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New in this release
The following sections detail what is new in Avaya Aura™ Contact Center Installation 
(NN44400-311) for Release 6.0/6.1.

Navigation
• Features (page 7)

• Other changes (page 9)

Features
See the following sections for information about feature changes:

• Installation DVD Controller (page 7)

• Multimedia only installation (page 7)

• High Availability (page 7)

• Licensing options (page 8)

Installation DVD Controller
The Contact Center DVD provides a consistent installation for all server software. You 
must configure all preinstallation data before you install the application, but you can 
change the settings using the Configuration Utility after installation. For co-resident 
installations, the system collects installation data for all co-resident applications before 
you install any application.

Multimedia only installation
The Contact Center DVD supports installing a non-voice or multimedia only set of 
Contact Center applications. 

High Availability
Contact Center supports High Availability hot standby resiliency for Contact Center 
Manager Server (CCMS), Communication Control Toolkit (CCT), Contact Center 
Multimedia (CCMM), and Contact Center Manager Administration (CCMA).

One set of server applications (a CCMS, a CCT, a CCMA, and an optional CCMM) 
actively processes scripts and contacts. This set is called the active set. Another set of 
server applications in the same contact center system runs in hot standby mode. The 
server applications monitor and shadow active applications in the system but do not 
process calls. The standby server monitors the corresponding active server. Each active 
and standby pair of applications forms a resilient or replication pair. If any active 
application fails, the standby applications, running in hot standby mode, recognize this 
failure and start processing. Configuration for standby applications must be identical to 
the active applications. Configuration changes to the active system during normal 
operation are automatically copied to the standby applications. The standby 
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applications are therefore configured correctly if they must take over processing from 
the active systems. Statistical data is also automatically copied to the standby 
applications.

For Contact Center Manager Administration, the standby CCMA replicates the active 
CCMA server, but CCMA services are not monitored. You must manually change over 
to the standby CCMA if the primary CCMA fails; the CCMA switchover does not occur 
automatically.

High Availability is a licensed feature. It is enabled when you purchase a standby server 
license. 

Geographic Redundancy nodes are similar to the Standby Servers but are used only to 
shadow data from the Active Server; they have no other responsibility. Geographic 
Redundancy nodes do not automatically take over if the active system fails. If the 
Standby Server and Active Server are in the same building then a Geographic 
Redundancy node on a remote site provides additional data protection by maintaining a 
remote copy of the configuration and statistical information. 

For example, if a CCMM Standby Server shadows a CCMM Active Server, the CCMM 
Geographic Redundancy node connects to the Managed IP address of the CCMM 
Active Server. If the CCMM Active Server fails, the CCMM Standby Server is configured 
correctly and automatically takes over control. After this failure, the new CCMM Active 
Server uses the CCMM Managed IP address and the CCMM Geographic Redundancy 
node continues to shadow CCMM information using this Managed IP address.

For information about installing the High Availability standby server software, see

• Contact Center Manager Server standby software installation (page 135)

• CCMA standby pre-install configuration (page 145)

• Contact Center Manager Administration standby software installation (page 155)

• Communication Control Toolkit standby software installation (page 163)

• Contact Center Multimedia standby software installation (page 167)

Licensing options
Contact Center supports Essential, Nodal Enterprise, Corporate Enterprise, Nodal 
Network Control Center (NCC), and Corporate NCC licensing modes:

• Essential licensing supports a single server voice-only contact center with less than 
100 agents.

• Nodal Enterprise licensing supports a single contact center installation.

• Corporate Enterprise licensing supports a network of contact center installations.

• Nodal and Corporate NCC are required when installing a Network Control Center.
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You can maintain a secondary License Manager, which takes over the licensing if the 
primary License Manager fails. For more information about licensing, see License 
Manager installation (page 49).

Other changes
See the following sections for information about changes that are not feature-related.

• Third-party product installation (page 9)

• Windows Server 2008 Release 2 support (page 9)

Third-party product installation
A chapter contains information about the Media Application Server (MAS) and CCT-IVR 
installation for automatic handling of contacts in Contact Center.

The MAS installation applies only to a SIP-enabled contact center. 

For more information about MAS and CCT-IVR, consult the user documentation for 
these products.

Windows Server 2008 Release 2 support
Contact Center server software is now supported only on Windows Server 2008 
Release 2. All information about configuring Windows settings and installing the 
operating system are updated in this document. 
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Introduction
This document describes how to install and un-install all server software for Avaya 
Aura™ Contact Center Release 6.0/6.1. 

You can install Contact Center in various configurations to accommodate hardware 
availability and functionality preferences. You can install the software with the following 
co-resident combinations:

• Contact Center Manager Server, Contact Center License Manager, and Contact 
Center Manager Server Utility

• Contact Center Manager Server, Contact Center Manager Administration

• Contact Center Manager Server, Contact Center Manager Administration, and 
Communication Control Toolkit

• Contact Center Manager Server, Contact Center License Manager, Contact Center 
Manager Server Utility, Contact Center Manager Administration, and 
Communication Control Toolkit

• Contact Center Manager Administration and Security Framework

• Contact Center Manager Server, Contact Center License Manager, Contact Center 
Manager Server Utility, Contact Center Manager Administration, Communication 
Control Toolkit, and Contact Center Multimedia

• Contact Center Manager Server, Contact Center License Manager, Contact Center 
Manager Server Utility, Contact Center Manager Administration, Communication 
Control Toolkit, Media Application Server, and Contact Center Multimedia

You can install Contact Center software in various environments: 

• Avaya Communication Server 1000

• Microsoft Office Communication Server

• Avaya Aura™ Unified Communications platform

• Non-voice multimedia only

Prerequisites
• Read Avaya Aura™ Contact Center Overview (NN44400-111).

• Read Avaya Aura™ Contact Center Fundamentals (NN44400-110).

• Read Avaya Aura™ Contact Center Planning and Engineering (NN44400-210).

• Complete the Avaya Aura™ Contact Center Installation Checklist (NN44400-310).

• Understand the features you purchased with Contact Center.

• Know on which server you want to install each Contact Center component.
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• Determine your required network components and configuration based on the 
information in the Avaya Aura™ Contact Center Planning and Engineering 
(NN44400-210).

• Ensure that you have the Contact Center Release 6.0/6.1 DVD.

• Ensure that your servers, clients, and network meet the minimum system 
requirements based on the Avaya Aura™ Contact Center Planning and Engineering 
(NN44400-210).

• Ensure that your PABX is configured. For more information about configuring the 
PABX, see Avaya Aura™ Contact Center Configuration – Avaya CS1000 
Integration (NN44400-512) or Avaya Aura™ Contact Center SIP Commissioning 
(NN44400-511) or Avaya Aura™ Contact Center Configuration – Avaya Aura™ 
Unified Communications Platform Integration (NN44400-521).

• Ensure that all software is installed on the servers using a common administration 
account.

Navigation
• Avaya Aura™ Contact Center software installation (page 15)

• Server preparation (page 21)

• Contact Center Manager Server software installation (page 35)

• License Manager installation (page 49)

• Server Utility software installation (page 53)

• Contact Center Manager Administration primary server software installation 
(page 57)

• Security Framework software installation (page 71)

• Communication Control Toolkit software installation (contact center) (page 75)

• Contact Center Multimedia software installation (page 107)

• Agent Desktop Telephony Toolbar software installation (page 79)

• Network Control Center software installation (page 83)

• Communication Control Toolkit software installation (knowledge worker) (page 89)

• Co-resident server software installation (page 93)

• CCT-IVR software installation (page 105)

• Media Application Server software installation (page 117)

• Agent Desktop Displays software installation (page 127)

• Agent Desktop client software installation (page 121)

• Service Creation Environment client software installation (page 125)

• Avaya Communication Server 1000 Data Extraction Tool installation (page 131)
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Introduction

• Contact Center Manager Server standby software installation (page 135)

• Contact Center Manager Administration standby software installation (page 155)

• Communication Control Toolkit standby software installation (page 163)

• Contact Center Multimedia standby software installation (page 167)

• Server software uninstallation (page 175)

• CCTIVR software uninstallation (page 179)

• Appendix: Free open source software licensing (page 181)
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Avaya Aura™ Contact Center software 
installation

The Contact Center Release 6.0/6.1 software installation may involve one, two or more 
servers. The installation configuration you choose depends on the hardware resources 
and performance demands of your contact center. 

Prerequisites for Contact Center installation workflow
• Complete the Avaya Aura™ Contact Center Installation Checklist (NN44400-310).

• Ensure all your server hardware meets the requirements described in Avaya Aura™ 
Contact Center Planning and Engineering (NN44400-210).

• Know the installation configuration you plan to use in your contact center. For more 
information see Avaya Aura™ Contact Center Planning and Engineering 
(NN44400-210).

Contact Center installation tasks
This work flow shows you the sequence of tasks you perform to install one or more 
Contact Center components on a server. To link to any tasks, click Contact Center 
software installation navigation (page 19).
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Contact Center software installation tasks
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Avaya Aura™ Contact Center software installation

Contact Center software installation tasks (continued)
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Contact Center software installation tasks (continued)
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Avaya Aura™ Contact Center software installation

Contact Center software installation navigation
• Server preparation (page 21)

• Contact Center Manager Server software installation (page 35)

• License Manager installation (page 49)

• Server Utility software installation (page 53)

• Contact Center Manager Administration primary server software installation 
(page 57)

• Security Framework software installation (page 71)

• Communication Control Toolkit software installation (contact center) (page 75)

• Contact Center Multimedia software installation (page 107)

• Agent Desktop Telephony Toolbar software installation (page 79)

• Network Control Center software installation (page 83)

• Communication Control Toolkit software installation (knowledge worker) (page 89)

• Co-resident server software installation (page 93)

• Agent Desktop Displays software installation (page 127)

• Agent Desktop client software installation (page 121)

• Service Creation Environment client software installation (page 125)

• Avaya Communication Server 1000 Data Extraction Tool installation (page 131)

• Contact Center Manager Server standby software installation (page 135)

• Contact Center Manager Administration standby software installation (page 155)

• Communication Control Toolkit standby software installation (page 163)

• Contact Center Multimedia standby software installation (page 167)

• Server software uninstallation (page 175)

• CCTIVR software uninstallation (page 179)

Job aid: Co-resident installations
You can install some server software applications co-resident with other software 
applications. The following table indicates the possible co-residency with other server 
software applications.
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You can add the following third-party applications to your Contact Center servers:

• Media Application Server (SIP environment only)

Co-resident Contact Center applications

Co-resident server software Description

Server 1: CCMS, License Manager, 
Server Utility, CCMA, CCT

Server 2: CCMM (if licensed)

Install multiple software applications on the same 
server for small-sized contact centers when you have 
only two servers dedicated to software installation.

Server 1: CCMS, License Manager, 
Server Utility

Server 2: CCMA

Server 3: CCMM (if licensed)

Server 4: CCT

Install multiple software applications on the same 
server with CCMA separate if your contact center 
uses frequent reporting functions.

Install related software applications on the same 
server for medium-sized contact centers when you 
have only two or three servers dedicated to a 
software installation.

CCT, License Manager Knowledge worker configuration for which CCT 
connects directly to the PABX.

NCC, License Manager Install the License Manager on the primary Network 
Control Center in your contact center that spans 
multiple sites. This configuration is supported only in 
a corporate license environment.

CCMS, License Manager, Server Utility, 
CCMA, CCT, CCMM

Install multiple software applications on the same 
server for small-sized contact centers when you have 
only one server.
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Server preparation
This chapter provides the common procedures to prepare the servers that you need to 
install the Avaya Aura™ Contact Center server software. You must perform the 
procedures in this chapter on each server you plan to use.

Prerequisites to server preparation
• Complete the Avaya Aura™ Contact Center Installation Checklist (NN44400-310).

• Ensure all server hardware meets the requirements described in Avaya Aura™ 
Contact Center Planning and Engineering (NN44400-210).

• Install the Microsoft .NET Framework 3.5 and Microsoft .NET Framework 3.5 SP1.

Server preparation tasks
This task flow shows you the sequence of procedures you perform to prepare all servers 
for Contact Center software installation. To link to any procedure, click Server 
preparation navigation (page 24).



Server preparation

22 NN44400-311 Contact Center Installation 02 March 2011

 

Server preparation task procedures
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Server preparation

Server preparation task procedures (continued)
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Server preparation navigation
• Downloading the latest documentation (page 24)

• Installing Windows Server 2008 Release 2 (page 25)

• Configuring Windows Server 2008 (page 28)

• Installing the latest operating system service packs (page 28)

• Disabling the Remote Access services (page 29)

• Configuring SNMP on your server (page 30)

• Downloading the most recent patches to the server (page 30)

• Disabling Internet Protocol version 6 (page 31)

• Updating server for a network location installation (page 31)

• Expanding the dynamic disk (page 32)

• Enabling Microsoft Remote Desktop connection (page 33)

• Importing contact center firewall security policy (page 33)

Downloading the latest documentation
Download the latest documentation to ensure you have the latest updates. Updates in 
the documentation accurately reflect the latest changes in the software.

Prerequisites
• Download the latest version of Acrobat Reader.

• Access the Avaya Web site at www.avaya.com/support.

Procedure steps
Step Action

1 Log on to the Avaya Web site.

2 Compare the versions of the documentation on the site with the versions you have.

3 If the version number on www.avaya.com is higher than your version, download the 
latest version of the document.

4 Review the Avaya Web site for release notes and readme files.

--End--
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Server preparation

Installing Windows Server 2008 Release 2
Install the Windows operating system, which is required for the Contact Center server 
software. During the installation, configure the Windows settings as required. You must 
perform this procedure on each server before you install Contact Center server software 
on the server.

Prerequisites
• Ensure that you have a newly formatted server that meets the specifications in 

Avaya Aura™ Contact Center Planning and Engineering (NN44400-210) on which 
to install Microsoft Windows Server 2008 Release 2.

Avaya recommends that you do not upgrade your operating system from a previous 
release. Remove the drive partitions and reformat the hard drives on the server.

• Configure all servers for RAID as described in the Avaya Aura™ Contact Center 
Planning and Engineering (NN44400-210).

• Ensure that you have a DVD for Windows Server 2008 Release 2.

• Install the network interface card in the server.

• Know the IP addresses for the contact center subnet and ELAN subnet.

Procedure steps
Step Action

1 Insert the Windows Server 2008 64-bit Release 2 Standard Edition or Windows Server 
2008 64-bit Release 2 Enterprise Edition DVD into the DVD drive.

2 Install Windows Server 2008 Release 2 according to the instructions supplied by the 
DVD.

3 On the first install page, select your language for installation.

4 Click Next.

5 On the Installation window, select a Language to install from the list.

6 Select a Time and currency format from the list.

7 Select Keyboard or input method from the list.

8 Click Next.

9 Click Install Now.

10 Select an operating system from the list.

11 Click Next.

12 On the first Install Windows screen, read the terms of the license agreement and select 
I accept the license terms.

13 Click Next.

14 Select Custom.

15 Select the disk partition on which you want to install Windows Server 2008.
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Attention:  The installation requires 34189 MB of free space. You can use the partition 
management options to configure the partitions on your server.

Attention:  If you receive a message that tells you that the partition of the server already 
contains a previous version of Windows, the files are moved to a folder named windows.old. 
You cannot use the previous version of Windows.

16 Click Next.

The install proceeds and automatically restarts the server several times.

17 After completing the installation, log on to the server as Administrator. Enter and 
confirm the Administrator password.

18 In the Initial Configuration Tasks window, select Activate Windows and follow the 
instructions or the Microsoft documentation to activate your server.

19 Select Set time zone and complete the information as required for your system.

If you use an Avaya Communication Server 1000 PABX, ensure that you clear 
Automatically adjust clock for daylight saving changes unless you plan to install 
Contact Center Multimedia on this server.

Contact Center Multimedia does not support manual Daylight Savings Time (DST) 
changing. If you use this server for Contact Center Multimedia, select Automatically 
adjust clock for daylight saving changes.

For SIP-enabled contact centers, this setting must match on Contact Center Manager 
Server and Media Application Server (MAS).

20 Select Configure Networking and complete the information for your Network Interface 
Card (NIC) with the server IP address.

If you have two network cards, configure both cards.

21 Select Provide computer name and domain and complete the information for your 
server name and workgroup or domain settings.

22 Configure C to be the only primary partition on your hard drive.

23 Configure the other drives and partitions for this server as described in Avaya Aura™ 
Contact Center Planning and Engineering (NN44400-210).

24 Install other required drivers for your hardware configuration.

--End--
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Procedure job aid

Setting Value required

Date and Time Settings 
dialog box

Enter the settings in this dialog box as required for your site. Ensure 
the correct time zone is set for the server.

For the check box Automatically adjust clock for daylight saving 
changes:

• If you use an Avaya Communication Server 1000 PABX, and 
the CCT server is to be co-resident with the CCMS server, 
ensure that Automatically adjust clock for daylight saving 
changes is unchecked.

• If the CCT server is to be a standalone server, check the 
Automatically adjust clock for daylight saving changes 
whenever it is applicable.

The contact center applications do not support time changes other 
than the Daylight Savings Change. Changing time causes issues 
with states of contacts.

Computer name Do not use spaces or underscores or exceed 15 characters. The 
name must start with an alphabetic character. 

The computer name must match (including case sensitivity) the 
DNS name.

Disk drives Format the partitions as required for the server. For more 
information, see Avaya Aura™ Contact Center Planning and 
Engineering (NN44400-210).

Domain/work group name Configure as required for your site.

You must check to ensure the DNS Domain name (including case) 
matches the server name if the server is added to a domain or 
workgroup after configuration.

Licensing modes Select Per server licensing mode.

Accept the default five concurrent connections.

Modem dialing Configure as required for your site. Do not install a modem on a 
Communication Control Toolkit server.

Network components Configure IP Address, WINS, DNS for one or two network cards as 
per configuration. Contact Center does not support IPv6.

Network connections If the server has more than one NIC/adaptor, ensure contact center 
subnet appears first in the network adaptor binding order.

Partitions Configure C to be the only primary drive. Configure the other drives 
on your server to meet the requirements according to Avaya Aura™ 
Contact Center Planning and Engineering (NN44400-210) for the 
server.

Regional settings window Configure as required for your site.

Windows Server 2008 settings (1 of 2)
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Configuring Windows Server 2008
Before you can install Contact Center software on your server, you must configure 
Windows Server 2008 to meet the requirements of the software.

Prerequisites
• Install Microsoft Windows Server 2008 64-bit Release 2 on your server.

Procedure steps
Step Action

1 Log on to the Windows Server 2008 server.

2 Select the Don’t display this screen on startup check box.

3 Update the emergency repair disk to record the latest configuration data for the server.

4 Choose Start, All Programs, Accessories, System Tools, Windows Server 
Backup.

5 Follow the on-screen instruction to select what you want to back up.

--End--

Installing the latest operating system service packs
Avaya recommends that you install the most recent operating system service packs. 
You must download the supported operating system service pack from the Avaya 
hotfixes list to ensure your Contact Center server software functions correctly with the 
supported operating system patches.

Prerequisites
• Access the Avaya hotfixes list on the Web site www.avaya.com.

• Install and configure Microsoft Windows Server 2008 64-bit Release 2 on your 
server.

• Review the recommendations on operating system service updates in Avaya Aura™ 
Contact Center Planning and Engineering (NN44400-210).

Serial port configuration For COM1, set the base I/O Port Address to 3F8 and the IRQ to 4.

SNMP Configure for all servers.

Setting Value required

Windows Server 2008 settings (2 of 2)
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Procedure steps
Step Action

1 Review the Contact Center Portfolio Service Packs Compatibility and Security Hotfixes 
Applicability List to determine the most recent supported patch.

2 Download the appropriate Microsoft Windows Server 2008 patch for the server 
software installed on this server.

3 Install the most recent Windows Server 2008 service pack that is validated with the 
server software installed on this server by following the Microsoft Installation 
instructions.

--End--

Disabling the Remote Access services
Disable the Remote Access services to install Communication Control Toolkit. Microsoft 
Remote Desktop continues to run after you disable Remote Access services. After you 
disable the services, restart the server.

Procedure steps
Step Action

1 Choose Start, Administrative Tools, Services.

2 In the Services window, right-click the Remote Access Connection Manager icon.

3 Click Properties.

4 In the General tab, from the Startup type list, select Disabled.

5 Click OK.

6 In the Services window, right-click the Remote Access Auto Connection Manager 
icon.

7 Click Properties.

8 In the General tab, from the Startup type list, select Disabled.

9 Click OK.

10 In the Service window, click File, Exit.

11 Restart the server.

--End--
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Configuring SNMP on your server
Configure Simple Network Management Protocol (SNMP) on your server to ensure you 
have all of the required components of the Internet protocol for monitoring devices in 
your network. SNMP helps you manage data that describes the system configuration 
and errors that may occur between them.

Prerequisites
• Install and configure Microsoft Windows Server 2008 64-bit Release 2 on your 

server. 

Procedure steps
Step Action

1 Log on to the server using the administrator account.

2 Choose Start, Control Panel, Programs.

3 In the Programs and Features section, click Turn Windows features on or off.

4 In the Server Manager window, select Features and click Add Features.

5 Select SNMP Services.

6 Click Next.

7 Click Install.

8 If prompted, insert the Windows DVD.

--End--

Downloading the most recent patches to the server
To ensure that you have the most current software, download the most recent Contact 
Center patches from www.avaya.com/support to the server you plan to install.

Prerequisites
• Install and configure Windows Server 2008 64-bit Release 2 on your server 

according to the settings in this chapter.

• Download and install the most recent and valid updates for Microsoft Windows 
Server 2008 64-bit Release 2.

• Know the location at which you plan to install each Contact Center server software 
package.

• Ensure that you use one administrator account on your server to un-install and install 
software updates.

Procedure steps
Step Action
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1 Log on to the server using the administrator account.

2 Create a folder Avaya_Support\ProductUpdates\Log on the drive on which you want 
to save the software updates.

3 In Windows Explorer, browse to the patches folder on the Contact Center installation 
DVD. 

4 Download the most recent service pack file and save it on the Contact Center server in 
the Avaya_Support\ProductUpdates\Log folder.

