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Abstract

These Application Notes describe the configuration steps required for Teleopti CCC to
interoperate with Avaya Aura® Contact Center (AACC) for Realtime and Historical reporting.

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

These Application Notes describe the configuration steps required for Teleopti CCC to
interoperate with Avaya Aura® Contact Center (AACC) for Realtime and Historical Reporting.

Teleopti CCC uses the Avaya Realtime Data Software Developers Kit (RTD SDK) to obtain a
realtime agent status feed from Avaya Aura® Contact Center. The Teleopti application
responsible for this connection is TeleoptiLog Server.

The Avaya Aura® Contact Center Realtime Data (RTD) Application Programming Interface
(API) is a Win32 C programming interface that supports the development of third-party status
reporting applications, such as readerboard displays and agent desktop applications. The API
allows client applications to obtain real-time statistics from Contact Center Management Server
(CCMS). The RTD SDK includes the header and library files required to develop RTD
applications, plus the LIB and DLL files required to execute those applications. The SDK also
includes programmer documentation and a sample application.

Teleopti CCC uses the Contact Center Intersystems Cache ODBC Driver to make a connection
to the Avaya Aura® Contact Center Caché database in which all historical Contact Center
activity and statistics is stored. This data is taken from the Avaya Aura® Contact Center Caché
database on a scheduled database and imported to a customized Teleopti CCC SQL database.
From here the database is manipulated, aggregated and analysed and a further process places the
database into the Teleopti Analytics database. From this database reports are executed to obtain
Contact Center statistics and trends used to identify and improve Contact Center operations and
measure against KPI and business targets.

2. General Test Approach and Test Results

The interoperability compliance testing included feature and serviceability test cases.

The feature test cases focused on verifying the ability of Teleopti CCC to process and display
realtime data for Agents from AACC and historical statistics of both Applications and Skillsets.

The serviceability testing focused on verifying the ability of Teleopti CCC to recover from
adverse conditions, such as network interruption and service restarts.

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.
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2.1. Interoperability Compliance Testing

The feature test cases were performed manually. Incoming calls were made to a CDN,
application/skills, and agents to generate data on the Contact Center. Manual call controls and
work mode changes from the agent telephones were exercised as necessary to populate specific
fields in the reports.

The serviceability test cases were performed manually by disconnecting and reconnecting the
LAN cable to Teleopti CCC and restarting services on both the Contact Center and Teleopti
CCC.

The verification of all the tests included checking for proper display of the data within the
Teleopti CCC database and realtime application by comparing it with the real-time reports and
historical reports from AACC.

2.2. Test Results

All test cases were executed and passed.

2.3. Support

For technical support on Teleopti CCC, contact Teleopti at:
e  Web: www.teleopti.com
e Phone: +46 8 568 950 00
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3. Reference Configuration

Figure 1 below shows the configuration used during compliance testing.

AML Connection

———————————— — e ———— Avaya
_____ ODBC Connection ~ communication Server
1000E
Avaya Aura® 192.168.10.163
Teleopti CCC Server/DB Contact Center —— N
10.10.16.65 192.168.10.95 = '\
—_—
Customer|
[ 9 [
Avaya Aura® Agent Desktop
Clients
Figure 1: Teleopti CCC with Avaya Aura® Contact Center Solution
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4. Equipment and Software Validated

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

Equipment/Software Release/Version
Avaya Communication Server 1000 E Release 7.6
Microsoft Windows XP running on
VMware infrastructure
e Avaya IP Softphone 2050 e 2.01.0260
® Avaya Aura® Agent Desktop e §8.3.0431
Microsoft Windows running on VMware
Infrastructure 2008 R2 Standard 64bit
® Avaya Aura® Contact Center e 6.3SP9

Microsoft Windows running on VMware
infrastructure

® Avaya Realtime Data SDK
InterSystems ODBC Driver
Microsoft SQL Server
TeleoptiCCC
TeleoptiLog Server

2008 R2 Enterprise SP1 64bit

e 63vl.l

e 2008.2.0.526.0

e 2008 R2

e Version 7 7.3.382.14769
e 720

5. Configure Avaya Communication Server 1000 Release 7.

The detailed administration of contact center objects and connectivity between Contact Center
and Communication Server 1000 are not the focus of these Application Notes and will not be
described. For administration of contact center objects and connectivity to AACC, refer to the

appropriate documentation listed in Section 10.

