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Abstract

These Application Notes describe the configuration steps required to integrate Advanced
Multi-Channel (AMC) Technology’s Application Adapter for third-party business applications
with Avaya (formerly Nortel) Communication Control Toolkit (CCT) 7.0. The AMC Multi-
Channel Integration Suite (MCIS), which includes the Application Adapter, provides call
control, agent session control and screen pop to help contact center agents be efficient and to
realize higher levels of customer satisfaction. The AMC adapter provides computer telephony
integration (CTI) to business applications from Microsoft, Oracle, Salesforce and SAP. For
this compliance test, the AMC Adapter was used to integrate AMC Application Adapter for
Salesforce.com with Avaya Communication Control Toolkit.

Information in these Application Notes has been obtained through DevConnect compliance
testing and additional technical discussions with AMC. 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 to integrate third-party business
applications using AMC Application Adapter with Salesforce.com for Avaya (formerly Nortel)
Communication Control Toolkit 7.0 (hereafter referred to as CCT). The Multi-Channel
Integration Suite (MCIS), which includes the connector, provides call control, agent session
control and screen pop. The AMC connector provides CTI integration (through the CCT SDK)
to business applications from Microsoft, Oracle, Salesforce.com and SAP.

1.1. Interoperability Compliance Testing

The interoperability compliance test verified the following features that are available to agents
with the AMC connector for Salesforce.com with CCT.

Logging in and out.

Monitoring agent states (e.g. Ready or Not Ready).

Agent state synchronization with agent telephones.

Establish calls with other agents and non-monitored devices and verifying the correct call
states

Basic telephony features such as call hold, transfer and conference.

Restarting ACM connector.

1.2. Support
Technical support from AMC can be obtained through the following:

Phone: +1 (800) 390-4866
Email: support@amctechnology.com
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2. Reference Configuration

The following diagram illustrates a sample configuration of a contact center environment with
CCT integrated with MCIS server and AMC Application Adapter for Salesforce.com.

Figure 1: Reference Configuration
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3. Equipment and Software Validated

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

Equipment

Software version

Avaya Contact Center Manager Server
running on Windows 2003 Server

7.0 (SU_02/SUS_0201)

Avaya Communication Control Toolkit
running on Windows 2003 Server

7.0 (SU_02/SUS_0201)

Avaya Communication Server 1000 Release 6.0
Avaya 12050 IP Softphones 2.0
AMC MCIS server running on Windows 2003 | 5.3

Server

AMC Application Adapter for Sales Force
running on client PCs.

(AMCCTIAdapter.dll HF: 5.3.0.7)

4. Configure Avaya Communication Server

This section provides the procedure for configuring the Communication Server. The procedure
is limited to the phoneset configuration, and is limited to what is necessary for CCT integration

with the Communication Server.

4.1. Phone Set configuration

Log into the Communication Server. In Overlay 11, list phone configuration and confirm AST is

configured for the agent keys.

>1d 11

SL1000

MEM AVAIL: (U/P): 2523910
DISK RECS AVAIL: 1152

TNS AVAIL: 32390
REQ: prt
TYPE: 12050

TN 72 0 0 ©
DATE
PAGE
DES

DES SCCS

TYPE I2050

USED U P: 408503 115010

USED: 377

TOT: 3047423

TOT: 32767
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CDEN
CUST
ZONE
FDN

TGAR
LDN

NCOS
SGRP
RNPG
SCI

SSuU

XLST
SCPW
SFLT

8D

001

ORr O W

NO

CAC_CIS 3
CAC_MFC ©
CLS UNR FBD WTA LPR PUA MTD FND HTD TDD HFA CRPD

MWD
POD
CFT
ICD
GPU

CPFA CPTA HSPD ABDD CFHD FICD NAID DNAA RDLA BUZZ AGRD MOAD

UDI
DRD

USMD USRD ULAD CCBD RTDD RBDD RBHD PGND FLXD FTTC DNDY DNO3 MCBN

FDS

CPND_LAN

HUNT
PLEV
CSDN
SPID
AST
IAPG
AACS
ACQ
ASID
SFNB
SFRB
USFB
CALB
FCTB
ITNA
DGRP
PRI
MLWU_
DNDR
KEY

02

NON
00
0
YES
AS:
17
1

1
0

NO

01
LAN
0
00

o1
02
03

LMPN RMMD SMWD AAD IMD XHD IRD NID OLD VCE DRG1
DSX VMD CMSD SLKD CCSD SWD LND CNDA

D SFD MRD DDV CNID CDCA MSID DAPA BFED RCBD

D CDMD LLCN MCTD CLBD AUTU

A DPUD DNDA CFXD ARHD CNTD CLTD ASCD

RCC HBTD AHD IPND DDGA NAMA MIND PRSD NRWD NRCD NROD
D EXRO

D NOVD VOLA VOUD CDMR ICRA
G ENG

E
03

AST-DN,AST-POSID
2 3 4 5 6 11 12 13 18 22 24 25 26

10 11 12 13 14 15
16 11 12

G o

ACD 7203 0 720100
AGN

ANIE ©

NRD

MSB

MCR 720200 © MARP
ANIE ©
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04

05

06

o7

08

09

10

11

12

13

14

15

16

17 TRN
18 AO6
19 CFW 16
20 RGA
21 PRK
22 RNP
23

24 PRS
25 CHG
26 CPN
27

28

29

30

31

DATE 26 JUN 2009

e Terminal name is identified as “TN 072 00 00 00” above. This information will be
needed to configure a Terminal in Section 5.1.1.

e Key 00 above is the ACD (Automatic Call Distribution) key configured on the agent
phoneset. “720100” is the PositionID assigned to the phoneset. This will be needed to
configure an Address in Section 5.1.2. “7203” is the ACD queue configured for this
phoneset. This will be needed for Agent configuration on SalesForce.

e Key 03 above is the personal DN (Directory Number) key configured on the agent
phoneset. “720200” is the DN value assigned to the phoneset. This will be needed to
configure an Address in Section 5.1.2.

If AST is not configured, then follow this procedure to configure it on the two keys (i.e. Key 0
and Key 3). Items in bold below need to be typed in, and followed by a carriage return.

