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Abstract

These Application Notes describe the configuration steps for Pronet Dynamic IVR 1.0 to
interoperate with Avaya Experience Portal 8.0 and Avaya Aura® Contact Center 7.1.2. Pronet
Dynamic IVR is developed using Avaya Orchestration Designer (OD). This application will
interact with middleware through Webservices to perform self-services routines and to get
required information used for dynamic flow and routing.

Readers should pay attention to Section 2, in particular the scope of testing as outlined in
Section 2.1, as well as 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 Pronet Dynamic IVR 1.0 to
interoperate with Avaya Experience Portal 8.0 and Avaya Aura® Contact Center 7.1.2. This application
will interact with middleware through Webservices to perform self-services routines and to get required
information used for dynamic flow and routing.

The scope of testing excluded the middleware and any CRM (Customer Relationship Management)
applications on client side for self-service transaction. Pronet applications were developed using Avaya
Aura® Orchestration Designer (AAOD) and run-on Avaya Experience Portal. The applications point to
the Pronet Application Server running in Tomcat on Windows Server 2016.

2. General Test Approach and Test Results

Interoperability testing contained functional tests mentioned in Section 2.1. All test cases were
performed manually. The general test approach was to validate successful handling of inbound calls to
Pronet Dynamic IVR and communicate with Avaya Aura® 8.1, Avaya Experience Portal 8.0 and Avaya
Aura® Contact Center 7.1.2. See Figure 1 for network diagram. The interoperability compliance test
included both feature functionality and serviceability tests.

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
Pronet Dynamic IVR did not include use of any specific encryption features as requested by Pronet.
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2.1.Interoperability Compliance Testing

The interoperability compliance test included both feature functionality and serviceability
testing. The scope of testing includes the feature functionality testing below:

¢ Monitoring of inbound calls to IVR.

Transfer of calls to AACC Control Directory Number (CDN).
Codec that includes G.711 and G.729.

e Announcement provided on the applications.

2.2. Test Results
The testing was successful. All test cases passed.

2.3. Support

Technical support on Pronet Dynamic IVR can be obtained through the following:
Phone: +92 (21) 582 2401-4

Email: info@pronet-tech.net

Web : https://pronet-tech.net
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3. Reference Configuration

Figure 1 illustrates a sample configuration that consists of Avaya products and Pronet’s Dynamic IVR.
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Figure 1: Test Configuration for Pronet’s Dynamic IVR and the Avaya Platform
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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 in 8.1.3.3
Virtual Environment

Avaya Aura® Session Manager in 8.1.3.3
Virtual Environment

Avaya Aura® Communication Manager in 8133
Virtual Environment

Avaya G450 Media Gateway 41.34.1

Avaya Aura® Media Server in 8.0 SP2
Virtual Environment

Avaya Aura® Application Enablement Services in 8.1.3.3
Virtual Environment
Avaya Session Border Controller for Enterprise 8.1.3
Avaya Aura Contact Center 7.1.2
Avaya Experience Portal 8.0.0
Avaya Workplace SoftClients on Windows 10 3.22.0
Avaya 9621G & 9641G IP Desk Phone (SIP) 7.1.8
Avaya J159 and J179 SIP Desk Phone 4.0.9
Avaya J139 & J159 IP Desk Phone (H.323) 6.8.5
Pronet Dynamic IVR Application 1.0
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5. Configure Avaya Aura® Contact Center

This section shows the steps required to add a new CDN and skill on Avaya Aura® Contact Center
associated with an agent. Agent can use agent desktops for handling incoming and outgoing calls.
The following sections give step by step instructions on how to add the following.

Log into Avaya Aura® Contact Center Manager

CDN (Route Point) Configuration

Add a Skillset and associate new CDN with this Skillset

Add Agents and assign new Skillset to Agents

It is implied that a working Avaya Aura® Environment, which includes System Manager, Session
Manager, Communication Manager, Media Server, Contact Center, is already in place with the necessary
licensing. For all other provisioning information, such as initial installation and configuration, please
refer to the product documentation in Section 10.

