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Abstract

These application notes describe the configuration steps required for WEBTEXT SMS
Gateway Service 3.0 with Avaya Proactive Outreach Manager 3.0.1 and Avaya Aura®
Experience Portal 7.0.2. The Service allows Proactive Outreach Manager Campaigns to send
and receive Short Message Service (SMS) messages.

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

Information in these Application Notes has been obtained through DevConnect compliance
testing and additional technical discussions. Testing was conducted via the DevConnect
Program at the Avaya Solution and Interoperability Test Lab.
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1. Introduction

These application notes describe the configuration steps required for WEBTEXT SMS Gateway
Service (SMS Gateway Service) 3.0 with Avaya Proactive Outreach Manager (POM) 3.0.1 and
Avaya Aura® Experience Portal (Experience Portal) 7.0.2. The Service allows Proactive
Outreach Manager Campaigns to send and receive SMS messages.

2. General Test Approach and Test Results

The general test approach was to configure the SMS Gateway Service as Short Message Peer-to-
Peer (SMPP) connection in Experience Portal as implemented on a customer’s premises. See
Figure 1 for a network diagram. The interoperability compliance testing included feature and
serviceability testing. The feature testing verified the ability of the SMS Gateway Service to
route SMS messages to mobile telephone. Responses were prompt and accurate. The
serviceability testing introduced failure scenarios to see if SMS Gateway service can resume
after a failure.

DevConnect Compliance Testing is conducted jointly by Avaya and DevConnect members. The
jointly-defined test plan focuses on exercising APIs and/or standards-based interfaces pertinent
to the interoperability of the tested products and their functionalities. DevConnect Compliance
Testing is not intended to substitute full product performance or feature testing performed by
DevConnect members, nor is it to be construed as an endorsement by Avaya of the suitability or
completeness of a DevConnect member’s solution.

2.1. Interoperability Compliance Testing
The testing included:
e Verification of connectivity between SMS Gateway Service and Experience Portal.
e Verification that (outbound) SMS Messages route promptly to the correct recipient via
the SMS Gateway Service.
e Verification that (inbound) SMS Messages route promptly to Experience Portal/POM
platform from recipients via the SMS Gateway Service.
e Link Failure\Recovery was also tested to ensure successful reconnection after link failure.
e Scenarios included.
- Sending long, short, blank messages
- Receiving inbound messages
- Sending non alphanumeric characters messages
- Recovery from disconnect of service

2.2. Test Results

Tests were performed to ensure full interoperability between SMS Gateway Service and
Experience Portal. The tests were all functional in nature and performance testing was not
included. All the test cases passed successfully.
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2.3. Support

For technical support for WEBTEXT, please use the following:
TOLL FREE (USA/CA) + 1.855.247.3232

TEL (UK) +44 (0)203 3285053

TEL (IRL) +353 (0)1 247 9000

Email: support@webtext.com

Web: www.webtext.com

3. Reference Configuration

Figure 1 illustrates the network topology used during compliance testing. The Avaya solution
consists of Experience Portal and POM. The Experience Portal is configured to connect to SMS
Gateway Service via SMPP.

Avayahura® raL AvayaProactive
Experience Portal [ SMS Service- 4 1 treach Manager

WEBTEXT SKS
Gateway Service

Figure 1: Avaya Aura® Experience Portal, Proactive Outreach Manager and WEBTEXT SMS
Gateway Service Reference Configuration
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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® Experience Portal running 7.0.2.0.0304
on a virtual server

Avaya Proactive Outreach Manager POM.03.00.01.00.150
running on a virtual server
Webtext SMS Gateway Service v3.0

5. Configure Avaya Aura® Experience Portal

Configuration and verification operations on the Experience Portal illustrated in this section were
all performed using either the Experience Portal Management web interface or SSH connection
to the server . The information provided in this section describes the configuration of the
Experience Portal for this solution. It is implied a working system is already in place, including
Media Processing Platform, Apache Tomcat application Server. Installation of POM applications
is also out with the scope of this document. For all other provisioning information such as initial
installation and configuration, please refer to the product documentation in Section 9. The
configuration operations described in this section can be summarized as follows:

e Add SMS Processor

e Add SMPP Connection

e Edit AvayaPOMSMS application attributes
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5.1. Add an SMS Processor
To allow Proactive Outreach Manager to run an SMS Campaign Experience Portal requires an

SMS processor.

Log in to the Experience Portal Manager web interface using appropriate credentials.

T —

- — ——

Avaya Aura® Experience Portal 7.0.2 (ExperiencePortal)

User Name:

Change Password

From the left hand menu go to Multi-Media Configuration = SMS. On the SMS Processors

tab click on Add.

