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Abstract

These Application Notes describe the configuration steps for provisioning KANA Enterprise
with Avaya Aura® Contact Center R6.4 connecting to the Communication Control Toolkit

(CCT) module of Contact Center utilising the CCT .NET Application Programming Interface
(API).

Readers should pay attention to Section 2, in particular the scope of testing as outlined in
Section 2.1 as well as the observations noted in Section 2.2, to ensure that their own use cases
are adequately covered by this scope and results.

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 KANA Enterprise
from KANA (A Verint Company) with a SIP-enabled Avaya Aura® Contact Center R6.4
connecting to the Communication Control Toolkit (CCT) module of Contact Center utilising the
.NET CCT SDK.

Avaya Aura® Contact Center Release 6.4 is a suite of software applications that provide
context-sensitive assisted voice and multimedia customer contact solutions. The server type for
this compliance test was a SIP-enabled Contact Center with an Avaya Media Server, Avaya
Aura® Application Enablement Services server and an Avaya Aura® Communication Manager
included in the contact center solution.

The Communication Control Toolkit (CCT) SDK allows third-party applications to access the
underlying contact control functionality provided by Avaya Aura® Contact Center, using any
run-time server software that supports .NET 4.x. The Full CCT API provides contact control
functionality.

KANA Enterprise is a customer service suite which is comprised of several products: the Agent
Desktop, Web Self-Service, Case Management, and customer interaction channels such as
Email, Chat, Whitemail and Telephony. The KANA Enterprise Agent (KE Agent) Desktop
provides the user, depending on the scenario, with mandatory or desired options based on
context. Agents have the facility at any time to invoke processes through menu models, the most
likely options are presented by default. These options include meta-driven desktop features, such
as displaying the available actions for any in-context items.

KANA Enterprise includes a channel integration model which can handle multiple interactions
across channels at point of delivery. The model includes work management, support for blending
and swinging, and interruptible work. KANA Enterprise manages multiple interactions across
the following channels: Telephony, Email, Whitemail, Social, Campaign, Live Chat, and Co-
Browse.

Core Process Platform is a multi-platform, scalable development framework for creating and
deploying complex business processes. It is comprised of four main components:
1. KANA Enterprise Customer Experience Designer (CED) - an integrated development
environment for creating business processes;

2. A Repository that stores the processes and software components which comprise these.

3. The KANA Enterprise Runtime Engine (RE) - executes processes within the context of a
J2EE application server;

4. Thin Client - provides the user interface to your application. You can use various
different clients to provide multichannel functionality: including, web browser, mobile
device, or web-enabled phone.
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When an agent logs into the KE Agent Desktop, the Runtime Engine provides the agent with a
dedicated session that is responsible for executing the business processes, and handling events
from the client or other back-end systems.

For a CTl-enabled agent the Runtime Engine uses the Ol CCT Avaya Aura Contact Center
Channel Provider to manage the telephony. This channel provider uses the Full API variant of
the CCT .NET SDK. However, it doesn’t call this directly, rather the Runtime Engine is
configured to use this specific class of channel provider for the telephony channel via the generic
Interaction Manager. This abstract interface is what is actually invoked by the business process,
but is fulfilled by the Channel Provider. This means that different channel providers can be used
if the telephony platform is not Avaya Aura.

An agent login to KE Agent Desktop involves the Runtime Engine issuing instructions via
Interaction Manager and Channel Provider to log the agent into telephony, and make them
available for calls. The agent profile contains the telephony system credentials that enable an
agent to login using the agent id and password as configured on the Contact Center. Furthermore,
if required, the relationship between a physical phone and a desktop is maintained so that when
an agent logs into a desktop computer they are logged into the correct phone.

Once logged in, the agents can make themselves available, unavailable, and when a call arrives
and is answered (usually automatically), a CTI toolbar is presented within the desktop
application which allows them to perform the usual CTI functions such as drop a call, transfer or
conference a call and request a break with a not ready reason code. Whenever the agent interacts
with the CT]1 toolbar the Channel Provider, the CCT Server and some aspect of the Avaya
Contact Center may be engaged to fulfill the agent’s intention.
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2. General Test Approach and Test Results

The interoperability compliance testing evaluates the ability of the KE Agent to make and
receive calls. Three agents were logged into the KE Agent from three separate client PC’s
logging into Avaya one-X® Communicator.
e Agentavaya9 - Logged into KE Agent and using Avaya one-X® Communicator 53017
as audio client.
e Agent avayalO - Logged into KE Agent and using Avaya one-X® Communicator
53019 as audio client.
e Agentavayall - Logged into KE Agent using Avaya one-X® Communicator 53020 as
audio client.

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.

