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Elite Multichannel R6.5 - Issue 1.0

Abstract

These Application Notes describe the configuration steps required for CCT ContactPro to
interoperate with Avaya Aura® Application Enablement Services and Avaya Aura® Call
Center Elite Multichannel. CCT ContactPro is an interaction management application that can

connect to both Avaya Aura® Application Enablement Services and Avaya Aura® Call Center
Elite Multichannel.

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 CCT ContactPro V5 from
CCT Deutschland GmbH, to interoperate with Avaya Aura® Application Enablement Services
(AES) R7.1 and Avaya Aura® Call Center Elite Multichannel R6.5. 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.

Note: CCT Contact Pro connects to Avaya Aura® Application Enablement Services allowing for
basic call control for voice-only calls. For the setup and configuration of this solution, please
refer to Sections 5, 6, and 8.

Note: CCT Contact Pro offers an add-on module which allows for multimedia calls by
connecting to Avaya Aura® Call Center Elite Multichannel. For the setup and configuration of
this add-on module please refer to the extra Sections 7, 8.2.2 and 8.2.3.

CCT ContactPro is a solution for agent desktops in an Avaya call center environment focused on
voice and multimedia, such as email and webchat. CCT ContactPro can be installed with enabled
Presence Services and integrated Customer Data and empowers agents to efficiently serve
customers by allowing the agents have full call control from the agents screen. CCT ContactPro
IS an interaction management application which utilises the TSAPI connection to gain call
control of existing Avaya Aura® Communication Manager endpoints. Typically, these endpoints
are desk phones Avaya Aura® Call Center Elite Multichannel agents are logged into.

CCT ContactPro offers a multi-channel agent desktop replacement for the current Avaya Aura®
Call Center Elite Multichannel client. All Elite Multichannel channels (Voice, Chat and Email)
are unified into one convenient desktop that reflects the customer being interacted with and the
channel being used.

CCT ContactPro can also connect to Avaya Proactive Outreach Manager for Outbound
campaigns in Preview, Progressive or Predictive modes.

2. General Test Approach and Test Results

The general test approach was to validate successful handling of inbound skillset/\VDN calls
using CCT ContactPro. This was performed by calling inbound to a VDN and/or outbound from
the elite call center using CCT ContactPro to answer calls. Where applicable, agent actions were
performed using both the physical phone and CCT ContactPro Agent client in synchronisation.

CCT ContactPro can be used to answer and respond to Voice, Email and Webchat requests from
“customers”. Test cases are selected to exercise a sufficiently broad segment of functionality to
have a reasonable expectation of interoperability in production configurations.

CCT ContactPro software was installed on each client PC utilised by an agent. A configuration
file on this software points to a database that was created on an existing Avaya Aura® Call
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Center Elite Multichannel database server, this being a standalone MS SQL server that hosts the
Avaya Aura® Call Center Elite Multichannel database.

Avaya SIP endpoints were included in the compliance testing and these endpoints are registered
with Session Manager. An assumption is made that Session Manager and System Manager are
already installed and basic configuration have been performed.

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 this DevConnect
Application Note 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 Aura® Call
Center Elite Multichannel and CCT ContactPro utilized security features that were available to
them by connecting on secure ports to the Avaya Aura® Call Center Elite Multichannel as
requested by CCT Deutschland GmbH. All other connections were as default.

2.1. Interoperability Compliance Testing

The testing focuses on the following areas:

Agent state change— Login, Ready/Not Ready using CCT ContactPro Agent.

Inbound Calls — Answer calls using CCT ContactPro Agent.

Outbound Calls — Make calls using CCT ContactPro Agent.

Hold/Transfer/Conference — Place callers on hold and transfer and conference using

CCT ContactPro Agent.

Multimedia calls — Email and Webchat.

e Serviceability Testing - Verify the ability of CCT ContactPro to recover from
disconnection and reconnection to the Avaya solution.

2.2. Test Results

All test cases passed successfully. The following observations were noted.
e Upon logging into CCT ContactPro using a valid Communication Manager desk phone,
there is no need for any password for the extension even though it asks for one.
However, the correct extension password is required when Telecommuter mode is used
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during login. Note: Telecommuter requires “softphone = y” in the station settings as well
as additional licenses, AES DMCC Station License and ACM IP_A Station Licenses.
e Blind Conference is not supported on CCT ContactPro. This is also the standard

behaviour of the Avaya EMC Client.

e When an email item is opened from the Agent History the agent goes to active but there
is no VDN phantom call present. This is also the standard behaviour of the Avaya EMC

Client.

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
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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 CCT ContactPro with Avaya Elite
Multichannel and AES using a CTI connection through AES to gain call control of the Avaya
Elite Multichannel agents.

Avaya Aura® System
Manager R7.1

=

Agent 1 logged into a
96x1 H323 deskphone

Avaya Aura® Application Avaya Aura® Session Avaya Aura® Communication
Enablement Services R7.1 Manager R7.1 Manager R7.1

= S —— |
CCT ContactPro Connection
installed on the Agent PC to AES

I ’
|
|
|
CCT ContactPro : ...................
|
|
|

installed on the Agent PC Avaya G430 Gateway Avaya H.323

Connection to Deskphone

EMC database and

EMC Server oo
———————— Simulated
PSTN

PSTN Caller

Avaya Aura® Call Center Domain Controller/
Elite Multichannel Server MS SQL Server
R6.5 2012

Agent2 logged into a
96x1 SIP deskphone

Figure 1: Connection of CCT ContactPro with Avaya Aura® Application Enablement
Services R7.1 and Avaya Aura® Call Center Elite Multichannel R6.5
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The configuration in Figure 2 describes a more detailed VVoice Only environment for CCT

ContactPro.

ContactPro with AES

4. ContactPro Clientto AES Server.
AES Third Party Call Control [TSAFI) for Call Contral

NOTE 1: Traditional TSAPI cliantis not required on the diant, bacausa ituses Client
CSTA 3 XML version of the TSAPI protocol whichistunneled through DMCC by

the AES SDK.

NOTE 2: ContactProis synchronizedwith the phane so phane willring 2nd clint

will synchronize.

5. ContactPro Clientto $0L Detabase.

Sgl Database Connaction to ContactProzand EMC Datsbasas.

&. ContactPro Clientto Browser bassd apps
URL Push Screenpop

G Series
Gateways

CM >5.2
CCElite

CMs
V15,16,17,18 DMCC Port
4721 or 4722

ContactPro

Port B0 or 443

Browserbased PC

App

saL
Database

Port 1443 or custom S0L Server port
Mot necessary for voice, just for
configurationand lookups

Figure 2: Connection of CCT ContactPro with Other Components in a VVoice Only
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The configuration in Figure 3 describes a more detailed EMC Multimedia environment for CCT
ContactPro.

ContactPro with AES and EMC Multimedia

SEHES CTi e Client v = Database
Gateways B Signaling Store
CTiLink TCP/IP
(a)
)

Signalling
H.248 ASAITCR/IP

CM 5.2
ccElite

()

Call Routing

Not usedforvoice, only emailor chat port 29087, 29097

CMS
V15,16,17,18

DMCC Port
4721 ord7il

Port 1443 or custom SOL Server port
Not necessary forvoice, just for
configurationand lookups (8

7. ContactPro Clientto AES Server.
AES Third Farty Call Contral [TSAFI] for Call Control P
NOTE 1: Traditional TSAP clientis not required on the client, because ituses EHEE AR
CSTA 3 XML version of the TSAPI protocol which istunneled throush DMCC by Client
the AES SDK.

NOTE 2: ContactProis synchronizedwith the phone 5o phone will ring and client
will synchrorize.

