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Abstract

These Application Notes describe the configuration steps required for IEX TotalView
Workforce Management to interoperate with Avaya Proactive Contact 4.0. IEX TotalView
Workforce Management is a work force management solution that provides forecasting and
monitoring of work for contact center agents. IEX TotalView Workforce Management uses
the historical data from Avaya Proactive Contact to produce forecasts for contact center
agents, and then uses the real-time data from Avaya Proactive Contact to check the agent
adherence to the forecasts.

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

IEX TotalView Workforce Management is a work force management solution that provides
forecasting and monitoring of work for contact center agents. IEX TotalView Workforce
Management uses the historical data from Avaya Proactive Contact to produce forecasts for
contact center agents, and then uses the real-time data from Avaya Proactive Contact to check
the agent adherence to the forecasts.

For historical data, IEX Total View Workforce Management queries the Avaya Proactive Contact
Oracle database to obtain information on jobs and agents. For real-time data, IEX Total View
Workforce Management uses the Avaya Proactive Contact Event Service interface to obtain
events on agent states.

1.1. Interoperability Compliance Testing
The interoperability compliance test included feature and serviceability testing.

The feature testing focused on verifying IEX TotalView Work force Management’s receive,
parse, and display of historical and real-time data from Avaya Proactive Contact.

The serviceability testing focused on verifying the ability of the IEX TotalView Workforce
Management server to recover from adverse conditions, such as disconnecting the Ethernet cable
to the server.

1.2. Support

Technical support on IEX TotalView Workforce Management can be obtained through the
following:

e Web: www.iex.com/service/service--support/support.html
e Phone: (800)433-7692
e Email: iexinfo@iex.com
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2. Reference Configuration

These Application Notes assume the configuration and connectivity between Avaya

Communication Manager and Avaya Proactive Contact is already in place and will not be
described.

During the testing, the Avaya Proactive Contact Supervisor and the IEX TotalView Supervisor
shown in Figure 1 were used for report verification purposes.
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Figure 1: 1IEX TotalView Workforce Management with Avaya Proactive Contact
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3. Equipment and Software Validated

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

Equipment Software

Avaya S8700 Servers ﬁggi,g?ﬁ?{?ﬁaﬁon Manager 5.1.2,
Avaya MCC1 Media Gateway

e TN799DP C-LAN Circuit Pack HWO01 FW024
Avaya Proactive Contact with PG230RM 4.0.1
Avaya Proactive Contact Agent 4.0.1
Avaya Proactive Contact Supervisor 4.0.1
Avaya 9600 Series IP Telephones (H.323) 3.0
[EX TotalView Workforce Management 3.12.4.0

e Avaya Proactive V4 Generic Query 1.0
I[EX TotalView Supervisor 3.12.5.0
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4. Configure Avaya Proactive Contact

The detailed administration of contact center resources and connectivity between Avaya
Communication Manager and Avaya Proactive Contact are not the focus of these Application
Notes and will not be described. For administration of contact center resources and connectivity
to Avaya Proactive Contact, refer to the appropriate documentation listed in Section 9.

This section provides the procedures for how to configure a hierarchy for jobs that are monitored
by IEX Total View Workforce Management, and on how to obtain the necessary Interoperable
Object Reference (IOR) file and host name information that are required by IEX TotalView
Work force Management.

4.1. Obtain IOR File

IEX TotalView Workforce Management uses the Event Service interface from Avaya Proactive
Contact to obtain real-time agent events. The Event Service is a service based on the Common
Object Request Broker Architecture (CORBA), and supports client application connection via
several methods. The IOR method is used by IEX TotalView Workforce Management to locate
and connect to the CORBA objects on Avaya Proactive Contact.

As part of installation, a copy of the IOR file from the Avaya Proactive Contact server needs to
be provided to the IEX implementation team, and the path to the file is shown below:

/opt/avaya/services/data/ns_ior

4.2. Obtain Host Name

As part of installation, the host name and the IP address of the Avaya Proactive Contact server
needs to be provided to the IEX implementation team. Log in to the Linux shell of the Avaya
Proactive Contact server. Use the “uname -a” command to obtain the host name. In the
compliance testing, the host name of the Avaya Proactive Contact server is “lzpds4b”, as shown
below.

$ uname -a

Linux lzpds4b 2.6.9-42.0.10.ELsmp #1 SMP Fri Feb 16 17:17:21 EST 2007 1686 athlon 1386
GNU/Linux

LZPDS4B (admin) @/opt/avaya/pds [4]

S
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4.3. Administer Hierarchy

Hierarchies are used in Avaya Proactive Contact to group and organize data, and to adjust the
scope of data to monitor and view. IEX TotalView Workforce Management requires the
monitored jobs to be configured with hierarchy.

