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Abstract

These Application Notes describe the configuration steps for provisioning CallTouch from
Northgate Information Solutions UK Limited with Avaya Aura® Contact Centre R6.3 and
Avaya Communication Server 1000E R7.5.

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 the configuration steps for provisioning CallTouch from
Northgate Information Solutions UK Limited with Avaya Aura® Contact Centre R6.3
connecting to the Application Module Link (AML) on the Avaya Communication Server 1000E
R7.5. CallTouch is an Open Communications Platform capable of simultaneously controlling all
available communication mediums. Through this single platform a wide range of applications
may be facilitated including Integrated Communication Control System (ICCS), Call Handling,
Mobile Data, Locating, Callout and Directories.

The CallTouch Agent desktop achieves desktop softphone CTI via server side integration. There
are multiple server side adapters for connecting to multiple telephony platforms. CallTouch is a
server based, thin client, multi-channel contact centre and agent desktop that provides call
control and monitoring functionality to end users via the .net interface on the Communication
Control Toolkit (CCT) module of Avaya Aura® Contact Centre.

2. General Test Approach and Test Results

The interoperability compliance testing testing focused on verifying CallTouch Agent desktop
handling of CTI messages in the areas of call control, event notification and routing.

DevConnect Compliance Testing is conducted jointly by Avaya and DevConnect members. The
jointly-defined test plan focuses on exercising APIs and/or standards-based interfaces pertinent
to the interoperability of the tested products and their functionalities. DevConnect Compliance
Testing is not intended to substitute full product performance or feature testing performed by
DevConnect members, nor is it to be construed as an endorsement by Avaya of the suitability or
completeness of a DevConnect member’s solution.
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2.1. Interoperability Compliance Testing

The interoperability compliance testing focuses on various technical testing scenarios to verify
CallTouch with Avaya Aura® Contact Centre. In addition, serviceability tests were also
performed to assess the reliability and accuracy of the joint solution. The testing focused on the
following types of calls:

® Login/Logout operators using CallTouch

¢ Basic Inbound/Outbound Calls

e Hold/Transfer Functionality

o Ready/ Not Ready Reason Code Selection
e Voicemail and DTMF test

s Failover testing.

2.2. Test Results

All Test Cases passed except for the following issue:
®  When transferring a caller to an IVR or voicemail system (in this specific case Avaya
CallPilot®) the transfer could not be completed due to the fact that the CallTouch was not
aware that the call was answered and therefore could not provide the user with a call
complete button to complete the transfer. A DevConnect ticket number
OPENTECHI16211 is associated with this problem.

The following observations were noted:

e (allTouch does not support a “Blind” or “Unsupervised” transfer.

¢ The transfer to CallPilot cannot be completed.

® During the consultative transfer process if the original caller hangs up while the
consultation is in progress the agent loses the buttons for any further call control until the
consulted person answers the call. There is a potential that if the call is not answered the
agent will need to wait for a timeout on the PBX in order to gain back control. Note this
is the case for both conference and transfer.

e [f the workstation is disconnected from the LAN and re-connected during the same call
there is no noticeable issue and the workstation remains in control of the phone set.
However if the workstation is disconnected for a longer period and the call is cleared then
a change of agent state such as manually going ready/not ready re-syncs the system
again.

2.3. Support

Support from Avaya is available by visiting the website http://support.avaya.com and a list of
product documentation can be found in Section 10 of these Application Notes. Technical support
for the CallTouch product can be obtained as follows.

o Tel +44 (0)8450705577
® Email : pssd @northgate-is.com
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3. Reference Configuration

The configuration in Figure 1 shows the setup for compliance testing. The Northgate solution
was connected to the Avaya solution, consisting of a CS1000E and a Contact Centre installed
connecting via AML to the CS1000E, using a VPN connection between the two local area
networks. The .net interface on the Contact Centre provides CTI capability. An agent running the
CallTouch Agent Desktop software in a browser is used to answer/make the calls in a call centre

environment.

CallTouch Agent
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CallTouch Server

|
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| Northgate LAN |
e con e el

Avaya 1140 IP Avaya 1120 IP
Deskphone UNIStim | Deskphone UNIStim Lab LAN |
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Server 1000E R 7.5 C-LAN Connection | |
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Avaya Aura® Contact d_f-___—_
Centre Supervisor Desktop Avaya Aura® Contact
| Centre R6.3 (AML)
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Figure 1: Connection of Northgate CallTouch with Avaya Aura® Contact Centre R6.3 and
Avaya Communication Server 1000E R7.5
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4. Equipment and Software Validated

The following equipment and software was used for the compliance test.

Equipment/Software Release/Version
— R7.5
Avaya Communication Server 1000E CPPM (See Appendix A for a full list of Patches)
Avaya Aura® Contact Centre running on a R6.3 SP9
Platform Independent Server (PVI) Server (See Appendix C for a full list of Patches)
Avaya 1140E IP UNIStim Deskphone 0625C8L
Avaya 1120E IP UNIStim Deskphone 0624C8L
Northgate CallTouch Server 109.4.65.7.34
Northgate CallTouch Workstation 240.204.55.5.27
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5. Configure Avaya Communication Server 1000E

It is assumed that a fully functioning CS1000E is in place with the necessary licensing and with
an E-LAN connection in place to the Contact Centre. For further information on the
configuration of the CS1000E please see Section 10 of these Application Notes. A telnet
application such as “PUTTY” is used to administer the CS1000E. Open an SSH Session to the
Node IP address of the CS1000E, login to the CS1000E Linux application using the appropriate
credentials and type cslogin (not shown) to gain access to the PBX command line interface.

Note: A simulated PSTN connection was present on the CS1000E in the form of a QSig ISDN
connection, the configuration of which is outside the scope of these Application Notes.

5.1. Configuration of Agent Deskphone for CTI

There is no specific setup required to allow CallTouch take control of the set other than ensuring
Associate Set Assignment (AST) is set for the ACD (Key 0) and the SCR (Private DN). In order
to add or make a change to a set enter overlay 20 by typing LD 20 at the > prompt. Note the full
printout of a programmed set that was used to test is included in the Appendix B of these
Application Notes.

Prompt Response Description

> LD 20 Enter Overlay 20

REQ chg change

TYPE 1140 Type of phone set

N 96 0 0 6 Loop Shelf Card unit of the telephone
AST 00 03 Allow CTI for keys 00 and 03

Return to end

5.2. Add a new Control Directory Number (CDN)

In order to route calls to agents a CDN must be created on the CS1000E. Enter overlay 23 in
order to create a CDN. Type LD 23 at the > prompt in order to enter the overlay.

Prompt Response Description

> LD 23 Enter Overlay 23

REQ new Add and new

TYPE CDN Control Directory Number

CUST 0 Customer Number 0

CDN 6100 CDN number 6100

Return to...

DFDN 6666 Default ACD DN (this is the ACDQ printed in Appendix B)

Return to end
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6. Configuration of Avaya Aura® Contact Centre

It is assumed that a fully functioning Contact Centre is already in operation and these
Application Notes do not go through the setup of the Contact Centre from the beginning rather
what steps are required in order to ensure that CallTouch can login and take control of phone
sets. For more information on the setup and configuration of Contact Centre please refer to
Section 10 of these Application Notes.

Note: A printout of the patch list is available in Appendix C.

Login to the Contact Centre by opening a web session to the Contact Centre sever and enter the
proper credentials and click on the Login button.

AVAyA Contact Center - Manager About | Change Passwo
Login
User ID H
Passwnrd‘

6.1. Contact Centre Configuration
Select Configuration as highlighted below.

AVAYA Contact Center - Manager About | Audit Trail
Launchpad
({©)  Contact Center Management @  configuration
@ Access and Partition Management @ Scripting
(g Real-Time Reporting (g Emergency Help
(@ Historical Reporting @ Qutbound
@ Call Recording and Quality Monitoring @ Multimedia
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A CDN for emergency calls should be added in order to route the emergency calls to the agents.
To add a CDN to the Contact Centre click on CDN’s (Route Points) in the left window and
enter the CDN details in the right window and ensure that Acquired? is ticked. Note this will be
the same CDN as was created in Section 5.2 above.

