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Abstract

These Application Notes describe the configuration steps required for ContactPro from CCT
Deutschland GmbH to interoperate with Avaya Proactive Outreach Manager. ContactPro is an
interaction management application that connects to both Avaya Aura® Call Center Elite

Multichannel and Avaya Interaction Center however the Avaya Proactive Outreach Manager is
common for both.

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 from CCT
Deutschland GmbH, to interoperate with Avaya Proactive Outreach Manager (POM). The CCT
ContactPro solutions offer a variety of integrations into the Avaya call center environment
supporting different Avaya platforms, to interact for multimedia agents as well as for voice only
agents.

ContactPro offers a connection to Avaya Aura® Call Center Elite multichannel using CCT
ContactPro EMC, Avaya Interaction Center using CCT ContactPro AIC and Avaya Application
Enablement Server (AES) using ContactPro Elite VVoice. The connection to Avaya Proactive
Outreach Manager although is common to all desktops use the same interface to display the
POM outbound features. These Application Notes will go through the setup and configuration
for both CCT ContactPro EMC and CCT ContactPro AIC to connect to Avaya Proactive
Outreach Manager.

CCT ContactPro EMC offers a lightweight multi-channel agent desktop replacement for the
current Avaya EMC solution. All EMC channels (Voice, Chat and Email) are unified into one
convenient desktop that reflects the customer being interacted with and the channel being used.
Its Multi-Channel capabilities ensure quick, effective and simultaneous management of multiple
customers across all EMC channels. For more information on the setup and configuration of
ContactPro EMC please refer to the Application Notes titled, Application Notes for configuring
ContactPro EMC from CCT Deutschland GmbH with Avaya Aura® Call Center Elite
Multichannel R6.4.1 and Avaya Aura® Application Enablement Services R6.3.

CCT ContactPro IC is an interaction management application for Avaya Interaction Center. It is
used as an alternative to and expands on the features provided by Avaya Agent Rich Client and
provides a flexible and modular client solution for a multi-channel contact center. CCT
ContactPro can be customized for each customer according to requirements. From more
information on the setup and configuration of ContactPro IC please refer to the Application
Notes titled, Application Notes for configuring Avaya Aura® Communication Manager R6.3,
Avaya Aura® Application Enablement Services R6.3 and Avaya Interaction Center R7.3 with
CCT ContactPro v3.
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2. General Test Approach and Test Results

The general test approach was to validate the Contact Pro clients 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.

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.

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.

SJW; Reviewed: Solution & Interoperability Test Lab Application Notes 30f76
SPOC 5/10/2016 ©2016 Avaya Inc. All Rights Reserved. ConPro_POM302



2.3. Support

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

WEBSITE
www.cct-solutions.com

CONTACT
Phone: +49 69 7191 4969 0

Email: contact@cct-solutions.com

SUPPORT
Hotline: +49 821 455152 455

Email: helpdesk@cct-solutions.com

CCT Deutschland GmbH
Street Heinrich-Hertz-Strasse 5
ZIP 60486

Frankfurt am Main

Germany

Phone +49 69 7191 4969 0

Fax +49 69 7191 4969 666

Kohlenstrasse 2

ZIP 04107

Leipzig

Germany

Phone +49 341 5909 1251

Werner-von-Siemens-Strasse 6
ZIP 86159

Augsburg

Germany

Phone +49 821 455 152 700
Fax +49 821 455 152 777
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CCT Europe GmbH
Street Sumpfstrasse 26
ZIP 6312

Steinhausen

Switzerland

Phone. +41 41 748 42 22
Fax +41 41 748 42 23

CCT Software LLC

1735 Market Street STE 3750
19103 Philadelphia, PA

USA

office: +1 267 507 6196

2020 North Bayshore Drv. Appt. 2408
33137 Miami FL

United States of America

Phone. +1 844 720 3897
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3. Reference Configuration

The configuration in Figure 1 will be used to compliance test ContactPro with Avaya Elite
Multichannel and AES using a CTI connection through AES to gain call control of the Avaya
Elite Multichannel agents.
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Figure 1: Connection of CCT Deutschland GmbH ContactPro with Avaya Proactive

Outreach Manager.
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4. Equipment and Software Validated
The following equipment and software were used for the sample configuration provided:

Equipment/Software

Release/Version

Avaya Aura® System Manager running on a
virtual server

System Manager 7.0 (SP1)

Build No. - 7.0.0.0.16266-7.0.9.7001011
Software Update Revision No:

7.0.0.1.4212

Avaya Aura® Communication Manager
running on a virtual server

R7.0 SP1
R017x.00.0.441.0
Updates:
00.0.441.0-22477
PLAT-rhel6.5-0010

Avaya Aura® Session Manager running on a
virtual server

Session Manager R7 SP1
Build No. —7.0.0.1.700102

Avaya Aura® Application Enablement Services
running on a virtual server

R7.0
Build No - 7.0.0.0.0.13-0

Avaya Aura® Experience Portal

7.0.2.0.0304

Avaya Proactive Outreach Manager

POM.03.00.02.00.018

Avaya Aura® Call Center Elite Multichannel

running on Virtual Server R6.4.1
Avaya Interaction Center R7.3.4
Avaya G430 Gateway 37.20.0

Avaya 9611G Series Deskphone

96x1 H323 Release 6.6.028

Avaya 9641G Series Deskphone

96x1 SIP Release 6.6.028

CCT Deutschland GmbH ContactPro - Client
Agent Desktop

V 3.5.2.340
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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 12.

The configuration illustrated in this section was performed using Communication Manager

System Administration Terminal (SAT).

5.1. Configure Avaya Aura® Communication Manager Connection to
Avaya Aura® Application Enablement Services

The connection between Communication Manager and AES is assumed to be already in place
however the steps required to set this connection are listed in the sections below.

5.1.1. Verify System Features

Use the display system-parameters customer-options command to verify that Communication
Manager has permissions for features illustrated in these Application Notes. On Page 3, ensure
that Computer Telephony Adjunct Links? is set to y as shown below.

display system-parameters customer-options

Page 3 of 11

OPTIONAL FEATURES

Abbreviated Dialing Enhanced List?
Access Security Gateway (ASG)?

Analog Trunk Incoming Call ID?

A/D Grp/Sys List Dialing Start at 01?2
Answer Supervision by Call Classifier?
ARS?

ARS/AAR Partitioning?

ARS/AAR Dialing without FAC?

ASAT Link Core Capabilities?

ASATI Link Plus Capabilities?

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

ATMS?

Attendant Vectoring?

KK BB BB oORKKKKKBXR

Audible Message Waiting?
Authorization Codes?

CAS Branch?

CAS Main?

Change COR by FAC?

Computer Telephony Adjunct Links?
Cvg Of Calls Redirected Off-net?
DCS (Basic)?

DCS Call Coverage?

DCS with Rerouting?

NKKKKDB B BKK

Digital Loss Plan Modification?
DS1 MSP?
DS1 Echo Cancellation?

KKK

5.1.2. Note procr IP Address for Avaya Aura® Application Enablement

Services Connectivity

Display the procr IP address by using the command display node-names ip and noting the IP

address for the procr and AES (AES701678).

display node-names ip

Page 1 of 2

IP NODE NAMES

Name IP Address
SM100 10.10.40.34
AES701678 10.10.16.78
default 0.0.0.0
g430 10.10.40.15
procr 10.10.16.27
SJW; Reviewed: Solution & Interoperability Test Lab Application Notes 70f76
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5.1.3. Configure Transport Link for Avaya Aura® Application Enablement
Services Connectivity

To administer the transport link to AES use the change ip-services command. On Page 1 add an

entry with the following values:

Service Type: Should be set to AESVCS.

Enabled: Settoy.

Local Node: Set to the node name assigned for the procr in Section 5.1.2.

Local Port: Retain the default value of 8765.

change ip-services Page 1 of 4

IP SERVICES

Service Enabled Local Local Remote Remote
Type Node Port Node Port
AESVCS y procr 8765

Go to Page 4 of the ip-services form and enter the following values:
e AE Services Server: Name obtained from the AES server, in this case AES701678.
e Password: Enter a password to be administered on the AES server.
e Enabled: Settoy.

Note: The password entered for Password field must match the password on the AES server in
Section 6.2. The AE Services Server must match the administered name for the AES server;
this is created as part of the AES installation, and can be obtained from the AES server by typing
uname —n at the Linux command prompt.

change ip-services Page 4 of 4
AE Services Administration

Server ID AE Services Password Enabled Status
Server
isg AES701678 LT WL y idle

23
32

5.1.4. Configure CTI Link for TSAPI Service

Add a CTI link using the add cti-link n command. Enter an available extension number in the
Extension field. Enter ADJ-IP in the Type field, and a descriptive name in the Name field.
Default values may be used in the remaining fields.

add cti-link 1 Page 1 of 3
CTI LINK
CTI Link: 1
Extension: 8279999
Type: ADJ-IP
COR: 1
Name: AESlinkl
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5.2. Configure an Agent in Communication Manager

The ContactPro EMC Client requires an agent login on the Communication Manager. In this
document it is assumed that an extension capable of allow and agent login has been configured

already.

5.2.1. Add Hunt Group

To add a new skillset or hunt group type add hunt-group x where X is the new hunt group
number. For example the hunt group 10 is added for the POMSKill queue. Ensure that ACD,
Queue and Vector are all set to y. Also that Group Type is set to ucd-mia.

add hunt-group 10

Group Number:

Group Name:

Group Extension:

Group Type:

TN:

COR:

Security Code:

ISDN/SIP Caller Display:

Queue Limit:
Calls Warning Threshold:
Time Warning Threshold:

Page
HUNT GROUP

10 ACD?
POMSkill Queue?
8273010 Vector?
ucd-mia
1
1 MM Early Answer?

Local Agent Preference?

unlimited
Port:
Port:

<K

1 of 4
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On Page 2 ensure that Skill is set to y as shown below.

add hunt-group 920 Page 2

HUNT GROUP

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

Controlling Adjunct: none

Multiple Call Handling: none

Timed ACW Interval (sec): After Xfer or Held Call Drops? n

of 4

180

5.2.2. Add Agent

To add a new agent type add agent-loginID x, where x is the login id for the new agent.

add agent-loginID 8271001 Page 1
AGENT LOGINID
Login ID: 8271001 AAS?
Name: Agentl AUDIX?
TN: 1 Check skill TNs to match agent TN?
COR: 1
Coverage Path: LWC Reception:
Security Code: LWC Log External Calls?