2.1. Interoperability Compliance Testing

The interoperability compliance testing included feature and serviceability testing. There was no
load testing performed as a part of this compliance test. The feature testing focused on verifying
the KANA Enterprise Agent’s handling of CTI messages in the areas of call control, event
notification and routing. Various types of calls including internal switch calls, PSTN calls,
outgoing and incoming calls were tested. The following call types and features were tested:

e Private DN Inbound/Outbound Calls.

o Hold/Transfer Functionality.
o Agent Skillset calls.

Failover Testing.

Login and logout Operators.

Change agent status to: Available, Not Ready, and Not Available.
Alternate call.

Single step transfer and conference call is not supported; hence, not tested during compliance
test.

2.2. Test Results

All Test Cases passed. The following observations were noted.
e When there is an active call and the Ethernet cable is pulled out or the KANA Server is
disconnected, the CT1 function is frozen and the user needs to use one-X®
Communicator to control the call, for example, to hang up.
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e When an agent is on a call and the Ethernet cable is pulled out or the KANA Server is
disconnected, the agent has to log out of CTI (e.g. using the ref client) before they can log
in again.

e When the Ethernet cable is pulled out or the KANA Server is disconnected, to simulate a
network outage, and one-X® Communicator and KANA clients both lose network
connectivity; after an incoming call rings five times without answer, the status of agent is
changed on AACC to Not Ready.

e After the Ethernet cable is pulled out to the KANA Enterprise client, and plugged back
in, KANA cannot update the status of the agent accordingly and pops up an error
message instead: Can’t accept interaction. The user needs to logout and back in to have
CTI features back. Also, there is screen pop that asks the user to wrap up the call
happened during lost connection.
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2.3. Support

Technical support for the KANA Enterprise product can be obtained as follows.
e Tel USA: + +1-800-737-8738
e Tel EMEA: +44 141 533 4000
e Email: info@kana.com

3. Reference Configuration

3.1. Network topology

Figure 1 shows the network topology during compliance testing. The KANA Enterprise server is
placed on the Avaya Telephony LAN. CTI capability is provided via the CCT Server component
of the AACC. Three agents logged into four PC using Chrome web browser are logged into the
KE Agent in order to make and receive calls on three different Avaya one-X Communicator.

Avaya Aura®

Communication Manager
on S8800 server

10,10.97.201
e S
Avaya Aura® System H Emulated PSTN
Manager on 58800 '
LU AL
> H Avaya G650
i & 2§ au—=wil ' Media Gaeway
: 10,10.97.238
H
1
]
]
]
)
i
]
i
Avaya Aura® Session
Manager on SB800 server
10.10.97.198
L J
HTTP B NET CcCT
L= Avaya Aura® Contact Center
s Ciboodte Agent CCMSICCMACCTMAS Co-  Erbiomant Soaa®
; i e e 10.10.98.17
10.10.97.

Avaya one-X® Communicator L
KANA Enterprise server

Figure 1: Network solution of Kana Enterprise with SIP —Enabled Avaya Aura® Contact
Center R6.4 and Avaya Aura® Solution.
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3.2. KANA Components

On the KANA Enterprise Server, the following components are running:
e CCTSO — Written in C++ and built against the .NET 4.0 platform , and the CCT 6.4

SP13 SDK (latest at time of writing).

e GT_BROKER - brokers messages between the CCTSO and the KANA Agent Desktop.

o KE Agent —the Contact Centre application that agents use, and which is CTI-enabled

via the GT_BROKER and CCTSO.

On a client PC, users run a Chrome web browser to access the KE Agent Desktop application.
To be able to take calls agents will already have logged into an Avaya one-X Communicator

before logging into KE Agent.

4. Equipment and Software Validated

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

Equipment/Software Release/Version
Avaya Aura® System Manager 6.3 SP10

Avaya Aura® Session Manager 6.3 SP10

Avaya Aura® Communication Manager running on S8800 6.3 EP4

Server with an Avaya G650 Media Gateway '

Avaya Aura® Application Enablement Services running on 6.3.0.0.212
S8800 Server

Avaya Aura® Contact Centre running on a Windows 2008 R6.4 SP13

R2 Server

Avgya one-X_® Communicator H.323 endpoint only 6.2.4.07-EP4
Voice endpoints, no hard-phones used.

KANA Enterprise Server KE13R2 SP1
KANA Enterprise Agent Desktop Client Chrome browser v38
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5. Configure Avaya Aura® Communication Manager

It is assumed that a fully functioning Communication Manager is in place with the necessary
licensing and a SIP connection is already made to Session Manager. For further information on
the configuration of Communication Manager, please see Section 12 of these Application Notes.
System Access Terminal (SAT) was used to access Communication Manager to make changes.

