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Avaya Solution & Interoperability Test Lab

Application Notes for InteractCRM SMSConnect 1.0 with
Avaya Interaction Center Release 7.0 - Issue 1.0

Abstract

These Application Notes describe the procedures for configuring InteractCRM SMSConnect
1.0 to interoperate with Avaya Interaction Center (IC) Release 7.0.

SMSConnect provides Short Message Service (SMS) based self service and intelligent
communication between customers and organizations. It links up customers’ mobile phones
with organizations’ human and information resources to provide customers quick and easy
access to information within the organization, and extends the functionalities of Avaya IC in a
seamless manner.

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

These Application Notes describe the compliance-tested configuration used to validate
InteractCRM SMSConnect 1.0 with Avaya Interaction Center Release 7.0.

SMSConnect enables two way interactions between customers and Avaya IC contact center
agents via SMS messaging. Customers can send SMS messages to the contact center and have
their queries responded to by agents using Avaya IC. Such SMS messages are correctly
classified by Avaya IC, thus providing a seamless integration into any Avaya IC environment.
SMSConnect also provides the ability to collect feedback from customers that have contacted the
contact center. An SMS message can be automatically sent to the customer at the end of a call to
collect feedback, thus allowing the performance of the agents to be rated. The Interaction
Manager and Feedback Manager components of SMSConnect are utilized for integration of SMS
messaging and SMS-based feedback survey with Avaya IC respectively.

Figure 1 illustrates the configuration used to verify InteractCRM SMSConnect interoperability
with Avaya Interaction Center. Avaya Interaction Center was installed on three servers running
Microsoft Windows Server 2000 Service Pack 4. InteractCRM SMSConnect ran on another
server running Microsoft Windows Server 2000 Service Pack 4 with a GSM / GPRS modem
installed to send and receive SMS messages. A generic POP3 / SMTP Email server was installed
on another server with mailboxes configured for use by SMSConnect and Interaction Center.
Another server running Microsoft SQL Server 2000 stored the IC Repository database. Avaya
IC Design and Administration Tools were installed on the Administrator PC to configure the
Avaya Interaction Center environment. On the agent PC, Avaya IC Agent client was installed
and configured for the IC Email and Voice Channel. The Chat channel was not configured and
tested in this configuration. All the systems are connected on the customer LAN using the Avaya
C364T-PWR Converged Stackable Switch for network connectivity. SMS messages from
customers are simulated using three mobile phones capable of sending and receiving SMS
messages. The detailed configurations of Avaya S8300B Media Server, Avaya G350 Media
Gateway, Avaya Application Enablement Services (AES) server and Avaya 4600 Series IP
Telephone are not discussed in these Application Notes.
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Figure 1: InteractCRM SMSConnect with Avaya Interaction Center
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Figure 2 shows the sample SMS messaging flow for a customer who sends an SMS message to
the call center and the agent replies using Avaya IC Agent.
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Figure 2: Sample SMS Flow from InteractCRM SMSConnect to Avaya Interaction Center
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Step

Description

1 Customer sends a SMS message to the Contact Center. This message is routed via the
Mobile Service Provider to the GSM/GPRS modem. SMSConnect polls the GSM/GPRS
Modem to receive the SMS message.

2 SMSConnect converts the SMS message into an email, sets the subject of the email in a
predefined manner with the SMS Contact details (e.g. customer’s mobile number) and
sends the email to the IC email account (e.g. ‘icuser@avaya.com’) on the Email server.
An example of the subject of the email is “SMS-6598646345-6598639738 where the
number 6598646345 is the number of the GSM/GPRS modem and 6598639738 is the
customer’s mobile number.

3 IC Email polls the IC email account on a regular interval and retrieves the email.

4 IC Email triggers the customized qualifyemail workflow to qualify the email. The
workflow parses the subject of the email and sets the Electronic Data Unit (EDU) values
with the SMS Contact details.

5 The workflow routes the email to the call center agent.

6 The agent uses Avaya IC Agent to read and respond to the email.

7 The outbound email workflow sends the email to the SMSConnect email account (e.g.
‘smsuser(@avaya.com’) on the Email server.

8 SMSConnect polls the SMSConnect email account on a regular interval and retrieves
the email.

9 SMSConnect converts the email back to an SMS message and sends it to the customer

via the GSM/GPRS modem.

Figure 3 shows the sample SMS-based feedback survey. After a customer hangs up on the call
with an agent, SMSConnect sends an SMS message to the customer to collect their feedback.
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Figure 3: Sample SMS flow to collect feedback
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Step | Description

1 The customer is connected to the call center agent. This can be a voice call or a web
chat.

2 When the customer hangs up, the agent wraps up the call using Avaya IC Agent. The
wrap up event triggers an IC Script, which sends a request to SMSConnect to collect
feedback from the customer.

3 SMSConnect composes an SMS message based on a Feedback Template and sends to
the customer’s mobile phone.

4 The customer replies to the SMS message. SMSConnect analyzes the SMS message
received from the customer.

2. Equipment and Software Validated

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

Equipment Software

Avaya Interaction Center Release 7.0 Service Pack 2
Avaya S8300B Media Server 3.1.2 (R013x.01.2.632.1)
Avaya G350 Media Gateway Firmware V25.28.0
Avaya 4600 series IP telephones 4621SW (R2.4)

Avaya Application Enablement Services 3.1.1 (r3-1-1-build-43-2-0)
Avaya C364T-PWR Converged Stackable Switch 4.3.12

InteractCRM SMSConnect 1.0

3. Configure Avaya Interaction Center

This section describes the configuration of Avaya Interaction Center to interoperate with
InteractCRM SMSConnect. It is assumed that Avaya Interaction Center core servers and IC
Agent required to handle the IC Email and Voice Channels are installed and running properly.

3.1. Configure IC Email Account

When SMSConnect needs to send SMS messages to the agents in Interaction Center, it does so
by converting the SMS messages to emails and sending them to a predetermined POP3 email
account. Interaction Center polls this email account for new messages and routes them to the
agents using the customized email workflow as described in Section 4.2. In this configuration,
the email account is icuser@avaya.com created on the Email server.
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Step | Description

1. | To start IC Manager, click Start—All Programs— Avaya Interaction Center 7.0—IC

=5 IC Manager

Manager Tools Services Server Help

®a

2 E @ e B

—_—

SIMESEIEIE)

%Sewer '.' Agent ( [ﬁ Configuration { [[* pevice

| Type | Name ‘ Domain | Status | Host
Alarm Alarm Default = 10110104
EDU EDU_Voiced V... Voicel 10110104
Directany® Directary Default 10110104
Report Report_Default  Default 10110104
ADL ADU_Usert Userl 101.10.104
;DUSIDre DUEtore_Default Default 101.10.104
1 web_Helper iStat i5tatz_Voice1 Voicel 10110107
) Weh;ne Blender Blender_Userl  Usert 10110104
WO rKF o WorkFlow_Userl User1 10.1.10.104
“|orB ORB Default 10110104
r:alr ataGervenSs 04

Ready

[a |

Manager. Login with an account with administrator privileges to display the main IC
Manager screen. From the menu, select Services—Email Accounts and click New.

2. | In the General tab of the New Email Account window, enter the email account to be

uncheck Disable Account.

= Mew: Email Account

|/ General r Server r Templates r Miscellaneous

hcuser

Name
Domain |avaya.cum
Tenant DefaultTenant ~
Return address | icusergavaya.com hd |
[_] Disable Account
. vok || %canca | Help

polled by IC Email. In this configuration, to specify the email account icuser@avaya.com,
enter icuser for Name and avaya.com for Domain. Select DefaultTenant for Tenant and
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Step | Description

3. | Click on the Server tab to enter the parameters for the email account. In this
configuration, enter the IP address of the Email server for Outgoing Email (SMTP) and
Incoming Email (POP3). Enter icuser for Logon account and the password for icuser in
Password and Confirm. Click Ok.

2% New: Email Account Fﬁ_l

rGeneraI |/Senrer rTempIates rMiscellaneuus |

Outgoing Email (SMTP): [10.1.10.102 |

Test

Incoming Email (POP3): |1 0110102

Logon account: [icuser

|
|
Password: | |
Confirm: | |

[ Log on using Secure Password Authentication | Test

| 0K || ¥. Cancel || Help |

3.2. Configure Interaction Center for SMS Messaging

The following files are provided by InteractCRM for the integration of SMS messaging with its
Interaction Manager component. The first four files contain the required modifications to the
qualifyemail workflow to extend its functionality to qualify SMS messages from SMSConnect
that have been converted to emails. The remaining four files modify the Contact History Browser
and Electronic Data Unit (EDU) Viewer in IC Agent to display the additional parameters related
to the SMS messages. These files are located on the SMSConnect server and need to be
transferred to the Avaya IC Administrator PC.

Note: It is assumed that Avaya IC uses the out-of-the-box workflows, EDU layout and IC scripts.
If the Avaya IC installation has been customized, consult InteractCRM for the required
customization to be done.
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File Name Folder Location

1. | wacd.prj <SMSConnect Install Dir>\InteractCRM\
SMSConnect\IC Connector for Interaction
Manager\IC Flows\wacd\

2. | qualifyemail.qfd Same as above

3. | qualifysms.qfd Same as above

4. | SymDictionary.txt Same as above

5. | eduviewer en US.xsl <SMSConnect Install Dir>\InteractCRM\
SMSConnect\IC Connector for Interaction
Manager\Agent Files\QConsole\

6. | Qconsole AddContact.gsc Same as above

7. | QConsole BuildActiveContactCriteria.qsc | Same as above

8. | QConsole BuildCHBrowserInfo.gsc Same as above

3.2.1. Deploy the Workflows

The new workflows need to be re-built using Avaya Workflow Designer. The following 3
custom EDU fields will be populated for every incoming contact identified as an SMS within
Interaction Center:

e primarymedia
e gatewayno
e custmobile

Step

Description

1.

Avaya IC Administrator PC.