AUDIX Name for Messaging:

LoginID for ISDN/SIP Display?
Password:
Password (enter again):
Auto Answer:
MIA Across Skills:
ACW Agent Considered Idle:
Aux Work Reason Code Type:
Logout Reason Code Type:
Maximum time agent in ACW before logout (sec):
Forced Agent Logout Time:
WARNING: Agent must log in again before changes take effect

of 3

=)

spe

station
system
system
system
system
system
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On Page 2 add the required skills. Note that the skill 10 is added to this agent so as when a call

for “CoBrowse” is initiated the call is routed correctly to this agent.

add agent-loginID 8271001

Direct Agent Skill:
Call Handling Preference: skill-level

SN RL SL
10 1

@ Joy Ul WN

O

10:
11:
12:
13:
14:
15:

16:
17:
18:
19¢
20:
21:
22:
23:
24 :
25:
26:
27 :
28:
29:
30:

AGENT LOGINID

SN RL SL SN RL SL
31:
32:
33:
34:
35:
36:
37:
38:
39:
40:
41 :
42
43:
44
45:

Page

46:
47 :
48:
49:
50:
51:
52:
53:
54:
55:
56:
57:
58:
59:
60:

2 of 3

Service Objective? n
Local Call Preference? n

SN RL SL

5.3. Save Avaya Aura® Communication Manager Configuration

From the Command Line enter Save Translation, in order to commit the changes that have been
introduced to memory on Communication Manager.
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6. Configure Avaya Aura® Application Enablement Services
Server

This section provides the procedures for configuring Application Enablement Services. The
procedures fall into the following areas:
e Verify Licensing
Create Switch Connection
Administer TSAPI link
Identify Tlinks
Enable TSAPI & DMCC Ports
Create CTI User
Set Security Setting for CTI User

6.1. Verify Licensing

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

AVAyA Application Enablement Services

Management Console

Please login here:
Username

Continue

Copyright A9 2009-2015 Avaya Inc. Al 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 this solution.

IMPORTANT: AE Zervices must be restarted for sdminatrative changes to fuly laks effes
Chenges to the Securily Ostabase do nct regqures o restart.

, Communication Managers

forcs it Tamte Jucametode  camer|

Intarfoce

» Stotus

ASA1 Uink Marager [nea {Runming nva | i
igh Availatstity CULAN Servien {oerune |2ureung {wa | i
» Licensing DLG Service [oerune [Runming [wia [ i
S M elokiaaice DMCC Service |-_‘«V‘u~'e {Rureang iNORMAL MODE | | i
T5AT] Service [omune [2urming {noRMAL MODE | i

+ Notworking = ’
Trargoon Layer Senwos |wa {Rurming WA R
+ Security AE Sarvicws HA |met Carfgurad [ {swa fl

For status o0 ool servees please wae Status and Control
» Usor Managoament

» Wtilities

*— Far move Setad pleane mouse cver 1he Caune, you'l 3¢ the Moly o 3o 10 e pee

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.

} AE Services

-~ Communication Manager
Interface

Switch Connections

Switch Connections CM1627 Add Connection
DiatPlan Tr—T—

SJW; Reviewed:
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In the resulting screen enter the Switch Password; the Switch Password must be the same as that
entered into Communication Manager AE Services Administration screen via the change ip-
services command, described in Section 5.1.3. The remaining fields were left as shown below.
Click Apply to save changes.

} AE Services

»~ Communication Manager Connection Details - CM1627
Interface
Switch Connections Switch Password sERRRRRRRRRRRY
Dial Plan Confirm Switch Password EEBEEEEEEEES

High Availability Msg Period Minutes (1 - 72)
} Licensing Provide AE Services certificate to switch

T — Secure H323 Connection

BEOX &

e —— Processor Ethernet

} Security [ Apply || cancel |

From the Switch Connections screen, select the radio button for the recently added switch
connection and select the Edit PE/CLAN IPs button. In the resulting screen, enter the IP address

of the procr as shown in Section 5.1.2 that will be used for the AES connection and select the
Add/Edit Name or IP button.

» AE Services

-~ Communication Manager
Interface

Switch Connections Add Connecti
Dial Plan ConnectionName _ Pro

High Availability ‘ @ cmis2y i
» Licensing

Switch Connections

| Edit Connection || Edit PE/CLAN 1Ps |

» Maintenance

» AE Services

~ Communication Manager Edit Processor Ethernet IP - CM1627
Interface

Switch Connections 10.10.16.27 | Add/Edit Name or IP |

Dial Plan MName or IP Address

High Awvailability

} Licensing Back

} Maintenance
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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.

CVLAN TSAPI Links

[_tink | switch connection | _
DMEC [ add Link || [ Edit Link | [ Delete Link |
EMS

TSAPI

= TSAPI Links

On the Add TSAPI Links screen (or the Edit TSAPI Links screen to edit a previously
configured TSAPI Link as shown below), enter the following values:
e Link: Use the drop-down list to select an unused link number.
e Switch Connection: Choose the switch connection CM1627, which has already been
configured in Section 6.2 from the drop-down list.
e Switch CTI Link Number: Corresponding CTI link number configured in Section 5.1.4
which is 1.
e ASAI Link Version: This can be left at the default value of 5.
e Security: This was changed to both for compliance testing.

Once completed, select Apply Changes.

CVLAN Edit TSAPI Links
DLG Link 1
DMCC Switch Connection CM1627 -
SMS Switch CTI Link Number 1
TSAPI ASAT Link Version 7o
Security Both -

= TSAPI Links
= TSAPI Properties

TWS

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

ChLAN Apply Changes to Link

DLG Warning! Are you sure you want to ap
These changes can only take effect

DMCC Please use the Maintenance -= Servig

SMS

[ apply ||| cancel |

TSAPI
= TSAPI Links

When the TSAPI Link is completed, it resembles the screen below.

CVLAN TSAPI Links
e Jumk  [swchcomnmction  Jswachcriumks  Jasmiunkversan  [Serwety |
Y 2 —_— _— — _— -l ——

= Add 4ok | | ot Unk | | Delete Link

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.

» AE Services
Communication Manager

Service Controller

Interface
High Availability Controller Status
} Licensing [C] asal Link Manager Running
- . Runni
+ Maintenance [C] pmec service unning
: i Runnin
Date Time/NTP Server [ cvian service _ g
[ oLG service Running

Security Database ]
D Transport Layer Service Running

Service Controller -
TSAPI Service Running
Server Data
T ——— For status on actual services, please use Status and Control
» Security [ start || Stop || Restart Service || Restart AE Server ||
SJW; Reviewed: Solution & Interoperability Test Lab Application Notes 16 of 76
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6.4. Identify Tlinks

Navigate to Security - Security Database - Tlinks. Verify the value of the Tlink Name for

both.

} AE Services

N Communication Manager
Interface

High Availability

} Licensing

} Maintenance

} Networking

* Security
Account Management
Audit
Certificate Management
Enterprise Directory
Host A4
PAM
Security Database

Control

CTI Users

= Devices
Device Groups
Tlinks

Tlinks

Tlink Name
@ AVAYAECM1627#CSTAZAESTIETE
) AVAYAZCM16272CSTA-SEAEST1678

Delete Tlink
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6.5. Enable TSAPI and DMCC Ports

To ensure that TSAPI and DMCC ports are enabled, navigate to Networking - Ports. Ensure
that the TSAPI ports are set to Enabled as shown below. Ensure that the DMCC Server Ports
are also Enabled and take note of the Unencrypted Port 4721 which will be used later in
Section 8.3.1. ContactPro EMC uses TSAPI functions, but it uses the TSAPI functions via a
connection through the DMCC ports. This makes it possible not to install the TSAPI Client on
the client computer.

} AE Services

» Communication Manager Ports
Interface
High Availability CVLAN Ports Enabled Disabled
} Licensing Unencrypted TCP Port 9999 (OS]
} Maintenance Encrypted TCP Port 9998 ® O
* Networking
- DLG Port TCP Port 5678
AE Service IP (Local IP)
Network Configure TSAPI Ports Enabled Disabled
Ports TSAPI Service Port 450 - O
TCP Settiﬂgs Local TLINK Ports
. TCP Port Min 1024
» Security TCP Port Max 1033
» Status Unencrypted TLINK Ports
T a—— TCP Port Min [1050 |
— TCP Port Max [1065 |
p Utilities
Encrypted TLINK Ports
R TCP Port Min [1066 |
TCP Port Max [1081 |
DMCC Server Ports Enabled Disabled
Unencrypted Port [4721 || ® O
Encrypted Port [4722 | ® O
TR/BT Port [4723 | ® O
SJW; Reviewed: Solution & Interoperability Test Lab Application Notes 18 of 76
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6.6. Create CTI User

A User ID and password needs to be configured for ContactPro EMC 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.

AE Services

Communication Manager
Interface

Licensing

Maintenance

[

[

» Networking
b Security

} Status

* User Management

Service Admin

User Admin

User Admin provides you with the

* Add User
FTTEETEr Password

# List all Users
& Modify Default User
s Search Users

User Admin
= Add User

= Change User Password

In the Add User screen shown below, enter the following values:

e User Id - This will be used by the ContactPro EMC setup in Section 8.1.
e Common Name and Surname - Descriptive names need to be entered.
e User Password and Confirm Password - This will be used with the

PrimaryAESLoginUserName & PrimaryAESLoginPassword in Section 8.3.1.
e CT User - Select Yes from the drop-down menu.

Complete the process by choosing Apply at the bottom of the screen (not shown).

» AE Services

Communication Manager Edit User
Interface
High Availability = User Id ccT
} Licensing * Common Name
» Maintenance = Surmame CCT
} Networking User Password
) Status min Fote
Avaya Role |None v|
¥ User Management
Service Admin .
User Admin
= Add User
Css Home
= Change User Password
. b
=« List All Users [_cruser Yes V| |
P TS - PR Denartment Numher |

The next screen will show a message indicating that the user was created successfully (not

shown).
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6.7. Change Security setting for CTI User

In the left window navigate to Security - Security Database - CTI Users - List All Users.
From the main window select the CCT user and click on Edit.

} AE Services
N Communication Manager CTl Users
Interface
High Availability
» Licensing
asc asc
} Maintenance
. (O]
» Networking = cor ccT
¥ Security O cube cube
Account Management ‘
) emc emc
Audit
Certificate Management ' Imperium 'mpenum
Enterprise Directory ) jacada jacada
Host AA —_~ . .
L onice nice
PAM =
Security Database | - presence presence
= Control Edit List All
@ CTI Users
| « List All Users |

Tick the box Unrestricted Access to allow this user access to all devices on Communication
Manager. If this is not required then a list of devices to be allocated to this user will need to be
setup and the procedure for achieving this can be found in the following document listed in
Section 12 Avaya Aura® Application Enablement Services Administration and Maintenance
Guide. Click on Apply Changes to complete the setup.

