AVAYA

Avaya Solution & Interoperability Test Lab

Application Notes for eLoyalty Data Integration Service
with Avaya Interaction Center 7.2 — Issue 1.0

Abstract

These Application Notes describe the configuration steps required to integrate the eLoyalty
Data Integration Service with Avaya Interaction Center 7.2. eLoyalty Data Integration Service
is used to import data from Avaya Interaction Center into the eLoyalty Behavioral Analytics
database. The Behavioral Analytics Service is delivered as a managed service and is used with
other contact center applications that collect data about customer interactions. This service
allows companies to improve customer service by analyzing key attributes of customer service
calls, such as call type, efficiency, first call resolution, and customer attitude. The objective of
this interoperability compliance test was to verify the proper operation of the Data Integration
Service with Interaction Center using a custom eLoyalty workflow. Other contact center
applications were not included in the configuration.

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.

JAO; Reviewed: Solution & Interoperability Test Lab Application Notes 1 of 26
SPOC 2/19/2010 ©2010 Avaya Inc. All Rights Reserved. eLoyalty-1C72



1. Introduction

These Application Notes describe the configuration steps required to integrate the eLoyalty Data
Integration Service with Avaya Interaction Center 7.2. eLoyalty Data Integration Service is used
to import data from Avaya Interaction Center into the eLoyalty Behavioral Analytics database.
The Behavioral Analytics Service is delivered as a manager service and is used with other
contact center applications that collect data about customer interactions. This service allows
companies to improve customer service by analyzing key attributes of customer service calls,
such as call type, efficiency, first call resolution, and customer attitude. The Data Integration
Service works in conjunction with other contact center applications, but only the interoperability
between the eLoyalty Data Integration Service and Avaya Interaction Center were verified in this
compliance test.

The Data Integration Service requires an eLoyalty custom workflow to be installed on Avaya
Interaction Center (IC) and the Data Integration Service to be running on a separate server with
Microsoft Message Queuing enabled. The Data Integration Service executes eLoyalty custom
workflows via AIC WorkflowServices webservice. The custom eLoyalty workflow requests the
contents of an Electronic Data Unit (EDU) corresponding to the EDU ID provided by the Data
Integration Service.

The Data Integration Service works as follows:

= A call center application (not used in this compliance test) places a message with the
call’s EDU ID on Microsoft Message Queuing (MSMQ), which is enabled on the Data
Integration Service server.

= Data Integration Service reads the MSMQ message and extracts the EDU ID.

= Data Integration Service requests the call data corresponding to the EDU ID using IC
Web Services. The IC Web Service server must be configured on IC, which allows on-
demand execution of custom workflows.

= [C fetches the eLoyalty custom workflow and the EDU data is retrieved. The requested
EDU field values are then returned to the Data Integration Service.

= Data Integration Service formats the data and stores it in an XML file.

= The call data file (XML file) is imported into the Behavioral Analytics database for
analysis. This database is hosted by eLoyalty. This step was not verified in the
compliance test.

JAO; Reviewed: Solution & Interoperability Test Lab Application Notes 2 of 26
SPOC 2/19/2010 ©2010 Avaya Inc. All Rights Reserved. eLoyalty-1C72



1.1. Interoperability Compliance Testing

Interoperability compliance testing included feature and serviceability testing. The feature
testing focused on verifying that call data can be retrieved by the eLoyalty Data Integration
Service from Avaya IC and stored in an XML file. The Data Integration Service used IC Web
Services to request IC to run the custom workflow, which in turn will retrieve the call data as an
EDU (Electronic Data Unit) and send the requested data fields to the Data Integration Service.
The call data was requested by placing a manually generated EDUID message on the Data
Integration Service MSMQ.

The serviceability testing focused on verifying that the Data Integration Service would start up
automatically when the server is rebooted and that messages in the MSMQ are serviced if the
Data Integration Service starts up after the message was queued.

1.2. Support

For technical support on the eLoyalty Data Integration Service, contact eLoyalty via phone,
email, or internet.