On the Avaya IC Administrator PC, backup the files that will be replaced. Copy the files
wacd.prj, qualifyemail.qgfd, qualifysms.gfd and SymDictionary.txt from the SMSConnect
server to the <AVAYA_IC70_HOME>\design\IC\Flows\Avaya\wacd\ folder on the
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Step

Description

To start Avaya Workflow Designer, click Start— All Programs— Avaya Interaction

Center 7.0—Workflow Designer.

4% Avaya Workflow Designer
File Wwiew Project Build Help

[ \NL]|aB|Ss>00 8

Catalogue Bar

ADU
Advocate

Application
Contentinalysis
Custom
DU
Ernail
General
Prompter
Routing
Telephony

Tools
tr +ing
7
String

f f b b o o o o B B B
PP BB x

[E

<

x

Buld | Debug | Find |

For Help, press F1

Click File—Open Project from the menu and open the project

<AVAYA _IC70_HOME>\design\IC\Flows\Avaya\wacd\wacd.prj for editing.

45 Avaya Workflow Designer
Flle WYiew Project Buld Help

DEsHd|sRR[a|caaw
esmsr ElIF Sl = 2 |=EE(2 & ==& n-u-|
[i0 ]| @ | Dafait =l ;H(’:;|E|
N[ A #2008

ADU
Advocate
Applcation
Conterthnalysis
Custom
pall]
Email
General
Prompter
Routing
Telephony

EEEEEEEEESE S
EPERPHEEBEE BERHEE

Tools

B

= B Project (wacd)
* B qualfychat
* B qualfyemai

~| I 1B

General |

mua [Dbun] s |
e Fea|gEf o Bk B om 3 & oo

For Help, press F1
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Step

Description

4. | To import the SymDictionary.txt file, click Project—Symbols—All Symbols from the
menu to open the Symbol Viewer window. Click Import and select SymDictionary.txt in
the folder <AVAYA _IC70_HOME>\design\IC\Flows\Avaya\wacd\. Click Open. The
Symbol Viewer window will be updated with the symbols from the new
SymDictionary.txt file. Click OK.

Symbol Yiewer,
Symbol | Categomny | Type | Comment | Y alue P
5 acchnumber “anable zhring account number that pertaing to ...
5 activiy_id “anable zhring activity_id of Siebel contact
£ activity_id_aut.. “anable hring activity_id_autoack
£ activity_id_aut.. “anable hring activity_id_autoresponze
§  activityid “ariable shring activityid
§  ActivityRowld  Yarable shring AUTO: Row |d of Activity Record
no ADU_Count Yariable integer AUTO: number of ADL
£ adu_id Yariable string AUTO: ADUID
£ ADU_List Yariable SeqString  Aray of ADU id's
(.. aduData “ariablz SeqCouple  AUTO: Data from ADU
%, aduSeq “arniable SeqSting  AUTO: Sequence of A0 Ids fe...
£ aduTouched “arniable zhring AUTO: Flag to show ADU has b..
% advocateflag “arniable zhring Flag to indicate if Advocate is ac...
5 Agent “arniable zhring AUTO: Agent 1d
5 AgentaDUID “aniable zhring AUTO: ADU id of the agent initia... [V
< ¥
Hew | | | Import | Export | 1] 4 |
5. | Open the qualifyemail flow and verify that it is modified to run the flow qualifysms for

emails converted from SMS messages, as highlighted in the screen below. Click
Build—Build Flow Set from the menu.

4 Avaya Workilow [

IEiE

"\ as9ss00 @)
Lo R R L0 o o)
¢ Fw aalswm Eet\lfltpﬁ'whele E’EM s %M fox et
z scfetiigs $schelarps
- : Servestlame | WoekFlow_Defauk
8 ! gl_v ZaN
E =i e i‘fr‘nmw CustmerFaiched>
» ]
Hir w—ﬂfﬂ; s—ﬂ _’I&
Mg am e e i)
5 (5} 1212 Project [wacd)
Fawid Rouning Modifications to qualifvemail workflow B quaiychat
frine [E qudliyemai
[ quaiyerms
SNl S i'lﬂ
CS00 jrir
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Step

Description

In the Project Settings window, specify an IC account with administrative privileges to
upload the new workflows to the database. Click OK.

Project Settings

IC Data Source:

|interau:tiu:un_u:enter

Login 1d:

Paszward:

Awalable IC Data Sources can be found
irt IC Manager. Fram the top-level "' Tools"
menu, choose "|C Data Sources."

o]

Cancel

I| Databaze

Start Avaya IC Manager as described in Section 3.1 Step 1. Double-click the Workflow

server used for handling emails.

== IC Manager,

Manager Tools Services Server Help

LA

SR DBD]E

WALLRSE TR T

(%Semer . Agent |/ iﬁ' Configuration ’/mt Device ‘

K Al Domains

Type ‘ Name ‘ Domain ‘Status‘

Host

| Port ‘ Upt

1 Ernail_Helper
-1 Promptert
-0 usen

-1 woiced

1 web

FC Weh_Helper
L] website

-3 Default “LvorkFiow Workilow_Email | Email

g Erail |Email Email_Email  Email

10.1.10.107
10.1.10.107

3004
3003

Rezdy
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Step | Description
8. | In the WorkFlow tab, click Reload Flows.

= Workflow_Email@Email
General rWurkFInw rChanneIs rCunﬁguratinn rDehug rAWanced |

i | ]

Operations | Reload Flows... || Unload Flow... || Run Flow...

*IC Data Source |imeractiun_cemer hd |

Preload Flows ’:
Synchronous Startup Flows ’j
Startup Flows D
Semaphores ’:
Directory Tables ’7|

=]

| " Ok H ¥ Cancel | + Help

[1]

[ *]

9. | In the Reload Flows window, check Force immediate reload and click OK.

=

-
== Reload Flows E]

[ Include file based flows

[¢] Force immediate reload

‘ " Ok || ¥ Cancel

3.2.2. Deploy the EDU Layout

The EDU layout file provided by SMSConnect needs to be deployed using Avaya Database
Designer. This will display the 3 custom EDU fields in the EDU Viewer in IC Agent.

Step | Description

1. | On the Avaya IC Administrator PC, backup the file eduviewer_en_US.xsl. Copy the new
file eduviewer_en_US.xsl from the SMSConnect server to the
<AVAYA_IC70_HOME>\design\QConsole\ folder on the Avaya IC Administrator PC.

JC; Reviewed: Solution & Interoperability Test Lab Application Notes 12 of 51
SPOC 10/26/2006 ©2006 Avaya Inc. All Rights Reserved. SMSC-IC7



Step | Description

2. | To start Avaya Database Designer, click Start— All Programs— Avaya Interaction

@
= = ccq.adl - Database Designer
File Edf Hew Yew Tools Help

D|&(E| £]%6] 5

Ready

# % DB Connection Sets

E String Table

Is| <[] 2|

P ti
applications ropertiss 1 Children |

Components

+ B2 Tables L] Application Design File
= FH Table Sets
e Browsers

Ay
.

E E] Forms Application Design File
8 Modules File Name: cog.adl
+-Qf Physical DB Connections . .
File Path: C:4Pragram FileshiwapailC70Ndesign\ CallCenterd,

IC Seripts Upload scripts fram these directaries:

C:hProgran Files'dvayah C70hdesigntcomman
C:MPragram Files\Avayahl C70Mdesigntgeonsole

Script fles available for uploading

AcceptContestRecord. gsc
actionupdate.gsc
ActivityPostUpdate qsc
Activitgllpdate. qsc
AlViewer_lniialize. gsc
ACViewer_LoadS pecsFromDB.gsc
ACYiewer_RefreshContact gsc
AddAllowablelten.qsc
AddCompensatedParty.qsc
adddacfile ase

Inhouse version,

————

Center 7.0—Database Designer. Click File—Open and open the file ccg.adl from the
folder <AVAYA_1C70_HOME>\design\ CallCenterQ\ as shown below.

3. | Click File—Generate Windows Application. Check EDU Layout browse to the file

Generate Windows Application

Save

[ Messages
[ IC Seripts
[~ Forms

[~ HelpFile [

]
]

|design\l.?!Eonsole\eduviewer_en_US.xsl

[ Avaya Agent Layout |
[v EDU Lapout

Application

Mame: |interaclion_u:enter -

Application Directony: |C:\F'mgram FileshayvayaklCi0happs

IC Administrator Login
DE Connection Set: | defaultDEConnectionSet |

Login |d: ||

Pazsword: |

Cancel

Help

di

<AVAYA_IC70_HOME>\design\QConsole\eduviewer_en_US.xsl. For the Application
Name field, select the application used by the agent (e.g. interaction center). Specify the
IC administrative account for Login Id and Password. Click OK.
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3.2.3. Deploy the IC Scripts

The new IC Scripts provided by SMSConnect need to be deployed using Avaya Database
Designer. These scripts will read the new custom EDU fields and classify SMS messages as type
SMS instead of email on the Contact History Browser window in IC Agent.

Step | Description

1. | On the Avaya IC Administrator PC, backup the files that will be replaced. Copy the files
Qconsole_AddContact.gsc, Qconsole_ BuildActiveContactCriteria.qsc and Qconsole
BuildCHBrowserInfo.gsc from the SMSConnect server to the folder
<AVAYA_1C70_HOME>\design\QConsole\ on the Avaya IC Administrator PC.