>1d 11

SL1000

MEM AVAIL: (U/P): 2523910 USED U P: 408503 115010 TOT: 3047423
DISK RECS AVAIL: 1152

TNS AVAIL: 32390 USED: 377 TOT: 32767
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REQ: chg
TYPE: 12050
TN 72000
ECHG yes

ITEM ast 0 3
ITEM

MEM AVAIL: (U/P): 2523908 USED U P: 408503 115012 TOT: 3047423
DISK RECS AVAIL: 1152
TNS AVAIL: 32390 USED: 377 TOT: 32767

REQ:

Any phones currently supported by Contact Center Manager Server can be used for integration
with Communication Control Toolkit. For the purpose of this compliance testing, 12050 IP
Softphones were used.

5. Configure Contact Center

The compliance test environment consisted of a Contact Center Manager Server (CCMS),
Contact Center Manager Administrator (CCMA), and a Communication Control Toolkit (CCT)
server. A call center agent needs to be created on CCMA to enable agents to login to the call
center through the Salesforce.com interface.

This section describes a procedure for configuring:
e Phone sets on CCT
e Importing Windows Users from CCT Domain
e C(Creating Agents on CCMA.

5.1. Configure phone set on Communication Control Toolkit

A phone set consists of one Terminal mapped to up to two Addresses. The following sections
describe how to configure Addresses, Terminals, and how to map them to each other.

5.1.1. Configure Terminal

To configure a Terminal on CCT navigate to Start->Programs > Nortel = Contact Center
- Communication Control Toolkit > CCT Console.

e

dj Administrative Tools 3

% | Contack Center
Manager dﬂ RealMC »

uﬂ Symantec Client Security  »
il MORTEL

eo e Y 2 CCT Console
» =] OI Ref Client
Ref Client

All Programs

@ Contact Center 1 [¥ Uninstaller

Log OFF uﬁ IP Softphone 2050 } ) Reset Grace Period
- [*# mortel Contact Center Agent Deskkop
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The CCT Console will appear:

B Fle Action View Fovarites Wwindow Help

- [melem

| i CCT7 - [Console Root] Hi= I

200k

oo
Admin

| =L=1]

Marne

I
[@inccT Admin

Click on ‘+’ next to NCCT Admin in the left hand pane of the console.

'Hi CCT7 - [Console Root] [ (O] x| I
Bﬁ] File  Action View Favorites  Window  Help

co|m B2

JRETE

WCCT Adrnin

[-F3 Users

----- Defaults

----- (ﬂ User Groups
@_ Contact Center Us:
@_ Conktack Center Usi
----- T Terminals
¥ Terminal Groups
?i’-T Terminal Tvpes
----- BT addresses
- Address Groups
----- E7 address Types
----- Metwork IVR

----- 5P For CS1K

----- _% ‘Workstations

----- Logging Tools

o Import/Export Tool
----- B CCT Sarver
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Right-Click on Terminals and navigate to New = New Terminal.

'fii CCT7 - [Console Root] o

:%] File  Action Yiew Fawaorites indow  Help |_|ﬁ||5|

o @B 2

B-E5 Users

E} User Groups
-G8 Contact Center Us:
@_ Contack Center Us

'g New Terminal |
~TF Termi
-[=7 Addre

B addre  Help

- [E7 addréss Types

- B Metwork TR

B =P for Cs1k

& Workstations
-] Defaulks

B Logging Tools
g Irnpart Export Tool
B CCT Server

A

|Creates a new item in this container,
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In the Terminal Details tab, enter the Phoneset information. The Terminal Name field must
include the word ‘Line’ in the beginning with the terminal name as configured in section 4.1. All
checkboxes should also be enabled. Phone Type should be chosen as appropriate. For this
compliance test 12050 phones were used.

Mew Terminal Properties ﬂ E |'

Terminal Details |Terminal iGroup Maps I fddress Maps I Lser Maps I YWaorkStation Maps I

Terminal Mame I Line 72.0.0.0]

Loop. Shelf, Card. Unit

Enabled v
Praovider IF‘assi\-'E j
Terminal Type IF'.gent j
Phone Twpe IIEI:ISEI j

—Line Features
¥ 3-party conference (A03) v &-party conference (A06)

Iw Call Transfer (TRM) v Call Forward (CFw)

0k, I Zancel apply

Click Apply and OK to close the window. Continue to the next section to configure Addresses
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5.1.2. Configure Address

Configure an Address for each AST enabled DN on the phoneset in Section 4.1 (maximum 2).

On CCT Console, right-click on Addresses and navigate to New-> New Address.

Tﬂl CLCT7 - [Console Root'\NCCT Admin®, Addresses]

Bﬁn File Action  Yiew Fawvorites  Window  Help | - Iﬂlﬂ
& = | B =
(L1 Console oot Address Mame | Enablad | Type |
El7z0100 Yes figertt
-5 Users El7z0z00 Yes Basic
""" 3 User Groups El7z0102 Yes figent
----- & Contart Center Usi | (58700200 Vs Basic
""" % $°”t{3':tlc'3”ter Ust | E7z0103 Yes Agent
""" 7 TZ::::ZISGrDu . El7znznz Yes Basic
. PE | B Yes Agent
----- T Terminal Types ’
=1 Elrzez Yes Basic
New Address Agent
..... ES Basic
Adc Wi 3
""" et Mew Window From Here
..... P f
----- &_ Wal Mew Taskpad Yiew, ..
..... Def
,,,,, Log Expoart List...
""" % Imp Help
----- B Ol
D
|Creates a new ikem in this container,
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In the Address Details tab, enter the PositionID configured in Section 4.1 in the Name field.
Select Type as “Agent”. All other fields can be left as default:

Mew Address Properties H |

Address Dietails I.ﬁ.ddress Group Maps I Terminal Maps I User Maps I
Marme | 720100
Enabled v
Provider IF'assive j
Tee ARG
Ik I Cancel apply
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In the Terminal Maps tab, map the newly created Address to the Terminal created in Section
5.1.1. Select the previously configured terminal in “Available Terminals” box and click on

Add to complete the mapping. Click Apply to apply the changes and OK to close window.

