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Avaya 1Q — Issue 1.0

Abstract

These Application Notes describe the configuration steps required for Verint Work Force
Management to interoperate with Avaya IQ via the RTA and historical interfaces. These
interfaces, developed by Avaya’s Consulting and System Integration organization, provide
real-time and historical data related to agents, queues, and routing points. Information in these
Application Notes has been obtained through 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

The Verint Work Force Management (WFM) solution is designed to integrate seamlessly with
contact center systems for obtaining the three primary types of data:

e Real-time agent adherence data
e Direct contact statistics
e Scorecard statistics

The real-time agent adherence statistics consist of actual agent state changes in the ACD. This
information is presented within the Verint WFM solution for the purpose of comparing actual
real-time agent activities with the scheduled activities.

The direct contact statistics are 15-minute interval queue and routing point level data that are
used to track performance of a contact center for forecasting purposes.

The scorecard statistics consists of one-day interval agent data for the purpose of evaluating the
performance of agents in terms of percentage of schedule adherence.

Avaya IQ is a uniform reporting engine that reports real-time and historical statistics on contact
center and outbound dialing activities provided by the Avaya Call Center and Proactive Contact
products. The Verint WFM software integrates with the Avaya 1Q via custom adapters developed
by the Avaya Consulting and System Integration organization to obtain the above statistics.
Specifically, the following adapters were tested in this compliance test:

e Streaming Time Collection Interface (STCI) — a real-time interface for monitoring agent
adherence

e Contact Statistics Interface (CSI) for Queue — a historical interface for queue information

e Contact Statistics Interface (CSI) for Routing Point — a historical interface for routing
point information

e Agent Scorecards Metrics (ASCM) interface — a historical interface for agent scorecard
applications

Figure 1 below shows the compliance test configuration.
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Figure 1: Verint WFM with Avaya 1Q

In Avaya Communication Manager, relevant skill/\VDN objects are configured to be “measured”
for Avaya 1Q. When a call travels through a “measured” object on Avaya Communication
Manager, the ACD related data are sent to the Avaya 1Q. Avaya IQ updates the Verint WFM
application periodically with real-time and historical data for agents, queues, and routing points.
The real-time data are updated every 30 seconds. The contact historical data are sent to the
Verint WFM server every 15 minutes via FTP. The scorecard historical data are sent to the
Verint WFM server once a day via FTP. During the compliance testing, the Avaya IQ standard
reports and a utility tool of the adapters were used to help validate the accuracy of the data
generated by Avaya IQ and displayed by Verint WFM.
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2. Equipment and Software Validated
The following equipment and software were used for the test configuration:

Equipment Software

Avaya Communication Manager 4.0,

Avaya 8700 Server load R014x.00.1.732.1, patch 14300

Avaya G650 Media Gateway
e TN799DP C-LAN Circuit Pack HWO01 FWO024

IQ R4.0 Update 2

Red Hat Enterprise Linux ES V4 Update 5
RTA version: 0.1.13

Historical adapters version: 0.5.9

Avaya 1Q server with adapters provided by the
Avaya Consulting and System Integration
organization

Oracle Database 10g 2
. 71.7.2
Verint WFM Windows 2003 Server

3. Configure Avaya Communication Manager

The detailed administration of contact center objects and connectivity between Avaya
Communication Manager and Avaya IQ are not the focus of these Application Notes and will not
be described. For administration of contact center objects and connectivity to Avaya IQ, refer to
the appropriate documentation listed in Section 11.

In order for the data of a queue or a routing point to be collected and forwarded to Avaya IQ, the
“measured” field on the corresponding skill and VDN form must be set to “external”. For
administration of the “measured” field for a queue and a routing point, refer to the appropriate
documentation listed in Section 11.

4. Configure Avaya IQ

The general configuration of the Avaya IQ is assumed to be in place and will not be described
here. This section provides the additional configuration as required for supporting Verint WFM,
which includes the following:

e Administer Auxwork codes
e Activate the real-time adapter
e Activate the historical adapters

4.1. Administer Auxwork Reason Codes

In Avaya 1Q 4.0, the Auxwork Reason Codes need to be added manually. In the 4.1 release,
Avaya 1Q will automatically create the codes and this manual step will no longer be required.
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To manually add the Auxwork reason codes, use a web browser to log in to the Avaya 1Q
administration interface with the proper credentials. Click the Enterprise tab at the upper left
corner. Use the expand icon to expand the menu and select Resources = All Resources -
Reporting - Reporting: AgentActivityStates.

2 Resource View - Microsoft Internet Explorer I'LH'E\E|
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Click the “+” icon. A New Agent Activity State screen will pop up. Enter 1 in the Source
Identifier field and Aux 1 in the Name field. Click OK.

a https:/i135. 8. 24.57:28443/CS-0AM/e ditor/namenew. jsf - Microsoft Internet Explorer

¢ Ele Edt View Favortes Tools Help

eﬁack . \) B @ é pSaarch ‘*Favnrites L=} Bv ,1} A D|ﬁ @ 3

i address @ https: /[ 135.6.24.57:26443/C5-OAM/ editorinamensw. sf v| Go  |links ¥
D Google[GFr 0 veo@ Eb v ff cookmarkew Bhussbiocked ‘S Check v % Auiolrk - auorl s Sendior 4 @ settings~

New Agent Activity State (7

Source Identifier
[ |

Definition

Mame
A 1
Descriptian

Occupancy

O Occupied

O Mot Occupied
® Mot Applicable

[

& Done D Internet

Click the Refresh button on the browser. The newly added Auxwork reason code should be
displayed. Repeat the procedure for Auxwork reason code 2 to 10. If there are more Auxwork
reason codes used in the ACD, create them as well.

