
Agents

Customer Feedback

Abandangd Average
alls ‘abandon time

ACD CAUS

rerage talk Auerge ACW
time time

inst

g 7 [ (&) 2 .
oG @ ®. 0 == MG 2 2 @ £
Email WebChat Outbound  Agent AUX  ACW Linel Line2 Make Call Hold End  Tansfer Conference  DisiTones Send ANCals Voicemail  SpeedDial | Phonebook
[ ] - 8 > > > .
»oM 150" Waied Ao Sceenpop _Manual WS Saeenpop _ Manusl S Screenpop _ Co-Browse
Hane =) e dctwe o status VN Hame Gustomer st issanecDuston dge ) Diats e
ScceptOate caame 2esi2 LIERES ke P Chat with Phantam Ty On ooo2se oo0a04 coono CPRueues
scograup "o
scne e
scwTme 0
FrRa— e
AgentFirsthame Steve Worklist | Active Directory
AgentiD 521 Emad Views | WebReporter ) Chat 4~ Ty ORZ351:13] | -
sgemisatame caney T —
AlertingTotalTime 3 Customer Name:
ANl 5180 E:'Gh N
ustomer Number
Anwerea e Customer
smsodsesviceCal Tue Subi
caliz 4517 Question about ContactPra
Conterenced Fane
[ v _
e . oy m care o oo o s
¥y
ComectedTotame 1
Wostkun Data | Customer lourney Hi, 1 would like some info about ContactPra. 25120
 r— e
Sure, no problem, et me help you with that. 23:53:88
prrmr—
= Caempites
= 22 Ganen
& Fotlow Up
& orter sy
[Feamrom | [ranter| [ Ex

Hame. vaiue
Humber of Handled Calls |0
Humber of Handied Emaits |0

Humber of Handled Chats |1

Humberof ACD Calt |0
Stafted Time o302
usisbie Time 00652 |
ACD Time 00:08:18 1
A Time 000553
AcWTime ozon00

Tots! Handle Time Live Calls|00:00:23

Total Handle Time Calls | 00:00:00
Tots! Handle Time Emails | 00:0000
Total Handle Time Chats | 00:0245

verage Handle Time Calls

Aversae e Tme £m.._ 000000
oo ALY Log | ACD Hitory | Agent Sttt

Skl Hame Level
0 |sWRese 1
s |eseey !
5 |Centralesy 1
0 roguton 1 '
Sutbound 1 1
5 |ouwounaz '
n nbound 1
@ '
1

| SkilView | PresenceiM | SMS | WeChat

5000 | 5531 heve Comey | ¥,
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With the chat ended, a new call can be made if required again by entering the digits and pressing
on Make Call as is shown. In this example, the agent is calling the customer at his/her request
from the webchat session previous.

= ContactPro (Elite Agent) - 5321 - Stave Carrey

Fle Opions Took Help

o N Y C 3 3 N 7 RN,

e 8 ®. B &S uwmsmz b w6 L1 [/ = 4 L9 5 Ol

Emad WebChat Outbound  Agent feady AUX  ACW  Linel | Linez btake can e “nce | DalRnes  SendANGas  Vokemail | SpeedDial | Phonebook 5

L E > > e .
POM Naled  Auto  Scresnpop | Manual WS Screenpop | Manual SFScreenpop | Co-Browse
Hame o Value hetwe  Type Satus VDH Mame Customer StatusTime AssignedDurstion e U Digits.
Worklist | Active Directory Staffed Time 03:15:02

Tmail Views | Webfieparter | v | dusiabie Ty o008
1 | ACD Time 00:08:16
o 0T 00553

From acw Ty 0000
To Total Handie Time Lve Call | 00:04112
Cc Tolal Handle Teme Cals | 00.00:05
Subject Total Handle Time Emails | 00-00:00
Sent +49821455152701 TotslHandle Tewe Chats | 00,0631

Average Handie Time Calls | 00:0006

00821455152701 Averaae Handie Time Em... | 00-00:00
oltog | AN Log | ACD ritory |Agent Sieit

_— — — drtagespeed  dvaable Apansoned Average facaneiat Average ACW —

oM 1 [
oM 2 [
oww [
AICTest Sl o
Skill iew | Presence® | SMS | Wehat

Wallisard | G Walbonrd | Roent Satiics Graphical | Custamer Feedoack v
5000 | 5531 heve Comey | 1,