» AE Services

, Communication Manager Edit CTl User
Interface
High Availability User Profile: User ID ccT
IS = Common Name CCT
} Licensin
g Worktop Name NONE »
» Maintenance Unrestricted Access
» Networking
+ Security Call and Device Control: Call Origination/Termination and Device Status None
Account Management ) o ) -
Call and Device Monitoring: Device Monitoring MNone
Audit . L
Calls On & Device Monitoring Mone %

Certificate Management Call Menitoring

Enterprise Directory

Host Af Routing Control: Allow Routing on Listed Devices None
PAM I Apply Changes I| Cancel Changes
I Security Database |
= Control
2 CTI Users

| = List All Users |
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7. Configure Proactive Outreach Manager campaign
This section will describe the steps required to create a basic outbound campaign in POM.

From the left hand menu select POM - POM Home. From the drop down menu 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

At Log Ve A . 2
e caco v:- This page Saplaye Campaigns and achans with € g on  Agent AttyButes

Lag Wewsr Completion Codes
ALy Masager

T Ayslam Maragesiont Camgann Stintegees
Applicwtion Server ™ Adyanpad
E5M Manwger ’ R Camgangn Restrctam
MPP Manager
Sofmere Logade
Syatem Sackup

* System Configuratian 2hen - . 31 ~
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 Consatbrons
Jomar

Secutty
Canificates
Livensing & " - .
* Neports = Progress masne Camgagn 108 can be in eny cne of the sistes - rutning, peusing, pessed, ceilback, stupowng

* Multt-Medie Congeretion m —

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

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

* In Progress means Campaign job can ba In ary one of the statas « runnng, pausing, paused, caiback, stoppng
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On The Add a Campaign screen Enter the 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)
Egart AF | Cotmee &1

* Usnr Mo oy rmmrt
Rcies
Uners
Lagsn Opbere

* Raad-lven
Syetemm Msrvaze
azew Cals

Posbianin teinee
EFw arager
BOS Weeper
Nt lge
el Baineg

* Gywtem Configuration
Zorboeners
B Bevvenn
PO Larves
Do
Trewss Paromen
VaIN Consectons
Zoves

-

Bacarity
Cartficabme
Leeraing
* Raporte
e
Camtom

Proative Outreadh Manhager 3.0 PO N Camgugns «

Define Campaign

Cove & narme &3 Camaagn, defne 2 Type, select the Campmgn Strategy and cre or more Cortact List to be wed ath S Campagn
Chek on e Finkgh” butian to compiste the CamOakin crestion pracecs. 7o change seponal paraneters, dck the "™ buston

Name and Description

Comtoany = Contupr]

thwa Canypmgn

Campaign Strategy

Selact v Campagn Soatagy from e folloang 4 i Se uses 1t S Campagn. Thok on the Kome 15 creste & new Campagn Srutagy

ve detmle of & aiectad Seratagy or refresh the surrene bat

Fawct « id e @

Campaign type

* rods Infnds

0 108 #5000808 ahy CONAT LS ¥ st

Contact List

from the Ixfiowng st selact sne o mzre Comact Liss b be Used weh e Campage. Chek on ihe oms

Cormact Lzt or refrash the current lat

Wbt Dututt
Testiat{Datadt)

[Coocet | wowt | vicn ] i |

Text o e bl t= crmatx » new
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7.1. 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.

St - BB B

amied culeed s

O

From the Selected Node: Handler box while Handler is selected under Campaign Strategy:
drag and drop the Call node into the Campaign Strategy box

¥ i Call

Ll sms
[>< Mail

& Custom

&2 Address
¥ ;% Result Processors

= selector
P Result
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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. Select the APPLICATIONS from the drop
down menus and set the PACING PARAMETERS (In this example a Preview Campaign has

been selected).

Campaign Strategy: *NewStrategy

v /A, Campaign Strategy
v @ Handler (initial)

Property
Name

Description

Value

Outbound
Outbound Calling

Sender's Display Name CCT
¥ &3 Outhound Sender's Address
G5 Address Timeout (sec)
v i Result Processors Guard Times Disable
I Result Min Contact Time
Max Contact Time
Re-check Interval (min)
On Media Server Failure
Enhanced CCA ON
Priority 5
Allocation Type Dynamic
(APPLICATIONS
Driver Application PomDriverapp
Nailer Application Nailer
Nuisance Call Application  |AvayaPOMAnnouncement
On Hold Application AvayaPOMAnnouncement
| PACING PARAMETERS
Call Pacing Type Preview
Timed Preview Yes
Preview Time (Sec)
Can Cancel Preview Disable
Min. Agents 1
Max. Agents 10
Agent Outbound Skill POMCut
ACW Time (Sec) 10
# of ACW extensions
Default Completion code | NoReply |
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From the Campaign Strategy: box select Result (Call Answered) and from the Selected Node:
box drag the Agent node into the Campaign Strategy box.

v [, Campaign Strategy
v @ Handler (initial)
¥ . Outbound

Select the Agent node in the Campaign Strategy box. Enter a Name and Select an Agent
Script from the Drop down

Property | Value
CCT Agent

M
v [, Campaign Strategy ame

Description

v @ Handler (initial)
¥ ity Outbound
EA‘“"“"‘ Preferred Agent Call back Enable
¥ i Result Processors o Campaign Call back Enable
v @ Result General Call back Enable
] Can Cancel Callback Enable

Nailing Call Timeout(sec)
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The Click on Save when complete. A confirmation message will be displayed in the bottom left
corner (not shown) and the Campaign Strategy Editor window can be closed.

W R — o —_— =
@ Carpsgn Sitategy Editor - Mozila Firefox T ) ]
MR e 10100620

. MIDE TOOL BOX | SHOW SOURCE

L | [ SAVE | | [ SAVE DRAFT o a =
.. ———————————————————————————

7.2. 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, phonenumber?2, phonenumberl,email
1,Contact,One, 12125550100, 12125550100, contactl@avaya.com
2,Mobile,One, 12125550101, 12125550101, mobilel@cct.com
3,Bob,Dylan, 12125550102, 12125550102, bobby@hotmail.com
4,SMS,One, 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) -
s

TestList{Default)

Give the Contacts list a Name and click on Save.
Add New Contact List x

Add New Contact List

Thes page allows you te add new Contact List

Name Rew Contacts

Descnption

[Sove [ Concei J o
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Now upload the contacts in the .csv file created. Click on Upload Contacts now

Contact List created successfully.

Contact List New Contacts created successfully. You may want to

Upload Contacts now

go back to Campaign Creation

Click on File to upload and select the .csv file created. 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 B

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: | Browse.. | Mo file selected.

— Advanced Options

Empty Contact List before import

m

. . v
Automatically update time zone for phone numbers

Check phone numbers for reject patterns

Check phone numbers for phone formats rule

Check phone numbers/E-Mails for DNC

On duplicate record found Update existing -
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7.3. 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 is
selected and then click Next.

Proactive Outreach Manager 3.0 POM Home Campaigns v Contacts ~ Configury

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 I next l Finisn 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 Campaigns ~ Contacts ~ Configory

Completion Code Association (optional)

This secton allons you to associate custom Completion Codes with 2 Campaign. Completion Codes selected here can be used in
subseguant aps of tha wizard 10 defne Faish Crtena,

Completion Codes

Available list shows all the Compleban Cocdes defined. Current Coampletion Codes associated with the Campaign are shown in the

selected Complaton Codes ligt. You can move the tems between list of available and currently sslected Complation Codes by using
Move, Move AL, Remove and Reamove Al
2
| Available | Selected
| Success
NoReply
Moye SMS Reply
Maye Al
Remove
Bemoye A

[caocei [ previous I hext J§ rinin Jf elp
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Finally on Processing Parameters 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 resolved class Mame (e.g com.avaya.pom.custom.myPostProcessor) implementing the
custom post processing interface.

Campaign post processor class

Miscellaneous

Batch size 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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8. Configure CCT ContactPro EMC

This section outlines the steps required to configure the connections from CCT ContactPro EMC

to both the AES and EMC.

8.1. Create ContactPro EMC Database and User

A database and database user for ContactPro EMC must be created on the SQL server that hosts

the Avaya EMC database.

8.1.1. Create Database

Create a CONTACTPRO database on the same Microsoft SQL Server where the Avaya EMC

databases are located. Right-click on Databases and click on New Database.

= [jj localhost (SOL Server 1202269 - =a)
- Ca
+ [ Security Mew Database...

1 Lo 7Y

Give it a suitable Database name and click on OK at the bottom of the screen.

3 Mew Database — O =

Select a page 0 ) e
_ 5 Hel
2 General ‘_'_:s Y L_!l =P
254 Options
_'%"' Filegroups Database name: |CONTACTPHO |
Crwner: |=defau|t> |
Database files:
Logical Name File Type Filegroup Initial Size (MB)  Autogrowth / Maxsize
CONTACTP... ROWS... PRIMARY i3 ¢ By 1 ME, Unlimited
CONTACTP... LOG Mot Applicable 1 By 10 percent, LUnlimited

Connection

Server:

localhost

Connection:

sa

&Y View connection properties
Progress

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

A3 Microsoft SOL Server Management Studio
File Edit View Debug Tools Window Help

P et (= Ei§|_:,1_Ne1.-.rDuery L o 5

Object Explorer

Connect~ 3y @ @ 7 EQ

= L:_‘}, 192,168,123.223 (5QL Server 10.530.1600 - =a)
= 3 Databases

[ System Databases

[ Database Snapshots

) ACS

| | ASContact

| ASMSControl

| J ASMSDatal

¥

| | ReportServer

| J ReportServerTempDB

[ Security

[ Server Objects

[ Replication

[ Management

[P SOL Server Agent

&3]

EEEBEHEEHBEE
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8.1.2. Create User
Create a database user named contactpro. Right-click on Login and click on New Login.

= [_d localhost (SOL Server 1202269 - =a)
1 Databases
= [ Security
S|

& ¢

Mew Login... |]

Click on the General tab in the left window and enter the Login name and click on SQL Server
authentication and enter a suitable Password for the contactpro user. Click on OK at the
bottom of the screen once done.

[ Login - Mew — O x

;S Script Lj Help

Server Holes
1 User Mapping Login name: ||:|:ur|ta|:tpn:u | Search...
1 Securables i o
44 Statis () Windows authentication
o (®) 50L Server authentication
Password: |ununn |
Confirm password: |uuuu" |
[]iEntorce password policy:
() Mapped to cedificate
() Mapped to asymmetric key
Connech ] Map to Credential
Server: Mapped Credentials Credential Provider
152.168.123. 223
Connection:
53
& View connection properties
Progress
Ready Default database: miaster e
Default lanquags: =default i
Cancel
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Click on User Mapping in the left window. For this user, grant public and db_owner access to
ASMSControl, ASMSDatal and CONTACTPRO databases. Click on OK at the bottom of the

page once done.

