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Notice

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

Documentation disclaimer

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

Link disclaimer

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

Warranty

Avaya provides a limited warranty on this product. Refer to your sales
agreement to establish the terms of the limited warranty. In addition,
Avaya’s standard warranty language, as well as information regarding
support for this product, while under warranty, is available to Avaya
customers and other parties through the Avaya Support Web site:
http://www.avaya.com/support. Please note that if you acquired the
product from an authorized Avaya reseller outside of the United States
and Canada, the warranty is provided to you by said Avaya reseller and
not by Avaya.

Trademarks

Avaya is a registered trademark of Avaya Inc.

Licenses

THE SOFTWARE LICENSE TERMS AVAILABLE ON THE AVAYA
WEBSITE, HTTP://SUPPORT.AVAYA.COM/LICENSEINFO/ ARE
APPLICABLE TO ANYONE WHO DOWNLOADS, USES AND/OR
INSTALLS AVAYA SOFTWARE, PURCHASED FROM AVAYA INC.,
ANY AVAYA AFFILIATE, OR AN AUTHORIZED AVAYA RESELLER
(AS APPLICABLE) UNDER A COMMERCIAL AGREEMENT WITH
AVAYA OR AN AUTHORIZED AVAYA RESELLER. UNLESS
OTHERWISE AGREED TO BY AVAYA IN WRITING, AVAYA DOES
NOT EXTEND THIS LICENSE IF THE SOFTWARE WAS OBTAINED
FROM ANYONE OTHER THAN AVAYA, AN AVAYA AFFILIATE OR AN
AVAYA AUTHORIZED RESELLER, AND AVAYA RESERVES THE
RIGHT TO TAKE LEGAL ACTION AGAINST YOU AND ANYONE
ELSE USING OR SELLING THE SOFTWARE WITHOUT A LICENSE.
BY INSTALLING, DOWNLOADING OR USING THE SOFTWARE, OR
AUTHORIZING OTHERS TO DO SO, YOU, ON BEHALF OF
YOURSELF AND THE ENTITY FOR WHOM YOU ARE INSTALLING,
DOWNLOADING OR USING THE SOFTWARE (HEREINAFTER
REFERRED TO INTERCHANGEABLY AS “YOU” AND “END USER”),
AGREE TO THESE TERMS AND CONDITIONS AND CREATE A
BINDING CONTRACT BETWEEN YOU AND AVAYA INC. OR THE
APPLICABLE AVAYA AFFILIATE (“AVAYA”).

Avaya grants End User a license within the scope of the license types
described below. The applicable number of licenses and units of
capacity for which the license is granted will be one (1), unless a
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different number of licenses or units of capacity is specified in the
Documentation or other materials available to End User. “Designated
Processor” means a single stand-alone computing device. “Server”
means a Designated Processor that hosts a software application to be
accessed by multiple users. “Software” means the computer programs
in object code, originally licensed by Avaya and ultimately utilized by
End User, whether as stand-alone products or pre-installed on
Hardware. “Hardware” means the standard hardware originally sold by
Avaya and ultimately utilized by End User.

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

Copyright

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

Third-party components

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

Preventing toll fraud

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

Avaya fraud intervention

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

Downloading documents

For the most current versions of documentation, see the Avaya Support
Web site: http://www.avaya.com/support

Contact Avaya Support

Avaya provides a telephone number for you to use to report problems
or to ask questions about your product. The support telephone number

June 2010


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

is 1-800-242-2121 in the United States. For additional support
telephone numbers, see the Avaya Web site: http://www.avaya.com/

support
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Chapter 1: Installing and configuring
Proactive Outreach Manager

Prerequisities
Ensure you configure Voice Portal before you install Proactive Outreach Manager (POM).
Minimal Voice Portal requirements
* Licenses: Use telephony ports more than or equal to the number of POM ports. You also

need Text to Speech (TTS) or Automated Speech Recognition (ASR) licenses.

» Speech Servers: Configure a minimum of one TTS. If you expect user inputs, configure
an ASR in addition to the TTS.

* VoIP Connections: Configure H.323 or Session Initiation Protocol (SIP) ports.

* Ensure you install the SA8874 patch (Call status messages for 7434ND IP phones) on
the Communication Manager to enable CCA (Call classification analysis) feature for H.
323 ports.

* Port Distribution: Ensure that the H.323 or SIP ports are In Service.

* Voice Portal Management System (VPMS) and Media Processing Platform (MPP) Server:
Use primary VPMS, auxiliary VPMS and MPP servers inline with the help of the
recommended sizing tool.

» Check if Voice Portal is running successfully by placing at least one inbound and outbound
call.
POM installation scenarios

You can install POM either as a single server scenario or multiple server scenario based on
the outbound calling needs of your contact center.

For single server installation, install the POM server and VPMS plug-in packages on the
primary VPMS. For details of installation refer to Using GUI to install POM on primary VPMS on
page 13, or Using CLI to install POM on primary VPMS on page 11.