AVAYA Configuration

Server Download Status Launchpad Help
--{Z) AACCE3VMPG

(D ctivity Codes CDNs {Route Points)
D Call Presentation Classes

| CDNs | Open Queue |

] Contact Types Naime Number Call Type Acouired? Status
[_1DMSs b [MorthE100 5100 Local Il Boquired
[JFarmulas Morth&101 E101 Local |l Acquired
(L] ikl Settings horthi102 6102 Lol I Acauired
([ Historical Statistics MarthiE103 6103 Local = Acquired
IR ACD-DNs MorthiE1 04 6104 Lacal |l Acquired
[_JPhoneset Displays * i

[ Phonesets and Yoice Ports
[ Realtime Statistics
D Routes
(L Skillzets
D Threshold Clazzes
+-{Z) AACC63VMPG_CCT
= AACC63VMPG_CMM

£

In order to route the emergency calls to the agents, emergency skillsets must be added. Click on
Skillsets in the left window and enter the information for the skillset in the right window.

AVAYA Configuration
Server Download Status Launchpad G
=-{Z] AACCE3IVMPG
D Activity Codes Skillsets
DCE" Presentation Claszes
DCaII IREBEEIRE) e QUi M g Contact Type Prefix Skillset Mame Default Activity Code Threshold Class Call Age Preference
L1¢oNs (Route Poirts) ¥ [Waice_Mal i Diefauit_Shillzet 00, Shilset_Defautt_Actvity_Code | SHilset_Template First In Qusus
(centact Types MT M_ Diefauit_Shillset 00, Skilset_Defautt_Actvity_Code | Skilset_Template First In Qusus
Caonss Fane Fr_ Default_shilset 00, Skilset_Defaut_Activity_Cade | Skilset_Template First In Gueus
Crormuas _ Scanmed_Documert |50 Dietauit_skilset 00, Skilset_Defautt_Actvity Code | Skilset_Template First In Quels
@ (el el Sl Opene =N Diefanit_Shilzet 00, Skilset_Defautt_Actvity_Code | Skilset_Template First In Qusus
[tistorical Statistics Predictive_Outbound |PR_ Diefaut_Shillzet 00, Skilset_Defautt_tctvity_Code | Shilset_Template First In Queus
DNR A Dutbound OB_ Defaut_Skillset 00, Skilset_Defautt_Activity_Code Skillzet_Template First In Gueus
CaPhoneset Displays Wieh_Communications | vi_ Dafauit_skilset 00, Skilset_Default_Activity_Code | Skilset_Template First In Quieue
mene_sm I Ve (P Etviil EM_ DiefaLit_Shilzet 00, Skilzet_Defautt_Actvity Code | Skilet_Template First In Queus
LRealfime Statistics aice Diefanit_Shilzet 00, Skilset_Defautt_Actvity_Code | Skilset_Template First In Qusus
fr.ies See Ereraopp T, Shleet Dol oty Code SRSl Temples PretTn Cuue
T s oice Mon_EmergCpp 00, Skilset_Defautt_Activity_Code Skillzet_Template First In Gueus
oice Admint 00, Skilzet_Defautt _Activity_Code Skillzet_Template First In Queus
* % E L e HEY " oice Public 00, Skilzet_Defautt_Activity _Code Skillzet_Template First In Guewe
+ (2] AACCEIVMPG_CMIM =
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A Call Presentation Class is required for the Emergency Agents. To add a new Call Presentation
Class click on Call Presentation Classes in the left window and add the call presentation class
details in the right window ensure that Call Force Delay is selected for the Presentation Option
and set the Call Force Delay Timer to 1.

AVAYA

Download

Logged in user: we

Configuration

Server Status Launchpad Help

=-{Z! AACC63IVMPG
(7

Call Presentation Classes Servel

[ Call Recording and Quality Monitoring

Call Force Delay Return To Queue  |After Return to Queue,  [After Call, Bresk ;
8 DNz (Route Poirts) Matne Presentation Option Timer After N Seconds  |Make Phoneset P it Answer By Placing DN Call On Hold
Cortact Types B [Call Certre Acining Return To Queue 0 18 ot Read

i 1 £ Iy 0 I
Qonss Non-Emerg_Opp | Let Call Ring 0 [ [ 10 r
QFormuies Emerg_Cpp Call Force Delay 1 i i 5 r
() oiobal Settings Eamin Call Force Delay 1 T, T, z ]
I:I Historical Statistics * |
(LR ACD-DNs

[:l Phoneset Displays
D Phonesets and Yoice Ports
[ Realime Statistios
[dRoutes
[ Skillsets
[:l Threshold Classes

+-{Z) AACCE3IVMPG_CCT

H E AACCE3IVMPG_CIMIM

Activity codes must be added to allow for the not ready reason codes to operate. Click on
Activity Codes in the left window and add the required activity codes in the right window.

AVAYA

Configuration

Status Launchpad

Server Download Help

Activity Codes
[ Call Recording a.nd Guality Manitoring Name Mumber Display Mame
(L cons (Route Points) b [System_Defaut_Activity_Code |0 System_Defautt_Activity_Cadle
([ contact Types Shillzet_Detautt_betivty_Code |00 Skillset_Detault_sctivity_Corde
(Opnss Not_Readly_Default_Reason_Co|000 Mot_Ready_Default_Reason_Code
CFormuias ] MatRehy_Pull_Mode_Default_Coch[0000 MotRely_Pull_Mode_Default_Code
[ slobal Seftings: Camfort_Break k] Comtort Break
[ Histotical Statistics — —
Training oo Training
LR ACD-Ds Agmiistration ooz Admiristration
D Phoneset Dlsplays. Cther_Break o4 Cther Break
@ Phone.sets anFi ".v"DICE Ports Meeting ons Meeting
[ Real-time Statistics Birwave_Cal o7 Airware Call
[:I Routes *
] Skilzets
L1 Threshold Claszes
+-{Z) AACCE3VMPG_CCT
- {Z) AACCE3VMPG_CMM

Once the configuration details are entered, click on Launchpad at the top of the screen, (not
shown), to get back to the start menu.
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6.2. Contact Centre Agents

Select Contact Centre Management shown below. All the Agent details are configured in this
section.

AVAYA Contact Center - Manager About | Audit Trail

Launchpad

—
=

Contact Center Management Configuration

=
-

Access and Partition Management Scripting

Real-Time Reporting Emergency Help

-
-

Historical Reporting Outbound

@ S S S|
@ G G S S

-
=

Call Recording and Quality Monitoring Multimedia

Enter a suitable name and login details for the new agent. Ensure that the Call Presentation is that
which was created in Section 6.1.

AVAyA Contact Center Management Logged in user: webads

View/Edit Add Status Launchpad  Help
= [:I CCM Servers (Supervisors)

= (&) Ascceavipe Agent Details: TestCT Agentl Server: AACCH3]
= Supervizor Default
B Supervisor PGTest ¥ User Details
-’ Agent! TestCT
oy Agent? TestCT2 First Name: ™ User Type:
Gk s T Lot vame: N i
+-ga Displ Test]
g Disp2 Testz Title: Personal DN: 1]

Department: | ACD Queue: BGEE

Language: English v
Comment: ACD Queue Error:

¥ Agent Information

Primary Supervisor: = | Supervisor PGTest | Call Presentation: | Emerg_Opp ~
Agent Key: l:l Threshold: Agent_Template
Login Status Logged Out Tn Name: 1

w Contact Types

[ contact Type ~ |

Predictive_Qutbound | IF] |
:
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Ensure that Voice is selected for the Contact Type and add the skillset created in Section 6.1.
Click on Submit once all the details are entered correctly.

“AVAYA

View/Edit Add Status Launchpad Help
= DCCM Servers {Supervisors) w Contact Tvpes

Contact Center Management

=-{E) ARCCEIVMPG
+ QSupervisor Default | Contact Type ¥ |
= Supxervisor PeTest Predictive_OQutbound F 3
+-ga Agent] TestCT
@ Agent? TestCT2 Scanned_Document Fl
+ &" Aogent3 TestCT3 SMS D
+-da Displ Test! ]
Wi v
+ &x Disp2 Test2 el
Voice_Mail F
Web_Communications Fl =
v Skillsets
| Skillset Name (4) « Contact Type Priority
Adminl Voice 2 v
Default_Skillset \oice 5 w
EmergOpp \oice 1 w
Public oice 3 v
» Assign Skillsets
» Partitions
[Clear] I[ Create MNew ] [ Create Mary
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6.3. Creating an Application for Emergency Routing

All routing changes are done using Orchestration Designer, this allows Applications or Scripts to
be created and associated with a CDN or route point. The download and initial setup of
Orchestration Designer is outside the scope of these Application Notes. For information on the
setup and configuration of Orchestration Designer please refer to Section 10 of these Application
Notes.

