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Application Notes for Configuring Amcom Smart Console
Version 5.1 with Avaya Aura ® Contact Center
Communication Control Toolkit Release 6.3 and Avaya
Communication Server 1000 Release 7.6 — Issue 1.0

Abstract

These Application Notes describe the configuration steps required for Amcom Smart Console
application to successfully interoperate with Avaya Aura® Contact Center Communication
Control Toolkit (CCT) Release 6.3 and Avaya Communication Server 1000 Release 7.6.
Amcom Smart is an operator console that simplifies the call handling process for hospital call
centers.

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 a solution comprised of Avaya Aura® Contact Center
Communication Control Toolkit (CCT) Release 6.3, Avaya Communication Server 1000 Release
7.6 (hereafter referred to as Communication Server 1000), and Amcom Smart Console
application (hereafter referred to as Smart). Amcom Smart allows a user to operate a physical
telephone and view call and telephone display information through a graphical user interface
(GUI). Amcom Smart integrates with the Amcom CTI Layer, which is a middleware between
Amcom Smart and Application Enablement Services, to control and monitor phone states.

The objective of this compliance test was to validate that Smart successfully interact with the
Contact Center CCT server to control and monitor activities of physical agent phone on the
Avaya Communication Server 1000 switch.

2. General Test Approach and Test Results

The general test approach was to verify interoperability feature and serviceability test cases
between Amcom Smart application and Avaya Aura® Contact Center CCT using
Communication Server 1000. All test cases were executed manually.

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. Interoperability Compliance Testing

The compliance test concentrated on the CCT-based integration of Smart with Contact Center
CCT and Communication Server 1000. The compliance test verified the ability for an operator
to:

Receive and answer Automated Call Distribution (ACD) calls in queue and regular calls.
Generate outgoing calls.

Over dial DTMF on calls.

Place calls on hold and resume.

Perform blind and supervised transfers to any configured station or PSTN number.
Perform call conferencing to any configured station or PSTN number.

Serviceability: restart CCT services and pull out Ethernet cable.
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2.2. Test Results

All test cases were executed and passed. The followings are observed:

e In the event of losing communication between CCT server and Smart application such as
CCT services restarted, Ethernet cable unplugged...etc., the Gen CTI application service
on the Smart server needs to be restarted to allow control of the agent phone.

e In case of the application calling an invalid extension, the display shows the destination
party is invalid. Clicking the Release button does not clear the display information.
Information on display is cleared only if a new call is presented or the Line button is
pressed.

e In case of the application calling a busy extension, the display shows that the call is in
progress. However the display on the physical phone shows that the destination is busy.
Call can be cleared by clicking on the Release button.

2.3. Support

For technical support on the Amcom Smart Console product, contact Amcom software support
via the website below.
e Website: http://www.amcomsoftware.com
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3. Reference Configuration

Figure 1 below illustrates the test configuration diagram between Avaya Aura® Contact Center
system, Avaya Communication Server 1000 and Amcom Smart Console server. Avaya
Communication Server 1000 switch had the Contact Center attached and agent phones registered
to it. The compliance test used Avaya Aura® Messaging for testing DTMF only and it is not a
part of the solution. The Communication Server 1000 system also had SIP trunk to PSTN for
making and receiving external calls.

Emulated PSTN
Avaya Aura® Contact Center

CCMSICCTICCMA
10.10.97.51
i
1 Avaya Communication Server1000
: 10.10.97.150
Avaya Aura® Messaging - =T B =
i
1
1
| [ ——
L J
LAN LAN
Avaya 1150E IP Avaya 1165E IP Laptop with Amcom
(UNIStim) Deskphone (UNIStim) Deskphone Smart Console Installed
Agent 6 Agent 7 10.10.97.57

Figure 1: Test Configuration Diagram
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4. Equipment and Software Validated

The following equipment and software were used for the compliance test:

Equipment Software
Avaya S8800 server running Avaya Aura® 6.3 SP10
Contact Center

Avaya S8800 server running Avaya Aura® 6.1 SP2
Messaging

Avaya Communication Server 1000E/CPPM | 7.65
Avaya IP 1165E (Unistim) Deskphone 0x25C8Q
Avaya IP 1150E (Unistim) Deskphone 0x27C8Q

Amcom Server OS

Windows 7 64-bit Enterprise SP1

Amcom Smart Console

5.1.96.96

Amcom CTI Service

5.2.37.37

5. Configure Avaya Communication Server 1000

This document assumes that the Avaya Communication Server 1000 system was properly
installed and configured as per the product documents. This section provides the steps on how to
provision the Communication Server 1000 to work with Contact Center. For more information
about how to install and configure Communication Server 1000, refer to Section 10.

The following summarizes the tasks that need to be done on Communication Server 1000. This
section shows configurations provisioned by using overlay (LD) commands; the same
configurations can be also done by using Element Manager.

e Verify Software Packages for Contact Center Features.

Configure Agent Phone.

RS; Reviewed: Solution & Interoperability Test Lab Application Notes
SPOC 2/21/2014 ©2014 Avaya Inc. All Rights Reserved.

Configure ELAN and VAS for Contact Center application.
Configure Automatic Call Distribution (ACD) Queue.
Configure Control Directory Number (CDN).

5 0f 32
SmartConsol-CCT



5.1. Verify Software Packages for Contact Center Features

Use overlay LD 22 to print software packages required for Contact Center feature. Make sure the
following software packages are equipped in the Communication Server 1000 system.

Prompt Response Comment

REQ PRT Request print

TYPE PKG Type of data: package

BACD 40 Basic Automatic Call Distribution
ACDB 41 Automatic Call Distribution B
ACDC 42 Automatic Call Distribution C
LMAN 43 Automatic Call Distribution Load Management
MUS 44 Music

ACDA 45 Automatic Call Distribution A
ACDD 50 Automatic Call Distribution D
NGCC 311 Symposium Call Center

Use the same overlay LD 22 command to print out allowed numbers of ACD agents, AST and

AML

Prompt Response Comment

REQ SLT Request software list
ACD AGENTS 32767 LEFT 32739 USED 28

AST 32767 LEFT 32712 USED 55

AML 16 LEFT 9 USED 7

5.2. Configure ELAN and VAS for Contact Center application

Use overlay LD 17 to create an Application Module over Ethernet (ELAN) for Contact Center
application. Below are the prompts that need to be entered. For other prompts, keep pressing
“Enter” key to use default value.

