
 
Messaging and Unified Communication Switch Integration 

Certification Process 
 
Avaya™ offers an extensive variety of Messaging and Unified Communication solutions that 
can provide valuable feature-rich business solutions that promote rapid customer response 
and enhanced productivity, and are designed to function in diversified business 
environments. 
 
Avaya has designed products to integrate with a wide variety of Avaya and non-Avaya 
communication systems.  The introduction of new products will include certain “Released” 
switch integrations.  Other integrations may be in “Draft” status and some may not be 
included at all.  In order for Avaya to provide high quality functionality, and ease of 
installation, Avaya requires that new integrations follow a controlled introduction 
“Certification” process, in order to become “Released”.  The Certification Process detailed 
here explains how to request new integrations for “Draft” status consideration, as well as 
how to participate in the certification of a “Draft” integration – targeting a “Released” status 
for that integration.  
 
To determine if the integration is “Released” or in “Draft” Status on Avaya Messaging 
Systems, please view http://support.avaya.com, select your product and select 
Configuration Notes.   
 
If the particular integration type is not listed or is listed as “Draft” in the configuration notes 
master list, follow the process detailed in this document to determine if the integration can 
be supported through the Controlled Introduction (CI) process.  Please note that Avaya 
does not support the CI process for SPARK trials.  
 
Once an integration has “Draft” status, participation in this process provides customers with 
remote technical support from Avaya, in a scheduled manner, through each step of the 
integration process.  Avaya Global Technical Services (“GTS”) support will be provided at no 
additional cost during Regular Business Hours through the CI process.  Regular Business 
Hours are region specific based on the location of the CI as follows:  

US 9:00am to 5:00pm MST 
EMEA 9am to 6pm CET (UK 9am to 5:30pm)  
CALA 8am to 5pm CST 
APAC 9am to 6pm (Australia 7:30am to 6pm) 

If support is requested outside of Regular Business Hours, support will be BILLABLE on a 
time and materials basis.  If support is requested on an integration that is not 
Released, and has not followed the Controlled Introduction (CI) process (pre-
scheduled and open ticket created BEFORE install) support will be BILLABLE.   
 
During the installation it is required that a certified Avaya technician or certified Avaya 
Business Partner is on-site to do the install and if the integration is with a non-Avaya PBX, a 
certified PBX technician is available on site.  Avaya is not responsible for any charges 
associated with the non-Avaya PBX technical support. 
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To optimize feature/functionality capability on each integration type, Avaya requires a 
minimum of 1-3* seamless CI integrations using the “Draft” configuration notes for validation 
to release each integration type.  We are unable to give a timeframe for CI completion due 
to the level of complexities with different integrations.  
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Certification Process: 
1. BEFORE making a sale of an Avaya Messaging product, determine if the intended 

integration is “Released”.  Go to http://support.avaya.com then click on the product name 
and then on Configuration Notes.  Review the configuration notes master list. 
Note: Non-Released integrations will NOT be eligible for support from RTS unless the CI 

process is followed.  Issues on non-certified integrations will be re-directed back through 
the Controlled Introduction process.  If support is required on a non-released integration 
that has NOT followed the SWINS CI Process, T&M charges will apply.  If an Avaya 
technician is needed on site, travel expenses may also apply. 

2. If a sales opportunity exists on an integration that is not listed as “Released” or ”Draft”, 
follow step 3 below.  If a sales opportunity exists on a “Draft” integration, follow step 4 
below.  Avaya will make a determination whether this integration can be certified through 
the CI process before proceeding through process. 

3. Complete a New Integration Questionnaire (Attachment A) and return to the Avaya 
Messaging UC team at msgrequest@avaya.com.  Consideration for a new integration 
will be managed through the product planning process. 

4. Complete a Draft Integration Questionnaire (Attachment B) and return to the Avaya 
Integration Support team at integsupport@avaya.com. 

5. Once the Avaya Integration Support team has advised that the requested integration can 
be supported through the CI process, the Sales team may advise the customer that this 
integration must be tested through the CI process.  Obtain customer signature on 
Integration Agreement Letter (Attachment C) and email to integsupport@avaya.com. 

6. The Avaya Integration Support team will schedule a Pre-Installation CI meeting to define 
configuration requirements and align integration support resources.  The Avaya 
Integration Support team will provide DRAFT configuration note. 

7. Once the system is registered, email Sold To # to integsupport@avaya.com.  The 
Avaya Integration Support team will open ticket and provide ticket # for support 
reference.  As noted above, support will be provided during Regular Business Hours at 
no additional charge.  Any support provided outside of Regular Business Hours is 
billable. 

8. Schedule installation 2 weeks in advance and email installation date to 
integsupport@avaya.com.  

9. Ensure that a certified Avaya technician will be onsite.  If the integration is being done on 
a non-Avaya PBX, a certified PBX technician MUST be available on site during the 
integration. 

