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Abstract

These Application Notes describe the configuration steps required for Amtelco eCreator PDS
Agent to successfully interoperate with Avaya Proactive Contact 3.0. The eCreator PDS
Agent is a desktop application that provides Avaya Proactive Contact 3.0 call control functions
and eCreator web-based script functions to the agent. The eCreator PDS Agent allows an
agent to handle outbound, inbound and blended work. Information in these Application Notes
has been obtained through interoperability compliance testing and additional technical
discussions. Testing was conducted via the DeveloperConnection Program at the Avaya
Solution and Interoperability Test Lab.
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1. Introduction

These Application Notes describe the compliance-tested configuration utilizing Avaya Proactive
Contact 3.0 (PC3) and Amtelco eCreator PDS Agent (eCreator PDS Agent). The eCreator PDS
Agent is a desktop application that provides the call control functions from Avaya Proactive
Contact 3.0 and web-based script functions from eCreator to the agent. The eCreator PDS Agent
installed on agent workstations provides the following capabilities.

e Auvaya PC3 call control functions are presented to the agent using the eCreator PDS
Agent application.

e Inbound, outbound, blended and managed Avaya PC3 jobs are associated with eCreator
web scripts. The scripts pop up on the agent’s application based on the type of job being
worked.

e Information for each call is passed from Avaya PC3 to the eCreator PDS Agent
application to populate the scripts.

e The eCreator PDS Agent application returns information to Avaya PC3 to update calling
records with items such as Do Not Call status, Recall status and Call Completion codes.

1.1. Integration Overview

The integration configuration consists of a pair of redundant Avaya S8700 Media Servers, an
Avaya MCC1 Media Gateway, Avaya Application Enablement Services (AES) server, Avaya IP
Telephones, an Avaya Proactive Contact 3.0, eCreator PDS Agent workstation, and a remote
eCreator server. A TSAPI CTI link is configured between Avaya Proactive Contact 3.0 and
Avaya Communication Manager via Avaya AES in this test environment. This CTI link is used
with the Predictive Agent Blending feature on Avaya PC3 to allow agents to handle both
inbound and outbound calls.

The eCreator PDS Agent workstation contains two network interfaces, one of which is for
communicating with Avaya PC3, and the other is for a direct internet connection to the remote
eCreator server. The remote eCreator server is used for Microsoft 1S and the eCreator
Supervisor application.
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The eCreator PDS Agent interfaces to Avaya PC3 via a socket connection. The TCP/IP socket
connection defines a set of messages exchanged between the eCreator PDS Agent application
and the Avaya PC3 server to control the agent’s work session. This allows eCreator PDS Agent
to perform operations such as logging in and out the agent, joining a job, changing the agent
state, handling calls and setting completion codes. In the tested configuration, outbound,
inbound, managed and blended jobs were supported by eCreator PDS Agent.
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2. Equipment and Software Validated

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

Equipment

Software

Avaya Proactive Contact Server

Avaya Proactive Contact 3.0
SP 1, Build 36

Avaya S8700 Media Servers

Avaya Communication Manager 3.1.2
(R013X.01.2.632.1)

Avaya Application Enablement Services
Server

3.1.1 Patch 1, Build 43.2

Switch

Avaya 4600 Series IP Telephones 1.83 (4624SW)
2.20 (4621SW, 4610SW)
Avaya C363T-PWR Converged Stackable 4.5.14
Switch
Avaya C364T-PWR Converged Stackable 4.5.14

eCreator Server on Dell PowerEdge 2450

Microsoft Windows 2003 Server SP1
eCreator Supervisor 2.14.00
Microsoft 11S 6.0

eCreator PDS Agent Workstation on Dell
Precision 340

Microsoft Windows 2003
eCreator PDS Agent 1.1.72
Internet Explorer 6.0

3. Configure Avaya Proactive Contact 3.0

There are three possible system deployments of Avaya Proactive Contact 3.0.
e Avaya Proactive Contact with Computer Telephony Interface (CTI)
e Avaya Proactive Contact with Avaya Proactive Contact Gateway PG230
e Avaya Proactive Contact (with the traditional system cabinet)

The compliance testing was configured with both Avaya Proactive Contact with the system
cabinet and the Avaya Proactive Contact with CTI.