2. | To start Avaya Database Designer, click Start— All Programs— Avaya Interaction
Center 7.0—Database Designer. Click File—Open and open the file ccg.adl from the
folder <AVAYA_1C70_HOME>\design\ CallCenterQ\ as shown below.

o
~ = ceq.adl - Database Designer:

File Edt Mew Wew Tools Help

2| | 2]

Properties 1 Children 1

g Applications
Components
% BB Tables B | spplication Design File

ByA
- B8} Table Sets =
= Browsers
+ E] Forms Application Design File
718 Modules File: Mame: cog.adl
+ @ Physical DB Connections
- DB Connection Sets File Pat: C:4Program Files'Awapa C70Ndesigni CalCenter'
IC Scripts Upload scripts from these directaries:
=] string Table T *Program Filesfwayah C70hdesigriscommon ]

C:AProgram FilesAwvayah C704design'goonsole

Seript files available for uplaading:

AcceptContextRecord. gsc ~
actionupdate.qsc
ActivityPostUpdate.gsc

Activityl pdate. gsc
ACViewer_lnitislize.gsc
ACViewer_LoadSpecsFromDB.qsc
AlViewer_RefreshContact gec
Addallowableltem.gzc
AddCompensatedParty gsc
Adddncfile nse

Irchouse versian;

————

Ready
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Step | Description

Click Edit—IC Scripts to open the IC Script Editor. In the Scripts section, select the
script Qconsole_AddContact and click Upload.

& IC Script Editon

File Edit WYiew Tools Help

Filter
Al Fom  © Table Form | | Table| |
Mame |QConsole_AddE0ntact File Mame |C:\Program Filestbwapatl CT0Ndesi J Upload
Entyy  |Sub QCansole_AddContactsEDUId As Sting  T¥Pe | Client only | Delate
Scripts Hew...
Mame Type | File Mame ~
PurgeleadT able Application
»

AddContact

C:\Program Files'dowapatl(
[Conzole_gsyncE=ecutell S cript

C:\Pragram File: =gl

Client only

Client only C:\Pragram Files\.t'-‘waa\l[ —
[QConsole_BuildctiveContactCrteria Client only C:%Program Files\Awapatll
[QConzale_BuldCHBrowsernfo Clignt only C:\Progrann Files\Wbwapahll

P I - C. . oo . ?
E
'Script: QConsole_AddContact =
‘Purpose:  Code executed when a contact comes inte QConsole B
'Copyright{c) 1997 - 2882 avaya Inc,USA All rights Reserved
Global Constants, Types, and Variables for this QScript
'Following are HMedia Type Constants 2
2m 3
Line: 1 Col: 1
4. | In the Database Login window, select defaultDBConnectSet for DB Connection Set and
specify an IC account with administrative privileges to upload the new IC Scripts to the
database.
Database Login [‘$_<|
LB Connection Set: |defaultDEEannectiDnSet j
Login |d: |
Paszword: |
[v Prompt for details evernytime
Q. | Canicel
5.

Repeat Steps 3 and 4 to upload the scripts Qconsole_ BuildActiveContactCriteria and
Qconsole_ BuildCHBrowserlInfo to the database.
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3.2.4. Define IC Properties

SMSConnect uses 5 new IC Properties. These properties are used by the new wacd.qualifyemail
and wacd.qualifysms workflows provided by SMSConnect. As these are custom IC Properties,
they have to be first created using IC Manager. Consult [1] for further guidance. The description
of the properties is shown in Table 1.

Note: Settings in this section have to be ratified with the format of the information sent from
SMSConnect as defined in Section 4 Step 9.

Property Value Description
paraml mediatype Set this field to mediatype if the first word in the email subject set
by SMSConnect is the media type (e.g. SMS).
param2 mobileno Setting this property to mobileno indicates that the second
parameter set by SMSConnect is the mobile number of the
customer.
param3 gatewayno Setting this property to gatewayno indicates that the third
parameter set by SMSConnect is the number to which the SMS
was sent (e.g. the GSM modem number).
separator - This is the separator in the subject of an email between the
parameters.
fromaddress | SMSConnect | This is the email address which SMSConnect uses to send
Email messages to IC Email account. The connector will monitor all
Address emails coming from this account and execute message processing
rule for them.
Table 1: IC Properties for SMSConnect
Step | Description

1. | On the Avaya IC Administrator PC, start Avaya IC Manager as described in Section 3.1

Step 1. Click Tools—Property Declarations.

== IC Manager,

Manager Tools Services Server Help

@

HE@m S8 =l 0@ E 1

—

( [IE Device

";.F' Configuration [/

1 weh_Helper
21 wehsite

% Server . Agent
il

Host
101.10.104 9003

Type | Name ‘ Domain |Status|

|asarm Alarm Default

EDLU EDU_¥aice1_¥.. Vaoicel 10.1.10.104 9008
Directon™ Directary Default 10.1.10.104 9002
Report Report_Default  Default 10.1.10.104 9009
ADLU ADU_Usert User! 101.10.104 9006
il Store CUStore_Default Default 10.1.10.104 9007 ::
iStat iStat2_Voicet oicel 10410107 9002 _

10110104 9012
10110104 a011
101.10.104 a001

Blender Blender_Userl User!
:§ WO rkF low WarkFlow_Userl Usert
:[ORE ORE Default

Ready
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Step | Description

2. | A new section called System/SMSConfiguration needs to be created to store the 5 new

~Property Secti

Property Declarations

3

~Properties

|nNew||E{Eun||>(Delete|

Bllow typed-in values

85 Description B2 Description
General ~Applicable Property Levels —
Property Datatype
|s‘tring = | [ IC (Root Node)
[ A wvalue is required [ Tenants

] workgroups

[] Concatenate inherited values || [J Individual Agents

| " 0k || Help|

properties used by SMSConnect. On the Property Declarations window, click New to
create a new section.

3. | Enter System/SMSConfiguration for Name and a descriptive name for Description.

Click Ok.

m= Create Section
ame

SystemiSMEConfiguration |

Description

SMES Configuration

" 0K

¥ Cancel
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Step | Description
4. | On the Property Declarations window, click New on the right-hand side to create a new
type.
Property Declarations |'Z|
~Property Section ~Props for System/SMSConfigu...
UlFont =
UliGeneral
UllLetter Generator
UlPermissions
UlSolution Search
emiConfiguration
System/SMSConfiguration
‘Hﬂew EfEdit‘ ‘ * Delete‘
2 Description B Descri
SMS Configuration | CIEELS B B2
General Applicable Property Levels
Property Datatype
|string w7 | 1 IC {Root Mode)
[ A value is required [ Tenants
Allow typed-in values [ Workgroups
[J Concatenate inherited values | | (] Individual Agents
| -+ Ok || Help |
5. | Create the new IC Properties as shown in Table 1. Enter paraml for Name and a

descriptive name for Description. Select string for Property Datatype. Click Ok.

7= Declare Property

Description

Farameter 1

Property Datatype

string

" 0K

¥ Cancel
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Step | Description

6. | Repeat Steps 3 and 4 to create the remaining IC properties as shown in Table 1. After

creating the last IC property, click Ok to close the Property Declaration window.

7. | From the IC Manager window, click Tools—Groups. Click on the root node IC, then

Group Manager

# |C¥— root node

@ 3} DefaultTenant

£ saminiatratr r [Z,] Member ship r—-_ Properties |

select the Properties tab and System/SMSConfiguration for Sections. Click on the
button Create New Setting.

‘|sections

“|frgentDeskioprirapUp
‘g entDeskiopiiraplipDis
‘|frgentiSecurity

Al |contactAgentDesktop

‘| [Emailiagent

A [EmailiRuntime
lounaiens

A||auncolar

lounrant

A||aunGeneral

“||QuUiLetter Genearator
‘||auUlPermissions
“lauisolution Search

| |SystermiConfiguration
||SystermisSMSConfiguration

“|[VoicefConfiguration
A EE

[¥]

(]
ifl

Settings _&

Mame

| [Create New Setting

" 0k || ¥ Cancel | 3 Help

8. | In the Assign Property window, select paraml for Property and enter mediatype for

Property Value. Leave the field Descendants May Override as checked. Click Ok.

Assion Property

Property

param1

Farameter 1

|Property Value

Imedialwe

[v] Descendants May Override

" Ok

| ‘ ¥ Cancel
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Step | Description

9. | Repeat Step 8 and enter gatewayno for param2, mobileno for param3, - (dash) for

Properties will be shown as below.

Group Manager

Eﬁ Administratar |

= IC [ [2) Membership |/-_ Properties |

separator and smsuser@avaya.com for fromaddress. When completed, the new IC

:|Sections
&= i
{al DefaultTenant |lroeruDeskoptaitapUp [~

“| roentDesktopiirapUpDia
| rgentSecurity

A |ContactAgentDeskiop

A [Ernailidgent

2| [ErmailRurtirme
GUAlets

A{|aulcolor

lauront

A||aulGeneral

i |QulLetter Generator

A QUbPermissions
“||[ausolution Search

Al |5ysterniConfiguration

¢/ |5ystern/SMSCanfiguration
hoicerConfiguration
WAl 1| [ ]

“|parami
“|param?
‘|param3
“|separatar

A|fromaddress

Settings % !

| | EH|| X

MName

[ Value ==

mediatype
gatewayno
mauobileno

smsuser@avava.cam

" Ok || ¥ Cancel || + Apply ||

Help

3.3. Configure Interaction Center for SMS-based Feedback Survey

This section describes various configurations required on Avaya Interaction Center for the proper
integration with the Interaction Manager component on InteractCRM for SMS-based feedback

survey.

3.3.1. Configure IC Application Design Language (ADL) File

The out-of-the-box (OOTB) Application Design Language (ADL) file ccq.adl has been modified
to add various components required by the SMSConnect Feedback Manager component. This
file can be located in the folder <AVAYA IC70_HOME>\design\CallCenterQ\.
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Step | Description

1. | To start Avaya Database Designer, click Start— All Programs— Avaya Interaction
Center 7.0—Database Designer. Click File—Open and open the file ccg.adl from the
folder <AVAYA_1C70_HOME>\design\ CallCenterQ\ as shown below. Right-click on
Tables and click New Table.

@
= = ccq.adl - Database Designer

File Edt Mew Wiew Inolks Help

12| <[] 2

Properties 1 Chidren |

= B Tables Myl Appication Desian File

= BH) Table Sets =

& Browsers

+ E] Forms Application Design File

718 Modules File: M arne: codg.adl

+-Qf Physical DB Connections . .

