AVAYA

Avaya Solution & Interoperability Test Lab

Application Notes for ContactPro® 6.2 from CCT Deutschland
GmbH with Avaya Proactive Outreach Manager 4.0 - Issue 1.0

Abstract

These Application Notes describe the configuration steps required for ContactPro® 6.2 from
CCT Deutschland GmbH to interoperate with Avaya Proactive Outreach Manager 4.0. CCT
ContactPro® 6.2 integrates with Avaya Proactive Outreach Manager using the Agent Desktop
API.

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

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

These Application Notes describe the configuration steps required for ContactPro® 6.2 from CCT
Deutschland GmbH to interoperate with Avaya Proactive Outreach Manager (POM) 4.0 and Avaya
Aura® Communication Manager 8.1.

These Application Notes describe the connection to Avaya Proactive Outreach Manager (POM)
which is used to control outbound calls by connecting to the Agent Desktop API of Avaya
Proactive Outreach Manager.

2. General Test Approach and Test Results

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

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

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

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

For the testing associated with these Application Notes, the interface between Avaya systems and the
ContactPro did not include use of any specific encryption features as requested by CCT Deutschland
GmbH.

2.1. Interoperability Compliance Testing

The testing focuses on the following areas:

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

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

e Agent is presented with calls in Predictive Campaign — POM presents agent with calls. Call
can be answered, put on hold, transferred and cleared using ContactPro Client.

e Agent can Preview, Cancel or Dial record in a Preview campaign — Agent operates
correctly in a Preview campaign. Call can be answered, put on hold, transferred and cleared
using ContactPro Client.
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e Agent can assign Completion Codes to a call — Completion codes are correctly recorded at
the end of calls.

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

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

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

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

2.2. Test Results
All test cases passed successfully.

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

WEBSITE
www.cct-solutions.com

CONTACT

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

SUPPORT

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

CCT Deutschland GmbH CCT Europe GmbH
Tilsiter Str. 1 Sumpfstrasse 26

60487 Frankfurt am Main 6312 Steinhausen
Germany Switzerland

Phone: +49 69 7191 4969 0 Phone: +41 41 748 42 22
Fax: +49 69 7191 4969 666 Fax: +41 41 748 42 23

CCT Software LLC

Werner-von-Siemens-Str. 6 1801 N.E. 123 Street, Suite 314
86159 Augsburg North Miami, 33138 FL
Germany United States of America

Phone: +49 821 455 152 700 Phone: +1 786 738 5253

Fax: +49 821 455 152 777
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3. Reference Configuration
The configuration in Figure 1 will be used to compliance test ContactPro using a connection to POM.

ISDN PRI

Figure 1: Compliance Testing 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
8.1.3.4.1014185

Avaya Aura® System Manager in
Virtual Environment

8.1.3.4.813401
Avaya Aura® Session Manager in
Virtual Environment

L . 8.1.3.4 - 01.0.890.0-27348
Avaya Aura® Communication Manager in

Virtual Environment

Avaya G450 Media Gateway 41.34.1
Avaya Aura® Media Server in Virtual Environment 8.0 SP2
Avaya Aura® Application Enablement Services in Virtual 8.1.3.4.0.2-0

Environment

Avaya Aura® Experience Portal 8.1.1
Avaya Proactive Outreach Manager 4.0.4
Avaya J179 & J159 IP Deskphone (SIP) 4.0.12.1
Avaya J139 & J159 IP Deskphone (H323) 6.8.5

CCT Deutschland GmbH ContactPro Server in Windows Server 2016| 6.2

CCT Deutschland GmbH ContactPro Agent Client in Windows 10 6.2.1.58
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5. Configure Avaya Aura® Communication Manager

The configuration and verification operations illustrated in this section were all performed using
Communication Manager System Administration Terminal (SAT). The information provided in this
section describes the configuration of Communication Manager for this solution. For all other
provisioning information such as initial installation and configuration, please refer to the product
documentation in Section 10.

The connection to POM consists of the following subsections.
e Configuration of the Hunt Group and Agents for Outbound calls

5.1. Configuration of the Hunt Group and Agent

For calls to be routed to agents, Hunt Groups (skills), must be configured and then assigned to
Agents.

