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Abstract

These Application Notes describe the configuration steps for Aperio from Fiserv to
interoperate with Avaya Proactive Contact using PG230. Aperio is an Agent desktop that can
connect and use the Proactive Contact functionality.

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 to integrate Avaya Proactive Contact
with Aperio.

Aperio consists of a backend Application Server and an agent client. It is a solution for agent
desktops in an Avaya call center environment focused on voice.

Aperio database contains customer and third party agency information which is available to
Aperio clients. The Aperio client allows connectivity to Avaya Proactive Contact. The client can
access stored information from the Aperio database using recognised phone numbers.

2. General Test Approach and Test Results

The general test approach was to configure the Aperio client to communicate with the Proactive
Contact. Two Aperio clients were configured. See Figure 1 for a network diagram. The
interoperability compliance test included both feature functionality and serviceability tests
focusing on validating successful handling of outbound calls generated by Proactive Contact
using the Aperio Client.

Aperio has a Client/Server relationship and Aperio server was installed on a Windows 7 laptop
running an MS SQL 2008 R2 database. Connect client software is installed on each client PC
utilised by an agent. The Aperio database contains the IP address of the Proactive Contact and
the Aperio software references this when connecting to Proactive Contact ensuring that each
agent PC will get its connection information to Proactive Contact from a single source i.e., the
database on the Aperio server.

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.
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2.1. Interoperability Compliance Testing

The interoperability compliance test included both feature functionality and serviceability
testing. The feature functionality testing focused on Aperio receiving calls in different outbound
call scenarios. The tests included:

Aperio client login to the dialer.

Aperio client joining an outbound job.

Aperio client is attached to a headset.

Calls are delivered to the Aperio client.

Hold initiated by Aperio client

Call Wrap up and next call presentation.

Failover/Service — Tests the behaviour of Aperio Client during certain failed conditions.

2.2. Test Results

All functionality and serviceability test cases were completed successfully. The following
observations were noted.

1.
2.

3.

o

Aperio outbound does not support Transfer and conference features.

When a job is stopped immediately the current call is lost and Aperio needs to log in after
the job has started.

Aperio outbound does not support going on a break whilst attached to an outbound job.
The agent must logoff the current job.

Aperio outbound does not notify the agent of a job being stopped gracefully and the
headset remains connected until Aperio is closed and the agent logs in again.

Aperio outbound agents can only login after the job has been started.

Aperio outbound does not currently control inbound and outbound agents allowing them
to function for Blend jobs. Fiserv have and inbound and outbound client but development
is required to allow them to work together.

2.3. Support

Graham Hefford
Operations Manager

Agiliti
Fiserv

Office:

+44 (0)208 8333193

Mobile: +44 (0)7793 249303

Graham.Hefford @Fiserv.com

www.fiserv.com

SJW; Reviewed: Solution & Interoperability Test Lab Application Notes 30f59
SPOC 6/13/2016 ©2016 Avaya Inc. All Rights Reserved. Aperio_PC511 HD


mailto:Graham.Hefford@Fiserv.com
https://urldefense.proofpoint.com/v2/url?u=http-3A__www.fiserv.com_&d=BQMFAg&c=BFpWQw8bsuKpl1SgiZH64Q&r=Tk4-GG9rsuFOKfYWTSAAdoHaWXiu7Jq-wtR61NszvN4&m=z--D4vl33CB7o3lBQLmRSA3I0SF0OkGbSm8LoncC22g&s=tmpHa6ZeyTFjizyO-deGJ2hE6MhyEiIZw5srYt3PpUM&e=

3. Reference Configuration

The configuration shown in Figure 1 was used during the compliance test of Aperio with

Proactive Contact.

Avaya Aura® Communication
Manager
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Avaya Proactive Contact with
PG230 Dightal Switch
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Figure 1: Connection of Fiserv Aperio with Avaya Proactive Contact
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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

VMware virtual machine Avaya Aura® Communication Manager
7.0.1
R17x.00.0.441.0-22477

G430 Media Gateway FW 37.20.0

Avaya S8730 Server Avaya Proactive Contact 5.1.1 with Patch
392

VMware virtual machine Avaya Aura® Application Enablement

Services 7.0.0.0.0.13-0

e Avaya IP Deskphones

e 9641G (H.323) 6.6029
e 9611G (H.323)
Aperio for Agiliti 9.2
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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 10.

5.1. Configure AEServices

Use change node-names ip to enter the node-name and IP address for the Application
Enablement Server. Take a note of the CLAN node Name and IP Address.

change node-names ip Page 1 of 2
IP NODE NAMES

Name IP Address

CLAN 10.10.40.31

CM521 10.10.16.23

Gateway 10.10.16.1

IPbuffer 10.10.16.184

Intuition 10.10.16.51

MedPro 10.10.16.32

Presence 10.10.16.83

RDTT 10.10.16.185

SESMNGR 10.10.16.44

SM1 10.10.16.43

SMo61 10.10.16.201

default 0.0.0.0

devconaesé6l 10.10.16.30

In order for Communication Manager to establish a connection to Application Enablement
Services, administer the CTI Link as shown below. Specify an available Extension number, set
the Type as ADJ-IP, which denotes that this is a link to an IP connected adjunct, and name the
link for easy identification, in this instance, the node-name defined in previous step is used.

add cti-link 1 Page 1 of 3
CTI LINK
CTI Link: 1
Extension: 1111
Type: ADJ-IP
COR: 1
Name: devconaes6l
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Using the command change ip-services, configure IP-Services for the AESVCS services

follows:

change ip-services

IP SERVICES

Page 1 of 4

Service Enabled Local Local Remote Remote

Type Node Port Node Port
CDR1 CLAN 0 IPbuffer 9000
CDR2 CLAN 0 RDTT 9001
AESVCS y CLAN 8765

On Page 4, set the AE Services Server node name and Password the AES Server will use to
authenticate with Communication Manager.

change ip-services

AE Services Administration

Server ID AE Services
Server
is devconaesé6l

Password

Avayapasswordl

Enabled

y

Page 4 of 4

Status

in use
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5.2. Configure Avaya Proactive Contact Acquire feature

In order for Proactive Agent Blending to function, Communication Manager must be configured
with a VDN monitored by Proactive Contact. When the agents who belong to the skill to which

the Acquire VDN routes are not taking any inbound ACD calls, they are automatically acquired

by Proactive Contact to service calls delivered by the outbound job administered in Proactive

Contact Editor.

add vdn 8274000 Page 1 of 3
VECTOR DIRECTORY NUMBER
Extension: 8274000
Name*: Dialer Acquire-Out
Destination: Vector Number 1
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*:
3rd Skill*:
VDN 8274000 has a destination of Vector Number 1.
change vector 1 Page 1 of 6
CALL VECTOR
Number: 1 Name: DialerAcquireOut
Multimedia? n Attendant Vectoring? n Meet-me Conf? n Lock? n
Basic? y EAS? y G3V4 Enhanced? y ANI/II-Digits? y ASAI Routing? vy
Prompting? y LAI? y G3V4 Adv Route? y CINFO? y BSR? y Holidays? y
Variables? vy 3.0 Enhanced? y
01 queue-to skill 1 pri m
02 wait-time 60 secs hearing ringback
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As shown in vector 1, skill 1 will be the skill in which the agents required for Proactive Agent
Blending will reside. Skill 1 is administered as a hunt group using the command add hunt-
group 1 and specify and identifying Group Name, Group Extension, and setting ACD, Queue
and Vector to y.

add hunt-group 1 Page 1 of 4
HUNT GROUP

Group Number: 1 ACD? y
Group Name: Dialer Acquire-Out Queue? y
Group Extension: 3091 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:

On Page 2, set Skill to 'y

add hunt-group 1 Page 2 of 4
HUNT GROUP

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

Controlling Adjunct: none

Timed ACW Interval (sec):
Multiple Call Handling: none
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5.3. Configure ACD agent for Proactive Agent Blend

In order for the ACD agent to be acquired by Proactive Contact once it has completed taking
inbound calls using the Proactive Agent Blending feature, it must be in both the inbound skill (2)
and the Acquire skill (1). Using the command add agent-loginlD x where X is a valid extension
in the dialplan. Administer the Name, Security Code, and Password fields as shown below.