= DB Connection Sets File: Path: C:5Progra Files\dyapahl C70MdesigniCallCenterd',
IC Seripts Upload scripts fram these directaries:

E String Table

C:hProgran Files'dvayah C70hdesigntcomman EI
C:MPragram Files\Avayahl C70Mdesigntgeonsole

Script fles available for uploading

AcceptContestRecord. gsc -~
actionupdate.gsc
ActivityPostUpdate qsc
Activitgllpdate. qsc
AlViewer_lniialize. gsc
ACViewer_LoadS pecsFromDB.gsc
ACYiewer_RefreshContact gsc
AddAllowablelten.qsc
AddCompensatedParty.qsc
adddacfile ase

Inhouse version,

————

Ready

2. | Create the custom table tb_smsconnector to store the survey details for every contact. In
the New Table window, enter tb_smsconnector for Name and Description. Click Next.

Mew Table X

Enter the name af the new table here. The name iz
b the table iz referred in the application and iz not
necceszanly the same as the database table. *ou may
alzo enter a brief description on this table.

M ame: |t|:u_sms::u::nneu:t:::r

Description: |t|:u_smsu:u:unneu:tu:ur

| Mest » | Cancel
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Step

Description

Select CallCenterQ. Click Next.

X

Mew Table

Wwhich Logical DB Connection would you like to
Lze?

|I:alll:enterll j

¢ Back | Hest > | Caricel

Enter tb_smsconnector for the field What is the name of the table in the database.
Click Next.

New: Table le

“What iz the hame of the table i the
databasze?

|t|:-_smsn::-:nnne::tn:nr

Y'ou can enter a orderby ztring here.
[optional]

¢ Back Canicel
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Step | Description

5. | Accept the default entries for Primary key name and Table field for the key. Click

Finish.

Mew Tahle

Create the pr
field.

T able figld fao

Primary kep name:

imary key and itz carespanding table

|F'Ke_l,l

1 the key: |pke_l,l

< Back

X)

Caricel

6. | In the main Database Designer window, expand Components— Tables. Right-click on

the table tb_smsconnector and select New Field.

* 2 ceq.adl - Database Designer
File Edt Mew Yiew Tools Help

D||@| |2

ﬁ C:\Program Files\avayal IC70desigr »

+ % Applications
--@8 Components
-1-E8 Tables
tb_smsconnector

phey

e @ DialerRegian

+ @ ackivity

+ @ activityackion

e @ activityplan

+ @ address

+ @ addresshookhist
+ @ addresshookmar
e @ adv_qualifiercat
e @ adv_qualifierval
e @ adv_serviceclass
e @ adv_svc2eatqual
+ @ agentsegrasnt

+ @ allowsableitem

+ @ allowableletter

+ @ allowablesst
+-4ig anarymauscount
+-dig answer

e @ appprofile

e @ assignedlistagent
e @ assignedlistgroup
+ @ attribute

e @ ca_result

+ @ campaign

+ @ cabegory

e @ categorycodes

<. B cakannesract brirk

<

Creake a new field in this table

=@ «»| 2
Properties I Child[en]
Table @
Mew Field, .
MNew Component. ..
v Sort Ascending Description:
Sart Descending sconnecton ‘tb_smsconnector
Expand All E Logical DB Connection:
Expand All Under sconnector ‘Ea\lCentefG j
Collapse All ) _ _
W Histary field:
e [
. -
T able Location:
Keys
K.ey name: Key type: Frimary key Fields in key:
[Py | phey Addfield.. -
MNew key... Delete Delete field
v
¥
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Step | Description

7. | In the New Field window, enter agentid for the name and a brief description of the new
field. Click Next.

New: Field X

YWhat iz the name of thiz new field?

agentid

Y'ou can alzo enter a brief dezcription about thiz
field if you want.

|agentid

| Mest > | Cancel

8. | Enter agentid for the field What is the name of the field in database to match Step 7.

Select Text for What is type of this field, No for The field is read-only and No for The
field is required. Click Finish.

New: Field X

whhat iz the name of the field in databasze?

|agentiu:|

What iz the tupe of this field? The field iz read-only?

|Te:-:t ﬂ " Yez ™ Mo

The field iz required?

™ Yez O Mo

¢ Back Canicel

JC; Reviewed: Solution & Interoperability Test Lab Application Notes 24 of 51
SPOC 10/26/2006 ©2006 Avaya Inc. All Rights Reserved. SMSC-IC7




Step | Description

9. | Repeat Steps 7 and 8 to create the following required fields. These fields are used to store

the relevant customer contact information to be used by Feedback Manager.

Name/ Database field name Type Read Only? | Required?
customercontact Text No No
domainname Text No No
groupname Text No No
mediatype Text No No
mobileno Text No No
stopsurvey Text No No
surveyed Text No No
urlreceipt Text No No
urlsenttime Text No No
wrapuptime Text No No

10.

In the main Database Designer window, click File—Save to save the changes.

11. | A table set is a group of table aliases that constrains the tables that can be displayed and

File Edit Mew View

D|=(E|

Tools  Help

2] o|—<l@| «

| 2

updated in a form or browser. In the main Database Designer window, expand
Components—Table Sets. Right-click on Table Sets and click New Tableset.

“= ceq.adl - Database Designer, E]@@

+ % Applications
=@ Components

+-B lead
+-ER lists

<

= E Z:\Program Files\AvayalIC70lde A

+ BB escalations
+ B8 externalapplication
« BB Fulfilment

+ B leadarchive

+ B8 litlibrary

+ - locatar

+ B networkrouting

+ B opporders

+ B3 opportunity
+-BR orders

+ BB outlookink

+ B8 product

+-ER profiles

+-EH promotions

+ B q_advocate

+ B q_authentication
+ B g_calback

+ BB g_contentanalysis
+ BB q_dialer

+ B2 q_escalation
4B q_lettergeneration
+ B3 q_property ~

Froperties 1 Childien I

+ B8 Tables Table Sets
-8 m‘w
+ B activ & i
o B addr lews Companent. ..
+ B8 admi , Sort Ascending
=B A sone Descending
8 camp Expand &l Table sets contain one or more table aliases. Use the table aliases
+- catel 5 i & table st to fink table information to:
+-BF ccgs) Expand All Under - the: groups in 2 form
+ B custi  Collapse all - any associated browsers
B defe ou must use a table alias to ik 5 table to a aroup or browser. Ta
B3 empl Find... defing business miles for a table, attach & IC Script to a table alias.

>

Create anew kable set in this ADL file
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Step

Description

12. | Enter tb_smsconnector for the name of the new table set so that it matches the name of

the table

in Step 2. Click Finish.

Mew Table Set

YWhat iz the name of thiz new table set?

tb_smzconnector

| Finizh |

Cancel

X]

13.

To add a table alias for the table tb_smsconnector, click Add and select
tb_smsconnector.

L [BIX)

olslEl slelel ol

1@ «r| 2]

BB q_calback
[+-BH q_contentanalysis
-3 q_disler
- q_escalation
[+-BH g_lettergeneration
B8 q_property
[+ B q_gem
+-BB q_qualification
+-BR q_repositary
[+-FR q_virtualqueue
B3 q_webcenter
[+-BR q_wrapup
+-BH gprompter
[+ E gsc_itermpostprocess
BB gsc_orders
[+-BR gsc_templateprocessi
[+ quates
- request
[+-BH returns
=B scripts
+-BH solution
+-BR sgaction
[+ B task
B8 th_smsconmector
+-F tenant
1+-BR territory
=B userprofis
+-BH webgauth
+-BR workgroup
[ Browsers
w8 Forms
E3 nlﬁ Modules
=@ Physical DB Connections
Q% advocateDECannectic
-0 ccaDBConnection 06
| >

<

Properties ] Children ]

Table Set

General

Name:

th_smsconnector

Usedin.. =

Contairis

Table sliases:

Add. |

servicetag ~
shippingcharge T
siter

skill

shillset

solution

solutionlink,

statetan

statetancategoryl

task

taskaction

taskescalation

taskperfomed
taskperfomedcode
tasktemplate

Lerritomny
wverticalmarket

Ready

vitualgueue
vitualgueuememnber Aot
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Step

Description

14.

Accept the default entry and click OK.

Alias for the table

Enter the aliaz for this table:

|t|:u_smsu:u:unneu:tu:ur

Cancel

15.

In the main Database Designer window, click File—Save to save the changes.

16.

Modules package lower-level components together into a building block for an Avaya IC
application. In the main Database Designer window, expand Components—Modules.
Right-click on Modules and click New Module.

= = ccq.adl - Database Designer,

File Edit Mew View Tools Help

D|@|E| 4[5=(2]

B <] 2

= E C:\Program FilesiavayalIC70ides
¥ % Applications
-8 Components
+- B8 Tables
+-B8) Table Sets
+ Browsers
+ E‘] Forms

+ n@ c_all

+ n@ L L2 Expand Al

o 8 e Collapse Al
+°B e
+ n[g c_ce  Find...

+ "l§ c_renactionadmin

+-“18 ¢_contact

+ n@ c_contact_additional

+ nﬁ ©_conkact_rnanageme

+ “lﬁ c_contactesc

+ "l§ c_rust_noorder

+-"18 ¢_customer

+ n@ c_customerprofile

+ nﬁ c_defect

+ “lﬁ _deferctesc

+ "l§ c_dupdefect

+ n[ﬁ c_employes

+ n@ c_fulfillment _contact

+ nﬁ c_Fulillment_contactz

+ “lﬁ c_fulfillnent _request

+ "l§ c_fulfillment _request:
. +-718 ¢ fuilment sales

Create a new module in this ADL file

+- 78 c_ag  Mew Component...

Sork & di
8 ar v Sort Dscen :;g
i n@ c o ort Descending

A

Properties ] Children}

Cﬁg Modules

Modules are the building blocks for an application - a module
containg all of the information neceszary to create a focus. Link a
module to an application - any changes to the madule are reflected
in the application.

