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Abstract

These Application Notes describe the configuration steps necessary for Quentris® Smile 3.1 to
successfully interoperate with Avaya Communication Server 1000E R7.5 and Avaya Aura®
Contact Centre R6.2.

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 compliance-tested configuration used to verify the
interoperability of Quentris® Smile 3.1 with Avaya Communication Server 1000E R7.5 and
Avaya Aura® Contact Centre R6.2. Quentris® Smile 3.1 is a screen based console or “soft-
console” that interfaces directly with the Avaya Communication Server 1000E R7.5 and
provides a graphical user interface for call handling. All relevant call information is provided on
a single window. Quentris® Smile 3.1 provides call handling capabilities enabling operators to
answer, transfer, announce, park, hold and place calls using their Personal Computer. The
Quentris® Smile 3.1 main screen holds all information related to a call such as name, number,
origin and status.

2. General Test Approach and Test Results

The Quentris® Smile 3.1 (Smile 3) Console is configured on the Avaya Communication Server
1000E R7.5 (CS1000E) as a set of two 2050PC type phone sets in an Automatic Call
Distribution (ACD) environment. The Smile 3 console provides management of multiple lines;
incoming calls are presented on the ACD key, private calls are presented on a private Directory
Number (DN) key. The Smile 3 console is programmed with up to 6 hold keys for queuing
incoming calls. The CS1000E is responsible for queuing and routing calls to the available Smile
3 agent. Smile 3 uses the Avaya implementation of Calling Line ID (CLID) and Dialled Number
Identification Service (DNIS) to perform directory lookups. Testing was carried out in the Avaya
Lab. Test cases were executed jointly by an Avaya and Quentris representative.

2.1. Interoperability Compliance Testing

During interoperability compliance testing the following features of Smile 3 was covered.

e (all handling abilities including Call Answering, Call Transfer, Announce, Call Park,
Call Hold / Unhold

e Placing of calls both internally or externally by the Operator

e BLF (Busy Lamp Field) provision of the status of the various internal phone set types

e C(Calling Line Identification (CLID) and Dialed Number Identification Service (DNIS)
support for PSTN trunks

e Support for Call Party Name Display

e Music on hold

e (all Waiting indicator (DWC)

e ATDN, LDN, Private DN, ACD

e Night number

e Local internal call handling

e Handling of Network calls over PRI and SIP trunks

e Handling of calls to and from Avaya [P UNIStim, SIP, Digital phone sets and Softphones
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2.2. Test Results

All tests outlined in the Test Plan document passed successfully. No errors or issues were
observed.

2.3. Support

For more information on Quentris® Smile 3.1 and product support visit
http://www.smileconsole.com/. The following is the contact information for Quentris:
Address: QUENTRIS (GDF SUEZ)
Rue de la Fusée 60 Raketstraat - B-1130

Brussels
Phone: +322 727 15 81
Web: www.quentris-gdfsuez.be
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3. Reference Configuration

The configuration in Figure 1 was used to compliance test Smile 3 with CS1000E and AACC
using an [P connection from the Smile 3 Desktop connected to the CS1000E as a set of two
1P2050 type sets acquired by AACC.

Avaya Aura’ System Avaya Callpilot Voice Avaya Aura’ Contact
Manager R6.1 Messaging R5 Centre R6.2
AL 2§ el

Telephony LAN

Quentris ™ Smile R3.1

- = - —
Avaya Communication Avaya 1140 Avaya 1140 Avaya

Server R|7-5 Unistim Unistim 1140 SIP
Connected Connected Connected

Figure 1: Connection of Quentris® Smile R3.1 with Avaya Communication Server 1000E
R7.5 and Avaya Aura® Contact Centre R6.2
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4. Equipment and Software Validated