5.1.1. Hunt Group

A hunt group is set up for outbound calls. The outbound hunt group is referenced in Section 6.3
as a Skill in POM. Enter the add hunt-group n command where n in the example below is 10.
On Page 1 of the hunt-group form, assignh a Group Name and Group Extension valid under
the provisioned dial plan. Group Type should be set to ead-mia. ACD, Queue and Vector set to

Y.

add hunt-group 10 Page 1 of 4
HUNT GROUP
Group Number: 10 ACD? y
Group Name: Outbound Queue? y
Group Extension: 78000 Vector? y
Group Type: ead-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:
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SPOC 12/6/2022 ©2022 Avaya Inc. All Rights Reserved. ContactPro6POM4



On Page 2, set the Skill field to y as shown below.

add hunt-group 10 Page 2 of 4
HUNT GROUP

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

Controlling Adjunct: none

Multiple Call Handling: none

Timed ACW Interval (sec): After Xfer or Held Call Drops? n
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5.1.2. Administer Agent Logins

Enter the add agent-login n command, where n is an available extension number. Enter a
descriptive name for the agent in the Name field. The Auto Answer field is set to station.
Configure a password as required.

add agent-loginID 80001 Page 1 of 2
AGENT LOGINID

Login ID: 80001 AAS? n
Name: OBAgent AUDIX? n
TN: 1 Check skill TNs to match agent TN? n
COR: 1
Coverage Path: LWC Reception: spe
Security Code: LWC Log External Calls? n
Attribute: AUDIX Name for Messaging:

LoginID for ISDN/SIP Display? n

Password:
Password (enter again): *****x%
Auto Answer: station
AUX Agent Remains in LOA Queue: system MIA Across Skills: system AUX
Agent Considered Idle (MIA): system ACW Agent Considered Idle: system Work
Mode on Login: 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, assign the skills to the agent by entering the relevant hunt group numbers created in
Section 5.1.1 for SN and entering a skill level of 1 for SL. In this case, an agent able to handle
outbound calls is created.

change agent-loginID 80001 Page 2 of 2
AGENT LOGINID
Direct Agent Skill: 10 Service Objective? n
Call Handling Preference: skill-level Local Call Preference? n
SN RL SL SN RL SL

1: 10 1 16:

2: 17:

3: 18:

4: 19:

5: 20:

6:

7:

Repeat this task accordingly for any additional outbound agents required.
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6. Configure Avaya Proactive Outreach Manager

This section describes the steps necessary to configure both POM and Experience Portal to allow
ContactPro connect using the Agent Desktop API. Note that POM is installed on Experience Portal
and that is why this section covers the administration of both Experience Portal and POM.

Note: It is assumed that both POM and Experience Portal are already installed with the
connections made to both Session Manager and Application Enablement Services (AES). The
setup and configuration of these connections are therefore outside the scope of these
Application Notes.

Experience Portal is configured via the Experience Portal Manager (EPM) web interface. To access
the web interface, enter http://[1P-Address]/VVoicePortal as the URL in an internet browser, where
IP-Address is the IP address of the EPM. Log in using the Administrator user role. The screen
shown below is displayed.

User Name: |admin

Change Password

Note: The following sections are aimed to display the configuration on POM that was used
during compliance testing and to help the reader understand the setup of POM that was used.
They do not server as a setup and configuration guide for POM or Experience Portal.
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6.1. Display Configuration of POM Server

Information on the POM server can be found by navigating to POM - POM Home in the left window
and selecting Configurations - POM Servers in the main window.

Avaya Experience Portal 8.1.1 (ExperiencePortal)

ot bnai A POM Home Camoarems Contacts ~ Agests - Coernr v Comfepmatom v
LT yee—
Rales RO rpeey 8

R
W Outies POM Truntad Cortificaton
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la\lndl-
POM Tone Configurstion

Sreton Wit Prosctive Outresch Mansger I3 8 33Rcanion for Wersttive outdound Vore, SMS and E-ma h Manager, you
ot O Sytan can easily design and depioy Campnons that deliver the right »formaton and tervice cver th NN Licunies * at the right

* Systom taintanance tme
IR Lop Viewes Gt Contigurations P HES)
Log Vene Purge S hmiubes

£ Waroger OO 1340 Conligurationmn

Context Store Configurations

1 0t arvd Sades 1 Cantd o st

Hodry Confguration

Sywem arbue

|
|

Speech Savers Proactive Outreach
Tones Manager

ity
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Uierery
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Information on the POM server can be found be either selecting the POM Server Name or the
various buttons underneath that.