6. Configure Avaya Aura® Contact Center

The configuration of the AACC Terminal Emulator is assumed to be in place and will not be
described. In addition, these Application Notes assume Agents, ACD Queue, CDN, Skillsets and

Applications have been created.

This section provides the additional configuration as required for TeleoptiCCC, which includes

the following area:

e Verify RTD Multicast Stream Control Configuration.
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6.1. Verify RTD Multicast Configuration.

Select Start = All Programs - Avaya - Manager Server - Multicast Stream Control.
Ensure RTD Compression is unchecked and click OK.

E: RTD Multicast Controller ==
Skillzet MNaodal
W Moving Window ¥ Moving Window
W Interval To Date IV Interval To Date
Application IR
v Moving Window [¥ Moving Window
W Interval To Date V¥ Interval To Date
- Aigent- Route
W Moving Window ¥ Moving "Window
¥ Interval To Date ¥ Interval To Date
Compression
[~ RTD Comprezssion [ RSM Compression ‘
oK Cancel Apply ]
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7. Configure TeleoptiCCC

The TeleoptiCCC product is installed, configured and commissioned via direct engagement with
Teleopti, the following items summarize the configuration required for interoperating with the
Avaya Solution:

¢ (Configure ODBC Data Source

¢ (Configure TeleoptiLog Server

7.1. Configure ODBC Data Source

The Application Notes assume that the InterSystems ODBC driver has been installed prior to
configuration of the ODBC Data Source. The installation of the InterSystems ODBC driver is
performed using the intuitive and widely recognized installer application and all default options
can be accepted.

A connection to the Caché database on AACC must be established in order to collect historical
AACC data. From the TeleoptiCCC Server click Start - Administrative Tools - Data
Sources (ODBC), click the System DSN tab and click Add.

H ODBC Data Source Administrator 5[

User DSN  System DSN I File DSM I Cirivers I Tracing I Connection Pooling I About I

System Data Sources:
Name | Driver | Add..

Remove |
S

Configure...

_ An ODBC System data source stores information about how to connect to
D; the indicated data provider. A System data source is visible to all users
= on this machine, including NT services.

QK I Cancel Lpply Help
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Select InterSystems ODBC from the list and click Finish.

Create New Data Source x|

Select a driver for which you want to set up a data source.

I Wersion | Com
2008.02.00.526 Inter.
SQL Server 6.01.7601.17514  Micn

5SQL Server Native Client 10.0 2009.100.1600.01  Micn

< Back Finish Cancel
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The following InterSystems Caché ODBC Data Source Setup screen will appear, configure as
follows and click Test Connection:
e Name — enter a descriptive name for the data source.
Host (IP Address) — enter the IP address of AACC
Port — configure as the default of 1972
Caché Namespace — enter CCMS_STAT
Authentication Method — click the Password radio button
User Name and Password — enter the default sysadmin credentials

Intersystems Caché ODBC Data Source Setup

— D ata Source

Hame Drezcription
|m |
— Connechion
Hozt [IP Address] Fart Caché Mamespace
192168.10.95 1972 CCMS_STAT

| Authentication Method

% Pazeword i~ Eerberos Cancel |

i~ Pazsword with S5LATLS Cannection Securnty Level
) Kerberos
U zer Marme ! Kerberos with Packet [nterity T et Cammealian
Is_l,lsadmin £ Kerberos with Encrpption
Pazzword Semvice Frincipal M ame
I (11131} Plng
# Times |1 Q0o
— Mizc
[T ODBC Log [~ Static Cursors [T Dizable Quen Timeout Help |
[ Usze Locale Decimal Symbol [T Unizode SOLTypes
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RCP; Reviewed:

InterSystems Cacheé ODBC Data Source Setup

Caché ODBC Ping Resultz

X

Diriver = C:AProgram Filez [#86]hCommon FileshnterSuztems\Cache
CacheODBCES. Il
Diriver Werzion = 2008.2.0.526.0

[ ata Source Mame = AACC

Hozt [IF &ddrezs] = 192.168.10.95
Fort = 1372

Caché Mameszpace = CCMS_STAT

< |

Connectivity test completed succeszsfullpl

Ok

o

The following screen will appear confirming succesful database connection. Click OK and click
OK again at the setup screen.

The following screen will appear displaying the newly configured ODBC Data Source.