These Application Notes assume that Avaya Proactive Contact 3.0 is configured and operational
for outbound, inbound, blended and managed jobs. The following features should have already

been configured on Avaya PC3.
e Intelligent Call Blending
Do Not Call Feature
Completion Codes
Agent Owned Recall
Recall/Callback
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Agent Playable Message

Autorelease

Job Linking

Native Voice and Data Transfer (Supervised Transfer)
Predictive Agent Blending

The sections below highlight the fields in the Avaya PC3 configuration files that are needed to
configure the eCreatorPDSAgent.ini file and the eCreator Supervisor.

3.1. Agent Playable Message Configuration files

The Agent Playable Message feature allows an agent to play a message to a customer at the end
of the call. The messages file, voicemsg.cfg, is located in the /opt/avaya/pds/config folder on the
Avaya PC3 server. The message file contains the list of messages that are available for the
customer to use. In this compliance testing only message “pf_msg_1" was used. The message
label “pf_msg_1" will be used in Section 4.1 to configure the eCreatorPDSAgent ini file.

14:inmwait2:1014:Male:Folder2:Voice:Messagel4d
15:inmwait3:1015:Male:Folder2:Voice:Messagel5
16:inmwait4:1016:Male:Folder2:Voice:Messagel6
17:fvirtl:1017:Female:Folder3:Voice:Messagel7
18:mvirtl:1018:Female:Folder3:Voice:Messagel8
19:pf _msg_1:1019::Folder4:Music:Messagel9

20:pf_msg2:1020: :Folder4:Music:Message20

21:pf_msg3:1021:Female:Folder4:Voice
22:pf_msg4:1022:Female:Folder4:Voice
23:pf_msg5:1023:Female:Folder4:Voice
24:pf_msg6:1024:Female:Folder4:Voice

Message21
:Message22
Message23
:Message24

3.2. Call Record Fields Configuration files

The calling list contains the customer call record information. The call record fields are defined
in the list configuration files (i.e. listl.fdict), located in the /opt/avaya/pds/lists folder on the
Avaya PC3 server. Any of the call record fields can be used for the pop-up call record window,
the highlighted fields are the ones that were used during this compliance testing. These call
record fields will be used in Section 4.2 to configure the eCreator Supervisor.

RECLEN:776
ACCTNUM:16:C:ACCOUNT NUMBER:
BALANCE:10:$:BALANCE:
TOTALDUE:10:$:TOTAL DUE:
NAME1:25:C:NAME LINE1:
NAME2:25:C:NAME LINE2:
CITY:25:C:City:
STATE:2:C:State:
ZIPCODE:5:N:ZIPCODE:
PHONE1:10:C:HOME PHONE:
PHONE2:10:C:BUSINESS PHONE:
COMMENT1:60:C:COMMENT LINE 1:
AGENT:8:C:AGENT ID:
DTE:10:D:SYSTEM DATE:
TME:8:T:SYSTEM TIME:
ENTRYDATE:10:D:1ST DATE ON SYSTEM:
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3.3. Agent Defined Completion Codes

Avaya Proactive Contact 3.0 uses completion codes to identify the result of a phone call with a
customer. The agent defined completion code file, ag_cmd1.ky, is located in the
/opt/avaya/pds/config folder on the Avaya PC3 server. The highlighted fields are the completion
codes that are will be used by the agents during this compliance testing. Once the agent logs into
Avaya PC3, these completions codes are automatically available for the agent to use.

KEY:MA@™M: -z :F1

KEY :"AAMM:LOGOUT: - :F2 Logout of job

KEY :"AB~M:DIAL:::F3 Dial previewed record

KEY :*AC™M:CANCEL :cancel_call:35:F4 Managed cancel call
KEY : "AD"M:RELEASE:call_complete:89:F5 Managed non-connection
KEY : "AE~M:RELEASE :pf_msg_1:20:F6 HU

