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Avaya Solution & Interoperability Test Lab

Application Notes for Configuring NMS Adaptive Predictive
Dialler with Avaya IP Office R8.0 using Avaya IP Office
TAPI Service Provider — Issue 1.0

Abstract

These Application Notes describe the configuration steps required for the NMS Adaptive
Predictive Dialler module to interoperate with Avaya IP Office. NMS Adaptive Predictive Dialler
is one module of the NMS Adaptive Suite which allows a user to create outbound Predictive
Dialling campaigns using IP Office Deskphones to connect users to the outbound calls.

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 Solutions and Interoperability Test Lab.
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1. Introduction

These Application Notes describe the compliance tested configuration used to validate the NMS
Adaptive Predictive Dialler module of the Adaptive Suite with Avaya IP Office R8.0 using
Avaya IP Office TAPI3 Service Provider. The Adaptive Suite interoperates with Avaya IP Office
using Third Party Telephony Application Programming Interface (TAPI).

NMS Adaptive is a Computer Telephony Integration platform that provides call control, media
blending, progressive and predictive dialling and monitoring functionality to end users. Adaptive
Desktop allows operators to control making and receiving calls via an Avaya handset registered
to the Avaya IP Office. The Adaptive Predictive Dialler module of the Adaptive Suite leverages
the power of making multiple calls per user. The dialler predicts when the next user will become
free and starts to make multiple calls based on its prediction. By the time a user is free, one of the
calls is likely to have been answered and the user can take that call. Overdialling leverages the
power of making multiple calls per user. Unlike fully predictive dialling, however, the dialler
does not try to predict when users will be free: instead, it waits until a user is actually free before
it starts to make calls for them. This guarantees that when one of the calls is answered, a user
will be available to take that call.

The Adaptive Predictive Dialler can have multiple campaigns operating in different modes. This
means that the best dialling method can be chosen based on the exact requirements of the current
outbound campaign. When Adaptive Predictive Dialler is started in Overdial or Predictive
modes, the software monitors the users. As each user becomes available (or is predicted to be
available), the Adaptive Predictive Dialler starts making multiple calls. As soon as a call is
answered, the call is automatically transferred to an available user. The user’s extension
automatically answers the transferred call and the user’s computer displays a campaign call
dialog, showing the user details of the call, such as the name of the person who was called. Any
configured screen pop is also run, presenting the corresponding record in the customer database.
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2. General Test Approach and Test Results

The interoperability compliance testing included feature and serviceability testing. The feature
testing focused on verifying NMS Adaptive handling of CTI messages in the areas of call
control, event notification and routing. Predictive Dialling in an outbound campaign was the
main focus of the compliance testing. Using CTI users who are not on a call are utilised in the
outbound campaign by transferring the outbound call to a user’s deskphone.

DevConnect Compliance Testing is conducted jointly by Avaya and DevConnect members. The
jointly-defined test plan focuses on exercising APIs and/or standards-based interfaces pertinent
to the interoperability of the tested products and their functionalities. DevConnect Compliance
Testing is not intended to substitute full product performance or feature testing performed by
DevConnect members, nor is it to be construed as an endorsement by Avaya of the suitability or
completeness of a DevConnect member’s solution.

2.1. Compliance testing

The compliance testing focused primarily on the following types of calls:
e Predictive Dialler Single Number tests
e Predictive Dialler Multi Number tests

The serviceability testing focused on verifying the ability of NMS Adaptive to recover from
adverse conditions, disconnecting the Ethernet cable for the CTI link and the reboot of Adaptive
server under test.

2.2. Test Results

The following observations were noted during testing:
- Adaptive Desktop does not login a user as a part of the CTI functionality. Call Control is
taken for a user already logged in to an extension.

2.3. Support

For technical support on NMS Adaptive products please contact the NMS Adaptive support team
at:

Web address http://www.nms-adaptive.com/support-options.html
Telephone ; +44 845 612 4000
Email : support@nms-adaptive.com
PG; Reviewed Solution & Interoperability Test Lab Application Notes 30f32
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3. Reference Configuration

Figure 1 shows the network topology for compliance testing. NMS Adaptive Predictive Dialler
which resides on a Windows 2003 Server with IP Office TAPI3 Service Provider to provide a
CTI connection to Avaya IP Office. Avaya 2400 Series digital deskphones are associated with
Adaptive Desktop operators/users giving each Adaptive Desktop user telephony functionality
from the IP Office. Avaya H.323 IP deskphones can also be used to provide telephony
functionality.

Workstation A NMS Adaptive Server Workstation B
— with e L}
@ Avaya TAPI3 SP for Q /
Q o — IP Office § REy
Operator A logged into Avaya 2420 Digital | X | Operator B logged into ! Avaya 2420 Digital

NMS Adaptive Desktop Client Beskphone & | [ NMS Adaptive Desktop Client Deskphone

Private LAN

Physical Connection
to IP Office Ports

BOCIT ; |

Avaya 96xx H.323

Deskphone
s, ) i ek Administration of NMS
Client Session Adaptive Server and
Avaya IP Office \
Simulated
PSTN
PSTN Caller

Figure 1: Connection of NMS Adaptive Predictive Dialler with Avaya IP Office R8.0
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4. Equipment and Software Validated

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

Equipment/Software

Release/Version

Avaya IP Office 500

Avaya IP Office R8.0.16

Avaya 96xx H.323 Deskphone

Avaya H323 IP Office Firmware
Ha96xxua3_Hbas.bin

Avaya 2420 Digital Extension

N/A

Avaya TAPI3 Telephony Service
Provider Client for IP Office Installed on
Adaptive Server.

Avaya TSPI3w.tsp 1.0.0.17

Platform Independent Server with
Windows 2003 Server O/S and NMS
Adaptive Server.