To add an Avaya endpoint to Communication Manager, such as a 9608 H.323 Deskphone, open
the SAT and connect to Communication Manager (not shown). Type add station x, where X is
the extension number to be added. On Page 1, ensure that IP Softphone is setto y.

add station 53017 Page 1 of 5
STATION
Extension: 53017 Lock Messages? n BCC: M
Type: 9608 Security Code: 1234 TN: 1
Port: S00025 Coverage Path 1: COR: 1
Name: Agent 53017 Coverage Path 2: COS: 1
Hunt-to Station: Tests? y
STATION OPTIONS
Time of Day Lock Table:
Loss Group: 19 Personalized Ringing Pattern: 1
Message Lamp Ext: 53017
Speakerphone: 2-way Mute Button Enabled? y
Display Language: english Button Modules: 0
Survivable GK Node Name:
Survivable COR: internal Media Complex Ext:
Survivable Trunk Dest? y IP SoftPhone? y
IP Video Softphone? y
Short/Prefixed Registration Allowed: default
Below is an example of Page 2 used during compliance testing.
Add station 53017 Page 2 of 5
STATION
FEATURE OPTIONS
LWC Reception: spe Auto Select Any Idle Appearance? n
LWC Activation? y Coverage Msg Retrieval? y
LWC Log External Calls? n Auto Answer: none
CDR Privacy? n Data Restriction? n
Redirect Notification? y Idle Appearance Preference? n
Per Button Ring Control? n Bridged Idle Line Preference? n
Bridged Call Alerting? n Restrict Last Appearance? y
Active Station Ringing: single

H.320 Conversion?
Service Link Mode:
Multimedia Mode:

MWI Served User Type:
AUDIX Name:

Remote Softphone Emergency Calls:

Emergency Location Ext:

EMU Login Allowed?
n Per Station CPN - Send Calling Number?
as-needed EC500 State: enabled
enhanced Audible Message Waiting?
Display Client Redirection?
Select Last Used Appearance?
Coverage After Forwarding?
Multimedia Early Answer? n
as-on-local Direct IP-IP Audio Connections? y
Always Use? n IP Audio Hairpinning? n

=)

(/)Mo Rite Re]

53017
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Below is an example of Page 3 used during compliance testing.

display station 53017 Page 3 of 5
STATION

Conf/Trans on Primary Appearance? n
Bridged Appearance Origination Restriction? n

Call Appearance Display Format: disp-param-default
IP Phone Group ID:

Enhanced Callr-Info Display for 1-Line Phones? n

ENHANCED CALL FORWARDING

Forwarded Destination Active
Unconditional For Internal Calls To: n
External Calls To: n
Busy For Internal Calls To: n
External Calls To: n
No Reply For Internal Calls To: n
External Calls To: n

SAC/CF Override: n

On Page 4 ensure that only two call-appr buttons are selected as shown below.

display station 53017 Page 4 of 5
STATION
SITE DATA
Room: Headset? n
Jack: Speaker? n
Cable: Mounting: d
Floor: Cord Length: 0
Building: Set Color:

ABBREVIATED DIALING
Listl: List2: List3:

BUTTON ASSIGNMENTS
1: call-appr
2: call-appr
3¢

volice-mail

For the addition of the Avaya SIP Endpoints and one-X® Communicator, please refer to the
documents listed in Section 12.
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6. Adding a Windows User

If there is no domain controller present containing Active Directory Windows users, then these
users will need to be created/added on the Contact Center server. A unique Windows user is
required for every CCT user added.

To create a Windows user on the Contact Center server go to Start->Administrative
Tools=>Computer Management on the Contact Center server as shown below.

@ Internet Explorer

y ] Motepad
Carnriand Prompt
ﬁ Wireshark

! ’L Computer Managernenk

o] ey

i

Configuration

Server Configurakion

1>@

WwiordPad

CCT Consale

Server Ukiliby

Remote Deskiop Services 4
Active Directory Lightweight Directory Services Setup Wizard
Active Directory Module For Windows PowerShell

Active Directory Sites and Services

ADSI Edit

Component Services

Camputer Managemeant
Daka Sources (ODEC)

Event Viewer

) e & o ) DIEE] - &R BB

| P®&I

&ll Programs

AT Internet Information Services (I15) 6.0 Manager
( Internet Information Services (I15) Manager
X _ ; iSCST Initiakor
Local Security Policy
Administrator (3 Petformance Manitor
5-‘_;, Securiky Configuration Wizard
Dacuments :?_5 Server Manager
. Services
Camputer 31| Share and Storage Management
— '—# Storage Explarer
Systemn Configuration
cantrol Panel IZE-:ZI Task Schedulet
ﬁ' Windows Firewall with Advanced Security
Devices and Prinkers /| Windows Memary Diagniostic
3 3.:_1" Windows PowerShel Modules
administrative Tools Ef Windows Server Backup
Help and Support
Run...
Windows Security

