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Abstract

These Application Notes describe how to install and configure a sample Avaya Agent Web
Client for Avaya Interaction Center (IC) 7.0. Avaya Agent Web Client configuration depicted
in these Application Notes allows agents to log in to the Avaya IC contact management
platform from a web browser, therefore eliminating the need to install Avaya IC agent
software on the agent desktops. There are four components required for the Avaya Agent Web
Client application. The solution documented in these Application Notes describes procedures
to install these required components on two machines. The reference configuration depicted in
this document consists of Avaya Interaction Center, Avaya MultiVantage Application
Enablement Service server and Avaya Communication Manager.
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1. Introduction

These Application Notes describe how to install and configure a sample Avaya Agent Web
Client for Avaya Interaction Center (IC) 7.0. Avaya Agent Web Client configuration depicted in
these Application Notes allows agents to log in to the Avaya IC contact management platform
from a web browser, therefore eliminating the need to install Avaya IC agent software on the
agent desktops. The Avaya Agent Web Client is also known as IC 7.0 Thin Client application.

There are four components required for the Avaya Agent Web Client application. The solution
documented in these Application Notes describes procedures to install these required
components on two machines.

1. First machine is located in the private network and hosts IBM Websphere Application
Server, and Avaya IC 7.0 Thin Client.

2. Second machine is located in the demilitarized (DMZ) zone and hosts web service, IBM
Application Server Tool Kit and IBM HTTP server software.

1.1. Test Configuration

Figure 1 illustrates the Solution Assurance Credit Card and Banking Configuration used to
verify these Application Notes. The reference configuration represents a typical financial
customer. It is a hub and spoke architecture where the Main Office consists of Avaya S8710
Media Servers with two Avaya G650 Media Gateways in an IP Connect High Reliability
configuration. The Branch Offices register to C-LANSs in the G650 Media Gateways at the Main
Office. The Branch Offices also have local survivability options. This includes an S§300 Media
Server licensed as a Local Survivable Processor (LSP) in a G700 Media Gateway at Branch 3, an
S8500 Media Server also licensed as an LSP at Branch 4, and Standard Local Survivability
Mode configured for the G250 Media Gateway at Branch 5. Each office has trunks to the Public
Switched Telephone Network (PSTN). The Main Office also has the Avaya Call Management
System, which is used for contact center administration and reporting for all offices. All IP
Telephones at all offices register to Avaya Communication Manager running on the Avaya
S8710 Media Servers at the Main Office.

Avaya MultiVantage Application Enablement Services (AES) software is installed on an AES
server at the Main Office. The AES server communicates with Avaya Media Servers and Avaya
Media Gateways via one or more C-LANs and provides standard APIs for call control, device
control, media control and administration. The AES server communicates with Avaya
Interaction Center via a CallVisor (CVLAN) link. CVLAN Client version 8.2.5 is installed on
the Avaya Interaction Center computers, which host Avaya IC Telephony Servers.

The Avaya Interaction Center configuration documented in these Application Notes utilizes four
machines. Two machines are used for voice channels to provide redundancy, one for email
channel and one for web collaboration (as referred as chat) channel. Avaya Interaction Center
server components are distributed across several servers and Avaya IC domains. Figure 2
illustrates the server and domain distribution for Avaya Interaction Center.
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The IBM WebSphere Application Server (WAS) and Toolkit (ASTK) were used to deploy the
Avaya IC 7.0 Thin Client software. Once deployed, the Avaya IC 7.0 Thin Client software
connects to the core Avaya IC components for multi-media contact center services. Agents
located at the enterprise sites log in to Avaya IC through the web browser. The Avaya IP
Telephones and [P Agents located at the enterprise sites are used in conjunction with Avaya IC
7.0 Thin Client for telephony.
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Figure 1: Solution Assurance - Credit Card and Retail Banking Configuration

NOTE: These Application Notes assume the network configuration depicted in Figure 1 is
already in place. Furthermore, it is assumed that the Avaya IC core server configuration is also in
place. Only the configuration related to Avaya IC 7.0 Thin Client configuration is addressed.
Please consult the appropriate User Guides [1] for information on how to set up the remaining
components.

In this document, IC server refers to a running process on the Avaya Interaction Center.

Computers are referred to as machines.
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The solution described in these Application Notes is based on two-machine configuration as
highlighted in Figure 2.

1. websphere machine (IP address 10.1.1.67) — Computer that hosts IBM WAS, and Avaya
IC 7.0 Thin Client.

2. webserver machine (IP address 103.1.1.41) — Computer that hosts web services. The
IBM ASTK, and IBM HTTP server software are installed on this machine.

Nates for
Redundancy

1. Telephony
Servers are paired

for redundancy

2. Web Chat, and
Email Services do
not have
redundancy

Figure 2
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2. Hardware and Software Validated

Equipment Software
Avaya Communication Manager Release 3.1
Avaya S8710 Media Server RO13x.01.0.628.0

Avaya S8300 Media Server LSP
Avaya S8500 Media Server LSP

R013x.01.0.628.0
R013x.01.0.628.0

Avaya G650 Media Gateway

IPSI (TN2312BP) FW 022
C-LAN (TN799DP) FW 016
MEDPRO (TN2602AP) FW 214
Avaya G700 Media Gateway 25.19.0
Avaya G250 Media Gateway 25.22.0
Avaya G350 Media Gateway 25.22.0
Avaya C363T-PWR Converged Stackable Switch 4.5.14
Avaya Call Center Software 3.0
Avaya MultiVantage Application Enablement Service 3.0
Avaya Interaction Center (IC) 7.0
Avaya Call Management System Supervisor (CMS) R13.1
Avaya IP Agent 6.0.3.357
Avaya 4625 IP Telephones 2.5
Avaya 6211 Analog Telephone --
Cisco 3845 Router 12.4(5)
Cisco 3725 Router 12.4(5)
Cisco 1841 Router 12.4(1a)
Cisco 6506 Switch Router 12.2(17d)SxB8
Cisco VPN 3000 Concentrator 4.7.Rel-K9
Microsoft SQL Server 2000 Enterprise 8.00.760 (SP3)
Servers: Microsoft Windows Server 2003 — Enterprise SP1

Edition

PC Workstations: Microsoft Windows 2000 Professional

5.00.2195 (SP4)

Microsoft Outlook 2003 6.5.6944.0
IBM WebSphere Application Server (WAS) 6.0
e Running on Microsoft Windows Server 2003
IBM WAS Application Server Toolkit (ASTK) 6.0
e Running on Microsoft Windows Server 2003
IBM HTTP Server 6.0

e Running on Microsoft Windows Server 2003
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3. Install IBM WebSphere Application Server (WAS)

The following section shows how to install IBM WebSphere Application Server (WAS) on the
machine that will host the Avaya Agent Web Client application. In the sample configuration, the
IBM Websphere will be installed on the websphere machine.

Step | Description

1. | Log on to the Microsoft Windows server with a User ID that belongs to the administrator group.
Stop all IBM WebSphere Application Server-related Java processes on the machine when
installing the product. Stop all Web server processes.

2. | Insert the product CD labeled “IBM WebSphere Application Server” into the CD-ROM drive.
Start the installation by double clicking on "launchpad.bat" and launch the Installation wizard for
the IBM WebSphere Application Server. After launching the Installation wizard from the
“launchpad” or from the command line, the wizard initializes and displays a Welcome panel.
Click Next to continue

# Installation wizard E‘E'g‘
A

Welcome to IBM WebSphere Application Server, ¥6

Mew installation features forVersion 6 include separately installahle
components on the product CD:

& The WAS directary includes the installation program for the Application
Server.

