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Abstract

These Application Notes describe the configuration steps required for Ulane Tech PCS
DataManager to interoperate with Avaya Proactive Contact with PG230. Ulane Tech PCS
DataManager is a solution for automating call center campaign management.

In the compliance testing, Ulane Tech PCS DataManager used the Event Services interface
from Avaya Proactive Contact to monitor activities associated with an infinite job, to
determine when to send the next batch of call records. The batch of call records were sent to
Avaya Proactive Contact via the SFTP interface, followed by SSH access to the linux shell of
Avaya Proactive Contact to append the call records to the infinite job’s calling list.

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 Ulane Tech PCS
DataManager to interoperate with Avaya Proactive Contact with PG230. Ulane Tech PCS
DataManager is a solution for automating call center campaign management.

In the compliance testing, Ulane Tech PCS DataManager used the Event Services interface from
Avaya Proactive Contact to monitor job events and job statistics associated with an infinite job,
to determine when to send the next batch of call records. The batch of call records were sent to
Avaya Proactive Contact via the SFTP interface, followed by SSH access to the linux shell of
Avaya Proactive Contact to run the “hosttopds” command to append the call records to the
infinite job’s calling list.

The integration required the PCSCallResult component, containing two custom Java scripts
developed by Ulane Tech to be installed on Avaya Proactive Contact. The functions of the
custom scripts included use of JDBC to query the Ulane database to obtain relevant job ID for
the infinite job, and monitoring and sending call result transaction files associated with the
infinite job to Ulane Tech PCS DataManager. Data from the call result transaction files were
used to determine when to send the next batch of call records.

This compliance test covered the Avaya Proactive Contact with PG230 deployment option.

2. General Test Approach and Test Results

The feature test cases were performed both automatically and manually. Upon start of the PCS
DataManager application, the application automatically used Event Services to check job events
and statistics associated with the infinite job, and send call records on an as-needed basis to
append to the calling list.

For the manual part of the testing, each call was handled manually using the Avaya Proactive
Contact Agent application to pace the outbound calls.

The serviceability test cases were performed manually by disconnecting/reconnecting the
Ethernet connection to PCS DataManager.

The verification of tests included viewing the stored call results and job related data in the
database, and comparing the monitoring data reported by PCS DataManager against the job
monitoring tool on Avaya Proactive Contact.

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 interoperability compliance test included feature and serviceability testing.

The feature testing focused on verifying the following on PCS DataManager:
¢ Handling of Event Services job events and job statistics.
e Proper display of monitoring statistics for the infinite job.
¢ Retrieving and sending call transaction results using Java scripts.

¢ Sending batches of call records using SFTP, with timing based on configured threshold and
call transaction results.

¢ Appending batch of call records using SSH and the “hosttopds” command.
e Selection of call records using single and multiple criteria.

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

2.2. Test Results

All test cases were executed. The following were the observations on PCS DataManager from
the compliance testing.

¢ The initial batch of call records can take a couple of minutes to arrive on Proactive Contact.

e PCS DataManager requires specific naming for the infinite job and associated calling list.

e The desired service level from job statistics is in decimal format but saved as an integer in
the database, therefore a value of “.990000” is saved as “1”. The workaround is to manually
change the format of the database field.

e A job end time of “null” is saved as “01:00:00” in the database.

e In the event that the active infinite job is stopped before other non-infinite jobs, PCS
DataManager will continue to show the monitoring entry for the infinite job until all jobs

have been stopped on Proactive Contact.

2.3. Support
Technical support on PCS DataManager can be obtained through the following:

e Phone: +086 4001-086-166
e Email: service@ulane.cn
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3. Reference Configuration

PCS DataManager can be configured on a single server or with components distributed across
multiple servers. The compliance test configuration used a two-server configuration.

