AVAYA

Avaya Solution & Interoperability Test Lab

Application Notes for Convergys Voice Portal with Avaya
Communication Control Toolkit Release 7.0 using Lineside
T1 Interface — Issue 1.0

Abstract

These Application Notes describe the configuration steps required to integrate Convergys
Voice Portal with Avaya (formerly Nortel) Communication Control Toolkit (CCT) 7.0 using
Line-Side T1 Interface.

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

The purpose of the compliance test was to verify Computer Telephone Integration (CTI) testing
with the Convergys Intelligent Voice Portal and the Avaya NES Communication Control Toolkit
CTI server. The test used Lineside T1 24-channel interface card, which is designed for voice
mail and interactive voice response systems, channel banks containing FXS cards etc; to connect
the CS 1000 switch to the Convergys server.

2. General Test Approach and Test Results

A test plan developed by Convergys was used. All test cases in the test plan and features listed in
Section 2.1 were exercised.

2.1. Interoperability Compliance Testing

The interoperability compliance test was to verify Convergys Voice Portal integration with
Communication Control Toolkit CTI server to control IVR agent phones with features listed
below.

e Login and logout analog agent phone.

e Detect ringing at its ports and can answer and transfer calls.
e Get call information.

¢ Blind transfer with adding user data

e Consultative transfer with adding user data.

e Serviceability

2.2. Test Results

The compliance testing was successful and all objectives were verified and met. All test cases
were executed and they all passed.

Observation: The combination code “LILO”+ “PosID”+”#” is only applicable for real analog
agent phone, since Convergys IVR uses T1 Lineside card as simulated analog agent, it can use
any string to log T1 line agent in.

2.3. Support

Technical support for Convergys Intelligent Voice Portal product can be obtained through the
following:
e Phone: +1 (800) 284-9900

e Website: www.convergys.com
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3. Reference Configuration

Figure 1 illustrates the network configuration used during the compliance testing between the
Avaya Communication Control Toolkit Server and Convergys Voice Portal system.

MES CCT 7.0
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Analog Phonesaon|
Lineside T1

Convergys CCT
Client
. CTI Gateway
VXML
Lineside Tl F——— A, Browser
C5 1000 System Conwvergys IVE Server
Figure 1: Network Configuration
4. Equipment and Software Validated
The following equipment and software were used during the lab testing:
System Software Version
Avaya Communication Server 1000E Call Server (CPPM): 7.50 Q
Signaling Server (CPPM): 7.50 Q
Avaya NES Communication Control Release 7.0 with Service patches: SU 03,
Toolkit SUS 0301, CCT_DP 030101, 030102, 030103,
030104, and CCT DP 030105
Avaya NES Contact Center Manager Release 7.0 with Service patches: SU 03 and
Server SUS 0301, 0302, 0303, and 0304
Avaya IP 2050 PC Soft Phone 4.3
Avaya IP 1140E 0625C8A
Avaya IP 2004P2 0692D93
Convergys Voice Portal Software 6.7
Convergys Server OS Windows 64-bit 2008 R2
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5. Configure Avaya Communication Server 1000

This document assumes that the Avaya Communication Sever 1000 system was properly
installed and configured as per the product documents. The following procedures were limited to
provision Automatic Call Distribution (ACD) number and analog agent phones configuration to
what was necessary for CCT integration with the Communication Server. For more information
on how to install, configure and administer the Communication Server 1000, please refer to
Section 10[1].

5.1. Configure Lineside T1 Interface Card

In the compliance test, the Lineside T1 24-channel digital line interface card that was used to
connect the CS 1000 switch to T1-compatible terminal equipment, Convergys Voice Portal
server, on the lineside. The Lineside T1 card differs from trunk T1 cards in that it supports
terminal equipment features such as hookflash, transfer, hold, and conference.

This card occupies two card slots in the main or expansion cabinets. The Lineside T1 card can be
installed in the system's main cabinet or one of the expansion cabinets (there are no limitations
on the number of cards that can be installed in the Cabinet system). The Lineside T1 card
emulates an analog line card to the system software; therefore, each channel is independently
configurable by software control in LD 10.

The Lineside T1 card - line interface unit electrical characteristics on table below provides
specifications for the 24 T1 channels. Each characteristic is set by dip switches. The compliance
test used framing ESF and coding B8ZS. For more information on how to use T1 Lineside card
and configure the dip switch settings, please refer to Section 10[1].

Characteristics Description
Framing ESF or D4
Coding AMI or BBZS
Signaling Loop or ground start A/B robbed-bit
Distance to Customer Premise Equipment | 0-199.6 meters (0-655 feet)
(CPE) or Channel Service Unit
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5.2. Configure Automatic Call Distribution (ACD)

To configure automatic call distribution (ACD), log in to the Call Server as administrator and use
overlay LD 23 to provision an ACD directory number. Bold items in red below are required:

=ld 23

ACDooo

MER AWAIL (P 36463263 USED U P: 8287724 122832  TOT. 44375569
DISk SPACE MEEDED: 93 KBYTES

ACD DOMS AWAIL 23993 USED: 7 TOT: 24000
REQ new === request new to create a new ACD DR
TYPE acd === type is Automatic Calls Distribution
CUSTO === Customer 1D which ACD DM belongs to
ACDN 54443 === ACD Directory number

W C

DSALC

MAXP 24 === maximum agents, since T1 lineside card has 24-channel line
SOMB

BSCwW

ISAF

CROS

CCBA

SIP

IVE. yes === enable Interactive “oice Respaonse

TROM

ALOG no === no provide automatic login for agents

OBSC

COBPT

CWWNT

Figure 2: Sample of configuring ACD IVR
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5.3. Configure Analog Agent Phones on the Lineside T1

To configure analog agent phone, log in to the Call Server and use the overlay LD 10 to
provision new agent phone. This overlay is also used to print agent phone configuration. The
bold fields in red below are mandatory for the analog agent as shown in Figure 3 and 4 below.