#4 ODBC Data Source Administrator

"User DSN System DSN | File DSN | Drivers | Tracing | Connection Poiing | About |

System Data Sources:

Add.. |

MName | Driver |
ImterSystems QDEC

Remove

[=T=mF

E=]

on this machine, including NT services.

An QDBC System data source stores information about how to connect to
the indicated data provider. A System data source is visible to all users

X

QK Cancel Lpply

Help

Solution & Interoperability Test Lab Application Notes
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7.2. Configure TeleoptLog Server

The Application Notes assume that the RTD SDK is installed as a pre-requisite to the installation
of TeleoptiCCC. The installation of the RTD SDK is performed using the intuitive and widely
recognized installer application and all default options can be accepted.

A connection to the AACC RTD API is established using the TeleoptiLog Server component.
From the TeleoptiCCC Server click Start = All Programs - Teleopti = TeleoptiLog >
TeleoptiLog Server Settings

| Teleopti
[=7] ETL Tooal
[#] Restart Teleopti CCC
[= SupportTool
{7} TELEOPTI €CC, version 7
, TeleoptiLog
@ TeleoptiLog Server Settings

The following screen will appear, click New Setting.

1o/
Log Node [ Enabled | Type | schedule | Status |

Mew Setting

Edit Setting
Delete Setting
Schedule

Delete Schedule
Ltilties

Synchronize
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The following screen will appear, select Avaya Aura CC from the Main Node drop down list,
and Nortel CC6-Symposium RTA from the Log Scenario drop down list and click Next.

Mew Setting

=10l x|

&)

Main Mode
IA'u'EF_.'a Aura CC j
[
- Log Scenario
| ortel CC6-Symposium RTA =l
— Communication
 Fp (% TCPServer (! Diect ) Telnet ) TCEClent €0 55H ) Nope  Database

= Back Mext = Cancel
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Configure the settings as follows and click Finish:
e Mode - leave as default LoginMode_Agent

ServerName — enter the IP address of AACC
Stat — leave as default Stat_Agent

UserID - enter the default sysadmin user

Password — enter the default sysadmin password avayal

UpDateRate — enter the refresh rate for the realtime stream in ms

DataDestination — select RtaService from the drop down list
DataDestinationServ... - enter the URL to the TeleoptiRtaService.svc
GetDatalnterval — configure as required, in this case 3000.
ShowDebug — select True from the drop down list
WriteToTextFile — select True from the drop down list

Edit Setting

Settings I.Pwa'_.'a Aura CC Mortel CC6-Symposium RTA FleCreator

parameter | value |
Made LoginMode_Agent

Password avayal

ServerMame 192.168.10,95

Stat Stat_Agent =]
UpDateRate 2000

UserlD sysadmin

DataDestination RitaService j

DataDestinationServ... |hitp:/localhost/TeleoptiCCCRTA TeleoptiRtaService, svc

GetDatalnterval 3000
ShowDebug True j
WriteToTextFile True

RCP; Reviewed:
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The following screen will appear displaying the newly configured connection.

i
Log Node [ Enabled | Type | Schedule | Status |
New Setting Avaya Aura CC
Edit Setting B Avaya Aura CC Mortel COB-Symposium RTA FilsCreator  Yes FileCreator Mo STOPFED
Delete Setting
Schedule
Delete Schedule
|Kilities
Synchronize

7.3. Configure Test Agents in Teleopti CCC

Teleopti CCC Agents must be added and mapped to corresponding AACC Agents. From the
Teleopti CCC Server click Start - All Programs - Teleopti > TELEOPTI CCC, version 7.

| Teleopt
[=7] ETL Tool
Restart Teleopti CCC
[=7 SupportTool
[ ) TELEOPTI CCC, version 7
| TeleoptiLog
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Select the appropriate data source commissioned by Teleopti and click OK.

Please choose a data source

Windows log on | Application log on |

QK I Cancel

Build 7.3.382.147E0
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Click People and expand the appropriate Site and double click the appropriate Team from the
left panel.

