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While reasonable efforts have been made to ensure that the information in this document is complete and accurate at the time of printing, Avaya assumes no liability for any
errors. Avaya reserves the right to make changes and corrections to the information in this document without the obligation to notify any person or organization of such changes.

Documentation disclaimer

Avaya shall not be responsible for any modifications, additions, or deletions to the original published version of this documentation unless such modifications, additions, or
deletions were performed by Avaya. End User agree to indemnify and hold harmless Avaya, Avaya's agents, servants and employees against all claims, lawsuits, demands and
judgments arising out of, or in connection with, subsequent modifications, additions or deletions to this documentation, to the extent made by End User.

Link disclaimer

Avaya is not responsible for the contents or reliability of any linked Web sites referenced within this site or documentation(s) provided by Avaya. Avaya is not responsible for the
accuracy of any information, statement or content provided on these sites and does not necessarily endorse the products, services, or information described or offered within
them. Avaya does not guarantee that these links will work all the time and has no control over the availability of the linked pages.

Warranty

Avaya provides a limited warranty on this product. Refer to your sales agreement to establish the terms of the limited warranty. In addition, Avaya’s standard warranty language,
as well as information regarding support for this product, while under warranty, is available to Avaya customers and other parties through the Avaya Support Web site:
http://www.avaya.com/support. Please note that if you acquired the product from an authorized Avaya reseller outside of the United States and Canada, the warranty is provided
to you by said Avaya reseller and not by Avaya.
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THE SOFTWARE LICENSE TERMS AVAILABLE ON THE AVAYA WEBSITE, HTTP://SUPPORT.AVAYA.COM/LICENSEINFO/ ARE APPLICABLE TO ANYONE WHO
DOWNLOADS, USES AND/OR INSTALLS AVAYA SOFTWARE, PURCHASED FROM AVAYA INC., ANY AVAYA AFFILIATE, OR AN AUTHORIZED AVAYA RESELLER (AS
APPLICABLE) UNDER A COMMERCIAL AGREEMENT WITH AVAYA OR AN AUTHORIZED AVAYA RESELLER. UNLESS OTHERWISE AGREED TO BY AVAYA IN
WRITING, AVAYA DOES NOT EXTEND THIS LICENSE IF THE SOFTWARE WAS OBTAINED FROM ANYONE OTHER THAN AVAYA, AN AVAYA AFFILIATE OR AN
AVAYA AUTHORIZED RESELLER, AND AVAYA RESERVES THE RIGHT TO TAKE LEGAL ACTION AGAINST YOU AND ANYONE ELSE USING OR SELLING THE
SOFTWARE WITHOUT A LICENSE. BY INSTALLING, DOWNLOADING OR USING THE SOFTWARE, OR AUTHORIZING OTHERS TO DO SO, YOU, ON BEHALF OF
YOURSELF AND THE ENTITY FOR WHOM YOU ARE INSTALLING, DOWNLOADING OR USING THE SOFTWARE (HEREINAFTER REFERRED TO INTERCHANGEABLY
AS “YOU” AND “END USER”), AGREE TO THESE TERMS AND CONDITIONS AND CREATE A BINDING CONTRACT BETWEEN YOU AND AVAYA INC. OR THE
APPLICABLE AVAYA AFFILIATE (“AVAYA”).

Avaya grants End User a license within the scope of the license types described below. The applicable number of licenses and units of capacity for which the license is granted
will be one (1), unless a different number of licenses or units of capacity is specified in the Documentation or other materials available to End User. “Designated Processor”
means a single stand-alone computing device. “Server” means a Designated Processor that hosts a software application to be

accessed by multiple users. “Software” means the computer programs in object code, originally licensed by Avaya and ultimately utilized by End User, whether as stand-alone
products or pre-installed on Hardware. “Hardware” means the standard hardware originally sold by Avaya and ultimately utilized by End User.

License types

Designated System(s) License (DS). End User may install and use each copy of the Software on only one Designated Processor, unless a different number of Designated
Processors is indicated in the Documentation or other materials available to End User. Avaya may require the Designated Processor(s) to be identified by type, serial number,
feature key, location or other specific designation, or to be provided by End User to Avaya through electronic means established by Avaya specifically for this purpose.

Concurrent User License (CU). End User may install and use the Software on multiple Designated Processors or one or more Servers, so long as only the licensed number of
Units are accessing and using the Software at any given time. A “Unit” means the unit on which Avaya, at its sole discretion, bases the pricing of its licenses and can be, without
limitation, an agent, port or user, an e-mail or voice mail account in the name of a person or corporate function (e.g., webmaster or helpdesk), or a directory entry in the
administrative database utilized by the Software that permits one user to interface with the Software. Units may be linked to a specific, identified Server.

Database License (DL). End User may install and use each copy of the Software on one Server or on multiple Servers provided that each of the Servers on which the Software
is installed communicate with no more than a single instance of the same database.

CPU License (CP). End User may install and use each copy of the Software on a number of Servers up to the number indicated by Avaya provided that the performance
capacity of the Server(s) does not exceed the performance capacity specified for the Software. End User may not re-install or operate the Software on Server(s) with a larger
performance capacity without Avaya's prior consent and payment of an upgrade fee

Named User License (NU). End User may: (i) install and use the Software on a single Designated Processor or Server per authorized Named User (defined below); or (i) install
and use the Software on a Server so long as only authorized Named Users access and use the Software. “Named User,” means a user or device that has been expressly
authorized by Avaya to access and use the Software. At Avaya's sole discretion, a “Named User” may be, without limitation, designated by name, corporate function (e.g.,
webmaster or helpdesk), an e-mail or voice mail account in the name of a person or corporate function, or a directory entry in the administrative database utilized by the
Software that permits one user to interface with the Software.

Shrinkwrap License (SR). With respect to Software that contains elements provided by third party suppliers, End User may install and use the Software in accordance with the
terms and conditions of the applicable license agreements, such as “shrinkwrap” or “clickwrap” license accompanying or applicable to the Software (“Shrinkwrap License”). The
text of the Shrinkwrap License will be available from Avaya upon End User’s request (see “Third-party Components” for more information).

Copyright

Except where expressly stated otherwise, no use should be made of materials on this site, the Documentation(s) and Product(s) provided by Avaya. All content on this site, the
documentation(s) and the product(s) provided by Avaya including the selection, arrangement and design of the content is owned either by Avaya or its licensors and is protected
by copyright and other intellectual property laws including the sui generis rights relating to the protection of databases. You may not modify, copy, reproduce, republish, upload,
post, transmit or distribute in any way any content, in whole or in part, including any code and software. Unauthorized reproduction, transmission, dissemination, storage, and or
use without the express written consent of Avaya can be a criminal, as well as a civil, offense under the applicable law.

Third-party components

Certain software programs or portions thereof included in the Product may contain software distributed under third party agreements (“Third Party Components”), which may
contain terms that expand or limit rights to use certain portions of the Product (“Third Party Terms”). Information regarding distributed Linux OS source code (for those Products
that have distributed the Linux OS source code), and identifying the copyright holders of the Third Party Components and the Third Party Terms that apply to them is available
on the Avaya Support Web site: http://www.avaya.com/support/Copyright/.

Preventing toll fraud

“Toll fraud” is the unauthorized use of your telecommunications system by an unauthorized party (for example, a person who is not a corporate employee, agent, subcontractor,
or is not working on your company's behalf). Be aware that there can be a risk of toll fraud associated with your system and that, if toll fraud occurs, it can result in substantial
additional charges for your telecommunications services.

Avaya fraud intervention


http://www.avaya.com/support
http://www.avaya.com/support/LicenseInfo
http://www.avaya.com/support/Copyright/

If you suspect that you are being victimized by toll fraud and you need technical assistance or support, call Technical Service Center Toll Fraud Intervention Hotline at +1-800-
643-2353 for the United States and Canada. For additional support telephone numbers, see the Avaya Support Web site: http://www.avaya.com/support/. Suspected security
vulnerabilities with Avaya products should be reported to Avaya by sending mail to: securityalerts@avaya.com.

Trademarks
Avaya, the Avaya logo, and Aura are trademarks of Avaya Inc.

All non-Avaya trademarks are the property of their respective owners.

Downloading documents
For the most current versions of documentation, see the Avaya Support

Web site: http://www.avaya.com/support

Contact Avaya Support

Avaya provides a telephone number for you to use to report problems or to ask questions about your product. The support telephone number is 1-800-242-2121 in the United
States. For additional support telephone numbers, see the Avaya Web site: http://www.avaya.com/ support
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Log in to AVAYA AURA™ CONTACT CENTER

CONTROL MANAGER Administration

Follow these steps to log in to AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER (ACCM):

e Open Microsoft Internet Explorer

e Browse to the AVAYA AURA™ CONTACT CENTER CONTROL MANAGER server
(contact your system  administrator for the exact URL):
http://servername/accm

The following screen appears:

TF & |2 Avaya Contact Center Control Manager 6.0 I

AvAyA CONTACT CENTER CONTROL MANAGER

Type your username and password and click on the Login button.
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The AVAYA AURA™ CONTACT CENTER

CONTROL MANAGER Main Screen Layout

The AVAYA AURA™ CONTACT CENTER CONTROL MANAGER 2 main screen as it will

appear after a successful login:

The main screen is divided into four frames:

—
- Navigation Bar
¢ @ | 2] Avays Contact Center Control Manager 6.0 | i Page + {(} Tadls ~
. N

e R % = i
AVAYA 2 s A i B ; i § &
ConTRoL MANAGER Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
Locations cm VAL um Ccms PC AlC Ext. Systems LDAP Settings NAV Reporting Databases

4] |

Toolbar

Main Area

(A v]
o
a

ITADI Sarare
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Navigation Bar  This area contains a set of tabs that allow you to navigate between
the different aspects of Avaya Aura™ Contact Center Control
Manager administration.

Toolbar The toolbar contains a set of tabs to control the administration. The
tabs are related to the selected tab on the navigation bar.

Action Buttons Each tab on the toolbar has its own related action buttons.

The action buttons change according to the selected tab.

Main Area The main area presents the details and allows you to configure
information according to the tab selected.
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Functional Buttons

Buttons | Name Description
Add Add a new item.
Edit Edit the item selected.
Delete Delete the checked item(s).
Search for agent according to the entered
Search
value.
Save Save changes.
Close the current screen and go back to the last
Close

screen.

Import users/agents from an Excel file to the
Import AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER application.

CM Properties View/update the CM properties of an object.

g 0 80 v 000

Clone Clone the user/agent.
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Navigation Bar Tabs

Users

The Users tab allows you to manage the users and their details.

A user can be an agent, supervisor, manager, or administrator.

At the User Management tab, you can add users, edit their details, manage their

permissions, and assign agent skills.

[ 1A
= Org
[ chicago
[Cliondon
& [INew York
8 [sales
Opirect sales
O Telemarketing
Opans
O Tokyo
Ovirtual site
Unassigned

AVAYA G i
ConTroL ManaGER CFG Users

{
¥ ¥
Campaigns  Permissions

A & & & & i & v

AVAYA V-Vectoring Aucdit VR CCE Sched. Server [ Logout |

GEanao

nn O show active users only

ooooooooocoooo

Full name
Norman Beans
David Beck
David Berk
David Berk
Jonn Chase
Barb Even
Sven Heinig
Ervin Johnson
lichag! Jordan
Arkady Karpman
ke Larms
Frank Lampard

Horacio Lopez

Profile User name AVAYA login Status Extension
Agent 40056 Active 40000
Agent 3801 Active 40000
Agent 3802 Active
Agent 3037 Active 40000
Agent 2004 Active 40000
Agent 400885 Active 40000
Agent 3003 Active
Agent 3250 Active 40000
Agent 3036 Active 40000
Agent 3018 Active 40000
Administrator miamo. Active 8000
Agent 40043 Active 40000
Agent 20071 Active 40000
12
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The screen is divided into two sections:

The tree manages the users and sites/Departments/teams in the organizational
chart.

There are four levels according to the organizational hierarchy:
e Root
e Site
e Department
e Team

After highlighting a root, site, Department, or team name, the Users table displays all
users under it with their details.

“Unassigned” is a group that contains all deleted Agents.

The function buttons EJEIEd  that manage the site/Department/team details
are located at the right side of the screen.
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To add a new team, Department, or site, highlight on the highest level of the item
you want to add, and click on the Add button. The Details screen will open:
Each item can be added only from the level above it:

e From Root, you can add a site

e From Site, you can add a Department

e From Department, you can add a team

e From Team, you can add a user (in the table)

The higher-level item will be populated automatically

Add New Site screen:

AVAYA ey s & A j 4 i i . &
COoNTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server | Logout ]
site aa

Site name *

Site description

Site location * [ ~

Show in A-NAV

Site Location allows you to set a location for a site. All users and agents under that
site will be added to the systems under the linked location (CM, CMS, etc.)
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Add New Department screen:

AVAYA s

¥
ConTROL MANAGER CFG Users Campaigns  Permissions

Department name *

Add New Team screen:

AVAYA

ConTROL MANAGER CFG Users Campaigns Permissions

Team name *
Team department *

Team description

Fill in the details.

A § § i § i
AVAYA V-Vectoring Audit IVR CCE Sched. Server
New York v
Show in A-NA
A § i 4 i §
AVAYA V-Vectoring Audit IR cCE Sched. Server
Sales v
Show in A-AY

oa

The Show in ANAV checkbox determines whether the branch will be shown in ANAV.

Avaya Aura™ Contact Center Control Manager User’s Guide
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To delete a team, Department, or site, check the checkbox M next to the item and
click the Delete button.

You can check more than one item to delete.
The deleted items are actually set to “not active.”

Teams, Departments, or sites that are Not Active will not be presented in the tree or
on any relevant screen.

If a team, Department, or site is set to Not Active, all agents/users under it will be
transferred to the unassigned group.

To edit item details, double-click on the item name or highlight it and click on the
Edit button.

That will open the Details screen for editing.
Once you finish editing, click on Save button.

You can transfer the team to another Department by choosing one from the drop-
down list of available Departments.

Once it is changed, it will also be changed in the tree.
The users in that team will be transferred along with the team.

You can transfer a Department to another site by choosing one from the drop-down
list of available sites.

Once it is changed, it will also be changed in the tree.
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AVAVA 5 ' i A i 4 & & + & ity
CoNnTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE Sched. Server | Logout |
Cecaas
L |#
3 org nn [ show active users only
[Cchicage Full name Profile User name AVAYA login Status Extension
[London O Norman Beans Agent 40056 Active 20000
8 [lHew York ] David Beck Agent 3801 Active 40000
& [sales ] David Berk Agent 3802 Active
E ?!r\:;:i::m O David Berk Agent 2027 Active 20000
Clparis ] John Chase Agent 40049 Active 20000
@ O Bar Even Agent 40055 Active 40000
O virtual site O Swen Heinig Agent 3003 Active
Unassigned ] Ervin Johnson Agent 3250 Active 20000
O lichae! Jorgan Agent 3036 Active 20000
] Arkady Karpman Agent 3012 Active 40000
] Hike Lamd Administrator mlamb Active 3000
O Frank Lampard Agent 40043 Active 20000
] Horacic Lopez Agent 40071 Active 20000
12

The Users table shows all users in the chosen item in a grid view.

The table displays all users—agents, supervisors, managers, and administrators—
with their details.

The columns can be sorted by clicking on the column headers.

The table is divided to pages, and you can page between them to view the full list of
users.

If the Show active users only checkbox is checked, only active users will be shown.
Once it is unchecked, all users under the chosen item will be shown.

The function buttons that manage the user details are located at the top left of the
Users table

nn [ show active users only

Full name Profile User name AVAYA login Status Extension
O Norman Beans Agent 40058 Active 40000
|:| David Beck Agent ‘M Active 40000
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In order to add a new user, highlight the team name you want to add the user to,
and click on the Add button.

The Details screen will open, and you can fill in the details.

AVAYA 2 s 7 % A & @ 4 ¥ & &
ConTRoL MANAGER CFG Users Campaigns ~ Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server | Logout ]

m Permissions Skills Groups 1o view, Virtual Group Campaigns to view Skills to view VDN to view aa
7l i

Firstname (eng} * [ |
Surname (eng) * ‘ ‘

LDAP Username

Usemame

Password
Confirm password
AVAYA login *
Team * v
Template Default v

Description

[Jpefault User

Exportto external system(s)

Profile
® agent O supenisor © manager © Administratar

Available applications

Daace Eac Oaridema [CJccE config
Cem Ccws O [nevasn
Orc Crom [visual vector [Ovoice Portal

User defined fields
Field 1

P2 [ ]

The User Details screen is divided to five tabs:
Details

The details section contains the user’s personal details.

Field Description

First Name (En) User’s first name—must be in English*

Last Name (En) User’s last name—must be in English*

First Name (local User’s first name—used to support local languages
lang) other than English*

Last Name (local User’s last name—used to support local languages other
Lang) than English *
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Username The username the user will use to log in to any of the
relevant applications (one username for all applications
managed via AVAYA AURA™ CONTACT CENTER
CONTROL MANAGER )

Password Password the user will use to log in to any of the
relevant applications (one password for all applications
managed from AVAYA AURA™ CONTACT CENTER
CONTROL MANAGER)

Confirm Enter the password again to confirm it
Password
Avaya Login The agent’s login ID at Avaya Softphone according to

the CM numbering plan (if Dialing Plan is activate, the
Avaya login cannot be entered manually; the number is
inserted automatically according to the dialing plan)

Team The team the user is assigned to according to the
organizational hierarchical tree

Description Free text field

*When the agents are entered into the CM automatically from AVAYA
AURA™ CONTACT CENTER CONTROL MANAGER , the English name will be
entered into the CM, and the first name will be displayed on ANAV and can
be entered in any language.
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Profile

The Profile tab is used to manage the user profile. It contains additional
enabled fields and tabs.

There are four types of profiles: Agent, Supervisor, Manager, and
Administrator.

Select the radio button to chose the profile type.
Once one profile type is selected, new fields and tabs are opened for editing.

If Supervisor is chosen, the Extension Number field is displayed. The
extension number is essential to the Silent Login and Whisper operations,
which are performed by the supervisor.

Available applications

The Available Applications tab allows you to enable which applications the
user can log in to. The permission are set elsewhere in AVAYA AURA™
CONTACT CENTER CONTROL MANAGER .

In order to allow a user to log in to an application, mark the checkbox next to
the chosen application.

Once checked, the user can enter that application using the username and
password specified in the Details section.

You can select more than one application

After you save the Details screen for a new user, the Agent Skills screen will
pop up. Here you can assign skills to that agent.

You must add at least one skill in order to save the new user.

Export to external systems
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When integration between AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER and external systems is implemented using the AVAYA AURA™
CONTACT CENTER CONTROL MANAGER  API, this checkbox will be
automatically enabled. When saving the user/agent, external integration will
be triggered. If the checkbox is not checked, then the specific user/agent
won’t be saved to the external systems.

AIC properties

The AIC properties fields are enabled only when the integration to AIC is
enabled and the user has AIC on his Available Applications.

™ Default User

¥ Expartta external systemis)

Profile
= agent & Supenisor © Manager © Adrministrator

Exdension =

Available applications
M4 I sy [ cMs I Importer

I vR I~ mavas0 T rex Cre
I~ visual vectar

Dormain *
Site *

Task load * 1
Task celling * 1

[N RN K]

Wyarkgroup *
Administrator
Detaul

You must configure the following information when adding a new agent/user
to AIC:

e Domain
e Sijte
e Task load

e Task ceiling

e Workgroup

For more information, please refer to the Avaya Interaction Center

administration guide.
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s . F 2 & & 2 2 itnv
AVAYA G: 3 Y % A & 4 & o P
ControL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE Sched. Server | Logout ]
m Permissions Skills Groups to view Virtual Group Campaigns to view Skills to view VDN to view =] u
4] Bl .
Mike Lamb

Firstname (eng) * (ke ]

Sumame (eng) * [Lamb |

U miamb

Password

Caonfirm passwaord *

AVAYA login

Team * Telemarketing v

Template Default A

Description

[ Default User

[ Export to external system(s)

Profile
O Agent Q supenvisor QO Wanager @ Administrator
Extension * o000

Available applications

Flaace Oauic Daridema [¥] ccE Config
Fcu Ocus Fia [ navasn
Orc POM [Cvisual Vector Voice Portal

User defined fields
Field 1
Field2 | |

The Clone option allows you to create a new user/agent that copies almost all the
properties of the original one.

1. Toclone a user/agent, select an agent and click on the n button.

e For an agent, the following properties will be copied :

e Team

e Description

e Profile

e Skills and skill levels

e For a user, the following properties will be copied :

e Team
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e Description

e Profile

e Available applications
e Permissions

e Groups to view

e Campaigns to view

e Skills to view

e VDNsto view

e Vectors to view

e Locations to view

For both, you must enter the following uncloned properties:

e Name

e Username

e Password

e AVAYA login
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. . . . . .
AVAYA e b ¥ T A 4 4 4 4 4 &
CoONTROL MANAGER CFG Users Campaigns ~ Permissions AVAYA V-Vectoring Augit VR CCE Sched. Server | togout ]

4]

m Permissions Skills Groups to view Virtual Group Campaigns fo view Skills to view VDNs to view r.am u
L]

noam Even
First narme (eng) * ke ]
Surname (eng) * [Camb ]
LDAP Username
Usemame
Password
Confirm password
AVEYA login 10056
Team * Direct Sales v
Template Default v
Description

[ Default User

[¥ Export to external system(s)

Profile
@ Agent Q supenisor O Manager © Administrator

Avallable applications

Oasce Oac Oaridema [0 ccE config
el Ocws s} [CInavaso
Orc Orom [Ovisual vector Ovoice Portal

User defined fields
Field 1

L
oz [ ]

CM properties allow you to configure the agent properties in the CM, right from
AVAYA AURA™ CONTACT CENTER CONTROL MANAGER , in an easy and convenient
manner.

In order to view/update the agent’s properties, click on the Eg' button.
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The following screen will appear:

i . & A
FG Users Campaigns Permissions AVAYA V-Vectoring Audit VR CCE

AVAYA

ControL MANAGER

= m

Mike Lamb

Agent

Password | | Passward Confirmation

™ |1 | COR [1

Coverage path Security code
AAS | no ~ AUDIX | no A
LCW reception [spe LWC log external calls | no bt

AUDIX name

| PR
messaging——— tone
o ISDNJ:
LoginlD for ISDN; P o I
Display?

Auto answe

oss skills | system v
ACW agent considered id| work reason code type | system et
Logout reason code type | system ~ Maxri S tem

efore log
Direct agent skill ~| Forced Agent Logout Time
Senice objective [n v Direct agent calls first |

w| Call handling preference | skill-level v

Local call preference | n
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Permissions tab

AVAYA , by . § i j & it
ConTroL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
Users Skills Groups fo view Virtual Group Campaigns to view Skills to view VDNs to view BBDQ
| | i
Barry Willson
ACCH ~
Role Administrator v
Permissions

aTemplate

lessaging

o skl
[IRun List Usage aya Template
ab [ Update CFG CMS Tab FORGLDAS Seimg

[ Delete site

[ Add skill

ampaigns Tab

user permissions

View UM tab Add Dialing Plan Dialing Plan

The Permission tab controls the user’s roles and permissions for each application, in
one unified view for all applications.

The screen is divided into the various applications that were selected through the
Available Applications screen.

The user can have only one role for each application.
The permissions set for each role are taken from the permissions defined for the role
in the AVAYA AURA™ CONTACT CENTER CONTROL MANAGER Permissions

Management tab, and can only be edited there.

Once a role is chosen, its assigned permissions are shown in read-only form; they
cannot be edited.

You cannot set specific permissions for specific users: you can only assign a role.
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In order to add or update the role, choose one from the drop-down list, then click

the Save button.

AVAYA

ControL MaNaGER

Users

¥
Campaigns

Skills

a- a-

£ A : J
Permissions ~ AVAYA V-Vectoring Audit
Groups to view Virtual Group Campaigns o view

Role ministratar

Permissions

Delete Extension

Import VDN

Update CFG CM Exporter Tab
Update CFG PC Tab

Update userveclors to view

View A

ya Intercom Group
View IVR Tab

View Schedule Server Tab
Update user

Delete team

Add site

Update role

Delete skill

View CFG Tab

View Campaigns Tab

Update user permissions
Update CFG network

Update user campaigns to
view

ew UM tab

Barry Willson

Administrator

Add Avaya TerManager
Supernvisor
Advanced !WESSL'—WEQMQ Cloneuser

Location

CH Exporter
Delete Messaging

|

Extension

Run List Usage Update AIC CFG

Update CFG CMS Tab

Update Extension Update Location

Use Bulk Skill Change Audit Tab

ew Avaya Pickup Group ya Term-ext Group
ew Locations Tab ew Messaging
ring Tab d user

Delete user dd team

Add department Update deparment

Update site Delete site

Delete rale d skill

d VDN Update VDN

ew Users Tab W Permissions Tab

ONYX Tab ew CNAV Tab

Update user skills Updste dialing plan

Update CFG system
parameters

Update CFG campaigns

Update user skills to view Update user VDNs to view

Delste location

Add Dialing Plan
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Update CFG Ext Systems Tab T

8-
Sched. Server

Skills to view VDNs to view

d Messaging

Delete Avaya Template
mpart Skill
Update Avaya Template

Update CFG LDAP Setting

ab

Update user locations t view
View Avaya Group Page

[view oM options

View One-X Application

mport users

Update team

Delete department

Update skill
Delete VDN
ATab

View ANAY Tab

Update CFG databases

Update user teams to view

w CM tab

Delete Dialing Plan
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AVAYA

ControL Manacer

4

Users

N A i i i i i
CFG Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server

2l

Tim Richter

Available skills Agent skills

Skill name Skill name

The Skills tab allows you to assign skills and skill levels for each agent.

& ity

ocoa

You can assign or delete skills for an agent by using the arrow [ = H - ]

buttons.

The screen presents the skills available at the contact center, and which skills and

levels that the agent has been assigned in the Agent Skills section.

Levels range from 1-16, which you can chose from the drop-down list or enter in the

text box.

The level reflects the skill level of that specific user on that skill.

The change is updated directly in the CM.
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Groups to view tab

AVAYA A i é &
) 0 0 0 @
Cnmmmmeaugn CFG E Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
Users Permissions Skills Virtual Group Campaigns to view Skills to view VDNs to view nmmm
o ]

Barry Willson

The Groups to view tab manages the sites/Departments/teams that the user will be
able to see in ANAV and can manage through AVAYA AURA™ CONTACT CENTER
CONTROL MANAGER.

The Groups to view tab is displayed only if the user profile type is Supervisor,
Manager, or Administrator.

Check M the sites/Departments/teams that the user should see in ANAV.

Only these groups will be shown in the agent’s tree and under Display Agents in
ANAV and AVAYA AURA™ CONTACT CENTER CONTROL MANAGER .
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Virtual groups to view

AVAYA h " A

CoNTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server

Users Permissions. Skills Groups to view Campaigns to view Skills to view VDN to view nmmm
4 L]

Barry Willson

Available virtual groups User virtual groups
/irual group name Virual group name

Sales Agents

The Virtual groups to view tab manages the virtual groups that this user will be able
to see in ANAV and can manage through AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER .

The Virtual groups to view tab is displayed only if the user’s profile type is
Supervisor, Manager, or Administrator.

Check M the sites/Departments/teams that the user should see in ANAV.

Only these groups will be shown in the agent’s tree and under the Display Agents
screen in ANAV and AVAYA AURA™ CONTACT CENTER CONTROL MANAGER .
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Campaigns to view tab

The Campaigns to view tab manages the campaigns that this user will be able to see
in the ANAV application and that can be managed through AVAYA AURA™ CONTACT
CENTER CONTROL MANAGER .

The Campaigns to view tab is displayed only if the user’s profile type is Supervisor,
Manager, or Administrator.

The Available Campaigns section shows all the campaigns in the application.

You can assign or remove campaigns to be viewed by the user using the arrow

AVAYA . A i i i i i & i
ConTRoL MANAGER CF6 Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
Users Permissions Skills Groups to view Virtual Group Campaigns to view SKills to view VDNs to view EBDB

| | L]

Barry Willson

CRM project v
Available campaigns
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.
VDNs to view tab
AVAYA ] ™ s A & § é " & &
ConTroL MANAGER CFG Users Campaigns Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
Users Permissions Skills Groups to view Virtual Group Campaigns to view SKills to view m nm[jn

q J 0

Available VDNs Dhs to view

VDN name

The VDNs to view tab manages the VDNs that this user will be able to see in the
ANAV application and that are managed through AVAYA AURA™ CONTACT CENTER
CONTROL MANAGER .

The VDNs to view tab is displayed only if the user’s profile type is Supervisor,
Manager, or Administrator.

Chose the VDNs that the user should see in the ANAV and AVAYA AURA™ CONTACT
CENTER CONTROL MANAGER by using the arrow buttons.
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Skills to view tab

AVAYA ; A i i i i i
CUNTROLyMANAGER CFG E Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server

Users Permissions Skills Groups to view Virtual Group Campaigns to view m VDHs to view DBDQ
[

| J

Barry Willson

Available skills Skills to view

Skill name Skill name

The Skills to view tab manages the skills that this user will be able to see in the ANAV
application and that can be managed through AVAYA AURA™ CONTACT CENTER
CONTROL MANAGER.

The Skills to view tab is displayed only if the user’s profile type is Supervisor,
Manager, or Administrator.

Chose the skills that the user should see in the ANAV and AVAYA AURA™ CONTACT
CENTER CONTROL MANAGER using the arrow buttons.

Page 34 of 335

Avaya Aura™ Contact Center Control Manager User’s Guide



Avaya Aura™ Contact Center Control Manager User’s Guide

Vectors to view tab

AVAYA A 4 4 8 i : & in
ConThOL MANAGER CFG E Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE Sched. Server

Groups to view Virtual Group Campaigns to view Skills to view VDNs to view Vectors fo view Locations fo view nmnn
Kl [

Barry Willson

Avallable vectors ectors to view

Vector name Vector name
Sales Routing Support

The Vectors to view tab manages the vectors that this user will be able to see and
manage in the V-Vectoring application.

The Vectors to view tab is displayed only if the user’s profile type is Supervisor,
Manager or Administrator

The Vectors to view tab is enabled only if the user has the V-Vectoring application
enabled under Available Applications.

You can assign or remove vectors to be viewed by the user by using the arrow
buttons.
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Locations to view tab

AVAYA o § § ; § § 4 o

GoNTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server

Groups to view Virtual Group Campaigns to view Skills to view VDNs to view Vectors to view
- [ (2%

Barry Willson

The Locations to view tab manages the locations that this user will be able to see and
that can be managed through AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER . The location access of the user affects which Communication Manager

objects he will be able to manage in AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER .
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Delete Item

In order to delete a user, check the checkbox M next to the name and click the
Delete button.

You can check more than one user to delete.
Clicking the Delete button deactivates the user.

Users that are Not Active will be shown in gray in the User table and will not be
shown in the tree on ANAV.

A user can be activated from the checkbox on the User Details screen.
A user who is Not Active cannot enter any of the applications.

Once a user is deleted, the Active checkbox is unchecked.
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Edit User

To edit a user’s details, double-click on the name or highlight it and click on the Edit
button.

That will open the Details screen for editing.

Once you finish editing, click on the Save button.

To search, enter the value you are looking for in the Search text box and click Search.
You cannot search for teams, Departments, or sites—only for users.
Only the users under the selected item in the tree are searched.

You can search for any detail in the table: first name, last name, Avaya login, or login

+ F 2 2 2 2 2 itnv
AVAYA G s . % A ¥ & ¥ i ¥ &
GoNTROL MANAGER CFG Users Campaigns ~ Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server [ Logout |
ftim ric el
g0 @nu Oshow active users anly
[chicago Full name Profile User name AVAYA login Status Extension
[ v.andon [} David Berk Agent 3302 Active
Sven Heinig Agent 3003 Active
B [INew York
=0 EEE | Arkady Karpman Agent e Active 50000
Direct Sales
E Tesmaryen ] Mike Lamb Administrator miamb Active 2000
emarketing
Clparis il David Ferry Agent 3n0s Active 40000
Clokyo O Tim Richter Agent 3008 Active
[ virtuat Site [m| Barry Wilson Supervisor barmyw 3008 Active 40000

Unassigned
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Matching results will be displayed in same table format (the table will display only
matching users).

AVAYA T . A " i N ; ; 2
T e crG Users Campaigns ~ Permissions ~ AVAYA  V-Vectoring Audit R cce Sched. Server
nnn Oshow active users onl
Full name Profile User name AVAYA login Status
O Tim Richter Agent 3009 Active
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Permissions Tab

The Permissions tab allows you to set the roles for each application and the set of
permissions for each role.

£ X & 2 & 2 2 it
AVAYA ¢ 2 » % A @ & 4 4 & a
ConTROL MANAGER CFG Users [ELIETIER permissions AVAYA V-Vectoring Audit VR CCE Sched. Server [ Logout ]

AACC ACCM AlC CCE Config cm CMS Q PC POM Visual Vector  Voice Portal nn

Roles
Role Description Updated by Last update date|

] Administrator System roke TNV T 10/08/2008

O lanager System roke Y T 281072007

] Supervisor System roke TN T 29/10/2007
Permissions
[ Add Avaya Template [ Add Extension [ Add Location [ Add Wessaging
[ 4dvanced Messaging Ccione user Clcm Exparter [Coelete Avaya Template
O Delete Extension [oelete Messaging Cimport Extension Oimport kil
Climpertvon [CIRun List Usage Cupdate AIC CFG [Jupdate Avaya Template
[Jupdate CFG CM Exporter Tab [update CFG CMS Tab [update CFG Ext Systems Tab [Jupdate CFG LDAF Setiing Tab
Olupdate CFGPC Tab [lupdate Extension Oupdate Location [OJupdate user locations to view |
O update user vectars to view [ use Bulk Skill Change O view Audit Tab O view Avaya Group Page
O view Avaya Intercom Group [ view Avaya Pickup Group O view Avaya Term-ext Group [Iview CW options

Each application will have its own tab under the Permissions tab.

Each application tab is divided into two sections: roles and permissions.

The Roles section lists all roles, with details.

A user’s role controls the set of permissions that the user has in that application.
The Permissions section lists the permissions assigned to role.

The permission states what the user can see and execute within the application in
question.

To add new role:
Click on the Add button.

The Details screen will open:
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AVAYA
ConTROL MANAGER 75
LDAP Mapping

Role name *

Role description

Permissions
[ selectDeselect Al
[ Add Avaya Template

FG CM Exporter Tab
Cupdate CFG

PCTab

-
«
Users

. A 8 . i
Campaigns AVAYA V-Vectoring Audit IVR

Search
[l view All Agents
[view Al vDNs Filter AVAYA
Eview Al siills Sub Fiter Abb dialing
Oview All vectors

[ Add Location

G BExt Systems Tab

Oupdat

Cupdate Extension cation

Fill in the details: name and description.

