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Abstract

These Application Notes describe the configuration steps for provisioning CallTouch from
Northgate Public Services UK Limited with Avaya Aura® Contact Centre R6.4 and Avaya
Communication Server 1000 R7.6.

Readers should pay particular attention to the scope of testing as outlined in Section 2.1, as
well as 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 for provisioning CallTouch from
Northgate Public Services UK Limited with Avaya Aura® Contact Centre R6.4 connecting to
the Application Module Link (AML) on the Avaya Communication Server 1000 R7.6.
CallTouch is an Open Communications Platform capable of simultaneously controlling all
available communication mediums. Through this single platform a wide range of applications
may be facilitated including Integrated Communication Control System (ICCS), Call Handling,
Mobile Data, Locating, Callout and Directories.

The CallTouch Agent desktop achieves desktop softphone CTI via server side integration. There
are multiple server side adapters for connecting to multiple telephony platforms. CallTouch is a
server based, thin client, multi-channel contact centre and agent desktop that provides call
control and monitoring functionality to end users via the .net interface on the Communication
Control Toolkit (CCT) module of Avaya Aura® Contact Centre.

2. General Test Approach and Test Results

The interoperability compliance testing testing focused on verifying CallTouch Agent desktop
handling of CTI messages in the areas of call control, event notification and routing.

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 interoperability compliance testing focuses on various technical testing scenarios to verify
CallTouch with Avaya Aura® Contact Centre. In addition, serviceability tests were also
performed to assess the reliability and accuracy of the joint solution. The testing focused on the
following types of calls:

e Login/Logout operators using CallTouch
Basic Inbound/Outbound Calls
Hold Functionality
Ready/Not Ready Reason Code Selection
Voicemail and DTMF test
Serviceability testing
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2.2. Test Results

All Test Cases passed successfully. The following observations were noted:

e CallTouch does not support a “Blind” or “Unsupervised” transfer.

e The Northgate CallTouch servers being present were not an integral part of this
compliance testing. If they were not installed the testing could still be carried out. Each
client has its own relationship with the Contact Center.

e The Client workstations recover from a LAN failure automatically and do not need any
manual intervention.

e The Agents must be setup correctly on Contact Center as non-CCT users as outlined in
the Application Notes.

2.3. Support

Support from Avaya is available by visiting the website http://support.avaya.com and a list of
product documentation can be found in Section 10 of these Application Notes. Technical support
for the CallTouch product can be obtained as follows.

o Tel : +44 (0)8450705577
e Web https://www.northgateps.com/contact-us/
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3. Reference Configuration

The configuration in Figure 1 shows the setup for compliance testing. The Northgate solution
was connected to the Avaya solution, consisting of a CS1000 and a Contact Centre installed
connecting via AML to the CS1000, on the same LAN. The .net interface on the Contact Centre
provides CTI capability. An agent running the CallTouch Agent Desktop software from a
browser is used to answer/make the calls in a call center environment.

Note: The CS1000 and Contact Center share an isolated LAN called and Embedded Lan or E-
LAN.

Northgate Northgate
CallTouch Client 1 CallTouch Client 2

Northgate

Avaya 1140 IP CallTouch SQL Server

D -
(?s\l(]‘:;l::);e Avaya 1150 IP Northgate Northgate
Deskphone _ CallTouch Server 1 CallTouch Server 2
UNIStim = T ikl
lelephony LAN 0

Avaya Communication
Server 1000E R 7.6 T-LAN Connection

v= e )
i ‘= T E-LAN Connection
|

Avaya Aura® Contact
Centre Supervisor
Desktop

PSTN Caller

Avaya Aura® Contact
Centre R6.4 (AML)

Figure 1: Connection of Northgate CallTouch with Avaya Aura® Contact Centre R6.4 and
Avaya Communication Server 1000 R7.6
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4. Equipment and Software Validated

The following equipment and software was used for the compliance test.

Equipment/Software Release/Version
Avaya Communication Server 1000 running R7.6
on CPPM (See Appendix A for a full list of Patches)
Avaya Aura® Contact Centre running on a R6.4 SP16
Virtual Platform (See Appendix C for a full list of Patches)
Avaya 1140E IP UNIStim Deskphone 0625C8Q
Avaya 1150E IP UNIStim Deskphone 0627C8Q
Northgate CallTouch Server 125a.6.65.9.37
Northgate CallTouch Workstation 265.231.57.5.28
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5. Configure Avaya Communication Server 1000

It is assumed that a fully functioning CS1000 is in place with the necessary licensing and with an
E-LAN connection in place to the Contact Centre. For further information on the configuration
of the CS1000 please see Section 10 of these Application Notes. A telnet application such as
PUTTY is used to administer the CS1000. Open an SSH session to the Node IP address of the
CS1000, login to the CS1000 Linux application using the appropriate credentials and type
cslogin (not shown) to gain access to the PBX command line interface.

Note: A simulated PSTN connection was present on the CS1000 in the form of a QSIG ISDN
connection, the configuration of which is outside the scope of these Application Notes.

5.1. Configuration of Agent Deskphone for CTI

There is no specific setup required to allow CallTouch to take control of the set other than
ensuring Associate Set Assignment (AST) is set for the ACD (Key 0) and the SCR (Private DN).
In order to add or make a change to a set, enter overlay 20 by typing LD 20 at the > prompt.
Note the full printout of a programmed set that was used to test is included in the Appendix B of
these Application Notes.

Prompt Response Description

> LD 20 Enter Overlay 20

REQ chg change

TYPE 1140 Type of phone set

TN 96 0 0 6 Loop Shelf Card unit of the telephone
AST 00 03 Allow CTI for keys 00 and 03

Return to end

5.2. Add a new Control Directory Number (CDN)

In order to route calls to agents a CDN must be created on the CS1000. Enter overlay 23 in order
to create a CDN. Type LD 23 at the > prompt in order to enter the overlay.

Prompt Response Description

> LD 23 Enter Overlay 23

REQ new Add and new

TYPE CDN Control Directory Number

CUST 0 Customer Number 0

CDN 6100 CDN number 6100

Return to...

DEDN 6666 Default ACD DN (this is the ACDQ printed in Appendix B)

Return to end
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6. Configuration of Avaya Aura® Contact Centre

It is assumed that a fully functioning Contact Centre is already in operation and these
Application Notes do not go through the setup of the Contact Centre from the beginning rather
what steps are required in order to ensure that CallTouch can login and take control of phone
sets. For more information on the setup and configuration of Contact Centre please refer to
Section 10 of these Application Notes.

Note: A printout of the patch list is available in Appendix C.

Log into the Contact Centre by opening a web session to the Contact Centre sever and enter the
proper credentials and click on the Login button.

AVAyA Contact Center - Manager About | Change Passwo
Login
userip |
Password|

6.1. Contact Centre Configuration
Select Configuration as highlighted below.

AVAYA Contact Center - Manager About | Audit Trail
Launchpad
@ Contact Center Management @ Configuration
(g Access and Partition Management (g Scripting
(g Real-Time Reporting (g Emergency Help
(©)  Historical Reporting &) outbound
@ Call Recording and Quality Monitoring @ Multimedia
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A CDN for emergency calls should be added in order to route the emergency calls to the agents.
To add a CDN to the Contact Centre click on CDN’s (Route Points) in the left window and
enter the CDN details in the right window and ensure that Acquired? is ticked. Note this will be
the same CDN as was created in Section 5.2 above.

AVAYA Configuration

Server Download Status Launchpad Help
--{Z) ABCCE3VMPG

(D sctivity Codes CDHs (Route Points)
DCaII Presentation Classes

| CDNs | Open Queue |

|1 Contact Types Name Humber Call Type Acouired? Status
[_1DMSs b _[MorthE100 5100 Local Il Boquired
[JFarmulas Morth&101 E101 Local |l Acquired
([ ikl Settings MorthiE102 6102 el I Acauired
[ Historical Statistics MNarth&103 6103 Local = Acquired
[_ImR ACD-DNs Morthie1 04 104 Lol Il Acquired
[_JPhoneset Displays * i

[Phonesets and Voice Ports
[ Realtime Statistics
D Routes
[ Skilsets
D Threshold Clazses
+-{Z) AACCE3VMPG_CCT
= AACCEIVMPG_CMM

£

In order to route the emergency calls to the agents, emergency skillsets must be added. Click on
Skillsets in the left window and enter the information for the skillset in the right window.