Avaya Aura® Experience Portal 7.0.2 (ExperiencePortal)
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Select the Primary Experience Portal from the Name drop down and click on Save to commit
the changes.

Avaya Aura® Experience Portal 7.0.2 (ExperiencePortal)

Expand All | Collapse All G SiiE e -
D = ome t lediz Conhig t -nange SMS Processo
¥ User Management
Rales Change SMS Processor
Users
Login Options
¥ Real-time Monitoring
System Monitor
Active Calls Name: EPM
Port Distribution

Use this page to change the configuration of an SMS processor.

¥ System Maintenance Enable: ©® ves © No
Audit Log Viewsr Host Address: AAEP71620
Trace Viewer
Log Viewer Categories and Trace Levels »

Alarm Manager

Application Server
EPM Manager
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5.2. Add SMPP Connection.
Click on the SMPP Connections tab and click on Add.

Avaya Aura® Experience Portal 7.0.2 (ExperiencePortal)

Expand All | Collapse All
=: Home

¥ User Management
Roles SMS
Users
Login Options

¥ Real-time Monitoring
System Monitor
Active Calls
Port Distribution

¥ System Maintenance
Audit Log Viewer
Trace Viewer
Log Viewer

This page displays the list of Short Message Service (SMS) processors, SMPP connections and HTTP connections.

] SMS Processars I SMPP Connections | HTTDConnectlons

B P o e T et oS s o o et

Alarm Manager

¥ System Management
Application Server
EPM Manager
MPP Manager
Software Uparade

[da [ oelctc [ el |

Connection details for the SMS Gateway Service will be provided by WEBTEXT and used here
to establish the connection. Give the SMPP Connection a Name. Enter the Host Address, Port,
User Name and Password of the SMS Gateway Service. Select the SMS Processor added
above and Set From field to: to Short Code. Enter the number provided by WEBTEXT under
Short Code/ LongNumber Click on Save to commit changes.

Avaya Aura® Experience Portal 7.0.2 (ExperiencePortal)

Expand All | Collapse All
=: Home ult e “onfig tion SMS

¥ User Management
e Add SMPP Connection
Login Options

¥ Real-time Monitoring
System Monitor

Use this page to add the configuration of an SMPP Connection.

Active Calls Name: Webtext
Port Distribution
¥ System Maintenance Enable: © ves ©) No
Audit Log Viewer
Trace Viewer Host Address: 1P Address
Log Viewer
Alarm Manager Shared: D Yes @ No

¥ System Management
Application Server
EPM Manager
MPP Manager Port: 2775

SMS Processor: EPM v

Software Upgrade

Systam Backip Bind Mode: Transceiver v
¥ System Configuration User Name: user

Applications '

EPM Servers Password: sssscese

MPP Servers

SNMP Address Range:

Speech Servers

VoIP Connections

Zones

¥ Security

Set From Field to: Short Code ~

Short Code / Long Number | |

Certificates Number Provided)| Remove
Licensing
ZReports Additional Entry
Standard
Custom Advanced Parameters »
Scheduled

¥ Multi-Media Configuration

Email
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5.3. Configure Application Settings.

The Short Code number above must now be entered in the AvayaPOMSMS application that will
have been added as part of POM installation. From the left hand menu select System
Configuration - Application. Click on the AvayaPOMSMS application.

Hare
Applications

This page disploys the applcations thet are currently deploved on the Expenence Portal system

10,16.20:7443 N

AvaxatoMAgsnt e POM:Agelication | Magent/Sart OutSound asg Mo TTS &
" https//10,10,16.20: 7643 Na
a0 : o = -
AvpvaPOMAnnguncemest  Yes POM:Application 3 0 e oMANNOUNCemene/Start Cutboond asg N TTS Nore rd
AvavaPOMEmMpad Yes Email Cuthound ::,\ No TTS None Y
" : - beap:/r10,10.36.20: X020 Na - --
AxaAZ oMt Yes  POM:Agplication 0 ,,m.wmw Start Outtiound Asq MeTTS Nore &
AvayaPOMEMS Yes (=213 353361000085 ',"__’; No 115 Nore F 4
/30.10.16,20: 7843 Nailac) coxm|
talec Yes  POMitmler  pops//a0d016.20: 7083 Nalerloom! onoong M2 MoTTE Nere
=L . Mps://10.10. 2 PO Mo Engleh(uSa) en-usg
Pornverice Yes POM:Drrver |PomOriverappdooemlstart. jsp Outtoond ASR  Jennder ¢ hore
£9:/110.30.10.20: 7080/P oki p o
Pogtlackun Yes M5 ".;‘;r 10.10.36 OFostlockup  oo00402 :_‘;q No 115 Nore '

[s0 | ocieie I Car we cache § et |

In the Application Launch section set the application to Inbound, Number and enter the
number used for Short Code in the SMPP configuration in the Short Code / Long Number box
and click on Add to move it to the numbers that can be used. Click on Save to commit changes
(not shown).