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

Equipment Description Software Release
Avaya Communication Server 1000E CPPM [g}\:? ya Communication Server 1000E R7.5
Avaya S8800 server Avaya Aura® System Manager R6.1 SP4
Avaya 1140 UNIStim Deskphone UNIStim V0625C8D
Avaya 1140 SIP Deskphone SIP V04.00.04.00
Avaya Aura® Contact Centre R6.2 SP4
IBM System x3250 M2 8GB RAM Windows2008 Standard Edition R2 (AML
install)
Avaya Call Pilot Version 5.00.41
Avaya Call Pilot 600r Server Patch Line-up:CP50041SU08S
CP500508G09C
Smile Installation Disk and License Version 3.1
Desktop PC (Minimum Specification Pentium .
IV, 3 GHz, 1 GB Ram, | USB Hand/Headsety | Mo Vv indows XP

Notes: See Appendix for a list of Patches and Firmware versions.
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5. Configuration of Avaya Communication Server 1000E

The configuration operations illustrated in this section were all performed using terminal access
to the CS1000E over telnet session. Smile 3 will operate in a contact centre environment. In
order for Smile 3 to function in this environment it is necessary to create an ACD Queue on the
CS1000E.

Note: Not all prompts need an answer. The prompts outlined below are mandatory for a basic
configuration. Accept the default responses for all other prompts by pressing the return key.
Type LD 23 at the > prompt to enter overlay 23 and create a NEW ACD queue as shown below.

Prompt Response Description

> LD 23 Enter Overlay 23

REQ NEW New ACD Queue

TYPE ACD ACD data block

CUST 0 Customer number

ACDN 3500 Directory Number of the operator queue

MWC YES Message Waiting Center

MAXP 2 Maximum Positions.[2 times the number of Smile Consoles].
NCEW 5005 Night DN to send calls when the operator queue is closed.
HOML NO Handset On-Hook Means Log out

LABEL KEYO NO Label on ACD key (Key0)

Enter overlay 11 to add a NEW 2050PC type set that will be utilised by the Smile 3 Console.
Type LD 11 at the > prompt to enter the overlay as shown below.

Prompt Response Description
> 1D 11 Enter Overlay 11
REQ NEW create new agent set
TYPE 2050PC The Type must be soft phone 2050PC
N 96 0 0 14 Terminal Number on PBX [loop shelf card unit]
KEM 1 Number of attached IP Phone Key expansion Module
[Must be set to 1 for the monitoring of the 6 extra Hold
Keys] .
ZONE 1 Zone Number which Smile Console belongs.
CLS CNDA Call Party Name Display Allowed
CLS CFXA Call Forward All Calls to External DN Allowed
CLS AHA Automatic Hold Allowed
CLS DDGD DN Display on other set Denied
CLS RECA IP Phone Call Recording Allowed
CLS KEM3 Key expansion module equipped
AST 00 04 Associate Set Assignment for Meridian Link applications.
IAPG 1 Group 1 sends out ALL messages for AST set.
KEY 0 ACD 3500 ACD key for the incoming calls
KEY 1 NRD Not Ready key
KEY 2 MSB Make Set Busy key
KEY 4 SCR 3510 Private key used to make calls and to receive private calls
KEY 32 SCN 3511 To control and monitor the 1°° call on hold
KEY 33 SCN 3512 To control and monitor the 2°¢ call on hold
KEY 34 SCN 3513 To control and monitor the 3™ call on hold
KEY 35 SCN 3514 To control and monitor the 4 call on hold
KEY 36 SCN 3515 To control and monitor the 5 call on hold
KEY 37 SCN 3516 To control and monitor the 6 call on hold
KEY 45 OVR Call Override key used for the ‘Call Intrusion’ facility
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The secondary ACD Terminal Number is configured without a private number (DN) and is set

up as follows:

Prompt

>
REQ
TYPE
TN
KEM
ZONE
CLS
CLS
CLS
CLS
CLS
CLS
AST
IAPG
KEY
KEY
KEY
KEY
KEY
KEY
KEY
KEY
KEY
KEY
KEY
KEY
KEY

N = O

3

32
33
34
35
36
37
50
51
52

Response

1D 1
NEW
2050

96 0 0 15

3

1
CNDA
CEFXA
AHA
DDGD
RECA
KEM3
00 O
1
ACD
NRD
MSB
DWC
SCN
SCN
SCN
SCN
SCN
SCN
SCN
SCN
SCN

1

PC

4

3500

3500
3511
3512
3513
3514
3515
3516
5004
5005
5010

Description

Enter Overlay 11

create new agent set

The Type must be soft phone 2050PC

Terminal Number on PBX [loop shelf card unit]