%" Note:
Install the VPMS plug-in on the primary VPMS only.

For multiple server installation, install VPMS plug-in on primary VPMS. You can install POM
server on a primary VPMS and an auxiliary VPMS. For details of installation, refer to Using
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GUl to install POM on auxiliary VPMS on page 14, or Using CLI to install POM on auxiliary
VPMS on page 9.

' Note:
In case of multiple server installation, you can configure up to four POM servers.

Installing POM

Prerequisites

Install Voice Portal 5.1.

If you are installing Voice Portal for the first time, refer to Voice Portal documentation from the
Support site at http://support.avaya.com.

To access POM from a remote desktop, you can use a Virtual Network Computing (VNC)
server. For more information, refer to Starting a VNC server on page 29 .

1. Log in to Voice Portal as a root user.

2. Type mount —o loop <path of iso image> /mnt to mountthe POM iso
image to the server.

3. Type cd /mnt to change the directory to mnt.

4. Type ./installPOM and press Enter.

If the installer detects an earlier version of POM, the system prompts you to choose
either an upgrade or an uninstall. For uninstalling , refer to Uninstalling POM on
page 28.

If you chose to upgrade, and if the installed POM version is higher than the version
you are trying to install, then the system displays the Uninstall window.

If the installed POM version is lower than the version you are trying to install, then
the system displays the Upgrade window. For details on upgrading POM, refer to
Upgrading POM on page 24.

If you choose to install using a Command Line Interface (CLI), refer to Using CLI to
install POM on primary VPMS on page 11, or Using CLI to install POM on
auxiliary VPMS on page 9.

Alternatively, if you choose to install POM using a Graphical User Interface (GUI),
refer to Using GUI to install POM on primary VPMS on page 13, or Using GUI
to install POM on auxiliary VPMS on page 14.
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Installing POM

Using CLI to install POM on auxiliary VPMS

1. Onthe Welcome screen, type 1 to continue, 2 for previous, 3 to re-display the menu
options, and 4 to quit the installation.

Note:

At any point during the installation, if you press 4 to quit, the system displays a
confirmation message. Type 1 to quit, or 2 to cancel quitting the installation.

2. On the License Agreement screen, type 1 to accept the license agreement, 2 to
reject the license agreement. Press Enter, and type 1 to continue, 2 for previous,
3 to re-display the menu options, or 4 to quit the installation.

3. Specify the installation path or press Enter to select the default path. The default
path is /opt/Avaya/avpomn.

If the directory exists, the system displays the following message:
The directory already exists! Are you sure you want to install here and
possibly overwrite existing files? 1. Yes 2. No Do you want to continue?

Type 1 to overwrite the existing files or type 2 to specify the installation path.

4. Type 1 to continue, 2 for previous, 3 to re-display the menu options, and 4 to quit
the installation.

The installer detects whether the system is a primary, or an auxiliary VPMS.
For auxiliary VPMS, choose to install from the following packages:

* POM server

» DD Application

Note:

If you have a DD application on the primary VPMS, or on any application server,
do not install the DD application again.

All the packages are pre-selected by default and you can clear some packages.
To select or clear other packages:

a. Type 2 and press Enter to select or clear POM server package.

b. Type 3 and press Enter to select or clear VPMS Plug-in package.

c. Type 4 and press Enter to select or clear DD Application package.

d. Type r to re-display.

e. Type c to continue and press Enter. Type 1 to continue, 2 for previous, 3 to re-
display the menu options, and 4 to quit the installation.
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5. Inthe VPMS Information window, specify the primaryVoice Portal server IP address
and port number.

The default port is 80.

The system displays the Voice Portal security certificate. Type 1 to continue, 2 for
previous, 3 to re-display the menu options, and 4 to quit the installation.

6. To install a security certificate for POM, use the option button to either create a new
certificate, or import an existing certificate. Type 1 to continue, 2 for previous, 3 to
re-display the menu options, and 4 to quit the installation.

Note:

Ensure that the certificate is formatted as a PKCS#12 file that stores both the
root certificate and its key. The file must also be encrypted and require a
password.

7. The system displays the Installation Summary screen, which consists of:
* The installation path
* All the packages that you select to install
» The space occupied by each package

* The used and free system space

& Caution:

If you type 2 after this step, you cannot navigate back to make changes to the
installation.

Type 1 to continue, 2 for previous, 3 to re-display the menu options, and 4 to quit
the installation.

0 Important:

Avaya recommends that you do not quit the installation till the system displays
the Post Installation Summary screen.

The installation begins. After the installation is complete, the system displays the
following message:

Install was successful.

Application installed on <installation path>

Please restart the system now! [Console installation done]

Moving installation log files to $POM HOME/logs

8. Type reboot to restart the server.

Note:
Repeat steps 1-8 to install POM on more than one auxiliary VPMS.