Change Application

Us s page to charmge the configuration of an spobeation

fame: AywysPOMEMNS

Ensblel & vas No

Typa:5SMS

Mezangs Type: Raguar -
Uil
*® Single Fall Over Load Balance
URL: hetpsi//10.10.36.20: 244 3/ Avay st ONE NS Sran
Mitual Carsfication Autherticatcn Yer ® e
Basic dutherboation Yes ¥ o
Notdcanon Ensbled ras ¥ o

Apgplication Launch

® nboand Inbognd Defaut Qutbound
® Number Numser Range Fxpressan

| Shart Code / Lamg Rumber: [hdd |
153841 000083

Remove

Note: When using multiple SMS Campaigns, multiple numbers can be used by this application to
allow Proactive Outreach Manager to route SMS message replies depending on reply number.
These numbers must be activated by WEBTEXT.
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When returned to the Applications page click on the AvayaPOMSMS application Configurable
Application Variables (little Pencil Icon). These variables are used to route calls back to the
POM Campaign when a reply is made. Enter an Attribute Name, the Campaign Name
configured in Section 6.X, the Completion Code sent to the POM Campaign and the Web
Service IP Address (IP address of the server running POM). Click Save to commit the changes.

Home Applications
Change AvayaPOMSMS Configurable Application Variables

Use this page to change the values of the configurable application variables, defined in the applications that are deployed on the Experience Portal system.

Reset All to Default

Attribute Name: SMSContents
Campaign Name: Webtext2
Completion Code: SMS Reply
Web Service IP Address: 10.10.16.20
[ sove | [ e |
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6. Configure Proactive Outreach Manager campaign

This section will describe the steps required to create a basic campaign for sending SMS
Messages using the SMS Gateway Service.

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

Avaya Aura® Expenience Portal 7.0.2 (Experiencefortal)
Exgand Al | Collazae 43

Proactive Outreach Manager 5.0 PO tHome Cunguign = Contacts <

Aestam Vandar Campaign Manager

Auh 3
Trose Viewer This page dixpiays Campsigns ang achens with € ducendig o Agent Attrbates

Lag Wewsr Completion Codes
ALy Masager

T Avslam Maragemient Camgann Stiategees
Application Server Sl Adusnrad
E5M Manwger s sl Camgangn Restrwtnn
NP Manager
Sofmere Logade
Seatem Bacioup

* System Configuratian i r e ~
Appheations Show 50 < | Page: 3/1 L m O
N Servars
NOD tervey | Name | Type | Compnign Strategy | Costoct Lists Last Executed Actions
SHwe
Speact Saew
VoIl Consatrons
Jomar

* Secusity

Catifcates
Lrensing . t= B c 3

* Neports = Progress masne Camgagn 108 can be in eny cne of the sistes - rutning, peusing, pessed, ceilback, stupowng

Standerd

Catam

Srwdibet Help
* Multt-Media Conbyeretion m

On the Campaign Manager page, click on Add to create a new campaign.

Show 50 « | Page: /% { 0
|_Hame | type] Compaion Strateay | Contact Lists | Last Executed | Actions |

* In Progress means Campaign job can Be In ary one of the statas « runnng, pausing, paused, caiback, stoppng

[as I oo |
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On The Add a Campaign screen type in a Name and click on Continue.

Add a Campaign x

Create Campaign

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

Name New Campaign

@ New Campaign
@] Copy existing Campaign

[ coniinve Jf concel el |

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

Avayo Aure® txperiosce Portal 7.0 2 (EsperiencePertal)
Egant AB | Cotusun 21

* Uy M st
Rcies

Proative Outreach Manhager 3.0 PO e Campugns « Comtpany Calupar

DY At — Define Campaign
Dyelemn Mererze ~ ~ = A
aseu Cols Cive & name 3 Camaagn, delne € 1ype, select the Campagn Strategy and cre or mons Cantact List to be weed ath S Campeagn
et Chatvibadion Chek on The Finkeh”™ butian to compiste the CamOakin crestion pracecs. 7o change seponal paraneters, dck the "™ buston