KEY:"AFM:HOME: : :F7 Goto first editable field

KEY :"AG™M:RELEASE:call_complete:21:Code 21

KEY : "AH™M:RELEASE:call_complete:22:Code 22

KEY :"AI™M:RELEASE:call_complete:23:Code 23

KEY :~MAJ™M:RECALL: ::F11 Set recall

KEY :"AK™M:RELEASE:call_complete:19:F12 Recall release

KEY :MAL~M:DONE: : :SF1 Release record

KEY :"AMM:CALL:::SF2 Field call

KEY :*AN~M:HANGUP: : : SF3 Manual hangup

KEY :"AO™M:MCALL: : :SF4 Manual call

KEY : "AP~M:HOOKFLASH: : :SF5 PBX Transfer call

KEY :"AQ™M:RELEASE:call_complete:16:SF6 Ringing phone

KEY : "AR™M:RELEASE:call_complete:17:SF7 Cust hung-up in queue
KEY :"AS™M:RELEASE:call_complete: :SF8

KEY :AATAM:DIALDIGIT:: :SF9 Dial pad enable

KEY :"AUM:EAR_VOLUME: : :SF10 Adjust ear volume

KEY :"AVAM:MOUTH_VOLUME: : :SF11 Adjust mouth volume

KEY : "AWM:MASTER: : :SF12 Agent assistant key

KEY :"AXM:HOLD: : :CF1 Agent HOLD key

KEY :"AY~M:UNHOLD: : :CF2 Agent UNHOLD key

KEY : "AZ"M:MOFLASH_B:call_complete:6:CF3 Blind trans to INB
KEY :MAaM:MOFLASH_S:::CF4 Supv trans to INB

KEY :M"AbM: - - :CF5

KEY :MAc™: : - :CF6

KEY :"Ad™M:RELEASE:call_complete:93:CF7 Sold Campaign

KEY :MAe”™M: : : :CF8

KEY : "Af~M:RELEASE:call_complete:98:CF9 Agent owned recall
KEY :~Ag”™M:DO_NOT_CALL:::CF10 Do Not Call
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4. Configure eCreator PDS Agent

The following steps describe the configuration of eCreator PDS Agent.
e Configure eCreatorPDSAgent.ini file.
e Configure call record data fields using the eCreator Supervisor application.

The assumption is that the eCreator PDS Agent desktop and Supervisor applications should have
already been installed.

4.1. Configure eCreatorPDSAgent.ini File
The eCreatorPDSAgent.ini file is used to enable/disable the operational characteristics and
availability of particular Avaya PC3 agent functions. On the agent machine, edit the
eCreatorPDSAgent.ini file located in C:\Program Files\eCreatorPDSAgent. The following
parameters need to be configured.
e Logon parameters
Agent parameters
Preview parameters
Logging parameters
Option parameters
Release Scripts parameters

The Logon parameters establish the communication path between Avaya PC3 and the eCreator
PDS Agent application. Configure the following parameters in the logon section.

e servername — set to the IP address of the Avaya PC3 server.

e portnumber — set to “22700”.

The Agent parameters configure the type of blending feature that will be used by the agent.
Configure the following parameter in the agent section.
e logonacd - Set to “1” if the Predictive Agent Blending feature on Avaya PC3 is used. Set
to “0” if the Intelligent Call Blending feature on Avaya PC3 is used.

The Preview parameters control the appearance and duration of the call record Preview Pane that
appears near the bottom of the eCreator PDS Agent screen when a call record is first received at
the agent’s workstation. Configure the following parameters in the preview section.
e time —setto “3”. This is the duration in seconds that the Preview pane is to be displayed.
o fields —set to “3”. This is the number of fields in the Avaya PC3 database that are to be
displayed in the Preview pane. The names of the fields are administered in the eCreator
Supervisor application. Setting this field to “3” will display the first 3 call record fields
administered in eCreator Supervisor.
e height —set to “1000”. This is the desired height in pixels of the Preview pane when it is
displayed.

The Logging parameters enable the real-time monitoring of messages between the eCreator PDS
Agent application and Avaya PC3. Configure the following parameters in the logging section.
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e log-setto “1”. This enables the logging function.
e winsock —set to “0”. This entry is generally used for diagnostic purposes.

