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Application Notes for Viable Resources Customer
Experience Reporting with Avaya Aura’ Communication
Manager and Avaya Aura Application Enablement
Services — Issue 1.0

Abstract

These Application Notes describe the configuration steps required for Customer Experience
Reporting to interoperate with Avaya Aura ™ Communication Manager and Avaya Aura ™
Application Enablement Services. Customer Experience Reporting is a web-based contact
center management solution. Customer Experience Reporting uses real-time data from

Communication Manager to monitor and produce reports on phone activity for agents and
ACD/skill groups.

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

Viable Resources’ Customer Experience Reporting is a web-based contact center management
solution. Customer Experience Reporting uses real-time data from Avaya Aura' ™
Communication Manager to monitor and produce reports on phone activity for agents and
ACD/skill groups. It enables supervisors to monitor activities as they happen in a contact center
and provide historical, statistical, and graphic reports on specific activities over time.

The interoperability of Customer Experience Reporting Version 1.1 with Avaya Aura™™
Communication Manager is accomplished through Avaya Aura'™ Application Enablement
Services. These Application Notes describe the compliance test configuration used to test
Customer Experience Reporting Version 1.1, with Communication Manager running on an
Avaya S8300 Server and an Avaya G350 Media Gateway.

1.1. Interoperability Compliance Testing
The Compliance testing focused on the following areas:

e Installation & Configuration
e Customer Experience Reporting/Avaya Feature Functionality Verification
e Failover and Serviceability Tests

The installation and configuration testing focused on the setup of all components and the ability
to interoperate. It also covered the ability to remove the application from the Customer
Experience Reporting server.

The functionality testing focused on verifying Customer Experience Reporting ability to receive
and parse real-time data from Communication Manager, and the use of the data in various reports
as well as the production of historical reports.

The serviceability testing focused on verifying the ability of Customer Experience Reporting to
recover from and report on adverse conditions.

1.2. Support

Technical support on Customer Experience Reporting can be obtained through the following:

* Phone: (513) 518-2775
» Email: inquiries@ccscallcenters.com
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2. Reference Configuration

The interoperability of Customer Experience Reporting Version 1.1 with Communication
Manager is accomplished through Application Enablement Services. The compliance test
configuration used to test Customer Experience Reporting Version 1.1 includes the Avaya S8300
Server, the Avaya G350 Media Gateway, Application Enablement Services, Windows 2003
Server for Customer Experience Reporting, PCs for the clients, and telephones. Figure 1
provides a high level topology.
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Aura™ Communication Manager Enablement Services
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Figure 1: Customer Experience Reporting Compliance Test Sample Configuration
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3. Equipment and Software Validated

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

Hardware/Software Component Version/Description

. Avaya Aura' "' Communication Manager
é;?ey;asymo Server and G350 Media 5.2 (RO15x.02.0.947.3) with Service Pack

17534

Avaya Aura - Application Enablement

! Release 4.2.3
Services

9620, 9630, 9640 H.323 Avaya One-X

Avaya 9600 Series IP Telephones Terminals R2.0

Avaya [P Agent, Avaya One-X Agent R6, R1

Viable Solutions’ Customer Experience Version 1.1 with Windows IIS Services
Reporting running on Windows 2003 (32-bit) | 5.1, NET Framework 3.5, and Internet
Server Explorer 6.0

4. Configure Avaya Aura’ Communication Manager

All the configuration changes in this section for Communication Manager are performed through
the System Access Terminal (SAT) interface. For more information on configuring
Communication Manager, refer to the Avaya product documentation, Reference [1].

This section provides the procedures for configuring Communication Manager. The procedures
fall into the following areas:
e Administer Processor Ethernet Interface for Application Enablement Services
connectivity
¢ Administer CTI link with TSAPI service

The detailed administration of contact center entities, such as VDN, Vector, Skill, Logical
Agents and Station Extensions are assumed to be in place and are not covered in these
Application Notes.
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4.1. Administer Processor Ethernet Interface for Application
Enablement Services Connectivity

Verify the entry for the Processor Ethernet Interface in the node-names form.

e Enter the change node-names ip command. In this case, procr and 10.64.10.10 are
already populated as Name and IP Address for the Processor Ethernet Interface that will
be used for connectivity to the Application Enablement Services server. The actual IP
address may vary. Submit these changes.

c Telnet 10.64.10.10
hange node—names ip

IF HODE HAMES

Mame IP Address
LM 78.1.1.188
default a.a.a.a
msgserver 98.1.1.111
proce 18.64.18.184

of 4 adminiztered node—namesz were displayed >
*lizt node—namesz' command to see all the administered node—names
‘change node-names ip xxx' to change a node—name ‘"xxx’ or add a node—name

ESC—x=Cancel Esc—e=%ubnit Esc—p=Prev Pg Ezsc—n=Hext Pg Eszsc—h=Help Ezc—r=Refrezh
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On an S8300 server, the Processor Ethernet Interface should already be in the ip-interface list.

e Either the display ip-interface procr command or the list ip-interface all command will
display the parameters of the Processor Ethernet Interface on the S8300.

Telnet 10.64.10.10 ﬂﬂ

dizplay ip—interface

Type: PROCR
Target socket load: 170@

Enabhle Interface? uy Allow H.323 Endpoints? y
Allow H.248 Gateways? y
Metwork Region: 1 Gatekeeper Priority: &

IPU4 PARAMETERS
Hode Mame: procr
Subnet Maszk: ~24

ESC—x=Cancel Ezc—e=%ubmit Esc—p=Prev Pg Ezc—n=Next Pg Ezc—h=Help Ezc—r=Refrezh

Telnet 10.64.10.10 - 0] x|
lizt ip—interface all

IP INTERFACES

S81lot CodersSfx Mode Mame~ Mazk Gateway Hode
IP-Address

y PROCR 18.64.168.18 <24 18.64.18.1

ommand successfull

ESC—x=Cancel Esc—e=Submit Ezc-p=Prev Pg Esc—n=Mext Pg Eszsc—h=Help Eszsc—r=Refreczh
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Add an entry for IP Services with the following values for fields on Page 1, as displayed below:
e Enter the change ip-services command.
¢ In the Service Type field, type AESVCS.
e In the Enabled field, type y.
e In the Local Node field, type the Node name procr for the Processor Ethernet Interface.
e In the Local Port field, retain the default of 8765.

e+ Telnet 10.64.10.10

IF SERUICES
Service Local Local
Tuype Hode Port
AESUCS procr 8765

ESC—x=Cancel Ezc—e=S5ubmit Esc—p=Prev Pg Ezc—n=MNext Pg Esc—h=Help Ezc—r=Refrezh
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Go to Page 3 of the IP Services form, and enter the following values:
¢ Inthe AE Services Server field, type the name obtained from the Application
Enablement Services server, in this case AES.
e In the Password field, type the same password to be administered on the Application
Enablement Services server, in this case aeslpassword.
e In the Enabled field, type y.

¢ Telnet 10.64.10.10

AE Services Administration

Server ID AE Services Password Enabled Status
Server
AES aeslpassword uy in use

O A e o B = (5 0 50 =] O LA Gl B

P e e ek

ESC—x=Cancel Ezc—e=Submit Ezc-p=Prev Pg Esc—n=Mext Pg Ezc—h=Help Ezc—r=Refreczh

Note that the name and password entered for the AE Services Server and Password fields must
match the name and password on the Application Enablement Services server. The administered
name for the Application Enablement Services server is created as part of the Application
Enablement Services installation, and can be obtained from the Application Enablement Services
server by typing uname —n at the Linux command prompt. The same password entered above
will need to be set on the Application Enablement Services server using Administration >
Switch Connections > Edit Connection > Set Password.
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4.2. Administer Computer Telephony Integration (CTI) Link

It is assumed that Communication Manager is enabled with feature licenses for Vectoring, ASAI
Link Core Capabilities, and Computer Telephony Adjunct Links.

This section provides the steps required for configuring a CTI Link.
Enter the display system-parameters customer-options command.
e On Page 3, verify that the Computer Telephony Adjunct Links field is set to y for yes.

If not, contact an authorized Avaya account representative to obtain the license.

Telnet 10.64.10.10 o ] [

system—parameters customer—options

OPTIONAL FEATURES [

Audibhle Messzage Waiting?
Authorization Codes?

CAS Branch?

CAS Main?

Change COR by FACG?

Computer Telephony Adjunct Links?
Cug Of Calls Redirected Off-—net?
DCE <Basic)»?

DCE Call Coverage?

DCS with Rerouting?