10. During installation, follow DRAFT configuration note and if assistance is needed, contact 
RTS, reference open ticket.  

11. When installation has been completed, email integsupport@avaya.com of success or 
of any changes that had to be made to complete installation successfully, so that 
certification of integration can be completed. 

 
* Dependent on AVAYA product. 
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ATTACHMENT A 
 

PBX Interface/Integration Questionnaire for New 
Integrations 

 

The Integration Questionnaire in required to consider new integrations and must be 
completed through your technical resource.  The purpose of the questionnaire is to 
collect information about the PBX capabilities, power requirements, tone cadences and 
country specific constraints. 
1. Messaging Product:      Release    

2. PBX/Switch Name    Model  Software   

3. Does your PBX/switch currently support any voice mail?  How? 

4. Can your PBX/switch send DTMF tones to analog extension sets? 

5. Does your PBX/switch support ground start, loop start and or E&M trunks? 

6. Does your PBX/switch allow a station to divert to a trunk group? 

7. Is there any special software required to call forward (divert) over trunks? What is it?  

8. Are there any special class of service options required to forward (divert) over trunks? What are they? 

9. Is special software required to transfer a call?  What is it? 

10. Is return to operator supported over trunks (i.e. Flash or recall a trunk)? 

11. Does your PBX/switch support any form of message notification?  What? 

12. How is message waiting turned on?  With analog extension sets?  What are the feature codes to 
activate? 

13. How is message waiting turned off? 

14. What are the limitations of message waiting? 

15. How many stations can activate message waiting? 

16. Does it use the same port to activate and deactivate message waiting? 

17. Can subscribers deactivate message waiting? 

18. Is special software required to allow message waiting?  Release number? 

19. Does your PBX/switch have any unique configuration requirements? 

20. What about special COS (class of service) for trunk access? 

21. Can subscribers forward to a hunt group pilot number?  Can the pilot number be forwarded 
elsewhere? 

22. Can members of hunt groups set message waiting? 

23. Can the attendant console control forwarding of a number? 

24. Do feature phones and attendant console pass DTMF tones on an analog extension connection? 

25. Does the PBX support A-law, U-law or both? What is the preferred method? 

26. Detection of call progression tones during any form of outcalling: 

 

Note:  Complete this section only if the platform is sold to an international country. 

 Specify On-PBX/switch dial tone: name, frequency, cadence, amplitude with tolerances  
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 Specify Off-PBX/switch dial tone: name, frequency, cadence, amplitude with tolerances. 

 Specify On-PBX/switch busy tone: name, frequency, cadence, amplitude with tolerances. 

 Specify Off-PBX/switch busy tone: name, frequency, cadence, amplitude with tolerances. 

 Specify On-PBX/switch congestion tone: name, frequency, cadence, amplitude with tolerances. 

 Specify Off-PBX/switch congestion tone: name, frequency, cadence, amplitude with tolerances. 

 Specify On-PBX/switch ring back tone: name, frequency, cadence, amplitude with tolerances. 

 Specify Off-PBX/switch ring back tone: name, frequency, cadence, amplitude with tolerances. 

 Specify On-PBX/switch disconnect tone: name, frequency, cadence, amplitude with tolerances. 

 Specify Off-PBX/switch disconnect tone: name, frequency, cadence, amplitude with tolerances. 

27. Does the PBX have multi-location or network software?  If yes, what is this feature called? 

28. Transfer feature: 

 Define timing/approach for 2-wire analog extension transfers 

 Define timing/approach for E&M transfers if possible 

29. What are the power requirements of the PBX/Switch if not in the USA? 
 

Requestor Information: 
Name:   Company:       

Phone number:   Email:        

Customer Information: 
Name:   Company:       

Phone number:   Email:        

Industry: _______________________________ # of Employees:      

Current Msg / UC products/versions: ___________________ 

Switch Integration / Type: ____________________________ 

E-mail Storage: ___________________________________ 

Account Opportunity: 
Incremental Msg / UC revenue:  Year 1______; Year 2______Year 3______ 

Msg / UC services related revenue:  Year 1______; Year 2_____Year 3______ 

Total Value if part of larger Avaya Sale:  Year 1_____; Year 2 _____Year 3______ 

 

Additional Comments:           
 ______           
              
              
 
Please return this completed questionnaire to AVAYA at msgrequest@avaya.com 
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ATTACHMENT B 
 

PBX Controlled Introduction Questionnaire for Draft 
Configuration Notes 

 

The Controlled Integration (CI) Questionnaire is required to consider draft integrations.  
The purpose of the questionnaire is to collect information about the opportunity to 
determine if can be supported. 
1. Messaging Product:      Release    