# |+ Ready (Auto)

9.4.3. Verify POM status in ContactPro

Click on the POM button to login to POM, then click on the Ready button. Now check the
Nailed status (traffic light icon). The Ready button X should disappear, the Nailed status depends
on the POM settings:

- Red: No Outbound skill assigned or no campaign active
- Yellow: Pending, no active campaign
- Green: Nailup Call active and connected to a campaign

The agent will then receive a POM outbound work item. A new outbound tab is created with
details of the customer. You can perform POM call actions using the call control buttons inside
the tab. You can also follow campaign scripts.
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WRAPUP n
v

1) Ready [Auto)

a3 | oo POM - Rea:

Skl Name Calls Wating.

wom 1 0

oz o

Wy 0

A0C Test Skl 0

A4C KDG SKil o

Wallbaard | CPWallboard

Nisiled

sawoa B meed DML o g e
: g
E ;
: :
: 3
Agent Statistics Graphicsl | Customer Feedhack

Sinsl

MumDer of Handlea Cams 0
Humber of Handled Emails 0

umoer of Handled Cnats 0

Humber of ACD Calls 0
statted ime 000419
susiable Time 000183
ACD Teme. 00:00:00 4
AUX Time 0002119
Acw Tme 00000

Total Handle Time Live Calls_00:00:00

Total Handle Time Cals  00:00:00
Total Hanale Time Emails  00:00:00
Total Handle Time Chats  00:00:00

Average Handle Time Calls 00:0000
Average Handle Time Emalls 00:00:00
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At the end of the call, select a wrap up code.
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CUSTOMER
Name Value
Customer ID StS-Testphone-2-1
First Name Stefan
Last Mame Schneider

Title Predefined
Country Predefined
Zipcode Predefined

Aridress |ine 1 Predafined

WRAPUP

65 SuccessClosure
66 Not available
63 Abgeschlossen

73 éxita

00:21
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10. Conclusion

These Application Notes describe the configuration steps required for ContactPro from CCT
Deutschland GmbH to interoperate with Avaya Avaya Aura® Application Enablement Services
R7.1 and Avaya Proactive Outreach Manager (POM). All feature and serviceability test cases
were completed successfully, with any observations noted in Section 2.2.

11. Additional References

This section references the Avaya and CCT Deutschland GmbH product documentation that are
relevant to these Application Notes.

Product documentation for Avaya products may be found at http://support.avaya.com

[1] Administering Avaya Aura® Communication Manager, Release 7.1.2, Issue 5, February

2018

[2] Avaya Aura® Communication Manager Feature Description and Implementation,
Document 1D 555-245-205

[3] Avaya Aura® Application Enablement Services Administration and Maintenance Guide
Release 7.1

[4] Avaya Aura® Experience Portal 7.2 Overview and Specification

[5] Deploying Avaya Aura® Experience Portal 7.2 in an Avaya Customer Experience

Virtualized Environment

[6] Proactive Outreach Manager 3.1 Overview and Specification

[7] Implementing Proactive Outreach Manager 3.1

[8] Application Notes for configuring ContactPro from CCT Deutschland GmbH with
Avaya Aura® Application Enablement Services R7.1

[9] Application Notes for configuring Avaya Aura® Communication Manager R6.3, Avaya
Aura® Application Enablement Services R7.0 and Avaya Interaction Center R7.3 with
CCT ContactPro v5

The following CCT Deutschland GmbH documentation can be obtained using the contact
information detailed in Section 2.3.
e CCT ContactPro Implementation Guide.
CCT ContactPro Installation Guide.
CCT ContactPro User Guide.
CCT ContactPro Technical Specification.
CCT ContactPro Test Specification.
CCT ContactPro Port Ranges.
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SJW; Reviewed: Solution & Interoperability Test Lab Application Notes 50 of 50
SPOC 4/9/2018 ©2018 Avaya Inc. All Rights Reserved. ConPro_POM31


mailto:devconnect@avaya.com