add agent-loginID 8231001 Page 1 of 3
AGENT LOGINID
Login ID: 8231001 AAS? n
Name: Agentl AUDIX? n
TN: 1 LWC Reception: spe
COR: 1 LWC Log External Calls? n
Coverage Path: AUDIX Name for Messaging:
Security Code: 6002

LoginID for ISDN/SIP Display?

n

Password: 6002
Password (enter again): 6002
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
On Page 2 configure the agent in both the inbound skill and the acquire skill.
add agent-loginID 8231001 Page 2 of 3

Direct Agent Skill:
Call Handling Preference:

AGENT LOGINID

Service Objective? n

skill-level

Local Call Preference? n

SN  RL SL SN  RL SL SN  RL SL SN  RL SL
1: 1 2 16: 31: 46:
2: 2 1 17: 323 47 :
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5.4. Configure feature access codes for Call Centre features

These will be referenced later in the Proactive Contact Configuration and used by AES to change
the state of the agent on Communication Manager during blend operation. Enter the command
change feature-access-codes, and on Page 5 configure Auto-In Access Code, Login Access
Code and Logout Access Code as per the dialplan.

change feature-access-codes Page 5 of 10
FEATURE ACCESS CODE (FAC)

Call Center Features
AGENT WORK MODES

After Call Work Access Code: *36

Assist Access Code: *37

Auto-In Access Code: *38

Aux Work Access Code: *39

Login Access Code: *40

Logout Access Code: *41

Manual-in Access Code: *42
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5.5. Configure Trunks to Avaya PG230 Digital Switch

A number of trunks are required for the purpose of communication between PG230 and
Communication Manager. One trunk for calls in each of the following categories.
Agent Headsets (Dialback)

Outbound

Inbound

Transfer

The physical connection is made between PG230 and the MM710 contained within the G430
Media Gateway. Enter the add ds1 xxxx command, where xxxx is the location of the DS1 circuit
pack and configure as follows:

e Name Set to any descriptive string value, in this case, it was CM-
PG230
e Bit Rate Set to 2.048
e Line Coding Set to hdb3
e Signaling Mode Set to isdn-pri
e Connect Set to pbx
e Interface Set to peer-master
e Peer Protocol Set to Q-SIG
e Interface Companding  Setto alaw
e Idle Code Set to 01010100
add dsl 001v2 Page 1 of 1
DS1 CIRCUIT PACK
Location: 001v2 Name: CM-PG230
Bit Rate: 2.048 Line Coding: hdb3

Signaling Mode: isdn-pri

Connect: pbx Interface: peer-master
TN-C7 Long Timers? n Peer Protocol: Q-SIG
Interworking Message: PROGress Side: a
Interface Companding: alaw CRC? y
Idle Code: 01010100 Channel Numbering: timeslot

DCP/Analog Bearer Capability: 3.1kHz

T303 Timer (sec): 4
Disable Restarts? n

Slip Detection? y Near-end CSU Type: other

Echo Cancellation? n
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Configure a Signaling Group for the previously configured DS1 board 001v2. Enter the add

signaling-group n command, where n is an unused signaling group number. Configure as

follows:

Group Type Set to isdn-pri

Primary D-Channel Enter the DS1 board number followed by 16

Trunk Group for Channel Selection Enter the Lsttrunk group number that was
configured for DS1 board 001v2 in this case
that was trunk group 21

TSC Supplementary Service Protocol Setto b

add signaling-group 10 Page 1 of 1
SIGNALING GROUP
Group Number: 10 Group Type: isdn-pri

Associated Signaling? y Max number of NCA TSC: O

Primary D-Channel: 001v216 Max number of CA TSC: 0

Trunk Group for NCA TSC:21

Trunk Group for Channel Selection: 21 X-Mobility/Wireless Type: NONE
TSC Supplementary Service Protocol: b Network Call Transfer? n
SJW; Reviewed: Solution & Interoperability Test Lab Application Notes 13 0of 59
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Configure a trunk group used for inbound calls. Enter the add trunk-group n command, where
n is an available trunk group number. Configure as follows:

e Group Type  Settoisdn

e Group Name  Setto any descriptive string value, in this case, it was QSIG to PG230 -

Inbound

e TAC Enter a Trunk Access Code that is valid in the provisioned dial plan

e Dial Access Settoy

e Service Type Setto tie

add trunk-group 23 Page 1 of 21
TRUNK GROUP

Group Number: 23 Group Type: isdn CDR Reports: vy
Group Name: QSIG to PG230 - Inbound COR: 1 TN: 1 TAC: 723

Direction: two-way Outgoing Display? n Carrier Medium:

PRI/BRI

Dial Access? y Busy Threshold: 255 Night Service:

Queue Length: 0

Service Type: tie Auth Code? n TestCall ITC:

rest

Far End Test Line No:
TestCall BCC: 4

On Page 2 of the trunk group configuration, configure as follows:
e Supplementary Service Protocol - Setto b
e Disconnect Supervision
o In-settoy
o Out-settoy

add trunk-group 23 Page 2 of 21
Group Type: isdn

TRUNK PARAMETERS

Codeset to Send Display: 6 Codeset to Send National IEs: 6
Max Message Size to Send: 260 Charge Advice: none
Supplementary Service Protocol: b Digit Handling (in/out): enbloc/enbloc

Trunk Hunt: cyclical
Digital Loss Group: 13

Incoming Calling Number - Delete: Insert: Format:
Bit Rate: 1200 Synchronization: async Duplex: full
Disconnect Supervision - In? y Out? y
Answer Supervision Timeout: O
Administer Timers? n CONNECT Reliable When Call Leaves ISDN? n

Delay Call Setup When Accessed Via IGAR? N
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On Page 5, configure GROUP MEMBER ASSIGNMENTS as follows.

e Port Enter the DS1 board number followed by the trunk member number. The
ports configured on Communication Manager must be mapped to the ports
configured on the PG230 Digital Switch

e SigGrp Enter the number of the signaling group configured for the DS1 board 001v2
in this case it is Signaling Group 10

add trunk-group 21 Page 5 of 21
TRUNK GROUP
Administered Members (min/max) : 1/5
GROUP MEMBER ASSIGNMENTS Total Administered Members: 5
Port Code Sfx Name Night Sig Grp

1: 001v217 MM710 C 10

2: 001v218 MM710 C 10

3: 001v219 MM710 C 10

4: 001v220 MM710 C 10

5: 001v221 MM710 C 10

Note: There is different port numbering between PG230 Digital Switch and Communication
Manager; therefore ports 18-22 on PG230 Digital Switch correspond to ports 17-21 on
Communication Manager.

Repeat the above configuration steps in order to configure remaining trunk groups for Agent
Headsets (Dial Back), Outbound and Transfer calls. For each trunk group make sure that the
number of ports in GROUP MEMBER ASSIGNMENTS is correctly mapped to the number of
ports configured on the PG230. Also, for every trunk group, configure each port with signaling
group 10.
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Enter list trunk-group command, to list all trunk groups that were configured on
Communication Manager. Below is the list of all trunk groups that were configured for the E1
QSIG trunk between Communication Manager and PG230 Digital Switch.

list trunk-group Page 1

TRUNK GROUPS

Grp No. Out Que
No. TAC Group Type Group Name Mem TN COR CDR Meas Dsp Len
21 721 isdn QSIG to PG230 - Headsets 5 1 1 y none y 0
22 722 isdn QSIG to PG230 - Outbound 10 1 1 y none n 0
23 723  isdn QSIG to PG230 - Inbound 5 1 1 % none n 0
24 724 isdn QSIG to PG230 - Transfer 5 1 1 y none n 0

6. Configure Avaya Aura® Application Enablement Services

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.
Enable DMCC Ports.
Create CTI User.
Associate Devices with CTI1 User.

6.1. Verify Licensing

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

AVAYA Application Enablement Services

Management Console

Please login here:
Username

Password

Copyright © 2009-2012 Avaya 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.

