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Avaya Solution & Interoperability Test Lab

Application Notes for Configuring Amcom IntelliDesk
Console Version 7.1 with Avaya Aura ® Contact Center
CCT Release 6.3 and Avaya Communication Server 1000
Release 7.6 — Issue 1.0

Abstract

These Application Notes describe the configuration steps required for Amcom IntelliDesk
Console application to successfully interoperate with Avaya Aura® Contact Center
Communication Control Toolkit (CCT) Release 6.3 and Avaya Communication Server 1000
Release 7.6. Amcom IntelliDesk is an operator console that simplifies the call handling
process for hospital call centers.

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 a solution comprised of Avaya Aura® Contact Center
Communication Control Toolkit (CCT) Release 6.3, Avaya Communication Server 1000 Release
7.6, and Amcom IntelliDesk Console application (hereafter referred to as IntelliDesk). Amcom
IntelliDesk allows a user to operate a physical telephone and view call and telephone display
information through a graphical user interface (GUI). Amcom IntelliDesk integrates with the
Amcom CTI Layer, which is a middleware between Amcom IntelliDesk and Application
Enablement Services, to control and monitor phone states.

The objective of this compliance test was to validate that IntelliDesk successfully interacted with
the Contact Center CCT server to control and monitor activities of physical agent phone on the
Avaya Communication Server 1000 switch.

2. General Test Approach and Test Results

The general test approach was to verify interoperability feature and serviceability test cases
between Amcom IntelliDesk application and Avaya Aura® Contact Center CCT using Avaya CS
1000. All test cases were executed manually.

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 compliance test concentrated on the CCT-based integration of IntelliDesk with Contact
Center CCT and CS 1000. The compliance test verified the ability for an operator to:

e Receive and answer ACD calls in queue and regular calls.
Generate outgoing calls.
Overdial DTMF on calls.
Place calls on hold and reconnect.
Perform blind and supervised transfers to any configured station or PSTN number.
Perform call conferencing to any configured station or PSTN number.
Serviceability: restart CCT services and pull out Ethernet cable.

2.2. Test Resulis

All test cases were executed and passed. There is one note below:
¢ In the event of losing communication between CCT server and IntelliDesk application
such as CCT services restarted, Ethernet cable unplugged...etc the Gen CTI application
service on the IntelliDesk server also needs to be restarted to continue controlling the
agent phone.
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2.3. Support
For technical support on the Amcom IntelliDesk Console product, contact Amcom software
support via the website below.

e Website: http://www.amcomsoftware.com

3. Reference Configuration

Figure 1 below illustrates the test configuration diagram between Avaya Aura® Contact Center
system and Avaya CS 1000 and Amcom IntelliDesk Console server. Avaya CS 1000 switch had
the Contact Center attached and agent phones registered to it. The compliance test used Avaya
Aura® Messaging for testing DTMF only and it is not a part of the solution. The CS1000 system
also had PRI/T1 trunk to PSTN for making and receiving external calls.
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Figure 1: Test Configuration Diagram
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4. Equipment and Software Validated

The following equipment and software were used for the compliance test:

Messaging

Equipment Software
Avaya S8800 server running Avaya Aura® 6.3 SP10
Contact Center

Avaya S8800 server running Avaya Aura® 6.1 SP2

Avaya Communication Server 1000E/CPPM

Avaya Communication Server Release
7.65 P Deplist 1 (created: 2013-05-28)

and Service Update 2
Avaya IP 2050PC 3.4
Avaya IP Unistim Phone 1140E 0x25C8Q
Avaya IP Unistim Phone 1150E 0x27C8Q
Avaya IP Unistim Phone 2002P2 0604DCN

Avaya Digital 3905

Amcom Dell Server

Windows 7 64-bit Enterprise SP1

Amcom IntelliDesk Console

7.1.00.17

Amcom IntelliDesk Administration

7.1.005

5. Configure Avaya Communication Server 1000

This document assumes that the Avaya CS 1000 system was properly installed and configured as
per the product documents. This section provides the steps on how to provision the CS 1000 to
work with Contact Center. For more information about how to install and configure CS 1000,

please refer to Section 10 [1].

The following summarizes the tasks that need to be done on CS 1000. This section shows
configurations provisioned by using overlay (LD) commands; the same configurations can be

also done by using Element Manager.

Configure ACD Queue.
Configure CDN Number.
Configure Agent Phone.
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5.1. Verify Software Packages for Contact Center Feature

Use overlay LD 22 to print software packages required for Contact Center feature. Make sure the
following software packages are equipped in the CS 1000 system.

Prompt Response Comment

REQ PRT Request print

TYPE PKG Type of data: package

BACD 40 Basic Automatic Call Distribution
ACDB 41 Automatic Call Distribution B
ACDC 42 Automatic Call Distribution C
LMAN 43 Automatic Call Distribution Load Management
MUS 44 Music

ACDA 45 Automatic Call Distribution A
ACDD 50 Automatic Call Distribution D
NGCC 311 Symposium Call Center

Use the same overlay LD 22 command to print out allowed numbers of ACD agents, AST and
AML.

Prompt | Response | Comment

REQ SLT Request software list

ACD AGENTS 32767 LEFT 32737 USED 30
AST 32767 LEFT 32717 USED 50
AML 16 LEFT 10 USED 6

5.2. Configure ELAN and VAS for Contact Center application

Use overlay LD 17 to create an Application Module over Ethernet (ELAN) for Contact Center
application. The below are the prompts that need to be entered, keep pressing Enter key for other
prompts to leave it as default.

Prompt Response Comment

REQ CHG Request change

TYPE ADAN Type:

ADAN NEW ELAN 19 | Add a new ELAN 19

CTYP ELAN Card type: ELAN

DES AACC63 Designator
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Use overlay LD 17 to create a Value Added Server (VAS) to associate with the ELAN above.
Enter the following information as displayed in the table below.