=  Phone: +1877.2ELOYAL
= Email: BehavioralAnalvtics@eloyalty.com
= Web: www.eloyalty.com
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Reference ConﬁgurationFigure 1 illustrates the configuration used for testing. In this
configuration, a call center environment consisting of Avaya Interaction Center (IC), Avaya
Application Enablement Services, and Avaya Aura™ Communication Manager is established.
Communication Manager routes incoming calls to Avaya IC agents and Application Enablement
Services is used to establish a CVLAN link between Communication Manager and IC. eLoyalty
Data Integration Service uses the IC Web Services to request call data from IC, which runs the
eLoyalty custom workflow to retrieve the call data (EDU) and return it the Data Integration
Service.
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Figure 1: Configuration with Avaya IC and eLoyalty Data Integration Service
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1.3. Equipment and Software Validated

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

Equipment Software
Avaya Interaction Center 7.2
Avaya Application Enablement Services 423

Avaya S8730 Servers with an Avaya G650
Media Gateway

Avaya Aura™ Communication Manager 5.2
(R015x.02.0.947.3) with Service Pack 3
(Patch 17579)

Avaya 9600 Series IP Telephones 3.0 (H.323)
eLoyalty Data Integration Service running on
Microsoft Windows 2003 Server with 3.0.0.4993

Microsoft Message Queuing Enabled
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2. Configure Avaya Interaction Center

This section covers the configuration of Avaya IC. It is assumed that Avaya IC has been
installed and configured as described in [1] and [2]. This solution only requires the voice media
channel to be configured, including IC Web Services. IC Web Services allows on-demand
execution of custom workflows and is used by the eLoyalty Data Integration Service. In
addition, IC requires a CVLAN link to Application Enablement Services, which in turn has a
CVLAN link to Communication Manager. Communication Manager receives incoming ACD
calls and routes the call to an IC agent. The call data (EDU) is stored in IC memory and can be
retrieved using the EDU ID. The duration that the data spends in IC memory is configurable in
the EDU server.

Once IC is up and running, the eLoyalty custom workflow needs to be copied to the server
running Avaya Workflow Designer and then the custom workflow needs to be built. This
section covers how to build the eLoyalty custom workflow. Before building the custom
workflow, verify that the IC servers are up and running via the IC Manager and that IC Web
Services is operational as described below.

First, check the status of the IC servers and verify that they are all “Up”.
Brcrmonoger _ioix]

Manager Tools Services Server Help
P RE@me s =LlL/0% ¥
Configuration ﬂE Device

% Server

2 Agent E;F

o Al Dormains] | Type Name Domain | Status Host Port | U
-1 Defaul |HTTPCONNe... HTTPCannectar. . Pramptert Up 103224162 9013 14c5/*
= Ermail |Blender Blender_User!  Usert Up 10.32.24152 9012 14d5
'g Email_Helper | hyengenices wa_Usert Usert Up 103224154 9013 1408
_D Emmft‘m pevorkFlow  wiorklow_Usert Usert Up 10.32.24.152 9008 14d5
I~ sar -

1 voicet “lapu ADLU_Voice1 Vaiced Up 10.32.24.152 9006 145
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Next, verify that IC Web Services is operational by entering the following URL in a web
browser: http://<AICWSaddress>:9800/webservices/services/AicWorkflow?wsdl, where
<AICWSaddress> is the IP address of the server hosting IC Web Services. 9800 is the standard
installation port for IC Web Services. If IC Web Services is operational, the web browser should
display the WSDL for IC Workflow Services as shown below.

{‘ http://10.32.24.154:9800/webservices/services/ AicWorkflow?wsdl - Windows Internek E -0l x|
@\‘—: - |g, http:,l'll'ltl.32.24.154:98DD,l'webservicesIl'services,l'.ﬂ.icWDrkﬂnw?uj 4% ILive Search peibs
TF AR hehp:f10.32,24.154:9000 webservices fservices{Aic. . | | fp = B - o=~ rPage + (F Tools ~

<?xml version="1.0" encoding="UTF-8" ?= —
- «wsdl:definitions
targetNamespace="http:/ /xml.avaya.com/ws/WorkFlow/InteractionCenter/71"
xmlns:apachesocap="http:/ fxml.apache.org/xml-soap"
xmins:impl="http:/ /xml.avaya.com/ws/WorkFlow/InteractionCenter/71"
xmins:intf="http:/ /xml.avaya.com/ws/WorkFlow/InteractionCenter/71"
xmins:wsdl="http:/ /schemas.xmilsoap.org/wsdl/"
xmins:wsdlsoap="http://schemas.xmlsoap.org/wsdl/soap/"
xmins:xsd="http://www.w3.0rg/2001/XMLSchema":>
<l-- W5DL created by Lpache Axis version: 1.2.1
Built on Jun 14, 2005 (09:15:57 EDT) -->
- <wsdl:types= —
- «<schema elementFormbefault="qualified"
targetMamespace="http:f fxml.avaya.com/ws/WorkFlow/InteractionCenter/71"
xmins="http:/ /www.w3.org/2001/XMLSchema">
- <element name="Execute"=
- <complexTypes
- «5equence
<element name="flowName" type="xsd:string" /=
zelement maxOccurs="unbounded" name="input"
type="impl:AicCouple" /=
</sequence:
</complexTypex
=/element:>
- <complexType name="AicCouple":=
- <5equences
<element name="name" nillable="true" type="xsd:string" /=
zelement name="value" nillable ="true" type="xsd:string" /=
=/sequencex»
</complexType=
- =element name="ExecuteResponse":= -