& Separate installation directories and programs exist for IBM HTTP
Semer, the Weh server plug-ins, and the application clients.

These programs dao notinstall as part of the Application Server installation. Use
the launchpad in the root directory of the CD or in the directory where you
unpack a downloaded Application Server ta launch available installation
programs. See the readme file in the same directory if you cannot start the
launchpad.

See Help for installation panels ddiasrdacsinstallGuide_en.htmiEpanels) far w

Mext = ] [ Cancel ]

Figure 3
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Step

Description

3.

The license agreement displays. Select the radio button beside the “I accept the terms in the
license agreement” message to agree to the license agreement and then click Next to continue.

& Installation wizard

greement

Please read the following license agreement carefully.
International Program License Agreement

I1][%3

Fart 1 - General Terms

B DOWMNLOADING, INSTALLING, COPYING, ACCESSING, OR USING THE
FROGRAM Y¥OU AGREE TO THE TERMS OF THIS AGREEMENMT. IF ¥OLU ARE
ACCEPTING THESE TERMS ON BEHALF OF ANOTHER PERSOMN OR A
COMPANY OR OTHER LEGAL EMTITY, ¥ 0OL REFRESEMNT AND WARRAMNT THAT

O HAVE FULL AUTHORITY TO BIND THAT PERSON, COMPANY, OR LEGAL
EMTITY TO THESE TERMS. IF YOU DO MNOT AGREE TO THESE TERMS,

- DO MOT DOWIMLOAD, INSTALL, COPY, ACCESS, OR USE THE PROGRAM;
AMND v

@ {acceptthe terms in the license agreement

O I do not accept the terms inthe license agreement

[ = Back ][ Mext = ] [ Cancel

Figure 4

After reviewing and accepting the licensing terms, the Installation wizard checks for a supported
operating system and prerequisite patches. If encountering a problem such as not having the
required prerequisite updates on the system, cancel the installation, make the required changes,
and restart the installation.
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Step | Description

4. | After confirming that the operating system is supported and that all necessary patches have been
installed, click Next to continue.

& Installation wizard

System prerequisites check

The installation wizard checks your system to determine whether a supported
operating systern is running and whether the aperating systern has the appropriate
service packs and patches. After checking prereguisites, the installation wizard
checks for existing WebSphere Application Server products.

Your system completed the prerequisites check successfully.

[ <Back || nNet- | [ cancel

Figure 5

5. | Specify the location of the installation root directory for the core product files and click Next.

& Installation wizard

Installation directory
IEM WiehSphere Application Server, VB will he installed to the specified directory.

au can specify a different directary or click Browse to select a directary.

LDirectory name:
| CAProgram FilesiBMUWYebSphereldppSemver |

Browse. .

[ = Back ” Mext = ] [ Cancel
Figure 6
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Step | Description

6. | The wizard displays the Installation options panel. The panel lets one choose a full installation or
a custom installation, which displays the Features selection panel to choose the features to install.

These Application Notes describe the procedure for a Full installation. Choose a type of Full
installation and click Next.

& Installation wizard

Choose the setup type that best suits yaur needs.

(@) Full installation

=2 Installs everything that you need to run Web applications on your server
with minimal prampts.

O Custom installation

_-_'.“' Select features to install. See the InstallGuide_en.html file in the docs
directary for descriptions of the features.

[ = Back ” Mext> | [ Cancel

Figure 7

7. | The installation wizard shows which components are selected for installation in a pre-installation
summary panel. Review the summary information and click Next to install the product code.

& Installation wizard

Installation summary for IBM YWebSphere Application Server, V6

Review the summary for carrectness. Click Backto chande values on previous
panels. Ifthe information is correct, click Mext to start installing IBM WebhSphere
Application Server, Wi,

IBM WWehSphere Application Server, V& will be installed in the following location:
CAProgram FilesUBhMWebSpherelbppServer
with the following features:

Core product files
Application Server Samples

Jdavadocs
for a total size:
976.1 ME
[ = Back ][ et = ] [ Cancel
Figure 8
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Step | Description

8. | The Installation wizard creates the uninstaller program and then displays a progress panel that
shows which components are being installed.

9. | At the end of the installation, the wizard displays the “Installation is complete” panel. Verify the
success of the installer program by examining the completion panel and the log files for
installation status. Click Finish to close the Installation wizard. This results in the Installation
wizard installing IBM WebSphere Application Server into the installation root directory. The
Installation wizard creates a profile named “default” that provides the run-time environment for
the “server1” application server. “serverl” is the default server name for the IBM WAS.

& Installation wizard :‘ |E| g‘

Installation is complete

The care product files for IBM WehSphere Application Serer, WEB, installed
successiully.

Llse the First steps conszale to run an installation werification test, start and stop
vour Application Server, or link to other information and features relating to your
Application Server.

|:| Launch the First steps console

By default, the administrative consale does not have security enabled. The
information center describes how to set up and enahle user authentication for
the administrative console.

hitpipublib boulder.ibm.comfinfocenterwsB0helpfindex jsp

Figure 9
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4. Install IBM WAS Application Server Toolkit (ASTK)

The following section shows how to install IBM WAS Application Server Toolkit (ASTK). For
the sample configuration, this will be installed on websever machine, which resides in the DMZ
zone as shown in Figure 2.

Step | Description
1. | Insert the CD into the CD-ROM drive. If “autorun” is enabled, the installation program
automatically opens. If “autorun” is disabled, run “setup.exe” from the root of the first
installation CD to display the IBM InstallShield Wizard for IBM WebSphere Application Server
Toolkit Installation.
2. | From the IBM WebSphere Application Server Toolkit installation program wait for the
installation wizard to open and click Next to continue.
4F Installer
Studio | Welcome to the InstallShield Wizard for IBM
& | WebSphere Application Server Toolkit, V6.0
The InstallShield Wizard will install IBM WebSphere Application Server Toolkit, V6.0 on
your computer.
To continue, chaose Mest.
IBM WebSphere Application Server Toalkit, W&.0
IEM
' I hitp:ifeweaibm.com
P I |
o
[_ Mext = ] [ Cancel
Figure 10
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Step | Description

3. | Read and accept the license agreement and click Next to continue.

‘#‘ Installer

Studio

FPlease read the following license agreement carefully,
International Program License Agreement

{53

Part 1 - General Terms

BY DOWWMLOADIMNG, INSTALLING, COPYIMNG, ACCESSING, OR USING THE
PROGRAM YOU AGREE TO THE TERMS OF THIS AGREEMENT. IF YOU ARE
ACCEPTING THESE TERME OMN BEEHALF OF ANOTHER PERSON OR A COMPANY
OR OTHER LEGAL ENTITY, ¥OL REPRESENT AND WARRAMNT THAT YOU HAYE
FULL AUTHORITY TO BIND THAT PERSON, COMPANY, OR LEGAL ENTITY TO
THESE TERMS. IF ¥OU DO MNOT AGREE TO THESE TERME,

- DO NOT DOWMNLOAD, INSTALL, COPY, ACCESS, OR USE THE PROGRAM, AMND

[ =Back || _Met> | [ cancel

Figure 11

4. | Specify the target installation directory. The default installation directory is “C:\Program
Files\IBM\WebSphere\AST”. Click Next to display summary information of the IBM
WebSphere Application Server Toolkit install.

‘ﬁ’ Installer

Studio Click Mext to install "IEM WebSphere Application Server Toolkit, ¥8.0" to this directory, or
click Browse to install to a different directory.

