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Application Notes for Avaya Proactive Contact 5 with Inisoft
synTelate Web Agent 2.1 using CTI — Issue 1.0

Abstract

These Application Notes describe the configuration steps required for IniSoft synTelate Web
Agent 2.1 to successfully interoperate with Avaya Proactive Contact 5 using Computer
Telephony Interface. IniSoft synTelate Web Agent provides secure integration with Avaya
Proactive Contact 5 from a web browser and consists of Web Server, Web Agent Connection
Service, Web Agent License Service, Desktop Component, synTelate Designer, Campaign
Compiler and Database. IniSoft synTelate Web Agent 2.1 was compliance tested against
Avaya Proactive Contact 5 using Computer Telephony Interface.

Information in these Application Notes has been obtained through interoperability compliance
testing and additional technical discussions. Testing was conducted via the DevConnect
Program at Avaya Solution and Interoperability Test Lab.
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1. Introduction

These Application Notes describe a compliance tested configuration comprised of Avaya
Proactive Contact 5 using Computer Telephony Interface (SoftDialer) and IniSoft synTelate Web
Agent 2.1. SoftDialer uses a Telephony Server Application Programming Interface (TSAPI) link
with Avaya Aura® Application Enablement Services (AE Services).

2. General Test Approach and Test Results

The interoperability compliance testing evaluated the ability of synTelate Web Agent 2.1 to carry
out call handling functions in a variety of scenarios through its TSAPI and Agent API interface
with AE Services and Proactive Contact 5, respectively. The feature test cases were performed
both automatically and manually. Outbound calls were automatically placed and delivered to
synTelate Web Agent by Proactive Contact, and inbound calls were manually placed and
delivered to synTelate Web Agent by Communication Manager. Different types of jobs were
exercised, along with different actions initiated from synTelate Web Agent, to verify proper
generation and handling of supported messages from Proactive Contact and Application
Enablement Services TSAPI. The Proactive Contact Editor was used to start/stop jobs. The
verification included checking the display of fields, options, and values on synTelate Web Agent,
and verification of the exchanged API events in the agentl APILtrans log files was also
performed. All test cases were executed.

2.1. Interoperability Compliance Testing

The compliance testing examined the synTelate Web Agent application interoperability with
SoftDialer to handle Outbound and Managed campaigns. Outbound campaign focuses only on
outbound calls initiated by the dialer. Managed campaign is a special type of outbound campaign
where the agent releases the call to be dialed after reviewing the customer information. The
following features on the synTelate Web Agent were tested:
e Login/ Logout
Ready / Not Ready
Join Job / Leave Job
Finish Call
Release Call
Call Back
Agent Owned Recall
Update Record
Preview Call
Job Linking
Job Transfer
Job End

2.2. Test Results

All test cases that were executed have successfully passed.
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2.3. Support

Technical support for the synTelate Web Agent is available as follows:
e Telephone Help Desk - +44 (0)141 552 8800 or 0800 052 1015
e Web - http://inisoft.co.uk/support.html.
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3. Reference Configuration
Figure 1 shows the setup used for the compliance test.
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Figure 1: Avaya Proactive Contact 5 using CTI and synTelate Web Agent Configuration

synTelate Web Agent provides secure integration with Proactive Contact from a web browser. It
consists of a number of major architectural components as listed below:
e Desktop Component
Web Server
Web Agent Connection Service
Web Agent License Service
Designer
Campaign Compiler
Database

Desktop Component

synTelate Web Agent uses a Desktop Component to provide a communication channel between
Proactive Contact and the agent’s browser. The Desktop Component opens a socket on the
agent’s PC and listens for any incoming data from Proactive Contact via the Web Agent
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Connection Service. The installation file for the Desktop Component is hosted on the Web
Server and agents will be prompted to download and install it the first time they log in.

Web Server

The Web Server requires installation of the .NET Framework 3.5 SP1 to be performed before the
installation of the synTelate Web Agent. The recommended hardware configuration for
synTelate Web Agent is to host the Web Server, the Web Agent Connection Service and the
Database server on separate machines.

Web Agent Connection Service

The Web Agent Connection Service is a Windows Service that handles all communication with
Proactive Contact using SSL. When an agent logs in, the Web Agent Connection Service
establishes an SSL connection with Proactive Contact and maintains this connection on behalf of
the agent for as long as it is required. Each request from the agent’s browser is marked with the
agent’s login details so the correct connection is used to send commands to Proactive Contact.

Web Agent License Service
The Web Agent License Service is lightweight windows services that checks and monitors
license usage for agents logging in to synTelate Web Agent.

Designer
The synTelate Designer is a graphical tool that is used for the definition of the call flow and

agent screens.

Campaign Compiler
The Campaign Compiler is used to generate all web pages and programming logic required for
synTelate campaigns to run.

Database
The synTelate Database consists of client records that are used during inbound and outbound
campaigns which are imported from the SoftDialer.
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4. Equipment and Software Validated

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

Equipment Software

Avaya S8800 Server Avaya Aura® Communication Manager R6.0
R016x.00.0.345.0-18444

G650 Media Gateway

TN799DP C-LAN Circuit Pack HWI1 FW38

Avaya S8730 Server Avaya Proactive Contact 5 with Patch 269

Avaya S8800 Server Avaya Aura® Application Enablement
Services R6.1

Avaya 2420 Digital Telephone REL 4.00 HWV1 FWV 4

Inisoft synTelate Web Agent 2.1

Inisoft synTelate Database Microsoft SQL 2005 on Windows XP
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5. Configure Avaya Aura® Communication Manager

This section provides the procedures for configuring Communication Manager to support the
CTTI integration. The procedures include the following areas:

e Configure AEServices

e Configure Avaya Proactive Contact Adjunct Route

e Configure and record Announcements

5.1. Configure AEServices

Enter the node Name and IP Address for AE Services. Take a note of the CLAN node Name
and IP Address.

change node-names ip Page 1 of
2
IP NODE NAMES

Name IP Address
CLAN 10.10.16.31
CM521 10.10.16.23
Gateway 10.10.16.1
IPbuffer 10.10.16.184
Intuition 10.10.16.51
MedPro 10.10.16.32
Presence 10.10.16.83
RDTT 10.10.16.185
SESMNGR 10.10.16.44
SM1 10.10.16.43
SM61 10.10.16.201
default 0.0.0.0
devconaesé6l 10.10.16.30
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In order for Communication Manager to establish a connection to AE Services, administer the
CTI Link as shown below. Specify an available Extension number, set the Type as ADJ-IP,
which denotes that this is a link to an IP connected adjunct, and name the link for easy
identification, in this instance, the node-name is used.

add cti-link 1 Page 1 of 3
CTI LINK
CTI Link: 1
Extension: 1111
Type: ADJ-IP
COR: 1
Name: devconaesé6l

Using the command change ip-services, configure IP-Services for the AESVCS service. Using
the C-LAN node name as noted above as the Local Node

change ip-services Page 1 of 4

IP SERVICES

Service Enabled Local Local Remote Remote
Type Node Port Node Port
CDR1 CLAN 0 IPbuffer 9000
CDR2 CLAN 0 RDTT 9001

AESVCS y CLAN 8765

On Page 4, set the AE Services Server node-name and the Password that AE Services will use
to authenticate with Communication Manager.

change ip-services Page 4 of 4
AE Services Administration

Server ID AE Services Password Enabled Status
Server
1: devconaes6l Avayapasswordl Yy in use
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5.2. Configure Avaya Proactive Contact Adjunct Route

The following is configured in order to route calls from Communication Manager to Proactive
Contact Agents. This is the VDN which is referenced in the Proactive Contact Editor when the
outbound job is administered. The adjunct route provides the means for AE Services to deliver a
call from Communication Manager to an Agent on Proactive Contact. Enter a Name for the
purposes of identification, and specify the Vector Number configured below.

add vdn 1803 Page 1 of 3
VECTOR DIRECTORY NUMBER
Extension: 1803
Name*: Adjunct Route
Destination: Vector Number 3

Attendant Vectoring? n
Meet-me Conferencing? n
Allow VDN Override? n
COR: 1

TN*: 1

Measured: none

Extension*:
l1st Skill*:
2nd Skill*:
3rd Skill*:

VDN of Origin Annc.