— ~romnlavTana -

Dione l_ l_ l_ l_ l_ m |@ Internet H100% v
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After verifying that Avaya IC is up and running, including IC Web Services, copy the eLoyalty
custom workflow to a directory accessible by Avaya Workflow Designer. Launch Workflow
Designer. In Workflow Designer, navigate to File>Open Project and open the eLoyalty custom
workflow as shown below.

Y Avaya Workflow Designer o ] [
File Miew Projeck Buld Help
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" Look in: IE} eLoypalty j = EF Eq~ [
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Eh £
{h by R
m D
|
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|
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& by Documents . =
|
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oL
L e

kdy Computer

File name;

Files of type:

IeLu:uyaIt_l,l.pri

IF'ru:uieu:t Files [*.pr)

l
=

Open

EEEEEIE
Cancel | e

Euild I
For Help, press F1 EE
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After opening the eLoyalty custom workflow, the Workflow Designer window appears as
follows.

avayaworkflowDesigner =0l x|

File Miew Project Build Help

(e N |AfE|H200 @

w
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= e =l = = =l = = = =l = = =
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Next, select Project—>Project Settings from the menu and go to the Database tab in the Project
Settings window. Set the IC Data Source field to the appropriate value. In this configuration, it
was set to interaction_center, which was used as the IC data source in the Workflow_Voicel
server. Provide the login credentials for IC Manager and the click OK.

Project Settings

|C Data Source:

Iinteractiun_u:enter

Login |d: Paszword:
I.":".dn'l"'l EEE

Axaillable IC Data Sources can be found
in IC Manager. From the top-level 'Tools"
menu, chooze VIC Data Sources. "

(] I Cancel |

I Eenerall I:l:umpilerl Directoriez  Database I

JAO; Reviewed: Solution & Interoperability Test Lab Application Notes 10 of 26
SPOC 2/19/2010 ©2010 Avaya Inc. All Rights Reserved. eLoyalty-1C72



To build the custom workflow, select Build=>Build Flowset from the menu of Workflow
Designer. The workflow should compile successfully as shown in the bottom section of the
window.
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After successfully building the workflow, open the Workflow_Voicel server from IC Manager
and select the WorkFlow tab. Click the Reload Flows... button and select both checkboxes in
the Reload Flows window. Click OKk.

= workflow_Yoicel @VYoicel x|
General | WorkFlow rChannels rCunﬁguratiun rDEhug rndb.ranced

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

o R e oa Reload Flows |

v
Braload Flowie Include file based flows

Force immediate reload

Synchronous Startup Flows
Startup Flows " 0K ¥ Cancel | |
Semaphores
Directory Tahles - |
q I | ] |
w0k ¥ Cancel Apphy Help

A message indicating that the flows were reloaded should be displayed as shown below. Click
Ok and close the Workflow_Voicel server.

]
@ Flows reloaded.

Ok
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The following window shows the EDU tab of the EDU_Voicel server. It is shown for
illustrative purposes to show the Idle Time (min) field, which is set to 60 by default. This field
dictates how long the call data (EDU) will be kept in IC memory. This field may be modified as

needed.

= EDU_¥Yoicel@¥oicel

|/General ﬁ’EDLI rpersistence rCunﬁguratiun rDEhug rnﬂuanced |

x|

Idle Time {min)

Ho User Interval (sec)

Random Kill Interval {sec)

Scan Interval (sec)

Max Active EDUs

Allowed Assigns

Pool Size

G0

1,800

a0

2,048

8,192

8,000

<]

" Ok

¥ Cancel

Apply

Help
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3. Configure eLoyalty Data Integration Service

This section covers the procedure for configuring the eLoyalty Data Integration Service. It is

assumed that the Data Integration Service has already been installed on a separate server. The
following screen shows that the software was installed in the c: \Program
Files\eLoyalty\eLoyalty Data Integration Service directory.