A new application was created for the routing of emergency calls and this is associated with the
CDN created on the CS1000E in Section S above. Open Orchestration Designer (not shown) and
Connect to CCMA as shown below.

Note: CCMA stands for Contact Centre Manager Administration.

| & Avaya Aura Orchestration Designer

File Edit View Ha Window Help
) [® G
Contact Cent = =08
Mot connected to
(Generate Documentation
Synchronization 3
(® Local 52 =
#C 10.52.3.31
A mwava_LAB
#) Synchronization 23 LZ__Prob\ems S
Mo Synchronization Exists
Marne State User Date Modified
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Navigate to Applications in the left window and right click and select New—> Application as
shown below.

1@ Avaya Aura Orchestration Designer,
File Edit View Contact Center Window Help

& @ [

Contact Center &3 =0 = |ml

-

L3 r3'L Application

a"‘" & | Refresh  FS

b‘_J. Fi_Fax_Primary
a'_J. IM_InskantMsg_Primary
E Masker_Script
b‘d MultimediaFlow
l’d Mebwork_Script
a'_J_ OF_Outhound_Primary
b‘.{ PR_Predictive_Primary
&i_ Public
a'_J_ SD_Scanned_Primary
E;_J. SimpleGresting
B SM_SMS_Primary
b‘d WI_Video_Primary

M _Voicemail_Primary

(® Lacal 22 = (|

€ 1052331
€ AvAYA_LAB

*) Synchronization 52 | [21 Problems == |

hln Sunchranizatinn Evick,

Below shows an example of a script used to route calls to a skillset. Once this is completed select
Contact Centre and Activate Application as shown below in order to make this active.

=l Avaya Aura Orchestration Designer,

File Edit Wiew ReEyEESaCES Window  Help
(=] W Conneck To CCMA ) [g_\
Conkact Cent Activate Application = @{:_ Emerglpp &4
Deactivate Applicati
& eactivate Application " 1!«"* T ——
g 2Give Ringhack
E IWait 2
E . 4iueue to skillset EmergOpp
E Generate Documentation Ciait 2
IL" Synchronizakion » Ghisconnect
"H TEEHTrE_SCrpE
b’_J. OB _Outbound_Primary
b’_J. PR_Predictive_Primary
&a_ Public
b’_d. SD_Scanned_Primary
&_J. SimpleGreeting
B SM_SMS_Primary
bd ¥I_Video_Primary
bd W1 _Moicemail_Primary
bd WC_Web_Primary
(= Application Yariables [Full Contral] —
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6.3.1. Associate an Application with a CDN

In order to associate an application with a CDN the master script must be opened as shown
below. Double click on Master_Script in the left window. In the main window expand on
Application Manager Data - CDNs select the required CDN and click on Add as shown
below. Once this is selected a new window caller Application Chooser opens where the
Application to be associated with this CDN is chosen as is shown below. Click on OK once this

is done.

T Avaya Aura Orchestration Designer

File Edit Wiew Contack Center ‘Window Help

. & @B @
Contact Center 52 ‘ = O || emergopp
= it Application Chooser
= Eb applications [Full Conkrol] ~ S G PP
e Admint
a'i EM_Email_Primary Avallable Routes: = B Walid Applications
Emerglpp — : .
4 FX_Fax_Primary E|Eb Application Manager Data
) = [ CDNs
Master _Scripk :
¥ MulkimediaFlow = [_)NI_SS ’ i IM_InstantMsg_Primary
1'_,,i Metwark,_Script BB gpllcatlon Yarisbles (4 OB_Outhound_Primary
i Con PR _Predictive_Primar
a’i OB_0Outbound_Primary i FR_ _f Y
i b‘ PR_Predictive_Primary = LD = Public
%, Public = DHIS i 1 S0_Scanned_Primary
L= i EMOvE
b‘ S0_Scanned_Primary (= WILDCLID [ SM_3M3_Primary
-f4 SimpleGreeting [y ¥I_Yidea_Primary
B SM_SMS_Primary i WM_Yoicemail_Primary
a'i YI_Yideo_Primary — a& WC_Web_Primary
b’i YM_Vaicemai _Primary BE
C b wir weh Primane b 5"'1‘_}&
& Local 2 l = =
®C 10.52.3.31
HAC avars_LAB
Default Skillset: | Default_Skillset
(#) Synchronization &2 ‘ B; Problems|
Mo Synchronization Exists
Mame State User Date Modified
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6.4. Configure CCT Users on the Contact Centre Server

Navigate to Computer Management, (not shown) and select Users from the left window and
right-click and select New User. Enter a suitable user name and password for this new user.
Click on Create once this user information is entered. Any user that will be created in CCT must

also be added here.

File Action View Help

&8 Computer Management N

=101.x]

&= 7xlc = HE

;‘!a': [;omputer Management (Local) MName | Full Mame | Description | Actions
=] '[[’.E System Tools &indministrator Built-in account for administerit _
D Task Schecer frewuser 2l
{2 Event Viewer i Mare Actions »
&2 Shared Folders 4 User name: ITestCT1
£l & Local Users and Groups | | 4 i .
:J Users F| s ITE!St CcT1 n
|| Groups ”i i
@ Perforrnanoe I Description: ITest User for CCT
=y Device Manager i
El {23 Storage i
) 1= Disk Management y| ek I".....".o
ﬁ,} Services and Applications i
Confim password: I"""""|
[ User must change password at nest logan
™ User cannot change password
¥ Password never expires
™ Account is disabled
Help | I Create I Close
ol | i
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6.5. Configuring Communication Control Toolkit

It is assumed that the CS1000E information has already been imported into the Communication
Control Toolkit (CCT) and thus is beyond the scope of these Application Notes. For further
information on CCT and importing CS1000E information please refer to Section 10 of these
Application Notes.

In order to make changes in CCT navigate to configuration from Launchpad as shown below.

AVAyA Contact Center - Manager About | Audit Trail
Launchpad
{©) Contact Center Management @) Configuration
(§ Access and Partition Management (ﬁ Scripting
(§ Real-Time Reporting (@ Emergency Help
(Z) Historical Reporting {©) outbound
(Z)  callRecording and Quality Monitoring (2)  Multimedia

Once in configuration open the CCT server in the left window and click on Launch CCT
Console in the right window.

AVAYA Configuration Logged in user:

Server Download Status

(£ AACCE3VMPG
XA THE

Launchpad Help

CCT Administration Sel

CCT Administration:
(Z) AACC63VMPG_CMM

CCT Administration URL hitp /AACCEIVIP 5:8081\WebAdmin/

Launch CCT Console

PG; Reviewed: Solution & Interoperability Test Lab Application Notes 16 of 41
SPOC 8/5/2013 ©2013 Avaya Inc. All Rights Reserved. CallTouchAACC63



6.5.1. Add CCT User

To add a new CCT User, right click on Users in the left window and select Add new User, as
shown below.

AVAYA

CCT Administration

¢ CCT Users
,L,Ijmq‘v’iew Details -
v Login User Hame First Name Last Hame |:|
b Gr AACCEIVMPGITestCTY CT1 agentt O
b Providers BACCHIVMPGTEStCTZ CT2 Agentz [
AACCEIVMPGwypadm CADG User O
AACCE3VMPGITESICT3 CT3 sgentz [
H # 4 P B M
4 CCT Users found, displaying 4 CCT Users. Page 1/ 1
Delete

Enter the user details note these should be the same as those configured in Section 6.4.

AVAYA CCT Administration

v

Users

Update CCT User

6 User Details
Workstations

» Groups Login User Name AACC63VMPG\TestCT1
P Providers First Name cT1
Last Name Agentl

6 Address Assignments

e Terminal Assignments

Available Resources Assigned Resources

Passive

Passive
O . Terminal r Terminal
_|H Line 96.0.0.4
0 O Line 96.0.0.5
© O Line 96.0.0.6
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6.5.2. Add Workstation

Right click on Workstations and select Add new Workstation as shown below.