I Search programs and files

lE].I Lag aff Pl

LLLL

[ TStart :?ﬁ'
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In the left pane, navigate to Local Users and Groups and right click on Users and select New
User... as shown below.

gtumputer Management

File  Action Wiew Help

&= 7= BB

j gumputer Managernent (Local) Marme | Full Marme | Descripkion |
= '[[’L!; System Tools A s dministrator Built-in account For administering the. ..
':f:' Task Scheduler §" agent1 fgent 1 D CM Agent 1
id] Event Viewer A pgentio figent1o fAgent1o
@] Shared Folders & pgent11 Agentl1 Agent11
= % L?CE'I Users and Groups !;' agentz agent 2 DewCM Agent 2

agent3 fgent 3 DewCM Agent 3

agent4 agent 4 SIP Agent 4

Agents Agent 5 DewCM Agent 5

Agents Agent & DewCM Agent &

Agenk? Agenk 7 DewCM Agent 7

Agenkd fgent 8 DewCM Agent 3

Agents agents

§" CallRecardUser  Call Recorder Far call recording applications

#3/ Guest Builk-in account for quest access ko k.,
AliceAdmin icexAdrmin Built-in account For Awvaya Contact ...
§"‘ IUSR._SWwiC USRS Built-in account For Awvaya Conkact ...

| gro .
(R Perform:  Wisw »
= Device
&=H
2 &2 Storage Refresh
E; Disk Mar  Export Lisk,..
T Services anc

[+

Help
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Enter a suitable User name and Password. It is best practice to tick that the password never
expires to avoid issues with passwords in the future.

Note: KANA Enterprise does not accept a username beginning with a number or a password
with a special character.

MNew User |

Llzer name: I.i".gent‘l 1]

Full narne: I.-“-‘-.gent‘l ]
Drescription: ITESt

FPazsward: Ili-un--
Confirmn password: I" senen

™| Wsen must change password at nest logon
[ User cannot change pazsword

v Paseword never expires

[ &ccount is dizabled

Help | Create I Cloze

The following three users were created for the compliance testing with KE Agent. During the
testing the users were associated with the following Avaya one-X® Communicator H323.

e Agent9 Avaya one-X® Communicator (with H.323 endpoint)
e Agentl0 Avaya one-X® Communicator (with H.323 endpoint)
e Agentll Avaya one-X® Communicator (with H.323 endpoint)
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7. Configure Avaya Aura® Contact Center

This section goes through the setup required on the Avaya Aura® Contact Center to ensure that
the KE Agent can login to the Contact Center correctly. Log in to Contact Center by opening a

web browser and navigating to the Contact Center FQDN or IP address as shown below. Enter
the webadmin User 1D and Password and click on Log In.

£ Contact Center - Manages - Logim - Windows Internet Explorer =10 ]
GA - [.L\ sscc-hal 3 =3 R l ) i

b Fovorites | L 8 Wab Sy Sdeey

A\ Cortact Cartar - Marager « Login I | "§ - E) ¢ ' em - Page~ Safety- Tods- -
0 Protected mode i currently tumad off for tha Tteenat 200m, Chok have Lo cpen seounty settings.

AVAYA i

Contact Center - Manager

Contact Centar - Manager - Login

About | Change Passwarid

Login

User ID Iwnb:dmr*

Password [ssesssss]

Log In

7.1. Configure the Avaya Aura® Contact Center Agent
When logged in correctly, select Contact Center Management from the Launchpad.

5 Contact Conter - Manager - Lontact Conter Management - Windows Inteenet Explorer

G_‘A - [A aacc-hal

i Favorkes 5 B ek ey

:] o4l r
Gsbery
A\ Contact Cantar - Manager - Contact Cantar Managem,, I | Tpow B - 0 mw o Pages Selety e Tock~ i
W Protected mode i currenthy turrmd off For the Intarnet pocw, Chck e (o open security settngs,

AVAYA

Contact Center Management

jec i user: webadmin | Logout
Status Launchpad Help

Supecvisor/Rgent

R Contact Center Management

o Chck a server name to log on to the server and manage users

o Choose from the opbons in the ViewEdit menu 1o load supemsors, sgents,

skilsets, or assignments Then, log on to the desred server to manage thes data

o To add & user, log on 1o the desired server. Then, choose from the options in the

Add meny 16 add new agents, supemisors, and supsmsonagents

PM; Reviewed: Solution & Interoperability Test Lab Application Notes
SPOC 5/5/2015

13 of 27
©2015 Avaya Inc. All Rights Reserved.

KEAgent13



Select Add from the menu and click on Agent.