Directory Marme:
| CAProgram Files\BMWWebSpherelAST |

Browse

[ = Back ]I Mext= | [ Cancel

Figure 12
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Step | Description
5. | Click Next to install the IBM WebSphere Application Server Toolkit.
‘#‘ Installer
FPlease read the summary information below.
IBW WebSphere Application Server Taalkit, wE.0 will he installed in the fallowing location;
CAProgram Files\BMUWYebSpherelAST
for a total size:
a9y .7 MEB
[ = Back ][ Mext = ] [ Cancel
Figure 13
6. | The installation program begins installing the IBM WebSphere Application Server Toolkit.
Eventually a message confirming that the installation is complete is displayed. Click Finish to
close the installation window.
‘ﬁ’ Installer
Flease read the summary information below,
The InstallShield Wizard has successfully installed IBM WehSphere Application Server
Toolkit, v6.0. Choose Finish to exit the wizard,
Figure 14
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5. Install IBM HTTP Server

The following section shows how to install the IBM HTTP server on the computer that hosts the
web services. IBM HTTP server needs to be installed on the same machine as the IBM ASTK.
For the sample configuration, this will be installed on websever machine which has an IP
address 103.1.1.41 and resides in the DMZ zone as shown in Figure 2.

Step | Description

1. | Insert the IBM HTTP Server CD. Start the installation by double clicking on “launchpad.bat”.
The Installation Welcome panel is displayed. Click Next to continue.

& IBM HTTP Server 6.0 Installer :HE”Z\

Welcome to the InstaliShield Wizard for IBEM
 Websphere ELTEE HTTP Server 6.0

The InstallShield Wizard will install IBM HTTP Server 6.0 on your carmputer.
To continue, choose Mest.

|IBM HTTF Server 6.0

Mext = ] [ Cancel

Figure 15
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Step | Description

2. | The Software License Agreement panel is displayed. Accept the license agreement and click
Next to continue.

& IBM HTTP Server 6.0 Installer

WebSphere. it G Please read the following license agreement carefully.
International Pragram License Agreement

I1][%3

Part 1 - General Terms

By DOWWMNLOADIMNG, INSTALLING, COPYIMNG, ACCESSING, OR USING THE
PROGRAM YOU AGREE TO THE TERMS OF THIS AGREEMEMT. IF YOU
ARE ACCEPTING THESE TERMS ON EEHALF OF ANOTHER PERSOMN OR A
COMPAMNY OR OTHER LEGAL ENTITY, YOU REPRESEMNT AMD WARRANT
THAT YO HAVE FULL AUTHORITY TO BIND THAT PERSOM, COMPANY,
OR LEGAL ENTITY TO THESE TERMS. IF YOU DO MNOT AGREE TO THESE
TERMS,

- DO NOT DOWNLOAD, INSTALL, COPY, ACCESS, OR LISE THE v

@ | accept the terms inthe license agreement

O | do not accept the terms in the license agreement

[ = Back ” Nexdt> | [ Cancel

Figure 16

3. | The installation root directory panel is displayed. Specify the root directory information and click
Next to continue. The default root installation directory was used.

=

Click Mextto install "IBM HTTF Server 6.0" to this directary, or click Browse to
install to a different directory.

& IBM HTTP Server 6.0 Installer

WebSphere. BTGl

Directary Mame:
CAProgram FilesiBM HTTF Server |

Erowse

’ < Batk ” Mext= | ’ Cancel ]

Figure 17
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Step | Description
4. | The feature type selection panel is displayed. Click Custom to select which features to install
and click Next to continue.
5. | The Product Installation selection panel is displayed. Verify that Product Installation has both
products checked as shown below. Click Next to continue.
& IBM HTTP Server 6.0 Installer =]
Selectthe features for "IBM HTTP Server 6.0" vou wauld like to install:
software =RProduct Installation
HTTPSermer base
Security
[ = Back H Mext = ] [ Cancel
Figure 18
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Step | Description
6. | Define non-conflicting ports and then click Next to continue.
& IBM HTTP Server 6.0 Installer
IBW HTTP Server communicates using the port numbers listed below. Ifthese
ports are already in use by IEM HTTP Server or another application, then
L LY software change the port numbers from their default values.
HTTP Port (default 80 | 80 |
HTTF Adrministration Port (default 8008} | a00s |
[ = Back H Mext = ] [ Cancel
Figure 19
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Step | Description
7. | The Windows service authorization panel is displayed. This panel gives the option to create a
Windows service for IBM HTTP Server and the IBM HTTP administration server. Create a
Windows service for IBM HTTP Server and the IBM HTTP administration server. Configure the
services to run as “Local System”. Click Next to continue.
& IBM HTTP Server 6.0 Installer
M
Run IBM HTTP Server as a Windows Service —t
L[ LY software
Run IBM HTTP Administration as a Windows Service
@ Log on as Local System account
O Log on as a specified user account
ser name: | |
Password: | |
Startup Type:
|Autu:umatic b
The user account specified to run the Windows Service must have the
fallowing user rights:
& Act as part of the operating system
#® L oganas aservice N
[ = Back ][ Mext = ] [ Cancel
Figure 20
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Step | Description
8. | Review the pre-installation summary panel to verify the selections. Click Next to begin installing
the IBM HTTP Server.
& IBM HTTP Server 6.0 Installer =]
1B HTTP Server 6.0 will be installed in the following location:
[ T software CAProgram FilesiBM HTTP Server
with the following features:
HTTFServer hase
Security
for & total size:
471 MB
[ =<Back || mest= | [ cancel
Figure 21
9. | After displaying installation status, the wizard displays the “completion status” panel that
indicates a successful installation. Click Next to display the Web server plug-in prompt panel.
Click Finish to launch the Plug-ins installation wizard.
i IBM HTTP Server 6.0 Installer M=Fd
Launch the WebSphere Application Server - Plugin install
LT software
Far information on configuring and using the IBM HTTP Server, refer to the
on-line IBM HTTP Server Infarmation Center.
hitp:fpublib boulder.ibm.comfinfocentervwsBOhelpfindex jsp?topic=com.ibm.
websphere.ibs dockwelcame_ihs himl
= Back Cancel
Figure 22
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Step | Description

10. | Clear the check box for the roadmap. Click Next to continue.

‘#‘ Plug-ins installation wizard for Version &

Welcome to Wweb server plug-ins for IBWM WebSphere Application Server Vi,

This wizard installs Weh server plug-ins for IBM WehSphere Application Server VB
_IH!I:S{:I il software an yaur computer,

Select an item from the following list to learn more about the installation:

|:| Installation roadmap; Overdew and installation scenarios

|:| Flug-ins section ofthe Getting Started guide

Installing the plug-ins also installs the required level of GSkit.

Click Mesxt ta cantinue,

Mext = ] [ Cancel

Figure 23

11. | The License agreement panel is displayed. Accept the license agreement and click Next to
continue.

12. | The installation wizard checks for prerequisite service packs and patches. If the system does not
pass the prerequisites check, stop the installation, correct any problems, and restart the
installation. If the system passes the prerequisites check, click Next.

Look for the “temporaryPluginlnstallLog.txt” file in the temporary directory for information
about missing prerequisites.
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Step | Description

13. | Select “IBM HTTP Server V6 to configure. Click Next to continue.