File

Edit Wiew Favorites Tools  Help

% C:".Program Files'eLoyalty"eLoyalty Data Integration Service

=101

&

Back ~ 3 - [T | o~ Search |5 Folders | & o X I6) | [~

Address I_J C:\Program Files\elovaltyleLovalky Data Integration Service

jﬂ'ﬁo

) MSEML 4.0
) MNetMeeting
) Metwark Associates
) Outlook Express
) WD
) Uninstall Information
) Windows Media Plaver
) Windows NT

) WindowslUpdate

) "“WinPcap
) Wireshark

[+

r

1

Folders X || Name = Size | Type | pate Modified
) M3 SQLSP4 :l =] config.=ml 3KB  ¥ML Docurment 1/Z7/2010 839
=) MSDERelt |2 configlag4het. xml 3KE XML Document 8/15/2009 11:22
= [C3) Program Files Floataintegrationservice. sxe 24 KB  Application 1/19/2010 1:30F
) Adobe DatalntegrationService, InstallState SkKE IMSTALLSTATE File 1j20/2010 559 F
5) ATI Technolagies DatalnteqgrationService, pdb 26 KE PDEB File 1j19/2010 1:30F
=) BigFix Enterprise FlpatanteqrationserviceConfigurat, . 24 KB  Application 1/19/2010 1:30°F
) CA é] eLovalty, CalRecording, Common, dil Z00KE  Application Extension  1/19/2010 1:30°F
L) cmak | %) eLoyalty. DatalnteqrationService. ., 43 KB Application Extension  1/19/2010 1:30F
=) Comman Files elovalty, DatalntegrationService. .. 78 KB PDEB File 1/19/2010 1:30°F
=) ComPlus Applications | %] eLoyalty. DatalnkegrationService. .. 28KB  Application Extension  1/19/2010 1:30F
B 53 eLoyalty eloyalty,Datalntegrationgervice. ... 35KB PDB File 1/19/2010 1:30F
=] - ata Irkegratio | %] eLoyalty. DatalntegrationService. .. S0KE Application Extension  1/19/2010 1:30F
) Installshield Installation Information elayalty, DatalnbegrationService. ... 202 KB POB File 1/19/2010 1:30F
) Intel é] FilzEncryptionService, Encryption.dll 32 KB Application Extension  1/19/2010 1:30°F
) Internet Explorer %] log4net. di 236 KB  Application Extension  7/16/2009 9:42
[5) Microsaft SQL Server %) sharpzipLib.di 136 KB Application Extension  7/16/2009 3142
[ TestMessageGenerator. exe 28 KB Application 1/19/2010 1:30°F
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After the software has been successfully installed, verify that LOCAL SERVICE has full control
of the C:\Program Files\eLoyalty\eloyalty Data Integration Service directory. The
software runs under LOCAL SERVICE. Right-mouse-click on this directory and select
Properties from the pop-up menu. If LOCAL SERVICE does not appear in the Group or user
names field, click the Add button.

eLoyalty Data Integration Service Prope e

Generall Sharing S ecurty |We|:u Sharingl Eustumizel

Group or user names:

E Adminigtrators [TEST D%Administrators)
!ﬁ Authenticated Users

€7 CREATOR OwNER

€7 LOCAL SERVICE

!ﬂ Server Operators [TESTOMS erver Operatorg) -
1| |
Remaove |

Permizzions far Administratars Allaw Dermy

Full Cortral o =
Madify O

Fead & Execute a

Lizgt Folder Contents O

Fead O

Wirike O
Crmnin | Dmrrnicmiouns [ | (g | LI

For special permizzions or for advanced zettings,
click Advanced.

L

Advanced

Qk Cancel | Apply |
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In the Select Users, Computers, or Groups window, enter LOCAL SERVICE in the Enter the
object name to select textbox as shown below. Click Check Names to verify that it is a valid
entry. Click OK.

Select Users, Computers, or Groups ed |

Select this object pe:

ILIserS, Groups, or Built-in security principals Object Types. ..

From this location:

Itest.com Locations. .