VDN 1803 has a destination of Vector Number 3. The routing link number is established by
the administered position in the ip-services Page 4.

change vector 3 Page 1 of 6
CALL VECTOR
Number: 3 Name: Adjunct Rt
Multimedia? n Attendant Vectoring? n Meet-me Conf? n Lock? n
Basic? y EAS? vy G3V4 Enhanced? y ANI/II-Digits? y ASAI Routing? y
Prompting? vy LAI? y G3V4 Adv Route? y CINFO? y BSR? y Holidays? y
Variables? y 3.0 Enhanced? y
01 adjunct routing link 1
02 wait-time 2 secs hearing silence
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5.3. Configure and Record Announcements

When the Proactive Contact Agent logs in, changes state or disconnects, it will be played an
announcement. Ensure the station which is to record these announcements has a Class of Service
with console permissions set to yes (y) as shown below.

change cos-group 1 Page 1 of 2
CLASS OF SERVICE COS Group: 1 COS Name: s

[y

S BB BB BBKDBDDBBKBIK O
=

S BB BB BBKDBDBBKBKBDBHRE
=

S BB BB BBKDBDDBBKBKKNDN
=

S B8B83 338K I3IBBKNKIBBW
=

S BB B8BB8B8BBKDBDDBBKKIK®
=

S B8 B8 B8 3833 B8BKI3BBIKKNKBWU

Auto Callback

Call Fwd-All Calls

Data Privacy

Priority Calling

Console Permissions

Off-hook Alert

Client Room

Restrict Call Fwd-Off Net
Call Forwarding Busy/DA
Personal Station Access (PSA)
Extended Forwarding All
Extended Forwarding B/DA
Trk-to-Trk Transfer Override
QSIG Call Offer Originations
Contact Closure Activation

S BB B3B3 BB8BB8BBKDBDBB3B O
B ORKNKKKKNKBBEOEKK BRK
MKKNKKKKKK B K BRK DN
S BB BB BBKDBDBBBDBKIDBW
S BB BB B8BBKDBDB BB BKK®
S BB BB BBKDBDBBBRI3BD WO
S BB BB BBKDBDBBBOKIIK O
S BB BB BBKDBDDBBBBRKNKIDJ
S BB BB B8BBKDBDDBBBOKNKK ©
S BB BB BBKDBDBBKBBDBD VO
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The COS is administered on the station form as shown below.

change station 1603

Page 1 of

5
STATION
Extension: 1603 Lock Messages? n BCC: O
Type: 2420 Security Code: TN: 1
Port: 01A0704 Coverage Path 1: COR: 1
Name: Digital tes 2 Coverage Path 2: CoS: 1
Hunt-to Station:
STATION OPTIONS
Time of Day Lock Table:
Loss Group: 2 Personalized Ringing Pattern: 1
Data Option: none Message Lamp Ext: 1603
Speakerphone: 2-way Mute Button Enabled? y
Display Language: english Expansion Module? n
Survivable COR: internal Media Complex Ext:
Survivable Trunk Dest? y IP SoftPhone? n
Remote Office Phone? n
IP Video? n
Customizable Labels? y
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Assign an Announcement Feature Access code.

change feature-access-codes Page 1 of 10
FEATURE ACCESS CODE (FAC)

Abbreviated Dialing Listl Access Code:
Abbreviated Dialing List2 Access Code:
Abbreviated Dialing List3 Access Code:
Abbreviated Dial - Prgm Group List Access Code:

Announcement Access Code: *46

Answer Back Access Code: *24
Attendant Access Code:

Auto Alternate Routing (AAR) Access Code: 5

Auto Route Selection (ARS) - Access Code 1: 9 Access Code 2:
Automatic Callback Activation: *25 Deactivation: #25
Call Forwarding Activation Busy/DA: *21 All: *20 Deactivation: #20
Call Forwarding Enhanced Status: Act: Deactivation:

Call Park Access Code: *26
Call Pickup Access Code: *66
CAS Remote Hold/Answer Hold-Unhold Access Code:
CDR Account Code Access Code: *55
Change COR Access Code:
Change Coverage Access Code:
Conditional Call Extend Activation: Deactivation:
Contact Closure Open Code: Close Code:

In this case, announcements 771 — 774 are being used with an announcement board residing in
slot 01al2 of the G650 Media Gateway. Administer announcements as shown below.

add announcement 771 Page 1 of 1

ANNOUNCEMENTS/AUDIO SOURCES

Extension: 771 COR: 1
Annc Name: WelcomeToPC5 TN: 1
Annc Type: integrated Queue? y
Group/Board: 0lal2
Protected? n Rate: 64
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From the station with console permissions (1603), dial the announcement access code (*46),
enter the announcement to record (771-774), dial 1, and speak the announcement. Once you have
finished speaking the announcement, dial #. Perform the same for each announcement as shown
below.

list integrated-annc-boards

INTEGRATED ANNOUNCEMENTS

Board Location: 01A12 Time Remaining at 32Kbps: 221
Internal Group Announcement Length Size
Number Number Extension Name (Sec) (Kb)

1 771 WelcomeToPC5 4 30

2 772 You are now_in inbound mode 3 23

3 773 You are now_in outbound 3 23

4 774 You are not logged in 2 18
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6. Configure Avaya Aura® Application Enablement Services

Server

This section provide the procedures for configuring Application Enablement Services. The
procedures include the following areas:

e Verify TSAPI License

e Launch OAM interface

e Administer the Switch Connection

e Administer TSAPI Link

e Disable Security Database

e Resetart TSAPI Service

e Obtain Tlink name

e Administer Avaya Proactive Contact and synTelate user

6.1. Verify TSAPI License

Access the Web License Manager of AE Services, in this instance using the URL

https://10.10.16.30/WebLM/index.jsp. The Web License Manager Screen is displayed, login

using the appropriate credentials.
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https://10.10.16.30/WebLM/index.jsp

The Web License Manager screen below is displayed. Select Licensed products =
APPL_ENAB - Application_Enablement in the left pan to display the Licensed Features

screen in the right pane. Verify that there are sufficient licenses for TSAPI Simultaneous Users,
as shown below

Web License Manager (WebLM v4.6)

. Install License Application Enablement (CTI) - Release: 6 - SID: 10503000 {Standard License File)
v Licensed Products

'« APPL_ENAB “ou are here: Licensed products > Applicstion Enablernent (CTI)
Application_Enablement

= £ License installed on: 09-May-2011 13:46:25 o'clock GMT-00:00
| Uninstall License

: Change Password i e

| Server Properties

»Manage Users

E:VUAL\:QUNE_AAS;‘SI_CULAN_ASAI) 2011/11/05 |100 i

. (u\?,imﬁildEffEgfiggjﬁﬁlié‘gt_i%nc_oESKTOP) 2011/11/05 10 0
(VALLIE AES AEC SMALL ADUANCED) 20111705 |10 o
CWLAN Proprietary Links 2011/11/05 |100 5

(vALUE_AES_PROPRIETARY_LINKS)

SmallServerTypes:
£83000;58300d;ice; premio}tn8400;laptop; CtiSmallServer
MediumServerTypes:
ibmx306;ibmx306m;delll950;xen;hs20;hs20_8832_vm;CtiMediumServer
LargeServerTypes:
ispZ100;ibmx305;dI35093; dI385g1;d138502; unknown; CtiLargeServer
TrustedApplications: IPS_001, BasicUnrestricted, AdvancedUnrestricted,
DMCUnrestricted; 1XP_001, BasicUnrestricted, AdvancedUnrestricted,
Produst Notes DMCUnrestricted; 1xM_001, Basicunrest_ricted, AdvancedUnrestricted, Nat
(ALUE_NOTES) 2011/11/05 | DMCUnrestricted; PC_001, BasicUnrestricted, AdvancedUnrestricted, L
i DMCUnrestricted; CIE_001, BasicUnrestricted, AdvancedUnrestricted,
DMCUnrestricted; OSPC_001, BasicUnrestricted, AdvancadUnrestricted,
DMCUnrestricted; VP_001, Basicnrestricted, AdwancedUnrestricted,
DMCUnrestricted; SAMETIME_DOL,
VALUE_AEC_UNIFIED _CC_DESKTOP,,; CCE_001, BasicUnrestricted,
AdvancedUnrestricted, DMCUnrestricted; CSI_T1_001, BasicUnrestricted,
advancedUnrestricted, DMCUnrestricted; CS1_TZ_001, BasicUnrestricted,
AdvancedUnrestricked, DMCUnrestricted; AVATAVERINT_001,
BasicUnrestricted, AdvancedUnrestricted, DMClUnrestricted;

AES ADVANCED LARGE SWITCH
(VALUE_AES_AEC_LARGE_ADVANCED) EoLLiLLhos 10 9

TSAPI Simultaneous Users
(WALUE_AES_TSAPI_USERS) SURARNES Tl | 9

6.2. Launch OAM Interface

Access the OAM web-based interface of AE Services, in this instance using the URL

https://10.10.16.30. The Management console is displayed. Login using the appropriate
credentials.