‘#‘ Plug-ins installation wizard for Version &

Selectthe Web semerto configure. All plug-in binaries are installed, hut anly
selected Web servers are configured:

O Apache Weh Server W2

O Lotus Domino \Weh Server W6 or V6.5

O Sun OME Weh Server 6.0 ar Sun Java System Web Server Wi 1
O Micrasaft Internet Infarmation Services Vi

O Microsoft Internet Information Services ¥a

[ <Back || mes= || cCancel

Figure 24

14. | Select “Web server machine (remote)” and click Next to continue.
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Step | Description
15. | Accept the default location for the installation root directory for the plug-ins and click Next to
continue.
L Plug-ins installation wizard for Version 6 |__||g”g|
Installation location of the Wehb server plug-ins for¥WebSphere Application Server
Weh server plug-ing installation location:
| CProgram FilesUBMiWebSphere Plugins |
[ =<Back || mest= | [ cancel
Figure 25
16. | Click Browse on the Application Server installation location panel to browse for the location of
the Application Server profile. Click Next when the installation root directory is correct.
% Plug-ins installation wizard for Version 6 ‘__Hg|g‘
FProvide the installation location ofYWehSphere Application Server Version &.
Installation location of WebSphere Application Server VE:
| CAProgram FilesiUBMWehSpheradppSerer |
[ = Back ” et = ] [ Cancel
Figure 26
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Step | Description
17. | Click Browse to select the configuration file for the Web server as shown below. Verify that the
Web server port specified in Step 6 is correct, and then click Next.
'@ Plug-ins installation wizard for Version 6
Select the Weh server configuration files and identify the Wweb server port to
configure the Web sener definition.
Selectthe existing IBM HTTP Server hitpd.conffile:
| CiProgram FilesUBM HTTP Servencanfihtipd.conf |
Specify the Weh server port:
80 |
[ = Back ” Mext = ] [ Cancel
Figure 27
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Step | Description

18. | Specify a name for the Web server and click Next to continue. The wizard uses the value to
name configuration folders in the plug-ins installation root directory. The wizard also uses the
name in the configuration script for the application server to name the Web server definition.

4P Plug-ins installation wizard for Version 6 :HEHZ‘

AWWeb server definition lets vou manage aWeb server thraugh the administrative
console.

anﬂvmro | Specify a unigue Weh server definition name:
|wehsenrer1

’ < Back ” Mext = ] ’ Cancel

Figure 28

If the application server profile already has a Web server definition, specify a name that matches
the name of the existing Web server definition. Using the same name configures the Web server
to use the Web server definition on the application server.
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Step | Description

19. | Specify the location for the “plugin-cfg.xml” file and click Next to continue.

‘#‘ Plug-ins installation wizard for Version &

Selectthe plugin-cfg.xml file to use for the selected Web semver. The Wizard uses
the following location below to generate a plugin-cfg.xml file if one does not exist. I
yall change the lacation, the plugin-cfgxml file must exist.

2 software |

Wiieh server plugin-cfg.xml file:
| CAProgram FilesiBwMWWebSphere\Pluginsicanfigwebserveriplugin-cfg.xml |

Browse

’ < Back ” Mext = ] ’ Cancel

Figure 29

20. | Click Next on the pre-installation summary panel to begin the installation or click Back to
change any characteristics of the installation. The wizard begins installing the plug-ins and
configuring the Web server and the application server. Click Next at the second pre-installation
summary panel.

21. | Verify successful installation on the Installation summary panel and click Finish to exit the
wizard.
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6. Configure the Working Directory for the Avaya Agent Web
Client

This section describes how to configure the working directory for Avaya Agent Web Client (IC
Thin Client). The working directory property is always configured from the perspective of IBM
WAS. The syntax used to configure the working directory property depends upon the operating
system of the machine that hosts IBM WAS for Avaya Agent Web Client and how that machine
will access the shared directory. For the sample configuration, the working directory was created
on the same machine that hosts the IBM WAS and Avaya Agent Web Client application. In the
sample configuration, the working directory will be created on websphere machine which has an
IP address 10.1.1.67.

Step | Description

1. | To configure the working directory, create the shared directory for the working directory on a
websphere machine.

2. | In IC Manager, select Tools = Groups. Select the Properties tab followed by the IC node in the
left pane. In the Sections list, select the property section and click the
“Agent/Desktop/WebClient” property. In the right pane, double-click the “WorkingDirectory”
global property. In the Edit Property dialog box, verify that the “WorkingDirectory” property is
selected in the Property drop-down list. In the Property Value field, set the value for the
property. Check the Descendants May Override checkbox. Select OK to close the Edit
Property dialog box. The Group Manager window appears. Select Apply followed by Ok.

x
Property
WorkingDirectory -
This is the working directory for the YWeh Client.
Property WYalue
coworkingdir -
[¥] Descendants May Override
" Ok ¥ Cancel
Figure 30
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7. Install Avaya Agent Web Client

This section describes how to install the Avaya Agent Web Client (IC Thin Client). The Avaya
Agent Web Client software was installed on the same machine as the IBM WAS server as shown
in Figure 2.

Step | Description
1. | Log in to the machine that hosts IBM WAS with an account with administrator privileges.
2. | Insert the Avaya Agent Web Client CD into the CD-ROM drive. Avaya Agent Web Client
installation starts automatically. If “autorun” is disabled, navigate to the “Windows” or “Win32”
directories on the CD and double-click “Setup.exe”.
3. | The License agreement panel is displayed. Read and Accept the license agreement and click
Next to continue.
# Installer f‘ﬁ”i‘
Please read the following license agreament carafully.
License j
Awaya Inc., or any of its affiliates or subsidiaries, hereby grants to you a non-exclusive
license under which you may:
® ysethis CD on a single-user persanal computer, on a serverthat is to be used by multiple
users within your Company on a local area network, or on your Company's intranet;
® make a backup copy ofthis D as long as the restrictions applicable under this licensze are
enforced in cannection with the backup copy; and j
+ | acceptthe terms of the license agreement.
" 1do not accept the terms of the license agreement.
Cancel
Figure 31
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Step | Description
4. | Click Next to install the application in the default installation directory.
# Installer
Click Mext to install "Avaya AgentWeb Client 7.0" to this directory, or click Browse to install to a different directory.
LDirectory Mame:
CAProgram Files\Wyaya
Browse
Cancel ‘
Figure 32
5. | Avaya Agent Web Client installation displays an installation summary window. Click Next if the
installation configuration is correct. Avaya Agent Web Client installation starts copying the
requested files to the server. The process can take several minutes.
== Installer [ HD|R‘
Please read the summary information helow.
Avaya Agentwweb Client 7.0 will be installed in the following location:
CAProgram Files\&vayalCyo
wyith the following features:
Weh Client
for & total size:
42.5 ME
= Back Cancel
Figure 33
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Step | Description
6. | The following installation summary window is displayed. Click Next to continue.
# Installer
Please read the summary information below.
Installer has successfully installed Avaya AgentWeh Client
Click Mext to configure Avaya Agent Weh Client.
Cancel
Figure 34
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Step | Description

7. | Enter the information requested in the following fields:

e Host - enter the name of the Avaya IC machine that hosts the primary ORB server
(ICVoicel).

e Port - enter the port assignment for the primary server. The port is typically “9001”. To
verify the port assignment, see the primary server configuration in IC Manager.

Enter an Avaya IC administrative user name and password and click Next to continue. Avaya
Agent Web Client installation copies the server implementation file “vesp.imp” from the
machine that hosts the primary ORB server to the Avaya Agent Web Client machine.

# Installer E| E| B|

AVAYA

To properly connect with the IC system, please provide the name of the machine running the primary I ORB

Server

Hast (machine name) |

Port 3001
Usger Name lAdmin
Passward [

Mext= | Cancel |

Figure 35

8. | Click Next, when the system displays an installation successful message. In the next Installation
screen, select or unselect the “View Readme” check box to view or not view the “Readme” file.
The Avaya Agent Web Client “Readme” opens in Adobe Acrobat.

