2.1. Interoperability Compliance Testing
The interoperability compliance testing included feature and serviceability testing.

The feature testing focused on verifying the following on Harmony:

e Use of DMCC device and call control services to support initiation and clearing of phantom
calls and support of UUI data for email and chat work items.

e Handling of JTAPI/TSAPI messages in the areas of event notifications, value queries, and
set agent states.

e Use of JTAPI/TSAPI call control services to support call control actions such as answer and
transfer from agent desktops.

e Proper handling of call scenarios involving inbound, outbound, internal, external, ACD,
non-ACD, screen pop, drop, hold/resume, multiple calls, multiple agents, conference,
transfer, long duration, send DTMF, pending aux work, and reason codes.

e Proper handling of email and chat scenarios involving screen pop, accept, and close.

The serviceability testing focused on verifying the ability of Harmony to recover from adverse
conditions, such as disconnecting/reconnecting the Ethernet connection to Harmony.

2.2. Test Results

All test cases were executed and verified. The following were observations on Harmony from
the compliance testing.

e After an agent accepted the phantom call associated with an email or chat work item,
Harmony automatically held the phantom call by design. This design did not appear to have
any adverse impact other than flickering of the associated call appearance light at the agent
telephone, and possible long hold reminder calls when configured on Communication
Manager.

e Upon ending the call associated with a voice work item, the agent desktop showed
Handlinglnteraction despite agent considered to be available by Communication Manager.
While in this state, subsequent calls can still be delivered and answered by agent. Per
Harmony design, the agent needs to select the Complete the current interaction icon post
handling of voice work item, in order for Available to be reflected.

e Upon selecting an aux work reason code such as Lunch from the agent desktop, the desktop
reflected Unavailable per Harmony design.
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3. Reference Configuration

The configuration used for the compliance testing is shown in Figure 1. The detailed
administration of basic connectivity between Communication Manager and Application
Enablement Services, and of contact center devices are not the focus of these Application Notes

and will not be described.

In the compliance testing, Harmony monitored the agent stations shown in the table below.

Device Type Number
Supervisor Station 65000
Agent Stations 65001, 66002
Agent IDs 65881, 65882
Agent Passwords 65881, 65882

Avaya Aura®
System Manager

\

Avaya Aura®

°;
2
2
<

Session Manager

‘%‘r
-~
2

\,0

Avaya Aura® 6,

Media Server

.
&

10.64.101.236

Avaya Aura®
Communication Manager with

Avaya G650 Media GatewV

\Qg}b“

Avaya Aura®
Application Enablement Services

JTAPI & DMCC

Harmony

Supervisor with
Ava

01.204

ya 9641G (H.323)
IP Deskphone

= G2.168.200.107 s

Agents with Oracle Service
Cloud Desktop (web-based)
and Avaya 9611G (H.323) &

OpenMethods

9621G (SIP) IP Deskphones

Figure 1: Compliance Testing Configuration
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6.4. Administer Harmony User

Select User Management - User Admin - Add User from the left pane, to display the Add
User screen in the right pane.

Enter desired values for User Id, Common Name, Surname, User Password, and Confirm
Password. For CT User, select “Yes” from the drop-down list. Retain the default value in the
remaining fields.
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8. Configure OpenMethods Harmony

This section provides the procedures for configuring Harmony. The procedures include the

following areas:

e Launch Oracle Service Cloud CX Desktop

e Administer add-ins

e Administer agent info
e Administer agent states
e Administer queue adapter

e Administer servers

e Administer omis.json

¢ Install as service
e Administer registry
e Start services

The configuration of Harmony is performed by the OpenMethods installation engineers. The
procedural steps are presented in these Application Notes for informational purposes.

8.1. Launch Oracle Service Cloud CX Desktop

From a PC running the Oracle Service Cloud CX Desktop application, select All Apps =
RightNow - RightNow (openmethods0214) to launch the application. The screen below is
displayed. Log in using the administrator credentials.

Username

Password

Login Help

Interface

openmethods0214

m ORACLE
v SERVICE CLOUD

Embrace Your Hero Status

Join the Oracle Service Cloud Hero Hub
to share your exp , feedback and
successes with Oracle, you

the broader industry.

ORACLE
SERVICE CLOUD

View Log File
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Verify status of the DMCC connection by selecting Status = Status and Control > DMCC
Service Summary from the left pane. The DMCC Service Summary — Session Summary
screen is displayed.

Verify there is an active session with “OpenMethods-Avaya” as Application, and with the
Harmony user name from Section 6.4 as User, as shown below.