Mew Address Properties E I

&ddress Details I Address Group Maps  Terminal Maps | Iser Maps I

fvailable Terminals

5T Line 104.0.4.0
T Line 104.0.4.1
T Line 104.0.4.2 Add =>
T Line 104.0.4.3
T Line 104.1.3.0
M Line 72.0.0,0

Mapped Terminals

=< Remove |

Remaove Al |
1] | i 1] | §a

Ok, I Cancel | Apply |
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Mew Address Properties E |

Address Details I Address Group Maps  Terminal Maps ILIser Maps I

Available Terminals Mapped Terminals

T Line 104.0,4.0 T Line 72.0,0.0
T Line 104.0.4.1

| T Line 104.0.4.2

T Line 104.0.4.3
T Line 104.1.3.0
1 == Remove

Remowve Al |
KN I i N I— 2

(] 4 | Cancel | Apply |
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To create Address for Personal DN (Key 03), right-click on Addresses on the CCT Console and
navigate to New—> New Address. In the Address Details tab, enter the Personal DN as
configured in Section 4.1 for the Name field. All other fields can be left as default.

Mew Address Properties E E3 I

Address Details |P.|:I|:Iress iaroup Maps I Terminal Maps I Lser Maps I
Mame | 720200
Enabled 4
Prowider IF‘assi\.-'e j
Type IEasic j
Ok, I ancel Apply
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In the Terminal Maps tab, map the newly created Address to the Terminal created in Section
5.1.1. Select the previously configured terminal in Available Terminals box, and click on Add
to complete the mapping. Click Apply to apply the changes and OK to close window.

Mew Address Properties I

address Details I Address Group Maps  Terminal Maps ILIser Maps I

Available Terminals

T Line 104.0.4.0
T Line 104.0.4.1
! T Line 104.0.4.2 Add =
| T Line 104.0.4.3
5 T Line 104,1,3.0

Mapped Terminals

i |

=< Remove

Rermove Al |
KN I 2 KN I— [

K I Cancel | Apply |
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Mew Address Properties I

fddress Details I Address Group Maps  Terminal Maps ILIser Maps I

Byvailable Terminals Mapped Terminals

Line 104.0,4.0 ﬁ Line 72.0.0.0

Line 104.0,4.1
! Line 104.0.4.3
i Line 104.1,3.0
b << Remove |

Remowve Al |

KN i KN — i

H K | Cancel | Apply |

5.2. Import Windows users from CCT Domain and map to Terminal

This section describes the steps required to import Windows users from the server to the
Communication Control Toolkit administration tool using the Import Windows Users tool.
These Windows users are then mapped to the Terminal configured in Section 5.1.1.

CCT services should be stopped before importing new users:

1. Log on to the Communication Control Toolkit server.
. Navigate to Administrative Tools = Services.
3. Stop the NCCT SMON service to stop all of the services on the Communication
Control Toolkit server.
4. Start the NCCT Data Access Layer service.

b
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Open the CCT Console by navigating to All Programs—> Nortel> Contact Center—>
Communication Control Toolkit=> CCT Console.

7111 CCT7 - [Console Root NCCT Admin]

:%] File  Action Yiew Fawaorites indow  Help | _|ﬁ||5|
= |[Bm R e
D Console Rook Mamne |

JCCT Adriin

@1 Users

@. User Groups
(BCDntact Cenkter Users
E‘E Contack Center User Groups
T8 Terminals

E Terminal Groups

T Terminal Types
Eladdresses
Edaddress Groups
ETaddress Types
Network IvR

5P for CS1K
&Wnrkstatinns
Defaulks

Logaing Tools

o Import/Export Taols
B o7 server
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Expand NCCT Admin.

'ffii CCT7 - [Console Root' NCCT Admin]
:ﬁh File  Action  Yiew Favorites  Window  Help | 8] x|
= | B B 2

Mame |
@_ Users

@. User Groups

[E_Cnntact Cenker Users

E‘E Contact Cenker User Groups

E‘ Terminals

3 Terminal Groups

?:j- Terminal Types

----- [ﬁ Coankact Center Us:
----- &% Conkack Center Usi
----- E‘ Terminals

----- a Terminal Groups
----- Terminal Types

_____ % F'.ddressesyp Eaddresses

- [E8) Address Groups .ﬂ.ddress Groups
..... =7 address Types Address Types

----- Metwork TVR Network TR,
..... <P For C51K B 5P for cs1k
..... % Warkskations %Wnrkstatinns
----- Defaults Defaults
Logging Tools Logging Tools
""" o ImportfExport Tool | = ImportiExport Tools
----- B CCT Server B o7 server
D
|
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In the left pane of the CCT console, click Import/Export Tools.

'ffii CCT7 - [Console Root'NCCT Admin' Import/Export Tools]

Bgfi] File  Action  Mew Favorites  window  Help |;|i|5|
& = | B2
[ Console Raok Importing Tools |
3% MCCT Admin o> Import Addresses & Terminals
-3 Users o Import Windows Users
""" @ User Groups =2 Import Work Stations

----- (& Contact Center Us:
----- (E-E Conkack Center Us
----- E' Terminals

----- 'E_\]‘ Terminal Groups
----- T Terminal Types

----- =1 Addresses

- [=8) address Groups
----- =7 Address Types

----- Mebwork TVR

----- SF For C51K

----- =, wiarkstations

[TF] Defaults

----- Logging Tools

¥R [rviport/Export Tool
----- B CCT Server

o Impork Contact Center Lisers
= Import Configuration
= Export Configuration
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In the right pane of the CCT console, double-click Import Windows Users.