O

‘Al People
Business Hierarchy | 1 1 » M ¥
5/27/2013 -
= AvayaburaTest

Ii ! User

= <Sitel>

:I el < Tearn 1>

Actions

e

Forecasts

Click the Person Periods icon and map the Teleopti CCC agent to the corresponding AACC
Agent. The screenshot below shows an AACC Agent named RusselG in the External Log On
column being mapped to the Teleopti CCC login Agent 1.

sy 5f24/2013 - - [
Beg 3 3 ao
D > Fiter person account - o . smﬁi 8 B ol Pirwn L.IC)\ L_ L Flosa P
M Erson L Erson; 3 Close Frevious
Ig Delete  Fiter i e [ || Gorera _Pefiodsl Peripds  OmBONS o nis Avaisbiity | Find  Sort Period
Filter Periods i ) Views Editing
| Date Site/Team skills | External Log On Skils | External Log On |
L5013 - estelsj<Team1x - oskill o RusselGRusselG (AveyeAuraCC)  Fifering '
. 511202013 v <Site >f<Teami> < Sl In3 I3 (Avaya AuraCC) e [
502013 - esttelsj<Teami» - oskill o ni2In2 (AvayeAuraCC) N
Has External Log On
Ini2 Ini2
ni3 Ini3
| 1 tRusselG RusselG {Avaya Aura}
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7.4. Configure test skill in Teleopti CCC

In order to create a forecast for the contact center, a Teleopti CCC Skill must be configured and a
Workload must be mapped to an AACC application. Click on Forecasts and right-click on
Inbound Telephony and then click on New Skill.

.. Forecasts
-1 Backoffice
- E-mail
@ Fax
U/ hound Teleohon
. Project | New Skill..
-7 Retail W New Multisite Skill.
L) Time i
& Export
= Job History
Actions e
' New Skill.. |E|
o Mew Multisite Skill... b
Ouick Forecast -
”_& People
Forecasts
Sl
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Select one of the activities in the drop-down list (preferably Phone) and the corresponding time
zone for the skill (not shown). Click Next until the button Finish appears, click Finish and the
screen below will appear, click Yes to create a workload.

Skaill
.. General
Thresholds

Templates

Service level (%)

Service level (=)

o
Skill = e—

RCP; Reviewed:
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Assign a descriptive workload name (not shown) and define the corresponding test queue
(AACC Application) for the Teleopti CCC skill. Click Next (not shown) until the Finish button
appears. Click Finish (not shown) and click No if prompted to create another workload. The
screenshot below shows AACC application popednis assigned to a workload named WL.

_. Forecasts G Skill validation
i1 Backoffice
~-P= E-mail Validation: Skill
2% Fax
-4/ Inbound Telephony e
= Skil
- h WL General Filter: |Avaya Rics Cd
i o 10016 popednis Queues
. Project Open hours Queue ] Log object | Description | _‘___l
P Retail Calculations [ 10002 SD_Scann... Avaya Aura CC 10002 SD_Scanned...
7 Time [ 10003 SM_SM5_... Avaya AuraCC 10003 SM_SMS_Pri...
O 10004 OB_Outb... Avaya Aura CC 10004 OB_Outbou...
O 10005 IM_Instan... Awvaya Aura CC 10005 IM_InstantM..
O 10006 EM_Email... Avaya Aura CC 10006 EM_Email_P...
O 10007 V1_Video_... Avaya Aura CC 10007 VI_Video_Pri...
O 10008 PF_Predi... Awvaya Aura CC 10008 PR_Predictiv...
O 10009 VM _Voic... Avaya Aura CC 10009 VM _Voicem..,
O 10010 Multime... Avaya Aura CC 10010 Multimedia...
[ 10013 ITHelpdesk  Avaya Aura CC 10013 [THelpdesk
i 3 10014 script_inb... Avaya Aura CC 10014 script_inbouw...
Actions [ 10015 script_ac... Avaya Aura CC 10015 script_acquire
it New Workload... |E 10016 popednis  Avaya Aura CC 10016 popednis
_:j Prepare Workload. .. LI 2 Network Script  Avaya Aura CC 2 Metwork_Script
- - : [ 3 ACD_DN_App... Avaya AuraCC 3 ACD_DN_Applic...
‘:RE — [ 4 NACD_DN_Ap... Avaya AuraCC 4 NACD_DMN_Appli... z
- T Import Queue From File
e oK Cancel
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7.5. Configure real time definitions in Teleopti CCC

The agent states are presented to Teleopti CCC in the form of an agent status code. These codes
should be mapped to a meaningful agent state. The screenshot below shows the agent states
Teleopti CCCLog Server will display.