AVAYA Configuration
Server Download Status Launchpad Help
=-{Z] AACC63VMPG
I:I Activity Codes Skillsets
DCE" Presentation Classes
DCaII IREBEELRE) e EEly Mo g Contact Type Prefix Skillzet Mame Default Activity Cocde Threshold Class Call Age Preference
(1CDNs (Route Points) } [Woice_Mai Jvm_ Detautt_Shilzet 00, Shilset_Defautt_Actviy Code | Skilset_Template First In Gueus
[ contact Types M3 M Defaut_Skilzet 00, Skilset_Defautt_Actviy Code | Skilset_Temglate First In Gusus
Daonss Fau Fr_ Defaut_shilset 00, Skilset_Defaut_activiy_Code | Skilset_Template First In Queus
Carormuas _ Scanned_Documert  |SO_ Dietaut_Skilset 00, Skilset_Defautt_Actviy Code | Skilset_Template First In QueUs
@ (el ) Sl Opene =N Detautt_Shilzet 00, Skilset_Defautt_Actviy Code | Skilset_Temglate First In Gusus
[istorical Statistios Predictive_Outbound |PR_ Defaut_Skilzet 00, Skilset_Defautt_Actviy Code | Skilset_Temglate First In Gueus
DNR A Dutbound OB Default_Skillzet 00, Skilset_Defautt_Activity _Code Skillzet_Template First In Gueue
(m Bl Wieh_Communications | 1NG_ Defaut_Skilset 00, Skilset_Default_Activty_Code | Skilset_Template First In Guieve
DphD”e_SEtS e Wl [P Etvizil EM_ Tietault_Shilset 00, Skilzet_Defautt_Actviy Code | Skilset_Template First In Queue
(Realtime Staistics oice Detautt_Shilzet 00, Skilset_Defautt_Actviy Code | Skilset_Temglate First In Gusus
Faies Siee Emergtes 0, Sleel DeTal_fctly code— [oRIeel Template Fratln Cueue
—— nice Non_EmergOpp 00, Skilset_Defaut_sctiviy_Code | Skilset_Template First In GueLe
oiCe Addmir 00, Skilset_Defautt_Activity_Code Skillzet_Template First In Queue
* % CEY LI e e S oice Pukblic: 00, Skilset_Defaut_activity _Code Skillset_Template First In Gueue
+(Z) AACCEIVMPG_CMIM =
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A Call Presentation Class is required for the Emergency Agents. To add a new Call Presentation
Class click on Call Presentation Classes in the left window and add the call presentation class
details in the right window ensure that Call Force Delay is selected for the Presentation Option
and set the Call Force Delay Timer to 1.

AVAyA Configuration Logaed in user: we

Server Download Status Launchpad Help
=-{Z) AACCE3VMPG

Call Presentation Classes Servel

. Call Force Delay Return To Queue  |After Return to Gueus,  [After Call, Break "
g CDMs (Route Poirts) Mame Presentation Option Timer After N Seconds  |Make Phoneset b R s Answer By Placing DN Call On Hold
Canlize e P |Cal Centre Admin|Return To Gueue o 18 Mot React

i . £ Iy 0 I
Qonss Non-Emerg_Opp Lt Call Ring D i s, 10 r
(DFormules Emerg_Opp Call Force Delay 1 s, s, 5 r
(D Giohal Settings EminT Tall Force Delay 7 S s z i
([ Historical Statistics * Ini
(IR ACD-DNs

[:l Phoneset Displays
D Phonesets and Voice Ports:
[L]Realime Statistios
[Routes
[ Skillsets
[:l Threshold Classes

+ {2} AACCEIVMPG_CCT

+ {2 AACCHIVMPG_CMM

Activity codes must be added to allow for the not ready reason codes to operate. Click on
Activity Codes in the left window and add the required activity codes in the right window.

AVAYA Configuration

Help

Server Download Status Launchpad

¥ Activity Codes
|_1Call Presentation Classes
[ call Recording a.nd Guality Manitoring Name Mumber Display Mame
(cons (Route Poirts) P [System Defau_Activity_Code [0 System_Defautt_Activity_Cadle
() cortact Types Shillset_Default_tetivty_Code |00 Skillset_Default_sctivity_Code
(priss Not_Readly_Default_Reason_Co|000 Mot_Ready_Default_Reason_Code
Carormuiss ) MatRey_Pull_Mode_Default_Cock[0000 MotRely_Pull_Mode_Default_Code
([ Global Settings Camfort_Break K] Comtort Break
[ Historical Statistics — —
Training 0o Training
IR ACD-Dhs Agministration ooz Admiristration
D Phoneset Dlsplays. Cther_Break nod Cther Break
@ Phone_sets anf:! ".v"DICE Ports Mesting 005 Meeting
[_IResl-time Statistics Birwave_Cal o7 Airwarve Call
[:I Foutes *
[ Skillzets
[ Threshold Claszes
+-(Z) AACCE3VMPG_CCT
+-{iZ) AACCE3VMPG_CMM

Once the configuration details are entered, click on Launchpad at the top of the screen, (hot
shown), to get back to the start menu.
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6.2. Contact Centre Agents
Select Contact Centre Management shown below. All the Agent details are configured in this

section.

AVAYA

Contact Center - Manager

Launchpad
[( Contact Center Management
{ Access and Partition Management
[( Real-Time Reporting

=

Historical Reporting

=

(=) () () (S)|()

Call Recording and Quality Monitoring

About | Audit Trail

(Z)  configuration
(@ Scripting

(@ Emergency Help
(g Outbound

() Multimedia

Enter a suitable name and login details for the new agent. Ensure that the Call Presentation is that
which was created in Section 6.1.

AVAYA

View/Edit Add  Status
= D CCM Servers (Supervisors)
= () AACCEIVMPG
+ Supervizor Default
Supervisor PGTest
- Agert] TestCT
*-” Mgent2 TestCT2
#o@y” Mgentd TestCT3
+ " Displ Testt
# " Disp2 Testz

Contact Center Management

Launchpad  Help

Agent Details: TestCT Agentl

Logged in user: webadn

Server: AACCo3

¥ User Details

First Mame: ~ |TestCT
Lost Name:

Title: ‘ |
Department: ‘ |
Language:

Comment:

¥ Agent Information

Primary Supervisor: = | Supervisor PGTest |

Logged Out

Agent Key:
Login Status

w Contact Types

User Type: Agert -
Login ID: =1

Personal DN:

ACD Queue: BEEE

ACD Queue Error:

Call Presentation: | Emerg_Opp v
Threshold: Agent_Template w

Tn Name:

[ contact Type ~

Predictive_Qutbound

O
|+
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Ensure that Voice is selected for the Contact Type and add the skillset created in Section 6.1.
Click on Submit once all the details are entered correctly.

Contact Center Management

AVAYA

View/Edit Add Status Launchpad Help
= DCCM Servers (Supervisors) w Contact Types

=-{E) AACCEIVMPG
+ QSupervisor Default | Contact Type ¥ |
= Supxervisor PTest Predictive_OQutbound [F e
+-ga Agent] TestCT
oy Agent? TestCT2 Scanned_Document [F
v Agertd TestCTa sMS O
+-da Displ Test! ;
Wi v
+-da Disp2 Test2 olee
Voice_Mail [F
Web_Communications [F W
v Skillsets
| Skillset Name (4) « Contact Type Priority
Adminl oice 2 v
Default_Skillset Voice 5 w
EmergCpp Voice 1 w
Public oice 3 v
» Assign Skillsets
» Partitions
[Clear] I[ Create Mew ] [ Create Mary
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6.3. Creating an Application for Emergency Routing

All routing changes are done using Orchestration Designer, this allows Applications or Scripts to
be created and associated with a CDN or route point. The download and initial setup of
Orchestration Designer is outside the scope of these Application Notes. For information on the
setup and configuration of Orchestration Designer please refer to Section 10 of these Application
Notes.

A new application was created for the routing of emergency calls and this is associated with the
CDN created on the CS1000 in Section 5 above. Open Orchestration Designer (not shown) and
Connect to CCMA as shown below.

Note: CCMA stands for Contact Centre Manager Administration.

| 18 Avaya Aura Orchestration Designer

File Edit View N Window Help
9 B
Contact Cent = =8
Not connected to
(Generate Documentation
Synchronization 3
* local &2 =0
€ 1052331
= AVAYA_LAD
# Synchronization 23 [g_Prob\ems ¥ =0
Mo Synchronization Exists
Marne State User Diate Modified
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Navigate to Applications in the left window and right click and select New—> Application as
shown below.

1@ Avaya Aura Orchestration Designer,

File Edit Yiew Contact Center Window Help
: € @ & ¢

Contact Center 23 =0 =8

%J. & | Refresh  FS
b‘_J. Fi_Fax_Primary
B_J. IM_InskantMsg_Primary
Masker_Script

b‘_J. MultimediaFlow

"’_J. Metwork_Script

b‘_J_ OB_Outbound_Primary
b‘_J. PR_Predictive_Primary
8{5_ Public

b‘_J. SD_Scanned_Primary
é‘_J. SimpleGresting

B SM_SMS_Primary

b‘_J. WI_Video_Primary

A‘_J. WI_Yoicemail _Primary

(% Lacal 22 =0

€ 10.52.3.31
€ AvAYA_LAB

*) Synchronization 52 | [21 Problems =0

hln Svnchronizatinn Evick:

Below shows an example of a script used to route calls to a skillset. Once this is completed select
Contact Centre and Activate Application as shown below in order to make this active.