YTC; Reviewed: Solution & Interoperability Test Lab Application Notes 6 of 33
SPOC 5/6/2008 ©2008 Avaya Inc. All Rights Reserved. VerintWFM-1Q



4.2. Activate The Real-time Adapter

One real-time adapter is installed in Avaya IQ to support the Verint WFM integration. This
adapter supports the Streaming Time Collection Interface (STCI).

Use SSH to log into the Avaya 1Q. Change directory to /opt/Avaya/pserv/rta_bp. Run
“./menurta”.

From the BP-RTA Menu screen, enter 2 then all to stop all the sessions. Each session
corresponds to an ACD data source. Once all the sessions are stopped, enter Enter to continue.

Enter 1 then all to start all the sessions. Once all the sessions are started, enter Enter to continue
and 0 to quit. The screen capture below shows that all the sessions have been started.

&' root@avayaiq:fopt/Avayalpservirta_bp

Choice

WMhich real . ace session do wou want to start? [all]
Starting real-tim

Starting real-time

Press Enter to continue: I
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4.3. Activate The Historical Adapters

Three historical adapters are installed in Avaya IQ to support the Verint WFM integration. These
adapters support the Contact Statistics Interface (CSI) for Queue, CSI for Routing Point, and
Agent Scorecards Metrics (ASCM) interface.

Use SSH to log into Avaya 1Q. Change directory to /opt/Avaya/pserv/bp. Run “./menu”.

The first column shows the status of the sessions. Each session corresponds to an interface for an
ACD data source. Enter T followed by the session number to toggle the status until all the
sessions are ON. The screen capture below shows that there are three sessions (queue, rp, and
agent) for ACD 1 and three other sessions for ACD 2. The first column indicates that all the
sessions have been started.

# root@avayaiq:/opt/Avayalpservibp

[rootlavayaig bpl# . /menu

For help pl
T=se this mer - e ok e ot
ed helow
BVL field

INTREVL
ALL
ALL
cards0100
ALL
rp ! g ALALL

agent y f cards0100

- ane interwval

rals)

[all interwvals)

Turn onf/off a :
it
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5. Configure Avaya IQ Adapters
The Avaya IQ adapters are configurable in the following areas to fit into the customer
environment.
e Timezone for the reports
Sliding window size
Avaya 1Q login/password
FTP server parameters (login, password, naming format, folder, ascii or binary)
Delimiter
Data source name
Report type: agent, queue, or routing point
Time to run (only for historical report)

However, the adapters are not user configurable and should only be configured by the Avaya
Consulting and System Integration organization. Questions about adapter configuration should
be directed to Avaya Consulting and System Integration.

6. Configure Verint WFM

This section provides the procedures for configuring Verint WFM. For detailed explanations,
please refer to Verint Workforce Management Administration Guide

6.1. Log Into the Verint WFM Server

From a web browser, access the Verint WFM server using the URL
http://servername:7001/wfo/control/signin where servername is the host name of the Verint
WFM server. Enter the login/password credential.
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6.2. Create Data Source

The data source must be configured before the link to Avaya IQ is created. A data source is
required to map activities and reason codes.

To create a data source, click System = Data Sources. Click the Create Data Source button at
the bottom of the screen. A small window will pop up. Enter phone as the Data Source Type.
The Create Data Source window will pop up. Enter values into the fields as shown in the
diagram below. Click the Save button at the bottom of the window. Once a data source is added,
the name of the data source will appear in the left pane of the screen. Below is an example of the
Create Data Source screen.

43 Settings - Microsoft Internet Explorer &=
File Edit Vew Favorites Tools Help | :,'
e Back ~ ) ~ Iﬂ @ }J | /':" Search J“' Favorites &1 | 1v g E
Address I@ httpe jflocalhost: 7001 fwFofconkroligen_datasources_settings_fs j Go | Links **
Impact/) & REFRESH & PRINT Enter What if  Preferences Help Logout I:‘
My Home People Tracking Requests Interactions Learning |+ Reports Scorecards App Admin System
Installations Data Sources Integration Scorecards Sources Log Administration alarms
&= Settings & Data Source Groups £4Reason Codes €5 Agents [Fskill Mapping [ Activity Mapping
@ Data Source Settings:
=% Data Source Mame Create Data Source
Aueya AP G - Scorecards Type Phone
Ayaya I Report 4.1 Maine | ST for 10 |
STCI far I2 Description | |
External Mame | |
Data Source Parent | Select Parert |¢|
Time: Zane [ (GMT-05:00) Eastern Time (US & Canads) [#]
Fassword-Protected O
Uze ACD Staffing I~
Reazon Code Template Select Template H
Contacts Viswer Server Mame | |
Contacts Wiewer Server Port | |
Contacts Wiswer URL - override | |
| ]
[&] pone q Local intranst
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6.3. Create Data Source Groups

Data Source Groups are used to identify the ACD queue or routing point for which data will be
collected from Avaya 1Q.