Prompt Response Comment

REQ CHG Request change

TYPE VAS Type: Value added server

VAS NEW Add a new ELAN 19

VSID 19 Card type: ELAN

ELAN 19 ELAN 19 as configured in the step above
SECU YES Security the link

5.3. Configure Automatic Call Distribution (ACD) Queue

Use overlay LD 23 to create an ACD queue for Contact Center agent. The important fields are
displayed below, for other fields in the command, keep pressing the “Enter” key on the keyboard
to use default value.

Prompt Response Comment

REQ NEW Request new

TYPE ACD Type: ACD

CUST 0 Customer ID

ACDN 54901 ACD DN

MAXP 50 Maximum of agent for this ACD queue, from 1-

120

5.4. Configure Control Directory Number (CDN)

Use overlay LD 23 to create a CDN number for Contact Center. The important fields are
displayed below, for other fields in the command, keep pressing the “Enter” key on the keyboard
to use default value.

Prompt Response Comment

REQ NEW Request new

TYPE CDN Type: CDN

CUST 0 Customer ID

CDN 54900 CDN Directory Number

DFDN 54901 Default DN: assign the ACD DN above to the
CDN
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5.5. Configure Agent Phone

User overlay LD 11 to create or change the configuration for agent phones. The important fields
are displayed below, for other fields in the command keep pressing the “Enter” key on the
keyboard to use default values. In the compliance test, 9 agents from agentl to agent9 created for
different phone types were used for testing purpose. This configuration below represents one
agent phone type, 1150E.

Prompt Response Comment

REQ NEW Request new

TYPE 1150 Type: 1150 phone

CUST 0 Customer ID

ZONE 1 Zone for phone it is defined before
AST 00 03 CCT will monitor key 0 and 3

KEY 00 ACD 54901 1005 Key 0 assign to ACD 54901 above
KEY 01 NRD Key 1 Not Ready

KEY 02 MSB Key 2 Make Set Busy

Key 03 SCR 54405 KEY 3 secondary DN for agent phone
CPND NEW Add a name for agent phone

NAME Agent6 Enter a name for agent phone

6. Configure Avaya Aura® Contact Center

This section provides steps on how to configure Contact Center to work with Avaya CS 1000
and the Amcom IntelliDesk. This section assumes that Contact Center system is already installed
and operated, the section provides steps for configuring the following configurations:

Verify Contact Center License.

Configure Contact Center Server Configuration.

Configure Windows users for CCT Agent.

Configure CCT Server.

Configure CDN (Route Point).

Configure Contact Center Phonesets.

Configure Contact Center Skillset.

Configure Contact Center Supervisor.

Configure Contact Center Agent.

Configure Scripting.

Configure CCT Agent.

In the compliance test, the Contact Center system used is a co-resident system which consists of
Contact Center Manager Server, Contact Center Manager Administrator, Contact Center
Communication Control Toolkit, and Contact Center License Manager.

6.1. Verify Contact Center License

From the Contact Center server in which the License Manager server is installed, navigate to
Start > All Programs > Avaya - Contact Center > License Manger - Configuration.
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The Contact Center Licensing window is displayed; make sure Corporate Open Queue
Sessions and Corporate CCT Package are presented in the table as shown below.

' Corfiguration Feal Time Usage |

License Type | Man | Cumrent | lsed | Alams :l
Comporate Open Interface Open Queue 1 1] 0.00% [] Applic
Comporate Linkplexer 1 1] 0.0% [] Applic
Comporate Outbound Feature 1 1] 0.0% [] Applic
Comporate CCMM Redundancy 1 1] 0.0% [] Applic
Comporate NCC Hetero Metworking 1 1] 0.00% [] Applic
Comporate Universal Netwarking 1 0 0.00% [] Applic
Corporate CCMA Replication 1 0 0.0 % [ Applic
LM_CCT_STHC 1 1] 0.0% [In/a
Corporate Replication 1 1] 0.0% [] Applic
LM_0G_MMC 1 1] 0.0% [Insa
Comporate Open Queue Sessions 1 1 === 1000% [ Applic
Comaorate CCT Package 1 1 e== 1000% [ Applic
Comporate CCMM Package 1 1 1000% [ Applic
Comorate Enterprise 1 1 1000% [ Applic
1] |

Crtical License Usage % IEFD

Apply
Major License Usage % IEEI
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6.2. Configure Contact Center Manager Server

From the Contact Center Manager Server machine, navigate to Start > All Programs - Avaya
- Contact Center > Manager Server - Server Configuration. The Server Configuration
window is displayed, in the left navigation pane of the Server Configuration window, select
Local Settings. The Local Settings window is displayed on the right, enter the following

highlighted fields:
¢ Site Name: it should be matched with the computer name in CCMS server, e.g.
“AMLAACCe62”.

e RSM IP address: enter the Real-Time Statistics Multicast IP address in the box, the IP
address 234.5.6.10 is the default one in Contact Center when installed. Check with
network administrator to assign a proper multicast IP for your contact center.

e Avaya Server Subnet: Enter the contact center subnet IP in the box, e.g. 10.10.97.51.

e Elan Subnet: If Elan is used, select the “Enter the ELAN Subnet IP address”
checkbox and provide the ELAN IP address of Contact Center in the IP Address textbox,
e.g. 10.10.97.103.

¢ Server Configuration M=l B3 I

AVAYA Contact Center Server Configuration

B Main Menu
';EJ el Custorner Information Avaya Server Subnet
i2)) Licensing Cust "
= uskorner Marne
12 Switch C51000 Eniter the CLAN Subnet IP Address
; 2} CCT Server I.C\.va\,fa
i--{ig)) W5 Open Interfaces IP Address
I — Company Mame
-{ig)) SalesForce
IDevConnect 10.10.97.51
Elan Subnat
Site Mame
AMLAMNCC A [ Enter the ELAM Subnet IP Address
RSM IP Address IP Address
Real-Time Statistics Multicast IP Address IlD. 10,97.103
234.5.6.10
Exit Apply Al oK
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Click on Licensing tab, the License window is displayed on the right. Depending on the CCMS
license, select the proper CCMS package in the CCMS Package section, e.g. “Corporate
Enterprise”. Select the “Open Queue” checkbox in the Optional Packages window.