Refer to Configuring on page 16 for basic configuration.
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Using CLI to install POM on primary VPMS

1. Onthe Welcome screen, type 1 to continue, 2 for previous, 3 to re-display the menu
options, and 4 to quit the installation.

Note:

At any point during the installation, if you press 4 to quit, the system displays a
confirmation message. Type 1 to quit, or 2 to cancel quitting the installation.

2. On the License Agreement screen, type 1 to accept the license agreement, 2 to
reject the license agreement.

3. Press Enter, and type 1 to continue, 2 for previous, 3 to re-display the menu options,
or 4 to quit the installation.

4. Specify the installation path or press Enter to select the default path. The default
path is /opt/Avaya/avpomn.

If the directory exists, the system displays the following message:
The directory already exists! Are you sure you want to install here and
possibly overwrite existing files? 1. Yes 2. No Do you want to continue?

Type 1 to overwrite the existing files or type 2 to specify the installation path.

5. Type 1 to continue, 2 for previous, 3 to re-display the menu options, and 4 to quit
the installation.

The installer detects whether the system is a primary, or an auxiliary VPMS.
For primary VPMS, choose install from the following packages:
* POM server
* VPMS Plug-in
» DD Application
All the packages are pre-selected by default and you can clear some packages.
To select or clear other packages:
a. Type 2 and press Enter to select or clear POM server package.
b. Type 3 and press Enter to select or clear VPMS Plug-in package.
c. Type 4 and press Enter to select or clear DD Application package.
d. Type r to re-display.
e. Type c to continue and press Enter

6. Type 1 to continue, 2 for previous, 3 to re-display the menu options, and 4 to quit
the installation.
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To successfully install POM, install a security certificate.

Note:

Ensure that the certificate is formatted as a PKCS#12 file that stores both the
root certificate and its key. The file must also be encrypted and require a
password.

7. Type 0 to create a new certificate, or 1 to import the security certificate from specified
location, and press Enter.

The system displays the security certificate.

8. Type 1 to continue, 2 for previous, 3 to re-display the menu options, and 4 to quit
the installation.

The system displays the Installation Summary screen, which consists of:
* The installation path
* All the packages that you select for installation
» The space occupied by each package
» The used and free system space

9. Type 1 to continue, 2 for previous, 3 to re-display the menu options, and 4 to quit
the installation.

A Caution:

If you type 2 after this step, you cannot navigate back to make changes to the
installation.

0 Important:

Avaya recommends that you do not quit the installation till the system displays
the Post Installation Summary screen.

The installation begins. After the installation is complete, the system displays the
following message:

Installation was successful.

Application installed on <installation path>

Please restart the system now! [Console installation done]

Moving installation log files to $POM HOME/logs

10. Type reboot to restart the server.
Refer to Configuring on page 16 for basic configuration.
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Using GUI to install POM on primary VPMS

1. In the Welcome window, click Next to continue, or Quit to quit the installation.

2. In the Installation Detail window, click Next to continue, or Previous to go back, or
Quit to quit the installation.

Note:

At any point during the installation, if you click Quit, the system displays a
confirmation message. Click Yes to quit, or No to cancel quitting the installation.

3. Inthe License Agreement window, click | accept the terms of this agreement, and
click Next to continue, or Previous to go back, or Quit to quit the installation.

4. Inthe Select the installation path window, browse to select the path where you want
to install POM.

The default installation path is /opt/Avaya/avpomn.

5. Click Next to continue, or Previous to go back, or Quit to quit the installation.

If the installation directory does not exist, the system displays a dialog box with the
following message:

The target directory will be created:<installation path>

Click OK to continue.

If the installation directory exists, the system displays a dialog box with the following
message:

The directory already exists! Are you sure you want to install here and
possibly overwrite existing files?

Click Yes to accept.

The installer detects whether the system is a primary, or an auxiliary VPMS. Select a
specific package to view its details, the disk space required and total free disk space.

For primary VPMS, choose to install from the following packages:
* VPMS plug-in
* POM server
* Dialog Designer (DD) application
6. Click Next to continue, or Previous to go back, or Quit to quit the installation.

7. To install a security certificate for POM, use the option button to either create a new
certificate, or import an existing certificate.
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10.

1.
12.
13.

Note:

Ensure that the certificate is formatted as a PKCS#12 file that stores both the
root certificate and its key. The file must also be encrypted and require a
password.

. Click Next to continue, or Previous to go back, or Quit to quit the installation.

The system displays the security certificate.

. Click Next to continue, or Previous to go back, or Quit to quit the installation.

The system displays the Installation Summary screen with the packages you select,
and the target directory.

A Caution:

Clicking Next starts the installation, and you cannot navigate back to make any
changes to the installation.

Click Next to continue.
The installer installs POM.

0 Important:

Avaya recommends that you do not quit the installation till the system displays
the Post Installation Summary screen.

After the installation is complete, click Next to continue.
Click Done to complete the installation process.

Restart the server.
Refer to Configuring on page 16 for basic configuration.