KEM 3 for the Busy Lamp Field information

Zone Number which Smile 3 console belongs

Call Party Name Display Allowed

Call Forward All Calls to External DN Allowed
Automatic Hold Allowed

DN Display on other set Denied

IP Phone Call Recording Allowed

Key expansion modules equipped

Associate Set Assignment for Meridian Link applications
Group 1 sends out ALL messages for AST set

ACD key for the incoming calls (ACD Queue + 0 + PositionID)
Not Ready key

Make Set Busy key

Display Waiting Call key used to monitor the ACD Q (3500)
To control and monitor the 1°% call on hold

To control and monitor the 2°% call on hold

To control and monitor the 3™ call on hold

To control and monitor the 4™ call on hold

To control and monitor the 5% call on hold

To control and monitor the 6™ call on hold

DN 5004 is being monitored for BLF

DN 5005 is being monitored for BLF

DN 5010 is being monitored for BLF

Type LD 15 to enter the overlay to make changes to the NIT DN as shown below. The prompt
NIT is changed to the ACD queue of the Smile 3 console. Since the CS1K is in night, no
M2250/CIU is defined, callers dialling the console number (LDNs, ATDN, etc...) are routed to
the NIT number defined in the customer data block meaning the Smile 3 console. When the
Smile 3 console is out of service the callers dialling the console number get answered by the
Night DN defined in the ACD queue of the Smile 3 console.

Prompt Response Description

> LD 15 Enter Overlay 15

REQ CHG Change existing customer data block

TYPE NIT DATA Night Service options

CUST 0 Customer number

NIT1 3500 ACD Q setup in Section 5.1
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In order to set up the Attendant Directory Number the following configuration must be carried
out. The Attendant number is typically 0, 9 or 11. This is the number that all internal callers use
to contact the Operator. Type LD 15 to enter the overlay to make changes to the ATT DATA as

shown below.

Prompt Response Description

> LD 15 Enter Overlay 15

REQ CHG Change existing customer data block

TYPE ATT DATA Attendant Data

CUST 0 Customer number

ATDN 0 Attendant Directory Number. Usually 0, 9 or 11
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6. Configure Avaya Aura® Contact Centre R6.2

In order that Smile 3 can operate in a Contact Centre environment, two contact centre agents
with login ID’s need to be configured. The agents will require a skillset to be assigned and the
Terminal Number (TN) of the Primary and Secondary ACD agent need to be acquired by AACC.

6.1. Create two Contact Centre Agents

Log into the Contact Centre and select Contact Center Management from the Launchpad.

L%A\V}-\\/A\ Contact Center - Manager

About | Audit Trail  Leogout

Launchpad
(Z)  Contact Center Management (g Configuration
(@) Access and Partition Management ((3) Scripting

b

@ @ & @

Real-Time Reporting

b

@ @ @ @

Emergency Help

Historical Reporting Qutbound

b

Call Recording and Quality Monitoring

b

Multimedia

The Contact Centre Management page is presented. Right click on the appropriate supervisor
and select Add Agent.

AVAYA Contact Center Management

View/Edit Add Status Launchpad Help
ED CCM Servers (Supervisor
E-4{E) AACCECOR

Supervisor Default

W Contact Center Management
pervisor Details

Delete Supervisor
Add Many Users

Logged in user: webadmin | Logout

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

+ Choose from the options in the View/Edit menu to load supenisors,
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 supervisor/agents.
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On the Agent Details page, enter all the User Details as shown below. Unless Avaya
Communication Control Toolkit is being used there is no requirement to check the Create CCT

Agent tick box.