To create a data source group, click System - Data Sources - Data Source Groups. Select
the data source from the left pane. Click the Create Group button at the bottom of the screen.
The Create Group window will pop up. Enter values into the fields as shown in the diagram
below. Click the Save button at the bottom of the window. Below is an example of the Create
Group screen.

e
File Edit Wew Favorites Tools  Help | a"-'
bk - ) - ¢ [ | - Search - Faworites 4% | G- e B
Address @ hitp: fflocalhost: 7001 fwfo/controligen_datasources _settings_fs j Go | Links **
Impact{) R REFRESH E PRINT | Enter What i Preferences Help Logout D
> = System
Installations Data Sources Integration Scorecards Sources Log Administration alarms
éSettings &Data Source Groups EReasun Codes Engents @Skill Mapping @Activity Mapping
@ Data Source Group: STCI for I
=% Data Source Mame Create Group
Ayaya AP0 - Scorecards Data Source Group Mame | 1250 |
Avaya 19 Report 4.1 Description [eueu 250 |
S iz 12 Averags Work Time | o |
[
| [»]
[&] pone [ [ [ [ [SdLocalintranet
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6.4. Create Reason Codes

Reason codes are used by the Agent Adherence application. The Verint WFM servers map the
Aux reason codes received from Avaya IQ to text strings.

To create reason codes, click System = Data Sources - Reason Codes. Select the data source
from the left pane. Click the Create Reason Code button at the bottom of the screen. The
Create Reason Code window will pop up. Enter values into the fields as shown in the diagram
below. Click the Save button at the bottom of the window. Below is an example of the Create
Reason Code screen.

3 Reason Codes - Microsoft Internet Explorer 7] x|
File Edit Wew Favorites Tools  Help | a"-'
eBack - ;‘) - @ @ i;‘ﬁ | pSearch *Favnrites ®| t;_;\lv & E
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Installations Data Sources Integration Scorecards Sources Log Administration alarms

éSettings &Data Source Groups éReasun Codes Eﬁgents @Skill Mapping @Activity Mapping

@ Data Source Reason Code: 5TCI for 10

% Data Source Mame Create Reason Code
Ayaya AP IG - Scorecards Reason Code Mame [T for 1ges041 |
Ayvaya 19 Report 4.1 Evert Mads N |
21 iy (& Evert Reasan [1 |
Shift Operation [Mone  [4]

[ I \D
€] pane [T M tocalranee
YTC; Reviewed: Solution & Interoperability Test Lab Application Notes 12 of 33

SPOC 5/6/2008 ©2008 Avaya Inc. All Rights Reserved. VerintWFM-1Q



6.5. Configure Queues

Queues are used to define the entity for which ACD queue and routing point related historical
data will be collected and reported by the Verint WFM.

To create a queue, click App Admin = Queues = Settings. Click the Create Queue button at
the bottom of the screen. The Create Queue window will pop up. Enter values into the fields as
shown in the diagram below. Click the Save button at the bottom of the window. Once a queue is
added, the name of the queue will appear in the left pane on the screen. Below is an example of
the Create Queue screen.

3 App Admin: Queues: Settings - Microsoft Internet Explorer = | = Ill
File Edit Wew Favorites Tools  Help | a"-'
bk - ) - ¢ [ | - Search - Faworites 4% | G- e B
Address @ http:fflocalhost: 7001 fwfofrontrolfqueue_fs j Go | Links **
Impact{) R REFRESH E PRINT | Enter What i Preferences Help Logout D
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6.6. Configure Queue Data Source Group Mapping
Queue Data Source Group Mapping is used to map data source groups to Queue.

To configure the mapping, click App Admin - Queues > Queue Group Mapping. Select the
Queue from the left pane of the screen. A list of Available Data Source Groups will be
displayed in the left side box. Select groups and use the double arrow buttons to move to the
Mapped Data Source Groups box. Click the Save Mapping button at the bottom of the
window to save the mapping. Below is an example of the Create Queue screen.

23 App Admin: Queues: Queue Group Mapping - Microsoft Internet Explorer -8l
File Edit “ew Favorites Tools Help | -zm
eBack - \‘) - B @ i;ﬁ | ,O Search “:,’,‘g’Favurites = | t:_‘;\lv & =
Address IE httpe flocalhost: 7001 fwfofcontrolfqueue_group_Fs j Go | Links **
Impact @) & REFRESH & PRINT Enter What ¥ Preferences Help Logout D
¥ App Admin
Organizations Security Queues Activities Request Management Scorecards Setup

dhsettings & Queue Group Mapping &2 Parent Queue Mapping

@ Queue Group Mapping: QUELEL

i Queue Name
AFl-Scorecards Cueue Group Mapping
QLELE]
GQLELEZ Avvailable Data Source Groups Wapped Data Source Groups
VN | AvayalQFeport 4.4 2]
175000 Mapped 1250 Mapped
175100 Mapped 1250 Mapped
G to Data Source Group Definition | | Save Mapping | | Revert |
[
@ Diore ’_ l_ l_ ’_ l_ q J Local intranet
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6.7. Add Packages to the Integration Server

The Verint WFM Integration Packages serve as the adapters between Avaya IQ and Verint
WEM. Integration Packages corresponding to the four data feeds from Avaya IQ must be
configured in order for Verint WFM to receive data from those data feeds.

To add Integration Packages to the Integration Server, click System = Integration. Double
click on the displayed Integration Server. In the left pane, select the Integration Server [Root]
and then click the Workflow tab. Select the Integration Packages from the Available Packages
box. Use the double arrow button to move them to the Selected Packages box. Click the Save
button at the bottom of the window. Once the Integration Packages are saved, they will appear in
the left pane of the screen. Below is an example of the Integration Package Configuration

screen.

43 System: Integration: Integration Server Workflow - Microsoft Internet Explorer &=
File Edit Vew Favorites Tools Help | al"
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o
& oone I = I —

YTC; Reviewed: Solution & Interoperability Test Lab Application Notes 15 of 33
SPOC 5/6/2008 ©2008 Avaya Inc. All Rights Reserved. VerintWFM-1Q



6.8. Configure the Integration Packages
The Integration Packages need to be configured to be associated with particular data sources.

