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Abstract

These Application Notes describe the installation of Datapulse™ Intuition Agent and the
configuration steps required by it and by Avaya Aura® Contact Center and Avaya
Communication Server 1000E so that they successfully interoperate together.

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 of the interoperability of
Datapulse™ Intuition Agent to successfully interoperate as an agent in an Avaya Aura® Contact
Center (AACC) with Avaya Communication Server 1000E R7.5. Datapulse™ Intuition Agent is
an operator console that runs on a desktop PC, providing contact center agents and/or standard
telephone users with call handling and directory search functionality. Datapulse™ Intuition
Agent uses Avaya Aura® Communication Control Toolkit (CCT) to control the Avaya
Deskphone and uses it to log into the Avaya Aura® Contact Center to operate fully as a contact
center agent. It can also retrieve real-time statistics of calls in the system and display them
locally on the console window.

2. General Test Approach and Test Results

The Avaya CS1000E R7.5 and Datapulse Intuition Agent were tested in the Avaya Lab. Test
cases were executed jointly by an Avaya and a Datapulse representative. All tests were manual
tests and all results were discussed and agreed upon.

2.1. Interoperability Compliance Testing

This interoperability compliance test covers feature functionality and serviceability. Feature
functionality testing focused on verifying that Datapulse’s Intuition Agent could successfully log
into and correctly function as a contact center agent. All tests were manual tests and covered the
following areas:

¢ Intuition Agent console connection to the Avaya Communication 1000E.

e Ensure Agent console status including idle and ready/not ready, busy, and night.

e Ensure correct Call Handling including, Call to Queue, requeue, answer calls, transfers
(Blind and Consultative), conferences and Release Destination Calls to busy/unavailable.
Call handling of Priority calls
Agent login / log out, Call Present, skillset display, hold and unhold.

Correct AACC 6.1 Real Time data (RTD) display information for various states.
Correct Intuition Agent display of information for various states.

Correct call reporting for Directory Number (DN) and agent related calls.

Ensure that various tests scenarios are implemented during testing. Internal and External
call, Incoming and outgoing calls.

2.2. Test Results

All tests that were executed passed.

2.3. Support

Technical support for the Avaya products can be obtained from Avaya. See the support link at
http://support.avaya.com for contact information.

Technical support can be obtained for Datapulse Intuition 1000 from Datapulse. Submit a Support
Issue at http://www.datapulse.co.uk/uk/services/submitproblem.aspx or email Datapulse at
support(@datapulse.com
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3. Reference Configuration
The reference configuration described throughout these Application Notes is shown in Figure 1.
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Figure 1: Avaya Communications Server 1000 and Datapulse Intuition Agent 2.0

3.1. Avaya Communication Server 1000E

The CS1000E Release 7.5 runs on the Common Processor Pentium Mobile (CP-PM) server as a
co-resident configuration. The patch level installed on CS1000E at the time of testing is listed in
Appendix 1 and 2. As the diagram shows, a number of Avaya Deskphones may be configured
consisting of Avaya Digital 390x series stations, Avaya 1100 series IP (UNIStim) stations and
Avaya 1100 series SIP stations. Typically, the set-up will have external communication possibly
via a SIP or PRI trunks to another CS1000E as shown in Figure 1.

3.2. Avaya Aura® Contact Center

Avaya Contact Center represents a collection of software components that delivers contact
management capabilities such as skill-based routing and real-time and historical reporting tools.
AACC solutions are modular and consists of multiple Contact Center components such as
Contact Center Manager Server (CCMS), Contact Center Manager Administration (CCMA),
Contact Center Manager Server Utility (CCMSU) and Communication Control Toolkit (CCT).
These components can co-reside on a single server or can be installed on separate servers. In this
example all components of the Contact Center co-reside on a single server. Contact Center
Manager Server is the core contact center component that provides the intelligent routing
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capability for voice and multimedia contacts to route contacts to the most qualified agent. The
most qualified agent is the agent with the appropriate ability to handle the type of contact.
Contact Center Manager Administration is a browser-based tool for contact center administrators
and supervisors. Contact Center Manager Administration is used to manage and configure a
contact center and users, define access to data, and view real-time and historical reports. The
Contact Center Manager Server Utility provides functionality that is not available through
Contact Center Manager Administration. Contact Center Manager Server Utility can be used to
monitor and maintain Contact Center Manager Server. Intuition Agent will require an agent
profile that can monitor Real Time Statistics of the Contact Center. The Communication Control
Toolkit server helps to implement Computer-Telephony Integration (CTI) for browser-based
client integrations. For PABX, the Communication Control Toolkit facilitates the integration of
contact center, Knowledge Worker, and self-service solutions with client applications such as
Intuition Agent.

3.3. Datapulse™ Intuition Agent

Intuition Agent is an operator console application that runs on the desktop, providing telephone
users and contact center agents with call handling and directory search from their computer
screens. Agent and queue statistics are extracted from AACC 6.1 and displayed in real time with
visual alerts that warn agents when definable thresholds such as queue length and wait time have
been breached.

4. Equipment and Software Validated

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

Equipment \ Software/Firmware
Avaya PBX Products
Avaya Aura® Contact Center Avaya Aura® Contact Center R6.1

Product Release 7.5017.0 with latest patch level.
Patch list is listed in Appendix 1 and 2.
Avaya Aura® Session Manager R6.1

Avaya Communication Server 1000E

Avaya 58800 6.1.00.610023-1

Avaya Aura® System Manager R6.1
Avaya 58800 6.1.0.0.7345-6.1.5.9
Avaya Communication Server 1000E CSP VERSION: MGCC CDO1
Media Gateway MSP VERSION: MGCM ABO1

APP VERSION: MGCA BAO07
FPGA VERSION: MGCF AA18
BOOT VERSION: MGCB BAO07
DSP1 VERSION: DSP1 ABO03
DSP2 VERSION: DSP2 AB03
DSP3 VERSION: DSP3 ABO03
DSP4 VERSION: DSP4 ABO1
DSP5 VERSION: DSP5 AAO1

Avaya Attendant Products
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Equipment

Software/Firmware

Avaya 2250 Attendant Console

ASIP 09 00 UIP0711

Avaya Console Interface Unit —
NTAGSS8AA

Rel:04

Avaya Internal Telephone Sets

Avaya 1100 series IP Telephones
(configure as ACD Agents)

o 1140e
o 1230e
o 1165¢

Avaya M3900 series Telephones
e M3904

Avaya 1100 series SIP Telephone
e 1140
e 1230

0625C8A (UNIStim 5.0)
062AC8A (UNIStim 5.0)
0626C8A (UNIStim 5.0)

Version: AA93

SIP 1140- 4.00.04.00
SIP 12x0 -4.00.04.00

Avaya External Telephone Sets

Avaya 1100 series IP Telephones

e 1140e 0625C8A (UNIStim 4.2)
Avaya M3900 series Telephones

e M3904 Version: AA93
Datapulse Products
Datapulse Intuition Agent Client PC V2.0
Datapulse Intuition Agent-Server PC V2.0

5. Configure Avaya Communication Server 1000E

These Application Notes assume that basic configuration for the Signaling Server, Call Server,
and the Coordinated Dial Plan (CDP) feature has been completed and therefore this
configuration will not be described. In order to configure Intuition Agent in a CS1000E
environment it is necessary to create or utilize a Terminal Number (TN) of the CS1000E. Once
this TN is ready and acquired by AACC 6.1, the corresponding Avaya Deskphone can be
associated with and controlled by Intuition Agent. It is also assumed that an AACC 6.1 is
installed, configured and operational before attempting inclusion of Intuition Agent.
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6. Configure Avaya Aura® Contact Center
In order that Intuition Agent can operate in a Contact Center environment, an agent TN must be
configured or available on CS1000E.

e Acquire Agent TN

e Create a contact center agent and assign skillsets as required.

e (Create a new Windows user to be used by Intuition Agent.

e Import Windows user on CCT console.

e Map TN, Windows user and Intuition Agent Client PC.

e C(Create a route point (Control DN) and assign to TN. This allows Intuition Agent to use
Route points to hold calls.