AVAYA Application Enablement Services

Management Console

Please login here:

Username
Password

Login

Copyright @ 2009-2010 Avaya Inc. All Rights Reserved.
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https://10.10.16.30/

The Welcome to OAM screen is displayed next.

AVAYA

» AE Services

Communication Manager
Interface

Licensing
Maintenance

MNetworking

Security

Status

User Management

Welcome: User craft,

H H i Last login: Tue May 24 15:45:54 2011 from 10.10.16.62
Appllcatlo“ E“ablement ser‘"ces Hosthame/IF; deveonaessl/10.10.16.30
Management Console Server Offer Type: TURNKEY

SW Wersion: ré-1-0-20-0

Welcome to OAM

Home Home | Help | Logout

The AE Services Operations, Administration, and Management {OAM) WWeb provides you with tools for managing the AE Server, GAM spans the

following administrative domains:

AE Services - Use AE Services to manage all AE Services that you are licensed to use on the AE Server.
Communication Manager Interface - Use Communication Manager Interface to manage switch connection and dialplan.
Licensing - Use Licensing to manage the license server,

Maintenance - Use Maintenance to manage the routine maintenance tasks,

Metworking - Use Metwarking to manage the netwark interfaces and parts,

R

Authentication Modules for Linux) and so on,

Status - Use Status to obtain server status infornations,

User Management - Lse User Management to manage AF Services users and AE Services user-related resources,
Utilities - Use Utilities to carry out basic connectivity tests,

Help - Use Help to obtain a few tips for using the OAM Help system

e

Security - Use Security to manage Linux user accounts, certificate, host authentication and authorization, configure Linux-PAM (Fluggable

Depending on your business requirements, these administrative domains can be served by one administratar for both domains, or 5 separats

administrator for each damain.

Copyright @ 2002-2010 Avaya Inc. All Rights Reserved.
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6.3. Administer the Switch Connection

To establish the connection between Communication Manager and AE Services, click
Communication Manager Interface = Switch Connections. In the field next to Add

Connection (not shown), enter CM and click on Add Connection, the following screen will be
displayed.

AVAYA Application Enablement Services

Management Console

[ pommmesriicatian Manager It soe | Sk |

Hame | Help | Logaat

Connucilon Datails . (M

Samlih Py pmied |

Dl Plary Confem Sastch Fassord 21|
b Lensing g Berad [ Maraiter (1 - PN
¢ Mallenaace - -]
b byl Frocaians Qrrerst r
b GeliFity _Apply | Carenl

¢ Status

b LR s Rl
b LRkt

b Help

Copyrght oD IO 2ULE Aeams [nc W Baghis Bapprved

Complete the configuration as shown and enter the password specified in Section 5.1 when
configuring AESVCS in ip-services. Click on Apply, the screen below will be displayed.

AVAYh Application Enablement Services

Management Console

il Pl

Siig Fenod 1 faredior af Ackre Lomsarbons

b Lipensing * om :,h |:u:| :
* HMamlrnance L

Biddt Conreechiar IMF'.'CLMD\’ Iﬂlﬂﬁl‘ﬁlﬂ; Creiwts Cornedhar mmhﬂl
 Sorbw ok ing

b SECuty

¢ Glatus

b Ui Hanagement
F Lmidithe s
b Help

Coprrght © 0092019 Avaps ret. Al Bights Basarved

RP; Reviewed: Solution & Interoperability Test Lab Application Notes 17 of 61
SPOC 7/5/2011 ©2011 Avaya Inc. All Rights Reserved. PCS5CTISynWeb



Click on Edit PE/CLAN IPs in order to specify the IP address of the C-CLAN, as noted in
Section 5.1. Next to Add name or IP, enter the IP address of the C-LAN, upon clicking Add
Name or IP you will see the screen below.

AVJE\VJ:\ Application Enablement Services

Management Conole

{ cmmankatisn Manager Interdare | Swviks R Hams | Help | | oge

b Lioensing z - '
¢ HMamlenance
b hipbramrking
B Sty

* Statun

b Uier Masagrment
b Ui
b Help

Copresghlt O 000 0L Reapas [rec 80 Baghl Bapnrveed

6.4. Administer TSAPI Link

Select AE Services = TSAPI = TSAPI Links from the left pane. The TSAPI Links screen is
displayed.

relcome: User craft

1 1 1 Last login: Tus May 24 15:45:54 2011 from 10,10,16.62
AVAyA Appllcatlo“ E“ableme“t servlces HostName/TP: devconaesé1/10.10.16.30
Management Console Server Offer Type: TURNKEY

EW Wersion: r6-1-0-20-0

AE Services | TSAPI | TSAPI Links Home | Help | Logout

CWLAN TSAPI Links
pee [ uk | swichconmecion | swichcriumks | Asarimkverson | securiy |
DMCT
Add Link | _Edittink | Delets tink |
5MS
TSAPI

= TSAPI Links
= TSAPI Properties
TWS

» Communication Manager
Interface

» Licensing

b Maintenance

» Metworking

» Security

b Status

» User Management

» Utilities

¥ Help

Copyright @ 2009-2010 Avaya Inc. All Rights Reserved.
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Click on Add Link and configure the TSAPI Link as shown below.

AVAYA

CWLAN

DLG

DMCC

SMS

TSAPI

= TSAPI Links

= TSAPI Properties
TWS

Communication Manager
Interface

Licensing
Maintenance

MNetworking

Security

Status

User Management
Uutilities

Help

Application Enablement Services
Management Console

Add TSAPI Links

Link 1 B
Switch Connection CMx

Switch CTI Link Number |1 x

ASAI Link Version 48

Security Encrypted b
Apply Changes I Cancel Changes |

Copyright © 2009-2010 Avaya Inc. All Rights Reserved.

Welcome: User craft

Last login: Tue May 24 15:45:54 2011 fram 10.10,16.62
HostMame/IP: deveonaes61/10,10.16.30
Server Offer Type: TURMKET

SW Version: ré-1-0-20-0

AE Services | TSAPI | TSAPI Links Home | Help | Logout

Click Apply Changes and the screen below will be displayed with instructions to restart the

TSAPI Server.

AVAYA

CWLAMN

TSAPI

= TSAPI Links

= TSAPI Properties
TWS

Communication Manager
Interface

Licensing
Maintenance

Networking

Security

Status

User Management
utilities

Help

Application Enablement Services
Management Console

Apply Changes to Link

Warning! Are you sure you want ta apply the changss?
These changes can only take effect when the TSAPI server restarts,

Please use the Maintenance -> Service Controller page to restart the TSAPI server.

Apply Cancel

Copyright @ 2009-2010 Avaya Inc. All Rights Reserved.

welcome: User craft

Last login: Tue May 24 15:45:54 2011 from 10.10.16.62
HostMame/IP: devconaesé1,/10.10.16.30
Server Offer Type: TURNKET

SW Version: rg-1-0-20-0

AE Services | TSAPT | TSAPI Links Home | Help | Logout
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Click Apply, the following screen will be displayed showing the TSAPI Link.