Notusedfor yoice, only email port 29079

EMC
Proxy Client

8. ContactPro Clientto SOL Database.
Sql Database Connection to ContactProand EMC Databases. Browserbased

App
9. ContactPro Clientto Browser bassd apps.
URL Push Screenpop

Figure 3: Connection of CCT ContactPro with Other Components in an EMC Multimedia
Environment
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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 7.1.1.0
Build No. - 7.1.0.0.1125193

Software Update Revision No:

7.1.1.0.046931
Feature Pack 1 Service Pack 1

Avaya Aura® Session Manager running on a
Virtual Server

Session Manager R7.1 SP1
Build No. —7.1.1.0.711008

Avaya Aura® Communication Manager
running on Virtual Server

R017x.01.0.532.0
R7.1.1.0.0 - FP1
Update ID 01.0.532.0-23985

Avaya Aura® Application Enablement Services

running on a Virtual Server R7.1.0.0.0.17-0
Avaya Aura® Call Center Elite Multichannel
. . R6.5.0
running on Virtual Server
Avaya G430 Gateway 37.42.0/1

Avaya 96x1 H.323 Deskphone

96x1 H.323 Release 6.6401

Avaya 96x1 SIP Deskphone

96x1 SIP Release 7.1.0.1.1

CCT ContactPro
- Client Agent Desktop

V5.0.0.790
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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?

ASAI Link Plus Capabilities?

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

ATMS?

Attendant Vectoring?

KK BB BB ORKKKKKBXR

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?

NKNKKKDBDB BDKK

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 (AES71vmpg).

display node-names ip

Page 1 of 2

IP NODE NAMES

Name IP Address
SM100 10.10.40.52
AES71vmpg 10.10.40.43
default 0.0.0.0
g430 10.10.40.15
procr 10.10.40.47
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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 AES71vmpg.
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
1: AES71vmpg KKk kK kK Kk v 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: 2002
Type: ADJ-IP
COR: 1
Name: AES71lvmpg
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5.2. Configure Routing on Avaya Aura® Communication Manager
This section shows the steps required to add a new service or skill on Communication Manager.
Services are accessed by calling a Vector Directory Number (VDN) which points to a hunt group
associated with an agent. Queues are created on EMC, for example, “Webchat for Sales” or
“Email for Support” and each queue is assigned a VDN on Communication Manager. The
following sections give step by step instructions on how to add the following:

e VDN

e Vector

e Hunt Group

e Agent

e Phantom extension

This procedure is required for every queue that is added on EMC both for voice or multimedia,
the following sections will show the required steps to add one agent and the necessary routing for
a “Webchat” queue on EMC.

5.2.1. Add VDN

To add a VDN type add vdn x, where x is a VDN number. Enter a suitable name for example
the VDN 2920 below will be used exclusively for the Sales Webchat queue on EMC.

add vdn 2920 Page 1 of 3
VECTOR DIRECTORY NUMBER

Extension: 2920
Name*: Sales Webchat

Destination: Vector Number 2920
Attendant Vectoring? n
Meet-me Conferencing? n

Allow VDN Override? n

COR: 1

TN*: 1

Measured: none

VDN of Origin Annc. Extension*:

1st Skill*:
2nd Skill*:
* Follows VDN Override Rules
PG; Reviewed: Solution & Interoperability Test Lab Application Notes 11 of 53
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5.2.2. Add Vector

To administer the vector used by the VDN in Section 5.2.1, type change vector x where x is the
vector number. The example below shows the call queuing to skill or hunt group 920 (queue-to
skill 920).

change vector 2920 Page 1 of 6
CALL VECTOR

Number: 2920 Name: Sales Webchat

Multimedia? n Attendant Vectoring? n Meet-me Conf? n Lock? n
Basic? y EAS? vy G3V4 Enhanced? y ANI/II-Digits? y ASATI Routing? y

Prompting? y LAI? y G3V4 Adv Route? y CINFO? y BSR? vy Holidays? y

Variables? vy 3.0 Enhanced? y

01 adjunct routing link 1

02 wait-time 2 secs hearing silence

03 queue-to skill 920 pri m

04 wait-time 10 secs hearing ringback

05 queue-to skill 920 pri m

06 wait-time 10 secs hearing ringback

07 disconnect after announcement none

08

09

10

11

12

5.2.3. 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 920 is added for the Sales_webchat queue. Ensure that
ACD, Queue and Vector are all set to y. Also that Group Type is set to ucd-mia.

add hunt-group 920 Page 1 of 4
HUNT GROUP

Group Number: 920 ACD? vy
Group Name: Sales_Webchat Queue? y
Group Extension: 1920 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:
PG; Reviewed: Solution & Interoperability Test Lab Application Notes 12 of 53
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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
5.2.4. 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 4405 Page 1 of 3
AGENT LOGINID
Login ID: 4405 AAS? n
Name: Paul 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 920 is added to this agent so when a
webchat call for “Sales” is initiated, the call is routed correctly to this agent.

add agent-loginID 4405 Page 2 of 3
AGENT LOGINID
Direct Agent Skill: Service Objective? n
Call Handling Preference: skill-level Local Call Preference? n
SN RL SL SN RL SL SN RL SL SN RL SL
1: 900 1 16: 31: 46:
2: 910 1 17: 32: 47
3: 920 1 18: 33: 48:
4: 930 1 19g 34: 49:
5: 20: 35: 50:
6: 21: 36: 51:
7: 22: 37: 52:
8: 23: 38: 53:
9: 24: 39: 54:
10: 25: 40: 55:
11: 26: 41: 56:
12: 27 : 42 57:
13: 28: 43: 58:
14: 29: 44 59:
15: 30: 45: 60:

5.2.5. Add Phantom Extension

A phantom extension must be setup for every multimedia queue that is added on EMC. The
phantom station below is setup for the Webchat Sales queue on EMC. Type, add station x
where X is the phantom station number. This is added as type 6408D+, Port is set to X and a
suitable Name is given to the station, all other settings can be left as default.

add station 28901 Page 1 of 5
STATION
Extension: 28901 Lock Messages? n BCC: O
Type: 6408D+ Security Code: TN: 1
Port: X Coverage Path 1: COR: 1
Name: Webchat Sales Phantom Coverage Path 2: CoS: 1

Hunt-to Station:
STATION OPTIONS
Time of Day Lock Table:

Loss Group: 2 Personalized Ringing Pattern: 1
Data Module? n Message Lamp Ext: 28901
Speakerphone: 2-way Mute Button Enabled? y

Display Language: english

Survivable COR: internal Media Complex Ext:
Survivable Trunk Dest? y IP SoftPhone? n
Remote Office Phone? n
IP Video? n

5.3. Save Avaya Aura® Communication Manager Configuration

From the Command Line, enter Save Translation 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
e Associate Devices with CTI 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

Password

Copyright @ 2009-2012 Avavya Inc. All Rights Reserved.
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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 H
CVLAN AE Services
DLG
IMPORTANT: AE Services must be restarted for administrative changes to fully take effect.
DMCC Changes to the Security Database do not require a restart.
5M3
| serviee | |
TSAPI -
ASAT Link Manager M/A Running N/&
e CVLAN Service CNLIME Running NORMAL MCODE
Communication Manager - P
Interface DLG Service OFFLIME Running MR
‘i A
} Licensing DMCC Service CNLIME Running MCRMAL MCODE
- ITSAPI Service ONLINE Running NORMAL MODE I
} Maintenance =
Transport Layer Service /A Running Ni&

» Networking

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.

AVAyA Application Enablement Services

Management Console

Communication Manager Interface | Switch Connections

» AE Services

. Communication Manager Switch Connections
Interface
Switch Connections |CM?].vmpg | | Add connection |
Dial Plan Connectmn Name Processor Ethemet I"‘Isg Period

High Availability ’—”—”—”_

» Licensing

| Edit Connection || Edit PE/CLAN IPs | | Edit H.323 Gatekeeper || Delete Connection || Survivahility Hierarchy |

» Maintenance
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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.

Connection Details - CM71vmpg

Switch Password T
Confirm Switch Password |uuuuuuu
Msg Penod 30 Minutes (1 - 72)

Provide AE Services certificate to switch
Secure H323 Connection

Processor Ethernet L

| 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.

Switch Connections

|CM?1'..-'mpg | | Add Connection |
T Msgperod | |
* CM71vmpg Yes 30 1

| Edit Connection || Edit PE/CLAN IPs || Edit H.323 Gatekeeper || Delete Connection || Survivability Hierarchy |

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 Name or IP button.

Edit Processor Ethernet IP - CM71vmpg
10.10.40.47 | Add/Edit Mame or IP |
[10.10.40.47
Back
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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.