To configure an Integration Package, click System —> Integration. Double click the displayed
Integration Server. In the left pane, select the Integration Package and then click the Data
Source tab. Select data sources from the Available Data Sources box. Use the double arrow
button to move them to the Selected Data Sources box. Click the Save button at the bottom of
the window. Below is an example of the Configure Data Source for Integration Package

screen.

3 System: Integration: Integration Server Adapter Data Source - Microsoft Internet Explorer = | = Ill
File Edit Wew Favorites Tools  Help | 'ﬂ"
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e
¥

4

[
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6.9. Configure Report Definition

For the historical interfaces, the report definition needs to be configured to match the interface
definition so the data can be extracted correctly.

To configure report definition, click System = Integration. Double click the displayed
Integration Server. In the left pane, select the Integration Package and expand. Click Converter.
In the right pane, click Configuration = Report Definition. Select Delimited Report. Populate
the Column Name, Column Position, and Data Type fields based upon the definition of the
adapter interface. Click the Save button at the bottom of the window. Below are the Configure
Report Definition screens for the CSI for Queue, CSI for Routing Point, and ASCM interfaces,
respectively.

3 System: Integration: Converter Configuration - Microsoft Internet Explorer - |E' ﬂ
File Edit View Favorites Tools Help | %"
QBack ~ 3 - €] 2] iiﬁ | 7 Search = Favorites 42 | E:]' N
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= Systermn
Installations Data Sources Integration Scorecards Sources Log Adrinistration Alarms
[Ei configure

@ Configure: Converter [Converter]
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= Integration Server [Root@ic-siebel] = Report Definition
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i T [
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w2
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[
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6.10. Configure Data Mapping

For the historical interfaces, Verint WFM provides the data mapping functions to map data from
the Avaya 1Q format to the Verint report format.

To perform the data mapping, click System = Integration. Double click on the displayed
Integration Server. In the left pane, select the Integration Package and expand. Click Converter.
In the right pane, click Configuration - Data Mapping = Basic = Column Mapping. In the
right hand side column, enter the source objects and calculation needed to derive the WFM
objects. Click the Save button at the bottom of the window. Below are the Configure Data
Mapping screens for the CSI for Queue, CSI for Routing Point, and ASCM interfaces,
respectively.

3 System: Integration: Converter Configuration - Microsoft Internet Explorer - |E' ﬂ
File Edit View Favorites Tools Help | 'a."
(PBack - ) - ¢ 2 o | ) Search - Favorites 42 | G- 2

Address IE http: fflocalhost: 7001 fwfo/controlfgeneric_metadata_submit ﬂ Go ‘ Links *

impact:{ R REFRESH E:PRINT | Enter What If  Preferences Help Logout
> Systemn
Installations Data Sources Integration Scorecards Sources Log Adrministration alarms
% Configure

@ Configure: Converter [Converter]

Integration Packages = Configuration [~ ]
= Integration Server [Root@ic-siebel] I Report Definition
I WWitnes= - Time Record Auto Cloze [|
I Witness - Report Dump [Ghi2] = Data Mapping
= Awaya - 05 for I3 Repart 4.1 [C3] = Basic
Converter [Converter] = Column happing
Timer [Timer] ] Call Volume [cas [1]
B Awaya - STC for 1Q [PluginManager
b Generic - AP - Agent Performance service Level | s | ! |
B Awsya - OS] for K3 Report 4. For | H CEENEES [ mendons [1]
I Witness - Scorscards Datawarsha Aerage Speed of Answer | ASA | 1 | o
P nfitness - Scorecards Calc Engine || Average Handling Time | ATTwHald + ACW | 1 |
Staffing | Agent | 1 |
DCCUpEncY | | 1 |
Backlog | | 1 |
Usert | | 1 |
User2 | | 1 |
Userd | | 1 |
Userd | | 1 |
Users | | 1 |
L 1 Lt s | i -
[
|&] pone ,_ ’_ ,_ ,_ ,_ g Lacal intranet
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9’ System: Integration: Converter Configuration -

icrosoft Internet Explorer

= Integrstion Server [Root@ic-ziebel]
I Witness - Time Record Auto Cloze ||
I Witness - Report Dump [Ghi2]
= Avaya - TS for 1 Report 4.1 [C5]
Converter [Converter]

Titmer [Timer]
= Avaya - STC for 1Q [Pluginhanacer
Avaya |G Adapter [ContinuousE:
= Generic - AP - Agert Performance
Converter [Converter3]
Timer [Timers]
= Awvaya - CSIfor 1 Report 4.1 For |

Timer [TimerE]
B Witness - Scorecarcs Datavearsho
b Witness - Scorecards Calc Engine [|

Integration |

Configure

a Configure: Converter [Converterd]

Call aolume

Calls

Setvice Level | sL | 1 |
Ahandons | Abancons | 1 |
Average Speed of Answer | AT, | 1 |

Average Handing Time | ATTweHold + ACW

Staffing | Agert

DCCUREncY |

Backlog

Userd

User2

Userd

Users

ysten: Integration: Converter Configuration -

|
|
|
Users |
|
|
[

| l=rrfA

icrosoft Internet Explorer

= Integrstion Server [Root@ic-siebel]
I Witnes= - Time Record Auto Close ||
I WWitnes= - Report Dump [Ghi2]
- Avaya - CSl for IG Report 4.1 [C3)
Converter [Converter]
Timer [Timer]
= Avaya - STC for 1Q [PluginManager
Avaya 10 Adapter [CordinuousE;
= Generic - AP - Agent Performance
(ETEEEETEE
Timer [Timers]
= Avaya - CSlfor IG Report 4.1 For |
Converter [Converterd]
Timer [TimerE]
P Witness - Scorscarcs Datavwarsho
I Witness - Scorecards Calc Engine [|