2. PBX/Switch Name:      Model  Software   

3. Customer Name:      

4. Size of deployment:      

5. Is this for a stand-alone PBX or networked to other PBX within the customer’s environment 

 

Requestor Information 
Name:           

Company:         

Phone number:        

Email:          

 
Additional Comments:        _____ _ 
             
              
           _ _____
 
Please return this completed questionnaire to AVAYA at integsupport@avaya.com  
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 [Insert your Avaya address] 
123 Main Street 
Mail stop: xx-xxx  
City, ST  12345 
408.555.1212 voice/fax 
408.555.1234 mobile 
email@avaya.com 

Attachment C 
[Inside Address] 
 
[Date must be at least one day later than the sales agreement] 

Re: Integration of [insert PBX make and model] with Avaya [insert Make & Model of 
Messaging or UCC Product] 

Dear [Addressee]: 

 
AVAYA Inc. (“Avaya”) offers integration services and products that connect Avaya Messaging or 
UCC products with many different types of PBXs.  Avaya endeavors to provide integration 
services and products that allow the customer to take advantage of the important features and 
functions of the Avaya Messaging products.  Since there are many different PBX models 
available, there are some PBX products that have been integrated with Avaya Messaging 
products only in the Avaya lab environment, and that have not yet completed full field validation 
at customer sites.  Therefore, until that step is complete, Avaya cannot be certain that such non-
field tested integrations will be successful.   
 
The Customer set forth below, has asked Avaya and/or the BusinessPartner indicated below, to 
integrate its [PBX Make and Model] with the Avaya [Make and Model Messaging or UCC 
Product] via [Integration Type] (the “Integration”).  Based upon Avaya’s prior lab tests with this 
configuration, Avaya is reasonably confident that this Integration can be implemented 
successfully.  To date, however, this specific Integration has not completed full field validation at 
customer sites as part of the Controlled Introduction (“CI”) process.  
 
This letter will serve to confirm our mutual understanding and agreement that: 

• The Integration the Customer has requested has not yet been field validated with these 
particular messaging products, and Avaya cannot guarantee or warrant that it will be 
successful.  

• Avaya Global Technical Services (“GTS”) support during Regular Business Hours 
through the CI process, will not be billable (“Regular Business Hours”).  If Avaya support 
is required outside of Regular Business Hours, it will be billable, on a time and materials 
basis.  Regular Business Hours are region specific based on the location of the CI as 
follows:  

US 9:00am to 5:00pm MST 
EMEA 9am to 6pm CET (UK 9am to 5:30pm)  
CALA 8am to 5pm CST 
APAC 9am to 6pm (Australia 7:30am to 6pm) 

• If the Integration is being done on a non-Avaya PBX, it is the Customer’s responsibility to 
coordinate the availability of a certified PBX technician for onsite support in order to 
validate the PBX settings.  Avaya and/or the BusinessPartner is not responsible for any 
charges associated with the non-Avaya PBX resource.   
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• If the Integration is not successful, the Customer agrees that it may be responsible for 
the installation/implementation charges associated with the Integration as well as for 
restocking fees for returned for non-Messaging/UCC equipment (i.e., if the voice server 
does not satisfy any acceptance or “In-Service” criteria set forth in the Customer’s 
purchase and license agreement upon installation).   

• If the Integration is successful, the Customer agrees to pay for all products and services 
ordered under its purchase and license agreement in addition to the installation and/or 
implementation charges associated with the Integration. 

 
 
 

Sincerely, 

 [Insert name of signatory] 

 
 
I have read and agree to the conditions set forth in this letter, and I have the authority to 
countersign this letter on behalf of my company. 
 
 
_______________________________________ 
 

CUSTOMER:  [Insert Name]  BUSINESSPARTNER: [Insert Name] 

______________________________
_ 

____________________________________

(Signature) (Signature) 

______________________________
_ 

____________________________________

(Typed or Printed Name) (Typed or Printed Name) 

______________________________
_ 

____________________________________

(Title) (Title) 

______________________________
_ 

____________________________________

(Date) (Date) 

 

053105    



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.3
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000500044004600206587686353ef901a8fc7684c976262535370673a548c002000700072006f006f00660065007200208fdb884c9ad88d2891cf62535370300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef653ef5728684c9762537088686a5f548c002000700072006f006f00660065007200204e0a73725f979ad854c18cea7684521753706548679c300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020b370c2a4d06cd0d10020d504b9b0d1300020bc0f0020ad50c815ae30c5d0c11c0020ace0d488c9c8b85c0020c778c1c4d560002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken voor kwaliteitsafdrukken op desktopprinters en proofers. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents for quality printing on desktop printers and proofers.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /NoConversion
      /DestinationProfileName ()
      /DestinationProfileSelector /NA
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure true
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles true
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /NA
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /LeaveUntagged
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