5.1.Log into Avaya Aura® Contact Center Manager

Launch url: http://<IP Address of AACC> and log into the Contact Center Management
Administration with administrative credentials. The Contact Center Launch pad is displayed.

AVAYA Contact Center - Ma“ager About | Audit Trail | Change Password | Logout
Launchpad
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5.2.

CDN (Route Point) Configuration

In the Launch pad, click Configuration. In the left pane, click the (+) sign next to the Contact
Server manager Name, to which the route point is to be added. Select the CDNs (Route Points)
folder. The following highlighted configurations are required on the CDNs (Route Points)
window:

Name: Type the name of the route point.

Number: Type the number for the route point.

URI: Type the value of the Uniform Resource Indicator (URI) of the route point of the SIP
server.

Call Type: Select Local from the list.

Acquired: Check the Acquired check box.

AVAyA c°nfiguration Logged in user: Administrator Web | Change Password | Logout

Server Download Status Launchpad Help
=4 CCMS

[ Activity Cades CDNs (Route Points) Server: CCMS
D Agent Greeting

(] call Presentation Classes |CDNs Open QueuelLanding pads| | Acquie AICDNs || De-acquire ANCDNs || Refresh Status |

: D Call Recording and Qualty Monitoring

+ {2 AACC148
(2} ccMm

D Contact Types F | WoiceCall =ip:30000@devconnect.com Local v Acguired

CaDhiss * r
(L] Formulas

(Z3) Global Settings.

() Historical Statistics

(C1] Media Servers

D Media Services and Routes

D Muttiplicity Presentation Classes

D Networking Communication Paramete
() Real-time Statistics

(Z1 Routes

(Z] skillsets.

(Z] Threshold Classes

D CDMNs (Route Pointe) Name Number URI Call Type Acquired? Status
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5.3. Skillset Configuration

Select the Skillsets folder in left panel. The following highlighted configurations are required on the
Skillsets window:

Contact Type: Chose Contact Type of skillset (Example: Voice)

Skillset Name: Enter name of Skillset (Exp : PronetVoice )

And leave the rest as default.

AVAyA co“figuration Logged in user: Administrator Web | Change Password | Logout

Server Download Status Launchpad Help

=-{Z) cCms
([ Activity Codes Skillsets Server: CCMS
I:I Agent Greeting
[ cal Presentation Classes Prefic | Skilset Name Skillset Type Default Activity Code Threshold Class Call Source Preference | Call Age Preference |Out C
D Call Recording and Qualty Menitering - - - - -
SN_ Default_Skillset Local 00, Skillset_Default_aActivity_Code Skillset_Template None First In Queue Ni&
(1 cons (Route Points) VN Defaul_Skilset Local 00, Skilset_Defaul_Activity_Code | Skilsel_Template None First In Queue WA
([ Contact Types SM_ Default_Skilset Local 00, Skilset_Default_Activity_Code | Skillset_Template: None First In Queue NiA
~[Oouss FX_ Defaull_Skillset Local 00, Skilset_Default_Activity_Code Skilset_Template Mone First In Queue [
(O Formuias SD_ Default_Skilset Local 00, Skilset_Default_Activity_Code | Skileet_Template None First In Queue NiA
| STl 00_ Defaull_Skilset Local 00, Skilset_Defaul_Activity_Code | Skilset_Template None First In Queue NiA
[ tistorical Statistics W_ Defaull_Skilset Local 00, Skilsel_Defaul_Actvily_Code | Skilsel_Template None First In Queue WA
[ Madia Servers VI Default_Skilset Local 00, Skilset_Defautt_Activity_Code | Skilset_Template None First In Queue NIA
D Media Services and Routes
. 0B_ Default_Skillset Local 00, Skillset_Default_Activity_Code Skillset_Template None First In Queue N/A
[ uutiplicity Presentation Classes WC_ Defaul_Skilset Local 00, Skilset_Defaul_Actvity_Code | Skilset_Template Non= First In Queue WA
[ Networking C RS EM_ Defaul_Skilset Local 00, Skilset_Defautt_Activity Code | Skilset Template None First In Queue [
([ Reattime Statistics Defaul_Skilset Local 00, Shilset_Defaul_Activity_Code | Skilsel_Template None First In Queue WA
g 2:‘;:; » Pronet\oice Local 00, Skilset_Defaul_Activity Code | Skillset_Template = |First In Queue WA
D Threshold Classes &
Z) AACC148
=) CCMM
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5.4. Add an Application Script