Welcome: User
Last login: Wed Oct 4 17:13:09 2017 from

H H 192.168.200.20
V y Appllcatlon Enablement Number of prior failed login attempts: 0
A\ A\ A\ H HostName/IP: aes7/10.64.101.239
serVIces Server Offer Type: VIRTUAL_APPLIANCE_ON_VMWARE
Management Console SW Version: 7.1.1.0.0.5-0

Server Date and Time: Thu Oct 05 12:50:06 EDT 2017
HA Status: Not Configured

Status | Status and Control | DMCC Service Summary Home | Help | Logout

» AE Services

Communication Manager DMCC Service Summary - Session Summary

Interface

High Availability Please do not use back buiion
» Licensing ! Enable page refresh every | 60 Y |seconds
» Maintenance Session Summary Device Summary

= Generated on Thu Oct 05 12:50:01 EDT 2017
» Networking Service Uptime: 0 days, 15 hours 28 minutes
» Security Number of Active Sessions: 1
Number of Sessions Created Since Service Boot: 2
v Status Number of Existing Devices: 0
Alarm Viewer Number of Devices Created Since Service Boot:

Log Manager Far-end Connectlon
Logs 1ticntificy Devices

Status and Control 581F0790339C98098 OpenMethods- 10.64.101.204 XML
) 11406687153CC3F 1 Avaya e Unencrypted

harmony

= CVLAN Service Summary
= DLG Services Summary | Terminate Sessions | Show Terminated Sessions ‘

= DMCC Service Summary Item 1-1 0f 1
= Switch Conn Summary 11 Go

= TSAPI Service Summary
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9.3. Verify OpenMethods Harmony

From an agent PC, follow the procedures in Section 8.1 to launch the Oracle Service Cloud CX
Desktop application, and log in with the relevant user credentials provided by the customer.

The screen below is displayed. In the OpenMethods Harmony sub-section in the left pane,
enter the following values for the specified fields.

e Login: The relevant agent ID from Section 3.
e Password: The relevant agent password from Section 3.
e Extension: The relevant agent station from Section 3.

openmethods0214 - Oracle Service Cloud

OpenMethods Harmony

Navigation

Log
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The left pane is updated, with a listing of all configured channels for the agent. Select the
Activate all channels icon shown below.

OpenMethods Harmony

H hamony

7)) 65881
20038

ault)

[l 65001
Channel inactive (0:00:38)

65001
Channel inactive (0:00:38)

[l m 65001
Channel inactive (0:00:38)

Verify that the left pane is updated, showing the agent in the Unavailable state. Click on the
agent state field show below and select Available from the drop-down list.

OpenMethods Harmony

H hamony

5001
Unavailable (0:00:07)

65001
Unavailable (0:00:07)

m 65001
Unavailable (0:00:07)

Verify that the left pane is updated to reflect agent in the Available state for all channels, as
shown below.

OpenMethods Harmony

H hamony

7 65881
00002

t 65001
Available (0:00:02)

I 65001
Available {0:00:02)

I m 65001
Available (0:00:02)
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9.3.1. Verify Voice

Make an incoming ACD call from the PSTN. Verify that the left pane of the available agent is
updated to reflect HandlinglInteraction for the voice channel. Also verify that the Interactions
sub-section reflects an “Inbound call” along with the calling party number, in this case
“9089532103”. Click on the Answer incoming call icon below to answer the call.

OpenMethods Harmony

H hamony

I Handlinginteraction (0:00:01)

il 65001
Available (0:00:11)

65001
Available (0:00:11)

“’ Inbound call

©

9089532103

Verify that the agent is connected to the PSTN caller with two-way talk path, and that the left
pane is updated to reflect the connected call. Also verify that a tab with a case number is
automatically populated in the right pane, along with the matching customer record in the
Contact Details sub-section.

OpenMethods Harmony < 9]170525_000003 o
H hamony
. Message l Customer 360 I Details
Contact Details
Subject |
1P: S
ZL\" ] Send On Save *J Add v & SmartAssistant 4 Search Knowledgebase
‘03 Opti
Cotacts | FEDF
7] 65001 ‘M L‘ & ]!ﬂ . “ 1| Microsoft Sans Serif ~ l12 v B 7 U s .;.\. aby
Y 2] Plain Text
E Available (0:02:28) Mobile Phone =% o |be Plain Tex

| Customer Entry %, Phone v

l 65001 =
Available (0:02:28) Email

| v | testerDavay: (.|

Int

+ inbound call Incident Details
Reference #
L= | 170525-000003 |
9089532103 S @40
Status*
] Unresolved v|
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9.3.2. Verify Email
Use the URL provided by the customer to initiate an email from the Internet.

W My Cart(0) Checkout | i My Lists Login or Register ‘ Corporate Login

<= Spaces

Help Center Home  Answers = Aska Question

Submit a question to our support team.