= Avaya Aura Orchestration Designer,

File Edit Yiew ReGpEELSGER Window  Help
& v Connect To CCMA = =
Contack Cent Ackivate Application F O ‘%{_’; Emerglpp &4
Deactivate Applicati
& eactivate Application ~ 1!},1r Emergopp *7
g 2Give Ringhack
o 3Wait z
E . 40meue to skillset EmergOpp
E Generate Documentation Siait z
IL" Synchronization » Ghisconnect
t}é MECWork_SCcrpt
b’_J. OB _Cutbound_Primary
b’_d. PR_Predictive_Primary
&a_ Public
b’_d. SD_Scanned_Primary
E}_J. SimpleGreeting
B SM_SMS_Primary
bﬂ YI_Yideo_Primary
bﬂ W1 _Moicemail_Primary
bd WiZ_Web_Primary
[== Application Variables [Full Control] —
w
PG; Reviewed: Solution & Interoperability Test Lab Application Notes 13 of 42

SPOC 5/31/2017 ©2017 Avaya Inc. All Rights Reserved. CallTouchAACC64



6.3.1. Associate an Application with a CDN

In order to associate an application with a CDN the master script must be opened as shown
below. Double click on Master_Script in the left window. In the main window expand on
Application Manager Data - CDNs select the required CDN and click on Add as shown
below. Once this is selected a new window caller Application Chooser opens where the
Application to be associated with this CDN is chosen as is shown below. Click on OK once this
is done.

@ Avaya Aura Orchestration Designer

€ @k
Contact Center &3 =0 % EmergCpp
i Application Chooser
== applications [Full Cantrol] -~ Route Configuration: PP
Fes Adminl
ki EM_Ernail_Primary Avalable Routes: == Valid Applcations
&i_ Emerglpp -
bi F¥_Fasx_Primary [=)-[= Application Manager Data
P IM InstantMsg Primar ER D
i MultimediaFlow =3 F)NISS _ bi IM_Inskantfsg_Primary
b4 Nebwark_Script = (= Application Varishles $4 OB_Cutbound_Primary
$4 OB_Outhound_Primary = con Hi4 PR_Predictive_Primary
b‘i FR._Predictive_Primary = an &i_ Public
%s Public (= DhIs <R b‘ S0 _Scanned_Primary
- ENOYE ]
b’i SD_Scanned_Primary = wipalp bﬁ SM_3MS_Primary
T SimpleGreeting B vI_video_Primary
b’i SM_SMS_Primary bi W _oicemail _Primary
bi YI_Wideo_Primary — b‘ WC_Web_Primary
b‘i WM _Yoicermnail_Primary =&
Lra wir wish Brimar: b B
[ Locd 52 =0
€ 1052331
€ awews_Log -
Default Skillset: | Default_Skillset
]
*) Synchronization &3 | [ Problems =0
Mo Synchronization Exists
Marme State User Date Modified
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6.4. Configure CCT Users on the Contact Centre Server

Navigate to Computer Management, (not shown) and select Users from the left window and
right-click and select New User. Enter a suitable user name and password for this new user.
Click on Create once this user information is entered. Any user that will be created in CCT must

also be added here.

W=
File Action View Help
L Mzl NENEY
;g-- E;ompuber Management (Local) MName | Full Mame | Description | Actions
= '[[’.E System Tools &Jndministrator Built-in account for administerir _
@ Task Scheduler i ﬂil
{2 Event Viewer i Mare Actions »
| Shared Folders i User name: ITestCT1
=l #& Local Users and Groups | 4 i »
J LEEE 4 Full name: ITESi cm n
| Groups ”i "
@ Performance ‘i Description: ITest User for CCT
24 Device Manager q
=
[= (=5 Storage *i
_ 1= Disk Management *i Tererl I".....".o
4 Services and Applications 4
Confirm password: I"""""|
[ User must change password at nest logan
™ User cannot change password
¥ Password never expires
™ Account is disabled
Help I Create I Close
1] | i
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6.5. Configuring Communication Control Toolkit

It is assumed that the CS1000 information has already been imported into the Communication
Control Toolkit (CCT) and thus is beyond the scope of these Application Notes. For further
information on CCT and importing CS1000 information please refer to Section 10 of these
Application Notes.

In order to make changes in CCT navigate to configuration from Launchpad as shown below.

AVAyA Contact Center - Manager About | Audit Trail
Launchpad
(§ Contact Center Management [( Configuration

(3
{c

(K Historical Reporting [(

(o)
-

),
EIIEI=](E)]

Access and Partition Management Scripting

Real-Time Reporting Emergency Help

1) () (¢

Qutbound

[(}

()]

Call Recording and Quality Monitoring [( Multimedia

Once in configuration open the CCT server in the left window and click on Launch CCT
Console in the right window.

AVAyA Configuration Logged in user:

Server Download Status

() AACC63VMPG
RACTCTUNTE

Launchpad Help

CCT Administration Sel

CCT Administration URL hitp /AACCEIVIMPG:8081\WWebAdmin/

Launch CCT Console
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6.5.1. Add CCT User

To add a new CCT User, right click on Users in the left window and select Add new User, as
shown below.

AVAYA CCT Administration

¢ CCT Users
,L,Ijmq‘v’iew Dietails -
v Login User Hame First Name LastName D
b Gr AACCEIVMPGITestCTY CTH agentt O
b Providers AACCEIVMPGTEStCTZ CT2 Agentz | [
AACCEIVMPGwypadm CADG User O
AACCE3VMPGITESICT3 CT3 agentz [
H # 4 B M
4 CCT Users found, displaying 4 CCT Users. Page 1 /1
Delete

Enter the user details note these should be the same as those configured in Section 6.4.

AVAYA CCT Administration

v

Users

Update CCT User

&) User Details

Workstations
13 Groups Login User Hame AACCE3VMPGTestCT1
P Providers First Name cT1
Last Name Agentl

@ Address Assignments

e Terminal Assignments

Available Resources Assigned Resources

Passive

Passive
O . Terminal O . Terminal
0 Ling 96.0.0.4
@ O Line 96.0.0.5
O O Ling 96.0.06
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6.5.2. Add Workstation
Right click on Workstations and select Add new Workstation as shown below.

AVAYA CCT Administration

¢ Workstations
Users a
Workstati M\Jiew - Workstation [
P Groups m iccsxanoz | O
b Providers iccsxanor [0
paulglaptep | [
IccsNPAsot O

H & 4 | B M

4 Workstations found, displaying 4 Workstations. Page 1/ 1
Delete

Enter the name of the workstation to be added and click on Save once done.

AVAYA CCT Administration

¢ Update Workstation

Users

Workstation Name ICCSXA002

Workstations
Save

P Groups
b Providers
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6.5.3. Associate a Workstation with a Terminal

In order to be able to use a particular terminal or phone set with a workstation this workstation

must be associated with this line or terminal as shown below. Click on Providers - Passive >
Terminals in the left window. Select a line or Terminal in the right window by double-clicking
on the desired line/terminal.

AVAYA

CCT Administration

IVRs

Terminals

Name Type Enabled |:|
Line 96.0.0.4 AGENT true O
Ling 96.0.0.5 | AGENT true O
Line 96.0.0.6 AGENT frue O

H #H 4 P B H

3 Terminals found, displaying 3 Terminals. Page 1/ 1

Once a line/terminal has been selected scroll down to Workstation assignment, add the
workstation to be associated with that line or terminal. Click on Save once finished. This

procedure must be repeated for each Terminal — Workstation assignment.

TOUT O

(3| @0

H 4 4« » » H H 4 4« » » H
12 Address found. Page 1/ 1 2 Address found. Page 1/ 1

IO Workstation assignment

A workstation iz already assigned. No more can be assigned.

Available workstation Assigned workstation

O Workstation O Workstation
O paulglaptop I O ICCSXADDT I
F ICCSXADOZ @
.l new workstation 0
] ICCSNPASD
K« <« »»H K« <« » N

4 Workstation found. Page 1/ 1 1 Workstation found. Page 1/ 1

Save
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7. Configure Northgate Public Services CallTouch

All configuration of the CallTouch solution is done by the Northgate engineers and is therefore
outside the scope of these Application Notes. For any information regarding the setup of the
CallTouch solution please contact Northgate as outlined in Section 2.3 of these Application
Notes.

Note: An extract of the RuleOps file from CallTouch is contained in the Appendix D of these
Application Notes.
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8. Verification Steps

The following steps can be taken to ensure that the CallTouch has full call control over the
desired phone sets.

8.1. Verify that Ref Client can be used to log in an agent

RefClient is a program used by Avaya to verify that full call control is available. Open RefClient
as shown below.

= RefClient

File Edit “iew Faworites  Tools  Help a.

\_) Back -J I.E pSearch I{_ Folders v

Address |[75) C:\Documents and SettingsiPaul GreaneyiDesktoplRefClient

] ~ o Mortel CCT dil

File and Folder Tasks ‘.ﬁ £.3.0.35
CCT Full APT
@ Rename this file
‘L’; Mave this File —| RefClient
e CCT Reference Client

Copy this file Avaya Inc.

