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Abstract

These Application Notes describeethroceduredr configuringComputer Instruments
Experience Configuration Interfa¢eCl) producto interoperate witvaya Aura®
Experience Portal

Computer InstrumensClis a point and click graphical interface fapidly developing call
flow experience. Iprovides a simple solution for managing NdRplication developmerty
enabling the ability to change caller experiences in real time without restarting sefees.
application notes focus on eCl’s integr
of inbound and outbound Interactive Voice Response (IVR) calls.

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

Information in these Application Notes has been obtained thrbeg€onnectompliance
testing and additional technical discussions. Testing was conducted ZiawGennect
Program at the Avaya Solutiongimteroperability Test Lab.
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1. Introduction

These Application Notes describe the proceduredond i gur i ng Computer | nst
Experience Configuration Interface (e@fpductto interoperate witiivaya Aura® Experience
Portal

Computer InstrumensCl is a point and click graphical interface for rapidly developing call

flow experience. It provides a simple solution for managing IVR application development by
enabling the ability to change caller experiences in real time without restarting sefiees.
application notes focus on eCl’s integration
inbound andutboundinteractive Voice Response (IVR) calls

2. General Test Approach and Test Results

The interoperability compliance test included feaamdserviceabilitytest.Both the feature test
casesand serviceability test case®re performed manuallyThe feature test verified the feature
interoperability between eCl and Experieft@taland the serviceability test verified the ability
of eCl to reover under adverse conditions.

DevConnect Compliance Testing is conducted jointly by Avaya and DevConnect members. The
jointly-defined test plan focuses on exercising APIs and/or standas#sl interfaces pertinent

to the interoperability of the testgdoducts and their functionalities. DevConnect Compliance

Testing is not intended to substitdiee 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
conpl eteness of a DevConnect member’s solution

2.1. Interoperability Compliance Testing

The general test approaritiuded verification of a successful integration of ¢l application

with Experience PortalVR call flows werecreatedusingCll Voice Adminigrator, an element

of eCl,and verified by placinghboundcalls toan Experience Portal inbound application and
outbound calls that invoklean Experience Portadutbound application. Bottne inbound and
outboundapplications were developed by Computetinments and worked witheeCl
software.Once the inbound or outbound application was connected, the eCl software worked in
conjunction with Experience Portal to play a menu and the user can select various menu options
using DTMF orspeeclrecognition.

During the compliance teshédfollowing call scenarioand call flow element&ere used to
verify eClfunctionality.

Inbound calls

Outbound calls

Play prompt using recording
Play prompt using TTS

User input using DTMF

User input using speech recoguorit
Call termination by originator
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Call termination by destination party
Blind transfer

Trunk-to-trunk blind transfer
Simultaneous calls

= =4 =4 -4

2.2. Test Results
Computer InstrumenisCl successfully passed the compliance testing

2.3. Support
Technicalsupportfor theeCl solutioncan beobtained by contactinGomputer Instrumentst

 URL —support@instruments.com
1 Phone-(888) 4510851and option 2
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3. Reference Configuration

Figure 1illustrates theeferenceconfigurationusedduring testingln thereference

configuration, theCl server has an Apache Tomcat server installed to faciliteggraton with
Experience PortaAn incoming call from PSTNo eClis first received by Communication

Manager which routes the cédl Experiencéd?ortalvia SIP trunks ExperiencePortalthen

invokes an inbound application deployed in the Apache Tomcat sArveutgang callfrom

eCl is initiated by eCihrough theExperience Portal web servideserface. Upon received the
requestExperience Portahakes a call via SIP trunks @mmunication Manager which routes

the call toPSTN. When the call is answered, Experience Portal invokes an outbound application
on the Apache Tomcat server. For calls that require speech recognitiahtordpeech

resources, resources on a Nuance speech server are used.