& & & it
CCE Sched. Server
P
v
5

id Messaging
Avaya Template
Skill

aya Template

pdate user locations to view

Then select the permissions assigned to that role by checking M the relevant ones.

You cannot add new permissions; you can only choose from predefined list.

Click Save.

To edit a role, double-click it or highlight its row and click on the Edit button.

Double-clicking on a specific role will display all the users who have that role.

Double-clicking on a name will take you to that user’s record.

Follow the same instructions for all applications.

AVAYA

uthes Mananin

EEE
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AVAYA AURA™ CONTACT CENTER CONTROL

MANAGER Permissions

P ; \ . . . . itny
AVAYA e 2 s b A 4 ¢ @ @ @ 3
ConTROL MANAGER CFG Users Campaigns R EEG AVAYA V-Vectoring Audit IVR CCE Sched. Server | Logout ]

AACC ACCM AIC CCE Config cm Ccms o] PC Pom Visual Vector  Voice Portal n:

L Role Description Updated by Last update date
D ‘Administrater System role TNV THV 10/08/2008
D Manager System role THV THV 2911072007
O Supervisor System role TNV THY 26110/2007
Permissions
] Add Avaya Template [ 4dd Extension [ Add Location [ add Messaging
[ Advanced Messaging Ccione user [ cm Exporter [ Delete Avaya Template
[ Delete Extension [ pelete Messaging O import Extension O import Skill
import vou ORun List Usage O update AlC CFG O update Avaya Template
[update CFG CHM Exporter Tab [update CFG CHS Tab [ Update CFG Ext Systems Tab [ Update CFG LDAP Setiing Tab
[Jupdate CFG PC Tab [Jupdate Extension [JUpdate Location [ update user locations to view
[CJupdate user vectors to view [Juse Bulk Skill Change [ view Audit Tab [ view Avaya Group Page
[Cview avaya Intercom Group [Cview Avaya Pickup Group [ view svaya Term-ext Group [ view cM options
Clview VR Tab [Cview Locations Tab [Cview Messaging [ view One-x Application
[ view Schedule Server Tab [ view v-vectoring Tab [ Add user Oimportusers
Oupdate user O pelete user [ Add team O update team
[Delete team [14dd depariment [JUndate depariment [ Delete department
[ Add site Oupdate site O Delete site [ dd role
Add User The user can add new users/agents.
The user will see the .' icon above the Agents table.
Delete User The user can delete users/agents.
The user will see the = icon above the Agents table.
Update User The user can update user/agent details.
The user will see the n icon above the Agents table.
Import User The user can import users/agents from Excel files.
The user will see the u icon above the Agents table.
Clone User The user can clone users and agents.
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The user will see the icon n at the user/agent record.

Add Team The user can add new teams.

The user will see the icon.

Delete Team The user can delete teams.

The user will see the n icon.

Update Team The user can add update team details.

The user will see the n icon.

Add Department The user can add new Departments.

The user will see the ﬂ icon.

Delete Department The user can delete Departments.

The user will see the icon n

Update Department The user can add update Department details.

The user will see the n icon

Add Site The user can add new sites.

The user will see the icon.

Delete Site The user can delete sites.

The user will see the n icon.

Update Site The user can update site details.

The user will see the n icon.
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Add Role The user can add new roles.

The user will see the icon.

Delete Role The user can delete roles.

The user will see the n icon.

Update Role The user can update role details and assign permissions to it.

The user will see the n icon.

Add Skill The user can add new skills.

The user will see the ﬂ icon.

Delete Skill The user can add delete skills.

The user will see the n icon.

Update Skill The user can add update skill details.

The user will see the n icon.

Add VDN The user can add new VDNs.

The user will see the icon.

Delete VDN The user can delete VDNs.

The user will see the n icon.

Update VDN The user can update VDN details.

The user will see the n icon.

Add Extension The user can add new extensions.
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The user will see the icon.

Delete Extension

The user can delete extensions.

The user will see the n icon.

Update Extension

The user can add update extension details.

The user will see the n icon.

View CFG Tab

The user will see the top tab: CFG.

View Users Tab

The user will see the top tab: Users

View Permissions Tab

The user will see the top tab: Permissions

View AVAYA Tab

The user will see the top tab: AVAYA

View Campaigns Tab

The user will see the top tab: Campaigns

View CNAV Tab The user will see the top tab: CNAV
View ONYX Tab The user will see the top tab: ONYX
View ANAV Tab The user will see the top tab: ANAV
Update User | The user can update user permissions.
Permissions

The user will see D icon.

Update User Skills

The user can update the user/agent skills.

The user will see the D icon.

Update Dialing Plan

The user can update the dialing plan.

The user will see the D icon.

Update CFG Databases

The user can update data in Databases tab (under the CFG
tab).

The user will see the D icon.
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Update CFG Networks

The user can update data in the Networks tab (under the
CFG tab).

The user will see the D icon.

Update CFG Intervals

The user can update data in the Intervals tab (under CFG
tab).

The user will see the D icon.

Update CFG
Campaigns

The user can update data in the Campaigns tab (under CFG
tab).

The user will see the D icon.

Update User Teams to
view

The user can update users' Teams to view.

The user will see the D icon.

Update User
Campaigns to view

The user can update users' Campaigns to view.

The user will see the D icon.

Update User Skills to
view

The user can update users' Skills to view.

The user will see the D icon.

Update User VDNs to
view

The user can update users' VDNs to view.

The user will see the D icon.

Add Hunt The user can add a new hunt group.
The user will see the D icon.
Edit Hunt The user can edit a hunt group.

The user will see the D icon.
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Delete Hunt

The user can delete a hunt group.

The user will see the D icon.

Add Holiday Table

The user can add a new Holiday table.

The user will see the D icon.

Edit Holiday Table

The user can edit a Holiday table.

The user will see the n icon.

Delete a Holiday Table

The user can delete a Holiday table.

The user will see the n icon.

Add Time of Day Table

The user can add a new Time of Day table.

The user will see the ﬂ icon.

Edit Time of Day Table

The user can edit a Time of Day table.

The user will see the a icon.

Delete Time of Day
Table

The user can delete a Time of Day table.

The user will see the n icon.

Add Service Hour | The user can add a new Service Hour table.
Table

The user will see the icon.
Edit Service Hour | The user can edit a Service Hour table.
Table

The user will see the n icon.

Delete Service Hour
Table

The user can delete a Service Hour table.
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The user will see the n icon.

Add Coverage Path

The user can add a new coverage path.

The user will see the icon.

Edit Coverage Path

The user can edit a coverage path.

The user will see the n icon.

Delete Coverage Path

The user can delete coverage path.

The user will see the n icon.

Add Coverage Time of
Day

The user can add a new coverage time of day.

The user will see the ﬂ icon.

Edit Coverage Time of
Day

The user can edit a coverage time of day.

The user will see the n icon.

Delete Coverage Time
of Day

The user can delete a coverage time of day.

The user will see the n icon.

Add Pickup Group

The user can add a new pickup group.

The user will see the icon.

Edit Pickup Group

The user can edit pickup groups.

The user will see the n icon.

Delete Pickup Group

The user can delete pickup groups.

The user will see the n icon.
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Add Intercom Group

The user can add a new intercom group.

The user will see the ﬂ icon.

Edit Intercom Group

The user can edit intercom groups.

The user will see the n icon.

Delete Intercom

Group

The user can delete intercom groups.

The user will see the n icon.

Add Group Page

The user can add a new group page.

The user will see the ﬂ icon.

Edited Group Page

The user can edit group pages.

The user will see the a icon.

Delete Group Page

The user can delete group pages.

The user will see the n icon.

Add Announcement

The user can add new announcements.

The user will see the icon.

Edit Announcement

The user can edit announcements.

The user will see the a icon.

Delete Announcement

The user can delete announcements.

The user will see the n icon.

Add
mapping

off-pbx-station-

The user can add new off-pbx-station-mappings.
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The user will see the icon.

Edit
mapping

off-pbx-station-

The user can edit off-pbx-station mappings.

The user will see the n icon.

Delete off-pbx-station
mapping

The user can delete off-pbx-station-mappings.

The user will see the n icon.

Add off-pbx-telephone
config

The user can add a new off-pbx-telephone-config.

The user will see the ﬂ icon.

Edit off-pbx-
telephone-config

The user can edit off-pbx-telephone-config.

The user will see the n icon.

Delete off-pbx-

telephone-config

The user can delete off-pbx-telephone-config.

The user will see the n icon.

Add
Group

tem-extension

The user can add tem-extension groups.

The user will see the icon.

Edit
Group

tem-extension

The user can edit tem-extension-groups.

The user will see the n icon.

Delete tem-extension
group

The user can delete tem-extension-groups.

The user will see the n icon.

Add Template

The user can add templates.

The user will see the ﬂ icon.
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Delete Template

The user can delete templates.

The user will see the n icon.

Edit Template

The user can edit templates.

The user will see the n icon.

Add Dialing Plan

The user can add a dialing plan.

The user will see the icon.

Edit Dialing Plan

The user can edit a dialing plan.

The user will see the n icon.

Delete Dialing Plan

The user can delete a dialing plan.

The user will see the n icon.

Use CM Exporter

Add Data Module

The user can add a Data Module.

The user will see the ﬂ icon.

Edit Data Module

The user can edit a Data Module.

The user will see the n icon.

Delete Data Module

The user can delete a Data Module.

The user will see the n icon.

Add VRT The user can add a VRT.
The user will see the icon.
Edit VRT The user can edit a VRT.
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The user will see the n icon.

Delete VRT The user can delete a VRT.

The user will see the n icon.

Add Variable The user can add a Variable.

The user will see the icon.

Edit Variable The user can edit a Variable.

The user will see the n icon.

Delete Variable The user can delete a Variable.

The user will see the n icon.

Add  Abbr Dialing | The user can add an Abbr Dialing Group.
Group

The user will see the icon.

Edit Abbr Dialing | The user can edit an Abbr Dialing Group.
Group

The user will see the n icon.

Delete Abbr Dialing | The user can delete an Abbr Dialing Group.
Group

The user will see the n icon.

Add Abbr Dialing | The user can add an Abbr Dialing Personal.
Personal

The user will see the icon.

Edit Abbr  Dialing | The user can edit an Abbr Dialing Personal.
Group

The user will see the n icon.
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Delete Abbr Dialing | The user can delete an Abbr Dialing Personal.
Personal

The user will see the n icon.
Add  Abbr Dialing | The user can add an Abbr Dialing System.
System

The user will see the icon.
Edit Abbr Dialing | The user can edit an Abbr Dialing System.
Group

The user will see the n icon.
Delete Abbr Dialing | The user can delete an Abbr Dialing System.
System

The user will see the n icon.
Add Abbr Dialing | The user can add an Abbr Dialing Enhanced.
Enhanced

The user will see the n icon.
Edit Abbr Dialing | The user can edit an Abbr Dialing Enhanced.
Enhanced

The user will see the a icon.
Delete Abbr Dialing | The user can delete an Abbr Dialing Enhanced.
Enhanced

The user will see the n icon.

Add Policy Routing

The user can add a Policy Routing.

The user will see the icon.

Edit Policy Routing

The user can edit a Policy Routing.

The user will see the n icon.

Delete Policy Routing

The user can delete a Policy Routing.
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The user will see the n icon.

Add VUstats The user can add a VUstats.

The user will see the icon.

Edit VUstats The user can edit a VUstats.

The user will see the n icon.

Delete VUstats The user can delete a VUstats.

The user will see the n icon.
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AVAYA AURA™ CONTACT CENTER CONTROL MANAGER provides the ability to search

for permissions in the AVAYA AURA™ CONTACT CENTER CONTROL MANAGER
application.

AVAYA L& i s & & 4 & it
SRR, CFG Users AVAYA  V-Vectoring Audit VR cCE Sched. Server [ togout ]
pe— o
Role name * Manager Search ‘ | p
View All Ay
Role description System rale Clview All Ageats
Wiew All Skil y
Eview a1 siils Sub Filter Abb dialing =

O view All Vectors

[view All Campaigns

O view All Locations

The search option includes the following features:

1. Free text search from the search box

2. Filter based search based on permissions groups.

After searching you can return to the original permission screen by clicking on the
“clear search and filter results”.
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PDS Permissions

y & 2 2 2 2 itnv
AVAYA ¢ 2 ™ b A W & i 4 ¥ &
ConTROL MANAGER CFG Users Campaigns  auiEsl AVAYA V-Vectoring Audit VR CCE Sched. Server | Logout ]
AACC ACCM AIC CCE Config cm cms Q n POM Visual Vector  Voice Portal nu
Roles B
Role Description Updated by Last update date-
O Administrater TV Ty 28022010
] Agent TV Ty 2010712008
a Analysis Operator T Ty 20/07/2008
Permissions
[ agent [ #nalysis Operator [ system Administrator [ system Auditor

[ system operator

Agent PDS agent
System Operator PDS system operator
Analysis Operator PDS analysis operator

System Administrator | PDS system administrator

System Auditor PDS system auditor
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Visual Vector Permissions

AVAYA 2 4y A 'S & o
ConTRoL MANAGER CFG Users Campaigns  EEEIIEETLES AVAYA V-Vectoring Audit VR CCE Sched. Server | Logout )
AACC ACCM AlC CCE Config cm CMms Q PC POM Voice Portal uuu
Roles
Role Description Updated by Last update date’
D Administrater TNY NV 28/03/2010
D dasd dasd TNV TNV 27i08/2010
D my test role TNY TNV 02/08/2010
Permissions
DC(EEIE GoTo Vector - Center Info DCIEatE GoTo Vector - Queue A.Ell‘v‘ll‘r DC(EBIE amunmrnu(e DC(EB(E ﬂg&nl Acct With Skill Level
[ Create agent activity [ Create agent activity test [ Create announcement [ create busy
O create caller info [ Create center info [ Create center info test O create collect
[ Create Comment [ Create consider [ Create converse [ Create disconnect
[ Create go to unconditional [ Create go to vector [ Create GoTo Vector - Agent Activity [ Greate GoTo Vector - Caller Info
[ Create GoTo Vector - Holiday [ Create GaTo Vector - MediaGateway [ Create GoTo Vector - Server [ Greate GoTo Vector - Senvice Hours
Create adjunct route The user can create an adjunct route.
Create agent activity The user can create an agent activity.
Create agent activity test | The user can create an agent activity test.
Create announcement The user can create an announcement.
Create busy The user can create a busy.
Create caller info The user can create caller info.
Create center info The user can create center info.
Create center info test The user can create a center info test.
Create collect The user can create a collect.
Create consider The user can create a consider.
Create converse The user can create a converse.
Create disconnect The user can create a disconnect.
Create go to | The user can create a go to unconditional.
unconditional
Create go to vector The user can create a go to vector.
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Create holiday

The user can create a holiday.

Create media-

gateway/port-network

The user can create a media-gateway/port-network.

Create message skill

The user can create a message skill.

Create music

The user can create music.

Create queue activity

The user can create a queue activity.

Create queue activity | The user can create a queue activity test.
test
Create gueue | The user can create a queue unconditional.

unconditional

Create reply

The user can create replies.

Create return

The user can create returns.

Create ring back

The user can create a ring back.

Create route to digits

The user can create a route to digits.

Create route to number

The user can create a route to number.

Create server

The user can create servers.

Create set

The user can create sets.

Create silence

The user can create silences.

Create stop

The user can create a stop.

Create time

announcement

The user can create time announcements.

Create time of day

The user can create a time of day.

Create variable

The user can create variables.

Create vector

The user can create vectors.

Delete adjunct route

The user can delete adjunct routes.

Delete agent activity

The user can delete an agent activity.

Delete agent activity test

The user can delete an agent activity test.

Delete announcement

The user can delete announcements.
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Delete busy

The user can delete a busy.

Delete caller info

The user can delete caller info.

Delete center info

The user can delete center info.

Delete center info test

The user can delete a center info test.

Delete collect

The user can delete a collect.

Delete consider

The user can delete a consider.

Delete converse

The user can delete a converse.

Delete disconnect

The user can delete a disconnect.

Delete go to
unconditional

The user can delete a go to unconditional.

Delete go to vector

The user can delete a go to vector.

Delete holiday

The user can delete a holiday.

Delete media-

gateway/port-network

The user can delete a media-gateway/port-network.

Delete message skill

The user can delete a message skill.

Delete music

The user can delete music.

Delete queue activity

The user can delete queue activity.

Delete queue activity | The user can delete a queue activity test.
test
Delete gueue | The user can delete a queue unconditional.

unconditional

Delete reply

The user can delete a reply.

Delete return

The user can delete a return.

Delete ring back

The user can delete a ring back.

Delete route to digits

The user can delete a route to digits.

Delete route to number

The user can delete a route to number.

Delete server

The user can delete a server.

Delete set

The user can delete a set.
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Delete silence

The user can delete a silence.

Delete stop The user can delete a stop.
Delete time | The user can delete a time announcement.
announcement

Delete time of day

The user can delete a time of day.

Delete variable

The user can delete a variable.

Delete vector

The user can delete a vector.

Save to AVAYA

The user can save to AVAYA.

Update adjunct route

The user can update an adjunct route.

Update agent activity

The user can update agent activity.

Update
test

agent activity

The user can update an agent activity test.

Update announcement

The user can update an announcement.

Update busy

The user can update a busy.

Update caller info

The user can update caller info.

Update center info

The user can update center info.

Update center info test

The user can update a center info test.

Update collect

The user can update a collect.

Update consider

The user can update a consider.

Update converse

The user can update a converse.

Update disconnect

The user can update a disconnect.

Update go to
unconditional

The user can update a go to unconditional.

Update go to vector

The user can update a go to vector.

Update holiday

The user can update a holiday.

Update media-

gateway/port-network

The user can update a media-gateway/port-network.

Update message skill

The user can update a message skill.
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Update music

The user can update music.

Update queue activity

The user can update queue activity.

Update queue activity
test

The user can update a queue activity test.

Update
unconditional

queue

The user can update a queue unconditional.

Update reply

The user can update a reply.

Update return

The user can update a return.

Update ring back

The user can update a ring back.

Update route to digits

The user can update a route to digits.

Update route to number

The user can update a route to number.

Update server

The user can update a server.

Update set

The user can update a set.

Update silence

The user can update a silence.

Update stop The user can update a stop.
Update time | The user can update a time announcement.
announcement

Update time of day

The user can update times of day.

Update variable

The user can update variables.

Update vector

The user can update vectors.

View adjunct route

The user can view adjunct routes.

View agent activity

The user can view agent activity.

View agent activity test

The user can view agent activity tests.

View announcement

The user can view announcements.

View busy

The user can view busies.

View caller info

The user can view caller info.

View center info

The user can view center infos.

View center info test

The user can view a center info tests.
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View collect

The user can view a collects.

View consider

The user can view considers.

View converse

The user can view converses.

View disconnect

The user can view disconnects.

View go to unconditional

The user can view go to unconditionals.

View go to vector

The user can view go to vectors.

View holiday

The user can view holidays.

View media-

gateway/port-network

The user can view media-gateway/port-networks.

View message skill

The user can view message skills.

View music

The user can view music.

View queue activity

The user can view queue activity.

View queue activity test

The user can view queue activity tests.

View queue

unconditional

The user can view queue unconditional.

View reply

The user can view replies.

View return

The user can view returns.

View ring back

The user can view ring backs.

View route to digits

The user can view route to digits.

View route to number

The user can view route to numbers.

View server The user can view servers.

View set The user can view sets.

View silence The user can view silences.

View stop The user can view stops.

View time | The user can view time announcements.
announcement

View time of day

The user can view times of day.

View variable

The user can view variables.
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View vector

The user can view vectors.

AVAYA AURA™ CONTACT CENTER CONTROL MANAGER provides the ability to search
for permissions in the Visual Vectoring application.

AVAYA

ControL ManAGER

P A : ; : : ity
o ) oy L A & & & & & a
CFG Users [ELIETIE Permissions AVAYA V-Vectoring Augdit VR CcCE Sched. Server [ Logout ]

m LDAP Mapping (] %]

Role name *

Role description

Administrator Search

[
Filter Adjunct route hd

Permissions

[ selectiDeselect All

[ create GoTo Vector - Genter Info
Create agent activity

[ Create callerinfo

Create Comment

Create go to unconditional

[ create GaTo Vector - Holiday

[ Create GaTo Vector - Time Of Day

O create GaTo Vector - Queue Activity
Create agent activity test

Create center info

[ Create consider

Create go to vector

[ Create GaTo Vector - MediaGateway

[ Create GaTo Vector - Unconditionally

Create adjunct route

Create announcement

Create center info test

Create converse

[ Create GoTo Vector - Agent Activity
[ create GoTa Vector - Server

O Create GoTa Vector - Unmatch

The search option includes the following features:

1. Free text search from the search box

2. Filter based search based on permissions groups.

“clear search and filter results”.
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Create busy

[l create collect

[l create disconnect

Ocreate GoTo Vector - Caller Info

[ create GoTo Vector - Service Hours

O create GoTo Vector - Variable

after searching you can return to the original permission screen by clicking on the
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CMS Permissions

P . 2 A B s i
AVAYA g ) s hJ A . & i @ a
‘ConTROL MANAGER CFG Users Campaigns EEEINESLIS AVAYA V-Vectoring Audit VR CCE Sched. Server | Logout |
AACC ACCM AlC CCE Config cm CMs o] Pc POM Visual Vector  Voice Portal uu
Roles
Role Description Updated by Last update date
] Administrator Y Ty 28/02/2010

Permissions

[ Agent administration Read [ Agent administration Write [ call center administration read [ Call center administration write
[ cms system setup read [ cms system setup write O custom reports Read [ custom reports Wit

O pictionary Read O pictionary Wit OExcentions read [ Exceptions write

OFarecast read OForecast write [Omail read O mail write

[ maintenance read [ maintenance write [OReports read [ reports write

O Timetable read O Timetable write O unix system write [ user permissions read

O user permissians write

Agent administration
read

CMS system set up read

Dictionary read The user can view the CMS dictionary/view the object
properties.

Forecast read

Maintenance read

Timetable read

User permissions write The user can manage user permissions on CMS.

Agent administration | The user can manage agent properties on CMS.
write

CMS system set up write

Dictionary write The user can change CMS object properties.

Forecast write

Maintenance write

Timetable write

Call center
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administration read

Custom reports read

Exceptions read

Mail read

Reports read The user can view CMS reports.
Unix system write For system administrators only.
Call center

administration write

Custom reports write The user can customize CMS reports.

Exceptions write

Mail write

Reports write

User permissions read The user can view user permissions.

For more information, please refer to the AVAYA CMS administration guide.
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IVR Permissions

[ Add Configuration

[0 Add Hour Of Day

[ Add Prompt

[ Add Prompts Region

[ Add Schedule Exception
[ sad Transter VR Point link

[0 Add Customer Type
[ Add IVR Paint

[ Add Prompt Haliday
[ Add Regions

O aad site

[ clone Prompt

P = m m m m v
AVAYA L 2 ¥ L 4 A @ & & & & &
ConTroL MANAGER CFG Users Campaigns  EEENIEELEH] AVAYA V-Vectoring Audit IVR CCE Sched. Server | Logout ]
AACC ACCM AlC CCE Config cM CMs +} pC POM Visual Vector SRUVIERg L] nu
Roles
Role Description Updated by Last update date
O Administrator T Ty 280022010
Permissions
[ Add APF DID [0 4dd Billing Customer Type [ 4dd Billing Link [ Add Campaign

[ Add Districts

[ Add IVR Paint Group

[ 4dd Prompt Type

[ 4dd Schedule

[ add system Parameters
[ cione Prompts District

[ Add Dynamic Menu
[ Add Phone Num Valid
[ add Prompts District
[ Add Schedule Default
[ add Transfer
[Jcione Prompts Region

Add Districts

The user can add districts to list.

Add Hour Of Day

The user can add an hour of day to list.

Add Phone Num Valid

The wuser can add phone number

validation to list.

Add Prompt

The user can add a prompt to list.

Add Prompt Type

The user can add a prompt type to list.

Add Prompts District

The user can add a prompts district to
list.

Add Prompts Region

The user can add a prompts region to
list.

Add Regions

The user can add regions to list.

Add Schedule

The user can add schedules to list.
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Add Schedule Default

The user can add a schedule default to
an existing schedule.

Add Schedule Exception

The user can add a schedule exception
to an existing schedule.

Add Site

The user can add a site to list.

Add System Parameters

The user can add system parameters.

Add Dynamic Menu

The user can add dynamic menus.

Add IVR Point

The user can add IVR points.

Clone Prompt

The user can clone a prompt to create
one that is almost identical.

Clone Prompts District

The user can clone a prompts district to
create one that is almost identical.

Clone Prompts Region

The user can clone a prompts region to
create one that is almost identical.

Delete Districts

The user can delete districts.

Delete Hour Of Day

The user can delete an hour of day.

Delete Phone Num Valid

The user can delete phone number
validations.

Delete Prompt

The user can delete prompts.

Delete Prompt Type

The user can delete prompt types.

Delete Prompts District

The user can delete prompts districts.

Delete Prompts Region

The user can delete prompts regions.

Delete Regions

The user can delete regions.

Delete Schedule

The user can delete schedules.

Delete Schedule Default

The user can delete schedule defaults.

Delete Schedule Exception

The user can delete schedule
exceptions.
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Delete Site

The user can delete sites.

Delete System Parameters

The user can delete system parameters.

Delete IVR Point

The user can delete IVR points.

Delete Dynamic Menu

The user can delete dynamic menus.

Enable Dynamic menu

The user can enable dynamic menu
options.

Enable all Dynamic menu

The user can enable all dynamic menus.

Enable General Exception

The user can enable a general exception
to a schedule.

Enable Prompt

The user can enable prompts.

Enable Prompts District

The user can enable prompts districts.

Enable Prompts Region

The user can enable prompts regions.

Set Schedule Prompt

The user can assign an existing schedule
to a prompt.

Update Dynamic Menu

The user can update dynamic menus.

Update IVR Point

The user can update IVR points.

Update Districts

The user can update districts.

Update Hour Of Day

The user can update an hour of day.

Update Phone Num Valid

The user can update phone number
validations.

Update Prompt

The user can update prompts.

Update Prompt Type

The user can update prompt types.

Update Prompts District

The user can update prompts districts.

Update Prompts Region

The user can update prompts regions.

Update Regions

The user can update regions.

Update Schedule

The user can update schedules.
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Update Schedule Default

The user can update schedule defaults.

Update Schedule Exception

The user <can update schedule
exceptions.

Update Site

The user can update sites.

Update System Parameters

The user can update system
parameters.

View Customers Tab

The user can view the Customers tab.

View Districts

The user can view districts.

View Dynamic Menus Tab

The user can view the Dynamic Menus
tab.

View Dynamic Prompts Tab

The user can view the Dynamic Prompts
tab.

View General Tab

The user can view the General tab.

View Hour Of Day

The user can view the Hour of Day.

View IVR Points Tab

The user can view the IVR Points tab.

View Phone Num Valid

The user can view the phone num
validation.

View Prompt Type

The user can view prompt types.

View Prompts

The user can view prompts.

View Prompts District

The user can view prompts districts.

View Prompts Region

The user can view prompts regions.

View Regions

The user can view regions.

View Schedule

The user can view schedules.

View Schedule Tab

The user can view the Schedule tab.

View Site

The user can view sites.

View System Parameters

The user can view system parameters.
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The CM permissions manage the permissions to AVAYA AURA™ CONTACT CENTER
CONTROL MANAGER obijects in the AVAYA CM.

Iy 2 & 2 2 & itnv
AVAYA 0 2 ¥ @ A & g @ 4 @ a
GONTROL MANAGER CFG Users [ELNETLE permissions AVAYA V-Vectoring Audit VR CCE Sched. Server [ Logout ]

AACC ACCM AlC CCE Config cms a PC POM Visual Vector  Voice Portal nn

Roles
Role Description Updated by Last update date
D Administrator TNV THV 2840372010
Permissions
[Jupdate Extension - Abbreviated Dialing [Jupdate Extension - Button Assignments [ Update Extension - Extension O update Extension - Feature Option
[ update Extension - Site Data [ update Extension - Station Option O Update Skill - CM Properties Oupdate User AAS
[Jupdate User ACW Agent Considered Idle Oupdate User AUDIX [ Update User AUDIX Name for Messaging [update User Auto Answer
[Jupdate User AUX Work Reason Code Type [Jupdate User Call Handling Preference [ Update User COR [Oupdate User Coverage Path
[Jupdate User Direct Agent Calls First Oupdate User Direct Agent Skill [ Update User Hears Service Observing Tane Oupdate User LCW Reception
[Jupdate User Local Call Preference [Cupdate User Login ID [JUpdate User Login ID For ISDN Display [CJupdate User Logout Reason Code Type
[Jupdate User LWC Log External Calls [ update User Maximum Time in ACW Before Loga [J Update User MIA Acrass Skills Oupdate User Name
[ update User Port Extensian [Oupdate User Security Code [ Update User Service Objective Oupdate User TN
[Jupdate VDN - Fallows VDN Dverride Rools [Cupdate VDN - Time Zone O update vDN - VDN [Cupdate VDN - VDN Variables
[ view Extension CM Properties [ view Skill CM Properties O view User CM Properties [Jview VDN CM Properties
[ update forced agent lagout time Oupdate user password

Update  Extension The user can update the Abbreviated Dialing extension
Abbreviated Dialing properties on the CM from AVAYA AURA™ CONTACT CENTER
CONTROL MANAGER .

Update  Extension The user can update the Button Assignments extension
Button Assignments properties on the CM from AVAYA AURA™ CONTACT CENTER
CONTROL MANAGER .

Update  Extension The user can update the Extension extension properties on
Extension the CM from AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER

Update  Extension The user can update the Feature Option extension
Feature Option properties on the CM from AVAYA AURA™ CONTACT CENTER
CONTROL MANAGER .

Update Extension - Site | The user can update the Site Data extension properties on
Data the CM from AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER .

Update Extension - | The user can update the Station Option extension properties
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Station Option

on the CM from AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER .

Update Skill - CM
Properties

The user can update Skill properties on the CM from AVAYA
AURA™ CONTACT CENTER CONTROL MANAGER .

Update User AAS

Update User ACW Agent
Considered Idle

Update User AUDIX

Update User AUDIX
Name for Messaging

Update User Auto
Answer

Update User AUX Work
Reason Code Type

Update User Call
Handling Preference

Update User COR

Update User Coverage
Path

Update User Direct
Agent Calls First

Update User Direct
Agent Skill

Update User Hears
Service Observing Tone

Update User LCW
Reception

Update User Local Call
Preference

Update User Login ID

Update User Login ID For

The user can update user fields on the CM from AVAYA
AURA™ CONTACT CENTER CONTROL MANAGER .
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ISDN Display

Update User

Reason Code Type

Logout

Update User LWC Log
External Calls

Update User Maximum
Time in ACW Before

Logout

Update User MIA Across
Skills

Update User Name

Update User Port
Extension

Update User Security
Code

Update User Service
Objective

Update User TN

Update VDN - Follows
VDN Override Roles

The user can update the VDN’s Follows VDN Override Roles
properties on the CM from AVAYA AURA™ CONTACT CENTER
CONTROL MANAGER .

Update VDN - Time Zone

The user can update the VDN’s Time Zone properties on the
CM from AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER .

Update VDN - VDN

The user can update the VDN’s VDN properties on the CM
from AVAYA AURA™ CONTACT CENTER CONTROL MANAGER

Update VDN - VDN | The user can update the VDN’s VDN Variables properties on

Variables the CM from AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER .

View Extension CM | The user can view extensions’ CM properties.

Properties
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The user will see the EJ icon.

View Skill CM Properties | The user can view skills’" CM properties.

The user will see the EJ icon.

View User CM Properties | The user can view users’ CM properties.

The user will see the EJ icon.

View VDN CM Properties | The user can view VDNs’ CM properties.

The user will see the EJ icon.
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In order to map LDAP groups to AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER roles, a AVAYA AURA™ CONTACT CENTER CONTROL MANAGER
administrator needs to access the AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER permissions section and create a mapping between the groups and the
roles.

Each AVAYA AURA™ CONTACT CENTER CONTROL MANAGER Role can be mapped to
one or more LDAP groups.

- . 4 4 & in
AVAYA - 8 A A : H 3
CalrEAT M AiAdEn cF6 Users GCONETNSN Permissions [EEEAUNYY V-Vectoring Audit IVR ccE Sched. Server

rs
ARIKTEAM g

Choose which LDAP roles (from those in the organization’s Active Directory system)
to map to the AVAYA AURA™ CONTACT CENTER CONTROL MANAGER role by using
the arrow buttons.

An LDAP role can be mapped to more than one AVAYA AURA™ CONTACT CENTER
CONTROL MANAGER role.

If Enable LDAP Integration is not enabled, then this tab will be disabled and you will
not be able to click on it.

For more information, see the AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER /LDAP integration section of this document.
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Avaya CM Objects

The AVAYA section of AVAYA AURA™ CONTACT CENTER CONTROL MANAGER allows
you to manage different AVAYA Communication Manager features. These are just a

few examples:

Extensions

off pbx station mappings

off pbx telephone config

VDNs

Skills

Hunt groups

Holyday tables

Coverage objects (coverage path, remote, time of day, and answer group)
Announcements

Service Hour tables

Groups (pickup groups, intercom groups, group page, and term-ext group)
Time of Day table

Data Modules

Vector Routing Tables (VRT)

Variables

Abbr. Dialing Personal

Abbr. Dialing Group

Abbr. Dialing Enhanced

Abbr. Dialing System

Policy Routing Tables

VUStats
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Numbering plan & Templates

Extensions

Adding a new extension

The extension management feature allows you to manage all the extensions that are
part of the environment.

AVAYA G 2 Ya & & + & & + & i
ControL MANAGER CF6 Users Campaigns ~ Permissions [EEF\UNCSE V._Vectoring Audit VR CccE LR T A Save Transiat.ll Logout |
VDHs Skills Hunt Groups Holiday Thbl. Coverage Announcem. Service Hours nno
] | i
EXTENSION

e — Extension No. Name Extension Template Location A
| OffPEXConnig B a1z Barry Wison 4824 Denver
L — O 2019 Tim Rignter 64240+ Denver
| runiGroups  NEw| 2020 Nike Lamd 5620 Denver
e LN O auz2 Call Center EXT 1 5630 Denver
| AbbrOislingGroup  ju| 028 Call Center EXT 2 a2 Denver
b — (] e cal Coler DS b Demier

e — | [ siad ot bt Bl ¢ bl s i
[ Announcem. RIS i el Cemer XL 2 Deoer
[ coverageran  JEI s CalConer EXLE kil Dexiven
[ mccomGowp NS bk B e it Deier
G i O 3901 Call Center EXT 8 4524 Denver

e —

soction E 2802 Call Center EXT § 4524 Denver
- D 3903 Call Center EXT 10 4524 Denver

— A —) —
D 40000 Call Center EXT 11 4824 Denver
|:| 40008 Call Center EXT 12 1816 Denver
D 40024 Call Center EXT 13 1603 Denver
D 40030 Call Center EXT 14 1608 Denver
D 40031 Call Center EXT 15 1608 Denver
O 40032 Call Center EXT 16 1608 Denver
D 40033 Call Center EXT 17 1816 Denver
D 40034 Call Center EXT 18 1616 Denver
D 40035 Call Center EXT 19 1816 Denver

|:| 40036 Call Center EXT 20 1818 Denver v

The extension list includes the following details:

Field Description

Extension Number The extension number in the CM.