YTC; Reviewed:
SPOC 5/6/2008

Integration |

Configure

@ Configure: Converter [Converter3]

LoginTime

Login Time

Talk Time [ TalkTime [1]
adtter Call Wrk Time [ AttercaorkTime [1]
Hald Time: [ HotaTime [1]

Daily Actusl Abandoned | TotalCalzAbandoned

Aux Time | AuxTime | 1 ‘
A n Time | AuxinTime | 1 ‘
A Ot Time [ AumoutTime [1]
Idle Tirme [ eeTime [1]
Actusl Call [Actuzicals [1]

Oroanization 10 | | 1 ‘
Total Calls Handled [ TatalcansHandd [1]

I -

Solution & Interoperability Test Lab Application Notes
©2008 Avaya Inc. All Rights Reserved.

VerintWFM-1Q



6.11. Connect to the Real-time Interface

To connect Verint WFM to the real-time STCI interface, click System = Integration. Double
click on the displayed Integration Server. In the left pane, select Avaya — STCI for 1Q. In the
right pane, click the Monitor tab. Click the Import Now button. Wait until the Avaya 1Q
Adapter lamp turns green. Below is an example of the screen.

3 System: Integration: Integration Server Adapter Manager Monitor - Microsoft Internet Explorer = | = Ill
File Edit Wew Favorites Tools  Help | a"-'
bk - ) - ¢ [ | - Search - Faworites 4% | -
Address @ hitp: fflocalhost: 7001 fwfo/controlfgeneric_metadata_submit j Go | Links **
Impact{) R REFRESH E PRINT | Enter What i Preferences Help Logout
> Systemn
Installations Data Sources Integration Scorecards Sources Log Administration alarms

%Munitur %Configure @Data Source %Workflow

@ Integration Server Configuration: &vaya - STCI for IQ [PluginManager2] Refresh Rate:

Integration Packages = Avaya - STC for [Q status
¥ Integration Server [Rooti@ic-siebel] 01/31/2008 3:59 P CortinuousEstencer2 RecoverE
I Witness - Time Record Auto Close [ Q Avaya. - STCI for 12 014312008 3:59 PM ContinuousExtender2 Failed Stop
I Witness - Report Dumgp [Gh2) [Flugintanager 2] 01/31/2005 3:59 PM Started -
I Svaya - CS1for 12 Report 4.1 [C3)] d I ‘
[ Avaya - STCI for 19 [Pluginkanager: Humber of processed events 13
Last evert timestamp 031 174233 [FE302:110:0)

= Zenefic - AP - Lgent Performance
Converter [Converter3]

Timer [Timers] = Avaya - STC| for |Q companents

~ &vaya - C3] for 13 Report 4.1 For ) 014312008 4:00 P ACD L E
Awaya G Adapter 013172005 4:00 PM CTI Server Up
Convarter [Converterd] Q [ContinuouzExtendear2] 0143172005 4:00 PM Link Up hd
Timer [TimerE]

I Witness - Scorecards Datavareho
I wWitness - Scorecards Calc Engine [

=2
[i] pone N O = T S
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6.12. Import Historical Files

The data for the historical interfaces are forwarded to Verint WFM via FTP. After the files arrive
at the Verint WFM server, the user needs to import the file manually to the database.

To perform the data import, the user has to configure where to get the file. Click System -
Integration. Double click on the displayed Integration Server. In the left pane, select the
Integration Package. In the right pane, click Configure. Specify the Report file path and
Report extension fields. Click the Save button at the bottom of the window. Below is an
example of the Configure screen.

3 System: Integration: Integration Server Generic Repork Manager Configuration - Microsoft Internet Explorer = | = Ill
File Edit Wew Favorites Tools  Help | 'ﬂ"
bk - ) - ¢ [ | - Search - Faworites 4% | -
Address @ hitp: fflocalhost: 7001 fwfo/controlfgeneric_metadata_submit j Go | Links **
Impact{) R REFRESH E PRINT | Enter What i Preferences Help Logout D
> Systemn
Installations Data Sources Integration Scorecards Sources Log Administration alarms

B Monitor B configure Bipata Source B workflow

@ Integration Server Configuration: avaya - CSI for [Q Report 4.1 [C5]

Integration Packages = Integration unit settings
= Integration Server [Rooti@ic-siebel] Description | Inyvays - C51 for G Report 41 |
I Witness - Time Record Auto Close [
I Wiitness - Report Dump [GM2] = Repor settinas
= Avaya - T3] for 12 Report 4.1 [C5] Please specify the locstion of data source reports.
Converter [Converter] Repart file path | Crreportdl
Timet [Timer] .
= Svaya - STC for G [Pluginbanacer e R
Avaya 16 Sdapter [ContinuolsE I arcrive reports
= Generic - APl - Agent Performance 0 Import Data after each file.
Converter [Converterd]
Timer [Timers] [ Archive Settings

= Avaya - C3l for 10 Report 4.1 For % I Advanced Configuration
Converter [Converterd]
Timet [TimerE]

I Witness - Scorecards Datavwarehol

= itness - Scorecards Calc Engine [
Scorecard Calculstion Engine A
Timet [Timers]

L 1 D]
=]
€] pane [T M tocalranee
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After the file location is configured, click the Monitor tab. Click the Import Now button. Wait
until the Converter lamp turns green. Below is an example of the Import Now screen.