The detailed administration of basic connectivity between Communication Manager and
Proactive Contact, of contact center devices, and of creation of the infinite job are not the focus

of these Application Notes and will not be described.
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Figure 1: Compliance Testing Configuration
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4. Equipment and Software Validated
The following equipment and software were used for the sample configuration provided:

Equipment/Software

Avaya Aura® Communication Manager on
Avaya S8800 Server

6.0.1 SP7

(R016x.00.1.510.1-19528)

Avaya G650 Media Gateway

e TN799DP C-LAN Circuit Pack HWO01 FWO040
e TN2602AP IP Media Processor HWO08 FWO062
Avaya Aura® Application Enablement Services 6.2.0.18.0
Avaya Proactive Contact with PG230 4.2.2.310.01
e Ulane Tech PCSCallResult 151
Avaya Proactive Contact Agent 4.2.2
Avaya Proactive Contact Supervisor 4.2.2
Avaya 1616 IP Deskphones (H.323) 1.302S
Avaya 9611G IP Deskphone (H.323) 6.020S
Ulane Tech PCS DataManager on
Red Hat 4.1.2-46
e PCSDataManager 1.6.2
e PCSMonitor 154
e MySQL 5.5.23
Ulane Tech PCS Manager on
Windows Vista Business SP1
e PCSEventService 1.5.2
e Avaya Event Services SDK 421
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5. Configure Avaya Proactive Contact

Prior to integration with PCS DataManager, the customer needs to provide administrator
credentials of the Proactive Contact system to Ulane Tech, and to sign a joint access agreement
with Avaya and Ulane Tech. The administrator credentials are used by PCS DataManager to
access Proactive Contact via the SFTP interface to send batches of call records, and via the SSH
interface to run the “hosttopds” command to append call records to the infinite job.

In addition, the PCS DataManager PCSCallResult component, containing two Java scripts, needs
to be manually installed on Proactive Contact. The installation and configuration of
PCSCallResult is performed by Ulane Tech technicians. The procedural steps for the
configuration are presented in these Application Notes for informational purposes.

Note that Avaya does not provide support on the PCS DataManager PCSCallResult component,
and reserve the right to remove the component on as-needed basis for troubleshooting and
resolving any issues.

This section provides the procedures for configuring Proactive Contact. The procedures include
the following areas:

e Obtain calling list details

e Administer job

e Obtain host name

e Administer PCSCallResult
e Copy jacorb

e Administer pdscontrol
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5.1. Obtain Calling List Details

From a PC running the Proactive Contact Supervisor application, select All Programs - Avaya
-> Proactive Contact 4.2 - Supervisor - Editor to display the Editor screen below.

Follow [2] to create a calling list and an infinite job that will be used to integrate with PCS
DataManager. Note that PCS DataManager requires the calling list to be named “listx”, where
“x” is an available list number between 1 and 10 inclusively.

Select Calling Lists = Calling Lists in the left pane, to display the calling lists in the right pane.
Select the calling list corresponding to the infinite job, in this case “list7”, as shown below. Prior
to integration, the details of the calling list shown in the Calling List Dictionary tab needs to be

sent to Ulane Tech, which will be used to dictate the format of the call records.

#% Editor - [Calling lists: Active list7]

File Edit Yiew Settings Tools Help
B Pcat I Dw d|3 3 v »@ X |H| 2
Contact Management | EeC g s SRENE | Features | Caling List Dictionary | .
Messages and Scripts | | ame | Type Status | Description | Field Data Type | Length | Description |RSM | A
Calling Lists inbndl  Inbound [l Active Inbound Calling list ACCTNUM Character 25 ACC NUMBER O
inbnd2 Inbound M Active Inbound Calling list BALANCE Currency 20 BALANCE O
inbnd3 Inbound M Active Inbound Caliing list TOTALDUE Currency 10 TOTAL DUE O i
inbndd Inbound M Active Inbound Calling list NAME1 Character 25 NAME LINE1 O
list1 Outbound Ml Active Collections Calling List NAME2 Character 25 NAME LINE2 O
list2 Outbound Il Active Collections Calling List CITY Character 25 City O
list3 Outbound [l Active Collections Calling List STATE Character 2 State O
list4 Outbound [l &ctive Collections Calling List ZIPCODE Numeric 5 ZIPCODE m|
lists Outbound Il Active Collections Calling List PHONE1 Character 12 HOME PHONE O
ist555 Outbound Il Active Collections Calling List PHONEZ2 Character 12 BUSINESS PHONE  []
_ LI liste Outbound Il &ctive Collections Calling List COMMENT1 Character 60 COMMENT LINE 1 m|
AGENT Character 8 AGENTID O
Agent Keys 'DTE Date 10 SYSTEM DATE O
Schedule TME Time 8 SYSTEM TIME O
Completion Codes CODE Character 3 COMPLETION CODE [ v
Campaign Templates £ >
Refresh complete
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5.2. Administer Job

Select Contact Management - Jobs in the left pane, to display the jobs in the right pane.
Select the job corresponding to the infinite job, in this case “infinity7”, as shown below. Note
that PCS DataManager requires the infinite job to be named “infinityx”, where “x” is the
associated calling list number from Section 5.1.