Extension Name The extension name.

Extension template The template that the extension was created from.
This also indicates the extension type.

Location The location that the extension is assigned to.
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To add an extension, click on the Add button.

The New Extension screen will open:

- ; n & n n & & it
é::{;ﬁ}:qﬂmm CFG Uslers Campzﬂgns Permissions U-‘Jec‘tunng Audit IVR CtE Sched. Server
Baanae

Fill in the extension details

Field Description

Extension Number The extension number.

Extension Name Free text field.

Extension location The location that the extension is
assigned to.

Extension template (type) Choose a template. The template
indicates the extension type and
configuration. Extension templates can
be designed in the template section.

Click on the Save D button in order to save the new extension.

The extension will be added automatically to the CM.
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Editing an extension

To edit an existing extension, double-click the relevant row from the extension list:

AVAYA { 2 ¥ i § B § i & i
ConTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE Sched. Server
s BaoOge
EXTENSION

Extension Number *
Exension Name *

Exension location *

Template *

Exportto external system(s,

The Extension preview screen will appear. From this screen you can perform the
following actions:

1. Edit the Extension details by clicking on the CM Properties Ea

The following screen will appear (the screen layout depends on the extension type):

Coutnos. Misskole i Users campasgns  Permussions [EEEUTEAN V-Vectoring Audit CCE sched. Serve
Cxtension Da@

(AN EAERICES

A A YA E YK
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The screen layout of the AVAYA AURA™ CONTACT CENTER CONTROL MANAGER
extension page is identical to its format in Communication Manager. For more
information about the different features that can be used in each extension type,
please refer to the official Avaya documentation.

2. Show usage of the extension by clicking on the button

3.

This feature will allow you to see a list of all the objects the extension is
connected to. It will also enable you to drill down from the extension to the
pickup group the extension is assigned to.

&:List Usage Extension 100225 - Windows Internet Explorer

List Usage Extension 100225
Used By Ohbject Humber Location
Pickup Group Group Mumber 1 Member 1
A0 Group List Group Mumber 11
Station Station Extension 100225 Emrgnicy Loc Ext

By clicking on the pickup group number you can jump directly to the pickup
group for editing.

Access the Messaging features of the extension.

For more information about the Messaging capabilities please refer to the
Messaging section of this document.
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Deleting an extension

To delete an extension, select the checkbox next to the extension that you want to

delete and click on the Delete nl button.

Searching for an extension

AVAYA ¢ - \ i i i 6 i & i
CoNTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server o
Extensions VDHs Skills Hunt Groups Holiday Tbl. Coverage Announcem. Senvice Hours Banﬂn%@
] | i
EXTENSION
Extension No. Name Extension Template Location A
O 3013 Barry Wilsen 6§24 Denver
O 3018 Tim Richter 424D~ Denver
] 2020 I4ike Lamb: 20 Denver
3022 Call Center EXT 1 30 Denver
O 2028 Call Center EXT 2 5520 Denver
O 3030 Call Center EXT 3 2 Denver
E 3034 Call Center EXT 4 Denver
O 2033 Call Center EXT & Denver
O 3040 Call Center EXT & Denver
] 3500 Call Center EXT 7 Denver
O 2001 Call Center EXT & Denver
m] 002 Call Center EXT & Denver
[} 02 Call Center EXT 10 Denver
O o000 Call Center EXT 11 452 Denver

The search feature allows you to search for an extension based on its name or
number.

To use the search option, enter the text to search for and click on the search button
(marked in red).

Avaya Aura™ Contact Center Control Manager User’s Guide
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Off-pbx-station-mapping

The off-pbx-station-mapping feature provides users the ability to add, edit, and
delete off-pbx-station-mappings.

To access the off-pbx-station-mapping management page:

1. Go to the Extensions tab.

2. Click on the Off-pbx-station-mapping button.

{ r 2 A 4 2 it
AVAYA G 2 y % A @ & 4 # A
ConTRoL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server  RUIERIELEEE EREECIS
VDNs Skills Hunt Groups Holiday Thbl. Coverage Announcem. Service Hours nﬂ@
4] J i

OFF PBX TELEPHONE STATION MAPPING

[ offeXConfg ] Stron et Mapptes Noiheo LorAhon
- = O 2022 my off pbx station mapping Denver

Adding an off-pbx-station-mapping

To add a new off-pbx-station-mapping, click on the Add button.

The Add new off-pbx-station-mapping screen will appear:

e - o G & it
CAOXQVM?NMER EF‘G US-Q.L’- ‘Campaigns Permissions Vrveflonng Aﬁdl[ ‘3R C'ECE SCHM%SEWQ[ W m
noe

Location | ] lias name | | Extension | ]
Application  Dial Prefix CC Phone Number Trunk Selection Config Set Call Limit Mapping Mode  Calls Allowed Bridged Calls

v 7] C o o | 5|
el 1 1 L o o] | v
L &1 I | v | v
[ w7 0 | 9 | J
I I A | N B N ol v | v
[ s 0 | ¥ | 3
L ®C 0 1 3 | v | v
I | | B W — o o | 5|
L ®C 0 1 3 | v | v
I | | B W — o o | 5|
[ ¥ 11 L ol o] | v
I N | A | N B N o o | v
[ e 11 L o o] | v
AN | I | | N [y B | v | v
[ s O | ¥ | 3
N | | N B N W | ol v | ]
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The off-pbx-station-mapping feature is identical to the screen that appears in the
CM. For more information about how to use this feature, please refer to the official
Avaya documentation.

Editing an off-pbx-station-mapping

To edit an existing off-pbx-station-mapping, double-click the relevant row from the
off-pbx-station-mapping list:

AVAYA 1Y 2 ¥ 3 8 9 g g a m
ConTRoL MANAGER CF6 Users Campaigns ~ Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
VDHs Skills Hunt Groups Holiday Tbl. Coverage Announcem Service Hours nn@
| | [ ]]

OFF PBX TELEPHONE STATION MAPPING

LR
Off PBX Station
Station Number Mapping Name Location
] 3022 ‘my off pbx station mapping Denver

The following screen will appear:

AVAYA -] » i § i & i 8 it
e CFG Users Campaigns ~ Permissions [ENUN?SE \-Vectoring Audit VR CCE Sched. Server
Off PBX Stafion Dm(‘)
OFF PBX TELEPHONE STATION MAPPING
L-z\:atmn/hasuamz my off pbx station mapping Extension [3022
e Trunk Selection Config Set Call Limit hapy

1 1 1

IIII <

IIIIII <[] =] =

The off-pbx-station-mapping feature is identical to the screen that appears in the
CM. For more information about how to use this feature, please refer to the official
Avaya documentation.
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Searching for an off-pbx-station-mapping

The search feature allows you to search for an off-pbx-station-mapping based on its

extension number.

To use the search option, enter the search text in the search box and click on the
search button (marked in red).

itny
AVAYA { 2 s § § § § § &
ConTroL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
Extensions VDHs Skills Hunt Groups Holiday Tbl. Coverage Announcem. Service Hours nne
I | ol
OFF PBX TELEPHONE STATION MAPPING
my off f2a
Off PBX Station
Station Number Mapping Name Location
L] 2022 my off pbx station mapping Denver
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Off-pbx-telephone-config

The off-pbx-telephone-config feature allows you to add, edit, and delete off-pbx-
telephone-config.

To access the off-pbx-telephone-config management page:

1. Go to the Extensions tab.

2. Click on the Off-pbx-telephone-config button.

s 2 2 2 2 2 it
AVAYA G 2 v & i @ @ @ @ &
CoNTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE Lo RUTE T S Save Translat. il Logout )
VDNs Skills Hunt Groups Holiday Thl. Coverage Announcem. service Hours uu:@

4

| i

OFF PBX TELEPHONE CONFIGURATION SET

Config Name Location

Number
m e
[m} 1

my o7f pox telephone Denver

Adding an off-pbx-telephone-config

To add a new off-pbx-telephone-config, click on the Add ' button.

The Add new off-pbx-telephone-config screen will appear:
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AVAYA 2 v i i i i : & o
CoNTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit R CCE Sched. Server : on¢
oae

OFF PBX TELEPHONE CONFIGURATION SET

Number Mame Lacation | v

Canfiguration Set Description

n® [ v

Call Answered? | v

Call Initiated? ‘:‘

The off-pbx-telephone-config feature is identical to the screen that appears in the
CM. For more information about how to use this feature, please refer to the official
Avaya documentation.

Editing an off-pbx-telephone-config

To edit an existing off-pbx-telephone-config, double-click the relevant row from the
off-pbx-telephone-config list:

AVAYA 2 . N " - ; ; 8

Gonithon MinAaEr CFG Users Campaigns  Permissions [EEFSUNTS V-Vectoring Audit IVR cCE Sched. Server [ ogo
VDHNs Skills Hunt Groups Holiday Tol. Coverage Announcenm. Service Hours nn@
4 J 8|

OFF PBX TELEPHONE CONFIGURATION SET

28

off PBX Config Number Config Name: Location
O 3022 my off pbx telephone Denver
- }{'l') my off g telephone. Denver

The following screen will appear:

AVAYA 2 1
Contaol MaNAGER > AVAYA 1 H 1
ot oge
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The off-pbx-telephone-config feature is identical to the screen that appears in the
CM. For more information about how to use this feature, please refer to the official
Avaya documentation.

Searching for an off-pbx-telephone-config

The search feature allows you to search for an off-pbx-telephone-config based on its
extension number.

To use the search option, enter the search text in the search box and click on the
search button (marked in red).

AVAYA a ) ; " ; ; g
Oobiaon M aninen CFG Users Campaigns ~ Permissions [EEFSUNT V-Vectoring Audit IVR CCE Sched. Server :
VDHNs Skills Hunt Groups Holiday Tbl. Coverage Announcem. Service Hours nn@
| J L
& BX TELEPHONE CONFIGURATION SET
ol L3
Off PBX Config Number Config Name Location
O 3022 my off pbx telephone Denver
] k] my off pbx telephone Denver

Avaya Aura™ Contact Center Control Manager User’s Guide



Avaya Aura™ Contact Center Control Manager User’s Guide

The VDN management feature allows you to manage the VDN configuration.

To access the VDN management section, navigate to the VDNs tab.

AVAYA G 2 % % @ & @ & o —
CONTROL MANAGER CF Users Campaigns ~ Permissions AVAYA V-Vectoring Audit VR CCE 3,0 BT T Save Transiot i~ Logout |
Extensions Skills Hunt Groups Holiday Thl. Coverage Announcem. Senvice Hours: uunu@
‘ | i
VDN
GRS ( en
Number Name Description Location
Hol . O 20008 Finance Denver
L — [ 3035 Services Denver
Ry 3] 032 Support Denver
[ ] El 40041 Support French Denver |
[ Ammouncem.” ] 3] 42500 Support German Denver |
[ Tempates E 41001 Support Spanish Denver |
(3] 40003 Suppert VIP Denver |
) 40004 Telemarketing Denver
i) 45001 Television Support Denver
[} 44500 TV Support Denver
F 40010 WP Denver
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Adding a new VDN

To add a new VDN, click on the Add button, and the detail screen will open:

AVAYA 2 s % i i i 4 &
ConTroL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE LR g Save Transiat.jl — Logout )

VDN Number *

VDN name (eng) *

Vector number

VDM description |

VDN location *

[
VDM Template * [ ~|

Save to CHIS Export o external system(s

Fill in the VDN details:

VDN ID The VDN number

VDN Name (Eng) The VDN name that will be added to the
CM. It must be in English, up to 22
letters, without special characters other
than _ (underscore).

VDN Name (local lang) Used to support local languages other
than English.

The VDN name can be different from the
one used in the CM. That name is what
will be displayed in ANAV.

Vector number The vector that is built in the VDN.

VDN Description Free text—will not be displayed.

VDN Location Assignment of the VDN to a location.
VDN Template The VDN default settings will populate

based on the template that was selected.
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Editing a VDN

To edit the VDN details, open the VDN record by double-clicking its row in the VDN
list.

You can configure the VDN properties on the CM directly from the AVAYA AURA™
CONTACT CENTER CONTROL MANAGER UL.

To view/update VDN properties, click on the Ea button.

The following screen will appear:

» z z z z i

AVAYA { 2 s i 8 # 8 & in

ConTRoL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE Sched. Server 0go
DN

Extension 40006

Measured [n‘:ne ~

VDM of Origin Annc Ext

ill 1 ~|

FOLLOWS VDM QVERRIDE RULES

AUDIX Name
Returm Destination |
DN Timed

VInterval

BSR Api

BSR Available A

Calls [no 1‘
Pass Prefixed CPM to VDN/AVector | system E“
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The VDN feature is identical to the screen that appears in the CM. For more
information about how to use this feature, please refer to the official Avaya
documentation.

Deleting a VDN

To delete a VDN, check the checkbox next to the VDN name and click on the Delete
button.

Searching for a VDN

The search feature allows you to search for a VDN based on its name or number.

To use the search option, enter the search text in the search box and click on the
search button (marked in red).

AVAYA - , i i A ; . 2
Eamm e CFG Users Campaigns ~ Permissions [EECVSTSMN V-Vectoring Audit VR ccE Sched. Server

Extensions m Skills Hunt Groups Holiday Thi. Coverage Announcem. Service Hours nnn@

4 | v

DM

suppor| PR

T Name Description Location
40008 Finance Denver

3035 Services Denver
w32 Support Denver
40041 Support French Denver
Denver
Denver
Denver
Denver

Denver

Denver

oooooooocood

-
.
.
.
.
.
.
.
.
.

40010 VIR Denve:

Page 90 of 335

Avaya Aura™ Contact Center Control Manager User’s Guide



Avaya Aura™ Contact Center Control Manager User’s Guide

Skills

The skills management feature allows you to manage skill configurations.

To access the skill management section, navigate to the Skills tab.

AVAYA G 2 T & W & & & & & m
CONTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR ccl LNV N VA save Transiat il Logout |
Extensions VDNs m Hunt Groups Holiday Thl. Coverage Announcem. Service Hours nnn@
4 J L]
SKILL
S L — [ 1PA
s | (BT T T =
T e | O 21 100359 Finance Denver
| = Tmeorbay ] O 15 101889 General Denver
|  ServiceHours |} O 18 100356 Internet Support Denver
|  wr ] O 1 100250 Sales Denver
[ Ammouncem. ) O 8 100430 Sales French Denver
[ Templates ] |} 13 100770 Sales Japansse Denver
) 3 100353 Sales Spanish Denver
O 2 100650 Service Denver
0O 3 100250 Support Denver
O 100768 Telemarketing Denver
0O 19 100257 Telephone Suppert Denver
O 17 100355 TV Support Denver
0O 4 100251 VIP Denver
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Adding a new skill

To add a new skill, click the Add button, and the Skill Details screen will open:

g " i i ; & itn
AVAYA 2 e & @ 4 W a
ConTROL MANAGER CFG Users Campaigns ~ Permissions AVAYA VVectoring Augdit IR CCE BT BT T S save Transiatll - Logout |
SKILL
Skill location * | Denver ~] Template = | Default Skill v

Skill description

[ 4iC skill M Exportto external system(s)

T I
Skill name (eng) Queue Yes v
Skill Group Extension * Wector Yes ~
™ |
CoR f  |EaryAnswer h
Security Code [ iocalAgentPreference[ |
ISDNSIP callerdisplay[ |
Queue Limit m

Call Warning Threshold | Port
Time Warning Threshmd\ F‘crll:’

Skill Yes ¥ Expected Call Handle Time B
AAS P ]
Measured [one ]
SuperisorBdension [ ]
Controlling Adjunct |EE—‘

Timed ACW Interval |—‘

Interruptible Aux Threshold
Redirect On No Answer /7
Redirect To VDN ]

Skill details:

Skill number The hunt number in the CM.

Skill Name (Eng) The VDN name that will be inserted to
the CM. Must be in English, up to 22
letters, without special characters other
than _ (underscore).

Skill Name (local lang) Used to support local languages other
than English.

The VDN name can be different from the
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one at the CM. That name is what will be
displayed in ANAV.

Skill Description Free text.
Skill Location The location that the skill is assigned to.
Skill Template The skill default settings will populate

based on the template that was selected.

Editing a skill

To edit the skill details, open the skill record by double-clicking its row in the skill list.

The skill feature is identical to the screen that appears in the CM. For more
information about how to use this feature, please refer to the official Avaya
documentation.

Deleting a skill
To delete, check the checkbox next to the skill name and click on the Delete button.

Searching for a skill

The search feature allows you to search for a skill based on its name or number.

To use the search option, enter the search text in the search box and click on the
search button (marked in red).

ConTRoL MassEn Fi 3 npalgns  Parmission: AVAYA V. Aechoning At i Sched. Servor
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Hunt Groups

The hunt group management feature allows you to manage hunt group
configurations.

To access the hunt group management section, navigate to the Hunt Groups tab.

v 2 2 A a £ it
AVAYA ¢ 2 Y % @ 4 i i @ N
ConTRoL MANAGER CFG Users Campaigns ~ Permissions. AVAYA V-Vectoring Audit VR CCE R S T Save Transiat |l Logout |

Extensions VDNs Skills Holiday Tbl. Coverage Announcem. Service Hours nn@

| v

HUNT GROUP
GEENTTTEERRRS [ em
o —— Hunt Number Hunt lame Extension Location
——) o g 100391 100291 Denver
Coverage Patl 0 10 test 100846 Denver
ST o " T w1 penver
[ \a 2 Ery et e
:D 14 adi hunt 100486 Denver
o 18 ong 2000000000085 Denver
=] 0 ssada 2230 Denver
] long number 200000000000 New York
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Adding a new hunt group

To add a new hunt group, click the Add button, and the Hunt Group Details screen
will open:

{ ,‘ T 2 a " a itns
AVAYA G b » G b @ @ i 8
ConTROL MANAGER CFG Users. Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE LT R L T g save Transiat. | Logout )
Hunt Groups Bme
HUNT GROUP
Location * | Denver b

Group Number = |
GroupName=| ]

Group Extension * ]
Group Type | ucd-mia -

™

COR

Securily code

ISDNISIP Caller Display
Queue

Coverage path
Night senice destination
1M Early answer |

il

Local agent preference | na

WMessage center | none

<%

LWC Reception | none

Audix name

Osaveto cms

Assigned extensions

QB

Enter the hunt group details:

Group number The hunt group number.

Group name The hunt group name.

Group extension The hunt group extension number.

Hunt group Location The location the hunt group is assigned
to.

For more information about all other hunt group features, please refer to the official
Avaya documentation.
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AVAYA AURA™ CONTACT CENTER CONTROL MANAGER allows you to add extensions

and extension ranges to the hunt group.

® Add Extension
Extension Mumber

Select the Add Extension checkbox and enter the extension number in the text
field. Click on Add Extension to add the extension.

Select the Add Range checkbox and enter the range of the extensions, then click on
Add Range.

After adding the extension(s), they will appear in the bottom part of the screen:

AVAYA 2 . § i i § § &8 m
CoNToak AR CFG Users Campaigns ~ Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server i ]
HUNT GROUP
| @ r Add Bxtension ———— — O
Extension Number

Night service tinat

1M Erly answ ~|
m 0@

Assigned extensions
Id Extension No. Name Location

O - 100247
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When working in a location-based environment, the Add Extension from Location
List feature can help users to easily assign extensions to a hunt group.

® [ Add Extension © r Remove Extension
Extension Number | | Extension Number | |
Aoy Exr=nsion
Or Add Range Or Remove Range
Start from extension | | Start from extension | |
End at extension | | End atexension | |

HET T e =T E

Arded gz

Add Extension from location list*

Click on the Add extension from location list button to get a display of all the
extensions that are assigned to the hunt group’s location.

Berry Wilsan Denver
Tim Rishter  Denver
Wiks Lamb Denver

Call Center EXT1 Denver
Call Certer EXT 2 " Denver
Call Certer EXT 3 Denver
Call Certer EXT 4 Derver
Call Certer EXT S  Denver
Call Certer EXTE Denver

Call Center EXT 7 Denver

Call Certer EXT 8 Denver
Call Certer EXT 9 Denver

Ll ElElEEE R R

Call Certer EXT 10 Denver

To add an extension, select the checkbox next to the extension and click on the Add
button (marked in red).
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Editing a hunt group

To edit hunt group details, open the hunt group record by double-clicking its row in
the hunt group list.

¢ y A & & & itnv
AVAYA & 2 s & 4 @ @ ¥ &
CONTROL MANAGER CFG Users Campaigns ~ Permissions AVAYA V-Vectoring Audit IVR CCE SR Save Transiat. M Logout |
Extensions VDHNs Skills Hunt Groups Holiday Thl. Coverage Announcem. Service Hours uﬂ@
| | [
HUNT GROUP

| ersons NP |

——— Hunt Humber Hunt Hame Extension Location

. — 9 100381 100381 Denver

10 test 100546 Denver

| Amnouncem. ]

L — 12 100888 100348 Denver

14 adi hunt 100486 Denver
18 lang 2000000000085 Denver
o0 dsada 3260 Denver

ooooodoo

long number 2000000000005 New York

The following screen will appear:

AVAYA G - % & @ & & @
ConTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server

Hunt Groups

HUNT GROUP

Location * | Denver v
Group Number* |9
Group Name * 100331
Group Extension * 100391
Group Type | ucd-mia v
™[
COR |5
Security code
ISDN/SIP Caller Display
Queue

Coverage path
Night sendce destination
1M Early answer

i

Local agent preference | n

Wessage center | none
LWC Reception | none

Audix name

Osavetocms

L%

Assigned extensions

Id Extension No. Name Location
O - 100267 =

<5
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The hunt group feature is identical to the screen that appears in the CM. For more
information about how to use this feature, please refer to the official Avaya
documentation.

AVAYA AURA™ CONTACT CENTER CONTROL MANAGER allows you to remove
extensions and extension ranges from a hunt group.

® Remove Extension
Extension Mumber

Select the Remove Extension checkbox and enter the extension number in the text
box. Click on Remove Extension to remove the extension.

Select the Remove Range checkbox and enter the range of the extensions, then
click on Remove Range.

After removing the extension(s), they will be removed from the bottom part of the
screen.

Deleting a hunt group

To delete, select the checkbox next to the hunt group name and click on the Delete
button.
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Searching for a hunt group

The search feature allows you to search for a hunt group based on its name or

number.

To use the search option, enter the search text in the search box and click on the
search button (marked in red).

AVAYA ( 2 . i i i i j & o
CONTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE Sched. Server
Extensions VDNs Skills Hunt Groups Holiday Thl. Coverage Announcem. Service Hours nn@
4 ]
HUNT GROUP
lang[ PR
T Hunt Hame Extension Location
o k] 100381 100381 Denver
O 10 test 100548 Denver
O 1 T 3011 Denver
O 1 100958 100348 Denver
O 14 adi hunt 100485 Denver
O 18 long 2000000000085 Denver
O 50 dzada 3260 Denver
O long number 2000000000005 New: York
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Holiday Tables

The holiday table management feature allows you to manage the configuration of
Holiday tables.

To access the holiday table management section, navigate to the Holiday Table tab.

4 H - & A itnv
AVAYA G 2 s G ¥ @ @ & U p—
i inean CFG Users Campaigns  Permissions [EENSUNVINE \.vecioring Audit VR (ot SN S Save Transtat i Logout ]
Extensions VDHs Skills Hunt Groups Holiday Thl. Coverage Announcem, Service Hours [+« [=]7]
1 | i
HOLIDAY TABLE
[ tmeoron N —T
- Holiday Number Holiday Name Holiday Location
o
— L — =] 1 Support Helday Table Denver
VD
L =] 2 Sales Holiday Table Denver
— i — O 2 VIP Holiday Denver
(m} 4 Generic Holiday Denver
E Custom Holiday Denver
O 8 French Holiday New York
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Adding a new holiday table

To add a new holiday table, click the Add button and the detail screen will open:

Enter the Holiday Table details:

lonth Day

Hour

¢ ; ; . ; itnv
AVAYA L 2 ¥ G @ & & e & a
ConTrROL MANAGER CFG Users Campaigns Permissions AVAYA V-Vectoring Audit WR CCE Sched. Server |>ave Transiat.ly  Logout
Holiday Thl Bao
HOLIDAY TABLE
Holidayhumber* [ | HoldayMame* [ |

Hin Description

Holiday Number

The holiday table number.

Holiday Name

The holiday table name.

Holiday Table Location

The location the holiday table is assigned
to.

For more information about all other holiday table features, please refer to the

official Avaya documentation.
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Editing a holiday table

To edit a holiday table’s details, open the holiday table record by double-clicking its
row in the holiday table list.

AVAYA L - v & & 8- & §
ConTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE Sched. Server
Extensions VDNs Skills Hunt Groups Holiday Tbl. Coverage Announcem. Service Hours
A | i
HOLIDAY TABLE
LR
Holiday Number Holiday Name

O 1 Support Holiday Table

O 2 Sales Holiday Table

O 3 VIP Holiday

O 4 Generic Holiday

O 5 Custom Holiday

O 8

The followi

AVAYA

ControL MANAGER

Holiday Thi.

French Holiday

ng screen will appear:

¢ a . 8 i - 8 8
CFG Users Campaigns  Permissions [EEEAUNTY V-Vectoring Audit IVR

cce Sched. Server

HOLIDAY TABLE

Holiday Number * |1 ] Holiday Name * Holiday Table

Haliday Location * |

Stant
Wonth Day

END
MonthDay Hour Min
52 |z |62

Description

02 liran maniak

bia bla bla
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The holiday table feature is identical to the screen that appears in the CM. For more
information about how to use this feature, please refer to the official Avaya
documentation.

Deleting a holiday table

To delete, select the checkbox next to the holiday table name and click on the Delete
button.

Searching for a holiday table

The search feature allows you to search for a holiday table based on its name or
number.

To use the search option, enter the search text in the search box and click on the
search button (marked in red).

- B B b 8 i
AVAYA - 4 ; a
ConTRoL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
Extensions VDNs Skills Hunt Groups Holidiay Tbi. Coverage Announcem. Service Hours nnno
| | i
HOLIDAY TABLE
Holiday Name Holiday Location

] 1 ‘Support Holiday Table Denver

(m} Sales Holday Table Denver

[} VIP Holday

(m} Generic Holiday

(m} Custom Holiday

[} 8 French Holiday New York
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Coverage Path

The coverage path management feature allows you to manage the configuration of a
coverage path.

To access the coverage path management section, navigate to the Coverage tab and
click on the Coverage Path button.

¢ 4 2 & 2 2 itnv
AVAYA G 2 s % @ @ & i @ ——
ConTROL MANAGER CFG Users Campaigns ~ Permissions AVAYA V-Vectoring Audit VR CCE £ N T g Save Transiat i Logout |
Extensions VDNs Skills Hunt Groups Holiday Tbl. Announcem. Service Hours uuo
]l | L]
COVERAGE PATH
— 0 — [ -
[ ‘Number il Alias I “Location |
a N
1= 2 cener |
o : peer |
GRS O . enver |
] s oenver '
o d o |
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Adding a new coverage path

To add a new coverage path, click the Add button, and the Coverage Path details
screen will open:

€ ,‘ 2 & 2 2 itn
AVAYA G 2 s % 4 i i i @ &
ConTROL MANAGER CFG Users. Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE LT R LT g Save Transiatll — Logout |

ooe

COVERAGE PATH

Location * Denver | s | |

Coverage Path Number * [ |

Next Path Number [ Hunt After Coverage®
Linkage
Cvg Enabled for VDN Route-To Party?

COVERAGE CRITERIA

Station/Group Status Internal Call * External Call *

ol [ IEE ) Number OfRings: * 2
Busy? [es & [ves ~

Dorit Answer? [es ¥ [ves v

All? [nva ] [Mo v

DNDISAC/Goto Cover? | Yes ¥ [es v

Holiday Goverage?  [No ] [no ~

COVERAGE POINTS

Terminate to Coverage Pts. with Bridget Appearances? * | No v

Paint1: | | Rng1: | | Paintz: | | Rngz: | |
Point3: [ | Rnga: [ | Paint4: | | Rng4: | |
Paints: | | Rngs: [ | Points: | | Rngé | |

Enter the coverage path details:

Coverage Path Number

The coverage path number.

Alias

The coverage path name.

Coverage Path Location

The location that the coverage path is

assigned to.

For more information about all other coverage path features, please refer to the
official Avaya documentation.
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Editing a coverage path

To edit the coverage path details, open the coverage path record by double-clicking

its row in the coverage path list.

AVAYA G 2 % @ 0 @
CoNTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Augdit VR

Extensions VDHs Skills Hunt Groups

| |

Holiday Tbl.

COVERAGE PATH

Alias

demo cov path

The following screen will appear:

AVAYA G 2 & & + &
ConTRoL MANAGER CFG Users ‘Campaigns Permissions AVAYA V-Vectoring Audit VR

COVERAGE PATH

] lias [demo cov path ]

Location * Denver

Caverage Path Number *

Mext Path Number

Linkage

Cug Enabled for VDN Route-To Party?

Coverage Announcem.

| Hunt After Coverage*

& &
CCE Sched. Server

Senvice Hours

Location

Denver
=T
Denver
Denver
Denver
Denver
Denver
Denver
Denver
Denver
Denver

Denver

Denver

4
CCE

COVERAGE CRITERIA

Station/Group Status Internal Call * External Call * NumberofRings: "]
Active? [na | [Mo ~|

Busy? [ves v [Yes v

Dont Answer? [ves ] [Yes v

All? [na ¥ [ne v

DNDISACIGoto Cover? [ Yes v [ves v

Holigay Coverage? [ Yes |10 v HolidayTable:2 |

COVERAGE POINTS

Terminate to Coverage Pts. with Bridget Appearances? *

Paint1: | | Rng1: | | Pointz: | | Rngz: | |
Point3: | | Rng3: | | Pointa: | Rnga: | |
Points: | | Rngs: | | Points: | | Rngs: [ |
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The coverage path feature is identical to the screen that appears in the CM. For
more information about how to use this feature, please refer to the official Avaya
documentation.

Deleting a coverage path

To delete, select the checkbox next to the coverage path name and click on the
Delete button.

Searching for a coverage path

The search feature allows you to search for a coverage path based on its name or
number.

To use the search option, enter the search text in the search box and click on the
search button (marked in red).

AVAYA 2 ' i " i ; ; 2
CONTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
Extensions VDNs Skills Hunt Groups Holiday Thl Announcem. Service Hours nn@
| J i
COVERAGE PATH
Coverage Path e 23
imben Alias Location

a 1 gemo cov path Denver
O Denver
) Denver
F Denver
) Denver
O Denver
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Coverage Answer Group

The coverage answer group management feature allows you to manage coverage
answer group configurations.

To access the coverage answer group management section, navigate to the Coverage
tab and click on the Coverage Answer Group button.

q + 2 2 2 n itnv
AVAYA G 2 e {, i i & & 4 ——
Conrrot MaNARES CFG Users Campaigns ~ Permissions [EENAVX7Y V-Vectoring Audit VR CCE LTI Save Transiatl Logout |
Extensions VDNs Skills Hunt Groups Holiday Thl. Announcem. Service Hours nn@

| i

COVERAGE ANSWER GROUP

Humber i Alias i Location ]
Remo O 5 sync test Denver |
Extensions 3] 5 Test New York |
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Adding a new coverage answer group

To add a new coverage answer group, click the Add button, and the detail screen will

open:

AVAYA 2 v & &

ConTroL MANAGER CFG Users Campaigns ~ Permissions AVAYA V-Vectoring Audit IVR CCE Sched. Server  LICIEhEEA 0gou
oo

COVERAGE ANSWER GROUP

Location * | Denver V‘a\\as\

GROUP MEMBER ASSIGNMENTS

Extension Mame

Enter the coverage answer group details:

Coverage Answer Group Number The coverage answer group number

Alias The coverage answer group name

Coverage Answer Group Name The name of the coverage answer group

Coverage Answer Group Location The location the coverage answer group
is assigned to.

For more information about all other coverage answer group features, please refer
to the official Avaya documentation.
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Editing a coverage answer group

To edit the coverage answer group details, open the coverage answer group record
by double-clicking its row in the coverage answer group list.

AVAYA a y b g ; ; g 2
ConTRoL MANAGER CFG Users Campaigns  Permissions FAVALY V-Vectoring Audit VR CCE Sched. Server Sav 1S 6qgo
Extensions VDHs Skills Hunt Groups Holiday Thl. Announcem. Service Hours nﬂ@
4] | Bl

COVERAGE ANSWER GROUP

AR
Cohnawor Group Number Alias Location
] 1 COVERAGE GROUP Denver
O s ) syne test Denver
(m} 8 Test New York

The following screen will appear:

AVAVA L - " 8 8 é N 3 & it
CoNTROL MANAGER CFG Users Campaigns Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server 000
Dge

COVERAGE ANSWER GROUP
Location * [ Denver 9] Alias [COVERAGE GROUP
Group Number * [1

Group Name COVERAGE GROUP

GROUP MEMBER ASSIGNWENTS

Mame
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The coverage answer group feature is identical to the screen that appears in the CM.
For more information about how to use this feature, please refer to the official
Avaya documentation.

Deleting a coverage answer group

To delete, select the checkbox next to the coverage answer group name and click on
the Delete button.

Searching for a coverage answer group

The search feature allows you to search for a coverage answer group based on its
name or number.

To use the search option, enter the search text in the search box and click on the
search button (marked in red).

- i 8 8 § § ity
AVAYA - ¥ ; 4 § &
e A CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
Extensions VDNs Skills Hunt Groups Holiday Thl. Announcem. Service Hours ﬂnn@
|
COVERAGE ANSWER GROUP
synd A E
EahbawetGooy - Alias Location
(] % COVERAGE GROUP Denver
(m} 5 sync test Denver
O Test New York
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Coverage Time Of Day

The coverage time of day management feature allows you to manage coverage time

of day configurations.

To access the coverage time of day management section, navigate to the Coverage
tab and click on the Coverage Time of Day button.