5 Register for the ESPL Web site.

6 If a new service pack file exists on ESPL, download and save it on the Contact Center 
server in the Avaya_Support\ProductUpdates\Log folder.

7 Download all patches from the Contact Center DVD and the ESPL Web site that are 
associated with the most recent service pack to the Avaya_Support\ProductUpdates\
Log folder on the server.

8 Download all design patches from the Contact Center DVD and the ESPL Web site that 
are associated with the most recent service pack to the Avaya_Support\
ProductUpdates\Log folder on the server.

--End--

Disabling Internet Protocol version 6
Disable internet protocol version 6 (IPv6) to ensure correct operation of the contact 
center software.

Procedure steps
Step Action

1 Search Microsoft support site for instructions to locate the instructions to disable IPv6 
in the Windows Server 2008 registry.

2 Follow the Microsoft instructions to disable all IPv6 components.

3 Reboot the server, if required.

--End--

Updating server for a network location installation
To prepare the server for remote network installations, you must configure server 
updates.
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Procedure steps
Step Action

1 Choose Start, Control Panel, Network and Internet, Internet Options.

2 In the Security tab, click Trusted sites.

3 In the Trusted sites section, click Sites.

4 In the Add this Web site to the zone field, type the <IP address>.

5 Click Add.

6 Click OK.

7 Close the Internet Options box.

8 Navigate to your network location.

9 Double-click Network.bat

.NetFramework 3.5 installs and.NetSecurity settings modify.

10 Insert the Contact Center DVD into the DVD drive of your server.

11 If the installation does not automatically start, double-click Setup.exe.

12 Navigate to your network location.

13 Double-click NetworkSetupReset.bat.

--End--

Expanding the dynamic disk
If you change your configuration because you require extra space for your database, 
you can expand your database partition.

Procedure steps
Step Action

1 Insert a new hard disk into the server.

2 Open the Windows Computer Management Console.

3 Check the configuration of the existing database disk.

4 If the existing database disk uses the dynamic configuration, skip to step 8.

5 Click on the disk you want to convert from basic to dynamic.

6 On the toolbar, click Actions, All Tasks, Convert to Dynamic Disk.

7 On the dialog box, click OK.

8 Click the existing database volume.

9 On the toolbar, click Actions, All Tasks, Extend Volume.
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10 On the Extend Volume Wizard window, click Next.

11 Select the amount of space to allocate to the new volume.

12 Click Next.

13 Review the choices, and click Finish.

The Caché database expands automatically into the dynamic disk.

--End--

Enabling Microsoft Remote Desktop connection
Enable Microsoft Remote Desktop connection if you do not use LogMeIn Rescue as 
your remote access tool. Microsoft Remote Desktop or LogMeIn Rescue provides 
remote access for support on the server. 

Prerequisites
• Install Microsoft Windows Server 2008 64-bit Release 2 on your server.

• Log on to the server with administrator privileges.

Procedure steps
Step Action

1 Choose Start, Control Panel, System and Security. 

2 In the System section, select Allow remote access.

3 Click the Remote tab.

4 Select Allow connections from computers running any version of Remote 
Desktop.

5 Click OK.

--End--

Importing contact center firewall security policy
Import the Avaya Aura™ Contact Center Firewall Security policy to ensure all contact 
center servers in the solution can communicate. 

Avaya recommends that you export and backup your existing firewall security policy 
before importing the Avaya Aura™ Contact Center Firewall Security policy. You can use 
this backup policy to rollback the Avaya Aura™ Contact Center Firewall Security policy, 
should you ever need to.
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Prerequisites
• Install Microsoft Windows Server 2008 64-bit Release 2 on your server.

• Log on to the server with administrator privileges.

• Download the most recent Avaya Aura™ Contact Center Firewall Security policy 
from www.avaya.com/support.

Procedure steps
Step Action

1 Choose Start, Administrative Tools, Windows Firewall with Advanced Security. 

2 Choose Action, Export Policy.

3 In the File name box, type the name for the backup policy.

4 Click Save.

Windows exports the existing policy. You can use this backup policy to rollback the 
Avaya Aura™ Contact Center Firewall Security policy, should you ever need to.

5 On the Policy successfully exported message box, click OK.

6 Choose Action, Import Policy.

7 On the policy overwrite message box, click OK.

8 Navigate to the folder containing the Avaya Aura™ Contact Center Firewall Security 
policy.

9 Click Open.

Windows imports the Avaya Aura™ Contact Center Firewall Security policy.

10 On the Policy successfully imported message box, click OK.

--End--
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installation

This chapter describes how to install the Avaya Aura™ Contact Centerserver software 
that provides the intelligent routing capability for telephony calls and multimedia 
contacts. Use the Contact Center Manager Server (CCMS) software to route calls and 
contacts to the most qualified agent, one with the appropriate skills to handle the type 
of contact.

You can install Contact Center Manager Server software alone on a server, or 
co-resident with all other Contact Center software applications.

Prerequisites to CCMS software installation
• Prepare your server for software installation. See Server preparation (page 21).

• Copy the most recent patches for Contact Center Manager Server software. See 
Downloading the most recent patches to the server (page 30).

• Partition the drives as required. For more information, see Avaya Aura™ Contact 
Center Planning and Engineering (NN44400-210).

• Ensure that your new Contact Center license file is available.

Attention:  For the system to correctly handle backup and restore SNMP events, you 
must install Windows SNMP Service before you install CCMS. 

CCMS software installation procedures
This task flow shows you the sequence of procedures you perform to install Contact 
Center Manager Server software on your server. To link to any task, click CCMS 
software installation navigation (page 36).
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CCMS software installation navigation
• Disabling NetBIOS (page 37)

• Connecting to the contact center subnet (page 38)

• Connecting the Embedded LAN subnet (page 38)

• Configuring the binding order (page 39)
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• Installing the Contact Center Manager Server software (page 39)

Job aid: Installation time
The estimated time to install the Contact Center Manager Server software is 30 minutes. 
This time can vary depending on the server, network infrastructure, and your confidence 
level with the software. This installation time is based on installing a server that meets 
the minimum specification for this function.

Disabling NetBIOS
To avoid a NetBIOS conflict, disable NetBIOS if you use two network interface cards in 
your Contact Center Manager Server on the ELAN network interface card (NIC).

Prerequisites
• Install two network interface cards in your Contact Center Manager Server.

Procedure steps
Step Action

1 Choose Start, Control Panel, Network and Internet.

2 Click Network and Sharing Center.

3 Click Change adapter settings.

4 Select and right-click the appropriate Network connection.

Attention:  Avaya recommends that you disable NetBIOS on the non-contact center subnet 
card.

5 Click Properties.

6 Select Internet Protocol Version 4 (TCP/IPv4).

7 Click Properties.

8 Click Advanced.

9 Click the WINS tab.

10 Select the Disable NetBIOS over TCP/IP check box.

11 Click OK.

--End--
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Connecting to the contact center subnet
Connect Contact Center Manager Server to the contact center subnet. The contact 
center subnet is the network on which the server software applications work together to 
route contacts and generate reports. 

Procedure steps
Step Action

1 Locate the slot assigned to the contact center subnet network interface card for the 
server. Make a note of the slot.

2 Connect the cable from the contact center subnet to the contact center subnet network 
interface card in the server in accordance with customer site networking guidelines.

3 Use the ping command to test the contact center subnet.

--End--

Connecting the Embedded LAN subnet
Connect the Embedded LAN (ELAN) subnet only if you use two network interface cards. 
You need not configure the ELAN for Contact Center Manager Server.

Prerequisites
• Install two network cards on the Contact Center Manager Server.

• Disable the NetBIOS on one network interface card.

• Connect the contact center subnet interface card. 

Procedure steps
Step Action

1 Locate the slot assigned to the ELAN network interface card for the server. 

2 Write the MAC address of the card on a small label. Attach the label to the back of the 
card or the chassis slot position.

3 Connect the ELAN subnet from the Avaya equipment to the Ethernet hub.

4 Connect the LAN cable from the ELAN network interface card in the server to the hub.

5 Plug in the power cord for the hub.

6 If you have an ELAN subnet network connection, use the ping command to test it.

--End--
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Configuring the binding order
Configure the binding order of the network cards if you have more than one network 
interface card. The contact center subnet card must be bound first, then the ELAN card, 
and then the virtual adapters for remote access. 

Prerequisites
• Install two network interface cards on the Contact Center Manager Server.

• Disable the NetBIOS on one network interface card. For more information, see 
Disabling NetBIOS (page 37).

• Connect the contact center subnet interface card.

• Connect the ELAN subnet. 

Procedure steps
Step Action

1 From the Start menu, choose Control Panel, Network and Internet, Network and 
Sharing Center.

2 Click Change adaptor settings.

3 In the Network Connections window, press the ALT key.

A hidden menu appears.

4 Choose Advanced, Advanced Settings.

5 In the Connections box, ensure that the contact center subnet connection is listed first. 
If it is not listed first, adjust the order.

--End--

Installing the Contact Center Manager Server software
Install the Contact Center Manager Server (CCMS) software to enable your contact 
center to route contacts to qualified available agents.

Prerequisites
• If you install Contact Center Manager Server software with an AML Avaya 

Communication Server 1000 PABX, ensure the PABX is configured. See Avaya 
Aura™ Contact Center Configuration – Avaya CS1000 Integration (NN44400-512).

• If you install Contact Center Manager Server software with a SIP Avaya 
Communication Server 1000 PABX, ensure the PABX is configured. See Avaya 
Aura™ Contact Center SIP Commissioning (NN44400-511).

• If you install Contact Center Manager Server software with an Avaya Aura™ Unified 
Communications platform, ensure the platform is configured. See Avaya Aura™ 
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Contact Center Configuration – Avaya Aura™ Unified Communications Platform 
Integration (NN44400-521).

• Download the most recent Contact Center Manager Server service and Common 
Components patches to the server. See Downloading the most recent patches to the 
server (page 30).

• If you install Contact Center Manager Server as part of a co-resident installation, 
ensure all prerequisites are met for all Contact Center applications that you install 
on this server.

Procedure steps
Step Action

1 Insert the Avaya Aura™ Contact Center DVD into the DVD drive of your server.

2 If the installation does not automatically start, double-click Setup.exe.

3 Click Install to install the Microsoft .NET Framework 3.5 SP1 and Visual C++ runtime 
libraries on the server. 

If you are prompted to accept the Microsoft .NET Framework 3.5.1 license agreement, 
click Accept. If you are prompted to restart the server, click Yes and repeat step 2.

4 On the Welcome window, click Next.

5 On the License Agreement window, read the terms of the agreement.

6 Click I ACCEPT the Terms of the End-User License Agreement.

7 Click Next.

8 On the Application Selection window, from the Select Switch Type list, select the 
PABX type for your system.

9 Under Contact Center Manager Server (CCMS), select Nodal Server.

In addition to installing Contact Center Manager Server, this selection installs the Open 
Queue Open Interface, the Open Networking Open Interface and Multiplicity which you 
can license and configure later.

10 Under Install Type, select the installation type for your system.

11 Click Next.

12 On the Product Data Upgrade window, click Next.

13 On the Installation Destination window, on the Application Destination Drive tab, 
accept the default location for the Application Destination Drive.

14 Click the Database Destination Drive tab.

15 Under Install Manager Server Database to, select the drive for the Contact Center 
Manager Server database.

16 Click the Product Updates Location tab.

17 Under Select the parent directory where patches are stored, select the drive on 
which you stored the patches. Click Browse to locate the folder.

18 Click Next.
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The System Readiness Check utility runs on the server.

19 If the System Readiness Check utility returns a Fail, the software installation cannot 
proceed until you correct the problem. Review any failures returned by the System 
Readiness Check and consult Avaya Aura™ Contact Center Planning and Engineering 
(NN44400-210) to determine the actions to resolve the issue.

You can ignore warnings if the potential impact to the operation of the contact center is 
understood and not applicable.

20 Click Next.

21 On the Installation Data window, type the installation details for each tab.

If Communication Control Toolkit or Contact Center Multimedia is part of the solution, 
you must select the Open Queue check box on the Licensing tab and type the details 
on the corresponding CCT Server tab.

22 Click Next.

23 On the Summary window, review and verify the information. 

24 Click Install.

25 After the installation is complete, click Finish.

26 If you are prompted, restart the server.

27 Disable Java Runtime Environment (JRE) updates. See Disabling Java Runtime 
Environment updates (page 173).

Attention:  Updating to an unsupported version of JRE can cause the contact center to cease 
operation and may require the reinstallation of the contact center server.

--End--

Procedure job aid
The following table provides a list of common Contact Center Manager Server variable 
definitions. 

Variable Value

Application destination drive The location to install the Contact Center Manager Server 
software. You must install the CCMS software to D:\Avaya\
Contact Center.

Database destination drive The location to install the Contact Center Manager Server 
Caché database. Install the CCMS database on the database 
destination drive in the Avaya\Contact Center\Database\
CCMS folder.

Product updates location The parent directory of the software patches. 

Customer Name The designated person in charge of the Contact Center 
Manager Server software.

(1 of 2)
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The following table provides a list of AML Avaya Communication Server 1000-specific 
variables.

Company Name The name of the company using the Contact Center Manager 
Server software.

Site Name The site name for the Contact Center Manager Server. 

The site name must not contain spaces or nonalphabetical 
characters except hyphen (-) and underscore (_). The first 
character must be a letter. The site name must be unique and 
can consist of 6 to 15 characters.

RSM IP Address The RSM IP Address of the server to associate with sending 
real-time data. 

The IP address must be from 224.0.1.0 to 239.255.255.255. 
The default is 230.0.0.1.

Contact Center Server Subnet 
IP Address

The IP Address of the subnet that connects the Contact 
Center servers (Contact Center Manager Server, Network 
Control Center, Contact Center Manager Administration, 
Contact Center Multimedia, and (optionally) Avaya 
CallPilot™) are connected.

ELAN Subnet IP Address The IP Address of the embedded local area network, a 
dedicated Ethernet LAN that connects the Contact Center 
Manager Server and the PABX.

You must select the check box for the ELAN subnet IP 
Address if you use an ELAN subnet.

Select Switch Type Type of PABX you use in your contact center to handle 
telephone contacts. You can choose from the following: 

• AML Avaya Communication Server 1000 

• SIP Avaya Communication Server 1000

• SIP Avaya Aura™ Unified Communications platform

• No Switch Configured. Select this option when installing 
Avaya Aura™ Contact Center for multimedia only—Non 
Voice Multimedia.

Install Type The type of installation, you can choose from the following: 

• Multimedia and Voice. This type of installation supports 
voice and multimedia contact types.

• Non Voice Multimedia. This type of installation supports 
only multimedia contact types.

Variable Value

(2 of 2)
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Variable Value

Switch Name The name of the AML Avaya Communication Server 1000. 

Valid characters for PABX names are A–Z, a–z, 0–9, 
underscore (_), and period (.). Names must begin with an 
alphabetical character and cannot contain spaces. The last 
character must not be an underscore or a period. Names must 
not exceed 80 characters in length.

Switch IP Address The IP address of the PABX. 

Alternative Switch IP Address The IP address of the PABX, if there is more than one IP 
address registered for the PABX.

Switch Customer Number The customer number for the PABX.

Voice Connection Type The method used to connect to the PABX. 

If you use Avaya CallPilot™, beside Voice Connection Type, 
select TCP and specify the ELAN subnet IP address of the 
Avaya CallPilot™ server and then configure the CallPilot 
Server Port to 10008.

CallPilot IP Address The IP address of the primary Avaya CallPilot™ voice 
connection type to the Contact Center Manager Server for an 
Avaya Communication Server 1000 PABX.

CallPilot Port The port number of the primary Avaya CallPilot™ voice 
connection type to the Contact Center Manager Server for an 
Avaya Communication Server 1000 PABX.

CallPilot Alternative IP Address The IP address of the alternate Avaya CallPilot™ voice 
connection for the Avaya Communication Server 1000 PABX.

CallPilot Alternative Port The port number of the alternate Avaya CallPilot™ voice 
connection type to the Contact Center Manager Server for an 
Avaya Communication Server 1000 PABX.
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The following table provides a list of configuration variables specific to the SIP Avaya 
Communication Server 1000.

Variable Value

Local SIP Subscriber

• Contact Center Name

• Domain

• Password

• Network Transport

Information about the environment of the SIP-enabled contact 
center and how to identify the server within the network.

The registration user name on the registration proxy. Use a suitable 
user name following the standards in your system.

Associated domain name for the SIP- enabled contact center.

Password for the registration user name.

The SIP Communication protocol accepted by the system for 
incoming calls.

TCP/UDP Port default is 5060

TLS Port default is 5061

SIP Server Type Type of SIP proxy for the contact center integration

MS_Locale Locale (including language and dialects) of the system 
environment.

SIP Proxy Server

• IP Address

• Port

• Transport

Information about the server that provides support for SIP 
Computer Telephony Integration so that Agent Desktop can 
acquire and control agent telephones for TR87. Avaya 
recommends that you use the conventions within your environment 
(for example, use the conventions associated with your Network 
Routing Service on Avaya Communication Server 1000).

The IP address of the SIP Proxy Server.

The server listening port. The default port is 5060.

The SIP Communication protocol accepted by the system for 
incoming calls. Avaya recommends that you use TCP/IP for Avaya 
Communication Server 1000 and TLS for the Avaya Aura™ Unified 
Communications platform.

SIP

IM Proxy Server

• IP Address

• Port

• Transport

Information about the server that supports the deployment of 
Instant Message over SIP. IM is available only on a SIP Avaya 
Communication Server 1000 platform.

The IP address of the SIP IM Proxy Server.

The server listening port. The default port is 5060.

The SIP Communication protocol accepted by the system for 
incoming calls. Avaya recommends that you use TCP/IP for Avaya 
Communication Server 1000 and TLS for the Avaya Aura™ Unified 
Communications platform.

(1 of 2)
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The following table provides a list of variables specific to the Licensing tab.

Presence server The server that monitors and advises clients of the activity status. 

IM and presence features are supported only for OCS-supported 
platforms such as Avaya Communication Server 1000. These 
features are not supported for the Avaya Aura™ Unified 
Communications platform.

SIP Registration Registration of Route Points as endpoints on your Proxy Server. 
SIP Registration is not required for this release.

SIP CTI Proxy Server

• IP 

• Port

• Transport

Information about the server that provides support for outbound 
calls, such as routing a call to an agent telephone. Avaya 
recommends that you use the conventions within your existing 
environment. For example, use the same settings as the current 
settings if you use a Network Routing Server within a SIP Avaya 
Communication Server 1000 environment.

The IP address of the SIP CTI Proxy Server.

The server listening port. The default port is 5060.

The SIP Communication protocol accepted by the system for 
incoming calls. Avaya recommends that you use TCP/IP for Avaya 
Communication Server 1000 and TLS for the Avaya Aura™ Unified 
Communications platform.

Variable Value

CCMS Package The installation package indicates the licenses that you have 
purchased.

Optional Packages You must choose the package you have purchased. Some 
packaged features include the following:

• Universal Networking—Use Network Skill-Based Routing to 
route voice and multimedia contacts between networked sites 
in a mixed PABX environment. 

• Open Queue—Use Contact Center Multimedia to route 
multimedia contacts to agents by using the existing scripting 
and skillset routing features available for calls. You must install 
and license the Open Queue feature for Agent Desktop.

• Multiplicity—Use Multiplicity to enable an agent to manage 
multiple contacts simultaneously by configuring a Multiplicity 
Presentation Class (MPC) in CCMA and assigning it to an 
agent.

Instant Messaging is available only on SIP Avaya Communication 
Server 1000.

Variable Value

(2 of 2)
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Primary License Manager 
IP Address

The IP address of the License Manager server.

If the Contact Center License Manager co-resides on the Contact 
Center Manager Server, type the IP address for the Contact Center 
Manager Server.

Primary License Port The number of the communication port opened between the 
License Manager and the Contact Center Manager Server. The 
default port number is 3998 when you use only one License 
Manager.

Secondary License 
Manager IP Address

The IP address of the secondary License Manager server. The 
secondary License Manager server is used only in a corporate 
licensed environment.

Switch Serial Number The serial number for the Contact Center License Manager. You 
must obtain the serial number from your distributor.

Variable Value
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The following table provides a list of CCT-specific variables.

Variable Value

CCT Host Name The host name of the remote Communication Control Toolkit 
server (applicable to configurations for which the Communication 
Control Toolkit is not co-resident with Contact Center Manager 
Server).

CCT Port A1, A2, B1, B2 Accept the default CCT Port numbers unless you must change 
them for security purposes.

Use a Remote CCT Server Select this check box if the Communication Control Toolkit server 
does not co-reside with the Contact Center Manager Server.
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License Manager installation
This chapter describes how to install the centralized server software that controls the 
licensing for the components and features in Avaya Aura™ Contact Center.

You must install the License Manager on the Contact Center Manager Server or on the 
primary Contact Center Manager Server in a networked contact center. If you work in a 
knowledge worker environment with no Contact Center Manager Server, install the 
License Manager on the Communication Control Toolkit server.

Prerequisites to License Manager installation
• Prepare your server for software installation. See Server preparation (page 21).

• Download all supported patches. See Installing the latest operating system service 
packs (page 28).

• Ensure that your new Contact Center license file is available.

License Manager installation tasks
This task flow shows you the sequence of procedures you perform to install the License 
Manager software on a server. To link to any tasks, click License Manager installation 
navigation (page 49).

License Manager installation procedures

License Manager installation navigation
• Installing the License Manager software (page 50)
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Job aid: Installation time
The estimated time to install the Contact Center License Manager server software is 30 
minutes. This time can vary depending on the server, network infrastructure, and your 
confidence level with the software. This installation time is based on installing a server 
that meets the minimum specification for this function.

Installing the License Manager software 
Install the License Manager software to control the components and features of Contact 
Center.

Prerequisites
• Download the latest License Manager patches to the server. See Downloading the 

most recent patches to the server (page 30).