POM Servers

This pape dusplays the kst of POM servers in the Expenence Portal system, POM server will kick off the schedided Campaigns and process them by invokng EPM through Outcall web service
for vouce calls and communicates with SMS and E-Mail servers 33 necessary 10 process SMS and E-Mail Campagns

(8 [ro serves Hameliont Addres|race tovelcoricate
ayeom

10.30,5.142 Custom Exgoct
[da]
[Pow wonger el |
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6.2. Display the Configuration of the CTI connection
Select Configuration > CC Elite Configurations from the main window

# POM Home Campaigns v Contacts ¥ Agents ¥ Supervisor v Configurations v

POM Servers

POM Trusted Certificates
POM Zone Configuration

Proactive Outreach Manager is an application for interactive outbound Voice, SMS and E-mail
deploy Campaigns that deliver the right information and service over the right media from th¢ POM Licenses

Global Configurations
Purge Schedules

Phone Formats

C Store Confi tions

External Selection Configuration
Holiday Configuration
Proactive Outreach

Mana ger

R

AuraCM81 was the CTI group already setup for compliance testing, clicking on this will open the
connection to show the details.

Configure CTI setup details, CMS setup details and POM Skills nefoech

This page allows editing of CTI server setup detals, CMS server setup details and skills in POM database pssociated with CC Elite skills.

Last poll: 03/10/2022 10:33:58 AM
— E€TI Configuration 1

mm

AuraCMB1 10.128.226.145 pomout 10.128.226.155 false Active

Add CTI Detail

—CMS Configuration

Agent Thrashing Interval (seconds)
Add CMS Configuration [l Help |
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Information such as the IP Address of Communication Manager and the AES are stored here.

From the Configure CTI setup details, CMS setup and POM Skills page, the outbound
skill must be added. Again, this was already in place but can be added by clicking on Add

Skill, as shown below.

Configure CTI setup details, CMS setup details and POM Skills B,H!:“h

This page allows edting of CT1 server setup details, CMS senver setup Setails and shils in POM detsbase sssooisted with CC Ebte siolls.

Last pall: 03107032 10:37:-53 aM

£T1 Configuration

AuraCMB]1 10.128.226.14% pomout 10,128,226, 155 false Active i |

 Help |

CME Configuration

| ServerIPPort | ServerRoler | Agest Thrashing Iaterval (seconds] [ Action |
Add CHS Configuration [l Help |

Siollset name | & ¥

Sholiset type | & ¥ | Shkily | A

[ CC it 5 Nurmber | POM 5kl Narma | Skifl Type | Parameier to Momitor for Blemding | EWT leveis | Agent Acquire Thresboid | Apemt Rricase Threshod
1]x] = 0 [+]

Cutbound Qutbound g

The skillset number must match that of the hunt group created in Section 5.1.1, hunt group 10
was used for outbound calls.

Create POM Skills

This page allows creation of skills in POM database and associating it with CC Elite skill. For skill type "Outbound”, "CC Elite Skill Number”, "POM Skill Name™ & "Skill Type™ are mandatory.

I T g e Ty

Select only for EWT -

i0 lOutbound| | Qutbound ¥ Select only for Inbound A Expected :: : ¥ :::E:E:’I—\ilm) 1]
Expected Wait Time(Low) &
NAQ); Reviewed Solution & Interoperability Test Lab Application Notes 12 of 37

SPOC 12/6/2022 ©2022 Avaya Inc. All Rights Reserved. ContactPro6POM4



6.3. Create Campaign Strategy
From the left-hand menu select Proactive Outreach > Manager. Under Campaigns select

Campaign Strategies.