Enter the serial number of the CS 1000 system in the Serial Number field. The serial number of
CS 1000 system can be found by using overlay 22 with REQ ISSP. The License Server IP
Address section is kept as default, if License Manager server is installed on the same server with

CCMS.

¢ Server Configuration

AVAYA

, Main Menu

T Local Settings
Hi)Licensing
=) Switch C51000

=) CCT Server

: W5 Cpen Interfaces
‘.Aiz}) SalesForce

Contact Center Server Configuration

License Manaqger Package

CCMS Package

ICu:urpu:urate Enterprise ==

Optional Packages:

[

[~ Mebworking

[~ Web Based Statiskics
[ Mulkiplicity

W CpenQueus <==
[~ I Open Queue

[ QI Universal Metworking
[ ©FF Site Agent

Serial Mumber

Ll

[t537s  <==

License Server IP Address

License Server IP

S E3

Port

[10.10.57.51

COptional Alternative License Server IP Address

License Server IP

Exit Apply Al

[3998
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Click on the Switch CS1000 option, the Switch CS1000 window is displayed on the right. In the
CS1000 Switch Data section, enter the name of the CS 1000 call server in the Switch Name
field, e.g. “cpppm3”, an IP address in the Switch IP, e.g. “10.10.97.78”, and customer number
in the Switch Customer number, e.g. “0”. Leave the Voice Configuration Services section as
None if not used.

Note that the switch name must match the host name of the call server. The switch name of CS

1000 system can be found out by using overlay 117 PRT HOST.

¢ Server Configuration M= E I
AVAYA Contact Center Server Configuration
o Main Menu
: E; Local Settings C51000 Switch Data ‘oice Services Configuration
2)) Licensing .
B 5witch 51000 Swikch Name _
%) CCT Server ||:|:||:||:|rn3 { CallPilat © AAEP % None
=) W5 Open Interfaces ]
-..{%) SalesForce Switch IP IP Address
10.10.97.75 |
Switch Customer Mumber Port
[o 1000s
Alternative Switch IP CPHA Managed CLAN IP {optional)
Alternative Switch Customer Murber Call Pilot CLAM TP Address
Alternative Switch Serial 1D
Exit Apply Al OK
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Click on CCT Sever option, and leave it as default since the CCT server is installed on the same
server with CCMS.

Click Apply All button to apply configuration to Contact Center Server Configuration and
click Exit to close the window. The Contact Center CCMS needs a reboot for the changes to take
effect.

¢ Server Configuration M=l B3 I

AVAYA Contact Center Server Configuration

J Main Menu

--(iZ) Local Settings CCT Server
iZ)) Licensing Plzase tick the Fallawing bax only when using Communication Caontral Toolkit on a REMOTE serwer,
iz Switch C51000 [T Use a Remate CCT Server

EIFCCT Server
i) WS Open Interfaces
{iE)) SalesForce

Remote Server Setkings
ZCT Hask Mame

[amLanccez

Mate: Modify the CCT Part Mumbers Only as advised in the Installation PManual,

CCT Port Al CCT Pork BL
IBDQE Drafault 5095 IBDQQ Drefault 5099
CCT Port A2 CCT Port B2

IISDQS Drefault 13098 |18I399 Default 18099

Exit Apply Al oK

6.3. Configure Windows Users for CCT Agent

In the compliance test, the Contact Center CCT server is not joined to a Windows domain;
therefore, the Windows User used for CCT user login will be created in the local CCT server. In
case the CCT server joins a domain, the Windows User needs to be created in the domain
controller.

From the Contact Center CCT server, navigate to menu Start - Administrative Tools 2>
Computer Management. The Computer Management window is displayed. Right click on
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Users (not shown) folder under Local Users and Groups and then select New. The New User
window is displayed, enter information for user as shown below. Click Create button to
complete.

New User |

User name: IEIEIEI'It1

Full name: |ﬁ-gent1 2050PC

Description: |ﬁ-gent1 2050PC

Pasgword: I---------

Confirm passwond: I---------l

[T Wser must change password &t next logon
[ User cannot change passwond

¢ Password never expires

[T Account is disabled

Help Create Close

The screen below shows the Computer Management window with 9 Windows users created
from agentl to agent9.

8 Computer Management M=l E3

File  Action Wiew Help

e A s RN E SN ? e

& Computer Management (Local) Marne | Full Narme | Descripkion I Actions
=] '[[)j System Tools A ndministrator Built-in account For admin Ly
() Task Scheduler & ogenty Agent] 2050PC Agentl Z050PC
{2! Event viswer Al agentz AgentZ 2002P2 AgentZ S002P2 Mare Actions 4
{1 shared Folders A ogerts Agent3 Z004P2 Agents 2004P2
& # LocalUsers and Groups | o ey Agentd 1120F Aqgentd 1120F
= e A agents Agents 1140E Agents 1140E More Actions L4
® P;rfg:;i'::e A gerts Agenté 1150E Agenté 1150E
j‘% Dievice Manager ’;‘ agent? Agent? 1165E Agent? 1165E
= ﬂ Storage ’; agentd Agentd D305 Agenkd D305
i ﬁ Disk Management i agentd Agentd DSQDSI Agentd D305 .
=l, Sarvices and Applications B asPNET ASP.MET Machine Accounk Account used For running
o #4lGuest Euilt-in account For guest
AliceAdmin iceAdmin Built-in account For Away:
Aitysr_swe TUSR_SwhC Built-in account For Away:
al | i
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6.4. Configure CCT Server

The CCT server needs to be added into Contact Center, this can be accomplished by using the
Contact Center Management Administrator (CCMA) webpage. Log into the CCMA webpage
(not shown) and navigate to Launch Pad - Configuration - Server - Add Server.

The Server Properties window is displayed on the right, enter server name “AMLAACC62” in
the Server Name field, its IP address is automatically filled out in the IP Address field because
this is a co-resident Contact Center system, enter a display name e.g. “AMLAACC62_CCT” for
CCT in the Display Name field, check on radio option Associated CCMS Servers, and keep
other fields as default. Click Submit button to complete.