• If you install License Manager as part of a co-resident installation, ensure all 
prerequisites are met for all Contact Center applications that you install on this 
server.

Procedure steps
Step Action

1 Insert the Avaya Aura™ Contact Center DVD into the DVD drive of your server.

2 If the installation does not automatically start, double-click Setup.exe.

3 Click Install to install the Microsoft .NET Framework 3.5 SP1 and Visual C++ runtime 
libraries on the server. 

If you are prompted to accept the Microsoft .NET Framework 3.5.1 license agreement, 
click Accept. If you are prompted to restart the server, click Yes and repeat step 2.

4 On the Welcome window, click Next.

5 If you already installed a Contact Center server software application on this server, 
click Add a Component, and then skip to step 8.

6 On the License Agreement window, read the terms of the agreement.

7 Click I ACCEPT the Terms of the End-User License Agreement.

8 Click Next.

9 On the Application Selection window, from the Select Switch Type list, select the 
PABX type for your system.

10 Under Install Type, select the installation type for your system.

11 In the Application Selection window, select License Manager.

12 Click Next.
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13 On the Installation Destination window, on the Application Destination Drive tab, 
select the Application Destination Drive.

14 Click the Product Updates Location tab.

15 Under Select the parent directory where patches are stored, select the drive on 
which you stored the patches. Click Browse to locate the folder.

16 Click Next.

17 On the Installation Data window, type the installation details on the License Manager 
tab.

18 Click Next.

19 On the Summary window, review and verify the information.

20 Click Install.

21 After the installation is complete, click Finish.

22 If prompted, restart the server.

--End--

Variable definitions

Variable Value

Application Destination The drive on which the Contact Center License Manager 
server software is installed.

Product Updates Location The parent directory in which your administrator downloads 
the software patches. 

License File Location The folder on the server which contains the license file.

Primary License Manager IP The IP address of the License Manager server.

If the License Manager co-resides on the Contact Center 
Manager Server, type the IP address for the Contact Center 
Manager Server.

Primary License Port The number of the communication port opened between the 
License Manager and the Contact Center Manager Server. 
The default port number is 3998 when you use only one 
License Manager.

Secondary License Manager IP 
Address

The IP address of the secondary License Manager server. 
The secondary License Manager server is used only in a 
corporate licensed environment.
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Server Utility software installation
This chapter describes how to install the Avaya Aura™ Contact Centerserver software 
that monitors and maintains user accounts from a computer remote from the Contact 
Center Manager Server. You can also use the Server Utility software to monitor 
database logons, access classes, serial ports, PABX resources, and server settings.

You can install Server Utility on the same server as Contact Center Manager Server, on 
a separate server or on the redundant Contact Center Manager Server. You can use 
remote access to use Server Utility on a separate computer.

Prerequisites to Server Utility software installation
• Prepare your server for software installation. See Server preparation (page 21).

• Ensure that your new Contact Center license file is available.

Server Utility software installation tasks
This task flow shows you the sequence of procedures you perform to install the Server 
Utility software on a server. To link to any tasks, click Server Utility software installation 
navigation (page 53).

Server Utility software installation procedures

Server Utility software installation navigation
• Installing the Server Utility software and Patches (page 54)
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Job aid: Installation time
The estimated time to install the Contact Center Manager Server Utility software is 30 
minutes. This time can vary depending on the server, network infrastructure, and your 
confidence level with the software. This installation time is based on installing a server 
that meets the minimum specification for this function.

Installing the Server Utility software and Patches
Install the Contact Center Manager Server Utility software to monitor and configure the 
user accounts, database logons, access classes, serial ports, PABX resources and 
server settings from a stand-alone computer.

Prerequisites
• Download the latest Server Utility and common component patches to the server. 

See Downloading the most recent patches to the server (page 30).

• If you install Contact Center Manager Server as part of a co-resident installation, 
ensure all prerequisites are met for all Contact Center applications that you install 
on this server.

Procedure steps
Step Action

1 Insert the Avaya Aura™ Contact Center DVD into the DVD drive of your server.

2 If the installation does not automatically start, double-click Setup.exe.

3 Click Install to install the Microsoft .NET Framework 3.5 SP1 and Visual C++ runtime 
libraries on the server. 

If you are prompted to accept the Microsoft .NET Framework 3.5.1 license agreement, 
click Accept. If you are prompted to restart the server, click Yes and repeat step 2.

4 On the Welcome window, click Next.

5 If you already installed a Contact Center server software application on this server, 
click Add a Component, and then skip to step 8.

6 On the License Agreement window, read the terms of the agreement.

7 Click I ACCEPT the Terms of the End-User License Agreement.

8 Click Next.

9 On the Application Selection window, from the Select Switch Type list, select the 
PABX type for your system.

10 Under Install Type, select the installation type for your system.

11 Select Server Utility.
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12 Click Next.

13 On the Installation Destination window, on the Application Destination Drive tab, 
select the Application Destination Drive.

14 Click the Product Updates Location tab.

15 Under Select the parent directory where patches are stored, select the drive on 
which you stored the patches. Click Browse to locate the folder.

16 Click Next. 

17 On the Summary window, review and verify the information. 

18 Click Install.

19 After the installation is complete, click Finish.

20 If prompted, restart the server.

--End--

Variable definitions

Variable Value

Application destination drive The location to install the Contact Center Manager Server 
Utility software on the server. 

Product Updates Location The parent directory in which your administrator downloads 
the software patches. 

Select Switch Type Type of PABX you use in your contact center to handle 
telephone contacts. You can choose from the following:

• AML Avaya Communication Server 1000 

• SIP Avaya Communication Server 1000

• SIP Avaya Aura™ Unified Communications platform

• Non Voice Multimedia. This type of installation supports 
only multimedia contact types.
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Contact Center Manager Administration 
primary server software installation

This chapter describes how to install the browser-based tool for Avaya Aura™ Contact 
Center administrators and supervisors to manage and configure a contact center and 
users. The Contact Center Manager Administration (CCMA) software is also used to 
define access to data, configure call routing, and view real-time and historical reports. 

You can install CCMA software alone on a server if you have significant reporting 
performed in your contact center, or co-resident with Contact Center Manager Server 
(CCMS) software.

CCMA can be installed on a server with or without replication. If CCMA is installed on a 
server without replication follow the install sequence and ensure not to select Enable 
CCMA Replication.

A CCMA replication solution consists of a primary CCMA server with CCMA installed on 
the primary server without Enable CCMA Replication selected and a standby server with 
Enable CCMA Replication selected. 

Prerequisites to CCMA primary server software installation
• Prepare your server for software installation. See Server preparation (page 21).

• Partition the drives as required for Contact Center Manager Administration. For 
more information, see Avaya Aura™ Contact Center Planning and Engineering 
(NN44400-210).

• Ensure that your new Contact Center license file is available.

CCMA software installation procedures
This task flow shows you the sequence of procedures you perform to install Contact 
Center Manager Administration software on your server. To link to any tasks, click 
CCMA software installation navigation (page 58).
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CCMA software installation navigation
• Installing operating system components for Contact Center Manager Administration 

(page 59)

• Installing Sybase Open Client 12.5 (page 61)

• Updating the Sybase ODBC driver (page 62)

• Verifying that the system successfully updated the driver (page 63)
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• Installing the Contact Center Manager Administration primary server software 
(page 64)

Job aid: Installation time
The estimated time to install the Contact Center Manager Administration server 
software is 30 minutes. This time can vary depending on the server, network 
infrastructure, and your confidence level with the software. This installation time is 
based on installing a server that meets the minimum specification for this function.

Installing operating system components for Contact Center Manager 
Administration

Before installing Contact Center Manager Administration, you must install specific 
operating system software components such as Microsoft .NET Framework and 
Internet Information services to integrate the components in Contact Center.

Prerequisites
• Install Windows Server 2008 64-bit Release 2.

Procedure steps
Step Action

1 Choose Start, Administration Tools, Server Manager.

2 In the left-hand column of the Server Manager, right-click Roles, and select Add 
Roles.

3 Review the requirements for the new role, and click Next.

4 Under Server Roles, select Active Directory Lightweight Directory Services.

5 If an Add Roles Wizard message box that lists features required by Active Directory 
Lightweight Directory Services appears, click Add Required Features.

6 Under Server Roles, select Application Server.

7 If an Add Roles Wizard message box that lists features required by Application Server 
appears, click Add Required Features.

8 In the left column of the Server Manager window, under Application Server, select 
Role Services.

9 Under Role Services, select Web Server (IIS) Support.

10 If an Add Roles Wizard message box appears, listing features required by Web Server 
(IIS) Support appears, click Add Required Features.

11 Click Next.

12 On the Web Server (IIS) introduction page, click Next.
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13 On the Select Role Services page, under Common HTTP Features, select the 
following services:

• Static Content

• Default Document

• Directory Browsing

• HTTP Errors

• HTTP Redirection

Attention:  All other services check boxes must be cleared.

14 On the Select Role Services page, under Application Development, select the 
following services:

• ASP.NET

• .NET Extensibility

• ASP

• ISAPI Extensions

• ISAPI Filters

• Server Side Includes

Attention:  All other services check boxes must be cleared.

15 On the Select Role Services page, under Health and Diagnosis, select the following 
services:

• HTTP Logging

• Logging Tools

• Request Monitor

• Tracing

Attention:  All other services check boxes must be cleared.

16 On the Select Role Services page, under Security, select all services.

17 On the Select Role Services page, under Performance, select all services.

18 On the Select Role Services page, under Management Tools, select the following 
services:

• IIS Management Console

• IIS Management Scripts and Tools

• Management Service

• All items under IIS 6 Management Compatibility



NN44400-311 Contact Center Installation 02 March 2011 61

 

Contact Center Manager Administration primary server software installation

Attention:  All other services check boxes must be cleared.

19 Click Next.

20 Review the installation information.

21 Click Install.

22 On the Installation Results page, click Close.

23 Restart the server if required.

--End--

Installing Sybase Open Client 12.5
Install Sybase Open Client 12.5 to access and control the content of the Contact Center 
Manager Administration database.

Perform this step only if you plan to use an Avaya NES Contact Center release 6.0 for 
reporting statistics.

Prerequisites
• Ensure that you have administrator privileges in Windows Server 2008.

• Use the same administrator account to log on to the Contact Center Manager 
Administration server each time you install a Contact Center Manager 
Administration component.

Procedure steps
Step Action

1 Log onto Contact Center Manager Administration server as the administrator.

2 Insert the Contact Center installation DVD into the DVD drive.

3 If the Contact Center DVD installer main menu appears, click Cancel.

4 Using Windows Explorer, browse in the DVD folder to ThirdParty, Sybase Open 
Client.

5 In the Sybase Open Client folder, double-click setup.exe.

6 Select Standard Install.

7 Click Next.

8 In the Choose the installation directory box, accept the default location.

9 On the Choose Directory dialog box, click Next.

10 On the Summary dialog box, click Next.
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11 On the Create Directory dialog box, click Yes to confirm the name of the directory to 
which to copy the files.

12 If you upgrade to Sybase version 12.5, the system asks if you want to overwrite the 
following existing Sybase.DLL files. Click Yes when prompted to replace or reinstall 
these Sybase files:

• Replace mchelp.dll version 12.0 with version 12.5.0.0

• Replace mclib.dll version 12.0 with version 12.5.0.0

• Replace Language Modules version 12.0 with version 12.5

• Reinstall Component Sybase Central 3.2.0

13 If the system prompts you to replace the optional Power Dynamo file, click Yes. 
Replace the optional Power Dynamo file, replace version 3.0.0 with version 3.5.2.

14 If the system prompts you to replace any other DLLs, including system DLLs, such as 
msvcrt40.dll version 4.20, click No. Do not replace any system DLLs.

15 A message box appears that states the system does not need this update. Click OK.

16 On the Sybase Installer Confirmation dialog box, click Yes to restart the system 
before you configure the installed components.

17 Click OK.

18 Close the Control Panel window.

--End--

Updating the Sybase ODBC driver
Update the Sybase Database Connectivity (ODBC) driver to ensure that you use the 
latest version.

Perform this step only if you plan to use an Avaya NES Contact Center release 6.0 for 
reporting statistics.

Prerequisites
• Install Sybase Open Client 12.5.

Procedure steps
Step Action

1 Click Start, Run.

2 In the Open box, type cmd.

3 Click OK.

4 At the prompt, type iisreset.
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5 Press Enter.

6 At the MS-DOS prompt, navigate to the root directory of the Sybase folder on the DVD. 
For example, <x>: \ThirdParty (<x> is the location of the DVD).

7 Change to the directory containing the Sybase Open Client hotfixes. For example, cd 
Sybase Open Client — Hotfixes.

8 Type the following xcopy command:

xcopy EBF11113\*.* %SYBASE% /S /E /V /Y > C:\EBF11113.TXT
9 Press Enter.

--End--

Variable definitions

Verifying that the system successfully updated the driver
Verify that the system successfully updated the Sybase ODBC driver to ensure that the 
Contact Center Manager Administration server software can interact with the database.

Perform this step only if you plan to use an Avaya NES Contact Center release 6.0 for 
reporting statistics.

Prerequisites
• Update the Sybase ODBC driver.

Procedure steps
Step Action

1 Browse to C:\Windows\SysWOW64.

2 Double-click ODBC Data Source Administrator (odbcad32.exe) to start the 32-bit 
version of the driver.

3 On the ODBC Data Source Administrator dialog box, click the Drivers tab.

4 On the Drivers page, scroll down until you locate the correct Sybase ASE ODBC 
driver, which is 4.10.00.49.

Command Description

EBF11113 The directory containing the Sybase ODBC driver.

<SYBASE> The environment variable containing the directory location of 
the Sybase Open Client 12.5 software installed on the Contact 
Center Manager Administration server (for example, c:\
sybase).

C:\EBF11113.TXT The log file that you can use to verify that all the files are 
copied correctly.
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5 Click OK.

6 If the ODBC driver version is not 4.10.00.49, open the log file C:\EBF11113.txt to see 
any error messages were recorded during the xcopy command.

--End--

Installing the Contact Center Manager Administration primary server 
software 

Install the Contact Center Manager Administration software to enable the administrators 
and supervisors to configure your contact center users, access, routing, and reporting.

CCMA can be installed on a server with or without replication. If CCMA is installed on a 
server without replication follow the install sequence and ensure not to select Enable 
CCMA Replication. 

A CCMA replication solution consists of a primary CCMA server with CCMA installed on 
the primary server without Enable CCMA Replication selected and a standby server with 
Enable CCMA Replication selected. 

Prerequisites
• Install and configure Internet Information Systems (IIS) on your Windows 2008 

Release 2 Server.

• If you plan to report statistics from Avaya NES Contact Center release 6.0, install 
Sybase Open Client 12.5.

• If you plan to report statistics from Avaya NES Contact Center release 6.0, update 
the Sybase ODBC driver on your server and verify the updated driver if required.

• If you install Contact Center Manager Administration as part of a co-resident 
installation, ensure all prerequisites are met for all Contact Center applications that 
you install on this server.

• Download the most recent Contact Center Manager Administration and common 
component patches to the server. See Downloading the most recent patches to the 
server (page 30).

Procedure steps
Step Action

1 Insert the Avaya Aura™ Contact Center DVD into the DVD drive of your server.

2 If the installation does not automatically start, double-click Setup.exe.
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3 Click Install to install the Microsoft .NET Framework 3.5 SP1 and Visual C++ runtime 
libraries on the server. 

If you are prompted to accept the Microsoft .NET Framework 3.5.1 license agreement, 
click Accept. If you are prompted to restart the server, click Yes and repeat step 2.

4 On the Welcome window, click Next.

5 If you already installed a Contact Center server software application on this server, 
click Add a Component, and then skip to step 8.

6 On the License Agreement window, read the terms of the agreement.

7 Click I ACCEPT the Terms of the End-User License Agreement.

8 Click Next.

9 On the Application Selection window, from the Select Switch Type list, select the 
PABX type for your system.

10 Under Install Type, select the installation type for your system.

11 Select Contact Center Manager Administration (CCMA).

12 Click Next.

13 On the Installation Destination window, on the Application Destination Drive tab, 
select the Application Destination Drive.

14 Click the Product Updates Location tab.

15 Under Select the parent directory where patches are stored, select the drive on 
which you stored the patches. Click Browse to locate the folder.

16 Click Next.

The System Readiness Check utility runs on the server.

17 If the System Readiness Check utility returns a Fail, the software installation cannot 
proceed until you correct the problem. Review any failures returned by the System 
Readiness Check and consult Avaya Aura™ Contact Center Planning and Engineering 
(NN44400-210) to determine the actions to resolve the issue.

You can ignore warnings if the potential impact to the operation of the contact center is 
understood and not applicable.

18 Click Next.

19 On the Installation Data window, type the installation details for each tab.

20 Click Next.

21 On the Summary window, review and verify the information.

22 Click Install.

23 After the installation is complete, click Finish.

24 Disable Java Runtime Environment (JRE) updates. See Disabling Java Runtime 
Environment updates (page 173).

Attention:  Updating to an unsupported version of JRE can cause the contact center to cease 
operation and may require the reinstallation of the contact center server.
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--End--

Variable definitions

Variable Value

Application destination drive The drive on which the Contact Center Manager 
Administration (CCMA) server software is installed. 

Product Updates Location The parent directory in which your administrator downloads 
the software patches. 

Enable CCMA replication CCMA replication is reproducing an active copy of the 
database for backup or emergency failure. In case of server 
failure, a current database is available to maintain the contact 
center. Clear the check box on the primary server.

LDAP Port Number The port number for the Lightweight Directory Access Protocol 
(LDAP) for which common contact information is stored on a 
server. The default value of the port is 3899. Check with the 
system administrator to ensure that the port number is not 
already in use.

If you install the Security Framework on the same server as 
CCMA, you must change the LDAP port number. You cannot 
use the default number.

SSL Port Number The port number for the Secure Sockets Layer (SSL) that 
controls security when applications are communicating across 
the network. The default port is 6366. Check with the system 
administrator to ensure that the port number is not already in 
use.

If you are installing the Security Framework on the same 
server as Contact Center Manager Administration, you must 
change the SSL port number. You cannot use the default 
number.

System Account Configuration 
Password

The password for the CCMA System Account user account. 
Confirm the password in the second box.

The password is not checked against the server security 
policy for minimum password requirements. Avaya 
recommends that you enter a password that conforms to your 
corporate password policy.
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This chapter describes how to install the Service Creation Environment software on a 
server so that you can create, implement, test, and document flows for routing voice, 
e-mail, or instant message (IM) contacts.

Prerequisites to Service Creation Environment server software installation
• Prepare your server for software installation. See Server preparation (page 21).

• Ensure that your new Contact Center license file is available.

Service Creation Environment server software installation procedures
This task flow shows you the sequence of procedures you perform to install the Service 
Creation Environment software on a server. To link to any tasks, click Service Creation 
Environment server software installation navigation (page 67).

Service Creation Environment server software installation procedures

 Service Creation Environment server software installation navigation
• Installing the Service Creation Environment server software (page 68)



Service Creation Environment server software installation

68 NN44400-311 Contact Center Installation 02 March 2011

 

Job aid: Installation time
The estimated time to install the Service Creation Environment software is 30 minutes. 
This time can vary depending on the server, network infrastructure, and your confidence 
level with the software. This installation time is based on installing a server that meets 
the minimum specification for this function.

Installing the Service Creation Environment server software
Install the Service Creation Environment software on a client to create, test and validate 
scripts for routing calls.

Prerequisites
• Ensure that you have enough free disk space on the C drive. See Avaya Aura™ 

Contact Center Planning and Engineering (NN44400-210).

Procedure steps
Step Action

1 Insert the Avaya Aura™ Contact Center DVD into the DVD drive of your server.

2 If the installation does not automatically start, double-click Setup.exe.

3 Click Install to install the Microsoft .NET Framework 3.5 SP1 and Visual C++ runtime 
libraries on the server. 

If you are prompted to accept the Microsoft .NET Framework 3.5.1 license agreement, 
click Accept. If you are prompted to restart the server, click Yes and repeat step 2.

4 On the Welcome window, click Next.

5 If you already installed a Contact Center Release 6.0/6.1 server software application 
on this server, click Add a Component, and then skip to step 8.

6 On the License Agreement window, read the terms of the agreement.

7 Click I ACCEPT the Terms of the End-User License Agreement.

8 Click Next.

9 On the Application Selection window, from the Select Switch Type list, select the 
PABX type for your system.

10 Under Install Type, select the installation type for your system.

11 Select Service Creation Environment.

12 Click Next.

13 On the Installation Destination window, on the Application Destination Drive tab, 
select the Application Destination Drive.

14 Click the Product Updates Location tab.
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15 Under Select the parent directory where patches are stored, select the drive on 
which you stored the patches. Click Browse to locate the folder.

16 Click Next.

17 On the Ready to Install window, review and verify the information. 

18 Click Install.

19 After the installation is complete, click Finish.

20 If you are prompted, restart the server.

--End--

Variable definitions

Variable Value

Application destination drive The location to install the Service Creation Environment 
software. 

Product Updates Location The parent directory in which your administrator downloads 
the software patches. 
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This chapter describes how to install the software that controls the security access to 
the Contact Center Manager Administration Web application and other applications 
within Avaya Aura™ Contact Center. The Security Framework software also works with 
the Avaya Communication Server 1000 or the Media Applications Server applications.

You can install the Security Framework software on the same server in your contact 
center as the Contact Center Manager Administration software if you use only the 
Security software for Contact Center. If you use the Security Framework software for 
more than one application, install the Security Framework on a stand-alone server.

Prerequisites to Security Framework software installation
• Prepare your server for software installation. See Server preparation (page 21).

• Partition the drives as required. For more information, see Avaya Aura™ Contact 
Center Planning and Engineering (NN44400-210).

• Ensure that your new Contact Center license file is available.

Security Framework software installation procedures
This task flow shows you the sequence of procedures you perform to install the Security 
Framework software. To link to any task, click Security Framework software installation 
navigation (page 72).