NMS Adaptive Predictive Dialler Release 9.4

Client Workstation with Windows XP
and NMS Adaptive Desktop

NMS Adaptive Desktop Release 9.4
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5. Configuration of Avaya IP Office

IP Office is administered using IP Office Manager installed on a client PC. It is assumed that a
fully working IP Office is in place with extensions and users preconfigured. This section shows
what changes to the IP Office configuration is required for NMS Adaptive Predictive Dialler to
interoperate correctly with IP Office.

Note: A user must be logged into the extension before the Adaptive Desktop can assume control
of the extension.

5.1. Configuration of Avaya IP Office Users

Each user needs to be configured to allow the do not disturb feature. Click on User Rights in the
left window select the user right associated with the users. In the example below this is called
Agent. Under the User tab ensure Enable do not disturb is ticked as shown. Enter a suitable
name for the User rights as this will be referenced in the User configuration to follow. Click OK
once the information is entered correctly (not shown).

i Avaya IP Office R8 Manager 00EO0702DB9A [B.0(16)] [Administrator{Administrator)]
File Edit View Tools Help

i 0DEDO702D89A ~ User Rights + Agent AR EEE \ v 28

IP Offices

89025 Occ Inspect ~
9500 paulg9s00 =
89901 popey Mame |Agent
59107 SIP Handset i
500 TAPI:S00

501 TAPL:501 § ~| Mot part of User Rights v
502 TAPL:S02 : — —————— =
503 TAPL:S03 Priority

89021 Vacant Clean |s v | Mot part of User Rights v \
89022 VacantInspected = — =
89020 Yoicemail 2 Do not disturb

89300 YoiceMail SIP
89301 Voicemail SIP1
89302 Voicemail SIP2

Locale

Enable do not disturb | Mot part of User Rights v/

& 89303 Yoicemail SIP3
[+ f§ HuntGroup (5)
(-8 Short Code (66)
B service (0)
& ol RAS (1)
# Q Incoming Call Route {3)
@ WanPort {0}
@ Directory (0)
£ Time Profile (0)
# @ Firewall Profile (1)
i+ [l IP Route (2)
#m Account Code (0)
[+ @, Licence (58)

& Tunnel (0

Configuration Ite... Record Description
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Expand on User in the left window and select the user to modify. Under the User tab in the right
window ensure that Working hours User Rights is set to that user rights configured above.

IP Offices E Extn8910: 8910
2 Voicemail DND ‘ ShortCodes | Source Mumbers | Telephony | Forwarding | Dial In || voice Recording || Button Programming

. System Phone Rights |None v |
g RemateManager — ==
§r 8911 Extaott Profile | Teleworker User v

204 Extn204 T

SHEE i oes [[] Receptionist

206 Extn206 Enable Softphone

Zg; ::::zg; Enable one-X Portal Services

8004 Extna004 Enable one-X TeleCommuter

89000 EXTE9000 Enable Remote Worker

§9001 Extng9001

89002 Extn89002 [ Ex Directory

89003 Extn&9003 ! =

89004 ExtnB9004 Device w Avaya 2420

89005 Extng900s Type

89006 Extn89006 User Rights

89007 Extn&9007 5

89011 Extna9011 User Rights view [Worldng hours User Rights v ‘

SIZENE9012 Working hours time profile

89013 Extng9013

89014 Extn89014 Working hours User Rights !Agent v ‘ I

89015 Extng9015

39016 Extn39016 il Out of hours User Rights

89017 Extng9017

59018 Extn89018

[
2010 Evkaf010

5.2. Adding IP Office Users for Predictive Dialling

Adaptive Predictive Dialler uses an IP office extension in order to make an outbound call in the
Predictive campaign and then transfers the caller to an Adaptive user. To add a new IP Office
user right-click on users in the left window and select new as highlighted below.

i} Avaya IP Office RB Manager 0OEO0702DB9A [8.0(16)] [Administrator(Administrator)]

File  Edit View Tools Help
i 00E00702D39A - User > 500 TAPL:S00 i E-d| A& Q \ v 28
B OFf SE AH U0 U0
1] MNew Chrl+h — ) \ —_—
o 7 des | Source Mumbers | Telephony | Forwarding | Dial In | Voice Recording | Button Programming
=4 Mew User Rights from user e 5 e - e . -
§ & 1 Cut Chrl+
§+53 Copy Ctrl+C
£
7<| Delete Ctrl+Del fes
o Vvalidate ances
| 3
‘ Apply User Rights to users
Copy User Rights values to users
TBYIUTEXEII0S ‘
89004 Extn89004
39005 Extn89005
59006 Extn39006 . U [‘
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This brings up the user window as shown below. Enter a suitable Name and Password for the
new user along with the Extension number and Profile which should be set to Basic User. Click
on OK once configured correctly.

Note: A new user must be added for each simultaneous outbound call required.

File Edit View Tools Help
i Q0ED0702089A

T User
IP Offices

& 8208

", 8007 2010

", 8006 2011

", 8003 3011

", 8002 4010

", 5001 4011

", 8000 8900

", 8004 8901

", 8005 8902

& 28911

& 189110
=§ User(s0)

g NoUser

#rg RemoteManager
e 8911 Ext8911
204 Extn204
205 Extn20S
206 Extn206
207 Extn207
208 Extn208
5004 Extn3004
89000 Extn39000
89001 Extng9001
89002 Extn89002
89003 Extn89003
§9004 Extng9004
59005 Extng900S

o

i Avaya IP Office R8 Manager 00EO0702DB9A [8.0(16)] [Administrator{Administrator)]

irs-dIEERN v o2

Ext8911: 8911*

T 8911 Ext911

User %Voicemail | DND | ShortCodes | Source Numbers Telephony | Forwarding | Dial In | Voice Recording || Button Programming | Menu Programming | Mobility | Phone Manager Opf