Abbreviated Dialing Enhanced List?
Access Security Gateway C(ASGH?

Analeg Trunk Incoming Call ID?

AsD GrpsSys List Dialing Start at 817
Answer Supervision by Call Classifier?
ARS?

ARS-AAR Partitioning?

ARSAAR Dialing without FAC?

ASAI Link Core Capabilities?

ASAI Link Plus Capabhilities?

Async. Transfer Mode <ATH> PHC?
Async. Transfer Mode <ATH> Trunking?
ATH WAM Spare Processor?

ATHE?

Attendant Uectoring?

2333w 33333

Digital Loss Plan Modification?
D51 MSP?
D81 Echo Cancellation?

2300w\ a33233
=33

CMOTE: You must logoff & login to effect the permizsion changes.>

ESC—x=Cancel Esc—e=%ubmit Esc—p=Prev Pg Ezc—n=Next Pg Eszsc—h=Help Ezsc—r=Refrezh
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Enter the add cti-link <link number> command, where <link number> is an available CTI link
number.
¢ In the Extension field, type <station extension>, where <station extension> is a valid
station extension.

e Inthe Type field, type ADJ-IP.
e In the Name field, type a descriptive name.

e+ Telnet 10.64.10.10 0] x|
add cti-link 1 Page 1 of 3
CIT Link: 1

Extension: 5978
Type: ADJ-IP

Hame: AUAYA CTI1

ESC—x=Cancel Esc—e=Submit Esc—p=Prev Pg Esc—n=Next Pg Esc—h=Help Ezc—r=Refresh

Enter the list cti-link command to verify that the CTI Link is correctly configured. All
configured links will show in this screen. In the snapshot below, Link 1 is the link of interest
added above.

et Telnet 10.64.10.10 -0l x|

lizt cti—link -
CTI LINKS

Link Ext Type Port Mame

1 5998 ADJ-IP AVAYA CTI1
2 5991* ASAI-IP CT CONMECT

ESC—x=Cancel Ezc—e=S%ubmit Esc—p=Prev Pg Esc—n=Mext Pg Esc—h=Help Esc—r=Refresh
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5. Configure Avaya Aura Application Enablement Services

Application Enablement Services enables Computer Telephony Interface (CTI) applications to
monitor and control telephony resources on Communication Manager. The Application
Enablement Services server receives requests from CTI applications and forwards them to
Communication Manager. Conversely, the Application Enablement Services server receives
responses and events from Communication Manager and forwards them to the appropriate CTI
applications.

This section assumes that the installation and basic administration of the Application Enablement
Services server has already been performed. For more information on administering Application
Enablement Services, refer to the Avaya product documentation, Reference [2].

Access the Application Enablement Services OAM web-based interface by using the URL
https://ip-address in an Internet browser window, where ip-address is the [P address of the
Application Enablement Services server.

22 https://10.64.10.20/index. jsp - Microsoft Internet Explorer

Eile Edit W¥ew Favortes Tools Help W

g - 1 A 7y < A ay
QBack 2} lﬂ |EL| (| o~ Search . Favorites 6-“{ e .:‘

fddress @] https: (10,6410, 20findex.jsp v . Go | Lirks **
Google v | M search v o5 D e B- ¥9 Bockmarks 5P Check - 2 g - Signin + @ snaglt [t
AVAYA Application Enablement Services

AE Server Administration
WebLM Administration

Welcome to Avaya Application Enablement Services

These web pages are provided for the administration and maintenance of this Avaya Application
Enablement Server.

£ >
@'] Done é Q Internet
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The Login screen is displayed as shown below. Log in with the appropriate credentials.

3 45 Lo - Wit et b pPm

Eile Edit W¥ew Favortes Tools Help

OBack - lﬂ li‘] A / ! Search < ' Favorites £

fddress (@] https: /110,64, 10.20/MYAPjindex. jsp v Beo ks
Google W -" Search ~ ¢ G2+ D d}l' S]' 9 Bookmarks * “é& Check + ** 3 SignIn = @Snaglt Eap

AVAYA

ion Enablement Se
Please log on.

Lagon:

Password:

g‘] Done S @ Internet

The Welcome to OAM screen is displayed next. Select CTI OAM Administration from the
left pane.

a3 https:/f10.64.10. 20/MVAP/forms/common/home. jsp - Microsoft Internet Explorer
Edit

Eile

OBack - |£| |EL| A y ! Search Favorites  54) - = = :‘?'

fddress | ] https: /10,64, 10, 20/MVAP Formsjcommanfhome. jsp v Bl ks

Wiew Favortes Tools Help

v | M search - 50 - D gE- Bi- U9 Bodkmarks 0P Check - 2 g, - Sgnin - ©snaglt '

W

Google

Application Enablement Services

Operations Administration and Maintenance
®Help @Logout

Home You are here: = Home

CTI 0AM Administration

User Management welcome to OAM

Security Administration

The AE Services Operations, administration, and Management (QaM) Web provides you with tools
for managing the AE Server, OAM spans the following administrative domains:

® CTI OAM Admin - Use CTI 0AM Admin to manage all AE Services that you are licensed to use
on the AE Server.

® User Management - Use User Management to manage AE Services users and 4E Services
user-related resources,

® Security Administration - Use Security Administration to manage Linuz user accounts and
configure Linux-PA&M (Pluggable Authentication Modules for Linux).

Depending on your business requirements, these adminstrative domains can be served by one
administrator for both domains, or a separate administrator for each daomain.

g‘] Done é Q Internet
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The Welcome to CTI OAM Screens screen is displayed. Verify that Application Enablement
Services is licensed for the TSAPI service, as shown in the bottom of the screen below. If the
TSAPI service is not licensed, contact the Avaya sales team or business partner for a proper
license file.

<2 Welcome to CTI OAM Screens - Microsoft Internet Explorer E|@|Pz|

File

Edit  Yiew Favorites Tools  Help I"

QBack - I |ﬂ \g ;\J /..-\JSearch ‘::?'\'{Favorites {‘} == ‘i‘i

Address |féj https: 10,64, 10, 20/MYAP|Farms ckifctiHame . jsp v| Go  Links *

Google v | search -0 G- @ o | B - €9 Bookmarks v | € - (Sanin - @snaan B
. ”~

Operations Administration and Maintenance

AVAVA Application Enablement Services

®0LM Home ®Help @Logout

¥ou are here:

| CTIOAM Home
Administration

T Welcome to CTI OAM Screens

Maintenance

[craft] Last login: Mon Mov 2 20:01:05 2009 from 10.64.10.15

vvvvvvv
d
o
2
@

Help IMPORTAMT: AE Services must be restarted for administrative changes to fully take effect.
Changes to the Security Database do not require a restart,

' Service Status State Licenses Purchased
: ASAI Link Manager Running MAA A&
DMCC Service Running ONLINE Yes
CYLAN Service Running OMNLINE Yes
DLG Service Running ONLIMNE Yes
: ;Larcffeurt Layer Running /A /A
{ TSAPI Service Running OMNLINE Yes
SMS M/a M/ A ¥es

| For status on actual services, please use Status and Control.

License Information

You are licensed to run Application Enablement (CTI) version 4.2,

@Done é O Inkernet
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To administer a TSAPI link, select Administration > CTI Link Admin > TSAPI Links from
the left pane. The TSAPI Links screen is displayed, as shown below. Click Add Link.

3 https:4/10.64.10. 20/MVAP forms/ctiftsapilinks. jsp - Microsoft Internet Explarer =3
File Edit Yiew Favorites Tools Help ,'

@Back M > | |ﬂ @ ;j /.._\J Search \5:( Favorites 'ej - :6 — ‘ﬁ

Address|féj hitps: 10,64, 10, 20{MyAR Forms ctifts apiLinks. jsp V|Gn Links »

Google v | search -0 G- @ o | B - €9 Bookmarks v | € - (Sanin - @snaan B

Application Enablement Services

Operations Administration and Maintenance

®0LM Home ®Help @Logout

CTI 0AM Home You are here: = Administration > CTI Link Admin > TSAPI Links

+» Administration

» Metwork Configuration TSAPI Li“ks

Switch Connections

: + CTI Link Admin Link Switch Connection Switch CTI Link #  ASAI Link Yersion Security

E TSAPI Links ® 1 S5300 1 L3 Unencrypted

CuLan Links [(add Link ] [ Edit Link | [ Delete Link

| DLG Links =
féj 5 4 nternet B
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The Add / Edit TSAPI Links screen is displayed next. The Link field is only local to the
Application Enablement Services server, and may be set to any available number. For Switch
Connection, select the relevant switch connection from the drop-down list. In this case, the
existing switch connection S8300 is selected. For Switch CTI Link Number, select the CTI link
number previously administered. Click Apply Changes.