AVAYA

View[Edit Add Status
=~ [:l CCM Servers (Supervisors)
=3 Aaccez
B ﬁ Detautt Supervizor
| R’ Administrator Administrator
L ey Default Agert
= ép Paul Supervizor
[+ " David Agent2
H & Smile &nent Mein Agertt

Contact Center Management

Launchpad Help

Agent Details: Smile Agent Main Agent1

Logged in user: webadmin | Loge

Server: AACCG2

w User Details

First Name: * | Smile Agent Main

Last Name: *L—igenﬂ |

Tile: I |

Department. | |
Language: @Iish »

User Type: | Agent v]

Login ID: *|123‘— | I

Comment: ‘

» Agem Information
Primary Supervisor: * | Paul Supervisor | %

Logged Out

Agent Key:
Login Status

P Contact Types

Personal DN ! |
ACD Queve: | |

ACD Queus Error;

[] create CCT Agent

Call Presentation Call_Cnire_Administrator %

Mullipicity Presentation Class: | MPC_Of v

Threshold Agert_Template |
Tn Name: ]

On the same page scroll down to Skillsets = Assign SKkillsets (not shown). Select the Skillset
for the Smile 3 Agent to log into, in the example below ITHelpdesk was chosen. Click the
Submit button at the bottom of the page.

AVAYA

View/Edit Add Status
= DCCM Servers (Supervisors)
= (@ macce2
=] ﬁ Detault Supervisor
i &’ Administrator Administratar
. #d@ Default Agent
= ﬁl Paul Supervisor
gy David Agert2
B Smile Sgent Main Auert!
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Contact Center Management

Launchpad Help

¥ Agent Information

Primary Supervisor: * | Paul Supervisor %
Agent Key: ]

Login Status

b Contact Types

¥ Skillsets

Logged in user: webadmin
[] Create CCT Agent

Call Presentation:

Call_Centre_Administrator [%
Muttplicity Presentation Class: | MPC_OH s

[ skilsethieme ) ~

_ Default Skilset

| MHelpdesk

Woice

Logged Out Threzhold Egam_TamplatE vl
Tn Name:
Contact T Priority |
Wgice 48 v
| H ~| I

¥ Assign Skillsets

b Paritions

| Submit I[ Create New ][ Create Many ]
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A second contact centre agent is configured to correspond to the Secondary ACD Agent TN.
Please follow the same procedure and populate as shown below.

Note: The contact centre agents associated to the Smile 3 operator must have the same skillset
definition.

AVAYA Contact Center Management Logged in use

View/Edit Add Status Launchpad Help
E DCCM Servers (Supervisors)
ACCE2 Agent Details: Smile Agent 2 Second TH
ﬁ Detault Supervisar
= --a* Aciministrator Administrator - |ser Details
-5 Defautt_Skilset, 1
& EM_Defautt_Skillset, 2 First Name: * \Smne Agent 2 | User Type: ’Agerﬂ—v‘
B an D?aﬁrg[;::uﬂ_sklllsat‘ < Last Name: * 1SECDFIE| TN | I Login ID: ¥11235 I
-5 Default_Skilset, Stand Title: | ‘ Perzonal DM:

-:. éPaulSupervisor Department: | ‘ ACD Queuse: |

o Smile Lgent 2 Second TH
4 Defeul_Skilset, 48 Language
- MHelpdesk, 1 Comment:

I+ Smile Lgert Main Lgentl |

| ACD Queus Error:

[[] Create CCT Agent

bk .ﬁ,g ent Infarmation

Primary Supervizor: * | Paul Supervisor (w0 Call Prezentation: Call_Centre_Administrator |»
Agent Key: Mutiplicity Presentation Class
Login Statuz Logged Out Threshold: [Aasrt_Termplate v
Tn Name: !
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6.2. Acquiring the Primary and Secondary ACD TN's
From the Launchpad menu select Configuration.