Import Windows Users Properties |

Search for Lsers |

Location: |4

Chbject Type: |Find Al Users j DEject Manme:

Fird [ |

Search Resulks:

Add Add Al

Selected Users:

REmove Remave &l
Ik I Zancel Apply
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In the Location box, select the domain or server from which to search for Windows users. In the
Object Type box, select the group of users to display. In the Object Name box, type the text to
use in a search for Windows Users.

|
| Import Windows Users Properties I

|
Search Far Users |

Location: [%

Object Type: |Find All Users j ohject Mame;

Find Mo |

Search Resulks:

fdd fdd Al

Selected Users:

Remove Remave Al
K, I Cancel By
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|
| Import Windows Users Properties I

|
Search Far Users |

Location: [%

Object Type: |Find All Users j ohject Mame;

Find Mo |

Search Resulks:

fdd fdd Al

Selected Users:

Remove Remave Al
K, I Cancel By
Click Find Now.
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b

Import Windows Users Properties ﬂ E I

Search far Users |

Location: ICTIDF‘F‘ 13

-

Object Type: IFinl:I all Users j Ohject Mame:

Seatch Resulks:

CTIDPP1SYAdrinistrakor
CTIDPP1EYAQentS001
CTIDPP1SYAgentadnl
CTIDPP1EYAgQent7001
CTIDPP1EYAQentSO01
CTIDPP1SYAgento00l
CTIDPP 1S Ame_0
CTIDPP1S\Ame_L
CTIDPP 1S\ Ame_2

CTIDPP1E bvwlabsecurity

CTIDPP1EVWCCTUser0 ;I
Add &dd &l 23 users found
Selected Users:
REmove Remave &l
(a4 Cancel Apply
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In the Search Results box, select the Windows users to import. To select multiple users, press
the Ctrl key while selecting each user. To select all Windows users, click Add All. For the
purpose of this compliance test, user AMC_0 was imported.

I
| Import Windows Users Properties ﬂ I

Search faor Lsers |

Location: |%

Object Type: |Find All Users

Search Resulks:

j Dhject Mame:

Find Mo |

CTIDPP 18 Administrator
CTIDPP1SYAgentS001
CTIDPP1EYAgenta00l
CTIDPP1SYAgent7001
CTIDPP18YAgenta001
CTIDPP1EYAgento001
CTIDPP1&,Amc_1
CTIDPP 18 Ame_2
CTIDPP1E bwwlabsecurity
CTIDPP1SYCCTUserl
CTIDPP18CCTUsEr]

add add Al

Selected Users:

=l

0 users imported, 1 user nok imported,

CTIDPP1E,Ame_0

Remove Remove Al

(0]4 I Cancel

Epply

Click Add. Click Apply to complete the addition of the user. Click OK to close the window.
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Start the NCCT SMON service to start all of the Communication Control Toolkit services.

To map a Terminal to the imported user navigate to the CCT Console. Expand NCCT Admin.
Select Users.

'Hi CCT7 - [Console Root'NCCT Admin'Users]
E’] File  Action  Wiew  Faworites  window  Help |;[i|i|
R
[:l Console Root User Mame | First Marne | Last Marie |
-2 WCCT Admin G4 CTIDPP1EYCCTUserD CCTUserd o7 7.0
@_ CTIDPPLEVCC TUser2 CZTUserz CCT
@_ CTIDPP18VCCTUserS CCTUSer3 CCT70
""" (& Conkact Center Us | &y cT1ppp1 g\ CCTUser1 CCTUserl CCT 7.0
""" i Cnntﬁct Center Us: G4 CTIDPP1S\vadim vadim none
""" .g Ierm?na:sG 4 CTIDPP1BYpavel pavel none
_____ ?3- T::::;:I T:;i':s @_CTIDPPIS\,Dpenq npfanq nane
_____ = addresses @_CTIDPPIS\,AgentSDDI Vioice none
.[E%) Address Graups 3 CTIDPP1EYAgentE001 emnail none
_____ 7 address Types G CTIDPP1SYAgent 7001 email, voice none
..... Mebwork VR 3 CTIDPPLEAgents001 opend, email, vocis nane
..... SP for CS1K 3 CTIDPP1EYAgenta001 openg none
..... % workstations G4 CTIDPP18Yjavals jawalx none
Defaults ECTIDPPlB\,emaiI email agent
- Logging Tools @1 CTIDPP 18 Adminiskrakar none Built-in accaunt For admini. ..
----- o Import/Export Tool | §3 CTIDPPLSYAMC_D Arnc Amc
----- B o7 Server G4 CTIDPP1BYAME 1 Amc Arne
G4 CTIDPPI8YAME_2 Amc fimc
D
|
VK; Reviewed: Solution & Interoperability Test Lab Application Notes 26 of 46

SPOC 12/20/2010 ©2010 Avaya Inc. All Rights Reserved. AMC Salesforce



Right click on the user imported previously and navigate to Properties.

SPOC 12/20/2010

©2010 Avaya Inc. All Rights Reserved.

'Hi CCT7 - [Console Root',NCCT Admin',Users]
B File  Action Miew Favorites indow  Help |;|i|5|
= | EEXFR 2=
[:l Console Root User Mame | Firsk Marne | Lask Marne |
' MCCT Admin 3 CTIDPP18YCCTUserD CCTUser CCT 7.0
3 Users G CTIDPP1S\CCTUserz CCTUserz oCT 7
""" (E User Groups 3 CTIDPP1SVCCTUser3 CCTUSerd CCT 7.0
""" (& Contact Center Us | &) -TIopp1gtccTUser] CCTUserl CCT 7.0
""" E C':'nt‘.a':t tenter Ust | &y ~Tiopp 1 ayvadin wadim none
""" i) Term!nals 3 CTIDPP1S\pavel pavel none
""" 3 Term!nal faraups ECTIDPPISﬁ,Dpenq openg nane
----- E Terminal Types .
..... E7 addresses @_CTIDPPIBﬁ,AgentSDDI woice nane
= Address Groups §3 CTIDPP1E\Agentannl email none
,,,,, E7 Address Types @_ CTIDPPLS\Agent7001 email, voice naone
,,,,, Mebwark TVR ECTIDPPIEIF\gentEDDI opend,email, vocie none
..... 5P For C51K §3 CTIDPP1E\AQento001 openq nore
..... & Workstations 3 CTIDPP18YjavaFx javalx TIare
..... Defaults 3 CTIDPP1emai ermail agent
----- Logging Tools @_ CTIDPP L&\ Administrakor none Built-in account For admini. ..
----- 2> Import/Export Tool | G SR yn Qelete
----- B CCT Server G5 CTIDPP1SYAME_1
§3 cTIDPP1B\Ame 2 Properties
Help
i O
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In the Terminal Maps tab, select the terminal configured in Section 5.1.1. Click Add.