Prompt Response Comment

REQ CHG Request change

TYPE ADAN Type:

ADAN NEW ELAN 19 | Add a new ELAN 19

CTYP ELAN Card type: ELAN

DES AACC63 Designator
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Use overlay LD 17 to create a Value Added Server (VAS) to associate with the ELAN above.
Enter the information as displayed in the table below.

Prompt Response Comment

REQ CHG Request change

TYPE VAS Type: Value added server

VAS NEW Add a new ELAN 19

VSID 19 Card type: ELAN

ELAN 19 ELAN 19 as configured in the step above
SECU YES Security the link

5.3. Configure Automatic Call Distribution (ACD) Queue

Use overlay LD 23 to create an ACD queue for Contact Center agent. The important fields are
displayed below. For other fields in the command, keep pressing the “Enter” key to use default

value.

Prompt Response Comment

REQ NEW Request new

TYPE ACD Type: ACD

CUST 0 Customer ID

ACDN 54901 ACD DN

MAXP 50 Maximum of agent for this ACD queue, from 1-

120

5.4. Configure Control Directory Number (CDN)

Use overlay LD 23 to create a CDN number for Contact Center. The important fields are
displayed below. For other fields in the command, keep pressing the “Enter” key to use default

value.

Prompt Response Comment

REQ NEW Request new

TYPE CDN Type: CDN

CUST 0 Customer ID

CDN 54900 CDN Directory Number

DFDN 54901 Default DN: assign the ACD DN above to the
CDN
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5.5. Configure Agent Phone

User overlay LD 11 to create or change the configuration for agent phones. The important fields
are displayed below, for other fields in the command keep pressing the “Enter” key to use default
values. In the compliance test, 2 agents (agent6 and agent7) created for different phone types
were used for testing purpose. The configuration below represents one agent phone type, 1150E.

Prompt Response Comment

REQ NEW Request new

TYPE 1150 Type: 1150 phone

CUST 0 Customer ID

ZONE 1 Zone for phone it is defined before
AST 00 03 CCT will monitor key 0 and 3

KEY 00 ACD 54901 1005 |Key O assign to ACD 54901 above
KEY 01 NRD Key 1 Not Ready

KEY 02 MSB Key 2 Make Set Busy

Key 03 SCR 54405 KEY 3 secondary DN for agent phone
CPND NEW Add a name for agent phone

NAME Agent6 Enter a name for agent phone

6. Configure Avaya Aura® Contact Center

This section provides steps on how to configure Contact Center to work with Avaya

Communication Server 1000 and the Amcom Smart. This section assumes that Contact Center

system is already installed and operated. The following provides the steps for configurations:
o Verify Contact Center License.

Configure Contact Center Manager Server.

Configure Windows users for CCT Agent.

Configure CCT Server.

Configure Contact Center CDN (Route Points).

Configure Contact Center Phonesets.

Configure Contact Center Skillset.

Configure Contact Center Supervisor.

Configure Contact Center Agent.

Configure Contact Center Scripting.

Configure CCT Agent.

In the compliance test, the Contact Center system used is a co-resident system which consists of
Contact Center Manager Server, Contact Center Manager Administrator, Contact Center
Communication Control Toolkit, and Contact Center License Manager.

6.1. Verify Contact Center License

From the Contact Center server in which the License Manager server is installed, navigate to
Start - All Programs - Avaya - Contact Center - License Manger - Configuration.
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The Contact Center Licensing window is displayed. Make sure Corporate Open Queue
Sessions and Corporate CCT Package are presented in the table as shown below.

Contact Center Licensing |
' Corfiguration Real Time Usage |

License Type | Max | Cumrent | lzed | Alams :l
Comaorate Open Interface Open Queue 1 0 0.0% [ Applic
Comporate Linkplexer 1 1] 0.0 % [ Applic
Comporate Outbound Feature 1 0 0.0 % [] Applic
Comporate CCMM Redundancy 1 0 0.0% [] Applic
Comporate NCC Hetero Metworking 1 0 0.0% [] Applic
Comporate Universal Netwarking 1 0 0.0% [ Applic
Corporate CCMA Replication 1 0 0.0 % [ Applic
LM_CCT_STHC 1 0 0o [In/a
Comporate Replication 1 1] 0.0 % [] Applic
LM_0G_MMC 1 0 00% [Onsa
Comporate Open Queue Sessions 1 1 === 1000% [ Applic
Comaorate CCT Packaoe 1 1 == 1000% [ Applic
Comporate CCMM Package 1 1 1000% [ Applic
Comorate Enterprise 1 1 100.0% [ Applic’

1] |

Critical License Usage % |5D

Apphy
Major License Usage % IBEI
_ B |
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6.2. Configure Contact Center Manager Server

From the Contact Center Manager Server machine, navigate to Start > All Programs - Avaya
—> Contact Center - Manager Server = Server Configuration. The Server Configuration
window is displayed, in the left navigation pane of the Server Configuration window, select
Local Settings. The Local Settings window is displayed on the right. Enter the following
highlighted fields:

e Site Name: It should be matched with the computer name in CCMS server, e.g.
“AMLAACCG62”.

e RSM IP address: Enter the Real-Time Statistics Multicast IP address in the box, the IP
address 234.5.6.10 is the default one in Contact Center when installed. Check with
network administrator to assign a proper multicast IP for your contact center.

e Avaya Server Subnet: Enter the contact center subnet IP in the box, e.g. 10.10.97.51.

e Elan Subnet: If Elan is used, select the “Enter the ELAN Subnet IP address”
checkbox and provide the ELAN IP address of Contact Center in the IP Address textbox,
e.g. 10.10.97.103.