A module defines relations and relation sets - use this information to
define which tables are available for updating and searching

4] n‘ﬁ 2 Expand All Under records.

~
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Step

Description

17.

Enter q_smsconnector for name and label and enter a description of this module. Click

Finish.

=
Hew Module

YWhat iz the name of the new module’?

|q_smsu:u:unneu:tu:ur

YWwhat iz the label for thiz module?

|q_smsu:u:unneu:tu:ur

YWwhat iz the description for thiz module’?

|q_smsu:u:unneu:tu:ur

| Finizh |

Cancel

18.

Click Add for Table sets and select customer. Repeat and select tb_smsconnector.

ﬁ*w"«:waw ¥

D|w{e| x| 5|0] 2l=l@] <] 2

BEE

+ 18 g_dialdirectory A
+ "8 q_disler
+ "B q_emalanalysis
+ 8 q_escalation
+ "8 g_lettergeneration
+ "8 g_networkrouting
+ I8 q_property
+ 8 q_gem
+ " q_qualfication
+ "8 q_r_repository
+ "8 g_repository
= "8 q_smsconnector
b5 Relations
4% Relation Sets
+ 718 gq_tr_gem
+ 718 g_tr_webcenter
+ "8 q_transfer
+ “ q_userprofie
+ "B q wirtualgueue
+ I q_webcenter
+ "8 g_webgauth
%2 _wrapup
+ "B gec_crosssell
+ B gsc_escalations
+ " gsc_fulfiloustomer
+ "8 gsc_itempostprocess
+ 718 gec_listmanage
+ "B gsc_orders_quotes
+ B gsc_outlook
+ "B gsc_runactions
+ 718 gsc_runscript
+ 718 gec_templateprocessi -

+ "8 r_contact

Properties l Childhen |

':Tg Module

®

General
HName:

|a_smsconnector

Description;

Usedin . - I Inwvisible

|q_smscunneclol

Containg

Table gets: Forrms:

Modules:

ety
Add.. » || addiessbook

admin

appprofile
———— campaign
categony

employes

A escalations
+ " r_austomer extenalapplication
# 78 r_lead fulflment
+ 718 r_list lead
+ 18 r_opportunity :_eadamhwe
+ "8 r_orderentr il
: % i 2 ftbrary
_orderapp lacator
+ B r_guotelead networkiouting
+ "8 r_quateopp ~ opparders
¢ s opportunity
orders
Read outlooklink

cogactian
defect %

Add.. »
Form order.
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Step | Description

19. | In the main Database Designer window, click File—Save to save the changes.

20. | A focus combines one or more forms and modules to create a workflow. Each workflow

is a related sequence of activities that an application user is expected to perform. In an
Avaya IC application, a focus appears in a window with one or more buttons that let the
user access the forms in the focus. In the main Database Designer window, expand
Applications—interaction_center—Focuses. Right-click on Focuses and click Add
Focus. Select q_smsconnector from the list of modules.

Dj=d| ¢

2] =@l <] 2

Ready

=

&

R IR I I R AR T +

+

S letg

[+ @ Components

= FIE C:\Pragram Fles| Avays\ o7 0 desicn’
=1 Applestions
= ﬁ irkeraction_center
= ) Focuges

Properties | Cikdien |

a Focusss

q_relwalkrealing
T_1e0osilon

q _g=m
q_li_webcarke

. Mirhuaquele
_wehnauth
qee_ctosszell
qes_ercdationg
qec_fuFlicustamer
qec_itempnstpmcass
gsc_lelmanage
qec_oiderz_quales
qec_outoak
gec_munactiang
fec_unscipl
qec_lemplateplozesing
T_conkact

A

kpobcation carfains ane o moee focuses, & focus cansists of
ot maate modides. In the geneiated application, alocus

Farz im 3 window - the madules in a focus delfine iz tzbs and
B8F5,

21. | In the main Database Designer window, click File—Save to save the changes.
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Step | Description

22. | The String Table is used to add an entry which is used as a name for a custom button

“Z ccq.adl - Database Designer,
File Edit Mew Yiew Tools Help

e &|=le s(-<la| > 2|

placed onto the IC Agent’s console. In the main Database Designer window, expand
Components and click String Table. Click Insert.

ﬁ CH\Program Files! avayal IC70designiCe
+ % Applications
=& Components

+-B Tables String Table
+-BB Table Sets

+ Eromsers

Properiies | Chidren |

Target Language: En Target Encoding:

Mezzage Code

| Message Text

Bl C:\Program Fileshvaya...

+-Qf8 Physical DB Connections - btrO peration_Click

+ é DB Connection Jets ... btrO peration_Click...
IC Seripts - bt peration_Click...
& -+ btn0 peration_Click.
- btnO peration_Click...
- B Chiewer_Fefresh...
- b Chiewer_Tablab.
- SddContact_1
- Byvapahgent_Caption
- Bvapatgent_Emor
- Bvapatgent_Mola..
- BWE mail_ShowHis...
- CCO_AcceptConte...
- CCO_AcceptConte...
CCO_AcceptConte...
-~ CCO_ActionUpdat...
- CCO_ActionU pdat...
CCO_ActionU pdat...
-~ CCO_ActionUpdat...
- CCO_ActionU pdat...
CCO_ActionU pdat...
-~ CCO_ActionUpdat...
- CCO_ActivityPastl ..
CCO_Activityll pdat...
- CCO_AddCompens...
- CCO_AddCompens...
- CCO_AddCompens...
- CCO_AddDocFile_1
- CCO_aAddD ocFile_2
- CCO_AddDocFile_3

“You must have a connected Call in order to perfarm this operation
The Call must be connected in order ta perform this operation.

This Call is part of a Multimedia Contact. The only valid operations are: Corfere...

“You are not enabled for using the Softphone

“You must log inta the Softphaone to perfoim this operation,
Active Contacts for %1

mdd Ay bemm Ak AP

“Warning. Could not get EDU for the incoming contact,
Avaya Agent

1 emmor %2 %3

“ou are configured to use a Layout that does not exist: %1 Znnwould you like ..

Could nat get Historic Email Message for this Contact.
AcceptContextRecord does not recognize the %1 Group.
“ou can ot Owh a record having a status of %1,

This %1 iz already Owned by %2,

Sending to the Customer requires a notification method,
Alerts can not be gent to Custamers,

Sending to the Agent requires a notification methad.

“w'hen sending to a Workgroup the workgioup's method of notification will be us...

Sending to the Dwner requires a natification method.
Sending to the Manager requires a notification methad.
“w'hen sending to a CC List only Email can be used.
Followup Reminder

“You must be the owner to update this recard

“You must select a Reguest that has Paities before treing to add a Compensate ...
ou must have a Literature Order selected and be in Change mode to Add Party,

There were no Parties found far the Request Znnlf the Request iz in Change ..
“You must select a %1 before trping to Add.

AddDocFile is nat configured for this uzage, IC Script [4ddDocFile] must be mod
Pleaze enter Document Description;

Feady

23. | Enter User_Control_1 for Message Code and Stop Survey for Message Text. Click

OK.

5t

ng Table Item

Meszzage Code |L|ser_Eu:untru:uI_1

Mezzage Text

Stop Survey

24. | In the main Database Designer window, click File—Save to save the changes.
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25. | In the main Database Designer window, click File—Database Administration. Select
Reconfigure and specify an IC administrator login for Login Id and Password. Click
Run to reconfigure the database. Click Close when complete.
= Database Administration
DE Connection Set: defaultDBConnectionS et j Bun
+ Regconfigure " Configure " Drop " Copy " Yerify Test
-
Save
I Recreate Stored Procedure
I Advanced. .
| Close
IC Administrator Login: ﬁ
Login Id: ||
Eassword:l
26. | In the main Database Designer window, click File—Generate Windows Application.

Generate Windows Application

Save
Iv Messages

[ IC Scripts
[ Forms
[~ Help File |

[ Avaypa Agent Layout |
[ EDU Layout |

Application

Mame: |interactiu:un_center

Application Directony: |E:‘\F'mgram Files'dwayahl C704apps

N

IC Adminiztrator Login
DB Connection Set: |defaultDBEnnnec:tiu:unSet

KN

Login Id: ||
Pazzward: |

0

Cancel

i,

Help

Check Messages and select interaction_center for Name. Specify an IC administrator
login for Login Id and Password and click OK.
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3.3.2. Configure IC Scripts

The out-of-the-box IC Scripts QConsole_CompleteContact has been modified to call the
custom IC Script SMSConnect_Survey. Another custom script SMSConnect_StopSurvey is

called when the agent clicks on the Stop Survey button on the IC Agent console to indicate that
SMS survey should not be sent for the current contact.

Step | Description

1. | Copy the custom scripts SMSConnect_Survey.qsc and SMSConnect_StopSurvey.qsc
located in the folder <SMSConnect Install Dir>\InteractCRM\ SMSConnect\IC
Connector for Feedback Manager\Agent Files\QConsole\ on the SMSConnect server,
to the folder <AVAYA _I1C70_HOME>\design\QConsole\ on the IC Administrator PC.

2. | On the IC Administrator PC, click Start— All Programs— Avaya Interaction Center
7.0—Database Designer to start Avaya Database Designer, Click File—Open and open

the file ccg.adl from the folder <AVAYA _1C70_HOME>\design\ CallCenterQ\ as shown
below. Click Edit—IC Scripts.

"

“ 2 ccg.adl - Database Designer,

File Edit Mew Yiew Tools Help
== «|>] 2
B i .
ydesigniC P " .
=y Applications e l Chlldren]
--@8 Components

+-E8 Tables 51\\.,‘&' Application Dezign File

+ BB Table Sets -

+ Browsers

+ E’I Farms Application Design File

e nﬁ Modules File Mame: cog.adl

+-@f% Physical DB Connections . ) : i .