AVAYA Application Enablement Services

Management Console

AE Services | TSAPI | TSAPI Links

CVLAN TSAPI Links

[ Gk | SwichComoccion | Swichcriumks
DMCC ‘
SM5

I Add Link II Edit Link || Delete Link |

TSAPI

» TSAPI Links

= TSAPI Properties
TWS

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 CM71vmpg, 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 7.
e Security: This was changed to both for compliance testing.

Once completed, select Apply Changes.

Edit TSAPI Links

Link 1
Switch Connection CM71lvmpg ¥

Switch CTI Link Mumber |1 ¥
ASAT Link Yersion i
Security Both v

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

Apply Changes to Link

| Apply || Cancel |

Warning! Are you sure you want to apply the changes?
These changes can only take effect when the TSAPI server restarts.

Please use the Maintenance -=> Service Controller page to restart the TSAPI server.

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.

N Communication Manager
Interface

» Licensing

¥ Maintenance

Date Time/MTP Server
Security Database
Service Controller
Server Data
» Netwaorking

} Security

} Status

Service Controller

[ service |Controller status

™ asal Link Manager Running
[T bmMce servies Running
T cuLan service Running
™ bLG service Running

N Transport Layer Service Running

Runningl

For ststus on actual services, please use Status and Control

Star‘tl Stop I Restart Service I Restart AE Server
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6.4. Identify Tlinks
Navigate to Security - Security Database - Tlinks. Verify the value of the Tlink Name for
both.

AVAyA Application Enablement Services

Management Console

Security | Security Database | Tlinks

» AE Services

Communication Manager Tlinks
Interface

High Availability Tlink Mame
B ANVAYAECM7IVMPGECSTAZAESTIVMPG

AVAYAZCM7IVMPG=CSTA-SFAESTIVMPG

Delete Tlink

» Licensing

} Maintenance
» Networking
 Security

Account Management
Audit

Certificate Management
Enterprise Directory
Host AA

PAM

Security Database

= Control

CTI Users

= Devices

= Device Groups
= Tlinks

= Tlink Groups
= Worktops
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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. CCT 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 computer.

AVAYA

» AE Services

Communication Manager
Interface

High Availability

» Licensing

» Maintenance

~ Networking
AE Service IP (Local IP)

Network Configure

Ports

TCP Settings
} Security
b Status
» User Management
b Utilities

» Help

Application Enablement Services
Management Console

Ports
CVLAN Ports Enabled Disabled
Unencrypted TCP Port 9090 ®
Encrypted TCP Port 9908 @
DLG Port TCP Port 5678
TSAPI Ports
TSAPI Service Port 450
Local TLINK Ports
TCP Port Min 1024
TCP Port Max 1039
Unencrypted TLINK Ports
TCP Port Min
TCP Port Max
Encrypted TLINK Ports
TCP Port Min
TCP Port Max

DMCC Server Ports

Unencrypted Port

4721

Encrypted Port

TR/&7 Port

4722

[ =
oo olle
@ ||o @ ||;
=aliE o|lo

4723

Enabled Disabled

TEST oI T T T5T35T45 ZUTA TN TU. TU-60-51
Number of prior failed login attempts: 0

HostName/IP: AES63VMPG/10.10.40.30

Server Offer Type: VIRTUAL_APPLIANCE_ON_VMWARE
SW Version: 6.3.3.1.10-0

Server Date and Time: Mon Dec 01 16:06:19 GMT 2014
HA Status: Not Configured

Networking |Ports Home | Help | Logout
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6.6. Create CTI User

A User ID and password needs to be configured for CCT 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.

AVAyA Application Enablement Services

Management Console

» AE Services
Communication Manager User Admin
Interface

} Licensing ) ) . . ) . .
User admin provides you with the following options for managing AE Services users:

Maintenance
»

FrEEEEr Password
* List All Users
} Security « Modify Default User
* Search Users

» Metworking

} Status

¥ User Management

Service Admin

User Admin

add User

Change User Password
List 2l Users

Modify Default Users
Search Users

» Utilities
» Help

User Management | User Admin
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In the Add User screen shown below, enter the following values:
e User Id - This will be used by the CCT 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).

Welcome: User cust
Last login: Tue Jan 13 13:42:04 2015 from 10.10.40.222
Mumber of prior failed login attempts: 0

‘ \VAyA Application Enablement Services HostName/IP: AES63VMPG/10.10.40.30
Server Offer Type: VIRTUAL_APPLIANCE_ON_VMWARE
Management Console SW Version: 6.3.3.1.10-0
Server Date and Time: Fri Jan 16 14:20:00 GMT 2015

HA Status: Not Configured

User Management | User Admin | List All Users Home | Help | Logout

» AE Services

Communication Manager Edit User
Interface
High Availability * User Id ccT
} Licensing * Common Name CCT
» Maintenance = Sumame ccr
» Networking User Password
avaya Role
¥ User Management
Service Admin
User Admin
= Add User
Css Home
= Change User Password
. v
= List All Users I CT User Yes I
= Modify Default Users Department Number
= Search Users Display Mame l:l

b Utilities Employee Number l:l

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.

Tast Togin: Tue Jan I3 13:42:04 2015 from T0.10-30.227
- - - Number of prior failed login attempts: 0
tNVAyA Application Enablement Services HostName/IP: AES63VMPG/10.10.40.30
Server Offer Type: VIRTUAL_APPLIANCE_ON_VMWARE
Management Console SW Version: 6.3.3.1.10-0
Server Date and Time: Fri Jan 16 14:21:46 GMT 2015
HA Status: Not Configured
Security | Security Database | CTI Users | List All Users Home | Help | Logout
» AE Services
Communication Manager CTl Users
Interface
b Sty [ veo | Commonmeme | Workiop Name [ oevien |
» Licensing
O asc asc NONE NONE
» Maintenance
= ®
} Networking ® ccT cct NONE NONE
* Security ) cube cube MONE NONE
Account Management O eme eme NONE NONE
Audit
c Qi i imperium MONE MNONE
Certificate Management ~ Imperium P
Enterprise Directory O jacada jacada NONE NONE
Host AA O nice nice NONE NONE
PAM =
Q resence MONE MNONE
I Security Database I ~ presence "
= Control Edit I List All
= CTI Users
= List All Users
= Search 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
set up 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.

Last login: Tue Jan 13 13:42:04 2015 from 10.10.40.222
Number of prior failed login attempts: 0

HostName/IP: AES63VMPG/10.10.40.30

Server Offer Type: VIRTUAL_APPLIANCE_ON_VMWARE
SW Version: 6.3.3.1.10-0

Server Date and Time: Fri Jan 16 14:21:06 GMT 2015
HA Status: Mot Configured

Security | Security Database | CTI Users | List All Users Home | Help | Logout

» AE Services

Application Enablement Services
Management Console

AVAYA

N Communication Manager Edit CTl User
Interface
High Availability User Profile: User ID cCT
Commeon Name cCcT

b Licensing

Worktop Name

MNONE v

} Maintenance

= List All Users

= Search Users

Unrestricted Access I
» Networking
~ Security call and Device Control: call Origination/Termination and Device Status None ™
Account Management
Call and Device Monitoring: Device Monitoring MNone v
Audit .
Calls On A Device Monitoring MNene %
Certificate Management call Monitaring
Enterprise Directory
Host AA Routing Control: Allow Routing on Listed Devices None
PAM I Apply Changes Il Cancel Changes
I Security Database |
= Control
@ CTI Users
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7. Configure the Avaya Elite Multichannel Control Panel
Open Control Panel to make changes to EMC.