¢ Server Configuration M=l B I

AVAYA Contact Center Server Configuration

o Main Menu
) S Custorner Information Bwaya Server Subnet
-{ig)) Licensing Cust "
S uskorner Marne
(@) Switch C51000 Eniter the CLAN Subnet IP Address
(=) CCT Server I.C\.va\,fa
(=) W5 Open Interfaces IP Address
. — Company Mame
-{15)) SalesForce
IDevCDnnect |1IZI. 10.97.51
Elan Subnet
Site Mame
AMLAMNCCEE [¥ Enter the ELAM Subnet IP Address
RSM IP Address IP Address
Real-Time Statistics Multicast IP Address IID. 10.97.103
234.5.6.10
Exit Apply all oK
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Click on the Licensing option, the License window is displayed on the right. Depending on the
CCMS license, select the proper CCMS package in the CCMS Package section, e.g.
“Corporate Enterprise”. Tick the “Open Queue” checkbox in the Optional Packages window.

Enter the serial number of the Communication Server 1000 system in the Serial Number field.
The serial number of Communication Server 1000 system can be found by using overlay 22 with
REQ ISSP. The License Server IP Address section is kept as default, if License Manager server
is installed on the same server with CCMS.

¢ Server Configuration I_ =}

AVAYA Contact Center Server Configuration

J Main Menu
) Local Settings License Manager Package License Server IP Address

1)) CCMS Package
=) Switch C51000
fi=) CCT Server
I:gll WS Open Interfaces Optional Packages: |1D.1D.9?.51 I3998
1) SalesForce

IC':'”:":'r‘E'tE Enterprise  <== ll License Server IP Port

[~ Mebworking o
[~ Web Based Statistics

[ Multiplicity

¥ Open Queue === Optional Alternative License Server IP Address
[~ I Open Queue

License Server IP
[ QI Universal Metworking

[ OFF Site Agent I

|
Serial Mumber
[t537s  <==
Exit Apply All 0K
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Click on the Switch Communication Server 1000 option, the Switch Communication Server
1000 window is displayed on the right. In the Communication Server 1000 Switch Data
section, enter the name of the Communication Server 1000 call server in the Switch Name field,
e.g. “cppm3”, an IP address in the Switch IP, e.g. “10.10.97.78”, and customer number in the
Switch Customer number, e.g. “0”. Leave the Voice Configuration Services section as None

if not used.

Note that the switch name must match the host name of the call server. The switch name of
Communication Server 1000 system can be found out by using overlay 117 PRT HOST.

¢ server Configuration !EI
AVAYA Contact Center Server Configuration
o MMain Menu
'EE:' Local Settings 51000 Switch Data ‘oice Services Configuration
=) Licensi
:::I ||:ns| — Switch Mame
(EFswitch 51000 _
i£) CCT Server ||:|:||:|m3  Call Pl € ABER (¥ None
--fiZ) WS Open Interfaces _
_____ %) SalesForce Switch IF IP Address
j10.10.97.78 |
Suitch Customer Mumber Port
jo 10003
alternative Switch IP CPHA Managed CLAM IP (optional)
Alternative Switch Customer Mumber Call Pilot CLAM IP Address
Alternative Switch Serial ID
Dane
| Exit fipply Al o
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Click on CCT Sever option. Leave the settings as default since the CCT server is installed on the
same server with CCMS.

Click Apply All button to apply configuration to Contact Center Server Configuration and
click Exit to close the window. The Contact Center CCMS needs a reboot for the changes to take
effect.

¢ Server Configuration M=l B I

AVAYA Contact Center Server Configuration

; Main Menu

L) Local Settings CCT Server
iZ)) Licensing Plzase tick the Fallawing bax only when using Communication Caontral Toolkit on a REMOTE serwver,

IE) Switch C51000 [T Use a Remate CCT Server

Remote Server Settings

(=) W3 Open Interfaces
: ZiCT Hask Mame

‘. {i2)) SalesForce

amanccez

Mate: Modify the CCT Part Mumbers Only as advised in the Installation Manual,

CCT Pork Al CZCT Part Bl
IEDQE Drafault 5093 IBDQQ Drefault 5099
CiCT Park A2 CCT Park B2
IISDQS Drefault 13093 |18E|99 Default 18099
Exit Apply All 0K

6.3. Configure Windows Users for CCT Agent

In the compliance test, the Contact Center CCT server is not joined to a Windows domain;
therefore, the Windows User used for CCT user login will be created in the local CCT server. In
case the CCT server joins a domain, the Windows User needs to be created in the domain
controller.

From the Contact Center CCT server, navigate to menu Start - Administrative Tools -2
Computer Management. The Computer Management window is displayed. Right click on
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Users (not shown) folder under Local Users and Groups and then select New. The New User
window is displayed Enter information for user as shown below. Click Create button to

complete.
Hew User n
User name: IagentE
Full name: I.-'l‘-.gentE 1150E
Description: IﬂgentE 1150E
Password: I---------
Confimm password: Illlliiiill
[T | Uzer must change password at next logon
™ User cannot change password
I¥ Password never expires
[T Account is disabled
Help Create Close

The screen below shows the Computer Management window with 9 Windows users created

from agentl to agent9.