Application Enablement Services

Operations Administration and Maintenance
$0AM Home ®Help @ Logout

You are here: > Administration > CTI Link Admin > TSAPI Links
- Administration = -
e T . Add / Edit TSAPI Links
v Netwaork Configuration
Switch Connections
« CTI Link Admin iz 1=
TSAPI Links Switch Connection: S8300 =
CVLAN Links Switch CTI Link Number: 1=
bLL Lirks ASAI Link Version 4=
» DMCC Configuration :
TSAPI Configuration S Unencrypted =]
+ Security Database Apply Changes I %ancal Changes |
v Certificate Management
» Dial Plan
Enterprise Directory
» Host AA

SMS Configuration

WeblM Configuration

Bridged alert Config
Status and Control

Maintenance

© 2009 Avaya Inc. All Rights Reserved.

T € Trtemet
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The Apply Changes to Link screen is displayed. Click Apply.

2 https:/110.64.10.20/MVAP/action/cti/addTsapilinks.do - Microsoft Internet Explorer, (=3
File Edit Yiew Favorites Tools  Help ﬂ'

@Back - \_) Iﬂ @ h /.._\J Search \‘T;‘\'(’ Favorites €3 <+ :6 — ‘3

Agdress|:é_'] htps: 10,64, 10, 200y &P actionctif add TsapiLinks.do v|Gu Links **

Go Slt v -.' Search '“@' \9 I:Ei' @' ﬂ? Bookmarks = > % - -:-S\gn In~ @Snaglt '

Application Enablement Services

Operations Administration and Maintenance
$0aM Home ®Help @Logout

CTI 0AM Home You are here: >  Administration > CTI Link Admin =

- Administration = -
» Network Configuration Apply Changes to Ll“k
Switch Connections
+ CTI Link Admin Warning! Are you sure you want to apply the changes?
TSAPI Links These changes can only take effect when the TSAPI server restarts.
e Please use the Maintenance -> Service Controller page to restart the TSAPI server.

| CWLAN Links

| : Appl Cancel

| T
| » DMCC Configuration

| TSAPI Configuration a

@Dnne é ° Inkernet -
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Next, add a CTI User, as Customer Experience Reporting requires a CTI user to access

Application Enablement Services. Select OAM Home > User Management > Add User from

the left pane.

In the Add User screen, enter the following values:
e In the User Id field, type a meaningful user id.
e In the Common Name field, type a descriptive name.
e In the Surname field, type a descriptive surname.
e In the User Password field, type a password for the user.

In the Confirm Password field, re-enter the same password for the user.
In the Avaya Role field, retain the default of None.

In the CT User field, select Yes from the dropdown menu.
Click Apply at the bottom of the screen (not shown here).

User Management Home
' ~ User Management
; List All Users
Add User
Search Users
Modify Default User
| Change User Password
» Service Management
|+ Help

You are here: > User Management > Add User

Application Enablement Ser
Operations Administration and Maini

® 0AM Home ®Help |

Add User

Fields marked with * can not be empty.

* User Id I\ﬂ'ame

e .
Common Mame I\ﬂable

#e -
Surname |\nable

* User Password I.""."
* Confirm Password I.""."

Admin Notel

Avaya Role INone j
Business Categoryl

Car Licensel

cM Homel

Css Homel

CT Userm

Department Numberl

Display Name |

Employee Numberl

Employee Typel

Enterprise Handlel

Given Name I

Home Phonel

Home Postal Address I

Initialsl

SMH; Reviewed:
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Select Administration > Security Database > Tlinks from the left pane. The Tlinks screen
shows a listing of the Tlink names. A new Tlink name is automatically generated by the
Application Enablement Services server, upon creation of a new switch connection. Locate the
Tlink name associated with the relevant switch connection, which would use the name of the
switch connection as part of the Tlink name. Make a note of the associated Tlink name, to be
used later for configuring the Customer Experience Reporting server.

In this case, the associated Tlink name is “AVAYA#S8300#CSTA#AES”. Note the use of the
switch connection “S8300” as part of the Tlink name.

2} https:4/10.64.10. 20/MVAPHforms/ctiftlinks.jsp - Microsoft Internet Explorer =3

File Edit Yiew Favorites Tools

@Back M > | |ﬂ @ ;\J /..-\JSearch ‘sﬂ'\'f’Favorites {‘} 3~ &g = ‘i‘i

Address |féj https: 10,64, 10, 20/MYAP Farms chiftinks. jsp v| Go  Links *

Google v | search -0 G- @ o | B - €9 Bookmarks v | € - (Sanin - @snaan B
.A

Help

AVAVA Application Enablement Services

Operations Administration and Maintenance
®0LM Home ®Help @Logout

¥ou are here: > Administration > Security Database = Tlinks

| CTIOAM Home
» Administration

MNetwork Configuration Tllnks

Switch Connections

-

v CTI Link Admin Tlink Name
| » DMCC Configuration @ AWVAYARSDIN0ORCSTA#AES
| TSAPI Configuration - -
| [SaPLConfiquratian ((Edit Tink ] [ Delete Tiink
+ Security Database “
S @ Internet
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6. Configure Customer Experience Reporting

This section provides the procedures for configuring Customer Experience Reporting. The

procedures include the following areas:
e Launch and Configure Administrator Console
Launch Customer Experience Reporting Web Interface
Administer Skills
Administer Vectors
Administer VDNs
Administer Agents
Administer Supervisor(s)
Web Client Installation
Accessing Instant Messaging

The configuration of Customer Experience Reporting is typically performed by Viable

Resources support technicians. The procedural steps are presented in these Application Notes for

informational purposes.

6.1. Launch and Configure Administrator Console

Activake Windows

ﬁ’ ki

"‘i_i_, Windaows Catalog

% Windows Update

Dm e e | Accessories 3
Erograms -
| dministrative Took 4

Documents 2 @ Startup k

R €& Internet Explorer
) Outlack Express

b .. Remote Assistance

@ Microsoft SOL Server 2005

7] Avaya AE Services

B Contact Center Solutions

) Citrix

d Edition

Help and Suppaort

Log Off administratar. ..

CEIEEEE &
L

Shk Down,

[ Windows Server 2003 Standar
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The first screen that appears is not a login screen. The console does not require a login, but it
does require some configuration.

! admin Console - View1
System  View Window Help |

|lz2a=mB] |

M[=1 3

¥
= admin
w0 AMs
] avavac
Fl Database
Elncts

& :i Syskem

s

Ready System Status: . Metwork Status: Logged in 4
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Configure the Site Info Tab under the Admin Tab.
e Fill in boxes for Name, Address, City, State, Zip Code, First Name, Last Name,
Phone Number, and E-Mail Address.

I Admin Console - Viewl
J. System Wiew ‘Window Help |
e \
W viewl M[=] E3
B Serverl . 1
2 2 A Site Info | E-Mail Setting | Error Alert |
I Admin
-] AMS NOTE: T all the ch
I avavac Registration Mumber: IDEVEDNNET Site |- Iu]]]] bl Wh-m himl"_g” once,
F patabase
Bl ncts ~ Site Inif
B System Name: Awvapa DevConnect
Address: |1 300 \West 120th Ave, D4-D40
Ci: \estminster G ‘cu P Code: |20234
Contact Person
Belld Hartz
First Name: Last Name: Q
Phane Number: |303.555.1 212 E-Mai someuser@avaya com
Ready System Status: . Metwork Status: Logged in I_ i
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Configure the E-Mail Setting Tab under the Admin Tab.

e Choose the System Name from the pull-down menu. Populate the System E-Mail
Address box and the SMTP Interface IP Address for the network management
elements, if required for alerting. Hit Apply.

e E-mail was not populated in the screen shot below as it was not needed for the
interoperability testing.

T Admin Console - Viewl
System  Wiew ‘Window Help
2 2BE \
= g Serverl N i k
-0 ACD Site Info | E-Mail Setting | Error Alert |
=] Admin
@] AMS NOTE: To apply all the
P avavac System Name: Server] PEX s once, click the
I Database Apply button below.
Bl ncts System E-Mail Addre
-0 System System E-Mail Address:
[up to 50 valid chars)
SMTP Intest
IP Address: | 27,00 .0 .1
[ o]
Ready System Status: |—Netw0rk5ta‘tus: Logged in l_ A
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Configure the Error Alert Tab under the Admin Tab.
e Choose the System Name from the pull-down menu. Populate the Add E-Mail Address
box and choose which error logs and alerts the customer requires, if needed. Hit Apply.
e E-mail was not populated in the screen shot below as it was not needed for the
interoperability testing.