3 Login - New — O x
Select a page i } z
. Script - Hel
12 General ;S = Lj .
“4 Server Foles
Users mapped to this login:
Securables Map Database User Default Schema A
|2 Status O ACS
[0  AsContact
ASMSControl
ASMSDatal
{ CONTACTPRO
[0  master
[l model
[0  msdb
| Report Server
[ RepotServerTemoD B e
B Database role membership for: CONTACTPRO
Connection
[] db_accessadmin
Server: [] db_backupoperator
192.168.123.223 [ db_datareader
Connection: [] db_datawriter
sa [ db_ddlzdmin
db_d ataread
&y Miew connection properties g dh]iﬂm:ﬁ:;r
db_owner
Prw _Secu ITIIiI'I
public
Ready %
Cancl
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8.1.3. Execute CONTACTPRO.sql script

The fill the contents of the CONTACTPRO database, open the provided
CONTACTPRO_3.5.sql script.

Ux Microsoft SOL Server Management Studio

File | Edit View Debug Tools Window Help
3 Connect Object Explorer...

AJ  Disconnect Object Explorer

Mew ]

Open » /a Analysis Services Database...

Close 1 Project/Solution... Ctrl+Shift+0
Close Selution [ File. Ctrl+0

Execute the script by clicking the Execute button.

45 CONTACTPRO_3.5.0.5ql - T420-1234.master (CCT\tyoh (52)) - Microsoft SQL Server Management Studio
File Edit View Query Project Debug Tools Window Help

Pl il (G | L NewQuey [ eR o0 | & A9 -0 - S-5 (g »
i}ﬂﬁ”master

Object Explorer ISl CONTACTPRO_3.5.0...er (CCT\tyoh (52)) X
Connect~ 33 3 w [ (2] .4 USE [CONTACTPRO]

GO
/****%% Object: Table [dbo].[ACDCallDetailByAgent
SET ANSI_NULLS ON

= |} T420-1234 (SQL Server 12.0.2269 - CCT\tyoh)
[# [ Databases
@ 3 Security

GO
@ [ Server Objects SET QUOTED_IDENTIFIER ON
# 3 Replication GO
& [ Management SET ANSI_PADDING ON

GO

ICREATE TABLE [dbo].[ACDCallDetailByAgent]|
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The following shows the script being executed.

Lz CONTACTPRO_3.5.0.5ql - localhost.master (sa (53)) - Microsoft SOL Server Managerment Studio
File Edit View Query Project Debug Tools
Pl S @ A NewQuey PRSI 4 a9 -0 -8-5 (g »

E,’J_#f_‘gi|master '|‘fExecu'te  Debug EJEE%IJEHS.‘]“@

lUSE [CONTACTPRO]

G0

JEEFEEE Object:

SET ANSI_NULLS ON

G0

SET QUOTED_IDENTIFIER ON

G0

SET ANSI_PADDING ON

G0

—|CREATE TABLE [dbo].[ACDCallDetailByAgent](

[deliveredDateTime] [datetime] NULL,
[agent] [warchar](5@) NULL,

[ucid] [varchar](5@&) NULL,

[digits] [varchar](5@&) NULL,

[uui] [varchar](5@) NULL,
[alertingDevice] [varchar](58) NULL,
[callingDevice] [varchar](5@) NULL,
[calledDevice] [varchar](5@) NULL,
[distributingVDN] [warchar](5@) NULL,
[splitskill] [varchar](5@) NULL,
[ringTime] [int] NULL,

[talkTime] [int] NULL,

[holdTime] [int] NULL,

[acwTime] [int] MNULL,

[heldCount] [imt] MULL,

[rona] [bit] MULL,

Memn-Fammadl Thi+sT w0

100 % -

_'j Messages

(1 row(s) affected)

(1 row(s) affected)

(1 row(s) affected)

(1 row(s) affected)

(1 row(s) affected)

(1 row(s) affected)

(1 row(s) affected)

(1 row(s) affected)

(1 row(s) affected)

(1 row(s) affected)

(1 row(s) affected)

(1 row(s) affected)

100 %

-

@ Query executed successfully.

Window Help

Table [dbo].[ACDCallDetailByAgent]

A7

+H =

[y

43 61163

Script Date: 11.88.2815 15:24:47 **¥**x)
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The contents of the CONTACTPRO database will now look like this.

= | CONTACTPRO

[ Database Diagrams

= Ca
[ System Tables
[ FileTables
= dbo.ACDCallDetailByhAgent
= dbo.C_FEATURES
=l dbo.C_SELFSKILLIMG
= dbo.C_TRAMSLATION_MESSAGES
= dbo.C_TRAMSLATION_CUERIES
= dbo.C_WALLBOARD_THRESHOLDS
= dbo.CALL_LOG
= dbo.CHAMMEL
= dbo.EmailDetailByAgent
= dbo.EMPLOYEE
= dbo.EMPLOYEEADDRESS
= dbo.EMPLOYEEEMAIL
= dbo.EMPLOYEEPHONE
= dbo.GROUPMEMBER
= dbo.PHOMEBOOK
= dbo.PHONEBOOK_EMAIL
= dbo.PHONEBOOK_PHOMNE
= dbo.PROPERTY
=l dbo.PROPINSTAMCE
= dbo.PROPSECTION
= dbo.PROPVALUE
= dbo.SPEED_DIAL
= dbo TENANT
= dboWORKGROUP

O I e O e I = = Y = R g R 3|
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8.2. Configure ContactPro EMC and ContactPro Manager connections
to the database

ContactPro EMC and ContactPro Manager need the connection settings to the ContactPro
database. This is the typically the only configuration required before deployment of the software

to users.

Navigate to the folder where ContactPro EMC and ContactPro Manager have been installed.
Right click on the file called Configuration.xml and open this with a suitable text editor as is

shown below.

Mame " Date modified Type "

|%| CefSharp.Caore.dll 03.12.2015 1708 Applicatic

| | CefSharp.Corexml 03.12.2015 1708 XML Doo

|#] CefSharp.dll 03.12.2015 17:08 Applicatic

|%] CefSharp.WinForms.dll 03.12.201517:08 Applicatic

| | CefSharp.WinFarms.srml 03.12.2015 1708 XML Doo

| | CefSharp.xml 03.12.2015 1708 XML Doo

|%] CoBrowse.dll 17.02.2016 1312 Applicatic

& CoBrowse.pdb 17.02.2016 13:12 Prograrm

|%] Com.Awvaya Util.dll 12.09.201517:26 Applicatic

|%] Com.Awvaya Util.Messaging.dll 18.09.2015 17:26 Applicatic

| | Configuration.xml 02 02 IN1F NQ-53 WhAL Doy

ContactPro.exe Open

%] d3dcompiler_432.dIl Edit

1] d3dcompiler_47.dll 7-Zip >

| | devtools_resources.pi |f Edit with Notepad++

[Z] EmailPrint.dll Scan with Windows Defender...

& EmailPrint.pdb Open with >
SJW; Reviewed: Solution & Interoperability Test Lab Application Notes 37 of 76
SPOC 5/10/2016 ©2016 Avaya Inc. All Rights Reserved. ConPro_POM302



Once this file is opened navigate to the section regarding the ContactPro MS SQL Database
settings. Here the following must be entered correctly.
e ContactPro Database Server
ContactPro Database Name
ContactPro Database Login Username
ContactPro Database Login Password
Database Port
Timeout

Once this information has been entered correctly sane the file (File = Save (not shown)).

‘-.'{' CAIMyDatal\ ContactP ro\EMO\ ContaciPro EMC ReleaseCandadate 3.5.0.190 Configunationaml - Notepads « - a »
Eile fda Jearch View Epcoding Language Settings Mace Run  Plugew  Windew 1 X
oG s & JaR Decinay|ax B S TEEAHENERE S| @
= Corgurionaeml L3 |
Bl | Section "
Section nomes"Nain form Window™ desoript) e
1tam nonve-"form ¥Yistble” [ “true® types"bool® | ripttion="" />
1tem nome=*"Nenu Yisible® lue="true® ly; *hool® ription=""
1tem name="0ptions Memu Visible®™ yalue="true" typa="bool® descript Lot 4
1tam nanes"Set Focus 1o Matn Form Window After Startup™ valuc"e" ! "INty descriptions*in millfseconds. 6
Lt
tion cae="Database” doesoript lon="ContaciPro NS SOL Database settings.”
Tram o= "Connection String™ val ) "sString™ desoriptians"You can configure your Connectton String fr
1tom nome="ContactPro Databane Server® o="192.168.123.223% type="string® doscription="1he ContactPro Datal
10em nue="ConlactPro Database Name® oolo=="CONIACIPRO® type="string® Jdesct iption="The ContactPro Database Nap
Ttam v - "Contac tPro Database login Username® volucs "contactpro® 1y "string® o Fipttons "rhe ContactPro
1tem namo="ContactPro Database login Password® values*contactpro® t "password® ption="1he ContactiProfl
Item num=="Port® val "a* type="int® « ript "Sel Lo @ or 1453 (defaull mssql port) 11 you do not want |
Item name="TImeout™ value="5% Lype="Int* o tlons="In seconds.” /
| fSaction
T
‘Hodules
Modutle names "AESVotce™ snabl "true” fans"* Prons "Avaya AES DNCC/TSAPE Vofce Nodule™
Section nane= *Dependenc (es® o [ 1an=**
<Item nane="TAESVO1Ce.dLL* value="3.0.0,0" Lyps="string® descript "The Interrace description of Module Vol
<ltem e T"ServiceProvider .glni* e 6, 1.1.45" tyy "string® o ript "The AFS D" /»
fSection
Sodul e
Woaute noame="LlcenseVal idator™ N="" iptions*"*
action name: "Dependonc fes® tption=""
cltem name=*Datalypes.dil® value="" type="string® descript .
[Sectt
/Modul e>
Module name="SmartDial® onabled="true® version=*"*" 4 tion=*"*
Section pame: "Dependenc fes™ prion==" >
~ . - by avem ' s v+ monm s “eb—smew . Belol e ha i s catii i, o
elteraible Mariup Language file length ; 13205 - lines; 165 Lnr! Col:t Se3:010 Dos\Windows UTF-8 INS
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8.3. Configure Properties with ContactPro Manager

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

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

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

8.3.1. Configure the Connection to Avaya Aura® Application Enablement
Services
From a Supervisor or Administrator PC where the CCT ContactPro Manager application was

installed double click on the CCT ContactPro Manager shortcut as shown below. The
ContactPro Manager is opened and select AESVoice/AESServer from the Sections window.

& Lortetf e Metagel ET =
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The information highlighted below must all be filled in; this information is all obtained from
Section 6. This information is all required to connect successfully to the AES and each part is
changed by double-clicking on the field that needs to be changed.