Using GUI to install POM on auxiliary VPMS

. In the Welcome window, click Next to continue, or Quit to quit the installation.

In the Installation Detail window, click Next to continue, or Previous to go back, or
Quit to quit the installation.

In the License Agreement window, click | accept the terms of this agreement, and
click Next to continue, or Previous to go back, or Quit to quit the installation.

In the Select the installation path window, browse to select the path where you want
to install POM.

The default installation path is /opt/Avaya/avpomn.
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5. Click Next to continue, or Previous to go back, or Quit to quit the installation.

If the installation directory does not exist, the system displays a dialog box with the
following message:

The target directory will be created:<installation path>

Click OK to continue.

If the installation directory exists, the system displays a dialog box with the following
message:

The directory already exists! Are you sure you want to install here and
possibly overwrite existing files?

Click Yes to accept.
The installer detects whether the system is a primary, or an auxiliary VPMS..
For auxiliary VPMS, choose to install from the following packages:

* POM server

» DD Application

Select a specific package to view its details, the disk space required and total free
disk space.

Note:

If you have an existing DD application on the primary VPMS, or on any application
server, do not install the DD application again.

6. Click Next to continue, or Previous to go back, or Quit to quit the installation.

7. Inthe VPMS Information window, specify the primary Voice Portal server IP address
and port number.

The default port is 80.
The system displays the Voice Portal security certificate.
8. Click Next to continue, or Previous to go back, or Quit to quit the installation.

9. To install a security certificate for POM, use the option button to either create a new
certificate, or import an existing certificate.

¥ Note:

Ensure that the certificate is formatted as a PKCS#12 file that stores both the
root certificate and its key. The file must also be encrypted and require a
password.

10. Click Next to continue, or Previous to go back, or Quit to quit the installation.
The system displays the security certificate.

11. Click Next to continue, or Previous to go back, or Quit to quit the installation.

The system displays the Installation Summary screen with the packages you
selected and the target directory.
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A Caution:

Clicking Next starts the installation, and you cannot navigate back to make any
changes to the installation.

12. Click Next to continue.
The installer installs POM.

0 Important:

Avaya recommends that you do not quit the installation till the system displays
the Post Installation Summary screen.

13. After the installation is complete, click Next to continue.
14. Click Done to complete the installation process.

15. Restart the server.

Note:
Repeat steps 1-15 to install POM on more than one auxiliary VPMS.

Refer to Configuring on page 16 for basic configuration.

Configuring

To configure POM on Voice Portal 5.1:

1. Configure POM database.
Refer to Configuring POM database on page 17.

2. Configure POM servers.
Refer to Configuring POM server on page 18.

3. Configure application server.
Refer to Configuring applications and licenses on page 22.

4. Add users or assign POM specific privileges to existing users.
Refer to Adding users on page 23.
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Configuring

Configuring POM database

POM database can reside on Oracle or Postgres database. POM supports Oracle version 10g
and higher and Postgres version 8.3.

You can install the POM database either on a local or remote server. You can create POM
schema in the Voice Portal 5.1 database, or you can create a POM schema on the local
Postgres database server.

If you want to create POM schema on an Oracle database, you must install the Oracle database
on a remote server.

You can choose to install the POM database in more than one manner. For details of various
configurations, refer to Different configurations for POM database on page 20.

Prerequisites

1.
2.

Install POM successfully.

Restart the system.

3. In case of Postgres database, modify the pg_hba.conf from /var/1ib/pgsql/

data/pg_hba.conf to enable the database access to all the POM servers
residing on the primary and auxiliary VPMS. Restart the database service after
modifying the file.

. Create a database user. For details on creating a Oracle database user, refer http://

www.oracle.com, and for Postgres database user, refer http://www.postgres.org.

Note:

For a Oracle database user, you need to have the CREATE SEQUENCE,
CREATE SESSION, CREATE TABLE, and CREATE VIEW privileges. For a
Postgres database user, you need to have the CREATE privilege on the
database.

. Log in to the primary VPMS as a root user.
. Type cd $POM_HOME/bin and press Enter.

. Type ./installDB.sh $POM HOME and press Enter.

The system displays the following message. This script can modify /
SPOM HOME/config/PIMHibernate.cfg.xml or Test the DB
connection Do you like to continue? (y/n)

. Type vy to start the database configuration.

5. Specify the database type. You can configure either a Postgres or Oracle database.

6. Specify the database server IP address or host name.
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7.

Specify the port number. The default port is 5432 for Postgres database and 1521
for Oracle database.

. Specify the name of the database. If you are using a Voice Portal 5.1 database,

specify VoicePortal as the database name.

9. Specify the user name and password for connecting to the database.

11.

12.

13.

14.
15.

. Type 1 to verify the database connection.

If the command returns
SUCCESS

proceed to the next step.

If the command returns
FAILURE

the system displays the reason for failure on the console.