=Id 10
REC: prt
TYFE: 500

™ 4030
DATE
PAGE
DES

DES MWR1

TH 004 003 00 VIRTUAL === Terminal number on the Lineside T1 Card
TYPE 500 === type of analog set

CDEM 4D

CUSTO == customer ID

MET

ERL 00000

YWRLS MO

DN 540200 MARP == second DM for agent calls out

AST YES

IAPG 1
HUMT
TEAR
LON MO
Figure 3: Sample of analog agent phone configuration
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MCOS 0
SGRP O
RMPiE 0
#LST
sCH 0
SCPYY
SFLT MO
CAC_MFCO
CLS CTD DIP FED XFA WWTA THFD FRD HTD OMNS === Transfer allowed
LPR xRA AGRD CWD SWD MWD RMMD SWD LPD ¥HD SLKD CCS0 LMD TvD
CFTD SFD MRD CB0 CHMID CLBD AUTU
ICDD COMD LLCM EHTD MCTD
GPUD DPUD CRX¥A ARHD O%DD AGTA CLTD LDTA ASCD SDMD ===agent class of service
WMBEXD CPFA CPTA UDI RCC HETD IRGD IAMD DDGA MARMA MIND
MEVYD NRCD MROD SPKD CRD PRSD MCRD
EXRO SHL SMSD ABDD CFHD DMNDY DMOG
CWRND USMD USRD CCBD EMRD RTDD REDD REHD FAXD CHUD CHNAD PGMD FTTC
FDSD NOYD COMR PRED MCDD 737D SBMD PKCH MPTD ELCD
PLEY 02
PUID
LIPWD
SPID MOME
PRI 01
AACD YES === Required if set is controlled by MLZ or ather CTI App
AACS YES
AT AS TN AST-DM AST-FOSID
ASID 16
SFMNE 1 234567 811121318 22 24 25 26 28 29 31 33 34 35 36 57 38 39
SFRE 32 33 34 35 36 &7 38 39
USFE 1234567 910 11 12 13 14 15
13456879

CALE O 10 11 12

FCTE

MLV LANG O

FTR ACD 54443 54030 ==> ACZD queue (54443) and Fosition |0 (54030)
AGN

DATE 25 AUG 2011

Figure 4: Sample of analog agent phone configuration (cont)

e Terminal number is identified as “TN 4 0 03 0” above. This information will be needed
to configure a Terminal in Section 6.1.1 and 6.2.2.

e FTR ACD (Automatic Call Distribution) field configured on the analog agent phone set.
“54030” is the Position ID assigned to the analog agent phone. This will be needed to
configure an address in Section 6.2.3.

e DN 54020 above is the personal DN (Directory Number) key configured on the agent
phone set. This will be needed to configure an Address in Section 6.2.3.
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5.4. Configure end-of-dialing string

To configure end-of-dialing string, log in to the Call Server as administrator, use overlay LD 15
to configure end-of-dialing string in Flexible Feature Codes (FFC). This end-of-dialing string is

used for logging in and out analog agent phone.

=ld 15

CDBOOO

MEM AWAIL (LIFY): 36469266 UUSED U P: 8287724 1225879 TOT: 44879569
OISk, SPACE NEEDELD: 24 KBYTES

REQ: chy

TYPE: FFC ==: Flexible Feature Codes

TYPE FFC_DATA,

CUSTO === customer ID which FFC belongs to

CCRS

SCPL

SEUP

FFCS yes ==> Change Flexible Feature Code end-of-dialing indicator
STRL 1 === String Length of end-of-dial indicator
STRG # === String to indicate end-of-dialing (Enterable characters are digits 0-3, " and #

MOBE*_FFCS

ADLD

DFLT_SCPWY

MF AL

[ Ees]

Figure 5: Configure end-of-dialing string
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5.5. Configure Specific Prefix Number (SPRE)

To configure the Special Prefix Number in the CS 1000, log in to the Call Server as
administrator and use overlay LD 15 to define a SPRE number. Bold items in red below are
required.

=ld 15

CDBOOO

MEM ANAIL (U/P): 36469248 USED U P: 8287724 122897 TOT. 44579369
DISK SPACE MEEDED: 23 KEYTES

REQ: chy

TYPE: FTR

TW¥PE FTR_DATA,
CUSTO

OPT

DGRP

IRMG

FEMND

DMOL

SPRE 410 === define 410 as special prefix number (1-4 digits)
FPRED

BFSS

SRCD

EEST

EESD

TTBL

Figure 6: Configure the Special Prefix Number

Note: The SPRE number is like any extension or dialing plan numbers in the CS1000 system.
Therefore it must follow dialing plan rule to avoid conflicts with another number.
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5.6. Configure Log in- Log out (LILO) code

To configure the login-logout code for analog 500/2500 ACD phone set, log in the Call Server as
administrator and use overlay LD 57 to define a LILO code. Bold items in red below are
required:

=i &7

FFCO0oO

MAERD ANAIL: (LAP): 36460248 USED U P: BAEF724 122887 TOT. 44879360
DISk SPACE MEEDED: 93 KBYTES

REQ chg === request change

TYPE FFC === type flexhbile feature codes

CUsSTO === customer ID

FFCT yes === enable Flexible Feature Caonfirrmation Tone
CODE LILO === define code for login-logout

LILO 5611 === define 5611 as Login-Logout code (1-4 digits)
CODE

Figure 7: Configure Log in-Log out code

Note: The LILO code also has to follow dialing plan rule to avoid conflicts with another
extension and dialing plan.
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6. Configure Avaya NES Contact Center

In the compliance test environment, the NES Contact Center was a co-resident server which
consisted of Contact Center Manager Server, Contact Center Manager Administrator and
Communication Control Toolkit installed on the same server. No special configuration was
necessary on the Contact Center Manager Server for testing the Convergys Voice Portal. For
more information on how to install, configure, and administer Avaya NES Contact Center, please
refer to Section 10[2].

6.1. Configure Contact Center Manager

This section of the document shows how to configure agent voice port, ACD IVR and script in
Contact Center Manager (CCM).

6.1.1. Configure Analog Agent phones as Agent Voice Ports in the
Contact Center Manager

To configure analog agent phones as [VR agent voice ports, log in the Contact Center Manager
webpage as an administrator as shown in Figure 8.

i} Favorites | '{.:‘g £ | Suggested Sites ~ @ | Free Hotmail @ | Web Slice Gallery -

[# Contact Center - Manager - Login ﬁ - = [ @ ~ Page ~ ZSafety ~ Tools - @"

> CONTACT CENTER — MANAGER

About Contact Center Manager Administration User ID [webscmin

Password ||-|-|-|-

Login |

Change Password | —

-
1| | »

| I_l_l_l_l_l_lglv’ Trusted sites [%a » [R100% - 4

Figure 8: Login page of Contact Center Manager
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Figure 9 below shows the homepage of CCM.