7 Contact Corter - Manager - Contact Conter Management - Windows Internet Bxglorer
G‘, 'lA ‘sacc-hal ﬂ pagfe R X I . i
wf FavoeRes 15 B ek thoy Galery -

A\ Contact Cantar - Manages - Contact Canter Managem,, I l Mor B - s P Salety e Tocks KRe
W Provected mode is currently turrmd off For thee Tnteenet porw,  Chek hire 1o opmn securky sattings, k3
AVAYA Contact Center Management (e3qe 0 user: webadmin | Lagaut

View/Edat Add Launchpad Help

Contact Center Management

o Chck a server nama to log on to the server and manage users

o Choose from the opbons in the ViewEdit meanu 1o load supemsors, sgents,

skilsets, or assignmants Then, log on to the desred server to manage this data

o To add & user, log on 1o the desired server. Then, choose from the options in the

Add menu 16 add new agents, supemisors, and supsmesonagents

Enter the agent’s details noting the Login ID and Voice URI. During compliance test, CCT Web
Services was enabled. It is not required to be turned on for client applications that are using the
.NET API. The following information was captured for reference of system used during
compliance test.

e Login ID will be used by KE Agent to log in the agent.

e Voice URI is the “extension number”@domain name.

AVAYA Contact Center Management 200 In user | webadmin | Logout
Yiew /Edit Add Status Laanchpad Help
=} _jOgtlSeowo(So’onc) -
=- 65 AMCHAL Agent Details: Agent10 Agent10 Server: AACC-HAL
(=] Gﬁvmtw:cmm et el ettt
+- i 1 Agert v Lser Dot
& 2Agent
< Sagert Fest Nure: Agentio User Type! Agerd -
+dy AAgent Last Name:  Agent10 . S I —
+ & SAgert g [ Logn (D!
4 & Bhgent / Yoo URT | 5301 9@bwday wom o
Y- & 7Agent Dupartment: | R [ o
- BAgert . Langsaga: Erghsh - Astount T
& Sokes Conment | a ¥ Crests CCT Ageet 2

@ Yoke_SK1,1 CCT Agent Login Details O
+ & Agered Agentd

i &) Supervisor Detmtt

|
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Click on the Create CCT Agent tick-box and under Associate User Account select the
Windows user that will be associated with this Contact Center agent. Note for this test
environment Search local operating system was selected as this is the manner in which the
users are setup as per Section 6.

AVAyA Contact Center Management Logged in user webadmin | Lagout
View/Edn Add Stotus Launchpad Help
= __JCCM Servers (Supervisors) ‘ ! ‘
=) aaccHay d
&= - 4 Avinys DevContect v Azociete User Account
@t Agent _
a2 + ¥ Sesrch locol operating system 0 Search loced security serves O Search domain users
+ & Jhgert
i ‘_;‘W Search ol user sccourks whaon:
xS : & Agert |Ful"m 3 starts wath | and nchudes Idum -I
# & TAgert =
i d BAgent each | ':“'“
Fl b Agerl10Agartt0 il {i5)
N Sabes, = i v -
= Volce_S%1 1 " st Avaliatis
B g Agert Agertd O artl Agert | | Aveaiahe
+ @ Sperviece Detatt - daei il fgert 10 | Avafiatle
C Acackld Agerl | | Avalatie
sl iAoek 2’ [ Sralbde
" aaernd Agerk 3 | Avalable i
C sonmd AR 4 | Aealatie -
w et Information
Prammry Grmrvine: * [Avace DevCovect =1 Cal Fresereaticn: [Cal Cerhie Admnktivo = :J
- - Cea| i | CwmsteCopy | CrosteMary | oo |

In section Agent Information, select the Primary Supervisor, the Call Presentation and
Threshold. In section Contact Types, ensure that Voice is selected in order to route voice calls
to the agent.

AVAYA Contact Center Management d 7 ree: webadmin | Logout
Yiew/Edit Add Statuy Launchpod Help
= _]CCM Servers (Supervisors) v soent iomaton -
= 45 AACC-HAL
= Avays DevConnect Prmary Supervisor: * [ Avaya DevCornect =] Call Cortie_Advwsitints =)
: : ;m Logn Status Logged Ot Theasekd Agerd_Terrplale =
g FAgert
B g 4 Agent v Contact Types
# & Sagert
% & CAgert | Comtoct Type ~ |
o & 1hgert M5 r =~
& & Eagent
B AQertiDAgereln ool etk ',-
o Saes, | idea r
W Vosce_SK1L 0 Voes ~
= @ Agertd Agentd > —
¥ @ S.perviece Detmt Voes_fst r
‘Wb _Conmruncition r -
» Jfsats
» Batfions
-
= Lsf Chw| foi| CoseCoy | CeseMerw | oo |
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Once the appropriate skillset is chosen, click on Submit at the bottom of the screen to save the
new agent.