Applications contain instructions that determine the sequence of steps that a contact follows after the
contact arrives at Avaya Aura® Contact Center. These steps can include call treatments (such as music
or ringback), call routing (such as skill-based routing), or interaction with the caller (entering account
numbers). In the Launch Pad, click Scripting. Choose Orchestration Designer. If prompted to
download the Orchestration Designer, click OK. Follow the instructions of the installer and Install the
Program. After the Program is installed, select Launch Orchestration Designer

A Contact Center - Manager -...

AVAyA Scri pting Logged in user: Administrator Web | Change Password | Logout

Status Launchpad Help
Launch Orchestration Designer

Scripting

« The Orchestration Designer allows you to route contacts through the Contact Center. To use this

application select the Launch Orchestration Designer option from the Orchestration Designer menu.

« Click a server name to log en to the server. Then, launch the Script Variables or Application Thresholds

by clicking each heading.

« From the free, select a script variable under the desired server. Then, right-click en Script Variable and

select Print to print a script variable report.
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On the Orchestration Designer Contact Center window, on the left pane click the (+) sign next to the
Contact Server manager Name and right click on Applications [Full Control]. Select New -
Application. Provide the Application Name and select Script radio button. Click Finish.

v (@) CCms
v (= Application Manager Data

= B || % main [WC_Web_Primary] 2
~

A il N alia L — £ ial

ATk Tl

= Agents [Read Only]

= CDNs [Full Control]

= DMI5s [Full Control]

= Skillzets [Full Control]
v = Applications [Full Control]

B‘d EM_Email_Prirmary

b‘_J_ F¥_Fax_Primary

ad IM_InstantMsg_Primary

EH Metwork_Script

&é OB_Outbound_Primary
a_J_ PR_Predictive_Primary
B‘d SD_Scanned_Primary

W e o

(* Local &2

D@ Mew Contact Center Application O

New Application

Create an application in Orchestration Designer

(J) Create in Local View (®) Create in Contact Center

B2 Master Script Selecta CCMS:
fy Media_Server_Selection v € 10305148
fa MultimediaFlow (&) CCMs

Application Name: | Pronet]

Application Type: () Graphical Flow (®) Script

Mew_Flow o

Date Modified
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Edit the above created Application script to have the following lines:
e (ueue to skillset PronetVoice
e Wwait?2

Save the application

‘D@ Orchestration Designer
File Edit View ContactCenter Window Help

By 4D e x
Contact Center 23 = O l"ﬁ main [WC_Web_Primary] £ *Pronet 2
v (@ cCMms ~
v [= Application Manager Data
= Agents [Read Only]
== CDMs [Full Contrel]
== DMNISs [Full Control]
= Skillsets [Full Control]
w [ Applications [Full Control]
A‘.J- EM_Email_Primary
E_J_ FX_Fax_Primary
b’d IM_InstantMsg_Primary
E Master_Script
ﬁ’d Media_Server_Selection
ﬁ’d MultimediaFlow
A‘.J- Metwork_Script
a’d OB_Outbound_Primary
b’d PR_Predictive_Primary

%_5_ Pronet o
(® Local 22 = O
*} Synchrenization i3 | [ Problems
Mo Synchronization Exists
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Right-click on the Application Name and select Activate. The message of Application Activation is

displayed.