<7 Favarites | 9= ] Suggested Sites ~ | Free Haotmail & | Weh Slice Gallery ~

¥ Contact Center - Manager - Launch Pad

> CONTACT CENTER — MANAGER

Contact Center
Management

Access and Partition
Management

Real-Time Reporting

OO0 06 6

- - () = - Page - Safety - Todls - @@~

Configuration Audit Trail |
Scribti Lu:ugoutl
criptin

pHne About |

Emergency Help

Historical Reporting Outbound
Call Recording and
Quality Monitoring ~
|Dcune l_ l_ l_ l_l_l_ @ |J Trusked sites |~fg - | 00% v S
Figure 9: Homepage of Contact Center Manager
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Click on Configuration link, and on the left-hand side of Configuration page, expand the name
of contact center server, in this example, nescc70.

'{2 Favarites | '{5 £ | Suggested Sites = @ | Free Hotmail & | Web Slice Gallery =

| Contact Center - Manager - Configuration & - B - ) m= ~ Page - Safety - Tooks ~ gh-
CONFIGURATION Logged in us
Server Download Status Launchpad Help
E@ nesccil 1<
------- [0 Activity Codes
"""" [ call Presentation Classes Contact Center Manager server Properties

....... [ call Recording and Quality Monitoring
....... [ cDNs (Route Points)

_______ [ contact Types Server Inesocm Associated Reporting Server

"""" % DhiZs Mame Servers(l} ¥ Type
------- Formulaz P

....... [ csiobal Settings Address 1351097 50

------- [ Historical Statistics Display

------- [CI¥R ACD-DNs R )

------- I:l Metvwarking Communication Parameters
------- [ Pheneset Displavs Login I |sysacimin

....... ] Phnne.sets anf:ﬁ ‘.\r‘mce Ports Password I““““

------- [ Real-time Statistics

------- [Iroutes D3N

------- [0 skilsets prefic 1=
------- [ Threshold Claszes Type ICCMS .,I

-
1| | »

Cone l_l_ l_l_ l_l_ ’@l-ﬁ Trusted sites |J;] - | 00% T v

Figure 10: Configuration Page of Contact Center Manager
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Select Phoneset and Voice Ports folder in tree-menu, the Phonesets/VoicePorts section
appears in the right-hand side of Configuration page, enter VPO name in Name column, select
Voice Port in the Type column, enter TN number 4-0-3-0 of analog agent phone as configured
in Section 5.2 in the Address column and then check on checkbox in Acquired column.

Repeat the same procedures above to add more voice ports for terminal line 4-0-3-1 and line 4-0-
3-2.

i}f Favorites | i.:‘s € | Sugoested Sites ~ @ | Free Hotmail & | Web Slice Gallery -

EContact Center - Manager - Configuration ﬁ - E - [ EQA ~ Page ~ Safety » Tools ~ @v

CONFIGURATION Logged in user: webadmin | Logout

Server Download Status Launchpad Help

B2 nesceTn =
------- [0 Activity Codes
------- [ Call Presentation Classes Phonesetsoice Ports Server: nescc70
------- [:I Call Recording and Cuality Monitoring
------- ([cons (Route Points) Refresh Status |
------- LA cortact Types
_______ CJDMss Mame Type Address Channel IR Matme Acguired? | Status
....... [:l Formulas PO “oice Port 4-0-3-0 24443 (54443 | Acouired Logout
_______ 2 Global Settings R “oice Port 4-0-3-1 54443 (54443) o Acquired Login
_______ [:l Historical Statistics P2 “oice Port 4.0-3-2 54443 (54443) |7 Acouired Login
_______ MR ACD-DNs B |Agert? CS1H_3 Anert 95-0-2-1 Iv Acquired
------- [ Metvworking Communication Parameters Agent3 CSTK 3 |Agent 96-0-2-2 ~ Acouired
_______ (L Phonesst Displays Agentd_CS1K_3 Agent 96-0-2-3 |l Acguired
_______ [[Phonesets and Voice Ports AGents_CE1K_3 | Aoert 96-0-2-4 v Acquired
------- ([ Real-time Statistics gty C
....... dRoutes
------- L Skillzets:
------- D Threshold Classes
« I viz]
JJ Phonesetsfvaoice Port Agentl_CS1k_3 deleted successfully.
|pone ,_ ,ﬁ I_ ,_ ,_ ,_ ,@| . Trusted sites A | miw - g
. .
Figure 11: Add new voice port
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6.1.2. Configure IVR ACD in the Contact Center Manager

To configure IVR ACD in the CCM, click on IVR ACD-DNs folder on the left-hand side of
Configuration page and the IVR ACD-DNs section appears in right-hand side of
Configuration page. Enter ACD 54443 as configure in Section 5.2 and then check on checkbox
of Acquired column as shown in Figure 12.

{‘f Favarites | 'f;‘@ £ | Suggested Sites ~ @ | Free Hotmail @ | Web Slice Gallery -

[# Contact Center - Manager - Configuration & B - F;a - Page - Zafety = Todls - @'

CONFIGURATION Logged in user: webadmin

Server Download Status Launchpad Help
E@:I nesccil
] Activity Codes

(] Call Presentstion Clagses R ACD-DNs Server: nesccy0
D Call Recording and Gualty Monitoring

% CDMz (Route Paints) Refresh Status |
-] Contact Types

-

[ DMEs Mame Mumber Threshald Class Acouired? Status

- Formulas Default YRG! 993 I'vR_Template r Mot Acouired

[:l Global Settings 24443 24443 WE_Template v Acruired |
1 =

(7] Historical Stetistics R 1

(] ¥R ACD-DNs

D Metwarking Communicetion Paramete
|| Phoneset Displays

D Phonesets and Yoice Ports

-] Realtime Statistics

D Routes

] Skillsets ’
D Threshold Classes

n | 2l Bh

J)Epdlatle§ are ap;lalledl Whenyou click thelpem row D’J,Th,e,,g”d; . ZI

|Done l_ ’E l_ l_ l_ l_ ’@| " Trusted sites |v“;] - | FA00% -

Figure 12: Configure and acquire ACD IVR
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6.1.3. Configure Scripting
To configure scripting in the CCM, navigate to menu Launchpad > Scripting, the Scripting
page appears as shown in Figure 13.