+ Scorecards
% Contract Manage state groups and states
+ Scheduiing
« Agent settings
+ Optional column
+ Organization Hierarchy TR
= Real Time Adherence = = ON_IN_ONHOLD
State Groups and States i _ DN_IN_ONHOLD
Alarm Types = =] DN_OUT_ACTIVE
Alarms : -~ DiN_OUT_ACTIVE
« Restrictions =] DN_OUT_ACTIVE_OMHOLD
+ System Settings [ DAN_OUT_ACTIVE_ONHOLD
* Payroll Settings =[] DN_OUT_ONHOLD
L DN_OUT_ONHOLD
=[] Logged Cut - Use for log out
. Logged Out
=yl NACD_ACTIVE - (agents are available for taking calls)
- NACD_ACTIVE
(= bl NACD_ONHOLD - (agents are avaiable for taking calls)
|l NACD_ONHOLD
(=l NGCC_ACTIVE - (agents are available for taking calls)
|l nGCrC_ACTIVE
=l NGCC_BRK - (agents are avalable for taking calls)
|- NGCC_BRK
=] NGCC_CALL_PRESENT - (agents are available for taking calls)
|l NGCC_CALL PRESENT
=] NGCC_CONSULTATION - (agents are available for taking calls)
| NGCC_CONSULTATION
=l NGCC_EMERGENCY - (agents are available for taking calls)
| NGCC_EMERGENCY
= vl NGCC_IDLE - (agents are available for taking calls)
| i NGCC_IDLE
B[] NGCC_NOTRDY
| I NGCC_MOTRDY
=l NGCC_ONHOLD - (agents are avalable for taking calls)
| i NGCC_ONHOLD
(= vl NGCC_RESERVE - (agents are available for taking calls)
| - NGCC_RESERVE
- ] NGCC_WALKAWAY
| NGCC_WALKAWAY
=[] Outbound DN Call
| putheund DN Call
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8. Verification Steps

This section provides the tests that can be performed to verify proper configuration of Contact
Center and Teleopti.

8.1. Verify RTA (Real Time Adherence)

From the TeleoptiCCC Server enter Start - Administrative Tools - Services and ensure
TeleoptiLogFileCreator is Started.

TeleoptiLogFileCreator Mame = | Description | Status | Startup Type |
o, Task Scheduler Enablesa ... Started Automatic
Stop the service . TCP/IP NetBIOS Helper Provides s... Started Automatic
Pause the service : ) ) )
) + TeamViewer & TeamViewe... Started Automatic
Restart the service ;
/. Teleopti Service Bus Used for lo... Started Automatic (D...
., TeleopHETL Service Extract, Tr...  Started Automatic (D...
t4; TeleoptiLogFileCreator Started Automatic
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From the TeleoptiCCC Server click Start = All Programs - Teleopti = TeleoptiLog 2>
TeleoptiLog Server Settings and verify the status is STARTED.

=
[Loghede [ Enabled | Type [ Schedule [ Status [
Mew Setting Avaya Aura CC
Edt Setting @ Avaya fura CC Nortel CC6-Symposium RTA FileCreator  Yes FileCreator Nao
Delete Setting
Schedule
Delete Schedule
Litilities
Synchronize

From the TeleoptiCCC Server navigate to C:\Program Files (x86)\Teleopti\Teleoptil.og
Server\Logs\FileCreator and check the appropriate log file, in this case Avaya Aura CC
Nortel CC6-Symposium RTA FileCreator_Log.txt and verify that there are no errors related
to the startup of the service.

From the TeleoptiCCC Server click Start = All Programs - Teleopti > TELEOPTI CCC,
version 7.

. Teleapt
[=7] ETL Tool
Restart Teleopti CCC
[=7 SupportTool
[ ) TELEOPTI CCC, version 7
) TeleoptiLog
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Select the appropriate data source commissioned by Teleopti and click OK.

Please choose a data source

Windows leg on | Application log on |

QK I Cancel

Build 7.3.382.147E0

Click Intraday from the menu on the left and expand the hierarchy to locate and double click the
appropriate team.

—
v

Intraday
Business Hier ¥ 4 F M ¥
5/24/2013 v
= AwvayafuraTest

B0 <Site 1>

Forecasts 1

" Shifts

__'7' Schedules 1

I] " Intraday
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Accept the default options and click OK.

- B x

@ Scenario; Diefautt j

From

R/24/2013 hd

To

B/252013 -

Cancel
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Confirm that the agent states correctly reflect the actual Contact Center agent activity.