AVAYA

Welcome, epadmin
Last logged in today at 4:34:10 AM EDT

Avaya Experience Portal 8.1.1 (ExperiencePortal)

Expand All | Collzpse All

¥ User Management
Roles
Users
Organizations
Login Options
¥ Real-time Monitoring
System Monitor
Active Calls
Port Distribution
¥ System Maintenance
Audit Log Viewsr
Trace Viewer
Log Viewer
Alarm Manager
¥ System Management
Application Server
EPM Manager
MPP Manager
Software Upgrade
System Backup
¥ System Configuration
Applications
EPM Servers
MPP Servers
SHMP
Speach Servers
VoIP Connections
Zones
¥ Security
Certificates
Licensing
¥ Reports
Standard
Custom
Scheduled
¥ Multi-Media Configuration
Email
HTML
SMS
¥ Proactive Outreach
Manager
Monitor
Dashboard
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Campaign Manager

Home @

Proactive Out n for interactive outbound Voice, SMS and E-mail notifications.
With Proactivi  Completion Codes 2asily design and deploy Campaigns that deliver the right

information a_a from the right resource at the right time.

Rule Editor

Proactive Outreach

ol : 07/29/2022. 7-14: ORI <a W)
Last Poll : 07/29/2022, 7:14:50 PM ) DN

Campaign Attributes

Callback Manager

Filter Templates

Manager

R
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In Campaign Strategies click on Add to create the new campaign.

AVAYA

Welcome, epadmin
Last logged in today at 4:34:10 AM EDT

Avaya Experience Portal 8.1.1 { ExperiencePortal) f Home ?.Help @ Logoff
Expand All | Collapse Al

r User Management
Roles
Users
Organizations
Login Options
r Real-time Monitoring
System Monitor
Active Calls
Port Distribution
r System Maintenance
Audit Log Viewer
Trace Wiewsar
Log Viewer
Alarm Manager
r System Management
Application Server
EPM Manager
MPP Manager
Software Upgrade
System Backup
r System Configuration
Applications
EPM Servers
MPP Servers
SHMP
Speech Servers
VeIP Connections
Zones
r Security
Certificates
Licensing
r Reports
Standard
Custom
Scheduled
r Multi-Media Configuration
Ernail
HTML
SMs
r Proactive Outreach
Manager
Monitor
Dazhboard

# Home Campaigns - Contacts ~ Agents ~ Supervisor v Configurations ~

Campaign Strategies

Refresh
This page allows the user to manage Campaign Strategies, depending on the user role.

| ||Z| |Z| Advanced

Show | Page: 1/1 I:I m
T Neme | state [Task Types
htest (%]

Completed& (%]

|
Y

Huongl Completed (3, L9 o)
ntth pre nodial Completed t% -
ntth preview Completed (3, L9
ntth previewl Completed (3, L
ntth pro Completed (F, &9

ntthuong_preview Completed\i (% ]

pomzoneHApreview Completed 5’}., [ |

|
Yoo o
& 51 5 3 B 6 ) & ) ) ) G
= (= v e v g o o e o v e v e

test Completed 5»}» [
testiPreview Completed E"E.. (%)
Thao Preview Completed ‘t%, (4 ]
Thao Preview?2 Completed E’}., (& &

5

Thao Progressive Completed ;ﬁ (%]

Enter Name and check Use template and choose Template as Preview Template. Then click

Continue.
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Campaign Strategy window pops up as shown below.

SHOW TOOL BOX | SHOW SOURCE E SAVE DRAFT | |

Loaded: CCTStrategy
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Select the Call node in the Campaign Strategy box and enter a Name. This will change the
Name of the node in the Campaign Strategy box.

Property

Mame

Description

Sender's Display NMame

Sender's Address

Timeout {sec)

Value

Qutbound

Outbound Calling

Restrick On No Suitable Address Yes w
Guard Times Disable A
skipaver To Next Phone Disable e
Min Contact Time hh:mm:ss

Max Contact Time hh:mm:ss

Re-check Interval (min)

On Media Server Failure retry hd
Priority 1 A4
Allocation Type Dynamic hd
Dialogflow Welcome Event

CCA Parameters

Enhanced CCA OFF o
Background AMD OFF o
Action on AMD Mone i
Silence Call Detection (SCD) OFF A4
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Select the APPLICATIONS from the drop down menus and set the PACING PARAMETERS
(In this example a Preview Campaign has been selected).

Driver Application™

Nailer Application®

MNuisance Call Application™®

On Hold Application™
PACING PARAMETERS

Call Pacing Type

Runtime Change Pacing Type

Timed Preview

Preview Time {Sec)

Can Cancel Preview

Min. Agents

Max. Agents

Agent Outbound Skill

ACW Time (Sec)

£ of ACW extensions

Default Completion code

PomDriverApp
Mailer
AvayaPOMAnnouncement

AvayaPOMAnnouncement

Preview

OFF

Yes

30

Enable

1

100
PO_Default_skillset
20

2

Code3

From the Campaign Strategy box select Result (Call Answered) and from the Selected Node
box drag the Agent node into the Campaign Strategy box.