{;- Favorites | i;"g £ | Suggested Sites | Free Hotmail & | Web Slice Gallery =

[# contact Center - Manager - Scripting ﬁ - =[] @ v Page v Safety » Tools - @’

SCRIPTING Logged in user: weh

Service Creation Status Launchpad Help
E-{Z) nesccTo

|»

Scripting

« The Service Creation Environment allows you to route contacts through
the Contact Center. To use this application select the Launch Service

Creation option fram the Service Creation menu.

e Click a server name to log on to the server. Then, launch the Seript

Variables or Application Thresholds by clicking each heading.

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

Done l_l_l_l_l_ l_%h" Trusted sites [7h - [ R0 -

Figure 13: Scripting page
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In the Scripting page, navigate to menu Service Creation and select Launch Service Creation.
The Service Creation Environment (SCE) application was executed and opened as shown in
Figure 14.

Note: If the Service Creation Environment has not been installed a new popup window appears
to ask for installing the Service Creation Environment application. Install the application and try
to run it again by selecting Launch Service Creation from menu Service Creation.

& 5CE Contact Center _ O]
File Edit Conkact Cemker Window Help

J BB X|CE @ [
(C SCE Contact Center 52 l =0 = O
(:C: nescc?i

(& =CE Local B2 =0
SCE Synchronization 22 [3_ SCE Prnblems| 3 = =0
Mo Synchronization Exists
Marmne | Skate | User
4 | 2

Figure 14: Service Creation Environment window
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In the left-hand side of Service Creation Environment window, navigate to nescc70 > nescc70
> Applications > Master_Script and the content of Master Script displays in the right-hand

side of the SCE window. This was the sample script used for the compliance test.

& 5CE Contact Center _ O]
File Edit Conkact Cemker Window Help
JEl&l ¢ - Ex[EE @ [
(C SCE Contact Center 52 = O || Ok Master_Script 53 l =0
B (£ nescc7o 1/% Title: Master Script */ ;I
= 'C nescc 70 ZIF CDMN=54900 THEN
El[Er Application Manager Data ] GIVE IVE 54443
Eb Agents 4 IF MOT Out of serwvice 3KE1 Then
B-{= COMs 3 Tait 10
1= DMISs 5 Jueue to skillset 3K1
= Skilsets 7 Wait 10
I'_-'I[Ev Applications [Full Conkral] 5] END IF
T Masher_Script JEND IF
- Metwork_Script 1I3|
[*-=> &pplication Yariables
o
1 3
(& =CE Local B2 ] =0 I
(@) 5CE synchronization 52 | [21 sCE Prnblems| & ¥ =08
Mo Synchronization Exists
Marmne | Skate | User
dl o
Writable Insert 10:1 J
Figure 15: Sample of Master Script
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6.2. Configure Communication Control Toolkit

This section of the document shows necessary configurations in CCT server to work with
Convergys Voice Portal system.

6.2.1. Configure Windows user in the CCT Server

In this compliance test, the Windows users were created in the CCT server. To create Windows
user, navigate to menu Start > Administrator > Computer Management and the Computer
Management window appears as shown in Figure 16.

O computer Management H=]
=] Fle pction  Wiew CwWindow  Help | =] x|
= [ EF R =@
[arme
Syskem Tools
- {f] Event: Viewer S ztorage
-] Shared Folders i services and Applications
- Local Users and Groups
i Performance Logs and Alert:
Device Manager
[—]@ Starage
¥-=% Removable Storage
& Disk Defragmenter
=5 Disk Management
EEI--@ Services and Applications
« | 4] | i
Figure 16: Computer Management window
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In the left-hand side panel expand Local Users and Groups and right-click mouse on Users as

shown in Figure 17 below.

E Computer Managenment !El

,g File Action Wew Window  Help

=181

=R = A

Q Computer Management (Lacal)
EI@ Swskem Tools
-] Evert Wiewer

Mame I

I:ILlsers
DGrnups

% Shared Folders

=-#7 Local Users and Groups |

----- = Device

Mew Window From Here

EI@ Strage Refresh
=

e Remov

& Disk De

Help

ezl Disk Management
EEI--@ Services and Applications

1

| 2

|Creates a new Local User accounk,

KP; Reviewed;
SPOC 1/18/2012

Figure 17: The New User of Computer Management Window
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The New User window appears and input the information as shown in Figure 18. Click on
Create button to complete creating the new Windows user.

KP; Reviewed;
SPOC 1/18/2012

hewvser |

Uszer name: IaCde

Full name: ||"-"F| Agents

Description: IGru:uup of Corvegus VR Agents|
Paszzward: I--------

Confirn pazsword: I" (1Ll L]

™| Wser must change password at nest logomn
™ User cannot change pazsword

¥ Pazzword never expires

[~ Accourt iz dizabled

Create I Cloze

Figure 18: The New User
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6.2.2. Configure Terminal Line for Agent Phone

To configure a terminal in CCT, navigate to menu Start > All Programs > Nortel > Contact
Center > Communication Control Toolkit > CCT Console as shown in Figure 19.

= @ Administrative Tools 4 @ Camrnor Ukilities
@ | 5ystem Contrl ) ; gy P—— .
Ukiliby @ BusinessObjects X13.1  # @ Communication Conkrol Toolkit
- I Startup C ) Database Utiities
Ca
CCT Console @ Sybase 3 L@ License Manager 2 Ref Clisnt
— ,é Internet Explorer curity @ Manager Administration » &1 Reset Grace Period
) Contact Center
Manager [zl Outook Express @ Manager Server
. Pemote Assistance L@ Security Framework,
é Service Creatiol N
Ervironment @ Mchfes 4 L@ Server Lkility
@ ADAM 4 @ Service Creation Environment

-

AllBrograms Mg nortel S [# Uninstaller
Log OFF @ Shut Dovin

B MAS Trace Window | @ Conkack Center - Manag... |

| #/start ‘@- &

Figure 19: Full path to CCT Console

Figure 20 below shows the CCT Console window.

"[i CCT7 - [Console Root] M=l

Bﬁ] File Action Wew Favorites  wWindow  Help | _|5’|5|
& = | [ B2
a g |
=-§3% MOCT Admin
-G Users

----- % User Groups

----- & Contact Center Users
----- (% Conkact Center User Groups
----- T4 Terminals

----- E‘ Terminal Groups

----- T Terminal Types

----- =7 addresses

--E¥ address Groups

----- =7 address Types

----- Metwiork TvR

----- 5P for CS1K

----- & Warkstations

----- Diefaults

..... Logging Taals

----- g Import/Export Tools
----- B T Server
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Figure 20: The CCT Console Window

Right-click on Terminals and navigate to New > New Terminal as shown in Figure 21 below.