I Admin Console - Yiewl
|| system wiew Window telp |
|lz2a=mB|
View1 O] x]
=] Serverl 1 : 1
= &) A Sitelnfo | E-Mail Setting | Error Alert | .
I adrin kg
B AMS P p———y MOTE: To apply all the changes once, click the
I avavac Q System Name: | SINCIRNES Apply button belov.
E Ezfrasbase System Emors & Alerts : Destination E-Mail Address [up to 10]
& System Primary | Destination E-Mail Address | Add E-Mail Address: (up to 50 chars)
Add I
Remove Selected E-Mail Address:
i~ Error Log & Alert Selection
Select | Msg No. | Description | Severity ... | E-Mail Subject | Comments/Action Ta be Ta. «|
] 1 Info msg. Information |
= 10 Server Status Infarmation
=] 1 Server Connection er...  Information
30 A5 SNMP slerts. Alarm
kil A5 FIB00 alerts. Alarm
O 1000 S0L Dbase access. Critical Er... -
4| | »
Edit I
Apply
Ready System Status: . Metwork Status: Logged in l_ 4
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Configure the Avaya portion under the AVAYAC tab.

e Choose the System Name from the pull-down menu. Populate the Maintenance
Interface information with the IP Address, Login Name, and Password from the
Communication Manager.

NOTE: A standard login is recommended with privileges similar to the dadmin login
created below, but Viable does not recommend using dadmin in a production
environment.

e Populate the CTI Interface information with the IP Address/Port, Avaya CTI Link ID,
the TLINK name for the AES Connection ID, the Login Name, and Password from the
Application Enablement Server. Hit Apply.

¥ admin Console - Yiewl
System  Wiew Window Help
|lz22=mB] |
View1 [_ 0] X
= g Serverl
#[1 aco
= Adrin System Name: Server] PEX - Reset
w0 AMS
y ¢ M ai Interface Apply
I Database IP Address: 10 .64 10 . 10
Bl ncts
=[] System Login Mame: Idadmin
Password:
PIN: I xxxxxxxxxx
—CTLI
IP &ddress / Part: I 10 . 64 .10 . 20 p |450 %
AvapaCTILkID: o1 ]
AES Connection 1D: IAVAYA#SB]IIRESTAMES
Login Name: Iavaya
Pas: 4 I xxxxxxxxx
Ready System Status: |— MNetwork Status: Logged in l_ y
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To view system status in the Admin Console, click on System -> Active Service. This page
gives the full system status including Network Status, PBX status, and CTI Link Status.

! admin Console - View1

|| ystem Wew Window Help |

|z22m3 |
W View1 M[=] E3
= g Serverl
# 1 ACD Service System Name Status Status Description
I adri P X i ¥ LINE
=53 AMS& | erl PEX ACD SYSTEM UP/PEX ON-LINE/PEX UP
B avavac ACD_WEB  Serverl PBX EXECUTING ACD is UP
Pl Databiase ADMIN EXECUTING Admin executing
AMS Server] PEX EXECUTING AMS 4PP ON-LINE
B ners AVAYAC Server! PEX EXECUTING CTI Link is UP/Maint. Link is LIP
= System EMalL Server] PBX EXECUTING Email iz Up
E Active Service MCTS Serverl PBX EXECUTING Service is executiag.
] Capacities

] installed Service

®] Message Log

=] Metwork Configuration
] real Time Message Log
] real Time Trace Log

FE statistics
I Trace Log
Start System | Shutdawn System | Restart Spstem |
Start Service | Shutdown Service I Restart Service | Waorking Mode
Ready System Status: . MNetwork Status: Logged in l_ l_ Y
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6.2. Launch Customer Experience Reporting

Access the Customer Experience Reporting web-based interface using the URL http://ip-

address/acdclient in an Internet browser window, where ip-address is the IP address of the

Customer Experience Reporting server. The Log In screen is displayed as shown below. Log in

using the appropriate credentials.

ﬁ'EES Customer Experience Reporting Application - Windows Internet Explorer

@A v I,&_ hikp:ff10.64. 10,15/ acdchent) j ,_«, +5 | X Ib Live Search 2
File Edit Wew Favorites Tools Help
. Favorites @& ccs Customer Experience Reporting .ﬁ.ppli:a.--l | M v E) - 0 mm v pagev Safety v Tooks v v
Welcome to CCS Customer Experience Reporting
[% Customer Experience Reporting Client
1.1.ACDCL.5
Copyright® 2009 to Present, Contact Center Solutions, LLC
All Hghts reserved
Login
User Name [|
Paszsword I
Login |
=
[Done [ [ 1 | | [¥e|s Trustedskes fa v M00% - 4
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After entering a valid login and password, the user is prompted to choose a server. In this
configuration, there is only one choice.
e Check the box labeled Select, and hit Submit.

I!{'_FFE Customer Experience Reporting Application - Windows Internet Explorer
e

Jw |@] hitp://10.64.10.15/acdclent/ FliB*#2][ % || Live search L~

gl

File Edt ‘“iew Favorites Tools Help

i Favorites (@& s Customer Experience Reporting Applica... | ‘ﬁ’f ~B -3 Egl ~ Page - Safety ~ Tools ~ g~

-
—

Wel&ome to CCS Customer Experience Reporting

Customer Experience Reporting Client
1.1.ACDCL.5

Copyright® 2009 to Present, Contact Center Solutions, LLC
pyrigh All ights reserved !

Flease make vour seleciion(s):

Avallable Connection: 1 NMame: superuser

Select |PBXName | Status Type
Serverl FBx Access permitted, Supervisar

Subrmit

= [T T T [ [ [l trustedsites a - [R100% -
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The next screen is the Main Menu. From here, the Supervisor can do the Configuration for the
system.

{2 http://10.64.10.15/ - Customer Experience Reporting Supervisor : SUPERUSER - Windows Internet Explorer _ (O] x| I

Main Menu:

Configuration w

Reports
Real Time
Contact Center Solutions

Customer Experience Reporting Supervisor

Version 1.1 ACDCL S

Copyrighi© 2000 to Present, Contact Center Solutions, LLC. All rights reserved.

LT T T T rusted stes [“a - [®100% -/
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6.3. Administer Skills

From the Main Menu, select Configuration -> Skills from the left pane.

/= http://10.64.10.15/ - Customer Experience Reporting Supervisor : SUPERUSER - Windows Internet Explorer

Main Menu: o
Reports Teams S

Real Time Desktop Templates

Agents Contact Center Solutions

Vectors
VDNs r Experience Reporting Supervisor

Trunks
DNIS

Version 1.1 ACDCLS

Reason Codes
Supervisor

System Parameters
After Call Work Codes
Compression 1 Present, Contact Center Solutions, LLC. All rights reserved.
Change Password

Recover Password

[T [ Trusted stes Fa - [R100% -
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Populate the Skill Configuration fields based on the information from the Communication
Manager S8300 Server.

e Choose the ACD System from the pull-down menu. Populate the fields for Skill
Number, Skill Name, Extension, and COR. Set other parameters as needed. Hit
Submit.

e For test purposes, the fields ACD System, Skill No., Skill Name, Extension, and COR
were populated. Total Calls Waiting thresholds were set to TH1 =5, TH2 = 10, and
TH3 =15. This was essential for testing the real-time reports. The rest of the fields were
left at the default values.

,.{'_'hllp:_.-’ /10.64.10.15, - Skill Configuration - Windows Internet Explorer
Skill Configuration ”
ACD System | Server] PEX j Shift Schedules{00:00-23:59)
Skill Information _ _ Start  End
Skill o, I"J— First Shift | |DU:III 23:50
Sheill Warne FESTHUNT Se_cond SbﬂlDD.m 00:00
Calculation Intervals Fourth Shift IDEI:[[I 00:00
ASA, SVL |1I] Minutes jv Time in State (mm:ss)
% Abandoned Calls(ABﬂ 10 Minutes vl TH1 TH2
Call Waiting ) [% TH1 TH2 TH3 Bel hg:&:llsrgziﬁo AVATL |02III 05:00
Total Calls Waiting s o 15 [n=] e ACW fo200 [os:00
B ] Ang Time (Rings):
Call Waiting Time IBD Il]] N I— ACD I |D2_'[[I 05:00
Longest Call Watting [r0 [0 Nl pf Catle Quened: EXT OUT fozo0 [os:00
Average Speed Of Answer(ASA) |30 N Im_ INTEEINAL |02:00 |05:00
Service Level (SVL) |2D . AU |D2 00 |os:00
% Grade of Service (GOS) ffo [Ns] Redrectto VDN pyrny 2o [0
% Abandoned (AR) |5| M > I HOLD |D2:III 05:00
% Waiting Calls E [0 [n=] After Cal Wark RING [oz00 [p5:00
{(ACW) Time:
% AVAIL Agents 0 o N~ UMAVAIL [0200 [0s00
DIAL 0000 [oo:00
| Submit | | Cancel | lnsetMode
- =
| Y Y S
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As you populate multiple skills, these can be accessed using the pull-down menu. The skill can
be modified using either the Skill No. or Skill Name.