3 System: Integration: Integration Server Generic Report Manager Monitor - Microsoft Internet Explorer = | = Ill
File Edit Wew Favorites Tools  Help | ”
() Back = 0 - %] 2] i©|pSearch - Fawnrites ®| Ejv =
Address I@ htp: fflocalhost: 7001 fwfo/control/generic_metadata_submit j Go | Links **
Impact @) R REFRESH E PRINT | Enter What If  Preferences Help Logout L]
= System
Installations Data Sources Integration Scorecards Sources Log Administration alarms

%Munitur %Configure @Data Source %Workflow

@ Integration Server Configuration: &vaya - CSIfor IQ Repoart 4.1 Far.., Refresh Rate:
Integration Packages = Avaya - Sl for 10 Report 4.1 For YD status
= Integration Server [RootEic-siehbel] 0§31 2008 5:59 PM Started i
b witness - Time Record Auto Cloze [ Q Avaya - CSl for 1G Report 4.1 O J30/2005 1.1'03 A Started - Stop
I Witness - Report Dumg [Gh2) Faor WDk [254] 01/28/2003 4:34 PM Completed hd
I &vaya - O for 1Q Report 4.1 [CS] L1
I Avaya - STC for 19 [Pluginkanager
I+ Generic - API - Agent Performance = Avaya - CSlfor [ Report 4.1 Far VDM components
[ Avaya - CSI for 12 Report 4.1 For 01 /2862008 4:34 PM Completed "
b Witness - Scorecards Datawareho Q Corverter [Corwerterd] (11 /28/2008 434 PM Started -
I Witness - Scorecards Calc Engine [ 0172872008 431 PM Completed DL
013172005 359 PM Started |~
Q Timer [Timeré] 01/30/2005 11:03 &M Started -
0172272003 4:43 PM Started DL

Cl
[&Toems G T —
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6.13. Run the Scorecard Calculation

After the historical file is imported, there is an extra configuration step for the Scorecard
application which is to run the scorecard calculation. The user needs to click System -
Integration. Double click on the displayed Integration Server. In the left pane, select the
Witness — Scorecards Calc Engine package. In the right pane, click the Monitor tab. Click the
Import Now button. Wait until the Converter lamp turns green. Below is the Import Now

screen for the Witness — Scorecards Calc Engine package.

a System: Integration: Integration Server Adapter Manager Monitor - Microsoft Internet Explorer

File Edit Vew Favorites Tools Help

== x|
®

@Back - \‘) e B @ |-\b | pSearch *Favurites ®| t:_‘;\lv & =)

Address IE http: fflocalhost: 7001 jwfofcontrolfgeneric_metadata_submit

B ks »

Impact{l) 2 REFRESH & PRINT

-
¥

Installations Data Sources Integration Scorecards Sources Log

E{Monitor | E Configure | [ Workflow

@ Integration Server Configuration: \Witness - Scorecards Calc Engine [GM3]

Adrinistration

Enter What f  Preferences Help Logout I:‘

Systerm

Alarms

refresh Rate: [10 seconds 2]

Integration Packages = Withess - Bcorecards Cale Engine status

0201 452005 3:09 A Started
0240142005 1:21 PM Executing Command
01J31/2008 4:09 PM Executing Command

= Integration Server [RootEic-siehel]
I Witness - Time Record Auta Close [ Q
I Witness - Report Dump [GM2]

witness - Scorecards Calc
Engine [GM3]

[T
@
E:

L]

= Svaes - O for 1 Report 4.1 [C5]

Converter [Converter]
Timer [Timer]
= Bvayd - STCH for 16 [Plugintdanacer

= Withess - Scorecards Calc Endine components

Imiport Blo

02152005 4:30 A Completed

02132003 4:30 Ab Started
021 7/2008 430 Ak Completed

Scorecard Calculstion Engine

Aaya 12 Adapter [ContinuousE: Q
Acapter [BatchExtencerd]

= Seneric - AP - Agent Performance

1AL

Converter [Converter3]

0201 852008 4:30 AM Triggeredd
02 72008 4:30 AM Triggeredd
02 BI2008 4:30 AM Triggeredd

Timer [Timers]
= Syaya - CS1 for 1Q Report 4.1 For W 9
Converter [Converterd]

Timer [Timera]

RIAD

Timer [Timers]

I Witness - Scorecards Datawvvareho

= Witness - Scorecards Calc Engine [
Scorecard Calculstion Engine A
Timet [Timera]

KT I

@ Dane:
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7. Interoperability Compliance Testing
The interoperability compliance test included features and serviceability testing.

The feature testing focused on verifying Verint WFM processing and displaying of agent, queue,
and routing point data from Avaya 1Q.

The serviceability testing focused on verifying the ability of Verint WFM to recover from
adverse conditions, such as disconnecting the Ethernet cables to the Verint WFM server and
restarting the Avaya IQ adapters.

7.1. General Test Approach

The feature test cases were performed manually. Incoming calls were made to the measured
routing points, queues, and agents to generate data to the Verint WFM. Manual call controls
such as answer, hold, unhold, and disconnect and work mode changes from the agent phones
such as login, auto-in, manual-in, after call work, auxwork, and logout 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 Verint WFM and stopping and restarting the Avaya 1Q adapters.

For the data that are currently used by Verint in its applications, the data displayed by the Verint
applications was compared against the source data including the data in the Avaya IQ standard
reports, the data generated by the Avaya 1Q adapters, and the data calculated based upon the test
scenarios. The proper display of data by the Verint WFM applications was also checked.