In the Job Detail tab, make certain Outbound Processing = Shutdown job when no more
calls is disabled. This setting is necessary to prevent Proactive Contact from shutting down the
infinite job before the initial batch of call records is received from PCS DataManager.

# Editor - [Jobs: Active infinity7]
File Edit Yiew Settings Tools Help

B rc41 SND@H|G v »OX =] 2

Contact Management hctive infinite :
e G S _Job Detail | -
% ;l Job Jobtype | File Version | Outbound list | Inbound list | Status | Setting |Malue | A
' blend Blend M Active PC41-list1 PC41-inbnd1  Stopped + Basic
Sl ction Flanot: blend2 Blend M Active PC41-list3 PC41-inbnd2  Stopped + Call Pacing
b T Blend3 Blend M Active PC41-list1 PC41-inbnd4  Stopped + Files
-' blendd Blend M Active PC41-list1 PC41-inbnd4  Stopped + Job Type
inbnd1 Inbound [l Active PC41-inbnd1  Stopped + Labels
inbnd2 Inbound [l Active PC41-inbnd2 Stopped + Managed Dialing
inbndd Inbound [l Active PC41-inbnd4  Stopped = Outbound Processing

INF-blend Blend  EMActve  PC41dist?  PC41-inbndl  Stopped Shutdown job when no more calls [ |
EEE N 2| Make altemate phone lowest [

Messages and Scripts INF-managed  Managed .Act?ve PC41 -I?sl? Stopped Order calling of records by Fime O
Calling Lists managed Managed [l Active PC41-list1 Stopped YDN needed by the CTI Dialer
outbnd Outbound [l Active PC41-liste Stopped + Post Processing
Agent Keys outbnd3 Outbound [l Active  PC41-list1 Stopped = Quota Settings
Schedule verify Outbound [l Active  PC41-list1 Stopped (uota setting (completion
Completion Codes virtual Virtual M Active PC41-list1 Stopped Quota settings file name v
Campaign Templates < 2

Refresh complete

5.3. Obtain Host Name

Log in to the Linux shell of the Proactive Contact server. Use the “uname -a” command to
obtain the host name, which will be used later to configure PCS DataManager.

In the compliance testing, the host name of the Proactive Contact server is “PC41”, as shown
below.

$ uname -a

Linux PC41 2.6.9-100.ELsmp #1 SMP Tue Feb 1 12:17:32 EST 2011 1686 athlon 1386
GNU/Linux

PC41 (admin) @/opt/avaya/pds [1001]

$
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5.4. Administer PCSCallResult

Install the PCSCallResult component under the /opt/avaya/pds/customs directory, as shown
below.

$ 1s /opt/avaya/pds/customs
pcm_callresult

Navigate to /opt/avaya/pds/customs/pcm_callresult, and edit the config.properties file.

For pcsName, enter the host name of Proactive Contact from Section 5.3.

For DBUTrlI, enter the URL shown below, where “mysql” is the database type and “10.10.16.65”
is the IP address of the PCS DataManager server containing the database component. For

DBUser and DBPwd, enter the appropriate credentials for the database.

Retain the default values in the remaining fields.

pcsName=PC41

DBType=MySql
DBUrl=jdbc:mysql://10.10.16.65/pcsdata?useUnicode=true&characterEncoding=UTF-8
DBUser=root

DBPwd=admin

period=60
refresh=20

5.5. Copy jacorb

Enter the command below, to copy the jacorb file from the /opt/avaya/pds/openssl/keystore to
the /opt/avaya/pds/customs/pcm_callresult/lib directory.

$ cp /opt/avaya/pds/openssl/keystore/jacorb /opt/avaya/pds/customs/pcm callresult/lib
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5.6. Administer pdscontrol

Navigate to the /opt/avaya/pds/shell directory, and edit the pdscontrol file.