Narme [Extaont |

Password ‘ ki

Confirm Password ‘******

|
|
Full Name: [ ‘
|

Extension 8911

Locale l ;‘
Priority ‘ S o S I ‘L‘
System Phone Rights |None Bt \

[] Receptionist
Enable Softphone

[[] Enable one-% Portal Services
Enable one-X TeleCommuter

[] Enable Remote Worker
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6. Installation and Configuration of Avaya IP Office TAPI3

Service Provider

TAPI3 Service Provider is included in the IP Office CTI Link Software Development Kit (SDK)

located on the DevConnect website (http://www.avaya.com/gcm/master-usa/en-

us/corporate/alliances/devconnect/index.htm ) under the product name IP Office. Once

downloaded the install is initiated by running TAPI3Install.exe as shown below.

g 2
My Computer File  Edit

View Favorites

Tools  Help

& C:\Documents and Settings\AdministratorDesktop'SDK 2.0 DEYCONNECT SITE

Bk v &) v ¥ | - search ([ Folders | & 3 X B ‘ (o]~

=2

_Df

putty.exe

_‘3 Autorun.inf

1?; 5 s
@go.bat
€ |index.htm

Ej readme.txt

| My Metwork |

BN rapiainstall.exe

1 KB Setup Information

1 KB Shortcut ko Program

1KB Windows Batch File

4KB HTML Document

1KB Text Document

1KB Text Document
3,637 KB Application

-] Address Il{_‘j C:\Documents and Settings\AdministratoriDesktop\SDK 2,0 DEYCONMNECT SITE
Mame | Sizel Type | Date Modified I Attributesl
Chtml | File Folder 07/11/2011 13:47
[2)5amples File Folder 07/11j2011 13:47

03/10/2001 11:41
03/10/2001 17:31
12412/2001 16:38
12/06{2006 10:26
22/10{2003 12:59
12/07/2006 13:38
22/10{2003 16:19

b= T = T~ ~ I

To configure the TAPI Service Provider, navigate to Control Panel and right click on Phone
and Modem Options and properties as highlighted below.

PG; Reviewed
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§- Control Panel

File Edit View Favorites Tools Help

&) Back ) r b [ - Search | Fald

Address IG Control Panel

Mame = I
& Accessibility Options

% Add Hardware

'i)Add or Remove Programs

4@ Administrative Tools

'“ Automatic Updates

¥ Date and Time

§~ Display

|3 Folder Options

[ZHFonts

‘& Game Controllers

:(’Internet Options

@)Keyboard

‘#~Licensing

)Mouse

1 - ki
P Phone and Modem Options
ot
‘kpower Options

Q2 -
<\ Printers and Faves

babloddodia-Daum
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Click on the Advanced tab and highlight Avaya IP Office TAPI3 Service Provider and click
Configure.

Phone and Modem Options ! 21 xi
Dialing Rulesl Modems I

h! = The following telephony providers are installed on this computer:

Providers:

2Avava P Oftice T, e
Microsoft H.323 Telephony Service Provider
Microsoft HID Phone TSP

Microsoft Multicast Conference TAPI Service Pravider
NDIS Prosy TAPI Service Provider

TAPI Kemel-Mode Service Provider

Unimodem 5 Service Provider

Add... | Remove Configure... |

oK I Cancel | Soply |

Enter the IP Office IP address into the Switch IP Address box. Select Third Party and enter the
IP Office Administrators password into the Switch Password box. Ensure WAV Users and
ACD Queues are ticked as shown below.

Avaya TAPI3 configuration x|

Switch IP Address |1 92.168.30.31

Cancel

" Single User

User Name |
User Password I

*' Third Party

Switch Password | NN
= Ey Birectonilsers
vV Wwav Users
v ACD Queues
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7. Configuration of NMS Adaptive Predictive Dialler

This section outlines the steps necessary to configure the NMS Adaptive Predictive Dialler to
enable the Adaptive Desktop users use the Avaya IP Office deskphones in a predictive dialling
outbound campaign. All configuration changes on the Adaptive Server are done through
Adaptive Management Console installed on the Adaptive Server.

Note: Installation of the Adaptive CTI software is outside the scope of this document, for
additional information regarding the installation please see Section 10 of these Application
Notes.

7.1. Configuration of NMS Adaptive CTI Gateway

The steps below describe the configuration for Adaptive CTI Gateway. This configuration
enables the Adaptive Predictive Dialler communicate with IP Office via TAPI. Open the program
Adaptive Management Console as shown below.

NMS Adapiive Engineer

\g Manage Your Server 5! My Computer
Gl———{ o H- - . - 1 ’

SRl Command Pro o) windows Catalog
. % windows Update %
(__ / windows Expl =1 winzip

: H I@ Accessories
f\‘? Adaptive Deskl =y adrministrative Tools

oy I@ Dell Accessoties
@ Notepad ) Startup
P [T Symantec Client Securit

Adaptive Manat @ Y i

Console [T WinPcap

[T WinZip
@ Adaptive Predic ) Wireshark
; I@ Wisdom-soft ScreenHunter S Free

Iz WordPad

’é Internet Explorer
‘g Paint
ﬁ Adaptive

%) Outlook Express
LG () Microsoft SQL Server 2005 »

v v Vv Vv Vv Vv v v

\~| Adaptive Predictive Dialler

.. Remote Assistance K Uninstall Adaptive Call Recorder
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Enter the appropriate credentials into the Adaptive Management Console login screen as
shown.

FR Adaptive Management Console
File Wiew Config Server Activity Resl-Time Historical Display ‘Window Help

Bl,c8l V0

Adaptive Management Console | ® SHARING

Please enter your user name and password.

User name: IAdministlalor

Password: |

[0k | concel | Heb |

F

Once logged in configure the CTI Gateway Service by clicking on Config in the toolbar at the
top of the screen and under System select CTI Gateway Service as shown below.