Security Framework software installation procedures
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 Security Framework software installation navigation
• Installing the Security Framework software (page 72)

Job aid: Installation time
The estimated time to install the Security Framework software is 30 minutes. This time 
can vary depending on the server, network infrastructure, and your confidence level with 
the software. This installation time is based on installing a server that meets the 
minimum specification for this function.

Installing the Security Framework software
Install the Security Framework software on one server.

Prerequisites
• Download the most recent Security Framework and common component patches to 

the server. See Downloading the most recent patches to the server (page 30).

• If you install Security Framework as part of a co-resident installation, ensure all 
prerequisites are met for all Contact Center applications that you install on this 
server.

Procedure steps
Step Action

1 Insert the Avaya Aura™ Contact Center DVD into the DVD drive of your server.

2 If the installation does not automatically start, double-click Setup.exe.

3 Click Install to install the Microsoft .NET Framework 3.5 SP1 and Visual C++ runtime 
libraries on the server. 

If you are prompted to accept the Microsoft .NET Framework 3.5.1 license agreement, 
click Accept. If you are prompted to restart the server, click Yes and repeat step 2.

4 On the Welcome window, click Next.

5 If you already installed a Contact Center server software application on this server, 
click Add a Component, and then skip to step 8.

6 On the License Agreement window, read the terms of the agreement.

7 Click I ACCEPT the Terms of the End-User License Agreement.

8 Click Next.

9 On the Application Selection window, from the Select Switch Type list, select the 
PABX type for your system.

10 Under Install Type, select the installation type for your system.

11 Select Security Framework.
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12 Click Next.

13 On the Installation Destination window, on the Application Destination Drive tab, 
select the Application Destination Drive.

14 Click the Product Updates Location tab.

15 Under Select the parent directory where patches are stored, select the drive on 
which you stored the patches. Click Browse to locate the folder.

16 Click Next.

17 On the Installation Data window, type the installation details for each tab.

18 Click Next.

19 On the Ready to Install window, review and verify the information. 

20 Click Install.

21 After the installation is complete, click Finish.

22 If prompted, restart the server.

--End--

Variable definitions

Variable Value

Application destination drive The location to install the Contact Center Manager Server 
software.

Product Updates Location The parent directory in which your administrator downloads 
the software patches. 

HTTP Port Number The port number for the Hypertext Transfer Protocol (HTTP) 
for request/responses between the clients and servers. The 
default port is 8091. Check with the system administrator to 
ensure that the port number is not already in use.

HTTPS Port Number The port number for the Secure Hypertext Transfer Protocol 
(HTTPS) for request/responses between the clients and 
servers. The default port is 8443. Check with the system 
administrator to ensure that the port number is not already in 
use.

LDAP Port Number The port number for the Lightweight Directory Access Protocol 
(LDAP) for which commonly used contact information is stored 
on a server. The default value of the port is 3899. Check with 
the system administrator to ensure that the port number is not 
already in use.

SSL Port Number The port number for the Secure Sockets Layer (SSL) that 
controls security when applications are communicating across 
the network. The default port is 6366. Check with the system 
administrator to ensure that the port number is not already in 
use.
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Communication Control Toolkit software 
installation (contact center)

This chapter describes how to install Communication Control Toolkit (CCT). 
Communication Control Toolkit enhances the agent and skill-based routing ability of 
Contact Center Manager Server in a contact center environment. Communication 
Control Toolkit enables integration with business applications such as CRM systems.

You can install Communication Control Toolkit software alone on a server or co-resident 
with other Avaya Aura™ Contact Center software applications such as Contact Center 
Manager Server.

Prerequisites to CCT software installation (contact center)
• Prepare your server for software installation. See Server preparation (page 21).

• Partition the drives as required. For more information, see Avaya Aura™ Contact 
Center Planning and Engineering (NN44400-210).

• Install Contact Center Manager Server, Contact Center License Manager, Server 
Utility, and Contact Center Manager Administration software in your network.

• Ensure that your new Contact Center license file is available.

Attention:  For the system to correctly handle backup and restore SNMP events, you 
must install Windows SNMP Service before you install CCT. 

CCT software installation (contact center) procedures
This task flow shows you the sequence of procedures you perform to install the 
Communication Control Toolkit software on a server. To link to any task, click CCT 
software installation (contact center) navigation (page 76).
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CCT software installation (contact center) navigation
• Installing the Communication Control Toolkit server software (contact center) 

(page 76)

Job aid: Installation time
The estimated time to install the Communication Control Toolkit server software is 30 
minutes. This time can vary depending on the server, network infrastructure, and your 
confidence level with the software. This installation time is based on installing a server 
that meets the minimum specification for this function.

Installing the Communication Control Toolkit server software (contact 
center)

Install the Communication Control Toolkit (CCT) software to enable the agents to 
receive skill-based contacts in a contact center environment.

Prerequisites
• Download the most recent Communication Control Toolkit and common component 

patches to the server. See Downloading the most recent patches to the server 
(page 30).
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• If you install Communication Control Toolkit as part of a co-resident installation, 
ensure all prerequisites are met for all Contact Center applications that you install 
on this server.

Procedure steps
Step Action

1 Insert the Avaya Aura™ Contact Center DVD into the DVD drive of your server.

2 If the installation does not automatically start, double-click Setup.exe.

3 Click Install to install the Microsoft .NET Framework 3.5 SP1 and Visual C++ runtime 
libraries on the server.

If you are prompted to accept the Microsoft .NET Framework 3.5.1 license agreement, 
click Accept. If you are prompted to restart the server, click Yes and repeat step 2.

4 If prompted to accept the Microsoft .NET Framework license agreement, click Accept. 
If prompted to reboot the server, click Yes and repeat step 2.

5 On the Welcome window, click Next.

6 If you previously installed server software application on this server, click Add a 
Component, and then skip to step 12.

7 On the License Agreement window, read the terms of the agreement.

8 Click I ACCEPT the Terms of the End-User License Agreement.

9 Click Next.

10 On the Application Selection window, from the Select Switch Type list, select the 
PABX type for your system.

11 Under Install Type, select the installation type for your system.

12 Under Communication Control Toolkit (CCT), select Contact Center Feature Set.

In addition to installing the Communication Control Toolkit software development kit, 
this selection installs the CCT Open Interfaces, which you can license and configure 
later.

13 Click Next.

14 On the Product Data Upgrade window, click Next.

15 On the Installation Destination window, on the Application Destination Drive tab, 
select the Application Destination Drive.

16 Click the Database Destination Drive tab.

17 Under Install Communication Control Toolkit Database to, select the drive for the 
Communication Control Toolkit database.

18 Click the Product Updates Location tab.

19 Under Select the parent directory where patches are stored, select the drive on 
which you stored the patches. Click Browse to locate the folder.

20 Click Next.

The System Readiness Check runs on the server.
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21 If the System Readiness Check utility returns a Fail, the software installation cannot 
proceed until you correct the problem. Review any failures returned by the System 
Readiness Check and consult Avaya Aura™ Contact Center Planning and Engineering 
(NN44400-210) to determine the actions to resolve the issue.

You can ignore warnings if the potential impact to the operation of the contact center is 
understood and not applicable.

22 Click Next.

23 In the Summary window, confirm all information is correct.

24 Click Install.

25 After the installation is complete, click Finish.

26 If prompted, restart the server.

27 Disable Java Runtime Environment (JRE) updates. See Disabling Java Runtime 
Environment updates (page 173).

Attention:  Updating to an unsupported version of JRE can cause the contact center to cease 
operation and may require the reinstallation of the contact center server.

--End--

Variable definitions

Variable Value

Application drive The location to install the Communication Control Toolkit 
server software. 

Database drive The location to install the Communication Control Toolkit 
Caché database. 

Product Updates Location The parent directory in which your administrator downloads 
the software patches. 
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Agent Desktop Telephony Toolbar software 
installation

This chapter describes how to install the Agent Desktop Telephony Toolbar software. 
The Agent Desktop Telephony Toolbar is part of the Agent Desktop application that 
agents can use in a contact center that handles all types of customer contacts. The 
Agent Desktop is part of the Avaya Aura™ Contact Center solution.

If you install Contact Center Multimedia, the Agent Desktop Telephony Toolbar is 
automatically installed on the Contact Center Multimedia server. In voice-only contact 
centers, install the Agent Desktop telephony toolbar on the Communication Control 
Toolkit server.

Prerequisites to Agent Desktop Telephony Toolbar software installation
• Prepare your server for Contact Center software installation. See Server preparation 

(page 21).

• Download the most recent CCMM patches.

• Ensure that your new Contact Center license file is available.

Agent Desktop Telephony Toolbar software installation procedures
This task flow shows you the sequence of procedures you perform to install the Agent 
Desktop Telephony Toolbar software on your server. To link to any tasks, click Agent 
Desktop Telephony Toolbar software installation navigation (page 80).
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Telephony Toolbar software installation procedures

Agent Desktop Telephony Toolbar software installation navigation
• Installing the Agent Desktop Telephony Toolbar software (page 80)

Job aid: Installation time
The estimated time to install the Agent Desktop software is 30 minutes. This time can 
vary depending on the server, network infrastructure, and your confidence level with the 
software. This installation time is based on installing a server that meets the minimum 
specification for this function.

Installing the Agent Desktop Telephony Toolbar software
Install the Agent Desktop Telephony Toolbar software to enable agents in your contact 
center to handle customer contacts on their computer desktop.

Prerequisites
• Ensure that no instance of Contact Center Multimedia is planned for your network.

• Download the most recent patches to the server. See Downloading the most recent 
patches to the server (page 30).
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Procedure steps
Step Action

1 Insert the Avaya Aura™ Contact Center DVD into the DVD drive of your server.

2 If the installation does not automatically start, double-click Setup.exe.

3 Click Install to install the Microsoft .NET Framework 3.5 SP1 and Visual C++ runtime 
libraries on the server. 

If you are prompted to accept the Microsoft .NET Framework 3.5.1 license agreement, 
click Accept. If you are prompted to restart the server, click Yes and repeat step 2.

4 On the Welcome window, click Next.

5 If you already installed a Contact Center server software application on this server, 
click Add a Component, and then skip to step 8.

6 On the License Agreement window, read the terms of the agreement.

7 Click I ACCEPT the Terms of the End-User License Agreement.

8 Click Next.

9 On the Application Selection window, from the Select Switch Type list, select the 
PABX type for your system. 

10 Under Install Type, select the installation type for your system.

11 Under Multimedia Server (CCMM), select Agent Desktop Telephony Toolbar.

12 Click Next.

13 On the Installation Destination window, on the Application Destination Drive tab, 
select the Application Destination Drive.

14 Click the Product Updates Location tab.

15 Under Select the parent directory where patches are stored, select the drive on 
which you stored the patches. Click Browse to locate the folder.

16 Click Next.

The System Readiness Check utility runs on the server.

17 If the System Readiness Check utility returns a Fail, the software installation cannot 
proceed until you correct the problem. Review any failures returned by the System 
Readiness Check and consult Avaya Aura™ Contact Center Planning and Engineering 
(NN44400-210) to determine the actions to resolve the issue.

You can ignore warnings if the potential impact to the operation of the contact center is 
understood and not applicable.

18 Click Next.

19 On the Installation Data window, type the installation details for the tab.

20 Click Next.

21 On the Ready to Install window, review and verify the information. 

22 Click Install.

23 After the installation is complete, click Finish.



Agent Desktop Telephony Toolbar software installation

82 NN44400-311 Contact Center Installation 02 March 2011

 

24 If you are prompted, restart the server.

--End--

Variable definitions

Variable Value

Application destination drive The drive on which the Contact Center Multimedia software 
application is installed.

Product Updates Location The parent directory in which your administrator downloads 
the software patches. 

Backup CCT Server The name of the backup Communication Control Toolkit 
server, if one is installed in your network.

Web Stats Server The name of the optional Web Stats server that agents and 
supervisors use to view real-time statistics for call handling, 
skillset data, and the state information on the Agent Desktop. 

Web Stats Port The port number of the Web Stats server. The default port 
number is 9086.
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Network Control Center software installation
This chapter describes how to install the Avaya Aura™ Contact Center server software 
on a network. The Network Control Center (NCC) server is required when servers in 
multiple Contact Center Manager Server sites are networked and operate as a single 
distributed contact center. 

You can install the License Manager on a Network Control Center (NCC) server or a 
Contact Center Manager Server, based on the following rules:

• If you install server applications in a networked environment with an NCC server and 
you use Corporate Licensing, Avaya recommends that you install the License 
Manager on the NCC server.

• If you install server applications in a networked environment with an NCC server and 
you use Nodal Licensing, you must install the License Manager on the Contact 
Center Manager Server. The NCC server must point to the Contact Center Manager 
Server node that has a license for the NCC server.

Prerequisites to NCC software installation
• Prepare your server for software installation. See Server preparation (page 21).

• Partition the drives as required. For more information, see Avaya Aura™ Contact 
Center Planning and Engineering (NN44400-210).

• Ensure that your new Contact Center license file is available.

NCC software installation procedures
This task flow shows you the sequence of procedures you perform to install Network 
Control Center software on your server. To link to any tasks, click NCC software 
installation navigation (page 84).
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NCC software installation procedures

NCC software installation navigation
• Disabling NetBIOS (page 37)

• Connecting to the contact center subnet (page 38)

• Configuring the binding order (page 39)

• Installing the Network Control Center server software (page 85)

Job aid: Installation time
The estimated time to install the Network Control Center server software is 30 minutes. 
This time can vary depending on the server, network infrastructure, and your confidence 
level with the software. This installation time is based on installing a server that meets 
the minimum specification for this function.
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Installing the Network Control Center server software
Install the Network Control Center server software to enable your contact center to route 
contacts to available agents with the correct skills.

Prerequisites
• If you install Contact Center Manager Server software with an AML Avaya 

Communication Server 1000, ensure the PABX is configured. See Avaya Aura™ 
Contact Center Configuration – Avaya CS1000 Integration (NN44400-512).

• If you install Contact Center Manager Server software with a SIP Avaya 
Communication Server 1000, ensure the PABX is configured. See Avaya Aura™ 
Contact Center SIP Commissioning (NN44400-511).

• If you install Contact Center Manager Server software with an Avaya Aura™ Unified 
Communications platform, ensure the platform is configured. See Avaya Aura™ 
Contact Center Configuration – Avaya Aura™ Unified Communications Platform 
Integration (NN44400-521).

• Download the most recent Network Control Center patches to the server. See 
Downloading the most recent patches to the server (page 30).

Procedure steps
Step Action

1 Insert the Contact Center DVD into the DVD ROM drive of your server.

2 If the installation does not automatically start, double-click Setup.exe.

3 Click Install to install the Microsoft .NET Framework 3.5 SP1 and Visual C++ runtime 
libraries on the server. 

If you are prompted to accept the Microsoft .NET Framework 3.5.1 license agreement, 
click Accept. If you are prompted to restart the server, click Yes and repeat step 2.

4 On the Welcome window, click Next.

5 On the License Agreement window, read the terms of the agreement.

6 Click I ACCEPT the Terms of the End-User License Agreement.

7 Click Next.

8 On the Application Selection window, from the Select Switch Type list, select the 
PABX type for your system. 

9 Under Install Type, select the installation type for your system.

10 Under Contact Center Manager Server (CCMS), select Network Control Center.

11 Click Next.

12 On the Product Data Upgrade window, click Next.

13 On the Installation Destination window, on the Application Destination Drive tab, 
select the Application Destination Drive.

14 Click the Database Destination Drive tab.



Network Control Center software installation

86 NN44400-311 Contact Center Installation 02 March 2011

 

15 Under Install Manager Server database to, select the drive for the Contact Center 
Manager Server database.

16 Click the Product Updates Location tab.

17 Under Select the parent directory where patches are stored, select the drive on 
which you stored the patches. Click Browse to locate the folder.

18 Click Next.

The System Readiness Check utility runs on the server.

19 If the System Readiness Check utility returns a Fail, the software installation cannot 
proceed until you correct the problem. Review any failures returned by the System 
Readiness Check and consult Avaya Aura™ Contact Center Planning and Engineering 
(NN44400-210) to determine the actions to resolve the issue.

You can ignore warnings if the potential impact to the operation of the contact center is 
understood and not applicable.

20 Click Next.

21 On the Installation Data window, type the installation details for each tab.

22 Click Next.

23 On the Summary window, review and verify the information. 

24 Click Install.

25 After the installation is complete, click Finish.

26 If you are prompted, restart the server.

--End--

Procedure job aid
The following table provides a list of common Contact Center Manager Server variable 
definitions. 

Variable Value

Application destination drive The location to install the Contact Center Manager Server 
software. You must install the CCMS software to D:\Avaya\
Contact Center.

Database destination drive The location to install the Contact Center Manager Server 
Caché database. Install the CCMS database on the database 
destination drive in the Avaya\Contact Center\Database\
CCMS folder.

Product updates location The parent directory of the software patches. 

Customer Name The designated person in charge of the Contact Center 
Manager Server software.

Company Name The name of the company using the Contact Center Manager 
Server software.

(1 of 2)
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The following table provides a list of variables specific to the Licensing tab.

Site Name The site name for the Contact Center Manager Server. 

The site name must not contain spaces or nonalphabetical 
characters except hyphen (-) and underscore (_). The first 
character must be a letter. The site name must be unique and 
can consist of 6 to 15 characters.

RSM IP Address The RSM IP Address of the server to associate with sending 
real-time data. 

The IP address must be from 224.0.1.0 to 239.255.255.255. 
The default is 230.0.0.1.

Contact Center Server Subnet 
IP Address

The IP Address of the subnet that connects the Contact 
Center servers (Contact Center Manager Server, Network 
Control Center, Contact Center Manager Administration, 
Contact Center Multimedia, and (optionally) Avaya 
CallPilot™) are connected.

ELAN Subnet IP Address The IP Address of the embedded local area network, a 
dedicated Ethernet LAN that connects the Contact Center 
Manager Server and the PABX.

You must select the check box for the ELAN subnet IP 
Address if you use an ELAN subnet.

Select Switch Type Type of PABX you use in your contact center to handle 
telephone contacts. You can choose from the following: 

• AML Avaya Communication Server 1000 

• SIP Avaya Communication Server 1000

• SIP Avaya Aura™ Unified Communications platform

• No Switch Configured. Select this option when installing 
Avaya Aura™ Contact Center for multimedia only—Non 
Voice Multimedia

Install Type The type of installation, you can choose from the following: 

• Multimedia and Voice. This type of installation supports 
voice and multimedia contact types.

• Non Voice Multimedia. This type of installation supports 
only multimedia contact types.

Variable Value

(2 of 2)
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Variable Value

CCMS Package The installation package indicates the licenses that you have 
purchased.

Optional Packages You must choose the package you have purchased. Some 
packaged features include the following:

• Universal Networking—Use Network Skill-Based Routing to 
route voice and multimedia contacts between networked sites 
in a mixed PABX environment. 

• Open Queue—Use Contact Center Multimedia to route 
multimedia contacts to agents by using the existing scripting 
and skillset routing features available for calls. You must install 
and license the Open Queue feature for Agent Desktop.

Instant Messaging is available only on SIP Avaya Communication 
Server 1000.

Primary License Manager 
IP Address

The IP address of the License Manager server.

If the Contact Center License Manager co-resides on the Contact 
Center Manager Server, type the IP address for the Contact Center 
Manager Server.

Primary License Port The number of the communication port opened between the 
License Manager and the Contact Center Manager Server. The 
default port number is 3998 when you use only one License 
Manager.

Secondary License 
Manager IP Address

The IP address of the secondary License Manager server. The 
secondary License Manager server is used only in a corporate 
licensed environment.

Switch Serial Number The serial number for the Contact Center License Manager. You 
must obtain the serial number from your distributor.
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Communication Control Toolkit software 
installation (knowledge worker)

This chapter describes how to install the Avaya Aura™ Contact Center Communication 
Control Toolkit on a server that is connected directly to the PABX. The contact center 
has no Contact Center Manager Server and, therefore, no skill-based routing capability. 

In a knowledge worker or direct-connect configuration, you must install Communication 
Control Toolkit software and a License Manager application on your network. Each 
application can stand alone or be co-resident on a server. You install the Contact Center 
License Manager application as the licensing mechanism. 

Prerequisites to CCT software installation (knowledge worker)
• Prepare your server for software installation. See Server preparation (page 21).

• Partition the drives as required. For more information, see Avaya Aura™ Contact 
Center Planning and Engineering (NN44400-210).

• Install the Contact Center License Manager software on your network. 

• Ensure that your new Contact Center license file is available.

Attention:  For the system to correctly handle backup and restore SNMP events, you 
must install Windows SNMP Service before you install the CCT software. 

CCT software installation (knowledge worker) procedures
This task flow shows you the sequence of procedures you perform to install the 
Communication Control Toolkit software on a server for use in a knowledge worker 
environment. To link to any tasks, click CCT software installation (knowledge worker) 
navigation (page 90).



Communication Control Toolkit software installation (knowledge worker)

90 NN44400-311 Contact Center Installation 02 March 2011

 

CCT software installation (knowledge worker) procedures

CCT software installation (knowledge worker) navigation
• Installing the Communication Control Toolkit server software (knowledge worker) 

(page 90)

Job aid: Installation time
The estimated time to install the Communication Control Toolkit server software is 30 
minutes. This time can vary depending on the server, network infrastructure, and your 
confidence level with the software. This installation time is based on installing a server 
that meets the minimum specification for this function.

Installing the Communication Control Toolkit server software (knowledge 
worker)

Install the Communication Control Toolkit (CCT) software to enable the 
Computer-Telephony Integration (CTI) between the PABX and the applications.

Prerequisites
• Install the License Manager server software on the server on which you plan to 

install Communication Control Toolkit. See Installing the License Manager software 
(page 50).
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• Download the most recent Communication Control Toolkit and common component 
patches to the server. See Downloading the most recent patches to the server 
(page 30).

• Install Microsoft.NET Framework 3.5 SP1.