Locate the end of the start_pds() function, and add statements shown below to start the PCS
DataManager PCSCallResult scripts. Repeat and insert the same statements toward the end of

the start_secured_pds() function.

start_pds ()

# Start Ulane Tech PCS DataManager PCSCallResult
#
. /opt/avaya/pds/customs/pcm callresult/start.sh &

start_secured pds ()

# Start Ulane Tech PCS DataManager PCSCallResult
#
. /opt/avaya/pds/customs/pcm callresult/start.sh &

# ________________________________________________________________
print "\n*************** STARTUP COMPLETE *khkkkhkkhkkkkhkkkk*k \n\n"
# ________________________________________________________________
}
TLT; Reviewed: Solution & Interoperability Test Lab Application Notes 10 of 25
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6. Configure Ulane Tech PCS DataManager

This section provides the procedures for configuring PCS DataManager. The procedures include
the following areas:

e Administer PCSEventService
e Launch web interface

e Administer dialer

e Administer data source

e Administer job data

e Administer data selection

e Administer job data selection

The configuration of PCS DataManager is performed by Ulane Tech technicians. The
procedural steps are presented in these Application Notes for informational purposes.

6.1. Administer PCSEventService

6.1.1. Administer service Directory

From the server with the PCSEventService component, navigate to D:\service as shown below.
Note that the default settings assume the component is installed in the D: drive. The screen
below is displayed.

Rename the four PCSO0* files to reflect the Proactive Contact system as desired, and delete the
remaining files. Create a logs directory.

a service !E m
’E’ L /r ~ Computer ~ RECOVERY (D:) v service - v 52 I‘E"?‘i' ch @J
File Edit Yew Tools Help
Organize v 1= Views v €} Bun Q
Favorite Links Mame -~ | v| Date modified I v| Type I vl Size l v|
bin 22108J2012 15:49  File Folder
I Documents conf 22/08{2012 15:49  File Folder
IE) Pictures b 22/08/2012 15:49  File Folder
fp Music tmp 22/08/2012 15:49  File Folder
WSS 5 [E5PCs0_Servicelnstall.bat  25/07/2012 23:04  Windows Batch File 3KB
PCS0_ServiceUninstall.bat  21/05/2012 17:51  Windows Batch File 3KB
Folders v PCS0_Start.bat 21/05/2012 17:51  Windows Batch File 3KB
PCS0_Stop.bat 21/05§2012 17:51  Windows Batch File 3KB
Bl Desktop = : : 5 s
¥ : PCS1_ServiceInstall.bat 21/05/2012 17:51  Windows Batch File 3KB
& admin PCS1_ServiceUninstall.bat 25/07/2012 23:04  Windows Batch File 3KB
Public FlPcs2_Servicelnstallbat  25/07(201223:05  Windows Batch File 3KB
f‘-"; Computer EPCS2_ServiceUninstall.bat  25/07/2012 23:05  Windows Batch File 3KB
[l O3 (C:) PCS3_Servicelnstal.bat  25/07/2012 23:05  Windows Batch File 3KB
@ RECOVERY {D:) PCS3_ServicelUninstall.bat  25/07/2012 23:05  Windows Batch File 3KB
$RECYCLE.BIN PC54_ServiceInstall.bat 25/07/2012 23:05  Windows Batch File 3KB
dell PCS4_ServiceUninstall.bat  25/07/2012 23:05  Windows Batch File 3KB
Program Files PCSS_ServiceInstall.bat 25/07)2012 23:06  Windows Batch File 3KB
ProgramData [9%/PCS5_ServiceUninstall.bat  25/07/2012 23:05  Windows Batch File 3KB
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The screenshot below shows the result of the above changes. Open the resultant Servicelnstall
file with the NotePad application, in this case PC41_Servicelnstall.bat.

n service !E [ X]

oo

File Edit View Tools Help

v Computer v RECOVERY (D:) v service « v [{aj ISearch

Organize v =5Views ~ | | Open =i Print €% Burn '@'
Eavorite Linke MName ~ Ivl Date modified |v| Type Iv] Size |v|
. bin 22/08/2012 15:49  File Folder
I'| pocuments conf 22{08{2012 15:59  File Folder
!E Pictures | lib 22/08{2012 15:49  File Folder
m\ Music . logs 221/08/2012 16:34  File Folder
Mare » tmp 22]/08{2012 15:49  File Folder
$PC41_ServiceInstall.bat 2510720 3:04  Windows Batch File
Folders 5 PC41_ServiceUninstall.bat 25/07/2012 23:04  Windows Batch File 3KB
5|PC41_Start.bat 21/05/2012 17:51  Windows Batch File 3KB
| $RECYCLE.BIN & & : ;
i3 [95|PC41_Stop.bat 21/05/2012 17:51  Windows Batch File 3KB
. Program Files _J
ProgramData
| service
bin
conf _'_I
|1 item selected [2.87kB I[@ Computer 4

For WRAPPER_CONF_DEFAULT, update the wrapper file name to reflect the Proactive
Contact system as desired. In the compliance testing, the file name was changed to
wrapper_PC41.conf, as shown below.

