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Abstract 
 

  

These Application Notes describe the configuration steps required for Shaw Systems 

COLLECTIONS to interoperate with Avaya Proactive Contact with PG230.     

 

In the compliance testing, Shaw Systems COLLECTIONS used the Agent API from Avaya 

Proactive Contact to provide custom agent desktop for agent handling of outbound calls 

delivered by Avaya Proactive Contact. 

   

Readers should pay attention to Section 2, in particular the scope of testing as outlined in 

Section 2.1 as well as any observations noted in Section 2.2, to ensure that their own use cases 

are adequately covered by this scope and results. 

 

Information in these Application Notes has been obtained through DevConnect compliance 

testing and additional technical discussions.  Testing was conducted via the DevConnect 

Program at the Avaya Solution and Interoperability Test Lab. 
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1. Introduction 
These Application Notes describe the configuration steps required for Shaw Systems 

COLLECTIONS to interoperate with Avaya Proactive Contact with PG230.     

 

In the compliance testing, Shaw Systems COLLECTIONS used the Agent API from Avaya 

Proactive Contact to provide custom agent desktop for agent handling of outbound calls 

delivered by Avaya Proactive Contact. 

 

The compliance test used the Avaya Proactive Contact with PG230 deployment option, and 

covered the handling of outbound calls via the custom agent desktop for Outbound and Managed 

jobs.  Shaw Systems COLLECTIONS does not support handling of outbound calls for other job 

types, nor for handling of inbound ACD calls. 

2. General Test Approach and Test Results 
The feature test cases were performed both automatically and manually.  Outbound calls were 

automatically placed to the PSTN and delivered to COLLECTIONS agents by Proactive Contact.  

Inbound calls were manually placed from the PSTN.  Different actions were initiated from 

COLLECTIONS agent, to verify proper Agent API exchanges. 

 

The serviceability test cases were performed manually by disconnection/reconnecting the 

Ethernet connection to the COLLECTIONS agent and server. 

 

The verification included checking the display of fields, options, and values on COLLECTIONS 

agent, and checking the exchanged API messages in the agent logs. 

 

DevConnect Compliance Testing is conducted jointly by Avaya and DevConnect members.  The 

jointly-defined test plan focuses on exercising APIs and/or standards-based interfaces pertinent 

to the interoperability of the tested products and their functionalities.  DevConnect Compliance 

Testing is not intended to substitute full product performance or feature testing performed by 

DevConnect members, nor is it to be construed as an endorsement by Avaya of the suitability or 

completeness of a DevConnect member’s solution. 
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2.1. Interoperability Compliance Testing 

The interoperability compliance test included feature and serviceability testing.   

 

The feature testing focused on verifying the following on COLLECTIONS agents: 

 

 Handling of outbound calls over Outbound and Managed jobs. 

 

 Handling of linked jobs with same job types. 

 

 Log in, join campaign, leave campaign, and log off. 

 

 Hold, reconnect, call transfer, agent drop, customer drop, equivalent actions for release line 

and finish work, and update of call record with completion code. 

 

The serviceability testing focused on verifying the ability of COLLECTIONS to recover from 

adverse conditions, such as disconnecting/reconnecting the Ethernet connection to the 

COLLECTIONS agent and server. 

2.2. Test Results 

All test cases were executed, and the following were observations on COLLECTIONS: 

 

 Conference could not be established in the testing using the associated icons. Shaw Systems 

indicated that they have a workaround available, but it was not verified during the testing.   

 

 Care needs to be taken in the creation of calling lists and download of customer records 

from host.  In the event that there is a call record not matching to any entry in the 

COLLECTIONS database, then the application can stop automatically on the server.  The 

recovery procedure requires manual restart of application on the server and on all clients.   

 

 After the server experienced an Ethernet disruption and recovered, the application on all 

clients need to be manually restarted. 

 

 The pre-configured activity codes did not match completely to the activity codes presented 

to the agents in the testing.  Some codes did not have the dialer designation even though 

configured, and some codes had the dialer designation but cannot be selected. 

 

 The application only supports linked jobs with the same job type. 

2.3. Support 

Technical support on COLLECTIONS can be obtained through the following: 

 

 Phone:    (800) 316-1947 

 Web :  http://support.shawsystems.com/   

http://support.shawsystems.com/
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3. Reference Configuration 
COLLECTIONS consist of the SQL, COBOL, and client components.  The COBOL component 

can run on a mainframe or on a Windows server.  In the compliance testing, the COBOL and 

SQL components were installed on the COLLECTIONS server on Windows, which also 

contained Microsoft SQL Server 2008.   The client component interfaced with Proactive Contact, 

and was installed on every agent PC. 