@ Orchestration Designer

File Edit

| | o X
Contact Center 2%

(= Agents [Read Only]
== CDNs [Full Control]
= DMNISs [Full Control]
== Skillsets [Full Control]
~ [= Applications [Full Control]
B
B
B
e
B
b_J_ MultimediaFlow
b_J. Metwork_Script
b‘d OB_Outbound_Primary
b‘d PR_Predictive_Primary

View Contact Center Window

=

EM_Email_Primary
FX_Fax_Primary
IM_InstantMsg_Primary
Master_Script
Media_Server_Selection

Help

Quick Access

8 l‘ﬁ main [WC_Web_Primary] %":_ Pronet &3

- 1/* Pronet */
to skillset PronetVoice

2 gqueue
Jwait 2

%_a_ Pron=+
fa SD_S Open
.aé %M," Rename EX
¢ Local &2 ¥ Delete Delete
Activate
Deactivate
iy Export
Properties Alt+Enter Synchronization 52 | 3 Problems

Associate the application and the CDN created correctly in the Master script

Application Chooser x

~ (= Valid Applications
b_J‘ EM_Email_Primary
Ha FX_Fax_Primary
$4 IM_InstantMsg_Primary
b_J‘ Media_Server_Selection
$4 OB_Outbound_Primary
$a PR_Predictive_Primary
&e_ Pronet
b_ SD_Scanned_Primary
$a SM_SMS._Primary
'9_4‘ Switchover_Handling
b.’- VI_Video_Primary
$a, VM _Voicemail_Primary
a’d WC_Web_Primary

OK | | Cancel
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Contact Center &% = O ||% main [WC_Web_Primary] | [ Contact_Router 53 =
v (C 10305148 A || Routes
v (@ ccms
v [= Application Manager Data Route Configuration:
[= Agents [Read Only] Available Routes: Configured Routes:
~ [= CDNs [Full Control]
] VoiceCall v (= Application Manager Data N
(= DMISs [Full Control] v = CENS v [= Application Manager Data
(= Skillsets [Full Contral] * VoiceCall = CDNs
v [= Applications [Full Control] (= DNISs (= DNISs
$14 EM Email Primary ~ (= Application Variables « (= Application Variables
Y FX_Fax_Primary (= CDN Add > = CDN Edit
i IM_Instanthsg_Primary & CLp (= CLID/WILDCLID
= < Remove Move Up
B2l Master_Script (& DNIS (= DNIS
h4 Media_Server Selection (= WILDCLID Mave Down
b.’. MultimediaFlow
a4 Network_Script
b4 OB_Outbound_Primary v
+ Local & = 0
< >
Default Skillset: | Default_Skillset Browse
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5.5. Configure a Contact Center Agent

In the Launchpad, click Contact Center Management. In the left pane, click the Contact
Center Manager to which the agent is to be added. On the Menu, select Add Agent. The
following highlighted fields were configured on New Agent Details Window under User Details
section:
e User Type: Select Agent as User Type
e First Name: Type a first name for the agent
e Last Name: Type a last name for the agent
e Login ID: The number the agent enters to logon to the phone. In this case the field is set to the
extension (85001)
e Primary Supervisor: Select Default Supervisor from the list
¢ Voice URI: The SIP address of the TR87-controlled terminal dedicated to this agent, in the
format sip:agent (use Extension@SIPdomain, where SIPdomain is the CCMS Local SIP
Subscriber Domain name. For example; sip:85001@devconnect.com)
e Enable CTI for this agent: Check the check box

Click Contact Types, which is then expanded. Select the check box beside each Contact Type to assign to
the agent (for example, Voice).