AVAyA Application Enablement Services

Management Console

CVLAN AL Services
oLe
. IMEORTANT) AT Services murt be restamad for ssmmistratye cranges to fully teks affec
OMace Shanpas t5 the Sezurity Databsse 2o net requees o restant
SME
= L seriee ] stehe ] state ] Ucemettede | Cenet
L2341 Urs Matage N4 Aunng Kis na
SVLAN Service OMLINE nng NOSMAL NODE WA
UG Sevien oerLine Rurnng NA n
CMLINE Wy NORML - Wi
wINE ng ORI, € ] Wa
ST X np N/A "
A3 04 BLAM pev e Desae Lse Statys and Control
20 reorw Salan pRane SCuae Sobr Sw Causk poa T ees e ot o gu bs bl poge

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

Commmame atyom Manager Inderface | Swilch Connodtions

Swirch Cennections

CAAYIMSS Ad2 Corracho

| Comection tame | Procemsor Etbernet | g Puriod | Mamber o Active Cnnections

E2iz Cannmcnion | | £t PEICLAN Ps || Ede M222 Gateneapar | [ Delete Comemen | [ Survivatite Meraeery |
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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 Default values may be accepted for the remaining

fields. Click Apply to save changes.

Application Enabl t Servi
AVAYA ppucin Eblemens Suvioas

WAt Manoyer Isterface | Switch Conmections

» AL Survi

- Commmmnicatinn Wanager Connection Dulails . CHEIvwmpg
Intoriocn

Cwitrd onte s

il Man

P | Help | Logaut

From the Switch Connections screen, select the radio button for the recently added switch
connection and select the Edit PE/CLAN IPs button (not shown). In the resulting screen, enter
the IP address of the procr as shown in Section 5.1 that will be used for the AES connection and

select the Add/Edit Name or IP button.

AVAyA Application Enablement Services
Matiagement Console

Ut wlsen Manager Inberfnce | Swich Connottwns

+ AE Services

- Communication Neseges Edit Processer Ethurmet I . CMElvmpg
f
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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 e ] 19,36113 3011 from 18,103
Management Console arver ¢ o T JRNXEY

AE Services | TSAPI | TSAPI Link Home | Help | Logout

¥ AE Services

CVLAN TSAPI Links
LG [ ok | switch connection | swichcTilink s | AsAtunk version | Security |

oMee = - -
[ Add Lnk ﬂ [Edit Lk | [ Delete Link |
SMS
TSAP]
TSAP] Link

» TSAPI Properes

F Communication Manager
Interface

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.
Switch Connection: Choose the switch connection CM63VMPG, which has already
been configured in Section 7.2 from the drop-down list.
Switch CTI1 Link Number: Corresponding CTI link number configured in Section 5.1
which is 1.
e ASAI Link Version: This can be left at the default value of 5.
e Security: This can be left at the default value of both.

Once completed, select Apply Changes.

AVAYA Application Enablement Services
Management Console

Haome | Molp | Logoat

AL Services | TSAFL | TSAR] Links

19 of 59

SJW; Reviewed: Solution & Interoperability Test Lab Application Notes
Aperio_PC511 HD

SPOC 6/13/2016 ©2016 Avaya Inc. All Rights Reserved.



Another screen appears for confirmation of the changes made. Choose Apply.

AVAyA Application Enablement Services

Management Console

AE Services | TSAPI | TSAPI Link Home | Help | Logout
cVLAN Apply Changes to Link
oG Warning! Ass you sure you wanrt 10 apply the changes?
. These changes can only take effect when the TSAPL server restarts

DMCC Plaase use the Maintenance -> Service Controller page to restart the TSAPL servar

SMS ——]——
L ooply | || Canest |

ISani

TSAPE Links

» TSAP] Propartiss

, Communication Manager
Interface

When the TSAPI Link is completed, it should resemble the screen below.

AVAYA Application Enablement Services

Management Console

AL Services | TSAPT | TSAPL Links

CVLAN TSAPI Lisks

SwitCh Comaeston Switch CTT Link @ ASAT Lk Version

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.

E1G | Uzapr oraft
AVAyA Application Enablement Services hu Deo 16 19:28113 2011 from 10.10.16.62
Management Consolae e TURMEEY

Sary Y
SW Version) rea-1-1-30-0

Maintenance | Service Controllar Home | Help | Lagout

F AE Serwices

Communication Manager

¥ Intarface Service Controller

F Licensing | Swervice _____|Controller Status]
* Mailntenance ™ A=AT Link Managar RuUnning
" » -
Date Time/MNTRE Seryer I pmce service LLLILL]
Securlty Databass I CyLan Sarvics RuUnning
. 7 bLG Service Running
Service Controller
I Transport Laysr Service Running
ServarData | [=F .
W| TSAP]l Sarvies I-\'.|.|||||||||,||

F Metworking
» Sacurlty For status on actusl services, plesss use Status and Control

F Status start | stop | Restart Service | Restart AE Server | RestartLinux | Restart web Server |
F User Managemant
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6.4. Enable DMCC Ports

To ensure that DMCC ports are enabled, navigate to Networking = Ports. In the section
DMCC Server Ports, ensure that the Unencrypted Port is set to Enabled as shown below.

" Interface
High Availability

} Licensing
» Maintenance

~ Networking

AE Service IP (Local IP)
Network Configure

I Ports

TCP Settings
» Security
» Status

» Wtilities

» Help

¢ User Management

CVLAN Parts Enabled Disabled
Unencrypted TCP Port EEEE] (O]
crepred T o ®0

DLG Port TCP Port 5678

TSAPI Ports Enabled Disabled
TSAPI Service Port 450 ® O
Local TLIMK Ports
TCP Part Min 1024
TCP Port Max 1039
Unencrypted TLINK Ports
TCP Part Min
TCP Port Max
Encrypted TLINK Ports
TCP Part Min
TCP Port Max

DMCC Server Parts

Enabled Disabled

Unencrypted Port (S )]

Encryptad Port (OS]

TR/87 Port ® O
H.223 Ports

TCP Paort Min

TCP Port Max

Local UDP Port Min

Lacal UDP Port Max

Server Madia

RTF Local UDP Part Min®

RTP Local UDP Port Max™

£ |[ & w [ |[ra][ra =] [&] [& [ [
w || o Blla||&]lS U I [ e ollo ol
w || & wllallw|la pa| 3| [ @ || @ @ ||
w || o wlla||lw|la wl [raf (= = [LRIR=]
w || olla||le|la

Enabled Disabled

® O

* Mote: The number of RTP ports needs to be double the number of extanszions using sarver media.
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6.5. Create CTI User

A User ID and password needs to be configured for the Aperio server 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

User Management | User Admin

» AE Services

Communication Manager User Admin
Interface

» Licensing . . . . . . .
User Admin provides you with the fallowing aptions for managing AE Services users:

Maintenance
»

FrTEETer Fassword
* List All Users
» Security * Modify Default User
* Search Users

» MNetworking

» Status

¥ User Management

Service Admin

User Admin

s Add User

= Change User Password
= List all Users

= Modify Default Users

= Search Users

» Utilities
» Help
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In the Add User screen shown below, enter the following values:
e User Id - This will be used by the Aperio Server to connect to AES.
e Common Name and Surname - Descriptive names need to be entered.
e User Password and Confirm Password - This will again be used by the Aperio Server.
e CT User - Select Yes from the drop-down menu.

AVAYA Application Enablement Services

Management Console

User Nasagement | User Admim | List AN Users

¢ AE Services
R malum Managur Edi Usir
+ Ucensing * Liser (£
» Maintonance * Common Mame apare
» Nutwaorking * Syrrame apero
» Security VJs‘c:E;;sn:r: ~~~~~
» Stutus Confwm Fassmond
* Usor Managessant Admin Nete
Svays Aole None -

Serace A0mm
Susness Catepary
t2vor Admin

Car Loanan
« Add User
TN tame
» Change User Fassword
List Al Lisors (- neTe
« Modfy Dafault Users |_ET Unar Yes ¥

Complete the process by choosing Apply at the bottom of the screen.
v reneoemen =

Service Admin

Car License

LI oy
Css Hoome
* Change User Password
[ T User Yes v ]
o List AN Users
« Moddy Default Users Desartrant leomier

* Search Users Deplay Name X
+ Utilities Empicyen thomber |
+ Help Emploves Type
Ermterpriss Mande
Govan Nasne
Homa Fhone
ticove Postal Address |
Tnitals
Labwelec UMY
Mai
MM Home
Mobie
Drganization
Pager
Prafarred Lasguage | English
Room Number {

Telephone Number

=

The next screen will show a message indicating that the user was created successfully (not
shown).
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7. Configure Avaya Proactive Contact

This section provides the procedures for configuring Proactive Contact. The procedures include
the following areas:
e Verify Avaya Proactive Contact Licensing
Configure CTI
Configure Avaya Proactive Contact with CTI for Agent Blending
Configure master.cfg
Configure number format
Configure the calling list
Configure Avaya Proactive Contact Administration Software

7.1. Verify Avaya Proactive Contact Licensing

Access the Web License Manager of the Avaya Proactive Contact, in this instance using the
URL https://10.10.16.91:52233/WebLM/. The Web License Manager Screen is displayed; login
using the appropriate credentials.