BB adaptive Management Console B SHARING

File View _S_e'rver Activity Real-Time Historical Display Window Help

Users and Teams
Message Rules
Dialling Campaigns
Macros and Screen Poj

ing Processor Service

SQL Exporting Service

‘Web Gateway Service

Message Database Administrator
Adaptive Helper Service
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The Adaptive CTI Gateway Configuration window opens. Select Client Server Comms tab
and select TAPI 3" Party for the Telephone system as highlighted below. Click Settings to
configure the TAPI Settings.

File View Config Server Actjvi

F1 adaptive Management Console L

by Real-Time Historical Display  Window  Help
1

AN Adaptive CTI Gateway Configuration

3 ™ SHARING

Extensions

— Communication with Adaptive Desktop

" Use P address:

% Use hostname:  [NMS_TEST_Server

Port number: l54321

auto-detect |

™ Use default telephone extension numbers for users

— Communication with the telephone system

I Telephone system: I TAPI 3rd Party

jl Settings... J

Adaptive Switch Simulator
Go Connect
Inter-Tel Auxess

TAPI 3rd Party

Blendi Banned Numbers | Busy Lamp Field Restrictions |
I Client Server Comms I CLI Matching and Contacts List | DoNotDistub

Apply

The TAPI (Third Party) Settings window opens. Click the Avaya IP Office button under the
Line device identification tab and click OK to submit. All other entries are default.

PG; Reviewed
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(]

— Conr
@
i

Port

— Com
Tele

TAPI (Third Party) Settings

® SHARING

Bl I Line device identification l DND settings | Trace information (diagnastics] |

~ Click one of the following buttons to apply preset values:
Alcatel Panasonic KX-TDA
I Ayvapa IP Office Samsung OFFICESERY
LG IPECS Siemens Hi-Path 170
LG LDK /ipLDK Siemens ECSTA 150 |

x|

IV Prefiz extension numbers with this string:

]IP Office Phone:

& No suffix ignore characters after the extension number)

" Suffix extension numbers with this string:

0K

Cancel Loply

gt
b

x|
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Click on Dialling properties on the Adaptive CT1 Gateway Configuration window as shown

below.

Adaptive CTI Gateway Configuration

— Communication with Adaptive Desktop

= Use P address:

Fort

& Use host name: [MMS_TEST_Server auto-detect |

[~ Usze default telephone estension numbers for users

nunber: |54321

— Communication with the telephone system

Telephone systern: IT'e‘Pl 3rd Party x| Settings... |

I Dialling properties. .. II

Elending | Eanned Mumberz Buzy Lamp Field Restrictions I E stengions
Client Server Comms I CLI Matching and Contacts List I Do-Mot-Disturb

Ok I Cancel | Appl | Help

Prefix numbers for outside lines and appended numbers are added for the system on this screen.
The information added here is non-specific as it is unique for each site. Once the relevant
information is added, click OK and OK on the Adaptive CTI Gateway Configuration window,

14 of 32

as shown.
[ Sraciic B3]
Elending I Banned Numbers I Busy Lamp Field Restrictions I Extensions l
Client Server Comms | CLI Matching and Contacts List _J Do-Not-Disturb
Dialling Properties x|
[ — Append digits or characters to all outbound dialled numbers
C Usell v When the dialled number is longer than this many digits: |4
« Usek append these characters [and then dial): |u
Port numt
— Special measures when dialling external humbers
I~ Usec IV identify a dialled number as external [i.e. not a local extension] if it:
" starts with these digits: ||j
+" is longer than [digits): |5
~ Communic | i ihich case:
Telephon ¢« before dialling, always prefiz with these digits: Ig
" always use this account code: |1
Carcel_|
0K Cancel I Loply Help
PG; Reviewed Solution & Interoperability Test Lab Application Notes
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7.2. Configuration of NMS Adaptive Predictive Dialler

This section shows the configuration steps necessary to select the IP Office extensions used for
predictive dialling. Adaptive Predictive Dialler dials selected telephone numbers and the client
then gets automatically transferred to the Adaptive Desktop user. Open the program Adaptive
Predictive Dialler as shown below.

— [ .
Command Pr o windows Catalog
oy 4 windows Update >
(_ / windows Expl 1) winzip
il I} Accessories o S—
-‘E“p Adaptive Deskh i@ Administrative Tools >
I Dell Accessories 4
Adaptive Manat -~
Console [ startup L2
— i@ Symantec Client Security »
@ Notepad ™) WinPcap >
I winzip >
E Adaptive Predic i’@ Wireshark » ' Adaptive Desktop
‘ i@ Wisdom-soft ScreenHunter 5 Free  » 4l Adaptive Management Console
4] Paint & Internet Explorer |9 Adaptive MDBE Data Extraction Tool
o~ () Outlook Express 3
| .3 WordPad .. Remote Assistance

Uninstall Adaptive Server

Log OFF @ Shut Down

Click on the Assign Extensions icon at the top of the screen highlighted below. This opens the
Assign Extensions window. Click on the new extensions icon at the top of that window
highlighted and enter the IP Office Extension Numbers that will be used for dialling out by the
Adaptive Predictive Dialler. Click OK on each window to save the configuration.

B Adaptive Predictive Dialler 1 m =1a x|
File View Settings pdn_l

' v

dals v

Users assigned to the predictive dialler Extensions assigned to the predictive dialler

User

Opa

<

\ Extension | Status | DND | Number Exten... | Status | Number [
8311

Extensions:

831

Predictive dialler retrieval queues

;1
| Predictive calls i

Queue —
Call Quee Enter Extension Numbers % srarinc B
oK Cancel I Enter one or mare extension numbers, separated by commas:
Unanswered: lxxxx, yowy, 2222
Engaged: I 0K " c |
Unobtainable: == I
|
Calls per free user: IU Calls: IIJ J
Expected call duration: I'— Users: [ﬁ—
< | Ll Running time: [_ =~
Ready [ e 2
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7.3. Configure Adaptive Predictive Dialling Campaign

Open the Adaptive Management Console as described in Section 7.1. Select Config in the tool
bar and click on Dialling Campaigns as shown below.