gtumputer Management =] B3
Fil=  Action Wew Help
&= | Himlel= | HiE
A Computer Managament (Local) Mame | Full Mame | Diescription |Actiuns
= [[Jj System Taols A pdrninistrator Built-in account For admin _
Fare o
(5) Task Scheduler &l agentt Agerkl 2050PC Agerkl 2050PC .
Q‘; Event Viewer A agentz AgentZ Z002P2 AgentZ S002F2 Mare Actions 4
2] Shared Folders A gerts Agents 2004p2 Agents 2004p2
B & '-F!':'st and Groups | 2 centa Agentd 1120E Agentd 1120E I ———
- *”“‘ A agents AgentS 1140E Agents 1140E Mare Actions »
L eroups A gents Aqenté 1150E Aqenté 1150E
(1) Performance
T Device Manager §" agent? Agent? 1165E Agent? 1165E
g &= ?S‘ﬁrage §‘ agents Agents 03905 Agentd 03905
—u
E Disk Managemsnt §‘ agent? Agentd 03905 Agentd 03905
:2?_.__ Services and Applications A nsPMET ASPMET Machine Account Account used For running
#yGuest Built-in account For guest
§" iceddrnin iceAdriin Built-in accaunt Far Awvaw
Al1usR_swC TUSR_SwiC Built-in account For Awvaw:
l | i
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6.4. Configure CCT Server

The CCT server needs to be added into Contact Center, this can be accomplished by using the
Contact Center Management Administrator (CCMA) webpage. Log in to the CCMA webpage
(not shown) and navigate to Launch Pad - Configuration - Server - Add Server.

The Server Properties window is displayed on the right, enter server name “AMLAACC62” in
the Server Name field, its IP address is automatically filled out in the IP Address field because
this is a co-resident Contact Center system, enter a display name e.g. “AMLAACC62_CCT” for
CCT in the Display Name field, check on radio option Associated CCMS Servers, and keep
other fields as default. Click Submit button to complete.

AVAyA configuration Logged in user: webadmin | Logout

Server Download Status Launchpad Help

Server Properties

Associated CCM3S Servers
Type | ccT v[

Server Name IW == Servers @
PAddress [10109751  <==
Display Name [aWLAACCE2 CCT | <== Clear Associations |
Login ID I
Password I—

DSN Prefic CCT

The following ODBC DSN will be
automatically created for this
system: CCT_10.10.97.51_DSH

Port Number |3031

CCT Website: URL  htp-//AML AACC 52:8081/WebAdmin/

Submit | Reset |

AMLAACCE2 ==> f+

The screen below shows the CCT server already added to the Contact Center system.

AVAyA configuration Logged in user: webadmin | Logout
Server Download Status Launchpad Help
=) AMLAACCS2
El-{2) AMLAACCE2 CCT CCT Administration Server: AMLAACC62
i(Z7] CCT Administration
CCT Administration URL http:#AML AACCE2:8081/WebAdmin/
Launch CCT Console
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Click on Launch CCT Console button in the screen above to open CCT Administration
webpage. The CCT Administration page is displayed as shown below.

AVAYA CCT Administration Logged n 3s webadmi
[
Users y
Waorkstations
» Groups
w Providers
v Passve Avaya Aura Contact Center
Addresses
Terminals Communication Control Toolkit
IVRs
Manage your Communication Control Toolkit
Version: 6.2 _
Rel:1.0.0.19 hd
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Click on Passive item in the left navigation pane. The Update CCT Provider is displayed on
the right. In the Basic Provider Information section, enter the IP address of the CCT server
10.10.97.51 in the IP Address field, and keep other fields in this section as default. In the
Provider Configuration section, select the latest release of Communication Server 1000 in the
Communication Server 1000 Software Release dropdown list, which is Release 7.0. Keep
other fields in this section as default. Click Save button at the bottom to save changes.

v Update CCT Provider
Users G Basic Provider Information
Waorkstations
P Groups Provider Name Fassive
w Providers IP Address 10.10.97.51 ===
w Passive <== Port 3000
Addresses Provider Type C5 1000 Contact Center
Terminals Q Provider Configuration
IVRs
Transport TCP ;I
Customer Number [t}
CS51000 Software Release Release 7.0 ;I ==
Call Data Life Span (minutes) 10
Disable Copy of Data to Consult Call I-
C51000 Home Location Code (HLOC) 400
Network IVR Port 2000
Initialization Timeout [seconds) 32
Command Timeout (seconds) 5
Save
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6.5. Configure Contact Center CDN (Route Points)

Log in to CCMA webpage and navigate to Launch Pad - Configuration. The Configuration
page is displayed, expand the Contact Center CCMS “AMLAACCG62” in the left navigation
pane, and select CDN (Route Points). The CDN (Route Points) page is displayed on the right.
Enter CDN name in the Name field, e.g. “CDN54800”, CDN number in the Number field e.g.
“548007”, and tick the Acquired? checkbox, and click on next row to update the changes. The
screen below shows two CDN numbers 54800 and 54900 are already acquired.

|

AVAYA

Server

Download Status
=) AMLAACC62 =
... Activity Codes
[:| Call Presentation Classes
|1 Call Recording and Quality
S [CDNs (Route Points)
[ Contact Types
-] DNISs
..|_]] Formulas
[ Global Settings
(] Historical Statistics
(7] WR ACD-DNg
--[_]] Phoneset Displays
-1 Phonesets and Voice Port
..[_7] Reaktime Statistics —
[ Routes

D Ckilzats

... 7] Threshold Classes hd
| * 1

)

Launchpad

Configuration

Help

CDHNs (Route Points)

Logged in user: webadmin Logout

-

Server: AMLAACCGE2

CDHNs Open Queue Refresh Status
Name Number Call Type Acquired? Status

» |cons4z00 54300 Local W <== |acquired
CON54500 545900 Local v Acquired

* rC

o

Updates are applied when you click the next row on the grid.
To delete an entry, highlight the row on the grid and hit the delete button on the keyboard.

6.6. Configure Contact Center Phonesets

In the Configuration page, click Phonesets and Voice Ports. The Phonesets/Voiceports page
is displayed on the right. Enter phone set name in the Name field, e.g. “Agent]1 150E”, Terminal
number of phoneset as configured in Section 5.5 in the Address field e.g. “96-0-2-5”, and tick

the Acquired? checkbox, and click on next row to update the changes. The screen below shows
some phone sets that were already acquired.