B 4

Avaya Aura® Communication Manager
10.64.10.67 running on S8300D with
G450 Media Gateway 10.64.10.45

Avaya Aura® Experience Portal
(EPM) 10.64.10.35

— = -

=)

Avaya Aura® Experience Porta
(MPP) 10.64.101.26
e 5 "

Nuance Speech Server
10.64.10.34
5. "

Avaya Layer 2/ Avaya IP Phone
Layer 3 Switch

Avaya Aura® Scssion Manager ,@
10.64.10.61 (management)

10.64.10.62 (signaling)

= - — - - — - - —

Avaya Aura® System Manager
10.64.101.90

Computer Instruments
Experience Configuration
Integration Running on a

VMWare
virtual machine
(10.64.101.22)

Figure 1: Test Configuration of eCl
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4. Equipment and Software Validated

The following equipment and software were used for the test configuration.

Equipment/Software Version
Avaya Aua® Experience Portalnning onHP 6.0SP?
Proliant DL360 G7 Server '
Avaya Aurd& Communication Manager runnini
onAvaya S8300 Server 6.3SP1 patch 2085p
Avaya G450 Media Gateway
MGP HW 1 FW 31.20.0
MM710 T1 Module HW 01 FW 0B
Avaya Aurd Session Managetnning onHP 6.35
Proliant DL360 G7 Server '
Avaya Aurd System Manageunning on a 6.35
VMWare virtual machine '
Nuance Speech Server running on Dell Pow 50
Edge 850 '
Avaya 96x1 Series IP Telephones 6.2.3
Computer InsfumentsServer running on a
VMware hostwith Windows Server 2008 R2
SP1 64bit Operating System
Experience Configuration Interface 5.1.0
Cll Voice Administrator 5.1.0
ApacheTomcat 6.0.18
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5. Configure Avaya Aura® Experience Portal

This section describes tlxperience Portalonfiguration to support the network shown in
Figure 1. The configuration oExperience Portakas performed using web browser.

TheExperience Portatonfiguration includeshefollowing:
1 LaunchExperience Portal
1 Add eClinboundapplication
1 Add eCl outbound application

5.1. Launch Avaya Aura® Experience Portal

From a PCopen a web browser and enter the URLE®gperience PortalLogin with the proper
credentialsThe Avaya Aura® ExperiencePortal Manager page is displayed.

AVAYA

Expand All | Collapse all

v User Management
Roles
Users
Login Options

¥ Real-Time Monitoring
Systern Monitor
Active Calls
Port Distribution

¥ System Maintenance
Audit Log Viewer
Trace Viewer
Log Viewer
Alarm Manager

¥ System Management
Application Server
MPP Manager
Software Upgrade
Systern Backup

v System Configuration
Alarm Codes
Alarm/Log Options
Applications
EPM Servers
MPP Servers
Report Data
SNMP
Speech Servers
VoIP Connections

¥ Security
Certificates
Licensing

v Reports
Standard
Custom
Scheduled

¥ POM
POM Home
POM Monitor

Avaya Aura® Experience Portal 6.0 (ExperiencePortal)

[\\gProactive Outreach Manager

Welcome, admin
Last logged in today at 6:18:50 PM MST

#® Home 2, Help O Logoff

Avaya Aura® Experience Portal Manager

Avaya Aura® Experience Portal Manager (EPM) is the consolidated web-based application for administering Experience Portal. Through the EPM interface, you
can configure Experience Portal, check the status of a Experience Portal component, and generate reports related to system operation.

Installed Components

Media Processing Platform

Media Processing Platform {MPP) is an Avaya media processing server. When an MPP receives a call from a PBX, it invokes a VoiceXML or CCXML application
on an application server and communicates with ASR and TTS servers as necessary to process the call,

Avaya Proactive Outreach Manager (POM) provides a solution for unified, multichannel, inbound and outbound architecture, with the capability to communicate
through different channels of interaction, from Short Message Service (SMS) to e-mail to the traditional voice and video.

Legal Notice

©® 2005 - 2012 Avaya Inc. All Rights Reserved. Al

Notice

While reasonable efforts were made to ensure that the information in
this document was complete and accurate at the time of printing, Avaya
Inc. can assume no lisbility for any errors. Changes and corrections

to the information in this docuwwent might be incorporated in future
releases. ~|
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5.2. Add Inbound Application

From theleft pane selectSystem ConfigurationA Applications. The Applications pageis
displayed(not shown)Click Add.