5 DE Connaction Sets File Path: C:%Program Files'Arvayahl CF0Ndesign\CallCenterll

IC Scripks Upload zcripts from these directories:
IE' S C:\Program Files\AvapahlC70\designhcommon l:l
C:\Program Files\dvapahlC70hdesignhgoonzole
Script filez available for uploading:
AcceptContextRecord qsc ~
actionupdate. gzc
ActivityPostUpdate. gsc
ActivityUpdate. qsc
AlViewer_Initislize.qsc
ACviewer_LoadSpecsFromDB. qac
ACYiewer_RefreshContact. qec
Addallowableltemn. gzc
AddCompensatedFarty. gzc
acdddnefile ase b
Ir-house version:
|
£ >
Ready
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Step | Description
3. | Select the QConsole CompleteContact script in the IC Script Editor.

& IC Script Editor,
File Edit Yiew Tools Help

Filter
v Al " Form ™ Table Form | J Tagle| J

Marme |I1Ennsnle_EompIetel:nntact File: M ame |E:'~.F'ragram Fileshawvayahl C70Ndesi J Upload

Entry |Sub [QConzole_CompleteContact(sEDUID Az Type |Elient ohly ﬂ Dielete

Soripts Mew...
M ame | Type | File: M arme -~
QConsole_CheckVoiceRefCountF...  Client only C:\Program Fileshdwayahl C7 hdesignhg
QConsole_ClearFocus Client anly C:A\Program Fileshdwapatl C7 0N design®

CompleteContact Client only
QAConsole_ExitChannelsMotinlUze  Client only
QConzole_E=itComponents Client orly

C:A\Program Fileshdwapatl C7 0N design®
C:\Program FileshAvapatlCY(hdesigntg .,
p e - o e g

" 36363636 363636 3636 363636 36 36 36 36 3636 36 36 36 363636 3636363636 36 36 36 36 36 36 36 36 36 363636 3636 363636 36 36 36 36 36 36 3 36 3 MM I NN R KK
‘Script: QConsole_CompleteContact

'‘Purpose: Code executed when a contact is to be completed from QConsole
‘Copyright{c) 1997 - 2882 fAvaya Inc,USA All rights Reserved

" 36363636 363636 3636 363636 36 36 36 36 3636 36 36 36 363636 3636363636 36 36 36 36 36 36 36 36 36 363636 3636 363636 36 36 36 36 36 36 3 36 3 MM I NN R KK

'Following are Media Type Constants
Const MT_UOICE = "woice"
Const MT_EHMAIL = "email”

L f{T

|

Line: 1 Col: 1

4. | Scroll through this script and add the following entry under the QScript API
Declarations section.

cxkkkkStart SMSConnect™ *# % *

Declare Function SMSConnect_Survey(iApp As Application, sSEDUId As String)
As Boolean

cxxdkkEnd SMSConnect™****
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Step | Description

5. | Scroll the script further down and locate the following text:
QConsole_SetlnteractionState SEDUId, STATE TERMINATED
Add the following entries just before this text:
stk Start SMSConnect™®*#%#
Dim bSurveyResult As Boolean
bSurveyResult = SMSConnect Survey(iApp, sEDUId)

cxxxkkEnd SMSConnect*****

6. | Click File—Save to save the script and click Upload. Select defaultDBConnectionSet
for DB Connection Set and specify an IC administrator login for Login Id and Password
and click OK. This will upload the script to the database.

Database Login k El

DB Connection Set: |defaultDEEDnnectiDnSet j

Login 1d: |

Pazzword: |

[v Prompt for details everptine

Cancel

7. | In the IC Script Editor window, click File—View Script File to open file
SMSConnect_Survey.qsc in the Edit mode. Click File—Save to save the script and click
Upload. Select defaultDBConnectionSet for DB Connection Set and specify an IC
administrator login for Login Id and Password and click OK.

8. | Repeat Step 7 to upload the SMSConnect_StopSurvey.qsc script file into the database.

3.3.3. Configure IC Agent Layout Changes

The OOTB agent layout file avaya_agent en.cdl has been modified to place the button Stop
Survey on the IC Agent console. When the agent clicks this button, the
SMSConnect_StopSurvey script is called.
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Step | Description

1. | On the Avaya IC Administrator PC, open the file avaya agent en.cdl located in the

<AVAYA_IC70_HOME>\design\QConsole\ folder using a text editor, e.g. Notepad.

2. | Locate the following entries related to the bottom frame:

<QFrame Name="Bottom_Frame" Height="150" Orientation="BOTTOM"
Visible="TRUE">

</QControl>

Navigate to the Contact Pane Definition, between the XML tags
<QControlDictionary> </QControlDictionary>.

Insert the following entries just above the definition for CHBrowser:

<QControl Name="btnStopSurvey" Label="Stop Survey"
ProgID="Avaya.AvayaButtonCtrl.61" Left="797" Top="10" Width="120"
Height="35" Visible="TRUE">
<QScriptDictionary>
<QScript Event="Click" Name="SMSConnect_StopSurvey"/>
</QScriptDictionary>

3. | The avaya agent_en.cdl file should look as follows after inserting the entries. Save this
file and close the text editor.

[ avaya_agent_en.cdl - Motepad
File Edit Format Wiew Help

</nPanes
</qPanepictionarys>
e

<0Tab/>
<QPanepictionary:

</ ascript

< QscriptDictionarys>
<QControlbictionarys

<qControl Mame="LMwehBrowser" ProgIo="shell.explorer" Left="2" Top:
<Qscriptbictionarys
<Qscript Event="Beforemavigatez" name="LMwehBrowser
</qscriptoictionarys>
</acControls

</Qrontrolbictionary>

3 Mame="Bottom_Frame" Height="150" orientation="BoTTOM" wisihle="TRUE">

<!-- contact Pane pefinition --»
<QPane Mame="Contact” Label="Contact" wisibhle="TRUE">
<qscriptoictionarys

<qscript Hook="wmousebown" Mame="qConsole_mousebown" >

Name="CHErowser" ProgID="AvayaCHBrowser.CHErowserctrl1.70"
<qscriprtoictionary:
<Qscript Event="0OnContactSelected" Name="CHErowser_
</Qscriptbictionarys>
</aControls
<qcontrol Mame="CHBrowserTabstrip" ProgID="msComctlLib.Tabstrip" L°
<Qscriptbictionarys
<qscript Ewent="click" Mame="CHBrowserTabstrip_cli«
</gscriptoictionary>
</QControls
<qControl mame="CHFilter" ProgIo="avayacHrilter.cHFilterctrl. 70" L:
<Qscriptbictionarys

>
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Step

Description

Click Start—All Programs— Avaya Interaction Center 7.0—Database Designer to
start Avaya Database Designer. Click File—Open and open the file ccq.adl from the
folder <AVAYA_IC70_HOME>\design\ CallCenterQ\ as shown below. Click
File—Generate Windows Application.

-

== ccqg.adl - Database Designer:
Eile Edit New Yew Tools Help

s <] %

Properties ] Children |

& Components
= BB Tables LW Application Design File

AvAYA
-8 Table Sets i

e Browsers

+ E] Faorms Application Desigh File
"8 Modules File Mame: ceg.adl
=+ Physical DB Connections . . y :
5 DB Connaction Sets File Path: C:A\Pragram FileshésayahlC70hdesignyCallCenterlly
IC Scrips Upload scripts from these directaries:
E Shingji=bie C:MPragram Files\Awvapahl C70Nesigncomman l:‘

C:\Program Filestévayahl C70Mdesign\goonsole

Sciipt flles available for uploading

AcceptContestR ecord. gsc
actionupdate. gsc
ActiviyPostUpdate. gsc
ActivityUpdate. g
ALCViewer_|nitiahze. gsc
ACViewer_LoadSpecsFromDE.gsc

»

ACViewer_RefreshCantact.qzc
AddAllowableltenn.qsc
AddCompensatedParty. gsc

adddnefile nse

<

Inhouse wersion:

———

Ready

Check Avaya Agent Layout and select the modified avaya_agent_en.cdl file. Specify an
IC administrator login for Login Id and Password and click OK. This will upload the
changes to the database.

IrGenerate Windows Application Kr
Save
[ Messages
™ IC Scripts Cancel
[ Formnz
I~ Help File | Help
V' Avapa Agent Lapout |\Design\qconsole\avaya_agent_en.cdl

[~ EDU Lawout |

Application

Marne: |interaclion_center

[

Application Directony: |C:'\F'rogram FileshayvayatlC7happs

IC Adrministrator Login

DB Connection Set: |defauItDBCDnnectionSet

L

Login |d: |
Pazsword: |

JC; Reviewed: Solution & Interoperability Test Lab Application Notes 36 of 51
SPOC 10/26/2006 ©2006 Avaya Inc. All Rights Reserved. SMSC-IC7




3.3.4. Define IC Properties
SMSConnect Feedback Manager uses 13 custom IC Properties in the IC Property Section
System/SMSConnect. To create the new IC Property Section System/SMSConnect and the 13
new IC Properties, refer to Chapter 8: Properties of reference [1] for detail instructions. The
descriptions of the properties are shown in Table 2.

Property Description Property Settings Applicable Values
Datatype Property
Levels
action Action to be taken about the string Allow typed- IC (Root sendsms
survey. in values Node) saverecord
activatesurvey Determines whether SMS survey string A value is IC (Root yes
has been activated. required Node) no
agenteligibility Determines whether SMS survey string A value is IC (Root all
to be run for all agents, or for required Node) selective
selective agents only.
gatewayno SMS Gateway number for string Allow typed- IC (Root NA
sending out SMS survey. in values Node)
host IP address of the SMSConnect string Allow typed- IC (Root NA
server to connect. in values Node)
port Port number of the SMSConnect string Allow typed- IC (Root NA
server to connect. in values Node)
runsmssurvey Determines if SMS survey is string A value is Individual yes
activated for the agent when required Agents no
agenteligibility is set to
selective.
smssurveyid SMS survey Template ID to use string Allow typed- IC (Root NA
as defined in the Feedback in values Node)
Manager on SMSConnect
server.
surveychatchannel Determines whether SMS survey string A value is IC (Root yes
for chat channel is activated. required Node) no
surveyemailchannel | Determines whether survey for string A value is IC (Root yes
email channel is activated. required Node) no
surveytimeinterval Sets the time interval in minutes string Allow typed- IC (Root NA
where SMS survey will not be in values Node)
send to the same customer.
surveyvoicechannel | Determines whether survey for string A value is IC (Root yes
voice channel is activated. required Node) no
timebasedsurvey Determines whether time based string A value is IC (Root yes
survey is activated. required Node) no
Table 2: IC Properties for SMSConnect Feedback Manager
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The columns Property Datatype, Settings, Applicable Property Levels and Values correspond
to the fields in the Property Declarations window as shown below.