The Options parameters control the availability of certain Avaya PC3 function on the eCreator
PDS Agent application. When an Option parameter is enabled, set to “1”, its corresponding
feature command appears on the menu of the eCreator PDS Agent screen. Configure the
following parameters in the options section.
e dnc-setto “1”. This enables the use of the Mark Record As Do Not Call menu

command.

e volume —set to “1”. This enables the use of the Adjust Headset VVolume menu

command.

e supvxfer —set to “1”. This enables the use of the Supervised Transfer menu command.
e blindxfer —set to “1”. This enables the use of the Blind Transfer menu command.

e cancelxfer —set to “1”. This enables the use of the Cancel Transfer menu command.

e sendmesg — setto “1”. This enables the use of the Send Message menu command.

The Release Scripts parameter enables the agent to play a message when the Release Line
w/Msg command is issued by the agent. Configure the following parameters in the release

script section.

e scriptl —setto “pf_msg_1”. This is the message label on Avaya PC3 as described in

Section 3.1.

e displayl — set to “Releasel”. This is the name displayed for scriptl that appears on the

agents screen.

!.t eCreatorPDSAgent.ini - Notepad

File Edit Format Wiew Help

=10l x|

[Togon]

[agent]
Togonacd=0

[preview]
time=3
fields=3
height=1000

[1ogging]
Tog=1
winsock=0

[options]
dnc=1
wiolume=1
supwxfer=1l
blindxfer=1
cancelxfer=1
sendmesg=1

[release scripts]
scrigtl:pf_msg_l
displayl=Releasel
script=19

displayz=Releasez

servername = 192,45,120,150
portnumber = 22700
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4.2. Configure eCreator Supervisor

The eCreator Supervisor application can be used to create scripts using the call record data fields
from Avaya PC3. The scripts are then accessed by the eCreator PDS Agent application to pop-
up the call record information window. The configuration below describes how to set up the call
record fields that are needed by the scripting tool. The administrator can then use Microsoft
Front Page to configure a custom script. The Front Page scripting is beyond the scope of this
document.

On the eCreator Supervisor machine, start the eCreator Supervisor application by double clicking
on the executable file, CreateSupervisor.exe, found in the C:\Program Files\eCreater 2 folder.
The Scripted Application Supervisor window is displayed. Click the Clients icon to create a
new eCreator Client.

S Scripted Application Superyvisor

&k

Directory

Setup  Window

4| 18

Clients Users

g{’% mEzai
Schedule

L)

Syskem

RED Alert

=
©

Logout

[EEL
=

Forts

Monitors

TOOL
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In the Client window, click Edit.

wu Client

Y Delete | Save | Finizh I Close |

Client #:

Enter a unique Client # and press the Enter key on the keyboard.

[ o
4 Client e
Client #: _ o et Save Finizh I Cloze |
Mest Exigting
» Page: e ack. || Mest s> 000033
Client + 1 = -
Client - 1
Find [%
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Click Yes in the Client Not Found window.

Client Mot Found

Add MNew Client 97677

Yes Mo

In the Client window, use the drop down menu under Page:General Info and select Navigation.

=

&= Client E”EJ
Client #: Edt | Delete | Save | Finish | Close ]

w Page: General Info ; | ooiis

v General Info

W Tel WA how torecognize callz for thiz client. [f callz
Databivse Setup |

ring on & loop line enter the portd far Client Part, [f

Directary Assistance f calls come from equipment sending an D [DID tunk,
Behavior [  criph FE=. FLC] enter the id# for Client 10,
Client |D: ]
Client Fort: [ .,]
Class of =
Service; 1<Nnne> ‘“"]
RED Alert 1D: ]
Language: ]—3
TTS Rate: ;—‘:]v Speech Recogriton |||
15 Languages:
TT5 Language: 1English _:j
TT5 Woice ;Female .,.]
Announcer:
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Click the New Script icon.

&a Client El E|

« Page: Mavigation
T MNewscript 51 AddPage X pelete | B Defaut By Preview @B eCreator

{2 twebs |

In the Script Creation Wizard window, configure the following.
e Script Name — enter any descriptive name
e Job Name — enter the name of the job from Avaya PC3 that will be used for this script.
e Script Type — select “Generic” from the drop down list.

Click Next.

£ Script Creation Wizard

The eCreator Script Wizard helps vou create new scripts

@ fram eCreator Script templates.
Scrpt Mame

|Clienta767 [%

| Job Mame:
10utbnd2

Scrpt Type:

l3enenc

Script Library

Cancel I Prey Hest |
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Enter the web address for the scripts and the login information to access Microsoft FrontPage.
The web address is the location of the scripts on the web server. Click Next.