, —_—
V avaya 3

Logon

User Name: I

Password: |

© 2009 Avaya Inc. All Rights R
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https://10.10.16.91:52233/WebLM/

The Web License Manager screen below is displayed. Select Licensed products -
Avaya_Proactive_Contact in the left pane, to display the Licensed Features screen in the right
pane. Verify that there are sufficient licenses for each of the fields displayed:

Web License Manager (WebilM v4,7)

| Install License Avaya_Proactive_Contact - Release: 5 - S10; 116018150

7(;“15;"!;1‘[7 ;;:cn'.uirac.i
v Licensed Products

: ”".M._“m Yau are baret Llcanaed products > Aveye_Proective_Contart

| Usinstall Ucanse License installed on: 20-May-2011 13:25:58 o'clock EDT
. Change Password

“ Surver Properties Yigw Pesk Usaos
| sManage Users

|
| Logout

‘ M T mm
|
| -

| ‘dumber of K Agents uring Avaya CT
wath pracictrre
(VaLLE APC_PIED(CYIVECRAGEHB)

Numbar of tasphone lines ;
(VALUE_ASC_FHONELINES) pofmenont T b

permanent

Number of Agents with Predctie
| ing parmanmnt 100 o
{ (VALUE AP _PREDICTIVE_AGENTS)
| '4umbe- of § S\ chnl ust uo Ay :ya cT 100
VALUE A TALCTIAGENTS pearmansnt 100 (
Mumbar of Supomsu Workstations ; 2
(VALUE_APC_SLPERVISORS) i tiag = 9
‘\ umber of Agerts " 100
AL [ APC_TOTAL_AGENTS) permanent 0

Acquired Licenses
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7.2. Configure CTI

In order to establish the TSAPI link between Proactive Contact and Application Enablement
Services Server, the relevant files were edited.From the Proactive Contact Telnet Session create
a cti_passwad.cfqg file by doing the following:

e type cti_passwd -s (s denotes the CTI Option).

When prompted for the password enter the password assigned to the CTI user configured earlier
on the Application Enablement Services Server in Section 6.5, and hit return, re-enter as
requested.

Navigate to the /opt/avaya/pds/config/swif ct.cfg file and change the parameters as shown
follows.

SERVER : AVAYA#CM#CSTA-S#DEVCONAES61
LOGIN:syntelate

REASONCODE : 1
PHANTOMNUMBERS:1850-1854
WORKMODE : AUTO_IN

AGENTANSWER : NO

PRIORITYCALL:NO

Notes: The Tlink and the Proactive Contact CTI username as configured in Section 6.5.

Navigate to the /opt/avaya/pds/config/ directory. Copy and rename the tslibrc file, by typing cp
tslibrc .tslibrc. Edit .tslibrc with the IP Address of the Application Enablement Services Server,
as shown.

Telephony Servers]
This is a list of the servers offering Telephony Services via TCP/IP.

[

; Either domain name or IP address may be used; default port number is 450
; The form is: host name=port number For example:

; tserver.mydomain.com=450

10.10.16.30

’

; This file should be copied to CONFIG directory as .tslibrc.
; See master.cfg for the directory name.

; This entry overrides the [Telephony Servers] section, if any.
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For Agent Blending, copy the .tslibrc file to the /opt/avaya/pab/config/ directory by entering the
command cp /opt/avaya/pab/config/.tslibrc /opt/avaya/pab/config/.tslibrc. Navigate to
/opt/avaya/pds/config — edit opmon.cfg as shown below:

CFGTIME:15
DIALBACK:1-15:15:1::
DIALBACKNUM:ALL

Edit dgswitch.cfg as shown below. The format used is based on the location of the ports in the
PG230 Digital Switch; therefore Proactive Contact is configured with the same number of
Inbound Ports as the number of inbound lines on the PG230 Digital Switch. The inbound ports
configured on Proactive Contact correspond to the ports of the inbound trunk group configured
on Communication Manager in Section 5.5; the same is true for Headset, Outbound and Transfer
trunk ports.

# Headset Ports
H:1:361:1::#H:15:1:1-1-21-4-2
H:2:362:1::#H:15:1:1-1-21-4-3
H:3:363:1::#H:15:1:1-1-21-4-4
H:4:364:1::#H:15:1:1-1-21-4-5
H:5:365:1::#H:15:1:1-1-21-4-6

# Normal Outbound Trunks
N:1:366:1::40:10:1:1-1-21-4-7
N:2:367:1::40:10:1:1-1-21-4-8
N:3:368:1::#0:10:1:1-1-21-4-9
N:4:369:1::40:10:1:1-1-21-4-10
N:5:370:1::40:10:1:1-1-21-4-11
N:6:371:1::40:10:1:1-1-21-4-12
N:7:372:1::40:10:1:1-1-21-4-13
N:8:373:1::40:10:1:1-1-21-4-14
N:9:374:1::40:10:1:1-1-21-4-15
N:10:375:1::#0:10:1:1-1-21-4-16
# Normal Inbound Trunks
N:11:377:1::#1:11:1:1-1-21-4-18
N:12:378:1::#I1:11:1:1-1-21-4-19
N:13:379:1::#T1:11:1:1-1-21-4-20
N:14:380:1::#T1:11:1:1-1-21-4-21
N:15:381:1::#T:11:1:1-1-21-4-22

# Transfer-thru Trunks
T:1:12:1::4#T:12:1:1-1-21-4-1
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Edit only the last 4 lines of voicemsg.cfg, this file refers to the announcements recorded on the
PG230.

250:greeting:1027:Female:Folder4:Voice:Message27
251:inbound:1028:Female:Folder4:Voice:Message28

252 :outbound:1029:Female:Folderd:Voice:Message29
253:notlLoggedIn:1030:Female:Folder4:Voice:Message30

Navigate to the /opt/avaya/pds/scripts directory and copy the telephny_sp.spt file to the
telephny.spt file using the command cp telephny_hd.spt telephny.spt. This file defines Hard
Dialer specific parameters.

Navigate to the /opt/avaya/pds/shell/ directory and edit the pdscontrol file. This script starts the
agent binary during pds_stop/start. Normally it is set to agent -d which starts the agent binary as
a daemon. Make the following change to this line in the script for the purposes of Proactive
Agent Blending.

agent -m —-d
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7.3. Configure Avaya Proactive Contact with CTI for Agent Blending

From the Proactive Contact Telnet Session create a cti_passwd.cfg file by entering the following
Type cti_passwd -b (b denotes the blend). When prompted for the password enter the password
assigned to the CT1 user configured earlier in Section 6.5.

Navigate to the /opt/avaya/pab/config/ directory. Copy and rename the ctirc.cvct file, by typing
cp ctirc.cvct ctircl. Edit ctircl as shown below.