{= http://10.64.10.15/ - Skill Configuration - Windows Internet Explorer
Skill Configuration .
ACD System |Senter1 PBX j Shift Schedules(00:00-23:59)
Skill Information k _ _ Start  End
Skill No, [0 =] [TESTHUNT -] First Skt oo [23:55.
Sl Name b2 0 Second Shift [00.00° [00.00°
Extension I']_ Third Shift [III—GD W
Calculation Intervals Fourth Shilt W W
ASA, SVL [10 Minutes =] Time in State (mm:ss)
% Abandoned Calls(AB)Y10 Minutes ¥ TH1 TH2
Call Waiting TH1 TH? TH3 Rey Miscellaneous AVATL  |o200 [oso0
Total Calls Waiting E [0 [B [Nz i;j’?ﬁeo(;:;)_ ACW  [izoo [sm0
Call Waiting Time o [ N~ . '~ ACDIN  [o200 [os00
Longest Call Waiting o [ INEl 3o Cali Queved EXT OUT jozo0 [oso0
Average Speed Of Answer(ASA) Ia‘D_ IE |20_ INTERNALW W
Service Level (SVL) o . ATX o200 Joso0
% Grade of Service (GOS) B Wz Fedrecto VDN pyroy 2o Jis00
% Abandoned (AB) [ N~ | HOLD [o200 |os00
% Waiting Calls E [0 [z AferCalWekk  pryg  [zoo Jeoo
{ACW) Time:
% AVAIL Agents o B0 [N=] UNAVAIL [o200 [os:00
Last Modified : [12/21/2009 4:17:26 PM DIAL jo:00 [oo:00
| Submit | | Insert | | Delete | I< Previous | I Next » |
J |
Done [T [T [ [ Trustedsies [Fa-[®iow -
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6.4. Administer Vectors
From the Main Menu, select Configuration -> Vectors from the left pane.

{2 http://10.64.10.15/ - Customer Experience Reporting Supervisor : SUPERUSER - Windows Internet Explorer

W skills ' ..:;gg?

Teams
Real Time Desktop Templates
Anant: Contact Center Solutions

m r Experience Reporting Supervisor

Trunks
DNIS

Version 1.1 ACDCL S

Reason Codes
Supervisor

System Parameters
After Call Work Codes
Compression y Present, Contact Center Solutions, LLC. Al rights reserved.
Change Password

Recover Password

T T [ s - [Foow <
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Populate the Vector Configuration Fields based on the information from the Communication
Manager S8300 Server.
e Choose the ACD System from the pull-down menu. Populate the fields for Vector
Number, Vector Name, and Vector Steps. Hit Submit.

,f_:' http://10.64.10.15/ - Wector Configuration - Windows Internet Explorer

Vector Configuration
ACD System | CServer! PEX | :
-ancal
Vector Information tnsert Mode
Vector No |1 M
VectorName [Fatvecr
Add Step | |Delete Step Sync To ACD Sys >
Select 1| =k secs silence
Select 2 2 =l Jnumber 5] 5510 with cov [n #] if |unconditionally|¥]
Ee]ett 3 |stop ;j
Select 4 d
Select 5 [ |
Select & E
Select 7 =z
Select 8 =l
Select 9 =l
Select 10 =
Select 11 ||
Select 12 it
Select 13 [ |
Select 14 =
Select 15 =
Select 16 =
1
4| J 2
[pore [T T [ [ [ Trusted sites Ve [Riow ~
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6.5. Administer VDNs

From the Main Menu, select Configuration -> VDNs from the left pane.

{2 http://10.64.10.15/ - Customer Experience Reporting Supervisor : SUPERUSER - Windows Internet Explorer

W skills ' ..:;gg?

Teams
Real Time Desktop Templates
Agents Contact Center Solutions
atnes
m r Experience Reporting Supervisor
R Version 1.1 ACDCLS
DNIS

Reason Codes
Supervisor

System Parameters
After Call Work Codes
Compression y Present, Contact Center Solutions, LLC. Al rights reserved.
Change Password

Recover Password

T T [ s - [Foow <
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Populate the VDN Configuration Fields based on the information from the Communication
Manager S8300 Server.

e Choose the ACD System from the pull-down menu. Populate the fields for VDN
Number, VDN Name, Vector No, and any other thresholds that need to be set. Hit
Submit.

e For test purposes, the fields ACD System, VDN No., VDN Name, Vector No., and
COR were populated. The rest of the fields were left at the default values.

,f_’ http://10.64.10.15/ - ¥DN Configuration - Windows Internet Explorer

VDN Configuration

ACD System |Server! PBX ~| Sort VDN by[Number »] VDN List [a1 =]
VDN Information
VDN Number [s610 || TestvOn x| Vector No |1 =l |
VDN Name [TestvDN Automatic Scheduling™ Record is InActive
Allow Override [N ~]
Call Threshold Collection Interval TH1 TH2 Bell COR
Total Number of Call Waiting(NC'W) o o =] |1
Call Waiting Threshold(C'WT) o o [N =] 1st Skill
Number of Calls Rerouted(CRR) [10Minutes =] [0 [o IN=] ] [~
Number of Calls Abandoned(ABN) |1D Minutes j [IZI |D |N j | j
Number of Calls Handled(INCH) [10Minstes =] |0 o [M =] 2ndSkill
Number of Calls Offered(INCO) [10Minutes =] [0 o [n=] | =
Average Speed of Answer(ASA) [10Minutes =] [0 N~ ] |
Percent Abandon(%ABN) [10Minutes =] |0 [M>] 3rdSkill
Average Delay to Abandon{ADA) [10 Mintes =] |0 IE, I—Ll
Acceptable Grade of Service %{(GOS)|10 Minutes  =| |0 {n=] | =l
Call Answer Threshold for GOS b
Last Modified [12/21/2009 4:36:14 PM
IF:e quest Processed [%
| Submit | l Insert | | Delete | |-=1 I'u.-uiuusl | Next > |
o
| T et (R -
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Repeat population of the fields for each VDN that is added. Once added, they can be viewed in
the pull-down window list.

f_ http://10.64.10.15/ - ¥DN Configuration - Windows Internet Explorer

VDN Configuration B
ACD System [Sewverl PBX =] Sort VDN by [Number v] VDN List [a1r =]
VDN Information
VDN Number  [5612 x| |TestvONnz | Vector No |1 =l =]

TestVDN Automatic Scheduling™ Record is InActive

VDN Name TestyDN2

Allow Override ’El

Call Threshold Collection Interval THI TH2 Bell COR
Total Number of Call Waiting(NC'W) 0 [0 Nz
Call Waiting Threshold(CWT) b o [Nzl Lstskin
Number of Calls Rerouted{CRR) [10Minstes =] |0 [0 fn=l | =l
Number of Calls Abandoned(ABN) |10 Minutes  =| |0 [0 Nzl | =
Number of Calls Handled(INCH) [10Minutes =] |0 o {N =] 2nd Skill
Number of Calls Offered(INCO) |1D Minutes =] I[I |D JN =] I =]
Average Speed of Answer{ASA) [10Minutes =] |0 fn=l | =l
ent Abandon(%ABN) [10Minutes =] [0 N >| 3rdSkill
Average Delay to Abandon(ADA)  [10 Minutes  »| [0 W [ =
Acceptable Grade of Service V-(GC'S)l 10 Minutes j II] JN j | j
Call Answer Threshold for GOS b
Last Modified [12/21/2009 4:37:18 PM
|F.'e::|uest Frocessed
| Submit | | Insert | | Delete | | < Previous | [ Next> |
-
| [0 T [ [T [ [ Trusted skes %8 - [R00% -~
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6.6. Administer Agents

From the Main Menu, select Configuration -> Agents from the left pane.