& v

AVAYA G 2 s % W @ i & &
CONTROL MANAGER CFG Users campaigns  Permissions [ESVSTSEN V.vectoring Audit IR €C BT T save Transiat. )i Logout |
Extensions VDNs Skills Hunt Groups Holiday Tbl. Announcem. Service Hours ﬂau@
4 J i
TIME OF DAY COVERAGE TABLE
[—F 1
[ CHmwercow Rt s s
—  E=s o e
G ¢ . enver
GEENCTTIEES ¢ B enver
we s New vork
TR
[ e ]
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Adding a new coverage time of day

To add a new coverage time of day, click the Add button and the detail screen will
open:

AVAYA ¢ 2 . G &
ConTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE L0 1 BT- 0 ) Save Transiat ) Logout |
Oge

TIME OF DAY COVERAGE TABLE

Location * [ Denver ] Alias + | | Mumber * |

Act Time Cvg Path Act Time Cvg Path Act Time Cvg Path ActTime Cvg Path ActTime Cvg Path

sun o ]:[o0 ] I ] I e
Mon [0z [00 ][ ] I I
Tue [2_]:[00 ][ I I I I I N I
wed[0]:[o0 ][ | 11 Il [ ERRE]
mhu [0 ][00 ] ] I [ I
Fi o]0 ]| | 1 [ I I
sat [0_]:[o0 || | L Il [

Enter the coverage time of day details:

Coverage Time of Day Number The coverage time of day number.

Alias The coverage time of day name.

Coverage Time of Day Location The location that the coverage time of
day is assigned to.

For more information about all other coverage time of day features, please refer to
the official Avaya documentation.
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Editing a coverage time of day

To edit the coverage time of day details, open the coverage time of day record by
double-clicking its row in the coverage time of day list.

a . ity
AVAYA 2 . " ; ; ; )
ConTRoL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
Extensions VDHs Skills Hunt Groups Holiday Thl. Announcem. Service Hours nn@
| | |

TIME OF DAY COVERAGE TABLE

28
Number Alias Location
Cov. Time Of Day ) 1 Denver
D 4 Denver
1 {':'} Denver
(m} ¥ New York
The following screen will appear:
AVAYA ( 2 y h ; i i i & m
CONTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE Sched. Server
bge

TIME OF DAY COVERAGE TABLE

Location * | Denver ] Alias MNumber * [1

CvgPath  AdTime  CvaPalh  AdTime  CvgPath  AdTime  CvgPath  AdTime  CvaPath

The coverage time of day feature is identical to the screen that appears in the CM.
For more information about how to use this feature, please refer to the official
Avaya documentation.

Deleting a coverage time of day

To delete, select the checkbox next to the coverage time of day name and click on
the Delete button.
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Searching for a coverage time of day

The search feature allows you to search for a coverage time of day based on its
name or number.

To use the search option, enter the search text in the search box and click on the
search button (marked in red).

2 » - 2 ity
AVAYA - ) y ; ; A ; ; s -
CoNnTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server

Extensions VDNs Skills Hunt Groups Holiday Tbl. Coverage Announcem. Service Hours nnn@
4 | |
TIME OF DAY R OVERAGE TABLE
el
- Alias Location

Cov. Time Of Day 1 Denver
Denver

Denver

(i |l ]

3 New York
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Coverage Remote

The coverage remote management feature allows you to manage coverage remote

configurations.

To access the coverage remote management section, navigate to the Coverage tab

and click on the Coverage Remote button.

Pt s . . . . 2
AVAYA G 2 ,, % i @ i i @
eairod M ANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
Extensions VDNs Skills Hunt Groups Holiday Thl. Announcem. Service Hours
4 | v

REMOTE CALL COVERAGE TABLE

20
| Number Alias
O 1 coverage remote 1
O 2 ceverage remote 2
O 3 coverage remots 3
O 4 coverage remote 4
O 5 coverags remote §
|} 8 coverage remote §
O 4 coverage remote T
O 8 coverage remote 8
B ] coverage remote §
O 10 coverage remete 10
O 1 coverage remote 11
i} 12 coverags remots 12
i} 13 coverage remote 13

12345678910
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Adding a new coverage remote

To add a new coverage remote, click the Add button and the detail screen will open:

AVAYA 19 = s & i i i & + & m
ConTroL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE Rl CL R T g Save Translat. il Logout |
o@e
REMOTE CALL COVERAGE TABLE
Losaon

Alias * | |

Group Number *
Mumber *

Enter the coverage remote details:

Coverage Remote Number The coverage remote number

Alias The coverage remote name

Coverage Remote Location The location the coverage remote is
assigned to.

Number The number that the remote coverage
will use

For more information about all other coverage remote features, please refer to the
official Avaya documentation.
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Editing a coverage remote

To edit the coverage remote details, open the coverage remote record by double-
clicking its row in the coverage remote list.

AVAYA { a y " § " § ; 2
ConTROL MANAGER CFG Users Campaigns ~ Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server !
Extensions VDHs Skills Hunt Groups Holiday Thl. Coverage Announcem. Service Hours ﬂnn@
‘ | L]

REMOTE CALL COVERAGE TABLE

AR
Number Alias Location
E 1 coverage remote 1 Denver
Cov. Remote O coverage remots 2
O coverage remots 3
O coverage remote &
O coverage remote &
O coverage remote &
Ll 7 coverags remote 7
O 8 coverage remote &
El ) coverage remote §
O 10 cover
O 11 cover
O 12 covel
O 13 cover
12
The following screen will appear:
AVAYA ; 2 y § § 4 4 i &
ConTRoL MANAGER CFG Users Campaigns Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server

DGe

REMOTE CALL COVERAGE TABLE

Location *

=

Alias *

The coverage remote feature is identical to the screen that appears in the CM. For
more information about how to use this feature, please refer to the official Avaya
documentation.
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Deleting a coverage remote

To delete, select the checkbox next to the coverage remote name and click on the
Delete button.

Searching for a coverage remote

The search feature allows you to search for a coverage remote based on its name or
number.

To use the search option, enter the search text in the search box and click on the
search button (marked in red).

. 4 " " ; it
AVAYA { 2 s § i § § —
ConTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE Sched. Server
Extensions VDHNs Skills Hunt Groups Holiday Tbl. Announcem. Service Hours nnn@
d \ ol

EMOTE CALL COVERAGE TABLE

co| P E
Number Alias Location
L] 1 coverags remots 1 Denver
Cov. Remote O z cover Denver
O cov Denver
E o Denver
O cov Denver
O cov Denver
E 7 cov Denver
O 3 coverage remote & Denver
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Announcement

The announcement management feature allows you to manage announcements.

To access the announcement management section, navigate to the Announcements
tab.

AVAYA Gy 2 s G & & & @ &
ConTroL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR ICCE Sched. Server
Extensions VDNs skills Hunt Groups Holiday Tbl. Coverage Service Hours
4 | B
ANNOUNCEMENT
A E
Announcement Number Alias Name Description Location

O 3024 Greeting Generic Engish Gresting Denver
O 3039 Holiday Holiday Greeting Denver
O 40002 Workingh Standard Working hours Denver
O 40007 ‘Waltingt Walting Time Denver
O 100878 QrF

Queus Position Denver
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Adding a new announcement

To add a new announcement, click on the Add button and the detail screen will
open:

AVAVA [ €5 - § ¥ 8 @ pre i & & & v
ConTRoL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE Sched. Server  CRIERTEY 0gou
Oke
ANNOUNCEMENT
Announcement Number * l:l Announcement Alias * l:l
AnnouncementDescription <[ |Location *
Name * | | Type = [analog v
COR | | v [ |

Queue? [ ves ] aueue Lengtn | ]

Enter the announcement details:

Announcement Number The announcement number.
Alias The announcement name.
Announcement Name The name of the announcement: should

be identical to the announcement .wav
file (if there is one).

Announcement Location The location the announcement is
assigned to.

For more information about all other announcement features, please refer to the
official Avaya documentation.
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Editing an announcement

To edit the announcement details, open the announcement record by double-
clicking its row in the announcement list.

AVAYA 9 - » 8 ¢ § $ 4 &
ConTroL MANAGER CFG Users Campaigns ~ Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server ogou
Extensions VDNs Skills Hunt Groups Holiday Thi. Coverage Service Hours nnn@
: | i
ANNOUNCEMENT
[P E
Anncuncement Number Alias Name Description Location

O 3024 Greeting Generic English Greeting Denver

O 3039 Holiday Heliday g Denver

O 40002 Waorkingh Standard Viorking hours Denver

O 40007 Waitingt Waiting Time Denver

100875 {;_,‘) ap Queue Postion Denver
AVAYA { 2 , ; i N ; ; &8
o e e CFG Users Campaigns ~ Permissions [EEFSUNTS Vi-Vectoring Audit VR cCE Sched. Server

oo
ANMOUNCEMENT
Announcement Mumber * 100978 Announcement Alias * |QP
Announcement Description * [liranarikann Location *
Mame* [liranarikann Type *
™ 1
v
Rate 64
~] Group/Board v

UPLOAD ANNOUNCEMENT

|[ Browss Upload

The announcement feature is identical to the screen that appears in the CM. For
more information about how to use this feature, please refer to the official Avaya

documentation.
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Deleting an announcement

To delete, select the checkbox next to the announcement name and click on the

Delete button.

Searching for an announcement

The search feature allows you to search for an announcement based on its name or

number.

To use the search option, enter the search text in the search box and click on the

search button (marked in red).

AVAYA ) . o
ConTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring
Extensions VDNs Skills Hunt Groups Holiday Thl.
4 |
ABNOUNCEMENT
ap L8
N 1 Liste it as Name
] 3024 Gresting
O 3038 Holiday
[} 0002 Workingh
O 40007 Vattingt
] 100978 ap

Audit VR

& i

CCE Sched. Server

+ e =17

Description
Generic English Greeting

Holiday Gresting

Standard Working hours

Waiting Time

Queue Posttion
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Service Hours Tables

The service hours table management feature allows you to manage service hours
table configurations.

To access the service hours table management section, navigate to the Service Hours
tab.

AVAYA & 2 v % & ¢ @ & @ K
CoNTROL MANAGER CFG Users campaigns ~ Permissions [EEEAVN7 V-Vectoring Audit IVR CCE L0 VR T Al sove Transiat fl Logout |
Hunt Groups. Holiday Tbl. Coverage Announcem. Groups Time Of Day Data Module ﬂﬂﬂ@
Kl J o
SERVICE HOURS TABLE
[ e I
Number Name Location

[ w e ; | Benver

[ v S : ey et

L sas s

Denver
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Adding a new service hours table

To add a new service hours table, click the Add button and the detail screen will
open:

AVAYA G 2 : 5 W I
ConTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCe LT BT U S Save Translat. il Logout )
o@e
SERVICE HOURS TABLE
Location * Sevice Hourshumber [ |SemviceHoursName| |
Description 7]
Use time ad fortocation[ |
MON TUE WED THU FRI SAT SUN
Start End Start End Start End Start End Start End Start End Start End
0000 0000 0000 0000 0000 0000 0:00:0
Q000 4000 0000 4000 0000 0000 O-00:00
0000 0000 0000 0000 0000 0000 0000
0000 0000 0000 0000 0000 0000 O:-008:0
I e Y e e I I

Enter the service hour table details:

Service Hours Number The service hour table number.

Service Hours Name The service hour table name.

Service Hour Table Location The location that the service hour table is
assigned to.

For more information about all other service hours table features, please refer to the
official Avaya documentation.
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Editing a service hours table

To edit the service hours table details, open the service hour table record by double-
clicking its row in the service hours table list.

AVAYA g 2 ¥ - : i i : &
CoNTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
Extensions VDNs Skills Hunt Groups Holiday Thl. Coverage Annguncem. m ﬂnn@
l | B
SERVICE HOURS TABLE
2R
Humber Name Location
1 . 1 Denver

The following screen will appear:

; i & ; & itnv
AVAYA { 2 ) i a
GonTROL MANAGER CFG Users Campaigns ~ Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
e
SERVICE HOURS TABLE
Location * | Denver vﬁ: Senvice Hours Number * [2 Senvice Hours Name |mitav
Description mitav

Use time adjustments for location

Start End Start End Start End
- — F31- A5 o -

The service hours table feature is identical to the screen that appears in the CM. For
more information about how to use this feature, please refer to the official Avaya
documentation.
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Deleting a service hours table

To delete, select the checkbox next to the service hours table name and click on the

Delete button.

Searching for a service hours table

The search feature allows you to search for a service hours table based on its name

or number.

To use the search option, enter the search text in the search box and click on the

search button (marked in red).

. ; ; . ; itny
AVAYA { 2 . i i j i & w
e oOaA M) A ABEE CFG Users Campaigns ~ Permissions [EEFSUNTS V-Vectoring Auit VR CCE Sched. Server
Hunt Groups Holiday Thl. Coverage Announcem. Groups Time Of Day Data Module nnn@
Ll | ]
SERVICE HOURS TABLE
T eyl
Number Name Location

O 1 1 Denver

" 2 mitay. Denver

O Denver
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Time of Day Tables

The time of day table management feature allows you to manage the time of day

tables configuration.

To access the time of day table management section, navigate to the Time of Day

tab.

AVAYA G 2 ol & & @ & &
ConTroL MANAGER CFG. Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
Hunt Groups Holiday Tbl. Coverage Announcem. Service Hours Groups Data Module
a | 2
TIME OF DAY
— i — | Name
— s — o 1 time af day 1
— 1 — \a 1 tne.of davl
o 10 time of day 10
'D 10 time of day 10
1a 2 time of day 2
=] 2. fime of day 2
[} 3 time of day 3
| [} time of day 2
a 4 time of day 4
1a & time of day &
| O time of day §
| (] time of day 5
1a 6 time of day &
| 12
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Adding a new time of day table

To add a new time of day table, click the Add button and the detail screen will open:

AVAYA G 2 s & & @ & m
ConTroL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server [Save Transiatljl  Logout
oo
TIME OF DAY
Number | | name | | Location [Denver v

Day ActTime PGN ActTime PGN ActTime PGN ActTime PGN ActTime PGN# ActTime PGN

s (0000000000000 O OO0
won (1000 00000000000 O 000
e 0] OO0 O OO0 OO 0 O 00 O 800 O
weo [0 OO0 0O 00O 0000 0O 000
=~ .00 O 00000 000000 0O 000
ro 0O OO0 0O 00 0O 0000 0O 000
«r OO 0000000000 0000

Enter the time of Day table details:

Time of Day Number The time of day table number.

Time of Day Name The time of day table name.

Time of Day Table Location The location that the the time of day
table is assigned to.

For more information about all other time of day table features, please refer to the
official Avaya documentation.
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Editing a time of day table

To edit the time of day table details, open the time of day table record by double-

clicking its row in the time of day table list.

. . tny
AVAYA ( 2 : i i i i : L
ConTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE Sched. Server
Extensions VDNs Skills Hunt Groups Holiday Tbl. Coverage Announcem. Service Hours nn@
« | o
TIME OF DAY
28
Number Name Location

1 {':7 time of day 1 Denver

(m} 1 time of day 1 New York

(m} 10 time of day 10 Denver

The following screen will appear:

& A 4 itriy
AVAYA ( 2 . i " " & =«
ConTroL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server

TIME OF DAY

Number |1 Name [fime of day 1 Lacation !_I:‘Tn,gr &

Day AciTime PGN ActTime PGN ActTime PGN ActTime

PGN ActTime PGN# ActTime PGN
o1]:[01] 1] [o2]:[ez 3] [s):es] B 06]:[08] |5

The time of day table feature is identical to the screen that appears in the CM. For
more information about how to use this feature, please refer to the official Avaya
documentation.
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Deleting a time of day table

To delete, select the checkbox next to the time of day table name and click on the

Delete button.

Searching for a time of day table

The search feature allows you to search for a time of day table based on its name or

number.

To use the search option, enter the search text in the search box and click on the

search button (marked in red).

AVAYA 2

o
ControL ManaGeR CFG Users

Hunt Groups Holiday Tbi. Coverage

L]

Announcem.

% é
Campaigns  Permissions AVAYA V-Vectoring

Service Hours

ftime Pyl

Number

ooood

TIME OF DAY

& & " & &

Audit VR CCE Sched. Server

Groups Data Module nnn@

Name Location
time of day 1

time of day 1

time of day 10
time of day 10 New York

time of day 2 New York
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Pickup Groups

The pickup group management feature allows you to manage the pickup group

configurations.

To access the pickup group management section, navigate to the Groups tab and

click on the Pickup Group button.

AVAYA 0 -
Controt Manager CFG Users
Hunt Groups Holiday Tbl.
4

T % & 4 & &
Campaigns  Permissions AVAYA V-Vectoring Augdit VR CCE

Coverage Anncuncem. Service Hours Time Of Day

-
[ HuntGrows ]
Da e

PICKUP GROUP

(I -
Number Alias Name
] 1 my demo pickup group
[} 2 dassa
] 3 3
(m} sync test
[} ] EEEEEEE]
] 7 test
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Adding a new pickup group

To add a new pickup group, click the Add button and the detail screen will open:

AVAYA [ €3 2 - & & $ & 4 & & mv
ConTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Gl R L S Save Translat il Logout |
ode
PICKUP GROUP
Locaton=[Domer [ © -AdtErtensi
Gro e i |
Alias Name
Group Name = 1) 5_7

Enter the pickup group details:

Pickup Group Number The pickup group number.

Alias The pickup group name.

Pickup group Name The pickup group name.

Pickup Group Location The location that the the pickup group is
assigned to.

For more information about all other pickup group features, please refer to the
official Avaya documentation.
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AVAYA AURA™ CONTACT CENTER CONTROL MANAGER allows you to add numbers
to the pickup group.

® Add Extension
Extension Mumber

Select the Add Extension checkbox and enter the extension number in the text box.
Click on Add Extension to add the extension.

After adding the extension(s), they will appear in the bottom part of the screen:

AVAYA ¢ 2 . i i ; s L,
ConTroL MANAGER CFG Users Campaigns Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
O&e

PICKUP GROUP

v': @® [ Add Extension
|VE~lsns|-:n Number

9]
Assigned Extensions
Number Name Location n
¥l 3013 Barry Wison Denver u
[} 3018 Tim Richter Denver
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Editing a pickup group

To edit the pickup group details, open the pickup group record by double-clicking its
row in the pickup group list.

AVAYA { 2 5 B § § i i & it
Coiiral Masaasa CFG Users Campaigns  Permissions [IENAVX/SM V-vecioring Audit VR CCE Sched. Server
Extensions VDiis Skills Hunt Groups Holiday Tbl. Coverage Announcem. Service Hours | (4[4 [=7]
| J o
FICKUF GROUP
Pickup Group PR
Number Alias Name Location
1 Iy my demo pickup group. Denver
E 2 dassa Denver

The following screen will appear:

AVAYA g 2 : § § § ; i &
ConTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE Sched. Server S
Oge
PICKUP GROUP
% O
Group Name * |m! fe)
Assigned Extensions
Number Name Location
] 100228 = = n
O 40000 Call Center EXT 11 Denver u
O 2022 Call Center EXT 1 Denver

The pickup group feature is identical to the screen that appears in the CM. For more
information about how to use this feature, please refer to the official Avaya
documentation.
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Drill Down Capabilities

While editing a pickup group you have the ability to drill down from the pickup group

directly to the assigned extensions.

Each extension number is a dynamic link which enables drill down.

AVAYA

ConTroL ManAGER

- #
Users Campaigns

Location *
Group Number *
Alias Name *
Group Name *

Assigned Extensions
Number
F 100225
O 4000
O

30

a

4

Permissions AVAYA V-Vectoring Audit
PICKUP GROUP
Denver v| ®
1
|m demao |M-;_I'I.||3 graup
my dema pickup o
Name Location
Call Center EXT 11 Denver
Call Center EXT 1 Denver
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To remove a number from the pickup group, select the Remove Extension option,
enter the number details, then click on Remove Extension.

@ [ Add BExtension
Extension Mumber ||

Deleting a pickup group

To delete, select the checkbox next to the pickup group name and click on the Delete
button.
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Searching for a pickup group

The search feature allows you to search for a pickup group based on its name or
number.

To use the search option, enter the search text in the search box and click on the
search button (marked in red).

. - ; " 4 ; 2 m
é:iﬁymﬂmm IEFG Us.ers L‘amp;\gns Permissions \.Ha‘eéturmg Augdit VR I:;:E Sched?‘samer 0
Hunt Groups Holiday Tl Coverage Announcem. service Hours Time Of Day Data Module nnn@
H | i
PICKUP GROUP
Pickup Group myf P E
Alias Name Location
Ll 1 my demo pickup group Denver
O dassa Denver
O Denver
O synctest Denver
O aasasas Denver
O test Denver
O 15 teat Denver
O 20 fafds Denver
O babatrest
O 1 1
F 1 1M1 New York

Page 139 of 335

Avaya Aura™ Contact Center Control Manager User’s Guide



Avaya Aura™ Contact Center Control Manager User’s Guide

Intercom Groups

The intercom group management feature allows you to manage intercom group
configurations.

To access the intercom group management section, navigate to the Groups tab and
click on the Intercom Group button.

y & 2 2 o & itnv
AVAYA G 2 s % ¢ 4 4 @ @ e
CoNTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE Sched. Server w m
Hunt Groups Holiday Tbil. Coverage Announcem. Service Hours Time Of Day Data Module n:@
4l | i
INTERCOM GROUP

STV [ AA

“ T N PR

[ TR T O 2 Denver

M O 3 Denver

[ Wumcows | o P Denver

— i —] ] 5 Denver

e O a3 Denver
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Adding a new intercom group

To add a new intercom group, click the Add button and the detail screen will open:

¢ " & ; 2 tny
AVAYA G 2 ¥ & i @ @ & &
CoNTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR GCE B2 L BT i Save Transiat )l Logout
INTERCOM GROUP

Intercom Number * |

Intercom Alias * ‘ DC
T
|

Length Of Dial Code * |

Group Member Assignment

Enter the intercom group details:

Intercom Group Number The intercom group number.

Alias The intercom group name.

Intercom Group Location The location that the the intercom group
is assigned to.

For more information about all other intercom group features, please refer to the
official Avaya documentation.
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AVAYA AURA™ CONTACT CENTER CONTROL MANAGER allows you to add numbers
to the intercom group.

® Add Extension
Extension Mumber
Dc

Select the Add Extension radio button and enter the extension number in the text
box. Click on Add Extension in order to add the extension.

After adding the extension(s), they will appear in the bottom part of the screen:

AVAYA ( - : j g i " é 2 w
ConTRoL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE Sched. Server
INTERCOM GROUP

Denver ~ o)

Group Member Assignment

D Number Name

Location Dc
O - 100229 o

= 1
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Editing an intercom group

To edit the intercom group details, open the intercom group record by double-
clicking its row in the intercom group list.

AVAYA ( 2 s § § § § i i o
Coeirond: MisiaaEs CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CcCE Sched. Server
Hunt Groups Holiday Thl. Coverage Announcem. Service Hours m Time Of Day Data Module ﬂnﬂ@
4 | 5
INTERCOM GROUP
23
Intercom-Group
Number Alias Name Location
1 & Denver
O 2 Denver
O Denver
O Denver
O Denver
O Denver
The following screen will appear:
AVAYA . 2 3 i i j j b & m
A R CFG Users campaigns  Permissions [EEAUN7Y V-Vectoring Audit VR cCE Sched. Server
e Oge

INTERCOM GROUP

enver & or*

Length Of Dial Code * |1

(o]
Group Member Assignment
D Number Name Location oc (A
O - 100229 - - 1 u

The intercom group feature is identical to the screen that appears in the CM. For
more information about how to use this feature, please refer to the official Avaya
documentation.
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To remove a number from the intercom group, select the Remove Extension radio
button, enter the number details, then click on Remove Extension.

® 4dd Extension
Extension Mumber
DC

Deleting an intercom group

To delete, select the checkbox next to the intercom group name and click on the
Delete button.
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Searching for an intercom group

The search feature allows you to search for an intercom group based on its name or
number.

To use the search option, enter the search text in the search box and click on the
search button (marked in red).

z tn
AVAYA q 2 ¥ i i i i : & o
COoNTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit R CCE Sched. Server o
Hunt Groups Holiday Tbi. Coverage Announcem. Service Hours m Time Of Day Data Module na@
Al | o
INTERCOM GROUP
2 AR
Intercom-Group.
Number Alias Name Location

[ 1 Denver

) Denver

O Denver

O Denver

O Denver

= Denver
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Page Groups

The page group management feature allows you to manage page group
configurations.

To access the page group management section, navigate to the Groups tab and click
on the Page Group button.

y # ; ; 4 ; itnv
AVAYA 0 ) ' % & @ @ & & S
\CONTROL MANAGER CFG Users Campaigns ~ Permissions AVAYA V-Vectoring Audit VR CCE L1 DT T save Transiat il Logout ]
Hunt Groups Holiday Tbl. Coverage Announcem. Service Hours Time Of Day Data Module [+ [« [=7]
i | B
GROUP PAGE
() <
[ Humber Alias Name Location |
O H asdasdas Denver
i cppe g D 5 dasd Denver
T — O 2 test New Vork
Data Module
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Adding a new page group

To add a new page group, click the Add button and the detail screen will open:

¢ . i ; . " itn
AVAYA G 3 s & & #* + & &
ConTRoL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE L7 C R T save Transiat il Logout )
Oee
GROUF PAGE

Group Number: * [

Alias:*

Group Name: *

Group Extension: *
cor 1
T 1

Group Member Assignments

Enter the page group details:

Page Group Number The page group number.

Alias The page group name.

Page group Name The page group name.

page Group Location The location that the page group is
assigned to.

For more information about all other page group features, please refer to the official
Avaya documentation.
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AVAYA AURA™ CONTACT CENTER CONTROL MANAGER allows you to add numbers
to the page group:

® Add Extension
Extension Mumber

Select the Add Extension radio button and enter the extension number in the text
box. Click on Add Extension to add the extension.

After adding the extension(s), they will appear in the bottom part of the screen.

AVAYA - a y " i ; A 2
CoNTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
% 17
ROUP PAGE
Location: * [ Denver b Q
Group Number: * |1
Alias:* |1
o]
Gro 401
w1
™ [1
Group Member Assignments
D Number Name Location
m] 707 3013 Barry Wisen Denver n
O o 3018 Tim Richter Denver m
E 710 3020 Mike Lamb Denver
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Editing a page group

To edit the page group details, open the page group record by double-clicking its row
in the page group list.

AVAyA % - ] * @ 8 8 & 8 & m
ConTRoL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE Sched. Server
serage Announcem. Service Hours Groups. Time Of Day Data Module VRT Variable Abbr. nnn@
& i
GROUP PAGE
2R
Number Alias Name Location
Group Page n 1 {t’) 1 Denver
[} z asdasdas Denver
] 5 dasd
[} test
The following screen will appear:
AVAYA - 2 . ; i i ; i &
CoNThoL MANAGER CFG Users Campaigns  Permissions AVAYA V.Vectoring Audit VR CCE Sched. Server

s Oge

(8]
Group Member Assignments
D Number Hame Location
E 707 3013 Barry Wilson Denver
O 0! 2019 Tim Richter Denver n
O 710 3020 Wike Lamb Denver u
O ] 2022 Call Center EXT 1 Denver

The page group feature is identical to the screen that appears in the CM. For more

information about how to use this feature, please refer to the official Avaya
documentation.
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To remove a number from the page group, select the Remove Extension option,
enter the number details, then click on remove extension.

® Add Extension
Extension Mumber

Deleting a page group

To delete, select the checkbox next to the page group name and click on the Delete
button.
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Searching for a page group

The search feature allows you to search for a page group based on its name or
number.

To use the search option, enter the search text in the search box and click on the
search button (marked in red).

AVAYA 2 : j i i j i &
ConTrRoL MANAGER CFG Users Campaigns  Permissions [N/ V-Vectoring Audit VR CCE Sched. Server
Jerage Announcem. Service Hours m Time Of Day Data Module VRT Variable Abbr. nn@
&l | i
GROUP PAGE
T 23
Humber Alias Name Location
Group Fage [ 1 1 Denver
O asdasdas Denver
O dasd Denver
O test New York
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Term-Ext Groups

The term-ext group management feature allows you to manage term-ext group
configurations.

To access the term-ext group management section, navigate to the Groups tab and
click on the Term-Ext Group button.

4 . . . . . itnv
AVAYA G 2 s % ¢ 4 4 & & -
CoNTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Augii VR CCE Sched. Server
Jerage Announcem. Service Hours Time Of Day Data Module VRT Variable Abbr. nn@
4 | B
TERMINATING EXTENSION GROUP
G 0 eR
_:iw- = s s oo 1
o TembdGrowp O H babas Denver
e O 10 arik Denver
e — O " baba Denver
[ Amnouncem. ]
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Adding a new term-ext group

To add a new term-ext group, click the Add button and the detail screen will open:

AVAYA & 2 : & i ¥ i & v
CONTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audiit IVR CCE LR g Save Translat il Logout |
ooe

Location: *

TERMINATING EXTENSION GROUP

| Group Number * [ |
Group Name: * C

-I Group Extension: | |

Denver ) Alias: *

Security Code [ | caverage Path: | |
I —

Car. [ [

ISDNSIP Caller Disp LWC Reception
Audix Name

GROUP MEMBER ASSIGNMENTS

Caption
1

2

2 |

Name

Enter the term-ext group details:

Term-Ext Group Number

The term-ext group number.

Alias

The term-ext group name.

Term-Ext group Name

The term-ext group name.

Term-Ext Group Location

The location the term-ext group is

assigned to.

For more information about all other term-ext group features, please refer to the
official Avaya documentation.

Page 153 of 335

Avaya Aura™ Contact Center Control Manager User’s Guide



Avaya Aura™ Contact Center Control Manager User’s Guide

Editing a term-ext group

To edit the term-ext group details, open the term-ext group record by double-
clicking its row in the term-ext group list.

AVAYA - 2 . ) i § i i L
ConTroL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
rerage Announcem. service Hours Time Of Day Data Module VRT Variable Abbr. nnﬂ
il i
TERMINATING EXTENSION GROUP
283
Number Alias Name Location
L] 2 {':7 sasd Denver
enm:Ext Sroup, O s babas Denver
O 10 arik Denver
B 1 baba Denver
The following screen will appear:
AVAYA & 2 ® @ @ 0 & & & m
ConTroL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE Sched. Server s :

TERMIMATING EXTENSION GROUP

Location: = v Alias * [baba aup Number = [11

baba Group Extension: 100937

Security Code: 1234

1

cor: 1 ™
ISDN/SIP Caller Disp: |arp-name

Audix Name: test

GROUP MEMBER ASSIGNMENTS
Caption

1

Name

The term-ext group feature is identical to the screen that appears in the CM. For

more information about how to use this feature, please refer to the official Avaya
documentation.
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Deleting a term-ext group

To delete, select the checkbox next to the term-ext group name and click on the

Delete button.

Searching for a term-ext group

The search feature allows you to search for a term-ext group based on its name or

number.

To use the search option, enter the search text in the search box and click on the

search button (marked in red).

AVAYA { -] % i i 8 8 §
ControL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectaring Audit VR CCE Sched. Server
Jerage Announcem. Service Hours Time Of Day Data Module VRT Variable Abbr.
L i
TERMINATING EXTENSION GROUP
m
Number Alias Name
] 2 sasd
Term-Ext-Group O babab
(3] 10 ark
[] 1 baba
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Data Modules

The Data Module management feature allows you to manage Data Module
configurations.

To access the Data Module management section, navigate to the Data Module tab.

4 & & & i i itnv
AVAYA 2 2 s % & 4 & + e ]
ConTRoL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Lo R T save Transiat }  Logout ]
serage Announcem. Service Hours Groups Time Of Day VRT Variable Abbr. nne
i | [l
DATAMODULE
[ Exensions ] P E
Number Alias Name Location
[m} 100022 234 Denver
E 100133 LER Denver
] 100222 name Denver
[} 100502 dsaadas Denver
i 100808 adsa Denver
[} 100887 ark Denver
] 2060000000006 test Hew York
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Adding a Data Module

To add a new Data Module, click the Add button and the detail screen will open:

AVAYA L 2 » G £ 4 4 & & & i
ConTRoL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE scned. Server  (ERICREE (LIS
Data Module (&% (7]
DATA MODULE
Data Exension * | | Alias Name * [ | Location *
BCC ]
Remote Loop Around
Test®
Port* I Jcor* I | secondary Data Module
e restricied )| e [1 | connected To
ABBREVIATED DIALING
SPECIAL DIALING OPTIONS
ASSIGNED WEMBER(Station wilh the data extension butian for this data module)
Ex Mame

Enter the Data Module details:

Data Extension

The Data Module Extension number.

Alias

The Data Module Alias name.

Data Module Name

The Data Module name.

Data Module Location

The location the Data Module is assigned
to.

For more information about all other Data Module features, please refer to the

official Avaya documentation.
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Editing a Data Module

To edit the Data Module details, open the Data Module record by double-clicking its

row in the Data Module list.

AVAYA 2 X ; A ; A ; 2 m
ConthoL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE Sched. Server 0go
rerage Announcem. Service Hours Groups Time Of Day Data Module VRT Variable Abbr. ﬂnn@
k]| i
DATAMODULE
AR
Number Alias Name Location
.| 100022 234 Denver
O 100133 dazd Denver
a 100222 name-
O 100502 dzaadas
.| 100606 ELE
] 10087 arik
O 2000000000008 test New: York
AVAYA { 2 » i : i i i a w
ConTRoL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
Data Module Dm@
DATAMODULE
Data Extension * 10 name Location *
BCC*
Name * cos i

Test
Port*

1 Secondary Data Module

1 Connected To *

ABBREVIATED DIALING

A3SIGNED MEMBER(Station with the data extension button for this data module)

SPECIAL DIALING OPTIONS

Ext Mame

The Data Module feature is identical to the screen that appears in the CM. For more
information about how to use this feature, please refer to the official Avaya

documentation.
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Deleting a Data Module

To delete, select the checkbox next to the Data Module name and click on the Delete
button.

Searching for a Data Module

The search feature allows you to search for a Data Module based on its name or
number.

To use the search option, enter the search text in the search box and click on the

search button (marked in red).

AVAYA ) ) " i 0 ) A g o
ConTRoL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE Sched. Server
rerage Announcem. Service Hours Groups Time Of Day Data Module VRT Variable Abbr. ﬂnn@
il | [
DATAMODULE
= > 3 |
Number Alias Name Location
O 100022 z38 Denver
[m] 100133 dasd Denver
] 100222 name Denver
O 100502 dsaadas Denver
O 100608 adsa
O 100987 arik
O 2000000000006 test
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VRT (Vector Routing Tables)

The VRT management feature allows you to manage VRT configurations.

To access the VRT management section, navigate to the VRT tab.

AVAYA G ) S G 'y 4 @ @ @
ConTroL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
serage Announcem, Service Hours Groups Time Of Day Data Module VRT Variable Abbr. ﬂﬂue
il | 2
VECTOR ROUTING TABLE
oy e
— = = Name Number Location Sort
e — o 1 1 Denver n
— . — ] testz z Denver n
O babatest 3 Denver n
| (m} adi 4 Denver ¥
[} adinnnnannnn 5 Denver n
=] 7 5 Denver n
[} 2 7 Denver n
| [m} asdrsw 8 Denver n
o dasdas 10 Denver n
[} 1 1 New York %
(m} dasdad 10 New York n
| (m} VRT 28 28 New York n

Adding a VRT

To add a new VRT, click the Add button and the detail screen will open:

BVAYA L2 2 @ @ @ @ @ .
CauThot Maxsars CFG Users WRCionng Budt R CCE Sched. Server DAL B
ECTOR ROUTING TASLE
©
— —
4 O 0
s Ml
R =
: v}
2

[ o s s e
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Enter the VRT details:

Number The VRT Number.
Name The VRT name.
VRT Location The location the VRT is assigned to.