C R i i i i
# LAST REVISION $Date: 2002/02/20 16:24:55 $

G R
# The only configurable line is the 14th line after the comments (third from

# the bottom). There are five fields in this line:

# Field 1: TLINK

# Field 2: Login name for CVCT (run "cti passwd -b" to setup the encrypted
password)

# Field 3: Application Name (PDS)

# Field 4: TS2 - This is the library version that we used. Do no change.

0 # CVCT CEP (switch type)

Ox11 # CEP CHGSVR

0x2015A # Supported Events

0 # Stats and Counts (No MIS for Aspect)
0 # Appear and Vanish (No LM for Aspect)
0 # Agent Available, Login, Logout

0 # per-outstanding-move (N/A for Aspect)
0 # seconds added to LM (N/A for Aspect)
0 # seconds added to LC (N/A for Aspect)
Port SupId SupPass

NotUsed

AVAYA#CM#CSTA-S#DEVCONAES61 : pc5hd: PDS: TS2

chgsvr

cep pway
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Copy and rename the CBA_procs.example file, type cp CBA_procs.example CBA_procs and
edit CBA_procs as shown below:

G i

# [Max Wait|Max Wait|Max Wait|Max Wait|Kill

# | Before | Before | Before | Before |Cfg-

# Process|Startup|Shutdown|Shutdown| Abort | SIGTERM| SIGKILL|Only

# Type | Order | Order | Message| Message| Signal | Signal |Mode

# ___________________________________________________________________________
# NOTE - Startup Order and Shutdown Order MUST start at the value one(l) and
# increment WITHOUT any sequence gaps

PROCESS CONTROL

SOE| 1 | 5| -1 | -1 | -1 | 25 | O

USR| 2 | 4 | =1 | -1 | 21 | 24 | O

CTI| 3 | 3 | 11 | 15 | 24 | 35 | 1

ACD| 4 | 2 | O | 5 ] 10 | 11 | 1

mMsc| 5 | 1| -1 | -1 | -1 1] 25| 0

FH A A A
# Process Host | Path | Binary | Parameters
# Type | Name | | Name |

PROCESS_INSTANCE

USR |devconhd| /opt/avaya/pab/bin/ |cbauser]|1

CTI |devconhd| /opt/avaya/pab/bin/|cti|l

ACD|devconhd| /opt/avaya/pab/bin/|acdmon|l nocancel min asa 2sec gen rel
MSC |devconhd | /opt/avaya/pab/scripts/|acdsnap mon|

Copy and rename the CBA_cfg.example file, type cp CBA_cfg.example CBA _cfg and press
Enter. This establishes the Application, PBX and Gateway I1Ds used by Agent Blending.
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Proactive Contact needs to be configured with the inbound VDN to be monitored and the acquire
VDN for acquiring agents in order to handle calls from the outbound job. The Proactive Contact
name for a VDN is Domain. Configured in /opt/avaya/pab/config/dom_group.data — this
defines an outbound only Domain Group called NORTH_USA, an IB (inbound) Domain called
8274002, with specific reference to VDN 8274002, and a TEAM (acquire) Domain called
8274000 with specific reference to VDN 8274000. Both of these Domain have a Domain Group
ID of NORTH_USA.

*VERSION | 1
#Htd#4#tfhd 44ttt 44#4#44 444444+ Defined Domains Groups ########44H#H44#44#4E44#44
# Domain Group Record Layout - To Create a new domain group copy the template
# below and replace all field holders with appropriate values.
NOTE - All fields that retain their place holder wvalues (TR, TT,etc)

will be assumed to be empty.
NOTE - Line breaks may happen between any fields but not within a field

#
#
#
# NOTE - Do not change lower case field holders

#

# WARNING - Remove the "#" comment field indicator to activate the template
#

#

TEMPLATE

=+

# *DG | DG NM | dg id | RTI | CM | MAAS | SC | DSL | MSL |
# AUT | MAO | TR | TT | ACWT | MOR | afi | rti |

# ____________________________________________________________________________
#

# Description of fields within a Domain Group

# ___________________________________________

# * - Start Of New Record { MUST be in first column of record}

# DG - Domain Group Record Key { Always DG}

# DG NM - Domain Group Name {Descriptive name use by UI to specify a domain}
# dg id - Domain Group ID { FILLED IN BY SYSTEM}

# RTI - Time Interval (hours)

# CM - Control Method {ASA-Avg.Spd Answered,SL-Sevice Lvl,OB ONLY-
Outbound}

# MAAS - [Target] Average Speed to Answer (seconds)

# SC - Service Criterion (seconds)

# DSL - Desired Service Level (%)

# MSL - Abatement Service Level (%)

# AUT - Traffic Intensity Threshold (%)

# MAO - Minimum # of Agents on Outbound (# agents)

# TR - Initial Traffic Rate (calls/second)

# TT - Minimum Talk Time (seconds)

# ACWT - Minimum After Call Work Time (seconds)

# MQR - Minimum Queued for Release (OB _ONLY groups)

# afi - Acquisitions From Inbound { FILLED IN BY SYSTEM }

# rti - Releases To Inbound { FILLED IN BY SYSTEM }

#

*DG | NORTH USA | 1 | RTI | OB_ONLY | MAAS | SC |
DSL | MSL | AUT | MAO | TR | TT |
ACWT | O | afi | rti |
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FhAFFFE SR A A A F SRR A A A F S HH Defined Domains ##########H4SR SR #HFHERERS

# Domain Record Layout - To Create a new domain copy the template below
# and replace all field holders with appropriate values.
# NOTE - All notes/warnings from domain group field still apply.
#
# TEMPLATE
# ___________________________________________________________________________
# *DM | DM ADRS | DM EXT | DG NM | dg id | AP_ID | PBX ID | GW_ID | DM TYP |
# ___________________________________________________________________________
#
# Description of fields within a Domain
w - Start Of New Record {MUST be in first column of record}
DM - Domain Record Keyword {Always DM}

DM ADRS- Domain Address

DM EXT - Domain Phone Number

DG NM - Domain Group Name {Descriptive name use by UI to specify a D.G.}
Use TRANS if defining a floating transient domain.

dg id - Domain Group ID {FILLED IN BY SYSTEM}
AP ID - PDS ID
PBX ID - PBX ID
GW ID - Gateway ID
DM TYP - Domain Type -- one of:
IB - Inbound,
TRANS - Transient Acquire,
TEAM - Team Acquire,

OV_FLOW - Overflow

S oo e S S SR o S e e ok o o SR e 3k 9k ok

*DM | 8274000 | 8274000 | NORTH USA | 1 | 1 | 1 |
1 | TEAM |

*DM | 8274002 | 8274002 | NORTH USA | 1 | 1 | 1 |
1| IB |
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Edit ACD.cfg — This file contains the Communication Manager feature access codes for ACD
login and logouts noted in Section 5.5 and also specifies the TESTMODE, configured as shown
below:

TESTMODE : OFF
DELAYTIME:5
LOGIN: *40
LOGOUT: *41

Edit acd_ext.cfg — This file contains the Communication Manager extension number which
Proactive Contact Agents and ACD Agents will be logging in, as show below, extension
8231001 is the extension onto which agents are logged into in this case:

1:8231001

Agent Blending is a feature add-on for Proactive Contact. Ensure that PDS is stopped and as
root, enter the command menu install which will run a script. When prompted Select option 2.
For Value added products, and then 2 again for Install Predictive Agent Blend and follow the
instructions prompted on screen as shown below:

Have you stopped PDS processes: y

Following AES servers are configured:

10.10.16.30 Do you want to add another AES server: n

CTI password seems to be already set in /opt/avaya/pab/config/cti passwd.cfg
Do you wish to change the CTI password? n

AES LINK set to AVAYA#CM#CSTA-S#DEVCONAES61

Do you want to change it now?: n

AES USER set to pcbhd

Do you want to change it now?: n

Do you wish to configure Domains now?: n

Do you wish to change number of users that can be acquired for outbound
calling now?: n

Now we’ll install ACD extensions

Enter g to quit

When prompted, press any key to continue.

Enter 0 to exit, and 0 again
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7.4. Configure master.cfg
Amendments to the master.cfg file, located in /opt/avaya/pds/etc were made as follows.

CALL BLENDING:YES

DBKGROUP:15,1,1
DBSERVERIP:10.10.16.91
IICB_HOST:devconhd

INBNDSYS:YES
LINEASSIGN:REG,0=1-10;INB,I=11-15
NAMESERVICEHOST :devconhd
OPERATORS:5
OPLIMIT:I=5,0=5,B=5,P=5,M=5
PORTS:15

PRIMARY:YES

SWITCHNAME : switchl
SWITCHTESTMODE : NO

SWITCHTYPE :DIGITAL

VISUAL CPA:YES
WEBLMURL:http,//10.10.16.91,8080/WebLM/LicenseServer:

Note: INBNDSYS was set to YES for the purposes of Fiserv testing.

7.5. Configure Number Format

The phonefmt.cfg file located in /opt/avaya/pds/config contains details of how Proactive
Contact needs to manipulate numbers in the calling list in order to successfully place calls. The
last line in the file is configured as follows:

STD TO DIALFMT:*:ALLTYPES:10:8230003::

In this instance, of the digits dialed, 10 are deleted and the digits 8230003 are inserted.
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7.6. Configure Calling List

Proactive Contact is delivered with default calling lists. The author assumes an inbound and
outbound calling list is created using Proactive Contact Editor. The administration of calling lists
is outside of the scope of this document.