AVAyA configuration Logged in user: webadmin | Logout

Server Download Status Launchpad Help
#--{Z) AMLAACCE2

|»

Server Properties

Associated CCM3 Servers
Type ICCT v[

Server Name IW H== islobi
PAddress [10109751 | <==
Display Name [aWLAACCEZ CCT | <== Clear Associations _|
Login ID I
Password I—

DSN Prefic CCT

The following ODBC DSH will be
automatically created for this
system: CCT_10.10.97.51_DSNH

Port Number |3031

CCT Website: URL  hitp./iAML AACCE2:8081/WebAdmin/

Submit | Resst |

AMLAACCEZ = I

The screen below shows the CCT server already added to the Contact Center system.

AVAyA configuration Logged in user: webadmin | Logout

Server Download Status Launchpad Help

(= AMLAACCE2
El-4Z) AMLAACCE2_CCT CCT Administration Server: AMLAACC62
(] CCT Administration

CCT Administration URL hitp /AMLAACCE2:8081/AVebAdmin/

Launch CCT Console
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Click on Launch CCT Console button in the screen above to open CCT Administration
webpage. The CCT Administration page is displayed as shown below.

AVAYA CCT Administration Logged n 35 webadmi
;'
Users y
Workstations
» Groups
w Providers
v Passive Avaya Aura Contact Center
Addresses
Terminals Communication Control Toolkit
IVRs
Manage your Communication Control Toolkit
Version: 6.2 —
Rel: 1.0.0.19 hd
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Click on Passive item in the left navigation pane. The Update CCT Provider is displayed on
the right. In the Basic Provider Name section, enter the IP address of the CCT server
10.10.97.51 in the IP Address field, and keep other fields in this section as default. In the
Provider Configuration section, select the latest release of CS 1000 in the CS1000 Software
Release dropdown list, which is Release 7.0, and keep other fields in this section as default.
Click Save button at the bottom to save changes.

v

Users
Workstations
P Groups
* Providers

w Passive <==

Update CCT Provider

0 Basic Provider Information

Provider lame Passive
IP Address 10,10,97.51 <==

Port 3000

Addresses Provider Type C5 1000 Contact Center

Terminals Q Provider Configuration

IVRs
Transport TCP ;I
Customer Humber a
C51000 Software Release Release 7.0 ;I ==
Call Data Life Span (minutes) 10
Disable Copy of Data to Consult Call I-
C51000 Home Location Code (HLOC) 400
Network IWVR Port 2000
Initialization Timeout (seconds) 32
Command Timeout (seconds) 5
Save
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6.5. Configure Contact Center CDN (Route Points)

Log into CCMA webpage and navigate to Launch Pad - Configuration. The Configuration
page is displayed, expand the Contact Center CCMS “AMLAACC62” in the left navigation
pane, and select CDN (Route Points). The CDN (Route Points) page is displayed on the right.
Enter CDN name in the Name field, e.g. “CDN54800”, CDN number in the Number field e.g.
“54800”, and select the Acquired? checkbox, and click on next row to update the changes. The
screen below shows two CDN numbers 54800 and 54900 are already acquired.

AVAyA configuration Logged in user: webadmin | Logout

Server Download Status Launchpad Help
El--4E) AMLAACCE2 -~ -~

-] Activity Codes CDHNs (Route Points) Server: AMLAACCG2
--(_] Call Presentation Classes

g ”1_1 . ua - CDNs I Open Queue | Refresh Status I
| Cnnta Types ) Name Number Call Type Acquired? Status

[:l DHISs p | CDNS4800 S4300 Local |7 <== |Acguired

.20 Formulas CDN54500 54300 Local v Acqguired

[ Global Settings * r

-] Historical Statistics

--[Z] WRACD-DNg.

--[_7] Phoneset Displays

-1 Phonesets and Voice Port
--[_7] Reaktime Statistics —
---[C7] Routes .
[ Skilsets

-.[_] Threshold Classes hd g
4| | el L) .

i Updates are applied when you click the next row on the grid.
To delete an entry, highlight the row on the grid and hit the delete button on the keyboard.

6.6. Configure Contact Center Phonesets

In the Configuration page, click Phonesets and Voice Ports. The Phonesets/Voiceports page

is displayed on the right. Enter phoneset name in the Name field, e.g. “Agent1 150E”, Terminal

number of phoneset as configured in Section 5.5 in the Address field e.g. “96-0-2-5”, and select
the Acquired? checkbox, and click on next row to update the changes. The screen below shows
some phonesets that were already acquired.

AVAyA co“figuration Logged in user: webadmin | Logout
. Launchpad Help
=k AMLAACCE2 = =
[0 sctivity Codes Phonesets\oice Ports Server: AMLAACC62
[ Call Presertation Clazses
------- D Call Recording and Guality Maonito Refresh Status I
------- [ CDNs (Route Points)
....... hame Type Address Channel IR Mame Acquired? [Status
| Contact Types
....... CaDhss » Agent 4-0-3-0 1= Acquired
....... AgentD3905_2 Error 4-0-3-1 Mot Acquired
[CdFormulas [m]
: Agent2050 Agert OE-0-2-0 v Acquired
[ Global Settings I
[ Historical Statistics Agent3002P2 Agert 96-0-2-1 W |scquired
e Agent2004P2 Erraor 95-0-2-2 Mot Acquired
[Z3 VR ACD-Dhs [ ]
f Agent1120E Error 96-0-2-3 Mot Acquired
[_Phoneset Displays [m]
[ Phonesets and woice Ports Agert1140E Agert 96-0-2-4 I Acquired
....... [ Resl-time Statistics Agent1150E Agert 96.0-2.5 <== M |acquired
....... Agent1163E Agent 96-0-2-6 3 Acquired
[ Routes |
....... (O Skillsets b * ||
------- [_ Threshold Classes
Elf AMLAACCE2_CCT et b
41 | L ) i - |
;o Updates are applied when you click the next row on the grid.
To delete an entry, highlight the row on the grid and hit the delete button on the keyboard.
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6.7. Configure Contact Center Skillset

In the Configuration page, click on Skillsets folder. The Skillsets page is displayed on the right.
In the Contact Type column, select “Voice” and type skillset name e.g. “Voice_SK1” in the
Skillset Name column and click on next row to update the changes.