Refer to Failed to connect to the database on page 32 for more information.

Type 2 to create a POM schema on the specified database

The system displays the following message:
Do you want to save the values on the config file(y/n)?

Type y to save the values in the configuration file, or n to not save the values.

Step 12 is optional. You need not perform the step if you are running the . /
installDB. sh for the first time.

Type 3 to save the configuration settings in the file.

Use these configuration settings to point to the existing POM database you have
configured using the same steps.

(Optional) Type 4 to re-configure the settings such as changing the login credentials,
or changing the type of the database, or changing the server IP adresss or host
name, or changing the port number.

Type 5 to exit.
Restart the VPMS by typing /sbin/service vpms restart.

Configuring POM server

POM runs either on a primary or an auxiliary VPMS. You can determine the number of POM
servers with the help of the recommended sizing tool. You can configure up to four POM

servers.

Prerequisites

1.

Install POM successfully.

18 Implementing Proactive Outreach Manager June 2010



Configuring

Note:

Voice Portal uses Network Time Protocol (NTP) to control and synchronize the
clocks when the VPMS, POM software, and POM database are running on
different servers. The dedicated POM servers, POM database server, and the
optional auxiliary VPMS server should point to the primary VPMS server as the
reference clock. The time and the time zones on all the systems must be same.
For more details on time synchronization, refer to Troubleshooting Voice Portal
guide from http://support.avaya.com.

2. Runthe installDB. sh successfully.
3. Restart the VPMS successfully.

1. Log in to the Web interface http://<VPMSIPAddress> using Voice Portal
administrator credentials. The Voice Portal administrator inherits all the POM
specific roles.

In the left pane, select POM Configuration > POM Server.
Click Add to add the POM Server.

Specify the POM server name and IP address.

Click Continue.

Select the Trust this certificate check box.

Click Save.

Start the POM Manager from the command line interface by typing /sbin/
service POM start. Alternatively, use System Management > POM Manager
menu option to start POM.

When you successfully install the POM server, a primary VPMS is appended in the
Voice Server tab.

© N o o b~ 0w DN

You need to provide the user name and password to connect to the voice server.
Use the same user name and password specified in the VPMS settings for
configuring outcall Web service.

Next steps
Follow these steps to successfully install and configure POM.
1. Login to the VPMS as an administrator.
2. In the left pane, select System Management > POM Manager.

3. Check if the status of POM Campaign Manager is Running, and the allocated ports
are equal to the number of POM licenses.
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4. Login to the CLI of the VPMS as a root user.

5. Type /sbin/service POM status.Ensurethis command returns a confirmation
that the Campaign Manager and Campaign Director are running successfully.

The POM service is a wrapper service around the campaign manager and campaign director.
You can start and stop or get the status of these services.

Also, if you use the SMS server, you can start and stop the SMS gateway services.
To start, stop, and get the status for the POM Manager, type
-/sbin/service POM start
-/sbin/service POM stop
- /sbin/service POM status

These steps are optional. On the command prompt, type the following commands if you want to
start, stop, or get the status of the individual services.

* To start, stop, and get the status for campaign manager service, type
-/sbin/service cmpmgr start
-/sbin/service cmpmgr stop
-/sbin/service cmpmgr status

* To start, stop, and get the status for campaign director service, type
-/sbin/service cmpdir start
-/sbin/service cmpdir stop
-/sbin/service cmpdir status

* To start, stop, and get the status for SMS gateway, type
-/sbin/service smsgwy start
- /sbin/service smsgwy stop

-/sbin/service smsgwy status

Different configurations for POM database

You can install the POM server and the POM database in more than one way. POM supports
both Oracle and Postgres databases. The following table lists some configurations and will
help you to decide the configuration you want to setup as per your requirements.

4" Note:
POM does not support Oracle database if it is configured to accept only secured connection.
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Configuration Database Considerations
POM schema is installed on | Postgres » Whenever you schedule the Voice Portal
local Postgres database in database for backup, the POM database is

(VoicePortal) database.
* Cross filtering of Voice Portal custom

reports and POM reports is possible.

POM schema is installed on | Postgres + POM database in not backed up with the
local Postgres database in Voice Portal database. You need to

any manually created manually take the backup of the POM
database. database.

* Cross filtering of Voice Portal custom
reports and POM reports is not possible.

POM schema is installed on | Postgresand | . vou cannot backup the POM database

remote database, whichis | Oracle using the Voice Portal database backup
configured as Voice Portal's tool. You need to manually take the backup
remote reporting database. of the POM database.

* Cross filtering of Voice Portal custom
reports and POM reports is possible.

POM schema is installed on | Oracle * You cannot backup the Voice Portal and
remote Oracle database, and POM databases using the Voice Portal
the Voice Portal remote database backup tool. You need to
reporting database is manually take the backup of the databases.
configured on some other

database. * Cross filtering of Voice Portal custom

reports and POM reports is not possible.