€ Script Creation Wizard

Select the Location and Script type of your new eCreatar
weh,

Wwieb Location:

{http:.-".-"naeu:u.amtelu:u:u.u:u:um.-"naeu:u.-"pdsagenttest?l

Admin 'web Location:

|

|lzer:
libanfiel

Fazzword:

]xxxxxxx

LCancel Prew Mest

Check the Use as Inbound Script and Use as Outbound Scripts fields. Enter “Default.asp” for
the Start Page fields. In the Fields fields, enter the names of the call record fields in Avaya
PC3, as described in Section 3.2 that will be passed to a script to appear in the eCreator PDS
Agent window. The call record fields shown below were used during this compliance testing,
but any call record field from Section 3.2 can be used. Click Next.

£ Script Creation Wizard

\Q\ Select the script options for your new eCreatar web.

v Uze az Inbound Stipt

Start Page: |Default.asp
Fields: JACCTMLIM

v Uze az Outbound Script

Start Page: |Default.asp
Fields: |.-’-‘-.EETNL|M,N.-’-‘-.ME'I MAME 2 PHOME

Cancel Brew Mest
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Click Finish in the

€ Script Creation

summary page.

Wizard

Finizh when done.

Below iz a Summary of the infarmation provided.  Click

Scrpt Mame:
Script Type:
“web Location:
Adrmin Web:
Ilzer

Pazsword:

| | Inbound Page:

| Qutbound Page:
| | Database:

e
Server
g Create Mew:
A Login Mame:
<

Client9767
Eeneric

hittp: #fhaeo. amtelco. comhaso pds

M2,
ibanfiel

EERET T

Default. azp
Default. azp

M A
A
M
hA

Cancel

Prev

|

The Client window is displayed. Click the eCreator icon.

"

u# Client

Client # EEGN Edit | Delete | Save | Finish |

* Page: Mavigation

. ’@ Tew Scripk Ej Add Page

> Delete

@ Presview @ el_reator

B{(=1/3

LCloze

a0:03:11

& clientinfo.bitm
& default. azp
@ Default. htm
@ pagel.asp
'] userhelp.htm

| http:##naen. amtelco. comdnasospdsagenttest?
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The eCreator Palette window is displayed.

|Ease Palette | ...

[ atabaze ] Dizpatch ] Dizplay ]
Infinity | ntegration ] Input ] [terations ]
Layouts 1 M avigation 1 Test Styles 1

Calculations ] Call Handling ] Commerce
@ Advanced farmula
@' Cazelookup
(3 Db Rate Total
@' Elze
(3 Elzelf
G Endif
@ Farmula
G
@' Iteration T atal
@' Mumber Format

Select “Avaya PDS Integration” from the drop down list. The scripts will use these two
elements, Choose Completion Code and Finish Item, to pass the Avaya PC3 Completion
Codes for a call from the eCreator PDS Agent Application to Avaya PC3 and to release the line.
Press the Enter key on the keyboard.

€ eCreator Palette |Z||E||E|
General ]
@ Chooze Completion Code
(3 Finish ltem
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Click Save, then click Close.

=

ua Client El [El E|
Client # EFF] Edit | Delete | Save | Finish | &

 Page: Navigation <¢ Back || Mests> | 000311

"@ Mew Scripk gj AddPage ¢ Delete @ Preview ) eCreator

| hitp: £ fnaen. amtelco, com/haeo/pdsagenttest?

Client9767

& clientinfo.htm
@ default azp
@ Drefault. htm
@ page].asp
@ uzerhelp.htm

5. Interoperability Compliance Testing

The interoperability compliance testing covered feature functionality and serviceability testing.
Feature functionality focused on verifying the proper operation of eCreator PDS Agent when
integrated with Avaya Proactive Contact 3.0. Serviceability testing verified that the eCreator
PDS Agent desktop recovered from adverse conditions, such as rebooting, power failure and
network disconnect.