The Add Application screen is displayed. Complete the fields a®ved:

1 Enter a descriptive nanie the Namefield. In the compliance tesCl was used.

1 FortheType field, selectvoiceXML from the drop down menu.

1 IntheURI box, fill in theVoiceXML URL field:
http://10.64.101.22:8080/eCl_OD/Startwherel0.64.10122 ard 8080are the IP
Address and Tomcat Port of ta€l Server

1 IntheSpeech Servesbox, selecNuancefor the ASR field andNuancefor theTTS

field.

1 IntheApplication Launch box, select thdnbound radio buttorandthe Number
Rangeradiobutton Enter25780 and25790in the Called Number andTo fields. Click

Add.

AVAYA

Welcome, admin
Last logged in today at 6:18:50 PM MST

Avaya Aura® Experience Portal 6.0 (ExperiencePortal)

Expand all | Collapse all

¥ User Management
Roles
Users
Login Optians

¥ Real-Time Monitoring
Systern Manitor
Active Calls
Port Distribution

¥ System Maintenance
Audit Log Viewer
Trace Viewer
Log Viewer
Alarm Manager

¥ System Management
Application Server
MPP Manager
Software Upgrade
Systemn Backup

¥ System Configuration
Alarm Codes
Alarm/Log Options
Applications
EPM Servers
MPP Servers
Report Data
SNMP
Speech Servers
VoIP Connections

Y =: Home t o quratior Applications
Add Application

Use this page to deploy and configure a new application on the Experience Portal system,

Mame: [eCI
Enable: ® ves O No
Type: | VoiceXML ~|
URI
® Single O Fail over O Load Balance

WoiceXML URL: http://10.64.101.22:8080/eCI_OD/Start

Mutual Certificate Authentication: O ves @ no
Basic Authentication: O ves ® no

Speech Servers

fiHome ?.Help @ Logoff

v Security ASR: Nuance |+ | TTS: | Nuance [v|
Certificates
Licensing English{USA) en-US Jennifer F
¥ Reports
Standard g Voices: I
Custom Eanguages olees English{USA) en-US Tom M
Scheduled
v POM
POM Home
POM Monitor Application Launch
® 1nbound © Inbound Default O Outbound
O number @ Number Range O URI
Called Number: [25780 To:[25790 | add |
<No Called Number or Called URI configured:
Speech Parameters »
Reporting Parameters »
Advanced Parameters »
et |
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After entering the URL informatiqgrelick theVerify button to make sure the application is
accessibleThe following page should be displayed

AVAYA

Starting application : eCI_OD

Application Startup Parameters
a4l Iy
ANI

DNIS

Protocol Name
Protocol Version

uuI

Call Tag

Channel

VP-Called Extension
VP-Coverage Reason
VP-Coverage Type
VP-RDNIS

Redirect URI

Redirect Presentation Info
Redirect Screening Info
Redirect Reason

Shared Mode

Shared UUI ID

Shared UUI Value
Session Label
SIPCalllD

Media Type

Video Enabled

Video Codec

Video Format

Video Width

Video Height

Video FPS

Video Bitrate

Video NearFIMTP
Video FarFIMTP

UcCID

Converse First
Converse Second

([Show Doc VML) [Show Root VXML |

After a successful verificatigrlick Sawe.
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5.3. Add Outbound Application

Fromthe Applications page, clickAdd. TheAdd Application screen is displayed. Complete the
fields as follows:

1 Enter a descriptive name in thamefield. In the compliance tesiCIOB was used.

1 For theType field, selectCCXML from the drop down menu.

1 IntheURI box, fill in theVVoiceXML URL field:
http://10.64.101.22:8080/OutCall/jsp/OutCallDriver.jsp wherel0.64.10122 and8080
are the IP Address and Tomcat Port ofaf# Server