Sections

Save Add Edit Delete

AESWoice/General
AESWaice/login
AESWoice/logout
AESWoice/StatusBar
AESWoice/PhonetMoaodeContrals

AESYoice

LicenseServer
SmartDial/Conversion
SmartDial/BlockedMumbers
EMCimMediaProxy
EMC/Medialirectar
EmMCCore

WiarkList
WiorkItemDataiewer
ERMCEmail

EM CWrapllp
EMCHiston®iewer
EMCCallDetailReporting

AESWoicefAgentContrals
5 BiCa

Mame Walue
Primang&ESSecureSocket 1}
PrimanyaESIPAddress 10,10,40,30
Primary&ESPort 4721
PrimangaESACMConnectionMame CME3Ivmpg
Primang&ESLoginUsername CCT
Primang&ESLoginPassword Ayayal23d
SecondaryAESSecureSocket ]
SecondaryAESIPAddress
SecondaryAESPort 4721

SecondaryAESACMConnectionMame
SecondaryAESLoginUsername

SecondaryAESLoginPassword

To change the Primary AES IP Address, double click on the PrimaryAESIPAddress field
highlighted below and this brings up an edit window where a new IP address can be entered and

click OK once this is done.

Sections

Sawe Add i Edit X Delete

Cancel

AESwaoice/ General
AESWaice/login
AESWaoice/logout
AESWaicesStatusBar
AESWoice/PhoneModeContrals
AESWaice/agentCantrols
AESWaice/CallControls

AESWaice

Licenseserer
SmartDial/Carnversion
SmartDial/BlockedMumbers
EMC/MediaProxy
EMC/MediaDirector
EMCiCare

Worklist
WoarkItemData'iewer
EMCErmail

EMCWrapUlp
EMCHizton®iewer
EMICCallDetailReparting
EmMCPrivateworkList
Calllog

ActiveDirectory
ActiveDirectory/Search
ActiveDirectarg/Contexthenu
AgentStatistics
SpeedDial

PhoneBook

Utilities

Screenpap

PresencefPs

Mame
PrimargAESSecuresocket
Prirma iy

PrimarySESPaort

“Walue

| 10,10,40,30
4731

K Edit Property Walue

Property

[ ][O )

Primary AESIPAddress

)

SERVET,

Property Yalue

Default: [YourPrimaryAESIPAddress]. The IP Address of the AE5

919

Cancel
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Continue with the other AES information that is highlighted below and this concludes the setup
for AES.

Mame Walue
PrimaryAESSecuresocket 0
PrimaryAESIPAddress 10.10.40.30
PrimaryAESPort 4721
PrimaryAESACMConnectionMame ChME3vmpg
PrimaryAESLoginldsername CCT
PrimaryAESLoginPassword Avayal? 3t
SecondaryBESSecureSocket 0
SecondaryAESIPAddress

Secondarg&ESPort 4721
SecondaryAESACMConnectionMame

Secondar&ESLoginldsername

Secondary&ESLoginPassward
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8.3.2. Configure the Connection to Avaya Aura® Call Center Elite
Multichannel

Select EMC/MediaDirector from the Sections window and double-click on PrimaryAddress
highlighted below and enter the IP address of the EMC server followed by the port used to
connect, note that 29087 is the default port but this information can be obtained from the EMC
server. Click on OK once this is entered correctly.

Sections Save Add i Edit ) Delete Cancel

AESVaicefGeneral
AESaiceslogin . S
AESWoice/dlogout Fimmz RS 10.10.40.65:23087
AESWoicesStatusBar
AESWoicesPhaneModeControls secondantddress
AESWoicefdgentCantrals e
AESWaoicesCallCantrols .

AE SV aice/AES Server & Edit Property Value [o ][O s
ACMGateway

AESWaice

LicenseServer
SmartDialfCarwersian
SmarDial/BlackedMumbers

Property

PrimaryAddress V]

Default: MourMediaDirectondPAddres s 29087, The AddressiPort
of the MediaDirectar,

'] 120413 1y
|EMC/redialirectar

MLCore
wiorkList
‘warkItemDatah'iewer
ERACErnail
EMTWrapllp
EMCHistor®iewer
EMCCallDetailReporting Property Yalue
EbACPrivatelorklist
Calllog 10.10.40.65:29087| -
ActiveDirectory
ActiveDirectaryéSearch
ActiveDirectory'Contexthenuy [8].4 Cancel
Agentitatistics
SpeedDial
PhoneBook
Litilities
SCreenpop
PresencefPs
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8.3.3. Configure the Connection to EMC Email Storage Path

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

Sections Save Add i Edit ) Delete Cancel

AESWoice/General Mame Walue

AESvaice/login

AESvoice/logout CustomerMumberlabel

AESWoice/StatusBar T w1010, 40.655Email Starage
AESwoice/PhoneModeCantrols g Rl SR S e

AESNVoicefgentControls
AESWaoice/CallContrals
AESVoice/AESServer EnableCustam Queries 0
ACKGateway
AESWaice

licenseServer K Edit Property Walue EI@

SmartDiald/Camwersion

DefaultEncoding

SmartDial/BlockedNumbers Property

EMC/MediaPra ]

EMCfMediaDir:gtor EmailStoragePath V]
EMCiCare

WiarkList Default: [YourEmailstarageUMCPath], UNC Path to the email
WiorkIte mDatatiewer storage folders, Typically EMCEmailMediaStoreInstallFoldersEmail
ERCEmail Storage. This is required for viewing the email content in Email

Search. Please make sure anly READ access to granted.

P
EMCPrivateworkList
CallLog
ActiveDirectary
ActiveDireckarySearch Property Value

ActiveDire o ontexthenu I

et tatistie, \10.10.40.65\E mail Storage| v
SpeedDial
PhoneBook
tilities
SCreenpop
PresencetPs

(o] 4 Cancel
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8.3.4. Configure the Connection to POM

In the Section POMY/Server the information highlighted below must all be filled in. 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.

& ContsctPro Manager - 3.50.187 o =) X
= © Top System Level | Properties
= {a) BSH
Sections g« Canch
u s; BSH . Lavve ol Add # Ca
.
m S5 Agent 1 15565 ActiveDirectory/ContestMenu Name Value
1 (&) DefaunTeram ActveDirectory/Search
= ::, Default AESValce Connections 1S I6A 123, 1359970
- AESVoice/AESSenver |
 Ancres, lltu!ﬂ‘(SGI\ AESVoice/AgentControls ManuaBBlmndingAtiowed | '
 Danvel, Momm {£345 AESVoice/CallControls NallupTaICUD 387654
 Demo, Agent 1 (5554 ALSVoice General 1
= Oemo, Agert 2 (5557) AESVaiceLogin ReasonCodePause ¢
A A 25 AESVoiceLogout T
. ,::”m;::‘ 3‘:;.’:: AESVoice PhoneModeCantrols RessonCodeFOM {15
- Bk AESVoice/StatusBar = A Defautt
- Skiyper, Peter 5360 Agentstatistics &
o Stefan Schneider (5558 Catlog
a Stephan, Danz (3558 EMCMediaDirector
N EMC MediaProxy
é Tassilo, Kaller ($34% EMCCaIDetaiRep 3
! Thanh, Ngo 5332) EMCCore
e Ty On SR EMCEmal
- Uwe, Seder 281) EMCHIstonyViewer
ga Team A EMCPriaateWorkList
1 EMOWapUp
o % Team A1 Liceraesener
& Asron, Murt [5231) Lcensing
= Cindy, Casper (3033 MSCRM/Soeenpop/Chat
58 Team MSCRM/ScreenpopyEeall
® Bik Gates 5332 MSCAM S eenpop/Genenl
- " v MSCAM/Sareenpop/Vaice
&8 Team £C MSCRM/Server
,:. EMCEIAgentE, EMCE4Age gﬁcawm
EMCSAQent2, EMC C
z m’mqwemz u-r:::e RO
2 ARy
- J208853 POMAlew
. Lis32% PeanceaPs
£ 3% Team Specal PresncecPs
- Saledtoccn/Screenpop/That
o Emu, bt ﬁs"m Salestorce/Screenpop/Emal
aa Charles, Xavier (5134 Salestorce/Screenpop Ganenal
ﬁ Clark, Kent (5322) Salestor e/ Screenpop/Newe
- Lex Luther (5135) Salestorce/Senver
= Demo Sueengop
@ s ¥ M SelSkiting
T SmanDial B (ke chunbert
e Teitow, Papor Mospov SmaDialiConvenion
£ 2% Team Tropan SpeecDial
o James, Queent jauerns Utiltiey
28 Team Vutcan Wallboard
Wallb oard/ T C chor
& Gary, Goose (ggoose) WorknemOataawer
- fa) Office Tenant Worklist
< >
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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 and port separated by colon can be entered
and click OK once this is done.

Properties

Sections W Save Add i Edit X Delete | & Cancel

ActiveDirectory/ContextMenu ~ Name Value
ActiveDirectory/Search
AESVoice Connections 192.168.123.138:9970
AESVoice/AESServer h
AESVoice/AgentControls ManualBlendingAllowed 1
AESVoice/CallControls MailupCallcLD 9A76E54
AESVoice/General
AESVoice/Login ReasonCodePause o
AESVoice/Logout
AESVoice/PhoneModeControls ReasonCodePOM 15
AESVioice/5tatusBar Zone Default
AgentStatistics
CallLog
EMC/MediaDirectar & Edit Property Value — O x
EMC/MediaProxy
EMCCallDetailReporting Property
EMCCare
EMCEmail Connections L
EMCHistoryWiewer
EMCPrivateWorkList The Pom-Servers. Inthe following format:

E.MCWFEF'UF' 192.168.1.1:9970,192.168.1.1:9971
LicenseServer

Licensing
MSCRM/Screenpop/Chat
MSCRM/Screenpop/Email
MSCRM/Screenpop/General
MSCRM/Screenpop/Voice
MSCRM/Server

PhoneBook Property Value
POM
POM/CRM 192.1 68.123.138:9970 i |
PO/ View

PresenceAPS |
PresenceCPS
Salesforce/Screenpop/Chat
Salesforce/Screenpop/Email

Comlmnfom o I e S e

oK | | Cancel |

Continue with the other POM information that is highlighted below and this concludes the setup
for POM.

la Save Add i# Edit Delete | & Cancel
Mame Value
Connections 192.168.123.138:9970
ManualBlendingAllowed 1
MailupCallCLID 937654
ReasonCodePause H
ReasonCodePOM 15
Zone Default
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8.4. Configure Users with ContactPro Manager

For every ContactPro Client user, a New Employee needs to be created. Right Click on a
workgroup then click New Employee.

=-E) Top System Level Froperties
EIGj- D::fault Tenant Sections
e Defa OrEgroup

2% Mew Workgroup
&%  Edit Workgroup
5% Delete Workgroup

s MewEmployee E

L el o T R

The following fields are required.
e LoginName
e First Name
e Last Name

M Employee O x
i Save | & Cancel

LoginMame (Required)

4405

RrstName (Reqguired)
John

LastName {Required)

Doe

Phone

Email

Title

EmployeelD

Employees under different workgroups in different tenants may also be created. This allows
easy management of different Properties for different Tenants or Workgroups or each
individual Employee.