& Publish this file to the Web
() E-mail this Fil

3¢ Delete this file Session  Wiew  Preferences  Help

Markel ZCT. wWhCF. dll
8.3.0.4
ZCT WCF Service Definition

RefClient.exe.config
COMFIG File
SKB

l€ CCT Reference Client

| The client iz currently dizconnected. Use the "Session/Connect” command to begin. |

Other Places

@ Desktop

@ Offiine |

@ My Documents
[5) Shared Documents
n_ei My Computer

la My Metwork Flaces

Select Session = Connect As.

ld CCT Reference Client

Session | Wiew  Preferences  Help
Zanneck i
rrently disconnected. Use the "Session/Connect” command to beain.

| Conneck As. .. |
Disconneck

:
Exit
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Enter the UserID and Password of a CCT user created in Section 6.4 above.

2
- .

I1zer Credentials
" Current Windows L ser

' Specified User Cancel

zer ID: TestCT1
Dramair: AACCENMPG
Paszword: I—

| L= [ Cancel

Click on the AGT icon and select Agent Login as shown below.

18 CCT Reference Client - 192.168.50.50 - TestCT1

Session Wiew  Preferences Help

Avalable Dezkiop Devices Terminal / Address Status

- E LiﬂE.U-D-4 Q DND | % PwD @ &genk Lagin, ..
4
3204 @ DND | FwD | h &gent Lagouk
| J Ready

Call Supervizor Mok Ready with Reasaon, ..

Temminal / Addresz | Local State Femate State | Tupe Contact Calling Called

(& 4| =) I =
| @ Oriire 0 | 144001
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Once logged in correctly, the agent should be able to go Ready and Not Ready as shown here.

8 CCT Reference Client - 192.168.50.50 - TestCT1

Session Miew  Preferences  Help
Awailable Dezkiop Devices Terminal / Address Status
-5 Line 96.0.0.4 @ DND | Pl @ &~ e
E' ;
57 1904 5 DMD | % FwD| MS  agent Logout
[ Mot Ready with Reason...
Terminal / Address | Local State Remaote State | Tupe Contact Calling Called
[ 5 % i T
& [l k> L
| @ Online 0| 144125
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8.2. Verify that CallTouch has full CTI control
Log into CallTouch by double-clicking on the CallTouch Icon as shown below.

File Edit Wiew

W o

Favorites

Tools  Help

L

I.I /-.-\JSearch [1_ Faolders v

Address |@ C:YCalkouch

Mame

& McIEz.ocx

S MSCOMETL. acx
(A MECOMMEZ, 00
&) MEFLYGRD. acx
(A MEHFLRGD, 00
] THREED32. 00
FlcT_FarPaintreg

55, tester

%) addinManager, di
S ATLOLL

&) btrzzdio.di

&) el

&] CommonTelephony. dil

&] CommonTelephonyPhysicalMa. ..

& crapsz.di
& FMz0.di

&) FMz0ENU. I
S)MFC4z.DLL

&] Microsaoft. Practices, Enterprise. ..
&] Microsaoft. Practices, Enterprise, ..
&] Microsaft, Practices, Enterprise, .,
&] Microsoft. Practices, Enterprise, ..
&] Microsoft, Practices, Enterprise, .,
&] Microsoft. Practices, Enterprise. ..

<
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Size
194 kB
1,040 KB
102 KB
239KB
429 KB
196 KB
ZG KB
296 KB
SKE
45 KB
SKB
65 KB
175 KB
423 KB
S3KE
47 KB
44 KB
1,103 KB
26 KB
973 KE
151 KB
327 KB
163 KB
143 KB
491 KB
395 KB

Fae
Type ~

Ackiver Control
Activer! Control
Ackiver Control
Activer! Contraol
Actives Control
Activex, Control
Application
Application
Application
Application
Application Extensior
Application Exkensior
Application Extensior
Application Exkensior
Application Extensior
Application Extensior
Application Extensior
Application Exkensior
Application Exkensior
Application Extensior
Application Exkensior
Application Extensior
Application Exkensior
Application Extensior
Application Exkensior
Application Exkensior 4

>

2 %)

General | Shortcut |C0mpatibility Security

Target type;

Calltouch BSE4

Application

Target location: Callkouch

Target:

Start in:

Il C:ACaltouchhRulebase exe BSE4 RuleDps.cte I|

|c: \Calltouch

Shortcut key: | Mone

Rur:

Camment; |

| M ormnal window

]

[ Find T arget... ] [ Change lcon... ] [ Advanced... ]

0K

] [ Cancel Apply
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Once logged in, make a call to the emergency CDN number, this call should be able to be
answered by the CallTouch application as shown.

The agent can be made to go “Not Ready” using the CallTouch application. A list of Not Ready

Reason codes can be chosen as shown.
Ad '
’ ’ ’ Ot i
Meeting
Training
Aireeave Call

el
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9. Conclusion

These Application Notes describe the configuration steps needed to ensure CallTouch from
Northgate Public Services UK Limited can fully interoperate with Avaya Aura® Contact Centre
R6.4 and Avaya Communication Server 1000 R7.6 by using Computer Telephony Integration
(CT1) via a connection to the CCT module of the Contact Centre. Please refer to Section 2.2 for
test results and observations.

10.

Additional References

This section references documentation relevant to these Application Notes. The Avaya product
documentation is available at http://support.avaya.com where the following documents can be

obtained.

[1] Software Input Reference Administration Avaya Communication Server 1000, Release
7.6; Document No. NN43001-611_05.02

[2] Avaya Aura® Contact Centre Administration, Doc # NN44400-610, Issue 04.02 Release
6.4

[3] Element Manager System Reference —Administration Avaya Communication Server 1000
Doc # NN43001-632, 05.04

[4] Avaya Aura® Orchestration Designer Release 6.0.0.10.02

The CallTouch product documentation can be found at http://www.northgateps.com or by contacting
Northgate whose details can be found from Section 2.3.
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Avaya CS1000 R7.6 - Linux Patches

Appendix A

Product Release: 7.65.16.00

In system patches: 8

PATCH# NAME IN SERVICE DATE SPECINS TYPE RPM

42 p31484_ 1 Yes 07/03/16 NO FRU cs1000-shared-general-7.65.16-00.1386
43 p33125 1 Yes 07/03/16 NO FRU cs1000-0S-1.00.00.00-00.noarch
44 p33274 1 Yes 07/03/16 YES FRU initscripts-8.45.25-1.e15.1386
45 p33384 1 Yes 07/03/16 NO FRU cs1000-05-1.00.00.00-00.noarch
46 p33456 1 Yes 07/03/16 YES FRU cs1000-0S-1.00.00.00-00.noarch
47 p33493 1 Yes 07/03/16 NO FRU cs1000-0S-1.00.00.00-00.noarch
48 p33554 1  Yes 07/03/16 YES FRU cs1000-05-1.00.00.00-00.noarch
49 p33557 1  Yes 07/03/16 YES FRU cs1000-05-1.00.00.00-00.noarch
In System service updates: 42

PATCH# IN SERVICE DATE SPECINS REMOVABLE NAME

0 Yes 06/03/16 YES YES cs1000-patchiWeb-7.65.16.23-1.1386.000

1 Yes 04/03/16 NO YES cs1000-Jboss-Quantum-7.65.16.23-5.1386.000

2 Yes 07/03/16 NO YES cs1000-pd-7.65.16.21-00.1386.000

3 Yes 04/03/16 YES YES cs1000-dmWeb-7.65.16.23-4.1386.000

4 Yes 06/03/16 YES YES cs1000-1linuxbase-7.65.16.23-21.1386.000

5 Yes 07/03/16 NO YES cs1000-shared-carrdtct-7.65.16.21-01.1386.000
6 Yes 07/03/16 NO YES cs1000-shared-tpselect-7.65.16.21-01.1386.000
7 Yes 07/03/16 NO yes cs1000-dbcom-7.65.16.21-00.1386.000

8 Yes 07/03/16 NO YES cs1000-snmp-7.65.16.21-00.1686.000

9 Yes 07/03/16 NO YES cs1000-shared-omm-7.65.16.21-2.1386.000

10 Yes 07/03/16 YES YES cs1000-emWebLocal 6-0-7.65.16.22-1.1386.000

11 Yes 07/03/16 YES YES cs1000-ipsec-7.65.16.22-1.1386.000

12 Yes 07/03/16 YES YES cs1000-csmWeb-7.65.16.22-2.1386.000

13 Yes 07/03/16 YES YES cs1000-csoneksvrmgr-7.65.16.22-5.1386.000

14 Yes 07/03/16 YES YES cs1000-baseWeb-7.65.16.22-4.1386.000

15 Yes 07/03/16 YES YES cs1000-oam-logging=-7.65.16.22-4.1386.000

16 Yes 07/03/16 YES YES cs1000-csv-7.65.16.22-2.1386.000

17 Yes 07/03/16 YES YES cs1000-nrsm-7.65.16.22-3.1386.000

18 Yes 07/03/16 YES YES cs1000-mscTone-7.65.16.22-2.1386.000

19 Yes 07/03/16 YES YES cs1000-mscMusc-7.65.16.22-4.1386.000

20 Yes 07/03/16 YES YES cs1000-mscConf-7.65.16.22-2.1386.000

21 Yes 07/03/16 YES YES cs1000-mscAnnc-7.65.16.22-2.1386.000

22 Yes 07/03/16 YES YES cs1000-mscAttn-7.65.16.22-2.1386.000

23 Yes 07/03/16 NO YES cs1000-gk-7.65.16.22-1.1386.000

24 Yes 07/03/16 YES YES cs1000-shared-xmsg-7.65.16.22-1.1386.000

25 Yes 07/03/16 NO YES cs1000-sps-7.65.16.23-1.1386.000

26 Yes 07/03/16 YES YES cs1000-cs-7.65.P.100-03.1386.000

27 Yes 07/03/16 NO YES bash-3.2-33.el15_11.4.1386.000

28 Yes 07/03/16 YES YES cs1000-shared-pbx-7.65.16.23-1.1386.000

29 Yes 07/03/16 YES YES cs1000-emWWeb_6-0-7.65.16.23-3.1386.000

30 Yes 07/03/16 NO YES libxml2-2.6.26-2.1.25.el15 11.1386.000

31 Yes 07/03/16 NO YES libxml2-python-2.6.26-2.1.25.e15 11.1386.000
32 Yes 07/03/16 NO YES freetype-2.2.1-32.e15 9.1.1386.000