From the Avaya Proactive Contact Supervisor PC, launch the Hierarchy Manager by selecting
Start > Programs > Avaya Proactive Contact > Supervisor > Analyst, followed by selecting
Tools > Hierarchy Manager from the top menu. The Hierarchy Manager screen is displayed.

From the Hierarchy Manager screen, create a new job hierarchy by selecting Job Hierarchies
in the left pane, followed by File > New from the top menu. The screen is updated with default
hierarchy levels, and a list of available jobs to assign to the hierarchy, as shown below.

Hierarchy Manager H

File Help

OF X 2

Agent Hierarchies

Job Hierarchies

Hierarchy Anailable Allocated
Unititled blend
= Top inbnd1
=- Middle inbrdz
Battam managed
ong_ligt]

DHE lizt?

Dialer Higrarchies

Creating a new hiérarchy.
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Rename the default levels for the hierarchy as desired, and use the click and drag method to
assign the jobs monitored by IEX TotalView Workforce Management to the new hierarchy. In
the compliance testing, IEX Total View Workforce Management monitored the “blend” and
“outbnd” jobs.

Select File > Save As from the top menu to save the hierarchy configuration, and provide a copy
of this screenshot to the [IEX implementation team.

File Help
DM X ?
Agent Hierarchies --
Job Hierarchies % i
Hierarchy Awailable Allocated
in_ax-canfig inbnd1 blend
= EX inbhd2 outbrd
=- Historical Interface managed
& Jahs ong_lizt]
- blend ong_ligt2
Dialer Hierarchies
| Dpened Hierarchy: iex-config e
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5. Configure IEX TotalView Workforce Management

IEX TotalView Workforce Management is installed and configured by the IEX implementation
team. Customers are provided with training on how to configure resources to map to the
resources on Avaya Proactive Contact, and on how to use the IEX TotalView Supervisor.

The procedure for installing and configuring IEX TotalView Workforce Management is outside
the scope of these Application Notes and will not be covered. For detailed information on
installation and configuration, refer to the appropriate documentation listed in Section 9.

These Application Notes assume that the IEX Total View Workforce Management server has
already been installed and configured with the job and agent information from Avaya Proactive
Contact. This section describes the configuration needed on the IEX Total View Supervisor to
establish a connection with the IEX TotalView Workforce Management server.

5.1. Configure IEX TotalView Supervisor

From the IEX TotalView Supervisor PC, launch the configuration application by selecting
Programs > CCApps > TotalView Configuration. The IEX TotalView Workforce
Management Configuration screen is displayed. Configure the fields as shown below. The
value to enter for the Default Customer ID field is provided by the IEX implementation team.
In the Host Name or IP Address column, enter the IP address of the IEX Total View Workforce
Management server, and check the corresponding checkbox under the Selected column. Click
OK.

|1EX Total¥iew® Workforce Management Configuration

C:WProgram FileshCCappsittlview s DRE] Browse...
Report Directory: |C:\Pr0gram FileshCCapps\tthviews\w ORE Browse...
Defaul customer 1D: |2 [Custamer [0 must be between 1 and 32.)

Heartbeat Interyal: ’W

Real-time Adherence Increment: |—5 [RTA Increment must be between 1 and B0.)

Maximurn Feal-Time Screen; I—Z [Maximurn Beal-time screens must be between 2 and 25.)
Link Description: |DEFDG5E1

Selected Host Mame or [P Address Link 1D ‘
o 152.45.120.180 4

ok | Cancel | Help |
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6. General Test Approach and Test Results

The feature test cases were performed semi-automatically. The outbound calls were launched
automatically by Avaya Proactive Contact, whereas the inbound calls were placed manually.

The serviceability test cases were performed manually by disconnecting/reconnecting the LAN
cable to the IEX Total View Workforce Management server.

The verification of all tests included checking of proper display of data at the IEX Total View
Supervisor, and of comparing the displayed data with the Analyst report from the Avaya

Proactive Contact Supervisor.

All test cases were executed and passed.
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7. Verification Steps

This section provides the tests that can be performed to verify proper configuration of Avaya
Proactive Contact and IEX Total View Workforce Management.

7.1. Verify Avaya Proactive Contact

From the Avaya Proactive Contact Supervisor PC, launch the Health Manager by selecting Start
> Programs > Avaya Proactive Contact > Supervisor > Health Manager. From the Health
Manager screen, select Data under Dialer Services in the left pane. Verify that all services are
up, as shown below.

