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Abstract

These Application Notes describe the configuration steps required for ALI Solutions OnQ to
interoperate with Avaya Proactive Contact 5.0 with PG230. ALI Solutions OnQ is a solution
for automating and centralizing call center campaign management.

In the compliance testing, ALI Solutions OnQ used the Event Services interface from Avaya
Proactive Contact to monitor activities associated with an infinite job, and used the SFTP
interface to dynamically retrieve call results and send call records. The call records were
processed by customized scripts on Avaya Proactive Contact and appended to the calling list
for the infinite job.

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

These Application Notes describe the configuration steps required for ALI Solutions OnQ to
interoperate with Avaya Proactive Contact 5.0 with PG230. ALI Solutions OnQ is a solution for
automating and centralizing call center campaign management.

In the compliance testing, ALI Solutions OnQ used the Event Services interface from Avaya
Proactive Contact to monitor job statistics, call events, and agent events associated with an
infinite job, and used the SFTP interface to dynamically retrieve call results to determine when
and what to send in the next batch of call records. The batch of call records were sent via the
SFTP interface, processed by customized scripts on Avaya Proactive Contact, and appended to
the calling list for the infinite job.

The integration required custom scripts on Avaya Proactive Contact that were developed by
Avaya Professional Services. The functions of the custom scripts included checking and
appending received call records to the applicable calling list, posting of call transaction results,
posting of daily cumulative call transaction results, and nightly clearing of calling list. The
development and deployment of the customized scripts are assumed to be in place and not
described in these Application Notes.

This compliance test covered the Avaya Proactive Contact with PG230 deployment option. The
results should be applicable to the Avaya Proactive Contact Standalone deployment option.

2. General Test Approach and Test Results

The feature test cases were performed both automatically and manually. Upon start of the ALI
Solutions OnQ application, the application automatically used Event Services to check job
statistics, call events, and agent states associated with the infinite job, and sent call records on an
as-needed basis to append to the calling list.

For the manual part of the testing, each call was handled manually using the Avaya Proactive
Contact Agent application to pace the outbound calls.

The serviceability test cases were performed manually by disconnecting/reconnecting the
Ethernet connection to ALI Solutions OnQ.

The verification of tests included using the ALI Solutions OnQ logs for proper message
exchanges, and comparing the statistics reported by the ALI Solutions OnQ Client application
against the job monitoring tool on Avaya Proactive Contact.
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2.1. Interoperability Compliance Testing
The interoperability compliance test included feature and serviceability testing.

The feature testing focused on verifying the following on ALI Solutions OnQ:

¢ Handling of real-time job statistics, call events, and agent states from Avaya Proactive
Contact Event Services.

e Proper reporting of statistics for the infinite job.
e Proper retrieval of call transaction results and sending of call records using SFTP.

¢ Proper interpretation of call transaction results from both the SFTP and Event Services call
event methods.

The serviceability testing focused on verifying the ability of ALI Solutions OnQ to recover from
adverse conditions, such as disconnecting/reconnecting the Ethernet connection to the ALI
Solutions OnQ server.

2.2. Test Results

All test cases were executed and passed. The one observation from the compliance testing is that
ALI Solutions OnQ does not currently utilize the cumulative statistics that are generated and
posted by the Proactive Contact custom scripts.

2.3. Support
Technical support on ALI Solutions OnQ can be obtained through the following:

e Phone: (512)328-8215
e Email: support@alisolutions.com
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3. Reference Configuration

As shown in the test configuration below, ALI Solutions OnQ solution consists of the OnQ
server, and the OnQ client. In the compliance testing, the ALI Solutions OnQ Client application
was running on the supervisor PC.

The Avaya Aura® Session Manager and Avaya Aura® System Manager were used in the
configuration to support the Avaya A175 Desktop Video Device.

Avaya Aura® \,0
System Manager i

.1 B
\(33’1-31 Avaya C363T-PWR Avaya C363T-PWR
Converged Stackable Switch Converged Stackable Switch Avaya
i 7 Proactive Contact Agents
Avaya Aura® & | %, With Avaya 1600 Series
Session Manager ,aqﬁq’rb’b'l 2, IP Telephones
A b 10 32.34.20 ) %
20 Q‘{';.. 20.32.39.130
) -!.!l
Avaya
# Proactive Contact Supervisor
Avaya Aura® Avaya i A Sk With Avaya A175 Desktop
Communication Manager an Proactive Contact  Application Enablement OnQ Video Device (SIP) and
Avaya 58800 Server with with PG230 REACER ' ALI Solutions OnQ Client
Avaya GBS0 Media Gateway [ :
[ — Event Services, SFTP = —— — — - !
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4. Equipment and Software Validated