Enter the object names to zelect [examples):
LOCAL SERWICE Check Mames

i

Advanced... | (] | Cancel |

e

In the eLoyalty Data Integration Service Properties window, highlight LOCAL SERVICE and
allow permissions as shown below. Click OK.

eLoyalty Data Integration Service Prope e |

Genetall Sharing  Security |"-.-\-"e|:| Shalingl Eustumizel

Group of User names:
fﬁ Adririztrators [TEST0MAdministrators)
ﬁ Authenticated Users
€7 CREATOR OWwNER

fﬁ Semer Operators [TEST WS erver Operators) -
1| | B

Add... | Bemove |
Permizsions for LOCAL SERVICE Allony Deny
Full Cantral -
b cadify

Read & Execute
Ligt Folder Contents

IEEEEEE
lOoOoooono

=
Faor special permizsionz or for advanced settings, P — |
click Advanced. =

0Ok I Cancel | Apply |
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Edit the config.xml file located in Data Integration Service installation directory. Configure the
login credentials for IC Manager and the appropriate URL for the Avaya IC Workflow Services
as shown in the first red box below. The dead_threshold_seconds and age item_seconds
parameters may be modified as shown below. Please check with eLoyalty on the proper settings
for these parameters in the customer environment.

=?uml version="1.0" 7>
- «DIServiceConfiguration zmins: xsi="http:/ /www.w3.0rg/2001/ XMLSchema-instance"
smins: xsd="http:/ /vwww.w3.0rg/ 2001/ XMLSchema">
<resubmission_directory=c:\resubmissions</resubmission_directory>
<remote_configuration_port>=8087</remote_configuration_port>
- zmsmg_config>
=age_limit_seconds=300</age_limit_seconds:>
zqueue_name=.\private$\bams</queue_namez
<nagios_probe_duty_seconds>900</nagios_probe_duty_seconds:
=/msmg_config>
- zclient_config=

=zclass_namexelLoyalty.DatalntegrationService.Client.AllstateAvayalG.AvayaWorkflowInterface</class_name:
=zclient_args=aic_user_login=Admin; aic_user_password =
aic_ws_url=http://10.32.24.154:9800/webservices /services fAicWorkflowServices;
eloyalty_ws_name=eloyalty.retrieveedu</client_args>
</client_configs
<interface_config /=
- <replicator_configs
<replication_reporting_interval_seconds>300</replication_reporting_interval_secondss
<replication_folder=c:\ers\replications</replication_folders
<replication_interval_seconds=30</replication_interval_secondss
</replicator_config>
- <gueue_manager_configs
<dead_queue_warning_count>=600<,/dead_queue_warning_count>
<stalled_queue_warning_count>400</stalled_gueue_warning_counts>
<main_queue_warning_count=>100</main_queue_warning_count>
<dead_gueuwe_duty_seconds>300</dead_queue_duty_seconds>
<stalled_gqueue_duty_seconds=600</stalled_gueue_duty_seconds:
=main_queue_duty_seconds=15</main_gueue_duty_seconds:
(ﬁdead_threshDId_seCDnd5:>IJﬁ/dead_threshold_seconds>)
=dead_recordings_folder=c:\deadrecordings</dead_recordings_folder=
=average_minimum=0.95</3average_minimum:
<success_probe_interval>900</success_probe_intervals
=command_sample_size>=250</command_sample_size:
=/queue_manager_config=
- «<msmg_processor_config:
<process_interval_seconds=20</process_interval_seconds:
(xage_item_seconds=0</age_item_seconds> )
</msma_processor_configs
</DIServiceConfigurations
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During system startup, there is a startup dependency between Data Integration Service and
MSMQ. To ensure that MSMQ is started before Data Integration Service, add the following
registry entry by running a registry script or using the Registry Editor.

Windows Registry Editor Version 5.00

[HKEY LOCAL MACHINE\SYSTEM\CurrentControlSet\Services\eLoyalty Data
Integration Service]
"DependOnService"=hex(7) :44d,00, 53,00, 44,00,51,00,00,00,00,00

Finally, open Microsoft Windows Services under Administrative Tools and set the Startup
Type for eLoyalty Data Integration Service to “Automatic”, and then start the service. The
service should start successfully.

2, Services - O] x
=10 x]

File Action ‘iew Help

4--»||@|g>| Fom ol om
% Services (Local)

eloyalty Data Integration Service _Mame ¢ | Description | Skatus | Startup Type | ;l
%Distributed File: Swstemn Integrates ... Started Aukomatic
Stop the service 88 Distributed Link Tracking Client Enables cli... Manual
Restart the service %Distributed Link Tracking Server Enables th... Disabled
%Distributed Transaction Coordina,.. Coordinate... Started Automatic
%DNS Client Resolves a.,,  Skarted Automatic
%DNS SEryer Enables DM...  Started Automatic
48 Data Integration Service Skarted Automatic
%Error Reporting Service Collects, st...  Started Aukomatic
%Event Log Enables ev... Started Automatic
%File Replication Service Allows files,.,  Started Aukomatic
%Help and Suppoart Enables He... Started Aukomatic
%HID Input Service Enables ge... Started Aukomatic
%HTTP S50 This servic.,,  Skarted Manal =
o BT

Extended A Standard /
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4. General Test Approach and Test Results

This section describes the interoperability compliance testing used to verify eLoyalty Data
Integration Service with Avaya IC. This section covers the general test approach and the test
results.