AVAYA

Server

Download Status

Launchpad

Configuration

Help

Logged in user: webadmin | Logout

-2 AMLAACCEZ - Ll
------- [ Activity Codes PhonesetsWoice Ports Server: AMLAACCG2
------- D Call Presentation Claszes
------- D Call Recording and Guality Maonito Refresh Status I
------- [ CDMs (Route Points)
....... hame Type Address Channel IR Mame Acquired? |Status
L Contact Types ¥p ]
....... CDrSs » Agert 4-0-3-0 I Acquired
_______ AgertD3905_2 Error 4-0-3-1 |l Mot &couired
[CdFormulas
_______ / Agent2050 Agent 96-0-2-0 = Acquired
[ Global Settings o ] o
....... D Historical Statistics Agent2002P2 Agent 96-0-2-1 = Acquired
_______ | Agent2004P2 Error 95-0-2-2 | | Mot &couired
LR ACD-Dhs
_______ i Agent1120E Error 95-0-2-3 | | Mot &couired
L Phoneset Displays
....... Qe ep TS Agerti140E Agert 95-0-2-4 1= Acouired
....... [ Resi-time Statistics Agent1150E Agert 95-0-2.5 <== M [|acquired
....... Agent1183E Agent 96-0-2-6 = Acquired
D Routes
....... (O Skillsets - | r
------- D Threshold Claszes
El(lf_ AMLAACCE2_CCT nd o
1| | >l ' =
+ Updates are applied when you click the next row on the grid.
To delete an entry, highlight the row on the grid and hit the delete button on the keyboard.
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6.7. Configure Contact Center Skillset

In the Configuration page, click on Skillsets folder. The Skillsets page is displayed on the right.
In the Contact Type column, select “Voice” and type skillset name e.g. “VVoice_SK1” in the
Skillset Name column and click on next row to update the changes.

AVAyA co“figuratio“ Logged in user: webadmin | Logout

Status Launchpad Help

=--{Z)) AMLAACCE2 - =
....... [0 Activity Codes Skillsets Server: AMLAACC62
------- [_ Call Presentstion Classes
"""" () Call Recarding and Guaity Manit Cantact Type Prefix  |Skilset Name Defautt Activity Code Threshold Class c
"""" (1 CoMs (Ravte Points) Veice_Mail M Defaull_chilzet 00, Shilet_Defaul_Activity_Code | Skilset_Template F
------- [ Cortact Types ShS Sh_ Default_Skillzet 00, Skilset_Default_Activity_Coce Skillzet_Template F
"""" D DMISs Fax F¥_ Defautt_=killzet 00, Skilzet_Default_Activity_Code Skillzet_Template F
------- (L Formulas . Scanned_Document = Default_Skillzet 00, Skilset_Default_Activity_Coce Skillzet_Template F
"""" & RSeS| Openc oo Defautt_Skilset 00, Skileet_Defaut_Activity Code  |Skilset_Template F
"""" ([ Historical Statistics Predictive_Outbound  [PR_ Defautt_Skillzet 00, Skillset_Defautt_Activity_Code Skillzet_Template F
"""" O REB Outbound 0B_ Default_ckilset 00, Skilset_Defaul_Activity Code  |Skillet_Template F
------- [ Phoneset Dlsplaysl wieh_Communications |G _ Default_Skillzet 00, Skilset_Default_Activity_Coce Skillzet_Template F
"""" & st lendioizaiors Entail EM_ Default_skillzet 00, Skilset_Default_Activity_Code | Skillset_Template F
------- (L] Realtime Statistics oice Default_Skillzet 00, Skilset_Default_Activity_Coce Skillzet_Template F
"""" [:l RU_WES = » i\foice - Voice_SK1 === 00, Skilzet_Default_Activity_Code Skillzet_Template F
------- [Z1 Skilzets

# | Cuthounc -

------- D Threshold Classes — Predictive_Cutbound

=) AMLAACCE2_CCT e Seanned_Document S

4 | Ll_l allsms - vzl

Uvoice_ SK1 updated successfully u

6.8. Configure Contact Center Supervisor

Log in to CCMA webpage and navigate to Launch Pad - Contact Center Management. The
Contact Center Management page is displayed Navigate to Add - Supervisor.

AVAyA Contact Center Management Logged in user: webadmin | Logout

Add Status

Yiew/Edit Launchpad Help

Contact Center Management

e Click a server name to log on to the server and manage users.

* Choose from the options in the View/Edit menu to load supervisors,
agents, skillsets, or assignments. Then, log on to the desired server to

manage this data.

& To add a user, log on to the desired server. Then, choose from the

options in the Add menu to add new agents, supervisors, and =
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The Supervisor window is displayed on the right. In the User Details section, enter descriptive
names in the First Name and Last Name fields, select Supervisor in User Type and enter a
login ID in the Login ID field. In the Supervisor Information section, enter a telephone number
in the Telephony/Port field (screen not shown). The screen below shows an example of
Supervisor information.

A\/A\YA Contact Center Management Logged in user: webadmin | Logout
Yiew /Edit Add Status Launchpad Help
= D CCM Servers (Supervisors) =
&) AMLAACEE2 Supenvisor Details: DevConnect Avaya Server: AMLAACCE2

w User Details

First Mame: * IDeonnnect User Type: Im

Lazt Mame: |Avaya Lagin I0: *I‘I2?w45—

Title: I Perzonal Dhl: I—

Department: |SIL Interop ACD Queue: I—

Language: Im ;I i
Comment: I ﬂ ACD Gueue Error: LI

Account Type:
[~ Create CCT Agert

| CORMA L nnin feocna nd Nataile lfﬁ_| il
1| | »

Elearl S ubmit I Create New Create Many

6.9. Configure Contact Center Agent

Log in to CCMA webpage and navigate to Launch Pad -> Contact Center Management. The
Contact Center Management page is displayed. In the left navigation pane, expand the Contact
Center server “AMLAACCG62”, right-click on the supervisor “Avaya DevConnect” as created
in Section 6.8 and select Add Agent in the menu.