BB adaptive Management Console

File Wiew Server Activity Real-Time Historical Display MWindow Help

|32% Free Space [ o | Z

Allows to create and organize campaigns and assign them to queues

Enter a suitable name for the new campaign.

¥ Adaptive Campaign Editor - Campaigni1
File Edit View Campaign Window Help

Bl - ) (&$E Fole

Narme: INew Predictive Campaign I
Calls ta make: :ml_'.]-l-l
| Telephone number | Contact Name |
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Select Campaign from the top toolbar and Settings as shown below.

¥ Adaptive Campaign Editor - Campaign1
Eile Edit Yiew | Campaign | Window Help

s : Import from File...
| — &) ;
3 @ I Import from Clipboard
- Expork..,
I~ Remove Duplicates
Name:  [New
A5sidn Campaign ..

Calls to make:

Telephone nur

Select the Predictive Dialler tab. Ensure that Make this a predictive dialler campaign is
ticked. Select Predictive — talk time (seconds) for Dialling mode and Make rescheduled calls
predictive for Rescheduling. Click Apply once all necessary selections are completed.

¥ Adaptive Campaign Editor - Campaignl Ii= ]ElL)_(_l
Fite Edit ¥iew Campaign Window Help
— = “u I —_— = I =IO I 1
e & x|
Wrap-up and Retries I Call Dialogs | Result Codes Be‘schetduH
Fields I Select Queue I Screen-Pops Predictive Dialler
Name: P .
ik |New [V Make this a predictive dialler campaiare
Calls to make:
Calls per free user: |3
Telephone number |
~ Dialling mode
" Overdial
' Predictive - talk time (seconds): |30 I
— Rescheduling
@ Make rescheduled calls progressive
(¢ Make rescheduled calls predictive
— Reschedule abandoned calls [pled”lcti\-c}
Retry answered abandoned calls after: |72 Hours
L T P | e
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Select the queue to which the Predictive Campaign belongs to under the Select Queue tab, click
Apply once selected.

¥ Adaptive Campaign Editor - Campaigni 3 = | EILEI
File Edit View Campaign MWindow Help

= = : Z e = 0 =zl 0 = 0 =

B H x|
Wirap-up an: T ialogs | Result Codes I Rescheduling I
Fields Select Queue Screen-Pops l Predictive Dialler

Name: INew Predictive C

Lol mole Queve:

Telephone number | ¢

Please select the queue for this campaign.

The campaign will NOT be added to the
queue until you select Assign Campaign

_ 2 ki I apply 2 elp l

The Predictive Dialler fields such as Contact Name or Telephone Number can be altered or
added to by selecting the icon highlighted below in the Fields tab. These fields will be evident in
Section 7.4 when adding calls to a campaign.

¥ Adaptive Campaign Editor - Campaigni | -VI Cllil
File Edit View Campaign Window Help

= . i — - I o I — 1

L rerree—
oo angisies | Colbisbgs | ResiiCodes | Rescheking
befetlibaiitie Fields SelectQueve |  ScreenPops | Predictive Disller

Name:  [New Predictive C Fidlde: I.j 1) ]

ialle b aks; Field Name | Field Type I

Telephone number L Telephone Number Telephone number
Contact Name Standard
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The default rescheduling time can be altered under the Rescheduling tab.

File Edit View Campaign Window Help

¥ Adaptive Campaign Editor - Campaigni

10 X

2 b

]

Campaign Settings 3

Telephone number ot

Maximum reschedule time:

|31 days

Fields | .Select Queue I Screen-Pops I ictive Di - k
‘Wrap-up and Retries I Call Dialogs | Result Codes Rescheduling
Name: INe Predictive C - '
2 d Default reschedule time: | hours IU minutes
Calls to make:

x|

v Allow users to reserve rescheduled calls for themselves

Please note: This option will not have any effect if this campaign is predictive
and you have chosen to make rescheduled calls predictive.

- o I épply

Once a call is completed a result code must be entered to report on how the call was finished, for
example if the agent made a sale or if the customer was not interested or perhaps would require a
call back in the future. Click on Result Codes tab and select the icon highlighted to Add result
code. Enter a suitable Meaning and choose an Action from the drop-down menu. Click OK
once completed.

[ ox |

Help |

¥ Adaptive Campaign Editor - Campaignl

File Edit View Campaign Window Help

(=] e

B o b

Campaign Settings = )

x|

- Fields |  SelectOueve |  ScreenPoc Predictive Dialler
\Wap-up and Retries | Call Dialogs Result Codes Rescheduling
Neme: INew Predictive C |} ers may use the following result codes: = . .
Calls to make: Code (humber) | Meaning (text] | Action | Wrgﬂ_
Telephone number BE

Add result code i x|

Code [humber): |1

Meaning [text]:  [The sale is made

Action: I Contact completed ;]

[ o 1] Cancel |
- & I it I =i I el I
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7.4. Adding callers to a campaign
Click on the icon highlighted below to add some users/numbers to the predictive campaign.

=1oi x|

¥ Adaptive Campaign Editor - Campaign1 W

File Edit Yiew Campaign Window Help

Bl

Bak e ) $B [@0

o
Name: ,lNew Predictive Campaign
Calls to make: | )
Telephone number | Contact Name [

Note the fields present in the Add Call window. These fields correspond to those added in the
Section 7.3 above. Click on OK once completed. Any number of calls can be added to the
campaign.