5.1. General Test Approach

All feature functionality test cases were performed manually to verify proper operation. The
general test approach was to test the features on eCreator PDS Agent that are supported with
Avaya Proactive Contact 3.0.

e The following features on eCreator PDS Agent were tested.

o Login

Changing PC3 Passwords
Join Job
Logout
Send Message
Available/Unavailable
Attach/Detach from job
Set Callback
Set Callback - Agent owned Recall

OO0OO0OO0O0OO0O0O0
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Release Line with Message

Preview Call

Mark Record “Do Not Call”

Release Line

Hangup Line

Finish Item

Supervised Transfer (Native Voice and Data Transfer)
Unsupervised Blind Transfer (Native Voice and Data Transfer)
Cancel Supervised Transfer (Native Voice and Data Transfer)
Hold/Unhold

Manual Call

Dial Digits

Transfer Call

OO0O0O0O0O00O0O0O0O0O0O0OO0OO0ODO

e The following events from Avaya PC3 to the eCreator PDS Agent were tested.
AutoRelease Line

JobEnd

JobTransLink

JobTransRequest

Receive Message

XferCustHangup

@]

O O0OO0OO0O0

e The following agent types were tested.

Outbound agent

Managed agent

Inbound agent — Intelligent Call Blending Feature
Blended agent — Intelligent Call Blending Feature
Blended agent — Predictive Agent Blending

O OO

O O

e The following types of Avaya PC3 systems were tested.
0 Avaya PC3 in the System Cabinet configuration
0 Avaya PC3 with CTI configuration

5.2. Test Results

All feature and performance tests passed. The eCreator PDS Agent successfully interfaced with
Avaya Proactive Contact 3.0 for outbound and inbound calls. For serviceability testing, the
eCreator PDS Agent was able to resume handling of inbound and outbound calls after restoration
of connectivity to the Avaya PC3 server, from network disconnect/re-connect, and server resets.

The following observations were obtained from testing:

e When testing with Avaya PC3 with CTI, the eCreator PDS Agent displayed call functions
that can not be used with this configuration of Avaya PC3. Call functions such as
transfer, hold, place manual call, hangup line, or place manual call can only be completed
via the agent’s hardphone. Therefore, these functions should not be used on the agent
application when using Avaya PC3 with CTI.
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e When the eCreator PDS Agent workstation was disconnected/reconnected from the LAN,
the agent needed to log in to Avaya PC3 and then attach/detach from the job before the
agent was able to receive outbound calls. The error message “Agent phone is busy.
Release phone line before proceeding. (E28964)” was displayed on the agent’s desktop.

6. Verification Steps

6.1. Verify Avaya PC3

On Avaya PC3, use the “netstat —a” command to verify the connection between Avaya PC3 and
the eCreator PDS Agent. The results of the “netstat —a” should show an ESTABLISHED agent

connection.

e Telnet 192.45.120.59

a
a
a
a
a
a
a
a
a
a
a
&

DRORAEEEEE D E

RS ERRRER®

DERORRERREDDEE

*_ loggep
l=pds=s .53380
*_CCs

lzpds. logger
lzpds . 53382
lzpds .MameService
#*_dccs
lzpds. logger
lzpds .dccs
*_portmap

= _ftp

lzpds . agent

= P .

lzpds 53348
lzpds.dialerSH
lzpd=s 53368
lzpds . zerviceMonitor
lzpds .53358

* 49157

#*_ 47156

*_ 49158

=*_4A45
*_seruviceflct
lzpds 53378

M

lzpds 1521

M

lzpds . 53349

lzpds. logger
lzpds . 53345

FE_

lzpds=s 53358

lzpds .53355

I

I

192 .45 .38.232.1728
TpaT .

lzpds .MameService
lzpds 53347

lzpds 53372

lzpds 53365

lzpds .zerviceMonitor

=10 x|

ISHED
ISHED

ISHED

L
1

ESTA

ISHED
ISHED

ESTABLISHED
LISTEM

LISTEM

ESTABLISHED
v vt ein
ESTABLISHED

ES A

BLISHED
ISHED

ISHED

Ao B B DB,

ISHED

SS; Reviewed:
SPOC 11/30/2006

Solution & Interoperability Test Lab Application Notes

©2006 Avaya Inc. All Rights Reserved.

18 of 28
Amtelco_PC3.doc



6.2. Verify eCreator PDS Agent

The following steps can ensure that eCreator PDS Agent can log in to Avaya Proactive Contact
3.0 to receive outbound calls. Avaya PC3 should have outbound jobs running.