Interoperability compliance testing included feature and serviceability testing. The feature
testing focused on verifying that call data can be retrieved by the eLoyalty Data Integration
Service from Avaya IC and stored in an XML file. The Data Integration Service used IC
WorkflowServices webservice to run the custom workflow, which in turn retrieved the call data
as an EDU (Electronic Data Unit) and sent the requested data fields to the Data Integration
Service. The call data was requested manually using a test application provided by eLoyalty. The
test application simulated the behavior of the eLoyalty Behavioral Analytics application, which
was not covered in the compliance test.

The serviceability testing focused on verifying that the Data Integration Service would start up
automatically when the server is rebooted and that messages in the MSMQ are serviced if the

Data Integration Service starts up after the message was queued.

All test cases passed.
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5. Verification Steps

This section provides the verification steps that may be performed to verify that the eLoyalty
Data Integration Service can retrieve call data from Avaya IC 7.2.

1. Place a call to Communication Manager that gets routed to an IC agent. Terminate and
wrap-up the call.

2. Open the Ts voicel.log located in the logs directory under the IC 7.2 installation
directory. Retrieve and save the EDU ID (or VDU ID) in the log.

& TS_Voice1.log - Notepad E]@

File Edit Format ‘ew Help

Session=4h6ldd 890004 0000042 0189823370002 ~
Request=4b&1d524 00010000042 0189823370002

Object=4b266317000000000a201895825210002

! [WDU, Terminate.response( "4b61d5180000000003201898232F0002 " 1671088581 ]
B20100128 18:19:16.341 <InrResponse> [N\toolsyhybrid. c@8950]

Session=4h6ldd 8950004 0000042 0189823370002

Request=4b&ld524 00020000042 0185823370002

object=4b265d8f000000000aZ20189823220002

I [ADU. SetorIncrement, response(4h61d4 600040000022 0189823220002, {0, 4, {"voice. contactcount ™, "0"}, {"voice
L2.stdstate.+", "terminated” F, {"voice. 2. stdstate. . terminated. reason”, "101"}, {"voice. 2. stdstate. . terminate
d.starttime”, "1264702756" } 67108881 ]
B20100128 18:19:16. 513 <ReqguestIn> [.Ntools\wesp_edr. c@8186]

session=4b61d3d5000000000a2018Fh1b590002

Request=4h&ld471000500000a2018Fh1lb590002

object=4h26h9a2000000000a20189823370002

Text: [TS.Ready()]

ET§={0,4,{; roup”, "Userl"}, {"usrsec”, "2147483647" }, { "name", "agentl"}, {"cobject”, "4bE1ld3d4 0002000002201 8F
1b50002"

' [2010-01-28 18:19:16,513] <2828:Ctsservers> ——> ROMA reset

1 [2010-01-28 18:19:16.513] <2828:Ctsservers> Request [4b83008] - count = 1 (+)

1 [2010-01-28 18:15:16.513] <2B82B8:CtsServers> Redquest [4b83008] - count = 2 (+) from
CtsRequest::resolveRequest

| [2010-01-28 18:15:16.513] <3740:Ready> work thread started phone=77301

1 [2010-01-28 18:15:16.515] <3740:pbxagentready> device=[77301], agent=[76501], pwd=[1234], gueue=[80]

I [2010-01-28 18:19:16.513] <3?40:beAgentReady>

saoid [24602] [=To= switch REQ.] [C_RF_REQ Feature]

3. Execute the test application provided by eLoyalty by entering the EDU ID into the GUI
of the test application.
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Data Integration MSM() Message Generator ;lglll

Recording Start Time:  [1,/27/2010 2:01:20 FM

Recording End Time: |1 SEF200 20720 PM RecordingD ata

Recording Setup Time: |1 A2FA2M0 20120 PM ;I

MeszagelusuePath: |.\Private$\BAM5
Agentkey: |1

FileMarme: IEI: ‘eLoyaltysD atalntegration’ R ecordingFilel rec

RecordingKey: I

Stationk.ey: I1 1 Exception Message
TrunkKey:
nkKey: — [234 oK |
Recordingld: |d8a51 17b-d910-4105-8063-053d1 7f054b6
Outbound Phone Mumber: |1 112223333 LI

EstemalCalld:  [4504524000000000520159623210002

Load Cloze | Save |

=
Bulk. submit

_ femove |

4. From Windows Computer Management, it can be seen that there is a message on the
queue until it is serviced by the Data Integration Service.