Procedure steps
Step Action

1 Insert the Contact Center DVD into the DVD drive of your server.

2 If the installation does not automatically start, double-click Setup.exe.

3 Click Install to install the Microsoft .NET Framework 3.5 SP1 and Visual C++ runtime 
libraries on the server.

If you are prompted to accept the Microsoft .NET Framework 3.5.1 license agreement, 
click Accept. If you are prompted to restart the server, click Yes and repeat step 2.

4 On the Welcome window, click Next.

5 If you already installed a Contact Center server software application on this server, 
click Add a Component, and then skip to step 8.

6 On the License Agreement window, read the terms of the agreement.

7 Click I ACCEPT the Terms of the End-User License Agreement.

8 Click Next.

9 On the Application Selection window, from the Select Switch Type list, select the 
PABX type for your system.

10 Under Install Type, select installation type for your system.

11 Under Communication Control Toolkit (CCT), select Knowledge Worker Feature 
Set.

In addition to installing the Communication Control Toolkit software development kit, 
this selection installs the CCT Open Interfaces, which you can license and configure 
later.

12 Click Next.

13 On the Product Data Upgrade window, click Next.

14 On the Installation Destination window, on the Application Destination Drive tab, 
select the Application Destination Drive

15 Click the Database Destination Drive tab.

16 Under Install Communication Control Toolkit Database to, select the drive for the 
Communication Control Toolkit database.

17 Click the Product Updates Location tab.

18 Under Select the parent directory where patches are stored, select the drive on 
which you stored the patches. Click Browse to locate the folder.

19 Click Next.

The System Readiness Check runs on the server.
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20 If the System Readiness Check utility returns a Fail, the software installation cannot 
proceed until you correct the problem. Review any failures returned by the System 
Readiness Check and consult Avaya Aura™ Contact Center Planning and Engineering 
(NN44400-210) to determine the actions to resolve the issue.

You can ignore warnings if the potential impact to the operation of the contact center is 
understood and not applicable.

21 Click Next.

22 In the Summary window, confirm all information is correct.

23 Click Install.

24 After the installation is complete, click Finish.

25 If prompted, restart the server.

26 Disable Java Runtime Environment (JRE) updates. See Disabling Java Runtime 
Environment updates (page 173).

Attention:  Updating to an unsupported version of JRE can cause the contact center to cease 
operation and may require the reinstallation of the contact center server.

--End--

Variable definitions

Variable Value

Application drive The location to install the Communication Control Toolkit server 
software. 

Database drive The location to install the Communication Control Toolkit Caché 
database. 

Product Updates Location The parent directory in which your administrator downloads the 
software patches. 
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Co-resident server software installation
This chapter provides the steps to perform a typical installation of Avaya Aura™ Contact 
Center server software on a co-resident server. A typical co-resident server for small 
contact centers includes the following server software that connects to a PABX:

• Contact Center Manager Server

• Contact Center Manager Server Utility

• Contact Center License Manager

• Contact Center Manager Administration

• Communication Control Toolkit

• Contact Center Multimedia

• Media Application Server

In a co-resident installation, you cannot install Security Framework on the same server 
as the MAS software. To enable security in co-resident environment, you must configure 
security as part of MAS or install Security Framework on a standalone server.

Prerequisites to co-resident server software installation
• Prepare your server for software installation. See Server preparation (page 21).

• Copy the most recent patches for the Contact Center software. See Downloading 
the most recent patches to the server (page 30).

• Partition the drives as required. For more information, see Avaya Aura™ Contact 
Center Planning and Engineering (NN44400-210).

• Ensure that your new Contact Center license file is available.

Attention:  For the system to correctly handle backup and restore SNMP events, you 
must install Windows SNMP Service before you install Contact Center server software. 

Co-resident server software installation procedures
This task flow shows you the sequence of procedures you perform to install many 
Contact Center server software applications on your co-resident server. To link to any 
task, click Co-resident server software installation navigation (page 94).
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Co-resident server software installation procedures

Co-resident server software installation navigation
• Disabling NetBIOS (page 37)

• Connecting to the contact center subnet (page 38)

• Connecting the Embedded LAN subnet (page 38)

• Configuring the binding order (page 39)
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• Installing operating system components for Contact Center Manager Administration 
(page 59)

• Installing Sybase Open Client 12.5 (page 61)

• Updating the Sybase ODBC driver (page 62)

• Verifying that the system successfully updated the driver (page 63)

• Configuring Internet Information Service (page 109)

• Installing the server software on the co-resident server (page 95)

Job aid: Installation time
The estimated time to install the Contact Center Manager Server software is 60 minutes. 
This time can vary depending on the server, network infrastructure, and your confidence 
level with the software. This installation time is based on installing a server that meets 
the minimum specification for this function.

Installing the server software on the co-resident server
Install the Contact Center software and enable your contact center to route contacts to 
the agents can answer the call with the correct skills.

Prerequisites
• If you install Contact Center Manager Server software with an AML Avaya 

Communication Server 1000, ensure the PABX is configured. See Avaya Aura™ 
Contact Center Configuration – Avaya CS1000 Integration (NN44400-512).

• If you install Contact Center Manager Server software with a SIP Avaya 
Communication Server 1000, ensure the PABX is configured. See Avaya Aura™ 
Contact Center SIP Commissioning (NN44400-511).

• If you install Contact Center Manager Server software with an Avaya Aura™ Unified 
Communications platform, ensure the platform is configured. See Avaya Aura™ 
Contact Center Configuration – Avaya Aura™ Unified Communications Platform 
Integration (NN44400-521).

• Download the most recent Contact Center and Common Components patches to 
the server. See Downloading the most recent patches to the server (page 30).

Procedure steps
Step Action

1 Insert the Contact Center DVD into the DVD drive of your server.

2 If the installation does not automatically start, double-click Setup.exe.
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3 Click Install to install the Microsoft .NET Framework 3.5 SP1 and Visual C++ runtime 
libraries on the server. 

If you are prompted to accept the Microsoft .NET Framework 3.5.1 license agreement, 
click Accept. If you are prompted to restart the server, click Yes and repeat step 2.

4 On the Welcome window, click Next.

5 If you already installed a Contact Center server software application on this server, 
click Add a Component, and then skip to step 8.

6 On the License Agreement window, read the terms of the agreement.

7 Click I ACCEPT the Terms of the End-User License Agreement.

8 Click Next.

9 On the Application Selection window, from the Select Switch Type list, select the 
PABX type for your system.

10 Under Install Type, select installation type for your system.

11 Under Contact Center Manager Server (CCMS), select Nodal Server.

In addition to installing Contact Center Manager Server, this selection installs the Open 
Queue Open Interface, the Open Networking Open Interface and Multiplicity which you 
can license and configure at a later time.

12 Under Communication Control Toolkit (CCT), select Contact Center Feature Set.

13 Under Contact Center Multimedia Server (CCMM), if applicable, select CCMM 
Primary Server.

14 Select Media Application Server, if applicable and if not installing Security 
Framework.

15 Select License Manager Server.

16 Select Contact Center Manager Administration (CCMA).

17 Select Server Utility.

18 Click Next.

19 On the Product Data Upgrade window, click Next.

20 On the Destination Location window, on the Application Destination Drive tab, 
select the Application Destination Drive

21 Click the Database Destination Drive tab.

22 Under Select the destination drive for the Contact Center database files, select the 
drive for the Contact Center Manager Server database.

23 Under Select the destination drive for the Contact Center database files, select the 
drive for the Communication Control Toolkit database.

24 Under Select the destination drive for the Contact Center database files, select the 
drive for the Contact Center Multimedia database.

25 Click the Product Updates Location tab.
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26 Under Select the parent directory where patches are stored, select the drive on 
which you stored the patches. Click Browse to locate the folder.

27 Click Next.

The System Readiness Check runs on the server.

28 If the System Readiness Check utility returns a Fail, the software installation cannot 
proceed until you correct the problem. Review any failures returned by the System 
Readiness Check and consult Avaya Aura™ Contact Center Planning and Engineering 
(NN44400-210) to determine the actions to resolve the issue.

You can ignore warnings if the potential impact to the operation of the contact center is 
understood and not applicable.

29 Click Next.

30 On the Installation Data window, type the installation details for each tab.

If Communication Control Toolkit or Contact Center Multimedia are part of the solution, 
you must select the Open Queue check box on the Licensing tab and complete the 
details on the corresponding CCT Server tab.

31 Click Next.

32 On the Summary window, review and verify the information. 

33 Click Install.

34 After the installation is complete, click Finish.

35 If prompted, restart the server.

36 Disable Java Runtime Environment (JRE) updates. See Disabling Java Runtime 
Environment updates (page 173).

Attention:  Updating to an unsupported version of JRE can cause the contact center to cease 
operation and may require the reinstallation of the contact center server.

--End--

Procedure job aid
The following table provides a list of common Contact Center Manager Server variable 
definitions. 

Variable Value

Application destination drive The location to install the Contact Center Manager Server 
software. You must install the CCMS software to D:\Avaya\
Contact Center.

Database destination drive The location to install the Contact Center Manager Server 
Caché database. Install the CCMS database on the database 
destination drive in the Avaya\Contact Center\Database\
CCMS folder.

(1 of 2)
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The following table provides a list of AML Avaya Communication Server 1000-specific 
variables.

Product Updates Location The parent directory of the software patches. 

Customer Name The designated person in charge of the Contact Center 
Manager Server software.

Company Name The name of the company using the Contact Center Manager 
Server software.

Site Name The site name for the Contact Center Manager Server. 

The site name must not contain spaces or nonalphabetical 
characters except hyphen (-) and underscore (_). The first 
character must be a letter. The site name must be unique and 
can consist of 6 to 15 characters.

RSM IP Address The RSM IP Address of the server to associate with sending 
real-time data. 

The IP address must be from 224.0.1.0 to 239.255.255.255. 
The default is 230.0.0.1.

Contact Center Server Subnet 
IP Address

The IP Address of the subnet that connects the Contact Center 
servers (Contact Center Manager Server, Network Control 
Center, Contact Center Manager Administration, Contact 
Center Multimedia, and (optionally) CallPilot) are connected.

ELAN Subnet IP Address The IP Address of the embedded local area network, a 
dedicated Ethernet LAN that connects the Contact Center 
Manager Server and the PABX.

You must select the check box for the ELAN subnet IP 
Address if you use an ELAN subnet.

Select Switch Type Type of PABX you use in your contact center to handle 
telephone contacts. You can choose from the following: 

• AML Avaya Communication Server 1000 

• SIP Avaya Communication Server 1000

• SIP Avaya Aura™ Unified Communications platform

• No Switch Configured. Select this option when installing 
Avaya Aura™ Contact Center for multimedia only—Non 
Voice Multimedia installations.

Install Type The type of installation, you can choose from the following: 

• Multimedia and Voice. This type of installation supports 
voice and multimedia contact types.

• Non Voice Multimedia. This type of installation supports 
only multimedia contact types.

Variable Value

(2 of 2)
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Variable Value

Switch Name The name of the Avaya Communication Server 1000. 

Valid characters for PABX names are A–Z, a–z, 0–9, 
underscore (_), and period (.). PABX names must begin with 
an alphabetical character and cannot contain spaces. The last 
character must not be an underscore or a period. PABX 
names must not exceed 80 characters in length.

Switch IP Address The IP address of the PABX. 

Alternative Switch IP Address The IP address of the PABX, if there is more than one IP 
address registered for the PABX.

Switch Customer Number The customer number for the PABX.

Voice Connection Type The method used to connect to the PABX. 

If you use Avaya CallPilot™, beside Voice Connection Type, 
select TCP and specify the ELAN subnet IP address of the 
Avaya CallPilot™ server and then configure the CallPilot 
Server Port to 10008.

CallPilot IP Address The IP address of the primary Avaya CallPilot™ voice 
connection type to the Contact Center Manager Server for an 
Avaya Communication Server 1000 PABX.

CallPilot Port The port number of the primary Avaya CallPilot™ voice 
connection type to the Contact Center Manager Server for an 
Avaya Communication Server 1000 PABX.

CallPilot Alternative IP Address The IP address of the alternate Avaya CallPilot™ voice 
connection for the Avaya Communication Server 1000 PABX.

CallPilot Alternative Port The port number of the alternate Avaya CallPilot™ voice 
connection type to the Contact Center Manager Server for an 
Avaya Communication Server 1000 PABX.
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The following table provides a list of configuration variables specific to the SIP Avaya 
Communication Server 1000.

Variable Value

Local SIP Subscriber

• Contact Center Name

• Domain

• Password

• Network Transport

Information about the environment of the SIP-enabled contact 
center, and how to identify the server within its network.

The registration user name on the registration proxy. Use a suitable 
user name following the standards in your system.

Associated domain name for the SIP-enabled contact center.

Password for the registration user name.

The SIP Communication protocol accepted by the system for 
incoming calls.

TCP/UDP Port default is 5060

TLS Port default is 5061

SIP Server Type Type of SIP proxy for the contact center integration

MS_Locale Locale (including language and dialects) of the system 
environment.

SIP Proxy Server

• IP Address

• Port

• Transport

Information about the server that provides support for SIP 
Computer Telephony Integration so that Agent Desktop can acquire 
and control agent telephones for TR87. Avaya recommends that 
you use the conventions used within your environment (for 
example, use the conventions associated with your Network 
Routing Service on Avaya Communication Server 1000.

The IP address of the SIP Proxy Server.

The server listening port. The default port is 5060.

The SIP Communication protocol accepted by the system for 
incoming calls. Avaya recommends that you use TCP/IP for Avaya 
Communication Server 1000 and TLS for the Avaya Aura™ Unified 
Communications platform.

SIP
IM Proxy Server

• IP Address

• Port

• Transport

Information about the server that supports the deployment of 
Instant Message over SIP. IM is only available on a SIP Avaya 
Communication Server 1000.

The IP address of the SIP IM Proxy Server.

The server listening port. The default port is 5060.

The SIP Communication protocol accepted by the system for 
incoming calls. Avaya recommends that you use TCP/IP.

(1 of 2)



NN44400-311 Contact Center Installation 02 March 2011 101

 

Co-resident server software installation

The following table provides a list of variables specific to the Licensing tab.

Presence server The server that monitors and advises clients of the activity status. 
IM and presence features are only supported in an OCS-enabled 
SIP Avaya Communication Server 1000. These features are not 
supported in an Avaya Aura™ Unified Communications platform.

SIP Registration Registration of Route Points as endpoints on your Proxy Server. 
This is not required for this release.

SIP CTI Proxy Server

• IP 

• Port

• Transport

Information about the server that provides support for outbound 
calls, such as routing a call to an agent telephone. Avaya 
recommends that you use the conventions within your existing 
environment. For example, use the same settings as the current 
settings if you are using an Network Routing Server within an Avaya 
Communication Server 1000 environment.

The IP address of the SIP CTI Proxy Server.

The server listening port. The default port is 5060.

The SIP Communication protocol accepted by the system for 
incoming calls. Avaya recommends that you use TCP/IP for AML 
Avaya Communication Server 1000 and TLS for the Avaya Aura™ 
Unified Communications platform.

Variable Value

CCMS Package The installation package indicates the licenses that you have 
purchased.

Optional Packages You must choose the package you have purchased. Some 
packaged features include the following:

• Universal Networking—Use Network Skill-Based Routing to 
route voice and multimedia contacts between networked sites 
in a mixed PABX environment. 

• Open Queue—Use Contact Center Multimedia to route 
multimedia contacts to agents by using the existing scripting 
and skillset routing features available for calls. You must install 
and license the Open Queue feature for Agent Desktop.

• Multiplicity—Use Multiplicity to enable an agent to manage 
multiple contacts simultaneously by configuring a Multiplicity 
Presentation Class (MPC) in CCMA and assigning it to an 
agent.

Instant Messaging is available only on SIP Avaya Communication 
Server 1000.

(1 of 2)

Variable Value
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The following table provides a list of CCMA-specific variables.

Primary License Manager 
IP Address

The IP address of the License Manager server.

If the Contact Center License Manager co-resides on the Contact 
Center Manager Server, type the IP address for the Contact Center 
Manager Server.

Primary License Port The number of the communication port opened between the 
License Manager and the Contact Center Manager Server. The 
default port number is 3998 when you use only one License 
Manager.

Secondary License 
Manager IP Address

The IP address of the secondary License Manager server. The 
secondary License Manager server is used only in a corporate 
licensed environment.

Switch Serial Number The serial number for the Contact Center License Manager. You 
must obtain the serial number from your distributor.

Variable Value

Application destination drive The drive on which the Contact Center Manager 
Administration (CCMA) server software is installed. 

Product Updates Location The parent directory in which your administrator downloads 
the software patches. 

Enable CCMA replication CCMA replication is reproducing an active copy of the 
database for backup or emergency failure. In case of server 
failure, a current database is available to maintain the contact 
center. Clear the check box on the primary server.

LDAP Port Number The port number for the Lightweight Directory Access Protocol 
(LDAP) for which common contact information is stored on a 
server. The default value of the port is 3899. Check with the 
system administrator to ensure that the port number is not 
already in use.

If you install the Security Framework on the same server as 
CCMA, you must change the LDAP port number. You cannot 
use the default number.

(1 of 2)

Variable Value
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The following table provides a list of CCT-specific variables.

SSL Port Number The port number for the Secure Sockets Layer (SSL) that 
controls security when applications are communicating across 
the network. The default port is 6366. Check with the system 
administrator to ensure that the port number is not already in 
use.

If you are installing the Security Framework on the same 
server as Contact Center Manager Administration, you must 
change the SSL port number. You cannot use the default 
number.

System Account Configuration 
Password

The password for the CCMA System Account user account. 
Confirm the password in the second box.

The password is not checked against the server security 
policy for minimum password requirements. Avaya 
recommends that you enter a password that conforms to your 
corporate password policy.

Variable Value

CCT Host Name The host name of the remote Communication Control Toolkit 
server (applicable to configurations for which the Communication 
Control Toolkit is not co-resident with Contact Center Manager 
Server).

CCT Port A1, A2, B1, B2 Accept the default CCT Port numbers unless you must change 
them for security purposes.

Use a Remote CCT Server Select this check box if the Communication Control Toolkit server 
does not co-reside with the Contact Center Manager Server.

Variable Value

(2 of 2)
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CCT-IVR software installation 
This chapter describes how to install the CCT-IVR software. Use CCT-IVR to handle 
voice contacts automatically without agent interaction. Installed with Contact Center, 
CCT-IVR allows both automatic voice responses and agents to work with customers to 
handle incoming voice contacts.

Attention:  CCT-IVR is supported only on the Windows Server 2003 operating system. 
CCT-IVR is not supported co-resident with Avaya Aura™ Contact Center software.

CCT-IVR software installation procedures
This task flow shows you the sequence of procedures you perform to install the 
CCT-IVR software on a server. To link to any tasks, click CCT-IVR software installation 
navigation (page 105).

CCT-IVR software installation procedures

CCT-IVR software installation navigation
• Installing CCT-IVR (page 106)
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Installing CCT-IVR
Install the third-party interactive voice response (IVR) software.

Procedure steps
Step Action

1 Insert the Contact Center DVD into the DVD drive of your server.

2 Navigate to the folder where CCTIVR is stored. 

3 Double-click IVR-CTIInstaller.exe.

4 If you are prompted, restart the server.

--End--
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installation

This chapter describes how to install the optional Avaya Aura™ Contact Center 
Multimedia server software that enables your contact center to handle multimedia 
contacts, depending on the PABX you use and your licensed features. Contact Center 
Multimedia (CCMM) software enables routing of e-mail (including voice mail, SMS, 
faxes, and scanned documents), outbound, instant messaging and Web communication 
contacts to appropriate agents based on subject, contact type, or the time that the 
contact arrives.

In large contact center environments, you must install the Contact Center Multimedia 
software alone on a server in your network. In some small contact center environments, 
you can install Contact Center Multimedia co-resident with the other server applications 
(CCMS, CCMA, CCT). Separate servers are required for e-mail, Web communication, 
and some outbound call processing.

Attention:  For the system to correctly handle backup and restore SNMP events, you 
must install Windows SNMP Service before you install CCMM. 

Prerequisites to CCMM software installation
• Prepare your server for software installation. See Server preparation (page 21).

• Download all supported patches. See Installing the latest operating system service 
packs (page 28).

• Partition the drives as required. For more information, see Avaya Aura™ Contact 
Center Planning and Engineering (NN44400-210).

• Install Internet Information Service (IIS), Active Directory Lightweight Directory 
Services and Application Server roles (see Installing operating system components 
for Contact Center Manager Administration (page 59)).

• If you use e-mail in your contact center, install and configure an inbound e-mail 
server and an outbound e-mail server in your network.

• If you use Web communications in your contact center, install and configure a Web 
server in your network.

• If you use predictive outbound in your contact center, ensure that the predictive 
outbound hardware and software is configured for your network. 

• Install Contact Center Manager Server, Contact Center License Manager, Contact 
Center Manager Server Utility, Contact Center Manager Administration, and 
Communication Control Toolkit software in your network.

• Ensure that your new Contact Center license file is available.



Contact Center Multimedia software installation

108 NN44400-311 Contact Center Installation 02 March 2011

 

CCMM software installation procedures
This task flow shows you the sequence of procedures you perform to install Contact 
Center Multimedia software on your server. To link to any procedure, go to CCMM 
software installation navigation (page 108).

Contact Center Multimedia server installation procedures

CCMM software installation navigation
• Configuring Internet Information Service (page 109)

• Configuring Data Execution Prevention (page 110)

• Installing the Contact Center Multimedia server software (page 111)

• Installing the external Web server software (page 115)

Job aid: Installation time
The estimated time to install the Contact Center Multimedia server software is 30 
minutes. This time can vary depending on the server, network infrastructure, and your 
confidence level with the software. This installation time is based on installing a server 
that meets the minimum specification for this function.
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Configuring Internet Information Service
Configure Internet Information Service (IIS) to enable the Web-based administration 
application for the Multimedia software. IIS is an optional component of the Windows 
Server 2008 Release 2 installation. 

Prerequisites
• Install Windows Server 2008 64-bit Release 2.

• If you install Contact Center Multimedia co-resident with Contact Center Manager 
Administration, you need not perform this procedure. IIS was installed with Contact 
Center Manager Administration.