New Agent Details: VoiceAgentl Pronet

¥ User Details

First Name: ~© |Vcioe.¢‘«gent1 | User Type:
Last Name: = |Pronet | Lagin ID: * (85001
Title: | | Voice URI: |Si::2500‘@devoonred.com | @
Department: | | IM URI: |si:: | @
L English LV
Comment: | [] Create CCT Agent
v Agent Information
Primary Supervisor: © Call Presentation: |CaII_Ce'|tre_»'-'\:minist|ator ~
Login Status Logged Out Multiplicity Presentation Class:
» Agent Greeting
» Offsite Agent
¥ Contact Types
Contact Type ¥
- T
SMS O A
Social_Metworking n
Video n
Vaice
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sip:85001@devconnect.com

Click the Skillsets heading to expand the branch. Click List All to list all skillsets configured on the
server. From the Priority list for each skillset to assign to the agent, select the priority levels (for
example, select VVoice and set the priority level 1).

w Skillsets

| skillset Name Contact Type Priority
+ Assign Skillsets
Show all skillsets on server CCMS where:

Skillset name | containg V| | |

Skillset Name (13) ~ Contact Type Priority

Cr_DFETdOn_SFEISET CIFTam

FX_Default_Skillset Fax W ~
IM_Default_Skillset iz L
0B_Default_Skillset Outbound L
0Q_Default_skillset OpenQ A

Pronetvoice Voice
SD_Default_skillset Scanned_Document ~ v
SM Default skillset SM5 b
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6. Configure Avaya Experience Portal

The configuration and verification operations illustrated in this section were all performed using
browser. The information provided in this section describes the configuration of Experience Portal
for this solution. For all other provisioning information such as initial installation, are not the focus
of these Application Notes and will not be described.

Log into the Avaya Experience Portal Manager and select System Configuration = Application
on the left pane.

[Avaya Experience Portal 8.0.0 (ExperiencePortal)
Expand All | Collapse All

i Home ?,Help @ Logoff

Roles
Users
Login

Syste

¥ User Management

Options

v Real-time Monitoring

m Monitor

Active Calls
Port Distribution
v System Maintenance

v System Management
EPM Manager
MPP Manager
Software Upgrade
System Backup

v System Configuration

Speech Servers
VoIP Connections

Avaya Experience Portal Manager

Avaya Experience Portal Manager (EPM) is the consolidated web-based application for administering Experience Portal. Through the EPM interface you can configure
Experience Portal, check the status of an Experience Portal component, and generate reports related to system operation.

Audit Log Vit

e Ve Installed Components
Log Viewer

Alarm Manager

Media Processing Platform
Media Processing Platform (MPP) is an Avaya media processing server. When an MPP receives a call from a PBX, it invokes a VoiceXML (or CCXML) application on an
application server. It then communicates with ASR and TTS servers as necessary to process the call.

Email Service
Email Service is an Experience Portal feature which provides e-mail capabilities.

Applications
oM Seoyers HTML Service
SNMP HTML Service is an Experience Portal feature which supports web applications with HTMLS capabilities. It includes support for browser based services for mobile

devices.

Zones SMS Service

[¥ Sacurty SMS Service is an Experience Portal feature which provides SMS capabilities.
Certificates.
Licensing

v Reports

The following shows the applications listed. Click on Add to create new Application.

Applications

This page displays the applications that are currently deployed on the Experience Portal system.

]

Pronet IVR Yes

VoiceXML http://10.103.3.115:8080/bafl_ivr_alfa_app/Start 30001 No ASR

Muance (Acquire on call start and retain)

b English{USA) en-us

O Test \oice VoiceXML http://10.128.224.58/VoiceMenu. vxml|

m Clear MPP Cache J| Global CAVs m

20000
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The VoiceXML URL is administered for pointing to the Pronet application server

running on Tomcat.

“<JP address of application server>:<Port of Tomcat>/<location of application>"
In the section for Application Launch, check Inbound and add the IVR station 30001

number as Called Number. Then click Save to save new Application.

Add Application

Use this page to change the configuration of an application.