Configure Awvava Aura Call Center Elite Multichannel services and databases using
Elite Avava Aura Call Center Elite Multichannel Contral Panel

Multichannel

tral Panel
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Changes are made to the various components in the left navigation window. Navigate to
Database Management - <SQL Server> - Programs. Right-click on Programs and select
Add Program.

k. CC Elite Multichannel Control Panel

File  Tools  Help

Insert Variablzs -~

B 7 O |Times Mew Raoman -”3 -| chb e H Mong - i= iz
Control Panel ) - 13 Edit Queue

[=- = CC Elite Multichanne! -
=48 Database Management
El-48 Media Store Datahase
8 win2kSsqlzerver. devoonnect avaya.com
=48 win2k3sqiserver. devoonnect avapa.comiamal
& AutoTextAwork Code
% Canned Messages
Advanced Work Code

3 Add Pragram

& Email_Support
& Voice

£ webchat_Sales
'E»_; webchat_Support
' Schedules

-8 Contact Database

[#-=y &larms &nd Motifications

[+ Communication Manager
-8, Commuricator Gateways
I:I-vf’, ADLICO Messenger Gateways
(-5 Preview Contact Media Stores
[H- & M5 Messenger G ateways

[ 48 %MPP Gateway

-2 License Directars

- 9 A5 Task Director
£
£
£
£
£
[
£
£

7'y SMS Gateways

o-@ Cal Recorders

- ﬂ Experience Portal M anagement Server

o8 RML Servers

#-- & Emai Media Stares

2| DE Wirtual Agents

H- }ﬁ Woice Media Stores

r- M Medis Directors

=2 Simple Messaging Media Stores

B2 Simple Meszaging Media Store@EMCEIvmpg
B Gatewaps

Queues for Media Gateway ‘

1'.‘1 ?a\es LI
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e Enter a suitable Name.

e In the Program Configuration panel, select MyText from the dropdown as the AutoText
List Name.

e Define Public as the Program access mode.Select MyText as the Work Code list name.

e Tick Automatically Drop Phantom Call.
e Enter 3 as the Automatic Drop Reason Code.
e Leave the other configuration items with their default values.
e Confirm your selections, and save and close the Program window.
| Control Panel > Surmary |84 Edit Queue & Edit Program | -
E-® CC Elite Multichanne! -
48 Database Management -
£ Media Store Database = Webchat_Sales
S x::gtgzz:z:x::::zg:::i: :;:i::z;m\emﬂ : CC Elite Multichannel\Database ManagemenfiMedia Store DatabasetwinZkBsglserver. devoonnect avava.comiemcl\Programstwebchat_S,
& AutoText/Work Code
"% Canned Messages —Program
& Advanced Work Code Program ID: [10711327 3ida 41k 98e1 47364026413
BB Programs -
| Email_Sales Nanme Jiwebchat Sales |
1 Email_Support =
— Used by ] Preview Contact Media Stare -
£ \oice o ] Auto Contact 4
& | webchat_Sales =
L Webchat_Support .
¥ Schedules Description: I ﬂ
8 Contact Database -
#larms find Motifications Pt =
& Communication Managsr I =l
ﬂ, Communicator Gateways e
& AOLICA Messenger Galeways Jo
o Preview Contact Media Stores
ﬁ, MSN Messenger Gatewaps CC Elite Configuration }/CC Elite Outbound }/Customized Configuration I
8 HMPF Galeway  Program Canfiguration
™ License Directors
1@ A5 Task Director AutoText list name MyText | Pragram access mode: Public =l
SMS Gateways Cannediessage list name: CannediessageGiroup =
Call Recorders
Experience Portsl Mansgement Server \Work Code
B ML Servers ™ Use Advanced Work Code style
B Email Media Stores Standard Wark Cods list name: =
[+ Virtual Agents
% Woice Media Stores
® Media Directors b h
- Simple Messaging Media Stores 2

& P sy tudvariced otk Code st neme: I =] et work cods 0

= License Directors

m‘ g;;aﬁsk{Dvector Mumber of tab pages |5 Minimum required work code(s): 1

T ateways

- Call Recorders

B Experience Portl Management S erver

8 WML Servers I+ Automaticaly diop phantor cal Automatic diop reason code: 3

& Email Media Stores

[~ Desktop Uity

irtual Agents Agent available on interaction close: | =] T Auo accept non-voice interactions
‘Yoice Media Stares
B Media Directars —Preview Contact Client
-2 Simple Messaging Media Stores Cliert action: [0 Mo Action =l
=24 Simple Messaging Media Store@EMCE3vmpa
= Gateways Auta dial delay [seconds) [20
=3 i - = =
Ea- " Lhent window title: |Freview Lontact
-8 Sales |
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Navigate to Media Directors - MediaDirector@EMC - Queues. Right-click on Queues and

select Add Queue.

Control Panel va

=1 Alams And Hofifioations =
@ Conmurication Manager
&, Commuricator Gateways
% AOLICE Messenger Giateways
% Preview Cantact Media Stores
Ay MSN Messenger Gatewaps
8 XMPF Gatoway
‘= License Directars
A8 Task Director
TEy SMS Gatewaps
® Call Recarders
A Experierice Portal Management Server
8 XML Sewvers
-8 Email Media Stores
Vittual Agents
& Voice Media Stores

® Media Directors

(= Media Director@EMCE3vmpg
= Media Stores

[ won ]

8 Support Email (2917)]
g Suppon SMS (2931
' Suppart Webchat (2321)
2, Simple Messaging Media Stores
E-2; Simple Messaging Media Store@EMCE3vmpg
[y Gateways
-8 Oueues for Media Gateway
ey Sales
L8 Suppott
By Web Chat Gatewaps
£ web Chat Gatewap@EMCE3vmpg
= & Remote Services

Assign the VDN created in Section 5.2.1 and the phantom extension created in Section 5.2.5 to

the queue.

: Control Panel

Summary ]/-tﬂ Edit Queue ]/E Edit Prugram)/-i:u Edit Queue ]

‘Alamms And Motfications
&) Commurnication Manager
H, Communicator Gateways
< ADLICH Msssenger Gateways
% Preview Contact Media Stores
%y MSH Messenger Gateways
8 XMPP Gateway
= License Directors
1@ 45 Task Directar
=, SMS Gateways
& CalRecorders
B Experience Portal Management Server
8 XML Servers
& Emai Media Stores
Vittual Agents
Vsice Media Stores
=% Media Directars
| =% Medis Director@EMCE3vmpa
L% Media Stores
%, Media Clients
8 Oueues
S Sales Email [2310)
330

23| 5ales Wabohat (2920)
g SR AT

B Support SMS (2331)
2 5upport Webchat (2821]

>4 b x

~2a
=
.‘fﬁ Sales Webchat (2920)

CC Elite MultichanneliMedia Directorsibedia Director@EMCE3vmpglQueuesiSales Webchat (2020)

Quee D [Sales Wiebshat

YON

Phantom station DM list

|EEE]

[ |

Phantom call LU

|PHANTOM_CALL

Maximum queusd wark tems

5 3:
Maximum queued phantom calls 5 3:
I™ Dial phantom call when na clients

[V Enable preferred agent

I~ Refuse wark tem when monitoring quevs failed
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Navigate to Simple Messaging Media Stores = Simple Messaging Media Stores@
<EMCServer> - Queues for Media Gateways. Right-click on Queues for Media Gateways

and select Add Queue.

Control Panel

= ® CC Elite Multicharnel
2 Database Management
1 Alarms And Notifications
&9 Communication Manager
&, Communicator Gateways
w& ADOLICH Messenger Gatewaps
% Preview Contact Media Stares
ﬂ, MSN Messenger Gateways
S8 XMPP Gateway
= License Directars
AS Task Directar
y SMS Gateways
Call Recorders
ﬂ Erperience Portal Management Server
8 HML Servers
-8 Emall Media Stores
Eﬁ[ Virtual Agents
Voice Media Stores
M Media Directors
-2 Simple Messaging Media Stores

o Gateways

Refresh

=+ Simple Messaging Media Store@EMCE3vmpg

‘ Add Queue

=4 Web Chat Gatewap®EMCE3vmpg
- % Remote Services

Enter a suitable name and assign the Media Director queue and the Program ID create above.
Everything else can be left as default. Save and close once all is done (not shown).