Cross filtering means you can generate a POM custom report and use it as a filter in Voice
Portal's standard reports, or you can generate a Voice Portal custom report and use it as filter in
POM Campaign Detail Report. For example, you can generate a custom POM Campaign Detail
report and use it as a filter to in Voice Portal's call detail report. This will help you to get
campaign specific call details. For example, you can generate a custom Voice Portal call detail
report with First Prompt Latency set. Apply this as a filter in POM Campaign Detail Report to
get all the call records having the specified latency.

Note:
If multiple Voice Portal systems are sharing a common reporting database, then:

* If you install a POM system on a single Voice Portal system, then you can create the
POM schema with the common reporting database. In this case, cross filtering of Voice
Portal custom reports and POM reports is possible.

* If you install a POM system on multiple Voice Portal systems, then you cannot create
the POM schema with the common reporting database. You need to create the POM
schema for each of the POM system associated with every Voice Portal system in a
separate database. In this case, cross filtering of Voice Portal custom reports and POM
reports is not possible.
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Configuring applications and licenses

1. If you use a remote application server, use http://<ServerlPAddress>:portnumber/
runtimeconfig to log in to the Web interface. This method provides the DD run-
time licenses to run the sample DD applications.

a. Specify both, the user name and password as ddadmin.
b. Select License Server from the left pane.
c. Type the URL of the license server in the text box.

2. Log in to VPMS using the user name and password provided during Voice Portal
installation.

3. To configure the following applications in VPMS from the left pane select, System
Configuration > Applications.

a. POMDiriver: http.//<application server ip>:7080/PomDriverApp/ccxml/start.jsp
Application Type = POM:Driver , Enable TTS, Outbound Type

b. AvayaPOMNotifier: http://<application server ip>:7080/AvayaPOMNotifier/
Start Application Type = POM:Application/VXML, Outbound Type

c. AvayaPOMANnouncement: http.//<application server ip>:7080/
AvayaPOMAnnouncement/Start Application Type = POM:Application/VXML,
Outbound Type

d. AvayaPOMAgent: http.//<application server ip>:7080/AvayaPOMAgent/Start
Application Type = POM:Application/VXML, Outbound Type

& Caution:

The AvayaPOMNotifier, AvayaPOMANnnouncement, and AvayaPOMAgent
application names are case-sensitive.

Note:

If you are using a remote application server, and you have installed the DD
application package while installing POM, you need to:

e. Copy the *.war files from $POM_HOME/DDapps to SCATALINA_HOME/
webapps of the application server.

f. Copy files from $POM_HOME/DDapps/lib/* to SCATALINA_HOME/lib of
application server.

g. Restart the application server.

Alternatively, you can configure the DD applications using the $POM HOME/bin/
insert POM DD Apps.sh script.

22  Implementing Proactive Outreach Manager June 2010



Configuring

Type ./insert POM DD Apps.sh

Enter the VPMS Web administrator user name.
Enter the VPMS Web administrator password.
Re-enter the password for verification.

Enter the IP Address of the VPMS application server on which the POM DD
applications are installed.

© 2 o T o

4. Use the Avaya WebLM to configure the license information for POM.
Configure licenses for the following three channels:

* SMS channel: This communication channel sends SMS using the SMPP
(Short Message Peer-to-Peer Protocol) 3.4 protocol.

* e-mail channel: This communication channel sends e-mail messages using
the Simple Mail Transfer Protocol (SMTP).

* Voice and video channel: This communication channel assigns various Dialog
Designer applications for call answer, answering machine as part of contact
strategy.

5. Specify the hostname or IP address of the License Server along with the port
number. The default port is 8443. The administrator allocates licenses for telephony
ports, ASR, and TTS connections.

Adding users

By default, the Voice Portal administrator has all the POM privileges. You can add new users
in the same manner as in Voice Portal.

1. In the left pane, select User Management > Users. You can either add a new user
or assign POM administration privileges. You can assign the following two
privileges:

* POM Administration
* POM Campaign Manager

2. Log off and log in with the user credentials you just created.
This ensures that the changes are effective.

Once you assign the POM administration privileges, you will be able to see the POM
menu options in the left pane of VPMS.
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Upgrading POM

Upgrading POM

If you have POM beta build installed on the system then you can upgrade to the POM GA build
using the POM Installer. Before you upgrade, Avaya recommends that user you take a backup
of the POM database as POM Installer upgrades the POM database to latest version. POM
Upgrade deletes the existing $PoM HOME folder and reinstall the new binaries of this version
so you should take a backup of any user created files in $POM HOME, and any log files which
you want to save. The following table lists the different configurations:

POM version Voice Portal version Support for upgrade
POM.02.00.00.00.26(Beta 1) | GA build Yes
POM.02.00.00.00.30(Beta 2) | GA build Yes

1. Log in to Voice Portal as a root user.

2. Type mount —o loop <path of the iso image> /mnt to mountthe POM
iso image to the server.

3. Type cd /mnt to change the directory to mnt.

If you choose to upgrade using a Command Line Interface (CLI), refer to
Upgrading POM using CLI| on page 24.