MName: Pronet IVR
Enable: ® ves ) No
Type: VoiceXML A
Reserved SIP Calls: ® none ) Minimum ) Maximum
Requested:
URI
® single ) Fail Over ' Load Balance

WoiceXML URL: | http://10.103.3.116:8080/bafl_ivr_alfa_app/Start

)

Mutual Certificate Authentication: () ves @ pg
Basic Authentication: ) Yes @ po
ASR Speech Servers ~

Engine Types Selected Engine Types

Nuance <MNone>
ASR: o
o

TTS Speech Servers «

Application Launch ~

® Inbound ) Inbound Default ) Outbound

® number ) Number Range ) URI
Called Number: | m

20001

Remove

SIP Header 50urce:

Speech Parameters »
Reporting Parameters »
Advanced Parameters »

Save §| Apply § Cancel Help
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7. Configure Avaya Aura® System Manager

This section shows the steps required configuration for Routing Policy and Dial Pattern to Avaya
Aura Contact Center and Pronet Dynamic IVR on Experience Portal.

7.1. Access System Manager Web Interface

Access the System Manager URL ((https://<SERVER_NAME>/SMGR) and log on to the
System Manager Web Interface using appropriate login credentials.

Recommended access to System Manager is via FQDN.

Go to central login for Single Sign-On

User ID: [admin ]
If IP address access is your only option, then note that authentication will fail i
in the following cases: Password:  seessssssessns
= First time login with "admin” account
+ Expired/Reset passwords Log On Cancel
Use the "Change Password” hyperlink on this page to change the password thange Password

manually, and then login.

Also note that single sign-on between servers in the same security domain is

not supported when accessing via IP address. 0 supported Browsers: Internet Explorer 11.x or Firefox (minimum version 65.0).

This system is restricted solely to authorized users for legitimate business
purposes only. The actual or attempted unauthorized access, use, or
modification of this system is strictly prohibited.

Unauthorized users are subject to company disciplinary procedures and or
criminal and civil penalties under state, federal, or other applicable domestic
and foreign laws.

The System Manager home page displays Dashboard as below:

& Users v Elements v  # Services v | Widgets v  Shortcuts v
Disk Space Utilization ® Notifications (1) Application State x
28
. Your last successful login was on at February 13, 2022 1148 License Status Active
21 PM from 10.128.224.163. More.
Deployment Type VMware
Multi-Tenancy DISABLED
QOBM State DISABLED
! L . Hardening Mode Standard
N I
¥
Alarms ® Information ® Shortcuts ®
Severit Elements Count Sync Status Drag shorteuts here
AES 1 ]
SourcelP Description
Avaya Aura Device Services 1 ]
No data
Avaya Aura Web Gateway 1 ]
Avaya Breeze 1 ]
AvayahuraMediaServer 2 .
M 3 |
e a - T

Current Usage :

687250000
USERS
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7.2. Create Routing Policy to Avaya Aura® Communication Manager
From System Manager Dashboard, go to Elements (not shown) - Routing - Routing Policies

L/EVICE AdapTEr

Device Services

Equinox Conference

Alarms x Informati

IP Office > Elements

AES
Media Server
Avaya Aura [

Meeting Exchange > Avaya Lura V

) Avaya Breeze
Messaging

AvayahuraM
Presence > CM
Routing 3 Domains .

Current Usag

Session Manager > Locations

Web Gateway > Conditions

Adaptations

1750
SIMULTA

SIP Entities

Entity Links

Time Ranges

Routing Policies
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On Routing Policies window, click New to create new Routing Policy for VoiceCDN. Enter

Routing Policy Details.
Name : Name of Routing

Policy for VoiceCDN

SIP Entity as Destination: select AACC Entity in this case.
Click Commit to save new Routing Policy

AVAYA

Aura® System Manager 8.1

Home Routing

& Users v

& Elements v £ Services v Widgets v  Shortcuts v

CZNE 4 =

Routing

Demains

Locations

Conditions

Adaptations

SIP Entities

Entity Links

Time Ranges

Routing Policies

Jial Patterns

Regular Expressions

Help 7

Routing Policy Details [Commit|[cancel]
General

* Name: [VoiceCDN )

Disabled: (|

* Retries: |0

Notes:

SIP Entity as Destination
[Select
Name FQDN or IP Address Type Notes
DevConnect-AACC151 10.30.5.199 Other
Time of Day
|E\ | Remove| |View Gaps/Overlaps|
1ltem &2 Filter: Enable