AVAyA configuration Logged in user: webadmin I Logout

Server Download Status Launchpad Help

24 AMLAACCE2 - =
------- [0 Activity Codes Skillsets Server: AMLAACCE2
------- D Call Presentation Clazses
....... [CJCall Recording a.nd Guality Maonitc Cortact Type Prefix Skilzet Name Default Activity Code Threshold Clazs C
------- [CJCONs (Route Poirts) “aice_hisil W Default_Skillzet 00, Skillzet_Defauft_Activity_Code Skillzet_Template F
------- [ Contact Types SMS Sh_ Default_Skillzet 00, Skillzet_Default_Activity_Code Skillzet_Template F
------- CJoniss Fa F¥_ Cefault_Skillzet 00, Skillzet_Defauft_Activity_Code Skillzet_Template F
------- [_Farmulas . Soanned_Document = Default_Skillzet 00, Skillzet_Default_Activity_Code Skillzet_Template F
"""" @ CREI SIS Opena 0 Defauit_Skilset 00, Skilset_Defauk_Activity_Code  |Skillset_Templste F
"""" [ Historical Statistics Predictive_Outhound  |PR_ Default_Skillzet 00, Skillset_Defautt_activity_Code Skillzet_Template F
"""" Qwr HEETS Outhound 0B_ Defauit_Skilset 00, Skilset_Defauk_Activity_Code  |Skillset_Templste F
------- [(IPhoneset DlsplavS_ Wieh_Communications  [WiC_ Default_Skillzet 00, Skillset_Defautt_Activity_Code Skillset_Template F
"""" (OPhenesets and ‘oice Ports EMail EM_ Defaut_Skilet 00, Skilset_Defaut_Activiy_Code  [Skilset_Template F
"""" (Resaltime Statistics oice Default_Skilset 00, Skilset_Defaul_Activity Code  |Skillset_Template F
"""" & Ro.utes | » i\."gice - Yoice_SK1 <== 00, Skileet_Defautt_Activity_Code Skillzet_Template F
------- ([0 Bkilsets

#* | Outhound -

"""" (O Threshold Classss [ |Predictive_Outhound

=) AMLAACCE2_CCT _|;I Seanned_Documert &

4] | B |sms - vzl

JdWaice_SKI updated successfully /i

6.8. Configure Contact Center Supervisor

Log into CCMA webpage and navigate to Launch Pad - Contact Center Management. The
Contact Center Management page is displayed, navigate to menu Add - Supervisor.

AVAyA Contact Center Management Logged in user: webadmin | Logout

Add Status

Yiew/Edit Launchpad Help

Contact Center Management

e Click a server name to log on to the server and manage users.

* Choose from the options in the View/Edit menu to load supervisars,
agents, skillsets, or assignments. Then, log on to the desired server to

manage this data.

o To add a user, log on to the desired server. Then, choose from the

options in the Add menu to add new agents, supervisors, and [ |
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The Supervisor window is displayed on the right. In the User Details section, enter descriptive
names in the First Name and Last Name fields, select Supervisor in User Type and enter a
login ID in the Login ID field. In the Supervisor Information section, enter a telephone number
in the Telephony/Port field (screen not shown). The screen below shows an example of
Supervisor information.

AVAyA contact ce“ter Ma“ageme“t Logged in user: webadmin | Logout
YiewfEdit Add Status Launchpad Help
= D CCM Servers (Supervisors) 1=
--(Z) AMLAACCE2 Supervisor Details: DevConnect Avaya Server: AMLAACCG2

w User Details

First Mame: * IDeonnnect User Type: Im

Last Mame: * |Avaya Login I0: *|12?w45—

Title: I Perzonal DR l—

Department: |SIL Interop ACD Queue: I—

Languace: Im ;I :
Comment: I ﬂ ACD Gueue Error: LI

Account Type:
[~ Create CCT &gent

| CERMA L anin fecna nd Nataile ﬂ | hal
1| | »

Clearl Submit | Create Mew Create bany

6.9. Configure Contact Center Agent

Log into CCMA webpage and navigate to Launch Pad - Contact Center Management. The
Contact Center Management page is displayed. In the left navigation pane, expand the Contact
Center server “AMLAACC62”, right-click on the supervisor “Avaya DevConnect” as created
in Section 6.8 and select Add Agent in the menu.

AVAyA Contact Center Management Legged in user: webadmin | Logout

Yiew fEdit Add Status Launchpad Help
Supervisor: DevConnect Avaya Server: AMLAACCEH2 =]

-4 AMLAACCE?

Supervisor Details
Delete Supervisor
Add Many Users

Create a new
Superyisor

Create a new
SupervisoriAoent

Add Many Users

Create a new
Skill=et

54406 1163E Agent?

.ox .ox

54401 2002p2 Agent?

* Double click « p—
an agert to 34402 2004P2 Agent3 B

wien: their

rrtail= | ﬁ ﬁlll 2 E ﬁ Page size: 9agents in 2 pages [l
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The New Agent Details window is displayed. In the User Details section, enter first and last
name for the agent in the First Name and Last Name fields, select Agent in the User Type
field, enter a login ID e.g. 54405 in the Login ID field, the Personal DN and ACD Queue fields
are optional, and select the Create CCT Agent checkbox.

AVAyA Contact Center Management Logged in users webadmin | Logout
¥Yiew /Edit Add Status Launchpad Help
= [:l CCM Servers (Supervisors) 1=
E-A2) AMLAACCEZ Mew Agent Details: Agent6 1150E Server: AMLAACCE2
Ayvaya DevConnect
Supervizor Default * ser Details
First Mame: Uszer Type: IAgent b l
Last Mame: Login ID: * 54405
Tile: I Perzanal DR |54405
Department: | ACD GueUE |54SD1
Language: I Englizh - l d
Comment: «| ACD Queue Error.
5 B
Account Type:
==: [/ Create CCT Lgent
CCT Agent Login Details @
Domain
Uzer Name:
=

After the Create CCT Agent field is checked, the Associate User Account field will be
displayed. Expand the Associate User Account, select the Search local operating system radio
button, and click on List All button. The list of windows users created in Section 6.3 is
displayed, select the agent6 user.