AVAy Contact Center Management

View/Edit Add Status Launchpad Help

7-(]€CM Servers (Supervisors| Back to Launchpad

Access and Partition Management

Real-Time Reporting

Historical Reporting

Call Recording and Quality Monitoring
Configuration

Scriptivig

Emergency Help

Cutbound

il

Multimedia

Audit Trail

Logout

The Phonesets/Voice Ports window appears. Enter a suitable Name Type should be Not Voice
Port and enter the Terminal Numebr (TN) of the phoneset for Address in the correct format as
in the example shown below. Check the Acquired? box. Tab to the next line or press Enter. If
successful a message indicating success will be displayed at the bottom of the page. Both the
Primary and Secondary TN should be entered and acquired successfully.

AVAYA Configuration

Status Launchpad Help

<[] Activity Cades Phonesets/Voice Ports

I:l Call Presentation Classes
I:l Call Recording and Gualty Manitoring

-1 CONs (Route Pairts)
D Contact Types Mame Type Address Channel %R Mame Acquired? |Status
[domMss b |occesst Yoice Port 4-8-10-2 1 7020 (Acocess) [ Mot Acouired
(AFarmulas Access2 Wioice Port 4:0-10-3 el TO20 (Access) r Mat Acouired
D Global Settings 96-0-0-0 Agent 95-0-0-0 |l Mot Acouiredd
<[] Histarical Statistics 96-0-0-1 Agert 96-0-0-1 T |Mot Acquired
[AWR ACDDNs Smile3_1 |Acent 95-0-0-14 Iv! Acuired
[ Muttiplicity Presentation Classes [Smile3_1 SecondTh | Aosrt 96-0-0-15 v Acouired
-[LJPhonesst Displays 96-0-0-5 Agent 96-0-0-5 Iw! Acquired
I:l Fhonesets and Yoice Ports * |-
[ Real-time Statistics
I:l Routes

Skillzets
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7. Configure Quentris ® Smile 3.1 Console Application

It is expected that the Smile 3 installation and license activation is completed before the
following configuration can be executed. For details on how these procedures are carried out
please refer to Section 9 of these Application Notes.

7.1. Configure Smile 3 using Configuration Wizard

Start the Smile 3 Console using the shortcut. Smile 3 is also available in the program group of
the Operating System.

Prograrns

ﬁ Smile 3

Y Softkey Activation Wizard

o o "
5 Ee ocuments
% B = Settings »
S
= /‘—"l Search 3
& Q) Help and Suppart
o .
=
(=
-
=
74

The Welcome message appears with first time start-up and a setup wizard allows the initial
configuration of the Smile 3 application. Click Next to continue through the wizard.

@ First Smile StartUp

e
I_ Initial Configuration
1. Files Location
e[ SIS N Wwelcome to the Smile 3 basic configuration wizard ...
3. Terminal NMumbers
4. First TN Zréi:ofoolr!’::-li?;g {;\Lrl.:ﬁlprovide a minirmal configuration in
5. Second TN
Back Mext | | LCancel
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The first configuration screen allows confirmation of the location of Smile 3 related files. Please
choose the defaults and click Next.

@ First Smile StartUp

-

1. Files Location

Initial Configuration

1. Files Location

2. Node Server Database:
2. Terminal Mumbers |c:\Dngram fileshsmile 3\smile.mdhb | I I
4. First TN (Srmile.mdb)
5. Second TN
Profiles:

|c:‘\|3r0gramﬁles\smile FUserProfileshadministrator.:ml | | |

{Aadministrator.<ml)

License:

|c:\|3r0gramﬁles\smile Flicenses.xml | | |

(License.xml)

v, smileconzole. com

Back | Mext | | LCancel |

The second configuration screen shows the Node Server page. Enter the node IP address of the
CS1000E for IP address or Name. Click Next to continue.