Sretom Maste.
Audk Log iever Name and Description

thwa Canypaign

Trews b
VOIR Consectons 5
Zowes Campaign Sirategy

* Sacurity

::-'c‘-n Select w Campagn Sratagy from Ba folioang 4 i Se Uses 1 S Campagn. Thok on the Kone 12 creats & new Campagn Srstagy

“n g vaw detmls of & saiectad Serategy or tefraah the surrere bat
e Tawct -
Camtom
Schedeles

* Wtr Redie Casdigaretine

[l Campalgn type

@ e

* ronds Infnds

0 10 #EE00ME ahy CONEAE Lt & st

Contact List

#roem the xliowng it selsct toe o mare Comact Liss b3 be Loed weh So Campagr. Chek on ihe icons mext 2o S fal t= crsat » new
Cormact Lizt or retrash the current lat

Wbt Dutust
Testimt{Daladt)

[t I o I i oo
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6.1. Create Campaign Strategy

First, under Campaign Strategy click on the add icon to bring up the Campaign Strategy
Editor.

Campaign Strategy

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

e - BB B

amted Cmlia

(G,
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Move the Notification Text icon from the Selected Node box across to the Campaign Strategy
box using drag and drop.

CAreaLrShibgy s hee

Click on the Notification Text icon in the right hand box. A variables box will appear to the
right hand side. Enter a valid ID for this Notification Text

Click on the Text Item icon. A variables box will appear on the right hand side. On entering a
Name the icon changes to this entry (Initial Text). Enter a Subject and Text that will be sent
out in the SMS messages
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Now click on Handler and from the Selected Node box drag the SMS icon across to the
Campaign Strategy box.

Click on SMS (shown as initialSMS). In the Variable box enter the Senders Address as the
number provided for Short Code in Section 5.2. Under APPLICATIONS select the
AvayaPOMSMS application from the drop down.

Desapbon
Sander's Address numbar prowdad
Min Contact Tne
Max Contact Teme

On Media Server Falurs ratry

SMS Padng Types

Next click on the Avaya Notify icon and Select the Notification Text ID added above in the
right hand Variable box.

Property Value

¥ /A, Campaign Strategy
v i Notification Text
/ Initial Text
+ @ Handler (initial)
¥ L) ImitialSMS
) Address
* % Application
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Next, click on the Result Processors icon and in the Variable box set Next State to done using
the drop down menu.

Campaign Strategy: *NewsStrategy Property Vaive
v /A, Campaign Strategy e
Desopbion
v ' Notification Text
Next State done
# Initial Text Custom Processor None
v @ Handler (initial) Result Processor Custom Cl,
¥ () initialSAS
A Address
¥ 3% Application
| 7 Avaya Notify
! R (L AP el ]
5 b Resalt Processons o

Click on SAVE and close the windows to return to the New Campaign creation screen.

i Campaign Stratesy u‘.u’—uun. N e P Y
| B E 10_10_16» v I ;:\ taces pdmin Coresctsh egy shiten| '
_MIDE TOOL BOX || SHOW SOURCE £ SAVE || 1Y SAVE DRAFT

Note: An example of a reply strategy is shown in Appendix 1.

6.2. Create Contacts list

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

id, firstname, lastname, phonenumber2, phonenumberl, email
1,Contact,One, 12125550100, 12125550100, contactl@avaya.com
2,Mobile,One, 12125550101, 12125550101, mobilel@webtext.com
3,Bob,Dylan, 12125550102, 12125550102, bobby@hotmail.com
4,SMS,0One, 12125550103, 12125550103, SMS@avaya.com

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

Contact List

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

Webtext(Default) -
.

TestList{Default)
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Give the Contacts list a Name and click on Save.

Add New Contact List x

Add New Contact List

Thes page allows you to add new Contact Lst

Name Rew Contacts

Descnption

[Sove [ Concei J o

Now upload the contacts in the .csv file created. Click on Upload Contacts now

Contact List created successfully.

Contact List Mew Contacts created successfully. You may want to

Upload Contacts now

go back to Campaign Creation

4 LI} 3
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Click on File to upload and select the .csv file created and select Automatically update time
zone for phone numbers. Click on Continue to upload the contacts and go back to the Define
Campaign screen.

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

File to upload: W No file selected.