7.7. Configure Avaya Proactive Contact Administration Software

In order for the Proactive Contact Editor application to communicate with the Proactive Contact
Server, the PC on which it resides must be configured.

7.7.1. Configure Windows Host File

Edit %0WINDIR%\system32\drivers\etc\hosts to include the hostname and IP address of the
Proactive Contact Server, as follows:

10.10.16.91 devconhd

7.7.2. Check Avaya Proactive Contact Services

Ensure all necessary services are running on the Proactive Contact Server. The following
commands start, check and stop the three services. The services must be stopped and started in
the order shown. All services must be started before proceeding.

start_db

start_mts

start_pds

check_db

check_mts

check_pds

stop_pds

stop_mts

stop_db
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7.7.3. Configure Avaya Proactive Contact Administration Software

Double click on the Health Manager icon on the desktop. The screen below will be presented,
complete it as shown with the Proactive Contact IP address and hostname.

=l Configurator

You can specify the Primary Dialer, Email Server and the
D atabaze Server detailz.Pleaze re-run the Health Manitar after
zetting the detailz.

— Primary Proactive Contact Detailz

M arne; IHevcunhd

IP Address: | Mmoo . 16 . 91

[¥ Use primary zerver for emaill and database

— Email Server Detailz

Hame: Idew:u:unhd

IP Address: | Mmoo . 16 . 91

— D atabaze Server Detailz

M ame: Idew:u:unhd

IP Address: | Mmoo . 16 . 91

] Cancel

]|

It is now possible to log in to the Health Manager with the sysadm login credentials. Close
Health Manager and double click on the Editor icon on the desktop. Log in with the sysadm

login credentials.
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7.7.4. Configure Native Voice and Data Transfer Parameters (NVDT)

NVDT is the feature used when transferring caller details from the outbound job to the inbound
job. In this instance, an agent logged into the inbound job will receive the account number as
well as the voice path. These parameters are configured in the calling list, as shown below. In the
left hand pane click Calling Lists = Calling Lists right click on list4 and select Calling List

Details.
B devconhd EID@Q'EW-§”§‘“IV/ ’Qxlgé|?|
Contact Management | Wg=HlITRTEE
Messages and Scripts

Cafling Lists

Do Mot Call Groups
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Calling Lists

e

o

Reports

Name | Type Status Description

list1 Outbound M Active  Collections Calling List
inbndl  Inbound Il Active  Inbound Calling list
list2 Outbound . Active  Collections Calling List
QOutbound Deleted Collections Calling List
Inbound [l Active  Inbound Calling list

inbnd2 Inbound 'Deleted  Inbound Calling list

ist99  Outbound WM Active  Inbound Collections Calling List

list9 Outbound Il Active  Collections Calling List
inbnd3  Inbound I Activ Inbound Calling list
fistd [ Dutbound Actiye Collechigns Calling s
inbndd  Inbound Il Act:  New..

Delete

Make &ctive
Verify

Convert Sample...

Download from Host

Calling List Details
Upload ko Host

Create Template

Solution & Interoperability Test Lab Application Notes

©2016 Avaya Inc. All Rights Reserved.

37 of 59
Aperio_PC511_HD



Click to place a tick in the field to enable NVDT (Native Voice and Data Transfer).

Contact Management

|-i devconhd EI O

Messages and Seripts | [ ame

w MG
A

4

Bl »y@X|BE|2]

Features | Calling List Dictionar

Calling Lists

— inbnd2

fistag

[ Not Call Groups list3

Calling Lists list1

% list2

Reports

Type Status Description Name Details
Outbound W Active  Collections Calling List [= General
inbnd1 Inbound Il Active  Inbound Calling list Number of phone figlds 2
Outbound M Active  Collections Calling List List is part of Do Mot Call group ]
Outbound Deleted Collections Calling List [= Post Update
Inbound W Active  Inbound Calling list Number of phones to update 2
Inbound Deleted  Inbound Calling list Number of call attempts to keep 5
Outbound M Active  Inbound Collections Calling List Maintain history of attempts Keep initig
Outbound WM Active  Collections Caliing List Update record codes 231113,
inbnd3  Inbound Active  Inbound Calling list [= Infinite Job (]
‘listd . Key for remaving duplicate records
Inbound Inbound Calling list . Key for indexing records
. Key for indexing Do Nat Call processing
= LATELIST O
. Match compcodes
[ Sort newly downloaded records O
Key for sorting
[= Campaign Update O
“[=] Update Mode
[ Native Yoice and Data Transfer |
[ Sales Verfication v

Click on the Calling List Dictionary tab, and click to place a tick in the NVDT column next to
ACCTNUM, ensure the LENGTH field is set to 25 and save (not shown) when completed.
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The same needs to be performed for the inbnd4 list. Right click on inbnd4 and select Calling
List Details.

B devconhd
Contact Management

Calling lists

‘Messages and Scripts

Calling Lists

=

Calling Lists

Do Not Call Groups
=

Reports

Name | Type

Status

MA@ HE|G33: v »OX | EBE| 2]

Description

list1 Outbound Ml Active

inbndl  Inbound Il Active
iy Qutbound M Active

Outbound ~ Deleted
A Inbound Il Active
s Inbound - Deleted
ist39  Outbound Wl Active
list3  Outbound Il Active
inbndd  Inbound Il Active
listd

Outbound [l Active

Mew...
Delete
Make &ctive
Yerify

Corrvert Sample

Download fram Hast
Calling List Details
Upload to Host

Create Template

Collections Calling List
Inbound Calling list
Collections Calling List
Collections Calling List
Inbound Calling list
Inbound Calling list
Inbound Caollections Calling List
Collections Calling List
Inbound Calling list
Collections Calling List
i Calling list

Click to place a tick in the column next to ACCTNUM, and ensure the LENGTH field is set to
25. Save when completed (not shown).

|_. devconhd

Kl

DW= »OX | EE]?]

LR UL | Calling lists: Active inbind4 Z
Messages and Scripts | [y P Desciiption Field 5
Calling Lists list1 Outbound Ml Active  Collections Calling List BCCTNUM Character 25 Account
— inbnd1 Inbound I Active  Inbound Calling list AGENT Character 8 AgentID =]
%} list2 Outbound Ml Active  Collections Calling List DTE 10 System date [
= Outbound Deleted Collections Calling List TME 8 System time []
Caling Lists inbnd2 Inbound M Active  Inbound Calling list CODE Character 3 System [
::I el Inbound Deleted  Inbound Calling list
ist39  Outbound M Active  Inbound Collections Calling List
[ Not Call Groups list3 Outbound Ml Active  Collections Calling List
inbndd Inbound W Active  Inbound Calling list
% listd Outbound Ml Active  Collections Calling List
Reports -
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7.7.5. Configure Strategy

Assuming that strategy phonel and calling list list4 (as specified in the previous section), are
being used, configure editor as shown below and click verify. Ensure verification is successful.

Toe 0@ o0 - F] /0% & 7
e ‘ el St ik Prers | Abmres b e | Do Mk | Rossen
e - Pl asom
wiy  Bavs ovcododet
wisd  Bame  droteii)
Phicet ACTIVE (drooRMssicstin spisaiahd | =l
of
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7.7.6. Configure Selections

Click Selections, select all4, and calling list4, click verify " and ensure verification is
successful.

B sesond A0Sl L r=V]rOX NS ¢
Tkt minrrmre :

Svvdt M1
Fonate [ «]
1 ALTIE vecord) Yerrston reccesstd =l
W LLTAE
|
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Click Run ' * , and ensure that the Results pop-up screen shows some records in the Records
Selected field.