Welcome: User craft

H H 1 Last login: Tue May 24 15:45:54 2011 from 10.10,16.62
AVAyA Appllcatlo“ E“able ment Ser\nces HostMame/1P: devconaes61/10.10.16.30
Management Console Server Offer Type: TURNKEY

BW Version: ré-1-0-20-0

AE Services | TSAPI | TSAPI Links Home | Help | Logout

CWLAN TSAPI Links
DLG 5 2 = = = m 2 &
DMCC

= 4 fol} i 4 Encrypted
SME

TSAPT Add Link | Edit Link | Delete Link |

= TSAPI Links
= TSAPI Properties
TWE

Communication Manager
Interface

Licensing
Maintenance

Networking

Security

Status

User Management
utilities

Help

Copyright © 2009-2010 Avaya Inc. All Rights Reserved.
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6.5. Disable the Security Database

Select Security = Security Database - Control from the left pane, to display the SDB
Control for DMCC and TSAPI screen in the right pane. Uncheck Enable SDB TSAPI
Service, JTAPI and Telephony Service, and click Apply Changes.

Welcome: User craft
1 H 1 Last login: Tue May 24 15:45:54 2011 frorm 10,10.16.62
AVAyA Appllcatlo“ Enablement Services HostName/IP: devconaes61,/10.10,16.30
Management Console Server Offer Type: TURMKEY
SW Wersion: ré-1-0-20-0
Security | Security Database | Control Home | Help | Logout

b AE Services

, Communication Manager SDB Control for DMCC, TSAPI, JTAPI and Telephony Web Services
Interface

» Licensing ™ Enable SDB for DMCC Service

» Maintenance [ Enabls SDB for TSAPI Servics, JTAPI and Telephony Web Services

» Networking Apply Changes

¥ Security

Account Management
Audit
Certificate Management
Enterprise Directory
Host 24
Pam
Security Database
= Control
CTI Users
= Devices
= Device Groups
= Tlinks
= Tlink Groups
= Wworktops
Standard Reserved Ports
Tripwire Properties
} Status
» User Management

» Utilities

» Help
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6.6. Restart TSAPI Service

Select Maintenance - Service Controller from the left pane, to display the Service Controller
screen in the right pane. Check the TSAPI Service, and click Restart Service.

Welcorne: User craft
avo y o Application Enablement Services Last login: Tue May 24 15:45:54 2011 from 10.10.16.62

Haosthame/IF: deveonaes61/10.10.16.30
Management Console Server Offer Type: TURNKEY
S Wersion: r6-1-0-20-0

Maintenance | Service Controller

Home | Help | Logout
» AE Services

Communication Manager

Service Controller
Interface
» Licensing | service  [controller Status
~ Maintenance I A=Al Link Manager Running
Date Time/NTP Server I pmcc serviee Riinning
O Funnin
Security Datahase CVEANsSenyice a
;i ™ DLG Service Running
Service Controller

[m] Transport Layer Service Running
Server Data

¥ Tsarl service Running
¥ Networking
» Security For status on actual services, please use Status and Control
b Status Start | Stop i Restart Service | Restart AE Server | Restart Linux I Restart Web Server
 F—

» User Management

b Utilities

» Help

Copyright © 2009-2010 Avaya Inc. All Rights Reserved.
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6.7. Obtain Tlink Name

Select Security = Security Database = Tlinks from the left pane. The Tlinks screen shows a
listing of the Tlink names. Locate the Tlink name associated with the relevant switch connection,
which would use the name of the switch connection as part of the Tlink name.

Note: The encrypted TSAPI link is used by Proactive Contact.

HostMame/IP: deveanaesél/10.10.16 30
Management Console Server Offer Type: TURNKET
SW Version: ré-1-0-20-0

Security | Security Database | Tlinks Home | Help | Logout

Welcome: User craft
ovoya Application Enablement Services Last login: Tue May 24 15:45:54 2011 from 10.10,16.62

» AE Services

» Communication Manager Tlinks
Interface

» Licensing Tlink Mame:

b Maintenance @ |AvATA# CHACSTA-S#DEVCONAESEL

b Networking Delete Tlink

~ Security

Account Management
Audit
Certificate Management
Enterprise Directory
Host 24
PaM
Security Database
= Control
CTI Users
= Devices
= Deyice Groups
= Tlinks
= Tlink Groups
= Waorktops
Standard Reserved Ports
Tripwire Properties
b Status
b User Management

» Utilities

¥ Help
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6.8. Administer Avaya Proactive Contact and synTelate User

In this section two users are configured, the first for use by Proactive Contact, and another for
the synTelate Client to communicate with the AEServices. Select User Management = User
Admin = Add User from the left pane to display the Add User screen in the right pane. Enter
desired values for User Id, Common Name, Surname, User Password and Confirm
Password. For Avaya Role, select userservice.useradmin from the drop down list. For CT
User, select Yes from the drop-down list. Retain the default value in the remaining fields. Click
Apply at the bottom of the screen (not shown below).

AVAYA

b AE Services

N Communication Manager
Interface

» Licensing

» Maintenance
» Networking
b Security
» Status
¥ User Management
Service Admin
User Admin
= Add User
= Change User Password
= List all Users

= Modify Default Users
= Search Users

» Utilities
» Help

Application Enablement Services
Management Console

Add User

Fields marked with * can not ke empty.

* User Id pcS

* Common Name pcsS

* Surnams pos

* User Password sssssssnss

* Confirm Password [eseessesss

Adrnin Mote l—
Business Category l—
Car License l—
CM Home [
Css Home l—
T User [ves =1

Department Number [
Display Name |
Employee Number l—
Employes Type l—
Enterprise Handle l—
Given Name |
Home Phone l—
Home Postsl Address [
Initials l—
Labeled URL [
Mail |
MM Homne l—
Mobile |
Qrganization l—

Welcorne: User craft

Last login: Tue May 24 15:45:54 2011 from 10.10.16.62
HostMame/IP: devconaes&l/10,10.16.30

Server Offer Type: TURMKEY

SW Wersion: ré-1-0-20-0

User Management | User Admin | Add User Home | Help | Logout
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Repeat the steps above to create the synTelate user. Enter desired values for User Id, Common
Name, Surname, User Password, and Confirm Password. For CT User, sclect Yes from the
drop-down list. Retain the default value in the remaining fields. Click Apply at the bottom of the

screen (not shown below).

Application Enablement Services
Management Console

AVAYA

b AE Services

b Communication Manager
Interface

Add User

oot bie st

[syneEs |
[synaes |
[symees |
[eesnanseas
[eoesesesas

adrin Nots |

Mone =

Fields marked with * ca
* User 1d

» Licensing

» Maintenance

= * Commaon Hame
b Networking

* Surname

b Security

* User Password

b Status * Confirm Password|

¥ User Management

Service Admin avaya Raole

User Admin Business Category

= Add User Car License

= Change User Password ©M Home

= List &)l Users —
Css Home

= Modify Default Users
= Search Users CT User [El Z'

Departrent Number

Display Mame

Employee Number
Employee Type
Enterprise Handle
Given Mame

Home Phone

Home Paostal Address

Initials 1
Labeled LRI 1
Mail 1
MM Horme 1
Mabile ||

Organization

welcome: User craft

Last login: Tue May 24 15:45:54 2011 from 10.10.16.62
HostMame/1P: devconaes61/10.10,16.30

Server Offer Type! TURMKEY

S Wersion: ré-1-0-20-0

User Management | User Admin | Add User Home | Help | Logout
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In addition, the user which will be used by Proactive Contact should be configured as an
unrestricted user. Select Security—> Security Database = CTI Users > List All Users from
the left pane, click on the radio button beside the user created above, in this case, PC5 and click
Edit. Place a tick in the box next to Unrestricted Access, as shown in the image below. Click
Apply Changes when done.

wieleome: User craft
H H H Last login: Thu Jun 2 09:39:02 2011 from 10.10.16.62
AVAyA Appllcatlo“ E“ableme“t Services HostMarne/IF: devconaes6l/10.10.16.30
Management Console Server Offer Type: TURMKEY