6.1. Acquire Agent TN

Login to Avaya Contact Center Manager Administration (CCMA) and open the Launchpad.
Click on Configuration.

,f‘ Contact Center - Manager - Launch Pad - Windows Internet Explorer o] x|

@;'IA http:/faacchoor LaunchPad.asp ﬂ el he | B I Bing L~

File Edit WView Favorites Tools Help

ﬁ Favarites | {.5; £ | Nortel Contact Recorder € | Suggested Sites ~ @ | Web Slice Gallery ~

88| -| A\ CCT Administr... |ACon13ctCente...|AComactC... xl | 5 ~ B - [ &= ~ Page~ Safety~ Took~ (@~

B
AVAyA Contact Center - Manager About | Audit Trail Logout

Launchpad

= —
[ (o Contact Center Management (o C%ﬁguration
— —
(f_.: Access and Partition Management ([5 Scripting
.';" -
(E.___ Real-Time Reporting (Q EI';"IETQE“C?
s
(f_._.‘ Historical Reporting (@ Outbound
= Call Recording and Quality = i i
(.(z. Monitoring ([5 Multimedia
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Expand the tree structure in the left hand pane to reveal the AACC resources (AACC6COR).
Enter the TN details in the last row of the Phonesets/VoicePorts screen and click the
Acquired? Box.

/~ Contact Center - Manager - Configuration - Windows Internet Explorer = Dlll
3:;; - IA http: /faacctoor fConfiguration/ j |+ || K Bing al-
File Edit View Favorites Tools Help

{‘f Favorites | i £ | Nortel ContactRecorder £ | Suggested Sites ~ € | Web Slice Gallery ~

ggllecL‘r inistration |ACMECtCEﬂtE{—MH’\agEI’—.”|ACDHIBCtCEﬂtEr-MEHEg.‘. xl | fir ~ B) - =) o= - Page - Safety - Tooks - @~
AVAyA c°r|figuratior| Logged in user: webadmin Logout
Server Download Status Launchpad Help
B (£) AACCECOR - -
(L) Activity Codes Phonesets/Voice Ports Server: AACC6COR
D Call Presentation Classes
(] Call Recording and Quality Monitoring Refresh Status |
~---[Z1] CONs (Route Points)
[:l Contact Types Mame Type Address Channel VR Name Acquired? | Status
Jonss ¥ |96-0-02 Agent 96-0-0-2 M | Acqui
[ Formulas 96-0-0-3 Agent 06-0-0-3 |4l Acquil
" D Global Settings 95-0-0-5 Agent 95-0-0-5 v Acquil
(2] Historical Statistics * r
(1 VR ACD-DNs
[:I Multiplicity Presentation Classes
D Networking Communication Parameters
o D Phoneset Displays
-..[_]] Reaktime Statistics
- [Z7] Routes.
(0 Skilsets [
D Threshold Classes [
() AACCBCCT =l | viz|

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

6.2. Create a Contact Center Agent

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

b
AVAyA Contact Center - Manager About | Audit Trail | Logout

Launchpad
(Z)  Contact Center Management [ (0) Configuration
(@ Access and Partition Management (@ Scripting
(@ Real-Time Reporting (@ Emergency Help
(@) Historical Reporting @ Outbound
(@ Call Recording and Quality Monitoring (@ Multimedia
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The Contact Center Management page is presented. Right-click on the appropriate supervisor in
the left hand pane and select Add Agent.

AVAyA contact ce“ter Ma“agement Logged in user: webadmin | Logout

View/Edit Add Status Launchpad Help

=[] CCM Servers (Supervisor
E-{E) AACCECOR

g Supervisor Default

gper\ﬂ'sor Details

Delete Supervisar
Add Many Users

Contact Center Management

+ 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.

On the Agent Details page, enter all the User Details as shown below. Avaya Communication
Control Toolkit will be used so the Create CCT Agent check box must be selected.

B

/= Contact Center - Manager - Contact Center Management - Windows Internet Explorer - |EI 5[
@?_; L IA http://aacctcor (Com/Default.asp j (4| X Bing P
File Edit View Favorites Tools Help
ﬁ Favorites | bl E Nortel Contact Recorder | # | Suggested Sites ~ @ | Web Slice Gallery ~
A CCT Administration | A\ Contact Center - Manager - ... | A\ Contact Center -Manag... X | | M- - [ pe v Page~ Safety~ Tooks~ @-
AYA Contact Center Management Logged in user: webadmin  Logout
View/Edit Add Status Launchpad Help
[B= I:ICCM Servers (Supervisors) I
El-{Z) AACCECOR Agent Details: InAgent InAgent Server: AACC6COR
= Supervisor Default
= isor Super w User Details
- Agent2 Agent2
& Agent3 Agent3 First Name: * |InAgent User Type: I_-gem -I
B "x FEELERIETE Last Name: * |InAgent Login ID: =[1010
[H-fy FirstTN First
= .“’ InAgent InAgent Title: | Perzonal DN: I
= Department: I ACD Queue: I
e Language: IEngIlsh 'I
" SecondTN Second Comment: I ﬂ ACD Queue Error: |

Account Type
[¥ Create CCT Agent

CCT Agent Login Details @

Domain AACCECOR
User Name:  InAgent

» Associate User Account
4] | _’l_l

Clearl Submit I Create New Create Many
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Scroll down to reveal the remainder of the Agent Details: page. The Voice check box should be
selected in the Contact Types table and also assign the appropriate Skillset Name and Priority
for each assigned skillset in the Skillsets table. Click Submit to save the details and assignments.