Alternatively, if you choose to upgrade POM using a Graphical User Interface
(GUI), refer to Using GUI to upgrade POM on page 25.

Upgrading POM using CLI

1. Type ./installPOM.

2. Onthe Welcome window, type 1 to continue, 2 for previous, 3 to re-display the menu
options, and 4 to quit the upgrade.
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Note:
At any point during the upgrade, if you press 4 to quit, the system displays a
confirmation message. Type 1 to quit, or 2 to cancel quitting the upgrade.

The system displays the POM Upgrade or Un-installation window, with two options;
POM Upgrade and POM Un-install.

3. Type 0 for upgrade, or 1 for uninstall.

4. Type 1 to continue, 2 for previous, 3 to re-display the menu options, and 4 to quit
the upgrade.

The system displays the POM Upgrade Warning window.

Note:

You need to take a back up of the POM database before you upgrade POM.

5. Type 1 to continue, 2 for previous, 3 to re-display the menu options, and 4 to quit
the upgrade.

The system displays a Upgrade Summary window and you can view all the
packages which will be upgraded and their From and To versions.

& Caution:

If you type 2 after this step, you cannot navigate back to make changes to the
upgrade.

0 Important:

Avaya recommends that you do not quit the upgrade till the system displays the
Post Upgrade Summary window.

The upgrade begins. After the upgrade is complete, the system displays the
following message:

Installation was successful.

Application installed on <installation path>

Please restart the system now! [Console installation done]

Moving installation log files to $POM HOME/logs

6. Type reboot to restart the server.

Using GUI to upgrade POM

1. Type ./installPOM.
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The system displays a Welcome window.

2. Click Next, or Previous to go back, or Quit to quit the upgrade.

The system displays the Upgrade/Un-installation window with two options: POM
Upgrade, and POM Uninstall.

Note:

Click Quit to quit the upgrade at any point. The system displays a confirmation
message. Click Yes to quit the upgrade and No to cancel the quitting.

3. Select POM Upgrade.

4. Click Next or Previous to go back, or Quit to quit the upgrade.
The system displays the POM Upgrade Warning window.

Note:

You need to take a backup of the POM database before you upgrade POM.

5. Click Next or Previous to go back, or Quit to quit the upgrade.

The system displays the Upgrade Summary window, and you can view all the
packages which will be upgraded and their From and To versions.

A Caution:

Clicking Next starts the upgrade, and you cannot navigate back to make any
changes to the upgrade.

6. Click Next to continue.
POM upgrade starts.

0 Important:

Avaya recommends that you do not quit the upgrade till the system displays the
Post Upgrade Summary window.

7. After the upgrade is complete, click Next to continue.
8. Click Done to complete the upgrade.

9. Restart the server.

Post upgrade steps

1. Check the POM version by typing /sbin/service POM status.
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The POM version should match the GA version.

2. Check the local application server status, after the DD application package is
upgraded, by typing /sbin/service appserver status.

3. If the application server status is Stopped. start the server by typing /sbin/
service appserver restart.

Note:

If you are using a remote application server, and you have upgraded the DD
application package while upgrading POM, you need to:

a. Copy the *.war files from $POM HOME/DDapps to $CATALINA HOME/
webapps of the application server.

b. Copy files from $POM HOME/DDapps/lib/* to SCATALINA HOME/1lib of
the application server.

c. Restart the application server.

4. Login to the VPMS Web administration and select System Management > POM
Manager to check if the POM server is functional and has acquired the licenses
successfully.

5. If the POM server status is Stopped, click Start to start the POM server.

6. In the left pane select Real-Time Monitoring > System Monitor and check the
VPMS mode is online and the state is Running.

& Caution:

Do not run the install1DB. sh post upgrade to recreate the POM schema as
POM uses the existing schema.

7. Check if Voice Portal is running successfully by placing at least one inbound and
outbound call.

Upgrading Voice Portal and/or Avayatised linux

Prerequisites

Ensure you stop all POM services before you upgrade Avayatized linux by typing /sbin/
service POM stop, and /sbin/service/smsgwy stop.
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1. If you upgrade Voice Portal or Avayatised linux, to ensure that POM runs
successfully, synchronize the latest VPMS certificate with POM, run the
vpUpgrade. sh script, by typing $POM_HOME/bin/vpUpgrade. sh.

The system displays a prompt asking Y/N for importing the certificate.
Select v.

Enter the IP address of the primary VPMS.

Restart the VPMS service by typing /sbin/service vpms restart.

S

Restart the POM services by typing /sbin/service POM restart,and /sbin/
service/smsgwy restart.

& Caution:

In case of Postgres database, modify the pg hba.conf from /var/1ib/
pgsql/ data/pg hba.conf to enable the access to POM database to all
POM servers residing on the primary and auxiliary VPMS.