[
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7.7.7. Configure Outbound Job
Click Jobs, select outbnd2 and configure as shown below:

Note: Name of inbound job to transfer calls to field is set to inbnd1.

lihpe | FeVwen | Quboosdbt Irboadiat S Seitrg (Ve
Herd Ackee  Oevcorhdiet]  Seveorbdebnd]  Shpged = Bawo
riboued Ay deveorhdebndd  Shaoped | Job thacapten e
voourd ooy sevcorhdntnd  Shoged | Tapyedtartioaunk vanoke daly
Maepnd Wldcrse  devcornd ) Swpped | Peceniage conpline of kb 1 Wger caliel of b b 0
S Line ypelsf oe uae oo by REG
Lartest itor o e
| Laoi o lwe 200
Coallg puarty rasdr 1|
Calng paty rumber (NI By 1scoes
Recne vt D ler agere logn
Traraachon cavplbon code|t) L c]
= Lol Pacing
Cal Pacrg Mattd Expavt Calew; Rt
Erper caling e we
It 15 0
Nirsrwam I e 2
| Coll Phcre Canpags ol Progoars [vald vdums 14 2 foe ingub cargasgre} ()
= Flles
Outosrd caling bt denoortdind
Facced snlectnn S nane e
Outtord wreents) !
Agert kayt Schevin lie nate el

Do Mot Ol roup neess InC
Have o rewt b Wk o

| Mare of rbousd b 1o berefer cals 1y
= bntwiachvn Vesce Anspanse
Slom VR agares o b

VA sderilmr

Irdad seapd b run on e T
Soigd b2 nun onthe MR

= deb Type

Tiaraachon varbcabon ot
Pt o Wit gents

Fran s vath DFCOM 0

Yoot (P hovee Custrews Dagna 1D 10as
© Labels

Scrpt bl 13 ure b mikinyg o ot |

Nawn dats procesing lebel k]
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Continued from previous screenshot.

=] Labels
Script label to use for making call
Main data processing label
Script label to use OFCOM
=] Managed Dialing
Managed (preview) dialing
Allow agents to cancel call in preview mode
Time limit [seconds] for preview
Display empty record at preview
Allow dialing from deleted record
Method for record search at preview LIS, HASH, NONE]
Key field for LIS record search
[=] Dutbound Processing
Shutdown job when na more calls remain
Make alternate phone lowest priority in selecting next record
Order calling of records by time zone
YDN needed by the CTI Dialer only
=] Post Processing
Automatically start Update mode on customer hang-up
[=] Quota Settings
(uota setting [completion code,quota)
(uota settings file name
Save quota setting when the job ends
[=I Recall
Recall reschedule interval [minutes)
Recall notification time [minutes)
MNumber of recall attempts
Auto assign recall from Infinite job to agents on another job
Name of the job to get agent for recall
[=] Service Level

Desired servic

rel [percentage)

Time to connect tolerance [seconds)
Ofcom Timer
= Wait Queues
Total wait delay [seconds]
MNumber of message to play while on hold awaiting transfer

wait1_f
generic

Z[O0s0)0
=

OO0

|

-t
o

DNN

30
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Click verify " and ensure verification completes successfully.

e Veson | Oubourd bt [Icbound it Shue
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Sropped L typels| hor uae on ob REG
T adbent 1iart brm 80
Stopped | Lt shop e el
Sigped Callrg paely resrbee 01|

Collng party ruandee 0] by socond 7
T
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=
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2] -'rJ e
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Click run ~ * to start the job.

B devconhd
Contact Management

AhEd|c» = vDh2x | 858]2|

Strategies

=

Selections

Selection Reparts

&

Allow |VR agents on iob

2 Job Detail
Job Jobtype |File Version | Outboundlist | Inbound list | Status Setting
blend Blend W Active devconhd-istl  devconhd-inbnd1  Stopped = Basic
inbnd1 Inbound [ Active devconhd-inbnd4  Stopped Job description
inbnd2 Inbound 1 Active devconhd-inbnd2  Stopped Tagged trunk-to-trunk transfer data
managed Managed Wl Active devconhd-list! Stopped Percentage complete of job to trigger callsel of link job
outbnd Outbound [l Active devconhd-istd Stopped Line type(s] for use on job
outbnd2 | Outbound | devconhd-istd | | Stopped Ealiest start time
verify ' Outbound M Active devconhd-list! Stopped Latest stop time
wirtual Virtual M Active devconhd-list! Stopped Calling party number [&NI)
Calling party number (NI by record
Results |
ob outbnd2 was started on devconhd) _.J
aig

The outbound job is now running, and Proactive Contact will be initiating outbound calls to
Proactive Contact Agents, once logged in. In this instance, synTelate Agent is used to log in both
the Proactive Contact Agent, and the Communication Manager as an ACD Agent.
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7.7.8. Configure Inbound Job

Click Jobs in the left pane, select inbnd4 and set the inbound calling list field as configured in
Section 7.7.4.

A0@EH s VOOX BK 2
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Eafies! (ae e oo
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ol Vil llAcre E‘d g bif

drrcortdrbndd |

Lagere hanpt el The nawe iy _cndl
Ko of rest ol o ik o
= Inbound Mocessng
fctyatm rbound res o lopon
Serven réourd ool rremdiely L
FPescern of Cal o queue 1o rbourd agerts 100
Masamum wie 0ol Can 0end n wol Qusue heconds| i
Lo IVH agants on b
A ertier
kel soxpt 1o wn on e MR
Sergd o wn on e VR
<1 Job Type
Fool ks tor WH agents
Fun iob sithoud agects
= Lwbels
Scagd labed 1o o b ansvaseyg coll na_resd
Man deta procetsng lbel penead
Scept bsbed 10 e S0r banalenng (o M3t Queue L
= Post Processng
fadonsncaly et Lipdate mode on customer hang<p
= Servics Luvel
Desirnd tevice bval (pecceriage| ®|o
Tare: to connact it ance feconds)
= Wal Uueves
Inbound mat gueis et [secondi| 0
Hurrber ol rwsze0m 1o play i tn hold maateg yarstw

Click verify " and ensure verification completes successfully.

e xVrox =258 2]

l devconhd
Contact Management

Inbound list Status Setting
devconhd-listl  devconhd-i Stopped = Basic

Strategies Job description
Inbound i Stopped Line type(s) for use on job
=:1" managed Managed devconhd-list1 Stopped Earliest start time
outbnd  Outbound Il Active devconhd-listd Stopped Latest stop time

Selections outbnd2  Outbound Il Active devconhd-listd Running Transaction completion code(s)

wverify Outbound [l Active devconhd-listl Stopped = Files
virtual irtual W Active devconhd-list] Stopped Inbound caliing list
| Inbound screen(s)
inbnd1:ACTIVE [devconhd): Verification successful I =

o o

l Script label to use for transferring to wait queue
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Click * to start the job.

B devconhd
Contact Management

File Yersion | Outbound list | Inbound list Status Setting
Blend W Acti devconhd-list!  d inbnd1  Stopped = Basic
Strategies inbnd!  |Inbound | [ b Job description
inbnd2 Inbound I Active Stopped Line type(s) for use on job
managed Managed Wl Active devconhd-ist] Stopped Earliest start time
outbnd Outbound [ Active devconhd-listd Stopped Latest stop time
Selections outbnd?  Outbound Il &ctive devconhd-listd Running Transaction completion codefs)
wverify Outbound 1l Active devconhd-ist1 Stopped = Files

% virtual Virtual W Active devconhd-ist] Stopped Inbound calling list

l Inbound screen(s)

ob inbnd1 was started on devconhd. I ;I

=3

Selection Reports

If the job fails to run as expected, ensure the job file within the /opt/avaya/pds/job/ directory has
the following parameters set.

TESTMODE::
TESTOPER::
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8. Configure Aperio

8.1. Configure telephony server

From the windows start menu run Portrait management console and create a new telephony
server whose name is the server name of the AES.

E= PSOMAIN - [Console Root' Portrait System C

liy Fil=  Ackion iew Favorkes ‘Window  He

e[ HmE|HE
[_1 Consale Root
= Portrait System Configuration
= Bl Portrait via ServiceHost on LOE
Al Servers
&l Prinkers
Automatic Task Service erv
Conkact Centre Channel Enz
@ Process Serwvers
Resume Service Servers
@ Simplex Servers
= Telephony Servers
= LY Lonarsez

Marne

k| Telephony Settings
@ ‘Web Channel Enablers

The Properties of Telephony Settings should be set as below

SJW; Reviewed:
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Telephony Settings Properties

Telephony Server I

— Part settings

Part humber |4?21

— Clueue range

Cueues: |>1

Enter Queus numbers and/or ranges separated by commas
Far exarple, 8007 8003-8005,8009

— DN range

DM |==

Enter DM values ahd/or ranges separated by commas
Far example, B00,610-620,650

— &pplication

These settings are for the gerver 'LOM47592"

ok I Cancel Apply
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Note: If the Portrait MMC does not resolve the server name (or IP address) being added as the
telephony server it will refuse to allow the server to be added.