For the data not currently used by Verint in its applications, the data generated by the Avaya 1Q
adapters was compared against the source data including the data in the Avaya 1Q standard
reports and the data calculated based upon the test scenarios.

The data generated by the Avaya 1Q adapters can be monitored using a utility provided with the
adapters.

7.2. Test Results

Verint WFM successfully passed the compliance test. The four interfaces - Streaming Time
Collection Interface (STCI), Contact Statistics Interface (CSI) for Queue, Contact Statistics
Interface (CSI) for Routing Point, and Agent Scorecards Metrics (ASCM) interface - were
verified in the compliance test.

The following observations were made during the compliance test:
e CSI Interface for Queue
0 ANS_Time and ASA are calculated with abandoned calls included. In the upcoming
Avaya IQ 4.1 release, the two items will be calculated without abandoned calls
included.
o Busy_Calls field does not display a value when a busy call scenario is exercised.
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e CSlI Interface for Routing Points
0 ANS_Time and ASA are calculated with abandoned calls included. In Avaya 1Q 4.1,
the two items will be calculated without abandoned calls included.
e The Scorecards showed incorrect values in the average hold time and average wrap-up time
fields. A database script was provided to solve the issue. The issue will be addressed in the
Verint WFM 7.7.3 release.

8. Verification Steps

This section describes the steps to use to verify proper configuration of Avaya IQ and Verint
WFM.

8.1. Verify Avaya IQ Adapters

To verify the real-time interface, use SSH to log in to the Avaya 1Q. Change directory to
/opt/Avaya/pserv/rta_bp. Run “./menurta”.

From the BP-RTA Menu screen, enter 3 to check the status of the sessions. Each session
corresponds to an ACD data source. Ensure that each session required is running and connected
to the Verint WFM application. The screen capture below shows that session 1 is up and
connected to bluepumpkin (the host name of the Verint WFM server) but session 2 is not.
= root@avayaiq:fopt/Avaya/pservirta_bp g@@
.Y
Which : hero [1-10] [=11]

Checki

iz runhning.

1 .
1 1 is connected to bluepumpkin.

iz not connected.

232 Enter to continue: I
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To verify that the historical interfaces are up and running, use SSH to log in to the Avaya I1Q.
Change directory to /opt/Avaya/pserv/bp. Run “./menu”. Ensure that the first column of the
menu screen shows ON for all the sessions, as shown in the screen capture below.

#* root@avayaiq:fopt/Avayafpservibp

[rootlsvayaig bpl# ./ menu

help pl
this

DEST
ftp k
ftp
i o} jul
ftp
ftp
acgent ftp :orecards0100

1
4

- one interval
- multipl

runting automatically
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8.2. Verify Verint WFM
Verint WFM needs to be verified at the interface level.

8.2.1. Verify the STCI Interface

Click System = Integration. Double click on the displayed Integration Server. In the left pane,
select Avaya — STCI for 1Q. In the right pane, click the Monitor tab. Verify that the Avaya 1Q

Adapter lamp is green as shown in the screen shot below.

a System: Integration: Integration Server Adapter Manager Monitor - Microsoft Internet Explorer

File Edit “ew Favorites Tools Help

=18 x|
| o

eBack - \‘) - B @ i;ﬁ | ,OSearch “:,’,‘g’Favurites = | t:_‘;\lv & =

Address IE http: locahost: 7001 fwfofcontroligeneric_metadata_submit

B ks »

Impact ¥ REFRESH S PRINT

Y
-

Installations Data Sources Integration Scorecards Sources Log

E{™Monitor | EConfigure | [EData Source | & Workflow

@ Integration Server Configuration: Avaya - STCI for 1Q [PluginManagerz]

Administration

L]

Enter What f  Preferences Help Logout

Systern

Alarms

Refresh Rate: [10Seconds | 2[&]

Integration Packages = Avaya - STC| for [0 status

= Integration Server [RootE@ic-siebel]
b witness - Time Record Auto Close [
I witness - Report Dump [Gh2]

Awaya - STCI for 16
[Plugindanacer2]

9

(0173142008 358 Ph Started

01/31/2008 358 P ContinuousExtender2 RecoverE
013172008 358 P ContinuousExtender? Failed

-

4
b fvaya - CSl for 10 Report 4.1 [C5] l

|

Mumber of processed events 13

M ATAZIF[FEI02:110:0]

I Avaya - STCI for 1G [Pluginbanager:

= Generic - AP - Agent Perfarmance Last evert timestamp
Converter [Comverterd)]

Timer [Timers] w Awaya - STCIfor 1G components

0173172003 4:00 P ACD Up
0113142008 4:00 PM CTI Server Up
(01312003 4:00 PM Link Up

= Byaya - 5l for 10 Report 4.1 For )
Converter [Converterd]
Timer [TimerE]

Avaya D Adapter
[CortinuousExtendsr2]

@

H
o

b witness - Scorecards Datawareho
I witness - Scorecards Cale Engine [

@ Dane
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8.2.2. Verify the CSI for Queue Interface

Make sure that in the FTP directory (e.g. /Inetpub/ftproot/report41/Devcon13/queue), there is a
new file FTP’d over for the interface every 15 minutes. The naming convention of the file is
configurable at the Avaya 1Q side (see Section 5). Use the procedure in Section 6.12 to import
the latest file and click Tracking = Pulse. In the left pane, select a queue that uses the CSI for
Queue Interface. In the right pane, enter the date of the FTP file. Verify that data are shown for
the time slot that matches the time slot in the FTP file.