AVAYA CCT Administration

¢ Workstations
Users a
Workstatigos i
R View Details Workstation |:|
p iccsxaonz [
P Providers iccsxaont [
paulglaptep | [
IcCSNPAsot [

H o A LANN 20N

4 Workstations found, displaying 4 Workstations. Page 1/ 1
Delete

Enter the name of the workstation to be added and click on Save once done.

AVAYA CCT Administration

¢ Update Workstation
Use: Workstation Name | 1CCSX4002
VWorkstations
P Groups
P Providers
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6.5.3. Associate a Workstation with a Terminal

In order to be able to use a particular terminal or phone set with a workstation this workstation

must be associated with this line or terminal as shown below. Click on Providers - Passive >
Terminals in the left window. Select a line or Terminal in the right window by double clicking
on the desired line/terminal.

AVAYA

CCT Administration

Terminals

Name Type Enabled |:|
Line 96.0.0.4 AGENT true O
Ling 96.0.0.5 AGENT true O
Line 96.0.0.6 AGENT frue O

H #H 4 P B H

3 Terminals found, displaying 3 Terminals. Page 1/ 1

Once a line/terminal has been selected scroll down to Workstation assignment, add the
workstation to be associated with that line or terminal. Click on Save once finished. This

procedure must be repeated for each Terminal — Workstation assignment.

= TOOT (@]
0 O new address
O 05
Users 1 3905 bt
oy H 4 4« » » H H # 4

12 Address found. Page 1/ 1 2 Address found. Page 1/ 1

IO Workstation assignment

A workstation iz already assigned. No more can be assigned.

Available workstation Assigned workstation

4 Workstation found. Page 1/ 1

Save

1 Workstation found. Page 1/ 1

O Workstation O Workstation
O paulglaptop I O ICCSXADD1 I
| CCSXA02 @
F new workstation 3]
F ICCSNPASD
K« <« » K« <« »
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7. Configure Northgate Information Solutions CallTouch

All configuration of the CallTouch solution is done by the Northgate engineers and is therefore
outside the scope of these Application Notes. For any information regarding the setup of the
CallTouch solution please contact Northgate as outlined in Section 2.3 of these Application
Notes.

Note: An extract of the RuleOps file from CallTouch is contained in the Appendix D of these
Application Notes.
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8. Verification Steps

The following steps can be taken to ensure that the CallTouch has full call control over the
desired phone sets.

8.1. Verify that Ref Client can be used to log in an agent

RefClient is a program used by Avaya to verify that full call control is available. Open Ref Client
as shown below.

™ RefClient

Fil=  Edit ‘ew Favorites Tools  Help ﬁ’
-\_) Back 'J IE p Search I{ Folders v
Address [I5) C\Documents and Settings\Paul GreaneyiDeskiopiRefClient b | [e1a]

Martel ZCT, wiCF, dll
8.3.0.4
ZCT WCF Service Definition

: — Morkel ZCT. 4l
File and Folder Tasks ﬁ% 8.3.0.35
CCT Full APT
@ Rename this file

‘L'.; Move this file —| Refilient
CCT Reference Client

|D Copy this file Avaya Inc,
&3 Publish this File to the Web
() E-mail this fils

x e s i Session View  Preferences  Help

RefClient.exe. config
COMFIG File
SKB

#E CCT Reference Client

| The client iz currently dizconnected. Use the "Session/Connect” command to begin. |

Other Places

@ Desktop

@ Offiine |

E:'l My Docurments
[5) Shared Documents
d My Computer

Od My Metwork Flaces

Select Session = Connect As.

ld CCT Reference Client

Session | Miew  Preferences  Help
Canneck i
rrettly disconnected. Usze the "Session/Connect' command to beain.

| Conneck As. .. |
Disconneck

&
Exit
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Enter the UserID and Password of a CCT user created in Section 6.4 above.

I1zer Credentials

™ Current wWindows User
% Specified Lser Cancel
User ID: W

Domain: Im

Pasgwaord, |

| L= [ Cancel

Click on the AGT icon and select Agent Login as shown below.

18 CCT Reference Client - 192.168.50.50 - TestCT1

Session  Wiew  Preferences Help

Avallable Dezktop Devices Termminal / Address Status

=¥ Line 96.0.0.4

J204

@ DND | P/ |63 Agent Login,..
& DND | % FwD | Agent Logout

| J Ready

Call Supervizor Mok Ready with Reason, ..

Teminal / Addresz | Local State Femote State | Tupe Contact Calling Called
& il ) 53 %
@ Online 0 | 14:40:01
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Once logged in correctly the agent should be able to be made go Ready and Not Ready as shown
here.

I8 CCT Reference Client - 192.168.50.50 - TestCT1

Session Miew  Preferences  Help

Ayvailable Dezkiop Devices Terminal / Address Status

-5 Line 96.0.0.4 @ DND [N FwD | @ 2~ == emaa

3204

& DND | % PwD | M5 agent Logout

v =

Call Supervisar [ Mot Ready with Reasan. ..

Teminal / Addresz | Local State Femaote State | Tvpe Contact Calling Called

I = 2} 0% ©

| @ Online 0| 14:41:25
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8.2. Verify that CallTouch has full CTI control
Log into CallTouch by double clicking on the CallTouch Icon as shown below.

= '.|I File Edit ‘Wiew Fawvorites Tools Help ;',. ﬂ
-y
\_/.:' \__) l.I 7 ) Search H__ Folders - General | Shortout | Compatibility | S ecurity
Address |@ C\Callkouch Iv | G0 Calltouch BSE4
D Marne Size | Type ~
- &] MCI3Z, 00x 194 KB  Ackivei Control o
[ ]| &) MSCOMCTL.acx 1,040KE  Ackiveit Control Targettype: Application
&] MSCOMMEZ 00x 102 KE  Ackivei Control Target location: Caltouch
&] MEFLEGRE oo Z39KE  Ackivel Control
I?’ %) MsHPLHGD. 0 429 KB dchive Control Target: I| C:\Calltouch'Rulebase.exe BSE4 RuleOps.ctz I|
&] THREEDSZ .0cx 196 KB AckiveX Control
By ECT_FarF‘ointReg Z8KE Application Start in | CA\Calltouch |
296 KB Application
ﬁ"} SKE Application Shorbcut ke | Mone |
B tester 45KE  Application
el &] AddinManagar. dl SKE Application Extensior Rur: | M armal windaw L3 |
FlEpE &] ATL.DLL 63 KE  Application Extensior
4] btnzzd10.dl 175KB  Application Extensior Eamment: | |
&] Cadll.dll 423KE  Application Extensior [ Find Target ] [ Changs loon ] [ — ]
(4] CommonTelephany.di S3KE  Application Extensior ELal g
&] CommonTelephonyPhysicalMa.. . 47 KB  Application Extensior
&] CTL3DE2.d 44 KE  Application Extensior
&] Frazo.dll 1,103 KB Application Extensior
&] Frz0ENU. I 26 KB Application Extensior
&] MFC42.0LL 973KE  Application Extensior
&] Microsoft,Practices. Enterprise. . 151 KB Application Extensior
&] Microsoft.Practicas. Enterprise. .. 327 KB  Application Extensiar
&] Microsoft,Practices, Enterprise.. 163 KB  Application Extensior 0K ] [ Cancel Apply
&] Microsoft.Practices.Enterprise. .. 143KE  Application Extensior
&] Microsoft,Practices,Enterprise.. 4391 KB  Application Extensior
&] Microsoft.Practices.Enterprise. .. 39S KE  Application Extensior 4
£ 4
(;
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Once logged in make a call to the emergency CDN number, this call should be able to be
answered by the CallTouch application as shown.

The agent can be made to go “Not Ready” using the CallTouch application. A list of Not Ready
Reason codes can be chosen as shown.

q
Airweave Call

4
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9. Conclusion

These Application Notes describe the configuration steps needed to ensure CallTouch from
Northgate Information Solutions UK Limited can fully interoperate with Avaya Aura® Contact
Centre R6.3 and Avaya Communication Server 1000E R7.5 by using Computer Telephony
Integration (CTI) via a connection to the CCT module of the Contact Centre. Please refer to
Section 2.2 for test results and observations.