/- Contact Center - Manager - Contact Center Management - Windows Internet Explorer =[0) =]

@?:vl[_\ http://aacc6eorCem/Default. asp j @ | X I Bing B

File Edit View Favorites Tools Help

<7 Favorites ‘ 95 & | Nortel Contact Recorder & | Suagested Sites » @ | Web Slice Gallery =
%5 Bl - ) ® - Pager Safety~ Took+ @)~

=51 +| A\ ccT Administration | A\ Contact Center - Manager - ... |AComactCenher-Manag.“ x | |

AYA Contact Center Management Loggd in user: webadmin Logout

View/ Edit Add Status Launchpad Help
=--[L] CCM Servers Supervisors)

EI@ AACCECOR w Contact Types
[l Supervisor Defaut Contact Type ~
Elg Visor Super = =
+-d Agent2 Agent2 Vaice =
* Agentd Agent3 EMail o
" Agents Agentd
« gty Web_Communications ]
" InAgent nAgent Outbound r -
41 CDN_SS, 1
4 CLID_SS, 1
) Priority_S5, 1 - Skillsets
Skillset HName (3) * Contact Type Priority
CON_SS Voice 1 =l
CLD_SS Voice 1 =
Priorty_SS Voice 1 |
» Assign Skillsets

» Partitions -
4| | 3

Clear | Submit Create New Create Marny

User details successfully saved.
If the operation is successful a message indicating the result will appear.

J

[Jearl Submit | Create New Create Many

4 |2

@ User details successfully saved.
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6.3. Create a new Windows user to be used by Intuition Agent

CCT requires Intuition Agent to log in as a Windows user in order to be allocated access to
contact center resources. Go to the AACC 6.1 Server Manager. Open Server Manager =
Configuration - Local Users and Groups > Users. Right-click Users and select New User

Hel

E:-: Server Manager

File  Action View

p
@ zElc = HE

=P
o+ Roles

T Server Manager (AACCE WIS R Pal e o]

ﬁz"_'] Features Mame Full Mame Description =
i Diagnostics Elﬂgentl S
= fﬁ’u!- Configuration B agent2 Agentl
Task Scheduler | & Agent3 Agent3
% Windows Firewa | = Agent4 Agent4
. Services Al agents Agent5s
:Efﬁ WMI Control A pgents Agents
= % Local Users and | | & pgent7 Agent7
~1 m— Ao pnent InAgent
. ! dministrator Built4n account for administering the. ..
B storz b feAdmin iceAdmin Built-in account for Avaya Contact C...
LISR_SW(C IUSR_SWC Built-in account for Avaya Contact C...
Refresh uest Built-in account for guest access to t...
4 | Export List...
Createsanew  Help

The New User window appears. Enter the details of the new user as shown.
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Newuser 21x
User name: Ilnﬂgerrt
FLI%‘IEH’]EZ Iln.ﬁgerrt
Description: I
Pazsword: I--------

Confirm password:

I Wzer must change pazsword &t nest lagon
[T User cannot change password

¥ Password never expires

[~ Account is disabled

Help Create I Close
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The newly created user will appear in the Users list.

E,: Server Manager

File Action View Help

LR EEN =

=y
o+ Roles

ia Server Manager (AACCE BT o 12 User(s)

ﬁzj Fed“ures :fme Full Mame Description =
__-?- Diaghostics £ Agentl Agentl
= it Configuration B agent2 Agent2
Task Scheduler | # Agent3 Agent3
Windows Firewa | ® Agent4 Agent4
% services A pgents Agents
5 WMI Control A pgents Agents
= il Local Users and || B Agent7 Agent?
| Users InAgent InAgent
_ _| Groups A pdministrator Built-in account for administering the. ..
Eg Storage Aicepdmin iceAdmin Built4n account for Avaya Contact C...
f;‘ IUSR_SWC IUSR_SWC Built4n account for Avaya Contact C...
fq_.-Guest Built-in account for guest access to t...
I R I

6.4. Create a new Access Class and User in the Avaya Server Utility

In order for Intuition Agent to access the Server and be permitted to collect Real Time Statistics,
a new user and an associated Access Class need to be configured. Go to Start = All Programs
- Avaya = Contact Center = Server Utility = Server Utility as shown.
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. Administrative Tools
J Avaya
, Contact Center

A Uninstall Contact Center

J Common Uitlites

J Communication Control Toolkit

. Database Uilites
J License Manager

. Manager Administration

. Manager Server

., Security Framework

J Server Utlity

EF PC Event Browser

irw Provider

. Service Creation Environment
. BusinessObjects XI 3.1

r

Administrator

Documents

Computer

Metwork

Control Panel

Devices and Printers

Administrative Tools

. Cache Help and Support
. Maintenance S
J Startup - | Run...
b Badk
I Search programs and files |!"_5] Log off DI

Solution & Interoperability Test Lab Application Notes 11 of 42
©2011 Avaya Inc. All Rights Reserved. AG2 _CC61_CS1K75



Enter the User ID: and Password: on the Avaya Contact Center Manager — Server Utility

Login window.

Avaya Contact Center Manager - Server Utiliby Logi

il

AVAYA

Is_l,lsadmin

zer D

Cancel

Ixxxxxxx

Pazzword:

=

Sercer Mame or IP Address: I‘i?-'I BE.92.22

Ayapa Contact Center bManager Server Utility, Yersion

8.0.0.5

Copyright € 2010 dvaya Inc. All Rightz Bezerved.. el

F

Go to Server Utility = User Administration = Access Classes. From the File menu, select
New. This creates a new Access Class. On the General tab, enter a name in the Name: field.

Click on the Access Class tab.
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A7 Avwaya Contact Centber Manage
Fil= Wi LIEilicie=s wivtimd o=

=) Es| <]

Bl server Utility

=I-{Z] User Administration

H e S Users

: [0 Access Classes
- gzl System Administration

il Access Classes - 47.166.92. .22

Fil= Wi Help

_I_I_I_I_I_I_I_I|

I Comments
Blue system admin.

dminGroup

“all Centre Admin Call Centre Admini. ..
- General I Acﬁs I
Mame: |rTD
1N Comments: ;I
- |
L]
Sawve Cancel I Help I
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A list of possible access levels for various components and statistics is presented. For Intuition
Agent, select Real-Time Displays. In the Level of Access: drop down menu, choose View own
agent — create displays.

Click Save.
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21x|
"General Access I
Members have access to the following items in the system window:
tem in system window I Level of Access I:I
Historical Statistics MNone
Real-Time Statistics None
Routes Mone
FReal-Time Displays Nane
Farmulas Mone
Agernt Threshold Classes Mone
Application Threshold Classes Mone
Modal Threshold Classes Mone
IVR ACD-DN Threshold Classes  Mone
Route Threshold Classes Naone
Skillset Threshold Classes MNone LI
— Selected tem:
IH&aI-Time Displays
Level of Access: Mone LI
Mone
‘iew own agents - create display:
‘u"lewl all ageﬂs - c:'eiate disErl_‘Elnl.Eu Y N
New Access Class e e
' General Access |
Members have access to the following tems in the system window:
tem in system window I Level of Access I:I
Historical Statistics Mone
Real-Time Statistics MNone
Routes Mone
Real-Time Displays ‘iew own agents - create displ. ..
Formulas Mone
Agent Threshaold Classes Mane
Application Threshold Classes Mone
Modal Threshold Classes Mone
VR ACD-DM Threshold Classes  MNone —
Route Threshold Classes Mone
Skillzet Threshold Classes Mone ;I
— Selected tem:
IH.eaI-'I"lme Dizplays
Level of Access:
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Now create a new user and assign the new access class to that user. Open Server Utility = User
Administration 2 Users. To create the new user, choose New... from the File menu.