Intraday
Business Hierarchy . Contfact. ContH 4 P H =
5/24/2013 {"'} e o
= AvayaAuraTest Home | Chat  Layouts
=] <Site 1= -
- B s 5/27/2013 -
<< | = > >
MNavigation
Staffing effect + QL Chart
Positive effact 0
Negative effect: 0
Total: 0
Positive effect 0.0%
Negative effect: 00%
Total out of adherene 0.0 % <kill data
State Group Overview * 0
MName Total *
Actions ~ | Not available =
= Today Logged Out 0
UNENOWHN 0
= DN_QUT_ACTIVE_OMHOLD 0 Day vi
n rJErJPlE\ DN_OUT-ONHOLD 0 i
e DN_IN_ONHOLD 0 Agent
. NGEC WALKAWAY 0 - 9
orecasts Agent Name Team State Schedull
2y Und b il - I
e i i Bgent 1 ZTesm 1= |NGCC_RESERVE
“ Shifts Mame Time Observe
= Agent 2 <Team 1> (NGCC_ACTIVE
&ZF Schedules e
Agent 3 <Team 1= |[NGCC_RESERVE
"7 Intraday \

8.2. Verifying historical data feed

From the TeleoptiCCC Server click Start = All Programs - Teleopti > TELEOPTI CCC,

version 7.

| Teleopt
[m51] ETL Tool
Restart Teleopti CCC
[= SupportTool
I ‘.....} TELEQPTI CCC, version 7
| TeleoptiLog

RCP; Reviewed:
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Select the appropriate data source commissioned by Teleopti and click OK.

Please choose a data source

Windows log on | Application log on |

QK I Cancel

Build 7.3.382.147E0
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Select the base reports and verify the statistics against the AACC corresponding reports as

displayed below.

O

[ﬁ _Reports e

! Scheduled Overtime per Agent
i | Shift Category and Full Day Absence p
==+ Agent Performance
i ! Adherence per Agent
- Adherence per Da}r

:I =7 Forecasting Performance

:] = Service Level Analysis i | -
= Abandonment and Speed of Answer i e

- L e Agent Performance Calls Answers
=N m || il Agent Performance Calls Answere

i  Service Level and ts Ready S ?il Agent Short Calls
== Improve -Gl Agent Transferred/Conferenced Ac
I IMPROVE bbbl Estimated Revenue By Agent

“[= Customn reports

:| Public Rnpnrl Te:rrph‘taa
Requests Per Agent

)l agent Average Calls Per Hour, Bott
f Ag«nlmrarugg Calls Per Hour, Top

'fL Agent DN Perfarmam:e
- i&l Agent DN Performance Calls Answ
izl Agent DN Performance Cals Answ
il Agent Efficiency

— :Agent Efficiency By Skilset
Forecast vs Actual Workload fomne _y Agent Login | Lugnut

Forecast ve Scheduled Hours

@nce by Supervisor

i m_'r' Mot Ready Reason Codes By Agen
[ .ﬁt' Skilset By Agent Performance

------ _1 Cal-by-Cal

P Shifts

4| | 3
———— . 7 Configuration
r‘_& Peaple (2] Contact Summary
-7 Mukimedia
| Forecasts |: 2 Others

457 Schedules

&l Activiy Code By Application
il Application By Activity Code
| Application By Skillset

mf,f Application Call Treatment

[ Intraday

zai' Applmamn Deh:.r Before Abandon

L Repor:

9. Conclusion

These Application Notes describe the configuration steps required for TeleoptiCCC to
interoperate with Avaya Aura® Contact Center. All feature and serviceability test cases were
completed successfully with any observations noted in Section 2.2.
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10. Additional References

This section provides references to the product documentation relevant to these Application
Notes. Avaya product documentation may be found at http://support.avaya.com.

[1] NN44400-117_04.01_Performance_Management_Data_Dictionary_15_November_2012.pdf

[2] Avaya Aura® Contact Center Configuration — Avaya Communication Server 1000
Integration (NN44400-512).

[3] Avaya Aura® Contact Center Administration (NN44400-610).

[4] Avaya Aura® Contact Center Commissioning (NN44400-312).

[5] Avaya Aura® Agent Desktop (NN44400-114).

[6] Avaya Aura® Contact Center Administration — Client Administration (NN44000-611).

[7] Software Input Output Reference — Administration Avaya Communication Server 1000
(NN43001-611).

[8] Software Input Output Reference — Maintenance Avaya Communication Server 1000
(NN43001-711).

TeleoptiCCC documentation can be obtained from Teleopti by using the contact information
provided in Section 2.3.
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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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