1
I CTIDPP18'Amc_0 Properties I

v User Details I User Group Maps  Tetminal Maps | address Maps I T User Maps I

Bvailable Terminals and Mapped Terrminals and
Terminal Groups Terminal Groups

E HotDesking_1
T Line 104.0.4.0
T Line 104.0.4.1 Add ==
T Line 104.0.4.2
T Line 104.0.4.3
T Line 104.1.3.0 =< Remove

E’ Lime 72.0.0.0

i

Add Al

4

Rernove Al
KN I 2 KN I 2

W automatically mapfunmap related addresses

K, | Cancel | Apply |
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CTIDPP18"Amc_0 Properties

. User Details | User Group Maps  Terminal Maps | address Maps | CC User Mapsl

Available Terminals and Mapped Terminals and
Terminal Groups Terminal Groups
%% HotDesking_L 3% Line 72.0.0.0
T Line 104.0.4.0
T Line 104.0.4.1
T Line 104.0.4.2
f T Line 104.0.4.3
T Line 104.1.3.0 =< Remove |
Add Al |
Remove Al
KN I [T KN I— [
v Automatically mapjunmap related addresses
(4 | Cancel | apply |

Complete the configuration of the user by clicking Apply. Click OK to close the window.
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5.3. Create Contact Center Agent on CCMA

This section describes the procedure to create a call center agent on CCMA. Launch CCMA
GUI on Internet Explorer by typing in the CCMA URL.

a Contact Center - Manager - Login - Microsoft Internet Explorer
File Edit Wiew Faworites Tools  Help | &
eBack - O - E @ .(:j | ) Search <7 Fawarites 4% | rgjv & =

Address I@ http:ffetidppz2)

> CONTACT CENTER - MANAGER

About Contact Center Manager Adrministration User ID |
Password |
Login I
Change Password |
[~
@ Dione l_ l_ I_ l_ l_ | Trusted sites v
Login using the default user: webadmin (pw: webadmin).
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a Contact Center - Manager - Launch Pad - Microsoft Internet Explorer I

Eile Edit Yiew Favorites Tools Help

QBack - {) e E @ LfblpSearch <'> Favorites 44 | @v & =

Address I@ http:fickidppZ 2 fLaunchPad. asp

> CONTACT CENTER - MANAGER

@3 Contact Center Management @ Configuration Audit Trail_|
" Access and Partition = - ﬂl
2l J Scripting
Management About |
@3 Real-Time Reporting @  Emergency Help
@ Historical Reporting @ outbound
@ Call Recording and Quality
: Monitoring
[ -
|&] bone l_ l_ I_ I_ l_ | & Trusted sites 4
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Go to Contact Center Management. Select the CCMS server configured, and navigate to Add =
Agent. Enter Agent Name information and Login ID. This Login ID will be used in the
configuration of the Agent on MS CRM in Section 6.3. Assign a Supervisor.

a Contact Center - Manager - Contact Center Management - Microsoft Internet Explorer

File Edit Wew Favorites Tools  Help | al
@Back » ) - (¥ 2] 0| P search Favortes £ | - 0 B
Address I@ http:ffctidpp22) Cem/ j Go Links **

CONTACT CENTER MANAGEMENT Logged in user: webadmin | Logout

View/ Edit Add Status Launchpad Help

= D CCM Servers (Supervisors) -~
E----@u clicppz2
[l E Tel New Agent Details : AMC Agent Server: ctidpp22
M Super
[ 5 Supsr  User Details
Super 4G
[ Supervisor Default First Name: * [amMC User Type: IAgent - I
Last Mamme: * IAgent Login I0: * |4UU3
Title: | Perzanal DM: I
Departmert: | ACD Gueue: I
Language: I English - I ACD Queue Error: I ﬂ

Comment: ~
L

w Anent Information

Frimary Supervisor: = I Super AT - I Call Presentation: I Call_Centre_adrministratar = I
Agent Key: I Threshold: IAgent_TempIate 'I
Login Status: Tn Mame: I

Assign Skillset Type “Voice” and the skillset required by the call center.

Click on the Contact Type link and choose Voice out of the options given.

w Contact Types

Contact Type ~
Etotail

Cpeni
Outhound

Predictive_Outhbound

Yoice

N

Wieh_Communications
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Click on the Skillsets link and choose the skillset to be assigned to this agent. For the purpose of
the certification testing, skillset Default Skillset was chosen.

w Skillsets

| Skillzet Hame Contact Type Priority

w Azsign Skillsets

Showe all skillzets on server ctidpp22 where:

Skilset name | contains  ~| |

Search | List#ll |
Skillzet Hame (23} ™ Contact Type Priority
Default_Skilzet “ioice 1 - ]
Et_Defaul_Skillzet Ehdail |L|nassigned ;I
LabTestSkillset “aice | Unassigned =| [

6. Configure MCIS server and AMC Application Adapter for
Salesforce.com

6.1. Modifying config.ini on MCIS server

This section covers the procedure for configuring the AMC Connector and integrating it with
Communication Control Toolkit.

e Modify the config.ini in the C:\Program Files\AMC Technology\MCIS directory on
the MCIS server as follows. Note that the complete file is not shown below.

#HHH S R
MCIS Configuration file: Config.ini (Sample File)

MCIS Release 5.3
File Version 1.0

This file should contain all the potential keys for every module.
Refer to the MCIS Implementation Guide, Adapter Implementation Guide,
and Connector Implementation Guide for more information.