'fii CCTT - [Console Root] M= 3

k& File  Action  Wiew  Faw

orites  Window  Help

=181

e ||m Bl @ e

|:| Console Roat

2 MCCT Admin

G5 Users
----- 'E}_ User Groups

Mame |

FMCCT Admin

Mew Terminal

----- =1 address Types

----- Mebwork VR

----- 5P For CS1K

----- & Wiorkstations

----- Defaults

..... Lagging Tools

----- o ImnportExport Tools
----- B CCT Server

|F'.|:|-:| a new Terminal

Figure 21: Terminals in the CCT Console
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In the Terminal Details tab, enter the phone set information. Note the Terminal Name field
must include the word “Line” in the beginning with the terminal name as configured for agent
phone in Section 5.2. All checkboxes should also be enabled. Phone Type should be chosen as
appropriate. For this compliance test, the M500 analog phone was used.

Click Apply and OK button to close the window.

Mew Terminal Properties ﬂ |

Terminal Details ITerminaI Group Maps I Address Maps I ser Maps I ‘WarkStation Maps I

——=  This iz first Terminal
nurmber on the
Lineside T1 card

Terminal Mame I Line 4.0.3.0

Loop.Shelf. Zard. Unit

Enabled I
Provider IF'assive j
Terminal Type I.ﬁ.gent j

Phone Twpe

—Line Features
[T 3-party conference (A03) ¥ &-party conference (A06)

¥ Call Transfer (TRM) ¥ Call Forward (P

o]

Cancel anply

Figure 22: New Terminal Properties Window
Repeat the same procedures above to add more terminal lines for Line 4.0.3.1 and Line 4.0.3.2.

Note: Multiple terminal Lines can be imported from the CS 1000 system to CCT by using the
Import Addresses & Terminals of Import/Export Terminal Tool.
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6.2.3. Configure Position ID and Personal DN Addresses for Agent

Phone

To configure address for each terminal line of analog agent phone, on the CCT Console, right-
click on Addresses and navigate to New > New Address.

i CCT7 - [Console Root]

[E'j] File  Action Miew Favorites  Window  Help

M= ES
=181 x|

= |E B @ E

MCCT Admin

Eﬂ---@_ sers

----- E}. ser Groups

----- 'E_ Contact Center Users

----- 'F_j“ Terminals
----- ﬁ' Terminal Groups
----- '[‘3' Terminal Types

----- @_ Contack Center User Groups

New Address

..... spf Help

----- & Workskations

----- Defaults

----- Logging Tools

----- g Import/Export Tools
----- B T Server

|.ﬁ.|:||:| a new Address

Figure 23
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In Address Details tab, enter the Position ID 54030 of analog agent phone as configured in
Section 5.2 in the Name field. Select Type as “Agent”. All other fields can be left as default.

Mew Address Properties H |

Address Details |.ﬁ.ddress GEraup Maps I Terminal Maps I User Maps I

Mame | 54030

Enabled 3

Provider IF‘assi'-.fe j
Type :

K I Zancel apply

Figure 24: New Address Properties
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In Terminal Maps tab, map the newly created Position ID 54030 address to the terminal Line
4.0.3.0 created in Section 6.2. Select the terminal Line 4.0.3.0 in Available Terminals box and
click on “Add>>" to complete the mapping as shown in Figure 25 and 26. Click Apply to save

the changes and OK to

close window:

Mew Address Properties E |

fddress Details I Address Group Maps  Terminal Maps |User Maps I

Available Terminals

Mapped Terminals

T Line 4.0.3.1
T Line 4.0,3.2 Add =3 |
T Line 4.0.3.3
T Line 96.0.0.19
T Line 96.0.2.0 << Remave |
T Line 96.0.2.1
T Line 96.0.2.2
T Line 96.0.2.5
T Line 96.0.2.4

Remaove All |
0 i A | i

Ok I Cancel | &pply |
Figure 25: New Address Properties (cont)
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New Address Properties H |

Address Details I Address Group Maps  Tetminal Maps | ser Maps I
Available Terminals Mapped Terminals
[T Line 4.0.3.1 |
T Line 4.0.3.2
T Line 4.0.3.3 fdd =2 |
T Line 96.0.0.19
T Line 96.0.2.0
T Line 96.0.2.1 << Remove |
T Line 96.0.2.2
T Line 96.0.2.3
T Line 96.0.2.4
Rernowe Al |
KN i KN — 2
Ik I Cancel | Apply |
Figure 26: New Address Properties (cont)
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To configure an address for Personal DN, do right-click mouse on the Addresses on the CCT
Console and navigate to New > New Address. In Address Details tab enter the Personal DN
54020 in the Name field as configured for the agent phone in Section 5.2. All other fields can be
left as default.

Mew Address Properties E |

Address Details |F'.|:I|:Iress Eroup Maps I Terminal Maps I Lser Maps I

MName | 540200
Enabled IF
Praovider IF‘assive j

e EEG——

(] 4 I Cancel Apply

Figure 27: New Address Properties window for Personal DN 54020
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In Terminal Maps tab, map the newly created address to the terminal Line 4.0.3.0 created in
Section 6.2. Select the terminal Line 4.0.3.0 in Available Terminals box and click on “Add>>"
button to complete the mapping as shown in Figure 28 and 29. Click Apply to apply the changes
and OK to close window.

Mew Address Properties E |

fddress Details I Address Group Maps  Terminal Maps |User Maps I

Available Terminals Mapped Terminals
T Line 4.0.3.1
T Line 4.0,3.2 Add =3 |
T Line 4.0.3.3
T Line 96.0.0.19
T Line 96.0.2.0 << Remave |
T Line 96.0.2.1
T Line 96.0.2.2
T Line 96.0.2.5
T Line 96.0.2.4
Remave All |
KN i KN 1

Figure 28: New Address Properties window for Personal DN 54020
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Mew Address Properties E |

fddress Details I Address Group Maps  Terminal Maps ILIser Maps I

fyvailable Terminals Mapped Terminals
(75 Line 4.0.3.1
T Line 4.0.3.2
T Line 4.0,3.3 Add == |
T Line 96.0.0.19
T Line 96.0.2.0
T Line 96.0.2.1 <= Remove |
T Line 96.0.2.2
T Line 96.0.2.3
T Line 96.0.2. 4
Femove Al |
KN 1 KN 1

(84 I Cancel | Spply |

Figure 29: New Address Properties window for Personal DN 54020 (cont)

Repeat the same procedures above to add Position ID 54031, 54032 and personal DN 54021,
54022 addresses for terminal Line 4.0.3.1 and Line 4.0.3.2.