¥ Adaptive Campaign Editor - Campaigni = =10{ x|

File Edit Wiew Campaign Window Help

a0 i - g o = = :
Badl ) 186 @lolye
x|
Name: IN S Telephone number: 0871234567
Calls to make: Contact name: Paul
Telephone number _Contact - Custom fields

| I =] o |
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7.5. Adding Adaptive Users

Open the Adaptive Management Console as described in Section 7.1. Under Config select
Users and Teams highlighted below.

EB adaptive Management Console N | ..|g|_)_<_]
File View |Conﬁg Server Activity Real-Time Historical Display Window Help

Message Rules

Dialling Campaigns

Macros and Screen Pops
System >

Select the Users tab and click on the Add button highlighted below.

T 2 N - = ] F
Adaptive Management Con nfiguration Editae _?J_’_q = lgl_X_i

File View Config Server Activits
i-r.i_ I [Users JTeams|

The following users can log in:

o il Edit.. | nmove'l
|

Name | Team

Log out selected users I

ok | cancel | b | Hep
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The Add User window is opened, under the Name and Details tab enter a suitable Name and
Password and click Apply.

FR adaptive Management Cons

File View Config

I

Server Activiks

=

=

Name and Details Queuesl Macrosl Permissionsl Email Pern\issionsl'

MName: |g pA
Password:
Team: <none> ;l
Display name:  |Op &
Default telephone extension number: l
I” DefaultlanguageSelection |EnalishilUK) #
— Custom [email) addre:
I Use display name [above] as "From' on emails sent by this user |
Emails sent by this user will appear to be from:
Email address: I
— Custom [email) signature for this user (if required):
=
=
Font Selection I
[ ok ]| coce |[[ 2o | beo

=0l x|

S i i —

Select the Queues tab and click on the icon highlighted below. The Select Retrieval or
Forwarding Queues window is opened. Select the required queue that will be associated with
the new user and click OK.

¥R adaptive Management Cong]

Eile View Config Server Activity

I

V&l

Add User

Mame and Detaﬂs Macros | P

Retrieval queues

i '-nlernaiIF’ i '.nsl

L

Select Retrieval or Forwarding Queues ) ] X]

Select one or more queues from the list below, then click OK:

Undeliverable

e 1 l

Cancel

I™ User-specific blending time:

r.'t_' seconds

oK Cancel LSpply Help

=101 x|
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Click on the Permissions tab and select the Module Permissions required for the user, the
example below shows all possible modules selected for the user. Click on OK once selected.

Flle \iew Config ‘Server Activit

o ! Name and Details | Queues | Macros E'mail Pemissions |

— Module Permissions

v EMail

IV Progressive Dialling
V' Predictive Dialling
IV WebChat

[ Use Management Console
[~ Bestict Acress to Histarioal Call Becarding Beport

Additonal Permissions |

Cancel I Apply I Help |

Crv Uale, meme~ C4

| P T 2 A
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7.6. Configure Adaptive Desktop
Open Adaptive Desktop as shown below.

Adaptive Predic ) Wireshark
I@ Wisdom-soft ScreenHunter 5 Free
Paint € Internet Explorer % Adaptive MDB Data Extraction Tool

: %) Outlook Express \~ Adaptive Predictive Dialler
WordPad

: [T) Accessories [
% Adaptive Deskt (=) administrative Tools »
: [7) Dell Accessories »
Adaptive Manac -
ernks [T Startup »
[T) Symantec Client Security »
Notepad [T) WinPcap »
[T winZip »
»
»

4y Adaptive Management Console

N e [3) @ B

.. Remote Assistance 2K Uninstall Adaptive Call Recorder
4 3% Uninstall Adaptive Server
[T Microsoft SQL Server 2005 C

Log Off @ Shut Down

This opens the Adaptive Desktop window as shown.

@@ Adaptive

all Proarams

Boadoptvevesito e D]
File Message View Help

o £ Y - 3 3 3
@ At | ol

[not logged in 7

@

ety

_
- y

Microsoft -

Windows Server 2003

"“*Adaptive
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Click on the Login Icon highlighted. This opens the Adaptive Desktop — User Login window,
Enter the required User name and Password and click OK.

Adaptive Desktop - User Login i ':‘.H:r-
Please enter your user name and password.

Username:  [opa

Password: l

— Module P
= Gl 7| Progressive Didlling

I Adaptive Desktop
File  Message View Help I~ SHi5 I Predictive Dialing

= 1= - = Etfai = /ebChat
=¥ ‘

— Automatic login options

‘When the Adaptive Desktop starts on this computer, automatically log
r in using:
q:
& the User name and password entered abiove

Mot logged in

€ the curtent Windows User name

Cancel I Help |

Once OK is clicked above the Set Telephone Extension window opens. Enter the IP Office
extension that is to be associated with the Adaptive Desktop operator and click OK.

Set Telephone Extension | ™ SHARING

Enter your telephone extension number in the box below:

Ixxx»d I~ Remember this extension on this computer
| 0K I Cancel I

I%. Adaptive Desktop ————T—

File Message View Help

53 B gl O S A S
[Not logged in 4

Once logged in information on messages, calls, and Call Queue is displayed as highlighted
below.

B adaptive Desktop - Op A - <automatic>
File Message Yiew Help

B3@=0 6

Total 0 messages, Ocalls  Call Queue->0,0
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8. Verification Steps

This section illustrates the steps necessary to verify that the NMS Adaptive Predictive Dialler is
connected to the IP Office correctly.

8.1. Verify that Avaya IP Office TAPI Service Provider is running
correctly

Open Phone Dialer (Windows program installed on all Windows platforms) on the Evolution

Server where TAPI is installed. Click on the Tools menu and select Connect Using. Another box

opens as shown below. Open the Line dropdown box and all the IP Office users should here as

an available line to use.