Email address *

testz@devconnect.com

First Name *

test2

Last Name *

DevConnect

Subject *

Email verification

Question *

How do | verify email

Attach Documents
| Choose File | No file chosen

TLT; Reviewed: Solution & Interoperability Test Lab Application Notes 43 of 48
SPOC 11/22/2017 ©2017 Avaya Inc. All Rights Reserved. OpenMthds-AES7




Verify that up to 60 seconds later, the left pane of an available agent is updated to reflect
Handlinglnteraction for the email channel. Also verify that the Interactions sub-section
reflects “Incoming email” along with an incident ID. Click on the Accept email icon below to

accept the email.

OpenMethods Harmony

Channels

It
=

65001

65001

65001

Available (0:07:13)

Handlinginteraction (0:00:15)

Available (0:07:13)

-
B incident Id: 16097

Verify that the agent telephone is connected to the phantom call for the email work item. Also
verify that a case tab is automatically populated in the right pane, along with contents of the
email, as shown below.

99 171004-000005 =

Message | Customer 360 I Details

Subject ‘ Email verification

[JSendOnSave  |Add~
= Standard Text ‘. Options
[ Microsoft Sans S

X 2 |Ag] Plain Text

L4 SmartAssistant

erif

-\ Search Knowledgebase OGS

[
il
lil
11
11

>

£

o

£

= Contact

o =

Eolll test2

é DevConnect

Sl VP No

ol CLV:

a

© Contact*
| test2. oy
Mobile Phone
Email
" test2@« ‘
Incident
Reference #
| 171004-000005 |

Response 2 Email v

(2 K JAut

The following answers might help you immediately.
(Answers open in a separate window.)

Answer Link: My Support
Customer =] CSSWeb 10/04/2017 11:38 AM

test2 DevConnect,

How do | verify email

CSAT Survey
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9.3.3. Verify Chat
Use the URL provided by the customer to initiate a chat from the Internet.

@ My Cart(0) checkout | i My Lists Login or Register ] Corporate Login

= Spaces

Help Center Home  Answers  Aska Question

Live Help

Chat with a member of our support team
Subject

Chat verification

First Name *

test1

Last Name *

DevConnect

Email Address *

test1@devconnect.com

Product

Select a product ‘v
Category *

Select a category ‘v

FNT Subject

How to verify chat
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Verify that the left pane of an available agent is updated to reflect Handlinglnteraction for the
chat channel. Also verify that the Interactions sub-section reflects “Incoming chat” along with
an incident ID. Click on the Accept chat icon below to accept the chat.

OpenMethods Harmony

H hamony

5001 ol
- HQO

Available (0:04:54)

65001 :
Available (0:15:21) ©

I 65001 '0]
Handlinginteraction (0:00:06) |

Verify that the agent telephone is connected to the phantom call for the chat work item. Also
verify that a case tab is automatically populated in the right pane, along with content of the chat,
as shown below.

openmethods0214 - Oracle Service Cloud

OpenMethods Harmony < ) test] DevConnect:1998 =

H hafnony | First Name | testl ‘ Contact | test] test1
i 171004-000004
® 65881 Last Name | DevConnect Incident |
Email ' test1@devconnect.com w;;_q‘ Date Requested [ 10/04/2017 02:32 PM

Question | Chat verification ‘ Interface* ‘ openmethods0214

Queue | Product Support

Available (0:06:18; e |
( ) Engagement I Incidents l Page Peek | Visitor Browser History |

65001
Available (0:16:45) Hi, my name is avayacert1. 02:32:34 PM [00:00:01) N

65001
I Handlinginteraction (0:01:30) test1 DevConnect says: 02:33:34 PI [00:00:59] )

How do | verify chat Ve

Duration: 00:01:17
Compose

m Chat Id: 1998
L SmartAssistant (|, Search K
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10. Conclusion

These Application Notes describe the configuration steps required for OpenMethods Harmony
4.0 to successfully interoperate with Avaya Aura® Communication Manager 7.1 and Avaya
Aura® Application Enablement Services 7.1 using Oracle Service Cloud. All feature and
serviceability test cases were completed with observations noted in Section 2.2.

11.

Additional References

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

1.

Administering Avaya Aura® Communication Manager, Release 7.1.1, Issue 2, August
2017, available at http://support.avaya.com.

Administering and Maintaining Aura® Application Enablement Services, Release 7.1.1,
Issue 3, September 2017, available at http://support.avaya.com.

OpenMethods Harmony Avaya Administrator Configuration Notes, VV0.0.0, available upon
request to OpenMethods support at care@openmethods.com.

Harmony Configuration User Guide for Avaya 2016 Q4, VV0.0.0, January 2017, available
upon request to OpenMethods support at care@openmethods.com.

Harmony User Guide for Avaya 2016 Q4, VV4.0.124, January 2017, available upon request
to OpenMethods support at care@openmethods.com.
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