Note: Similar to terminal lines, addresses of agent phone or monitored phone sets can be
imported from the CS 1000 system to the CCT by using the Import Addresses & Terminals of
Import/Export Tools in the CCT Console.
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6.2.4. Import Window Users from CCT Domain and map to Terminal

This section describes the steps required to import Windows users from the server to the
Communication Control Toolkit administration tool using the Import Windows Users tool.
CCT services should be stopped before importing new users:
1. Log on to the Communication Control Toolkit server.
2. Navigate to Administrator Tools > Services.
3. Stop the NCCT SMON service to stop all of the services on the Communication Control

Toolkit server.

4. Start the NCCT Data Access Layer service.

9]

Close the Services window.

To import window users, in the left-hand side panel of the CCT Console, click on the
Import/Export Tools. The list of Importing Tools window appears in the right-hand side of
CCT Console window as shown in Figure 30.

':m CCT7 - [Console Root' NCCT Admin' Import/Export Tools]

Bﬁn File  Action Miew Faworites

Window  Help

&+ BE B @5

(1 Console Root
1§33 NCCT Admin
#-§3 Users
----- % User Groups
----- G Conkact Center Users

----- 'ﬂ' Terminals

----- a‘ Terminal Groups
----- 'ﬂ' Terminal Types
----- =1 addresses
B address Groups
----- =7 address Types
----- Metwork TVR

----- SP for CS1K

----- & Workstations

----- Diefaults

..... Logging Toals
----- q» Import/Export Tools
----- B T Server

----- ':E Caontact Center User Groups

Imporking Tools

o Import Addresses & Terminals
o Import Windows Users

o Import Wark Skations

o Import Contack Center Users
= Import Configuration

= Export Configuration

Figure 30: Import/Export Tools

Double-click on Import Windows Users, the Import Windows Users properties appears as

shown in Figure 31 below.
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In the Location box, select the domain or server from which to search for Windows users. In the
Object Type box, select the group of users to display. In the Object Name box, type the text to
use in a search for Windows Users (the Object Name becomes unavailable if the Object Name

box specified as “Find All Users”).

Import Windows Users Properties ﬂ |

Search For Users I

Location: |\ MaSaer

Ohiject Type: |Find all Users j Dhject Mame:

Find o |

Search Resulks:

&dd Sdd &

Selected Users:

Remove Remave &l

ok I Cancel apply

Figure 31: Import Windows Users Properties window
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Click Find Now button to start searching Windows Users, the list of Windows user appears in

Search Results section of Import Windows User properties window as shown in the Figure
32.

Import Windows Users Properties ﬂ |

Search For Users I

Location: INESCC? j

Chiject Type: IFind all Users j Dhject Mame:

Search Resulks:

MESCCTaivrd
MESCCPaivrl
MESCCFaivrz
MESCCThamcl
MESCChamc2
MESCCamcs
MESCCPamcd
MESCCAVASPMET
MESCCThavpl
MESCCPavpl
MESCChavp2 LI

Add add all 32 users found

Selected Users:

Remove Remave &l

Ok, Cancel | Apply |

Figure 32: Import Windows Users Properties window (cont)
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In the Search Results box, select the Windows users to import. To select multiple users, press
the Ctrl key while selecting each user. To select all Windows users, click Add All. For the
purpose of this compliance test, user acdvp were imported as shown in Figure 33.

Click Add button to add these users into Selected Users box, and click Apply button to apply
the changes and click OK button to close the window.

Import Windows Users Properties ﬂ |

Search For Users I

Location: INESCC? j

Chiject Type: IFind all Users j Dhject Mame:

Find o |
Search Resulks:

MESCC7154351 i
MESCC 7y Adminiskrator

MESCCFaivrd

MESCCaivrl

MESZCPaivr2

MESCCFhamcl

MESCCPamcz

MESCCPhamc3

MESCC7amcd

MESCCAASPRET

MESCC7havpD LI

&dd fdd Al

Selected Users:

Remove Remove Al

Ok, Cancel Apply

Figure 33: Import Windows Users Properties window
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Go back to the Administrator > Services, to start the NCCT SMON service to start all of the
Communication Control Toolkit services

The procedure to map user to terminal is as follows.

In the CCT Console window, select Users. The Users window appears in the right-hand side of
CCT Console as shown in Figure 34.

':m CCT7 - [Console Root \NCCT Admin'Users]

B Fle  Action  Miew

Favarites

Window  Help

=8 x|

&= | BmE X E R @ m

I:l Consale Rook & | | User Mame | First Marme | Last Mame
=4} NCCT Admin § 3 NESCCRYyivrD VYR O TVRD
-5 Users 3 NESCCRivrl VR 1 VR 1
""" % gsert Grtﬂgpst ! 3 NESCCRjvre VR 2 VR 2
""" ontack Lenter Lsers 3 NESCCRivrs VR 3 ¥R 3
""" i (ontact Center User Groups | | 6% nesccravp Agent Voice Port 0 Agent Voice Port 0
""" g Termf”a:s 3 NESCCA\avpl fgent Yoice Port 1 Agent Yoice Port 1
% I::E:::l ?;EEZS 3 MESCCT|aivr Agent IVRZ Agent TVRZ
_____ 57 addresses (E_ MESCCTlavp? Agent Yoice Park 2 agent Yaoice park 2
Address Groups .. NESCCFacdvp Convergys IVR GEroup of Convegws I
_____ 7 address Types 3 NESCCTIS4331 IP 1110 54331 IP 1110 54331
_____ Mebwark TVR @_ MESCClamcl amcl AMC Technology
..... <P Far CS1K 3 NESCCFamez arncz AMC Technology
----- % Workstations (I
----- Defaults
----- Logging Tools
----- a» ImoortExport Tools il
4| | _'*I_| 4 | i
| | |
Figure 34: User window of CCT Console
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Right-click on the user acdvp that has been imported above and select Properties as shown in

Figure 35.