SW Wersion: re-1-0-20-0

Security | Security Database | CTI Users | List All Users Home | Help | Logout

» AE Services

Communication Manager Edit CTI User
Interface
» Licensing User Profile: User ID

& Common Name
b Maintenance

E=28 -}
o o
(LI}

Warktop Hame MOME

b Networking

Unrestricted Access

=

~ Security

Account Management Call and Device Control: Call Origination/Termination and Device Status
Audit
7 Call and Device Monitoring: Dievice Manitorin Mone &
Certificate Management & E
Calls On A Device Monitoring MNone ¥

Enterprise Directory

Call Monitaring
Host a8

PAM Routing Contral: Allow Routing on Listed Dewices Mone =

1|WHIE

Security Database apply Changes | Cancel Changes

= Contraol
@ CTI Users
= List all Users
= Search Users
= Devices
= Deyice Groups
= Tlinks
= Tlink Groups
= Wworktops
Standard Reserved Ports
Tripwire Properties
b Status
» User Management

» Utilities

» Help
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7. Configure Avaya Proactive Contact

This section provides the procedures for configuring Proactive Contact. The procedures include
the following areas:

e Verify Avaya Proactive Contact Licensing

e Configure CTI

e (Configure master.cfg

e Configure number format

e Configure the calling list

e Configure Avaya Proactive Contact Editor

7.1. Verify Avaya Proactive Contact Licensing

Access the Web License Manager of the Proactive Contact, in this instance using the URL
https://10.10.16.90:52233/WebLM/. The Web License Manager Screen is displayed, login using
the appropriate credentials.

S m——. "

F i = =
VP avaya

Logon

User Name: I

Password: I
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https://10.10.16.90:52233/WebLM/

The Web License Manager screen below is displayed. Select Licensed products =
Avaya Proactive_Contact in the left pane, to display the Licensed Features screen in the right
pane. Verify that there are sufficient licenses for each of the fields displayed:

— 2|
§ AVAyA Web License Manager (WebLM v4,7)

| Install License Avaya_Proactive_Gontact - Release: 5 - SID: 11618150 (Enterprise License File)
« Licensed Products

'+ Avaya_Proactive_Contact “ou are here: Licenzed Products > Avaya_Proactive_Contact > View by Feature
o e (IR License installed on: 29-Apr-2011 10:12:36 o'clock GMT
Configure Local WebLMs
Add Local WebLM

Delete Local WebLM

Modify Local WebLM Feature License |Currently
lisages (License Keyword) Capacity | Available

Allocations

Wiew by Local WeblLiM

Murnber of PBX Agents using Avaya CT with predictive 100 100
Periodic Status (WALUE_APC_PREDICTIVECTIAGENTS)
Uninstall License Mumber of telephone lines 100 100
| (WALUE_APC_PHOMELINES)
Change Password
Number of Agents with Predictive Dialing 100 100
Server Properties (WALUE_APC_PREDICTIVE_AGENTS)
| »Manage Users Wurmber of PBX Agents using Avaya CT 100 100
(WALUE_APC_TOTALCTIAGENTS)
Logout

Numnber of Supervisor Workstations 10 a
(wALUE_APC_SUPERVISORS)

Nurnber of Agents 100 100
(WALUE_APC_TOTAL_AGENTS)

Wiew by Local WebliM

e

7.2. Configure CTI

In order to establish the TSAPI link between Proactive Contact and AE Services, the relevant
fields were edited. From the Proactive Contact Shell, create a cti_passwd.cfg file by doing the
following:

e type cti_passwd -s (s denotes the CTI Option).

When prompted for the password enter the password assigned to the CTI user configured earlier
on the Application Enablement Services Server, and hit return, re-enter as requested. Navigate to
the /opt/avaya/pds/config/swif ct.cfg file and change the parameters as shown follows:

SERVER : AVAYA#CM#CSTA-S#DEVCONAES61
LOGIN:pc5

REASONCODE : 1
PHANTOMNUMBERS:1850-1854

WORKMODE : AUTO_IN

AGENTANSWER :NO

PRIORITYCALL:NO

Note: The Tlink and the Proactive Contact CTI username, as configured earlier.
Navigate to the /opt/avaya/pds/config/ directory. Copy and rename the tslibrc file, by typing cp
tslibre .tslibre and press Enter. Edit .tslibrc with the IP Address of AE Services, as shown.
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[Telephony Servers]

; This is a list of the servers offering Telephony Services via TCP/IP.

; Either domain name or IP address may be used; default port number is 450
; The form is: host name=port number For example:

; tserver.mydomain.com=450

10.10.16.30

’

; This file should be copied to CONFIG directory as .tslibrc.
; See master.cfg for the directory name.

; This entry overrides the [Telephony Servers] section, if any.

Navigate to /opt/avaya/pds/config — edit opmon.cfg as shown below:

CFGTIME:15
#DIALBACK:1-15:15:1::
#DIALBACKNUM:ALL
SOFTDIAL:1-15
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Edit dgswitch.cfg as shown below. Enter the same number of Headset Ports as the number of
outbound agents and the same number of Trunks as configured in the PORTS and the

LINEASSIGN rows of master.cfg

# Headset Ports
H:1:96:0::41-1-4-1
H:2:97:0::41-1-4-2
H:3:98:0::#1-1-4-3
H:4:99:0::#1-1-4-4
H:5:100:0::#1-1-4-5
H:6:101:0::#1-1-4-6
H:7:102:0::#1-1-4-7
H:8:103:0::4#1-1-4-8
H:9:104:0::#1-1-4-9
H:10:105:0::#1-1-4-10
H:11:106:0::4#1-1-4-11
H:12:107:0::41-1-4-12
H:13:108:0::4#1-1-4-13
H:14:109:0::#1-1-4-14
H:15:110:0::#1-1-4-15
# Normal Inbound/Outbound Trunks
N:1:168:0::4#1-1-11-1
N:2:169:0::#1-1-11-2
N:3:170:0::4#1-1-11-3
N:4:171:0::41-1-11-4
N:5:172:0::41-1-11-5
N:6:200:0::4#1-1-11-6
N:7:201:0::#1-1-11-7
N:8:202:0::#1-1-11-8
N:9:203:0::41-1-11-9
N:10:204:0::4#1-1-11-10
N:11:205:0::#1-1-11-11
N:12:206:0::#1-1-11-12
N:13:207:0::#1-1-11-13
N:14:208:0::#1-1-11-14
N:15:209:0::#1-1-11-15
N:16:210:0::#1-1-11-16
N:17:211:0::#1-1-11-17
N:18:212:0::#1-1-11-18
N:19:213:0::#1-1-11-19
N:20:214:0::41-1-11-20

# Transfer-thru Trunks
T:1:300:0::#1-1-18-1

Edit only the last 4 lines of voicemsg.cfg, this file refers to the announcements recorded earlier

on Communication Manager, shown below

250:greeting:771:Female:Folder4:Voice:Message27
251 :inbound:772:Female:Folder4:Voice:Message28
252:outbound:773:Female:Folder4:Voice:Message29
253:notLoggedIn:774:Female:Folder4:Voice:Message30
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Navigate to the /opt/avaya/pds/scripts directory and copy the telephny sp.spt file to the
telephny.spt file using the following command cp telephny_sp.spt telephny.spt. This file
defines Softdialer specific parameters.
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7.3. Configure master.cfg
Amendments to the master.cfg file were made as follows:

DBSERVERIP:10.10.16.90
IICB_HOST:devconsd
INBNDSYS :NO
NAMESERVICEHOST :devconsd
PRIMARY :YES
SWITCHTESTMODE : NO
SWITCHTYPE : SOFTDIALER
SYSOPS:5

TRANPORTS:1

TZ:EST5EDT
VISUAL_CPA:YES
WEBLMURL:http,//10.10.16.90,8080/WebLM/LicenseServer:

7.4. Configure number format

The phonefmt.cfg file located in /opt/avaya/pds/config contains details of how Proactive
Contact needs to manipulate numbers in the calling list in order to successfully place them via
Communication Manager. The final line in the file is configured as follows:

STD TO DIALFMT:*:ALLTYPES:10:1650::

In this instance, of the digits dialed, 10 are deleted and the digits 1650 are inserted.