1 IntheSpeech Servesbox, selecNuancefor theASR field andNuancefor theTTS
field.

1 IntheApplication Launch box, select th®utbound radio button.

Use theVerify button to make sure the application is accessibtethen lick Save

Welcome, admin
Last logged in today at 6:18:50 PM MST

AVAYA

Avaya Aura® Experience Portal 6.0 (ExperiencePortal) & Horme 2. Help Q Logoff
Expand All | Collapse All

¥ User Management
Roles
Users
Login Options

~ Real-Time Monitoring
Systern Monitor
Active Calls
Port Distribution

v System Maintenance
Audit Log Viewer
Trace Viewer
Log Viewer
Alarm Manager

¥ System Management
Application Server
MPP Manager
Software Upgrade
Systern Backup

v System Configuration
Alarm Codes
Alarm/Log Options
Applications
EPM Servers
MPP Servers
Report Data

Speech Servers
VoIP Connections

-ve: Home > Syst stion = Applications > A

Add Application
Use this page to deploy and configure a new application on the Experience Portal system.
Name: eCIOB
Enable: ® ves O no
Type: | CCXML v|
URI

® Single O Fail over O Load Balance

CCXML URL: http://10.64.101.22:8080/0utCall/jsp/OutCallDriver.jsp

Mutual Certificate Authentication: O ves & no
Basic Authentication: O Yes ® o

Speech Servers

¥ Security ASR: Nuance |v| TTS: | Nuance ||
Certificates
Licensing English{USA) en-US Jennifer F
¥ Reports
Standard . i .
e Languages: Voiees: (e glish(USA) en-US Tom M
Scheduled
v POM
POM Home
POM Monitor Application Launch
O 1nbound © Inbound Default @ outbound
Speech Parameters »
Reporting Parameters »
Advanced Parameters »
e |
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6. Configure Experience Configuration Interface

This setion describes the configuration of eCl in order to interoperate with Experience Portal.
It is assumed that tHellowing componentfiavebeeninstalled by theComputer Instruments
support team.

1 ApacheTomcat servewith eCl_OD, OutCall, and eCl_OB_Oé&pgications deployed
1 Microsoft .NET 4.5 frameworkvith the latest updates

1 Microsoft ISwith ASP and ASP.NET enabled

1 eCl software

6.1. Launch Voice Administrator

IVR call flows are created or modified usi@gl Voice Administrator. To launch eCl Voice
Administrabr, enterhttps://<ip-addr>/VoiceAdmin, where<ip-addr> is the IP address of the
eCl server, in the URL field of a web browser. lingvith the proper credentials. TG4 -
Voice Administrator page is displayed.

/f ¢ ey

computer instruments

CII - Voice Administrator

B Voice Administrator Welcome to Computer Instruments
UC Administrator
Callback Messaging

IP Phone Applications
Web Administrator
Site Administrator

Hide #Menu

SPP Administrator

Computer Instruments Voice Response
System

Community Notification
Log-Out Version 5.1.0

Copyright ©2013 - Computer Instruments, Inc. - All Rights
Reserve d.

Copyright ©2013 - C Inc. - All Rights Reserved.
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6.2. Configure Default Application

In the compliancéest, all the inbound callnd outbound callareconneced to the default
applicationin eCl. To configure the default application, cligloice Administrator A System
Config in the left pane. ThBaseSystem Configurationpage is displayed. For tiizefault
Application field, select an application from the dropdown list.

Ry
o +

i a ¢ o ¢ p O AN

Base System Configuration k
s S ‘ System Defaults ‘ Application \ Channel ‘ Installed Services

Voice Reports |
Sstem Conéty PBX Integration: INone (Simple Mode)
Base Web Manager

Default Application: | 1003 - NewAvayaApp
Prompt Manager

' ) - OPERATOR DEFAULT

freou Hamngor Default Operator: I 100 PERATOR DEFAUL
Audio Manager Default Language: IEnglish .
e Default Gender: O Male ® Female

Form Manager E Default TTS Voice: |Microsoft Anna
Locator Manager ,E Dial Plan Digits: |1U v Max Mode Digits:|15.
]
VM Purge Config o Transfer Prefix: [— Transfer Suffix:
UM Administration T . .
Outside Line Access Prefix: ’9—
UC Administrator Local call
Callback Messaging Toll Call Suffix/Code: Suffix/Code:
1P Phone Applications Expect DNIS Digits: []
Web Administrator
Advanced TTS | Save Settings I
Site Administrator
SPP Administrator
Community Notification
Log-Out
Copyright 2013 - C Inc. - All Rights Reserved.