10. Additional References

This section references documentation relevant to these Application Notes. The Avaya product
documentation is available at http://support.avaya.com where the following documents can be
obtained.
[1]  Software Input Reference Administration Avaya Communication Server 1000, Release
7.5; Document No. NN43001-611_05.02
[2] Avaya Aura® Contact Centre Administration, Doc # NN44400-610, Issue 04.02 Release
6.3
[3] Element Manager System Reference —Administration Avaya Communication Server 1000
Doc # NN43001-632, 05.04
[4] Avaya Aura® Orchestration Designer Release 6.0.0.10.02 Release Letter Date: January
23,2012

The CallTouch product documentation can be found at http://www.northgate-is.com or by contacting
Northgate whose details can be found from Section 2.3.
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Appendix A

List of Linux Patches on Avaya Communication Server 1000E R7.5

[paul@csikpg ~]$ pstat

Product Release: 7.50.17.00

In system patches: 1

PATCH# NAME IN_SERVICE DATE SPECINS TYPE RPM

31 p31484_1 Yes 17/01/13 NO FRU ¢s1000-shared-general-7.50.17-00.i386

In System service updates: 31
PATCH# IN_SERVICE DATE  SPECINS REMOVABLE NAME

0 Yes 16/01/13 NO YES ¢s1000-linuxbase-7.50.17.16-13.i386.000

1 Yes 16/01/13 YES YES ¢s1000-baseWeb-7.50.17.16-2.i386.000

2 Yes 16/01/13 NO YES cs1000-patchWeb-7.50.17.16-8.i386.000

3 Yes 17/01/13 NO YES cs1000-shared-pbx-7.50.17.16-1.i386.000

4 Yes 17/01/13 NO YES ¢s1000-kcv-7.50.17.16-1.i386.000

5 Yes 17/01/13 NO yes avaya-cs1000-cnd-4.0.20-00.i386.000

6 Yes 17/01/13 NO YES cs1000-ipsec-7.50.17.16-1.i386.000

7 Yes 17/01/13 NO YES ipsec-tools-0.6.5-14.el5.3_avaya_1.i386.000
8 Yes 17/01/13 NO YES spiritAgent-6.1-1.0.0.108.208.i386.000

9 Yes 17/01/13 NO YES ¢s1000-mscTone-7.50.17.16-1.i386.000

10  Yes 17/01/13 NO yes tzdata-2011h-2.€l15.i386.000

11 Yes 17/01/13 NO YES ¢s1000-pd-7.50.17.16-1.i386.000

12  Yes 17/01/13 NO YES ¢s1000-ncs-7.50.17.16-1.i386.000

13  Yes 17/01/13 NO YES cs1000-EmCentrallLogic-7.50.17.16-2.i386.000
14 Yes 17/01/13 NO YES ¢s1000-cs1000WebService 6-0-7.50.17.16-1.i386.000
15  Yes 17/01/13 NO YES ¢s1000-mscMusc-7.50.17.16-11.i386.000

16  Yes 17/01/13 NO YES ¢s1000-mscAnnc-7.50.17.16-10.i386.000

17  Yes 17/01/13 NO YES cs1000-csoneksvrmgr-7.50.17.16-1.i386.000
18 Yes 17/01/13 NO YES ¢s1000-bcc-7.50.17.16-69.i386.000

19 Yes 17/01/13 NO YES cs1000-csmWeb-7.50.17.16-6.i386.000

20 Yes 17/01/13 NO YES ¢s1000-mscConf-7.50.17.16-1.i386.000

21 Yes 17/01/13 NO YES cs1000-emWeb_6-0-7.50.17.16-34.i386.000
22  Yes 17/01/13 NO YES ¢s1000-Jboss-Quantum-7.50.17.16-30.i386.000

23 Yes 17/01/13 NO YES cs1000-tps-7.50.17.16-24.i386.000

24 Yes 17/01/13 NO YES ¢s1000-sps-7.50.17.16-10.i386.000

25 Yes 17/01/13 NO YES cs1000-ftrpkg-7.50.17.16-11.i386.000

26 Yes 17/01/13 NO YES cs1000-emWebLocal_6-0-7.50.17.16-3.i386.000
27 Yes 17/01/13 NO YES cs1000-dmWeb-7.50.17.16-6.i386.000

28 Yes 17/01/13 NO YES ¢s1000-dbcom-7.50.17.16-1.i386.000

29 Yes 17/01/13 NO YES ¢s1000-vtrk-7.50.17.16-131.i386.001
30 Yes 17/01/13 NO YES cs1000-mscAttn-7.50.17.16-3.i386.000
[paul@csikpg ~1$
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List of Call Server Patches on Avaya Communication Server 1000E R7.5

.mdp issp

VERSION 4121
RELEASE 7
ISSUE 50 Q +

DepList 1: core Issue: 01 (created: 2013-01-11 11:29:20 (est)) ALTERED
IN-SERVICE PEPS