. PC41_Servicelnstall.bat - Notepad =] B3

File Edit Format VYiew Help

P B e e Al

rem These settings can be modified to fit the needs of your application
rem optimized for use with version 3.5.14 of the wrapper.

rem The base name for the wrapper binary.
set _WRAPPER_BASE=bin/wrapper

rem The name and location of the wrapper configuration file. This will he used
rem if the user does not specify a configuration file as the first argument to
rem this script.|

set _WRAPPER_CONF_DEFAULT=.. /conf/wrapper_pc4l. conf
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6.1.2. Administer conf Directory

Navigate to the D:\service\conf directory. Rename the first wrapper file to the wrapper file
name from Section 6.1.1, and remove the remaining files. The screenshot below shows the
result of the changes.

B cont B
(<10} '

File Edit VYiew Tools Help

v Computer v RECOVERY (D:) v service v conf v L‘aj ISear-;h

Organize v =3 Views v €} Bun (7]

Mame |v| Date modified ]-| Type |v| Size Iv
| jwrapper_PC41.conf 25/07/2012 22:59  CONF File 10KB

Favorite Links

V[x Documents
EE Pictures
fp Music

Mare »

Open the wrapper file with the Notepad application. Search and enter the following values for
the specified fields, and retain the default values for the remaining fields. The screen below
shows the setting of set. JAVA_HOME, with the remaining changed parameters not shown.

e set.JAVA HOME: Set to the location of the Java JDK on the local server.

e Wrapper.app.parameter.1: Set to the Proactive Contact host name from Section 5.3.

o Wrapper.logfile: Update to reflect updated wrapper file name from above.

e Wrapper.name: Update to reflect Proactive Contact host name.

e Wrapper.description: Update to reflect Proactive Contact host name.
.wrapper_PCM.conf - Notepad !EI m
File Edit Format VYiew Help
EVCRCRCRH VWV RRR VWV VERRCRH VWV OV RRCR VWV VERROR VW VR RRCH VWV VERRCH VWV VRROH VWV ROROH |

# wrapper Java Properties
#-mw(wwwwwwwwmuwwwwwwwwwmuwwwwwwwwwwwwwwwwwwmuwwwwwwwwwwwwwwwwwwwwwwww

# Specify a specific java binary: -
set. JAVA_HOME=C:/Program Files/Java/jdkl.6.0_34

set.JacoORB_HOME=D:/service/1ibh/JacorRE

set.wrapper_HOME=D:/service

# Java application|

# Locate the java hinary on the system PATH:

wrapper. java. command=%JAVA_HOME%/bin/java

#wrapper. java. command=%JAvA_HOME¥%/bin/java :j
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6.1.3. Administer lib Directory

Navigate to the D:\service\lib directory. Rename the first config.properties file to reflect the
Proactive Contact system as desired, and remove the remaining config.properties files. The
screenshot below shows the result of the changes.

b [_ (O] <]
IZ? § /— ~ Computer ~ RECOVERY {D:) v service = lib ~ v k& [search
File Edit VYiew Tools Help
Organize v =3 Views v (€} Bun @
Eavorite Links Mame | -] Date modified ] v| Type I vI Size | vl
., CERTIFIC 22]08/2012 15:49  File Folder
I/ Documents KEYSTORE 221082012 15:49  File Folder
!E Pictures . license 22/08{2012 15:49  File Folder
I Music OPENSSL 22/08/2012 15:49  File Folder
More » . pcm_event 22/08/2012 15:49  File Folder
|_PC41_config.properties 24/05/2012 00:39  PROPERTIES File 1KB :
Folders v |E PCSEventService.jar 24/05/2012 00:33  Executable Jar File 944 KB
[“;’ setAdminPwd.bat 21/05/2012 10:00  Windows Batch File 1KB
Bl Deskkop - y : ;
¥ ; j qlidbc.jar 29/02{2012 22:11  Executable Jar File S71 KB
B sdmin [&]testrun.bat 21/05/201209:36  Windows Batch File 1KB
Public 4] trilead-ssh2-build213. jar 13/02/2012 21:32  Executable Jar File 247 KB
18 Computer %) wrapper.di 08022012 22:18  Application Exte... 245 KB
iy 05 (C:) 4| wrapper. jar 08/02/2012 22:18  Executable Jar File 118KB