Close Acrobat to return to the Avaya IC installer and click Finish to complete the installation.
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8. Java Application Bridge Configuration

This section describes how to configure the Java Application Bridge. The Application server for
Avaya Agent Web Client uses the Java Application Bridge to communicate with the Avaya IC
servers and databases. The Java Application Bridge is not a true Avaya IC server. The Java
Application Bridge impersonates each agent who logs in to the Avaya Agent Web Client. When
the Java Application Bridge makes a request for an agent, the Java Application Bridge mirrors
the domain structure of the agent. A Java application bridge must be created for each IBM WAS
that hosts an Avaya Agent Web Client application.

Step | Description

1. | In IC Manager, select the “Server” tab. Select “Server” = “New”. A pop-up window is
displayed with a list of servers. Select “JavaAppBridge” from the list of servers and click OK.

X
Server Type: |JavasppBridge |

JavasppBridge ol
License
Motification
ORB
Paging B
Report &
ResourceManager
SiebelAED

escription

Al

Allowes Jawa classes hosted inaweb container to call
ESF server and receive events fram them.

| " 0K H ¥ Cancel ‘

Figure 36

The pop-up window closes and the “JavaAppBridge” server window is displayed.
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Step

Description

2. | Select the “General” tab and complete the following fields.
e Name — enter the name of the Java Application Bridge.
e Domain — select the Avaya IC user domain for the Java Application Bridge.
e Host — enter the [P Address of the server that hosts the IBM WAS.
e Port — enter the port assignment of the Java Application Bridge.
e Directory — enter the path to the “etc” directory for Avaya Agent Web Client (i.e.,
C:\Program Files\Avaya\IC70\etc).
e [Executable — Enter “jabsrv”.
Record the Name value for the Java Application Bridge for use later. Click OK to finish the
configuration.
Figure 37 shows the Java Application Bridge General tab after the above configuration is
completed.
x
General | JavaAppBridge |/Cunﬁguratiun |/Dehug rAWancEd |
Hame: |[I[BuAS_Lisert Domain: zert -
Host: Directony: CAPorgram Files\AvayatlC T 0ete
Port: qQ02 Executable: |jabsry -
Auto Start Status: Up
Start Time: Jan o, 2006 11:34:08 A
[_| Security
Uptirme: 3d:22hd0m:40s
Version: 7.0.0.54 (2005.02.14 21:35)
" Ok ¥ Cancel 4 Help
Figure 37
3. | The Java Application Bridge requires an agent account for Avaya IC. This agent account is used

when the IBM WAS Application server is created. By default, the Avaya IC seed data includes
one agent account “dcobridgel”. This account was used for the Java Application Bridge in the

Avaya IC system.
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9. Package the Avaya Agent Web Client Application

This section describes how to package the Avaya Agent Web Client application using the IBM
WAS Application Server Toolkit. These steps are executed on the webserver machine located in
DMZ which has an IP address of 103.1.1.41.

Step | Description

7 | [5Resource

"+ Navigator X

New 4

L |_E|||"

4k Resource - [BM WebSphere Application Server Toolkit, V6.0

File Edit Mavigate Search Project Run Window Help
il 57 Q| %

1. | In IBM ASTK, right-click an empty area in the “Navigator” pane and select “Import”.

PV; Reviewed:
GAK 3/23/2006

©2006 Avaya Inc. All Rights Reserved.

IC-webagent.doc

e Export...
—_— &' Refresh
o= Outline &3
An outline is not avaiable. i Tasks 52 | Snippets & XK 3¢~ =0
0 items
+| | Description Resource In Folder
3 23
Figure 38
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Step | Description

2. | In the Import dialog box select “Existing Project into Workspace™ and click Next.

4 Import R‘

Select

Create a new Project from an Eclipse project in the file system. This does | \J
not copy the project to the workspace. H

Select an import source:

[, App Client AR file

@ Checkout Projects from CVS
(ELEAR file

[, EJB JAR file

4 Existing Ant Buildfile
ﬁE)dsting Project into Workspace
LitExternal Features

I External Plug-ins and Fragments D
[, File system

() 12EE Utility Jar
,Lu:ug File

£ Profiling file

£ Proiect Tnterchanne

>

<

Cancel

Figure 39
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Step | Description

3. | In the Import Project from File System dialog box, browse to the “C:\Program
Files\Avaya\IC70\WebClient\web” directory. Verify that the project name has been
automatically entered by the system after clicking OK. Click Finish to continue.

Import Project From File System

 j—

Create a new Project from an Eclipse project in the file system. This does i 7
not copy the project to the workspace. d

Project name: |weh

Project contents: | C:\Program Files\Avaya\IC70\WebClient\web . Browse.

< Back Finish Cancel

Figure 40

4. | Repeat Steps 1 through 3, using the following location in Step 3 “C:\Program
Files\Avaya\IC70\WebClient\application”.

5. | In the Navigator pane of IBM ASTK, select the “application” project. Right-click on
“application” and select “Export”.
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Step

Description

5.

In the Export window select “EAR File” and click Next to continue.

Select
Export an Enterprise Application project into an EAR file

Select an export destination:

[ app Client 1AR file

& Datapool

LitDeployable features

Deployable plug-ins and fragments

J8EJB JAR file

1File system

JDIAR file

@13avadoc

EProject Interchange
BIRAR file

?fSymptum database file

| Hext = |

®2

<

Cancel

Figure 41
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Step | Description

6. | Complete the following fields in the EAR Export dialog box:

e Enterprise Application project name - Enter application.

e Destination - Enter the EAR file for Avaya Agent Web Client. Type in the following
location, or select Browse and navigate to the location “C:\Program
Files\Avaya\IC70\WebClient\AvayaAgentWebClient.ear”.

Export source files - Clear this check box.

Overwrite existing files without warning - Clear this check box.

Include project build paths and meta-data files - Clear this check box.

Click Finish.

X

'@ Export

EAR Export
Export Enterprise Application project to the local file system. |"

EAR project: | Eoelesey |

Destination: |ﬁwayaHC?D‘..WEbCIientRAvayaAgentWebCIient.ead ﬂ Browse...

[ Export source files
[ Overwrite existing file
[ Include project buid paths and meta-data files

If you select this option, the exported EAR maintains project
names and external classpath dependencies, which are useful for
later importing the EAR into binary projects. If you select this
option and later import the EAR, only binary projects are created.

< Back ‘ Einish | Cancel

Figure 42
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10. Configure IBM WAS
This section describes how to configure the IBM WAS to deploy the Avaya Agent Web Client.