Configuring an application involves creation of a mdnuhe compliance testhree menus were
created to exercise two typesprbmpts, recording and tetd-speech, and four different types

of input: DTMF, DTMF via speech recognition, digits via speech recognition, and words via
speech recognition. Details of configuring applications and menus are outside the scope of these
application notes and can be obtained from references [2] and $&citmon9.
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6.3. Configure Outbound Call Parameters

In order to make outbound caltbe following lines have to be addedthe AppConfig.ini file
residingin theC:\Program Files (x86)Apache Sofware Foundation\Tomcat
6.0webappdDD Homefolder.

OutCallAppName = eCIOB
VPIP = 10.64.10.35
VPOutCallUserName = XXXXxX
VPOutCallPassword = XXXXXX

OutCallAppName is the application associated with outbound c®RIP is the IP address of
Experience pdal. VPOutCallUserNameandVPOutCallPasswordare the login and password
for accessing Experience Portal web services.

7. Verification Steps

The following steps may be used to vepiypperconfigurationbetweerExperience Portand
eCl.

7.1. Verify Avaya Aura® Experience Portal

FromanExperience PortalManagerpage click Real Time Monitoring A System Monitor
in theleft pane TheSydem Monitor screen is displayed, as shown beldverify that the
Mode, State, andConfig fields of theMPP being used (MPPRemote the compliant teyt
showsOnline, Running, andOK. Also review any alarms if they are present.

AVAyA : Welcome, admin

Last logged in today at 7:48:19 PM MST

Avaya Aura® Experience Portal 6.0 (EQberiem:ePortal) f# Home 2, Help © Logoff

Expand All | Collapse Al
=: Home ~
¥ User Management E
oley System Monitor (Dec 23, 2013 8:02:13 PM MST) Riesk:
Login Options o

> g:;::';:::i:::'itoring This page displays the current state of the local Experience Portal system plus any remote Experience Portal systems that you have configured. For

Active Calls information about the colored alarm symbols, click Help.
Port Distribution

¥ System Maintenance
Audit Log Viewer | Summary I ExperiencePortal Details ‘

Trace Viewer
Log Viewer Last Poll: Dec 23, 2013 8:02:11 PM MST

Alarm Manager 5 = Call Capacity Calls
¥ System Management etes Named Lypes Current Licensed Maximum oday

Application Server

MPP Manager EPM / MPPLocal EPM/MPP Online Stopped Need ports

g;g:;';;’ff;;de MPPRemote MPP  Online Running  OK 10 100 o 76

¥ System Configuration
SysAemicon Summary 10 10 150 0 0 76
Alarm/Log Options
Applications I Help
EPM Servers
MPP Servers
Report Data
SNMP
Speech Servers
VoIP Connections
v Security
Certificates
Licensing
¥ Reports
Standard
Custom
Scheduled
POM

POM Home
POM Monitor
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Make an inboundall to one ofthe application phone numisaronfigured inSection 5.2 (e.g.
25780) Click RealTime Monitoring A Active Callsin the lef pane and erify the active call.