& First smile StartUp

-

2. Node Server

] Initial Configuration

@* 1. File Locations
2. Node Server ] Full DHCP
3. Terminal Numbers TP
4. First TN
5. Second TM IP Address or Marme: | 323354
Listener IP Port:

kore Info

Eack | | Hext | | Cancel
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The Terminal Numbers configuration page appears. Enter the following information.
e Node Number Node number configured for the site
e First TN (Main) Primary Terminal Number that was added in Section 5
e Second TN (Aux)  Second Terminal Number that was added in Section 5
e Login Mode How Smile 3 Console will log into its ACD positions

For Login Mode select Contact Centre. Click Next to continue to the following configuration
screen.

& First Smile Startlp

-
3. Terminal Numbers
| Initial Configuration
@ 1. File Locations
& 2. Node Server Primary Server
& 3. Terminal Numbers
& 4. First TN MNode Murmber: 0ao3 E
@ 5. Second TN
Installer Password: | I:I
First TN (Main): |096-00-00-14 ]
Second TH (Aux): [096-00-00-15 [
Lagin Made: [Contact Center IE"
Mare Info ...
Back | | MHext | | LCancel
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The First TN screen appears. On this screen the Smile 3 Console keys are mapped,
corresponding to how they are configured on the CS1000E in Section 5. Click Next to continue.

& First Smile StartlUp

-

4. First TN

Primary Server

. Initial Configuration

@ 1. File Locations Key o
¥ 2. Node Server i
& 3. Terminal Numbers Incoming Call aCD 3500
4. First TN Mot Ready MRD L
5. Second TN
Make Set Busy MSEB
Activity Code ACMNT |
Private DM SCR 3510
Hold 1 SCHM |:| 3511 |
Hald 2 SCN : 3512 |
Hold 3 SCr l:l 3513
| S
Hold 4 S 3514
Hold 5 S | 3515
Hold & SCM l:l 3516
1< % |
More Info ..
Please provide walid Directory Mumbers
| Eack | | Mest | | Cancel |

The Second TN (for review) screen is displayed. The entries are automatically populated to
match the entries of the previous screen. These cannot be changed and this screen is for review
only. Click Next to go to the next screen.

@ First Smile StartUp

-

5. Second TN (for review)

Primary Server

' Initial Configuration

@ 1. File Locations
¥ 2. Node Server

=3y

- i cl
@ 3. Terminal Numbers Incoming Call ACD
w 4. First TN Mot Ready NRD
¥ 5. Second T
Make Set Busy MEB
Disp. wait, Call Do
Hald 1 SCN

Hold 2 SCH

T

T

Hold 3 SCH

Hold 4 SCH

Hold 5 SICHN

EEEEEERER ¢

Hold & Si”h
] 0-00-1 ,\l
tMore Info ...
| Back | | Mest | | LCancel
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The final screen appears indicating that the basic configuration has been completed. Click
Finish.

& First Smile StartUp

=
Initial Configuration

Basic Configuration Completed
@ 1. File Locations

& 2. Node Server ‘

. The basic Smile 3 configuration has been successfully
¥ 2. Terminal Numbers cormpleted. Click finish to start the application.

® 4. First TN
@ 5. Second TN

i
| Back | | Finish | | arEE] |

The profile selection window appears. To complete the configuration it is necessary to log in
initially as the administrator using the appropriate password. Click OK.

& selectProfile

Profile: |administratu:|r |Z||

Fassword: || |
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After component loading and initializing has completed, the main Smile 3 console window
appears

CTHER & L 2E

|
Operater Note P | l\%te
S 80 AR EE @” B A A S H(,) ‘4 | _[BLF|[OES]|[Rediaf|[Missed|Pi |[Fain|auw|ses]
o | ‘ID%L - =l
- @ (& XX ——H
‘1] [ om | o ¢ 0 &
0:00 origin | Source Mumb. Destinati Numb. Tim
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7.2. Configure the Audio Device

To configure the audio device select Edit from the Profiles menu

e
TCTEHER &

LastHlame Firsthame Phone
ESerry 2007 20327
a1m 1165 2032

o AEE e e e A

File - Directory - Tools - Configuraton Help -

The Edit Profile window appears. If a USB audio device is attached it will appear in the drop
down menu. Please select the appropriate device and click Save.