Note: Properties do not need to be duplicated. The only configuration required is what’s
different compared to the upper level which could be either the Top System Level, Tenant or

Workgroup level.
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9. Configure ContactPro AIC

This section outlines the steps required to configure the connections from CCT ContactPro AIC

with POM to the Avaya Interaction Center.

9.1. Create ContactPro AIC Database and User for SQL Server

A database and database user for ContactPro AIC must be created on the SQL server database

that hosts the Avaya AIC database.

9.1.1. Create SQL Server Database

Create a CONTACTPRO database on the same Microsoft SQL Server where the Avaya AIC

databases are located. Right-click on Databases and click on New Database.

= [jj localhost (SOL Server 1202269 - =a)
- Ca
+ [ Security Mew Database...

1 Lo 7Y

Give it a suitable Database name and click on OK at the bottom of the screen.

3 Mew Database — O =

Select a page 0 ) e
_ 5 Hel
2 General ‘_'_:s Y u =P
254 Options
_'%"' Filegroups Database name: |CONTACTPHO |
Crwner: |=defau|t> |
Database files:
Logical Name File Type Filegroup Initial Size (MB)  Autogrowth / Maxsize
CONTACTP... ROWS... PRIMARY i3 ¢ By 1 ME, Unlimited
CONTACTP... LOG Mot Applicable 1 By 10 percent, LUnlimited

Connection

Server:

localhost

Connection:

sa

&Y View connection properties
Progress

Ready = E
Add Bemove
Cancel
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The end result will be as shown in the screenshot below where there are 3 standard Avaya IC
databases (Advocate, CCQ, Repository) and the CONTACTPRO database which was just
created. The default MS SQL ReportServer and ReportServerTempDB databases may also be
present.

= |7 192.168.123.135 (0L Server 10.50.1600 - contactpro)
- [ Databases
+ [ Systemn Databases
+ [ Database Snapshots
+ | J advocate
7 | ) ecq
| J contactpre
| | ReportServer
| J ReportServerTempDB

| repositery

T

T

F

F
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9.1.2. Create SQL Server User
Create a database user named contactpro. Right-click on Login and click on New Login.

= [_d localhost (SOL Server 1202269 - =a)
1 Databases
= [ Security
S|
& 3

Mew Login... |]

Click on the General tab in the left window and enter the Login name and click on SQL Server
authentication and enter a suitable Password for the contactpro user. Click on OK at the
bottom of the screen once done.

[ Login - Mew — O x

;S Script Lj Help

% Server Roles

f User Mapping Login name: ||:|:ur|ta|:tpn:u | Search
%: gf;ﬁfbles () Windows authentication
(®) 50L Server authentication
Password: |ununn |
Confirm password: |uuuu" |

[]iEntorce password policy:

() Mapped to cedificate
() Mapped to asymmetric key
] Map to Credential

Connechion
Server Mapped Credentials Credential Provider
152.168.123.223
Connection:
2a
;!i# View connection properties
Progress
Ready Default database: master o
Default language: default> v
Cancel
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Click on User Mapping in the left window. For this user, grant public and db_owner access to
Advocate, CCQ, Repository and CONTACTPRO databases. Click on OK at the bottom of the
page once done.

ogin Properties - contactpro —
Login Properti p O *
Selecta page i . =,
Y —— ;S Script - Lj Help
E"' Server Roles
_’%_" Uszer Mapping Users mapped to this login:
f Securables Map Database User Default Schema A
]
= o’ advocate contactpro
Status d
ceq contactpro
| cortactpro : contactpro
[]  master
]  model
] msdb
] Report Server
Report ServerTemp DB
]
repositony contactpro
1 tempdb 7
Co B Databasze role membership for: contactpro
nnection
[] db_accessadmin
Server: [] db_backupoperator
152.168.123.135 [ db_datareader
Connection: [] db_datawnter
contactpro [] db_ddiadmin

db_d ataread
#Y Miew connection properties Edb:dzﬂat:i?t;r

db_owner

Progress [] db_securityadmin
bli
Ready PR
Cancel
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9.1.3. Execute CONTACTPRO.sql script for SQL Server

The fill the contents of the CONTACTPRO database, open the provided
CONTACTPRO_3.5.sql script.

A3 Microsoft SOL Server Management Studio
File | Edit View Debug Tools Window Help

3 Connect Object Explorer... by | # =3 __"‘_l>,| ) >0 S-E | E{H W
2 Disconnect Object Explorer

Mew ]

Open » /a Analysis Services Database...

Close _Tj Project/Solution... Ctrl+Shift+0
Close Solution = File... Ctrl+0

Execute the script by clicking the Execute button.

“p CONTACTPRO_3.5.5q! - localhost.master (CCThtyoh (52)) - Microsoft SOL Server Management Studio
File Edit View Query Project Debug Tools Window Help

Pl - S | L NewQuey [t | 4 a9 - -&-0 || b |d
= vy s ST = 2 =E

P | |master '| | Y Execute P Debug

Object Explorer M CONTACTPRO_3.5.5...¢ (CCThtyoh (52)) X _

Connect~ 3¢ 38 m T [2] .5 USE [CONTACTPRO]
- 60

= [ 192.168.123.187 (SQL Server 12.0.2269 - CCT\tyoh) _REATE TABLE [dbo].[C_CALL HISTORY](
[3 Databases [PKEY] [int] NOT HULL,
[ Security [AGENT] [nvarchar](128) NOT NULL,
[3 Server Objects [NUMBER1] [nvarchar](2@) NOT NULL,

[TIME] [nvarchar](3@) NOT NULL,

[RECEIVED] [int] NOT MULL,
CONSTRAINT [pk34 C_CALL _HISTORY PKEY] PRIMARY KEY CLUSTERED

[ Replication
3 Management

[PKEY] ASC
JWITH (PAD_INDEX = OFF, STATISTICS NORECOMPUTE = OFF, IGNORE_DUP_H

) ON [PRIMARY]

JrEEEEs Object: Table [dbo].[C_CUSTOMER] Script Date: 88.83.2
SET ANST NIIIS ON
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The following shows the script being executed.

hl;a CONTACTPRO_3.5.5ql - localhost.master (CCTtyeh (52)) - Microsoft SOL Server Management Studic — O *
File Edit View Query Project Debug JTools Window Help

Pl ) S | A NewQuey (Rl | 4 e B9 - - @5 b
80 00| [roster ] ¥ Exeute b Debug ® v 53 =) 2|50 | QGG

Ohject Explorer CONTACTPRO_3.5.5q...r (CCTityoh (52)) X
Connect= - al @ F g]. SE [CONTACTPRO
£

— G0
o [ 192.168.123.187 (SOL Server 12.0.2269 - CCT\tyoh) “|CREATE TABLE [dbo].[C_CALL_HISTORY](

= [ Databases [PKEY] [int] NOT NULL,
[ System Databases [AGENT] [nvarchar](128) NOT NULL,
[_J CONTACTPRO [NUMBER1] [nvarchar](2@&) NOT NULL,
[ Security [TIME] [nwarchar](3@) NOT NULL,

[ Server Objects [RECEIVED] [int] MOT NULL,
3 Replication CONSTRAINT [pk34_C_CALL_HISTORY_PKEY] PRIMARY KEY CLUSTEF

[ Management L

4l =

2 |

AL

siyadold H

[PKEY] AsC
YWITH (PAD INDEX = OFF, STATISTICS NORECOMPUTE = OFF, IGNC
) ON [PRIMARY]

G0

fEE**%* ghject: Table [dbo].[C_CUSTOMER] Script Date:

SET ANSI_NULLS ON

G0

SET QUOTED_IDENTIFIER ON

G0

—|CREATE TABLE [dbo].[C_CUSTOMER](
[PKEY] [int] NOT NULL,
[FIRSTNAME] [nwvarchar](28) NULL,
[SURNAME] [nvarchar]({2@) NULL,
[COMPANY] [nvarchar](2@) NULL,
100 % =

_'_1 Messages

(1 row(s) affected)
row(s) affected)
row(s) affected)
row(s) affected)
row(s) affected)
row(s) affected)
row(s) affected)
row(s) affected)

row(s) affected)

localhost (12.0 RTM) | CCThtyoh (52) | master | 00:00:03 | 0 rows

Ready
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The contents of the CONTACTPRO database will now look like this.

=l | Tabellen #
+ [ Systemtabellen

[ FileTables

= dbo.C_AGEMTSKILLS

+ = dbo.C_APPLICATION

# & dbo.C_CALL_HISTORY

= dbo.C_COMNFIGURATION_XML

+ = dbo.C_CUSTOMER

=l dbo.C_DASHBOARD_SVC

# = dbo.C_DASHBOARDZ_ALIAS

= dbo.C_DASHBOARDZ_COLUMMNS

+ = dbo.C_DASHBOARD2_PROF_SVCLASSES

=l dbo.C_DASHBCARDZ_PROF_WORKGROU

# = dbo.C_DASHBOARDZ_PROFILECOLURMMS

= dbo.C_DASHBOARD2_PROFILES

+ = dbo.C_DASHBOARDZ_REPORTS

=l dbo.C_DASHBOARDZ_USERS

% = dbo.C_DASHBOARDZ_VIEWS

= dbo.C_DBWIZARD_APPLICATIONS

+ = dbo.C_DBWIZARD _COMMECTINGTABLES

=l dbo.C_DBWIZARD_FIELDPROPERTIES

# = dbo.C_DBWIZARD_FIELDS

= dbo.C_DBWIZARD_FORMS

+ = dbo.C_DBWIZARD _REFEREMCEDTABLES

=l dbo.C_DBWIZARD_TABLES

# = dbo.C_FEATURES

= dbo.C_MAMNAGER_USER

+ = dbo.C_PHOME_BOOK

=l dbo.C_PHOME_BOOK_EMAIL

# = dbo.C_PHOME_BOOK_MNUMBERS

= dbo.C_SELFSEILLING

+ = dbo.C_SPEED_DIAL

=1 dbo.C_SWC_SKILLLEVEL

# & dbo.C_TRAMSLATION_MESSAGES

= dbo.C_TRAMSLATICN_CUERIES

=l dbo.C_WALLBOARD THRESHOLDS

¥ & dbo.CALL_LOG

# & dbo.CHAT_HISTORY

+ = dbo.CMS_HISTORY

+ = dbo.CMS_HISTORY_AGEMT

+ = dbo.CMS_HISTORY_DETAIL

# & dbo.CMS_HISTORY_SKILL

+ = dbo.EMAIL SIGNATURES ¥

+

¥

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

¥
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9.1.4. Configure ContactPro AIC connection to the database and AIC SDK
Server

ContactPro AIC needs the connection settings to the ContactPro Database Connector and the
AIC JavaAppBridge (AIC SDK Server). This is the typically the only configuration required
before deployment of the software to users.