Procedure steps
Step Action

1 Choose Start, Administration Tools, Server Manager.

2 In the left-hand column of the Server Manager, right-click Roles, select Add Roles.

3 Review the requirements for the new role, and click Next.

4 Under Roles, select Web Server (IIS) Support.

5 If an Add Roles Wizard message box appears, listing features required by Web Server 
(IIS) Support appears, click Add Required Features.

6 Click Next.

7 On the Web Server (IIS) introduction page, click Next.

8 On the Select Role Services page, under Common HTTP Features, select the 
following services:

• Static Content

• Default Document

• Directory Browsing

• HTTP Errors

• HTTP Redirection

Attention:  All other services check boxes must be cleared.

9 On the Select Role Services page, under Application Development, select the 
following services:

• ASP.NET

• .NET Extensibility

• ASP

• ISAPI Extensions

• ISAPI Filters
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• Server Side Includes

Attention:  All other services check boxes must be cleared.

10 On the Select Role Services page, under Health and Diagnosis, select the following 
services:

• HTTP Logging

• Logging Tools

• Request Monitor

• Tracing

Attention:  All other services check boxes must be cleared.

11 On the Select Role Services page, under Security, select all services.

12 On the Select Role Services page, under Performance, select all services.

13 On the Select Role Services page, under Management Tools, select the following 
services:

• IIS Management Console

• IIS Management Scripts and Tools

• Management Service

• All items under IIS 6 Management Compatibility

Attention:  All other services check boxes must be cleared.

14 Click Next.

15 Review the installation information.

16 Click Install.

17 On the Installation Results page, click Close.

18 Restart the server if required.

--End--

Configuring Data Execution Prevention
Configure the Data Execution Prevention (DEP) hardware and software to perform 
additional checks on memory that protect the Contact Center Multimedia server against 
malicious code exploitation. 
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Procedure steps
Step Action

1 Log on to Windows as administrator.

2 Choose Start, Control Panel, System and Security.

3 Click System.

4 In the System window, click Advanced system settings.

5 In the System Properties dialog box, click the Advanced tab.

6 Under Performance, click Settings.

7 In the Performance Options dialog box, click the Data Execution Prevention tab.

8 On the Data Execution Prevention tab, select Turn on DEP for essential Windows 
programs and services only.

9 Click OK.

10 On the System Properties dialog box, click OK.

11 Click OK to restart the computer.

--End--

Installing the Contact Center Multimedia server software
Install the Contact Center Multimedia server software to provide inbound and outbound 
voice, instant message, e-mail (including voice mail, SMS, faxes and scanned 
documents), and Web communications contact types in your contact center.

Prerequisites
• Download the most recent Contact Center Multimedia and common component 

patches to the server. See Downloading the most recent patches to the server 
(page 30).

• Empty all temporary folders on the server. To determine the specific temporary 
folders for a server, access the DOS prompt and type set. Note the values listed for 
TEMP and TMP, and delete all files in those locations.

Procedure steps
Step Action

1 Insert the Avaya Aura™ Contact Center DVD into the DVD drive of your server.

2 If the installation does not automatically start, double-click Setup.exe.

3 Click Install to install the Microsoft .NET Framework 3.5 SP1 and Visual C++ runtime 
libraries on the server. 
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If you are prompted to accept the Microsoft .NET Framework 3.5.1 license agreement, 
click Accept. If you are prompted to restart the server, click Yes and repeat step 2.

4 On the Welcome window, click Next.

5 If you already installed a Contact Center server software application on this server, 
click Add a Component, and then skip to step 8.

6 On the License Agreement window, read the terms of the agreement.

7 Click I ACCEPT the Terms of the End-User License Agreement.

8 Click Next.

9 On the Application Selection window, from the Select Switch Type list, select the 
PABX type for your system. 

10 Under Install Type, select installation type for your system.

11 Under Multimedia Server (CCMM), select CCMM Primary Server.

12 Click Next.

13 On the Product Data Upgrade window, click Next.

14 On the Installation Destination window, on the Application Destination Drive tab, 
select the Application Destination Drive.

15 Click the Database Destination Drive tab.

16 Under Install Multimedia Server Database to, select the drive for the Multimedia 
Server Database.

17 Click the Product Updates Location tab.

18 Under Select the parent directory where patches are stored, select the drive on 
which you stored the patches. Click Browse to locate the folder.

19 Click Next.

The System Readiness Check utility runs on the server.

20 If the System Readiness Check utility returns a Fail, the software installation cannot 
proceed until you correct the problem. Review any failures returned by the System 
Readiness Check and consult Avaya Aura™ Contact Center Planning and Engineering 
(NN44400-210) to determine the actions to resolve the issue.

You can ignore warnings if the potential impact to the operation of the contact center is 
understood and not applicable.

21 Click Next.

22 On the Installation Data window, type the installation details for the CCMM - Primary 
Server tab.

23 Click Next.

24 On the Summary window, review and verify the information. 

25 Click Install.

26 After the installation is complete, click Finish.

27 If prompted, restart the server.
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28 Disable Java Runtime Environment (JRE) updates. See Disabling Java Runtime 
Environment updates (page 173).

Attention:  Updating to an unsupported version of JRE can cause the contact center to cease 
operation and may require the reinstallation of the contact center server.

--End--
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Variable definitions

Variable Value

Application Destination The drive on which the Contact Center Multimedia software 
application is installed. 

Database Destination The drive on which the Contact Center Multimedia database is 
installed. You must choose a drive other than the drive on 
which the application is installed.

Product Updates Location The parent directory in which your administrator downloads 
the software patches. 

Enable Instant Messaging and 
Presence

Select the check box to enable Instant messaging and 
Presence. These two features are supported in an 
OCS-compliant system such as SIP with Avaya 
Communication Server 1000.

Manager Server The name of the server on which the Contact Center Manager 
Server software is installed.

License Server The name of the server on which the Contact Center License 
Manager software is installed.

Telephony Server The name of the server on which the Communication Control 
Toolkit software is installed.

Administration Server The name of the server on which the Contact Center Manager 
Administration software is installed.

Web Reporting Server Name The name of the server on which the peer-to-peer instant 
messages are tracked in the Contact Summary Report (CSR) 
for a SIP-enabled contact center with OCS. An agent can use 
the peer-to-peer feature to create instant messages to other 
agents in the contact center while handling a customer 
contact. If an agent creates an instant message while idle, the 
instant message is not tracked.

Web Reporting Port The port for the optional server on which peer-to-peer reports 
are stored. The default port number is 9090.

UC Server - Server IP The Avaya Aura™ Communications Manager server IP 
address, or depending on your Avaya Aura™ Unified 
Communications platform configuration, a suitable SIP-proxy 
endpoint.

Inbound Mail Server (POP3) The name of the server to on which e-mail messages are 
received in your network.

Outbound Mail Server (SMTP) The name of the server from on which e-mail messages are 
sent. Your inbound and outbound mail servers can have the 
same name.

Enter Predictive Outbound 
Configuration

An option to use Predictive Outbound in your contact center, if 
Predictive Outbound is installed. Select the check box to 
enable the fields and enter the server information.
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Installing the external Web server software
Install the external Web server software if you are licensed for Web communications and 
text chat in your contact center, and you have an external Web server on your network. 
You must install software on your external Web server for the Contact Center 
Multimedia functionality.

Prerequisites
• Ensure that the Web server meets the minimum requirements for installing Apache 

Tomcat 5.5.

• Ensure that the Web server has J2SE 5.0.

• Ensure that the Apache Tomcat 5.5 Servlet engine is running on the Web server. 
For more information about installing Apache Tomcat 5.5, see www.apache.org.

• Install the Contact Center Multimedia server software. For more information, see 
Installing the Contact Center Multimedia server software (page 111).

• On www.avaya.com/devconnect, under the Products & SDKs page, navigate to the 
Avaya Aura Contact Center Release 6.1 section, select CCMM Web 
Communications Toolkit Downloads, and download the "Web Communications SDK 
and Reference Implementation" package. 

Procedure steps
Step Action

1 Log on to the external Web server using the local administrator user ID and password.

Predictive Server The name of the Predictive Outbound solutions application 
server on which the administration software resides, or the 
CPSE2 server.

Predictive Reporting Server The name of the Predictive Outbound solutions server that 
contains the statistics for reporting predictive outbound data, 
or Portfolio server.

Web Stats Server The name of the optional Web Stats server that agents and 
supervisors use to view real-time statistics for call handling, 
skillset data, and the state information on the Agent Desktop. 

Web Stats Port The port number of the Web Stats server. The default port 
number is 9086.

Web Communications Server The name of the server on which the Web Customer Interface 
is installed if Web communications is licensed in your contact 
center. 

Variable Value
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2 Double-click setup.exe.

3 In the Welcome dialog box, click Next.

4 In the License Agreement dialog box, read and understand the terms of the license 
agreement.

5 Click I accept the terms in the license agreement.

6 Click Next.

7 In the Installation Configuration dialog box, in the CCMM Server Name box, type the 
host name of the server on which the Contact Center Multimedia server software is 
installed.

8 In the SMTP Server Name box, type the host name of the Standard Mail Transfer 
Protocol (SMTP) server.

9 In the Configured CCMM Mailbox box, type the mailbox name configured in the 
Contact Center Multimedia Administrator application to use for sending HTML forms.

10 Click Next.

11 In the Destination Folder dialog box, view the installation location for your software.

12 Click Next.

13 In the Installation Summary dialog box, review the installation details.

14 Click Install.

15 After the Apache Tomcat services stop and restart automatically, click Finish.

--End--

Variable definitions

Variable Value

CCMM Server Name The name of the server on which Contact Center Multimedia 
software is installed.

SMTP Server Name The host name of the Simple Mail Transfer Protocol (SMTP) 
server. The SMTP server is required if you want to configure 
your Web server to send HTML forms to customers. You can 
configure the SMTP server name during installation or 
configure it later. Instructions for configuring the SMTP server 
name are in Avaya Aura™ Contact Center Server 
Administration (NN44400-610).

Configured CCMM Mailbox The name of the mailbox configured in the Contact Center 
Multimedia Administrator application that you want to use for 
sending HTML forms to customers. You can configure the 
CCMM Mailbox during installation or configure it later. 
Instructions for configuring the CCMM Mailbox are in Avaya 
Aura™ Contact Center Server Administration (NN44400-610).
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Media Application Server software 
installation 

This chapter describes how to install Media Application Server (MAS) software in your 
SIP-enabled Avaya Aura™ Contact Center.

Media Application Server (MAS) is a software based media processing platform. The 
Avaya Aura™ Contact Center DVD contains an enhanced version of MAS which 
contains an additional component—Contact Center Services for MAS (CCSM). CCSM 
provides the conference, announcement, and dialog services required by SIP-enabled 
Contact Center.

Prerequisites to Media Application Server installation
• Prepare your server for software installation. See Server preparation (page 21).

• Partition the drives as required. For more information, see Avaya Aura™ Contact 
Center Planning and Engineering (NN44400-210).

• Install Contact Center Manager Server, Contact Center License Manager, Server 
Utility, and Contact Center Manager Administration software in your network.

• Ensure that your new Contact Center license file is available.

• Avaya Aura™ Contact Center Release 6.0/6.1 Media Application Server is 
supported only on a SIP-enabled Contact Center.

• All UDP Ports must be opened.

Media Application Server installation procedures
This task flow shows you the sequence of procedures you perform to install the Media 
Application Server software. To link to any task, click Media Application Server 
installation navigation (page 118).
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Media Application Server installation procedures

Media Application Server installation navigation
• Installing the Media Application Server software (page 118)

Job aid: Installation time
The estimated time to install the Media Application Server software is 30 minutes. This 
time can vary depending on the server, network infrastructure, and your confidence level 
with the software. This installation time is based on installing a server that meets the 
minimum specification for this function.

Installing the Media Application Server software 
Install the Media Application Server (MAS) software to enable the automatic answering 
of contacts in a SIP-enabled contact center environment.

Prerequisites
• Download the most recent MAS and common component patches to the server. See 

Downloading the most recent patches to the server (page 30).

• If you are adding MAS as a component on a single server SIP-enabled Contact 
Center, use the System Control and Monitoring Utility to stop all Contact Center 
services and use the Windows Services to stop the SymposiumWC and Contact 
Center Tomcat Instance services, before the install.



NN44400-311 Contact Center Installation 02 March 2011 119

 

Media Application Server software installation

Procedure steps
Step Action

1 Insert the Contact Center DVD into the DVD drive of your server.

2 If the installation does not automatically start, double-click Setup.exe.

3 Click Install to install the Microsoft .NET Framework 3.5 SP1 and Visual C++ runtime 
libraries on the server. 

If you are prompted to accept the Microsoft .NET Framework 3.5.1 license agreement, 
click Accept. If you are prompted to restart the server, click Yes and repeat step 2.

4 On the Welcome window, click Next.

5 If you previously installed a Contact Center server software application on this server, 
click Add a Component, and then skip to step 11.

6 On the License Agreement window, read the terms of the agreement.

7 Click I ACCEPT the Terms of the End-User License Agreement.

8 Click Next.

9 On the Application Selection window, from the Select Switch Type list, select the 
PABX type for your system.

10 Under Install Type, select installation type for your system.

11 Select Media Application Server.

12 Click Next.

13 On the Installation Destination window, on the Application Destination Drive tab, 
select the Application Destination Drive.

14 Click the Product Updates Location tab.

15 Under Select the parent directory where patches are stored, select the drive on 
which you stored the patches. Click Browse to locate the folder.

16 Click Next.

The System Readiness Check runs on the server.

17 If the System Readiness Check utility returns a Fail, the software installation cannot 
proceed until you correct the problem. Review any failures returned by the System 
Readiness Check and consult Avaya Aura™ Contact Center Planning and Engineering 
(NN44400-210) to determine the actions to resolve the issue.

You can ignore warnings if the potential impact to the operation of the contact center is 
understood and not applicable.

18 Click Next.

19 In the Summary window, confirm all information is correct.

20 Click Install.

21 After the installation is complete, click Finish.

22 If you are prompted, restart the server.
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23 Disable Java Runtime Environment (JRE) updates. See Disabling Java Runtime 
Environment updates (page 173).

Attention:  Updating to an unsupported version of JRE can cause the contact center to cease 
operation and may require the reinstallation of the contact center server.

--End--
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Agent Desktop client software installation
This chapter describes how to install the Agent Desktop client software on each client 
computer in your contact center. The Agent Desktop enables agents to handle contacts 
of all media types enabled in your contact center from the start to the end of a contact. 
The Agent Desktop is part of the Avaya Aura™ Contact Center solution.

The Agent Desktop client application is installed on the client computers from the server 
when you access a folder on the server.

Prerequisites for Agent Desktop client software installation
• Install Contact Center Multimedia software (see Contact Center Multimedia software 

installation (page 107)) or the telephony toolbar on the Communication Control 
Toolkit server (see Agent Desktop Telephony Toolbar software installation 
(page 79)).

• You must install Contact Center Manager Administration on a server (see Contact 
Center Manager Administration primary server software installation (page 57)) 
before you install Agent Desktop on a client computer. 

• Install one of the supported operating systems for Agent Desktop on the client 
computer. The supported operating systems are as follows:

— Windows XP with Service Pack 2 (SP2) or later

— Windows 7

— Windows Vista

• Ensure that you have administrative privileges on the client computer.

• Install Internet Explorer Release 7.0 or later.

Agent Desktop client software installation procedures
This task flow shows you the sequence of procedures you perform to install the Agent 
Desktop application on your client. To link to any tasks, click Agent Desktop client 
software installation navigation (page 122).
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Agent Desktop client software installation procedures

Agent Desktop client software installation navigation
• Installing Agent Desktop client software (page 123)
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Installing Agent Desktop client software
Install the Agent Desktop client software on each client computer for which an agent 
logs on to handle contacts using the softphone and multimedia toolbar.

Procedure steps
Step Action

1 On the client computer, start Internet Explorer.

2 In the Address box, type http://<servername>/agentdesktop.

3 On the Agent Desktop page, click Install Prerequisites.

The client downloads the .NET Framework and C++ software from the server and 
installs the application on the client.

4 Click Launch AAAD.

5 On the Application Install - Security Warning message box, click Install.

--End--

Variable definitions

Variable Value

servername The name of the Contact Center Multimedia server or the 
Communication Control Toolkit server on which the Agent 
Desktop server software is installed.
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Service Creation Environment client 
software installation

This chapter describes how to install the Service Creation Environment software on a 
client computer so that you can create flows for routing voice, e-mail, or instant message 
(IM) contacts in an offline mode to minimize disruption within your Avaya Aura™ Contact 
Center.

The Service Creation Environment software is also installed on the Contact Center 
Manager Administration server, and you can use an offline mode to create scripts.

Prerequisites to Service Creation Environment client software installation
• Prepare your server for software installation. See Server preparation (page 21).

• Ensure that your new Contact Center license file is available.

Service Creation Environment client software installation procedures
This task flow shows you the sequence of procedures you perform to install the Service 
Creation Environment software on a client. To link to any tasks, click Service Creation 
Environment client software installation navigation (page 125).

Service Creation Environment client software installation procedures

 Service Creation Environment client software installation navigation
• Installing the Service Creation Environment client software (page 126)
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Installing the Service Creation Environment client software
Install the Service Creation Environment software on a client to allow your administrator 
to create scripts for routing calls offline. You can then import the new scripts into your 
contact center when the new scripts are tested and validated.

Prerequisites
• Ensure that you have enough free disk space on the C drive. See Avaya Aura™ 

Contact Center Planning and Engineering (NN44400-210).

Procedure steps
Step Action

1 Log on to Contact Center Manager Administration.

2 Select Service Creation, Launch Service Creation.

Install any additional software, if a window opens with an installation request. 

A VBScript window opens.

3 Click OK. 

4 Click Run. 
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Agent Desktop Displays software 
installation

This chapter describes how to prepare and install the Agent Desktop Displays software 
on each client in your Avaya Aura™ Contact Center. The Agent Desktop Displays 
application provides real-time skillset monitoring on agent desktops for supervisors or 
contact center agents.

Prerequisites to Agent Desktop Displays software installation
• Install the Contact Center Manager Administration software. See Installing the 

Contact Center Manager Administration primary server software (page 64).

• Ensure that you have administrative privileges on the client.

• Ensure that one of the supported operating systems for Agent Desktop Displays is 
installed on the client. The supported operating systems are as follows:

— Windows XP with Service Pack 2 (SP2) or later

— Windows Server 2008 Release 2

— Windows Vista

— Windows 7

Agent Desktop Displays software installation procedures
This task flow shows you the sequence of procedures you perform to install Agent 
Desktop Displays software on your client.To link to any procedures, go to Agent Desktop 
Displays installation navigation (page 128).
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Agent Desktop Displays software installation procedures

Agent Desktop Displays installation navigation
• Installing Agent Desktop Display client software (page 128)

• Installing Windows update KB917607 (page 130)

Installing Agent Desktop Display client software
Install Agent Desktop Display software to provide skillset monitoring to Contact Center 
Manager Server agents.

You can install both the standard English version and the multilanguage support version 
of the Agent Desktop Display client software.
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Prerequisites
• Configure a shared network directory on the Contact Center Manager 

Administration server.

• If you install Agent Desktop Displays on a Contact Center Manager Administration 
server that uses proxy settings for Internet Explorer, for Agent Desktop Displays to 
function, ensure that the proxy settings exception list includes the full computer 
name and IP address of the Contact Center Manager Administration server.

• The IP multicast addresses that you select for Real-time Statistics Multicast (RSM) 
sending and receiving must be within the 224.0.1.0 to 239.255.255.255 range. Ask 
your network administrator for acceptable IP multicast addresses for your network.

Procedure steps
Step Action

1 Log on to the client PC with administrator privileges.

2 Browse to the shared network directory on the Contact Center Manager Administration 
server at <install directory>: \Avaya\Contact Center\Manager Administration\
Apps\ADD\ADD Client.

OR

Insert the Contact Center DVD into the DVD drive of the client PC and browse to Install 
Software, CCMA, Agent Desktop Displays Client.

3 Double-click setup.exe.

4 In the Agent Desktop Displays - InstallShield Wizard dialog box, from the list, select 
the language in which to install Agent Desktop Display.

5 Click OK.

6 In the Welcome to the InstallShield Wizard for Agent Desktop Displays dialog box, 
click Next.

7 In the Customer Information dialog box, in the User name box, type a user name.

8 In the Organization name box, type your company name.

9 Select Anyone who uses this computer (all users).

10 Click Next.

11 In the Setup Type dialog box, select Complete to install all Agent Desktop Display 
components in the default directory.

12 Click Next.

13 In the Ready to Install the Program dialog box, click Install.

14 If a Files in Use dialog box appears, click Retry.

15 In the Server Configuration dialog box, in Contact Center Manager Administration: 
Active box, type the IP address or host name of the active Contact Center Manager 
Administration server.

16 In the Active Port box, type the port number for the active Contact Center Manager 
Administration server.
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17 In the Contact Center Manager Server: Active box, type the IP address or host name 
of the active Contact Center Manager Server.

18 If you install a standby Contact Center Manager Administration server, in the Contact 
Center Manager Administration: Standby box, type the IP address or host name of 
the standby Contact Center Manager Administration server.

19 In the Standby Port box, type the port number for the standby Contact Center 
Manager Administration server.

20 If you install a standby Contact Center Manager Server, in the Contact Center 
Manager Server: Standby box, type the IP address or host name of the standby 
Contact Center Manager Server.

21 Select the Active Contact Center Manager Administration server check box.

22 Select the Active Contact Center Manager Server server check box.

23 Click Save.

24 In the InstallShield Wizard Completed dialog box, click Finish.

--End--

Installing Windows update KB917607
If you install Windows Vista on the client, users cannot view online help for Agent 
Desktop Displays. To view online help, you must download and install Windows update 
KB917607 on each client. This update includes the WinHlp32.exe file, which is required 
to view WinHelp help files, such as Agent Desktop Display online Help.