AVAyA contact center Manageme“t Logged in user: webadmin | Logout

¥Yiew fEdit Add Status Launchpad Help

(SE [:I CCM Servers (Supervisors) Account Type: -
EI(C: AMLALCCER ¥ Creste CCT Agert
g Avaya DevConnect

Supervisor Default CCT Agent Login Details @

Domain AMLAACCE2
User Mame:  agenth

=== ¥ Associate User Account

-|5' Search local operating system | " Search local security server {~ Search domain users

Search all user accourts where:

|Ful|Name 'l starts with | and includes |a|| uzErs 'I
Search | List &l I =

_User Hame . IanuII Hame {14} * . ”wMgt';atl.l_s

i agents Agent3 2004P2 Available -
" agentd Agent4 1120E Available

™ agents Agents 1140E Available

i+ agentts AgentB 1150E <== Available

P h maamee e l
< | »
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In the Agent Information section, select the supervisor “Avaya DevConnect” as configured in
Section 6.8 and keep other fields at default. In the Contact Types section, select the Voice
checkbox.

AVAyA COntact ce“ter Ma“agement Logged in user: webadmin | Logout
YiewfEdit Add Status Launchpad Help
E@ AMLAACCEZ w Agent Infarrnation
Avaya DevConnect
@) Supervisor Detault Primary Supervisar: IAva_l,la DevConnect 'I Call Presentstion: ICaII_Eentre_Administrator;I
Agert Key: I Threshold: IAgent_TempIate ;I
Login Status Logged Cut Tn Mame: I

w Caontact Types

Contact Type ~

Predictive_Outbound | B
Scanned_Document -
SMS r
Yoice I~
Woice_hail -
r

-

Wieb_Communications

In the Skillsets section, click on the Assign Skillsets field, and click on the List All button. The
list of Skillset Name is displayed below, select priority “1” in the Priority column for the
Voice_SKI1 skillset as configured in Section 6.7.

Leave the Partitions section as default and click on the Submit button to save and create new
contact center agent.

m contact ce“ter Ma“agement Logged in user: webadmin | Logout

FEdit Add Status Launchpad
= D CCM Servers (Supervisors)
AMLAACCER

Help

w Skillsets

ot

= Skillset Hame Contact Type Priority
Supervisor Default

w Assign Skillsets <==

Shovwy all skillzets on server AMLAACCEZ where:

Search | List &l |

Skillzet name |contains | |

Skillzet Hame (11} * Contact Type Priority
OG_Defautt_Skillset Cpen Unassigned;l ;I
PR_Default_Skillzet Predictive_Outhound Unassigned;l
SD_Default_Skillzet Scanned_Document Unassigned;l
SM_Defautt_Skilzet SMS Unassigned;l
Whi_Default_Skillset Woice_hail Unassigned;l
“oice_SH1 == “oice 1 === ;I
WiC_Default_Skillset Wieh_Communications IUnassigned;I =]

b Partitions =
« | _>l_I

Clearl Submit I Create Mew Create Many
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6.10. Configure Contact Center Scripting

Log into CCMA webpage and navigate to Launch Pad - Scripting. The Configuration page is
displayed. Expand the Contact Center AMLAACC62 in the left navigation pane, and select
Scripting. Navigate to Orchestration Designer - Launch Orchestration.

AVAyA scripting Logged in user: webadmin | Logout

Orchestration Designer Status Launchpad Help

Scripting

& The Orchestration Designer allows you to route contacts through the Contact Center. To
use this application select the Launch Orchestration Designer option from the

Orchestration Designer menu.

o Click a server name to log on to the server. Then, launch the Script Variables or

Application Thresholds by clicking each heading.

o From the tree, select a script variable under the desired server. Then, click Script

Variable > Print to print the variable.

A popup is displayed (not shown) to ask for installing the Orchestration Designer application if
this is first time it is run. After the Orchestration Designer is installed, navigate again to
Orchestration Designer - Launch Orchestration Designer. The Avaya Aura Orchestration
Designer window is displayed. Create a sample script as shown below. This script is configured
to connect to Master script. Note that the music route 15 and 16 in the sample script needs to be
configured in the Script Variables under Route_Number before it can be used in the script.

= Avaya Aura Orchestration Designer !lil E
File Edit Yiew Contact Center ‘Window Help
JBal@u ]+ - BX|CE®E|aaa:id@]|d:-dH
Contack Center &8 l = B || G main [Master_Script] [%‘ﬁ tCrripl &3 l = 08
E{C: amlaaccez 1/% Zecripl *f’l =
E@ AMLAACCEZ Z2If cdn = 54500 then
[Zb Application Manager Data 3 give music 15
[Zb Applications [Full Contral] 4 wait 10
#-[Z= application Yariables [Full Contral] 5if out of service Woice SK1 then
=] give music 16
7 wait 10
E o] Ezl = 5 Selse queus to skillset Voice 3K1
=] wait 5
10end if
llend if -
K| :
| Synchronization I_S_ Problems 33} ~ =0
0 items
Mecrrinkinn I Recnirre I Pa
| Writable Inserk ‘ 1:13 J
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6.11. Configure CCT Agent

The terminal number (TN) of physical agent phone needs to be imported or manually added to
the CCT database. This section shows the steps on how to import CS 1000 data into the CCT
database. Use overlay LD 20 in the call server to print all terminal numbers of CS 1000 call
server and copy it to a text file e.g. “LD20.txt”.

Prompt Response Comment

REQ PRT Request print

TYPE TN Type: Terminal number

TN Keep pressing Enter key on the keyboard

In case of just wanted to print out a specific virtual card in which the agent phones locate, issue
the same command but specify the specific virtual terminal number card.