(] | Ranking =« | Name ‘ Mon ‘Tue | Wed | Thu | Fri ‘ Sat ‘ Sun | Start Time End Time | Notes

Defaults

0O o 24/7 00:00 23:59  Time Range 24/7

Select : All, None

Repeat step above to create new Routing Policy for Pronet Dynamic IVVR on Experience Portal

LR
Routing Policy Details [commit][cancel]
General

* Name: [PronetIVR| )
Disabled: (]
* Retries: |0
Notes:
SIP Entity as Destination

(Select|
MName FQDN or IP Address Type Notes

DevConnect-MPP144 10.30.5.144 foice Portal
Time of Day
|E| |Remove| |View Gaps/Overlaps|
1Item ¥ Filter: Enable

O |Ranking & |Name |Mon |Tue |Wed |Thu Fri Sat Sun | Start Time End Time | Notes

O 0 24(7 00:00 23:59 Time Range 24/7
Select : All, None
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7.3. Create Dial Pattern for VoiceCDN

On the left panel of Routing window, select Dial Patterns - Dial Patterns and click New to
create new Dial Pattern. Enter following for Dial Patterns details:
Pattern: Enter same CDN pattern created on Section 5.2.

Originating Locations select -ALL- and Routing Policy Name select with policy created on
Section 6.2. Click Commit to save new Dial Pattern.

General
* Pattern: |30000
* Min: |5
* Max: |5
Emergency Call: ]
SIP Domain: |-ALL- hd

Notes:

Originating Locations and Routing Policies
Add Remove

1ltem &

O] | originating Location Name | Originating Location Notes | Routing Policy Name | Rank R““D'I':agh:’d"c" Routing Policy Destination | Routing Policy Notes

O -Au- TrinityCEP 0 DevConnect-AACC151
Select : All, None

Denied Originating Locations
Add Remove

0 Items

Originating Location Notes

Repeat step above to create new Dial Pattern with the pattern same as Called Number configured
on Section 6 for Pronet Dynamic IVR on Experience Portal

Dial Pattern Details [commit|[cancel|

General
* Pattern: 20001
* Min: |5
* Max: |5
Emergency Call: [
SIP Domain: | -ALL- w

Notes:

Originating Locations and Routing Policies

Add Remove

1Item &
- - - . - . Routing - . -
|:| Orlgll?atlng Orlglr]atmg Routing Policy Rank Policy Rout_lng _PO'IC\( Routing
Location Name Location Notes Name _ Destination Notes
Disabled
I:I -ALL- PronetIVR ] DevConnect-MPP144
Select : All, None
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8. Configure CDN on Pronet Dynamic IVR

All installation and configuration related to Pronet Dynamic IVR Dynamic is performed by to
Pronet engineers and, thus, is not documented.

This section shows the steps required configuration Pronet scripts with AACC CDN. Log into
Pronet Dynamic IVR tomcat server and edit main script at example location C:\apache-tomcat-
8.5.23\webapps\bafl_ivr_alfa_app\flow.

9. Verification Steps
This section provides the tests that can be performed to verify proper configuration

9.1. Verify Entity Link between Session Manager and Contact Center

To verify SIP connectivity to AACC, via System Manager, navigate to Elements = Session
Manager = System Status = SIP Entity Monitoring. Under the All Monitored SIP Entities,
select the Contact Center Entity.

All Monitored SIP Entities

Run Monitor

13 Items Filter: Enable

(] | s1P Entity Name

|| DevConnect-AACC148
DevConnect-CM93
DevConnect-AAWG138
DevConnect-Presence
DevConnect-IP Office
DevConnect-PresenceService
DevConnect-BSM134
DevConnect-CM96
DevConnect-MPP144
DevConnect-CM93CP
DevConnect-Officelinx145
DevConnect-SMSIP

)  Enghouse cp
Select : All, None

Verify Conn. Status is UP.