Step | Description
1. From the Start Menu on the agent desktop, select Start =» Programs =»eCreater PDS
Agent =» eCreator PDS Agent. Enter the agent login information in the Login window.
Click Login.
About
Agent: | Jab:
Headset: | Wwiotk Class: |
Op Mesa: | Agent Stater  [No Connection
whait Mesq | Avvailability: |Urnavailable
Call Type:
=]
ETI—
Uszer ID: opl
Fazzword: Im
Headzet: lgggﬁ—
Wark, Class: Im
Login | E it |
=
Statuz |
Browser State:  |Mon-eCreator Page eCreator Clent: |
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Step | Description
2. Select the job that the agent wants to join from the Active Jobs drop down list. Click Attach.
eCreator PDS Agent AN
fAoert  Iob Swskem  Abouk
Agent: Jopd Jok:
Headset: |255‘|? “whork Clazs: IDu[bgund
Op Meszg: | Agent State: Logged In
Wit Mes: | Ay ailability: nasailable
Call Type:
=l
Jobs
Active Jobs
Attach | Cancel |
K
Statuz |
Browser State: |N on-eCreator Page eCreatar Client: |
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Step | Description
3. Verify the Availability field displays “Available” and the Agent State field displays
“Waiting for Record”. The agent is now available to receive an outbound call
Available  Svstem  Abouk
Agert: Jont Job: |outbrd2
Headset: |26617 “fork Class:  [Outbound
Op Mesg: | Agent State: aiting For Record
whait Mesg: | Auailability: % ailable
Call Type:
=l
2]
Statuz |
Brawser State:  [Won-eCreator Page eCreatar Client:  [3767 - Clientd767
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Step | Description

4, Verify the Agent State field displays “On Record” when an outbound call is delivered to the
agent. Verify the PAGE OPTIONS area display the call record data fields that were
configured in Section 4.2.

Available Record Call System About

eCreator PDS Agent

Agent: Jop1 dub: |outbnd2
Headset: |2551 7 wiork Clazs: |Dutbound
Op Mesg: [Home phone - 2075234567 Agertt State:  [0On Record
Walt Mesg: | Aovailability: i vailable
Call Type: OUTEQUND
ko bottom PAGE OPTIONS
acctum: I5300292221346314
ramel:  [JOHN DOE
name2:  [JOHN DOE
phonel: [2075234567
phonez: |0000000000
zipcode: |5221
Completion Cade: | j
Mext -=> | tokop _ _I
-
Statusz |
Browser State: Iec[eatg[ Page eCreator Client: |9?5? - Client9767
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Step | Description

5. Left click on Call to display the list of call functions available to the agent. Verify the call
functions configured in the eCreatorPDSAgent.ini file, Release Line w/Msg, Supervised
Transfer(Voice & Data) and Blind Transfer (Voice & Data), are displayed.

eCreator PDS Agent "

fwvailable  Record gall[’\fystem About

Agert: opl  Release Line F7 H2
Headset: 268 Release Line wiksg Chrl+Fe nd
Supervised Transfer( Woice & Data) Fd
Op Mesg: Hon  Blind Transfer( Yoice & Data) Chrl+F8 o
Wait Mesg: F Hald F2 ble
Place Manual Call F11 OUND
Transfer Call Shift+F11
Hangup Line CtrHF7 ;I
b e Dial Digits Chrl+F11

acctnum: [5300202221346314

namel;  [JOHM DOE

namez:  [JOHM DOE

phomel: |2075234567

phore2; 0000000000

ziprode: |5221

Cormpletion Code: I j

Mext -= | tokop _

Statuz |

Browser State: Iecreatg[ Page elreator Client; |9?5? - Clientd767
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Step | Description

6. Left click on Record to display the list of call functions available to the agent. Verify the call
function configured in the eCreatorPDSAgent.ini file, Mark Record as Do Not Call, is
displayed.

eCreator PDS Agent b

fwailable | Record . Call  System  About
Agent; Set C¥iback F4 Fb: outbnd2

Headsel  wmark Record as Do Not Call cirips fokClasss [Outbound

OpMesg:  [Home phane - 2075234567 Agent State:  |n Fiecord
W ait Mesg: Aailability: Wvailable

Call Type: OUTBOUND

to bottom Pace OpTIONS

acchum: I5300292221346314

namel:  |JJOHM DOE

narme2:  |JOHMN DOE

phorel: |2075234567

phonez: 0000000000

zipcode: |5221

Completion Code: | j

et - | koktop _ J

Status |

Browzer State: |eEreah:-r Page elCreatar Client: |9?B?-Client9?5?
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Step | Description

7. Left click on System to display the list of call functions available to the agent. Verify the call
function configured in the eCreatorPDSAgent.ini file, Send Message, is displayed.

eCreator PDS Agent .