AVAyA Contact Center Management Legged in user: webadmin | Logout

Yiew fEdit Add Status Launchpad Help
El--(_]CCM Servers (Supervisors)  gynanjisor: DevConnect Avaya Server: AMLAACCE2 [
E-(E) AMLAACCE2
RS  Add Agent Creste & new Sogent =]
Supervisor Details

Create & new

Delete Supervisor Supervisor

Add Many Users

Create & new
Supervisarisaent

Add Many Users

Create & new
Skillset

i
&
544016 1165E Agent] Y
i

54401 2002P2 Agent?

* Double click « —
an agent to 54402 2004P2 Agent3 i

wienn: their

retailz | ﬁ EL‘I—-‘ 2 ﬁ ﬁ Page size: 9agents in 2 pages =
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The New Agent Details window is displayed. In the User Details section, enter first and last
name for the agent in the First Name and Last Name fields, select Agent in the User Type
field, enter a login ID e.g. 54405 in the Login ID field, the Personal DN and ACD Queue fields
are optional. Tick the Create CCT Agent checkbox.

AVAyA Contact Center Management Logged in user: webadmin | Logout

¥iew fEdit Add Status Launchpad Help

(= D CCM Servers (Supervisors) —
E‘""@ AMLAACCE2 New Agent Details: Agent6 1150E Server: AMLAACCG2
Ayaya DevConnect
[+ @€ Supervizor Default w Lser Details
First Mame: Uszer Type: IAgent b l
Last Mame: Logir ID: = |54405
Title: I Perzonal Dh; |54405
Departmert: | £CD Queue: [Baan
Language: I Englizh - l LI
Commert: I ﬂ ACD Quewus Error: _I

Account Type:
==: [/ Create CCT Lgent

CCT Agent Login Details @

Damain
Uzer Name:

[ |

After the Create CCT Agent field is checked, the Associate User Account field will be
displayed. Expand the Associate User Account, select the Search local operating system radio
button, and click on List All button. The list of windows users created in Section 6.3 is
displayed. Select agent6 user from the list.

AVAyA contact center Manageme“t Logged in user: webadmin | Logout

¥Yiew fEdit Add Status Launchpad Help

(S5 D CCM Servers (Supervisors) Account Type: s
245 aMLAACCER

(- df6p &vaya DevConnect

Supervisor Defautt CCT Agent Login Details @

¥ Creste CCT Agent

Domain AMLAACCE2
User Mame:  agenth

=== ¥ Associate User Account

-|(3' Search local operating system | (" Search local security server (' Search domain users

Search all user accourts where:

|Ful|Name 'l starts with | and includes |a|| usErs 'l
Search | List &l I =

UserHame | Full Hame (14} + . HWM'SJ';.‘(I.I_S

" agentd Agent3 2004P2 Leyailakle -
" agentd Agentd 1120E Ayailable

" agents Agents 1140E Ayailable

i+ agenté AgentB 1150E <== Ayailable

P h maamee e l
«| | »
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In the Agent Information section, select the supervisor “Avaya DevConnect” as configured in
Section 6.8. Keep the other fields at default. In the Contact Types section, select the Voice
checkbox.

AVAyA COntact center Ma“agement Logged in user: webadmin | Logout
YiewfEdit Add Status Launchpad Help
E@ AMLAACCEZ w Agent Infarrnation
[y Avwarys DevConnect
[+ Supervizar Default Primary Supervisar: IAva_l,la DevConnect 'I Call Presentstion: ICaII_Eentre_Administrator;I
Agert Key: I Threshold: IAgent_TempIate ;I
Login Status Logged Out Tn Mame: I

w Contact Types

Contact Type ~

Predictive_Outhound |
Scanned_Documert o
SMS r
Yoice I~
Woice_mail -

r

-

‘Wb _Communications

In the Skillsets section, click on the Assign Skillsets field, and click on the List All button. The
list of Skillset Name is displayed below. Select priority “1” in the Priority column for the
Voice_SK1 skillset as configured in Section 6.7.

Leave the Partitions section as default and click on the Submit button to save and create new
contact center agent.

m contact ce“ter Ma“agement Logaged in user: webadmin | Logout

Yiew fEdit Add Status Launchpad

Help

w Skillsets

Skillset Hame Contact Type Priority

w Assign Skillsets <==

Showy all skilzets on server AMLAACCER where:

Search | List &ll |

Skillzet name |contains | |

Skillzet Hame (11} * Contact Type Priority
OG_Default_Skillzet Opend Unassigned;l ;I
PR_Defautt_Skilzet Predictive_Outhound Unassigned;l
SD_Defautt_Skillset Scanned_Document Unassigned;l
SM_Default_Skillset SMS Unassigned;l
Whi_Defautt_Skillzet Woice_hail Unassigned;l
Woice_S1 <== “oice 1 === ;I
WiC_Default_Skillzet Wieh_Communications IUnassigned;I =]

b Partitions =
« | _>l_I

Elearl S ubrmit I Create Mew Create Many
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6.10. Configure Contact Center Scripting

Log in to CCMA webpage and navigate to Launch Pad - Scripting. The Configuration page is
displayed. Expand the Contact Center AMLAACCG2 in the left navigation pane, and select
Scripting. Navigate to Orchestration Designer - Launch Orchestration.

AVAyA scripting Logged in user: webadmin | Logout

Orchestration Designer Status Launchpad Help

Scripting

& The Qrchestration Designer allows you to route contacts through the Contact Center. To
use this application select the Launch Orchestration Designer option from the

Orchestration Designer menu.

& Click a server name to log on to the server. Then, launch the Script Variables or

Application Thresholds by clicking each heading.

e From the tree, select a script variable under the desired server. Then, click Script

Variable > Print to print the variable.

A popup is displayed (not shown) to ask for installing the Orchestration Designer application if
this is first time it is run. After the Orchestration Designer is installed, navigate again to
Orchestration Designer - Launch Orchestration Designer. The Avaya Aura Orchestration
Designer window is displayed. Create a sample script as shown below. This script is configured
to connect to Master script. Note that the music route 15 and 16 in the sample script needs to be
configured in the Script Variables under Route_Number before it can be used in the script.