NOTE: ContactPro AIC utilises a separate ContactPro Database Connector, which is a separate

Windows Service providing connection to the database for clients. This service allows security
and performance scaling avoiding each client needing to connect directly to the database. There
are two versions of the ContactPro Database Connector available. One for MSSQL and one for
Oracle.

Navigate to the folder where ContactPro AIC has been installed. Right click on the file called
Configuration.xml and open this with a suitable text editor as is shown below.

o

Mame Date modified Type "

|%| CefSharp.Core.dll 03.12.201517:08 Applicatic

| | CefSharp.Corexml 03.12.2015 1708 XML Doo

|%] CefSharp.dll 03.12.2015 17:08 Applicatic

|%] CefSharp.WinForms.dll 03.12.201517:08 Applicatic

| | CefSharp.WinForms.xml 03.12.2015 1708 XML Doo

| | CefSharpxml 03.12.2015 1708 AML Doo

|%] CoBrowse.dll 17.02.2016 13:12 Applicatic

& CoBrowse.pdb 17.02.2016 13:12 Prograrm

|%] Com.Awvaya Util.dll 18.09.2015 17:26 Applicatic

|%] Com.Awvaya Util.Messaging.dll 18.09.2015 17:26 Applicatic

| | Configuration.xml 02 02 IN1F NQ-53 WhAL Doy

ContactPro.exe Open

%] d3dcompiler_432.dIl Edit

1] d3dcompiler_47.dll 7-Zip >

| | devtools_resources.pi |f Edit with Notepad++

[Z] EmailPrint.dll Scan with Windows Defender...

& EmailPrint.pdb Open with >
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Once this file is opened navigate to the section Database. Here the following must be entered
correctly.

e Enabled: Must be set to true
e Database Connector: IP Address and port to the primary CCT database connector
e Database Connector: IP Address and port to the secondary CCT database connector

After that, navigate to the section SDK Server. Here the following must be entered correctly.

Primary URL: URL to the primary JavaAppBridge of the AIC system
Secondary URL: URL to the secondary JavaAppBridge of the AIC system
Tertiary URL: URL to the tertiary JavaAppBridge of the AIC system
Quaternary URL: URL to the quaternary JavaAppBridge of the AIC system

Once this information has been entered correctly sane the file (File > Save (not shown)).
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9.2. Create ContactPro AIC Database and User for Oracle database

A database user (and with this the oracle schema) for ContactPro AIC must be created on the
Oracle database that hosts the Avaya EMC database.

9.2.1. Create Oracle User

Create a CONTACTPRO user on the same Oracle Database where the Avaya AIC databases are
located. This can be created by different options (e.g. Oracle EM or SQL Plus). Create the user
with the following rights:

- Connect

- Resource

- Unlimited Tablespace

- Select, Insert, Update, Delete, Create, Alter, Drop, Truncate rights to own schema
- Select, Insert, Update and Delete rights to schema ccqg and repository

- Select right to schema advocate
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9.2.2. Execute CONTACTPRO.sql script for Oracle DB

The fill the contents of the CONTACTPRO database, open the provided
CONTACTPRO_3.5.sql script and execute the script.

The contents of the CONTACTPRO database will now look like this.

- [ 1C73TC@contactpro
" e
G- fEH C_AGENTSKILLS
- C_APPLICATION
- C_DASHBOARD_SVC
-5 C_DASHBOARD2_ALIAS
- C_DASHBOARD2_COLUMNS
-5 C_DASHBOARD2_PROF_SVCLASSES
-5 C_DASHBOARDZ_PROF_WORKGROUPS
- C_DASHBOARD2_PROFILECOLUMNS
-5 C_DASHBOARD2_PROFILES
-] C_DASHBOARD2_REPORTS
- C_DASHBOARD2_USERS
-5 C_DASHBOARD2_VIEWS
- C_DBWIZARD_APPLICATIONS
-5 C_DBWIZARD_CONNECTINGTABLES
-5 C_DBWIZARD_FIELDPROPERTIES
-] C_DBWIZARD_FIELDS
- C_DBWIZARD_FORMS
-] C_DBWIZARD_REFERENCEDTABLES
- C_DBWIZARD_TABLES
-5 C_FEATURES
- c_PHONE_BOOK
-5 C_PHOME_BOOK_EMAIL
- C_PHONE_BOOK_NUMBERS
- C_SELFSKILLING
[ C_SPEED_DIAL
- C_SVC_SKILLLEVEL
- C_TRANSLATION_MESSAGES
-5 C_TRANSLATION_QUERIES
- C_WALLBOARD_THRESHOLDS
- CALL_LOG
-5 EMAIL_SIGNATURES
-] M_CUSTOMBUTTONS_LIST
- M_CUSTOMBUTTONS _LIST_TCDE
- M_CUSTOMBUTTONS _LIST V2
-5 TEMP_W_OFFLINE_TASK
- TEMPLATE_TEST
- TESTTABLE
- TESTTABLEZ

==
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9.2.3. Configure ContactPro AIC connection to the database and AIC SDK
Server

ContactPro AIC needs the connection settings to the ContactPro Database Connector and the
AIC JavaAppBridge (AIC SDK Server). This is the typically the only configuration required
before deployment of the software to users.

NOTE: ContactPro AIC utilises a separate ContactPro Database Connector, which is a separate

Windows Service providing connection to the database for clients. This service allows security
and performance scaling avoiding each client needing to connect directly to the database. There
are two versions of the ContactPro Database Connector available. One for MSSQL and one for
Oracle.

Navigate to the folder where ContactPro AIC has been installed. Right click on the file called
Configuration.xml and open this with a suitable text editor as is shown below.

Mame Date modified
%] CefSharp.dll 19.02.2016 12:09
%] CefSharp.WinForms.dll 19.02.2016 12:09
|| CefSharp.WinFormsxml 19.02.2016 12:09
|| CefSharp.xml

% CoBrowse.dll

& CoBrowsepdb

% Com.Avaya.Util.dll

% Com.Avaya.Util. Messaging.dll

Configura
#ML Docum

Date modifig

ire:

|| Configurationxml e R Bt eated
=4 ContactPro.exe Open ility:
2 ContactPro.exe.config Edit
| d3dcompiler_43.dll 7-Zip >
% d3decompiler_47.4ll [ Edit with Notepad++
debug.log Scan with Windows Defender...
| | devtools_resources.pak Open with >
SJW; Reviewed: Solution & Interoperability Test Lab Application Notes 58 of 76

SPOC 5/10/2016 ©2016 Avaya Inc. All Rights Reserved. ConPro_POM302



Once this file is opened navigate to the section Database. Here the following must be entered
correctly.

e Enabled: Must be set to true
e Database Connector: IP Address and port to the primary CCT database connector
e Database Connector: IP Address and port to the secondary CCT database connector

After that, navigate to the section SDK Server. Here the following must be entered correctly.

Primary URL: URL to the primary JavaAppBridge of the AIC system
Secondary URL: URL to the secondary JavaAppBridge of the AIC system
Tertiary URL: URL to the tertiary JavaAppBridge of the AIC system
Quaternary URL: URL to the quaternary JavaAppBridge of the AIC system

Once this information has been entered correctly sane the file (File > Save (not shown)).
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9.3. Configure the connection to POM using Avaya Interaction Center

Manager

From the Avaya Interaction Center Server open the Interaction Center Manager (ICManager).

Enter the proper credentials and click on OK.

= IC Manager Login
Enter login id and password.

Login Id: |adrmin

Password: | |

" 0k || X Cancel

This system is restricted solely to autherized users for
legitimate business purposes only. The actual ar attempted
unauthorized access, use, or modification of this system is
stricthy prohibited.
Unauthorized users are subject to company disciplinany
procedures and ar criminal and civil penalties under state,
federal, or other applicable domestic and foreign laws.
The use of this systerm may be monitored and recorded far
cvlan-client-... administrative and security reasons. Anyone accessing this

=
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Once logged in, navigate to Tools = Groups, as shown below.

= IC Manager
Manager || Tools | Services Server

Help

@3
@~

Alarm Monitor...

Codes...

Content Analysis...
& Domains...

O
D

T E (= Declarati
_DE s Property Declarations...

-au
-0 Userz
-1 woice1
= woice2
-0 wieh

E Ao IC Data Sources...

)

pnfigur ation

[«

Device

=] E3

Name

| Domain ‘ Status |

Host

| Port ‘ Upi

£ Groups...

EH DS Tables {7.2)...

L SE Be Site...
Loy p &% skills...

Customize...

]

[ [

Regdy

Click on the IC group in the left window and select the Properties tab in the main window.
Scroll down to SDK/POM and click on that.

Group Manager

o g} DefaultTenant

r@ Membership i/-_ Properties u

Administrator & -
| Sections

‘||laDKIFax

:||lsDksam

lsDK/EMail
:||\SDK/Email Auto Complete
[ISDK/Envision Recorder

“|lsDKHistory viewer
:||SDKILicenseSenver

SDK.I'F'OM

SDK/Processcounter

:||SDKIScreenpop
“||lsoKsserf skiling
§§ SDKS/SmartDial/BlockedMumb
:||SDKISmartDialiConversion :
:||SDKAJADIEmail Transfer Hist |

Al

:| Settings

MName

Yalue ==

| C—

T |

‘ + Ok

” ¥ Cancel H
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The following parameters need to be changed:

e Connections

The IP Address and port separated by colon of the Avaya

POM
e ManualBlendingAllowed Enables or disables manual blending from POM
e NailupCallCLID CLID provided with Nailup Call
e ReasonCodePause AUX Reason Code when set to Pause
e ReasonCodePOM AUX Reason Code set when manual blending for POM
is enabled.
e Zone POM Default Zone for this agent, workgroup, tenant or
IC
E Group Manager -

% Administrator

( (@) Membership r-_ Properties |

o- e ‘| settings
{o} DefaultTenant IsorEman ot g "
HISDK/Email Auto Complete
‘/lsDK/Envision Recorder : L Value >>
§§ SDK/Fax Ei Connedions. 192.168.123.138:9970
§§ SDK/Mistory Viewer 5? ru1a.nuaIEIIend|ng.&IIO... Yes
lsDioLicenseserver |NailupCallCLID 987654
§§ SDK/Phonebook §§ ReasonCodePause |0
HlsDrPoM : ReasonCodePOM 15
“[lsDK/Presence :|Zone Default
:||SDK/Processcounter 3
:|lSDrQmM B
:||SDKiScreenpop =
SDKISelf Skilling
§§ SDK!SmartDialiBlockedhumb
:||SDK/SmartDial/Cenversion :
:||SDKMUJADIEmail Transfer Hist ] -
| 1 T D
| v Ok H ¥ Cancel || Apply H Help
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To make a change to any of these fields, double-click on one of them and this will bring up a
new window where the field can then be changed, for example the Connections below, enter the
IP address to the Property Value box and click on OK to continue.