Fil= Wi LIEilities Welimdow s Help

=T B (w2 |
El Server tlity
=g User administration
L Users
: [ 0] mccess Classes
. [EREl Casetarn A drnimiete s Hae

£ Users - A7.166.92.23 =1

File LLTTRN Help

ol x| sE|e=| e w2 |

ILast name I First name I Tide I Department I Languag:
admin admin English
agent Default English

A D P

Ermlic

2

Seneral I Desktop I

First name: astat=
Last name: Iiasta‘ts
Comments: =1

[l
Title: I
Department : I
Languags: I English ;I

Sawve Cancel I Help I

Click on the Desktop tab. Uncheck Password Expires and select the new access class (RTD)
from the Access Class: list.

iastats iastats - User Properties ?| X|
' General Deskiop I

Uszer |D: Iiaﬁa‘ts Reset Password I
Password retry count : ID I Password Expires

Uszer desktop status:

ok Lock Out |

Access Class: RTD LI

Znone = no access rghts>
adminGroup
Call Centre Admin

Supervisor

= Cancel | T |
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Save when complete.

21|
' General Deskiop I

User 1D: Iiastats Reset Password I

Password retry count : ID I Password Expires

Lser deskitop status:

ok Lock Out |

Access Class: =
Fave Cancel | Help |
h

6.5. Import the Windows user and Workstation in CCT console

The Windows user that was created in Section 6.3 needs to be imported by CCT in order that the
required mapping can be done between TN, Workstation and User. To go to the CCT Console

Start = All Programs = Avaya - Contact Center = Communication Control Toolkit -
CCT Console.

E Adobe Reader 8 -
= Internet Explorer (54-bit)
& Internet Explorer
_-'53'_] ScreenHunter 5.1 Free
=7 Windows Update
Administrator
J JCom

. Accessories

Documents
. Administrative Tools
. Awvava
Computer
. Contact Center
A Uninstall Contact Center Network

. Common Utilites
. Communication Control Toolkit

Control Panel
o1 Re%lient

Devices and Printers
Ref Client =

. Database Utilities
. License Manager

Administrative Tools

. Manager Administration Help and Support

. Manager Server
. Security Framework vI Run...

4 Back

I Search programs and files |!E] Log off FI
| & e

[ "start
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Select Import Windows Users from Console Root © Communication Control Toolkit 2>

Bulk Provisioning Tools.

=

T CCTAdmin - [Console RootyCommunication Control Toolkit\Bulk Provisioning Tools\Import

nsole Root
Communicaton Control Toolkit
&3 Bulk Provisioning Tools
Data Importf/Export

Import Workstations
B server Configuration

— Search Parameters
Location: [Local Machine (AACCECOR) =1
Search Type: I.NI Uzers ;I
Search Results
Lagin Mame | First Name | Last Mame
4 1>
pdd | [ adden |
Selected Users
Login Mame | First Mame | Last Mame
4 (3|
Bemowve I Remowve All I

Right-click Import Windows Users and select Search For Users.

CTAdmin - [Console Root\Communication Control Toolkit\Bulk Provisioning Tools\Import

G4 File Action View Favorites Window Help

&=|7smH=

| Console Root
= &3 Communicaton Control Toolkit
= &3 Bulk Provisioning Tools

Search Parameters

Datn Tmpor Esort Loeation:  [Local Machine (AACCECOR) =l
Import C5 1000 Data Search Type: [All Users =]
W |
= rj:rpg: [Eport Selected Users arch Results
bgin Mame | First Name | Last Mame
Wiew 3
Mew Window from Here
Help ILI
Add || mdda |
Selected Users
Login Mame | First Mame | Last Mame
4] >
Remowe I Remowe All
Search the directory for users.
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The list of Windows users will appear in the Search Results pane. Select the new Windows user

that was created for Intuition Agent and click Add. The Windows user will now appear in the
Selected Users pane.

= CCTAdmin - [Console Root\Communication Control Teolkit\Bulk Provisioning Tools\Import

File — Action View Favorites  Window

&= | 5]
| Console Root
= &3 Communication Contral Toolkit

Help

— Search Parameters
= &% Bulk Provisioning Tools Locatian: Local Machi SCOR -
Data Import/Export o I cal Hacnine ) —I
Import €5 1000 Data Search Type: [All Users =]
Import Windows Users
Import Waorkstations Search Results
B server Configuration
Login Name | First Name | Last Mame | ;I
AACCECORNGuest Builtin account forg...  computer/domain
AACCECORNceAdmin  iceAdmin none
AACCECORMUSRE_S... IUSR_SWC none j
w
0 | mdam | 11 Users
L4

InAgent

none

Remowve Remowve All 1 User

On the extreme right hand pane Actions, select Import Selected Users as shown.

= CCTAdmin - [Console Root\Communication Control Toolkit\Bulk Provisioning Tools\Import Windows
File Action View Favorites Window

=10l x|
Help | =18 xI
e= |7
| Console Root | Actions
= &8 Communication Control Toolkit — Search Parameters
= &8 Bulk Provisioning Tools Location: ine (AACC
Data Import/Export on: ILOCEI' Machine 6COR) LI Search For Users
Import C5 1000 Data Search Type: IAII Users 'l <& Impgrt Selected U...
Import Windows Users
. Imp:::rt ;Morks‘;aﬁons Search Results View 4
erver Lonnguraoon -
d Login Name: | First Name | Last Name [ ] New Window from ...
AACCECORMGUest Built4n account forg... computer/domain Help
AACCECORNCceAdmin  iceAdmin none
ﬂiﬂr‘r‘mﬁ\IIIQR < ISR SWiIr nnne I hd
4 »
ped | adam | 11 Users
Selected Users
Login Mame | First Name | Last Name
AACCBCORMNNAgent InAgent none
4] |+
Remove | Remove All =
Import the selected users into the database. [
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The client PC where Intuition Agent is installed needs to be added as a workstation so that
mapping can be done.

6.6. Map TN, Windows User and Intuition Agent Client PC in the CCT
Console

From the Launchpad select Configuration.

/= Contact Center - Manager - Launch Pad - Windows Internet Explorer = |EI|£|

@_\; e IA http:/faacceeor LaunchPad, asp j |E| |§| |E| I Bing |P '|

File Edit V“iew Favorites Tools Help

{_‘3 Favaorites | {5 £ | Nortel Contact Recorder £ | Suggested Sites = @ | Web Slice Gallery ~

88' v| A\ CCT Administr. .. |ACon13ctCa1te...|AComactC... xl | - - [ p= - Page - Safety~ Toos~ @~

|
AVAyA Contact Center - Manager About | Audit Trail | Logout

Launchpad

— —

(i Contact Center Management (o C%ﬁguration
b b

s —

(E._._ Access and Partition Management ([7_ Scripting
.:" )

(0 Real-Time Reporting (;: Emergency
- — Help

_

([._._ Historical Reporting (@ Qutbound
= Call R di d li s

(0 Min“:r?ﬁ; ing and Quality (@)  Multimedia

Open the CCT Server = CCT Administration on the left hand pane. Click on Launch CCT
Console.