8.1.1. Manually Add Telephony Server

Create a telephony server whose name is the name of the local server and set up all other settings
as above. Go to the Aperio database and update the relevant tables directly in order to add the
AES server as a new telephony server. The following script will create and update the necessary
tables, and can be modified beforehand so that the names of the new and configured telephony
server are correctly set as indicated by the comments in the script.

2

Update telephony s
aver_detals sql

8.2. Configure Aperio Administrator

Configure the AE Services User ID, AE Services Password and Switch name administered in
Section 6 and Dialler Host, Port, and Display telephony options screen into Aperio
Administrator.

r s
B Aperio Administrator = @lﬁl

....................

Communicator | Jacada/Xl | DocPlus | Nautilus | SVSS | GWSA | Genesys CME | Avaya >

—Avaya AE Services Configuration
AE Services User[D  [8Pef0 Switch name  [CM1623

AE Services Password [q:eﬁom

— Dialler configuration

Dialler Host [10.10.16.92 Port 22700

Folder location for dizller update file l

Timeout for incomplete applications (seconds) l

Display telephony options screen v

fisery. EE =
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8.3. Configure Agent in Agent Manager

Each agent will need to be configured in Agent Manager with Extension number, Telephony
ID and Telephony queue. Entries are set as follows

in CM.

Extension number: The extension of the phone used by the agent.
Telephony ID: The agent ID as configured in CM for the agent.
Telephony password:The password for the agent ID as configured in CM.

Telephony queue:  The hunt group number that the agent will log on to as configured

e Auto dialer user ID: The agent ID as configured in Proactive Contact for the agent.
e Auto dialer password:The password as configured in Proactive Contact for the agent.

Telephony user details

Telephone number I 02088333003
Extension number IBZB'DDM
Auto Answer |:|
Telephony 1D |3231{}D1
Telephony log-on status I Logged out
Telephony password I
Telephony gueue I 1
Auto dialler user ID Iagenﬂ
Auto dialler password Iagentﬂl*l
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8.4. Configure Teams in Agent Manager

In Agent Manager configure the telephony details for individual teams. The telephone number
for the team is set to the VDN associated with the hunt group as defined in Section 5.2.

Telephony details

Telephone number |BZEI»4{}5'D
[ o |
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9. Verification Steps

This section provides the steps that can be taken to verify correct configuration of the Avaya
solution and Aperio server.

9.1. Verify Avaya Aura® Communication Manager CTI Service State

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

status aesvcs cti-link

AE SERVICES CTI LINK STATUS

CTI Version Mnt AE Services Service Msgs Msgs
Link Busy Server State Sent Rcvd
1 4 no aes63vmpg established 18 18

9.2. Verify TSAPI Link

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

AVAYA Application Enablement Services

Management Consoke

Status | Stutus wnd Control | TSAPI Service Sunumary
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9.3. Aperio connection
Start Aperio client and enter Agent name and Password as configured in Agent Manager. Note,
this is the user 1D and password for Communicator / Signature. Press OK to validate Agent

Name and Password.
Aperio

Log on

Agent name woodia

Password ssssssmew

Choose a role and branch for the agent and ensure that the “Telephony enabled” checkbox is
ticked. Press OK.

Aperio

Role selection

Role ITBarn Manager Customer (ﬂ

Branch selection

Branch theBank I

Telephony enabled

o

Select handle outbound dialler calls only. Press OK.

Selnct tpbony B9 on opton
Hacdie nbound cals caly

& Handie outbound Caler Calls Doly
Handie NbOVNd and ouDound Galer Caln

OK Coxel
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Select tenant for agent. Press OK.

>
Avalable Tensts for agent

Avalable Terwrds

: Lok ]|

Select an available job for the age

nt. Press OK.

-~

-
Availsbie 1obs for agert type:

F_Ll.
Cancel

—

The agent desktop will be displayed. The telephony bar at the bottom of the screen will show the
initial status of telephony. System status will be Available and Agent status will be Logged on

and unavailable.

=

A * | Pransnd dowartme
oeate lans
sacacatay »
avbly vestareey
e
Centrarm
o ke .
L
(usine »
Lo ant
Vas < satace
L e

M L Aadtes

L Agerl M LOQGReE O8 Ml 4 hawmat i

Lo e

T

Dk 2250310

B Sewier heie
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10. Conclusion

These Application Notes describe the configuration steps required for Fiserv Aperio to
successfully interoperate with Avaya Aura® Avaya Aura® Communication Manager R7.0 and
Avaya Aura® Application Enablement Services R7.0. All feature functionality and serviceability
test cases were completed successfully with observations noted in Section 2.2.

11. Additional References

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

Product documentation for Avaya products may be found at http://support.avaya.com
[1] Administering Avaya Aura® Communication Manager, Document 1D 03-300509.
[2] Avaya Aura® Communication Manager Feature Description and Implementation,
Document 1D 555-245-205.
[3] Avaya Aura® Application Enablement Services Administration and Maintenance Guide
Release 7.0.

Technical documentation can be obtained for fiserv Aperio by contacting Fiserv and / or
consulting the following Portrait base documents.

[1] Integrating telephony, Edition 7.1.

[2] New Feature Overview, Edition 1.0.

[3] Telephony Client Integration Developers Guide, Edition 1.0.
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Appendix

Avaya 9608 H323 Deskphone
This is a printout of the Avaya 9608 H323 Deskphone used during compliance testing.

display station 2016 Page 1 of 5
STATION
Extension: 2016 Lock Messages? n BCC: M
Type: 9608 Security Code: * TN: 1
Port: S00102 Coverage Path 1: COR: 1
Name: CCT Agent2 Coverage Path 2: COos: 1
Hunt-to Station: Tests? y
STATION OPTIONS
Location: Time of Day Lock Table:
Loss Group: 19 Personalized Ringing Pattern: 1
Message Lamp Ext: 2016
Speakerphone: 2-way Mute Button Enabled? y
Display Language: english Button Modules: 0
Survivable GK Node Name:
Survivable COR: internal Media Complex Ext:
Survivable Trunk Dest? y IP SoftPhone? y

IP Video Softphone? y
Short/Prefixed Registration Allowed: default

Customizable Labels? y

Page 2

display station 2016 Page 2 of 5
STATION
FEATURE OPTIONS
LWC Reception: spe Auto Select Any Idle Appearance? n
LWC Activation? y Coverage Msg Retrieval? y
LWC Log External Calls? n Auto Answer: none
CDR Privacy? n Data Restriction? n
Redirect Notification? y Idle Appearance Preference?
n
n
s

n
Per Button Ring Control? Bridged Idle Line Preference? n
Bridged Call Alerting? Restrict Last Appearance? y
Active Station Ringing: single

EMU Login Allowed? n

H.320 Conversion? n Per Station CPN - Send Calling Number?
Service Link Mode: as-needed EC500 State: disabled
Multimedia Mode: enhanced Audible Message Waiting? n
MWI Served User Type: Display Client Redirection? n
AUDIX Name: Select Last Used Appearance? n
Coverage After Forwarding? s

Multimedia Early Answer? n
Remote Softphone Emergency Calls: as-on-local Direct IP-IP Audio Connections? y
Emergency Location Ext: 2016 Always Use? n IP Audio Hairpinning? n
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Page 3

display station 2016

STATION

Conf/Trans on Primary Appearance? n

Bridged Appearance Origination Restriction? n

Require Mutual Authentication if TLS? n

Page

3 of 5

Offline Call Logging? y

Call Appearance Display Format: disp-param-default
IP Phone Group ID:
Enhanced Callr-Info Display for 1-Line Phones? n
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
SAC/CF Override: n
Page 4
display station 2016 Page 4 of 5
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: ec500 Timer? n
2: call-appr 6: extnd-call
3: call-appr 7:
4: call-park 8:

voice-mail
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Avaya and the Avaya Logo are trademarks of Avaya Inc. All trademarks identified by ® and
™ gare 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.

SJW; Reviewed: Solution & Interoperability Test Lab Application Notes 59 of 59
SPOC 6/13/2016 ©2016 Avaya Inc. All Rights Reserved. Aperio_PC511 HD


mailto:devconnect@avaya.com