The following equipment and software were used for the sample configuration provided:

Equipment

Software

Avaya Aura® Communication Manager on
Avaya S8800 Server

6.0.1 SP3
(R016x.00.1.510.1-19009)

Avaya G650 Media Gateway

e TN799DP C-LAN Circuit Pack HWO01 FW038
e TN2302AP IP Media Processor HW20 FW122

Avaya Proactive Contact with PG230 5.0

Avaya Proactive Contact Supervisor 5.0

Avaya Proactive Contact Agent 5.0

Avaya Aura® Application Enablement Services 6.1

Avaya Aura® Session Manager 6.1 SP2

Avaya Aura® System Manager 6.1 SP2

Avaya A175 Desktop Video Device (SIP) 1.0.2

Avaya 1608 IP Telephone (H.323) 1.3

ALI Solutions OnQ 33

ALI Solutions OnQ Client 33
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5. Configure Avaya Proactive Contact

This section provides the procedures for configuring Avaya Proactive Contact. The procedures
include the following areas:

e Obtain host name

e Administer SFTP user

¢ Obtain job name

¢ Obtain calling list details

5.1. Obtain Host Name

Log in to the Linux shell of the Proactive Contact server. Use the “uname -a” command to
obtain the host name, which will be used later to configure ALI Solutions OnQ.

In the compliance testing, the host name of the Proactive Contact server is “lzpds4”, as shown
below.

$ uname -a

Linux lzpds4b 2.6.18-238.1.1.el5PAE #1 SMP Tue Jan 4 13:53:16 EST 2011 1686 athlon
1386 GNU/Linux

LZPDS4B (admin) @/opt/avaya/pds [1001]

S

5.2. Administer SFTP User

At the Linux prompt, enter the command “menu sysadm” to display the ADMINISTRATOR
MAIN MENU screen shown below. Enter “2” to select Administrative tasks.

ADMINISTRATOR MAIN MENU

(@]

Exit
. Display help

=

2. Administrative tasks

3. Back up, restore and verify

4. Manage backup configuration file
5. Inbound calling lists

6. IVR administration

7. Transfer and process records

8. Voice messages

9. Manage database accounts

10. View customer support information
11. View APS information

Enter Command Number: 2
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The ADMINISTRATIVE TASKS screen is displayed

. Enter “2” to select Manage user

accounts.
ADMINISTRATIVE TASKS
COMMANDS
0. Exit to previous menu
1. Display help
2. Manage user accounts
3. Change sysadm password
4. Restart the system
5. Shut down the system
6. Set the system date and time
7. Monitor agent lines
8. Terminate a user session
9. Edit area codes/prefixes
Enter Command Number: 2

The MANAGE USER ACCOUNTS screen is displayed next. Enter CTRL-L to add a new
user login. Enter desired USER NAME, PASSWORD, and DESCRIPTION for the new login.
For GROUP FOR LOGIN, enter “sysadm”.

MANAGE USER ACCOUNTS

COMMANDS :

CTRL-L
CTRL-C
CTRL-D
CTRL-F
CTRL-X
CTRL-U

UID:

khkkkkhkkkkkkhkhkkhkhkkhkkhkkhkhkkhkkkkkkkkkkkkk

ALI OnQ SFTP user

USER NAME: aliong2
PASSWORD :
GROUP FOR LOGIN: sysadm
DESCRIPTION:
GROUPS:
Add a user LOGIN system
CHANGE a field agent
DELETE current user pcanal
FIND a user sysadm
EXIT user editing auditor
RESET Failcount for user rbac
rbacadmin
ADD USER

SYSTEM OPERATOR
AGENTS

ANALYSIS OPERATOR
SYSTEM ADMINISTRATOR
SYSTEM AUDITOR

RBAC GROUP

RBAC Admin GROUP
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At the Linux prompt, switch to the super user account and use the “usermod —d” command to set
the home directory for the SFTP user, as shown below.

In the compliance testing, the shared directory “opt/avaya/pds/xfer/pub” was created as part of
the custom script development, and was used for sharing file transfers with ALI Solutions OnQ.
Make a note of the directory path, which will be used later to configure ALI Solutions OnQ.

S usermod -d /opt/avaya/pds/xfer/public/ong aliong2
lzpds4b@/opt/avaya/pds [117]

5.3. Obtain Job Name

From a PC running the Proactive Contact Supervisor application, select Programs > Avaya >
Proactive Contact 5.0 > Supervisor > Editor to display the Editor screen below.