Figure 4 shows the values of the IC Properties used in this configuration.

Property Declarations

X

escrption

~Property Section ~Props for Systenm/SMSConnect
QuUliGeneral ction -
QUIALetter Generator ctivatesurvey
QUIPermissions genteligibility
QUISolution Search atewayno
SystemiConfiguration st
System/SMSConfiguration ort
SystemSMSConnect UNSMSSUrvey
Moice/Configuration mssurveyid ||
4 | urveychatchannel -
B New |mNew| E{Edn||>{ne|ete|

._;-_ Description

SMSConnect Feedhack Manager

Property which tells what action to
be taken about the survey. Walid
alues are sendsms or saverecord

[ 1 Settings | 5] Values |

General
Property Datatype

Applicahle Property Levels

string

i | ¥l IC (Root Node)

[_] Avalue is required
[v] Allow typed-in values

[Z] Concatenate inherited values

[C] Tenants
[_] Workgroups
[[] Individual Agents

| 0K || Help |

I
Eﬁ Administrator
@ {3} DefaultTenant

A lagentDesktopiSpelling

Group Manager [ x|

_. r@ Membership | = Properties |
i Sections : i
| POETTUCESRITAS UTRTTOTTE = < \.& ! = | |=

‘| lrgertiDesktopiStatusBar : Mame [ Valug ==
|lagenvDeskoprioice [survevtimeinterval |10
|lagentDesktopiac |10.1.10.150
HlagentDesktopiwehClient |2020
|lsgentDesktapmiebClientrGannection | | |Smesured g
‘| lreniDesktopMiehClienteniceCann| | gﬁ:;‘iﬂmamel ggasaw_sas
;5 proentDeskiopfiiraplip . : surveyemailchannel no
§5 poentDeskiopiirapUpDialog “|agenteligibility |selective
| praentBecurity {action |sendsms
|l ontactisgentDeskiop |activatesurvey ves
A [Emailiagent ‘|surveyvoicechannel lyes
A |EmailiRuntime timebasedsurey lyes
lauaiens
Aauncalor
|launrant
“launceneral
A |QUIiLetter Generator %
A{|QUlPermissions
A[@uiisolution Search
IlsysteriCanfiguration
||5ysterniSMS Configuration
“||systemismsCannect
“{[voiceiConfiguration

| vok || xcance | ¢ Help

Figure 4: IC Properties for SMSConnect Feedback Manager
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4. Configure InteractCRM SMSConnect

This section describes the configuration of InteractCRM SMSConnect to interoperate with
Avaya Interaction Center.

Step

Description

1.

On the SMSConnect server, start the web browser and browse to

http://localhost:2020/SMSConnect. Enter the administrative login for SMSConnect and

click Submit.

SMSConnect

Adrninistration e sponse Manager Campaign Manager Feedback Manager

Usernarne

Password

The Administration page will be displayed. Expand Properties and click Connection to

configure the connection to the GSM network to send out SMS messages.

SMSConnect
_ Response Manager Campaign Manager Feedback Manaaer

Log out

¥ Datasource
B Wel to SMSC ct
@ Create
- application This is An Admin Page.
@ Ceploy
% properties
@ Connection
@ General
;_.ﬁ.,lnteraction Manager
@ List Accounts
@ Create Account
@ List Assomation
@ Create Association

;CRM
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Step | Description
3. | In this configuration, a GSM/GPRS modem is used. The GSM/GPRS modem operates
like a mobile phone subscriber. A GSM Subscriber Identity Module (SIM) card is inserted
into the modem for it to register with the GSM network. Enter the phone number of the
SIM card for SIM Phone Number and COM1 for Communication Port where the GSM
modem is installed. For Service Center No, enter the SMS Service Center Number
provided by the mobile service provider. Click Start and then click Update to save the
changes.
SMSConnect ﬁ’d i
- . CRM
i Responss Managse Campaign Manager @ Feedback Managsr .
Log out :
S Username of Gateway l:l
> application Password of Gateway l:l
& Pm%mes Connect to ASP using HTTP API:
@Z::::mn URL Type Static -
® Interaction Manager Access URL http://192.168.0,15: 81
Trim Keyword Yes i
Live Test
Connect to Modem:
SIM Phone Mumber
Hoder PN [ lirsauiren
Service Center No,
Communication Port COML
Test Connection
Start || Stop
e
4. | SMSConnect polls the SMSConnect email account for new emails sent from Avaya
Interaction Center, converts them back to SMS messages and sends them to the
customers. From the Administration page, expand Interaction Manager and click Create
Account.
SMSConnect
Log out
# DataSource
= st Wel to SMSC ct
@ Create
% application This is An Admin Page.
@ Deploy
£ Properties
@ Connection
@ General
?_.§.,Intsract|un Manager
@ List Accounts
B Create Account
@ List Association
@ Create Association
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Step | Description
5. | In the Create New Account page, specify a name for Account Name and select
SMSConnect A/C for Account Category. We need to specify the email account
information for SMSConnect to log in to the Email server and retrieve the emails. In this
configuration, the SMSConnect email account is smsuser@avaya.com. Enter POP3 for
Account Type, the default POP3 port number of 110 for Port Number and enter the
SMSConnect email account for Email Address. For Mail Server Address, enter the IP
address of the Email server. Specify the login details for POP3 Username, POP3
Password and POP3 Confirm Password. Click Save.
SMSConnect W‘”
& i d S - s Ma - i e : - CRM
& F"“;’T‘ES Actount Category ISMBCnnnect B4C -
DR
é_]Cr’eate Account Email Address
g E:ZS:ZS?ZI::LD‘:tim Mail Server Address ’W‘ Test Connection
PEIP3 Username
POP3 Password
POP3 Confirm Password
6. | Click Create Account again to create an outgoing SMTP account for SMSConnect to
send emails to the IC Email Account. In this configuration, the IC email account is
icuser@avaya.com. In the Create New Account page, specify a name for Account Name
and select User A/C for Account Category. Enter SMTP for Account Type, the default
SMTP port number of 25 for Port Number, the IC email account for Email Address and
the IP address of the Email server for Mail Server Address. Click Save.
SMSConnect ¢2 :
act
e ng“'“ Account Category lm
& Inteéactiun Manager port Nurber
S IEEr
g (L:i“ A:Siciati”"t Mail Server Address 10.1.10.102 ,W
Save %
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Step | Description
7. | Click Create Association. In the A/C Association page, associate the incoming SMS
messages from the GSM/GPRS modem with the two accounts created in Steps S and 6.
Enter the SIM Phone Number defined in Step 3 for Enter DNIS. Select the account
created in Step 6 for SMTP A/C and the account created in Step 5 for POP3 A/C. Click
Save.
SMS Connect _
S CRM
158 Man agef ll Campaign Man G Feedback Man agety,
Log out
# DataSource A/C Association
= application Enter DNIS
# Properties
Sl hrarion select SMTP A/C IIC Account -
5] General select PO3 A/C [5M3 User -1
# Interaction Manager
@ List Accounts
@ Create Account |7
[2] List association ,ﬂ%,l
E] Create Association
8. | Click List Association. Check on the association created in Step 7 and click Activate.
SMSConnect
. _ CRM
ﬁ se Man 2ger Campaign Man, L c Man ager
Log out
| AJC Association |
#> DataSource e
il
B General
¥ Interaction Manager
E (LZiSt Atcciunts . |_F\ctivateii I DaactwatiJ
E] List Association
@ Create Association
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Step | Description
9. | Expand Properties and click General. In the section Email Polling Properties, set the
Data Items to be included in the Subject header of the email sent to Avaya Interaction
Center. The Data Items must match the IC Properties paraml, param2 and param3 in
Section 3.2.4. In this configuration, select 3 for No of Data Items and enter - (dash) for
Data Item Separator, 2 for No of Delimitors and Space for Last Separator. Select SMS
for Data Item 1, gatewayno for Data Item 2 and mobileno for Data Item 3. Click OK.
SMSConnect
£ Aggheabion
B Propwteed Email Polling Properties:
W] Connection Mo of Dats Bams 'E
Fleners Dot s Sepiretor
:} :‘":"".":":"'““" Mo. af Dekmitars z
o E—
s mii Fswiare. &
S::l:r::::uar f::-::::::t::m SMSCD'"i
Upiate O
10. | A Feedback Template has to be created in SMSConnect to correctly interpret survey
requests from Interaction Center. Click on Feedback Manager, expand Feedback and
click Create. Enter a name for Template Name such as Special Code Template. Accept
the default value of 16 for Select Number of Parameters, and the default values for list
of parameters. By default, Avaya IC is configured to sends 16 parameters to
SMSConnect. Scroll to the bottom of the page and click Update.
SMSConnect :
Adrninistration CRM
S e Parameters From IC
#ist Terplate Name
En e linher [ECR—
Reference Mame Actual Name Survey Param
[survey 1D | [id ] [surveyid =
[customerma | [to | [mabilena =1
[omrs | from \ Er H
[agent 1D | [agentid ] [2gentid =]
[agent Mame | [fullname | [2gentname =]
|ANI | |am \ Iam ;I
Customner Name custname [custname =]
[action | [action | [action = |
[5top Survey | [stopsurvey ] [stopsurvey =]
[stop Reason | [stopreason | [stopreason =]
[sroup 1D ] [aroupid | [araupid =l
[supervisor 10| [supervisorid | [supervisorid =]
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Step | Description
11. | Customize the SMS message to be sent to the customers to collect their feedback. In this
configuration, two variables are used to personalize the message based on the Customer
Name and Agent Name. The third variable is a Special Code assigned to this Feedback
Template to distinguish it from other concurrent surveys running on SMSConnect. Click
Update to complete the Feedback Template.
SMSConnect ; Z g :
- - - CRM
Adrmu;tr;tu;@_;_f- FE::pw:msE_l"-:l:?_ e compsion r~.3r|a;g,'
Custamize The Respanse.
i Feega::t Dear ;var%>tt|l'_|ank you for s_fhsakmgStu <var2;}:P\sGase;st2ufs kgu\g your experience by
E Create 7 ¥ ? ? '
[E peploy
Select Number of variables, m
— [Exsiormer veril
<var2> [sertveme
<var 3> [Soea code B
Update .Sk\p
12. | To deploy the new Feedback Template, click Deploy. Check the new Feedback Template

created in Step 10 and click Activate.