@ cdit Profile
P
Profile
General Microphone
Directory
LDAP Device: | [EREEEN Volume: (:}—QJ—{:)
Web GMN 933 —
Audio S oundtAi Digital Audio
Speakers
Device:  [gN9330 Bl volume: (S————0HH
Ringer
Device:  [GN 9330 ] vowme: G—050—@
Options
[] Automnatic Gain Control
[C11 use a modem to connect to the network
| Save | | Cancel |
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7.3. Configure Agent ID for ACD Queue Login

On the console screen Select Edit from the Profiles menu.

File ~ Directory - Tuuls = Configuration Help ~

Directory

T & ¢

LastHame FirstMarne
2007 3037
JImM 1165 3032

T (el =y ml el ST A

The Edit Profile window is presented. Select Profile > General. Enter the Agent ID, this will
be the same ID as configured in Section 6.1 for the primary Smile 3 Agent. Note the
AuxAgentID will be the Agent ID of the second Smile 3 Agent configured in Section 6.1.
Specify the number of skillsets assigned to the operator as defined in Section 6.1. Click on the
Save button once completed.

; By
=
I“ | Profile

GERAE Profile

Directory T

LDAP Profile: |au:|rn|n|stratu:|r |Z||

Web Name: |P.|:|rninistrat|:|r | paesia IL|

Al AgentID: |1234 |

AuxdgentID: |1235 | Mumber of skillsets; E‘

Picture: |C:'\D|:u:urnents and Settingshall Users\Documents\M| I |

Greefing: |C:‘\Pru:ugram Files\smile 3\Recurdings\we|cnme.wav| I |

Comment: | |
Interface
Language: |_Eng|i$h E' Skin: “ellow |Z|
Settings
[¥] Automatic On Top [¥#] Label On Hald
[#] sutamatic Maximize [#] Enable Recording
i S il B [%] Enable Greetings
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8. Verification Steps

To ensure that Smile 3, CS1000E and AACC have been integrated successfully, open the AACC
Real Time Display to monitor the successful login of the agent from the Smile 3 console. Then
make a call to a Control Directory Number (CDN) and ensure that the agent logged into the
Smile 3 console is presented with the call and has the correct skillset displayed.

8.1. Agent login from Smile 3 Console

Launch the Smile 3 console as shown below.

Prograrns

Y Softkey Activation Wizard

Diocurments

E-f;'» Settings -
)_J Search 3
Q)- Help and Suppart

= Run...

Shuk Down. .

Click on the login button as highlighted below. Note the Display showing agent is logged in
successfully.

b (Dispiy} =
-4 3 LOGGED IN - Smile Agent ‘ ‘
-3 Main Agentl @
: B XX T T
-0 - - | i S — & ‘

0:00 | Qrigin j Source | Mumber | Destination | Number Time

b
ticrophone (=)——0——#)  Speaker  (=)———U#)  Administrator | |
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8.2. Check Real-Time Displays on Avaya Aura® Contact Centre

Open the Real Time Reporting by selecting it from the Launchpad menu.

=-iz) AACCECOR

....... [Z3 Activity Codes

------- [ call Presentation Classe:
------- [ call Recording and Quali

------- [Z30 coNs (Route Points)
------- [ Contact Types

------- L1 Historical Statistics

------- 3 mR ACD-DNs

------- [Z21 Muttiplicity Presentation €

------- [ Metworking Communicati
------- [ Phoneset Displays
------- [Z21 Phonesets and Woice Po

------- [CJ Threshold Classes
B-{Z) AACCECCT

Configuration

Launchpad Help

Back to Launchpad

tact Center Management

Access and Partition Management

Real-Time Reporting

Call Recording and Quality Monitoring
Scripting

Emergency Help

Cutbound

Multimedia

Audit Trail

Logout

Select the Standard_Agent_Display in the left pane click the Launch Display button on the

right pane.
AVAYA Real-Time Reporting
Displays Filters Status Launchpad Help
MCCEEOR Public Tabular Displays: Standard_Agent_Display

& Public Tabular Displays
E1l standard_Agent_I[
Sii Standard_Application,
E1l standard_IVR_Display
Sii Standard_Modal_Displ
Sii Standard_Route_Disp
E1l standard_skillset_Dis;

Launch Display,
Launch the Standard_Agent_Display.