L\\/AYA Contact Center Management Logged in user: webadmin | Logout
YiewfEdit Add Status Launchpad Help
s
EI@ A ACCHA " agentz Agert 2 Avvailable
Elﬁ Av?ya DevConne " agent3 Agent 3 Available
1 &gert
& 2hgert " agent4 Agert 4 Available
& 3 bgert " pagents Agerk 5 Available -
a4 Agent
@ 5 Agent
- 6Agent ¥ sgent Information
© 7 Agent
iy Agent » Contact Types
" Agert10 Ager
w0 Sa!es' { w Skillsets
1";1 “oice_S|
----- & Soentd Agent Skillset Name (2} « Contact Type Priority
- 8 Supervisor Defalt cales Voice I =
Woice_SK1 Woice |1 B |
b Assign Skilsets
-
« | »
Clear | Submit | Create Copy I Create Marny Logaut Agent
1] | H

7.2. Checking the CCT user
From the Launchpad, click on Configuration as shown below.

AVAyA Contact Center - Manager About | Audit Trail | Logout

Launchpad
(@)  Contact Center Management @) configuration
(@)  Access and Partition Management @)  Scripting
e . . = W
(Z)  Real-Time Reporting (Z)  Emergency Help
(@) Historical Reporting @  outbound
(@ Call Recording and Quality Monitoring (@ Multimedia
(@ Prompt Management
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In the left pane, expand the CCT server and click on CCT Administration as shown. In the
main window, click on Launch CCT Console.

AVAyA configuration Logged in user: webadmin | Logout

Status Launchpad Help

ARCCHA1CCT CCT Administration Server: AACC-HA1

) ARCC-HAT-CCMM

CCT Administration URL hitp SAACC-HAT 20310 ebAdmind

Launch CCT Conscle

The following window will be opened and the CCT users will already be created from the
procedure outlined in Section 8.1. Select Users in the left pane and double-click on the user in
question in the main window.

AVAVA CCT Administration Loggedtin 2 webzd

Hel
¢ CCT Users
sers 3
Wiarkstations Login User Hame First Hame LastHame [
b Groups BACC-HATA0ENH Agent 1 r
b Providers BACC-HATIagent3 Agent 3 r
AACC-HATAgENtd Agent 4 r
AACC-HATAGENS Agent 5 r
BACC-HANADENtE Agent & -
BACC-HATAgENtT Apent 7 [
AACC-HATAgents Agent ] r
AACC-HATAgentD Agentd Agents [T
AACC-HATAgent1 0 Agent!0 Agent1 r
BACC-HAEgeNt2 Agent z -
AACC-HANCalIRecordUser CallRecord User -
H # 4 PN
11 CCT Users found, displaving 11 CCT Users, Page 1 1
Malata I
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The CCT User Details are displayed; note the Login User Name is in the format

domain\windowsuser, note the domain name in this case is the Contact Center server name.
Open Agent Assignments and note the Contact Center agent is already mapped to the CCT user.

AVAYA

CCT Administration

Logged in as webadmin

Help

v

Isers

Wiorkstations
} Groups

» Providers

PM; Reviewed:
SPOC 5/5/2015

Update CCT User

) User Details

Login User Hame  AACC-HALYAgent10
First Hame Agent10
Last Hame Agenk10

0 Address Assignments

0 Terminal Assignments

0 Terminal Group Assignments

) Address Group Assignments

) Agent Assignments

Agents available Agents mapped

Agents < - Agents
53101 r 53014

53042 (7] [Belect or unselect this resource |

a3ME 0

S3MT

23041

53040 j

H 4 4 » B N H H 4 B H
9 Agents found, Page 1/ 1 1 Agents found, Page 1/ 1

goja|a|a|a|a

Save |
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8. Configure KANA Enterprise

The following section describes the steps required to configure the KANA Enterprise in order to
connect with Avaya Aura® Contact Center R6.4 connecting Communication Control Toolkit
(CCT) module of Contact Center utilising the CCT .NET Application Programming Interface
(API).The installation of KANA Enterprise is outside the scope of these Application Notes and is
therefore not documented. For information regarding the installation and further configuration of
KANA Enterprise please refer to Section 12.

Note: It is assumed that the KANA Enterprise Server has been fully installed and a database
already in place and configured. It is also assumed that any additional software that is required
for the connection with Contact Center is installed.