Control Panel

v summary, > B Edit Queue |

== CC Elite Multicharine!
¢ [8 Datsbase Management

¢-|=1 Alams And Notifications

¥ @ Commurication Manager
)&, Communicator Gateways
-, AOLIC Messenger Gateways
-5 Preview Contact Media Stares
o Hy MSN Messenger Gateways
o8 XMPF Gateway

£ ™ Licenss Directors

£ {@ AS Task Director
2l
2l
£
2l
2l
£
2l
£

E, SMS Gateways

@ Call Recorders

B Esperience Portal Management Server

8 ¥ML Servers

& Email Media Stares

&R vitual Agents

,k Woice Media Stores

® Media Directors

£ 2 Simple Messaging Media Stores

=4 Simple Meszaging Media Store@E MCE3vmpg
- Gateways
@ Dueves for Media Gateway

& Sales

Web Chat Gateways
& wieb Chat Gateway@EMCEIvmpg
=8 Remcte Services

28
B

@ Sales

iﬁ Sales

CC Elits MultichanneliSimple Messaging Media Stores\Simple Messaging Media Store@EMCEIvmpgiQueuss for Madia GatewaySal

Queue ID:

Media Dirsctor queue:

Queue status:

Program 10:

Culture:

Request walidation function:

Supress going backwards progress messages:
Seconds before offine interaction expires:

Qffline interaction autoclose:

|5 ales webchat 12920 (Sales webchat] =1
& Open  Closed (~ Lse Operating Hours

[tasebichat_S ales (1071 327-3fde-4ftb 3861473545260 3) |
[Defauit =l
[Dstau =l
r

[0 =|

r
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Navigate to Web Chat Gateways = Web Chat Gateways@ <EMC Server> - Remote
Services. Right-click on Remote Services and select Add Web Chat Service.

T Control Panel v Ir

CC Elite Multichannel
® Database M anagement
=1 Alarms And Natifications
@ Communication Manager
&, Communicator Gateways
.%, AOLICH Messenger Gatewaps
S Preview Contact Media Stores
IL MSM Messenger Gateways
8 XMPP Gateway
= License Directors
A5 Task Director
£y SMS Gatewaps
Call Recorders
B Evperience Portal Management Server
8 ®ML Servers
= Email Media Stores
Wirtual Agents
Woice Media Stores
™ Media Directors
. Simple Messaging Media Stores
% 'Web Chat Gateways
-4 Web Chat Gatewap@E MCE3vmpg
SRE -
P Refresh

Add web Chat Service

Enter the Remote service name.

: Control Panel

v sumary |9 Add Service )@ Edit Service

v d b

CC Elite Multicharinel
D atabase Management
Alarms And Motifications
6 Communication Manager
-ﬂ; Communicator G atewaps
-w,'.%, ADLICA Messenger Gateways
S Preview Contact Media Stares
'ﬂ; MSN Messenger Gateways
8 XMPP Gateway
= License Directors
1@ A5 Task Directar
SMS Gatewaps
@ Cal Recorders
BB Experience Portal Management Server
8 HML Servers
& Email Media Stares

Virtual Agents

Woice Media Stores
™. Media Directors
D Simple Messaging Media Stores
- Web Chat Gateways
Bl % Web Chat Gatewap@EMCEIvmpg

= % Remote Services

& Sales
2 Support

o) Sales

CC Elite Multichannelweb Chat Gatewaysiwieb Chat Gateway@EMCEIvmpaiRemote Services\Sales

General Properties | Extra Properties | Channels

Remote service name:

Remole service ype: [web Chat Service

Remate service startup type:

IAutumatl: j
Remoate zervice application management ican: |
Reriote servics [D: [ales
Remote service password: I...n-u
Remote service [P |EME53vag
Remote service port [eo =]
Seconds to reconnect to iemate service [en =
M animumn message size bytes: |1524 ﬁ
Autorestar if no interactions: W
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Leave the fields in the Extra Properties tab as default.

Control Panel

== CC Elite Multichannel
"8 Database Management
=1 Alaims And Notifications
@ Communication Manager
ﬁ., Communicator Gateways
% ADLICO Messenger Gateways
S Preview Contact Media Stares
%y MSN Messenger Gateways
T8 ®MPP Gateway
License Directors
AS Task Director
SMS Gateways
# Cal Recoders
B Eaperience Portal Management Server
ML Servers
. Email Media Stares
Wirtual Agents
WYoice Media Stores
= Media Directors
P Simple Messaging Media Stores
- Weh Chat Giateways
-2 Web Chat Gateway@E MCE3vmpg
5% Remots Services
& [Sales
----- 2 Support

[EZREsRESt

summary | @ 4dd Service /© Edit Service

4Pk X

o’) Sales

CC Elite Multichannellweb Chat Gatewaystweb Chat Gateway@EMCE3vmpgiRemote ServicesiSales

General Properties, Extra Properties | Channels |

Remots Service LIRL: I

Remate Service LRI I/WEbEhalWebSaMcefSEMDe aSM

Use 55L. r

Secands to Poll Remote Service: |5

Address Type: |D

L]

Assign the correct Simple Messaging Media Store queue.

Control Panel

== CC Elite Multichannel
"8 Database Management
1 Alarmns And Notifisations
@ Communication Manager
ﬁ., Communicator Gateways
% ADLICO Messenger Gateways
S Preview Contact Media Stores
%y MSN Messenger Gateways
T8 ®MPP Gateway
License Directors
AS Task Director
SMS Gatewaps
Call Recorders
BB Experience Portal Management Server
T8 xML Servers
& Email Media Stares
Wirtusl Agents
Voice Media Stores
. Media Directors
@ Simple Messaging Media Stores
2 Web Chat Gateways
(-2 Web Chat Gateway@EMCE3vmpg
% Remote Services
& Sales

&)

)

B

[0 G- E-EE-E

summary | #dd Serviee /¥ Edit Service |

>4k x

O) Sales

GG Elite Multichanneliweb Chat Gateways\Web Chat Gateway@EMCE3vmpglRemote Services\Sales

General Properties | Extra Properties /” Channels

—Channels
Charnel ID | Simple Messaging Media Store Queue | Simple Messaging Media Store Gueus Piioity |
Default Sales 5

Delete

[ &dd new channel

Channel ID: [Detaut

[Simple Messaging Media Store queue, | [Gales

Simple Messaging Media Store queue priarity: |5
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8. Configure CCT ContactPro

This section outlines the steps required to configure the connections from CCT ContactPro to
both the AES and EMC.

8.1. Create CCT ContactPro Database and User

A database and database user for CCT ContactPro must be created on an SQL server. If EMC is
being used with the solution the same database that is used by EMC can be used by CCT
ContactPro.

8.1.1. Create Database

To create the CONTACTPRO database, open the provided CONTACTPRO MsSql Schema.sql
script.

Lz Microsoft 5OL Server Management Studio
File | Edit View Debug Tools Window Help

3 Connect Object Explorer... ﬁ'ﬂ & 53 __la,| ) - D3 | E;H W
2 Disconnect Object Explorer

Mew ]

Open * /a Analysis Services Database...

Close fl Project/Solution... Ctrl+Shift+0
Close Solution &F File.. Ctrl+ O

Execute the script by clicking the Execute button.

L&Z 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

| iﬁ - | HH | J:E‘I MNew Query J:E‘I .ﬁ@ .,'f@ ,'f.?,‘. .,'f:ﬂ | 3% |:'|—-I | - - | | Generic Debu
£ % %f | CONTACTPRO - | b Execute Debug <7 B2 B B2 fl | A BB =% =%
Objec Eporer B conmacrrossal. cortocero 53) -+ < IR
Connect~ ¥ *¥ AV E;E [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 *®¥*%/
[E2] Databases CREATE DATABASE [CONTACTPRO]
Security GO
Server Objects ALTER DATABASE [CONTACTPRO] SET COMPATIBILITY_LEVEL = 188
Replication 6o
. S =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 was 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

00 (B -t B BRGAR XG0 -8
~F | master - | P Execute Debug W ES | g0 2o gu | H | = o | = 3= | "

Object Explorer SRl CONTACTPRO MsSql...contactpro (162)) & X _

Connect~ ¥ ¥ Y USE [master]

= @ 192.168.123.115 (SQL Server 12.0.4100.1 - contactpro)

Object:

Database [

CONTACTPRO]

Databases CREATE DATABASE [CONTACTPRO]
Security GO
@ 1 Server Objects ALTER DATABASE [CONTACTPRO] SET COMPATIBILITY_LEVEL = 180
Replication 6o
. A =|IF (1 = FULLTEXTSERVICEPROPERTY('IsFullTextInstalled'))
Always On High Availability Jbegin
Management EXEC [CONTACTPRO].[dbo].[sp_fulltext_database] @action = 'enable’
Integration Services Catalogs end
= S0L Server Agent GO

[#] XEvent Profiler

ALTER DATABASE
G0
DATABASE

[CONTACTPRO]

[CONTACTPRO]

SET ANSI_MULL_DEFAULT OFF

SET ANSI_NULLS OFF

Script Date: 30.88.2816 13:37:33

DATABASE [CONTACTPRO] SET ANSI_PADDING OFF

DATABASE [CONTACTPRO] SET ANSI_WARNINGS OFF

DATABASE [CONTACTPRO] SET ARITHABORT OFF

DATABASE [CONTACTPRO] SET AUTO_CLOSE OFF

DATABASE [CONTACTPRO] SET AUTO_SHRINK OFF

100 % -
Eﬁ Messages

Commands completed successfully.