F 5
Microsoft I '
Windows Server

Choose any line and in the box Number to dial enter a valid IP Office extension number as
shown below and click Dial. The Phone Dialer should successfully call the chosen extension
number.

<& Phone Dialer

File Edit Tools Help

Number to dial: i~ Speed dial

Currently dialing: 92012

L= e R 1= - 1 B L
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8.2. Verify that NMS Adaptive Server has CTI functionality

Open Adaptive Management Console as shown in Section 7.1. Click on Server Activity in the
top menu and Telephone Events as shown below.

BB adaptive Management Console

File W¥iew Config Real-Time Historical Display Window Help
Message Processor 3 .
Telephone Events
Data Controller
Web Gateway

CR Archive

Telephone Events and status are displayed in the CTI Gateway window as shown below.

FB adaptive Management Console — _m;lg'ﬂ

Fite Yiew Conofiq Server Activity Resl-Time Historical Display ‘Window Help
W CTI Gateway » SHARING - icd o o] oo |

I Telephone Events and status Save output to file I
|Initialising telephone system - please wait... AI
201111417 16:08:19 linelnitializeE #() succeeded

2011411417 16:08:19 Found 17 devices
201111417 16:08:19 _Dealw/ithTAPIE ventsThreadProc beginning

2011411417 16:08:19
|IineNegotiate.&PNersion for device 0 returned 8000000c (-2147483636), dwaPlVersion = 20000

2011411417 16:08:19
lineNegotiatePlYersion for device 1 returned 8000000c [-2147483636), dwaPlYersion = 20000

2011411417 16:08:19 ¥
< | »

Connected users and extensions

User | Extension | Status
Op A 8910 Available
OpB 8911 Available
administrator Logout
<« | i3
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8.3. Verify Predictive Dialler is operating correctly
Open the program Adaptive Predictive Dialler as shown below.

— [P "
Command Pr o windows Catalog
4 windows Update >

£ ~; ./ Windows Expl w WinZip

I} Accessories [ EE—

“té Adaptive Deskt (=) administrative Tools >
. ) Dell Accessories >
Adaptive Manag -~

W Console M) Startup >
e i@ Symantec Client Security >
@ Motepad i@ WinPcap >

I Winzip >
@ Adaptive Predic i@ Wireshark » ' Adaptive Desktop

|7 ‘Wisdom-soft ScreenHunter S Free  » 4y Adaptive Management Console
‘_‘l Paint & Internet Explorer % Adaptive MDB Data Extraction Tool

. [:2] Outlook Express Ac
|3 WordPad - %
e ;

. Remote Assistance Uninstall Adaptive Call Recorder
=X Uninstall Adaptive Server

Once opened the Adaptive Predictive Dialler window shows information on the Avaya
Extensions assigned to the predictive dialler, Users assigned to the predictive dialler.

B8 Adaptive Predictive Dialler

Users assigned to the predictive dialer Entensions assgned to the predictive dialer
User Extension | Status DOND | Number Extension Status Numbee
LukeMarchant 1011 Available off 1040 fnging 01225240618
Imienztos 1016 Availsble oft 1041 fnging 01730858485
HarethKhakan 1ms 15T BREAK OoN 1042 mgng 01877619755
RhyCorleit uzer logged cut oft 1043 mgng 01914421567
TheaCaneras user logged cut off 1044 avalable
SatwinderKaur m7 Available off 1045 avadsble
DavidCurtis 104 linging off 07846732336 1046 avalabie
BerHorock 1010 laking oft 01438211831 1047 avaiable
JasonCoine 1003 Available off 1049 avalable
1050 avadable
1025 avalable
1024 avalsble
1022 avalable
1004 avalable
1019 avalable
1056 avalable
1055 avalable
1029 avalable
1006 avalable
1027 avalable
1018 avalsble
1020 avalable
Predictive dialer retneval queves Call statistics for today:
Queue Prediclive cals Progressive calls Dialed 447
4 40 0
OVER SIS 2 5162 ° Connected: RE3 31.5%
oLl 20 0 Abandoned answered: 1 7%
LoL3 0 0 Unanswered:
QUANTUM 28 0 = Rt
OVER 505 0 0 Ergaged 5 11%
Unobtainable: 5 1.1%
Calls per free user [5— Cals [_4—
Expected call duation: "overdisling”  Usees: [4
Running time: W
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Reports on predictive calls made are available on the Adaptive Management Console. Open
Adaptive Management Console as shown in Section 7.1. Click on Historical in the top menu
and Campaigns - Single Campaign Report as shown below.

FB adaptive Management Console

File View Config Server Activity Real-Time l[jstorlalpjsplay SWindevs

M

Call Duration By Result
Multi Campaign Report:

Select the predictive campaign required from the Select Campaign window.

FR Adaptive Management Console

Select Campaign
Select one campaign from the following fist:

Name | Date | Results
MR 18052011 5/18/20111211:16.. 1

MR 1805 5/18/2011 204:18PM 0

MR 1805 5/18/2011 207.05PM 1

MR 5/18/2011 419.50PM 924
LOFTSPACE :

{ u/s2u

PREVIOUS 20 5/20/2011 4:30:43 PM
TA 5/23/2011 11:46:03 ...
TA2 6/23/2011 3:11:51 PM
TA2 5/23/2011 31411 PM
MR 230511 5/23/2011 3:40:23 PM
MR 2011 5/23/2011 3:56:20 PM
MR TA 5/23/2011 5:32:23 PM
MR 240511 5/24/2011 12:53:08 ...
TA 24 5/24/2011 4:20:01 PM

e [T
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An example of a report showing the predictive calls made and the results of these calls is shown
in the report below.