/- Contact Center - Manager - Configuration - Windows Internet Explorer Py ]
6::: = IA http: //aaccheor /Configurationf j |E| ‘El |z| I Bing |P =

File Edit View Favorites Tools Help

ﬂf Favorites | {:‘3 & | Nortel Contact Recorder @ | Suggested Sites ~ @ | Web Slice Gallery -

gg| v| [\ CCT Administration |AConBctCemJer—Manag... x |AComzctCenber—Manager-‘..| | % v B - () = - Page - Safety - Tools~ (@

AVAyA Configuration Logged in user: webadmin Logout

Server Download Status Launchpad Help

#--{i)) AACCECOR

E-{5) AACCECCT CCT Administration Server: AACCECOR
....[.]] CCT Administration
CCT Admini: ion URL hitp:/AACCECOR:808 1/ WebAdmin/
[_j\qunch CCT Console_|
X
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AVAYA

Right-click Workstations on the left hand pane in the CCT Administration window. Select Add
new Workstation.

CCT Administration

Reload Data

Users

Workstatinne
View Details

CCT Users

=Y

First Name LastMame [

» Grour Login User Name ~
v provid GRS | sACCBCORVNAgent InAgent | InAgent |
w Passive AACCECOR\Agentd Agentd Agentd I~
Addresses AACCBCORAgent3 Agent3 Agent3 (|
Terminals AACCECOR\AgentZ2 Agent2 Agent? I~
IVRs H i« 4 » » N

4 CCT Users found, displaying 4 CCT Users. Page 1/ 1
Delete

Enter the Workstation Name of the Intuition Agent Client PC and Save.

AVAYA CCT Administration

Reload Dara Update Workstation

Users

Workstation Hame  avayatestdient]
Workstations

e

» Groups
w Providers
w Passive
Addresses
Terminals
IVRs

TR; Reviewed:
SPOC 6/23/2011

19 of 42
AG2_CC61_CSIK75

Solution & Interoperability Test Lab Application Notes
©2011 Avaya Inc. All Rights Reserved.



Now select Users from the left hand pane in the CCT Administration window.

AVAYA CCT Administration

Reload Data CCT Users
Users a
VWorkstations
b Groups Login User Kame ~ First Hame LastName [
w Providers AACCBCORInAgent|InAgent  |InAgent | M |
w Passive AACCECO gent4 Agentd Agentd r
Addresses AACCECORgent3  Agent3 Agent3 r
Terminals AACCECORVAgent2  Agent2 Agent2 r
IVRs H # |4 P B H
4 CCT Users found, displaying 4 CCT Users. Page 1/ 1
Delete

Identify the Intuition Agent user name and click on it to reveal the resource mapping page
Update CCT User. Drop the arrow next to Terminal Assignments and select the TN Terminal
that corresponds to the phoneset that will be used with Intuition Agent. Move this terminal from
the Available Resources to Assigned Resources list.

%AVAYA CCT Administration

Reload Data
Update CCT User
Users @ user Details
Workstations
> Groups Login User Hame AACC6COR\InAgent
w Providers First Name InAgent
w» Passive Last Hame InAgent
Addresses 6 Address Assignments
Terminals
IVRs e Terminal Assignments
Available Resources Asszigned Resources
4 1
Passive Passive
r Terminal - r Terminal
I Line 4038 I Line 95.0.0.5
I Line 96.0.0.0 o
I Line 96.0.0.1 Q
r line 8007
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Scroll down to Agent Assignments and select the agent login ID from the Agents available list
and move it to the Agents mapped list. Note the Login ID was created in Section 6.2.

AVAYA CCT Administration

_ Reloaa aid | Update CCT User

Users © vuser Details
Workstations
» Grou ps Login User Name AACCSCOR\InAgent
- Providers First Name InAgent
W Passive Last Name InAgent
Addresses a Address Assignments
Terminals
TVRs &) Terminal Assignments

6 Terminal Group Assignments

a Address Group Assignments

e Agent Assignments

Agents available Agents mapped
= =)
[ml Agents Im| Agents
- 1003 - 1010
- 1004 o

Save when done.

AVAYA CCT Administrat

Reload Data
I Update CCT User
Usars &) User Details
Workstations
[ Groups Login User Hame AACCGCORVInAgent
- Providers First Name InAgent
» Passive Last Name InAgent
Addresses ) Address Assignments
Terminals
TVRs &) Terminal Assignments
&) Terminal Group Assignments
) Address Group Assignments
&) Agent Assignments
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6.7. Create a route point (Control DN) and assign to TN.

A route point (CDN) is first created on the CS1000E. The route point is then assigned to the
CCT Intuition Agent User in CCT Administration. Intuition Agent can then use the route point to
place calls on hold. Note that this CDN, unlike other CDN’s that are used by AACC, should not
be acquired / controlled by AACC.

6.7.1. Create Route Point CDN on CS1000E

To create an CDN on CS1000E the following instructions must be completed.

Note: Not all prompts need an answer. Only answers in bold characters are mandatory for a
basic configuration. Accept the default responses for each prompt by pressing the Return key
except for those that are highlighted in bold.

>1d 23
REQ new
TYPE cdn
CUSTO
CDN 2224
FRRT
SRRT
FROA NO
UUI NO
MURT
CDSQ NO
DFDN 2600
NAME NO
CMB NO
CEIL 2047
CLRO NO
OVFL NO
TDNS NO
RPRT NO
AACQ YES
ASID 20

New Control DN to be created

The Number that is to be assigned to the CDN / Route Point

Default ACD DN to be used if CDN fails or is out of service

SEFNB1 234567891011 12 13 15 16 17 18 19 22 24 25 26 28 29 31 33 34 35 36

37 38 39
USFB1 2

3
CALBO 1 2

CNTL NO
VSID
HSID

TR; Reviewed:
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Control DN is in control
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6.7.2. Map the Route Point to the Intuition Agent User

Map the route point to the CCT Intuition Agent User in the CCT Administration page. Open
the CCT Administration page as described earlier and select the CCT User that will have
access to the route point. Drop the arrow to the left of Address Assignments. Select the route

point in the Available Resources list (2224) and move to Assigned Resources list. Scroll down
to the end of the page and click Save when complete.

AVAYA CCT Administration

Reload Data
__Reload Data_| Update CCT User
Users &) User Details
Workstations
» Groups Login User Name AACCSCOR\InAgent
- Providers First Name InAgent
w Passive Last Name L\\) InAgent
Addresses
FEs 0 Address Assignments
Terminals

IVRs

Awvailable Resources As=zigned Resources

Passive
- Address

Passive
- Address
- 8885 -

@
o

2224

6.8. Change Real Time Display Output Rate

Intuition requests that the RTD output rate be changed to 1000ms. To do this, go to Start = All

Programs - Avaya - Contact Center > Manager Administration - Configuration.
Open RTR Registry Settings.