 

COLLECTIONS also include a COLLCOMM application used for management.  In the 

compliance testing, the COLLCOMM application was running on the COLLECTIONS server. 

 

The detailed administration of basic connectivity between Communication Manager and 

Proactive Contact, between Communication Manager and Application Enablement Services, and 

of contact center devices are not the focus of these Application Notes and will not be described.  

 

Furthermore, the integration with COLLECTIONS requires creation of calling lists with each 

call record mapping to an account in the COLLECTIONS database.  The creation of such calling 

lists along with download of customer records from host is not the focus of these Application 

Notes and will not be described. 

 

 
 

 

Figure 1: Compliance Testing Configuration 
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4. Equipment and Software Validated 
The following equipment and software were used for the sample configuration provided: 

 

Equipment/Software Release/Version 

Avaya Aura® Communication Manager on 

Avaya S8800 Server with 

Avaya G650 Media Gateway 

6.3.11 (R016x.03.0.124.0-22361) 

 

 

Avaya Aura® Application Enablement Services 6.3.3 SP4 (6.3.3.4.10-0) 

Avaya Proactive Contact with PG230 5.1.1 

Avaya 1616 IP Deskphone (H.323) 1.350B 

Avaya 9611G IP Deskphone (H.323) 6.4.0.14 

Avaya 9650 IP Deskphone (H.323) 3.230A 

Shaw Systems COLLECTIONS on  

Windows Server 2008 R2 Enterprise 

 Microsoft SQL Server 2008 R2 

 COLLCOMM 

5.2.1 SP118 

SP 1 

10.50.4000.0 

5.2.1 

Shaw Systems COLLECTIONS on 

Windows 7 Professional 

 Avaya Proactive Contact Agent API SDK 

5.2.1.11802 

Service Pack 1 

5.1.1 
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Configure Avaya Proactive Contact 
This section provides the procedures for obtaining information from Proactive Contact.  The 

procedures include the following areas: 

 

 Obtain completion codes 

4.1. Obtain Completion Codes 

From the PC running the Avaya Proactive Contact Supervisor, select Start  All Programs  

Avaya  Proactive Contact 5.1  Supervisor  Editor, and log in with the appropriate 

credentials. 

 

The Editor screen is displayed.  Select Completion Codes  Completion Codes from the left 

pane, to display the Completion Codes - Active screen.  Make a note of pre-defined completion 

codes that will be used for integration with COLLECTIONS.  In the compliance testing, 

completion codes 20-29 were used. 
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5. Configure Shaw Systems COLLECTIONS 
This section provides the procedures for configuring COLLECTIONS.  The procedures include 

the following areas: 

 

 Administer activity codes 

 Map activity codes 

 Administer COLLECTIONS.INI 

 Administer DIALER.RDO 

5.1. Administer Activity Codes 

From the server or PC running the COLLCOMM application, select Start  COLLECTIONS 

5.1.1  COLLCOMM to launch the application.   

 

The Login to COMMANDER window is displayed.  Enter the relevant bank number and the 

appropriate administrator credentials.  Bank is a business entity identification, and bank number 

0001 was pre-configured on COLLECTIONS. 

 

 
 

The screen below is displayed.  Select System Maintenance  Activity Maintenance from the 

top menu. 
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The screen below is displayed next.  Configure the desired activity codes.  In the compliance 

testing, all activity codes were pre-configured, and below is a screenshot showing a subset of the 

pre-configured activity codes.  Note that not all activity codes below were used for integration 

with Proactive Contact. 

 

 

5.2. Map Activity Codes 

From the COLLECTIONS server, navigate to the directory containing the DIALER.DIS file, in 

this case C:\Client\DEV\Ally_Prod_Tst\DATA\CONFIG.  Open the file with a text editor 

application, such as Notepad++. 
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Navigate to the DialerAvayaPC51 section, and update this section with a line entry for mapping 

of each applicable activity codes from Section 5.1 to a relevant completion code on Proactive 

Contact from Section 4.1. 