NAQ); Reviewed
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Select the Agent node in the Campaign Strategy box. Enter a Name and select an Agent Script
from the drop down.

Property Value

Name CCT Agent
Description

Agent Script CCTScript ~
CALLBACK PARAMETERS

preferred Agent Call back Enable v
Strict Agent Call back Enable hd
Campaign Call back Enable ~
General Call back Enable hd
Can Cancel Callback Enable hd

Nailing Call Timeout(sec)

Edit Description

Click on SAVE when complete. A confirmation message will be displayed in the bottom left
corner (not shown) and the Campaign Strategy window can be closed.

SHOW TOOL BOX | SHOW SOURCE a SAVE DRAFT ED COPY

SAemmmsme

Handler (initial)
Outbound

- &g Address
. % Result Processors o
i R Result (Call Answered) 0
(3, CCTAgent
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6.4. Create Contact List

From the left-hand menu select Proactive Outreach > Manager (not shown). Under Contacts
select Contact Lists.

# Home Campaigns ~ - Agents Supervisor Configurations
Home (@ _ Last Poll : 07/20/2022, 7:47:45PM £ &

Proactive Outreach Manager is Areribuces yuthound Voice, SMS and E-mail notifications.
With Proactive Qutreach Manat  DNC Lists deploy Campaigns that deliver the right
information and service over th DNC Groups 2source at the right time.

File Splitters

-

Proactive Outreach

Manager

R

In Contact Lists page, select New Contact List

# Home Campaigns ~ Contacts Agents ~ Supervisor - Configurations ~

Contact Lists (?)

This page displays all the Contact Lists. Depending on the user role, you can add, change, delete and empty
Contact List. You can see Contacts in a Contact List. If arganizations are enabled, you can associate Contact
List with organization.

New Contact List ), Search Contact Lists 5 j" £
NAQ); Reviewed Solution & Interoperability Test Lab Application Notes 19 of 37
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In New Contact List page, enter Name and select Default as Zone Name. Click Save to create
new Contact List.

Contact List / New Contact List ()

O LOnNTacts

Details Data Source Attributes Contacts Exc

Mame *

CCT_ContactList

Enter a unigque name for the site here with maximum length of 40
characters. Allowed characters are a-z,A-Z,0-9,.(dot),_(underscore) and -
(minus)

( )

Description

Type description

Zone Name

Default A

Click on Data Source = New Data Source.

Campaigns v Contacts Agents v Supervisor Configurations

Contact List / CCT_ContactList (@)

Details Data Source Attributes Contacts Excluded Contacts
Data Source Name Type
o
o—
Record list is empty
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In New Data Source page, enter Data Source Name, select File and Import Contacts. Click

Next (not shown).

# Home Campaigns ~ Contacts ~ Agents v Supervisor v Configurations ~

Contact List / Data Source / New Data Source (3

Data Source Name *

‘ CCT_Datafile ‘

Data Source Description

Create data Source Using
@ File

() Database

() Custom

What To Do

@ Import Contacts
() Exclude Contacts

Advanced Options

Select Browse File and Semicolon (;). Then click Browse File and select data source file to

upload Contact List.

# Home Campaigns v Contacts Agents v Supervisor v Configurations
Contact List / Data Source / New Data Source (@)
Create data Source Using
() Local File Import
() FTP/SFTP File Import
@ Browse File

Upload Contacts from following file

Browse File | CCT_ContactData.csv >

How are fields separated from each other?
() Commal,)

() Tab

() Colon (:)

@ Semicolon (;)

O Pipe(|)

() Other

Click Finish to save all uploaded contacts.
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6.5. Create New Campaign

From the left-hand menu select Proactive Outreach > Manager (not shown). Under
Campaigns select Campaign Manager.

% Home - Contacts Agents Supervisor v Configurations ~
P . [ oy A A )
Home (7) _ Last Poll : 07/29/2022, 8:07:10PM £ 3 &)

Proactive Out___campaign Attributes in for interactive outbound Voice, SMS and E-mail notifications.
With Proactivi  Completion Codes 2asily design and deploy Campaigns that deliver the right
information a a from the right resource at the right time.