':m CCT7 - [Console Root'NCCT Admin'Users]

[‘E‘n File  Action ‘Wiew Faworites  window  Help

&= | B XEFR 2 E

-8 address Groups

----- & \Workskations
----- Cref aulks
..... Logging Tools

----- o Imoort/Export Tools hd
4| | » 1]

..... =7 address Tvpes §3 NESCCT154331
..... Nebwork TvE §3 NESCCT\amel
..... P For CS1K G4 NESCC P amez

1 Delete

™ Peoperties |
=]

Help

I:l Console Rook | | User Mame | Firskt Mame | Lask Mame
- £ NCCT Admin G 3 NESCC v VR 0 ¥R
-3 Users G4 NESCCivrl VR 1 IVR 1
""" % gsert Grtﬂgpst ! 3 NESCC T ivrz IvR 2 IvR 2
""" Ontack Lenter Lsers 3 NESCC T ives VR 3 VR 3
..... s Cu:unl:..act Center User Groups F} NESCCT\avpD Agent Yaoice Port O Agent Yoice Port 0
----- 'F:T Term!nals (B_ MESCCThavpl Agent Yoice Port 1 Agent Yoice Port 1
% I::z:;:: f;iizs G4 NESCCT\aivr2 Agent TvRZ Agent TVRZ
_____ =7 addresses (B_ MNESCC T avp2 Agent Voice Part 2 Agent '-.-'iu:e port 2
._ MESIZCFacdvp IZ' Group of Convegys IVR

IF 111054331
AMC Technology
AMC Technology

|O|:uens the properties dialog box For the current selection,

Figure 35: User window of CCT Console (cont)
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The Figure 36 and 37 below shows the Terminal Maps tab of NESCC7\acdvp Properties

window; from Available Terminals and Terminals Groups box select the Line 4.0.3.0, Line
4.0.3.1 and Line 4.0.3.2 created in Section 6.2 and click on “Add >>" button to add this Line to
Mapped Terminals and Terminal Groups box.

Click Apply button to save the change and click OK button to complete and close the window.

MESCC T acdvp Properties E |

IUser Details I User Group Maps  Terminal Maps |F'.|:||:Iress Maps I CC User Maps I

Byvailable Terminals and
Terminal Groups

E Hotdesking Terminal Group

T4 Line 4.0.3.3
T Line 96.0.0.19
T Line 96.0.2.0
T Line 96.0.2.1
T Line 96.0.2.2
T Line 96.0.2.5
T Line 96.0.2.4

KN —

2

¥ automatically mapjunmap related addresses

<< Remove

Remaove All

Add Al |
=

Mapped Terminals and
Terminal Groups

Figure 36: NESCC7\acdvp Properties window

KP; Reviewed;
SPOC 1/18/2012

Solution & Interoperability Test Lab Application Notes
©2012 Avaya Inc. All Rights Reserved.

38 of 48
Convergys CCT7



MESCC T acdvp Propetrties E |

User Details I User Group Maps  Terminal Maps |F'.|:I|:|ress Maps I CC User Maps I

Awvailable Terminals and Mapped Terminals and
Terminal Groups Terminal Groups

E Hotdesking Terminal Group
T Line 4.0.3.3

T Line 96.0.0.19 Add =
T Line 96.0.2.0
T Line 96.0.2.1
T Line 96.0,2.2 << Remove
T Line 96.0.2.5

T Line 96.0.2.4

i

Add Al

Remove Al
KN I— ] N I— 2

¥ automatically mapjunmap related addresses

L

Figure 37: NESCC7\acdvo Properties window

Note: Six addresses that consist of 3 Position IDs 54030, 54031, 54032 and 3 Personal DNs
54020, 54021, and 54022 are automatically added into the Address Maps tab when its terminal
line mapped. There is no need to manually map the address to Windows user.
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6.2.5. Configure CS 1000 Service Provider for CCT

To configure the Avaya Communication Server 1000 service provider details to enable
connection to the CS 1000 switch, in the CCT console select SP for CS1K, the SP for CS1K
provider icon displays in right-hand side of CCT console as shown in Figure 38.

'jiti CCT7 - [Console Root ,NCCT Admin',SP for CS1K]
[%] File  Action Miew Favorites Window  Help | - |5’|£|

& | BE B 25

[ Console Rook

: MCCT Adrmin

- Users

----- (% User Groups

----- (8% Conbact Center Users
----- (£% Contact Center User Groups
----- T Terminals

----- T8 Terminal Groups

----- T Terminal Types

----- =" addresses

- [E9 Address Groups

----- =7 address Types

----- MNetwork IVR

----- 5P for CS1K

----- & Wiorkstations

----- Defaults

----- Logging Tools

----- g Import/Export Tools
----- B T Server

Provider

Figure 38: Configure SP for CS1K in Communication Control Toolkit console
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Double-click on the SP for CS1K icon, SP for CS1K Properties window displays and enter
values for these fields in Service Provider for CS1K tab as shown in Figure 39.

SP for CS1K Properties |

Service Provider For CS1E I CS1K Hosk I

Application Mame:

Weridian Link SP

— Timeaut in Secands

Initializakion Shutdawn Cormand
| 32 | a2 5

—Call Data
Size (in bytes) Life Span (in minukes)

[" Disable copy of call data ko consulkative call

—&gent Status
I Lagin Status Discaowversy:

Ik I Zancel Gpply |

Figure 39: Configure SP for CS1K in Communication Control Toolkit console (cont)
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Continue selecting on CS1K Host tab of the window, the CS1K Host tab displays with values
configured as shown in Figure 40.

NOTE: Make sure that the Disable copy of call data to consultative call checkbox is NOT
checked, or the user data attached to a call by the Convergys Voice Portal will not be available
when the call is answered by an agent.

SP for CS1K Properties |

Service Provider For ©51K  C51K Host |

—Huosk
Host Marne I LanLink

Host Address I 15 . 10, 3¢ . &0
—Machine

Machire Na""EINESCC?l Host Paork |3IIIIIIIZI

M1 Release IReIeaseE-.El j
—fssociakion

Custarner Mumber ID

Polling Interval {10s of Seconds) I 1

Ik I Zancel Gpply |

Figure 40: Configure SP for CS1K in Communication Control Toolkit console (cont)
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7. Configure Convergys Voice Portal

This document assumes that the Convergys T1 Lines and Convergys Voice Portal server were
properly installed and configured by a Convergys Engineer. This section provides the steps of
how to configure the Convergys Voice Portal integrating with Communication Control Toolkit.