8.1. Configure Avaya Aura® Contact Center Connection in the KANA
Enterprise Database
It is assumed that a database client is available to query the Oracle database on the KANA

Enterprise Server. Using a suitable SQL editor open a connection to the KANA Enterprise
database as shown below. Right-click on the database and select Properties.

of:v.—:':;:‘:-:..-:»e- = = '_”'
| Be S Yew Hemie Bn Tew Tk ek e |
3oEts 9 Q O- 3 @ ‘
Comwcmion Dovwiage | SakServer St AEDRI S chioode cheodie aF 5 RS Sebt AR ] chmedecheod . ‘
.’ - Wy y o
[ p—— ORACLE
= 13 reu S0 BPORTFROMG.C passeand L) SoLDEvELCeER
# [ Loca IR 397 cocade, hoade
N 1 Local Orade 11 for har st kana sk et Stwine ——
= 17 Locy Oraos 1ig fw ave_seowa |
# 19 Local Oracle Lig fr 2
w3 Loy S Senver Dvervew Vaden
sz Ve What's ew Optireerr Accows Paths Database Copy
" ;*'”"'5"“"‘ Relense ates SQU Tuming Adviser Neportavg Foalures
&id b Folder ’ Decumerstin Working with Teneg Utikbes Ovacte Data Purmg Featur
SQL Developer on 0T
AL Onbne Tutonals Al Ovfene Dermonstratons
| g - Lag 3l 0y ey
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Fill in the information required such as the Username, Password, Hostname and the Port
number as shown in the example below.

5 New / Select Database Connection

-

Connection Name

Local SQL Server

KANA_SLC_EXPOR...
Local KE13R2SP2 d...
Local Orade 11g fo...
Local Orade 11g fo...
Local Oracle 11g fo...

Connection Details

KANA_SLC_EXPOR...
cdboodle @//localho...
kana_slc@/flocatho...
kana_slc_1@//local...
sys as sysdba@/flo...
sa@/flocalhost: 152...

SQLServer Salmat .., |dboodle@//localho...

—————

Connection Name [SQLServer DevConnect cboodle ciboodle

Username [ciboodle

Eassword ¥uu"u

[v]SavePassword [} Connection Color

Orade | Access SQLServer Sybase

[] Use Default Password

[ ] Use Windows Authentication

Hostname [Iocalhost |

Port 1433 |

Retrieve database ]a‘boodle '|

Status

Help

Clear Test

Connect Cancel

The following information must be set in order to connect to the Contact Center CCT module. In
the example below, the Contact Center IP Address is 10.10.97.52.

Parameter Value
brokerServerName GLA-ENG-7846NX1
brokerPortNumber 5001
brokerClassName GT_KERNEL
serverName 10.10.97.52
portNumber 29373

domain aacc-hal
requestTimeoutPeriod 30000

pollingPeriod 5
serviceObjectName CCTSO

PM; Reviewed:
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0NYs Columns Gata Keys inderss | Sonstraits | Triggers

P -
-3 cbosde I8 vacoms..
v 8 o SERVER_NAME [PRCPERTY Haoe PROPERTY vaLLE
e ?m 1 default brokerServechians GLA-ENG-T246MX1
4 2] ADORESS_BOOK_ENTRY 2 defeuls brokerfortiiunber soel
i EE] ADORESS_BOOK_ENTRY _LOC 3 defaulc broxerCiazsNaze CT_FERNEL
- Bl ADORESS_BOOK_LOC 4 defrulc secverfiaze £=210.97.82
w0 B8 acenr 5 defaulc porzRurber 29373
s Sdefals  domain T
; gmm 7 defaulc requestTimecutferiod 30000
) m‘m_w_m-mc B defauls pollingPeriod 5
# B8] axc_conTENT_S4ARE TVRE 9 defeuls serviceObjectiians oCTSe

8.2. Configure Users on KANA Enterprise

User is configured by KANA Administrator. For more information about create user on KANA,
review application note for more details.

8.3. Assign User to Telephony Channel
Select Manage Channels in the left window and click on Assign Blends in the main window.
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9. Verification Steps

The following steps can be taken to ensure that all connections between KANA Enterprise and
the Avaya Solution are configured correctly.

9.1. Verify an Agent can be logged into the Avaya Solution using
KANA Enterprise Agent Desktop Client

Open the web browser and navigate to http://<KanaServerlP>/GTConnect/
UnifiedAcceptor/FrameworkDesktop.Main/qtxusername/agent10/gtxUserPassword/DevCo
nnect123. Note this is the username and password of the agent created in Section 6.

K KANA Enterprise

| & C' | & https://devconnect.ciboodle.com/GTConnect/UnifiedAcceptor/FrameworkDesktop.Main/1

[ HH Apps For quick access, place your bookmarks here on the bookmarks bar. Import bookmarks now...

ol Not Available :
KANA Enterprise s NotAvailable

M Home  WorkList

K
)

= ACTIVITIES
Agent Chat Welcome to

oD KANA Enterprise

Case
Handle Call
Handle Whitemail

PM; Reviewed: Solution & Interoperability Test Lab Application Notes 22 of 27
SPOC 5/5/2015 ©2015 Avaya Inc. All Rights Reserved. KEAgent13



9.2. Verify a Skillset Call can be Received Using KANA Enterprise
Agent

Place a call to a skillset associated with the agent logged in. Once the call appears at the agent’s
phone the following screen pop should appear at the KE Agents desktop.