Prompt Response Comment

REQ PRT Request print

TYPE TN Type: Terminal number

TN 96 0 2 All 32 TNs of this card printed

In the CCT server, navigate to menu Start > All Program - Avaya - Contact Center >
Communication Control Toolkit > CCT Console. The CCT Console window is displayed. In
the left navigation, expand Communication Control Toolkit - Bulk Provisioning Tools -
Import CS 1000 Data. The Import CS 1000 Data window is displayed in the middle. Click on
Input File, browse to the CS 1000 data file “LID20.txt” above, select the “Automatically
import data after conversion” checkbox, and click on Convert/Import in the Actions window.

= cCTAdmin - [Console RootCommunication Control ToolkitBulk Provisioning Tools'Import C5 1000 Data]

Ele Action Miew Favorites  Window  Help

= |>=H=

| Consale Roak
= & Communication Control Toolkit
= &8 Bulk Provisioning Tools

Data Import/Export

Import €5 1000 Data <==

Import Windows Users
Impart Warkstations

B server Configuration

This tool cotwerts a C5 1000 switch data capture file inta an =ML
import file format and optionally imparts the data into the CCT

— Setup
CS 1000 Provider: IPassive j

Input File: |E:\Userskﬁ.dministralor'\Documents\LDED.txl

Dutput File. .. | IE:\Userskﬁ.dministratol'\D ocumentzssCS1ED at

==> [V putomatically import data after conversion

| Actions

mpor D00 Data
< ConvertfImport <==
Wiew
Mew \Window Fram Here

E Help
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The screen below shows the CCT Console after the “LID20.txt” was successfully imported to
CCT database. It shows that import completed and 24 TNs and 47 DNs imported. Note that only
Terminal Number (TN) with AST field set with 00 03 imported.

Impart Windows Users
Impart Warkstations
B server Configuration

—Setup
£S5 1000 Provider: [Passive =]
. InputFile... |C:\Users'\Administrator\Documents\LDZD.th

Output File.... | IC:\LIsers\.-'-\dministrator\Documents\ES'IKDat

v Automatically import data after conversion

— Status

Import completed. <==

COMNs

f,d onsole Roo 0 0 0 ol Too D D g Too po 000 Data _|O) =
File  Action Wiew Favorites ‘Window  Help | - |5’|5|
o= 5o H
| Consale Rook I Actions
= 83 Communication Conkrol Toolkit
=l &8 Bulk Provisioning Tools This tool converts a CS 1000 switch data capture file into an =ML i i -
Diata Import{Expart impaort file farmat and optionally imports the data into the CCT ¢h Comvert/Import
I £ CS 1000 Dat.
oo =8 Wigw 4

PMes Windaw From Here

E Help

Launch CCT Administrator webpage. In the left navigation pane, select Users tab. The CCT
Users page is displayed on the right. Select the user name that needs to be configured, e.g.

agent6.

AVAYA

CCT Administration

Logged in as webadmin

Heln

-

¢ CCT Users
Lzgrs <== "
workstations
b Grops Login User Hame First Hame Last Hame [~
b Providers AMLAACCEZ\agentd Agertd 03805 r
AMLAACCEZ\agents Agents  D3805 r
AMLAACCEZagent? Agert?  1165E r
AMLAACCEZ\agentd Agerts  1150E r
AMLAACCEZ\Agents Agents  1140E r
AMLAACCEZ\agentd Agertd  1120E r
AMLAACCEZ\agent3 Agent:  2004P2 [
AMLAACCEZ\agent2 Agentz  z2002P2 [
AMLAACCEZ\agent! Agent 20s0Pc
H # d P M
O CCT Users found, displaying @ CCT Users, Page 1/ 1
[elete | =
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The Update CCT User for the agent6 user is displayed. In the Terminal Assignments section,
select and add terminal number Line 96.0.2.5 which is terminal number of the agent6 from
Available Resources to Assigned Resources and click on the Save button at the bottom of the
page to save changes.

0 Address Assignments

&) Terminal Assignments

Available Resources

Passive
- Terminal
(| Line 4.0.3.0
I Line 96.0.2.0
Il Line 96.0.2 .1
(| Line 95.0.2.10
I Line 96.0.2.11

i

o
o

Assigned Resources

Passive
r Terminal

r Line 95.0.2.5

AVAYA CCT Administration Logaed n a5 websciin
Helo
¢ Update CCT User o
&) User Details
Lsers
Wiorkstations Login User Hame  AMLABKCCE2agents
P Groups First Hame AQENtE
P Providers Last Hame 1150E
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7. Configure Amcom IntelliDesk Console

This document assumes that the Amcom CTI Layer and IntelliDesk application were properly
installed and configured by the Amcom engineer. This section only provides the steps on how to
configure the Amcom CTI Layer and the IntelliDesk console, working with Contact Center CCT.

Edit the gencct62.ini file from the folder C:\Program Files\Amcom\GenCCT62 in the server
which the Amcom CTI Layer and IntelliDesk application are installed. Open this file by notepad
application and scroll to CCT section. Enter the CCT IP address 10.10.97.51 in the Server field,
the username “agent6” and its password as configured in Section 6.3 in the User and Password
fields and Terminal number line of the agent in the Terminal field as shown in the screen below.

| gencctfi2INI - Matepad El@

File Edit Format  Wiew Help

SWITCHEXCZHANGE= -
MAIMEXCZHAMNGE=
AREACZODE=

erver=10.10.97,. 51
ser=agents
omain=sdc-nh. com
asswaord=Avaya®lzs
ChUser=

CDPWD=

erminal=Line 96.0.2.5
=

elayedstart=FalLsE

m

[BRIDGE]
TRACE=0

[FHOME]
TRAMSFERKEY =
COMFEREMCEKEY =
PARKKEY =
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Open the Gen2CTI Service Utility from menu Start-> All Programs—-> Amcom Software and
Edit the Line Appearances entering the correct information for that console. Note: Leave the line
and button numbers as is.