The VRT screen allows you to insert numbers into different locations of the VRT
table.

In order to add a number perform the following steps:

1. Select the location in the table where you would like to insert the number
(using the checkbox next to each row)

2. Enter the desired number in the “Add Number” field

3. Click on “Add Number”

P L & & 4 i 8 v
AVAYA 2 s 4 & 4 4 @
CoNTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR £Lh Sched. Server [Save Transiat i} Logout |
Oge
WVECTOR ROUTING TABLE
®  Add Number
Number * |1 Add Number [2 |
Namie™ (B0t [ [ Addbomber ] ]
Location * | Denver v ot A
sort* [N - i

Group Member Assignment

Row Number

1 %

9

OooooooooEO
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In order to remove a number perform the following steps:

1. Enter the desired number to remove in the “Remove Number” field

2. Click on “Remove Number”

AVAYA ( :~ y ; ; i 2
ConTroL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server it

VECTOR ROUTING TABLE
(@]
Number * |1

N test

v/
—=4 @ Remove Number

|— Remave Number 1 -|

I
N/

Group Member Assignment

Row Number n
(V]

g 1

Editing a VRT

To edit the VRT details, open the VRT record by double-clicking its row in the VRT list.

AVAYA , b . N i i ; : 8
ControL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server i
Extensions VDNs Skills Hunt Groups Holiday Tbl. Coverage Announcem. Service Hours ﬂnn@
. | 5l
ECTOR ROUTING TABLE
2R
Hame Number Location Sort

il Denver n

g (iﬁ .z Denver n
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The following screen will appear:

AVAYA 2 ) i j 4 & &
ConTRoL MANAGER CFG Users Campaigns ~ Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server :
VECTOR ROUTING TABLE
o

Number

Name = [1

Group Member Assignment

Row Number n
GIE 7
O 2 u
FEl| 3
Bl
E s
O s
F| 7
[l

In order to add a number perform the following steps:

1. Select the location in the table where you would like to insert the number
(using the checkbox next to each row)

2. Enter the desired number in the “Add Number” field

3. Click on “Add Number”

AVAYA 2 . 8 i & & & ity
ConTroL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server ran

ECTOR ROUTING TABLE

®  Add Number

Number

Group Member Assignment

Row HNumber n
E| 1 55
O 2 a
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In order to remove a number perform the following steps:

1. Enter the desired number to remove in the “Remove Number” field

2. Click on “Remove Number”

& 4 i & v
AVAYA ( 2 . i i i i &
ConTRoL MANAGER CFG Users Campaigns ~ Permissions AVAYA V.-Vectoring Audit VR CCE Sched. Server
Oge

ECTOR ROUTING TABLE

e]

=
= ® Remove Number

|— Remove Number 55 -|

Group Member Assignment

Row Number n
Elf 1 55
Ol 2 n

Deleting a VRT

To delete, select the checkbox next to the VRT name and click on the Delete button.

Searching for a VRT

The search feature allows you to search for a VRT based on its name or number.

To use the search option, enter the search text in the search box and click on the
search button (marked in red).

AVAYA { 2 . G " i ; i a m
Goteria MananER CFG Users Campaigns ~ Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
Data Module Variable Abbr. Dialing Policy Routing Table VUStats Dialing plan Templates nn@
Kl [+
VECTOR ROUTING TABLE
I—iﬂ[—ﬂ-ﬂ—l
Name Number Location Sort
O 1 1 Denver "
O teat2 2 Denver n
O babatest 3 Denver n
O adi ¢ Denver y
O adinnnnnnnnn 5 Denver n
O Denver n
O T Denver n
O asdrsw -3 Denver n
O dasdas 10 Denver n
O 1 1 v
O dasdad 10 n
O VAT n
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VARIABLES

The Variable management feature allows you to manage Variable configurations.

To access the Variable management section, navigate to the Variable tab.

AVAYA

ConTroL MANAGER

Data Module

4

G 2 s G &
CFG Users Campaigns  Permissions AVAYA V-Vectoring

Abbr. Dialing Policy Routing Table

&

b b4 b
Audit VR CCE Sched. Server

VuSstats Dialing plan Templates

[+]

VARIABLE

G [ ~a

Type

T | 7

Alias. Location

Sales Variable Home Agents
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Adding a Variable

To add a new Variable, click the Add button and the detail screen will open:

ConTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE 1 R ) Save Transist i Logout |
OGe
VARIABLE
s \ \
Alias Name * [ 1
Location * Denver -
Description

Enter the Variable details:

VAR The variable to use. Any letter between
A-ZZ

Alias The Variable Alias name.

Variable Location The location the Variable is assigned to.

Description The Variable description

Type The variable type:
For more information of the different
Variable types please refer to the Avaya
documentation.
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The AVAYA AURA™ CONTACT CENTER CONTROL MANAGER Variable screen will
adjust dynamically based on the Variable Type selected.

New fields will appear on the screen (see image below).

AVAYA 2 » § 8 i § 8 &
i M ailaaEn CFG Users Campaigns  Permissions [EENATN?A V-Vectoring Audit R CCE Sched. Server
ot Oge

For more information about all other Variable features, please refer to the official
Avaya documentation.
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Editing a Variable

To edit a Variable, open the Variable record by double-clicking its row in the Variable
list.

! 8 8 3 a 3 it
AVAYA ] : ; ; L2
ConTroL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE Sched. Server C
Extensions VDHs Skills Hunt Groups Holiday Tbl. Coverage Announcem. Service Hours na@
4 | »
ARIABLE
AR
Type Aligs Location
u A {b Sales Variable Home Agents.

The following screen will appear:

2 2 it
AVAYA 2 : i ; i i i & o
ConTRoL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE Sched. Server
Oge
VARIABLE
ar *®

The Variable feature is identical to the screen that appears in the CM. For more
information about how to use this feature, please refer to the official Avaya
documentation.
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Deleting a Variable

To delete, select the checkbox next to the Variable name and click on the Delete
button.

Searching for a Variable

The search feature allows you to search for a Variable based on its name or number.

To use the search option, enter the search text in the search box and click on the

search button (marked in red).

AVAYA g 2 % B 8 8 8 8 &
ConTRoL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
Data Module VRT Abbr. Dialing Policy Routing Table VUStats Dialing plan Templates nnn@
H| Iv]
ARIABLE
sales P E
g Alias Location

] A Sales Variable Home Agents
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ABBREVIATED DIALING GROUP

The Abbreviated Dialing Group management feature allows you to manage
Abbreviated Dialing Groups configurations.

To access the Abbreviated Dialing Group section, navigate to the Abbr.Dialing tab
and click on the Abbreviated Dialing Group button.

AVAYA G ) % & & & & &
ConTRott MARAGER CFG Users Campaigns ~ Permissions [EEAUSTY V-Vectoring Audit VR CCE Sched. Server
Data Module VRT Variable Abbr. Dialing Policy Routing Table VUstats Dialing plan Templates

ABBREVIATED DIALING GROUP

AR
List Number Alias Name Location
O 1 2 Denver
O 2 Group 2 Denver
O 3 aaa | Denver
O 4 t Denver
O 5 Denver
O 7 7T | Denver
(4] & tabatest Denver
O 1" baba Denver
F 13 555555 Denver
L] 19 robocop Denver
[} 20 yyvyy | Denver
O 21 asa Denver
O 3z adsaa Denver

12
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Adding a new Abbreviated Dialing Group

To add a new Abbreviated Dialing Group, click the Add button and the detail screen
will open:

AVAYA ¢ 2 . & + - = N B o
ConTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server | Save Transiat. | Logou
Abbr. Dialing Dao
ABBREVIATED DIALING GROUP

Group List * | ]

Group Name * T ]

Location * Denver v

Size * |3 | Program Ex | ] Priveleged * | no -

DIAL CODE
01 |
3 |
3

w [

Enter the Abbreviated Dialing Group details:

Group List The Abbreviated Dialing Group list
number

Group Name The Abbreviated Dialing Group name

Abbreviated Dialing Group Location The location the Abbreviated Dialing
Group is assigned to.

For more information about all other Abbreviated Dialing Group features, please
refer to the official Avaya documentation.
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Editing an Abbreviated Dialing Group

To edit the Abbreviated Dialing Group details, open the Abbreviated Dialing Group
record by double-clicking its row in the Abbreviated Dialing Group list.

" 5 z itnv
AVAYA { 2 . i i ; i & i
CONTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE Sched. Server 0
Extensions VDNs Skills Hunt Groups Holiday Tbl. Coverage Announcem. Service Hours ﬂnn@
. | |

ABBREVIATED DIALING GROUP

Abbr.Dialling Group. 28
List Humber Alias Name Location
1 2 Denver
z : ol
[} 3 aaa Denver
[} t Denver
The following screen will appear:
AVAYA ( a ) i " ; . X P
ConTRoL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
o Dge
ABBREVIATED DIALING GROUF
Group List *
Group Name *
Location * Denver v
Size Program Ext 100882 Priveleged * '--'u: v

DIAL CODE

The Abbreviated Dialing Group feature is identical to the screen that appears in the
CM. For more information about how to use this feature, please refer to the official

Avaya documentation.
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Deleting an Abbreviated Dialing Group

To delete, select the checkbox next to the Abbreviated Dialing Group name and click
on the Delete button.

Searching for an Abbreviated Dialing Group

The search feature allows you to search for an Abbreviated Dialing Group based on
its name or number.

To use the search option, enter the search text in the search box and click on the
search button (marked in red).

AVAYA 2 » i i i i i &
ConThoL MANAGER CFG Users Campaigns  Permissions [NV V-Vectoring Audit IVR cCe Sched. Server
Data Module VRT Variable Policy Routing Table VUStats Dialing plan Templates nnn@
4l ¥
ABBREVIATED DIALING GROUP
Abbr.Bialling Group Joun 28
Alias Name

1 i 2

[} Group 2

] ass

() t

(m} 5

o

m] 5 babatest

[m} " baba

[} 13 555555

(m} 18 robocop

] 20 -

(m} 21 aaa

A adzaa

12
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ABBREVIATED DIALING Personal

The Abbreviated Dialing Personal management feature allows you to manage
Abbreviated Dialing Personal configurations.

To access the Abbreviated Dialing Group section, navigate to the Abbr.Dialing tab
and click on the Abbreviated Dialing Personal button.

P w7 . . . . P it
AVAYA G 2 s % * e = = & ‘ Y
CoNTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE R B g Save Translat il Logout |
Data Module VRT Vaniable Policy Routing Table VusStats Dialing plan Templates uu:o
| [»]

ABBREVIATED DIALING PERSONAL

[ - |

Personal List Lst. Number List Name Location
] 3000 1 2 Denver
O 3020 1 1 Denver
(m} 40000 1 40000 Denver
[} 100051 1 EEEEEE) Denver
] 100133 1 100123 Denver
[} 100228 1 100228 Denver
] 100240 1 100248 Denver
(m} 100247 1 ewetwe Denver
] 100855 1 dsd Denver
m] 2000000000002 1 test Hews York
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Adding a new Abbreviated Dialing Personal

To add a new Abbreviated Dialing Personal, click the Add button and the detail
screen will open:

AVAYA 2 X & i i i i i 4
ConTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Augdit IVR CCE Rl R g Save Transiat il - Logout )
ooe
ABBREVIATED DIALING PERSOMAL
Personal list * |
List Number * 1
List Name * [ |
Location * Denver v
ize * ]
DIAL CODE
01 | |
2 [ ]
03 [
w [
05 | |

Enter the Abbreviated Dialing Group details:

Personal List The Abbreviated Dialing Personal list
personal number

List number The Abbreviated Dialing Personal list number
(extension number)

List name The Abbreviated Dialing Personal list name

Abbreviated Dialing Group Location | The location the Abbreviated Dialing Group is
assigned to.

For more information about all other Abbreviated Dialing Personal features, please
refer to the official Avaya documentation.
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Editing an Abbreviated Dialing Personal

To edit the Abbreviated Dialing Personal details, open the Abbreviated Dialing
Personal record by double-clicking its row in the Abbreviated Dialing Group list.

AVAYA - a : i i j j b &
ConTRoL MANAGER CFG Users Campaigns ~ Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
Extensions VDNs Skills Hunt Groups Holiday Thl. Coverage Announcem. Service Hours ﬂnﬂ@
4 | []

ABBREVIATED DIALING PERSONAL

LR
Abbri Personal Personal List Lst. Humber List Name Location
O 3000 1 2 Denver
u m@ 1 1 Denver
O 4001 1 40000 Denver
O 100081 1 aaaaaa Denver
O 100133 1 100133 Denver
The following screen will appear:
AVAYA { 2 5 ] j i i i & i
ConTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE Sched. Server
Do

ABBREVIATED DIALING PERSONAL

Personal list =

List Number *

ListName *

Location * Denver v
Size *

DIAL CODE

The Abbreviated Dialing Personal feature is identical to the screen that appears in
the CM. For more information about how to use this feature, please refer to the
official Avaya documentation.
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Deleting an Abbreviated Dialing Personal

To delete, select the checkbox next to the Abbreviated Dialing Personal name and
click on the Delete button.

Searching for an Abbreviated Dialing Personal

The search feature allows you to search for an Abbreviated Dialing Personal based
on its name or number.

To use the search option, enter the search text in the search box and click on the
search button (marked in red).

AVAYA ) . i B & 8 & in
ConTRoL MANAGER CFG Users Campaigns ~ Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server :
Data Module VRT Variable Policy Routing Table VUStats Dialing plan Templates ﬂnn@
i [+
ABBREVIATED DIALING PERSONAL
2] 23
A N Perscash Beconalliot Lst. Number List Name Location
] 3000 i 2z
O 3020 1 1
O 40000 ) 40000
O 100051 1 EEEEEE)
O 100133 1 100123 v
O 100229 1 100229 ver
O 100240 1 100240 ver
O 100247 5] ewefwe ver
O 100855 1 dsd ver
O 2000000000002 1 test New York
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ABBREVIATED DIALING SYSTEM

The Abbreviated Dialing System management feature allows you to manage
Abbreviated Dialing System configurations.

To access the Abbreviated Dialing System section, navigate to the Abbr.Dialing tab
and click on the Abbreviated Dialing System button.

r y i i i ; i it
AVAYA ¢ 2 T % @ @ @ i @ 2
ConTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVE CCE R A L S Save Transiat )~ Logout |

Data Module VRT Variable ABDr. Dialing Policy Routing Table Vustats Dialing plan Templates ua (7]
Al [»]
ABBREVIATED DIALING SYSTEM
— Alias Name cm
—Ub00 S o — O My System Denver CMS2
Abbr.Dialling Enhanced
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Adding a new Abbreviated Dialing System

To add a new Abbreviated Dialing System, click the Add button and the detail screen

. . . . . .
AVAYA 1 2 » & @ & & @ & & i
ConTRoL MANAGER CFG Users Campaigns ~ Permissions AVAYA V-Vectoring Audit VR CCE (U YTV A Save Transiat il Logout |
Abbr. Dialing E]a@
ABBREVIATED DIALING SYSTEM
e
Selected CM:
S — O - (PP )

DIAL CODE LABELS(FOR STATIONS THAT DOWNLOADS LABELS)

[ I |
[ Il |
L I |
[ |
[ |

Enter the Abbreviated Dialing System details:

Alias name The alias name of the Abbreviated Dialing
System

CM The communication manager that is assigned
to this Abbreviated Dialing System

For more information about all other Abbreviated Dialing System features, please
refer to the official Avaya documentation.
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Editing an Abbreviated Dialing System

To edit the Abbreviated Dialing System details, open the Abbreviated Dialing System
record by double-clicking its row in the Abbreviated Dialing System list.

: : . . ; itn
AVAYA { 2 2 i § § § 2
ConTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
Extensions VDNs Skills Hunt Groups Holiday T, Coverage Announcen. Service Hours B o
4 | 8|

ABBREVIATED DIALING SYSTEM

28
- Alias Name M
Abbr.Dialling System. = o Wy Systom Denver CI4S2
The following screen will appear:
AVAYA 2 _ § & § & " & i
(e ot b CFG Users campaigns ~ Permissions [EEEAUNTY V-Vectoring Audit IVR CCE Sched. Server
oge
ABBREVIATED DIALING SYSTEM
Alias Name * My System
Selected CM. Denver CM52
Size * |5 Priveleged * [yes - Label Language * | english -
DIAL CODE LABELS(FOR STATIONS THAT DOWNLOADS LABELS

The Abbreviated Dialing System feature is identical to the screen that appears in the
CM. For more information about how to use this feature, please refer to the official
Avaya documentation.

Page 180 of 335

Avaya Aura™ Contact Center Control Manager User’s Guide



Avaya Aura™ Contact Center Control Manager User’s Guide

Deleting an Abbreviated Dialing System

To delete, select the checkbox next to the Abbreviated Dialing System name and
click on the Delete button.

Searching for an Abbreviated Dialing System

The search feature allows you to search for an Abbreviated Dialing System based on
its name or number.

To use the search option, enter the search text in the search box and click on the
search button (marked in red).

AVAYA , -] . i i i : N
ConTROL MANAGER CFG Users Campaigns ~ Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
Data Module VRT Variable Policy Routing Table VUstats Dialing plan Templates nn 0
Al [+]
EVIATED DIALING SYSTEM
] P |
m—
Alias Name cMm
Abbr.Dialling System n s Aves i

Page 181 of 335

Avaya Aura™ Contact Center Control Manager User’s Guide



Avaya Aura™ Contact Center Control Manager User’s Guide

ABBREVIATED DIALING ENHANCED

The Abbreviated Dialing Enhanced management feature allows you to manage
Abbreviated Dialing Enhanced configurations.

To access the Abbreviated Dialing Enhanced section, navigate to the Abbr.Dialing tab
and click on the Abbreviated Dialing Enhanced button.

: 2 2 : : : ity
AVAYA G 2 Y % Y Py + & + N
ConTRoL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE B SR LTI save Transiat il Logout ]
Data Module VRT Variable Abbr. Dialing Policy Routing Table Vustats Dialing plan Templates ua@
a I+]
ABBREVIATED DIALING ENHANCED
Abbr.Dialling Persona
List Number Alias Name Location
[ O 1 1 Denver
—t e Fahncor —
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Adding a new Abbreviated Dialing Enhanced

To add a new Abbreviated Dialing Enhanced, click the Add button and the detail
screen will open:

£ 2 2 2 2 2 itnv
AVAYA 2 2 » & & 4 4 4 ¥ 4
ConTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server  EYCRIEREEE ogou
Abbr. Dialing bge
ABBREVIATED DIALING ENHANCED
e E—

Priveleged * no v
Dial Code
N
S —
N —

Enter the Abbreviated Dialing Enhanced details:

List number The number of the Abbreviated Dialing
Enhanced list

Alias name The alias name of the Abbreviated Dialing
Enhanced
Location The location the Abbreviated Dialing

Enhanced is assigned to

For more information about all other Abbreviated Dialing Enhanced features, please
refer to the official Avaya documentation.
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Editing an Abbreviated Dialing Enhanced

To edit the Abbreviated Dialing Enhanced details, open the Abbreviated Dialing
Enhanced record by double-clicking its row in the Abbreviated Dialing Enhanced list.

AVAYA . - . 4 § § " " 8
ConThoL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
Extensions VDNs Skills Hunt Groups Holiday Tbl. Coverage Announcem. Service Hours ﬂna@
| | i

ABBREVIATED DIALING ENHANCED

28
List Number Alias Name Location

Ll {b 1 1 Denver

The following screen will appear:

AVAYA - ) . " g " A ) 2 -
CoNTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
e

ABBREVIATED DIALING ENHANCED

List Mumber *
Alias Name * 1

Location *

Dial Code

The Abbreviated Dialing Enhanced feature is identical to the screen that appears in
the CM. For more information about how to use this feature, please refer to the
official Avaya documentation.
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Deleting an Abbreviated Dialing Enhanced

To delete, select the checkbox next to the Abbreviated Dialing Enhanced name and
click on the Delete button.

Searching for an Abbreviated Dialing Enhanced

The search feature allows you to search for an Abbreviated Dialing Enhanced based
on its name or number.

To use the search option, enter the search text in the search box and click on the

search button (marked in red).

AVAYA 2

«
ConTRoL MANAGER CFG Users

Data Module VRT

4

Abbr.Dialling Enhanced

Campaigns Permissions AVAYA V-Vectoring Augdit

Variable Policy Routing Table

VUStats

& @
VR CCE

Dialing plan

. & i

Sched. Server

Templates nn@
I+]

ABBREVIATED DIALING ENHANCED
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Policy Routing Tables

The Policy Routing Table management feature allows you to manage Policy Routing
Table configurations.

To access the Policy Routing Table section, navigate to the Policy Routing Table tab.

AVAYA G 2 ¥ e & & & b4 bt
CoNnTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audi VR CCE Sched. Server
Data Module VRT Variable Abbr. Dialing Policy Routing Table Vustats Dialing plan Templates
il
POLICY ROUTING TABLE
[
Policy Routing Table Alias Name Location
— . — ] 1 VIP Policy Denver
— L — ] ) Sales Policy Denver
[m} 3 Support Policy Hew York
O % Generic Mew York
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Adding a new Policy Routing Table

To add a new Policy Routing Table, click the Add button and the detail screen will
open:

AVAYA & 2 » % 4 &
CoNTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Augdit R CCE Sched. Server  CURICRUES ECTUS
O
POLICY ROUTING TABLE
Nurmber * Alizs Name * Location * al
] | [ Denver v |
Type ® Period *
[percentage ] [100-count v
Index Route-to VDN VON Name Target % Actual % Call Counts
L — ——
O — — !
I — — |
s« A L]
| L1
s [ A L1
LA I | |
s [ R | |
9 » |
v [ AR 1 ‘
B — — |
v [ A 1
1 | |

=

Enter the Policy Routing Table details:

Number The number of the Policy Routing Table

Alias name The alias name of the Policy Routing Table

Location The location the Policy Routing Table is
assigned to

Type Percentage
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Period Period *

100-cours ~|

daily
half-hour
hiaurhy
max-count
waakly

The period count of the policy routing table

In order to assign a VDN to a Policy Routing Table click on

AVAYA AURA™ CONTACT CENTER CONTROL MANAGER will display a list of all the
VDN'’s based on the user’s “Location to view” permissions.

By Location Search
W
Murber Alias Mame Location
2032 SuUpport Denver
2035 Services Denver
40003 Support VIP Dernyver
40004 Telemarketing Dernver
40006 Finance Denver
40010 VIF Denver
40041 Support French Denver
41001 Support Spanish Denyver
42500 Support German Denver
44500 TV Support Denver
45001 Television Support Dernyver

In order to select a VDN double click on the row.
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AVAYA i < s 8 8
CONTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Augdit

POLICY ROUTING TABLE

Number * Alias Name * Location *

| Denver

Target %

100

enter the %Target of calls in the Target field.

§ b §
VR CcCE Sched. Server

-

Actual % Call Counts

For more information about all other Policy Routing Table features, please refer to

the official Avaya documentation.
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Editing an Policy Routing Table

To edit the Policy Routing Table details, open the Policy Routing Table record by
double-clicking its row in the Policy Routing Table list.

P ; : . itnv
AVAYA 2 . § i i &
CGONTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Augdit VR CCE Sched. Server
Data Module VRT Variable Abbr. Dialing Policy Routing Table Vustats Dialing plan Templates ﬂnn@
ul [
POLICY ROUTING TABLE
AR
Policy Routing Table Alias Name Location

1 {5 VIP Policy Denver

O 2 Sales Policy Denver

O Support Policy New York

O Generic New York

The following screen will appear:

[ - 8 8 - - - it
é}ﬁﬁ\;ﬁmm CFG users Crrrire | Femeeees V-Vecnlnrmg mnmm I\‘;R CnCE Sche(\?ser\'er -
%)
POLICY ROUTING TABLE
Number * Alias Name * 2
1 ol v
p

v v

Index  Route-to VDN DN Name Target % Actual % Call Counts

1 A2 100
0
¥
y)
0
o
y)

8 2
¥

10 2

1 2

12 2

13 . .

The Policy Routing Table feature is identical to the screen that appears in the CM.
For more information about how to use this feature, please refer to the official
Avaya documentation.
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Deleting an Policy Routing Table

To delete, select the checkbox next to the Policy Routing Table name and click on the
Delete button.

Searching for an Policy Routing Table

The search feature allows you to search for an Policy Routing Table based on its
name or number.

To use the search option, enter the search text in the search box and click on the
search button (marked in red).

- . & n & itrv
AVAYA . \ ; & 2
CoNTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
Data Module VRT Variable Abbr. Dialing Policy Routing Table VUStats Dialing plan Templates nnno
K [+
POLICY ROUTING TABLE
i AR
Policy Routing Table Alias Name Location

] 4 WIP Policy Denver

O ¥3 Sales Policy Denver

E Support Policy New York

O Generic New York
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VUSTATS

The VUSTAT management feature allows you to manage VUSTAT configurations.

To access the VUSTATS section, navigate to the VUSTAT tab.

7 2 o 2 . . itnv
AVAYA ¢ 2 Y % & i @ i @ v
CONTROL MANAGER CFG Users. Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE (321 BT i Save Transiat )l Logout ]
Data Module VRT Variable Abbr. Dialing Policy Routing Table VUStats Dialing plan Templates un:ﬂ
L] v}
VUSTATS
[
ey “Format Number Format Name Object Type "Location
e ey ] 1 solt spiic Denver
] 2 vin van Denver
e ey a 8 spit split Denver
[ vempiaes e B i i Denver
] 1 spit split New YVark
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Adding a new VUSTAT

To add a new VUSTAT, click the Add button and the detail screen will open:

£ i & & 2 : itnv
AVAYA G 2 . % @ S @ % Y s
CoNTROL MANAGER CFG Users Campaigns ~ Permissions AVAYA V-Vectoring Audit VR CCE e TR T save Transtat. i Logout ]
VUSstats an
USTATS

Format Name *

Format Number *

Location * Denver v

Object Type * split v

Next Format number none

Update Interval 30 v

Data Field character

Number Of Intervals

Format Description

Data Type Format Feriod Threshold RC
v

Ll ]c[€]€|€]€|€]<
L)< ]«[<]«|<]<|<]%

LA EI AR RS R K K1 ES K
||| <]|2]|<]|%]|<

=

Enter the Abbreviated Dialing Enhanced details:

Format name The name of the VUSTAT
Format number The number of the VUSTAT
Location The location the VUSTAT is assigned to

For more information about all other VUSTAT features, please refer to the official
Avaya documentation.
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Editing an VUSTAT

To edit the VUSTAT details, open the VUSTAT record by double-clicking its row in the

VUSTAT list.

" Z z it
AVAYA G 2 » % + @ @ @ &
ConTROL MANAGER CFG Users Campaigns ~ Permissions AVAYA V-Vectoring Audit CCE LG R g save Transiat | Logout )
Data Module VRT Variable Abbr. Dialing Policy Routing Table VUStats Dialing plan Templates auo
| Lo}
VUSTATS
e —— Format Number Format Name Object Type Location
— L — O 2 vin van Denver
— e m] e soit =it penver
— o — ] 12 split splt Denver
) 1 solt splt New York
5 itnv
AVAYA G 2 v @ + @ & + &
ConTROL MANAGER CFG Users Campaigns  Permissions [IEEAUNTY V-Vectoring Audit CCE L S Save Transiat. | Logout |
Vustats Em@
USTATS
Format Name * split
Format Number * 1
Location * Denver v
Object Type * split v
Next Format number none
Update Interval 30 ~
DataField character 5
MNumber Of Intervals Il
Format Description SPLIT=55 WAITING=555 OLDEST=35555
Data Type Format Period Threshold RC
1: [ calls-abandoned v v interval v[= |0
2: | calls-abandoned v | day v R2
3 | calls-abandoned v v | interval v|= »|s0
4 v - v v 1
5 ~ -~ ~ v
6 v = ~ v
7 v = ~ v
8 v = ~ v
9 v = - v
10 v = - -

The VUSTAT feature is identical to the screen that appears in the CM. For more
information about how to use this feature, please refer to the official Avaya

documentation.
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Deleting an VUSTAT

To delete, select the checkbox next to the VUSTAT name and click on the Delete
button.

Searching for an VUSTAT

The search feature allows you to search for an VUSTAT based on its name or
number.

To use the search option, enter the search text in the search box and click on the
search button (marked in red).

AVAYA { 2 . : i i : i &
CoNToak AR CFG Users Campaigns ~ Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
Data Module VRT Variable Abbr. Dialing Policy Routing Table VUStats Dialing plan Templates nnn@
A [+]
USTATS
n P E
Format Name Object Type Location

L] 1 pit spiit Denver

O vdn vdn Denver

O g it plit Denver

O 13 spit spiit Denver

O 1 splt split New York

Page 195 of 335

Avaya Aura™ Contact Center Control Manager User’s Guide



Avaya Aura™ Contact Center Control Manager User’s Guide

Templates

AVAYA AURA™ CONTACT CENTER CONTROL MANAGER manages templates for
extensions, VDNs, skills, and agents.

AVAYA [ ) s % & g8
ControL ManaceR CFG Users Campaigns ~ Permissions AVAYA V-Vectoring Audit VR CCE L1 R S Save Translatjl — Logout )
Data Module VRT Variable Abbr. Dialing Policy Routing Table: VUStats Dialing plan Hnﬂe
i [»]

EXTENSION TEMPLATE

£ R
‘ ‘ Template Name: Location Default System Default
O 1603 Home Agents False True
O 1608 Home Agents False True
O 1616 Home Agents False True
O 2410 Home Agents False True
O 2420 Home Agents False True
O 4810 Home Agents False True
O 2500 Home Agents Fake True
O 4620 Home Agents Fake True
O 4621 Home Agents Fake True
O 524 Home Agents Falss True
O 2690 Home Agents Falss True
O 6402 Home Agents False Trus
O 64020 Home Agents False True
123

A template is a predefined object configuration that can be used to create new
extensions, VDNs, skills, or agents.

Each template is assigned to a location and will only appear if the new object is
related to the same location as the template.

For example: when adding a new extension that is assigned to Location B, the user
will only see the available extension templates that are assigned to Location B (and
likewise for VDN, skills, and agents).
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Adding extension templates

To add an extension template, click on the Extensions button under the Templates
tab.

AVAYA { a . ; i i ; " 2
ConThot MANSGER CFG Users campaigns  Permissions [EENATNZY V-Vectaring Audit VR CCE Sched. Server
Data Module VRT Variable Abbr. Dialing Policy Routing Table VUSstats Dialing plan ﬂnn@
& [o]

EXTENSION TEMPLATE

Extensions
LE
Template Name Location Default System Default
[} 1603 Home Agents False True
O 1608 Home Agents False True
[} 1618 Home Agents False True
[} 2410 Home Agents Falke True
[} 120 False Tru
[} 510 Fals True
] 00 Fal True
[} 520 Fals True
a o False Tru
(m} Fals True
O Fak True
[} Fals True
[} False Tru
12
Click on the Add button to add a new template.
AVAYA . 2 S e R L e .
[ YR oge

el e e [wm

il
ol fe e e e e e e e e

The Extension Type field allows you to change between the different extension
types. Each extension type is reflected with a different set of fields and properties.
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Extension Type The type of the extension that will be
used.

Template Name The name of the template.

Template Location The location the template is assigned to.

Default Defines whether this template will be the
default extension template for the
location.

The extension feature is identical to the screen that appears in the CM. For more
information about how to use this feature, please refer to the official Avaya
documentation.

Editing extension templates

To edit an extension template, click on the Extensions button under the Templates
tab and double-click the template that you want to edit.

AVAYA ¢ 2 s % ® Pe * Py g8 =
ConTroL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR ICCE LR g Save TranslaL ) Logout )
Extansions VDNs Skills Hunt Groups Holiday Thl, Coverage Announcem. Service Hours ﬂnn@
‘ | i

EXTENSION TEMPLATE

PR

Template Name Location Default System Defauit
] 1503 Home Agents False by

[} 1608 Home Agents Falke True

I v 7 [N N
]

2410 Home Agente False True
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Deleting extension templates

To delete an extension template, click on the Extensions button under the Templates
tab, select the extension, and click on the Delete button.

Adding VDN templates

To add a VDN template, click on the VDNs button under the Templates tab.

. . i
AVAYA { 2 . § j i B j &
Coltnit Mabanen CFG Users Campaigns ~ Permissions [EEAVIY7A V-Vectoring Audit VR CCE Sched., Sarver

Extensions VDNs Skills Hunt Groups Holiday Tbl. Coverage Announcem. Service Hours nnn@
‘ | ]
DN TEMPLATE
vDis
LR
Template Name Location Default System Default
O WON Home Agents True Tn

The click on the Add button to add a new template.

- a
L : ;

The VDN Type field allows you to change between the different VDN types. Each
VDN type is reflected with a different set of field and properties.
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VDN Type The type of the VDN that will be used.

Template Name The name of the template.

Template Location The location the template is assigned to.

Default Defines whether this template will be the
default VDN template for the location.

The VDN feature is identical to the screen that appears in the CM. For more
information about how to use this feature, please refer to the official Avaya
documentation.

Editing VDN templates

To edit a VDN template, click on the VDNs button under the Templates tab and
double-click the template that you want to edit.

AVAYA ¢ 2 % % i @ &
Comitrot Makxaen CFG Users Campaigns ~ Permissions AVAYA V-Vectoring Audit VR CCE L LTI Save Transiat - Logout |
Extensions VDNs Skills Hunt Groups Holiday Thbl. Coverage Announcem. Service Hours ﬂnn@
‘ | B

VDN TEMPLATE

[ 2R

Template Name Location Default System Default
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Deleting VDN templates

To delete a VDN template, click on the VDNs button under the Templates tab, select
the VDN, and click on the Delete button.

Adding skills templates

To add a skills template, click on the Skills button under the Templates tab.

AVAYA 2 . i ; § § &
ConTRoL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE Sched. Server s 0
Extensions VDHs Skills Hunt Groups Holiday Thl. Coverage Announcem. Service Hours nﬂ@
5

il J

SKILL TEMPLATE

Skills.

Template Name Location Default System Default
O Default Sil Home Agents True True

Then click on the Add button to add a new template.

i & 2 i . i itny
AVAYA ¢ 2 s i i j i i a
ConThoL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server L ogo

Oge

SKILL TEMPLATE

Location* [ Home Agen o~ Name * [Default SKill Is Default Is System Default
Caic sk [l Export to external system(s .
ACD Yes v
Group Type [ucd-mia v Queue s v
TN 1 ‘ector Yes v
CcoR 1 Early A n

Local Agent Preference

WISIF caller display
Queue Limit unlimited
Call Warning Threshold

Time Waming Threshold

Skill Yes Cj Exp
" i

ed Call Handle Time 180

none

lling Adjunct none

ctTo VDN

oke Counts Or Call Work [none ~|

none AUDIX Name

| nene -

Message Cente
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The Skill Type field allows you to change between the different skill types. Each skill
type is reflected with a different set of field and properties.