— Advanced Options
Empty Contact List before import O
Automatically update time zone for phone numbers )
Check phone numbers for reject patterns 0
Check phone numbers for phone formats rule O
Check phone numbers/E-Mails for DNC O
On duplicate record found Update existing -

] i 3 i
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6.3. Complete the Campaign Creation

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

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

Proactive Outreach Manager 3.0 POM Home Campaigns v Contacts ~ Configur;

Media Servers and Media Specific Parameters (optional)

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

Voice and Video

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

Zone Name Default
EFM

SMS prefix

[ cancel J§ previous J nex l inisn e |

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

Proactive Outreach Manager 3.0 PO Home Campagns ~ Contacts ~ Configory

Completion Code Association (optional)

This section allows you to associate custom Completion Codes with @ Campaign. Completion Codes selected here can be used in
subseguaent steps of tha wizard 10 define Faish Crtana,

Completion Codes

Available list shows all the Completan Codes defined. Current Campietan Codes asscciated with the Campaign are shown in the

selected Completon Codes list. You can move the tems between list of available and currently sslected Comglation Codes by using
Move, Move AL, Remove and Remove Al

)
| Available |
| Success
NoRepdy
Mowve | SMS Reply
Mayes Al
Remove
Bemoye Al

[cancer [ revious § wext Jf rinisn I il |
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Finally, on Processing Parameters screen, click on Finish to save the campaign.

Processing Parameters (optional)

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

Export Data

(]

Export Contacts on completion

Custom Post Processing

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

Campaign post processor class

Miscellaneous

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

Batch size
600
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7. Configuring WEBTEXT SMS Gateway Service

An SMPP Account must be obtained from WEBTEXT. You will need to open port 2775 and
provide WEBTEXT with your public facing IP address before attempting to connect to the
WEBTEXT SMS Gateway via SMPP or HTTP(s).
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8. Verification Steps

This section provides tests that can be performed to verify correct configuration of the Proactive
Outreach Manager, Experience Portal and SMS Gateway Service solution

8.1. Verify SMPP Connection is Established

Establish an SSH connection to the Experience Portal server and su to a privileged user.
e use cd /opt/Avaya/Experience Portal/Support/VVP-Tools
e use bash TestSMPPConnection SMS Gateway IP 2775 user password

[sroot@AAEP71620 /1# cd /opt/Avaya/Experience Portal/Support/VP-Tools
[sroot@AAEP71620 VP-Tools ]# bash TestSMPPConnection 10.10.10.10 2775 user
password

Fri Dec 18 01:02:51 PST 2015 SmppSession::SmppSession --> host: 10.10.10.10
port: 2775 timeout:30000
Fri Dec 18 01:02:51 PST 2015 SmppSession::SmppSession <-- session:

com.logica.smpp.Session@140de537

Fri Dec 18 01:02:57 PST 2015 Received event:
com.logica.smpp.pdu.EnquirelLinkResp@df20541

Fri Dec 18 01:03:07 PST 2015 Connection is functioning correctly.
Testing Completed.

[sroot@AAEP71620 VP-Tools]#

9. Conclusion

These Application Notes describe the compliance tested configuration used to validate
WEBTEXT SMS Gateway Service v3.0 with Avaya Aura® Experience Portal Version 7.0.2 and
Avaya Proactive Outreach Manager 3.0.1. A set of feature and functional test cases were
performed during Compliance testing. All of the test cases passed with any issues and
observations outlined in Section 2.2.

10. Additional References

These documents form part of the Avaya official technical reference documentation suite.
Further information may be had from http://support.avaya.com or from an Avaya representative.
[1] Avaya Aura® Experience Portal 7.0.2 Overview and Specification
[2] Deploying Avaya Aura® Experience Portal 7.0.2 in an Avaya Customer Experience
Virtualized Environment
[3] Proactive Outreach Manager 3.0.1 Overview and Specification
[4] Implementing Proactive Outreach Manager 3.0.1

WEBTEXT documentation can be obtained by using the contact details listed in Section 2.3.
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Appendix 1

This is a flow chart and example of a Proactive Outreach Manager Campaign Strategy.
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-
—

Y
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to Contact Lt

h 4
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.-'"; .

Send 5WE Reply 7 ey Send SWE Reply
Confirmation {—YE—{: Feply ¥YesfNo ;)7Nu—} Confirmation
"fou replied Yes” HH‘M = "You replied No*

"“M./'F/

o ’ -

o
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Call Complat e 1} |Ir Call Complete
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v /A Campaign Strategy [+
v 7 Notification Text

~/ Text Item
v |7 Notification Text

~/ Text Item

v | Notification Text

~/ Text Item
v @ Handler (initial)
v | Send SMS
i Address
v % Application
¢” Avaya Notify
v i% Result Processors
A Result (SMS Reply)
v @ Check Response (Check Response)
v =] Selector
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