7.5. Configure Calling List

Proactive Contact is delivered with a default calling list. In order to create a new calling list
based on the default list, enter the following from the Proactive Contact server shell:

go clist

cp list1 list2

go lists

cp listl.fdict list2.fdict

edit calllistapp.tbl and enter the new list into the table, as show below

This file contains the list names on a multi list system:

The format of this file is;:
name!type!stage!description!date!protected:

The ! represents a colon:

The standard types are OUTBOUND and INBOUND:

A YES in the 'protected' field means this lists's configuration:
# files cannot be deleted or edited or versioned:
1ist1l:0UTBOUND:ACTIVE:Collections Calling List:20061226:YES

inbndl : INBOUND:ACTIVE:Inbound Calling 1ist:20061226:YES
1list2:0UTBOUND:ACTIVE:Outbound calling 1list:20110509:NO

S o S S o
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7.6. Configure Avaya Proactive Contact Editor
In order for the Proactive Contact Editor application to communicate with the Proactive Contact

Server, the PC on which

it resides must be configured.

Edit % WINDIR%\system32\drivers\etc\hosts to include the hostname and IP address of the
Proactive Contact Server, as follows:

10.10.16.90 devconsd

Ensure all necessary services are running on the Proactive Contact Server. The following
commands start, check and stop the 3 services, the services must be stopped and started in the
order shown. All services must be started before proceeding:

start_db
start mts
start_pds
check db
check mts
check pds
stop_pds
stop_mts
stop_db
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Double click on the Health Manager icon on the desktop. You will be greeted with a screen,
complete it as shown below

=1 Configurator

You can specify the Primary Dialer, Email Server and the
D atabaze Server detailz.Pleaze re-run the Health Manitar after
zetting the detailz.

— Primary Proactive Contact Detailz

I arne; Idevcunsd

IP Address: | MW . 10 . 16 . 9@

[~ Use primary zerver for emaill and database

— Email Server Detailz

I arne; I

IP Address: | o . 0 . o0 . a0

— D atabaze Server Detailz

M ame: Idevcunsd

IP Address: | MW . 10 . 16 . 9@

] Cancel

]|

You will now be able to log in to the Health Manager with the sysadm login credentials. Close
Health Manager and double click on the Editor icon on the desktop. Log in with the sysadm

login credentials.
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Assuming that strategy phonel and calling list list2 (as specified in the previous section), are
being used, configure editor as shown below and click Verify, ensure verification is successful:

Detail | Initial Phone | _&ltemnate Initial Phone |_Detection Mode | Reties

B devconsd
Contact Management

Ali=d Ea R EE R
=ls o el

devconsd-list]
werify M &ctive devionsd-ist]
vitusl [l Active devconsd-list]

Results [ %]
phonel:ACTIVE [devcunsd]i\/erificatian successful ;I
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Click Selections, select all, and specify calling list 2, click Verify and ensure verification is

successful:

B devoonsd A @d|F |V r@xX|E2E| 2]

Contact Management

ion | File Yersion | List

a2 W Active
autoy M Active
autovunit [l Active
werify W Active
wirtual W :ctive

devconsdist?
devcongddist]
devicongdist]
devconzdist
devcongdist

Detall | Records

Time Zones | Results | Recalls| Sort

Setting Walue

List devconsd-istd
Ignare Time Zone

Selection Type

Urit Field

Strategy File phonel

phonel:ACTIVE [devconsd]: Verification successful

allACTIVE [deveconsd)|Werification successful

E
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Click run, and ensure that the selection selected includes some records:

Contact Management

al

all2 W Active
autay W Active
autovunit [l Active
werify W Active
wirtual W :ctive

devconsd-ist2
deviconsd-ist
deviconsd-ist]
devconsd-list]
devconsd-list]

B deveonsd jl]ﬁ‘vﬂlgm}iw\~/0x|§1§|?|

Detail | Records | Time Zones

Setting |Value

Ligt devionsd-ist2

lgnare Time Zane

Selection Type

Unit Figld

Strateqy File phonel
deviconzd: al ;I

Records Selected: 180
Recalls: 2
Tatal Records: 501
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Click Jobs select the outbnd and configure as shown. Note the outbound VDN 1803 configured
on Communication Manager is specified:

. dewconsd

Contact Management

HD@dE = + QX[ EE | ?|

Messages and Scripts

Calling Lists

Agent Keps
Schedule
Completion Codes

Campaign Templates
Agent Job List

= Call Pacing
Call Pacing Method
Expert calling ratio
Initial hit rate
Mirirnum hit rate
Cell Phone Campaign Call Progress [valid values 1-4, O for regular campaigns)
= Files
Outbound calling list
Fiecord selection file name
Outbound screen(s)
Agent keys definition file name
Do MNat Call group name
Mame of nest job to link ta
Mame of inbound job ta transter calls to
= Interactive Yoice Response
Allow VA agents on job
I¥F identifier
Initial script to un an the YA
Script bo run on the VA
= Job Type
Transaction verfication job
Run job without agents
Run job with OFCOM
Start Ofcam timer when
= Labels
Script label to wse for making cal
Main data processing label
Script label to wse OFCOM
= Managed Dialing
tManaged (preview] dialing
Allow agents to cancel call in preview mode
Time limit (zeconds) for preview
Display empty record at preview
Allow dialing from delsted record
Method fior record search at preview (LIS, HASH. NONE]
K.ey figld for LIS record search
= Outbound Processing
Shutdown job when no mare calls remain
Make altemate phone lowest priority in selecting next record
Order calling of records by time zone
WDN needed by the CTI Dialer only
= Post Processing

Job Detail
Job Jobtype | File Yersion | Outbound list | Inbound list Status Setting Walue
blend Blend W 2ctive devconsdlistl  devconsd-inbndl | Stopped = Basic
inbnd1 Inbound devconsd-inbnd!  Stopped Jaob description Qenenc
managed! Managed [l Active devconsd-list2 Stopped Tagged trunk-to-trunk transter data
dend Lz 4 + i Percentage complete of job ta trigger callzel of ink job 1]
Line twpe(s) for use on job REG
ey UWGound T TEvCorea st Topped E arligst start time 0g:00
wirtual “irtual W Active devconsd-list] Stopped Latest stop time: 2300
Calling party number [AMNI] 02075550000
Calling party number [AMI] by recard
Require unit 1D for agent login [m]
Transaction completion code(s) 1]

Expert Calling R atia
Wil

50
20
o

deveorsddist?
allz
list1

ag_cmdl
DHE

inbnd!

]

| ]{m}im}

o

ustomer beging to speak

wait1_f
generic

z00z00
H

O
O
]
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Continued from previous screenshot:

= Post Processing
Autarnatically start Update mode on customer hang-up
= Quota Settings
[uata setting [completion code,quata)
[uota settings file name
Save quota zetting when the job ends
= Recall
Recall rezchedule interval [minutes)
Fecall notification time [minutes)
Mumber of recall attempts
Auto azzign recall from |nfinite job to agents on another job
Marme of the job to get agent for recall
= Service Level
Dezired zervice level [percentage)
Time to connect tolerance [geconds)

|

—_
[}

DI’\JI’\J

Ofcom Timer 2
= Wait Queues
Tatal wait delay [zeconds) a0

Mumber of mezzage to play while on hold awaiting transfer

Click Verify and ensure verification completes successfully.

» X | & &2

[ B deveonsd
Contact Management

Job Detail
Setting

File Version | Outbound list | Inbound list Status

Walue

blend Blend W active devconsdist!  devoonsdinbndl  Stopped =] Basic

inbnd1 Inbound Il Active deveonsdinbnd] | Stopped Job description

managed] Managed W Active devconsd list2 Stopped Tagged trunk-to-trunk bransfer data

outbnd Outbound [l Active devconsd-ist2 Running Percentage complste of job ta trigger callsel of link job

Line typels) for use on job
Earliest start time
Latest stap time
Calling party rumber [AN1]
Calling party number [AN1] by record
Require unit 1D for agent login
Transaction completion codels]
= Call Pacing
Call Pacing Method
Expert calling ratio
Initisl hit rate
Minimum hit rate:
Cell Phone Campaign Call Progress [walid values 1-4, 0 for regular campaigns]

Results [ =]

P
outbnd2 ACTIVE (deveonsd): Verffication successhul

werify
wirtual

Outbound
Wirtual

Stopped
Stopped

devconsd list!
dewconsdiist]

W Active

Start Ofcom timer when
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REG

03:00

2300
02075550000

]
3

Expert Calling Ratio
Wi

&0

20

1}

devconsd-ist2
all2

list1

ag_cmd1
DNC

inbndl

O

oo

o

ustamer begins to spesk
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Start job.