_ioix]
Q Eile Action Wew ‘Window Help |_|ﬁ'|5|
&= | EE DR @

f| Performance Logs and AL+ | | Mame | Labed | Mumber of Messages |

; Device Manager I@hams 1

ELS Staorage

| - Removable Storage

¢ Disk Defragmenter

: 4 Disk Management

EI% Services and Applications

75 oHop

8 Telephory

% Services

WMI Control
g Indexing Service
Routing and Remote Acc
DS

4 Inkernek Infarmation Ser

O-E Message Queling

(L] Dutgeing Queuss

|27 Public Queues

£ Private Queues

B System Gueues L
-

I ‘ I

|;|
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5. After the eLoyalty custom workflow is run and the EDU is retrieved by Avaya IC and

returned to the Data Integration Service, the call data (EDU) is stored in an XML file in
the c:\CRS\replications directory.

@% C:".CRS\replications

=101 x|

File Edit ‘Wew Faworites  Tools  Help | .'1:

@Back > B ? | )jSearch ||E‘“_‘7Fc-|ders | & (3 X K’ | "
Address IE CCRSreplications j Go

Folders X || Mame =~ | Sizel Tvpe | Diate Modif
() My Documents af | [2/20100126-210725-517L-CRS-DATA XML BKE ML Document 1/26/2010
= :} My Computer
[= = Local Disk (C:)
E 5 crs
I3 Logs
= replications
[3) deadrecordings
El [5) Documents and Settings
=l 1) Administrator
IC2) Application Data
I Deskkop
f,:? Favarites
|5 Local Settings
[3) My Documents
@ My Recent Documents
1) MetHood
IC3) PrintHood
I3 sendTo
= [C3) Stark Menu b
) Programs
) Templates
15 all Users
|22 Defaulk User
I25) rook
) DRy
[C3) Inetpub
[ M3 30L SP4
) MSDERelA K1 | i
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6. The content of the XML file is shown below.

- <CRSEventReplicationz
- <Commands:
<Command name="InsertClientData">insert into ClientDataEvent { Recordingld,
ClientCallld, ClientEventTime, ClientData ) values { @Recordingld, @ClientCallld,
@ClientEventTime, @ClientData )</Command:=
< /Commandss
- zDatax
- «Execute command="InsertClientData"=

<Parameter name="@RecordingId">=767f7810-5f45-4406-ba69-
dda41lee21759</Parameters

<Parameter
name="@ClientCallld">=4b61d518000000000a201898232f0002</Parameters

=Parameter name="@ClientEventTime"=2010-01-28 18:09:04.000</FParameter:=

<Parameter name="m@ClientData">< AicEduRecord
eduid="4b61d518000000000a201898232f0002" =< Parameter name="vdu_id"
value="4b61d518000000000a201898232f0002" /=< Parameter name="ani"
value="77304" /=< Parameter name="dnis" value="28900" /=< Parameter
name="primary_ani" value="77304" f><Parameter name="primary_dnis"
value="28900" /><Parameter name="loginid" value="agent1" /><Parameter
name="agent_key" value="100007" />=<Parameter name="voice_direction"
value="inbound" /><Parameter name="calltype"
value="direct" /=< Parameter name="ctype" value="direct" /=< Parameter
name="ucid" value="00001003551264702682" f ><Parameter name="type"
value="voice" />=<Parameter name="owner"
value="4b5dc?44000100000a520189823370002" /=< Parameter
name="createtime" value="2010-01-28 18:19:04" /=<Parameter
name="createtimet" value="1264702744" / ><Parameter name="phone"
value="76501" /=< Parameter name="dest" value="77301" /><Parameter
name="orig" value="77304" /><Parameter name="ext"
value="77301" /=< Parameter name="agent" value="" /><Parameter
name="agent.1"
value="4b26ba35000000000a20189823380002" / =<Parameter
name="contactduration" value="8" /><Parameter name="contactendtime"
value="1264702752" /><Parameter name="last_termination"
value="4b61d489000400000a20189823370002" /=< Parameter
name="duration" value="12" /><Parameter name="endtime" value="2010-
01-28 18:19:16" />=<Parameter name="queue" value="28900" /=< Parameter
name="acd_split" value="28905" /><Parameter name="agent.2"
value="" /=<Parameter name="voice" value="" /=< Parameter
name="voice.1" value="0" / ><Parameter name="voice.1.loginid"
value="agent1" /=< Parameter name="voice.1l.leg_id"
value="4b61d518000b00000a20189823370002" /=< Parameter
name="voice.l.agent_key" value="100007" /><Parameter
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name="voice.1l.destination" value="772301" />=<Parameter
name="voice.l.origin" value="77304" / ><Parameter
name="voice.1l.direction" value="inbound" /=< Parameter
name="voice.l.acdname" value="7?" /=< Parameter name="voice.1l.ucid"
value="00001003551264702682" /><Parameter name="voice.l.queue_key"