| £ Edit Property Connections
Property
Connections
Connections
Property Value Group Manager
192.168.123.138:9970 |v _ :
hip a— Properties
&l
é:ct:]:r;;;lrete : Mame Value ==
Descendants May Override Connections 192 168.123.138:9970
wer §§ ManualBlendingAllo... [Yes
L ver MailupCallCLID 937654
" Ok || ® Cancel K ‘|ReasonCodePause |0
:|ReasonCodePOM 15
SDRIFTesence jjZone Default
:||SDK/Processcounter
“|lsDriam
:||SDK/Screenpop =
“|lsDKsserf skiling
SDK/SmanDial/BlockedMumb
:||sDKISmantDial/Conversion :
:||SDKIUADIEmail Transfer Hist/ ] &
K D

| Ok || ¥ Cancel

Click on OK at the bottom of the screen to commit these changes.
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10. Verification Steps

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

10.1. Verify Status of Communication Manager Agent

Enter the command list agent-loginID verify that agent 8271001 is logged-in to extension
8270001.

list agent-loginID
AGENT LOGINID
Login ID Name Extension Dir Agt AAS/AUD COR Ag Pr SO
Skil/Lv Skil/Lv Skil/Lv Skil/Lv Skil/Lv Skil/Lv Skil/Lv Skil/Lv

8271001 Agent 1 8270001 1 1vl
10/01 / / / / / /

8271002 Agent 2 8270002 1 1vl
10/01 / / / / / /

Enter the command status station 1005 and on Page 7 verify that the agent is logged-in to the
appropriate skills and in the Al mode, which represents the Auto In button being pressed.

status station 8270001 Page 7 of 7
ACD STATUS

Grp/Mod Grp/Mod Grp/Mod Grp/Mod Grp/Mod Grp/Mod Grp/Mod
10/AI / / / / / / On ACD Call? no
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10.2. Verify Avaya Aura® Communication Manager CTI Service State

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

status aesvcs cti-link

AE SERVICES CTI LINK STATUS

CTI Version Mnt AE Services Service Msgs Msgs
Link Busy Server State Sent Rcvd
1 4 no AEST701678 established 18 18

10.3. Verify TSAPI Link

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

AVAYA Application Enablement Services

Management Console

Status | Stutus und Control | TSAP] Service Summary Home | Halp | Logeut
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10.4. Verify ContactPro for EMC and AES
10.4.1.

Verify login of ContactPro EMC and AES

From the Client PC open the application ContactPro EMC or AES (shortcut is shown below).
Once this is opened fill in the following details:

ACM Station ID This is the station number that is to be controlled by this
Contact Pro application..

ACM Station Password This is the password for the station that is to be controlled.

ACM Agent ID This is the Agent ID created.

ACM Agent Password This is the password of the agent .

Click on OK to log in to ContactPro EMC.

SJW; Reviewed:
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Station Station Password
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B
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Clear oK

Please enter your login details.
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10.4.2.

Verify Agent Status using ContactPro EMC and AES

Once logged in the agent state can be changed using the buttons at the top left highlighted below.
Note also the station number (1005) and Agent ID (4405) once logged in. Click on Autoln to

make the agent ready.

FE Man Wirdom

1. s Poruncs M
oA -0

=1 & la
e  Optam Tach  Hel
’.\ '.’ .“\ U E Ag 3 - - ’ - '.J‘ q-’ -
4 = D R i AN " e e - ¥~ - ) h
Ogere | Oatodn [Msally  AUKC ACW Unel || Leved Umd MttMedy Wnzow  SpesdDinl - Pronsbock
Brerone M s Wark List | Actws Doinctsry o AlLay
EMChdagentd ENChaagert?
ALLY Tow
o & ’ S Asgred Cings D ebwnd 2
----- t Wtk it 3
Curzem T et Cowatn Dow Upclated Schechded
v -
B A ieg B & LI

[Gow un s

A web request is generated by a customer (not shown) and queued to this agent. Once Autoln is
pressed above the call appears as Alerting on the ContactPro desktop. The call can be answered
by pressing the Answer icon highlighted below.

B\.-vmm wr s
Fie  Oposen Tooh  Hedp
- L D O e | ~ — w : A -
Y |- - o o al o - W W
L Miarurles Aliw AW ' Lrml nal L) A i Mubeda Window f‘uu[..y Prosebacd
Prezmza IM ¢ Week Ust | Artie Dibactony - Mliiag
8 Salieage B sagmy O 3 ! = : : ib
= - Abi Tem
R Aok Cotme F* DUZS A ux ven  §ON0 PO ac  pammmaiis
Amtng PG OMHEE QNS Mol FLANVI . 1NV v I
Popants ‘Wokl ut 2
Lantarem et e Lot D te Lpdatat Sctwamd
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Once the call is answered a Multimedia Window is opened showing the web ch

at request from

the customer and the agent can respond to that request as is shown below, by entering some text
and clicking Send. Also we can see that the line is busy and the agent is therefore deemed to be

on a call even if this is a multimedia call.

(B Wan W
Fle Opoons  Toods  Hdp

New Emyl Faily Beiiby A0 Fassanl D

Tornpiutes Kl Eovdl Wiswi | Chat - PG Castomes [L1:283%]

\ y [ ‘ S| S — "3 - - -
® - - el - v = -
Agert  Sunds Maundl AUX Al Wepe Lnes §Lned | Lined =t | M | Esa Trnfer  Cosferente Mutiddeds 'Sndow  Speedlid Phoreboat
Popsenie M 3 Wark List | Actros Disnctary v Aiue
@ PVEUgen MG Onaa ————— -
PO ; Sn Aged FRE——T Do Dot L0 | ot T
[ conen ¢ S Cotoem o' Dede bl N ) [T
& 9 bowe PGOw. 0001 WOIM 00 PNT 120872 | 120872 v
L e R |
g.

PO Cestamar
Hi | naad Soms nelp wih Doysng bom your walisns

['Jb‘ I will call you now ana guade you through the :r-:.:e:d]

Seaeh

| Sand I Qe

E- 3 1W Mo it g‘;mgi«-'(ﬂM

L)

Elwflﬁ'l B‘ iog |G OTVE

Sl - u Y

The agent can hang up or close the call by clicking on Close at the bottom right of the

Multimedia Window.

: - - “ -~ & “ — =
v ® M4 - W - ela A v = L
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With the multimedia call ended a new call can be made if required again by entering the digits
and pressing on Make Call as is shown. In this example the agent is calling the customer at
his/her request from the webchat session previous.

Check Ul Nurrbar

- R =
Bk Opend Teedl  Help
> ]. 7 u D - - - kg “
/ - II YRS v “ Ao s - - -
Lprt Musadhy 2 AW el JECT SR TR e N e ip W ki perdive Phecmbom
.M ' Work 51 | Outies Cmchity - "
B INCEAZeT) DMCEAAQere)
= e Tow
o s fogwd Cnws Dlvvnd
Tt =
Cogret Warde
95250
Ul ] Moo
C'.zr'
1 MuaCul |

10.4.3.

Verify POM status in ContactPro EMC and AES

Click on the Ready button and 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

T Mt ot

S Wopt | Swvets Workdist

=CCT Campaign Script

Ibaitin mvy naree 1 John Doe, am | Blking 50 Men: Maler

Question

o wenion 0157

Description

»

sty of gt

< "
il A0 DING Lz A Rbioe O

Anywer Re- Answer

SR e ALD Mitory | W
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10.5. Verify ContactPro for AIC

10.5.1.

10.5.2.

Verify CCT ContactPro AIC Login

Open the ContactPro AIC desktop, in the example below this was from a shortcut on the agents
desktop. Enter the proper credentials and click on OK.

=3 ContactPro - 3.5.2.340 X
Interaction Center Login
I agent1 |
Interaction Center Password
I G
Station Station Password
| 8230001] | -]
-_— AgentlD Agert Password
— | 8231001 | |
- [ Ger |[ ok || cowel |
Please enter you login details.

Verify Agent Status using ContactPro AIC

Once logged in the agent state can be changed using the buttons at the top left highlighted below.
Note also the station number (1005) and Agent ID (4405) once logged in. Click on AVL to make

the agent ready.
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A web request is generated by a customer (not shown) and queued to this agent. Once AVL is
pressed above the call appears as Alerting on the ContactPro desktop. The call can be answered
by pressing the Answer icon highlighted below.
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Once a chat is answered the web chat is opened in a new tab and the the agent can respond to
that request as is shown below, by entering some text and clicking Send.
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A new call can be made if required by entering the digits and pressing on Make Call as is

shown. In this example the agent is calling another agent extension.
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10.5.3. Verify POM status in ContactPro AIC

Click on the Ready button and 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
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11. Conclusion

These Application Notes describe the configuration steps required for ContactPro EMC, AES
and AIC from CCT Deutschland GmbH to interoperate with Avaya Aura® Call Center Elite
Multichannel R6.4.1, Avaya Interaction Center, Avaya Aura® Application Enablement Services
R6.3 and Avaya Proactive Outreach Manager (POM). All feature and serviceability test cases
were completed successfully, with any observations noted in Section 2.2.
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Document ID 555-245-205

[7] Avaya Aura® Application Enablement Services Administration and Maintenance Guide
Release 7.0

[8] Avaya Aura® Experience Portal 7.0.2 Overview and Specification

[9] Deploying Avaya Aura® Experience Portal 7.0.2 in an Avaya Customer Experience
Virtualized Environment

[10] Proactive Outreach Manager 3.0.2 Overview and Specification

[11] Implementing Proactive Outreach Manager 3.0.2

[12] Application Notes for configuring ContactPro EMC from CCT Deutschland GmbH with
Avaya Aura® Call Center Elite Multichannel R6.4.1 and Avaya Aura® Application
Enablement Services R6.3

[13] Application Notes for configuring Avaya Aura® Communication Manager R6.3, Avaya
Aura® Application Enablement Services R7.0 and Avaya Interaction Center R7.3 with
CCT ContactPro v3

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

e CCT ContactPro EMC Implementation Guide.
CCT ContactPro EMC Installation Guide.
CCT ContactPro EMC User Guide.

CCT ContactPro EMC Technical Specification.
CCT ContactPro EMC Test Specification.
CCT ContactPro EMC Port Ranges.

CCT ContactPro AIC Implementation Guide.
CCT ContactPro AIC Installation Guide.

CCT ContactPro AIC User Guide.

CCT ContactPro AIC Technical Specification.
CCT ContactPro AIC Test Specification.

CCT ContactPro AIC Port Ranges.
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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 76 of 76
SPOC 5/10/2016 ©2016 Avaya Inc. All Rights Reserved. ConPro_POM302


mailto:devconnect@avaya.com