Open the properties file with the Notepad application. Enter the following values for the
specified fields, and retain the default values for the remaining fields.

e DBUser: The administrator credentials for the database.
e DBPwd: The administrator credentials for the database.

e DBUrl:  Update the URL with the database IP address.
‘PC41_config.properties - Notepad =] B3
File Edit Format View Help
* = |

#on May 21 12:42:09 CST 2012

DBUSer=root

DBEPwd=admin

pBUrT=jdhcN\:mysql\://10.10.16. 65/pcsys?useunicode\=true&characterencoding\=UTF-8
DBType=Mysq]l

agenteEventLog=0

% obstatLog=0
inestatLog=0

period=30
refresh=20

=
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6.2. Launch Web Interface

Access the PCS DataManager web-based interface by using the URL “http://ip-address:8080/
PCSManager” in an Internet browser window, where “ip-address” is the IP address of the PCS
DataManager server containing the PCSDataManager component. Log in using the
administrator credentials.

Sy

B OIBABERI 5
Log in
Username | ‘
Password | ‘

The PCS BUIE B R R 4t screen is displayed.

PCS## &EBEE KX
SR : Admin
0 HEEE [ mEEsn® | BBESEM | BEESMAFEM |
1 BEESER ARSI
J BEAAEE BB S BT | BUEBIBST PODRS DS e 0 | A | FR | FREH | SREM MRE | #F | E0AE |
1) BEESE |
0 2EEE
0 ApEE
0 RE&E |
0 BRER \
1
BER 3017 12R HaiEIR
BEATSBABIR
RS BB FiAE | ARNE PP & | REREEN | BOSHER | RERNHE | BURERN | RS |
&
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6.3. Administer Dialer

Select REEIRIE from the left pane, and click on the Dialer 3%l tab to add an entry for the

Proactive Contact system. Enter the following values for the specified fields, and retain the
default values for the remaining fields.

e POD &5
Dialer & 5-:

Dialer B #:

Dialer Host Name:
Dialer IP:

Dialer K5
Dialer & #1:
Dialer B\ &H:

Select an available name, in this case “Pod 1”.
Select an available name, in this case “Dialer 1”.

A desired name.

The host name of Proactive Contact from Section 5.3.
The IP address of Proactive Contact.

The administrator credentials for Proactive Contact.
The administrator credentials for Proactive Contact.

The administrator credentials for Proactive Contact.

PCSH 5 EEK B RS

Dialer $if :

FRIOME : Admin
0 EBEE | poow® | Disteim |
0 BEESEE O
] BERNER
- PODHS |[Pod1 ¥
) egam Dialer 52 : Dialer1 v
0 APEE Dialer B : PC41
) REEE Dialer Host Name : EEC_"(‘]A*
1 =R [10.10.16.94

|
|
|
lagmin |
|
|
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6.4. Administer Data Source

Select ZIBREE from the left pane, and click on the ZXIE RN tab to add a data source

entry. Enter the following values for the specified fields, and retain the default values for the
remaining fields.

o BIEREHK: A desired name, in this case “avaya_test”.

o BUERERA: Select the applicable database type, in this case “MySql”.

o BUBREEERSR: Enter the URL containing the database IP address and name.
« BIEERAFA: The administrator credentials for the database.

o BURFEA P &EW: The administrator credentials for the database.

o BMIBERFPHINZ: The administrator credentials for the database.

o MENYLERR: Name of database call results table, in this case “callresult”.
o FEOYFRR: Name of database call records table, in this case “calldata”.

The i EERE, WAF, BUF R FFER buttons (not shown) can be pressed to test the connectivity

to the database, call result table, and call records table and fields respectively. The screen below
shows the successful results after verifying the connections, along with the display of the call
record table fields.