58 Gen2CTT Service Setup @
Line Appearances Settings
Line Appearances | || INE=2 BUTTON =1 EXTENSION= 54301
Ro]o9 Sy | UNE-T  BUTTON -0 EXTENSIDN- 54405
Start Delay 1000 Blind Long Distance | 2000
Blind Interal {100 Blind Intemational {2000
Blind External |4000 Dial Tone Pause |50
lgniore Display ‘whait For Lamp Event Delay {4000 # add ‘ x Do 1—_\.‘_ l Edit ‘
Phone Type |First Party Call Control ﬂ .
Service Settings Button Settings
Listener Port |973
Releaze |0 Blind ¥fer |24 Login |0
Home Direct C:hP Files [x86]44 \
ome Directony | rogram Files (x86]Amcom Drop ’D— S ’19— - ’D—
Configuration File M 2t cf
Rl i o~ 2o ol ] End Of Digis  [21 Complete fer [29 Feady [0
LUA Agent Function File | Call Fickup |0 Cancel ¥fer |41 Mot Ready |0
LUA Agent State File | Hold |0 Cancel Consult |41 wiork |0
LU App Specific Fils | Unhold [0 Start Consult [19 Busy [0
SwapHold |40 Park |0 After call |0
Debug Settings 2
File Name  [Amcom_GenCCTE2 Jain |0 Unpark [0
Start Conf. Start Park.
Mumber of Files 10 File Size (10000 2 0
Complete Conf. |31 Cancel Park {0
¥ Levell [V Level g V¥ Level G4 V¥ Level 512 Bl Sl ,41— Complete Park 'El—
W Level 2 W Level16 W Level128 W Level 1024
W Level 4 W Level 32 ¥ Level 256 W Level 2048
@ ok ‘ Cancel F Restart Service _@’ Phone Server
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Launch the IntelliDesk Console application from menu Start > All Programs - IntelliDesk 7
- IntelliDesk Console. The IntelliDesk Console login window is displayed, enter correct
credentials in the Operator Username and Password boxes to log in.

KP; Reviewed:
SPOC 11/15/2013

Pr——
Amcem

SOFTWARE

IntelliDesk Console

Copyright 1995 - 2012 Amecom Software, Ine.
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The screen below shows the IntelliDesk Console window after logged in. There are two line
appearances ACD and OUT that are in IDLE state.

& IntelliDesk Cansale - COMSOLEL =] & =]
Eile  Help
(N8 8EE v /@ l|=B

User: KELLYO * Demo Mode *

ACD ouT
DLE DLE

Search ] Detail ] Motes

] Histary
INTELLIDESK DIRECTORY

Fe->Offc Ext FS->USER ID
Fletcher Kelly Armcom Suppon
_!|Keniston Joe Amcom Suppart
LM FI Ext UszerlD Dept DirLocal
Maonge Carrie Arncorn Support j

CALL INFORMATION

DIRECTORY INFORMATION
Caller Mo Fields Configured
Called
Display
AN
Dialed Murnber
DHIS
HOLD DIMF | KeyScript2 | KeyScript3 | KeyScripta | KeyScript5 | KeyScript6 | KeyScript7 | KeyScript8 | KeyScripte |
9/12/2013 02:54:49 PM
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8. Verification Steps

The following are typical steps to verify that Amcom IntelliDesk works with Contact Center
CCT in controlling the physical agent phone.
1. Log in the agent phone and place the agent in the queue.
2. Place a call to contact center CDN number. The call is then queued to the skillset
Voice_SKI1 and come to available agent6.
3. When the ACD call comes to the agent phone, the line appearance ACD on the
IntelliDesk application is also alerted and changes the state from IDLE to RINGING.

[ IntelliDesk Cansale - CONSOLEL = &=z
File Help
? =4 S p— g
4 38 W EeR=R =1 -2 ﬂ g A
User: KELLYO Demo Mode =
16139675288 Calling 1005 ACD ouT
DH15=54900 RINGING DLE
Search lgetail ] Motes ] Histary ] IDLE
INTELLIDESK DIRECTORY
F5->Last Name FB->First Name FB->0ffc Ext F9-=USER ID F7-=Department
Cain Ilike Arncorm Suppor
Fletcher Kelly Amcom Support
Keniston Joe Amcom Suppaort
LM Fr Ext UszerlD Dept DirLocal
hdonge Carrie Arncorn Support j

CALL INFORMATION

DIRECTORY INFORMATION

Caller 161396575255 Ma Fields Configured
Called 54900
Display
AN
Dialed Mumber
OMIS
= =]
HOLD DTMF | KeyScript2 | KeyScript3 | KeyScripta | KeyScripts | KeyScript6 | KeyScript7 | KeyScripts | KeyScripty |
9/12/2013 02:56:11 PM
4. Click on the ACD line appearance or LINE 1 on the keyboard to answer the call. The
status is now changed to IN USE.
i IntelliDesk Consale - CONSOLEL =]

File Help

N B | &

User: KELLYO

-

CE&lya|d =8

16139675288 Calling 1005 ACD ouT
DNIS=54900 N USE DLE
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5. Hang up the call from the IntelliDesk application by pressing Release button in the
keyboard. The status of ACD line appearance is changed to IDLE. Repeat the same
procedure above for the secondary DN of the agent phone and verify it should be the
same.

All steps above were executed on IntelliDesk application, to make sure the IntelliDesk
application fully and properly controls physical agent phone, check on the agent phone reacts for
each step that was done by the IntelliDesk.

9. Conclusion

The compliance test between Amcom IntelliDesk application and Avaya Aura® Contact Center
CCT was successfully completed. All test cases were executed and passed with observations
noted in Section Error! Reference source not found..

10. Additional References

Product documentation for Avaya Aura® Contact Center and Avaya Communication Server
1000 may be found at https://support.avaya.com

Product documentation for Amcom intelliDesk Console application may be found at
http://www.amcomsoftware.com

[1] Avaya Communication Server 1000 Documents:
Avaya Communication Server 1000E Installation and Commissioning
Avaya CS 1000 Co-resident Call Server and Signaling Server Fundamentals
Avaya CS 1000 Element Manager System Reference - Administration

[2] Avaya Aura® Contact Center 6.3 documents:
Avaya Aura® Contact Center Planning and Engineering
Avaya Aura® Contact Center Installation
Avaya Aura® Contact Center Server Administration
Avaya Aura® Contact Center Overview
Avaya Aura® Contact Center Fundamentals
Avaya Aura® Contact Center Manager Administration — Client Administration
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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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