6. Restart the database service after modifying the pg hba. conf file.

Uninstalling POM

You can uninstall POM using uninstalPOM. sh script. The uninstallation logs will be at /
PomUnInstall.log.

1. Log in to a Voice Portal server as a root user.
2. Type cd $POM HOME/bin to go to the bin directory.

3. Type ./uninstallPOM.sh to uninstall.
When the uninstallaton is successful, the system displays the following message:

POM UNINSTALLATION complete. Please restart the system now!

4. Type reboot to restart the server.
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Starting a VNC server

A VNC server works similar to Telnet or SSH daemon, except that it allows VNC clients running
on various Operating Systems to remotely access Linux Desktop Manager of the server,
instead of the command line console ( PUTTY console).

Prerequisites
* Linux Operating System

* VNC server package installed on the server.

* You must have root permissions.

Perform the following steps to start and configure the VNC server:

1. Login to the command line interface on which Voice Portal is installed.

2. Type vncserver and press Enter to start the VNC server. The system assigns a
unique port number.

Note:

VNC server uses different set of login authentication than the Linux /etc/
passwd. If you have granted remote access to the VNC client, you have to create
VNC login password for those Linux login accounts.

3. Type the password that you want to set for the VNC server and press Enter.
4. Type the password again and press Enter.
5. To enable Graphical Desktop Interface on the VNC server.

a. Open the application path in an editor. For example:

vi /root/.vnc/xstartup

b. Uncomment the following lines:

unset SESSION MANAGER
exec /etc/X1ll/xinit/xinitrc
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30

Following is an example of the file:

# Uncomment the following two lines for normal desktop:
unset SESSION MANAGER
exec /etc/X1l/xinit/xinitrc

[ -x /etc/vnc/xstartup ] && exec /etc/vnc/xstartup

[ -r SHOME/.Xresources ] && xrdb $HOME/.Xresources

xsetroot -solid grey

vncconfig -iconic &

xterm -geometry 80x24+10+10 -1ls -title "SVNCDESKTOP Desktop" &
twm &

6. Type :wg and press Enter to save the changes and exit the editor.
7. Type vncserver kill <X-display>and press Enter to stop the VNC server.

8. Type vncserver and press Enter to start the VNC server.
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Primary or auxiliary VPMS not installed

The installer fails to detect either a primary or auxiliary VPMS, and quits.

Proposed Solution

Install a primary or auxiliary VPMS on the server. Refer to the Voice Portal
documentation for installing primary or auxiliary VPMS.

Server error

Installation of Proactive Outreach Manager aborts as server restarts.

Proposed Solution

1. Go to the bin directory by typing cd $POM_ HOME/bin.
2. Type ./uninstallPOM. sh.

3. Ifyou do notfind the bin directory, then go to the root directory by typing cd, followed
by rm -rf $POM HOME.
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Database Name Error

Name of database does not exist

The database name is incorrect.

Proposed Solution

Verify the name of the database. You have to manually create the database before you

try and establish a connection with the database.

Database Connection Error

Database Connection Attempt Failed

You are unable to connect to the POM database.

Proposed Solution

Verify the host name or the IP address of the database server.

Failed to connect to the database

The system displays the following message:
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FATAL: no pg hba.conf entry for host "IP address", user "admin", database
"VoicePortal”, SSL off

Proposed solution

1. Enter the IP address of the database server in the pg _hba.conf, at the following
location: /var/lib/pgsqgl/data/pg hba.conf.

2. Provide valid server IP address of the server connecting to the database, port, user
name, and password.

Database Password Error

Log in failed

You cannot login to the database.

Proposed solution

Verify the password used for connecting to the database.

Database Port Number Error

Invalid port number

You are unable to connect to the POM database, as the port number is incorrect.
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Proposed Solution

Verify the port number for the database connection. The default port number is 5432
for Postgres database and 1521 for Oracle database.

Database Type Error

Enter Oracle or Postgres as dbtype

You cannot connect to the database as database name is incorrect.

Proposed solution

Verify you enter the correct name. The database type is case-sensitive and has to be
entered as medial capital or camel case.

Database User Error

Database user does not exist

You are unable to connect to the POM database as the user name is incorrect.
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Proposed solution

Verify the user name you specify before you try to connect to the POM database.

Unsupported Version of Voice Portal Error

Unsupported version of Voice Portal

If you try to install Proactive Outreach Manager on an unsupported Voice Portal version, the
installer quits.

Proposed Solution

Install the latest version of Voice Portal. Refer to the Voice Portal documentation on
http://support.avaya.com for installation.

Installation Aborted Error

Proactive Outreach Manager is fully or partially installed

Installation quits.
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Proposed solution

Uninstall Proactive Outreach Manager.

User does not have sufficient privileges

The system displays this error message if the user name you provide while running . /
installDB. sh does not sufficient privileges.

Proposed solution

Ensure the user has the Create Table, Alter Table privileges.
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