PAT# CR # PATCH REF # NAME DATE FILENAME SPECINS
000 wi00965603 ISS1:10F1 p31618_1 17/01/2013 p31618_1.cpl NO
001 wi01044868 ISS1:10F1 p32261_1 17/01/2013 p32261_1.cpl NO
002 wi01031887 ISS1:10F1 p31814_1 17/01/2013 p31814_l.cpl NO
003 wi01001588 ISS1:10F1 p31976_1 17/01/2013 p31976_1.cpl NO
004 wi00977002 ISS2:10F1 p30786_2 17/01/2013 p30786_2.cpl NO
005 wi01043458 ISS1:10F1 p31712_1 17/01/2013 p31712_1.cpl NO
006 wi01016398 ISS1:10F1 p32019_1 17/01/2013 p32019_1.cpl NO
007 wi01042797 ISS1:10F1 p32089_1 17/01/2013 p32089_1.cpl NO
008 wi01022466 ISS1:10F1 p32205_1 17/01/2013 p32205_1.cpl NO
009 wi00965009 ISS1:10F1 p31600_1 17/01/2013 p31600_1.cpl NO
010 wi01033197 ISS1:10F1 p29818_1 17/01/2013 p29818_1.cpl NO
011 wi01034409 ISS1:10F1 p29708_1 17/01/2013 p29708_1.cpl NO
012 wi01028650 ISS1:10F1 p32188_1 17/01/2013 p32188_1.cpl NO
013 wi01039079 ISS1:10F1 p32210_1 17/01/2013 p32210_1.cpl NO
014 wi00967505 ISS1:10F1 p31491_ 1 17/01/2013 p31491_1.cpl NO
015 wi00971980 ISS1:10F1 p31863_1 17/01/2013 p31863_1.cpl NO
016 wi01041545 ISS1:10F1 p32236_1 17/01/2013 p32236_1.cpl YES
017 wi01039099 ISS1:10F1 p32269_1 17/01/2013 p32269_1.cpl NO
018 wi00854469 ISS1:10F1 p30701_1 17/01/2013 p30701_1.cpl NO
019 wi01031571 ISS1:10F1 p32158_1 17/01/2013 p32158_1.cpl NO
020 wi01021598 ISS1:10F1 p32066_1 17/01/2013 p32066_1.cpl NO
021 wi01029486 ISS1:10F1 p32144 1 17/01/2013 p32144_1.cpl NO
022 wi01044828 ISS1:10F1 p31510_1 17/01/2013 p31510_1.cpl NO
023 wi01034452 ISS1:10F1 p31672_1 17/01/2013 p31672_1.cpl NO
024 wi01023570 ISS1:10F1 p32096_1 17/01/2013 p32096_1.cpl NO
025 wi01005653 ISS1:10F1 p31952_1 17/01/2013 p31952_1.cpl NO
026 wi01033893 ISS1:10F1 p32167_1 17/01/2013 p32167_1.cpl NO
027 wi01001911 ISS1:10F1 p31920_1 17/01/2013 p31920_1.cpl NO
028 wi01045924 ISS1:10F1 p32259_1 17/01/2013 p32259_1.cpl NO
029 wi01032447 ISS1:10F1 p32160_1 17/01/2013 p32160_1.cpl NO
030 wi01008943 ISS1:10F1 p31382_1 17/01/2013 p31382_1.cpl NO
031 wi01030088 ISS1:10F1 p32148_1 17/01/2013 p32148_1.cpl YES
032 wi01020230 TSISZ2EIOE p32057_2 17/01/2013 p32057_2.cpl YES
033 wi01031640 ISS1:10F1 p31607_1 17/01/2013 p31607_1.cpl YES
034 wi01044026 ISS1:10F1 p32249_1 17/01/2013 p32249_1.cpl NO
035 wi01011113 ISS1:10F1 p32054_1 17/01/2013 p32054_1.cpl NO
036 wi01007604 ISS1:10F1 p31983_1 17/01/2013 p31983_1.cpl NO
037 wi01020587 ISS1:10F1 p32097_1 17/01/2013 p32097_1.cpl NO
038 wi00993743 ISS1:10F1 p31865_1 17/01/2013 p31865_1.cpl NO
039 wi01014835 ISS1:10F1 p32015_1 17/01/2013 p32015_1.cpl NO
040 wi01027609 ISS1:10F1 p31850_1 17/01/2013 p31850_1.cpl NO
041 wi01042755 ISS1:10F1 p31667_1 17/01/2013 p31667_1.cpl NO
042 wi01033550 ISS1:10F1 p31565_1 17/01/2013 p31565_1.cpl NO
043 wi01018064 ISS1:10F1 p32044_1 17/01/2013 p32044_1.cpl NO
044 wi01042548 ISS1:10F1 p32232_1 17/01/2013 p32232_1.cpl NO
045 wi01037234 ISS1:10F1 p32220_1 17/01/2013 p32220_1.cpl NO
046 wi01027702 ISS1:10F1 p32140_1 17/01/2013 p32140_1.cpl NO
047 wi01016303 ISS1:10F1 p32031_1 17/01/2013 p32031_1.cpl NO
048 wi01042791 ISS1:10F1 p32234_1 17/01/2013 p32234_1.cpl NO
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049 wi00897279 ISS1:10F1 p31129_1 17/01/2013 p31129_1.cpl NO
050 wi01034420 ISS1:10F1 p31584_1 17/01/2013 p31584_1.cpl NO
051 wi01044293 ISS1:10F1 p32250_1 17/01/2013 p32250_1l.cpl  NO
052 wi01020752 ISS1:10F1 p32108_1 17/01/2013 p32108_1.cpl NO
053 wi01006063 ISS1:10F1 p31957_1 17/01/2013 p31957_1.cpl NO
054 wi01008505 ISS1:10F1 p31968_1 17/01/2013 p31968_1.cpl NO
055 wi01008106 ISS1:10F1 p31861_1 17/01/2013 p31861_1.cpl NO
056 wi00976951 ISS1:10F1 p30112_1 17/01/2013 p30112_1.cpl NO
057 wi01050993 ISS1:10F1 p32289_1 17/01/2013 p32289_1.cpl NO
058 wi00837538 ISS1:10F1 p30568_1 17/01/2013 p30568_1.cpl NO
059 wi01020959 ISS1:10F1 p32062_1 17/01/2013 p32062_1.cpl NO
060 wi01013144 ISS1:10F1 p31929_1 17/01/2013 p31929_1.cpl NO
061 wi00978818 ISS1:10F1 p31919_1 17/01/2013 p31919_1.cpl NO
062 wi00999802 ISS1:10F1 p31577_1 17/01/2013 p31577_1.cpl NO
063 wi01039170 ISS1:10F1 p32207_1 17/01/2013 p32207_1.cpl YES
064 wi00978892 ISS1:10F1 p31894_1 17/01/2013 p31894_1.cpl NO
065 wi01014478 ISS1:10F1 p32301_1 17/01/2013 p32301_1.cpl NO
066 wi01012423 ISS1:10F1 p26155_1 17/01/2013 p26155_1.cpl NO
067 wi01012229 ISS1:10F1 p31993_1 17/01/2013 p31993_1.cpl NO
068 wi01042118 ISS1:10F1 p32231_1 17/01/2013 p32231_1.cpl NO
069 wi01030651 ISS1:10F1 p32159_1 17/01/2013 p32159_1.cpl  NO
070 wi01031825 ISS1:10F1 p31882_1 17/01/2013 p31882_1.cpl NO
071 wi01051024 ISS1:10F1 p32290_1 17/01/2013 p32290_1.cpl NO
072 wi01032794 ISS1:10F1 p31480_1 17/01/2013 p31480_1.cpl NO
073 wi01003896 ISS1:10F1 p31631_1 17/01/2013 p31631_1.cpl NO
074 wi01031512 ISSi:10F1 p32154_1 17/01/2013 p32154_1.cpl YES
075 wi01037848 ISS1:10F1 p32202_1 17/01/2013 p32202_1.cpl NO
076 wi00896319 ISS1:10F1 p31070_1 17/01/2013 p31070_1.cpl NO
077 wi01039486 ISS1:10F1 p32209_1 17/01/2013 p32209_1.cpl YES
078 wi01008188 ISS1:10F1 p32020_1 17/01/2013 p32020_1.cpl NO
079 wi01037022 ISS1:10F1 p32192_1 17/01/2013 p32192_1.cpl YES
080 wi01000796 ISS1:10F1 p31800_1 17/01/2013 p31800_1.cpl NO
081 wi01050057 ISS1:10F1 p32286_1 17/01/2013 p32286_1.cpl NO
082 wi01051786 ISS1:10F1 p32296_1 17/01/2013 p32296_1.cpl YES
083 wi01040096 ISS1:10F1 p32214_1 17/01/2013 p32214_1.cpl NO
084 wi01037975 ISS1:10F1 p32227_1 17/01/2013 p32227_1.cpl YES
085 wi00998328 ISS1:10F1 p31899_1 17/01/2013 p31899_1.cpl NO
086 wi01011078 ISS1:10F1 p31996_1 17/01/2013 p31996_1.cpl NO
087 wi01044600 ISS1:10F1 p32255_1 17/01/2013 p32255_1.cpl YES
088 wi01036339 ISS1:10F1 p32204_1 17/01/2013 p32204_1.cpl NO
089 wi00967507 ISS1:10F1 p31416_1 17/01/2013 p31416_1.cpl NO
090 wi01041007 ISS1:10F1 p32059_1 17/01/2013 p32059_1.cpl NO
091 wi01001938 ISS1:10F1 p31921_ 1 17/01/2013 p31921_1.cpl YES
092 wi01043882 ISS1:10F1 p32248_1 17/01/2013 p32248_1.cpl YES
093 wi01044873 ISS1:10F1 p31749_1 17/01/2013 p31749_1.cpl NO
094 wi01057299 ISS1:10F1 p32367_1 17/01/2013 p32367_1.cpl NO
095 wi01046101 ISS1:10F1 p32263_1 17/01/2013 p32263_1.cpl NO
096 wi01034774 ISS1:10F1 p32173_1 17/01/2013 p32173_1l.cpl NO
097 wi01005927 ISS1:10F1 p31905_1 17/01/2013 p31905_1.cpl NO
098 wi01015780 ISS1:10F1 p32083_1 17/01/2013 p32083_1.cpl NO
099 wi01003861 ISS1:10F1 p32113_1 17/01/2013 p32113_1.cpl YES
100 wi00996889 ISS1:10F1 p31933_1 17/01/2013 p31933_1.cpl NO
101 wi01007960 ISS1:10F1 p31965_1 17/01/2013 p31965_1.cpl NO
102 wi01012638 ISS1:10F1 p32008_1 17/01/2013 p32008_1.cpl NO
103 wi01034779 ISS1:10F1 p32174_1 17/01/2013 p32174_1.cpl NO
104 wi00991907 issl:lofl p31907_1 17/01/2013 p31907_1.cpl NO
105 wi01028950 ISS1:10F1 p31782_1 17/01/2013 p31782_1.cpl NO
106 wi01008316 ISS1:10F1 p32026_1 17/01/2013 p32026_1.cpl YES
107 wi01037773 ISS1:10F1 p31544 1 17/01/2013 p31544_1.cpl NO
108 wi00949136 ISS1:10F1 p31441 1 17/01/2013 p31441_1.cpl NO
109 wi01044845 ISS1:10F1 p31739_1 17/01/2013 p31739_1.cpl NO
110 wi01046277 ISS1:10F1 p32265_1 17/01/2013 p32265_1.cpl NO
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111 wi01037583 ISSi:10F1 p32201_1 17/01/2013 p32201_1.cpl NO