B deveonsd
Cantact M. it
ontact Managemen| dZ Job Detail
Job Jobtype | File Version | Outbound list | Inbound st Status Setting Viglug
bend  Blerd  MlActve  dovoonsdlistl  devoonsdinbndl  Stopped =l Basic
bl Inbound WllActive devoonsdinbnd] | Stopped Job description genaric
managed! Maraged Wéctive  devoonsdlist? Stopped Tagged trunk-to-unk transfer dats
= oubrd  Dutbound WActive  devoonsdlist2 Fiunning Fercentage complete of job to igger calksel of ink job i
i c 12 Line typefs] for use on job REG
werity  Outbound WlActive  devoonsd st Stopped Earliost start time 0500
vitud  itual  WActive devoonsd st Stopped Latest stop fime 2300
Caling party number (1) 02075550000
Caling party number (4M1) by record
Fioquite unit 1D for agent login O
B Transacion completion codals) ]
£l Call Pacing
Call Pacing Method Evpart Caling Fiatin
Expert caling rati wi
Initial hit rate 50
Minimum it rate 20
Cell Phone Campaign Call Frogress [valid values 1-4, O for regular campaigns) 0
Resuks ] deveonschist?
| [1ob ouithd2 was statted on devcorisd | =] all2
list!
ag_cmdl
DNC
b1
O
il _>l_I
O
O
]
[ Sitest Ofcom timer when Customer begins to speck

The outbound job is now running, and Proactive Contact will be initiating outbound calls to
Proactive Contact Agents, once logged in. In this instance, synTelate Web Agent is used to log in
the Proactive Contact Agent. If the job fails to run as expected, ensure the outbound job file
within the /opt/avaya/pds/job/ directory has the following parameters set:

TESTMODE::
TESTOPER::
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8. Configure Inisoft synTelate Designer

This section provides the procedures for configuring synTelate Designer. The procedures include
the following areas:

e Administer Moagent32.ini

e Launch Designer

e Administer campaigns

e Publish Campaign for Web User

e Administer scripts and screens

8.1. Administer Moagent32.ini

From the PC running Designer, navigate to the C:\WINDOWS\system32 directory to locate the
Moagent32.ini file, amend this file as shown below.

[logon]
servername = 10.10.16.90
[ConfigSettings]

UseDIIDbs=0

8.2. Launch Designer

From the PC running Designer, select Start = Programs => synTelate = synTelate Designer
todisplay the Welcome - synTelate screen. Select the Designer tab. From the top menu, select
the Home tab. Click New and select Wizard - Dialler Wizard from the drop-down list (not
shown below) to create a new campaign.

]nhl: | -~!—\J . :{'-' = v
0
s Hame Plugirs Ruritime

=n_ g
@ @0 B X
[ Mew |Open Save  Sawve  Delete Run Stop Cut Copy F

- - s

Campaign Wizard
Dialler Wizard

Wizard used to setup a campaign with a dialler. F
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8.3. Administer campaigns

The Step 1 of 6 screen is displayed. Enter the following values shown, and retain the default
values for the remaining fields.

e e

“ Campaign Wizard with Avaya Proactive Contact

Step 1 of 6 - Basic Campaign Details
Please enter basic details For the campaign

Database ™ Marme *
synRun w | |CDmplianEE_TESting_Campaign
Password ™ Descripkion
dekkkkekk
Start Date
12{05(2011 v |
End Date Mokes
11/05/2012 v|

» O

Click on the arrow pointing right, the Avaya PCS Login screen is displayed. Enter the
credentials for the Proactive Contact supervisor and click on the green tick.

Avaya PCS Login X

k3

Agent MName | gizadm |

Paszwiord

O
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The Step 2 of 6 screen is displayed. Select the proper values for Call List and Job Name. Retain
the default value for Client Status Table, and select the proper Job Type. Proceed to Step 3.

-

. Campaign Wizand with Avaya Proactive Contact : E'E'

Step 2 of 6 - Choose Data Source
Please specify the data source For the campaign

Call List ™

listz - Job Tvpe

S e (" Inbound
| ase Eabian

lient Skatus Table *
outbndz -

additional Jobs
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The Step 3 of 6 screen is displayed, complete as shown and proceed to Step 4.

*\ Campaign Wizard with Avaya Proactive Contact

Step 3 of 6 - Database Behaviour
Plzase specify the desired behaviour of the Client Status Table recard in the database when a call is popped.

lient Record

E:

(" Match Existing ©n Field

Digplap an eristing oot i the Slenr Status Fablke foreach POS Calff
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The Step 4 of 6 screen is displayed.

L

« Campaign Wizard with Avaya Proactive Contact

Step 4 of 6 - Dialler Field Mappings
Please specify which fields from the dialler will be mapped to fields in the Client Status Table.

Available Fields Selected Fields

ACCTNUM

BALANCE >
CITY
COMMENT1

FINOPER >>
FRTHDATEL
FRTHTIMEL
NAME
NAME1
NAMEZ
PHOMNE1
PHOMEZ
STATE
SVICODE <
TOTALDUE

ZIPCODE
<<
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Click on the double arrow highlighted below to select all fields and proceed to Step 5.

L

« Campaign Wizard with Avaya Proactive Contact

Step 4 of 6 - Dialler Field Mappings
Please specify which fields from the dialler will be mapped to fields in the Client Status Table.

Available Fields Selected Fields

> ACCTHUM
BALANCE
: CITY
> COMMEMTL
A A—. E FIMNOPER.
FRTHDATEL
FRTHTIMEL
MAME
MAME1
MAMEZ
PHOMEL
PHOMEZ
STATE
< SVICODE
TOTALDUE

ZIPCODE
<<
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The Step 5 of 6 screen is displayed, amend as required and proceed to Step 6.

. Campaign Wizard with Avaya Proactive Contact

Step 5 of 6 - outbnd? - Fields
Please check the data tvpes and lengths and edit where required. Add any additional fields where necessary.

Field Mame |Ca|| List Field |Type |Length |Decimals |E><ists |Mu:u:|ifieu:| |Delete |“_‘
fAcCTrOm L ACCTNUM varchar 25 - O O
BALAMCE BALANCE numEric 204 O O
CITY CITY warchar 25| O O
COMMENT1 COMMENT1 warchar &0 |- O O |
FINCOPER. FINCOPER. warchar |- O O
FRTHDATEL FRTHDATEL datetime 10- O O
FRTHTIMEL FRTHTIME1 datetime 10/- O O
MAME MAME warchar 20/- O O
MAMEL MAMEL warchar Z51- | ] O |

00

f
+
@
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The Step 6 of 6 screen is displayed, this confirms your settings. Click on the Door icon
highlighted to complete the Wizard.

i

Osyrielate

B

 Campaign Wizard with Avaya Proactive Contact

Step 6 of 6 - Summary

Please ensure all details are correct, To alker details, navigate to the respective page.

B=]ES

CampalgnDeta|Is| Data Source | Database Behaviour | Additional Jobs |

Database |53.-'nRun |
Marne |Cu:nmpIiance_Testing_Campaign | CPGEMNo
Description

Maotes

Start Date |12j05/2011 + | EndDate |11 josjz012 v |

Cpen Campaign Deskiop

+NO

RP; Reviewed:
SPOC 7/5/2011

Solution & Interoperability Test Lab Application Notes
©2011 Avaya Inc. All Rights Reserved.