/KK KANA Enterprise x

- - [ Jp— »

<
ar |
1]

€ - C @ https://devconnect.ciboodle.com/GTConnect/UnifiedAcceptar/FrameworkDesktop.Main/1

** Apps For quick access, place your bookmarks here on the bookmarks bar. Import bookmarks now...

i Available | i Hi agent10 I
KANA Enterprise oo0zas | Available a0

\
\

fHome v Worklist & sip:54336;phone- x

N i i I¢
Q # 2 Welcome Script x q
Hi, you're through to agent10 at KANA Software, how -
= ACTIVITIES  — can | help you? Search Knowledge Q
Agent Chat i
C C | want to change @ 2
reate Case my address Show in Knowledge Centre

Identify Customer
Knowledge Centre Navigation Trail

Script Discovery

Search Cases

View Script - Welcome
Script

ANNOTATE

Welcome Script Welcome Script

FOLLOW UP

INCORRECT SCRIPT

III 4 —
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9.3. Verify Agent Status on Avaya Aura® Contact Center

Log into the Contact Center as described in Section 8. Click on Real-Time Reporting as shown
below.

AVAyA Contact Center - Manager About | Audit Trail | Legout

Launchpad
(@) Contact Center Management @  configuration
(@ Access and Partition Management (@ Scripting
(@ Real-Time Reporting (@ Emergency Help
(@ Histllick ta show st of real-time displays] (@ Outbound
(@ Call Recording and Quality Meonitoring (@ Multimedia
(@ Prompt Management

In the left window, click on Public Tabular Displays and select Standard_Agent_Display.
Click on Launch Display in the main window.

AVAyA Real-Time Reporti“g Logged in user: webadmin | Logout

Displays Filters Status Launchpad Help

(E)ancC-HAL Public Tabular Displays: Standard_Agent_Display Server: AACC-HA1
@ Public Tabular Displays

Ef Standard_Agent_Display

Ef Standard_Application_Display
Ef Standard_I¥R_Display

Efl standard_Modal_Display Launch Display
Efl standard_Route_Display .
Efl standard_skilset_Display Launch the Standard_Agent_Display.

@ Private Tabular Displays

IMake Frivate Copy |

Type the name of your private display:
|MCC_H.i'«l_Standard_ﬂgent_DispIa\,r

(Note: Each of your private displays must have a unigue name.)
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The Standard Agent Display should show the agent logged in and the In Contacts Status Idle
indicating the agent is ready to take a call, as shown in the example below.

I5 httpy// sacc-hatl /70 =Standard_Agent _Display | AACC-HAL | AACC-HAL | 4 - Standard Agent Display (AACC-HA - Windows Intemet Exploves =
© Protected mode s aurrently turted off for the Tresrnat zore, Cick have Lo open security settvgs, x
¥ Header
Standard Agent Display (AACC-HA1) % cor | e | om | e |

| Agt 10 |mﬂmum|u¢uﬂ~.m| Suprrist | Supriast | ans skiser |lnc--umm| oNIn DN O l Tl |
] 52012 | agert1o | agerm10 DevConnect |avara | | rdie | | | 00/13
Movrng Window, refreshing every L second Lefermation as of 3/9/201S 12:46:43 PM
Pagel of g
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10. Conclusion

These Application Notes describe the configuration steps required for KANA Enterprise to
successfully interoperate with a SIP-enabled Avaya Aura® Contact Center R6.4 using CCT
.NET API. Please refer to Section 2.2 for test results and observations.

11. 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]
[2]
[3]
[4]
[5]
[6]

Administering Avaya Aura® Communication Manager, Release 6.3, Issue 10, June 2014,
Document ID 03-300509

Avaya Aura® Communication Manager Feature Description and Implementation, Release
6.3, Issue 14, December 2014, Document ID 555-245-205

Avaya Aura® Application Enablement Services Administration and Maintenance Guide
Release 6.3, June 2014, Document 1D 02-300357

Avaya Aura ® Contact Center SIP Commissioning, Document 1D NN44400-511, Issue 3.02
Release 6.3, March 2012

Avaya Aura ® Contact Center Planning and Engineering, Document ID NN44400-211,
Issue 05.04, Release 6.4, December 2014

Avaya Aura ® Contact Center Installation, Document ID NN44400-311, Issue 04.02,
Release 6.3, May 2013

Product documentation for KANA Enterprise can be requested from KANA or may be
downloaded from http://www.kana.com.
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Avaya and the Avaya Logo are trademarks of Avaya Inc. All trademarks identified by ® and
™ gare 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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