The end result will be as shown in the screenshot below, where there are 4 standard Avaya EMC
databases (ACS, ASContact, ASMSControl, ASMSDatal) and the CONTACTPRO database
which was just created. The default MS SQL ReportServer and ReportServerTempDB
databases may also be present.

242 Microsoft SQL Server Management Studic

File Edit Wiew Debug Tools Window Help

Pd~ - (5 e @ | L NewQuery [y £

Object Explorer

Connect~ @ @ @ “F 55

= L:_‘B 182,168.123.223 (SQL Server 10.50.1600 - sa)
= 1 Databases

1 Systermn Databases

[ Database Snapshots

|l ACS

|l ASContact

|l ASMSControl

|l ASMSDatal

¥

| ReportServer

|l ReportServerTempDB

Security

3 Server Objects

3 Replication

1 Management

[ SQL Server Agent

epeprrerEE

PG; Reviewed:
SPOC 2/19/2018

33 of 53
ContactProEMC65

Solution & Interoperability Test Lab Application Notes
©2018 Avaya Inc. All Rights Reserved.



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 tab in the left window and enter the Login name and 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
12 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 language: =default> e
Cancel
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Click on User Mapping in the left window. For this user, grant public and db_owner access to
ASContact, ASMSControl, ASMSDatal and CONTACTPRO databases. Click on OK at the
bottom of the page once done.

E Login - Mew - O *
Gelect a page i } 1
‘o Scrpt * Hel
|5 General =_S e Lj ?
“A Server Roles
|zer Mappin |Users mapped to this login:
= Securables Map Database User Default Schema A
|- Status [ ACS
ASContact
ASMSCortrol
ASMSDatal
¢ CONTACTPRO
1  master
[0  model
[ msdb
| Report Server
[ Report ServerTemo DB ¥
. Database role membership for: CONTACTPRO
Connecbon
[] db_accessadmin
Server: [] db_backupoperator
152.168.123.223 [ db_datareader
Connection: [] db_datawriter
=a [ db_ddiadmin
db_d ataread
& Miew connection properties g dh'ﬁiﬂm:ﬁ;r
| db_owner
[] db
Progress | db_secuntyadmin
public
Feady &
T ok || coeel
PG; Reviewed: Solution & Interoperability Test Lab Application Notes 35 of 53
SPOC 2/19/2018 ©2018 Avaya Inc. All Rights Reserved. ContactProEMC65




8.2. Configure Properties with ContactPro Manager

The ContactPro Manager allows the configuration of properties for all CCT ContactPro Clients.
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 EMC server. All other
properties may be left at their default values.

Log in to 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

Log into ContactPro Manager via a web session as shown on the previous page. The
ContactPro Manager is opened and select AESVoice/CallControls from the left window. The
main window shows the setup used for compliance testing.

= ContactPro Manager Welcome Ty Oh 6 0 »

Manager g 0 X

4 @ system [Bateway] A
ACM Name Value

4 @& Default Tenant ACMGateway
. % Default Workgroup ACREridge AnswerCallButtonVisible Yes

ActiveDirectory
ActiveDirectory/ContextMenu ucsnewsAcDEels No
ActiveDirectory/Search
'AESVoice AutoAnswerACDCallsDelay 500
AESVoice/AESServer AuteAnswerDirectAgentCalls Mo
AESVoice/AgentControls
AESVoice/CallControls AutoAnswerDirectAgentCallsDelay 500
AESVaice/General
AESVaice/Lagin CanferenceCallButtonVisible Yes
AESVoice/Logout
AESVoice/StatusBar CopyUUIDuringConference/Transfer Yes
AESVoice/Voicemail
AgentStatistics DialTonesButtonVisible Yes
AgentStatistics/AvgACWThreshHolds
AgentStatistics/AvgHandleTimeThreshHol¢, DoMotAllowEndingMultimediaPhantomCalls Yes
AgentStatistics/LiveCallThreshHolds
ApplicationHost EndCallButtonVisible Yes
ApplicationHost/Logging
callLog EndCallDelay 1]
CoBrowse
ContextData HoldCallButtonVisible Yes
ContextDataViewer
CPRouting MakeCallButtonVisible Yes
CustomerFeedback
DataExchangeServer NumberOftines 3
DialingRules
DialingRules/Blockedhumbers SendAllCallsButtonVisible Yes
EMC/Database -
EMC/EmailPrograms TransferCallButtonVisible Yes
EMC/MediaDirector o
EMC/MediaProxy EEE N
EMCCallDetalReporting VoicemailButtonVisible Yes
EMCChat
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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] val
ACM alue
ACMGateway AESProtocolVersi 6.3.3
ACRBridge rotocolVersion .
ActiveDirectory X .

ActiveDirectory/ContextMenu PrimaryAESACMConnectionName CM71vmpg
ActiveDirectory/Search .

AESVoice PrimaryAESIPAddress 10.10.40.43
BRI BRI PrimaryAESLoginPassword *
AESVoice/AgentControls

AESVoice/CallControls PrimaryAESLoginUsername cct
AESVoice/General

AESVoice/Login PrimaryAESPort 4721
AESVoice/Logout

AESVoice/StatusBar PrimaryAESSecureSocket No
AESVoice/Voicemail

AgentStatistics QuaternaryAESACMConnectionName

AgentStatistics/ AvgACWThreshHolds

AgentStatistics/AvgHandleTimeThreshHol¢| 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 . .
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 Avaya Aura® Call Center Elite
Multichannel

Select EMC/MediaDirector from the left window and double-click on PrimaryAddress
highlighted below and enter the IP address of the EMC server followed by the port used to
connect, note that 39087 is the default secure port but this information can be obtained from the
EMC server. Click on OK once this is entered correctly.

Note: The default port for the Secure Channel of EMC Media Director is 39087, otherwise it
would be 29087. EMCCore, EnableSecureChannel property needs to be set to Yes (not
shown).

[Gateway]

ACM

ACMGateway

ACRBridge

ActiveDirectory
ActiveDirectory/ContextMenu

Name Value
PrimaryAddress 10.10.40.82:39087

SecondaryAddress

ActiveDirectory/Search

AESVaoice

AESVoice/AESServer
AESVoice/AgentControls
AESVoice/CallCantrols
AESVoice/General

AESVoice/Login

AESVoice/Logout
AESVoice/StatusBar
AESVoice/Voicemail

AgentStatistics
AgentStatistics/AvgACWThreshHolds
AgentStatistics/AvgHandleTimeThreshHold
AgentStatistics/LiveCallThreshHelds
ApplicationHost
ApplicationHost/Logging

CallLeg

CoBrowse

ContextData

CaontextDataViewer

CPRouting

CustomnerFeedback
DataExchangeServer

DialingRules
DialingRules/BlockedNumbers
EMC/Database

EMC/EmailPrograms
EMC/MediaProxy
EMCCallDetailReporting
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Select EMC/MediaProxy from the left window and double-click on PrimaryAddress
highlighted below and enter the IP address of the EMC MediaProxy followed by the port used to
connect, note that 39079 is the default secure port but this information can be obtained from the
EMC setup. Click on OK once this is entered correctly.

Note: A connection can be made to a local EMC MediaProxy Service, or an EMC MediaProxy
Service running on the Server. Both options are supported by EMC. The default port for the
Secure Channel of EMC Media Proxy is 39079, otherwise it would be 29079. EMCCore and

EnableSecureChannel property also need to be set to Yes (not shown).