112 wi01010472 ISS1:10F1 p31975_1 17/01/2013 p31975_1.cpl NO

113 WI01018404 ISS1:10F1 p31568_1 17/01/2013 p31568_1.cpl NO

114 wi01043713 ISSi:10F1 p32245_1 17/01/2013 p32245_1.cpl YES

115 wi01040531 ISS1:10F1 p32218_1 17/01/2013 p32218_1.cpl NO

116 wi00897250 ISSi:10F1 p31127_1 17/01/2013 p31127_1.cpl NO

117 wi01042285 ISS1:10F1 p32230_1 17/01/2013 p32230_1.cpl YES

118 wi01020043 ISS1:10F1 p32055_1 17/01/2013 p32055_1.cpl NO

119 wi01006811 ISS1:10F1 p31967_1 17/01/2013 p31967_1.cpl YES

120 wi01038128 ISS1:10F1 p32208_1 17/01/2013 p32208_1.cpl NO

121 wi01003384 ISS1:10F1 p31479_1 17/01/2013 p31479_1.cpl NO

122 wi00967514 ISS1:10F1 p31351_1 17/01/2013 p31351_1.cpl NO

123 wi01039718 ISS1:10F1 p32279_1 17/01/2013 p32279_1.cpl YES

124 wi01003814 ISS1:10F1 p31940_1 17/01/2013 p31940_1.cpl NO

MDP>LAST SUCCESSFUL MDP REFRESH :2013-01-14 20:19:30(Local Time)

MDP>USING DEPLIST ZIP FILE DOWNLOADED :2013-01-11 11:29:20(est)
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Appendix B

Example of an agent phoneset used for compliance testing.

DES
N
TYPE
CDEN
CTYP
CUST
NUID
NHTN

1140

096 0 00 06
1140

8D

XDLC

0

VIRTUAL

CFG_ZONE 00001
CUR_ZONE 00001

MRT
ERL
ECL
FDN
TGAR
LDN
NCOS
SGRP
RNPG
SCI
SSU
LNRS
XLST
SCPW
SFLT

0

NO

CAC_CIS 3
CAC_MFC 0

CLS

UNR FBD WTA LPR MTD EFNA HTD TDD HEFD CRPD

MWD LMPN RMMD SMWD AAD IMD XHD IRD NID OLD VCE DRG1

POD SLKD CCSD SWD LNA CNDA

CFTD SFD MRD DDV CNID CDCA MSID DAPA BFED RCBD

ICDD CDMD LLCN MCTD CLBD AUTU

GPUD DPUD DNDA CFXD ARHD FITD CNTD CLTD ASCD

CPFA CPTA ABDD CFHD FICD NAID DNAA RDLA BUZZ AGRD MOAD
UDI RCC HBTD AHD IPND DDGA NAMA MIND PRSD NRWD NRCD NROD

DRDD
USMD
FDSD
KEM3

CPND_LANG

RCO
HUNT
PLEV
PUID
UPWD
DANI
SPID
AST
IAPG
AACS
ACQ
ASID
SENB
25
SFRB
USEB

EXRO

USRD ULAD CCBD RTDD RBDD RBHD PGND OCBD FLXD FTTC DNDY DNO3 MCBN
NOVD VOLA VOUD CDMR PRED RECD MCDD T87D SBMD

MSNV FRA PKCH MUTA MWTD DVLD CROD ELCD

ENG

26

2

02

NO
NONE
00 03
1
YES
AS:
16
1 2 3 4 5 6 7 8 9
28
1 2
1 2 3 4 5 6 7 9

TN, AST-DN, AST-POSID

10
36

11
37

12
38

13
39

15 16 17 18 19 21 22 23 24

10 11 12 13 14 15
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Example of the ACD Q used during compliance testing.
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Example of the CDN used during compliance testing.
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Appendix C
Avaya Aura® Contact Centre Service Pack 9 and Rollup Patches

Contact Centre Common Components (CCCC) Patches

AVAVA Avaya Aura Update Manager

All Updates| CCCC Jecim | coma | comm | cems | comsu | cer | cows |

—General Information

Component Name Common Components
Version 6x (Base build version: 8.0.0.152)

r— Installed Updates

[~ Select Al

Update | Type | Version | Date Installed | Status
O Avayafura_CCCC_6.3.209.0-0555_ServicePack Service Pack  6.3.209.0 (Build 0555) 24/05/2013 11:55:10  Active
[ AvayaAura_CCCC_6.3.209.1-0934_Patch Patch 6.3.209.1 (Build 0934) 24/05/2013 13.04.07  Active
O AvayaAura_CCCC_6.3.209.2-0992_Patch Patch 6.3.209.2 (Build 0952) 24/05/2013 130731 Active
[ AvayaAura_CCCC_6.3.209.3-1023_Patch Patch 6.3.209.3 (Build 1023) 24/05/2013 13.08:58  Active
O AvayaAura_CCCC_6.3.209.4-1034_Patch Patch 6.3.209 4 (Build 10:34) 24/05/2013 131116 Active

Contact Centre License Manager (CCLM) Patches

AVAYA Avaya Aura Update Manager

all Updates | cccc ccma | covm | coms | comsu| coT | cows |

— General Information

Component Name Licenzse Manager

Wersion 6 (Base build version: 8.0.0.152)

— Installed Updates
[~ Select Al
Update | Type I Version I Date Installed I Status
O avayafura_CCLM_6.3.209.0-0769_ServicePack Service Pack | 6.3.209.0 (Build 07&39) 24/05/2013 11:58:29  Active
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Contact Centre Manager Administration (CCMA) Patches

AVAYA

Avaya Aura Update Manager

all Updates | ccec | coum r:r:MM| ccms | comsu| cet | cows |

— General Information
Component Name Manager Administration

Version 6 (Base build version: 8.0.0.206)

—Installed Updates
™ Select Al
Update | Type | Version |_Date Installed | Status
O Avayafura_CCMA_B.3.209.0-0586_ServicePack Service Pack | 6.3.209.0 (Build 0586) 24/05/2013 11:59:46 | Active
O Avayafura_CCMA_6.3.209.1-0624_Patch Patch 6.3.209.1 (Build 0624) 24/05/201313:12:37 | Active
O Avayafura_CCMA_6.3.209.2-0639_Paich Patch 6.3.209.2 (Build 0639) 24/05/201313:12:58  Active
O Avayafura_CCMA_6.3.209.3-0648_Patch Patch 6.3.209.3 (Build 0648) 24/05/201313:14:32 | Active
O Avayafura_CCMA_6.3.209.4-0664_Patch Patch 6.3.209.4 (Build 0664} 24/05/2013 13:14:44 | Active
O Avayafura_CCMA_6.3.209 5-0673_Patch Patch 6.3.209.5 (Build 0673) 24/05/201313:14:58  Active
Contact Centre Multimedia (CCMM) Patches
AVAyA Avaya Aura Update Manager
mil Updates | ccoc| com | CCMACCMS' ccmsu | coT | cows |
—General Information
Component Name Multimedia / Qutbound
Version 6x (Base build version: 8.0.0.172)
—Installed Updates
[~ Select Al
Update | Type | Version | Date Installed | Status
O Avayafura_CCMM_8.3.209.0-0552_ServicePack Service Pack | 6.3.209.0 (Buid 0552) 24/05/201312:08:14  Active
O Avayafura_CCMM_6.3.209.1-0418_Patch Patch 6.3.209.1 (Build 0418) 24/05/201313:15:44  Active
O Avayafura_CCMM_6.3.209.2-0433 Patch Patch 6.3.209.2 (Build 0433} 24/05/201313:17:52 | Active
O Avayafura_CCMM_6.3.209.3-0458_Patch Patch £.3.209.3 (Build 0458) 24/05/201313:19:37  Active
O Avayafura_CCMM_6.3.209.6-0462_Patch Patch 6.3.209.6 (Build 0462} 24/05/201313:21:32 | Active
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Contact Centre Manager Server (CCMS) Patches

AVAYA

Avaya Aura Update Manager

hll Updates | cccc | coum | cema | comm CCMSUI cct | cows|

—General Information
Component Name: Manager Server

Wersion 6x (Base build version: 8.0.0.152)