It is recommended you create a copy of this file for Backup

HHEHHHHFHHHHHAH

It is also recommended you create system specific ini files and copy

VK; Reviewed: Solution & Interoperability Test Lab Application Notes 33 of 46
SPOC 12/20/2010 ©2010 Avaya Inc. All Rights Reserved. AMC Salesforce




# the contents of those files to the config.ini file using the MCIS

# Administration Tool or Manually.

#
A

#HH#

# Global Keys

# Applies to every module that does not explicitly set their local value
Hit#

### MCIS CORE #i#

ModuleClass=AgentManagerClass,AgentManager.AMCAgentManagerModule
ModuleClass=DataStoreClass,DataStore.AMCMemoryDataStore
ModuleClass=EventManagerClass,AMCEventManagerModule.AMCEventManagerModule
ModuleClass=LicenseManagerClass,LicenseManager.AMCLicenseManagerModule
ModuleClass=WorkManagerClass,WorkManager.AMCWorkManager
ModuleClass=StandardizedClass,AMCMultiChannelInterface.AMCApplication
ModuleClass=CMGatewayClass,CMGateway.CMGatewayModule

Module=AgentManager,AgentManagerClass
Module=DataStore,DataStoreClass
Module=EventManager, EventManagerClass
Module=LicenseManager,LicenseManagerClass
Module=WorkManager,WorkManagerClass
Module=StandardizedInterface,StandardizedClass
Module=CMGateway,CMGatewayClass

### ADAPTER SPECIFIC ###

### SOAP Adapter
ModuleClass=SoapAdapter4DotNet_ProgID,SoapAdapter4DotNet.SoapAdapterModule
# Module=SoapAdapter,SoapAdapter4DotNet_ProgID

### Remoting Endpoints
ModuleClass=RemotingEndpointClass,AMCDotNetAdapterRemotinglLibrary.RemotingModule
Module=RemotingEndpoint,RemotingEndpointClass

### SAP Win Client Adapter
ModuleClass=MultichannelRfcClass,MultichannelRfc.AMCMultichannelRfcModule
ModuleClass=RfcClientClass,RfcClient.AMCRfcClientModule
ModuleClass=RfcServerClass,RfcServer.AMCRfcServer
ModuleClass=SAPphoneClass,SAPphone.SAPphone5Module

# Module=MultiChannelRfc,MultichannelRfcClass
# Module=RfcClient,RfcClientClass
# Module=RfcServer,RfcServerClass
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# Module=SAPphone,SAPphoneClass

### SAP Win Client Adapter - Agent Dashboard
ModuleClass=AgentDashboardClass,AgentDashboardModule.AMCAgentDashboardModule
# Module=AgentDashboardManager,AgentDashboardClass

### SAP Web Client Adapter
ModuleClass=ICIAdapterClass,ICIAdapter.ICIAdapterModule
# Module=IciAdapter,ICIAdapterClass

#i#t# ARG (Application Routing Gateway)
ModuleClass=RoutingEngineModule_ProgID,AMCRoutingEngine.RoutingEngineModule
ModuleClass=RoutingAddIn_ProgID,RoutingAddIn.SAPRoutingModule

# Module=RoutingEngine,RoutingEngineModule_ProgID

# Module=RoutingAddIn,RoutingAddIn_ProgID

### VB Adapter
ModuleClass=EventAdapterClass,EventAdapter.AMCEventAdapterModule
# Module=EventAdapter,EventAdapterClass

# Module=ClientEventManager, EventManagerClass

### CHANNEL SPECIFIC ###

### NULL Connector
ModuleClass=CTINullClass,CTI_NULL.AMC_CTI_NULL
# Module=CTIModule,CTINullClass

### Avaya CT/AES
ModuleClass=CentreVuCTI,CentreVuCTI.CentreVuCTIModule
ModuleClass=ARGRouterClass,CentreVuRouterDLL.AMCCentreVuRouter
# Module=CTIModule,CentreVuCTI

# Module=ARGRouter,ARGRouterClass

### Nortel CCT
ModuleClass=NortelCCTClass,NortelCCT7Connector.TelephonyConnector
Module=CTIModule,NortelCCTClass

### Cisco CTI
ModuleClass=CiscoCTI,Cisco.AMC_Cisco
# Module=CTIModule,CiscoCTI

### Aspect UIP CTI
ModuleClass=AspectUIP,AspectCTI.AspectConnector
# Module=CTIModule,AspectUIP

### CT Connect CTI
ModuleClass=NetMerge_ProgID,NetMerge.AmcNetMerge
# Module=CTIModule,NetMerge_ProgID
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LITIITII T I 77700707777 7777777777777777
//

// Telephony Connector for Nortel CCT 7
//

LITIITII TP 7 700707777 7777777777777777
TracelLevel=6

Channel=CTI1

InitiallLoginState=NotReady
SetStateOnLogin=True
UselLoginWorkaround=False
CCTServer=47.249.66.148
CCTDomain=47.249.66.148
CCTUserName=Amc_2

CCTPassword=amc123
CCTEncryptionLevel=None
DataStore=DataStore

KnownQueues=7000

CCTDataStoreFormat=STR
CompressAdditionCAD=true
UselLegacyCADFormat=true
DefaultObjectName=KEYVALUE

#it#

# Admin Tool

#

H#Hi#

[AdministrationTool]
AdminToolHost=<admintoolhost>
WebServiceHost=<WebserviceHost>
MCISName=MCIS
AdminRemotingPort=65372
SMTPServer=<smtpserver>

TracelLevel =5

TraceMaxSize =1000000

TracePath =C:\Program Files\AMC Technology\MCIS\Server\Logs\
TraceFileName=AdministrationTool.log

The “CCTServer” and “CCTDomain” fields are configured with the IP address of the
Communication Control Toolkit. The “CCTUserName” and “CCTPassword” fields are
configured with the username and password of the user imported into CCT in Section
5.2. The value contained in the “RemotingPort” field is used to complete the AMC
Application adapter configuration.
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6.2. Configuring Salesforce.com Server for MCIS

The AMC Adapter runs on each agent’s PC and therefore has to be installed separately on every
agent. Upon the start of installation, a splash screen will display the Adapter information
followed by the first screen of the installation.