value="11" /=< Parameter name="voice.1l.stdstate" value="" /><Parameter
name="voice.1.stdstate.1" value="created" />=<Parameter
name="voice.1l.stdstate.1l.created" value="" /=< Parameter
name="voice.1l.stdstate.1.created.reason" value="" /=<Parameter

name="voice.l.stdstate.l.created.starttime"

value="1264702744" /=< Parameter name="voice.l.stdstate.2"
value="alerting" /=< Parameter name="voice.l.stdstate.2.alerting"
value="" /=< Parameter name="voice.1l.stdstate.2?.alerting.reason"
value="" /=< Parameter name="voice.l.stdstate.2?.alerting.starttime"
value="1264702744" /=< Parameter name="voice.l.queues"
value="0" /=< Parameter name="voice.l.queue_number"
value="28900" /><Parameter name="voice.l.queuetime"

value="0" /=< Parameter name="AgentDesktop" value="" /=< Parameter
name="AgentDesktop.CHBrowser" value="" /=< Parameter
name="AgentDesktop.CHBrowser.value" value="=77304" / ><Parameter

name="AgentDesktop.media_type" value="voice" /=< Parameter
name="AgentDesktop.contact_label" value="77304" /><Parameter
name="AgentDesktop.ScreenPop" value="" /=< Parameter
name="AgentDesktop.ScreenPop.type" value="voice" />=<Parameter
name="AgentDesktop.media_type_additional"
value="inbound" /><Parameter name="AgentDesktop.CHBrowser.field"
value="mediainteraction.ani" />=<Parameter
name="AgentDesktop.ScreenPop.value" value="{000) 007-
7304" f=<Parameter name="voice.l.connect" value="3" /><Parameter
name="voice.l.ringtime" value="3" />=<Parameter
name="voice.1.stdstate.3" value="active" /=< Parameter
name="voice.1.stdstate.3.active" value="" /=< Parameter
name="voice.1l.stdstate.3.active.reason" value="" /=< Parameter
name="voice.1l.stdstate.3.active.starttime"
value="1264702747" /=< Parameter name="voice.l.talktime"
value="5" /=< Parameter name="voice.l.exit_reason"
value="normal" /><Parameter name="voice.1l.stdstate.4"
value="wrapup" /=< Parameter name="voice.l.stdstate.4.wrapup"
value="" /=< Parameter name="voice.l.stdstate.4.wrapup.reason"
value="101" /><Parameter name="voice.l.stdstate.4.wrapup.starttime"
value="1264702752" /=< Parameter name="voice.l.stdstate.5"
value="terminated" />=<Parameter name="voice.1l.stdstate.5.terminated"
value="" /=< Parameter name="voice.1l.stdstate.5.terminated.reason"
value="101" />=<Parameter name="voice.l.stdstate.5.terminated.starttime"
value="1264702756" /=< fAicEduRecord ></Parameter:
< /Executes
</Datax
</CRSEventReplication:
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6. Conclusion

These Application Notes describe the configuration steps required to integrate the eLoyalty Data
Integration Service with Avaya Interaction Center 7.2. The Data Integration Service was able to
use IC Web Services to request that Avaya IC run a custom workflow and return call data (EDU)
based on an EDU ID. An eLoyalty test application was used to exercise the Data Integration
Service. All test cases passed.

7. Additional References

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

[1] Avaya Interaction Center Release 7.2 Installation Planning and Prerequisites, Release 7.2,
May 2009, available at http://support.avaya.com.

[2] Avaya Interaction Center Release 7.2 Installation and Configuration, Release 7.2, May 2009,
available at http://support.avaya.com.
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