Skill Type The skill type that will be used.

Template Name The name of the template.

Template Location The location the template is assigned to.

Default Defines whether this template will be the
default Skill template for the location.

The skill feature is identical to the screen that appears in the CM. For more
information about how to use this feature, please refer to the official Avaya
documentation.

Editing skill templates

To edit a skill template, click on the Skills button under the Templates tab and
double-click the template that you want to edit.

AVAYA 0 2 > & g2
CoNTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE iR g Save Translat.fl  Logout )
Data Module VRT Variable Abbr. Dialing Policy Routing Table VUstats Dialing plan ﬂung
=« [+]

SKILL TEMPLATE

[ o @
ol

Template Name Location Default System Default
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Deleting skill templates

To delete a skill template, click on the Skill button under the Templates tab, select
the skill, and click on the Delete button.

Adding agent templates

To add an agent template, click on the Agents button under the Templates tab.

AVAYA 2 2 8 A 8 B i & i
CoNTRoL MANAGER CFG Users Campaigns ~ Permissions [EEAUNT V-Vectoring Audit IR ccE Sched. Server
Extensions VDHs Skills Hunt Groups Holiday Thl. Coverage Announcem. Service Hours nﬂ@
4 | i
AGENT TEMPLATE
Agents
23

Template Name Location Default System Default
O Defaut Home Agents True True

Then click on the Add button to add a new template.

AVAYA 2 ) 2
ConTRot MasAGER ¥ ers il ol NVAYA % Al VR Sched. Serve
Ooe

The Agent Type field allows you to change between the different agent types. Each
agent type is reflected with a different set of field and properties.
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Agent Type The agent type that will be used

Template Name The name of the template.

Template Location The location the template is assigned to.

Default Defines whether this template will be the
default agent template for the location.

The agent feature is identical to the screen that appears in the CM. For more
information about how to use this feature, please refer to the official Avaya
documentation.

Editing agent templates

To edit an agent template, click on the Agent button under the Templates tab and
double-click the template that you want to edit.

{ 2 2 2 i £ itnv
AVAYA & 2 s i @ + i 4 4 &
CoNTROL MANAGER CFG Users Campaigns  Permissions [EEAUN/SENN V.Vectoring Audit IR CcCE S T S Save Transiat M Logout |}
Extensions VDHNs Skills Hunt Groups Holiday Thl. Coverage Announcem. Service Hours nne
« | |

AGENT TEMPLATE

[ 2@
ol

Template Name Location Default System Default
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Deleting agent templates

To delete an agent template, click on the Agents button under the Templates tab,
select the agent, and click on the Delete button.

Dialing Plan

g i } g 3 i itnv
AVAYA G 2 . & ¥ & @ & =
GonTRoL MANAGER CFG User: Campaigns ~ Permissions [FSUSZSEN V.vectoring Audit IR cce LSO T Save Transiat - Logout )
Data Module VRT Variable Abbr. Dialing Policy Routing Table VUStats Dialing plan Templates nuo
[+]
DIALING PLAN
Alias Name Location
[m} ‘sample dial plan

The AVAYA AURA™ CONTACT CENTER CONTROL MANAGER dialing plan allows you
to manage the numbering logic of the environment.

There are two types of dialing plans that can be used in the AVAYA AURA™ CONTACT
CENTER CONTROL MANAGER environment:

In Range When this feature is enabled, each time a new object is
created, the system will check if the object number is within
the range defined in the location’s dialing plan. If the
number is outside of the range, the user will not be able to
create the object.

Range Management When this feature is enabled, the system handles assigning
numbers automatically for each new object, based on the
location’s dialing plan.
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To add a new dialing plan, click on the Add button, and the New Dialing Plan screen

will appear:
AVAYA g 2 A ) i j i i &
ConTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit WR CCE Sched. Server !
e

DIALING PLAN
Alias Name *

ltem Range Range management InRange Do not sync

oM O
Skills

Hunt’Skill Group Extension

ariables Range

JoOoDoOoOOoOOoOoOoOoOoooOOooOoOooOoOooooooooan
i o
e s R s R s R i

Abbr. Dial. Group Range

Each object is handled separately in the dialing plan, and the management features
can be enabled and disabled for each object.

For each object you can enter the start/end range for numbering, then click on the
Save button.

The dialing plan assigned to the location is managed in the CFG tab under each
location.
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g2

Locations

Homes Agentz

New York

Dial Plan

Available Dial Plans Chosen Dial Plans

<
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The Messaging feature in AVAYA AURA™ CONTACT CENTER CONTROL MANAGER
allows you to manage different AVAYA Messaging systems. These supported
messaging systems are:

e CM Messaging

e Modular Messaging

e Intuity

e Audix

Configuring Messaging Systems

Messaging systems are configured in the CFG section under the UM tab.

You can configure unlimited number of Messaging systems and assign them to
locations.

AVAYA ® 2 . . A i

a @ g )

okt ananer] CFG Users Campaigns ~ Permissions  AVAYA V-Vectoring Audit VR CCE Sched. Server
Locations cM VAL “ cMs PC AIC Ext Systems LDAP Settings HNAV Reporting  Databases D
l | ]
Activate UM Functionality
UM Properties =
Alias Name = | Type* .
UM Server Host * Port*
Usemame * Password
Database Server Name UM Database Mame L
UM Database Usemname UM Database Passward [
LDAP mmid LDAP Version
Protacal v Security Type v
Based Context | Version* b
Alias Name Hacotaly Port Username botsbass iiM Latabase {M Database Type LDAR LOaP Protocol Aulieex?ayﬁon B Version
Host Server Name  Name Usemname o mmid Version Type Context
[ DEMOMESSAGNG = 127.0.01 7000 MYUM lodularlizssaging 1 1 none simple 1 1
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The table below describes the different parameters that are should be configured in

order to enable the Messaging integration:

All

Alias Name

The alias name of the UM system.

Type

The system type: MM, Intuity,

audix, CM messaging.

UM Server Host

The host name or IP address of the

UM server.

Port The port number that is used for
the integration.

Username The username that is used for the
integration.

Password The user password.

Version The version of the Messaging

system

For Future Use

Database server name

The name of the database server
that is used by the UM solution (if
there is one).

UM Database Name

The name of the database.

UM
Username

Database

The username that is used for the
integration.

UM Database Password

The user password.

Modular Messaging

LDAP mmld

The host name of your MM server.
For example “ITNVMSS”

LDAP Version 2
Protocol none
Security Authentication | Simple
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Type

Based Context O=Modular Msg
Servers,DC=private,DC=local

Version 2
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Messaging Systems and Locations

Each Messaging system must be assigned to a location in order to allow users to
administer voicemails.

um
Available UMs Chosen UMs

DEMONMESSAGING

The following diagram explains the relationship between Extensions, Locations and
Messaging systems:

'.: ChM A > Extansion 2000

Location A ¢
L. | hMessaging A B Woice Mail 2000
g CM A - Extension 2001

Location B ¢
* IMessaging B " Voice Mail 2001
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As seen in the image above the environment includes:

1. Two Locations (A&B)
2. Asingle Communication Manager (CM A)

3. Two Messaging systems (A&B)

Location A is assigned to:

e CMA

e Messaging A

Location B is assigned to:

e CMA

e Messaging B

If extension that is assigned to Location A (Extension 2000) then the messaging
system that this extension will be released to is Messaging A because it belongs to
the same location A.

If extension that is assigned to Location B (Extension 2001) then the messaging
system that this extension will be released to is Messaging B because it belongs to
the same location B.

Only one messaging system can be assigned to a location.

Page 212 of 335

Avaya Aura™ Contact Center Control Manager User’s Guide



Avaya Aura™ Contact Center Control Manager User’s Guide

Messaging Permissions

AVAYA AURA™ CONTACT CENTER CONTROL MANAGER Messaging integration
includes the following set of permissions:

View Messaging View only

(Mandatory permissions in order to view the Messaging
button in the extension page)

Add Messaging Ability to add a messaging feature to a User / Extension

Delete Messaging Ability to delete a messaging feature to a User / Extension

Advanced Messaging | Access the advanced features of the messaging page

The Messaging permissions are part of the AVAYA AURA™ CONTACT CENTER
CONTROL MANAGER application.
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Using the Messaging Feature

The messaging feature can be accessed from the Extension page. In order to access
the messaging feature you must have the relevant permissions.

¢ . A 2 a z it
AVAYA Lo -3 e & @ & & & i & i
ConTrRoL MANAGER CFl Users Campaigns  Permissions AVAYA V-Vectoring Audit WR CCE e T B I save Transiat )l Logout ]
BECO00
EXTENSION
‘Messaging Extension Number * 3022
- m Extension Name * Call Center EXT 1
— Extension location * Denver v
[ View Visual Phone | i
- Template * 9630 v

Exportto external system(s)

As part of the “Edit Extension” page you will see the “Messaging” button.

After clicking on the Messaging button the system will show on the screen a list of
fields that are related to the Messaging system.

Based on the messaging system that is assigned to the location different types of

fields will be shown (for example: CM Messaging will have different fields then
Modular Messaging).

£ 3 - & i H itny
AVAYA 2 2 . & + + + & & 2
ConTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server |Save Translat.jj ~ Logout
C
[ Eensn | Bao0age
EXTENSION
essaging Extension Mumber * 3022
L
Extension Name * Call Center EXT 1
Extension location * Denver v
[ View Visual Phone | -
Template * 9630 v
L - y: )
Export to external system(s)
Add Massaﬁinp
—
st Mame = Center EXT 1 First Name
assword © 1 Hailbox Number *
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By default AVAYA AURA™ CONTACT CENTER CONTROL MANAGER will show only the
minimal amount of fields that are required for a new Messaging feature.

CMM/Intuity/Audix — Standard Fields

Name The name of the voice mail. by default the system will show
the name of the extension

Extension The messaging extension number. by default the system
will show the extension number

Password Enter the password of the voice mail.

CMM/Intuity/Audix — Advanced Fields

By clicking on the advanced field button AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER will expose an additional set of fields:

AVAYA G s . & N > 8w
il M AsinaEn CFG Users Campaigns  Permissions [EEEAUNTY V-Vectoring Audit VR cCE LN S T Save Transiat - Logout |
BEE00e
EXTENSION
g Extension Number * a0z2
e
B Extension Name * Call Center EXT 1
s —
Extension location * Denver v
Lt ol ST Py
Template * 9630 v
i

Exportto external system(s)

— Add Messaging

Name* [Call Center EXT 1 ] D E]
Extension * [3022 |
Password * [ |
Advanced
Locked no v
Miscallaneous 1 -

cos |asson |

Switch Number Miscellaneous 2

Community Id

| L 1
\ 1
] Wiscellaneous 3 [ |
| Miscellaneous 4 [ |
| | |

|

L
Secondary Ext [

|

Account Code Covering Extension

Broadcast Mailbox v

Email Address [3022@test ]

For more information about the additional fields please refer to the official Avaya
documentation.
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Modular Messaging — Standard Fields

AVAYA ¢ 2 ¥ & i j i j i & i
ConTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE R T G Save Transiat.l — Logout |
-
e Bao0ge
EXTENSION
[ Wessoging ] Extension Number * 3022
Extension Name * Call Center EXT 1
Extensian location = Denver
- Template * 9630 v

Export to external system(s)

— Add

Basic Information q E] I

Last Name * First Name

Password *

Numeric Address * PBX Extension

o2z

|
| Wailbox Number *
|
|

Class Of Senvice * ‘—17

Subscriber Directory
Email Handle [ | Telephone Number

Comman Name [ | ASCII Version Of Name

Subscriber Security

immedisely Exprapasswors [0 @ s MllboxLockss A |

Mailbox Features

v
v
Personal Operator Mailbox Personal Operator Schedule [no 9]
TUI Message Order Urgent first then newest v, Intercom Paging

Voicemall Enabled no v

First name The first name of the voice mail. by default the system will
show the name of the extension

ng
no

Last Name The Last name of the voice mail. by default the system will
show the name of the extension

Mailbox number The messaging extension number. by default the system
will show the extension number

Password Enter the password of the voice mail.

Numeric address The messaging numeric address. by default the system will
show the extension number

PBX Extension The PBX extension number behind this voice mail. by
default the system will show the extension number
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Class of Service (COR)

The COR the messaging is assigned to

Community ID

The community ID

Modular Messaging — Advanced Fields

By clicking on the advanced field button AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER will expose an additional set of fields:

For more information about the additional fields please refer to the official Avaya
documentation.

AVAYA ( . . ¢ i ; " ; 8
Conirral Mandasn CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE Sched. Server : :
EXTENSION
v
Template * v
Exportto external systemi(s
Add Messaging E
Basic Information
LastName * Center EXT 1 First Name
Mailbox Number *
30. PE: an
1 Communityld * ~
Subscriber Directory
Email Handle Telephane Number
Comman Name ASCIl Version Of Name
Subscriber Security
[T OEE— | | P —
Immediately Expire Password | no v Is Mailbox Locked [ne ~|

Mailbox Features

erator Mailbox

Personal Operator Schedule [T

Intercom Paging

‘'oicemnail Enabled

Secondary Extensions

Secendary Extension

Callel

plication

Miscellaneous
Misc

neous 1 Miscellaneous 2

Misc:

Miscellaneous 4
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Save Translation

AVAYA AURA™ CONTACT CENTER CONTROL MANAGER enables users to perform the
“Save Translation” command in the Avaya Communication Manager after they
add/edit/delete Avaya Objects in the environment.

AVAYA { a y N N A ; i &
ConTRoL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE Sched. Sefler

Extensions VDHNs Skills Hunt Groups Holiday Tbl. Coverage Announcem. Service Hours Bnnn@
| | i

EXTENSION

The save translation button appear in the top part of the Avaya screen and is
accessible only to users with save translate permissions in AVAYA AURA™ CONTACT
CENTER CONTROL MANAGER .

In multi CM environments the when the user has access to more then one CM the
system will prompt the user with the list of CM’s and will allow him to select to
which CM to perform the save translate command.
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Visual Phone

AVAYA AURA™ CONTACT CENTER CONTROL MANAGER Visual Phone is an
application that allows users to manage Phone Buttons from a graphical interface
with Drag & Drop capabilities.

The visual phone is accessible in two different modes:

1. AVAYA AURA™ CONTACT CENTER CONTROL MANAGER Admin — Users that
are managing extensions in AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER can launch the visual phone application from within the AVAYA
AURA™ CONTACT CENTER CONTROL MANAGER Admin “Edit Extension” Page

2. Standalone Application — AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER Visual Phone can be exposed to non administrative users. Every
user can manage his personal phone and access only his phone buttons.

AVAYA AURA™ CONTACT CENTER CONTROL MANAGER Visual Phone requires
Microsoft Silverlight to be installed on the Client Machine. The application will
prompts the user with an installation option in case Silverlight won’t be installed on
the machine.

For more information about Microsoft Silverlight please refer to:

http://www.microsoft.com/silverlight/
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Visual Phone — AVAYA AURA™ CONTACT CENTER

CONTROL MANAGER Admin

In order to use the visual phone application from within AVAYA AURA™ CONTACT
CENTER CONTROL MANAGER Admin you will have to access the “Edit Extension”
page.

The “View Visual Phone” button will appear on the screen only if you have the visual
phone permissions in AVAYA AURA™ CONTACT CENTER CONTROL MANAGER .

AVAYA G - s & & 4 & & + 8
ConTroL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audil IVR CCE Lo HUTER T S Save Translat. i Logout |
BEO0Nge

EXTENSION
| Messaging ] Extension Number * 3022

o Extension Name * Call Center EXT 1
[T Extension location * Denver v
= Template * 9630

Exportto external system(s

The “View visual phone” button will launch the visual phone application in a
separate web browser and will show you an image of the phone:

T LogoM  User M e [Sopmevinor)  Pxbosion: 3097 Type: 5830
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The Visual Phone screen is divided into three parts:

[, Search Station = Manage buttons B Soft butions &} Password reset -§ Logoff  User Name: it (Supervisor) Extersion: 3022 Type: 9630
Phone Buttons H
(_ ) busy-ind
) autodial
e Toolbar

) avto-chack

The toolbar that
includes info and the

[ ) brdg-appr
() cai-lup

call-

save button

£cs01

=
() abrv-dl
.

Phone Image

Button Types The visual Image

of your phone
Different feature

buttons that can

be used
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Phone Image

The visual phone image is a dynamic image the responds to the computer mouse
movements.

When moving the mouse on top of a phone button the system will display the
button type that is used.

Button 1

Aszzignment: call-appr

Press AF lor Feature list i
27399
22390
2383

= SO [ BOPAY

Bl Earwly &
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By right clicking a button the user will be able to perform the following actions:

1. Remove the feature button that is configured

2. Edit the button details

10 nmm ?Jlﬂ.“
[ | Ay %
Dms 4k for F¢ntun¢ Ilal

29399
22339

= 5o (o= sorar [{s sores = 50m .""'"
L Earedy A | Kedth B [ YiPwa

- Un555|gned button =
Edit buttgn
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For example, if the button is an “autodial” button then you can configure the dialed
number:

Button & Properties

Aszsignment: autodial

Number: 90523533
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Button Types

AVAYA AURA™ CONTACT CENTER CONTROL MANAGER Visual Phone doesn’t
support all the button types that are available in AVAYA AURA™ CONTACT CENTER
CONTROL MANAGER Admin or the Avaya Communication Manager.

Only the following set of buttons can be used in AVAYA AURA™ CONTACT CENTER
CONTROL MANAGER Visual Phone:

Phone Buttons

busy-ind
autodial
call-appr
auto-chack
brdg-appr
call-pkup
call-fwd
ec500

abrv-dial

With every new release ITNAVIGATOR intends to add additional feature buttons.

In order to configure a feature button on a phone you can drag and drop the
required feature button from the button types section into the phone image.

When the feature button will be on top of the button area the visual phone
application will emphasize the phone buttons and will allow you to easily assign the
feature to the button.
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= SO [ OFAY

Toolbar

The toolbar allows you to perform the following actions:

1. Logout from the application

2. View the extension number and type
3. Change the Extension Password

4. Manage soft buttons
5

Save your changes
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Visual Phone — Standalone Application

Using the AVAYA AURA™ CONTACT CENTER CONTROL MANAGER Visual Phone
application as standalone application requires the following configuration steps:

1. Create a AVAYA AURA™ CONTACT CENTER CONTROL MANAGER User for
every user that requires access to the visual phone

2. Assign to every user an extension number in AVAYA AURA™ CONTACT
CENTER CONTROL MANAGER

First name (eng) *

surname (eng) *

LOAR Username

Lsername

Fassword

Confirm password

AVAYA login
Team * Telemarketing “

Template Default “

Description |
[l Default User

Exportto external systemis)

Frofile
O Agent O Supenvisar & Manager O Adrministratar
Extension * |

3. Enter a username and password for the user

These steps will allow the configured user to manage his personal extension.
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Browse to the visual phone login page:

AVAYA VISUAL PHONE

Usemame [ !

FPasswoard

o s

Enter the username and password and login.

T Sowcn S [ Moo e S s L Pevsaitime
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The Visual Phone screen is divided into three parts:

The Visual Phone screen is divided into three parts:

EEl Soft buttons. #}, Password reset < Logoff  UserMame:itnv (Supervisor)  Extersion:3022  Type: 9630

Phone Buttons

() carer Toolbar

The toolbar that
includes info and the
save button

) -

Phone Image
Button Types

The visual Image
Different feature

buttons that can
be used

of your phone
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Phone Image

The visual phone image is a dynamic image the responds to the computer mouse
movements.

When moving the mouse on top of a phone button the system will display the
button type that is used.

Button 1

Aszzignment: call-appr

Proas Ak for Feabure Isg -
27399
22399
Z2F3393

= B0 == BOFAT

Braly W Earedy &
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By right clicking a button the user will be able to perform the following actions:

3. Remove the feature button that is configured

4, Edit the button details

10 nmm ?Jlﬂ.“
[ | Ay %
Dms 4k for F¢ntun¢ Ilal

29399
22339

= 5o (o= sorar [{s sores = 50m .""'"
L Earedy A | Kedth B [ YiPwa

- Un555|gned button =
Edit buttgn
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For example, if the button is an “autodial” button then you can configure the dialed
number:

Button & Properties

Aszsignment: autodial

Number: 90523533
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Button Types

AVAYA AURA™ CONTACT CENTER CONTROL MANAGER Visual Phone doesn’t
support all the button types that are available in AVAYA AURA™ CONTACT CENTER
CONTROL MANAGER Admin or the Avaya Communication Manager.

Only the following set of buttons can be used in AVAYA AURA™ CONTACT CENTER
CONTROL MANAGER Visual Phone:

Phone Buttons

busy-ind
autodial
call-appr
auto-chack
brdg-appr
call-pkup
call-fwd
ec500

abrv-dial

With every new release ITNAVIGATOR intends to add additional feature buttons.
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In order to configure a feature button on a phone you can drag and drop the
required feature button from the button types section into the phone image.

When the feature button will be on top of the button area the visual phone
application will emphasize the phone buttons and will allow you to easily assign the
feature to the button.

10 Dol 104006
HH i ar

PG OrE -
| 5 4F Tor Featire list I

= 3 [ BT [~ %

R L =
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Toolbar

The toolbar allows you to perform the following actions:

1. Logout from the application

2. View the extension number and type
3. Change the Extension Password

4. Manage soft buttons

5. Save your changes
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System Configuration

The CFG Tab allows system administrators to manage and configure the AVAYA
AURA™ CONTACT CENTER CONTROL MANAGER environment, including integration
with various Avaya systems and external applications.

AVAYA 5 2 :
: .
CQMNXMNMR Users Campaigns ~ Permissions AVAYA
Locations cm VAL um CcMs PC
4]
nn CM Servers
p- E Available Servers
Locations
Denver
Home Agents
New York

CMS Servers

Available Servers

PDS Servers

Available Servers

AIC Servers

Available Servers

V-Vectoring

AIC

i 8 & & ity

Audit VR CCE Sched. Server

Ext. Systems  LDAP Settings NAV Reporting

Databases D

Chosen Servers

Chosen Servers
I‘

Chosen Servers
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AVAYA ' - y & Al 2 o
ConTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE Sched. Server | Logout |}
cM VAL um cms pC AIC Ext Systems LDAP Settings NAV Reporting Databases D
ol i

4[4 [m] CM Servers

|:| f2a Available Servers Chasen Servers

0 ooanes LaB CH Denver CHS2

EE——— e

Home Agents E

Newr York

CMS Servers

Available Servers Chosen Servers

Locations are the core entity of the AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER environment. Each object that is managed in the application is assigned
to a location, and the location configuration affects user permissions and access to
the different parts of the application.

When configuring a new location, you must assign the location all relevant systems
that provide services in the location.

The following table summarizes the location configuration details:

CM Servers The communication manager servers that are assigned to
the location.

(More the one server is supported, but if more than one is
configured, then refer to the special configuration guide).

CMS Servers The AVAYA CMS servers that are assigned to the location
(more than one server is supported).

PDS Servers The AVAYA proactive content servers that are assigned to
the location.

AIC Servers The AVAYA interaction center servers that are assigned to
the location.
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JTAPI/TSAPI Servers

The ANAV reporting servers that are assigned to the
location.

External Systems

The external systems that are integrated with AVAYA
AURA™ CONTACT CENTER CONTROL MANAGER which are
assigned to the location.

Dialing Plan The dialing plan that is assigned to the location (only one is
supported).

um The unified messaging solutions (MM, Intuity, Audix) that
are assigned to the location.

File Servers The file servers for IP Phones that are assigned to the
location.

CCE Config The CCE configuration servers that are assigned to the

location.
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The CM section allows you to configure all the communication managers that are
integrated with AVAYA AURA™ CONTACT CENTER CONTROL MANAGER .

AVAYA AURA™ CONTACT CENTER CONTROL MANAGER

configuration:

supports the following

Direct CM integration

AVAYA AURA™ CONTACT CENTER CONTROL MANAGER

integrates with the CM directly through the management

AVAYA ) 2 . % A 3 @ @ @ &
CopTrorMANAER CFG Users Campaigns  Permissions  AVAYA V-Vectoring Audit VR CCE Sched. Server
Locations. ™ VAL um cMs PC AlC Ext Systems LDAP Settings NAV Reporting  Databases E
« | L]
Activate CM Provider functionality
Activate Skills Synchronization

[+ =]

CM Pravider Alias Name *
CM Provider path *
CM Provider DSM *
u ‘CM Provider Alias Name ‘CM Provider path CM Provider DSN

2+ =]
CM Alias Name *
CM P Address *
CMSACD *
CM Usemame *
CM Password *
CM Type * M
CM Version he
Is Pin Requered * M
CMPIN

CM Alias Name CHIP Address CMS ACD o

] LAB CM 172.16.7.250 i 2300 False
O Denver CMS2 172.18.7.250 1 S8300  Fakse
O New: York CM8 172.18.7.154
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Direct CM integration

1. Enter http://localhost/Avaya Aura™ Contact Center Control Manager .
2. Click on the Add button.

3. AESDSN=1

4. Enter the details of the communication manager:

CM Alias Name * |
CM IP Address * |
|
|

CMS ACD *
CMUsername *

CM Password *

CM Type * W
CM Version b
Is Pin Requered * W
CMPIN

CM Alias Name The alias name of the communication manager.

CM IP Address The IP address of the management port.

CMS ACD The CMS ACD of the configured CM. If you don’t know, then
enter “1”.

CM Username The username that AVAYA AURA™ CONTACT CENTER

CONTROL MANAGER will use for the CM integration.

CM Password The password that AVAYA AURA™ CONTACT CENTER
CONTROL MANAGER is going to use for the CM integration.

CM Type The CM type (s8300,s8400,58500,s8700).

CM Version The version of the CM.

Is PIN required? When using AES-based integration, the PIN code feature

should be disabled.
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CM PIN The PIN code of the user that AVAYA AURA™ CONTACT
CENTER CONTROL MANAGER  will use for the CM
integration.

The VAL tab allows you to configure all announcement cards that are part of the

environment.

Locations M VAL um cMs PC AIC Ext. Systems  LDAP Seftings NAV Reporting Databases

i1 ' I i

— Val Cards
cm=

<]

|

Alias Name *

Name
IP Address *
Username *

Password *

— Card Groups

=]+

L

Ch*
Group Alias Name *
Group Number * \ \

To configure an announcement card, perform the following steps:

1. Select a CM from the drop-down list:

— Val Cards
CM =

Alias Name *

LAB CM

Name Denver CM52

New York CMB

IF Address * T

Usermname * | |

Passward * | |

— Card Groups

=]+

CM* i
Group Alias Mame *

Group Number *
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2. The system will display all announcement cards that are part of that CM.

3. Click on the card.

Val Cards
ch * [ Denver Cl52 vl
Alias Name *
Mame
IP Address *
Username *
Password *
1D Board Humber Board Type Code Vintage Assigned Ports
0 001v8 MG-ANNOUNCEMENT WVMH-ANN (b, (1 113.04.105 0 07,06

0810111213 141516

Card Groups

Ch * i
Group Alias Mame *

Group Mumber *

4. Enter an alias name for the card. This is the name that will be displayed in the
announcement section.

5. Click on the Save button.
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Managing groups

To manage VAL groups, perform the following steps:
1. Select the CM from the drop-down list:

Card Groups

Ch = hd

Denver CM52
Mew York CMG

Group Alias Name *

Group Number *

2. Enter an alias name and the group number:

Card Groups

CM = Denver CM52 w

Group Alias Mame * my ann group

Group Mumber * 1

3. Click on the n button.
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4. Select fields for all the announcement cards that are part of the group
from the drop-down lists:

G
(%]

Val Card b Val Card w Val Card v
al Card v al Card A Val Card i~
Val Card v Val Card v Val Card i
Yal Card M Wal Card v Val Card v
Val Card v Wal Card v Val Card v
Yal Card w Wal Card L Val Card w
Val Card w Wal Card v Val Card w
Wal Card w Wal Card w Val Card w
Val Card b Wal Card w Val Card w
Val Card ~ Wal Card w Val Card i~
Val Card w Wal Card v Val Card N
Yal Card b Wal Card v Val Card w
Val Card b Val Card w Val Card w
Wal Card W Wal Card L Val Card ~
val Card hd Val Card w Val Card ~
Wal Card w Wal Card w Val Card ~
Val Card b Val Card v

5. Click on the Save button.
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The UM section manages integration with the various unified messaging systems
that are integrated with AVAYA AURA™ CONTACT CENTER CONTROL MANAGER .

3 i ; i i ; itnv
AVAYA B ") s & A & @ & ¢ @ 2
CONTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE Sched. Server | Logout ]
Locations cm VAL m CMs pPC AIC Ext. Systems  LDAP Settings NAV Reporting Databases B
. 5
Activate UM Functionality
UM Properties =
Alias Name * Type* >
UM Server Host * Port *
Username * Password
Database Server Name UM Database Name
UM Database Username UM Database Password
LDAP mmid LDAP Version
Pratocol v Security Authentication Type v
Based Context Wersion* h
R UM Server [ Database UM Database UM Database - LDAP LDAP ol Amf\EC:mL Based
a5 Hame Host 'O USEMaMe soreryame  Hame Username b= mmid  Version rotoeo! ?;p:a °"  context e
[0 DEMOMESSAGING  127.0.0.1 7000 MYUM Medularilessaging 1 1 none simple 1 1
] test iest 1433 fest CH Messaging 1

To configure a UM integration with AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER, fill the following fields:

Alias Name The alias name of the UM system.

Type The system type: MM, Intuity, audix, CM
messaging.

UM Server Host The host name of the UM server.

Port The port number that is used for the integration.

Username The username that is used for the integration.

Password The user password.

Database server name The name of the database server that is used by
the UM solution (if there is one).
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UM Database Name The name of the database.
UM Database Username The username that is used for the integration.
UM Database Password The user password.

AVAYA £ 2 * & A H @ & & & v

kY - $ g 8
ConTRoL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server | Logout ]

Locations cm VAL um cms PC AIC Ext. Systems  LDAP Settings MNAV Reporting Databases B

4 b
Activate CMS functionality
CMS connection string uu
Alias Name *
Database Name * Server Type * Infarmix 2000 ¥ | Solaris Server IP *
Host: Port * OpenLink Driver Name * ¥| Solaris Server Username *
Usemname Password | Solaris Server Fassword

Database Name CMS
Server Type Informix 2000
Host/Port The host name and port number of the CMS

Informix database.

OpenlLink Driver Name Openlink Generic 32 Bit Driver v4.0.

Username The username for the CMS database (with
insert/update/delete privileges).

Password The user’s password.
Activate CMS Functionality Disable/enable CMS integration.
Solaris Server IP The server used to connect to the CMS database

when adding users.

Solaris Server Username The Solaris username.

Solaris Server Password The Solaris username’s password.
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Default The default CMS server.

More than one CMS server can be added.

[ i i ; ; i itnv
AVAYA © 2 s % A & @ @ i @ a
ConTRoL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server | Logout "}
Locations cm VAL um cms n AIC Ext Systems LDAP Settings NAVReporting  Databases E
4 | i
Activate PDS Functionality O
PDS Properties =

Alias Name *
FDS SenverHost * Prefix *
Usemame * Fassword

Database Server Name PDS Database Name
PDS8 Database Username PDS Database Password
PDS Sroot Password

PDS Server Host The host name of the AVAYA predictive dialer
server.

Prefix For future use.

Username The username that has access to the AVAYA PDS

server (preferred username is “craft”).

Password The user’s password.

PDS Database Name For future use.

PDS Server Name For future use.

PDS Server Username For future use.

PDS Server Password For future use.

Default The default PDS server.

Activate PDS Functionality If checked, the agents added to AVAYA AURA™

CONTACT CENTER CONTROL MANAGER will be
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added automatically to the PDS.

More than one PDS server can be added.

AVAYA L 2 7 % A & @ + &
ControL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server | Logout |}
Locations CM VAL um CMS PC AIC Ext. Systems  LDAP Settings Databases
. sl
o
TSAPI Functionality server IP * 172.16.7.22 |
TSAPI Functionality server port * 5000 |
ANAV Listening port * 4568 ]
TSAPI keep alive interval * 30 |
ANAV server path * D:ANAVIANAY_StateMachine\bin\DebugiaNAY_StateMachine exe]
Campaign importer path * non |
TSAPI servers :
MiasMame* [ |
Alias Name P Port
D Avaya feraction Server 17218722 2223
JTAPI Functionality server IP The JTAPI server IP address.
JTAPI Functionality server port | The JTAPI server port.
ANAV listing port The ANAV state machine port.
JTAPI keep a live interval The keep alive interval between the JTAPI and the
state machine.
ANAV server path The path for the ANAV state machine .exe file.
Campaign importer path For future use.
Default The default SMS server.
JTAPI servers IP The JTAPI server IP addresses.
JTAPI port The JTAPI servers port.
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Support Local Language Allows object names to be added in local
languages (for non-English sites).

Render Interval (ms) The interval (in ms) at which the IIS will refresh the
ul.
Read Interval (ms) The interval (in ms) at which the ANAV campaign

statistics will be reloaded.

Reload Interval (ms) The interval (in ms) at which the system will reload
the data from the database.