Campaign Strategies

Rule Editor

Callback Manager

Filter Templates —

Proactive Qutreach

Manager

-~

In Campaign Manager click on New Campaign to create the new campaign.

QVA Q Welcome, epadmin
Last legged in today at 4:34:10 AM EDT

Avaya Experience Portal 8.1.1 (ExperiencePortal) f Home ?.Help @ Logoff
Expand All | Collapsze All

1§ Home Campaigns ~ Contacts ~ Agents ~ Supervisor ~ Configurations ~
¥ User Management
Ralas .
Users
e Campaign Manager (2
Login Options . ~ R . . . . .
~ Real-time Monitoring This page displays Campaigns and actions associated with Campaigns depending on your user role.

System Monitor

Activa Calls
Port Distribution . ~ o . . > ~
~ System Maintenance New Campaign C, Search Campaign Y o

Audit Log Viewsr
_

—
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In New Campaign page, enter Campaign Name, select Campaign Strategy that already
configured in Section 6.3.

Campaign Manager / New Campaign @

Details Campaign Contacts Completion Codes Completion Processing Media

Details

Campaign Information

Mame *

Campaign Name

Description

Campaign Description

Campaign

Campaign Strategy Configuration

Select Campaign Strategy *

CCTStrategy o ‘ ‘ Refresh H View Strategy

Select a Campaign Strategy from the list to be used in the Campaign

Campaign Type Cenfiguration
Campaign Type *

@ Finite () Infinite
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Scroll down and select Contact List already configured in Section 6.4.

Contacts

Contact List Configuration

Cantact List and Filter Template Association *

Contact List * Filter Template Dialing Allocation Percentage
CCT_ContactLis ~ ‘ ‘ Select s ‘ ‘ o TE
Add New = Save All

() Apply same filter || No Dialing Allocation

View Contacts

(3 Pause Dialing During Contact Selection

Complete the new Campaign with below configuration. On the Completion Codes tab:

Completion Codes

Completion Code Configuration

Select Completion Codes For Campaign Select Exclude Completion Codes for Attempt Calculation
| Codet x v | All Contact Addresses Empty > || Atempt In Progress > || A
Select the completion codes for this Campaigr Select the completion codes not to be considered while calculating
attempts

Rule Association

Global Rule

(I Use default global rule ordering
Global Rule
24Hours_AMD

72Hours_NUISANCE

Campaign Rule

Select Zone Associated to Campaign

Default ~
Available Rules Selected Rules
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On the Media tab:

Media

EPM Servers

Default *

| EPm x v

Select EPM servers for this campaign to make outboud calls

Prefix Configuration

Dialing prefix SMS prefix
Specify the number you want to add before phone number as prefix Specify the number you want to add before phone number as prefix
before dialing out before sending out the SMS

CCA Configuration
CCA Start
@ On Connect

() On Progress

Use to specify when the Call Classification Analysis (CCA) can start. You
can use one of the option buttons to choose the CCA start

CCA Timeout (Milliseconds)

7500

Timeout value for CCA

(3 Enable compliance timers

Leaving default values for Additional Parameter (not shown). Then click Save to save all
configuration.
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7. Configure CCT Deutschland GmbH ContactPro

This section outlines the steps required to configure ContactPro. These Application Notes
assume that ContactPro already installed, basic ContactPro administration has already been
performed and the necessary ContactPro licenses have been installed.

7.1. Configure Properties with ContactPro Manager

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

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

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

Log in to ContactPro Manager via a web session as shown below.

ContactPro Manager

ContactPro -

|:| Remember me

LOGIN
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7.1.1. Configure the Connection to POM

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

CPVoice

-

' . ) Name a value

CPVoice/ClipMaScreening

CPWrapUp DropMailUpWhileAuxPending No

Help

LicenseServer EnableAddToDNG Yes

Login

Login/OmniLogin EnableAESVoiceAgentStatusCaontrol No

Manager

Manager/UniversalQ EnableBlending Yes

PCICompliance

FOM EnableConsultDecline Yes

POM/Callback

POM/Closelnbound EnableCountryCode Mo

POM/Database

POM/DeleteFromCallList EnableForceWrapUp No

POM/WebService/POMAgentAPIService

POM/WrapUp EnableWrapUpDuringCall No

POMCloselnbound

sendFeedback EnableWrapUpOnTransfer Yes

SignalTower/Werma

sip/CallContrals ForceDropCallOnReconnect No

SIP/Server .