33 Yes 07/03/16 NO YES cs1000-cs1000WebService 6-0-7.65.16.23-1.1386.000
34 Yes 07/03/16 YES YES cs1000-ftrpkg-7.65.16.23-1.1386.000

35 Yes 07/03/16 NO YES cs1000-cppmUtil-7.65.16.23-4.1686.000

36 Yes 07/03/16 NO YES tzdata-2015a-1.e15.1386.000

37 Yes 07/03/16 YES YES cs1000-tps-7.65.16.23-15.1386.000

38 Yes 07/03/16 YES YES kernel-2.6.18-406.e15.1686.000

39 Yes 07/03/16 YES YES jdk-1.6.0 101-fcs.1586.000

40 Yes 07/03/16 YES YES cs1000-vtrk-7.65.16.23-76.1386.000

41 Yes 07/03/16 YES YES cs1000-bcc-7.65.16.23-10.1386.000
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Avaya CS1000 R7.6 - Call Server Patches

VERSION 4121

RELEASE 7

ISSUE 65 P +

DeplList 1: core Issue: 01 (created: 2016-12-20 03:51:22 (est))

IN-SERVICE PEPS

PAT# CR # PATCH REF # NAME DATE FILENAME SPECINS
0000 wi01199336 ISS1:10F1 p33410 1 02/02/2017 p33410 l.cpl NO
0001 wi01088055 ISS1:10F1 p32607 1 02/02/2017 p32607 l.cpl NO
0002 wi01098433 ISS1:10F1 p32736_1 02/02/2017 p32736_l.cpl NO
0003 wi01199608 ISS1:10F1 p33414 1 02/02/2017 p33414 1.cpl NO
0004 wi01146254 ISS1:10F1 p33127 1 02/02/2017 p33127 1l.cpl NO
0005 wi01075149 ISS1:10F1 p32475 1 02/02/2017 p32475 1l.cpl NO
0006 wi01070585 ISS1:10F1 p32383 1 02/02/2017 p32383 l.cpl NO
0007 wi01128512 ISS1:10F1 p32997 1 02/02/2017 p32997 l.cpl NO
0008 wi01098783 ISS1:10F1 p32748 1 02/02/2017 p32748 l.cpl NO
0009 wi01133960 ISS1:10F1 p33034 1 02/02/2017 p33034 1l.cpl NO
0010 wi01137694 ISS1:10F1 p33081 1 02/02/2017 p33081 l.cpl NO
0011 wi01068011 ISS1:10F1 p33182 1 02/02/2017 p33182 l.cpl NO
0012 wi01153896 ISS1:10F1 p33185 1 02/02/2017 p33185 l.cpl NO
0013 wi01115369 ISS1:10F1 p32889 1 02/02/2017 p32889 l.cpl NO
0014 wi01171418 ISS1:10F1 p33278 1 02/02/2017 p33278 l.cpl NO
0015 €S1000-7113 ISS1:10F1 p33623 1 02/02/2017 p33623 1l.cpl NO
0016 wi01201882 ISS1:10F1 p33427 1 02/02/2017 p33427 1l.cpl NO
0017 wi01079444 ISS1:10F1 p32564 1 02/02/2017 p32564 1.cpl NO
0018 wi01089519 ISS1:10F1 p32665 1 02/02/2017 p32665 1l.cpl NO
0019 wi01065248 ISS1:10F1 p32412 1 02/02/2017 p32412 1l.cpl NO
0020 wi01052968 ISS1:10F1 p32540 1 02/02/2017 p32540 1l.cpl NO
0021 wi01144609 ISS1:10F1 p33119 1 02/02/2017 p33119 l.cpl NO
0022 wi01132244 ISS1:10F1 p33041 1 02/02/2017 p33041 l.cpl NO
0023 wi01045058 ISS1:10F1 p32214 1 02/02/2017 p32214 1l.cpl NO
0024 wi01053920 ISS1:10F1 p32303 1 02/02/2017 p32303 l.cpl NO
0025 wi01169714 ISS1:10F1 p33335 1 02/02/2017 p33335 l.cpl NO
0026 wi01151870 ISS1:10F1 p33162 1 02/02/2017 p33162 1l.cpl  YES
0027 wi01099300 issl:lofl p32704 1 02/02/2017 p32704 1l.cpl NO
0028 wi01171467 ISS1:10F1 p33270 1 02/02/2017 p33270 1l.cpl NO
0029 wi01207693 ISS1:10F1 p33452 1 02/02/2017 p33452 1.cpl NO
0030 wi01120705 ISS1:10F1 p32930 1 02/02/2017 p32930 l.cpl NO
0031 wi00959458 ISS1:10F1 p31551 1 02/02/2017 p31551 1.cpl NO
0032 wi01197054 ISS1:10F1 p33397 1 02/02/2017 p33397 l.cpl NO
0033 wi01065118 ISS1:10F1 p32397 1 02/02/2017 p32397 1l.cpl NO
0034 wi01181174 ISS1:10F1 p33316 1 02/02/2017 p33316 l.cpl NO
0035 wi01053597 ISS1:10F1 p32304 1 02/02/2017 p32304 1l.cpl NO
0036 wi01071996 ISS1:10F1 p32461 1 02/02/2017 p32461 1l.cpl NO
0037 wi01127527 ISS1:10F1 p32988 1 02/02/2017 p32988 1l.cpl  YES
0038 wi01008182 ISS1:10F1 p33277_1 02/02/2017 p33277 l.cpl NO
0039 wi01096842 ISS1:10F1 p32731 1 02/02/2017 p32731 1l.cpl NO
0040 wi01068922 ISS1:10F1 p32454 1 02/02/2017 p32454 1.cpl NO
0041 wi01182880 ISS1:10F1 p33328 1 02/02/2017 p33328 1.cpl NO
0042 wi01138136 ISS1:10F1 p33191 1 02/02/2017 p33191 1.cpl NO
0043 CS1000-6738 ISS1:10F1 p33495 1 02/02/2017 p33495 1.cpl NO
0044 wi01156086 ISS1:10F1 p33269 1 02/02/2017 p33269 1.cpl NO
0045 wi01045144 ISS1:10F1 p33202 1 02/02/2017 p33202 1.cpl NO
0046 wi01120458 ISS1:10F1 p32929 1 02/02/2017 p32929 1.cpl NO
0047 wi01078721 ISS1:10F1 p32553 1 02/02/2017 p32553 1.cpl NO
0048 C€S1000-7208 ISS1:10F1 p33648 1 02/02/2017 p33648 1.cpl NO
0049 wi01059388 issl:1lofl p32628 1 02/02/2017 p32628 1l.cpl NO
0050 wi01065922 ISS1:10F1 p32516 1 02/02/2017 p32516 1l.cpl NO
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0051 wi01205975 I1SS1:10F1 p33447 1 02/02/2017 p33447 1.cpl NO
0052 wi01142100 I1SS1:10F1 p33090 1 02/02/2017 p33090 1l.cpl NO
0053 wi01153039 ISS1:10F1 pl7588 1 02/02/2017 pl7588 1l.cpl NO
0054 WI01077073 I1SS1:10F1 p32534 1 02/02/2017 p32534 l.cpl NO
0055 wi01215810 ISS1:10F1 p33494 1 02/02/2017 p33494 1.cpl NO
0056 wi01066991 I1SS1:10F1 p32449 1 02/02/2017 p32449 l.cpl NO
0057 wi01106658 ISS1:10F1 p32812 1 02/02/2017 p32812 1l.cpl NO
0058 wi01068851 I1SS1:10F1 p32439 1 02/02/2017 p32439 l.cpl NO
0059 wi01053314 ISS1:10F1 p32555 1 02/02/2017 p32555 1.cpl NO
0060 wi01123389 I1SS1:10F1 p33045 1 02/02/2017 p33045 1l.cpl NO
0061 CS1000-7174 ISS1:10F1 p33655 1 02/02/2017 p33655 1l.cpl NO
0062 wi01165881 I1SS1:10F1 p33239 1 02/02/2017 p33239 l.cpl NO
0063 wi01065125 ISS1:10F1 p32416 1 02/02/2017 p32416 1l.cpl NO
0064 wi01119086 I1SS1:10F1 p32917 1 02/02/2017 p32917 l.cpl NO
0065 wi01109251 ISS1:10F1 p32827 1 02/02/2017 p32827 1l.cpl NO
0066 wi01173768 I1SS1:10F1 p33288 1 02/02/2017 p33288 l.cpl NO
0067 wi01180594 ISS1:10F1 p33312 1 02/02/2017 p33312 1.cpl NO
0068 wi01126552 I1SS1:10F1 p32975 1 02/02/2017 p32975 l.cpl NO
0069 CS1000-7171 ISS1:10F1 p33626 1 02/02/2017 p33626 1l.cpl NO
0070 wi01204623 I1SS1:10F1 p33444 1 02/02/2017 p33444 1.cpl NO
0071 wi01099724 ISS1:10F1 p32742 1 02/02/2017 p32742 1.cpl  YES
0072 wi01118819 I1SS1:10F1 p32954 1 02/02/2017 p32954 1l.cpl NO
0073 wi01094305 ISS1:10F1 p32640 1 02/02/2017 p32640 1l.cpl NO
0074 wi01188722 I1SS1:10F1 p33365 1 02/02/2017 p33365 1l.cpl NO
0075 wi01134602 ISS1:10F1 p32398 1 02/02/2017 p32398 1l.cpl NO
0076 wi01101876 I1SS1:10F1 p32858 1 02/02/2017 p32858 1.cpl NO
0077 wi01142792 I1SS1:10F1 p33099 1 02/02/2017 p33099 1l.cpl NO
0078 CS1000-7276 ISS1:10F1 p33675 1 02/02/2017 p33675 1l.cpl  YES
0079 CS1000-6789 I1SS1:10F1 p33508 1 02/02/2017 p33508 l.cpl NO
0080 wi01164281 ISS1:10F1 p33232 1 02/02/2017 p33232 1.cpl NO
0081 wi01133985 I1SS1:10F1 p33049 1 02/02/2017 p33049 1l.cpl NO
0082 wi01149017 ISS1:10F1 p33145 1 02/02/2017 p33145 1.cpl NO
0083 wi01186846 I1SS1:10F1 p33332 1 02/02/2017 p33332 1l.cpl NO