Follow [2] to create an infinite job that will be used to integrate with ALI Solutions OnQ. In the
compliance testing, the job name was “onq_list70”, as shown below.

In the Job Detail tab, note the Earliest start and Latest stop time values, which will be used
later to configure ALI Solutions OnQ.

#% Editor - [Jobs: Active ong_list70]
File Edit ‘iew Settings Tools Help

B pdsdb D E O X | BH|?

Contact Managfement obs; Active ong_list?l : : : : Joh Dt l :
% j Job |Jobtype [ FileVersion |Outbound list |Inbound list | Status 'Setting W alue ~
= blend Blend M &ctive lzpdzdblistl  lzpdsdbeinbndl Stopped = Basic
e L inbnd1 Inbound Il Active lzpdsdb-inbndl Stopped Job dezcription
: managed Managed [l Active lzpdzdb-list1 Stopped Tagged trunk-ta-trunk.
| g listyl Active Stopped Percentage complete 0
5 outbnd Outbound Il &ctive lzpdsdb-list] Stopped Line type(z] for uze on REG
werify Outbound [l Active lzpdzdb-list] Stopped E arliest start time 0800
wirtual Wirtual M &ctive lzpdsdb-listl Stopped Latest stop time 1800

Calling party number
Calling party number

Meszagesz and Scripts Require unit (D for O

Calling Lists Tranzaction completion 33

Bgent Keps -1 Call Pa_cmg .

Call Facing kethod Ewpert Calling
Schedule - ;
- Expert calling ratio e
Completion Codes Initial hit rate 100
Campaign Templates Minimum hit rate 20 N
Agent Job Lisl < | >

Refrezh complete
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5.4. Obtain Calling List Details

Note that the calling list created for the infinite job was “list70”, as shown in the screenshot
below. The Proactive Contact custom scripts will expect the file name of the raw call records
from ALI Solutions OnQ to use the syntax “rcvfilexx.raw”, where “xx” is the applicable list
number, in this case “70”.

Prior to the integration, the details of the calling list shown in the Calling List Dictionary tab
needs to be sent to ALI Solutions OnQ, which will be used to dictate the format of the call
records.

e Editor - [Calling lists: Active list70]

File Edit Yiew Settings Tools Help
B lzpasdb D@ H|Gc2x|v »OX | BE|?
Lontact Mane.-gemfant e -"'_: f;"-: . Features  Calling List Dictionary ] . . o
teszages and Scripts Mame | Type Status E_Descriplinn |Field - I'j.a't.a.T'ype . Length [jescriptinn | RS i
Lalling Lists list1 Outbound W Active Collections ; 1 B
=t inbrd1  Inbound [l Active Inbound Calling | CLASS_CODE  Character 3 O
% utbound = ALl Onll | ACCTHUM Character 13 O
= | CM5_ORG Character 3 O
; CUST_MAME Character an O
4 ADDR1 Character 30 O
ADDR2 Character 30 [l
Do Mol Call Graups: oy Character 19 O
S STATE Character 3 O
_- : ZIP Character 9 [}
—=F .| COMAKER_MAM Character 30 O
R PHOMEA Character 10 [}
échedule PHOMEZ Character 10 |
- AMT_DUE Character 7 O
CEmpision foe ey CYOLE_DUE  Character 7 O
Campaign Templates STD_PMT Character 7 O
Agent Job List CURR_BAL Character 7 O W
Record Length: 1175
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6. Configure ALI Solutions OnQ

This section provides the procedures for configuring ALI Solutions OnQ. The procedures
include the following areas:

e Launch OnQ Client

e Administer dialer

e Administer queue

e Administer extraction

6.1. Launch OnQ Client

From a PC running the OnQ Client application, select Start > All Programs > OnQ Client 3.3
> OnQ Client 3.3 to display the Login screen shown below. Enter the appropriate credentials.

Server Mame: |L|:|c:al Connections '|
Conhection Mame: |Dn£:u:|:|r_|necti|:|n 'l
User Mame: | |
Password: | |

| (8] 4 || Cancel
£ 2011 ALY Solutions Incorporated. All Rights Rederved Warldwide,
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6.2. Administer Dialer
The OnQ 3 Client screen is displayed. Select Configuration from the top menu.