PCS I EHEEH BHRL

FRIMHE : Admin
0 HEEEE | mmENE | mEEEm |
) BEHSEE [ e A mEBHE
1 BERAEE : —
0 BEEEE BHEREH - avaya_test
BED: 15 BUBEERR MySql v
) HPER ‘jdbc.mysql’//m.mﬁB.BSIpcsdata7useUnicode=true&charaderEncoding:UTF-a
1 R&E&E PREIERES
Ed —
0 sx=8 #l : jdbc:mysql:// address / dbname ?useUnicode=true&characterEncoding=UTF-8
HEERAPE root |
BBEA LT cssee ]
FUEEER P R#RUE vesee
FAEIRIREA -
FFIYERAR © [callresult. ] \
TR AR ¢ calldata |
Osysnum Oprin Cccope CJacetnum CInamet CIname2 CJcsrac CIPHONE2 [JPHONE1 [C]EXTERNAL
FFIYE LT CinTERNAL [JBLANCE [JcRreDLINE [IDELQUENT [IDAYS [PAYDAY [PAYAMT [JziPcODE [JBEHSCORE
OstarTTIME CIENDTIME
[wz &8 |
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6.5. Administer Job Data

Select IBESEE from the left pane, and click on the ZXIEFES 7 BN tab to add an entry for

the infinite job. Enter the following values for the specified fields, and retain the default values
for the remaining fields.

e POD &5 The POD 4%+ from Section 6.3.

e Dialer &%:  The Dialer 455 number from Section 6.3.

o BUEIR: The 3 JRE # from Section 6.3.

o EFEM: The infinite job name from Section 5.2.

o FFEHARM: Select the desired start date.

o &LRAM: Select the desired end date.

o ME—#RIAFBR: Select the desired field with unique values.

o HEFF: Select and set the record ordering method as desired.

o ¥lh: The number of records to send in the initial batch.

o [{E: The minimum threshold for call records in number of minutes.
« RE: The maximum capacity for call records in number of minutes.

In the BB EE R BR section, check the fields in the exact order listed in the CallList P8

section. A second listing will appear as the fields are checked. The screen below shows the field
selections in progress.
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PCS ##Z & EH

TR : Admin
0 HERE BEAENE | BEBESFEM | BEEZMIEM |
il FRAREUAAT 8
) BEAEE
1) BE&RSE PODRS : Pod1 |w DiglerfS : 1 v
) 2EE8 HEIR - avaya_test v HEEEM infinity7 |
0 ApEE FrisEIHA : 2012-08-23 =]} “RAM 2012-08-31 E:]
) R&&E ME—FRRFE ACCTNUM (s
4 BRER B © OBR O%ER
HEFEL: TEIEE
HEFFER: TRERE
HEFFES: VEEE
s EE WS BINETR S ARSE) =
& 5 (S35 HAT BT B EORIA BB IR TRT (8])
FE: 10 G MR B Z INFRIIRITEIERTIE)
e
[ sysvum MIPRIN M ccopE Ml aceTNuM [INaAME! [INamvE? [JcBrLAaG [JpHONE2 [JPHONE! [JEX
BEERFE T TERNAL [JINTERNAL [JBLANCE [JCREDLINE [1DELQUENT [[IDAYS [JPAYDAY [JPAYAMT [[]ZIPCODE
[BEHSCORE [JSTARTTIVME [JENDTIME
SYSNUM i 2 | sysnum &
PRIN = |PRIV s
) CCODE |~ |ccope = &
CallListFER : Y oM T
NAMEL el
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6.6. Administer Data Selection

Select ZXIEBABIEE from the left pane, and click on the Zx3EBA Z#R N tab to add a data

selection entry. Enter the following values for the specified fields, and retain the default values
for the remaining fields.

o BWIRBABIRFR: Enter a desired data selection name, in this case “test-1"".

o BIEIR: Select the ZX#EJE B #1 from Section 6.4.
o BIBRAER:  “Table”
o THIESRY: Enter the desired selection criteria.

o FEHER 1:  Select the desired field and method for record sequence.

The i ¥ button may be used to preview the selected records.

PCSHEEREEH
SR © Admin
) EBEE | [(mEpamE | sEbAEm |
0 BEASEE e HEIGIAE
0 BEMIEE -
) BEESE HERAREFE : test-1
) 2EER k26 | avaya_test v/
O Apge BRI View @ Table
) RE&E ;‘where namel='abc’ |
0 BRER TR ]
FEHFL: |ACCTNUM  &|(HF v
FRHE: P
FEHEI: [EER. v
SR v |
FEHFS: [meR. v @eg. v
BUEDAIRE : ]
BT
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6.7. Administer Job Data Selection

Select BIBFESEE from the left pane, and click on the ZX3EFES5BA BT N tab to add an entry

to associate the data selection with a job. Enter the following values for the specified fields, and
retain the default values for the remaining fields.

o BIRMESEBABIRHFF: Enter a desired job data selection name.