0084 wi01188972 ISS1:10F1 p33352 1 02/02/2017 p33352 1.cpl NO
0085 c¢s1000-7217 I1SS1:10F1 p33643 1 02/02/2017 p33643 l.cpl NO
0086 CS1000-7255 ISS1:10F1 p33663 1 02/02/2017 p33663 1l.cpl  YES
0087 wi01111194 I1SS1:10F1 p32821 1 02/02/2017 p32821 l.cpl NO
0088 wi01189247 ISS1:10F1 p33382 1 02/02/2017 p33382 1l.cpl  YES
0089 wi01099606 issl:lofl p32713 1 02/02/2017 p32713 1.cpl NO
0090 wi01088775 ISS1:10F1 p32659 1 02/02/2017 p32659 1l.cpl NO
0091 wi01148697 I1SS1:10F1 p33187 1 02/02/2017 p33187 l.cpl NO
0092 wi01130348 ISS1:10F1 p33014 1 02/02/2017 p33014 1.cpl NO
0093 CS1000-6844 I1SS1:10F1 p33507_1 02/02/2017 p33507 l.cpl NO
0094 wi01134756 ISS1:10F1 p33453 1 02/02/2017 p33453 1l.cpl NO
0095 wi01184588 I1SS1:10F1 p33338 1 02/02/2017 p33338 l.cpl NO
0096 wi01147091 ISS1:10F1 p33137 1 02/02/2017 p33137 1l.cpl NO
0097 CS1000-7286 I1SS1:10F1 p33686 1 02/02/2017 p33686 l.cpl NO
0098 wi01087543 ISS1:10F1 p32662 1 02/02/2017 p32662 1l.cpl NO
0099 wi01166011 I1SS1:10F1 p33235 1 02/02/2017 p33235 1l.cpl NO
0100 wi01035976 ISS1:10F1 p32173 1 02/02/2017 p32173 1.cpl NO
0101 wi01146804 I1SS1:10F1 p33132 1 02/02/2017 p33132 l.cpl NO
0102 wi01153104 ISS1:10F1 p33174 1 02/02/2017 p33174 1.cpl NO
0103 wi01092443 ISS1:10F1 p32676 1 02/02/2017 p32676 1l.cpl NO
0104 CS1000-6740 ISS1:10F1 p33622 1 02/02/2017 p33622 1l.cpl NO
0105 wi01113712 ISS1:10F1 p32877 1 02/02/2017 p32877 1l.cpl NO
0106 wi01150846 ISS1:10F1 p33157 1 02/02/2017 p33157 l.cpl NO
0107 CS1000-7052 ISS1:10F1 p33573 1 02/02/2017 p33573 1.cpl NO
0108 wi01153844 ISS1:10F1 p33172 1 02/02/2017 p33172 1l.cpl NO
0109 wi01093071 ISS1:10F1 p32701 1 02/02/2017 p32701 1.cpl NO
0110 €S1000-7151 ISS1:10F1 p33617 1 02/02/2017 p33617 l.cpl NO
0111 wi01190506 ISS1:10F1 p33361 1 02/02/2017 p33361 1.cpl NO
0112 wi01118714 1SS2:10F1 p32952 2 02/02/2017 p32952 2.cpl NO
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0113 wi01075538 I1SS1:10F1 p32469 1 02/02/2017 p32469 1.cpl NO
0114 wi01091447 I1SS1:10F1 p32675 1 02/02/2017 p32675 l.cpl NO
0115 wi01159931 ISS1:10F1 p33231 1 02/02/2017 p33231 1l.cpl  YES
0116 WI01108562 I1SS1:10F1 p32832 1 02/02/2017 p32832 l.cpl NO
0117 wi01099810 ISS1:10F1 p32796 1 02/02/2017 p32796 1l.cpl NO
0118 €S1000-7003 I1SS1:10F1 p33561 1 02/02/2017 p33561 l.cpl NO
0119 wi01128596 ISS1:10F1 p33000 1 02/02/2017 p33000 1.cpl NO
0120 wi01185642 I1SS1:10F1 p33342 1 02/02/2017 p33342 l.cpl NO
0121 wi01193201 ISS1:10F1 p33381 1 02/02/2017 p33381 1l.cpl  YES
0122 cs1000-6998 I1SS1:10F1 p33555 1 02/02/2017 p33555 1l.cpl NO
0123 C€S1000-6791 ISS1:10F1 p33501 1 02/02/2017 p33501 1l.cpl  YES
0124 wi01191767 I1SS1:10F1 p33368 1 02/02/2017 p33368 l.cpl NO
0125 wi01144354 ISS1:10F1 p33117 1 02/02/2017 p33117 1l.cpl NO
0126 wi01121374 I1SS1:10F1 p31107 1 02/02/2017 p31107 l.cpl NO
0127 wi01185751 ISS1:10F1 p33409 1 02/02/2017 p33409 1l.cpl  YES
0128 WI01169289 I1SS1:10F1 p33257 1 02/02/2017 p33257 l.cpl NO
0129 wi01100508 ISS1:10F1 p32761 1 02/02/2017 p32761 1l.cpl NO
0130 wi01189516 I1SS1:10F1 p33373_ 1 02/02/2017 p33373 l.cpl NO
0131 wi01101969 ISS1:10F1 p32726 1 02/02/2017 p32726 1l.cpl NO
0132 wi01102296 I1SS1:10F1 p32780 1 02/02/2017 p32780 l.cpl NO
0133 cs1000-7162 ISS1:10F1 p33625 1 02/02/2017 p33625 1l.cpl NO
0134 wi01097598 I1SS1:10F1 p32797 1 02/02/2017 p32797 l.cpl NO
0135 wi01132215 ISS1:10F1 p33084 1 02/02/2017 p33084 1.cpl NO
0136 wi01094832 issl:lofl p32718 1 02/02/2017 p32718 l.cpl NO
0137 wi01197246 ISS1:10F1 p33400 1 02/02/2017 p33400 1.cpl NO
0138 CS1000-6872 I1SS1:10F1 p33520 1 02/02/2017 p33520 1.cpl NO
0139 wi01147983 I1SS1:10F1 p33141 1 02/02/2017 p33141 1l.cpl NO
0140 wi01060826 ISS1:10F1 p32379 1 02/02/2017 p32379 1l.cpl NO
0141 wi01077639 I1SS1:10F1 p32883 1 02/02/2017 p32883 l.cpl NO
0142 wi01085855 ISS1:10F1 p32658 1 02/02/2017 p32658 1l.cpl NO
0143 wi01053195 I1SS1:10F1 p32297 1 02/02/2017 p32297 l.cpl NO
0144 wi01174116 ISS1:10F1 p33287 1 02/02/2017 p33287 1l.cpl NO
0145 wi01095255 I1SS1:10F1 p33027 1 02/02/2017 p33027 l.cpl NO
0146 wi01203516 ISS1:10F1 p33438 1 02/02/2017 p33438 1l.cpl NO
0147 wi01094727 I1SS1:10F1 p32848 1 02/02/2017 p32848 l.cpl NO
0148 wi01151898 ISS1:10F1 p33175 1 02/02/2017 p33175 1l.cpl NO
0149 CS1000-7103 I1SS1:10F1 p33596 1 02/02/2017 p33596 1l.cpl NO
0150 wi01080753 ISS1:10F1 p32518 1 02/02/2017 p32518 1.cpl NO
0151 wi01125238 I1SS1:10F1 p32971 1 02/02/2017 p32971 1l.cpl NO
0152 wi01110593 ISS1:10F1 p32849 1 02/02/2017 p32849 1.cpl NO
0153 wi01119100 I1SS1:10F1 p32925 1 02/02/2017 p32925 1l.cpl NO
0154 CS1000-6978 ISS1:10F1 p33551 1 02/02/2017 p33551 1l.cpl  YES
0155 wi01156999 I1SS1:10F1 p33180 1 02/02/2017 p33180 l.cpl NO
0156 wi01141625 ISS1:10F1 p33324 1 02/02/2017 p33324 1.cpl NO
0157 wi01102093 I1SS1:10F1 p32760 1 02/02/2017 p32760 1l.cpl NO
0158 wi01132883 ISS1:10F1 p33030 1 02/02/2017 p33030 1.cpl NO
0159 wi01070279 I1SS1:10F1 p32262 1 02/02/2017 p32262 l.cpl NO
0160 wi01102475 ISS1:10F1 p32782 1 02/02/2017 p32782 1l.cpl  YES
0161 cs1000-6924 I1SS1:10F1 p33523 1 02/02/2017 p33523 1l.cpl NO
0162 wi01181423 ISS1:10F1 p33318 1 02/02/2017 p33318 1.cpl NO
0163 wi01150083 I1SS1:10F1 p33152 1 02/02/2017 p33152 l.cpl NO
0164 wi01181854 ISS1:10F1 p33323 1 02/02/2017 p33323 1l.cpl NO
0165 wi00897254 ISS1:10F1 p31127 1 02/02/2017 p31127 1.cpl NO
0166 wi01083036 ISS1:10F1 p32571 1 02/02/2017 p32571 1l.cpl NO
0167 wi01070468 issl:lofl p32418 1 02/02/2017 p32418 1l.cpl NO
0168 wi01181197 ISS1:10F1 p33317 1 02/02/2017 p33317 l.cpl NO
0169 wi01063864 ISS1:10F1 p32410 1 02/02/2017 p32410 1.cpl  YES
0170 wi01075355 ISS1:10F1 p32594 1 02/02/2017 p32594 1.cpl NO
0171 wi01127447 ISS1:10F1 p32990 1 02/02/2017 p32990 1.cpl NO
0172 wi01133106 ISS1:10F1 p33032 1 02/02/2017 p33032 1.cpl NO
0173 wi01212017 ISS1:10F1 p33482 1 02/02/2017 p33482 1l.cpl  YES
0174 wi01099292 ISS1:10F1 p32886 1 02/02/2017 p32886 1l.cpl NO
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p33586 1
P33566 1
p33641 1
p33597 1
p33652 1
P33681 1
p33688 1
P33665 1
p33575 1
p33619 1
p33585 1
P33605 1
p33574 1
p33736_1
p33606 1
P33647 1
p33614 1
P33621 1
p33662 1
P33696 1
p33737_1
P33563 1
p33702 1
p33670_1
p33692 1