Prerequisites
• Install Windows Vista.

• Open www.microsoft.com.

Procedure steps
Step Action

1 On the Microsoft Web site, search for the file KB917607.

2 In the list of search results, browse to and click the download link.

3 Follow the download and install instructions.

--End--
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Avaya Communication Server 1000 Data 
Extraction Tool installation

This chapter describes how to install the Avaya Aura™ Contact Center Avaya 
Communication Server 1000 Data Extraction Tool software. The CS 1000 Data 
Extraction Tool is a software application that extracts information about resources such 
as Terminal Numbers (TNs), voice ports, Controlled Directory Numbers (CDNs), 
Interactive Voice Response Automatic Call Distribution DNs (IVR ACD-DNs), and routes 
from an Avaya Communication Server 1000 PABX. The tool saves this information in 
Excel spreadsheets.

You can install the Avaya Communication Server 1000 Data Extraction Tool on a client 
PC or on the Contact Center Manager Administration server.

Prerequisites to Avaya Communication Server 1000 Data Extraction Tool 
software installation

• Prepare your server for software installation. See Server preparation (page 21).

• Ensure that your client PC or server meet all requirements. For more information, 
see Avaya Aura™ Contact Center Planning and Engineering (NN44400-210).

• Install Microsoft Excel 97 or later on the PC or server.

Avaya Communication Server 1000 Data Extraction Tool software 
installation procedures

This task flow shows you the sequence of procedures you perform to install the Avaya 
Communication Server 1000 Data Extraction Tool software on a client. To link to any 
tasks, click Avaya Communication Server 1000 Data Extraction Tool software 
installation navigation (page 132).
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Avaya Communication Server 1000 Data Extraction Tool software installation procedures

Avaya Communication Server 1000 Data Extraction Tool software installation 
navigation

• Installing the Avaya Communication Server 1000 Data Extraction Tool software 
(page 132)

Job aid: Installation time
The estimated time to install the Avaya Communication Server 1000 Data Extraction 
Tool software is 15 minutes. This time can vary depending on the server, network 
infrastructure, and your confidence level with the software. This installation time is 
based on installing a server that meets the minimum specification for this function.

Installing the Avaya Communication Server 1000 Data Extraction Tool 
software

Install the Avaya Communication Server 1000 Data Extraction Tool to allow an 
administrator to extract information about resources such as Terminal Numbers (TNs), 
voice ports, Controlled Directory Numbers (CDNs), Interactive Voice Response 
Automatic Call Distribution DNs (IVR ACD-DNs), and routes from the Avaya 
Communication Server 1000.
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Procedure steps
Step Action

1 Insert the Contact Center DVD into the DVD drive and browse to Install Software, 
CCMA, CS 1000 Data Extraction Tool.

2 Double-click CS1000 Data Extraction Tool.msi.

3 On the Welcome dialog box, click Next.

4 On the Destination Folder dialog box, click Next to accept the default folder for the 
Avaya Communication Server 1000 Data Extraction Tool.

OR

Click Change to choose a new location.

5 On the Ready to Install the Program dialog box, click Install.

6 On the InstallShield Wizard Completed dialog box, click Finish.

--End--
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Contact Center Manager Server standby 
software installation

This chapter describes how to install Avaya Aura™ Contact Center server software on 
the High Availability standby Contact Center Manager Server (CCMS). This feature is 
available only when you have a High Availability Standby Server license.

You can configure this CCMS server as a Standby CCMS to take over contact 
processing and become the active CCMS if the active CCMS fails. This standby CCMS 
provides High Availability redundancy and resiliency.

You can configure this CCMS server as a CCMS Geographic Redundancy node. The 
CCMS Geographic Redundancy node shadows the active CCMS. Geographic 
Redundancy nodes do not automatically take over if the active system fails.

The software installation configuration on the standby server must match the 
configuration of your primary server. If you installed Contact Center Manager Server 
and License Manager on your active server, then you must install these two software 
applications in the same location on your standby server. If the active server is 
co-resident with CCMS, Communication Control Toolkit (CCT), and Contact Center 
Manager Administration (CCMA), you must install CCMS, CCT, and CCMA on the 
standby server. All applications must be at the same patch level. 

The standby and active servers must be at the same patch level and have the same hard 
disk drive partitions.

Prerequisites to CCMS standby software installation
• Prepare your server for Contact Center software installation. See Server preparation 

(page 21).

• Partition the drives as required for Contact Center. For more information, see Avaya 
Aura™ Contact Center Planning and Engineering (NN44400-210). This standby 
CCMS server must be partitioned the same as the active CCMS server.

• Understand the configuration of the primary server software.

Attention:  You must install the standby applications exactly the same way as the 
active applications. The standby and active servers must have the same patch level 
and the same hard disk drive partitions.

• Ensure you have a Standby Server license for CCMS.

• Install and configure a remote access tool such as LogMeIn Rescue 
(www.logmein.com) or enable the Microsoft Remote Desktop tool. See Enabling 
Microsoft Remote Desktop connection (page 33).

http://www.logmein.com
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Attention:  For the system to correctly handle backup and restore SNMP events, you 
must install Windows SNMP Service before you install CCMS. 

CCMS standby software installation procedures
This task flow shows you the sequence of procedures you perform to install Contact 
Center Manager Server software on your server. To link to any tasks, click CCMS 
standby software installation navigation (page 136).

CCMS standby software installation procedures

CCMS standby software installation navigation
• Disabling NetBIOS (page 37)

• Connecting to the contact center subnet (page 38)
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• Connecting the Embedded LAN subnet (page 38)

• Configuring the binding order (page 39)

• Installing the Contact Center Manager Server standby software (page 137)

Job aid: Installation time
The estimated time to install the Contact Center Manager Server software is 90 minutes. 
This time can vary depending on the server, network infrastructure, and your confidence 
level with the software. This installation time is based on installing a server that meets 
the minimum specification for this function.

Installing the Contact Center Manager Server standby software
Install the Contact Center Manager Server (CCMS) software on a standby server. You 
can configure this redundant CCMS to take over contact processing and become the 
active CCMS if the primary CCMS fails; or, you can configure the CCMS to only shadow 
the active CCMS and to be a redundant CCMS.

Prerequisites
• Ensure you are licensed for a redundant Contact Center Manager Server.

• Install the primary Contact Center Manager Server. See Contact Center Manager 
Server software installation (page 35).

• If you install Contact Center Manager Server software with an AML Avaya 
Communication Server 1000 PABX, ensure the PABX is configured. See Avaya 
Aura™ Contact Center Configuration – Avaya CS1000 Integration (NN44400-512).

• If you install Contact Center Manager Server software with a SIP Avaya 
Communication Server 1000 PABX, ensure the PABX is configured. See Avaya 
Aura™ Contact Center SIP Commissioning (NN44400-511).

• If you install Contact Center Manager Server software with an Avaya Aura™ Unified 
Communications platform, ensure the platform is configured. See Avaya Aura™ 
Contact Center Configuration – Avaya Aura™ Unified Communications Platform 
Integration (NN44400-521).

• Download the most recent Contact Center Manager Server patches to the server. 
See Downloading the most recent patches to the server (page 30).

Procedure steps
Step Action

1 Insert the Contact Center DVD into the DVD drive of your server.

2 If the installation does not automatically start, double-click Setup.exe.
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3 Click Install to install the Microsoft .NET Framework 3.5 SP1 and Visual C++ runtime 
libraries on the server. 

If you are prompted to accept the Microsoft .NET Framework 3.5.1 license agreement, 
click Accept. If you are prompted to restart the server, click Yes and repeat step 2.

4 On the Welcome window, click Next.

5 On the License Agreement window, read the terms of the agreement.

6 Click I ACCEPT the Terms of the End-User License Agreement.

7 Click Next.

8 On the Application Selection window, from the Select Switch Type list, select the 
PABX type for your system.

9 Under Install Type, select installation type for your system.

10 Under Contact Center Manager Server (CCMS), select Nodal Server.

In addition to installing Contact Center Manager Server, this selection installs the Open 
Queue Open Interface, the Open Networking Open Interface and Multiplicity which you 
can license and configure later.

11 Click Next.

12 On the Product Data Upgrade window, click Next.

13 On the Installation Destination window, on the Application Destination Drive tab, 
accept the default location for the Application Destination Drive.

14 Click the Database Destination Drive tab.

15 Under Install Manager Server database to, select the drive for the Contact Center 
Manager Server database.

16 Click the Product Updates Location tab.

17 Under Select the parent directory where patches are stored, select the drive on 
which you stored the patches. Click Browse to locate the folder.

18 Click Next.

The System Readiness Check utility runs on the server.

19 If the System Readiness Check utility returns a Fail, the software installation cannot 
proceed until you correct the problem. Review any failures returned by the System 
Readiness Check and consult Avaya Aura™ Contact Center Planning and Engineering 
(NN44400-210) to determine the actions to resolve the issue.

You can ignore warnings if the potential impact to the operation of the contact center is 
understood and not applicable.

20 Click Next.

21 On the Installation Data window, type the installation details for each tab.

If Communication Control Toolkit or Contact Center Multimedia are part of the solution, 
you must select the Open Queue check box on the Licensing tab and complete the 
details on the corresponding CCT Server tab.

22 Click Next.
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23 On the Summary window, review and verify the information. 

24 Click Install.

25 After the installation is complete, click Finish.

26 If you are prompted, restart the server.

--End--

Procedure job aid
The following table provides a list of common Contact Center Manager Server variable 
definitions. 

Variable Value

Application destination drive The location to install the Contact Center Manager Server 
software. You must install the CCMS software to D:\Avaya\
Contact Center.

Database destination drive The location to install the Contact Center Manager Server 
Caché database. Install the CCMS database on the database 
destination drive in the Avaya\Contact Center\Database\
CCMS folder.

Product updates location The parent directory of the software patches. 

Customer Name The designated person in charge of the Contact Center 
Manager Server software.

Company Name The name of the company using the Contact Center Manager 
Server software.

Site Name The site name for the Contact Center Manager Server. 

The site name must not contain spaces or non-alphabetical 
characters except hyphen (-) and underscore (_). The first 
character must be a letter. The site name must be unique and 
can consist of 6 to 15 characters.

RSM IP Address The RSM IP Address of the server to associate with sending 
real-time data. 

The IP address must be from 224.0.1.0 to 239.255.255.255. 
The default is 230.0.0.1.

Contact Center Server Subnet 
IP Address

The IP Address of the subnet that connects the Contact 
Center servers (Contact Center Manager Server, Network 
Control Center, Contact Center Manager Administration, 
Contact Center Multimedia, and (optionally) Avaya 
CallPilot™) are connected.

(1 of 2)
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The following table provides a list of AML Avaya Communication Server 1000-specific 
variables.

ELAN Subnet IP Address The IP Address of the embedded local area network, a 
dedicated Ethernet LAN that connects the Contact Center 
Manager Server and the PABX.

You must select the check box for the ELAN subnet IP 
Address if you use an ELAN subnet.

Select Switch Type Type of PABX you use in your contact center to handle 
telephone contacts. You can choose from the following: 

• AML Avaya Communication Server 1000 

• SIP Avaya Communication Server 1000

• SIP Avaya Aura™ Unified Communications platform

• No Switch Configured. Select this option when installing 
Avaya Aura™ Contact Center for multimedia only—Non 
Voice Multimedia

Install Type The type of installation, you can choose from the following: 

• Multimedia and Voice. This type of installation supports 
voice and multimedia contact types.

• Non Voice Multimedia. This type of installation supports 
only multimedia contact types.

Variable Value

Switch Name The name of the AML Avaya Communication Server 1000. 

Valid characters for PABX names are A–Z, a–z, 0–9, 
underscore (_), and period (.). Names must begin with an 
alphabetical character and cannot contain spaces. The last 
character must not be an underscore or a period. Names must 
not exceed 80 characters in length.

Switch IP Address The IP address of the PABX. 

Alternative Switch IP Address The IP address of the PABX, if there is more than one IP 
address registered for the PABX.

Switch Customer Number The customer number for the PABX.

(1 of 2)

Variable Value

(2 of 2)
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The following table provides a list of configuration variables specific to the SIP Avaya 
Communication Server 1000.

Voice Connection Type The method used to connect to the PABX. 

If you use Avaya CallPilot™, beside Voice Connection Type, 
select TCP and specify the ELAN subnet IP address of the 
Avaya CallPilot™ server and then configure the CallPilot 
Server Port to 10008.

CallPilot IP Address The IP address of the primary Avaya CallPilot™ voice 
connection type to the Contact Center Manager Server for an 
Avaya Communication Server 1000 PABX.

CallPilot Port The port number of the primary Avaya CallPilot™ voice 
connection type to the Contact Center Manager Server for an 
Avaya Communication Server 1000 PABX.

CallPilot Alternative IP Address The IP address of the alternate Avaya CallPilot™ voice 
connection for the Avaya Communication Server 1000 PABX.

CallPilot Alternative Port The port number of the alternate Avaya CallPilot™ voice 
connection type to the Contact Center Manager Server for an 
Avaya Communication Server 1000 PABX.

Variable Value

Local SIP Subscriber

• Contact Center Name

• Domain

• Password

• Network Transport

Information about the environment of the SIP-enabled contact 
center, and how to identify the server within its network.

The registration user name on the registration proxy. Use a suitable 
user name following the standards in your system.

Associated domain name for the SIP-enabled contact center.

Password for the registration user name.

The SIP Communication protocol accepted by the system for 
incoming calls.

TCP/UDP Port default is 5060

TLS Port default is 5061

SIP Server Type Type of SIP proxy for the contact center integration

MS_Locale Locale (including language and dialects) of the system 
environment.

(1 of 2)

Variable Value

(2 of 2)
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The following table provides a list of variables specific to the Licensing tab.

SIP Proxy Server

• IP Address

• Port

• Transport

Information about the server that provides support for SIP 
Computer Telephony Integration so that Agent Desktop can acquire 
and control agent telephones for TR87. Avaya recommends that 
you use the conventions used within your environment (for 
example, use the conventions associated with your Network 
Routing Service on Avaya Communication Server 1000.

The IP address of the SIP Proxy Server.

The server listening port. The default port is 5060.

The SIP Communication protocol accepted by the system for 
incoming calls. Avaya recommends that you use TCP/IP for Avaya 
Communication Server 1000 and TLS for an Avaya Aura™ Unified 
Communications platform.

SIP
IM Proxy Server

• IP Address

• Port

• Transport

Information about the server that supports the deployment of Instant 
Message over SIP. IM is only available on an Avaya 
Communication Server 1000 platform.

The IP address of the SIP IM Proxy Server.

The server listening port. The default port is 5060.

The SIP Communication protocol accepted by the system for 
incoming calls. Avaya recommends that you use TCP/IP for Avaya 
Communication Server 1000 and TLS for an Avaya Aura™ Unified 
Communications platform.

Presence server The server that monitors and advises clients of the activity status. 
The IM and presence features are only supported in an 
OCS-supported environment. These features are not supported on 
an Avaya Aura™ Unified Communications platform.

SIP Registration Registration of Route Points as endpoints on your Proxy Server. 
This is not required for this release.

SIP CTI Proxy Server

• IP 

• Port

• Transport

Information about the server that provides support for outbound 
calls, such as routing a call to an agent telephone. Avaya 
recommends that you use the conventions within your existing 
environment. For example, use the same settings as the current 
settings if you are using an Network Routing Server within an Avaya 
Communication Server 1000 environment.

The IP address of the SIP CTI Proxy Server.

The server listening port. The default port is 5060.

The SIP Communication protocol accepted by the system for 
incoming calls. Avaya recommends that you use TCP/IP for Avaya 
Communication Server 1000 and TLS for an Avaya Aura™ Unified 
Communications platform.

Variable Value

(2 of 2)
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The following table provides a list of CCT-specific variables.

Variable Value

CCMS Package The installation package indicates the licenses that you have 
purchased.

Optional Packages You must choose the package you have purchased. Some 
packaged features include the following:

• Universal Networking—Use Network Skill-Based Routing to 
route voice and multimedia contacts between networked sites 
in a mixed PABX environment. 

• Open Queue—Use Contact Center Multimedia to route 
multimedia contacts to agents by using the existing scripting 
and skillset routing features available for calls. You must install 
and license the Open Queue feature for Agent Desktop.

• Multiplicity—Use Multiplicity to enable an agent to manage 
multiple contacts simultaneously by configuring a Multiplicity 
Presentation Class (MPC) in CCMA and assigning it to an 
agent.

Instant Messaging is available only on SIP Avaya Communication 
Server 1000.

Primary License Manager 
IP Address

The IP address of the License Manager server.

If the Contact Center License Manager co-resides on the Contact 
Center Manager Server, type the IP address for the Contact Center 
Manager Server.

Primary License Port The number of the communication port opened between the 
License Manager and the Contact Center Manager Server. The 
default port number is 3998 when you use only one License 
Manager.

Secondary License 
Manager IP Address

The IP address of the secondary License Manager server. The 
secondary License Manager server is used only in a corporate 
licensed environment.

Serial Number The serial number for the Contact Center License Manager. You 
must obtain the serial number from your distributor.
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Variable Value

CCT Host Name The host name of the remote Communication Control Toolkit 
server (applicable for configurations where Communication 
Control Toolkit is not co-resident with Contact Center Manager 
Server.

CCT Port A1, A2, B1, B2 Accept the default CCT Port numbers unless you must change 
them for security purposes.

Use a Remote CCT Server Select this check box if the Communication Control Toolkit server 
does not co-reside with the Contact Center Manager Server.
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This chapter describes how to configure the windows accounts used by Contact Center 
Manager Administration (CCMA) High Availability replication in your Avaya Aura™ 
Contact Center solution.

Contact Center Manager Administration (CCMA) redundancy is provided by the addition 
of a replication or standby CCMA server. CCMA stores configuration data in Microsoft 
Active Directory - Lightweight Directory Services (AD\LDS). The standby CCMA 
replicates the AD\LDS on the primary CCMA. The standby CCMA uses AD\LDS 
replication to maintain a copy of the primary CCMA configuration data. If the active 
CCMA fails, no loss of configuration data occurs because the standby CCMA replicates 
the data stored in AD\LDS.

The primary active CCMA and the standby replication CCMA must both be in the same 
Windows workgroup or domain for AD\LDS replication to work. AD\LDS replication uses 
a common windows account, used by both CCMA servers, to copy or replicate 
configuration data from the primary CCMA AD\LDS to the standby CCMA AD\LDS.

If both CCMA servers are in domain, perform the following steps to create the AD\LDS 
Replication account:

• Ask your Systems Administrator to create a domain user account for use by AD\LDS 
Replication, for example "adreplication".

• Assign this domain user account to the local Administrators and local Replicator 
groups on both CCMA servers.

• Assign the "Log On as a Service" permission to this domain user account on both 
CCMA servers.

If both CCMA servers are in a work group, perform the following steps to create the AD\
LDS Replication account: 

• Create a local user account on both CCMA Servers using the same name, for 
example "adamreplication". Ensure both accounts have the same name and 
password.

• Assign this local user account to the local Administrators and local Replicator groups 
on both CCMA Servers.

• Add the "Log On as a Service" permission to this user on both CCMA Servers.

If the active server is co-resident with Contact Center Manager Server (CCMS), 
Communication Control Toolkit (CCT), and CCMA, you must install CCMS, CCT, and 
CCMA on the standby server. All applications must be on the same patch level.



CCMA standby pre-install configuration

146 NN44400-311 Contact Center Installation 02 March 2011

 

CCMA standby pre-install configuration procedures
This task flow shows the sequence of procedures to perform to prepare for the 
installation of a Contact Center Manager Administration standby server. To link to any 
task, go to CCMA standby pre-installation configuration navigation (page 146).

CCMA standby pre-installation configuration procedures

CCMA standby pre-installation configuration navigation
• Saving managed, active and standby server names and IP addresses (page 147)

• Creating a user account for AD\LDS Replication (page 148)
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• Adding the AD\LDS Replication account to the primary administrators and replicator 
group (page 149)

• Configuring the AD\LDS Replication account as a service account (page 150)

• Changing the service account of the primary CCMA AD\LDS instance (page 150)

• Verifying the AD\LDS Replication account is applied to the AD\LDS instance 
(page 151)

• Creating the AD\LDS Replication account on the standby CCMA (page 152)

• Adding the AD\LDS Replication account to the standby administrators and replicator 
group (page 153)

Job aid: Installation time
The estimated time to perform the pre-installation setup is 1 hour. This installation time 
is based on installing a server that meets the minimum specification for this function.

Saving managed, active and standby server names and IP addresses
To ensure that no WINS issue exists with regard to the managed, active, and standby 
servers IP addresses, save these details to the hosts file.

Perform this procedure on the Active and Standby Servers.

Procedure steps
Step Action

1 Open Windows Explorer.

2 Go to the folder C:\Windows\system32\drivers\etc.

3 Right-click the hosts file, select Open With and choose Notepad.

4 Add the following to the hosts file: CLAN Managed IP address and the server name to 
the hosts file. 

• CLAN Managed IP address and the server name

• Active and Standby Server name and IP addresses

Attention:  The Managed Server name can be a full name or netbios server name as shown 
in the following example.
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--End--

Creating a user account for AD\LDS Replication
Create a user account on the primary Contact Center Manager Administration server. 
This user account is for AD\LDS Replication. This procedure is necessary when you 
install both CCMA servers in a work group. If this primary CCMA server is in a domain 
this user account should be imported from a domain account setup by your System 
Administrator.

For this procedure, the name of the local user account is adamreplication. You can 
choose another name for the account.

Prerequisites
• You plan to use AD\LDS replication in your contact center to create a live backup for 

your Contact Center Manager Administration server.

• Log on to the primary Contact Center Manager Administration server.

Procedure steps
Step Action

1 On the Contact Center Manager Administration server, click Start, Administrative 
Tools, Computer Management.

2 In the Computer Management window, expand Local Users and Groups.

3 Right-click Users, and click New User.

4 In the New User dialog box, in the User name box, type adamreplication.

5 In the Password box, type a password.

6 In the Confirm password box, retype the password.

7 Clear the User must change password at next logon check box.

8 Click Create.

9 Click Close to close the New User dialog box.
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--End--

Adding the AD\LDS Replication account to the primary administrators and 
replicator group

Add the AD\LDS Replication account to the local Administrators and replicator group on 
the primary CCMA server. 