# 0nQ 3 Client

_ /m (Cunﬂguraﬁon) (Adrrlinistration) (Reports) 0
Ciueue Summary Status File Status l CnntmIPanel\

CSL Summary Status

i kst y 7 s| Tod. | Rect o Ca | rds T 2 s cords|Dis
[ILow Delinquency n] n] Unlocked 0 1] 1] a 1] 1] 1] u] Mo
[“IHigh Delinquency u] n] Unlocked 0 1] u] a 1] a 1] n] Mo

b v

@@ @ 0ona 3| admin | [Administrator, View Only) A

The screen below is displayed next. Click on the Add Dialer icon to add a dialer.

w OnQ 3 Client

e (o) (Feoors) @

Intraday Management: ’ Targeted Time Zones \

Extractions LAl

Dialers and Extractions Call Selection Lists Call Handling Options

b y € S
@@ @ ona 3| admin | [Administrator, Yiew Ohly] &_
The Dialer type pop-up box is displayed. Select “Avaya” from the drop-down list.

Dialer Type |g|
Dialer Type:
|Avaya -
il Qanc_:el
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The screen below is displayed next. Enter the following values for the specified fields, and
retain the default values for the remaining fields.

Dialer Name:

Dialer Version:

Dialer Time Zone:

FTP Hostname:

FTP Username:
Password/Passphrase:
Results Directory:
Local Temp Directory:
Use Secure FTP:
Results File:

Name service Host:
Event Server Host:
Event Server User:
Event Server Password:
Use Event Services SSL:

A desired name.

“PC5”

Select the appropriate time zone.

Host name of Avaya Proact Contact from Section 5.1.

The SFTP user name from Section 5.2.

The SFTP user password from Section 5.2.

The shared directory path from Section 5.2.

A desired local directory for temporary files.

Check this field.

Enter “results.dat”.

Host name of Avaya Proactive Contact from Section 5.1.
Host name of Avaya Proactive Contact from Section 5.1.
Name of the Avaya Proactive Contact Event Service client.
Password of the Avaya Proactive Contact Event Service client.
Check this field.

# 0nQ 3 Client

FEX

g / (Adminis‘tration) (Reports) g

Dialers and Extractions . Call Selection Lists | Gall Handling Options | Intraday Management | Targeted Time Zones \

Avaya Dialer Configuration I

e )
Dialer Hame [ progctive Contact ke oGt ame [izpesan |
Description FTP Username
Password/Passphrase m
Dialer Type Awaya Results Directory |Io ptavayaipd shderpubliciong |
Dialer Version |PC5H = Local Temp Directory |Itmp |
Status Use Secure FTP
as Public Key File | |
Process Day Rollover Start | 2 AM it Results File
Process Day Rollover Stop | 4 AW b Results Done File l:l
Dialer Time Zone |AmericaILos_Ange\es = T
Driver Settings Hame service Host |Izpds4b |
Driver Timeout (minutes) ,:l Event Server Host | Izpds b |
Event Server User
Event Server Password
Event Client Port
Use Event Services SSL
Use Event Services Call Results
\_ AN >
b
1@ @@ 0Ona 2| admin | [Administrator, Yiew Only] &
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6.3. Administer Queue

The screen is updated with the newly added dialer, as shown below. Click on the Add Queue
icon to add a queue to the dialer.

w 0nQ 3 Client =53]

W & Configuration (ndministratinn) (Repnrts) 0
Dialers and Extractions Call Selection Lists Call Handling Options | Intraday Management i Targeted Time Zanes \

Dialers

Extraction

and Schedul

The screen below is displayed next. Enter the following values for the specified fields, and
retain the default values for the remaining fields.

¢ Queue Name: A descriptive name.

¢ Job Name: The name of the infinite job from Section 5.3.

¢ Record Send Length: Enter the applicable length of the call record.

¢ Send Directory: The shared directory path from Section 5.2.

¢ Send File: The file name to use for raw call records from Section 5.4.
¢ Default Record Send: The desired number of records to send in the initial batch.
e Minimum Dialer List Depth: The minimum number of records to maintain on the dialer.
e Governor Value: The maximum number of records in a single batch.

= OnQ 3 Client ([=1[E3]

A & Configuration (ndministratinn) (Repnrts) 0
Dialers and Extractions 4 Call Selection Lists Call Handling Options Intraday Management i Targeted Time Zanes \

“Avavya Dial Queues > Queue Configuration
ction Schedule

Record Management Schadule

& ign Rules Schedul
General Information lflicih ] sttt

Queue Hame | Queyel | Job Hame |an_IiStTD |
Description ‘ Job Virtual IE]
Job Virtual Agents | 0 |
File Format |Ma|n Input File Format v| Record Send Length |656 |
Use Phone Rotation [ae) ~
Send Directory |I0 piavavaipdshderpubliclong |
Use Mask L i
Mask features anly available if using Phone Rotation Send File |rcvﬂ|e?D.raw |
Single Character Mask [ | i -
Single character mask expanded to length of phone number Sheciciivos Intpal |1 lndtes, |
Inactive Phone Mask | ogoooooonn Prime Dialer |Dminutes hefore dialing. '|
- Default Record Send

|
Minimum Dialer ListDepth [ |
|

Governor Value | 20

Smoothed Hour Delivery O
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6.4. Administer Extraction

Follow [4] to create an extraction schedule for the new queue, which should match the infinite
job schedule from Section 5.3. The extraction schedule used for the compliance testing is shown
below.