02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017
02/02/2017

:2016-12-20 10:09:17 (Local

p32863 1.
p33497 1.
p32831 1.
p33210 1.
p32066 1.
p33146 1.
pP33336 1.
p33540 1.
pP32596 1.
p33303 1.
p33226 1.
p32836 1.
p32922 1.
p32333 1.
p33053 1.
p33238 1.
p33051 1.
p32445 1.
p32613 1.
p33455 1.
p33237 1.
p33023 1.
p32758 1.
p33646 1.
P33699 1.
p33698 1.
p33666 1.
p33624 1.
p33579 1.
p33700 1.
p33586 1.
P33566 1.
p33641 1.
P33597 1.
p33652 1.
P33681 1.
p33688 1.
P33665 1.
p33575 1.
P33619 1.
p33585 1.
P33605 1.
p33574 1.
pP33736 1.
p33606 1.
p33647 1.
p33614 1.
p33621 1.
p33662 1.
P33696 1.
p33737 1.
P33563 1.
p33702 1.
p33670 1.
p33692 1.
Time)

:2016-12-20 03:51:22 (est)

cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl
cpl

NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
NO
YES
NO
NO
NO
NO
NO
NO
NO
NO
NO
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Appendix B

Example of an agent phoneset used for compliance testing.

DES
N
TYPE
CDEN
CTYP
CUST
NUID
NHTN

1140

096 0 00 06

1140
8D
XDLC
0

VIRTUAL

CFG _ZONE 00001
CUR_ZONE 00001

MRT
ERL O
ECL 0
FDN 7000
TGAR 0
LDN NO
NCOS 0
SGRP 0
RNPG 0
SCI 0
SSu
LNRS 16
XLST
SCPW
SFLT NO
CAC_CIS 3
CAC_MFC 0
CLS UNR FBD WTA LPR MTD FNA HTD TDD HFD CRPD
MWD LMPN RMMD SMWD AAD IMD XHD IRD NID OLD VCE DRG1
POD SLKD CCSD SWD LNA CNDA
CFTD SFD MRD DDV CNID CDCA MSID DAPA BFED RCBD
ICDD CDMD LLCN MCTD CLBD AUTU
GPUD DPUD DNDA CFXD ARHD FITD CNTD CLTD ASCD
CPFA CPTA ABDD CFHD FICD NAID DNAA RDLA BUZZ AGRD MOAD
UDI RCC HBTD AHD IPND DDGA NAMA MIND PRSD NRWD NRCD NROD
DRDD EXRO
USMD USRD ULAD CCBD RTDD RBDD RBHD PGND OCBD FLXD FTTC DNDY DNO3 MCBN
FDSD NOVD VOLA VOUD CDMR PRED RECD MCDD T87D SBMD
KEM3 MSNV FRA PKCH MUTA MWTD DVLD CROD ELCD
CPND LANG ENG
RCO 2
HUNT
PLEV 02
PUID
UPWD
DANI NO
SPID NONE
AST 00 03
IAPG 1
AACS YES
ACQ AS: TN,AST-DN,AST-POSID
ASID 16
SFNB 1 2 3 4 5 6 7 8 9 10 11 12 13 15 16 17 18 19 21 22 23 24
25 26 28 29 31 33 34 35 36 37 38 39
SFRB 1 2 15
USFB 1 2 3 4 5 6 7 9 10 11 12 13 14 15
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Example of the ACD Q used during compliance testing.

REQ

TYPE

CUST

ACDN

TYPE
CUST
ACDN
MWC

DSAC
MAXP
SDNB
BSCW
ISAP
AACQ
RGAI
ACAA
FRRT
SRRT
NRRT
FROA
CALP
ICDD
NCEW
FNCF
CWTT
HMSB
ACPQ
FORC
RTQT
SPCP
OBTN
RAO

CWTH
NCWL
BYTH
OVTH
TOFT
HPQ

OCN

OVDN
IFDN
OVBU
EMRT
MURT
RTPC
HOML
RDNA

prt

acd

6666

ACD

6666
NO
NO
10
NO
NO
NO
NO
NO
NO

NO
POS
NO

NO
NONE
NO
NO
NO

NO
NO
NO

NO

2047
NONE
NO
NO

LNK LNK LNK LNK

NO
NO
NO

LABEL KEYO NO

ACNT
NRAC
NDFL
DAL

RPRT
RAGT

YES

NO
NO
4
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DURT
RSND
FCTH
CRQS
CCBA
SIPQ
IVR

OBSC
OBPT
CWNT

30

20
100
NO
NO
NO
NO

5
NONE

Example of the CDN used during compliance testing.