File Action View Window Help
@@=

= Console Root\Avaya

_olx]
(L Console Root

- Avaya Applications Configuration
:

Avaya Applications Configuration

@ RTR % ¢ Settings @ W @ IceAdmin Pessword Change
@ Aveva Home Paos @ Echup & Restore @ Chanpe Login Warning Settings
@ LM Service Configuration @ Seourity Settings @ CCMA User Miaration

@ CCMA System Uporade Uitility @ Email Motificstion Settings
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Enter 1000 milliseconds as the required QOutput Rate: and OK to save the changes.

TR; Reviewed:
SPOC 6/23/2011

RTR Properties

RTR Settings |

IP Receive Address: |234_ 5 . E .10

IP Send Address: |234_ 5.6 . 2

Clutput Fate: Iim millizeconds
Tranzform Fate: I‘I o0 millizeconds
DAk Tirneaut: |1 Qaoa millizeconds

[~ Restart Real Time Reporting 5 ervice

21

— Tranzmizgzion Options
i Multicast

" Unicast
& Multicast and Unicast

b aximnum Unicast Sessions |-| oo

WAARMIMG: IE iz important to conzult your engineerning

the autput rate.

guidelinez befare modifying the number of unicast sessions or

[+ Compress Pealtime Data Packets

E oK I Cancel
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7. Configure Datapulse™ Intuition Agent

There are 2 stages to configuring Intuition Agent 2.0, Server side configuration and Client side
installation and login.

7.1. Configure Datapulse™ Intuition Agent Server

During the installation of Intuition Agent 2.0 it is necessary to enter the name of the Intuition
Server and to select the version of contact center that is being used. Although AACC 6.1 is the
version, Contact Center 7 should be selected. Click Next to continue with the installation of the
Intuition Agent server software.

i'\.%l‘ Inktuition Agent Setup ;IEIEI

Enkter the console server name:

Iavavatestsw

Seleck the telephony system ko use:

" Contact Cenker &

% Contack Cenker 7

Back. I Mexk I Cancel I

To configure Intuition Agent, go to Start = All Programs - Datapulse - Intuition Agent
Server Administration on the Intuition Agent server PC.

I tlzaner L

Az 50L Server Mar

f"- Datapulse I8 Console Server (application Mode)

? Switchboard ,lj Microsoft Office (N3 Inkuition Agen dminiskrakion

2 wordrad B8 adobe Reader 9 £ | LD&P Direckary A iskration

“J Remote Deskiol | Microsoft SGL Server 2005 b (57 Intuition 1000 C
B “ormand Pramm Jﬂ Gadwin Systems + -Jﬂ LA g
[~ comportssnder EH WinZip » |7 Precision CPE

Jﬂ compottsender r
All Programs Jj Sesrres >

Log OFF E Shut Diown

fistart [} &
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The Intuition Agent — Server Administration window appears. On the first tab, enter the name
of the CCT Server in the CCT Server Name: field. Enter the credentials as shown in the
Console Server CCT User Credentials. The username is the name of the Windows user that
was created in Section 6.3. If a Route Point (CDN) was created in Section 6.7, check the box
labelled Hold call on the server in the Hold Server area of the screen and enter the Route
Point number as shown. This will be used to temporarily hold calls while other calls are being
handled. Click Save when all details are inserted.

4 Intuition Agent - Server Administration

§| Stats I Intuition DBl Mame Lookup | Speed Search F'resencel Messagingl Queuesl Numbetsl Codesl Topic I FCH | Progression Advancedl

— CCT Server

CLCT Server Mame: |aacchor

— Conzole Server CCT User Credentials

Cromair: Iaacchol

Uzermame: |inagent Pazsword: |essssssss
—Hold Server

Options: V¥ Hald callz on the server

Hold Ports: |2224

— Recall Server
Fecall Port I

Default Destination: ID

Save |
Service Status
Intuition Agent Conzole Server [lAService] Start Stop Restart
Running
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Go to the Stats tab and enter the IP Address on the AACC 6.1 server in the CCMS IP Address:
field. Also enter the Username and Password that was created in Section 6.4. This will enable
Intuition Agent to receive the Real Time Statistics from the AACC 6.1 Server. When the details
are entered, press Save.

2 Intuition Agent - Server Administration

Intuition DBI Mame Lookup | Speed Search Presencel Messagingl Queues Numhersl Endesl Topic I PCH I Frogression Ad\-’ancedl

Statiztics

CCME IP Address: |4?.‘I EE.92.22

U zermarne: Iiastats
Pazswond: Ioooooo.

Save |

Service Status
’7Intult|on Ligent Conzole Server [lAService] Start Stop Restart

Running
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The next tab to configure is the Queues tab. Enter any Control Directory Number’s (CDN’s) that
are normally used on contact center. In this case, CDN 8888 and 2222 are already created on the
CS1000E and have associated scripts that were created using the Service Creation Environment.
Enter the Skillset names that calls are routed to in the Contact Center script. These are entered in
the Queue Name column. Again click Save.

b ;\' Intuition Agent - Server Administration

EET: I Stats I Intuition DBI Mame Lookupl Speed Search | Presence | Messaging | Numhersl Codesl Topic I FCH I Progressionl Advancedl

— Hueues
COM | Bueue Name
> COM_5S
2222 Priority_55
0 Operatar
*
Save |
Service Status
Intuition Agent Conhzole Server [lAService] Start Stop Restart
Running
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The next screen that needs to be configured is Priority Call Notification. Click the PCN tab and
enter the name of the Skillset that was entered in the last screen that corresponds to the priority
queue. In this case, Priority SS is enter in the Queues field. Again click Save.

;\' Intuition Agent - Server Administration

CCT ; Stats ; Intuition DBi Mame Lookup | Speed Search | Presence Messaging; Gueues; Numbersi Codesi Topic i P Progression Advancedi
[ Pricrity Call Motification

Queues: ;F‘riority_SS

Save 1

[~ Service Status

Intuition Agent Conzole Server IAService) Start Stop Restart

Running

Note: After all configuration changes are complete it is necessary to restart all Intuition Agent
services. This can be done on any of the tab screens. In the screen above, either click Restart or
Stop followed by Start when all services are down. When all services have sucessfully restarted
the status Running should be present on the bottom of the screen.

7.2. Configure Datapulse Intuition Agent on Client PC

On the Intuition Agent Client PC, go to Start = All Programs -> Datapulse = Intuition
Agent.

= T [T CCleaner k|
(@) Absence i Datapulse 3 ) Inkuition 1000 »
€ Internet Explon I Microsoft Office L

) PuTTY r

.@ Trend Micro OFfficeScan Client r
All Prograns Adobe Reader 9
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The CCT Credentials window will appear. Enter the login details. Note that the Username is
the Windows user that was created in Section 6.4 and was configured in the Intuition Agent
Server in Section 7.1. The Domain name is the name of the Avaya CCT Server or in the case of
a co-resident server it is the name of the AACC 6.1 Server. Click Login.

CCT Credentials |

The server has rejected the client credentialz.

zermame Iinagent

Domain  [4ACCECOR

FPazzward ||

3 E—
Cancel | Login

Connecking to telephony sywskem... Wi

The Datapulse Intuition Agent console window is displayed. The agent is in a Logged out state.
Click the Login button.