" Elle Miew Config Server Activity Real-Time Historical Display 18] x]
Ij7 ] £
Ve

Diate and time I umber I Mame ! Engaged i Unanswered | Rescheduled | Result 1 Code i Lser l Prep time l Dial time &
20110519 13:,.. 01202515619 Paul Wheatley o o o Mot Interested z CarolWalsh Os Os
20110519 1 07959355975 Waters 1] 1 1] Mot Inkerested 2 Carolwalsh Os Os
20110519 1 01929553733 Rowe o o o Mot Inkerested z CarolWalsh Os Os
Z011/05/19 1 01202549419 BARTLETT [u] [u] [u] Mot Interested Z CarolWwalsh Os Os
Z011/05/19 13:.., 01202552133 Murphy n] n] n] Mot Inkerested 2 CarolWalsh Os Os
2011/05/19 15:... 07979265458 Turner o 1 o Mot Inkerested 2 Carolalsh Os Os
20110519 1 07976027093 Garside o o o Mot Inkerested 2 CarolWalsh Os Os
2011J05/19 13:,.. 07974240401 Phillips 1] 1] 1] Mot Inkerested 2 CarolWalsh Os 0s —
201100519 13:.., 07974116342 ‘illiam Hill [u] 1 [u] Fact Find 1 CarolWalsh Os Os
20110519 1 07970620134 Gunovsky o o o Mot Inkerested 2 CarolWalsh Os Os
2011J05/19 13:... 07959802850 Elizabeth Harn o o o Mot Inkerested 2 Carolwalsh Os Os
2011/05/19 13:... 07967400697 MCDOMNALD u] u] u] Mot Interested 2 CaralWalsh Os Os
20110519 1 07966449770 Goodman o o o Mot Inkerested 2 CarolWalsh Os Os
2011J05/19 13:... 07963455012 Kennedy o o o Mot Inkerested 2 Carolwalsh Os Os
201140519 14:... 01425617653 MASON o o o Mok Interested 2 CarolWalsh Os Os
20110519 1 01202573869 Patricia Lurens o o o Mot Inkerested 2 CarolWalsh Os Os
Z011J05/19 14:,., 01202514594 Sherwood o o o Mot Inkerested z Carolwalsh os os
2011/05/19 14:.,, 01202431706 Mansell 1] 1] 1] Mot Inkerested 2 Carolwalsh Os Os
20110519 1 01202453751 Hopkins o o o Mot Inkerested z CarolWalsh Os Os
Z011J05/19 14:,.. 01202795480 Morland o o o Mot Inkerested z Carolwalsh os os
2011/05/19 14:,,, 07940401704 Moulton 1] 1] 1] Mot Inkerested 2 Carolwalsh Os Os
2011/05/19 1 01425271010 MCMASTERRA... 0O [u] [u] Mok Interested 2 CarolWalsh Os Os
Z011f05/19 15:,,, 07200951638 Eriers o o o Mot Inkerested z CarolWalsh Os Os
20110519 15:,,, 07890326763 Hopking 1] 1] 1] Mot Inkerested 2 Carolwalsh Os Os
2011/05/19 1 07582973595 CONWAY [u] 1 [u] Mok Interested 2 CarolWalsh Os Os
20110519 15:,.. 01202650308 Bird o o o Mot Inkerested z CarolWalsh Os Os
2011/05/19 15:.., 01202733743 il ] ] ] Mot Inkerested 2. CarolWalsh Os Os
2011/05/19 1 07854523797 Thomas o o o Mot Inkerested 2 Carolwalsh Os Os
2011f05/19 15:,., 07842604343 ‘Wrobel o o o Fact Find 1 CarolWalsh Os Os
2011/05/19 16:... 01202674542 Parker a 1] a Mot Inkerested 2 CarolWalsh Os Os
20110520 1 07958595519 Prasad 1] 1 1] Mot Interested 2 Caralalsh Os Os
2011f05/20 10:,.. 01202304595 Isidra o 1 o Mot Inkerested 2 CarolWalsh Os Os
2011J05/20 10:,., 01202380709 Barents 1] 2 1] Mot Inkerested 2 Carolwalsh Os Os
20110520 1 01 202486952 Prosser 1] 2 1] Mot Interested 2 Caralalsh Os Os
20110520 10:,.. 01202640120 EBell o 1 o Mot Inkerested 2 CarolWalsh Os Os
2011/05/20 10:,., 01202696536 DANEY o 1 o Mok Inkerested 2 Carolwalsh Os Os
2011/05/20 1 01425611555 FOGDEN o 2 o Mok Interested 2 Carolwalsh Os Os
2011/05/20 10:,., 073B6654631 MOTT [u] 1 [u] Fact Find 1 CarolWalsh Os Os
Z011J05/20 11:,., 07972659730 Fulmar 1] 3 1] Mot Inkerested z Carolwalsh 0s 0s
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9. Conclusion

As illustrated in these Application Notes the procedures for configuring NMS Adaptive
Predictive Dialler to interoperate with Avaya IP Office R8.0. Using the configuration described
in these Application Notes an outbound Predictive Dialling Campaign was tested. During
compliance testing, all test cases were completed successfully any observations are outlined in
Section 2.2.

10. Additional References

This section references documentation relevant to these Application Notes. The Avaya product
documentation is available at http://support.avaya.com.

[1] TAPI Link installation Doc # 15-601034 Issue 11d

[2] TAPI Link Doc # 15-601035 Issue 11f

[3] IP Office R8 Doc library

The following NMS Adaptive product documentation can be found at
http://nms-adaptive.com/downloads/
[1] Adaptive Software Suite — User Guide
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Avaya and the Avaya Logo are trademarks of Avaya Inc. All trademarks identified by ® and
™ are registered trademarks or trademarks, respectively, of Avaya Inc. All other trademarks
are the property of their respective owners. The information provided in these Application
Notes is subject to change without notice. The configurations, technical data, and
recommendations provided in these Application Notes are believed to be accurate and
dependable, but are presented without express or implied warranty. Users are responsible for
their application of any products specified in these Application Notes.

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