o EFEWH: Select the appropriate name reflecting the job data from Section 6.5.
o BIAEBATIEFA: Select the Z3ERA 51l & #= from Section 6.6.
o« FFMRER: “B[E)”
o« ERIA: “B [
o FFIARTH: Select the desired start time.
o LEREIEL: Select the desired end time.
o TRLYHHE: Select and set the calling interval for record selection as desired.
o NE: Select the desired weight.
PCS#EEEER B R
FRImEE © Admin
) SRR | [(mmEzaE | BEESEM | SEESMEM
el
L) BEMNEE !
) BERSE BB ESARB linfinity7 |
) BEaE | HESER POD1_Dialer1_infinity7 |
) APER FHERARIETE test-1 v‘
0 RHERE | FRHR wE v
0 BXER | BfE v
Faaa : os0000 |
| shmeia) : [23:00:00 12
‘ FRESAOF © [@)=]::MOFy=1:]
TREIFF IR B B S1EeR
| HOAFRIATE :
| & 5
| SiE: \
| FmsEEspn | EE |
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7. Verification Steps

This section provides the tests that can be performed to verify proper configuration of Proactive
Contact and PCS DataManager.

7.1. Verify Avaya Proactive Contact

Log into the Linux shell of the Proactive Contact server, and issue the “netstat | grep enserver”
command. Verify that there is an entry showing an ESTABLISHED connection between the
Proactive Contact Event Server and the PCS DataManager server running the PCSEventService
component, as shown below.

$ netstat | grep enserver

tcp 0 0 PC4l:enserver ssl PC41:41868 ESTABLISHED
tcp 0 0 PC4l:enserver ssl PC41:32897 ESTABLISHED
tcp 0 0 PC41:41868 PC4l:enserver ssl ESTABLISHED
tcp 0 0 PC4l:enserver_ssl 10.10.16.67:50599 ESTABLISHED
tcp 0 0 PC41:32897 PC4l:enserver ssl ESTABLISHED

Start the infinite job, and log agents in to handle the outbound calls. Issue the “jobmon”
command and select the applicable job to monitor. In the Job Activity Summary Statistics
screen, verify that records are being selected and that phone calls are being made, as shown
below.

#10.10.16.94 - PuTTY

[STANDARD] Job Activity
Surrear i
i)l [ infinity?] [296]
Start time: 14.10.22 Current time:
Agent Activity Line Usage

[ Loaded additional call selection list ]
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7.2. Verify Ulane Tech PCS DataManager
Follow the procedures in Section 6.2 to launch the PCS DataManager web interface. Select

ES5 MR from the left pane, to display the screen below. Verify that there is an entry reflecting
the active infinite job, and the following field values match the corresponding values from

Proactive Contact.

o IRSFB/EW:
o EFHRW:
o HAFEH:
o FRAEH:
o WELMA:
o BEERFH:

The host name of Proactive Contact from Section 5.3.

The job name from Section 7.1.

The records selected from Section 7.1.

The phone calls left from Section 7.1.

The phone calls made from Section 7.1.

The logged in value from Section 7.1.

o {ESFFIARTE: The start time from Section 7.1.

PCS g &% E 5%

FRIMEE : Admin

0 EakE |
) BRESESE
1) BERRSE
1) BRESE
0 rEEE

B lakey:

0 RGRE

0 BREE

HEEE |

IREBEM | ESEH | SHAEE | RRSFE | MESHE | EHIWE | FOHBARE EEERE | IS FIREE

PC41 infinity7 22

MRS (31T 15ER SRR

0

B E [

2012-08-29 14:21:06

LR g R R 2
REET e i B -
o it
e— EsmTen FTER SEEER ETEn
e EENE : IRE TR AR A :
A
RS SHARIIE : Lo FER TERE LRERR:
ot _
IS SRR - LR mEENE B SRR
WiE St
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8. Conclusion

These Application Notes describe the configuration steps required for Ulane Tech PCS
DataManager to successfully interoperate with Avaya Proactive Contact with PG230. All
feature and serviceability test cases were completed with observations noted in Section 2.2.

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

1. Administering Avaya Aura'™ Communication Manager, Document 03-300509, Issue 6.0,
Release 6.0, June 2010, available at http://support.avaya.com.

2. Administering Avaya Proactive Contact, Release 4.2, May 2010, available at
http://support.avaya.com.

3. Avaya PCS ##EEH K42, V1.6.1, September 2012, available from Ulane Support.
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