2 Tracking: Pulse: Pulse - Microsoft Internet Explorer 7] x|
File Edit Wew Favorites Tools  Help | a"-'
@ Back - ;‘) - @ @ i;‘ﬁ | ,O Search ";Ls’ Favorites &2 | t:_‘;‘lv & =
Address @ http:fflocalhast: 7001 fwfofcantralipulse_fs_view j Go | Links **
Impact{) R REFRESH E PRINT | Enter What If  Preferences Help Logout D
Tracking S o
Adherence Fulse Alert Rules application Analysis
& Pulse “@History
campatgn
wediaw [ 3] @QUEUEl RN R R D EEE EEEEEE
2 Gueue Mame GQLE... = Cort... |[Servi.. |@&ban.. |[Bwver.. |Bwer..
+ Combined - Phane GUE.. |[GUE.. [[GUE.. [[@UE.. J[QUE..
Thu 01424 10" Act Aot Aot Act Aot
APLScarecards Period 10% 12:45 Pl El
GILIELIEY 1:00 Phd
GLELE2 :;g ::
: 3 a 1 27 a8z
RCH 1:45 Pt 2 ] 1 27 2z
200 Ph
2:15 Pm
2:30 P 2 ] 1 27 2z
245 P 2 ] 1 27 82
LGLE... | ||| sooem
Thu 01424 g
Periad 0 0 i
245 Pn
400 Phi
4:15 P
4:30 P
445 P
5:00 Pl
5:15 P
5:30 P
[QUE.. | 545 Pt
£:00 Pt
Thu 01724 e 6:15 P
Pericd F - 6:30 Ph El
| Select &l | | Select Mone | | ey | Creste Wiew || Ediit *igwy || Reforecast || Configure Trends || Export |
| | ED
@ Applet com.bluepumpkin,web. fs.swing. pulse. PulseApplet started l_ ’_l_ l_ l_ g Lacal inkranet
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8.2.3. Verify the CSI for Routing Point Interface

Make sure that in the FTP directory (e.g. /Inetpub/ftproot/report41/Devcon13/rp), there is a new
file FTP’d over for the interface every 15 minutes. Use the procedure in Section 6.12 to import
the latest file and click Tracking = Pulse. In the left pane, select a queue that uses the CSI for

Routing Point Interface. In the right pane, enter the date of the FTP file. Verify that data are
shown for the time slot that matches the time slot in the FTP file.

2} Tracking: Pulse: Pulse - Microsoft Internet Explorer &=
File Edit Vew Favorites Tools Help | ﬂ"
@ Back - \‘) - B @ i;ﬁ | ,O Search * Favorites 421 | t:_‘;\lv & =)
Address IE http: fflocalhost: 7001 fwfofcontrolfpulse_Fs_view j Go | Links **
Impact{) R REFRESH & PRINT | Enter WhatIf Preferences Help Logout I:‘
Tracking i P
Adherence Pulse alert Rules application Analysis
@ Pulse “History
Campsion
Media: [ [¢] &3 vow [bptx_[#][mzeros || meezos |« 8 [=[E[H] 8@ P[RS
2 Queue Marme “Dhl |~ Corit... Servi.. |Aban.. |[Aver.. et
= Combined - Phone O VDM DM DM WDM
hion 01/28 23 Act Act Act Act Act
APl-Scorecards Period 230 (R El
GLELET 1:45 Fid 3 i} 1 29 B
200 Ph 2 ] 1 23 g
CCELED 2:15 Mt
D 2:30 P
245 Pl ] ] o ] ]
2:00 Ph a a o u} u}
315 Phd
3:30 Ph
Dk 245 Ph 3 a 1 29 a8z
—| | 400 P 5 ] 3 35 34
hion 01428 ¥ 4:15 Pl
Pericd F 4:30 Ph
4:45 Ph
5:00 Fh =] a 3 825 23
5:15 Ph
5:30 Ph
5:45 Ph
6:00 P
G115 Ph
VO 6:30 Ph 4 58 2 a2 =)
e o6
Mon 01728 117 700 P
-] | — L
| Select Al | | Select None | | Wiewy | Cresate Wiew || Edlit “igww || Reforecast || Configure Trends || Export |
| | dj
@ Applet com.bluepumpkin,web. Fs, swing. pulse, PulseApplet started ’_ ’_ ’_ ’_ ’_ g Lacal inkranet
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8.2.4. Verify the Scorecard Interface

Make sure that in the FTP directory (e.g. /Inetpub/ftproot/report41/Devconl3/scorecards), there
is a new file FTP’d over for the interface every day. Use the procedure in Section 6.12 to
import the latest file and the procedure in Section 6.13 to perform the calculation. To access
your scorecard, click the My Home Module tab, and then click the My Scorecards Section tab.
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9. Support
Technical support from Verint can be obtained through the following:
e Phone: 800-494-8637
e Email: support@verint.com
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10. Conclusion

These Application Notes describe the configuration steps required for Verint WFM to
interoperate with Avaya 1Q Release via custom developed real-time and historical interfaces.
Compliance testing using such steps has been completed successfully.

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

e Avaya IQ Standard Reports, Release 4.0, August 2007, available at http://support.avaya.com

e Avaya 1Q Administration, Release 4.0, August 2007, available at http://support.avaya.com

e Verint Avaya STCI_for_ CMS_Guide, Release 7.0, July 2007, available on the Verint WFM
documentation CD

e Verint Avaya CSI_for CMS_Report_Guide, Release 7.0, July 2007, available on the Verint
WFM documentation CD
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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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