7.1.1. Create the Nortel CCT client configuration

The Convergys Voice Portal CTI Gateway module is configured using a Microsoft Management
Console (MMC) plugin. To run it, navigate the menu Start > Run and enter MMC /32 to run the
32-bit version. Use the File menu to open ctigw.msc in the ..\CTI Gateway\sys directory.

Expand the localhost item and the right-click on Client Configuration Sets and select Add from
the pop-up menu. Select NORTELCCT from the drop-down Client Type list and click on the

Enable For Use checkbox. See Figure 41.

Add Client Configuration Set

Marme: I <default:

Client Type:

¥ Enable Far Uze

OF.

Cancel

Figure 41: Add Client Configuration Set
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7.1.2. Configure CCT Client Parameters

Right-click on the NortelCctConfigSet0 item and select the Parameters tab. Enter the Primary
Server name (or IP address) and Port number. Configuring an alternate server is optional.

Enter the Domain and user name and password the client will use to log in establish a session
with the CCT server. If a lineside T1 is used then check the Enable Agent Login option and
enter an Agent User ID that will be used to login all of the IVR lines. See Figure 42.

i MortelCCTCFgSet0 Properties EE I

| Main Parameters |

IVP CTI Gateway
L -
E 4 Copyright () 2004 Convergys Inc,

—MorkelCCT

Primary Server Manme: I 135.10.97.50

Primary Server Pork: I 29373

Alkernakte Server Name:l altserver

flkernakte Server Pork: I 3000

Domain: | 135.10.95.110

Login: I acdwp

Password: I A123456a

[¥ Enable Agent Login Agent Liser I0: I 10001
Ik I Cancel | Spply | Help |

Figure 42: Nortel CCTCSetP Propterties window

KP; Reviewed; Solution & Interoperability Test Lab Application Notes 44 of 48
SPOC 1/18/2012 ©2012 Avaya Inc. All Rights Reserved. Convergys CCT7



7.1.3. Configuring Ports for the CCT Client

Expand the NortelCctCfgSet0 item and right-click on the Ports item. Select Add Port... from
the pop-up menu. See Figure 43.

= ctigw_new - [Console Root',I¥P CTI Gateways'localhost',Client Configuration SetsNortelCCTCfgSetn’,Ports]

File — &ction ‘iew Favorites  Window  Help | - 1= x|
&= 2mlc=H
=] Consale Root Part ID |PEx1D | Type |

= IWP CTI Gateways
[ g 4 localhost
= 3] Client Configuration Sets
= MortelCCTCFgSetn
F——

There are no items ko show in this view,

kg
Add Port,..
3] Acce
Delete All Parks
Mew »
All Tasks 3
Wigw k

Mew \Window From Here

Mew Taskpad Wiew, .

Refresh
Expoart List. ..
Help
|
Figure 43: CTI Gateway Window
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The IVR Host Name used for this testing was the default changemenow. Board and Span were 0
and 1 respectively. Seven ports were configured for the testing, although only ports 2 and 3 (DNs
54031 and 54032, respectively) were used in the test. See Figure 44.

= ctigw_new - [Console Root'I¥P CTI Gateways'localhost' Client Configuration Sets',NortelCCTCFgSet0',Ports]

File  Action “iew Favorites  ‘Window  Help | =] x|
&= |%m o=
| Console Rook Fart ID [ PEx1D | Type |
= VP CTI Gateways [£:3] changemenaw0D01_0000000001 54400  Dirn
El § 4 localhost (3] changemenawOD01_000000000Z 54031 Dirn
=l &3 Client Configuration Sets ¢ 31 rhannemennwnnnl ANNOANANNS 54037 Dir
El [£3] NortelCCTCRgSet0 New NORTELCCT Pork(s) i
[ﬂ Ports
[£3] Access Configuration Sets —address: Data
"R Hogt Mame: ||
Board Mumber: I Span Mumber: I
— Port Range

Starting Port: I Ending Port; I
Starting PE D I

0k I Cancel |

Figure 44: CTI Gateway Window (cont)

7.1.4. Running CTI Gateway

The CTI Gateway process starts automatically whenever the Convergys Voice Portal is restarted.
The configured Nortel CCT client immediately establishes a session with the CCT server, and
logs in the configured ports if necessary.
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8. Verification Steps

The following are typical steps to verify the Convergys Voice Portal was able to integrate with
Communication Control Toolkit CTI server.

e From CCT client in the Convergys server, use CCT user name and password configured in
Section 6.2.4 to log in this user and then log IVR T1 line Agents in by sending a request to
CCT.

e When analog agent phones were successfully logged in, place call to Control directory
number (CDN) from another extension and the call is now processed by script of Contact
Center. The call then came to ACD IVR which had some of analog IVR agents being logged
in and ready to accept call.

e  When the call came to analog IVR agent, the Convergys CCT client took over from here. It
can do basic telephony feature like accept, hold/retrieve, add user data and transfer call to
another extension.

9. Conclusions

These Application Notes describe the configuration steps required for Convergys Voice Portal
system with Communication Control Toolkit Release 7 using Line-Side T1 Interface to successfully
control its IVR agent ports. The Convergys Voice Portal is considered compliant with the Avaya
NES Communication Control Toolkit Server Release 7.0.

10. Additional References

Product documentation for Avaya products may be found at:
https://support.avaya.com/css/Products/

Product documentation for Convergys products may be found at:
http://www.convergys.com
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Services Fundamentals, Doc # NN43001-116, Issue 05.11, Date June 2011.

Avaya Communication Server 1000 Co-resident Call Server and Signaling Server
Fundamentals, Doc # NN43001-509, Issue 03.02, Date June 2011.

Avaya Communication Server 1000 Element Manager System Reference - Administration,
Doc# NN43001-632, Issue 05.09, Date July 2011.

Avaya Communication Server 1000 Circuit Card Reference Release 7.5, Doc# NN43001-
311, Issue 05.03, Date May 2011.

[2] Avaya NES Contact Center Documents:
Avaya Contact Center Installation (NN44400-311)
Avaya Contact Center Commissioning (NN44400-312)
Avaya Contact Center Configuration — CS 1000 Integration (NN44400-512)
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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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