Backup Interval (ms) For future use.
Watch Interval (ms) For future use.
Waiting Time-out (s) For future use.
Waiting Time-out Interval (s) For future use.
ADGroup Agent The Name of the Active Directory group that is

mapped to the Contact Center Agents

AD Synch Cycle Time The time in Milliseconds to sync objects from
active directory

AES Agent Group Not used

AES DSN Not used

Agent Default Skill The default skill which is assigned to Agents that
are provisioned from active directory

Agent range management Not used

Agent TCP Server IP The IP Address of the ANAV functional server

Agent TCP Server port The port of the ANAV functional server

AIC Enabled Not used
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AIC Port Not used
AIC Server Type Not used
AIC Enabled Not used

AIPOINT Query

The time in seconds which ANAV will query the
AIPOINT system

AIPOINT Reread internal

The time in seconds ANAV will query the AIPOINT
system

AVAYA
Connection

Web Services

The number of active connections ANAV will use
to the AES system for SMS

Avaya Web Service Password

The password used by the ANAV AES user to
connect to the AES

Avaya WebService Path

The URL of the Avaya SMS web service

Avaya WebService time out

The number of milliseconds to wait for a timeout
from the Avaya AES SMS service

Avaya WebService Username

The username ANAV is using to access the AES
SMS Connection

Change skill notify

Not used

Clear DMS Time

The hour of the day that ANAV will clear the DMS

CM Extension num

The number of extensions that will be displayed in
the extension page of AVAYA AURA™ CONTACT
CENTER CONTROL MANAGER

CM Extension per page

The number of extensions per page that will be
displayed in AVAYA AURA™ CONTACT CENTER
CONTROL MANAGER

CM Port

The port used by the provisioning server to
connect to the CM. the number can be 5023 or
5022

CMImport host

The IP address of the server that hosts the CM
importer service

CMImport port

The port number used by the CM Import service

DCS Buffer size

Not used
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DCS Bulk package size Not used
DCS Snapshots path Not used
DCS Write Interval Not used
DMS Queue Timeout Not used

Event Stream IP

The IP address of the ANAV TSAPI Probe

Event Stream Protocol

The type of protocol used by the ANAV TSAPI
Probe. either TCP or UDP

Expired WC Interval Not used
Expired WC Delta Interval Not used
Export folder Not used
Export host Not used
Export password Not used
Export port Not used
Export username Not used
Extension file prefix Not used
Extension Range Management | Not used

IP TCP Sender The IP address of the ANAV functional service
AVAYA AURA™ CONTACT | Not used

CENTER CONTROL MANAGER

Path to WebBase

Network keep a live Not used

Port Listener Not used

Port Listener 1 Not used

Port Listener 2 Not used

Port TCP Sender

The port number used by the ANAV TSAPI
Functional service

Prov Service Host

The IP address of the AVAYA AURA™ CONTACT
CENTER CONTROL MANAGER Provisioning Server
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Prov Service Port

The port used by the AVAYA AURA™ CONTACT
CENTER CONTROL MANAGER Provisioning Server

Prov Service SMS Interactions | Not used
count

Prov Service SMS Wait Period Not used
Skill grp number range Not used
Skill range management Not used
Skill sync Not used
Solaris IP Address Not used
Solaris password Not used
Solaris username Not used

State machine path

The path where the ANAV state machine is
installed

Sync Agents Not used
Terminal TCP Server IP Not used
Terminal TCP Server port Not used
UDF Enabled Not used
UM Enabled Not used
VDN Range Management Not used
VDN Var AF 0
VDN Var Al 0
Vdn Var AK 0
Vdn Var AM 0

VDN TCP Server IP

The IP Address of the ANAV VDN PROBE

VDN TCP Server Port

The port of the ANAV VDN probve

Version

Not used

Enable myNAV Integration

myNAV integration to AVAYA AURA™ CONTACT
CENTER CONTROL MANAGER

Page 252 of 335

Avaya Aura™ Contact Center Control Manager User’s Guide




Avaya Aura™ Contact Center Control Manager User’s Guide

DEM Connector IP

The IP address of the DEM connector used for
Modular Messaging administration

DEM Connector Port

The port number of the DEM connector

AVAYA AURA™ CONTACT
CENTER CONTROL MANAGER
VisualVectoring URL

The URL of the Visual Vectoring web site

AVAYA  AURA™ CONTACT
CENTER CONTROL MANAGER
IVR URL

The URL of the IVR Management application

AVAYA  AURA™ CONTACT | The URL of the CCE Management application
CENTER CONTROL MANAGER

CCE URL

AVAYA  AURA™ CONTACT | The URL of the AVAYA AURA™ CONTACT CENTER
CENTER CONTROL MANAGER | CONTROL MANAGER importer

Importer URL

AVAYA  AURA™ CONTACT | The URL of the AVAYA AURA™ CONTACT CENTER
CENTER CONTROL MANAGER | CONTROL MANAGER Visual Phone

VISUALPHONE URL

AVAYA  AURA™ CONTACT | The URL of the AVAYA AURA™ CONTACT CENTER
CENTER CONTROL MANAGER | CONTROL MANAGER Schedule server

ScheduleServer URL

Delete Users

Set to “Yes” if you want to physically delete users
from the AVAYA AURA™ CONTACT CENTER
CONTROL MANAGER database

Set to “No” if you want users to stay in “Not
Active” mode inside the AVAYA AURA™ CONTACT
CENTER CONTROL MANAGER database
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AlC Ext. Systems LDAP Settings MNAV Reporting Databases CM Exporter CM Importer Sys. Paran

| B

Answered calls SGL query
select count(*) from TestCamp where CamplD=-1 ‘

Bad records SQL query
select count(*) from TestCamp where CamplD=-1 . ‘

Mot dialed records SQL query
select count(*) from TestCamp where CamplD=-1 ‘

Rescheduled calls SQL query
select count(*) from TestCamp where CamplD=-1 . ‘

Campaign state SQL query
select count(*) from TestCamp where CamplD=-1 ‘

Total records SQL query
select count(*) from TestCamp where CamplD=-1 . ‘

Answered calls SQL Query Queries for the ANAV campaign statistics.

Bad calls SQL Query

Non-dialed records SQL Query

Reschedule calls SQL Query

Campaign state SQL Query

Total records SQL Query
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PC AIC Ext. Systems NAV Reporting Databases Campaigns CM Exporter CM Importer Sys. Paran
o
_ (=]
LDAP Server name * [ Enable LDAF integration ClEnable auta sync
Username * | Password * |
Synctime (seconds) * Cycle time (seconds) *
AD Group Agent * Agent Default Skill *
LDAP Server name Usermame é‘g&f&‘; f::‘c‘;ﬁd“’;; AD Group Agent Age“;gﬁm““ Ei':sz;“;;&‘::’ E“"’:Lizm"
El 1 1 1 1 1 1
Enable LDAP integration Enables/disables LDAP integration for the entire
application.
Enable Auto Sync For future use.
LDAP Server name The LDAP server name.
LDAP Server port The LDAP server port.
Username The username used for AVAYA AURA™ CONTACT
CENTER CONTROL MANAGER /LDAP integration.
Password The password for the username.
Sync time (seconds)

Single log in capabilities in AVAYA AURA™ CONTACT CENTER CONTROL MANAGER
and ANAV

When LDAP integration is enabled, users that access AVAYA AURA™ CONTACT
CENTER CONTROL MANAGER or ANAV are logged in automatically with all their
permissions and roles based on LDAP integration.

If user is not recognized or none of his or her roles in A.D. are mapped to AVAYA
AURA™ CONTACT CENTER CONTROL MANAGER , the standard login screen is
displayed.
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AlC SymABA iR LDAP Settings  NAV Reporting Databases Campaigns CM Exporter CM Importer Sys
Alias Name *
Username Password
Server Name * Senver port
Protocal * hd Timeout
[JEnable Agents Export [JEnable VDNs Export [JEnable Skills Export
[JEnable Extensions Export [JEnable Vectors Export
Alias Name Server Name Server Port Protocol
Fl my web serivee a0 hitp

The External System feature allows AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER to integrate with any system that is part of the organization
environment, regardless of platform or protocol.

Username The authentication username for the external
system.
Password The username’s password.

Server name

The server that the data is exported to.

Server port

The port number used.

Protocol

The protocol for data transfer.

Timeout

The timeout, in seconds.
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Enable Agents export Allows agents to be exported.
Enable Extensions export Allows extensions to be exported.
Enable VDNs export Allows VDNs to be exported.
Enable Skills export Allows skills to be exported.
Enable Vectors export Allows vectors to be exported.

You can integrate with more than one external system.

For more information, please see the AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER developer’s guide.
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PC Ext. Systems LDAP Settings NAV Reporting  Databases Campaigns CMExporter  CMImporter  Sys. Paran

| 2

Enable AIC functionality O

Alias Mame *

Type *

Server Name *

Database Mame * [ Usemame [

Fort

Password |

Type

The database type: Oracle or MS SQL

Database name

The AIC database name.

Server name

The AIC server name.

Username The username that will be used by the AVAYA
AURA™ CONTACT CENTER CONTROL MANAGER
/AIC integration server.

Password The username’s password.

Port The port used for the database.

Default The default AIC server.

Activate AIC functionality

Enables/disables AIC integration for the entire
application.

You can add more than one AIC server.
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Databases Campaigns CM Exporter CM Importer Sys. Params File servers UDF Config

Service port |EIZIIZID | Service host |I-:u:a|hu:|st |
Username | | Fassward | |
Local save path |l::".r-l.ﬁ."v"3'3EI".exp ort |
External read path |c:".test |
Field Description
Service port Default values.
Service host Default values.
Username Default values.
Password Default values.
Local save path Default values.
External read path Default values.
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Databases Campaigns CM Exporter CM Importer Sys. Params File servers UDF Config

Host* [172.16.7.238 | Port[5000 |
Field Description
Service port Default values.
Service host Default values.
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; Campaigns CMExporter ~ CMImporter  Sys.Params  File servers UDF Config CCE

Main connection string

Server name * E)atanase name [accmiemna |
Usemname Password [se0eseas |
Campaigns connection string

Server name Database name |na‘v‘3'30_21 |
Usemname Password |--" |
myNav connection string

Servername Database name |I'.1y'Na'u'DrJ_1.3 |
Username Password [saes |
WFIM Connection String

Server name Database name |na‘v‘3r30 |
Usemname Password [seee |

CRM projects un

Projectname * | |
Database name

Servername * . | |

semame [ [Passwon | |

Field Description

Main connection string

Server name The name of the
database server.

Database name The name of the AVAYA
AURA™ CONTACT
CENTER CONTROL
MANAGER database.

Username The AVAYA  AURA™
CONTACT CENTER
CONTROL MANAGER
database username.

Password The AVAYA  AURA™
CONTACT CENTER
CONTROL MANAGER
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database username
password.

Campaign connection string

Server name

The  Avaya Contact
express preview
database server name.

Database name

The  Avaya Contact
express preview
database name.

Username The Avaya Contact
express preview
database username.

Password The Avaya  Contact

express preview
database username
password.

CNAV connection string

Project name

Server name

The CNAV database
server name.

Database name

The CNAV database
name.

Username The CNAV database
username.
Password The CNAV database

username password.
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AIPOINT Integration

Server name

The AIPOINT database
server name.

Database name

The AIPOINT database
name.

Username The AIPOINT database
username.
Password The AIPOINT database

username password.
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The file server section allows you to configure the integration between AVAYA
AURA™ CONTACT CENTER CONTROL MANAGER and the file servers that host the
configuration files for the IP phones (this feature is enabled only up through version
2.1).

CM Importer Sys. Params UDF Config CCE Config One-X Application
Alias Mame *| |IP Address "| |
Port * | |Folder+ | |
Username * |F'ass=n.-'-:|rcl * |

Alias Name The file server alias name.

IP Address The file server IP address.

Port The port that is used by the file server’s web
server (the same port that is used by the IP
phones)

Folder The folder that the files are configured to work

with. This should be http://serverip/folder

Username The username that AVAYA AURA™ CONTACT
CENTER CONTROL MANAGER uses to access the
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folder.

Password

The password that AVAYA AURA™ CONTACT
CENTER CONTROL MANAGER uses to access the
server.

Page 265 of 335

Avaya Aura™ Contact Center Control Manager User’s Guide




Avaya Aura™ Contact Center Control Manager User’s Guide

Active Directory Provisioning

AVAYA AURA™ CONTACT CENTER CONTROL

MANAGER /LDAP Overview

The AVAYA AURA™ CONTACT CENTER CONTROL MANAGER /LDAP integration
capability allows you to configure AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER to work with Active Directory.

Users from Active Directory can be automatically synchronized to AVAYA AURA™
CONTACT CENTER CONTROL MANAGER and all relevant AVAYA systems with their
permissions.

The following features are enabled through Active Directory Provisioning:

1. User Management — Manage User records and their permissions across
the different applications that AVAYA AURA™ CONTACT CENTER
CONTROL MANAGER integrates with

2. Agent Management — Provision agents into Communication Manager and
related systems

3. Extension Management — Provision extensions into the Communication
Manager based on templates
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Active Directory — Group Based Mapping

AVAYA AURA™ CONTACT CENTER CONTROL MANAGER integration to Active
Directory is done through Active Directory Group Mapping to AVAYA AURA™
CONTACT CENTER CONTROL MANAGER objects:

AVAYA AURA™ CONTACT
CENTER CONTROL MANAGER
Roles

Each AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER role can be mapped to an Active

Directory Group.

The group mapping between AVAYA AURA™
CONTACT CENTER CONTROL MANAGER Roles and
Active Directory groups enables you to provision
Users from Active Directory directly into the
AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER and the different Avaya systems that
are integrated to AVAYA AURA™ CONTACT
CENTER CONTROL MANAGER

Extension Templates

Each extension template that is managed by
AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER can be mapped to an Active Directory

group.

This mapping will allow you to provision
extensions into the Communication Manager
directly from Active Directory

AVAYA  AURA™ CONTACT
CENTER CONTROL MANAGER
Agents

AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER System parameter table allows you to
map an Active Directory group into a generic
AVAYA AURA™ CONTACT CENTER CONTROL
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MANAGER parameter. This mapping will enable
you to provision Contact Center Agents from
Active Directory

Organization hierarchy based
Team

Each Team that is part of the AVAYA AURA™
CONTACT CENTER CONTROL MANAGER org chart
can be mapped to an active directory group.

This mapping allows you to provision users/agents
into specific parts of the org chart.
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AD Group 1 =

AD Group 2 -

ADU

AD Group 3

MNAVIE0 Team |«

NAVIE0

{ NAWIBD Segment |4

NAVIED Site

MNAVIBD Location

Application
Administrater Role

I 3

AD Group 4

f 3

NAVEED
CMs
Suparvisor Role

A AVAYA AURA™ CONTACT CENTER CONTROL MANAGER Team must be mapped to

NAVIE0
9620 Extenslon
Template

an Active Directory group in order to allow provisioning.

Based on a mapping between an Active Directory Group and a AVAYA AURA™
CONTACT CENTER CONTROL MANAGER team The AVAYA AURA™ CONTACT CENTER

V360/Avaya User

CONTROL MANAGER provision server is able to provision a user due to:

1. Assigning the user to a team in the AVAYA AURA™ CONTACT CENTER

CONTROL MANAGER Org chart

2. Provisioning the user to the relevant Avaya systems based on the assigned
Location (the AVAYA AURA™ CONTACT CENTER CONTROL MANAGER Team is
assigned to a location in the AVAYA AURA™ CONTACT CENTER CONTROL

MANAGER org chart)
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Role mapping

Role mapping between active directory groups and AVAYA AURA™ CONTACT CENTER
CONTROL MANAGER roles allows the administrator to manage user permissions for
any application directly from AVAYA AURA™ CONTACT CENTER CONTROL MANAGER

The user details and permissions are synchronized and updated every time there is a
change in the Active Directory.

For example, if the organization uses CMS, you can build a role in Active Directory
and map it to a CMS role using AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER .

In order to map a AVAYA AURA™ CONTACT CENTER CONTROL MANAGER role to
Active Directory group perform the following steps:

1. Go to the Permissions tab
Select the application (click on the CMS tab as an exmaple)

Edit the required Role

A w N

Click on the LDAP Mapping tab

AVAYA 2 s hd A i ; i & m
ConTroL MANAGER CFG Users Campaigns EEENITEELES AVAYA V-Vectoring Audit VR CCE Sched. Server e et T

Roles LDAP Mapping m

234nav350admin Al [admnsiators
2410pnons

408phone E |

620

5630phone

Account Opsrators

analysispds

ARIC TEAN

avaytest

Backup Operators
Cert Publishers
cticardpbi3agent
ctisecond

| ctteam

L]

5. Select the desired Active Directory Group from the left side and map it to the
Role
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a2 S & 4 & & & i
é}{nAmyMﬁ\MEER CFG Us.ers Eamp;\gns mﬁm V-Vectoring Audit VR CCE Sched‘uSewer
LDAP Mapping m
Role nam ninis [ Pl
R y - Oview
Dvies Filt v
o Filter v
Oview All
[Cview All Campaigns
Oview All Locations

Permissions
[ select/Deselect All

Each user who has the Active Directory group that was mapped to the CMS role in
AVAYA AURA™ CONTACT CENTER CONTROL MANAGER will automatically be
provisioned into CMS with these set of permissions.

Each Active Directory role can be mapped to multiple roles on other applications.
This means you can build a role on Active Directory and map it to more than one
application using AVAYA AURA™ CONTACT CENTER CONTROL MANAGER (CMS, AIC,
PDS, CCE, AVAYA AURA™ CONTACT CENTER CONTROL MANAGER , etc.). This will
automatically grant the users who have those LDAP role permissions at all mapped
applications.
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Mapping between an Active Directory Group and a AVAYA AURA™ CONTACT CENTER
CONTROL MANAGER Team is mandatory in order to provision a user.

A user that is not assigned to an Active Directory Group which is mapped to a
AVAYA AURA™ CONTACT CENTER CONTROL MANAGER team will not be
provisioned.

1. Go to the AVAYA AURA™ CONTACT CENTER CONTROL MANAGER User

section
AVAYA s y % A @ @ & @ @ &
CONTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server | Logout ]

BB

L 1»
=0 @uun O show active users only

[Cchicago Full name Profile User name AVAYA login Status Extension
OLondon [} Horman Beans Agent 40056 Active 40000
OIHew York 0 David Beck Lgent 3801 Active 40000
B
® [paris 0 David Serk Agent 3802 Active
CTokyo
m| David Berk Agent 3037 Active 40000
O virtual site
Unassigned | John Chase Agent 40048 Active 40000
O Barb Even Agent 40055 Active 40000
O Sven Heinig Agent 3003 Active
m] Ervin Johnson Agent 2250 Active 40000
m| Michael Jordan Agent 3038 Active 40000
m| Arkady Karpman Agent 018 Active 40000
| ike Lamb Administrator miamb Active 8000
O Frank Lampard Agent 40043 Active 40000
O Horacio Lopez Agent 40071 Active 40000
12

2. Navigate to the Team you would like to assign to an Active Directory Group

3. Select the Team and click on the edit Team button

AVAYA ( S . ., A P i i : : &
CoNTREL MAM CFG Users Campagm  Perminsiooa AVAYA V-Wectiing At R ecE Schwed. Server [ egetd ™
- CeaGae
Fl
& AUner nama AVATA logn
&0 e
=0 roen
= O
Doarect Samen
(a} .
# CJrok
& [
o7y =1 Leead
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4. Select the LDAP Mapping tab

AVAYA

ConTroL MANAGER G

8 )

Team description

)

¥ 8 8
Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
Team name * Direct Sales
Team deparment * | sales |
Show in A-NAV

itnv

(] %]

5. Select the desired Active Directory Group from the left side and map it to the

Team

Team LDAP Mapping

6. Save

Awailable AD Groups Selected AD Groups

| 234nav350admin o Administrators

2410phane
G408phone

| 9830

9630phone
Account Operators
analysizpds

ARIK TEAM
avaytest

Backup Operators

| Cert Publishers

citicardpbx3agent
citizecond

| cititeam “
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Extension Template Mapping

Mapping between an Active Directory Group and a AVAYA AURA™ CONTACT CENTER
CONTROL MANAGER Extension template will allow you to provision Extensions
directly to the Communication Manager from your Active Directory.

1. Navigate to Avaya>Templates>Extensions

AVAYA G 2 s 1 ¥ i @ 4 @ &
ConTRoL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server  (ICRICREDH (EE-CEN
Extensions VDHs Skills Hunt Groups Holiday Tbl. Coverage Announcem. Service Hours uano
‘ | ol

EXTENSION TEMPLATE

[ ] vons | skis ] Agent= | messaging

Extensions 2R
P Template Hame Location Default System Default
p— E 1603 Home Agents. False Trus
_'__ O 1608 Home Agents False True
L [} 1818 Home Agents False True
F 2410 Home Agents. False True
E 2420 Heme Agents False True
[} 510 Home Agents False True
O 2500 Home Agents. False True
O 4620 Home Agents. Falss True
O 4621 Home Agents False True
B 4624 Home Agents. False True
) 4690 Home Agents. False True
L) 5402 Home Agents False True
[} 64020 Home Agents False True
123
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2. Select the Extension Template you would like to edit

- - it
AVAYA 2 . P P N + N &
ConTRoL MANAGER CFG Users Campaigns ~ Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server

— Oge

EXTENSION TEMPLATE

Type+[1603  |w| Template Name * [1603 Lacation * Location Default [ System Default
EXTENSION

Extension Mumber Lock Messages Bcc fo

Security Code ™[
Fort Coverage Path 1 COR
Name Coverage Path 2 cos
Hunt to Station
STATION OPTION
Loss Group [19 Time of Day Lock Table
Speaker Phone |2-wan Personalized Ringing Pattern [1
Display Language [english Message Lamp Ext

Sunivable GK Node Name liute Bution Enabled

Sunvivable Trunk Dest Media Complex Ext

IP Softphone [ no

Short/Prefixed Registration
Allowed

3. Click on the LDAP Mapping tab

Templates LDAP Mapping

Available LDAP Groups Selected LDAF Group
234navaB0admin Al [packup Gperators
2410phone
202phone
9620 g
9620phone
Account Operators
Adminstrators >
analysispds ‘

ARK TEAM

avaytes|
Cert Publishers
citicardpbx3agent
ciisecond

cititeam &

4. Select the desired Active Directory Group from the left side and map it to the
Team

5. Save
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Agent Mapping and Provisioning

Contact Center Agents can be provisioned directly from active directory to the Avaya
Communication Manager and different Adjuncts.

The following steps describe how to enable the Agent provisioning:

1. Navigate to AVAYA AURA™ CONTACT CENTER CONTROL MANAGER

CFG>LDAP Settings
LDAP Server name * 1 Enable LDAF integration Enable auto sync
Username * 1 Passwaord *
Synctime (seconds) * 1 Cycle fime (seconds) * 1
[T o Agent Agent Default Skl * 1
Sync time Cycle time Agent Default Enable LDAP Enable auto |
LDAP Server name Username [ ksl {ccouds) AD Group Agent Skill et e

2. Enter the name of the Active Directory Group which will enable Agent
Provisioning under the AD Group Agent system parameter
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3. Navigate to the Permissions>CM section

AVAYA 2

-
ConTroL MANAGER CrG Users

AACC ACCM AIC

Roles

Fermissions

[ update Extension - Abbreviated Dialing
[ Update Extension - Site Data

gent Considered die

fork Reason Code Type
[ Update User Direct Agent Calls First

[ update User Local Gall Preference

[ Update User LWC Log External Calls

[ Update User Port Extension

[ Update VDN - Follows VDN Override Rools
[ view Extension CM Properties

O update forced agent logout time

campaigns [UTPCIEE  AVAYA  V-Vectoring Audit VR
CCE Config cms Q PC POM
Role Description Updated by
Agminstrator T v

[Jupdate Extension - Button Assignments
[Jupdate Extension - Station Option

[ update User AUDIX

[Jupdate User Call Handling Preference
[Jupdate User Direct Agent Skill
[Jupdate User Login ID

Cupdate User Maximum Time in A
Clupdate User Security Code

VDN -Time Zone

kill CM Properties

[Cupdate user password

V Before Logo [JUpdate User M

[ update Extension - Extension

O update Skill - CM Praperties

[ update User AUDIX Name for Messaging
[Oupdate User COR

[Oupdate User Hears Service Obsenving Tone

[OJupdate User Login ID For ISDN Display

ross Skills
[Jupdate User Senvice Objective
Oupdate VON - VDN

[Oview User CM Properties

& & i

-

€CE Sched. Server

Visual Vector  Voice Portal

Last update date:

28022010

[ Update Extension - Feature Option

[ Update User AAS

[ Update User Auta Answer

O Update User Caverage Path

[ Update User LCW Reception

[[J Update User Logout Reason Code Type
[ Update User Name

[OJupdate User TN

[JUpdate VDN - VDN Variables

[ view VDN CM Properties

4. Map the Agent role to the same Active Directory group you just entered in

the system parameters

AVAYA 2 . A - i i i
ConTROL MANAGER CFG Users Campaigns [lds AVAYA V-Vectoring Audit VR CCE
Roles LDAP Mapping

234nav360admin A

2410phone

8408phane

9530

9630phane

Account Operators

Administrators

analysispds
ARKTEAM
avaytest

Backup Operators
Cert Publishers

citicardphx3agent

citisecond

5. Save

&
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How to Work with A.D. Integration

To create a user in Active Directory:

1. Create a new user in Active Directory:

-\%Active Directory Users and Computers !

@ Eile  Action Wiew ‘Window Help ‘;Lr

- am| s X B 2o gk g

@ Active Directory Users and Computer
| Saved Queries

EI-@ navdemaokit Hatne 7 Type Description |
[ Builtin AR BBE User

(23 Computers Adrninisty akor User Built-in account For admini, .,
{€3] Domain Controllers agent_a agent_a User
D FareignSecurityPrincipals agente agentc User

€3 agentds agentds User
Delegate Contral... genth agenth User
1 igentp agentp User

Security Group .

Computer
Al Tasks »  Contact Distribution Gra. .,

F G ;ser ) Account used For running ...
i i @RS ecurity Group ... Members of this group are...
Mew Window from Here MEMG usuis Alias Secutity Group ..,

Refresh Printer Security Group ... Designated administrators...
i W Security Group ... All workstations and serve...

— " iared Fol Secutity Group ... All domain controllers inth...
Froperties Security Group ... All domain guests

He\p— orain Lsers Security Group ... All domain users
— nterprise Admins Security Group ... Designated administrators, ..

ﬁEGroup Policy Creator Owners Security Group .., Members in this group can...
%Guest Liser Built-in account For guest ...
ﬂiHeIpServicesGroup Security Group ... Group For the Help and Su...
ﬁEIISfWPG Secutity Group ... 115 Worker Process Group
TUSR_ITRV-TAL User Eiuilt-in account For anony. .
Tu AN _ITRV-TAL User Built-in account Far Intern. ..
ﬁiNAVSEDJGENT Security Group .,

ﬁsnavﬁsoadmin Security Group ..,
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2. Enter the user details:

New Object - User E

ﬁ Create in. navdemokit/Jsers

First name: Idemouser Iitials: I

Laszt name: Idemouser

Full name: Idemouser demouser

Uszer logon name:
Idemouseﬂ I @navdemakit j

zer lagon name [pre-windows 2000):

Inavdemnkit\ Idemouser

< Back I Mest > I Cancel

3. Enter the user password (this password doesn’t affect applications that don’t

support single logon):
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MNew Object - User

ﬁ Create . navdemokit/sers

Pazzword: quuu.

Confirm password: quu-u|

v Uszer must change password at next logon
[ Uszer cannot change pazsward
[~ Paszsword never expires

[T Account iz disabled

¢ Back I Mest » I Cancel

4. Click on the Finish button.

New Object - User E

g Create i navdermokit/Uzers

“When you click Finizh, the fallowing ohject will be created:

Full hame: demouser demouzer ;I
Uzer l[ogon name; demouser@navdemaokit

The user must change the pazzsword at nest logon.

[

<Back |i Finish i Cancel |
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5. Open the user details and select the group membership. Groups that are mapped
to AVAYA AURA™ CONTACT CENTER CONTROL MANAGER roles will trigger the
AVAYA AURA™ CONTACT CENTER CONTROL MANAGER Active Directory Sync service
user-creation process.

demouser demouser Properties EE3
Remate control I Teminal Services Profile I CObA+
eneral | Address I Account I Profile I Telephones I Organization
Member Of | Dial-in I E rwviranment I Sezzions
Member of:
M arne Active Directory Folder

Damain Users navdemokit/sers

Add... | Bemoyve |
Prirmany group: Dromain Uzers
T B B There iz no negd to chgnge Primary group u_nless
= g & yau have M acintosh clients or POSE<-compliant
applications.

Kk, I Cancel Spply
b
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When creating a user/agent, you must to enter the following fields under the
Telephones tab:

demouser demouser Properties |
Remote control I Terminal 5ervices Profile I COk+ I
b embier Of I Diakin I E nwvironment | Sesziong I

General I Address I Account I Profile  Telephones | Orgarization

— T elephone numbers
Home: || Other... |
Pager: I Other... |
Mobie: | Other.. |
Fau: I Other... |
IF phone: I Other... |
Maotes:
[—
[

k. I Cancel | Apply |

Pager = Agent ID (will be inserted into the CM and other systems)

IP Phone = Extension number that will be provisioned into AVAYA AURA™ CONTACT
CENTER CONTROL MANAGER
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6. Click on OK to save the user.

Users that were created in Active Directory cannot be deleted via AVAYA AURA™
CONTACT CENTER CONTROL MANAGER ; only from Active Directory.

Users that were created in Active Directory will have default password “itnv” on all
systems that do not support single sign on.

For users that are to be used on PDS, the username must be 3-8 letters long.

Page 283 of 335

Avaya Aura™ Contact Center Control Manager User’s Guide



Avaya Aura™ Contact Center Control Manager User’s Guide

Audit Log

AVAYA AURA™ CONTACT CENTER CONTROL

MANAGER Audit Log

The AVAYA AURA™ CONTACT CENTER CONTROL MANAGER database contains an
audit log that shows all the changes made in the application and who made them.

The changes include those made from AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER and skill changes made in ANAV.

The audit log shows all changes.
To view the audit log, go to:

SQL Server Management —> Databases > AVAYA AURA™ CONTACT CENTER
CONTROL MANAGER -> Tables = dbo_audit_logs
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icrosoft SQL Server Management Studio Express

File Edit Yiew QueryDesignet Tools  Window Community  Help
Hnenaey D BSHAUES ROIRES,
iE H H Change Type = | 1 Bag | [ ‘L‘I‘-‘

. AY3600A1345...bo.Audit_Lags | Summary | > X
_; Audit_TId | User_Id ‘ User_First_Mame | User_Last_Mame | Audit_Date Audit_action Audit_Entity Audit_Desc Audit_Entity -~
= 1044 27995 ) s 5/12/2008 2:17:00 PM I Sites a0
T 1045 27995 Sy e 5/12/2008 2:21:00 PM I Segments 95
| 1046 27995 e g 5/12[2008 2:23:00 PM I Groups B0
T 1047 27995 g “ie 5/12/2008 5:34:00 PM u Users 25047
T 1045 27995 e ny 5/12/2008 5:34:00 PM u Users skills list for user... O
o 1049 27995 iy TN 5/12/2008 5:34:00 PM u Users skills lisk For user,,. 0
T 1050 27995 S Y 5/12/2008 5:51:00 PM I Users 28074
| 1051 27995 iy TN 5/12/2008 5:51:00 PM u Users skills lisk For user,,. 0
T 105z 27995 Sy e 5/12/2008 5:51:00 PM u Users 28074
| 1053 27995 iy e 5/12/2008 5:52:00 PM u Users skills list for user,., 0
T 1054 27995 g e 5/12/2008 5:55:00 PM I Users 28075
T 1055 27995 e ny 5/12/2008 5:55:00 PM u Users skills list for user... O —
T 1056 27995 g e 5/12/2003 6:03:00 PM u Generals o
T 1057 27995 e ny 5/12]2008 6:04:00 PM u Generals a
= 1058 27995 D s 5/12/2003 6:19:00 PM u Roles 31
T 1059 27995 S Bl 5/12/2008 6:19:00 PM u Roles 31
| 10&0 27995 ) s 5/12/2008 6:19:00 PM u Roles 31
T 1061 27995 Sy e 5/12/2008 6:20:00 PM u Roles 31
| 106z 27995 e g 5/12[2008 6:21:00 PM u Roles 31
T 1063 27995 g “ie 5/12/2008 6:26:00 PM u Roles 31
T 1064 27995 e ny 5/12]2008 6:26:00 PM u Roles 31
T 1085 27995 D s 5/12/2008 6:27:00 PM u Roles 31
T 1066 27995 S Y 5/12/2008 6:28:00 PM u Roles 31
| 1067 27995 D s 5/12/2003 6:25:00 PM u Roles 31
T 1065 27995 Sy e 5/12/2008 6:29:00 PM u Roles 31
] 1083 27995 ) s 5/12[2008 6:22:00 PM u Roles 31 —ILI
~lad |
J_I 4 4 |1 of 112 | b B B “1 | Cellis Read Only., |

Audit log fields descriptions:

Audit_Id Internal ID.

User_Id The ID of user who made the change.

User_first_name The first name of user who made the
change.

User_Last_Name_ The last name of user who made the
change.

Audit_Date The date and time that change took
place.

Audit_Action The actual action that was made in the
AVAYA AURA™ CONTACT CENTER
CONTROL MANAGER application or the
skill change in ANAV:

I: Insert
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U: Update
D: Delete
Audit_Entity The type of entity/object that was
changed: skill, user, etc.
Audit_Description Change description.
Audit_Entity_Id The ID of the actual object that has been

changed: which skill, which user, etc.
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CM Audit Log

The AVAYA AURA™ CONTACT CENTER CONTROL MANAGER Synchronizer can
synchronize the Communication Manager History log and keep it in the AVAYA
AURA™ CONTACT CENTER CONTROL MANAGER Database.

¢ " : : : & itny
AVAYA o . & A @ @ @ &
CONTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server | Logout |

[ veere | geanao

The Audit tab in AVAYA AURA™ CONTACT CENTER CONTROL MANAGER will allow
you to access the CM audit log.

Audit Tool & iy

Location * Object
[Denver ~ v

From Date - Widlyyyy To Date - Widhyyy
| | @ ]

From Time ToTime

oualifier © Login © Acion © [ ]

You can search the Audit Log based on the following parameters:

e AVAYA AURA™ CONTACT CENTER CONTROL MANAGER Location
e Object (Based on the CM object like Station, VDN and etc)

e Date From

e Date To

e From Time

e ToTime

e Qualifier/Login/Action
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Multi-location/Multi-site Enviroment

AVAYA AURA™ CONTACT CENTER CONTROL MANAGER is designed using a location-
based architecture.

Locations are virtual objects that are created in AVAYA AURA™ CONTACT CENTER
CONTROL MANAGER . All the objects handled by the environment can be grouped
into locations.

The following section provides an overview of the location logic used in AVAYA
AURA™ CONTACT CENTER CONTROL MANAGER .
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Deciding on the location structure in your environment is a fundamental step in
setting up AVAYA AURA™ CONTACT CENTER CONTROL MANAGER .

Before deciding on the location structure, you will need to answer the following
questions:

1. Why do | want to manage locations? To deal with security/permissions, or
to distinguish between multi-location objects that are handled in a single
CcMm?

2. Am | managing a single CM or multiple CMs?

3. Which Avaya products are part of my environment? How do | use them
across organization/locations?

4. What is the organizational hierarchy that | should use?
Answering these questions will help you to define your location structure.

The following table shows an example of a location structure for a CM/CMS
environment:

Location name CM CMS IPT file server
Demo Location | My  production | My production CMS A File server A
A CM

Demo Location | My production | My production CMS B File server B
B CM

The following details are required in order to integrate with the communication

manager:
Object Description
AES IP Address The IP address of the AES server connected via
SMS to the CM which is managed.
CM IP Address The IP address that is used by ASA to connect
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to and manage the CM.

CM Username A username for the CM.

CM Password A password for the CM.

CMS ACD If you are using CMS ACD partitioning, fill out
this section.

CM Alias Name The alias name of your CM.