48 of 61
PC5CTISynWeb



8.4. Publish Campaign for Web User

To compile the campaign for web users, right click on Live button of the outbnd2 campaign,
and select Compile for Web Users option.

e« E3rB XO0BX9@®

Mew  Open  Save  Save Delete  Run Stop Cuk Copy  Paste  Delete  Undo  Zoom Campaign Carikrol Control
x e fs Properties  Alignment Sizing
Campaign Clipboard Toolbars

Pesigner—|-Stpervisor

blend4
Starts: 7102009 Ends: 771002010

[ . Design IV][ of Live I‘]

inbnd4
Starts: 7/9/2009 Ends: 7/9/2010

[ 0 Design IV][ o Live IV]

managed4

& Starts: 7/9/2009 Ends: 70902010

[ @pesion [+ [ o/ e |7

Starts: 7/9/2009 Ends: 77902010
Wigw Wizard 3
Wiews Configuration
Wiew Deskkop
Run Campaign
Edit Design
Set Darmant

outbnd4
Starts: 7/9/2009 Ep

Compile For Web Users

uutﬁnd4_1
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Click Compile Campaign when the screen below is displayed:

A Compile Campaign - Compliance_Testing_Campaign (LIVE)

° Therme:
O S r_Tre |a te"-" Theme: |\.fer5i|:|n 2 b |
y &vallable Customisations |Theme Defaults V|
Please select a theme and customisation set
then dlick on Compile Campaign,
[ Cormpile Carnpaign l
Preferences Close
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When Compile Complete is displayed and successful creation of the campaign webpages is
confirmed, click Close.

A, Compile Campaign - Compliance_Testing_Campaign {LIVE)

° Therme:
O synlelate ™ i
Available Customisations | Theme Defaults b
Please select a theme and customisation set
then click on Cornpile Carnpaig.
Cornpile Carnpaign
Copying local images to campaign folder.,.done ~

Gernerating script boxes., done

Generating details screens,, .done

Generating callback delegates,,.done
Generating Control Defaults functions.. done
Generating Rit Wizard functions...done
Generating localised language constants, . done
Generating code behind, . .done

Chiecking for unsupported features, . done
Generating Carmpaigns XML, ..done
Generating General Settings XML, ..done
Generating Agent Campaigns XML...done
Generating Completion Codes XML, .done
Generating Mail Merge Ternplates XML, . .done
Generating customised stylesheets, . done

COMPILE COMPLETE

Your campaian web pages bave been successfully created in C\Program FilesisynTelateweb Agent

Sites LIVEY CamnpaignstCompliance_Testing_Carnpaign_we, o
Preferences Close
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8.5. Administer Screens and Scripts

For the purposes of this compliance test, it is assumed that scripts and screens are created

according to requirements. A sample screen is shown below:

"E\). 85 e )5 Running - synTelate - o X
)
= Home @ - B
< @ @ ty O =l
XOeaXxX9e 8 & ¢ 9% &E
Cut  Copy Paste Delete  Undo Zoom Dialler Dial F &nsswer § Hangup Hold | Resdy  Redirect Save
| Litility — Complete Preview Retrieve - Call
Cut Copy Paste Tl Save New Delete
Good Afternoon Details |
— Compliance Outbound 2 Test
JOHN DOE
Name |30tN DOE | [301N DOE
Address
7401
Phone 1 2032323423
Phone 2 0000000000
Comments
Complete Call {21) ‘ l Set Recall
QUTBOUND : Home phone - 2032322422 Ready synTelate Server - Not Required
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9. Verification Steps

This section provides the tests that can be performed to verify proper configuration of synTelate,
Proactive Contact, and Application Enablement Services. Prior to verification, start an outbound
job on Proactive Contact.

9.1. Verify Inisfoft synTelate

To access synTelate Web Agent Login Page, start web browser and enter http://<ip address of
web server>/syntelatewebagent/welcomepage.aspx

synTelate WebAgent O

Logged in as : Not logged in : Headset no_:- Job :- Call type :-

@ synlelate

Welcome to synTelate WebAgent.

Click the button below to login
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On the login page, enter agent Username and Password as configured on Proactive Contact, and
Headset as configured on Communication Manager. Click OK button to login.

synTelate WebAgent O

Logged in as : Not logged in : Headset no. :- Johb - Call type :-

Welcome to synTelate WebAgent.

Please enter login details and click Login.

PCS Login

Username: |agent1

Password : |uuuu |

Headset: |1603|
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Join the previously configured campaign, in this instance click on Qutbound = outbnd2 —
Compliance Testing Campaign v3.

synTelate WebAgent O

Logeged in as apent1 Headset no. : 1603 Job -- Call type ;-

Welcome to synTelate WebAgent.

Please enterlogin details and click Log in.

\

Job List

Blend \ Inbound \ hanaged Outhound [1] \\

outbnd2 — Compliance Testing Campaign v3
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The screen shown below will be displayed while the agent joins the job:

synTelate WebAgent O

Logged in as :agent1 Headset no.: 1603 Joh z- call type :-

Welcome to synTelate WebAgent.

Please enterlogin details and click Login.

‘\Ir,_
’!l\\

Bla Joining Joh. Please wait...

outh
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When the agent is logged in to the job, the screen below will be showed while Proactive Contact
dials the next outbound call:

I> AV XD D> Campaign Compliance Testing Campaign v3 O

Logged in &= : agent1 Headset no.: 1603 dob: - Call type :

Lt
= < Waiting for next call
n
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Once the outbound call is answered, Proactive Contact delivers the call to agent1 as shown
below:

._(') v X dll > Campaign Compliance Testing Campaign v3 o

Logged in &= : agent1 Headset no.: 1603 Job : outbnd2 Call type : Outbound

Compliance Outbound 2 Test
Good afternoon
harme) |30HN DOE | 300N DOE
| Next | Address ]
[ 1
Comments
Complete Call (21) ‘ ‘ Set Recall
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9.2. Verify Avaya Proactive Contact

From Proactive Contact shell, type the command jobmon to verify agent is logged into the job

outbnd?2:

[STANDARD]
[ALLID]

Agent Activity

Job Activity

Summary Statistics
Job: [outbnd2][69]
Start time: 09.43.20

Current time:
Line Usage

All Outb ACD PTP Outbound Lines Cur Avg Peak
Logged in: 1 1 1 0 Demand: 1 1 1
Assigned : 1 1 Available 17
On Phone : 1 1 Total Lines 18
Calling Activities
Outbound Phone Calls
Records Selected: 335
Phone Calls made: 3
Cur/Run Hit Rate: 100/100%
Agent Connects 1
Queue 0
Recalls 3 0
Phone Calls Left: 168
[ Job outbnd2 ready for calling
]
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9.3. Verify Avaya Aura® Application Enablement Services

On AE Services, verify the status of the TSAPI link by selecting Status - Status and Control
- TSAPI Service Summary from the left pane. The TSAPI Link Details screen is displayed.
Verify the Status is Talking for the TSAPI link administered in Section 6.4, as shown below.

wielcarne: User craft
H H H Last login: Fri Jun 3 12:25:16 2011 from 10,10,16.62
AVAyA Appllcatlo“ E“ableme“t ser‘"ces HostName/IF: devconass61/10,10,16.30
Management Console Server Offer Type: TURNKEY
SW Wersion: re-1-0-20-0

Status | Status and Contral [TSAPT Service Summary Home | Help | Logout

» AE Services

» Communication Manager TSAPI Link Details
Interface

» Licensing I Enable page refresh every [60 7] seconds

» Maintenance

» Metwaorking

Msgs Msgs
a_ME from Switch
9 15 15

b Security

~ Status H I H 1 ” oM H 1 [Tating]| Thuaun 2 10:47:49 2011 | online 16 ” 30 H
Alarm viewer Qnline Offline
Logs

For service-wids informstion, choose one of the following

Status and Control TSAPI Service Status I TLink Status User Status

= CWLAMN Service Summary
= DLG Services Summary

» DMCC Service Summary

= Switch Conn Summary

= TSAPI Service Summary

» User Management

b Utilities

» Help

10. Conclusion

These Application Notes describe the configuration steps required for Inisoft synTelate Web
Agent to successfully interoperate with Avaya Proactive Contact with CTI. All feature test cases
were completed, with observations noted in Section 2.2.

11. Additional References

This section references the product documentation relevant to these Application Notes.
1. Administering Avaya Proactive Contact, Release 5.0, April 2011, available at
http://support.avaya.com.
2. synTelate v4.2 Training Manual 2011 Issue 01.doc
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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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