AMC CT1 Adapter for Salesforce
Version 3.1

AMCCT msnuuwmsmﬁnmm
E hﬂmdﬂﬂ-ﬁm cugh e pogan
e a0 Plagie sl
i

— (oo ]

VK; Reviewed: Solution & Interoperability Test Lab Application Notes 37 of 46
SPOC 12/20/2010 ©2010 Avaya Inc. All Rights Reserved. AMC _Salesforce



]
AMC CTI ADAPTER welcome to the InstallShield Wizard for AMC

CTI Adapter for Salesforce.com

for
. The InstallshieldiR) Wizard will install ArC CTI Adapter For
ﬁm-"- o171 Salesforce.com on wour computer, To continue, click Mext.

WARNING: This program is protected by copyright law and
inkernational kreaties,

—_

ST

AMGC TECHNOLOGY

= Back

Cancel |

Click Next to continue. The installation can be continued as default since the MCIS information
will be entered after installation.

In order to communicate with the MCIS server, the application adapter for Salesforce.com needs
to be configured to connect with the remote module in MCIS. The configuration can be
imported in Salesforce.com This can be done by importing the information in an XML file
(provided by AMC) with the configuration information contained within it (Note this is an
extract of the actual XML file).

<?xml version="1.0" encoding="UTF-8" 7>
<callCenter>
<section sortOrder="0" name="reqGenerallnfo" label="General Information">
<item sortOrder="0" name="reqInternalName" label="Internal
Name">AMCSalesForceCallCenter</item>
<item sortOrder="1" name="reqDisplayName" label="Display Name">AMC Salesforce Call
Center Adapter</item>
<item sortOrder="2" name="reqDescription" label="Description">AMC Salesforce Call
Center Adapter</item>
<item sortOrder="3" name="reqProgld" label="CTI Connector
Progld">AMCCTIAdapter. AMCCTIAdapter.1</item>
<item sortOrder="4" name="reqVersion" label="Version">2.0</item>
</section>
<section sortOrder="1" name="MCISInfo" label="AMC CRM Connector Information">
<item sortOrder="0" name="Server" label='""CRM Connector Server'>Server Name or
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IP</item>
<item sortOrder="1" name=""RemotePort" label=""Remote Port'">5666</item>
<item sortOrder="2" name="EventPort" label="Event Port">5558</item>
<item sortOrder="3" name="ChannellD" label="ChannelID">CTI1</item>
<item sortOrder="4" name="Queue" label="Queue">62</item>

</section>
</callCenter>

Items that need to be configured are as follows:
1. Tag: “Server” — Value should contain the Server Name or IP of the MCIS server.
2. Tag: “RemotePort” — Value should contain the Remote Port configured on the MCIS
server. This is defaulted to 5666 on both the MCIS server and the default XML provided,
However if it is change on any of these locations, it needs to be changed on the other.

Import the XML file on Salesforce.com. Navigate to App Setup = Call Center - Call
Centers.
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allCenterUploadUi?retURL=%2F04v%3FretURL%3D%252Fui%252Fsetup ~ a @ 44 | X @www.salesfurce(om

Q https://na7.salesforce.com/ui/setup/cti/C

| File Edit View Favorites Tools Help |
[ rile Edit View F Tools Hel

/ . 5 T : = »
I 'i':{ Favorites '|Q]GoogleTlanslate#e,., }QCaIICenterImpom X ‘ ‘ ] o~ > [ @ v Page~ Safety v Tools v @' !

| f)rce.com'.ﬂ Setup- System Log- Help-Logout |

|‘I Home I Start Here { ) I

oo
e

Call Center Import
! Personal Setup

| My Personal Information

@ Email To create your first call center record for a CTl adapter that was just installed, import the adapter's default XML call center definition file into

Import . salesforce.com. The call center definition file is located in the adapter's installation directory, and is typically named after the type of CTl system that the
@ Desktop Integration adapter supports (for example, "CiscolPCCEnterprise7x.xml"). View sample definition file |

—_—
App Setup [ import
B Customize New Call Center Import Information | = Required Information I

@ Tab Names and Labels Call Center Definition ||
File

@ Home i
i @ Activities |
H G e [xnport ] )

@ Leads
@ Accounts i

111

@ Contacts
@ Opportunities I
@ Quotes flew!
@ Forecasts
@ Cases
@ Self-Service
B Call Center
Call Centers
Directory Numbers
SoftPhone Layouts
@ Confracts
@ Solutions
@ Products
Partners -

@ Internet | Protected Mode: On v ®15%
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Once the XML file is imported, the content can be changed on Salesforce.com interface itself:

Q hitps.//na7.salesforce.com/_ui/cti/callcenter/CallCenter/d?id=04vA0000000Gmp9&retURL=%2F04v33FretURL%: ~

B[4 X

@ www.salesforce.com
==

le Edit View Favorites Tools Help

I g Favorites |22 ] Google Translatese.. | | Call Center: AMC.. X ‘7I Fa - B (3 # - Page~ safety~ Tools~ @~ »I
AT Setup: Sratem Log-Help- Logaut m ’
,' f)rce.com V') %

" Home { Start Here I » |

m

Call Center

! AMC Salesforce Call C
| Personal Setup » AMC Salesforce Call Center Adapter JZ
My P?lsunal Information Call Center Detail
mail
@ mpor
@ Desktop Integration Internal Name  AMCSalesforceCallCenterAdapterZ
Display Name  AMC Salesforce Call Center Adapter JZ
[ App Setup Description  AMC Salesforce Call Center Adapter James
B Customize CTl Connector Progld ~ AMCCTIAdapter. AMCCTIAdapter.1 I
Tab Names and Labels version 2.0
Home I
| B Actvties |
' : E‘j:‘d‘;a'gns CRM Connector 162 168 0.220 i
' B Accounts Remote Port 5666 i
i Z CDnlads_ . EventPort 5558
= 85;:12;5[“:}?5 Channelld  CTIt i
@ Forecasts TR Ty
& Cases
B Self Senice
B Call Center Using AMC Log  True ‘
Call Centers Trace Path  C-\Program Files\AMC Technology\A; 1 Adapter: .com Adapterilogs! |
Directory Numbers Trace Level 5
SoftPhone Layouts
o
@ Solutions Outside Prefix 9
@ Products Long Distance Prefix 1
a!'mEfS . International Prefix 01 2
@ Internet | Protected Mode: On oy "% v
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6.3. Configuring new agents on Salesforce.com

On the Salesforce.com page, navigate to Call Centers. From here choose the previously
configured Call Center in section 6.2. Here navigate to Manage Users.