& Avaya Aura Orchestration Designer !E[ E
File Edit Wew Contact Center MWindow Help

| H & | GxX|CE@E |aaas@|-L-f
Contact Center EXI = O || 94 serip1 Xil =0

BT amlaacce? 1!/* Socripl */ &
=H4E) AMLAACCE? 21f cdn = 54900 then
B Application Manager Data 3 give music 15
(== mpplications [Full Cantrol] 4 wait 10
Eb Application Yariables [Full Control] S5if out of serwvice Voice 3Kl then
& give mwusic 16
7 wait 10
Selse gqueue to skillset Voice SK1
=l wait 5
10end if
liend if
1Zzif odn = 54800 then
13 give wusic 15
14 wait 10
15Selse gueus to skillset Default Skillset
16 wait 5
17end if

4 o

= =
(& Local 22 l g +) Synchronization &3 ][3_ Problems| 9 ¥ =0
Mo Synchronization Exists
Mame | State | User Date Modified |
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6.11. Configure CCT Agent

The terminal number (TN) of physical agent phone needs to be imported or manually added to
the CCT database. This section shows the steps on how to import Communication Server 1000
data into the CCT database. Use overlay LD 20 in the call server to print all terminal numbers of
Communication Server 1000 call server and copy it to a text file e.g. “LD20.txt”.

Prompt Response Comment

REQ PRT Request print

TYPE TN Type: Terminal number

TN Keep pressing Enter key on the keyboard

In case of just wanted to print out a specific virtual card in which the agent phones locate, issue
the same command but specify the specific virtual terminal number card.

Prompt Response Comment

REQ PRT Request print

TYPE TN Type: Terminal number

TN 96 0 2 All 32 TNs of this card printed

In the CCT server, navigate to Start - All Program - Avaya - Contact Center >
Communication Control Toolkit > CCT Console. The CCT Console window is displayed. In
the left navigation, expand Communication Control Toolkit = Bulk Provisioning Tools -
Import Communication Server 1000 Data. The Import Communication Server 1000 Data
window is displayed in the middle. Click on Input File, browser to the Communication Server
1000 data file “LD20.txt” above, select the “Automatically import data after conversion”
checkbox, and click on Convert/Import in the Actions window.

= ccradmin ,
i Fle  aAction  View Fawarites  Window  Help | 18] x|
& | 2= HE
| Consale Roaot | Actions
= & Communication Control Toolkit
o . . g mpor 000 Data
= &8 Bulk Provisioning Tools Thig tool converts a CS 1000 switch data capture file into an <ML
Data Import/Expart irmpart file format and optionally imparts the data inta the CCT < ConverbfImport  <==
Import C5 1000 Data <== Wiew k
Import Windows Users — Setup
Import Workskations . - Mew Window from Here
B server Configuration CS 1000 Pravider. IF'asswe j E "
il
IE:\Users\.&dministlatol'\DDcuments\LD2D.th
Dutput File... | IC:\Users\.ﬁ.dministlatol\Documents\CS'IKDat
==> v Automatically impart data after conversion
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The screen below shows the CCT Console after the “LD20.txt” was successfully imported to
CCT database. It shows that import completed and 24 TNs and 47 DNs imported. Note that only
Terminal Number (TN) with AST field set with 00 03 are imported.

= cCTAdmin - [Console Root'.Communication Control Toolkit',Bulk Provisioning Tools'.Import C5 1000 Data]
File  Action Wiew Favorites Window  Help | - IE’ |5|
e 2m E
| Consale Root I Actions
= &% Communication Conkrol Toolkit
= & Bulk Provisioning Taols This topl converts a C5 1_DEIEI SL:\lilCh data capture file into an =kl mpor i -
Diata ImportiExpart impaort file format and optionally imports the data into the CCT ¢h Comvert/Import
Import C5 1000 Data View ,
Irnport Windows Users — Setup
Import Warkstations . - Mew Window From Here
B, Server Configuration £S 1000 Provider: IPE‘SS'VE LI E Hel
elp

1nputF|Ie | C:d gershadministratorsD ocurnents \LD 20, ket

Output File.... | IC:\LIsers\.ﬂdministrator\Documents\ES'IKDat

v Automatically import data after conversion

— Status

Import completed. <==

THs Dbz COMz

Launch CCT Administrator webpage. In the left navigation pane, select Users tab. The CCT
Users page is displayed on the right. Select the user name that needs to be configured, e.g.
agente.

AVAYA CCT Administration Logged in 35 webadiin
Heln
¢ CCT Users
Lzgrs <== Y
Workstations
P Groups Login User Hame First Hame LastHame [
b Providers AMLAACCEZ\agentd Agents  Daaos [T
AMLAACTEagentd Agentd L3905 -
AMLAACCEZNagent? AgentT 1165E -
AMLAACCEMagentt Agentd 1150E -
AMLAACCENagents Agenta 1140E -
AMLAACCENagentd Agentd 1120E r
AMLAACCENagent3 Agents 2004P2 r
AMLAACCENagent? Agent? 2002P2 -
AMLAACTENagentl Agent 2050PC -
H # d LEEN BN |
O CCT Users found, displaying @ CCT Users, Page 1/ 1
Delete | =
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The Update CCT User for the agent6 user is displayed. In the Terminal Assignments section,
select and add terminal number Line 96.0.2.5 which is terminal number of the agent6 from
Available Resources to Assigned Resources and click on the Save button at the bottom of the
page to save changes.

AVAYA CCT Ad m | n |strat|0n Logged in as webadmin
Help
¢ Update CCT User [@] 5
Q User Details
sers
wiorkstations Login User Hame AMLAACCE2Yagents
P Groups First Hame AQENEE
b Providers Last Hame 1150E
0 Address Assignments
) Terminal Assignments
Available Resources Assigned Resources
Passive Passive
| Terminal - r Terminal
r Line 40.3.0 r
(I Ling 96020 Q@
( Line 9602 1 (]
( Line 95.0.2.10
(I Line 96.0.2 11 £
1
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7. Configure Amcom Smart Console

This document assumes that the Amcom CTI Layer and Smart application were properly
installed and configured by the Amcom engineer. This section only provides the steps on how to
configure the Amcom CTI Layer and the Smart console, working with Contact Center CCT.