Step | Description
1. | The following scripts need to be setup in order to configure IBM WAS for the Avaya Agent Web
Client:
e AAWCConfigure.jacl
e AAWCParameters.jacl
To set up the JACL scripts copy the JACL scripts listed above from “C:\Program
Files\Avaya\IC70\config” to the following directory:
“WAS INSTALL ROOT/AppServer/profiles/default/bin” where “WAS INSTALL ROOT” is
the directory path where the IBM WAS software was installed and “default” is the profile name.
2. | In atext editor, open “AAWCParameters.jacl”. The contents of the file should include the
following text:
set ServerName {serverl}
set JavaAppBridgeName {JavaAppBridgeName mymachine}
set SysUserName {dcobridgel}
set SysUserPwd {dcobridgel}
set AvayalCHome {C:/Avaya/IC70}
set WebClientURL {http.//mymachine.mycompany.com:9080}
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Step | Description
3. | Customize the following values in “AAWCParameters.jacl”:
ServerName (Default value: serverl) - Enter the name of the IBM WAS application server
that will host the Avaya Agent Web Client application.
JavaAppBridgeName (Default value: JavaAppBridgeName mymachine) - Enter the name of
the Java Application Bridge that was created in Section 8, Step 2.
SysUserName (Default value: dcobridgel) - Enter the name of the administrative user that
was created in Section 8, Step 3.
SysUserPwd (Default value: dcobridgel) - Enter the password of the administrative user that
was created in Section 8, Step 3.
AvayalCHome (Default value: C:/Avaya/IC70) - Enter the path to the directory where the
Avaya Agent Web Client software was installed. The “Avayal CHome” value is case-
sensitive.
WebClientURL (Default value: http://mymachine.mycompany.com:9080) - Enter the URL
for Avaya Agent Web Client in one of the following formats:
“HTTP_protocol://WAS SERVER NAME:port”, where port is an available port that can be
used to access the Avaya Agent Web Client application.
Figure 43 shows the AAWCParameter.jacl file for the configuration described in these
Application Notes.
Il x|
File Edit Format Wew Help
set serverMame {serverl?t :|
set JavaappBridgename {IBMwaAS_Userly
set SysUsername {dcobridgell}
set SysUserPwd {dcobridgel}
set AavawalCHome {C:“Program Fil es\Ava%ra\IC?D}
set webCTientUrL {http:  websphere.solar.com: 20807
=i
Figure 43
Save the “AAWCParameters.jacl” file in the same location.
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Step

Description

Verify the environment variable by reviewing the Windows environment variables. Right-click
on “My Computer” = “Properties” and select the “Advanced” tab. Click the Environment
Variables button and verify that the Avaya IC installer added the following directory to the Path
variable: “IC_INSTALL DIR\IC70\bin”, where “IC_INSTALL DIR\C70\” is the installation
directory of the Avaya Agent Web Client software. If necessary, add the directory path for
Avaya Agent Web Client to the Path variable.

Environment ¥ariables e S|

User wariables for Adminiskrator

Wariable | italue
TEMP “USERPROFILE s Local Settings) Temp
TMP % USERPROFILE%¥s\Local Settings) Temp

R Edit | Delete |

— System variables

Wariahle | Walue |;|
Zomspec Cm IO W S system 32l omd, exe
MUMEER_OF_P... 1 J
o5 Windowws_TT

Path CiiProgram Filesh Auvawat IC70hbing 2wl ..
PATHEXT (COM; EXE; BAT; CMD; VES; VEE;.J5;.... =

Delete |

o4 | Zancel |

Figure 44

Apply the JACL scripts on the IBM WAS server using the following procedures:

e Ina Command Prompt window, navigate to the following directory
“\WAS INSTALL ROOT\AppServer\profiles\default\bin”, where
“WAS INSTALL ROOT?” is the directory path where the IBM WAS server was installed
and “default” is the profile name.

¢ Execute the following command: “startServer serverl”, where “serverl” is the name of the
IBM WAS server that hosts the IBM WAS Administrative Console.

e When that command is successful, execute the following command: “wsadmin -f
AAWCConfigure.jacl”.
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11.

Deploy Web Application EAR File

When the Avaya Agent Web Client application is deployed, Avaya highly recommends that the
JSP files used by Avaya Agent Web Client must be pre-compiled. When the JSP Files are pre-
compiled, the IBM WAS server does not need to access and compile the JSPs when the Avaya
Agent Web Client application is run for the first time after deployment. If the JSP files are not
pre-compiled, some Avaya Agent Web Client components can take significantly longer to open
for the first agent to log in than for all subsequent agents.

Step

Description

1.

In the left pane of the IBM WAS Administrative Console, select “Applications” = “Install
New Application”.

: WebSphere Administrative Console - Microsoft Internet Explorer

Fle Edit View Favorites Tools Help -

eBack - \ﬂ @ __;j /'._\J Search “i:( Favorites @} Meda £2) (v iz H L.
Address |féj http://localhost:9060/ibm/console/secureflogon.do

Welcome Userl | Logout | Support | Help

HEREHREMEA

Welcome

Servers

El Applications

Enterprise Applications
Install New Application

Environment

System administration
Monitoring and Tuning
Troubleshooting
Service integration

upDI

® Common Administrative
Tasks

WebSphere Application Server Cheat
Sheets guide you through common
administrative tasks. No Cheat Sheets
are currently installed. Visit WebSphere

Sheets

@8 WebSphere Application
Server on IBM.com

Find product information on IBM.com
about the WebSphere software family
0S5/400 information is found on the
WebSphere Application Server for
08/400 product Web site

developerWorks
Web Sphere

About your WebSphere
Application Server

IBM WebSphere Application
Server, 6.0.0.1
Build Number: 00445.08

]

Resources Build Date: 11/10/04
_ Application Server Support to browse =
Security and download the available Cheat

® Documentation

For documentation, including articles and
PDF files, visit the pnline information
center. 0S/400 users can find this
information on the WebSphere
Application Server 0S/400
documentation Web site

3_1 http://localhost:9060/ibm/console/com.ibm.ws.console.appmanagement.action.forwardCmd.do?forwardNa

&) Localintranet

Figure 45
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Step | Description

2. | In the Preparing for the application installation page, select Browse and navigate to the location
of the “AvayaAgentWebClient.ear” file. The EAR file was created in Section 9, Step 6. Click
Next to continue.

: WebSphere Administrative Console - Microsoft Internet Explorer

Fle Edit View Favorites Tools Help
X A =y A - - Y A £
Qeack - © - [x] @] G Psearch Jrravorres @meda € 2~ o ) Bl
AQdFESS|€| http://localhost: 9060/ibm/console/secure/logon.do v Go | Links ™
Welcome Userl | Logout | Support | Help
Welcome
Servers
S Preparing for the application installation
B Applications
STIEIEE Specify the EAR, WAR or JAR module to upload and install.
Applications )
Field help
Lr;SLEl?CI{EIEE;V Path to the new application. For field
@ Local file system hE]!Jp .
Resources ) pLUSLLLELL 22
Specify path select a
Security |C:'\Program FiIes'\Avaya\Id Browse... field label or
: list marker
Environment O Remote file system when the
help cursor
System administration ap;ears.
Monitoring and Tuning
= .
Troubleshooting S
Service integration | Used only for standalone Web
modules (.war files)
UDDI
Cancel
@] Done &) Local intranet

Figure 46

3. | In the next “Preparing for the application installation” page accept the default settings and click
Next to continue.

4. | In the last “Preparing for the application installation” page, select Continue.
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Step | Description
5. | In the Install New Application page:
Select and check the “Pre-compile JSP” field.
e In the Application name field, enter a name for the application. For example, enter
“AvayaAgentWebClient”.
e Accept defaults for all other fields.
Click Next to continue.
Fle Edit View Favorites Tools Help ﬂ'
Quck - O [X &) G 0 sewren Y rovorees @wesin @ (v 15 = [ Bv @
Address |@ http://localhost: 9060/ibm/console/secure/logon.do v Go |Links ~
Welcome Userl | Logout | Support | Help
Welcome o [a]
Install New Application Close page —
Servers
Install New Applicati - Wyer |
B Applications
Enterprise Field help
Applicgtions Specify options for installing enterprise applications and modules. Eolr field
elp
L”Stl‘?'” rt\!ew S o e Select installation options information,
pplication installation select a
T — options Specify the various options that are field label or
available to prepare and install your list marker
Security Step 2 Map application. when the
modules to help cursor
Environment servers Pre-compile JSP appears.
System administration Step 3 Map [l)irectory to install applicTtion
Monitori < T virtual hosts
onitoring and Tuning for Web
Troubleshooting modules Distribute application
Service integration Step 4 [] use Binary configuration
UDDI Summary .
O Deploy enterprise beans
Application name
|AvavaAgentWebCIient |
Create MBeans for resources
[] Enable class reloading
Reload interval in seconds
I |
O Deploy Web services
Validate Input off/warn/fail
[] Process embedded configuration
Next | Cancel E
&] Done &) Local intranet
Figure 47
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Step | Description
6. | In the “Map modules to servers” page:

e In the “Clusters and Servers” box, select the name of the IBM WAS server that hosts Avaya
Agent Web Client.

e In the “Module” table, check the boxes for all of the modules.