= 0nQ 3 Client

_Status Configuration

Dialers and Extractions

B Call Slection Lists. L Gall Hzndlmyﬂpﬁﬁrm L Intraday Management: ’__:‘E:’nrg;}aiaaai:=“|“r'm-:'ua.-;‘fi:xrnars_"a?a,L

Dialer > Queues > Schedule Configuration

rAvailable Extractions ——

Schedule Hame Cnid Schedule

10 A

12 Ph

2 Phd

4 Phd

Schedule Parameters =
- S
|QQQ 0onG 3 | admin | [Bdministratar, View only A
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7. Verification Steps

This section provides the tests that can be performed to verify proper configuration of Avaya
Proactive Contact and ALI Solutions OnQ.

7.1. Verify Avaya Proactive Contact

Log into the Linux shell of the Proactive Contact server, and issue the “netstat | grep enserver”
command. Verify that there is an entry showing an ESTABLISHED connection between the
Proactive Contact Event Server and ALI Solutions OnQ, as shown below.

tcp 0 0 lzpds4b:enserver ssl lzpds4:40267 ESTABLISHED
tcp 0 0 lzpds4b:enserver_ssl 20.32.39.130:14675 ESTABLISHED
tcp 0 0 lzpds4b:40267 lzpds4b:enserver ssl ESTABLISHED

Start the infinite job, and log agents in to handle the outbound calls. Issue the “jobmon”
command and select the applicable job to monitor. In the Job Activity Summary Statistics
screen, verify that records are being selected and that phone calls are being made, as shown
below.

£ 10.32.34.20 - PuTTY

[STALANDARD] Jokb Ao
Surmary

HE[ong 1ist7?0] [33]

Start-time: D90 02.38 Currentotdme: 512019500

Line T

outhound Lines

[ Loaded additional call selection list
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7.2. Verify ALI Solutions OnQ

From the OnQ Client application, select Status from the top menu, followed by Queue
Summary Status to display the screen below. In the lower pane, verify that the following field
values match to the corresponding values from Proactive Contact.

e Status: “Active”

e Job Depth: The number of phone calls left from Section 7.1.
e Job State: “Active”

¢ Current Hit Rate: The current hit rate from Section 7.1.

¢ Running Hit Rate: The run hit rate from Section 7.1.

e Outbound Connections: The number agent connects from Section 7.1.

& 0n(Q 3 Client

) (coniguration) (Administration) (Reports) (@
CSL Summary Status Queue Summary Status File Status I Contral Panel —\
Queue Summary Status =

Active Campaign Rule

Last Update

03:28:20 PM EDT

Outbound Connections

Initial Send Complete

‘ Queuel ‘]Ssmsfznn
w
|

Status Active Records Sent A Heed More o

CSLs in Use Low Delinguency Completed Records 0 Job Depth 60

L [ Last Send 1 Job State Active

iUl S S Last Record Send Time  12:29:29 PM, EDT Current Hit Rate &0

Extraction Exdraction Released From Dialer 0 Running Hit Rate 63

6

true

|

\ v
@@ @ ono 3| admin | [Administratar, Yiew Only] A
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8. Conclusion

These Application Notes describe the configuration steps required for ALI Solution OnQ to
successfully interoperate with Avaya Proactive Contact 5.0 with PG230. All feature and
serviceability test cases were completed.

9. Additional References

This section references the product documentation relevant to these Application Notes.

1. Administering Avaya Aura™ Communication Manager, Document 03-300509, Issue 6.0,
Release 6.0, June 2010, available at http://support.avaya.com.

2. Administering Avaya Proactive Contact, Release 5.0, April 2011, available at
http://support.avaya.com.

3. OnQ 3.3 Avaya Dialer Integration Guide, June 30, 2011, available upon request to ALI
Solutions Support.

4. OnQ 3.3 Configuration Guide, June 30, 2011, available upon request to ALI Solutions
Support.
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