Voice/Avaya InboundBlendingAuteln Yes

m:::gzz:gﬂab[}olor InboundBlendingSkillList

WebC!len‘ULogglng MaxRedialCount 10

WebViews

WebViews/ManagerTab1 :

Web\!iewsfManagerTabZ NailupCallCLID 98763

WebViews/ManagerTab3 NurnberAnswerphone

WebViews/ManagerTab4

WebViews/ManagerTab5 OutsideLineNumber

WebViews/ManagerTabs

WebViews/ManagerTab7 POMAUXReasonCade

WebViews/ManagerTabg

WebViews/ManagerTab® POMLoginAUXReasonCode

WebViews/Tab1

WebViews/Tab2 POMLogoutAUXReasenCode

WebViews/Tab3

WebViews/Tabd Servers 10.30.5.142:9097
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To change the POM IP Address, double click on the Connections field highlighted below and
this brings up an edit window where a new IP address that already showed in Section 6.1 and
port 9097 separated by colon can be entered and click OK once this is done.

Update Property

Servers

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

Property Value
10.30.5.142:9097
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7.2. Configure Users with ContactPro Manager
For every ContactPro Client user, a new user needs to be created. Right click on a workgroup

then click New User.

© & =0 10.30.5.98:9098

il. EI Home - Devconnect

=  User/Property Management

Search Users...

4 @ System

4 @ Default Tenant

I * Deafault Weaetemeaes -
Al & Edit Workgroup
I

gl & NewUser

age [C) Copy Properties

NAQ); Reviewed
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CCT, Master (cctmaster)

G Google A\ Pridis Wallbeard - Test... 3¢ 9.1.10 XML API Chang...

Search Sections...

[Gateway]

ACM

ACMGateway

AESVoice
AESVoice/AESServer
AESVoice/AgentControls
AESVoice/CallControls
AESVoice/General
AESVoice/Logout
AESVoice/StatusBar
AESVoice/Voicemail
AgentStatelog
ApplicationHost
ApplicationHost/AppBar
ApplicationHost/Language
ApplicationHost/Logging
ApplicationHost/SmartClient
ContextData
CP/Client/General
CP/Server
CP/Spellcheck
CP/WebView
CPChannels

CPChat
CPChat/AutoTranslation
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The following fields are required.

e LoginName (This is an agent ID).

e First Name

e [ast Name

e Phone : Phone Extension that use for agent login
Add User

Usemame* )

80000 Title

First Name®* Laszt Mame*

Agent Voice

Phone N

71007 Email

Active Directc—ry Username CRM Username
— Role

Agent -

Agent Profile

|:| Overwrite Current Skills With Agent Profile

Password
[T TTITTY]

Min. password length: 8
Min. number of characters: 1
Min. number of numbers: 1

Min. number of special Characters: 1

[J change Password On Login

Agent ID

Agent Password

Station

Station Password

Capacity Email

1

Capacity WebChat Capacity Outbound Capacity SMS Capacity Total
1 1 1 1

NAQ); Reviewed
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8. Verification Steps
This section provides the verification steps that can be performed to verify proper configurations
of ContactPro.

8.1. Verify Login of ContactPro Client

From the Client PC open the application ContactPro. Once this is opened, select SETTINGS
and set Phone as 6 — Avaya My Computer (SIP).

ContactPro LOGIN | SETTINGS - Ll

€) settings

ACCOUNTS  SERVICES

Phone
6 - Avaya My Computer (SIP) b

Agent

QK

Click on OK to fill following details:
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ContactPro LOGIN | SETTINGS = Asf RS

(© welcome
LOGIN
ContactPro
agentl YT IYYY Y]
S phone
: 71007 ecccee
Agent
80000 esccee
Clear oK Cancel
Please enter your login details.
Click on OK to log in to ContactPro.
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8.1.1. Verify Agent Status using ContactPro

Once logged in the agent state can be changed using the buttons at the top left highlighted below.
Note also the station number (71007) and Agent ID (80000) once logged in.