 

In the compliance testing, completion code values 20-29 on Proactive Contact were used for this 

integration.  Note that the mapping of COLLECTIONS activity code to Proactive Contact 

completion code can be many-to-one, and the screenshot below shows a subset of the mappings 

used in the testing. 

 

 

5.3. Administer COLLECTIONS.INI 

From the COLLECTIONS server, navigate to the directory containing the COLLECTIONS.INI 

file, in this case C:\Client\DEV\Ally_Prod_Tst.  Open the file with a text editor application, 

such as Notepad++. 
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Navigate to the DIALER CONFIGURATION section, and create entries highlighted in the 

screenshot with values described below. 

 

 DIALER-EXCHANGE-INTERFACE:  “DialerAvayaPC51” 

 DIALER-DEFAULT-IP:        IP address of Proactive Contact server. 

 DIALER-DEFAULT-PORT: “22700” 

 DIALER-PHONE-NUMBER-PREFIX:   Applicable dialing prefix for external calls. 

 

In the compliance testing, the dialing prefix for external calls required by Communication 

Manager was “9”. 

 

The COLLECTIONS.INI file will be picked up by each COLLECTIONS client upon log in. 
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5.4. Administer DIALER.RDO 

From the COLLECTIONS server, navigate to the directory containing the DIALER.RDO file, 

in this case C:\Client\DEV\Ally_Prod_Tst\DATA\CONFIG.  Open the file with a text editor 

application, such as Notepad++. 

 

 
 

Create a DialerAvayaPC51 entry line for every parameter in the calling list used by 

COLLECTIONS, along with pertinent screen positioning information, as shown below. 
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6. Verification Steps 
This section provides the tests that can be performed to verify proper configuration of 

COLLECTIONS and Proactive Contact.  Prior to verification, start an Outbound job on 

Proactive Contact. 

6.1. Verify Shaw Systems COLLECTIONS 

From the agent PC running COLLECTIONS client, select Start  All Programs  

COLLECTIONS 5.2.1  COLLECTIONS.  The login screen below is displayed.  Enter the 

appropriate bank number and a valid agent credential from COLLECTIONS.   

 

 
 

The screen below is displayed next.  Select Main Menu  Dialer from the left pane. 
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The login screen below is displayed.  Enter the following values for the specified fields, and 

retain the default values for the remaining fields.  

 

 Dialer Login ID:     An existing agent user credential from Proactive Contact.  

 Dialer Extension:  The station extension used by the agent. 

 Dialer Password: An existing agent user credential from Proactive Contact. 

 Agent Type:        Select the applicable type, in this case “Outbound”. 

 Log in to ACD: Check this field when applicable. 

 

 
 

Verify that a call is placed from Proactive Contact to the station extension above.  Answer the 

call at the agent to establish the dedicated connection.   

 

Also verify that the main screen is updated with a floating bar shown below.  Click on the 

Campaign icon. 
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Verify that the screen below is displayed with a list of available campaigns.  Select the 

applicable campaign entry. 

 

 
 

Verify that an answered outbound call with the PSTN is connected to the agent telephone, and 

that the agent screen is populated with the relevant customer data, as shown below. 
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6.2. Verify Avaya Proactive Contact 

From the PC running the Avaya Proactive Contact Supervisor, select Start  All Programs  

Avaya  Proactive Contact 5.1  Supervisor  Monitor, and log in with the appropriate 

credentials. 

 

The Monitor screen is displayed.  Select Dialer  Dialer Agents from the left pane, to display 

the Dialer Agents screen.  Verify that all logged in agents via COLLECTIONS are displayed, as 

shown below. 
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Conclusion 

These Application Notes describe the configuration steps required for Shaw Systems 

COLLECTIONS to successfully interoperate with Avaya Proactive Contact with PG230.  All 

feature and serviceability test cases were completed with observations noted in Section 2.2. 

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

 

1. Administering Avaya Aura® Communication Manager, Document 03-300509, Issue 10, 

Release 6.3, June 2014, available at http://support.avaya.com. 

 

2. Avaya Aura® Application Enablement Services Administration and Maintenance Guide, 

Release 6.3, 02-300357, June 2014, available at  http://support.avaya.com. 

 

3. Controlling COLLECTIONS, Release 5.2, available to customers as part of 

COLLECTIONS release delivery. 

 

4. COLLECTIONS User Guide, Release 5.3, October 2013, available to customers as part of 

COLLECTIONS release delivery. 

http://support.avaya.com/
http://support.avaya.com/
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