E Health Manager - Ofx

: File Edit Wisw Tools Action  Help

~FEBE HO @E 2

Dialer Services: Data

| Service Mame Descrption / | Dialer IP &ddress | Status
[ EVEMT_SERVICE Dialer event service 19245120155 Up

DaTa_mMaMaGER Historical data recorder 19245120155 Up
HDSC Historical data services clie 192.45.120.155 Up

E-' Dialer Cormatd Ca;.
[ Health Rielated

Middle-Tier Services

System Status

Current Date and Time: 4/21/2003 17:41:05 Akd 4
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7.2. Verify IEX TotalView Workforce Management

From the IEX TotalView Supervisor PC, launch the Total View application by selecting
Programs > CCApps > TotalView. The User Logon screen is displayed. Log in with the
proper credentials and click OK.

User Logon

|EX Corporation's
TatalView® Workforce Management
Server YWersion 3.12.4.0

Supervisor Workstation Wersion 31250

Custamer: I2 j I LA

Logon Mame: I | Ok

Pas=sword: I Exit

Copyright 2 19589-2008 by [EX Corporation

7.2.1. Verify Historical Data
The IEX TotalView Workforce Management main screen is displayed. Select CT > Intraday
from the top menu.

2 IEX TotalView® Workforce Management - Avaya |._||E E|
File Edit Wiew Special skl BU CT MU Report Admin Tool WP Costom  Window  Help

u| 518> Skl = &msle] 4|6 ¥ BlE

Host initialization complete, 46 AM LS5 Easkern |Link IUp
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The Intraday screen is displayed next. Click the icon next to the CT field to select the proper

system, in this case “Avaya ProActive”. Click the icon next to the Shift field to select
Day” value. Select the proper value for the Date field, and click Retrieve.

& Intraday - CT 25 Avaya ProActive

Select
ET:]@@@ Prodctive Date( [oazoma = |[s

Zl

the “All

EEX

_ Contacts Received Contacts Handled Contacts Abandoned AHT
Time Intra | Aot At | Achual Pt Intra Aot | -

Ayverage
4 3

SL: {8000% 20 Maxloco: | 90003 ASA: 3000 Contacts/SHT: |Intraday Compare: | Actual

|

Intraday - CT 25 Avaya Profctive

- Salact

[ ot [5wmE =]
O

5L |B0.00 20 M aRlco I000%E ASA; 3000 Contacts/AHT: | [ntraday - | Compae: | Achyal -

; Contacts Received Contacts Handled Contacts Abandoned AHT
T"'I'IE_ Intra At At Aclual Pct Intra At
02:30 P 0.00 1 1 1] 0 000 2200
03:00 Pk 0.00 3 3 0 1] 000 B3.00
03:30 Pk 0.00 4 4 0 0 000 4250
04:00 Pk 0.00 3 3 0 0 000 3433
04:30 PM 0.00 3 3 0 0 000 52o0] |
CurTatal 212 25 25 1]
Average 0.04 0.52 0 0 0.00 g7.52| BEIE
<] X
4| |
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7.2.2. Verify Real-Time Data

From the IEX TotalView Workforce Management main screen shown in Section 7.2.1, select
MU > Real-time Adherence from the top menu. The Schedule Adherence screen is displayed
next. Click the icon next to the MU field to select the proper system, in this case “Avaya
ProActive”. Click Retrieve.

& Schedule Adherence - MU 25 Avaya ProActive E||E]E|

Select
kL 125 QgDva_ua Frodctive @
T fome] =] seectval

Agent I arme Scheduled | Out Of Actual Time in
u] _ .-“-‘-.I:ti'-._fity Adh, State State

The Schedule Adherence screen is updated with the real-time agent state data received from
Avaya Proactive Contact.

£ Schedule Adherence - MU 25 Avaya ProActive
Select
el T
Agent M ame Scheduled | Out OF Actual Time in
D .-?-.u:ti'-.fit_l,l Adh. State State
24598 | agentl Mo Schedull  0:00 Feady 07
2499 | agent Mo Schedull  0:00 OnCall 213
] +
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8. Conclusion

These Application Notes describe the configuration steps required for IEX TotalView Workforce
Management 3.12 to interoperate with Avaya Proactive Contact 4.0, via the Oracle database for
historical data and the Event Service interface for real-time data. All feature and serviceability
test cases were completed successfully.

9. Additional References

This section references the product documentation relevant to these Application Notes.

1. Administrator Guide for Avaya Communication Manager, Document 03-300509, Issue 4.0,
Release 5.0, January 2008, available at http://support.avaya.com.

2. Avaya Proactive Contact Release 4.0 Administering Avaya Proactive Contact, January
2008, available at http://support.avaya.com.

3. Avaya Proactive Contact Release 4.0 Software Developer’s Kit (SDK), January 2008,
available at http://support.avaya.com.

4. [EX TotalView Product Documentation, available on the IEX TotalView software CD.
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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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