-® patapulse Intuition Agent O] =]

Funckion  Utilities  Wiew  Options  Help

o000 o
°cqa @
L1 ] .
1: Make Call Answer Release Rel Dest Haold Swap in Ready Person  Search Topic |

1
1
! ~~ Current Call 4 b | i Skillset Stats - 3 X
|
I

SeUTEs Shillset | waiting | ez wait | available | aco calls | D calls |
Priarity_5% [ [ 0 [ 0
I I CLID_55 ] ] 0 ] 0
CDM_55 o o 0 o 0
Drestination

@ Skillset Stats J,% Recall History

: all Held Calls 3 x

| Hold Time | Source Mumber | Dialled Mumber | Held by Agent | Status |

GH Call History  GX My Call Backs @ Al Held Calls

Indgent Infdgent  Ext 5005 Line 96,0,0.5 Lagged out °.:E
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The agent is logged in and is now in Not ready status. Click Ready as shown.

-@ Datapulse Intuition Agent =10 x|
Function Utilities  Wiew Options Help
eoo =) q Q . e
&
[, oo (v 1 Not ready O‘
b : Vake Call Answer Release Rel Dest Hold Swwap Logout Fl\gdy Person  Search Topic |
i " Cunent cal | 4 b | i skillset Stats - o x
I
i| Source Skillset | waiting | M wait | available | Ach Calls | o calls |
H Priority _55 o o 1] 1] o
4 I CLID_SS il il i i il
T CDM_55 [u] [u] u] u] [u]
Cestination
% Skillset Stats ]% Recall History
¢ All Held Calls o x
| Hold Time | Source Mumber | Dialled Mumber | Held by Agenk | Skatus |
5M Call Histary (54 My Call Backs @ All Held Calls
Mok ready °_:5

In&gent Indgent  Exk 5005 Lirz 96.0,0.5

The agent is now in a logged in Ready state and is ready to receive calls. In the Skillset Stats
pane, note the skillsets that are assigned to this agent and that this agent is available to accept

calls that arrive to this skillset.

I 101x)
@ ‘ Ready o ‘
Topic |
4 I | | Skillset Stats > 0 X
skillset | waiting | max wait | svailable | Aco calls | om cals |
D55 0 ] 1 i i
Priotity_S5 | 0 0 1 0 o
CDM_55 1] 1] 1 i i
@ Skillsek: Stats ‘% Recall History
7 x
[ [ (|
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8. Verification Steps

There are a number of ways to verify the correct installation.

8.1. Check that All Services on Avaya Aura® Contact Center are

Running

To check that all the services on the AACC server are running, go to Start - All Programs 2>
Avaya > Contact Center = Common Utilities = System Control and Monitor Utility.

TR; Reviewed:
SPOC 6/23/2011

; Administrative Tools

| Avaya
, Contact Center

A Uninstall Contact Center

| Common Utilities
I\ Certificate Manager
@ Computer Mame Synchronisatior
'@ Contact Center Patch Manaager
D\ Grace Period Reset
& Log Archiver
‘@) Process Monitor
@ El,as_b-N Control and Maonitor Utili
A\ TraceControl

| Communication Control Toolkit

| Databasze Utilities

. License Manager

. Manager Administration

. Manager Server

| Security Framework

. Server Utility

. Service Creation Environment

=]

[

Administrator

Documents

Computer

Metwaork

Badk

Contraol Panel

Devices and Printers

Administrative Tools

Help and Support

Run...

I Search programs and files

@ Log off bl

e B & 2| @l ]

aaa
FHH
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The System Control and Monitor Utility is displayed. Go to the CCMS tab. All Services should
be displayed with a green icon. Those with locks in the screen require separate licenses. If the
service is down, it will be indicated by a red icon. Although all services are required for
complete functioning of the contact center, CCMS and CCT are the ones of primary interest for
Intuition Agent.

AVAyA Contact Center

System Control and Monitor Utility

=101

Contact Center | LM CCS'SF | ccma | ccT | comm |

TR; Reviewed:
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Profile: default
) CCMS_MasterService @ TAD _NT Maming_Service @3 HDC_Service
) MAS Service Manager @ NDLOAM_Service @) ES_Service
3 MAS Service Dasmaon MNCCOAM_Service & 5DP_Service
MAS Linkhandler & NITSM_Service & Ccows
@ MAS Fault Manager & HOM_Service & R5M_Service
@ MAS Security & ASM_Service @15 Service
i MAS Event Scheduler ) CCM5_0AM_CMF_Service ¥ TFABRIDGE_Service
@) MAS OM Server &) SDMCA_Service @) Host Application Integration
) MAS Config Manager & TFA_Service &) TfeBridgeConnector
) NEMNM_Service ) TFE_Service @) MAS Time Service
@) OAM_Service @ ML5M_Service CCMS_SIP_Service
@ NBTSM_Service & V5SM_Service &) CCM5_UNE_Service
& AUDIT_Service & EB_Service &) CCM5_NBMSM_Service
MINCCAudit_Service & RDC_Service & EBWS_Service
|CCMS status: Started
— Start / Shut down Advanced
Start Shut down Enter password: Load profile | Add semvice |
CLhs CCMS I Save profile | Add process |
— Progress
Ready {118
Help View log Close
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Select the CCT tab. All Services should be up and marked with a green icon.

i @Svstem Control and Monitor Utility o ]

| ContactCenter| LM | CCMS|SF |ccMA CCT |ccmm|

ﬁvﬂ o Contact Center
System Control and Monitor Utility

Profile: MLINK

& NCCTLogService

@ NCCT SMON

#) NCCTService

& NCCT 0l Service

@ NCCTDALS

&% TapiSrv

) ACDPROXY Service

&) NCCT TAPI Connector Service
&) CCTOMCATSRY

CCT status: Started

— Start / Shut down —————— [ Advanced
Start Shut down Enter passwaord: | .oad profile | Add service |
T = I Save profile | Add process |
— Progress
Start up result: Successful, 100%
Help | View log | q\s& |
La')
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8.2. Check that an incoming call is handled by Intuition Agent

To ensure that Intuition Agent, CS1000E and AACC6.1 have been integrated successfully, open
the AACC 6.1 Real Time Display to monitor the successful login of the agent from the Intuition
Agent console. Make a call to a Control Directory Number (CDN) and ensure that the agent
logged into the Intuition Agent console is presented with the call and has the correct skillset
displayed.

‘ -® patapulse Intuition Agent 1ol =l

Function  Utilities  Wiew  Options  Help

: < 4 O Q Q e ‘ Ready O ‘

1 i ¥Wake Call Answer Release RelDest  Hald Swap Logaut Réady Person  Seatch Topic
| o 4 I | | Skillset Stats - I X
| Skillset Waiting | Max Wait | Available | ACD Calls | DN Calls
| Saurce Priarity_55 0 i 1 0 0
|s015 Rupert Adair €LID_55 0 0 t 0 0
CDM_55 1] 1} 1 1] 1]
Drestination

G4 skillsek Stats ‘E‘_ﬁl Recall History

: all Held calls T X
| Hold Time | Source Mumber | Dialled Mumber | Held by Agent | Skatus

@ Call History % MMy Call Backs @ Al Held Calls

Infgent InAgent  ExtS005  Line 95.0.0.5 Ready @ :
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Open the Real Time Reporting by selecting it from the Launchpad menu.