CustomerFeedback
DataExchangeServer
DialingRules
DialingRules/BlockedNumbers
EMC/Database
EMC/EmailPrograms
EMC/MediaDirector
EMC/MediaProxy
EMCCallDetailReporting
EMCChat

EMCCore

EMCEmail
EMCEmailManagement
EMCHistaryViewer
EMCPrivateWorkList
EMCWrapUp

Help

PrimaryaAddress

SecondaryAddress

- Value

192.168.123.237:39079

8.2.3. Configure the Connection to EMC Email Storage Path

Select EMCHistoryViewer from the left window and double-click on the EmailStoragePath
field and enter the path to where the EMC stores the emails. This can be found on the EMC
server. Click on OK once this is complete.

ActiveDirectory/Search
AESVoice
AESVoice/AESServer

AgentStatistics/LiveCallThreshHolds
ApplicationHost
ApplicationHost/Logging

Name

EmailStorageDomain

Value

AESVoice/AgentControls ChatSearchFixAgentIDSearch Yes
AESVoice/CallControl

O!Ceﬂ af-ontrols ChatSearchMaxRecordsDefault 100
AESVoice/General
AESVoice/Login

Cust NumberLabel

AESVoice/Logout ustomeriumoer-abe
AESVoice/StatusBar DefaultEncoding utf-8
AESVoice/Voicemail
AgentStatistics EmailSearchFixAgentiDSearch Yes
AgentStatistics/AvgACWThreshHolds
AgentStatistics/AvgHandleTimeThreshHolC|  EmailsearchMaxReceordsDefault 100

CallLog EmailStoragePassword

CoBrowse

ContextData EmailStoragePath \\EMC2VMPG\Email Storage
ContextDataViewer

CPRouting EmailStorageUsername

CustomerFeedback

DataExchangeServer EnableChatSearch Yes
DialingRules

DialingRules/BlockedNumbers EnableEmailSearch Yes
EMC/Database

EMC/EmailPrograms EnableTenantBasedSearch No
EMC/MediaDirector )

EMC/MediaProxy InformUserAboutirregularEmails Yes
EMCCallDetailReporting

EMCChat SearchDateTimeFormat yyyy-Mm-dd
EMCCore -

EMCEmail SecondaryEmailStoragePath

EMCEmailManagement .

EMCHistoryViewer UseDatabaseQueries No
EMCPrivateWorkList
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A shared path to the Email Storage must be created for clients to access. This is typically in the
“C:\Program Files (x86)\Avaya\Avaya Aura CC Elite Multichannel\Server\Media Stores\Email
Media Store\Email Storage” of the EMC Server. This is required to provide the feature of
viewing the Body of every email (without having to retrieve it) via the Enhanced History
provided by ContactPro. Below is an example of retrieving such an email where the agent does a
Search for paul and retrievers all the emails associated with the word paul. Double-clicking on
this item will then open the associated email for viewing.

Y Search Emails — O X

Max. Records 100 " | Close Window

Search a
From  To Subject Agent AllOpen Customer Number Comment Tracking History
Select Morths 1 Status Open or Closed ~
Search by From Address Containg ILan| | | | Search I
Date w  Status From To Agert Subject Interactionld Conversationld A
11.08.2015 151748  |Closed Greaney, Paul (Pa... | Ty Oh <tyoh@cct-... RE: Mext DevConnect Certification - Avay... | cfc26b35-8ded-46... | 031fbf31-e6d8-475...

05.08.2015 10:37:04

"Greaney, Paul (P...

Ty Oh tyoh@cat-..

RE: ContactPro EMC Manager

... | 26acZcaa-Shlede. .

04.08.201512:0655 |Closed Ma<milian Paul <... | Ty Oh tyoh@cct-.. | 5321 Logs regarding Presence Problem f8c216a6-a429-4d... | 6fB4edBc-B35c-479. .
25072015 18:2445 | Closed Maximilian Paul <... | Ty Oh <tyoh@cct-.. | 5321 Corfig xml Bosch d34a37h2-7846-4... | 88d7dcf1cdc34a...
v
Email from 01.08.2015 to 14.08.2015 =18
Details 1 Additional Data n
From "Greaney, Paul (Paul) " Interaction|d 4d6e4368-6e5f-473b-bB62-167 X5 2edbed
To "Ty Oh" <tyoh@cct-solutions.com: Conversationld 26acZeaa-9b2c-dedd-bicBf148151861d
Cc Prefered Agent
Bee Defemed Reason
Subject RE: ContactPro EMC Manager [Interaction|D:4d6e4368-6e5-473b-bB62-167X52ed .. Defemed unti
Encoding US-ASCI
E‘ﬂ?_ image003.png (9 KB) ']?:I imagell4.jpg (712 B) mﬁl image003,jpg (749 B}

~" Email Body -

T, ~

| got that and installed today and seems to be working fine and connecting ok. | will not get a chance this week to look at the Application Notes but | hope to
start on them Monday and | will focus solely on them and get them finished ASAP.

Kindest regards,
Paul Greaney

(V)
< >

Encoding - .2
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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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9. Verification Steps

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

9.1. Verify Status of Communication Manager Agent

Enter the command list agent-loginlD verify that agent 4405 shown in Section 5.2.4 is logged-
in to extension 4000.

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
4400 Patrick unstaffed 1 1vl
33/01 34/01 / / / / / /
4401 Agent 1 unstaffed 1 1vl
33/01 34/01 / / / / / /
4402 Agent 2 unstaffed 1 1vl
33/01 34/01 / / / / / /
4404 Agent 3 unstaffed 1 1vl
900/01 910/01 920/01 930/01 901/01 911/01 921/01 931/01
4405 Paul 4000 1 1vl
900/01 910/01 920/01 930/01 / / / /
4406 Dave unstaffed 1 1vl
901/01 911/01 921/01 931/01 / / / /

Enter the command status station 4000 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 4000 Page 7 of 7
ACD STATUS
Grp/Mod Grp/Mod Grp/Mod Grp/Mod Grp/Mod Grp/Mod Grp/Mod
900/AI / / / / / / On ACD Call? no
910/A1 / / / / / /
920/AI / / / / / /
930/AI / / / / / /
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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 7 no AES71lvmpg 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.

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

» AE Services

, Communication Manager TSAPI Link Details
Interface
High Availability Enable pags refresh every| 60 ¥ | ssconds
» Licensing
- S\mtch CcTI Msgs
» Networking
) Security CM71vmpg Talkmq Thu Dec 7 09:12:16 2017 DnImE

~ Status Online | | Offline

Alarm Viewer For service-wide infarmaticn, choose one of the following
| TSAPI Service Status | TLink Status | User Status |

Log Manager

Logs

Status and Control

= CVLAN Service Summary
= DLG Services Summary

= DMCC Service Summary

= Switch Conn Summary

= TSAPI Service Summary,

» User Management
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9.4. Verify login of CCT ContactPro

From the Client PC open the application CCT ContactPro (shortcut is shown below). Once this
is opened fill in the following details:
e ACM Station ID This is the station number that is to be controlled by this
Contact Pro application. This station number is noted in
the Appendix.

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

e ACM Agent ID This is the Agent ID created or noted in Section 5.2.4.

e ACM Agent Password This is the password of the agent noted or created in
Section 5.2.4.

Click on OK to log in to CCT ContactPro.

CP Elite Agent W,

ContactPro... Station Station Password
- Shortcut 4000 —
Agent ID Agent Password
4401] B
Phone

{*) Desk Phone

Clear H Ok H Cancel
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9.5. Verify Agent Status using CCT ContactPro

Once logged in the agent state can be changed using the buttons at the top left highlighted below.
Note also the station number (4000) and Agent ID (4401) once logged in. Click on Autoln to
make the agent ready.

ContactPro (Elite Agent) - 4401 - Paul Greaney.