SIP Entity, Entity Link Connection Status
This page displays detailed connection status for all entity links from all Session

Manager instances to a single SIP entity.

Status Details for the selected Session Manager:

All Entity Links to SIP Entity: DevConnect-AACC148

Summary View
1Item & Filter: Enable
Session Manager Name Session Manager IP Address Family SIP Entity Resolved IP Port Proto. | Deny Conn. Status Reason Code Link Status
DevConnect-SMSIP IPva 10.30.5.148 5061 TLS FALSE ur 200 OK upP
Select : None
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9.2. Verify Entity Link between Session Manager and Experience
Portal MPP

Under the All Monitored SIP Entities, select the Experience Portal MPP Entity.

All Monitored SIP Entities

Run Monitor

13 Items Filter: Enable

=%

Il | SIP Entity Name

DevConnect-CM93
DevConnect-AAWG138

DevConnect-Presence
DevConnect-IP Office

DevConnect-PresenceService
DevConnect-BSM134
DevConnect-CM96
DevConnect-MPP144
DevConnect-AACC151
DevConnect-CM93CP
DevConnect-Officelinx145
DevConnect-SMSIP

Enghouse CP
Select : All, Nong

Verify Conn. Status is UP.

SIP Entity, Entity Link Connection Status

This page displays detailed connection status for all entity links from all Session
Manager instances to a single SIP entity.

Status Details for the selected Session Manager:

All Entity Links to SIP Entity: DevConnect-MPP144

summary View

1 Item & Filter: Enable
Session Manager Session Manager IP SIP Entity Port Prot D Conn. Reason Link
Name Address Family Resolved IP o roto. | LenY | giatus Code Status
DevConnect- ) -
SMSIP IPvd 10.30.5.144 5081 TLS FALSE UP 200 oK up
Select : Mone
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9.3. Pronet Dynamic IVR Connection

Make a test call to Communication Manager VDN which routes to the I'VR station 30001 and
verify announcement is heard from Pronet application. Select the choice for speaking to an agent.
Verify the call is successfully transferred by Pronet application as shown below.

Avaya Workplace & — %

a3
4 Top of Mind v Qo

sss
B Q, name or number

Next Meetings >

To join your next meeting with one click

select a calendar

‘

@) History

P 29999 (3)

=4 2142022, 10:32 FM

¥ PSTH_QSIG

=4 2/14/2022, 10:21 PM
Pronet Ext2 (2)
2/14/2022, 10:07 PM

New Conversation + -ﬂ[:j

10. Conclusion

Pronet Dynamic IVR 1.0 solution was able to successfully interoperate with Avaya Experience
Portal 8.0 and Avaya Aura® Contact Center 7.1.2. All test cases passed successfully.

11. Additional References

Documentation related to Avaya can be obtained from https://support.avaya.com.

[1] Administering Avaya Aura® Communication Manager, Release 8.1.x, Issue 8, Nov 2020
[2] Administering Avaya Aura® Session Manager, Release 8.1.x, Issue 8, Feb 2021

[3] Administering the Avaya Aura® Web Gateway, Release 3.8 Issue 2, July 2020

[4] Administering Avaya Aura® Application Enablement Services, Release 8.1.x, Issue 8, Feb

2021
[5] Avaya Aura® Contact Center Server Administration, Release 7.1, Issue 07.06, Sept 2021
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Avaya and the Avaya Logo are trademarks of Avaya Inc. All trademarks identified by ® and
™ are registered trademarks or trademarks, respectively, of Avaya Inc. All other trademarks
are the property of their respective owners. The information provided in these Application
Notes is subject to change without notice. The configurations, technical data, and
recommendations provided in these Application Notes are believed to be accurate and
dependable but are presented without express or implied warranty. Users are responsible for
their application of any products specified in these Application Notes.

Please e-mail any questions or comments pertaining to these Application Notes along with the
full title name and filename, located in the lower right corner, directly to the Avaya
DevConnect Program at devconnect@avaya.com.
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