Select the Agents tab, and click Add new record to add a new agent.

/= http://10.64.10.15/ - Customer Experience Reporting Supervisor : SUPERUSER - Windows Internet Explorer

h Skills - _:é %? /5

Teams

Real Time Desktop Templates

@ Contact Center Solutions

vectors

e r Experience Reporting Supervisor
Trunks

DNIS

Reason Codes

Version 1.1 ACDCL S

Supervisor

System Parameters
After Call Work Codes
Compression 1 Present, Contact Center Solutions, LLC. All rights reserved.
Change Password

Recover Password

[ [ [ [ [ [ [/ Trustedstes %8 - [R100% -
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Populate the Agent Configuration fields based on the information from the Communication
Manager S8300 Server.
e Choose the ACD System from the pull-down menu. Populate the fields for Agent
Information, including Agent ID and Agent Name. Set other parameters as needed.
Hit Submit.

{2 http://10.64.10,15/ - Agent Configuration - Windows Internet Explorer

...
Agent Configuration
ACD System |-:“--:-'r-.-'e" PH j
Agent Information Skill Selection
Agent ID |531U Level Skill No.  Skill Name Priority
AgentName  |AGENT | 1 [io =]|[TESTHUNT == -
2 | =l =i =
3 = =l =
Automatic Login [~ Automatic AVATL. ™ 4 | = ==
Desktop Template I v” EI 5 I ﬂ I ﬂ I ﬂ
Telephone
COR |1 -| Auto Answer Inune vl 6 I j I j I j
Agent Ext. No.  [5200 7| =l = =
Miscellaneous | | =l =
Team ] - I EI
9 il - I vl
After Call Work (ACW) e |Indeﬂnite j I :I I :I
After ACD call, phone will remain in ACWY mode Indefinitely. 10 | j I j I j
Forced ACW Code [~ 12
| Submit | | Cancel | [nsertMode
- -]
| T T [ Trusted skes Ca - R -
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Repeat this section to add the remaining agents. Agents that were previously added can be
modified using the pull-down menu under Agent ID or Agent Name.

( http://10.64.10.15/ - Agent Configuration - Windows Internet Explorer

Agent Configuration =
ACD System |Senter1 PBX j Sort Agent hy Im Agent List Im
Agent Information Skill Selection
Agent ID 5319 =| |Agent 10 =l Level SkillNo.  Skill Name Priority
AgentName (0310 1 12 =l|[Fesmonz . = =
SRk 2 | =l = =
=314 s 5 A
Automatic Login gg]? imatic AVAIL, 4 | =il =l =l
Desktop Templajcg1g 3 5 I EI I El I j
Telephone 5313
COR |1 vI Auto Answer Ingne vl 6 |l jI jl =l
Agent Ext. No. W 7 I j | j | j
Miscellaneous 8 | Rl =l =
Tean T = —= T
After Call Work (ACW) Time |PEX Controlled = ’ = I [ ot
Check "ACW Time" for skills [0 means immediate to Avail). 10 | j I j I j
Forced ACW Code [ 12
Last Modified |12/21/2009 4:31:42 PM
|He-que-st Processed
| Submit | | Insert | | Delete | |<Previous| | Hexi> |
o
| [T T T [ [ [ Trusted skes Ya - [®Rw00% - 4
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6.7. Administer Supervisor(s)
From the Main Menu, select Configuration -> Supervisor from the left pane.

{2 http://10.64.10.15/ - Customer Experience Reporting Supervisor : SUPERUSER - Windows Internet Explorer

W skills ' ..:;gg?

Teams
Real Time Desktop Templates
Agents Contact Center Solutions

Vectors
VDNS r Experience Reporting Supervisor

Trunks
DNIS

Version 1.1 ACDCL S

System Parameters
After Call Work Codes
Compression y Present, Contact Center Solutions, LLC. Al rights reserved.
Change Password

Recover Password

T T [ s - [Foow <
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Populate the Supervisor Configuration fields based on the information from the
Communication Manager S8300 Server.

e Choose the ACD System from the pull-down menu. Populate the fields for Supervisor
Information, including Supervisor Login Name and Supervisor Login ID. Set other
parameters as needed, including ACD Skills, ACD Teams, and ACD VDNs that the
Supervisor will monitor. Hit Submit.

,"‘- http://10.64.10.15/ - Supervisor Configuration - Windows Internet Explorer

T cweicorComfemation 4

upervisor Configuration
ACD System |,_,HP PBX j Sort Supervisor hy
Supervisor Information

Supervisor Login Name |Ski|l1 Super

Supervisor Login ID Iskill1 Login Limit : |1

Features : Telephone :
Ext. No. |
Viewahle Supervisor Entities :
ACD Skills ACD Teams ACD VDNs
| Inset | | Delete | | Insent | | Delete | | Inset | [ Delete |
10 : TESTHUNT 2610 ; TestWDM

| Submit | | Cancel | [nsert Mode
- - [ -
[pone [ [ [ [ [ [ Trustedstes fgv | RI00% ~
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Populate the Supervisor Feature Configuration fields based on the information from the
Communication Manager S8300 Server.

e Check the fields shown in the following screen shot for Skill Displays, VDN Displays,
Reports, Utility, and Vector. Set the Configuration and Administration Privileges
and shown in the screen below. This sets administrative privileges or restrictions of the

Supervisor in CER. Hit Apply.
g Supervisor Feature Configuration -- Webpage Dialog
Supervisor Feature Configuration B
Feature Names Feature Names Feature Names
Skill Displays Reports Configuration and Administration  Privilege
¥ Skill Agent Status ¥ On Demand Reports Skills | Full -
Agent State Notify ¥ Scheduled Reports Teams I Mone =
[~ External Outgoing Call  Scheduled Reports All Agent Desktop Templates |Nnne -
7 External Incoming Call ¥ Call Track Reports Agents |\/iew -
[ Internal Call ¥ Configuration Reports Announcements INnne =
MACDIN v Global Report View Vectors IView -
M RONA Utility Vector Scheduling | Mone =
I~ ACW ™ Recover P: , VDNs [None =
MAUX [ Change Password Trunk Groups |Nnne -
M Team Agent Status ¥ Agent Control Trunks I Mone =
 Skill Status [" Databhase Compression DNIS |Nnne =
¥ Skill Status Graphs Vector Reason Codes |MD|:|i'Fy -
VDN Displays V Activate Supervisor | None =
¥ VDN Call W Override Supervisor Features | Mone =
¥ VDIV Call Graphs [}S ¥ Emergency Override System Parameters | Mone =
¥ Call Info ACW Codes |Vi3w -
[ Apply | [ Close | %
-
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6.8. Web Client Installation

Bring up a browser and type in <ip-address/acd>. The screen that appears allows the end user to
download the client. Click on Configure .NET Framework for Web Client.

A Customer Experience Reporting Software and Documentation - Microsoft Internet Explorer |:||E||z|
i

File Edt View Favarites Tools Help
eBacK v -J Ia @ (h pSaarch *Favurites @ Bv % v |_J @‘Z ﬂ .‘ﬁ
Acress | &) https/110.64.10. 1 cey

Google v|;-!l search v 50+ e B % Bookmarks ‘8P Check - &4 Translate + - AutoRil 40 € v () SignIn v

~

V‘ GD Links @Snaglt EJ

Contact Center Solutions

Customer Experience Reporting Web Services

Capyright© 2000 to Present, Contact Center Sclutions, LLC. All rights reserved.

|=

O Internet
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At the Configure screen, choose one of the two links to set up the client. In this case, the second
link, Configure .NET Framework to execute for Any IP Address was used.

2} Customer Experiance Reporting Software and Documentation - Microsoft Internet Explorer |z||§”z|
-

Fle Edit View Favorites Toals Help

e Back ~ J @ @ ;h p Search “f:f Favorites @ D’;:{v :\?. @ _J @k ﬁ .'3
Address | @] htp:/10,64.10. 15 acd) v|Blso tnks ¥ @snagkt '
Goc 3[& v | -.l Search 1 G0 - I:?v E] 7 ﬂ? Bookmarks ~ ".? Check + 43| Translate ~ | AutoFil + é. % v ':_.' SignIn +

Configure .NET Framework for Web Client

The IET Framework, version 3.5 or higher, must first be installed on your machine. If this is not the case, please install it before
proceeding with this screen

To configure IMET Framework for the Web-Based Client, two options are available:
1. Configure to execute from Trusted Sites Only. You will need to add “http/CER,_IP_Address™ as a trusted site for the web-
browser that will execute the client. Wote: CEE_IP_Address is the IP Address of the Customer Expenence Eeportng Server.
2. Configure to execute from any IP Address. This configuration change will apply to all web-based applications
Teo configure IMET Framework to execute from Trusted Sites Only, click the following

» Confimure WET Framework to execute for Trusted Sites Only

To configure IMET Framework to execute from Any IP Address, click the fallowing:

» Confimure NET Framework to execute for Any IP Address

@ http:ff10.64. 10,15 acd{ ACDfANyIpAddress20.msi B Internet

Choose either Run or Save to download the client.