REQ

TYPE

CUST

CDN

TYPE
CUST
CDN

FRRT
SRRT
FROA
UUI

MURT
CDSQ
DFDN
NAME
CMB

CEIL
CLRO
OVFL
TDNS
RPRT
AACQ
ASID
SEFNB
USFEFB
CALB
CNTL
VSID
HSID
CWTH
BYTH
OVTH
ACNT

prt
cdn
0

6100

CDN

6100

NO
NO

NO
6666
NO
NO
2047

2047

33 34 35 36 37 38 39
7 9 10 11 12 13 14 15
6 8 9 10 11 12
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Appendix C
Avaya Aura® Contact Centre R6.4 Service Pack16 and Rollup Patches

AVAYA

Avaya Contact Center Update Manager

all updstes | cccc | cowm | coma | comm| coms | cemsu| cet | cows |

r— General Infarmation
Product M ame Awapa Contact Center

Wersion By

— Installed Updates

" Select Al
Update | Type | erzian | Date Installed | Status
CCCC - Common Components
O évavatura CCCC_E.4.216.0-1665_5 ervicePack Service Pack  6.4.216.0 (Build 1665) 06/03/2017 155418 Active
O &wapatwra_CCCC_E.4.216.1-0217_Patch Fatch E.4.216.1 [Build 0217) 07032017 10:25:13  Active
O Awapatura CCCOC_G.4.216.2-0221_Patch Patch E.4.216.2 [Build 0221] 07032017 10:33:26  Achive
CCLM - License Manager
O &wvavatura CCLM_E.4.216.0-1665_ServicePack Service Pack  6.4.216.0 (Build 1665) 07/03/2017 02:46:51  Active
CCHA - Manager Administration
O Avavatura CCMA_G.4.216.0-1670_ServicePack Service Pack  B.4.216.0 [Build 1670) 07/03/2017 08:49: 26 Active
AVAyA Avaya Contact Center Update Manager
All Updates | cooc | cowm | coma | comm| cems | comsu| cet | cows |
— General Information
Froduct Mame Awaya Contact Center
WVerzion 6.1
— Inztalled Updates
[~ Select Al
Update | Type | Wersion | Date Inztalled | Status
CCMM - Multimedia / Dutbound
O &vavatura CCMM_E.4.216.0-1648_ServicePack Service Pack  B.4.216.0([Build 1648) 07/023/2007 090415 Active
O &vayatura CCMM_E.4.216.1-1368_Patch Patch £.4.216.1 (Build 1363) 070372007 10041:20  Active
O Avayatura CCMM_E.4.216.2-1373_Patch Patch 6.4.216.2 [Build 1373) 070352017 10:49:55  Active
O &vayatura CCMM_E.4.216.3-1375_Patch Patch £.4.216.3 (Build 1375) 07032007 105331 Active
CCHMS - Manager Server
O &vavatura CCMS_E.4.216.0-1665_ServicePack Service Pack  B.4.216.0[Build 1685) 07/03/2007 0:12:07  Active
O &vapatura_ CCMS_G.4.216.1-0495_Patch Patch £.4.216.7 (Build 0436) 07032007 1056:37 Active
O awvayatura_CCMS_E.4.216.2-0510_Patch Patch 6.4.216.2 [Build 0510) 070372017 11:16:31  Active
O avapatura CCMS_G.4.216.3-0515_Patch Patch £.4.216.3 (Build 0515) 0703720017 113258 Active
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AVAyA Avaya Contact Center Update Manager

All updates | cccc | cowm | coma | comm| coms | comsu | cot | cows |

— General [nformation

Product M ame Awvaya Contact Center

Wersion B.x

—Installed Updates

[T Selectal

Update | Type | YWersion | [rate Inztalled | Status

E .&va_l,la-’-'«ura:EEM 5:5.4.21 £.3-051 E:F'ah:h Patch £.4 216.3 [Build 0515) 07/03/2007 11:32.58  Active
CCM5U - Manager Server Utility

O &vayadura CCMSU_E.4.216.0-1614_ServicePack Service Pack  E.4.216.0([Build 1614) 07/03/2017 09:32:52  Active
CCT - Communication Control Toolkit

O Avayatura CCT_E.4.216.0-1644_ServicePack Service Pack  B.4.216.0 [Build 1644) 070342017 093352 Active
CCWS - Webstats Server

O Avavadira_COwWS_E.4.216.0-16E5_ServicePack Service Pack  B.4.216.0 [Build 1685) 070342017 09:36:32  Active
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Appendix D
Navigate to C:\Calltouch in order to open RuleOps.

i

File Edit ‘“ew Favorites Tools Help
e Back - \_/l I.I 7 ) Saarch ‘[E Folders '
fddress |E] CiCallkouch b | @0
Folders ¥ Mame Size | Tvpe Date Modified ~
J Iy Computer ~ &] Ukilities. dll 40KE  Application Extension  13/05/2013 16:05
= = Local Disk (C:) lgl]'\l'hEustkjt.clll 100 KE  Application Extension  20/06)2011 16:05
£ backup &]VB.‘:\JETSZ.d" 31KE Application Extension  20/06/2011 16:05
=] E;‘ Callkouch F|at-BTN 1kKE ETMFile 20/06/2011 16:05
&) browser-templates [ 1. BT 1KE BTN File 20/06/2011 16:05
[EJ CallTouchLogs t2.BTN 1KB BTN File 20J/06/2011 16:05
[EJ CallTouchRestarts tS.BTN 1kKE ETMFile 20/06/2011 16:05
h dell t4.BTN 1KE ETMFile 20/06/2011 16:05
= B Documents and Sektings .i]cc? 3KB CONFIG File 16/04)2013 13:57
[E5) Administratar .i]TeIephonyBridgeHelper.dII 11 KB CONFIG File 16/04)2013 15:08
) Al Users || RuleAirops 294KB CT5Fie 17/05(2013 10:31
@ Callkouch Fi 205 KB CTSFile 28/05/2013 09:38
E:l icostrgs7 HRU|BOpsCDm45EID Z6KE (CTS File 11/04)2013 14:35
) iccstrges %] ruleOpsLoc 4KB CTSFile 26/10/2011 14:52
@ iccstrgad i]RuleOpsTElD‘?D 30KE  CTS File 11/04/2013 14:48
E] iccstrg 7l BtnmkrlDJic 1KB LIC File 20/06/2011 16:05
) instaltechs [ culingscheduled 1KE M5-DOS Batch File 06/09/2011 11:18
[E5) teskCT1 TEMP_RuleCps.old 557 KB OLDFile 30/05/2013 11:51
@ testC T2 @Farpoint 1KB Registration Entries 20/06/2011 16:05
= [5) TestCT3 @VBCTRLS 1 KB Registration Entries Z0J06/2011 16:05
[£3) Cookies ré_w] TesterCommands 2kB  Text Docurment 16/04)2013 13,57
) Desktop [ TelephonyBridge §KB TLEFie 14/05/2013 17:50
;‘:? Favorites TEMP_Ruleps.tmp 557 KE  TMP File 300502013 11:53
[E:l My Documents GﬂRECORDDl ZFTRE  Wave Sound 30/05/2013 12:03
= [ Stark Menu @]RECORDDZ 639 KB  Wave Sound 30/05/2013 13:24
[h Programs hat @:IRECORDDS 457 KB Wave Sound 30/05/2013 13:32
L4 b3 G}:IRECORDEH 106 KB Mave Sound 300502013 13:59 ~
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This is an example of a file called RuleOps which contains information on the connection to the
Avaya Aura® Contact Centre. Please note this is only shown as an example for further
information regarding the setup of the CallTouch solution. Please contact Northgate as outlined

in Section 2.3 of these Application Notes

2049
2050
2051
Z052
2053
2054
2055
2056
2057
2058
2058
Z060
2061
2082
2063
2064
2065
2066
2067
2068
Z068
zovo
2071
z072
2073
2074
2075
2076
2077
2075
2079

4

PG; Reviewed:
SPOC 5/31/2017

[PROCEDURES-REGISTERPAEX]

CALL TIMECALC, KillEwent, REGISTER PABX
IF [$NORTEL INIT],=,1
IF [$NortelRegistered],=,0

ASSIGN $PABXPartl,<pabxConfig xmlns="http://www.northgate—is.com/calltouch/telephonymodelconfig™ xmlns:xs
AZSIGHN $PABXPartz, " typeName="cc?"><address>
ASSIGN $PABXPart3, </addresssr<port>Z0373</port><usernames

AZ3IGH $PABXFPart4, </ usernamer<password>

ASSIGH $PABXPartch, </passwordr<domainslocalhost</domain><reconnectInterval>00:00:10</reconnectIntervals<co
ASSIGN $PABXPart6, <deviceMonitorRecoveryInterval>00:00:20</deviceMonitorRecoveryInterval><synchronousCall
LSSIGHN $PLEXParc?,<isHotDeskingEnabledsrtrue</isHotDeskingEnabledr<isSingleSignonrrrue</isSinglesSignons</p
F/ASSIGHN 3PABXPart7,<isHotDeskingEnsbledsrtrue</isHotDeskingEnabledr<isSingledignon>false</isSingleSignon:

IF [LEFT, [NAME],3],<>,B3E
ff Switch on-site setup.
ASSIGN $PAEXID, 10000

ASSIGN $PABXAddress,172.17.2.122
//ASSIGN $PABXUser, [4$OFNANE]
//ASSTGN $PALBXPassword, password 123

ASSIGN $PABXUser,
ASSIGN $PAEXPassword,
ELSE

/¢ Switch in the office secup.

A3SSIGN $PABXID, 10000

J/AZZIGN $PABXAddress, 152.114.255.239

AS3IGN $PABXAddress, 1892.168.50.50

//BISIGN §PAEXUser,

//ASSIGN §PAEXPassword,

LSSIGN §PAEXUser,

ASSIGN $PABXPassword,
ENDIF

AeTAT AT AT

cim PATTLAAm FAT AT .edn
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AT AT e m
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©2017 Avaya Inc. All Rights Reserved.

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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