Click Apply above the Module table.

e Verify that the IBM WAS server name in the Server column of the Module table matches the
IBM WAS server that hosts the Avaya Agent Web Client. If the IBM WAS server names do
not match, repeat this step.

Click Next to continue.

: WebSphere Administrative Console - Microsoft Internet Explorer |:||E“g|
File Edt View Favorites Tools Help ="|',"
Quck - © B B 6 Osesrcn i ravorss @vess @ (3~ 5 3 L) B il
Address |§| http://localhost:9060/ibm/console/secure/logon.do
Welcome Userl | Logout | Support | Help
Welcome
Install Ne ication Close page
servers
,E;:)(:I_lrrcp Specify options for installing enterprise applications and modules.
L”es;a” Step 1 Map modules to servers
A _Seiect
installation Specify targets such as application servers or clusters of application servers where you want to install the modules
Resource options contained in your application. Modules can be installed on the same application server or dispersed among several
application servers. Also, specify the Web servers as targets that will serve as routers for requests to this
Security Step 2: Map application. The plug-in configuration file (plugin-cfg.xml) for each Web server is generated based on the applications
= modules to which are routed through it.
Environm servers
Clusters and Servers:
System . Step 3 Map WebSphere:cell=localhostNodeo1Cell,node=localhostNodeD1,server=serverl | ‘Tpplrv
Monitorir ;’irtual ;“)Sts _
or Wel [}
Troubles modules 5l N
e | i Select Module URI Server
i Summary ,\:"\;agfa G ;';'\Iib‘:hegt'wﬁrfWEB' WebSphere:cell=localhostNode01Cell,node=localhostNode01,server=serverl
Application e
| Previous ‘ 'Next| Cancel |
B0 BIEI | (]
I@ &) Local intranet
Figure 48
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Step | Description
7. | In the “Map virtual hosts for Web modules” page, accept the default values for all fields and
click Next to continue.
: WebSphere Administrative Console - Microsoft Internet Explorer
Fle Edit View Favorites Tools Help
- ( v . " o | & j E
Quck - © [ @ & Oserch Fravortes @veto @ 3+ % (3 1) Br @
Address |@ http://localhost: 9060/ibm/console/secureflogon.do
Welcome Userl | Logout | Support | Help
Welcome o
Install New Application Close page
Servers
El applications
Eg;ﬁgﬁ;ﬁs Specify options for installing enterprise applications and modules.
L”Stla” ?ew Sl =sEds . Map virtual hosts for Web modules
pplication installation
P — options Specify the virtual host where you want to install the Web
modules contained in your application. You can install Web
Security Step 2 Map modules on the same virtual host or disperse them among several
modules to hosts.
Environment Servers . .
Apply Multiple Mappings
System administration Step 3: Map —
Monitoring and Tuning virtual hosts
for web
Troubleshooting modules Select | Web module Virtual host
Service integration Step 4 Avaya IC Web Application
UDDI Summary
Previous | Next| Cancel |
&) &) Local intranet
Figure 49
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Step | Description
8. | Select Finish on the “Summary” page to begin installing the application.
: WebSphere Administrative Console - Microsoft Internet Explorer = |
Hle Edit View Favorites Tools Help ?
Qrack - ©  [x] [B] @ O search g ravortes @ medn ) (v o [ Br &
Address |@ http://localhost: 9060/ibm/console/secure/logon.do
Welcome Userl | Logout | Support | Help
Welcome S
Install New Application Close page
Servers
—
El Applications
i;;i::grtiiiis Specify options for installing enterprise applications and modules.
IHSt‘.a” New Step 1 Select Summary
Gmpireiio installation options
. Summary of installation options
Step 2 Map
Security modules to servers R8O Values
S — Step 3 Map Use Binary Configuration No
e e virtual hosts for Create MBeans for resources Yes
WEDTELLES Cell/Node/Server Click here
Monitoring and Tuning
=» Step 4: Summary Reload interval in seconds
Troubleshooting :
Enable class reloading Mo
Service integration Process embedded configuration | No
LI Application name AvayahAgentWebClient
Validate Input off/warn/fail warn
Directory to install application
Distribute application Yes
Deploy Web services No
Pre-compile JSP Yes
Deploy enterprise beans No
Previous Finish Cancel
I@ Done &J Localintranet
Figure 50
9. | Save the changes to the IBM WAS Master Configuration by selecting the “Save to the Master
Configuration” option. Click Save on the next page.
Note: The IBM WAS Administrative Console may show the IBM WAS application status as
Unavailable. This status is acceptable at this stage in the deployment.
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12. Start IBM HTTP Server

This section describes how to start the IBM HTTP Server.

Step | Description

1. | Open the Windows Services panel on the webserver machine. Navigate to Programs -
Administrative Console.

2. | Set the startup type to “Manual” for the World Wide Web Publishing Service. Stop the service.

3. | Set the startup type to “Manual” for the IIS Administrative Service. Stop the service.

4. | Start the service for IBM HTTP Server.

13. Start Avaya Agent Web Client on Windows

This section describes how to start the Avaya Agent Web Client in a Microsoft Windows Server
Operating System environment.

Step | Description

1. | From the Windows Program menu, right-click on the following IBM WebSphere menu
items and copy the shortcuts to the desktop:

e Start the server
e Stop the server
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Step | Description

2. | Perform the following actions for the Windows desktop shortcuts created in Step 1:

e Right-click the shortcuts and select “Properties”.

e If necessary, replace the information in the “Target” field with the correct profile and server
information for the Avaya Agent Web Client.

e C(lick OK.
Start the server Properties ﬂﬂ Stop the server Properties ﬂﬂ
Colorz | Compatibility I Security Colars | Cornpatibility I SecLrity
General Shortcut | Options I Farit I Layout General Shartcut | Optiohs I Fart I L apaut
@ Start the zerver @ Stop the semver
Target type: Wiindoves Batch File Tarqget type: windows Batch File
Target location: bin Target lacatian: hir
Target: Iewer'\pn:ufiIes'\default\bin'\startsewer.bat" serveri Target: Ierver'\pru:ufiIes'\default\bin'\slopserver.bat" server
Start in; I"C:\F’rnglam FileshB MY\ ebS phers'bppServer/ Start in: I"C:\F’rngram FilestBM W ehSphere'bppSerer/
Shortcut key: INnne Shortcut key: INnne
Bun: I Mormal window j Rur: I Mormal window j
Camment: IStart the server Comment; IStnp the: server
Find Target... | LChange lcan... Advanced. | Find T arget... | LChange lcon... Advanced. . |

OF, I Cancel | Apply | 0Ok I Cancel Apply
Figure 51

3. | Double-click the appropriate shortcut to stop and start the IBM WAS server.
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14. Verification Steps

In the field, the following tests can be performed to verify the Avaya IC 7.0 Thin Client (Avaya
Agent Web Client) configuration is working properly.