SMSConnect

Campaian Maragar N 0

# Feedback
[#] List
] create
¥ Deplay
% Settings

Select The Rules To Be Deplyed.

TemplatelD Feedback Template Status

hls Survey Template Deactive

Special Code Template Deactive

Activate Deactivate

5. Interoperability Compliance Testing

The Interoperability Compliance Testing included feature testing. The feature testing focused on
verifying the ability of InteractCRM SMSConnect to interoperate with Avaya Interaction Center.

5.1. General Test Approach

The feature test cases were performed manually. SM'S messages were sent from 3 GSM mobile
phones with SMS capability to SMSConnect via the GSM modem. The SMS messages were
delivered to the agents in Avaya Interaction Center. The agents used Avaya IC Agent to read and
reply the messages. Replies were verified to be received on the respective GSM mobile phones
initiating the SMS messages. To test the Feedback feature, voice calls were made via incoming
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trunks to the agents. When the calls ended, SMS messages were sent to the callers’ mobile
phones as defined in the customer database to collect their feedback. The callers replied using
SMS and the responses were verified to be received by SMSConnect.

5.2. Test Results

All test cases passed successfully. InteractCRM SMSConnect successfully interoperates with
Avaya Interaction Center.

6. Verification Steps

This section provides the tests that can be performed to verify proper configuration of Avaya
Interaction Center and InteractCRM SMSConnect.

6.1. Verify Avaya Interaction Center

Step | Description

1. | When configuring the IC Email Accounts in Section 3.1, click Test below Outgoing
Email (SMTP) field to verify that IC is able to send outgoing emails.

2= Properties icusen@avaya.com

rGeneraI Server | Templates rMisceIIanenus

Outgoing Email (SMTP): [10.1.10.102 |

Test

Incoming Email (POP3): |1 010102

|
Logon account: |icuser |
Password: |*""“'*“""* |

|

Confirm: |*'*'*'*'*‘*‘**

[ Log on using Secure Password Authentication | Test

‘ " 0K || ¥ Cancel || Help |
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Step | Description

2. | Check Send a test message using this account. Set the From field to the email address

[¥l] Send a test message using this account

From: |icuser@avaya.cnm

To: |5m5user@avava.cnm

Subject: |Test message at: 16:46:42

Test mail message

Boihy:

| Test || Close |

of the IC email account as shown in the Return address field in Step 3, and the To field
to the SMSConnect email account configured in Section 4 Step 5. Click Test.

= Email Account Test @

3. | Verify that the message *** SMTP test succeeded *** is displayed.

£ SHTP test resulis

Qpening SMTP connection with"10.1.10.102"
RV 220 svrZ salab.com ESMTP MailEnable Service,
ersion: 1.96-- ready at 10/03/06 18:45.48

- HELQ avaya.com

- 250 Reguested mail action okay, completed
SMD: MAIL FROM: =customer@avaya.com:=

IRCY. 250 Requested mail action okay, completed
SHD: RCPT TOr=icuser@avaya.coms=

BRCY: 250 Reguested mail action akay, campleted
SHD: DATA

rom: customer@avaya.com

0 icUSer@avaya.com

subject Test message at. 18:45:45
Testmail message

I:RCV: 3484 Start mail input; end with <CRLF= <CRLF=

BRCY: 250 Requested mail action okay, completed
SMD: guit

BRCY: 221 Service closing transmission channel
" SMTP test succeeded =

EEX
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Step | Description

4. | To verify that IC is able to log in to the POP3 email account to receive incoming emails,

click Test below.

== Properties icuser@avaya.com

fﬁeneral | Server | Templates rMiscellaneuus

Outgoing Email (SMTP): |1 0110102

Test

Incoming Email {POP3): |1 0110102

Logon account: |i|:user

Passwaord: |“"f“‘*‘*‘*

Confirm: |**"f“‘“‘*

[ Log on using Secure Password Authentication

Test

" 0K X Cancel

Help

5. | Verify that the message *** POP3 test succeeded *** is displayed.

2 POP3 test results

Cpening POP3 cannection with"10.1.10.102"
RCV: +0k Welcome to MailEnahle POP3 Senver
SMD: USER icuser

R +0k

SO PASS =hidden=

RCY +0K 3 6113
SO T

RCW +0K Goodbye
POP3 test succeeded =
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6.2. Verify InteractCRM SMSConnect

Step | Description

1. | When configuring the GSM modem connection, click Test Connection. Verify that the
message box is displayed with the message GSM Modem Connection = OK.

SMSConnect

Carnpaign Manager M Feedback Manager

Response Manager

%> DataSource

o application

e Connect to ASP using HTTP API:
g]Cnnnect\nn Iﬁ
5] General URL Type Static =

®> Interaction Manager Access URL http /192, 168.0, 15, 50 | e —— Explaiar
Trim Keywaord ¥es -I
Live Test & G5M Modem connection = OK.

Connect to Modem:

SIM Phone Mumber GEI8646345
Mogem P1A [ itreavired)
Service Center Mo, +6596400001

Cormrnunication Port COM1

Test Connectiaon
Start || Stop

Update |

2. | When configuring the SMSConnect A/C, click Test Connection to test the
configuration. Verify that the message windows shows *** POP3 test succeeded ***.

SMSConnect

Response M Campaign [ e Feedback Ma {

Create New Account
+0K CMailServer 5.3 POP3 Service Ready
SMD: USER. smsuser

# DataSource
W application Account Name SM3E User RCY: +0K welcome here
SND: PASS <hidden:>

¥ Properties fcoount Category SMSConnect A/C = RCY: +0K

21 cannection SHD: STAT

RCY: +0K 00
[£] General Account Type OF3 SHD: QUIT
*H¥ POPS best succeeded ***
& Interaction Manager Part Humber 110
@ List Accounts
¥ Create Account Email Address Emsuser@ic7corez ava
List Association -
a il Mail Server Address ic7ooreZ avayacom ‘ Test Connection ‘
@ Create Association

POP3 Confirm Password
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Step | Description

3. | When configuring the User A/C, click Test Connection to test the configuration. Verify
that the message windows shows *** SMTP test succeeded ***.

SMSConnect

Campatgn Maf

Create New Account =
Microsoft Internet Explorer x|
& DataSource
| Account Mame 1C Account
> Application
220 ESMTP CMailServer 5,3.2005,07.08 SMTP Service ReadyilUnregistered)
* Properties feoount Category User 4/C j SHD: HELD SM3Csvr. avaya. com
E T RCW: 250 welcome here:
SHD: QUIT
[£1 General pecountType RCV: 221 SMTP SERVICE CLOSED
3 *H% SMTP best succeeded *+*
¥ Interaction Manager Port Hurnber
El List Accounts
¥ Create Account Email Address
List Association .
B T Mail Server Address ic7corez.avaya.com | Test Connection ‘
@ Create Association
Save

4. | To verify SMS-based customer feedback, make a voice call to the agent. After the call,
verify that an SMS message is received by the caller to request for feedback. Verify also
that the caller’s feedback is received correctly by SMSConnect by clicking on Survey
Report under the Reports tab.

SMSConnect

P e 2 al £593219080  saverecord Eabled Undefined

% Interaction Report 2096_99_04 2 al BROTZ31212 sendsms C 4 Nice spaking with you, Quite

[5] tnteraction Report 19:35:35.463 - - Gond
e T h 2 al REIARIATIE  sendsms Eu”;au”kg [ae Es speabin il

@ Standard

EJ Graphical Rating
% Survey Report Cust 's SMS

E] Standard

@ Graphical

7. Support
For technical support on InteractCRM SMSConnect, contact the InteractCRM Support Team at:

e Phone: +91 22 6695 9190
e Fax: +91 22 6602 1850
e Email: smscsupport@interactcrm.com
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8. Conclusion

These Application Notes describe the configuration steps required for InteractCRM SMSConnect
1.0 to successfully interoperate with Avaya Interaction Center Release 7.0. All feature
functionality test cases were completed successfully.

9. Additional References

The following documents can be found at http://support.avaya.com:

[1] Avaya Interaction Center Release 7.0 IC Administration Volume 2: Agents, Customers,
& Queues, 07-300108, Issue 3, July 2005

[2] Avaya Interaction Center Release 7.0 Installation and Configuration, 07-300100, Issue 3,
July 2005

The following documents are available in the InteractCRM SMSConnect installation CDROM:

SMSConnect Installation and Administration Guide, Version 1.0
SMSConnect Rule Design Guide, Version 1.0

IC Connector for Feedback Manager Configuration Guide, Version 1.0
IC Connector for Interaction Manager Configuration Guide, Version 1.0

JC; Reviewed: Solution & Interoperability Test Lab Application Notes 50 of 51
SPOC 10/26/2006 ©2006 Avaya Inc. All Rights Reserved. SMSC-IC7



©2006 Avaya Inc. All Rights Reserved.
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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
DeveloperConnection Program at devconnect@avaya.com.
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