—Installed Updates
[ Select Al
Update I Type | Version I Date Installed I Status
O Avayafura_CCMS_6.3 209 0-0555_ServicePack Service Pack | 6.3.209.0 (Build D555) 24/05/201312:10:46 | Active
[0 Avayatura_CCMS_6.3.209.1-0054_Patch Patch 6.3.209.1 (Build DD54) 24/05/201313:23:19 | Active
[0 Avayafura_CCMS_6.3.209.2-0934_Patch Patch 6.3.209.2 (Build 0934) 24/05/2013 13:23:35 | Active
[0 Avayatura_CCMS_6.3.209.3-0060_Patch Patch 6.3.209.3 (Build DDED) 24/05/2013 13:23:55 | Active
[0 Avayafura_CCMS_6.3.209.4-1022_Patch Patch 6.3.209.4 (Build 1022) 24/05/2013 13:24:11  Active
O Avayahura_CCMS_6 3 209 5-D080_Patch Patch 6.3.209.5 (Build DDB0) 24/05/2013 13:24:31 | Active
[0 Avayafura_CCMS_6.3.209.6-1036_Patch Patch 6.3.209.6 (Build 1036) 24/05/2013 13:24:46  Active
O Avayahura_CCMS_6 .3 209 5-D081_Patch Patch 6.3.209.9 (Buid DDB1) 24/05/2013 13:25:05 | Active
Contact Centre Server Utility (CCMSU) Patches
AVAVA Avaya Aura Update Manager
All Updates | ccce | cowm | coma | comm | cems cct | cows|
r—General Information
Component Name Manager Server Ltility
Version 6x (Base build version: 8.0.0.5)
— Installed Updates
™ Select Al
Update I Type I Version I Date Installed I Status
O AvayaAurs_CCMSU_6.3.209.0-D002_ServicePack Service Pack | 6.3.209.0 (Build D002) 24/05/2013 12:17:58 | Active
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Communication Control Toolkit (CCT) Patches

AVAyA Avaya Aura Update Manager

mil Updates | ccoc| cowm | coma | comm | coms | CCMSUCCWSI

—General Information
Component Name Communication Control Toalkit
Version 6 (Base build version: 8.0.0.147.0153)

—Installed Updates
[~ Select Al
Update | Type I Version I Date Installed I Status
[ AvayaAura_CCT_6.3.209.0-0527_ServicePack Service Pack | 6.3.209.0 (Build 0527) 24/05/2013 12.18:22 | Active
O Avayafurs_CCT_6.3.209.1-0285_Patch Patch 6.3.209.1 (Build 0285) 24/05/2013 13:25:23  Active

Contact Centre Web Services (CCWS) Patches

AVAVA Avaya Aura Update Manager

Al Updates | ccce| cowm | coma | comm | coms | cemsu| cer | CCWS

—General Information
Component Name Webstats Server
Version 6 (Base build version: 1.0.0.5)

— Installed Updates
™ Select Al
Update | Type | Version | Date Installed | Status
O Avayahura_CCWS_6.3.209.0-0555_ServicePack Service Pack  6.3.209.0 (Build 0555) 24/05/201312:19:39  Active
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Appendix D
Navigate to C:\Calltouch in order to open RuleOps.

Ud

File Edit Yiew Favorites Tools Help
e Back - \_/l I.I 7 ) sgarch H’:‘ Folders '
fAddress |E] CiCallkouch V| G0

Folders X MName Size | Type Date Modified ~

j My Compuker ~ &] Uitilities, dll 40 KB  Application Extension  13/05/2013 16:05

= =@ Lacal Disk (C:) &]\-‘bsstkjt.dll 100 KE Application Extension  20/06)2011 16:05

[£3) backup |gr]'\-'B.ﬂtJETSZ.cIII 31 KE  Application Extension  20/06/2011 16:05

=] E;‘ Calleauch Flat.BTN 1kKE ETMFile 20/06/2011 16:05

[ browser-templates [t ETR 1KE BTN File 20/06/2011 16:05

[E] CallTouchLogs t2.BTN 1KE BTMFile Z0/06/2011 16:05

[E] CallTouchRestarts t3.BTN 1KE ETMFile 20/06/2011 16:05

@ dell H.BTN 1KE ETMFile 20/06/2011 16:05

= @ Documents and Settings mcc? 3KE CONFIG File 16/04/2013 1357

[E5) administrakar |E|TeIephoanridgeHelper.dII 11 KB CONFIG File 16/04)2013 15:08

) all Users mRuleF\irODs 294 KB  CTSFile 17052013 10031

@ Callkouch Fi Z05KE TS5 File Z3/05/2013 09:38

[E:l icostrgs7 mRuleOpsCDm‘IEUD ZAKE TS File 11/04/2013 14:35

[E:' iccstro6a BRuleOpsLoc 4KE CTSFile Z6/10/2011 14:52

@ iccstrgag BRUlBOpsTElD‘%D I0KE  CTSFile 11/04/2013 14:48

E:l iccskrg70 BtnmkrID.|ic 1KE LICFile 20/06/2011 16:05

) installtechs F culingscheduled 1KE MS-DOS Bateh File 06/09/2011 11:18

[E5) teskCTL TEMP_RUlEOps.DId S57KE CLD File 30/05/2013 11:51

@ testC T2 @Farpoint 1KB Registration Entries Z0/06/2011 16:05

= [E3) TestCT3 @VBCTRLS 1 KB Registration Entries Z0/06/2011 16:05

[£3) Cookies [";j TesterCommands 2kB  Text Docurnent 16/04)2013 13,57

[E5) Desktop [ TelephonyBridae EKE  TLE File 14j05/2013 17:50

-T‘:? Favarites TEMP_RuleOps.tmp 557 KE TMP File 30/05/2013 11:53

[E] My Documents GﬂRECORDDI Z7TKE  Wave Sound 30052013 12:03

= [E5) Stark Menu @JRECORDDZ E633KE  Wave Sound 30/05/2013 13:24

ﬁ Programs ha @:IRECORDUS 457 KB Wave Sound 30/05/2013 13:32
> G}:IRECORDD‘I 106 KB Wave Sound 30/05/2013 1359 o
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This is an example of a file called RuleOps which contains information on the connection to the
Avaya Aura® Contact Centre. Please note this is only shown as an example for further
information regarding the setup of the CallTouch solution. Please contact Northgate as outlined
in Section 2.3 of these Application Notes

2049

2050 [FPROCEDURES-REGISTERPAEBXE]

2051 CALL TIMECALC,KillEwent, REGISTER PAEX

2052 IF [$NORTEL INIT],=,1

2053 IF [$NortelRegistered],=,0

2054 ASSIGN $PABXPartl,<pabxConfig xmlns="http://wwy.northgate—-is.com/calltouch/telephonymodelconfig™ xmlns:xs
2055 AZSIGHN $PABXPartZ, " typeName="cc?"><address>

2056 ASSIGN §PABXPart3, </addressr<port>2Z9373</portr<username:

2057 AZZIGH $PABXFPart4, </ usernsmer<password>

2058 ASSIGHN $PABXParth, </passwordr<domainslocalhost</domain><reconnectInterval>00:00:10</reconnectIntervals<co
zogE9 ASSIGN $PABXPartd, <deviceMonitorRecoveryInterval>00:00:20</deviceMonitorRecoveryIntervals><synchronousCall
zOoa0 AISIGN $PABXParc?,<isHotDeskingEnasbledrtrue</isHotDeskingEnapledr<isiingleSignonstrue</isdinglesignons</p
2061 /#A33IGN $PABEIPart?,<isHotDeskingEnableds>true</isHotDeskingEnshled>r<isSingleSignoOn>false</isSingledignon>
2062 IF [LEFT, [NAME],3],<>,EBSE

2063 ff Switch on-site setup.

2064 A3SSIGN $PABXID, 10000

2065 ASSIGN $PABXAddress,172.17.2.122

2066 F/AAS3IGN $PABXUser, [ §OPNAME]

2087 //ASSIGN $PABXPassword, password 123

2068 ASSIGN $FPABXUser,

2069 AZSIGN $PAEXPassword,

2070 ELSE

2071 /¢ Switch in the office setup.

2072 A3SSIGN $PABXID, 10000

2073 S/ ASSIGN $PABXiddress, 152.114.255.2309

2074 ASSIGN $PAEXAddress,192.1658.50.50

2075 //ASSIGHN $PABXUser,

2076 S /P ASSIGH $PABXPassword,

2077 ASSIGN $PALBXUser,

2078 AZSIGN $PABXPassword,

2079 EMDIF 2
zm-..-. R TAMT AT AT e P RMRA AT P ATATITRoas 47 P ATATETRA AT AT oasn1  F AT ARTA g o —o7 AR ATWToainl CATARTITo .1 e
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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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