Make Private Copy |

Type the name of your private display:
[AACCECOR_Standard_Agent_Display
(Mote: Each of your private displays must have a unigue name.)
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On the AACC Standard Agent Display window the new agent will now be visible. The In
Contacts Status for the primary and secondary ACD TN will be Not Ready after the initial

login.

Zfstandard Agent Display (AACCE2) - Windows Internet Explorer

¥ Header

Standard Agent Display (AACC62)

EC

Collapse Agents

Agt ID Agt First Name Agt Last Name Pos ID Supr First Name Suh?;nl;:ﬂ Ans Skiset In Contacts Status
1234 Smile Agent Main | Agentl 3610| Paul Supervisor Mot Ready
1235 Smile Agent 2 Second TH 3611 | Paul Supervisor Mot Ready

Maoving Window, refreshing every 1 second

Page 1 of 1

Press the Not Ready button (Ctrl-N) as highlighted in the Smile 3 console window below.

F n |
CePERFFEBETIGDH~1 - 9
| direc | ctions ™o |
5 Display @
4 ' LOGGED IN - Smile Agent ‘ ‘
G Main Agentl 'l—
Z % XX =
|
1 o
" 2 G
0:00 Qrigin | Source Mumber Destination Mumber Tirme
= |

On the AACC Server Standard Agent Display window the corresponding agent has an In
Contacts Status of Idle and is thereby ready to receive calls.

Z'f‘Standard Agent Display (AACC62) - Windows Internet Explorer

¥ Header

Standard Agent Display (AACC62)

Collapse Agents

=M
- - Supr Last
Agt ID Agt First Name Agt Last Name Pos ID Supr First Name Riae Ans SklSet In Contacts Status
1234 =mile Agent Main | Agentl 3610 Paul Supervisor Idle
1235 Smile Agent 2 Second TN 3611 | Paul Supervisor Mot Ready

Mowing Window, refreshing every 1 second

Page 1 of 1
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8.3. Present calls to Smile 3 Agent

Make a call to the Contact Centre Control Directory Number (CDN). The call should be
presented as shown. Note the skillset name in the display area is ITHelpdesk.

S

BEPUANHBAAGAB =~ o
.5 c Display | o
® |Gzl 6000 0 rTHelpdesk Mam.. R | @ ‘
) 6000 O _—

: g ‘
, bkt
0:00 arigin Source Mumber Destination MNurmber Time

Answer the call on the Smile 3 console window. The Standard Agent Display shows the correct
skillset name in the Ans Sklset column and a status of Active.

!"I':"Standard Agent Display (AACCE2) - Windows Internet Explorer

¥ Header
. ]
Standard Agent Display (AACC62) XY Collapse Agents
_ - Supr Last
Agt ID Agt First Name Agt Last Name Pos ID Supr First Name RS Ans SkiSet In Contacts Status
1234 Smile Agent Main | Agentl 3610| Paul Supervisar ITHelpdesk Active
1235 Smile Agent 2 Second TH 3611 | Paul Supervisor Mot Ready

Page 1 of 1
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9. Conclusion

The interoperation of Quentris® Smile 3.1 with Avaya Communication Server 1000E was
successful and did not impact on the operation of the Avaya Communication Server 1000E. No
issues were found for all compliance tests as per Section 2.2.

10. Additional References

Additional Avaya product documentation is available at http://support.avaya.com.
[1] Sofiware Input Output Reference — Administration — Avaya Communication Sever
1000, R7.5 NN43001-611, 05.09 Sept 2011

Information on the installation and configuration of Quentris ® Smile 3.1 can be found at

http://www.smileconsole.com.
[1] The Quentris Smile 3.1 Technical Guide, Version 1.8
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Appendix

Patch version

Firmware Versions
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™ 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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