ContactPro - U:80000 - 5:71007 - A:80000 - Agent Voice

File  View Options Help
> S S ¢ € 80 | ®. ® O y . &
Linel Line2 | Line3 Make Call Mailbox | Agent  Autoln | AUX ACW | POM POM Ready POM AUX Nailed | MNew Email |
hlame Lo | | Active Type Status ﬂ:::w Customer | Subject | StatusTime AssignedDt Age uu Digits AVC
_») Ready (Manual) | 00:04 12 80000 |44 5-.
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8.1.2. Verify POM status in ContactPro

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

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

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

R AR
ine 3 Make Call Answer & Agent FHeady  AUX

Adive  Type Customer StatusTime ge
e 5] @ |ousouna [revew | weriassiazsazs |owone o000z o000 [ D |
Adtive True
ACWTIme 0
AESEventReceived False
ANl Server
Answered False | worktist [ Active Directory |
AssociatedVeiceCall False EmaiViews | WebReporter I 7 -
calip 6 =
e Claro_Campaign 008214551525023 - & 3 Preview 00:49
Can Cancel False - 5 .
Can Dial True CUSTOMER —— -
Can Reschedule True
Contact ID 6 Valu
= Prevew StS-Testphane-2-2 Hello my name is Steve Carrey, am | talking to Stefan Schneider?
CreateDate 27/02/2018 23:38:35 Stefan b
Customer Stefan Schneider Senneider
Customer ID StS-Testphone-2-2 Yes
%) No

Workitem Data | Customer Joumey |

WRAPUP ﬂ

Skill Name Calls Waiting Oldest Call Sltpasinced Aralanl Abandened R ACD CALLS o FSREEAS S4inSL
MDM 1 o o o
MDM 2 o 0 o
‘ wWww o 0 o
AIC Test Skill o 0 0
Search Al AIC KDG Skill o 9 0

Wallboard J CP Wallboard | Agent Statistics Graphical Customer Feedback |
) Ready (Auto) | AUX-9 | [ 0212 [} POM - Ready - Nailed | [ 80000 [p[&Tul]
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At the end of the call, the agent can select a wrap up code.

NAQ); Reviewed
SPOC 12/6/2022

008214551525023 ~ (_

CUSTOMER
Name Value
Customer ID Sts-Testphone-2-1
First Name Stefan
Last Name Schneider

Title Predefined

Country Predefined
Zipcode Predefined
Address Line 1 Pradefiner

WRAPUP

65 SuccessClosure
66 Not available
63 Abgeschlossen
73 éxito

©® 00:21 ¢ \/
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9. Conclusion

These Application Notes describe the configuration steps required for ContactPro 6.2 from CCT
Deutschland GmbH to interoperate with Avaya Proactive Outreach Manager (POM) 4.0. All

feature and serviceability test cases were completed successfully, with any observations noted in
Section 2.2.

10. Additional References

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

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

Product documentation for Avaya products may be found at http://support.avaya.com.
Administering Avaya Aura® Communication Manager, Release 8.1.x, Issue 12, July 2021

1.
2
3.
4. Administering Avaya Aura® Application Enablement Services, Release 8.1.x, Issue 12, Oct

o

6.

. Administering Avaya Aura® Session Manager, Release 8.1.x, Issue 10, Sept 2021

Administering Avaya Aura® System Manager, Release 8.1.x, Issue 17, Nov 2021

2021
Proactive Outreach Manager 4.0 Overview and Specification
Implementing Proactive Outreach Manager 4.0, Issue 1, Dec 2020

The following CCT Deutschland GmbH documentation can be obtained using the contact
information detailed in Section 2.3.

CCT ContactPro Implementation Guide.
CCT ContactPro Installation Guide.

CCT ContactPro User Guide.

CCT ContactPro Technical Specification.
CCT ContactPro Test Specification.
CCT ContactPro Port Ranges.
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Avaya and the Avaya Logo are trademarks of Avaya Inc. All trademarks identified by ® and
™ are registered trademarks or trademarks, respectively, of Avaya Inc. All other trademarks
are the property of their respective owners. The information provided in these Application
Notes is subject to change without notice. The configurations, technical data, and
recommendations provided in these Application Notes are believed to be accurate and
dependable, but are presented without express or implied warranty. Users are responsible for
their application of any products specified in these Application Notes.

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