File Options Tools Help
9 D || e || e

|0l ® B H [T e SRS W G| 8 4 4 i
Agent | Autoln] Manualln = AUX ACW Make Call Linel [Line2 |Line3 Answer | Hold | End Transfer | Conference Dial Tones  Send All Calls ~ Voicemail POM  Nailed

Workltem Data
Name Value Active  Type Status VDN Name Customer Age uut Digits AVC

El

i Views | o

New Email Reply Reply All Forward Defer Close History ZoomIn Zoom Out Print Expert EML WrapUp

From

To

Cc

Subject
Sent
Notes
TrackinglD

Private WorkList

| Customer Subject Motes Create Date Modify Date Scheduled Date

\ | 2

[ Search [ All Templates l

Templates | Auto Texts |
| [0 AUX - 0 [Defautt | 2% 4000 | = 4401 Paul Greaney [ & |
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A web request is generated by a customer (not shown) and queued to this agent. Once Autoln is
pressed above the call appears as Alerting on the ContactPro desktop. The call can be answered
by pressing the Answer icon.

ContactPro (Elite Agent) - 4401 - Paul Greaney

File Options Tools Help

s - 1 - ([ |(& el
, © BB b SES L : o ok G @ 8
Agent  Autoln Manualln  AUX  ACW Make Call | Linel [Line2 'Line3 | Answer Hold End = Transfer  Conference | DialTones Send All Calls = Voicemail | POM  Nailed

Name . Value Active  Type Status VDN Name Customer Age uut Digits AVC
ReDGroup 4820 ‘-‘ ] |Ehat |Alert|ng ‘ ‘Faul |uu:uu:u1 |IJD:IJIJ:DI ‘uu:nu:m |PHANTDM7[AL[ | |
Pctive False

hCWTime: 0

PESEventReceived True
fANT 58104

Pnswered False

PssociatedVoice.. True

Icaip 1419 i i

ClientAutoTextli.. | PG_AutoText EM... =
kreateDate 17/11/2017 150.., New Email Reply Reply All Forward Defer Close History ZoomlIn Zoom Out Print Export EML WrapUp
[Customer Paul From
DeliveredDate 17/11/2017 15:0... To
Pirection Inbound Ce
DistributingDevi... | 4920 Subject

Sent
DistributingVDN | 4920

Al | Notes
TrackinglD

Once the call is answered, a Multimedia Window 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, we can see that the line is busy and the agent is therefore deemed to be
on a call even if this is a multimedia call. The agent can hang up or close the call by clicking on

Close at the bottom right of the Multimedia Window.

ContactPro (Elite Agent) - 4401 - Paul Greaney

File Options Tools Help

¢ : 1 - || : o
. ® B M & (SISS L G e e @
Agent  Autoln Manualln = AUX ACW 1 Make Call line1 'Line2 Line3 Answer Hold  End Transfer  Conference DialTones  Send All Calls  Voicemail POM  Mailed

Name ~ Value Adtive  Type Status VDN Name Customer Age uut Digits AVC

keoGroup 4320 L] | chat | Acive Paul 000015 |o0:00:34 000034 [pranTom can | [
Ptive True
lcwTime 0 3

PESEventReceived |True
flertingTotalTime |18
fANT 58104

Pnswered True

Workltem Data
C Name:
Paul

PssocdatedVoice... | True

[CalllD 1419

[ClientAutoTextli... | PG_AutoText_EM...

[Conferenced False

IconferencedBy... |False

[ConferenceRece.., | False

[ConnectedTotal... |0

[CreateDate 17/11/2017 15:0...

-3 Auto Texts
- Goodbye
& Byel
W& Bye2
(=1 Greeting
& Hellol
W& Hello2

Hi there, how can | help you

Send Close
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With the multimedia call 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) - 4401 - Paul Greaney

N

& & & 4 f L L7 .
Linel|//Line2 | |Line3| Answer | Hold | End | Transfer | Conference

+
Make Call

Customer

AssignedDuration  Age

] S =)
Dial Tones  Send All Calls ~ Voicemail

e
POM  Nailed

~" Email Views

New Email Reply Reply All Forward Defer Close History ZoomlIn Zoom Out Print Export EML WrapUp

From

To

Cc

Subject

Sent

Notes

TrackinglD

The call can then be transferred, conference or put on hold with the buttons displayed along the
top of the screen.

ContactPro (Elite Agent) - 4801 - Paul Greaney

PG; Reviewed:
SPOC 2/19/2018

File Options Tools Help
®o B0 & [SEE LG e ol R ks @ 8

Agent  Autoln Manualln | AUX  ACW Make Call Linel |Line2 Line3  Answer Hold End | Transfer Conference | DialTenes Send All Calls  Voicemail | POM  Nailed
Name - Value Active | Type Status VDN Name Customer Age vt Digits avc
hctive True E) |voice | active ‘ 4001 000001 |o0:00:02 000002 | |
PCWTime Q
lhesEventReceived | True
3 4000
bnswered False 3
hssociatedvoice... | True
lcaio 1420
Konferenced False - Email Views hd
lconferencedBy... | False =
kronferenceRece.., | False New Email Reply Reply All Forward Defer Close History ZoomIn Zoom Qut Print Expert EML WrapUp
IcreateDate 17/11/2017 151 From
PeliveredDate  |01/01/0001 00:0... To
Direction Outbound Ce
pras 4001 Subject
HeldCount 0 Sent

Naotes

TrackinglD
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10. Conclusion

These Application Notes describe the configuration steps required for CCT ContactPro from
CCT Deutschland GmbH to interoperate with Avaya Aura® Application Enablement Services
R7.1 and Avaya Aura® Call Center Elite Multichannel R6.5. 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 ContactPro 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] Deploying Avaya Aura® Call Center Elite Multichannel in an Avaya Customer
Experience Virtualized Environment, Release 6.5.. July 2016.

[2] Installing Avaya Aura® Call Center Elite Multichannel, Release 6.5.July 2016.

[3] Administering Avaya Aura® Call Center Elite Multichannel, Release 6.5. July 2016.

[4] Avaya Aura® Call Center Elite Multichannel Release Notes, Release 6.5. July 2016.

[5] Administering Avaya Aura® Communication Manager, Document 1D 03-300509.

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

[7] Administering and Maintaining Avaya Aura® Application Enablement Services, Release
7.1.2, December 2017.

The following CCT ContactPro 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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Appendix

Avaya 9608 H323 Station 4000
This is a printout of the Avaya 9608 H.323 desk phone used during compliance testing.

Page 1
display station 4000 Page 1 of 6
STATION
Extension: 4000 Lock Messages? n BCC: O
Type: 9608 Security Code: TN: 1
Port: S00057 Coverage Path 1: COR: 1
Name: CCT Agent Coverage Path 2: COS: 1
Hunt-to Station:
STATION OPTIONS
Location: Time of Day Lock Table:
Loss Group: 19
Message Lamp Ext: 4000
Display Language: english Button Modules: 0
Survivable COR: internal
Survivable Trunk Dest? y IP SoftPhone? y
IP Video? n
Page 2
display station 4000 Page 2 of 6
STATION
FEATURE OPTIONS
LWC Reception: spe
LWC Activation? y Coverage Msg Retrieval? y
Auto Answer: none
CDR Privacy? n Data Restriction? n
Idle Appearance Preference? n
Per Button Ring Control? n Bridged Idle Line Preference? n
Bridged Call Alerting? n Restrict Last Appearance? y
Active Station Ringing: single
H.320 Conversion? n Per Station CPN - Send Calling Number?
MWI Served User Type:
AUDIX Name:
Coverage After Forwarding? s
Direct IP-IP Audio Connections? y
Emergency Location Ext: 1005 Always Use? n IP Audio Hairpinning? n
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Page 3

display station 4000 Page 3 of
STATION

Bridged Appearance Origination Restriction? n

IP Phone Group ID:

ENHANCED CALL FORWARDING

Forwarded Destination Active
Unconditional For Internal Calls To: n
External Calls To: n
Busy For Internal Calls To: n
External Calls To: n
No Reply For Internal Calls To: n
External Calls To: n
Page 4
display station 4000 Page 4 of
STATION
SITE DATA
Room: Headset? n
Jack: Speaker? n
Cable: Mounting: d
Floor: Cord Length: O
Building: Set Color:
ABBREVIATED DIALING
Listl: List2: List3:
BUTTON ASSIGNMENTS
1: call-appr 5: aux-work RC: Grp:
2: call-appr 6: auto-in Grp:
3: call-appr 7: manual-in Grp:
4: agnt-login 8: work-code
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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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