Step | Description
1. | Verify that the IBM WAS server for the Avaya Agent Web Client has started or stopped
correctly by reviewing the log files in the following directory:
“WAS INSTALL ROOT\AppServer\profiles\default\logs™ directory, where
“WAS INSTALL ROOT?” is the directory path where the IBM WAS software was installed and
“default” is the profile name.
For example, to verify that a server has started correctly, review the following files:
e startServer.log
e systemOut.log
2. | Verify in IC Manager that the Java Application Bridge is running after starting the Avaya Agent
Web Client.
_ioi
Manager Tools %Services Server Help
PaEwE®m e =0 <11
% Server 2 Agent !T;F' Configur ation |]E Device
o - Type Name Domain | Status Host I
-] Prormptert Blender Blender_Userl  User Up 10.1.1.61 90
-0 Prampter2 WorkF o WorkFlow_Userl Usert Up 10.1.1.61 a0
E 0 R || JavasppBridge IBMWAS_Userl  User! Up 10.1.1.67 a0
- RM2 :
- RM_Helpert
- RM_Helperz
- User2
-5 waoiced
- vaoice2
- ek
-7 wieh Helper
L ] wiehsite aliz o
Rezdy &l
Figure 52
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Step | Description

3. | Verify the following prerequisites on all agent workstations that will be used to access Avaya IC
7.0 Thin Client:

e Internet Explorer version 6 or higher with the Sun Java Plug-in version 1.4.2 08 enabled.
e Microsoft DirectX version 9 or higher.

4. | Configure the Internet Options of Internet Explorer as follows:

e Security level: Medium if agents use Windows 2003.

e ActiveX controls: allow to run.

e Add the URL of the IBM WAS server running Avaya Agent Web Client to the “Trusted
Sites™ list.

e Proxy server settings: Add the fully qualified domain name of the IBM WAS server to
the proxy “Exceptions” field.

e Pop-up blockers: disable or configure to allow pop-ups on the IBM WAS server URL.
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Step | Description
5. | In a web browser, navigate to http:/WAS SERVER NAME/avaya/agent/login.jsp, where
“WAS SERVER NAME?” is the fully qualified domain name of the machine that hosts the IBM
WAS server. Log in to Avaya IC with the Login ID and Password of an agent in the Avaya IC
system.
| Avaya Agent Web Client Login - Microsoft Internet Explorer X
File Edit Wiew Favorites Tools  Help ?’
O Back. -u @ @ \’_h p Search *Favorites @ B' d—; h LJ ﬂ -‘3
Address |@ http: jfwebsphere,solar, com: 9080/ avayal agent/login-actual jsp?loginPage=http%:3A%2F % 2Fwebsphere solar com%:3429080% 2F avaya¥2Fagent % 2Flog V| GO Lirks **
Favorites x
B add... [ organize... AVAyA Avava Interaction Center
@Logout
) Dell
[ Links
@MSN.com
&] Radio Station Guide
&] AES Login
@ Avaya Agent Web Client Login Log i“
@ IC - Customer Website
Login ID: agent100
Password: (111111111}
@2004 Avaya Inc All Rights Reserved,
&] Done @ Trusted sites
Figure 53
6. | The following web page is displayed at the bottom of the screen upon logging in to Avaya IC.
Make the agent available to accept incoming contacts by clicking “WalZs” = “Available” >
“All Channels”.
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Step

Description

7.

Place an incoming call to the contact center and verify Avaya IC routes the customer contact to
the available Avaya IC 7.0 Thin Client agent. Double-click the contact to answer the customer
call and verify two-way audio.

‘2l Avaya Agent Web Client for Accounts, Agent [agent100] - Microsoft Internet Explorer

@) [ChIDOB b OISOD

S0 B @) ) @

D = [ 9 |customer Topic Duration v | Paused Details Customer Contacts wiark History
B 20000 Customer: 20004
Q |:| &2 10 customer@abccorpoom  Testmessa.. 5023728 0332 ANl 20004 DHIS: 20405
Received: 2/8/2006 5:54:19 PM Queue Time: 00:00
@ Age: 0116
Comment:
Lol

Figure 54

Verify successful web chat channel operation for incoming web chats.

% Avaya Agent Web Client for, Accounts, Agent [agent100] - Microsoft Internet Explorer \ZIIEIEI

DIDOC B (@@

Agent Tools
) o [ 4 customer Details CustomerLC_nlﬂ_‘o BETE . Work History
3 o HEEEES - = Customer: testuser
Q B o) ooone 0501 Received: 2/E2005 557:42 P Age: 0231
&2 W customer@shccorp.c... Test message at: 14... 5:0241;.,. 0737 Handle: testuser Topie: Meed some info
@ Comment:
Fo

Figure 55

<} Interaction Center, 7.0 - Microsoft Internet Explorer

File Edit Miew Favorites Tools Help an

@Back < J \ﬂ @ _h /_\J Search “E‘:‘\?’Favorites e} <] ~ -?_5 _J ﬁ @ ﬁ

Address |$Ej http: Micweb, solar. comfwebsitepublicfhtmlclient/htmiclient . jspredu.lanquagecode=entaicLanguage=eniedu.username _displaw= % | Go Links **

Favorites x Ee
o m FAQ Database
AVA Answers to Frequently Asked Questions

=oel
23 Links e e = A Default
&) Msh.com Flease Wait. = BrOMIES
& Radio Station Guide System: Connecting... An
ﬁj Avaya Agent Web Client Login | agent will be with you 1. E=ales
@ IC - Custoner \Website shortly. 2. Sugpor‘t
&) Operational Reports System: Welcome to Avaya 3. Baccounts

Chat. You can chat and 4. Blsewices

send pages.

Agent: Hello c:.ca-:}ng:\i( Documents 1 through 4 of 4

testuser: Can you show me - First Page * Previous Page * Mext Page * Last Pz

some doc Chat &

Agent: Yes please 3 oI

| Account= Chat Quaus

Fax
Scheduled
Callback
hs
< I >
&] & Internet

Figure 56
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Step | Description

2l Chat - Microsoft Internet Explorer

Eile %iew Toaols Actions Help

File Edit

SH@ID!

Fircl @

Transcript:

[= 47 customer
b testuser

Topic

Meed some ...

testuser: Meed zome info
Info: Connecting... &n agert will be with wou shortly.
Info: Caller Englizh
Info: Welcome to Avayva Chat, You can chat and send pages.
Agent: Hello
testuser: Can you shaw me some doc
Agent: Yes pleaze

Duration v

01:13

Customer Waiting

Agen...
00:03

Message:

Send

Web Page Address:

| Puzh

O My Resg
e

Figure 57

9. | Verify successful e-mail channel operation for incoming e-mails.

2 Avaya Agent Web Client for Accounts, Agent [agent100] - Microsoft Internet Explorer

| Y

212
;

Customer
20004

Topic

Duration ¥ | Paused
o1

Ages 5032214

GHIIROL POOOUY@OC® @)si)@)

etiEmail Tracking History ftact

Customer: customer@abcoorp.com
Received: 2/312005 3:17:48 P

Created: 2432008 2:33:27 P
Type: Mew email from customer
From: customer@abccorp com

0 12:)?;01?;2‘ fn%::acgc: ra’::‘iodmﬁs:élg Body: Test mail message
Comment:
o=
Figure 58
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15. Conclusion

These Application Notes provide configuration steps required to install Avaya Agent Web Client
in a two machine environment. The first machine is located in the private network and hosts IBM
Webserver Application Server, and Avaya IC 7.0 Thin Client software. The second machine is
located in the demilitarized (DMZ) zone, and hosts web service, IBM Application Server Tool
Kit and IBM HTTP server software.
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