AVAyA Welcome, admin

Last logged in today at 2:38:13 PM MST

Expand All | Collapse All

Home
¥ User Management
Rol - 3
liters Active Calls (Dec 24, 2013 4:34:52 PM MST) Pl
Login Options S
¥ Real-Time Monitoring ; i : : N
Systam Monitor This page displays the status of all the active calls being handled by the Experience Portal system.
Active Calls
Port Distribution Total Active Calls: 1 Last Poll: Dec 24, 2013 4:34:49 PM MST]|
7 System Maintenance alport 4l 4lcall a[meP 4 ZR alli 4 |called 4 T TTS 4l
#;d;; mzw\grewer Protocol 3 Tyne “lserver S|start Time $ Calling Number/URI 3 Number/URT Z|Application 3| Sidven
Log Viewer 1SM_10_62 SIP_Trunk Inbound  MPPRemote D624, 2013 4:34:43PM 5509772641 @avaya.com sip:25780@avaya.com eCl NuanceASR NuanceTTS
Alarm Manager MST

~ System Management
Application Server
MPP Manager m
Software Upgrade
System Backup

¥ System Configuration
Alarm Codes
Alarm/{Log Options
Applications
EPM Servers
MPP Servers
Report Data
SNMP
Speech Servers
VoIP Connections

¥ Security
Certificates
Licensing

~ Reports
Standard
Customn
Scheduled

~ POM
POM Home
POM Monitor

Make an outound callfrom eCl. ClickReal-Time Monitoring A Active Callsin the left pane
and \erify the active call.

AVAyA Welcome, admin

Last logged in today at 2:38:13 PM MST

Avaya Aura® Experience Portal 6.0 (ExperiencePortal)

Expand All | Collapse All

u are here: Home > Real-Time Monitoring > Active Calls

¥ User Management

Rols )

o Active Calls (Dec 24, 2013 4:36:51 PM MST) et

Login Options S
~ Real-Time Monitoring . . . .

e Mo This page displays the status of all the active calls being handled by the Experience Portal system.

Active Calls

Port Distribution Total Active Calls: 1

Last Poll: Dec 24, 2013 4:36:51 PM MST]|
¥ System Maintenance 2

% = a|Port al afcall «|MPP - rt .l i - - ication ~|ASR S
i port Se0s,, Slerotoco {35, SR, SRS Sleaing Number/uns & Jcaled Number/uns poptication o e, iR, ¢

Server ¥
Log Viewar Dec 24,
Alne Hanaoar 1SM_10_62 SIP_Trunk Outbound MPPRemate 201>  sipi123456@avaya.com;user=phone sip:917209772641@avaya.com;user=phone eCI0B NuanceASR NuanceTTS
~ System Management 10 - 4:36:46 P o : .com;
Application Server PM MST

MPP Manager
Software Upgrade
System Backup m

~ System Configuration
Alarm Codes
Alarm/Log Options
Applications
EPM Servers
MPP Servers
Report Data
SNMP
Speech Servers
VoIP Connections

¥ Security
Certificates
Licensing

~ Reports
Standard
Custom
Scheduled

v POM
POM Home
POM Monitor
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7.2. Verify eCl Application

Place a inboundcall toone ofthe eClI application phone numbearonfgured inSection 5.2.
Once the call is connectgllow the prompts and verify the correct functionality.

Place an outbound call from eCl usithg testoutcall.ntml programto a PSTN numbefsee

below for the interfaceOnce the call is connectatie answering partyollowsthe prompts and
verifiesthe correct functionality.

I Please Enter Your Full Name |

Please Enter Your 10 Digit
Telephone Number

[7209772641

Please Select When You Wish To
Receive The Call

Five Thirty  One
I‘gw: Minutes: Minutes: Hour:
O O O

Call Me! |

8. Conclusion

Computer Instrumen®sClpassed compliance testimgth an observation noted Bection 2.2
These Application Notes describe the procedures required to configarguter Instruments
eCl to interoperate witivaya Aura® Experience Portad support the ference configuration
shown inFigure 1.

9. Additional References
The following Avaya product documentation can be fourtdtat//support.avaya.com

[1] Administering Avaya AufaExperience PortalApril 2012

The following CII product documentation can be found at
http://www.instruments.com/doclib/index.html

[2] e C1 U sapual@pgril 2D12
[8]e CI User GApril2D12t or i al |
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Please amail any questions or comments pertaining to thggaiéation Notes along with the
full title name and filename, located in the lower right corner, directly to the Avayadbenect
Program atlevconnect@avaya.com.
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