The following details are required in order to integrate with the CMS:

Object Description
CMS IP Address The IP address of the CMS machine.
CMS Username A username for the CMS system with full

admin privileges for the CMS, including UNIX

access.
CMS Password The username’s password.
Root password The password of the CMS root user.
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The following details are required in order to integrate with the file servers*:

Object

Description

File Server IP Address

The file server IP address.

Alias Name The file server alias name.

Folder The 1IS director where the files are located
(usually “backup”).

Username The username to access this folder.

Password The username’s password.

* used in order to manage button labels and IPPhone books.
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AVAYA AURA™ CONTACT CENTER CONTROL MANAGER provides you the ability to
define an organizational structure.

The organizational structure includes:
Sites: the highest hierarchy in the organization
Departments: a child to sites

Teams: the lowest level of the organizational hierarchy, which is populated
by all the organization’s users and agents.

When designing the organizational structure, there are several things to consider:

1. The organizational structure allows you to assign a user to only one
team>Department>site.

2. AVAYA AURA™ CONTACT CENTER CONTROL MANAGER provides you the
ability to manage virtual groups. Virtual group objects allow you to connect
a user/agent to an unlimited number of virtual groups.

3. Virtual groups can be integrated with CMS agent groups.

4. The locations that were defined in the previous step are mapped to sites
(see next page).

Tip: usually a site represents a city/physical location, and a Department represents
a department.
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The following table shows an example of an organizational structure:

Site Department Team
New York Sales Team A
Team B
Service Team C
Miami Back Office Back office team
Management Managers
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Assigning Locations to Sites

After creating an organizational structure and locations, you will need to assign
locations to sites.

By assigning a location to a site, you are mapping between the different Avaya
systems that are part of this location and the users that will be created in this site.

When a new agent/user/extension is saved under a site, the NA360 Provisioning
server saves the agent directly into the CM assigned to the location that is assigned
to the site, and then into the CMS dictionary.
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New Agent
Site
Location
l l
CM1 CMS

AVAYA Objects and Locations

Locations also affect the configuration of different Avaya components in AVAYA
AURA™ CONTACT CENTER CONTROL MANAGER, such as:

e VDNs

e Skills

e Extensions

e Vectors

e Coverage objects

e Holiday table/time of day
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..and every other AVAYA object in AVAYA
AURA™ CONTACT CENTER CONTROL
MANAGER .

Each one of these objects must be assigned to a location in a multi-location/multi-
site environment.
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Managing AVAYA Objects

Users’ ability to manage specific AVAYA objects depends on the location permissions
that are assigned to them.

When implementing AVAYA AURA™ CONTACT CENTER CONTROL MANAGER in an
existing environment, the process of mapping existing objects to defined locations is
a critical step.

Every single managed object must be mapped to only one location.

The outcome of this step should be one of the following:

1. Aspecific list that maps between every object and a location;

or

2. Mapping between ranges of objects, for example: all extensions from 2000-
2010 are mapped to location A.

If you are working in an existing environment, we recommend you export a list of all
the objects to Excel files via GEDI and then map them to the relevant locations.

These Excel files will be used for the import process into the AVAYA AURA™
CONTACT CENTER CONTROL MANAGER database.
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Users

Users and Locations — Relationship

AVAYA AURA™ CONTACT CENTER CONTROL MANAGER users can be granted
permission to a certain location.

When creating a new AVAYA AURA™ CONTACT CENTER CONTROL MANAGER user,
the Location to View tab allows you to assign the user to the various locations that
he will be able to use in AVAYA AURA™ CONTACT CENTER CONTROL MANAGER :

Campaigns to view Skills to view VDMNs to view Vectors to view

Barry Willson

Available locations Locations to view

Location name ' [ Location name
| Denver [Mew York

Home Agents

The user’s ability to view locations in AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER affects the following things:

1. Ability to create a new site.
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A user that has permissions to create AVAYA AURA™ CONTACT CENTER
CONTROL MANAGER sites must have permissions for at least one location.
Due to the fact that a site must be assigned to a location, the user won't be
able to create a site without the ability to view a location.

Users won’t be able to assign sites to locations that they don’t have
permission to access.

Site name *

Site description

Site location * %
Show in A-NA

View AVAYA objects (extensions, hunts, coverage, etc.)

Users that have permission to the AVAYA section will be able to view, edit,
and insert only those objects that are assigned to the location that they can
view.

EXTEMSION
Extension Number *
Extension Narme *
Extension location * Denver
Template * generic
Export to external system(s)

For example: in AVAYA AURA™ CONTACT CENTER CONTROL MANAGER , a
user that has permission for location A won’t be able to see extensions that
are assigned to location B.
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VDNs Skills Hunt Groups Holiday Tbl. Coverage Announcem. Service Hours Ennn@
4 | L]

EXTENSION
Extensions PR
Extension No. Name Extension Template Location ~
O 3013 Barry Wison 4824 Denver
O 2019 Tim Richter Denver
O 3020 Mike Lamt Denver
| 3022 Call Center EXT 1 Denver
O 2028 Call Center EXT 2 Denver
O 2020 Call Center EXT 3 Denver
O 3034 Call Center EXT 4 Denver
F 3038 Call Center EXT § Denver
F 3040 Call Center EXT & Denver
O 3900 Call Center EXT 7 Denver
] 2901 Call Center EXT 8 Denver
E 02 Call Center EXT § Denver
O 3303 Call Center EXT 10 Denver
O 40000 Call Center EXT 11 4824 Denver
O 40008 Call Center EXT 12 1618 Denver
O 40024 Call Center EXT 13 1803 Denver
O 40020 Call Center EXT 14 1808 Denver
O 40031 Call Center EXT 15 1608 Denver
O 0022 Call Center EXT 16 1608 Denver
E 40033 Call Center EXT 17 1818 Denver
O 40034 Call Center EXT 13 1818 Denver
| 40035 Call Center EXT 19 1818 Denver
| 40036 Call Center EXT 20 1618 Denver

3. Manage locations

Users that have permission to manage locations in the AVAYA AURA™
CONTACT CENTER CONTROL MANAGER configuration will only be able to
manage the locations that they have permission to view.

Locations cm VAL um CcMS PC AIC Ext. Systems LDAP Settings NAV Reporting Databases

4 o

nnn CM Servers

| & B Available Servers Chosen Servers

A u enver CM52
Locations LAB C Denver CI52

s New York CME >
Home Agents ‘

New York
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Users Permissions (Roles)

The Permissions tab allows you to set roles for each

permissions for each role.

Roles

AVAYA 2 > %
ConTROL MANAGER CFG Users Campaigns Pesmissions

AACC ACCM AlC CCE Config

Role
[} Administrator

] Supervisor

VR
POM

Updated by

TNV THY
TNV THY

application, and to set

& & & i

4 ¢

€CE Sched. Server | Logout |
Visual Vector Voice Portal nn

Last update date
28/08/2010
284082010

Permissions

Each application is represented by a tab.

There are two sections to each tab: Roles & Permissions.

The roles section lists all roles, with their details.

The role section lists the set of roles that can be assigned to a user in the application.

The permissions section lists all permissions assigned to a role.

The permissions state what the user can see and execute within the relevant

application.
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Bulk Skill Change

Bulk skill change is a feature that allows you to take several contact center agents
and shift them between Skills.

The bulk skill change feature is accessible from the main user screen:

AVAYA g . A " g i ; i 2 n
Control MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
= FEona0
|2
= org ﬂnn [ show active users only
@ ] Full name Profile User name AVAYA login Status Extension
=R O Norman Seans Agent 40056 Active 40000
80 O David Beck Agent 3801 Active 40000
&0 O David Berk Agent 3802 Active
E [l David Berk Agent 3037 Active 40000
@0 Ld} John Chase Agent 40048 Active 40000
@0 O Barb Even Agent 40055 Active 40000
=R O Swen Heinig Agent 3002 Active
] O TN Y Administrator itnv Active 100229
O Ervin Johnson Agent 3250 Active 40000
E Hichae! Jordan Agent 3036 Active 40000
O Arkady Karpman Agent 3018 Active 40000
il ke Lamb Adnministrator miamb Active 8080
|} Frank Lampard Agent 20042 Active 40000
12
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When clicking on the bulk skill change button AVAYA AURA™ CONTACT CENTER

CONTROL MANAGER will display the following screen:

Select agents according to '_'; aup

ninrman Kaans.

Selection skills

Direct Sales

_..noam Even

David Berk
Efim Boguslavsk
noam shemon
tag tag
Wichael Jordan
geula even
Iichael Perl
vania vansilevi
Uri Pode
Wichael Perl
noam shemon
Uri Pode
Wichael Perl
dasdsa
petia petrovitc
John Marrisan
Telemarketing
David Berk
Sven Heinig
Aharon Shluper
mike sanders

e S

Finance
General
Internet Support
Sales

Sales French
Sales Japanese
Sales Spanish
Service

Support
Telemarketing
Telephone Support
TV Support

VIP

You can bulk skill change agents in two different ways:

1. According to Agent groups — AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER will allow you to select agents based on their group assignment

2. According to Skills — AVAYA AURA™ CONTACT CENTER CONTROL MANAGER
will allow you to select agents based on Skill assignment
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Bulk skill change — Agent groups

1. Select “Groups”

I Select agents according to I Selection skills
E—

Direct Sales 5| Finance
Michael Jordan Internet Support
David Berk Sales
Efim Boguslavsk Sales French
noam shermaon Sales Japanese
tag tag Sales Spanish
IMichael Jordan Senice
geula even Support
Wichael Perl Telemarketing |
vania vansilevi A Telephone Support |
Uri Pode SN > TV Support
Wichael Perl VIP
noam sheman b2
Uri Pode <
IMichael Perl
dasdsa
petia petrovitc
John Marrison

Telemarketing
David Berk
Sven Heinig W
Aharon Shluper
mike sanders L]l

P

AVAYA AURA™ CONTACT CENTER CONTROL MANAGER will show the agents
grouped based on their Agent groups.
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2. Select the agents

Select agents according to Selection skills

Direct Sales Direct Sales Finance
noam Even noam shemon General
Michael Jordan g Internet Support
David Berk Michael Jordan Sales
Efim Boguslavsk geula even Sales French
vania vansilev Michael Perl Sales Japanese
Uri Pode Sales Spanish
Michael Per Sernvice
noam shemon Support
Uri Pode Telemarketing |
Michael Perl Telephone Support |
dasdsa TV Support
petia petrovite B VIR
John Marrisan
Telemarketing
David Berk
Syen Heinig
Aharon Shluper
mike sanders
Tim Richter
Barry Willson

3. Select Skills

Select agents according to Selection skills

Direct Sales Direct Sales Finance Service
noam Even noam shemon General Support
Michael Jordan tag tag Internet Support Telemarketing
David Berk Michael Jordan Sales um
Efim Boguslavsk geula even Sales French Telephone Support
vania vansilevi Michael Perl Sales Japanese T Stpport
Uri Pode Sales Spanish
Michael Perl VIP

noam shemaon

Un Pode ‘
Michael Perl ‘
dasdsa
petia petrovitc B
John Morrison
Telemarketing
David Berk
Sven Heinig
Aharen Shluper
mike sanders
Tim Richter
Barry Willson
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4. Save the change

Select agents according to | Group w

Selection skills

Direct Sales
noam Even
Michael Jordan
David Berk
Efim Boguslavsk
vania vansilevi
Uri Pode
Michael Perl
noam shemon
Uri Pode
Michael Perl
dasdsa
petia petrovite
John Marrison

Telemarketing
David Berk
Sven Heinig
Aharon Shluper
mike sanders
Tim Richter
Barry Willson

Direct Sales
noam sheman
tag tag
Michael Jordan
geula even
Michael Perl

Finance
General
Internet Support
Sales

Sales French
Sales Japanese
Sales Spanish
VIP

=

?éer-.-lce

{Support
|Telemarketing
:"e\sphnne Support
_\.l' Support

This action is synchronic, which means that if you selected a big number of agents

the system might take some time And you will see the following screen:

oy
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Bulk skill change — Skill Selection

1. Select “Skills”

Selection skills

I Select agents according to | Skill L

Finance Finance
Barry Willson General
Sales Internet Support
Sven Heinig Sales
Sales Spanish Sales French
Tim Richter Sales Japanese
Barry Willson Sales Spanish
Service Senice
David Berk Support
Support Telemarketing | V.S
Tim Richter Telephone Support |
Barry Willson b 3 TV Support
viP < VIP
Tim Richter

Barry Willson E

AVAYA AURA™ CONTACT CENTER CONTROL MANAGER will show the agents
grouped based on their skill assignment.
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2. Select the agents

Select agents according to Selection skills

Direct Sales Direct Sales Finance
noam Even noam shemon General
Michael Jordan g Internet Support
David Berk Michael Jordan Sales
Efim Boguslavsk geula even Sales French
vania vansilev Michael Perl Sales Japanese
Uri Pode Sales Spanish
Michael Per Sernvice
noam shemon Support
Uri Pode Telemarketing |
Michael Perl Telephone Support |
dasdsa TV Support
petia petrovite B VIR
John Marrisan
Telemarketing
David Berk
Syen Heinig
Aharon Shluper
mike sanders
Tim Richter
Barry Willson

3. Select Skills

Select agents according to Selection skills

Direct Sales Direct Sales Finance Service
noam Even noam shemon General Support
Michael Jordan tag tag Internet Support Telemarketing
David Berk Michael Jordan Sales um
Efim Boguslavsk geula even Sales French Telephone Support
vania vansilevi Michael Perl Sales Japanese T Stpport
Uri Pode Sales Spanish
Michael Perl VIP

noam shemaon

Un Pode ‘
Michael Perl ‘
dasdsa
petia petrovitc B
John Morrison
Telemarketing
David Berk
Sven Heinig
Aharen Shluper
mike sanders
Tim Richter
Barry Willson
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4. Save the change

Select agents according to _G‘rcup vi Selection skills

Direct Sales Direct Sales Finance |Service
noam Even noam shemon General |Support
Mlchael Jordan tag tag Internet Support Telemarketing
David Berk Michael Jordan Sales S —
Efim Boguslavsk geula even Sales French s i
vania vansilevi Wichael Perl Sales Japanese T Stpport
Uri Pode Sales Spanish
Michael Perl VIP

noam sheman
Uri Pode ‘
Michael Perl ‘

dasdsa
petia petrovite
John Morrison
Telemarketing

David Berk
Sven Heinig
Aharen Shluper
mike sanders
Tim Richter
Barry Willson

=]

This action is synchronic, which means that if you selected a big number of agents
the system might take some time And you will see the following screen:

1,,”,
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Virtual groups

AVAYA AURA™ CONTACT CENTER CONTROL MANAGER Manages as part of the
Organizational Hierarchy Virtual Groups.

Due tot the fact that the physical organizational structure allows a single user/agent
to be assigned to a single team, the Virtual Groups are used to assign users/agents
into more then one team.

Virtual Groups can also be used in order to manage CMS Agent groups as part of the
AVAYA AURA™ CONTACT CENTER CONTROL MANAGER Provisioning integration into
CMS.

1. Gotothe user section and click on the “Virtual Department

2. Click on the “add virtual site group” button

AVAYA s i i i i i a
CoNTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server
e apaoag
P
2 0rg nn [Jshow active users onl

] D Full name Profile User name AVAYA login Status Extension

O O Horman Beans Agent 40058 Active 40000

=0 m} David Beck Agent 3801 Active 40000

&0 O David Berk Agent 3802 Active
g 0O David Berk Agent 3037 Active 40000

@0 O John Chase Agent 40048 40000

al O Bars Even Agent 20085 0000

® ] O Sven Heinig Agent 2002 Active

O THY THY Administrator itnv Active 100228
O Ervin Johnson Agent 2280 Active 40000
m} Michael Jordan Agent 3038 40000
O Arkady Karpman Agent 3018 40000
0O ke Lamb Administrator miami: 2000
) Frank Lampard Agent 20043 Active 40000

12

3. Enter the Virtual Group name
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AVAYA : ™ . - - N
ConTroL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit

Virtual Group

5 ar o
IVR CCE Sched. Server

irtual Group Name *

irtual Group Description

O show in A-NA

[ cms Agent Group

4. If you want to provision this group into CMS as a CMS agent group select the
CMS checkbox and select the location this group will belong to

Virtual Group
Virtual Group Name *
irtual Group Description
[ show in A-NAVY
CMS Agent Group
Location * [ v

Based on the location assignment AVAYA AURA™ CONTACT CENTER
CONTROL MANAGER will know to which CMS Server

The agent group needs to be provisioned

Page 311 of 335

Avaya Aura™ Contact Center Control Manager User’s Guide



Avaya Aura™ Contact Center Control Manager User’s Guide

5. Click on Save

6. Go back to the Org Chart and click on the “Add user to virtual group”

AVAYA 5 ) 3 A

ConTroL MANAGER CFG Users Campaigns  Permissions AVAYA

=Rl @nu [[] =how active users anly

@ [[]chicage Full name Profile

@ [Le | Morman Beans Agent

& [Hew Yt N David Beck Agent

= Caloc

=4 |:| | David Berk Agent

O ': : F lohn Chaze Agent

@ [prari | Barb Even Agent

@ [T F Ervin Johnzan Agent

& [Jvirtual Site | Michael Jordan Agent

= [ | Segmen O Frank Lampard Agent

D demovitualgroup |:| Horacio Lopez Agent

g o et O Anna Mazor Agent

@ . | Chriz O=born Agent

Fl Carlo Petrini Agent

| Pstia Pstrovite Agent
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7. Select the agents/users you would like to assign to this group

Direct Sales
noam Even
Michael Jordan
David Berk
Efim Boguslavsk
noam shemaon
tag tag
Michael Jordan
geula even
Michael Perl
vania vansilevi

Uri Pode
Michagl Perl
noam shemaon

Uri Pode
Michael Perl
dasdsa
petia petrovitc
John Morrison
Telemarketing
David Berk .
Sven Heinig
Aharon Shluper
Mike Lamb

[

[ £

8. Click Ok
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AVAYA AURA™ CONTACT CENTER CONTROL MANAGER Synchronizer is a service that
enables automatic synchronization from the Avaya Communication Manager to the
AVAYA AURA™ CONTACT CENTER CONTROL MANAGER Database.

Synchronization modes

The Synchronizer is installed as part of the AVAYA  AURA™ CONTACT CENTER
CONTROL MANAGER Services and can work in two modes:

1. One Time Synchronization — This is usually used for the initial synchronization
process only.

The one time synchronization allows you to select the Avaya CM Objects that
you would like to sync and the AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER Locations that are part of this synchronization process.

Manual Spnc |5 Serice

Impart made @ Intidl € Spne Log display level. @ Major steps anderors € Trace € Enorsonly € Nothing

Temp tables data: @ Renew ¢ Use existing

Obijects to spnchronize

fwl 2% Select Al 355 -
fw|: Abbr. Dial. Group
[w] b ial: Personal

] Annaurcement
vl CoveragednswerGroup
CoveragePath

5l Co
[l EveraneRemate
vl CoverageTme0iDay

Diata Module |

Locations to sunchionize :

ol sz Select Al 355 -
[Q] coke [CM [P -17296.7.250]
vl arik [Ch 1P 172 167 250]

vl Denver (M 1P 17216.7.250]
vl Londor (CM 1P 17216 7. 250
vl Miami {CM 1P 172 16:7 80)

[oel: Mew ¥ork [CH IP.1172.15.2.60)

Tl newsits [CMIP 17216.7.2500 =
ol iflando (M 1P 172 16,7 £1) | L4 s

Frogress

Start | Cancel Exit
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2. Sync Service — The Sync Service enables automatic synchronization based on
a predefined interval (for example: every 30 minutes).

You can configure the Sync service based on Locations.

Marual Sunc ;53!"'2 53”509?'

Locations to be synchronized by the seivice

Location Sync Period [Seconds] Default period value : 86400 seconds
I | eoke CM IR 172.16.7.250) tinimal period value : 21 seconds
arik [CM P 172.16.7.250]

Dienver [T 1P 172167 250
London [2M 1P 172.16.7.250)
bdiarni (Ch 1P 17216, 7.60]

e ok (Ch P 1172 16.7.60]
newsite [CM 1P 172.16.7.250)
Crlando {CH 1R 17216.7.60)

Fariz [Ch [P 1172.16.7.250]

Phioenis [CH 1P 172 16.7.60]

rairnar (EhE1R T2 TE 7 250)

San Francizco [EM [P 2172167 E0)
shilltest [CM 1P 17216753

Tel Ay [CH 1P 1 17216.7.60)
Training Class [EM 1P 172167 250]

Frequent periods values 1 howr = 3600 zeconds
2 hours = 10800 seconds
& hours = 21600 seconds
12 hours = 43200 seconds
24 hours = BE400 zeconds

i o i o o o o o e |

=

Save Exit
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The AVAYA AURA™ CONTACT CENTER CONTROL MANAGER DialPlan can have a very
big impact on the synchronization process.

There are several things that need to be taken into consideration before running a
synchronization process.

1. How many locations are part of the environment?

2. How many Communication Managers are part of the environment?

If we configured more then one location we need to make sure that we have a dial
plan assigned for each location or that every location is assigned to a different
communication manager

In case there is a situation that we try to synchronize a single CM into a multi
location environment without a dial plan it will cause all the CM data to be synced
into a single location.

We strongly recommend planning the synchronization process before running the
initial sync.

When the synchronization process starts it will perform the following steps:

1. Check the list of Locations to sync
Connect to the CM that is assigned to the first Location synced
Download all the CM data into Temporary tables

Check if this Location has a dial plan

vk W N

If there is a dial plan then the Synchronizer will sync only the CM data that
belongs to this location based on the dial plan

6. If there is no dial plan then all the CM data will be synced to this Location
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Import Agents

AVAYA AURA™ CONTACT CENTER CONTROL MANAGER enables importing from
EXCEL files of Agents, Extensions, Skills and VDNs.

Importing Agents

1. Navigate to the users section and click on the import button n

AVAYA 5 : & A i- & v
CoNTROL MARAGER CFG Users Campaigns ~ Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server [ Logout ]
[ ]R
5 0rg nn O show active users anly
go Full name Profile User name AVAYA login Status Extension
] Norman Beans Agent 40022 Active 40000
) David Beck Agent 3801 Active 40000
O David Berk Agent 3037 Active 40000
O John Chase Agent 40049 Active 40000
O Bar Even Agent 40022 Active 20000
] Ervin Johnson Agent 3250 Active 20000
O Michae! Jordan Agent 3036 Active 40000
O Frank Lamparg Agent 40043 Active 40000
O Horacio Lapez Agent 40071 Active 40000
] Anna Mazor Agent 40089 Active 40000
|} Chris Osborm Agent 40073 Active 40000
Ll Cario Fatrini Agent 40070 Active £0000
O Petia Petrovite Agent 40057 Active 20000
12
AVAYA a . G A & m
ConTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR CCE Sched. Server | Logout |
a
‘ " Bowse... | Upload 9
Filer v @
SelactImport Mode [7]
@ Nav360 Database only
Ocmany
QO cwis dictionary only
QMAV360 and CM
O NAV3E0 and CS
Ocmandcus
QALL
Entity * [7)
Team | v [7)
Location ‘ v [7]
¢ Import
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3. Click Upload to upload the file to AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER .

4. You can select:

A.

G.

AVAYA AURA™ CONTACT CENTER CONTROL MANAGER Database
Only: the entries will be added only to the AVAYA AURA™ CONTACT
CENTER CONTROL MANAGER database

CM only: the entries will be added only to the CM, and not to AVAYA
AURA™ CONTACT CENTER CONTROL MANAGER

CMS Dictionary only: the entries will be added to the CMS only

CM and AVAYA AURA™ CONTACT CENTER CONTROL MANAGER
Database: the entries will be added both to the CM and to AVAYA
AURA™ CONTACT CENTER CONTROL MANAGER

CMS and AVAYA AURA™ CONTACT CENTER CONTROL MANAGER
Database: the entries will be added both to the CMS and to AVAYA
AURA™ CONTACT CENTER CONTROL MANAGER

CM and CMS Database: the entries will be added both to the CM and
to CMS

All: the entries will be added to all systems

5. Select the “Team” the agents will be assigned to

6. Select the Location the agents will be created in

7. Run the Import

The import process is asyncronic, which means you will not receive a notification

when the process will finish. You can continue working in the system during the

import process.

Check the importer log files for more information.
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Quick Links

The AVAYA AURA™ CONTACT CENTER CONTROL MANAGER quick links are shortcuts
that appear in the Avaya section of AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER .

" 2 2 it
AVAYA { 2 “ & B 8 8 § & in
CoNTROL MANAGER CFG Users Campaigns  Permissions [EEAVNZN V-Vectoring Audit R CCE Sched. Server

VDNs Skills Hunt Groups Holiday Thbl. Coverage Announcem. Service Hours Bnnn(
| J i

EXTENSION
Extensions. Pea o]

Extension No. Name Extension Template Location ad
= 3013 Barry Wikkon 4824 Denver
(] 20139 Tim Richter 6424D+ Denver
(] 2020 Wie Lams 9520 Denver
O 3022 Call Center EXT 1 Denver
| 2028 Call Center EXT 2 Denver
O 3030 Call Center £XT 3 9520 Denver
E 303 enter EXT 4 64080+ Denver
O 3038 Call Center EXT 5 Denver
B 3040 Call Center EXT 8 Denver
O 2300 Call Center EXT 7 Denver
O 2801 Call Center EXT 8 Denver
E 0: Call Center EXT 8 Denver
O 3003 Call Center EXT 10 Denver
O 40000 Call Center EXT 11 Denver
O 20008 Call Center EXT 12 Denver
O 40024 Call Center EXT 13 1802 Denver
O 40030 Call Center EXT 14 1808 Denver
O 40031 Call Center EXT 15 1508 Denver
(| 40032 Call Center EXT 16 1608 Denver
O 40033 Call Center EXT 17 1518 Denver
O 40024 Call Center EXT 18 1512 Denver
O 40035 Call Center EXT 19 1816 Denver
il 20038 Call Center EXT 20 1818 Denver @

By clicking on one of the quick links AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER will jump directly to linked object.
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Each one of the objects under the Avaya tab includes a different set of quick links
that represents a logical relationship between entities.

AVAYA ( 2 3 § ; b § § & m
COoNTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit IVR CCE Sched. Server 0go
Extensions “ Skills Hunt Groups Holiday Tbl. Coverage Announcem. Service Hours nﬂnn@
4 | i
DN
AR
Number Hame Description Location

[} 40006 Finance Denver

] 2035 Services Denver

[} 3032 Support Denver

0 40041 Support French Denver

O 42500 Support German Denver

0o 41001 Suppert Spanish Denver

O 40003 Suppert VIP Denver

O 40004 Telemarketing Denver

] 45001 Denver

L] 500 Denver

[} 40010 WP Denver
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UDF Fields

User defined fields (UDF) is a feature in AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER that allows you dynamically to add additional fields to the user/agent

record in the application.
In order to add additional fields perform the following steps:

1. Navigate to the CFG>UDF Config tab

il

AVAYA 4 » A i 8 & i i
CoNTRoL MANAGER Users Campaigns  Permissions AVAYA V-Vectoring Audit IR CCE Sched. Serve

Databases  Campaigns  CMExporter  CMImporter  Sys.Params File servers CCE Config One-X Application  Synchronizer

& im

[ UDF enabled

show
show
Oshow
O show
Oshow
Oshow
Oshow
Oshow
Oshow
Oshow

There are ten user defined fields that can be enabled
In order to enable a field select the checkbox next to “show”

Enter the field caption in the free text area

Click on Save

N o v s~ w N

The UDF fields will appear on the user screen (add/edit)
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tag tag
First name (eng) * |tag ‘
Surname (eng) * |tag ‘
LDAP Usermame [ |
Usermame
Password
Confirm password
AVAYA login 3250
Team * Direct Sales »
Template Default i
Description

[ Default User

Export to external system(s)

Profile
® Agent O supenisor O Manager O Administrator

Available applications
Orace Oaccm Oac [ ccE Config
Ocu Ocus Dia Orc

User defined fields
Field1 | |
Field2 | |
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Online Help

The online help feature in AVAYA AURA™ CONTACT CENTER CONTROL MANAGER
allows the user to access a web based help page that provides information regarding

different features that are managed in the Avaya objects.

AVAYA - » § 8
ConTroL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit
Type
EXTENSION

Extension Number 3022

Port SO

Mame |EX

Hunt to Station

STATION OPTION

Loss Group [19

Speaker Ph

Display La

Survivable GK
Survvat intemal v
Survivable Trunk Dest

@ ) 0
VR CCE Sched. Server

BCC |0
TN |1

Time of Day Lock Table

Pattern |1
e Lamp Ext

Mute Button Enabl

Personalized

5
s
0 E -
5

Customizable Labels | ye:

The online help appears in different pages and can be accessed from

the help button o
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Automatic Move station

In case the TTI feature is enabled in your environment you will need to configure the
Automatic Moves feature in the AVAYA AURA™ CONTACT CENTER CONTROL
MANAGER Extension templates.

change system-parameters features FPage 3 of 18
FEATUEE-EELATED SYSTEM PAEAMETEES

FARAMETERS
WARNING! SEE USER DOCUMENTATION BEFORE CHANGING TTI STATE

Terminal Tran ion Initialization (TTI) Enal
TTI = TTI Security ¢

a For Logged
Hot Desking Enhance

AMETERS o ) ) ] )
EMU Inactiwity Interwal for Deactiwvation(hours):
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Detailed description

On the Feature-Related System Parameters screen, set the Terminal Translation
Initialization (TTI) Enabled field to y and the TTI State field fo voice.

Note:

When a telephone is moved, if there is any local auxiliary power (a power supply
plugged into a local AC outlet), the telephone must be plugged into an AC outlet
at the telephone’s new location. A telephone with remote auxiliary power must be
supplied remote auxiliary power at its new location. If you do not supply auxiliary
power in either case after a telephone is moved, some optional adjuncts (for
example, an expansion module) do not operate.

When you enter always or once in the Automatic Moves field on the Station screen,
Communication Manager adds the extension to its ACTR Move List database. When the
telephone is plugged in, Communication Manager asks the telephone for its senal number and
records the serial number on the ACTR Move List. If you change the entry in the Automatic
Moves field from always or once to no, Communication Manager removes the extension from
the Move List.
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Extension Templates

Enabling the Automatic Moves extensions:

1. Navigate to Avaya>Templates
Create a new Template for the required phone type

If you have already a template for this type rename it to “_old”

A wo N

Make sure you select the Automatic Template type

EXTENSION TEMPLATE

Type = | 4610 Template Name * | Location * | Denver ¥ | Location Default [ System Defautt O]
4610
4612
4620 EXTENSION

<

|

4621

Extensiq4624 Lock Messages |no v BCC

4625 B IS
4630 Security Code TN 1

| ——
4690 E Coverage Path 1 COR
?DD Coverage Path 2 cos |2
50241
603A1
STATION OPTIQ603D1
B03E1

BO3F1
LEUGM Time of Day Lock Table
SpedbOTAY Personalized Ringing Pattern |1
Display] g;:g Message Lamp Ext
Survivable GK Mga20 Mute Bution Enabled v
Sunvi| 5402 - Media Complex Ext
6402D
Survivable 5408 v IP Softphane | n
5408_Automatic Customizable Labels 8
6408+
6408D
X 64030+
FEATURE OPTl54p3D+_automatic
6416D+ b

LWC Reception [ spe v Auto Select Any dle Appearance 4

LIRS

a

5. Enter the template name. Make sure the template name is equal to the
extension type without the “_Automatic”
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Schedule Server Wizard
Overview |

Overview

The AVAYA AURA™ CONTACT CENTER CONTROL MANAGER schedule server is a
feature that allows you to schedule tasks.

A task can be any administrative action that is supported by AVAYA AURA™
CONTACT CENTER CONTROL MANAGER .

The current version of AVAYA AURA™ CONTACT CENTER CONTROL MANAGER
supports scheduling skill changes for Agents.

The Schedule Server is a designed in an hierarchical structure:

Job 1. N Schedule 1. N

h

= Tasks 1..M

Actions 1. N

L J

Job = A Schedule Server Job is the highest entity in the hierarchy and it

Represents group of tasks.
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Schedule = A Schedule is the timing (daily, Weekly, Monthly). A single schedule can

Be assigned to unlimited number of Jobs.

Task = A single task can be assigned to only one job. a job can handle unlimited

Number of tasks.

Actions = An action is the operation. For example: Changing an agent skill.

You can have unlimited number of Actions under a single Task.

Wizard Steps

The AVAYA AURA™ CONTACT CENTER CONTROL MANAGER Schedule Server is
accessible through the AVAYA AURA™ CONTACT CENTER CONTROL MANAGER
Web Interface or with a direct Login.

1. Open The Wizard

2. Click on the u to add a new Job

AVAYA  Schedule Server Wizard

g

Jobs List a n

Hame Description Enstied
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3. Enter the Job details (Pay attention to the “Enable” Checkbox”. If it is not
enabled then the Job won’t be executed).

||
1 This Wizard helps you schedule jobs for Unified Communication and Contact Center

4. Click onthe ' button to create/assign a schedule to the Job

5. Select an existing schedule or click on the to create a new one

Schedule Configuration

5] =

Schedulers

Page 329 of 335

Avaya Aura™ Contact Center Control Manager User’s Guide



Avaya Aura™ Contact Center Control Manager User’s Guide

6. Enter The schedule details

Schedule Configuration

MName

Description

Interval -~ Daily
O Weekhy
O specific Dates
Enabled [
Creation Date |07/09/201019:38
Start Date &

End Date ey

7. Click “Next”

8. Based on the schedule type selected the system will allow you to configure
the exact time the Job will be executed.

9. Select the time

[ ——— B
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10. Click on Save
11. Go back to the Job screen and click on “Next”

12. You arrived to the Task list screen

[+ Je)=]

13. Click on the n button to add a new task

14. Enter the task details and click on save

2 Tasks List

] =
‘ame  my task E] m
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15. Select the task list and click on “Next”

2 Tasks List

aao

Name Description state
] my task my task new

16. You arrived to the “Action” Screen

3 Actions List

oo

17. Click on the button to add a new Action
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18. Select the places you would like the skill change to be performed

Actions List

Type Save DB Save CM  Save CMS Save PDS  Save AlC Save Ext Sys

[Agent Siais Relations g I w AN o M o i o B8

19. Click on the EM to select the agent and their skills

20. Select the agent and their skills

Hulk Change Agerts Sidly a8
¥ List Skt

=[irect Sales Finance
Genaral
ietarmit Support
Sales

Serice

Support

Johnsen Talamarketing
Lampard Telophane Suppor
TV Suppon

VIR

(Al V]
(Alv] <] >

21. Click Apply
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22. Click Save
23. Click “Next”
24. Click Finish

4 Job Summary

Job Name: my schedule
Scheduling
Name: fsdf
Occurs: daily
Times: T:38FM

Tasks List

my task
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INDEX
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