File Download - Security Warning

Do you want to run or save this file?

A Mame: AnvIpaddressz0.msi
r __"
| 'i.‘# Type: Windows Installer Package, 53.0 KB

From: 10.64,10.15

Fiun ][ Save ]| Cancel |

il YWhile filez fram the Internet can be uzeful, thiz file type can
9 potentially harm your computer. [F you do not trust the source, do not

run ar gave this software, What's the nsk?
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Once the client is downloaded, type into the browser http://ip-address/acdclient, where ip-
address is the P address of the Customer Experience Reporting server. This brings up a login

page. Log in with the appropriate credentials. Both Agents and Supervisors will log in using
this method.

/= CCS Customer Experience Reporting Application - Windows Internet Explorer

=S

@::; ~ | £ hitpiff10.64,10. 15 acddient/ DESIE |2~

File Edit Miew Favorites Tools Help

Go glE'| v | Mssach - 8@ @ P & - (sionin -

bl

i:? “1";1\? [@CCS Customer Experience Reporting Application ] l ﬁ i D Eé& T l-_;}Eage - f:,,l' Taols -

Welcome to CCS Customer Experience Reporting

Customer Experience Reporting Client
1.1.ACDCL.6

Copyright© 2009 to Present, Contact Center Solutions, LLC
All rights reserved

Login
User Mame |
Password |
Login
Done [ € mnternet H100% v
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6.9. Accessing Instant Messaging

Log into the Web Client. Once logged in, select a server to log into. Hit Submit.

{= CCS Customer Experience Reporting Application - Windows Internet Explorer |:||§|E|

& - £ http: 10,64, 10, 15/acddient| v [#2 || X 2~
o

File Edit Miew Faworites Tools Help

Google | v

IP\lSearch**u\;t"'_if'f_.u' @ | *® %" -:-SiI;mInv

>

i:i' “1"3"? [@CCS Customer Experience Reporting &pplication ] l ﬁ i D EQQ M I-_;\I“Eage - f;[‘ Tools -~

Welcome to CCS Customer Experience Reporting

Customer Experience Reporting Client
1.1.ACDCL.G

Copyright® 2009 to Present, Contact Center Solutions, LLC
Il rights reserved

Please make wour selection(s):

Awailable Connection: 1 Mame: superuser
select | PBxMame Status Type
5 Serverl PBx Access permitted. Supervisar

Submit

Done EB @ Internet H100% v
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Once access is granted, the end user will see the screen below. The Agent can hit the Login

button to log in. In order to initiate a Messenger session, choose Tools -> Messenger.

= VoiceAgent - Windows Internet Explorer, E|[z|
£ | http:ff10.64, 10,15 acdclientVoice Agent, asp w

'ﬁ’FiIe | @Hepurts | A Tools | ”'2;6. Help |

agent one Extenzion |52|]|]
AgentlD: 5310 Time in State: 00:00:00
Connected 122010 10:18:48 Ak | Server] PBx
Dare L €D Inkernet F100% v

This brings up an Instant Messenger Window.

Instant Messenger: 5310

SMS Chat |
Name Type | Status | Location ACD System | Make Calls
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When additional Agents and Supervisors are online, that information is shown at the bottom of
the screen with Name listed in blue. A chat session is initiated using the Make Call button.
Chat can be seen in the top window in blue. More than one chat session can take place and can

be seen with the multiple tabs, as seen in the screen below.

=] E3

Instant Messenger: superuser
Skill super 337808 Agent One 333344 |

Eannecting...ﬁ}éase e

Agent Ones 'mostarving. | can feel my nibsl

zuperuzers Pleaze take pour break now, we will be busy later
Agent Ones Cool, thankgl I

Name Type | Status | Location ACD System | Make Calls

Skilll su_.. Supervizor 10.64.10.50 1
Agent O_.. Vaice 10641052 1
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7. General Test Approach and Test Results

All feature functionality test cases were performed manually to verify proper operation. The
following scenarios were tested using the test configuration diagram shown in Figure 1.

The installation test cases were covered with the setup of Communication Manager, Application
Enablement Services, and Customer Experience Reporting. The clean removal of the application
was also covered in this section.

The functionality test cases were performed manually. Various calls were placed including
incoming PSTN calls to the hunt groups, and incoming and outgoing personal calls from the
agents.

The serviceability test cases were performed manually by disconnecting and reconnecting the
Ethernet cable to an IP telephone, the Customer Experience Reporting server, and
Communication Manager, and also by busying out the CTI port connection to Application
Enablement Services from Communication Manager.

The verification of tests included manually checking of agent and VDN status from the various
reports using the Customer Experience Reporting portal, checking system status via the Admin
Console, and checking the accuracy of the historical reports over multiple test days from the
portal.

All test cases passed. No errors were detected.
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8. Verification Steps

This section provides the tests that can be performed to verify proper configuration of
Communication Manager, Application Enablement Services, and Customer Experience
Reporting.

For Communication Manager, check the CTI Link status with the status aesves cti-link
command. The link status should show no for maintenance busy (Mnt Busy) and the Service
State should indicate established.

&t Telnet 10.64.10.10 -0l x|
status aesvcs cti—link -

AE SERVICES CTI LIHK STATUS

AE Services Service Mzgs
Server State fent

AES estabhlished 14
AES estabhlished 3

ESC—x=Cancel Esc—e=8ubmit Esc—p=Prev Pg Ezsc—n=Mext Pg Eszsc—h=Help Ezsc—r=Refreszh
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For Application Enablement Services, the TSAPI Service should show as Running, ONLINE,
and Yes for Licenses Purchased.

<2 Welcome to CTI OAM Screens - Microsoft Internet Explorer r._|rg|rz|
File Edit Yiew Favorites Tools Help ﬂ.'
@ Back * () |ﬂ \g _I\J p ) search s'\?’ Favarites {‘} 3~ &g = ‘i‘i
Address |:éj https: /10,64, 10. 20{MyAR fforms/ctifciiHome. jsp v| Go | Links
Google v | search -0 G- @ o | B - €9 Bookmarks v | € - (Sanin - @snaan B

. -~

AVAVA Application Enablement Services
y Operations Administration and Maintenance
( Home ®Help @Logout
: CTI 0AM Home ¥ou are here:
' v Administration
S e e Welcome to CTI OAM Screens
» Maintenance
» Alarms ;
———— [craft] Last login: Mon Mov 2 20:01:05 2009 from 10.64.10.15
» Logs
| |+ Utilities
+ Help IMPORTAMT: AE Services must be restarted for administrative changes to fully take effect.
Changes to the Security Database do not require a restart,
Service Status State Licenses Purchased
{ ASAI Link Manager Running MAA A&
| DMCC Service Running OMLINE Yes
CYLAN Service Running OMNLINE Yes
DLG Service Running OMNLINE Yes
Transport Layer .
service Running /A /A
{ TSAPI Service Running OMNLINE Yes
SMS M/a M/ A ¥es
For status on actual services, please use Status and Control.
| License Information
You are licensed to run Application Enablement (CTI) version 4.2,
b
@Done é O Inkernet
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In the Customer Experience Reporting Admin Console, the System Status box should show as
green, and all other Services on this screen (ACD_APP, ACD_SERVER, ACD_WEB,
ADMIN, AMS, AVAYAC, EMAIL, and NCTS) should be up and executing.

! admin Console - View1

J_.m Wiew Window Help |
B |

= g Serverl
@] AcD

= adm
=0 AMS&

System Name

Status Description

Service
! P PE -

INE
TEM LIP/PEX ON-LINE/PEX LIP

Semverl PBX ACD 5YS
ACD_WEB Serverl PEX EXECUTING ACD is UP
E 2:::;; ADMIN EXECUTING Admin executing
AMS Server! PEX EXECUTING AMS APP ON-LINE
Bl ucts AVAYAL Server] PEX EXECUTING CTI Link is UP/Maint Link is UP
= System EMAIL Server! PEX EXECUTING Email is Up
] Active Service MCTS Server] PEX EXECUTIMNG Service it executing.
] Capacities

] tnstalled Service

®] Message Log

=] Metwork Configuration
] real Time Message Log
] real Time Trace Log

FE statistics
I Trace Log
Start Gystem | Shutdown Spstem | Restart Spstem |
Start Service | Shutdawn Service I Restart Service | Working Mode
Ready System Status: . MNetwork Status: Logged in l_ l_ Y
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In the Skill Agent Status Report, Customer Experience Reporting shows all of the Agents that
have been configured and their status real-time status.