Ayailable Record  Call | System [SSbout

Agent: opl Send Message Chrl+F2 u\L outbnd2
Headszet: 26617 Class:  [Dutbound
Op Mesg: Home phone - 2075234567 Agent State:  |0n Record
‘wlait Mesg: Avvailability: wvailable
Call Type: OUTECOUMD

|»

ko botkan Pace OpTIONS

acctnum: [5300292221346314

namel: |JOHM DOE

name2:  |[JOHN DOE

phonel; [2075234567

phone2; |0000000000

ziprode: |5221

Completion Code: | j

Mext -= | bokop _

Shatus |

Browser State: IeEreator Page eCreator Client: |9?5,'.-‘ . Clienta767
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Step | Description

8. Verify the drop down list for the Completion Code field contains the Completion Codes

administered on Avaya PC3 in the ag_cmd1.ky file in Section 3.3.

elreator PDS Agent

Availlable Record Call Swstem  About

Agent: [op1 Joh: loutbnd2
Headzet: |26617 Wwork Class:  [Dutbound
Optesg:  [Home phone - 2075234567 Agent State: |0n Record
walt Mesg: | Avvailability: vailable
Call Type: OUTBOUND

to bottom PAGE OPTIONS

acchum: ISSDD29222 1346314

pamel:  |JOHN DOE

name2:  |JJOHM DOE

phorel: 2075234567

phonez; 0000000000

zipcods: |5221

Completion Code: I

Managed cancel call (35)
Mext {Managed nan-connect A (89)
HU (20}

Code 21 (21)

bokop

| v

Status Code 22 (22)

Browser State: [eCreatg C0de 23 (23)

-P\BCEl” release (1 9)

i Client:  [5767 - Clientdve7

Ringing phone (16)
Custhung up in queue (17)
Blind trans to INE (B)
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7. Support

For technical support on the Amtelco solution, contact Amtelco at http://www.amtelco.com

8. Conclusion

These Application Notes describe the required configuration steps for Amtelco eCreator PDS
Agent to successfully interoperate with Avaya Proactive Contact 3.0 via the TCP/IP socket
connection. Functionality and serviceability were successfully validated. The configuration
described in these Application Notes has been compliance tested.

The following observations were seen:

e When testing with Avaya PC3 with CTI, the eCreator PDS Agent displayed call functions
that can not be used with this configuration of Avaya PC3. Call functions such as
transfer, hold, place manual call, hangup line, or place manual call can only be completed
via the agent’s hardphone. Therefore, these functions should not be used on the agent
application when using Avaya PC3 with CTI.

e When the eCreator PDS Agent workstation was disconnected/reconnected from the LAN,
the agent needed to log in to Avaya PC3 and then attach/detach from the job before the
agent was able to receive outbound calls. The error message “Agent phone is busy.
Release phone line before proceeding. (E28964)” was displayed on the agent’s desktop.

9. Additional References

The following documents may be found at http://support.avaya.com:

e Avaya Proactive Contact 3.0 Agent API Reference, October 2005, Doc ID: 07-300499

e Administrator’s Guide for Avaya Communication Manager, Release 3.1.2, Issue 2.1, May
2006; Doc I1D: 03-300509

e Avaya Proactive Contact 3.0 Administration (UNIX-based), October 2005; Doc ID: 07-
300488

The following application note may be found at https://avaya.com/gcm/master-usa/en-

us/resource/index.htm

e Sample Avaya Proactive Contact 3.0 (PC3) with CTI Installation and Configuration, Issue
1.0, Avaya Solution and Interoperability Test Lab

Amtelco product documentation is available on request at 1-800-356-9148.
e eCreator PDS Agent Reference Guide
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