At the bottom of the window, click on Manage Call Center Users.

[ Call Center: ANIC Salesforce Call Center Adapter 17 ~ salestorce com & Developer EGMOn Windows Intemnet Explorer I s

@C:)- [ hitpsi/ina7.salesforce.com_uicti/callcenter/Cal ICenter/?id=04vA0000000Gmp9&etURL=%2F04vi3FretURL%30%252R ~ § | B4 [ X |[[E] bing o -
File Edit View Favorites Tools Help
.7 Favorites ‘%ﬂ 2| Google Translate#e... | M Siebel 77 Installatio .‘QCaHCentenAMCW x ‘_‘ o~ v [ de v Page~ Safetyv Tools @+
X Find: o0l | Previous Next |[ 7] options ~ |
OUTBound  TRUE 5

‘WT_PrimaryLineAttachLog

OouTBound  TRUE
CONF_PrimaryLineAttachLog

EnableGenCommentFromCAD  TRUE

AutoFIlICADLIst  VAR_2=AccountNumber;VAR_3=VALIDATION
AllowEditLogAfterCall TRUE
NoStripOnDN  FALSE

TranConfPara

DisableDropParty TRUE
DisableOneStepTransfer FALSE
DisableReconnect  FALSE
DisableSecondLinePopup  TRUE

CustomizeWrapup
IgnoreinboundWrapup  FALSE
IgnoreOutboundWrapup  FALSE

Send Specific Data To VF

Enable Send Specific ~ FALSE
Data To VF

Display Key List  OwnExtension=0wn;ContactHandle=h;DNIS=DNIS

call Center Users Manage Call Center Users call Center Users Heip @
call Center Users by Profile

Standard Platform User 1
Total 1

1

Home | Accounts | Contacts | Cases | Solutions | Reports | Dashboards | Documents | All Tabs

Copyright © 2000-2010 salesforce.com, inc. All rights reserved. | Privacy Statement | Security Statement | Terms of Use | 508 Compliance

@ Internet | Protected Mode: On v ®15% v
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e Edit View Favoriles Tools el -
G Favoeites |25 «| @3] Google Trarsiatede, | Lo Call Conter: AME. X |

5~ =Ll #IT Pags * Safaty = Tmlsvav ]

| ﬁrce.com'ﬁ

Hame | Start Here | b

Setup- Syster Log: Help: Logaut

JOrCECONT Focecom x| ° |

Call Center
slorce Call Center Adapter 17: Manage LUsers

AMC
Al Cal Centerg = AMC Salealorce Cal Center Adapler 17 = Manage Usans
View: |q[x] Creale Hew View

Personal Setup

My Persanal kbfarrmatian
B Ermnail

B mpart

B Desitap Inlegralion

App Sctup

alBle|nlE|FlalH]JKILIM | rlalr|a| T |u|v|w| | vz aher BN

Add More Users | Remove Users

U

[ Astien Full Mama = Al LHa ranse Rala  Proflla
B Custormize
@ Tab Mames and Lebels 7] | Remave pexierd, Q4 qalesier Slandard Platioim User
@ Home
@ Activiliiss I
@ Carmpaigrs alBlelolElFlalHDIKILIMIN|GPlal RIS TIUIV]W] &) 2] oner XN I
@ Leads
@ Accounls
@ Cortacts
@ Opporfunilics
@ Ouotes Hewt
@ Forecasts
& Casas
3 Eaf-Sarice
@ Call Canler
Call Certars
Directary Bumbsars
SeaPhone Layauls
@ Gorfracts
@ Saltons
@ Products
& Partnars v
_ & Internet | Protecied Mode: On for R1sw v
Click on Add More Users to create new users.
Firat Mams E' User Licesss  |Salestorce
Last Mama Protile |- [
Alin Active
Ermuail Mabile User [
- O o A [ e
Community Nicknama o Accansibdity Mode [
Titha Checkout Enabled E
Campany | Fhaone
Depaririant Extansdan
........................................ - | —
Mobils
Email Encoding l['ﬁmm]mim-auq
Employes Nusmbor
oo ekl S e e e L S e S |
Saraal ]
Enter agent information in the relevant fields.
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I =R o Ik mation
User Licensa  [[Salesioroe

o R
5 ard User

ALthva
Sy A i e
Sobik Vsl  pyrre————————
Mobile Configuration  — @
Arcessibidity Moda :‘,ﬂ
Checkaut Enabled I

Phona
Extenpaan

Under Profile choose Standard User. Click Save to complete the action.

An agent will login to Salesforce using the above credentials. Once logged in, they can login to
the AMC application by going to the Home tab. When the agent logs in, they will need to input
the Login ID configured in Section 5.3 for the Agent ID field and the Personal DN configured
in Section 4.1 for Extension.

Enter your login credentials ..
Agent 1D
Password Calen
Extension Tod
| | You
Pinwarad Ery _1 _.
AMC TECHNOLOGY )
Search
I 1 —
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7. General Test Approach and Test Results

A test plan developed by AMC and DevConnect was implemented. The test plan included
testing of various call flows and agent states. Agent and call states shown on AMC agent
console were visually inspected for verification against actual call states on the physical phone
sets.

8. Verification Steps

Agent and call states shown on the AMC agent console were compared against the physical
phone sets for verification.

9. Conclusion

These Application Notes describe the configuration steps required for AMC Application adapter
with Salesforce.com to integrate with Communication Control Toolkit to successfully control
and monitor agent and call states.

10. Additional References

The following Avaya product documentation was used for the setup of the test bed:
[1]Contact Center Installation (NN44400-311)

[2] Contact Center Commissioning (NN44400-312)

[3] Contact Center Configuration — CS 1000 Integration (NN44400-512)

All Avaya product documentation for Contact Center Manager Server can be found at
http://support.avaya.com/.

The following documentation was provided by AMC:

[1] AMC Application Adapter for Salesforce.com Implementation Guide
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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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