Skill Agent Status Report: superuser - {10:TESTHUNT, 12:TESTHUNTZ2)

—Agent Summary

| Agents | ACD IN | AvAIL [ Acw | ExT out | Aux | N1 [ EXT IN | unavaiL | HELD | ring [ DIAL | 60s | Now | Low | >TH1 [ >Th2 | Asa | xaen |

5 ] BN o e o 0 o 0 ] 00 0 0 0 0 0 0
Detail Agent Stahus

ID ' |Ext# |Name | skill | Team | Alert | Pri | State | CI| St Time | Log In/Out Time | Reason |
5310|5200 AGENT 10 a 1 00:00:54  12/21/2009 05:07-30PM

5311|5201 Agent 2 10 ] 1 AVAIL 00:00:44  12/21/2003 05:07-41FM

5312|5202 Agent3 10 LOGOUT 00:00:00

5213 5203 Agent 4 10 0 1 00:01:04  12/21/2008 05:07-20PM

5314 5204 Agent 5 10 0 1 00:00:24  12/21/2009 05:07:59PM

5315 5205 Agent B 12 0 1 AVAIL 00:00:04  12/21/2009 05:08:10PM

5316|5206 Agent? 12 LOGOUT 00:00:00

5317|5207  Agent® 12 LOGOUT 00:00:00

5318|5208 Agentd 12 LOGOUT 00:00:00

5319|5208 Agent10 12 LOGOUT 00:00:00

| © LoggedDffAgents ¥ AllAgents

Grouping IAll In Header

[5even PEX

x| [12/21/2009 5:08:35 PM

Once multiple calls are in progress and have been completed, the reporting can be verified with
real time and historical reports, in this case by using the Skill Agent Status Report.

r Skill Agent Status Report: superuser - (10:TESTHUNT, 12:TESTHUNT2) M= I
—Agent Sul 'y
ﬁﬂenls | ACD IN I AVAILl AC\'I"l EXT EIUTI AUXl INTl EXT IN| UNAVAILI HELDl RINEI DIALI EDSI NCWI LCW I *TH1 I >TH2 ASAI ®ABN I
a 2] i ] E 1] ] 1] 00 o 0 ] i e
—Detall Agent Status
ID / |Ext# [Name | 8kill | Team | Alert | Pri | State | c1] St Time | Log InfOut Time | Reason |
5310 5200 AGENT 1 110 ] 1 TR eron:01:57  12021/2009 05:31:4 7Pk
5311 5201 tgent2 10 ] 1 Cl[on:0z:07 120212009 05:31:06PM
5312 5202 Agent 3 10 ] 1 Cl[00:02:13  12021/2009 05:31:03FM
5313 5203 tgentd 10 ] 1 Cl[o0:02:13  12021/2009 05:31:28PM
5314 5204 Agenth 10 ] 1 INTERNAL 00:01:57 1202172009 05:30:59F
5315 5205 tgent B 12 ] 1 00:02:07 1202102009 05:31:25FM
5316 5209 Agent? 12 ] 1 00:00:57 1202202009 08:32:394M
5317 5207 Agentd 12 ] 1 INTERNAL 00:01:17 1202142009 05:38:4 9P
5318 5208 Agentd 12 % ] 1 00:52:00 1262202009 08:36:344M
5313 5209 Agent10 12 LOGOUT 00:00:00

¥ AllAgents

ﬂ [~ Logged Off Agents

Grouping I.‘-‘«ll In Header

[~ Agent State Notify ISewer1 PE

x| 12222009 3:2310 AM
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Once calls have been made, graphical representations of the data can be confirmed for multiple
report types. Shown below are the representations for the reports including Average Speed of

Answer, % Waiting Calls, and Total Call Waiting.

Average Speed of Answer (ASA) =] .I
[= <=TH1 =—= =TH1 | i
= TESTHUNTZ , L
ﬁ TESTHUMT ] -
a 1 2 3 4 A f ¥ a q 1090
Average Speed of Answer (ASA) in Seconds
%4 Waiting Calls M=l
[ ==THI 3 »>TH1 =3 >THZ |
2 TESTHUNTZ | ]
& TESTHUNT
0 10 QD[% an 40 a0 Bl 70 an an 100
Percent Waiting Calls
Total Call Waiting M=
5 [== <=TH1 —=3 »>TH1 =3 >THZ? == >TH3 |
g TESTHUNT? [
& TESTHUNT .
a 1 2 3 4 a] 3] 7 10
Total Number Calls Waiting
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Additions and changes to the system can be verified using the System Configuration Changes
Report.

:/ flocalhost/acdclient/WebReportMain.asp=?reportID —=ondemand - Windows Internet Explorer

=] E @v‘@_ %Il_fz & ® [t - = ] e -
B =
o 12-22-2009 R%Ul Page 1 of 1
Requested by:  superuser SYSTEM CONFIGURATION CHANGES REPORT
12-2109 00:00 - 12-22-09 23:59 b
Sup ID Sup Name Table Name Mode Record Modified Time
Serverl PBX
1 SUPERUSER Skall Group Inserted Group: 10 12-21-09 16:17
1 SUPERUSER Skill Group Inserted Group: 12 12-21-09 16:18
1 SUPERUSER Agent Inserted Agent: 5310 Q 12-21-09 16:24
1 SUPERUSER Agent Modified Agent: 5310 12-2109 16:25
1 SUPERUSER Agent Inserted Agent: 5311 12-21-09 16:27
1 SUPERUSER Agent Inserted Agent: 5312 12-21-09 16:27
1 SUPERUSER Agent Inserted Agent: 5313 12-21-09 16:28
1 SUPERUSER Agent Inserted Agent: 5314 12-21-09 16:28
1 SUPERUSER Agent Inserted Agent: 5315 12-21-09 16:29
1 SUPERUSER Agent Inserted Agent: 5316 12-21-09 16:30
1 SUPERUSER Agent Inserted Agent: 3317 12-21-09 16:30
1 SUPERUSER Agent Inserted Agent: 5318 12-21-09 16:31
1 SUPERUSER Agent Inserted Agent: 5319 12-21-09 16:31
1 SUPERUSER VDN Inserted VDN: 3610 12-21-09 16:36
1 SUPERUSER VDN Inserted VDN: 5612 12-21-09 16:37
1 SUPERUSER Vector Inserted Vector: 1 12-21-090 16:41
1_STITPFRIISER Vector Tn=erted Vertor 17 12.21.00 16-43 LI
Dane [T [ [ [ [ % unknown zone [5a - | v
# Startl J @ a8 J = admin Console - Viewl | /& Customer Expetience .. | B skl gent status Rep... ” /& http://localhost/ac.. |} C:\netpublmaroct,. .. | J % % *ss. 11:01 &M
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9. Conclusion

Customer Experience Reporting was compliance tested with Communication Manager and
Application Enablement Services. Customer Experience Reporting successfully monitored and
produced reports on phone activity for agents and ACD/skill groups. All test cases completed
successfully.

10. Additional References

This section references the Avaya and Customer Experience Reporting product documentation
that are relevant to these Application Notes.

The following Avaya product documentation can be found at http://support.avaya.com:

[1] Administering AvayaTM Communication Manager, Doc ID: 03-300509, Issue 5.0,
Release 5.2, May 2009

[2] Avaya MultiVantage Application Enablement Services Administration and
Maintenance Guide, Doc 1D: 02-300357, Release 4.2, Issue 10, May 2008

[3] Customer Experience Reporting User’s Guide, V1.1, available via request to
inquiries@ccscallcenters.com
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Avaya and the Avaya Logo are trademarks of Avaya Inc. All trademarks identified by ® and
™ are registered trademarks or trademarks, respectively, of Avaya Inc. All other trademarks
are the property of their respective owners. The information provided in these Application
Notes is subject to change without notice. The configurations, technical data, and
recommendations provided in these Application Notes are believed to be accurate and
dependable, but are presented without express or implied warranty. Users are responsible for
their application of any products specified in these Application Notes.

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