AVAyA Configuration

Launchpad Help

Back to Launchpad

------- [_1 call Presentation Classe:
------- [ call Recording and Quali

Contact Center Management

"""" [Z3 cDMs (Route Points}) Access and Partition Management o
------- L1 contact Types . . =
_______ o Dhiss » FReal-Time Reporting I
------- (L Formulas Hi [ k Reporting —
"""" E= G_bba! |ng§ i Il R rding and Quality Monitoring ol
------- [ Historical Statistics I
------- [ R ACD-DNs u  Scripting L
------- [ Muttiplicity Presentation € Errerrenay BelE =
------- [C1 Metworking Communicati #* = ' l
------- [L2 Phoneset Displays Cutbound

------- [_J Phonesets and Woice Po Multimedia

------- [Z1 Real-time Statistics it Teail

------- [l Routes. el LE s U=l

------- L] skillzets

------- [Z2) Threshold Classes Logout

E--{E) AACCSCCT

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

MECGCﬂR Public Tabular Displays: Standard_Agent_Display
& Public Tabular Displays
Eil standard_Agent [
i Standard_Application_
E1 standard_IVR_Display
=1 standard_Nodal_Displ Launch Display,
E1 standard_Route_Disp
E1l standard_skillset_Dis;

Launch the Standard_Agent_Display.

Make Private Copy |

Type the name of your private display:
[raccecoR_Standard_Agent_Display
(Note: Each of your private displays must have a unigue name.)
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The RTD for the Standard Agent Display is displayed showing the status of the agent.

Lo

¥ Header
I% . 44
Standard Agent Display (AACC6COR) ay BondAgents | Bpot | Pt | Cose | Heb
=
Agt First Aqgt Last Supr First | Supr Last In Contacts Time In

AgtID Name Name Pos ID Name Name Ans SklSet Status Walkaway| DN In | DN Out State
- 1010 InAgent InAgent 1603 | Super Visar Idle 00:07
Maving Window, refreshing every 1 second Information as of 08/04/2011 15:03:03
Page 10of1

Make a call into the contact center and answer that call by the Intuition Agent. The AACC 6.1
Contact Center shows the detail for Ans Sklset, In Contacts Status and Time In State.

[j http:/ /aacc6oor/?D=Standard_Agent_Display| AACCGCOR | AACC6COR |4 - Standard Agent Display (AACC6CO - Windows Inte - |D|§
¥ Header
. as
Standard Agent Display (AACC6COR) Expand Agents Export Print Close Help
M
Agt First Agt Last Supr First | Supr Last In Contacts Time In
AgtID Name Name Pos ID Name Name Ans SkiSet Status Walkaway | DN In | DN Out State

- 1010 InAgent InAgent 1603 | Super Visor CLID_55 Active 00:05
Moving Windaw, refreshing every 1 second Information as of 08/04/2011 15:05:31
Page 1of 1

Compare this to the Intuition Agent display. Look at the Skillset Stats information.

-@ patapulse Intuition Agent 10l x|

Function  Ukilties  Yiew  ©Options  Help

o “ 8 O Q Q i"’g ‘ Ready O ‘

LYy
"ake Call Answer Release RelDest  Hold Swap Logout  Ready Person  Search Tapic

Current Call 4 b | i Skillset Stats - o x
SrLrce Skillset | Walking | Max Wait | Available | ACD Calls | DN Calls |
I CLID_55 a a 0 1 i}
[s013 43 Priorty_55 |0 0 0 0 o
CDM_55 o o o o o
DDI: 8888 CDN_S5
Destination
(213] I
0606
000
@ Skillset Stats I@ Recall History

¢ All Held Calls nox
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The information can be seen more clearly in the following screen which shows that Skillset
Stats in greater detail. Note the display contains the call for the correct CLIS SS skillset and is
pegged as an ACD call in the ACD Calls column.

‘ Ready O ‘

4 I | i skillset Stats ~ 0 X
kit | weaiting | Max wait | avaiable | aco calls | or calls |
CLIg_SS 0 0 0 1 0
Priority 55 D 0 0 0 0
CDM_55 a 0 0 0 0

9. Conclusion

These Application Notes describe the configuration steps required to successfully integrate the
Datapulse™ Intuition 1000 V5.0.0.6 with Avaya Aura® Contact Center 6.1 and Avaya
Communication Server 1000E R7.5. All feature tests that were carried out indicate successful
interoperability between the products.

10. Additional References

These suggested documents form part of the Avaya official technical reference documentation
suite. Further information may be had from http.//support.avaya.com or from your Avaya
representative.
[1] Software Input Output Reference — Administration (see ATT DATA and LDN DATA)
Avaya Communication Server 1000, NN43001-611, 05.02 December 2010
[2] Telephones and Consoles Fundamentals — Avaya Communication Server 1000,
NN43001-567, 05.01, November 2010
[3] Avaya Aura® Contact Center Configuration — Avaya Aura™ Unified Communications
Platform Integration, Doc 1D NN44400-521 --
https://support.avaya.com/css/P8/documents/100093213
[4] Avaya Aura® Contact Center Commissioning, Doc ID NN44400-312,
https://support.avaya.com/css/P8/documents/100093189
[5] Avaya Aura® Contact Center Overview, Doc ID NN44400-111 --
https://support.avaya.com/css/P8/documents/100093163
[6] Avaya Aura® Contact Center Fundamentals, Doc 1D NN44400-110 --
https://support.avaya.com/css/P8/documents/100093161
[7]1 Avaya Aura® Contact Center Installation, Doc ID NN44400-311 --
https://support.avaya.com/css/P8/documents/100093186

Documentation for Intuition 1000 may be requested from Datapulse at http./www.datapulse.com
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Appendix 1 — Call Server Patches

PATCH REF # 1 i SPECIN
1:10F1 31, 1] .o i [e]
110F1 i 31, p30565 1.cp o Le]
P10F1 a 0 3 n3 0550 T
t10F1 n 3059 3 N p30594 1.cpl jus]
(10F1 30707 3 p30707_1.cpl juLe]

t10F1 0] 3 3 p30731 1.cpl TE3

P10FL i) 11 3 30591 1.cpl o

F i =} 2 3 3 U SE 2 ]l o

oS il & H uK 1] 3 0 aje ; o

aos il H uX ] 3 i o

oLl

T

T

ju[e]

TE3

TE3

TES

juLe]
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Appendix 2 — Linux Patches

rice upe
| SERVICE IPE: LELE NANE
O0-1lir
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Appendix 3 — Software Version

TT

swWersionihow

LJE50.17.00

[patched]

-1 -1 -1 -1 -1 -]

.
!
b
!
.
!
b
!

ched]

[patched]

[patched]

ched]

-1 -1 -1 -1 -1 -]

[patched]

[patched]

Qoo

-1 -1 -1 -1 -1 -]

-1 -1 -1 -1 -]
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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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