Edit the gencct62.ini file from the folder C:\Program Files\Amcom\bin\GenCCT62 in the server
which the Amcom CTI Layer and Smart application are installed. Open this file by notepad
application and scroll to CCT section. Enter the CCT IP address 10.10.97.51 in the Server field,
the user name “agent6” and its password as configured in Section 6.3 in the User and Password
fields and Terminal number line of the agent in the Terminal field as shown in the screen below.
Retain default values for all other fields.

[CCT]
Server=10.10.97.51
User=agent6
Domain=amcomaacc
Password=Smart@123
ACDUser=
ACDPWD=
Terminal=Line 96.0.2.5
DN=
DelayedStart=FALSE

Launch the Smart Console application from menu Start - All Programs - Amcom - Smart
Console. The Smart Console login window is displayed; enter correct credentials in the User
Name and Password boxes to log in. Select a valid live database available in the Database
Connection box and click on the Login button.

srnart Console Login @

User Mame: |

Fagzsword:

Databaze Connection: BEE Rk
Armcarnm

@ Login

Exit
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The screen below shows the Smart Console window after logged in. There are two line
appearances ACD and Line-2 that displays grey color which means they are in idle state. Also if
an agent is logged in, we see the Login and Ready status on the display.

E Smart Canszole - [Individual Profile]
File  Edit  Wiews Window Admin  Help

__Login_| —
_Logout | e
Ready |
ghi ikl mna
‘0 ACD‘ HO Line2 ‘ | Hot Re adyl + | s | e
pusy | I
Dial - pars || kuv || vz
7 g a
il a *
Individual Profile | On-Call Group Directory Patientlnformation' Group Page Miscellaneous Info |
Name ] D Marme #sys
Status |
Exuception I -
Title I ‘Specialty I ‘
Phone Pager
Laocation - Remark -
Oncall
Covering
Instructions -
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8. Verification Steps

The following are typical steps to verify that Amcom Smart Console works with Contact Center
CCT in controlling the physical agent phone.
1. Log in the agent phone and place the agent in the queue.
2. Place a call to contact center CDN number. The call is then queued to the skillset
Voice_SK1 and come to available agent6.
3. When the ACD call comes to the agent phone, the line appearance ACD on the Smart
console is also alerted and changes the color from Grey to Yellow (ringing). The display
also indicates the Call Information.

E Smart Console - [Individual Profile]
File  Edit  Wiew Window Admin  Help
- Login
Hsaum' Calling 1005 DNIS=54300 abe || def
Logout 1 2 3
‘ Ready
Not Ready ahi M o
i 4 5 &
‘O ACD‘ ‘ Q Line2 BlSY
Dial
Individual Profile | On-Call Group Directary P atient Information | Group Page Wiscellaneous Info
Name ] D MName #lsgs
Status |
Exception H -
Title Specialty
Fhone FPager
Location -~ | Remark -
OnCall
Covering
Instructions -
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4. Click on the ACD line appearance to answer the call. The status is now changed to Green
color which means the call is active.

a Smart Console - [Individual Profile]
File  Edit Wiew Wfindow Admin  Help

- Login
58007 Calling 1005 DMIS=54900 ahc def
AnI=56007 Logout N
Ready
Not Ready g K mno
i 4 =) &
‘ Q ACD‘ ‘ Q Line-2 BUSY
Dial
Individual Profile | On-Call Group Directory Patient Information ‘ Group Page MWiscellaneous Info
Name ] D Mame #vlsgs
Status |
Exception H -
Title Specialty
Phone Pager
Location | Remark -

OnCall

Covering

Instructions

5. Hang up the call from the Smart application by clicking the Release button. The status of
ACD line color changes to Grey, which means idle. Repeat the same procedure above for
the secondary DN of the agent phone and verify it should be the same.

All steps above were executed on Smart Console to make sure the Smart Console fully and

properly controls physical agent phone. Check on the agent phone display for each step that was
done by the Smart Console to make sure that they are in sync and vice versa.

9. Conclusion

The compliance test between Amcom Smart Console and Avaya Aura® Contact Center CCT

was successfully completed. All executed test cases passed with observations noted in Section
Error! Reference source not found..
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10. Additional References

Product documentation for Avaya Aura® Contact Center and Avaya Communication Server
1000 may be found at https://support.avaya.com

Product documentation for Amcom Smart Console application may be found at
http://www.amcomsoftware.com

Avaya Communication Server 1000 Documents:

1. Communication Server 1000E Installation and Commissioning, March 2013, Release 7.6,
NN46041-310

2. Element Manager System Reference — Administration - Avaya Communication Server
1000, March 2013, Release 7.6, NN43001-632.

3. Co-resident Call Server and Signaling Server Fundamentals - Avaya Communication
Sever 1000, March 2013, Release 7.6, NN43001-5009.

4. Unified Communications Management Common Services Fundamentals - Avaya
Communication Server 1000, March 2013, Release 7.6, NN43001-116.

Avaya Aura® Contact Center 6.3 documents:
1. Avaya Aura® Contact Center Planning and Engineering (NN44400-210) May 2013
2. Avaya Aura® Contact Center Installation (NN44400-311) May 2013
3. Avaya Aura® Contact Center Server Administration (NN44400-610) May 2013
4. Avaya Aura® Contact Center Overview (NN44400-111) May 2013
5. Avaya Aura® Contact Center Fundamentals (NN44400-110) May 2013
6. Avaya Aura® Contact Center Manager Administration — Client Administration
(NN44400-611) May 2013.
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Avaya and the Avaya Logo are trademarks of Avaya Inc. All trademarks identified by ® and
™ gare 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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