For this procedure, the name of the AD\LDS Replication account is adamreplication. 
You can choose another name for the account.

Prerequisites
• Create a local user account on the primary Contact Center Manager Administration 

server. See Creating a user account for AD\LDS Replication (page 148).

• Log on to the primary Contact Center Manager Administration server.

Procedure steps
Step Action

1 On the Contact Center Manager Administration server, click Start, Administrative 
Tools, Computer Management.

2 In the Computer Management window, expand Local Users and Groups.

3 Click the Users folder.

4 In the right-pane, double-click adamreplication.

5 In the adamreplication Properties dialog box, click the Member Of tab.

6 Click Add.

7 In the Select Groups dialog box, in the Enter the object names to select box, type 
Administrators.

8 Click OK.

9 In the adamreplication Properties dialog box, click Add.

10 In the Select Groups dialog box, in the Enter the object names to select box, type 
Replicator.

11 Click OK.

12 In the adamreplication Properties dialog box, click Apply to save your changes.

13 Click OK to close the adamreplication Properties dialog box.

--End--
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Configuring the AD\LDS Replication account as a service account
Configure the AD\LDS Replication account as a service account on the primary Contact 
Center Manager Administration server. This account is the AD\LDS Replication service 
account.

For this procedure, the name of the AD\LDS Replication account is adamreplication. 
You can choose another name for the account.

Prerequisites
• Add the local user account to the local Administrators and replicator group on the 

primary Contact Center Manager Administration server. See Adding the AD\LDS 
Replication account to the primary administrators and replicator group (page 149).

• Log on to the primary Contact Center Manager Administration server.

Procedure steps
Step Action

1 Click Start, Administrative Tools, Local Security Policy,

2 In the Local Security Settings window, in the left pane, expand the Local Policies 
folder.

3 Click the User Rights Assignment folder.

4 In the right pane, double-click Log on as a service.

5 In the Log on as a service Properties dialog box, click Add User or Group.

6 In the Select Users, Computers, or Groups dialog box, type the account name 
(adamreplication).

7 Click OK.

The account appears in the Log on as a service list.

8 Click Apply to save your changes.

9 Click OK to close the Log on as a service Properties dialog box.

--End--

Changing the service account of the primary CCMA AD\LDS instance
Change the service account of an AD\LDS instance on the primary Contact Center 
Manager Administration server. This account is the AD\LDS Replication service 
account.

For this procedure, the name of the AD\LDS Replication account is adamreplication. 
You can choose another name for the account.
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Prerequisites
• Configure the local account as a service account on the primary Contact Center 

Manager Administration server. See Configuring the AD\LDS Replication account 
as a service account (page 150).

• Log on to the primary Contact Center Manager Administration server.

Procedure steps
Step Action

1 On the Contact Center Manager Administration server, select Start, All Programs, 
Run. Type cmd and hit Enter.

2 At the command prompt, type net stop <instance name> where <instance name> 
represents the service name of the ADAM instance on which to change the service 
account (tmaccslab.com/domainreplication). The default instance name is 
SymposiumWC.

3 At the command prompt, type dsdbutil.

4 At the dsdbutil prompt, type activate instance <instancename>; <instancename> 
represents the service name of the AD\LDS instance on which to change the service 
account (adreplication). The default instancename is SymposiumWC.

5 At the dsdbutil prompt, type change service account <account name password>; 
<account name password>, represents the name and password of the account to use 
as the AD\LDS service account.

6 At the dsdbutil prompt, type quit to exit dsdbutil.

7 At the command prompt, type net start <instance name> to restart the AD\LDS 
instance.

--End--

Verifying the AD\LDS Replication account is applied to the AD\LDS instance
Verify the account applied to the AD\LDS instance to ensure the change to the service 
account is successful on the primary CCMA server.

For this procedure, the name of the AD\LDS Replication account is adamreplication. 
You can choose another name for the account.

Prerequisites
• Change the service account of an AD\LDS instance on the primary Contact Center 

Manager Administration server. See Changing the service account of the primary 
CCMA AD\LDS instance (page 150).

• Log on to the primary Contact Center Manager Administration server.
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Procedure steps
Step Action

1 Click Start, Administrative Tools, Services.

2 In the right pane, right-click SymposiumWC and click Properties.

3 In the SymposiumWC Properties dialog box, click the Logon tab.

4 Confirm that the entry in the This account box equals the local user account 
(adamreplication).

--End--

Creating the AD\LDS Replication account on the standby CCMA
Create an account on the standby Contact Center Manager Administration server. This 
account is the AD\LDS Replication service account. This procedure is necessary when 
you install the standby CCMA in a work group. This account must have the same name 
and password as the AD\LDS Replication account on the primary CCMA server. If this 
standby CCMA server is in a domain, then you must import this user account from a 
domain account configured by your System Administrator.

For this procedure, the name of the AD\LDS Replication account is adamreplication. 
You can choose another name for the account.

Prerequisites
• Verify the AD\LDS accounts on the primary Contact Center Manager Administration 

server. See Verifying the AD\LDS Replication account is applied to the AD\LDS 
instance (page 151).

• Install the Contact Center Manager Administration server on a standby server for 
replication. See Avaya Aura™ Contact Center Installation (NN44400-311).

• Know the user account details (user name and password) on the primary server. The 
details for the account on the standby server must match the details for the account 
on the primary server.

• Log on to the standby Contact Center Manager Administration server.

Procedure steps
Step Action

1 On the Contact Center Manager Administration server, click Start, Administrative 
Tools, Computer Management.

2 In the Computer Management window, expand Local Users and Groups.

3 Right-click Users, and click New User.

4 In the New User dialog box, in the User name box, type adreplication.
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5 In the Password box, type a password.

6 In the Confirm password box, retype the password.

7 Clear the User must change password at next logon check box.

8 Click Create.

9 Click Close to close the New User dialog box.

--End--

Adding the AD\LDS Replication account to the standby administrators and 
replicator group

Add the local user account or the domain account to the local Administrators and 
replicator group on the standby Contact Center Manager Administration server. This 
account is the AD\LDS Replication service account.

For this procedure, the name of the AD\LDS Replication account is adamreplication. 
You can choose another name for the account.

Prerequisites
• Add the primary Contact Center Manager Administration server to a work group.

• Log on to the standby Contact Center Manager Administration server.

Procedure steps
Step Action

1 On the Contact Center Manager Administration standby server, click Start, 
Administrative Tools, Computer Management.

2 In the Computer Management window, expand Local Users and Groups.

3 Click the Users folder.

4 In the right pane, double-click adreplication (the name of the local user account).

5 In the adreplication Properties dialog box, click the Member of tab.

6 Click Add.

7 In the Select Groups dialog box, in the Enter the object names to select box, type 
Administrators.

8 Click OK.

9 In the adreplication Properties dialog box, click Add.

10 In the Select Groups dialog box, in the Enter the object names to select box, type 
Replicator.

11 Click OK.
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12 In the adreplication Properties dialog box, click Apply to save your changes.

13 Click OK to close the adreplication Properties dialog box.

--End--
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Contact Center Manager Administration 
standby software installation

This chapter describes how to install High Availability standby Contact Center Manager 
Administration (CCMA) software. CCMA stores configuration information in Microsoft 
Active Directory - Lightweight Directory Services (AD-LDS). Install the standby CCMA 
to replicate the primary CCMA AD-LDS in your Avaya Aura™ Contact Center solution.

This standby CCMA can become the active CCMA if the primary CCMA fails. This 
standby CCMA provides redundancy and resiliency. No automatic CCMA switchover 
occurs. If the active CCMA fails, the Contact Center starts using the standby CCMA.

If the active server is co-resident with Contact Center Manager Server (CCMS), 
Communication Control Toolkit (CCT), and CCMA, you must install CCMS, CCT, and 
CCMA on the standby server. 

The standby and active servers must have the same patch level and the same hard disk 
drive partitions.

Prerequisites to CCMA standby software installation
• Prepare your server for software installation. See Server preparation (page 21).

• Partition the drives as required. For more information, see Avaya Aura™ Contact 
Center Planning and Engineering (NN44400-210).

• Ensure that you have a Standby Server license for this standby CCMA server.

• Understand the configuration of the primary server software in your contact center.

Attention:  You must install the standby applications exactly the same as the active 
applications. The standby and active servers must have the same patch level and the 
same hard disk drive partitions.

• Install and configure a remote access tool such as LogMeIn Rescue 
(www.logmein.com) or enable the Microsoft Remote Desktop tool. See Enabling 
Microsoft Remote Desktop connection (page 33).

CCMA standby software installation procedures
This task flow shows you the sequence of procedures you perform to install the 
replication Contact Center Manager Administration software on your server. To link to 
any tasks, click CCMA standby software installation navigation (page 156). CCMA 
supports Sybase clients when the Sybase Open Client software and ODBC driver are 
installed.

http://www.logmein.com
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CCMA standby software installation navigation
• Installing operating system components for Contact Center Manager Administration 

(page 59)
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• Installing Sybase Open Client 12.5 (page 61)

• Updating the Sybase ODBC driver (page 62)

• Verifying that the system successfully updated the driver (page 63)

• Installing the Contact Center Manager Administration standby server software 
(page 157)

Job aid: Installation time
The estimated time to install the Contact Center Manager Administration software is 30 
minutes. This time can vary depending on the server, network infrastructure, and your 
confidence level with the software. This installation time is based on installing a server 
that meets the minimum specification for this function.

Installing the Contact Center Manager Administration standby server 
software 

To configure a CCMA replication server install CCMA on the standby server and enable 
replication. Enabling replication requires a few extra steps at install time to configure the 
standby server. A replication server can only be configured at install time.

Prerequisites
• Install and configure Internet Information Systems (IIS) on your Windows 2008 

Server. See Installing operating system components for Contact Center Manager 
Administration (page 59).

• If you plan to report statistics from Contact Center Manager Server release 7.0, 
install Sybase Open Client 12.5. See Installing Sybase Open Client 12.5 (page 61).

• If you plan to report statistics from Contact Center Manager Server release 7.0, 
update the Sybase ODBC driver on your server and verify the updated driver. See 
Updating the Sybase ODBC driver (page 62). This step is required only when you 
use Sybase clients.

• Download the most recent Contact Center Manager Administration patches to the 
server. See Downloading the most recent patches to the server (page 30).

Procedure steps
Step Action

1 Insert the Contact Center DVD into the DVD drive of your server.

2 If the installation does not automatically start, double-click Setup.exe.

3 Click Install to install the Microsoft .NET Framework 3.5 SP1 and Visual C++ runtime 
libraries on the server. 
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If you are prompted to accept the Microsoft .NET Framework 3.5.1 license agreement, 
click Accept. If you are prompted to restart the server, click Yes and repeat step 2.

4 On the Welcome window, click Next.

5 If you already installed a Contact Center server software application on this server, 
click Add a Component, and then skip to step 8.

6 On the License Agreement window, read the terms of the agreement.

7 Click I accept the terms of the License Agreement.

8 Click Next.

9 On the Application Selection window, from the Select Switch Type list, select the 
PABX type for your system.

10 Under Install Type, select installation type for your system.

11 Select Contact Center Manager Administration (CCMA).

12 Click Next.

13 On the Installation Destination window, on the Application Destination Drive tab, 
select the Application Destination Drive.

14 Click the Product Updates Location tab.

15 Under Select the parent directory where patches are stored, select the drive on 
which you stored the patches. Click Browse to locate the folder.

16 Click Next.

The System Readiness Check utility runs on the server.

17 If the System Readiness Check utility returns a Fail, the software installation cannot 
proceed until you correct the problem. Review any failures returned by the System 
Readiness Check and consult Avaya Aura™ Contact Center Planning and Engineering 
(NN44400-210) to determine the actions to resolve the issue.

You can ignore warnings if the potential impact to the operation of the contact center is 
understood and not applicable.

18 Click Next.

19 On the Installation Data window, type the installation details for each tab.

20 Select Enable CCMA Replication.

21 Select Next.The Ready to Install window appears, review and verify the information.

22 Select Install. The install continues until the AD\LDS setup wizard appears. 

23 Select Next.

24 In the Setup Options dialog box, select A replica of an existing instance.

25 Select Next.

26 On the Instance Name dialog box, in the Instance name box, type the AD\LDS 
instance name. The default instance name is SymposiumWC.

27 Click Next.
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28 On the Ports dialog box, if no other applications use the ports, accept the default 
values in the LDAP port number and SSL port number boxes select Next.

Attention:  If an incorrect server name and port number are entered an error message appears.

Attention:  Based on the server configuration, the default values in this window vary as follows: 
LDAP port number is 3899 and SSL port number is 6366. To create a replicating configuration 
set of Contact Center Manager Administration servers, the port numbers entered in the Port 
window must match the port numbers used to install the primary Contact Center Manager 
Administration server. As with the primary Contact Center Manager Administration installation, 
no other application must use these ports. Check with your administrator to ensure that these 
ports match the port numbers used for the primary Contact Center Manager Administration 
installation with which you replicate. Check with your administrator to ensure that no other 
applications use these ports. If the ports are in use, ask your administrator to recommend 
different port numbers, and then in the LDAP port number and SSL port number boxes, enter 
the new numbers.

29 On the Joining a Configuration Set dialog box, in the Server box, type the name of 
the primary Contact Center Manager Administration server to replicate. If you do not 
know the computer name, proceed to the next step. Otherwise, type the primary 
Contact Center Manager Administration server name and skip to step 38.

30 Select Browse to locate the computer.

31 In the Select Computer dialog box, in the Select this object type box, ensure that 
Computer appears. If it does not appear, click Object Types and select Computer.

32 In the From this location box, ensure that your domain controller appears. If it does 
not appear, click Locations to select it.

33 When these values are in the boxes noted, click Advanced.

34 Click Find Now.

35 From the list of computers, select the primary Contact Center Manager Administration 
server to replicate, and then click OK.

36 Click OK.

37 On the Joining a Configuration Set window, in the LDAP Port box, type the port 
number on the remote server that the AD-LDS instance uses to communicate, and then 
select Next.

Attention:  A configuration set is a group of AD-LDS instances that share the same 
configuration and schema. For example, when you replicate Contact Center Manager 
Administration AD-LDS instances, they all belong to the same configuration set.

38 On the Active Directory Application Mode Setup Wizard Credentials for the 
Configuration Set dialog box, select This account.

39 If the replicating server is in a domain in the Username box, enter the domain name 
followed by the user name in the format <domain name>\<username> 

OR
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If the replicating server is in a work group, in the Username box, enter the primary 
server name, this is the server running the primary AD-LDS instance, followed by the 
user name.

Attention:  If you enter a domain user, the domain user you select must be the one which was 
used with primary CCMA server, and must be a member of both local Domain Administrators 
group and built-in replicator group. In addition, this user must be configured to run as a service.

Attention:  If you added the primary and replicating server to a workgroup, this is the password 
used to log on to the server that is running the primary AD-LDS instance.

40 In the Password box, enter the password for this user account.

41 Click Next. 

The system confirms the existence of the other AD-LDS instance on the server you 
indicated, and confirms the port number and user credentials you typed.

42 In the Copying Application Directory Partitions dialog box, in the Available 
partitions box, select the partition DC=nortelnetworks,DC=COM.

Attention:  The directory partitions that exist in the other AD-LDS instance appear in the 
Available partitions box. All Contact Center Manager Administration specific AD-LDS instances 
have the DC=nortelnetworks,DC=COM partition. If this partition does not appear, this AD-LDS 
instance contains no Contact Center Manager Administration specific data and you cannot 
replicate this instance.

43 Select Next. 

44 In the File Location dialog box, accept the default values, click Next. 

45 In the Service Account Selection dialog box, choose the option for service account 
requirements of the AD-LDS instance that you create, that best suits your network 
configuration, Click Next.

Attention:  If you select This account, the username and password must match the username 
and password to log on to the primary AD-LDS instance. Because AD-LDS runs as a service 
on the server, it requires a service account. AD-LDS service account requirements depend on 
the Windows domain environment in which you install AD-LDS, and the options in this window 
vary based on your configuration. In this example, AD-LDS is installed as a Windows Server 
2008 member server in a Windows 2000 domain, so Network service account is selected.

46 In the AD LDS Administrators dialog box, select This account. 

47 Click Browse to locate the domain or workgroup account that can be used to 
administer this ADAM instance.

48 Click Next. 

The Active Directory Application Mode Setup Wizard Ready to Install dialog appears.

49 Confirm the installation components, and click Next. 

50 Click Finish.

51 If prompted, restart the server.



NN44400-311 Contact Center Installation 02 March 2011 161

 

Contact Center Manager Administration standby software installation

--End--

Variable definitions

Variable Value

Application destination drive The drive on which the Contact Center Manager 
Administration (CCMA) server software is installed.

Database destination drive The drive on which the Contact Center Manager 
Administration (CCMA) database is installed. Avaya 
recommends that you install the database on a drive different 
from the application.

Product Updates Location The parent directory in which your administrator downloads 
the software patches. 

Enable CCMA replication CCMA replication is reproducing an active copy of the 
database for backup or emergency failure. In case of server 
failure, a current database is available to maintain the contact 
center. Clear the check box on the primary server.

LDAP Port Number The port number for the Lightweight Directory Access Protocol 
(LDAP) on which commonly used contact information is stored 
on a server. The default value of the port is 3899. Ask the 
system administrator to ensure that the port number is not 
already in use.

If you are installing the Security Framework on the same 
server as CCMA, you must change the LDAP port number. 
You cannot use the default number.

HTTP Port Number The port number for the Hypertext Transfer Protocol (HTTP) 
for request/responses between the clients and servers. The 
default port is 80. Check with the system administrator to 
ensure that the port number is not already in use.

You must change the port number to 81 to enable CCMA to run 
correctly with CCMM.

SSL Port Number The port number for the Secure Sockets Layer (SSL) that 
controls security when applications are communicating across 
the network. The default port is 6366. Check with the system 
administrator to ensure that the port number is not already in 
use.

If you install the Security Framework on the same server as 
Contact Center Manager Administration, you must change the 
SSL port number. You cannot use the default number.
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Communication Control Toolkit standby 
software installation 

This chapter describes how to install contact center server software on the standby 
Communication Control Toolkit (CCT) server. High Availability supports hot standby 
resiliency for CCT in your Avaya Aura™ Contact Center solution.

You can configure this CCT server as a standby CCT. The standby CCT takes over 
contact processing and becomes the active CCT if the active CCT fails. This standby 
CCT provides High Availability redundancy and resiliency. 

You can configure this CCT server as a CCT Geographic Redundancy node. The CCT 
Geographic Redundancy node shadows the active CCT. Geographic Redundancy 
nodes do not automatically take over if the active system fails.

The software installation configuration on the standby CCT server must match the 
configuration of your active CCT server. If you installed Communication Control Toolkit 
with other software on your active server, then you must install all software applications 
in the same location on your standby server. If the active server is co-resident with 
Contact Center Manager Server (CCMS), CCT, and Contact Center Manager 
Administration (CCMA), you must install CCMS, CCT, and CCMA on the standby 
server.

The standby and active servers must have the same patch level and the same hard disk 
drive partitions.

 

Prerequisites to CCT standby software installation 
• Prepare your server for software installation. See Server preparation (page 21).

• Partition the drives as required. For more information, see Avaya Aura™ Contact 
Center Planning and Engineering (NN44400-210). The standby CCT server must be 
partitioned the same as the active CCT server.

• Install Contact Center Manager Server, Contact Center License Manager, Server 
Utility, and Contact Center Manager Administration software in your network.

• Understand the configuration of the primary server software in your contact center.

Attention:  You must install the standby applications the same way as the active 
applications. The standby and active servers must be at the same patch level and have 
the same hard disk drive partitions.

• Ensure you have a Standby Server license for Communication Control Toolkit.
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Attention:  For the system to correctly handle backup and restore SNMP events, you 
must install Windows SNMP Service before you install Contact Center server software. 

CCT standby software installation procedures
This task flow shows you the sequence of procedures you perform to install the 
Communication Control Toolkit software on a standby server. To link to any tasks, click 
CCT standby software installation navigation (page 164).

CCT standby software installation procedures

CCT standby software installation navigation
• Installing the Communication Control Toolkit standby server software (page 164)

Job aid: Installation time
The estimated time to install the Communication Control Toolkit software is 40 minutes. 
This time can vary depending on the server, network infrastructure, and your confidence 
level with the software. This installation time is based on installing a server that meets 
the minimum specification for this function.

Installing the Communication Control Toolkit standby server software 
The Communication Control Toolkit configuration you use for the standby CCT server 
must match the primary CCT installation. You must choose the same feature set 
(contact center or knowledge worker) and the same drive letter for the application and 
database as the primary installation.
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Communication Control Toolkit standby software installation

Prerequisites
• Download the most recent Communication Control Toolkit patches to the server. 

See Downloading the most recent patches to the server (page 30).

Procedure steps
Step Action

1 Insert the Avaya Aura™ Contact Center DVD into the DVD drive of your server.

2 If the installation does not automatically start, double-click Setup.exe.

3 Click Install to install the Microsoft .NET Framework 3.5 SP1 and Visual C++ runtime 
libraries on the server. 

If you are prompted to accept the Microsoft .NET Framework 3.5.1 license agreement, 
click Accept. If you are prompted to restart the server, click Yes and repeat step 2.

4 On the Welcome window, click Next.

5 If you already installed a Contact Center Release 6.0/6.1 server software application 
on this server, click Add a Component, and then skip to step 8.

6 On the License Agreement window, read the terms of the agreement.

7 Click I ACCEPT the Terms of the End-User License Agreement.

8 Click Next.

9 On the Application Selection window, from the Select Switch Type list, select the 
PABX type for your system.

10 Under Install Type, select installation type for your system.

11 Under Communication Control Toolkit (CCT), select Contact Center Feature Set.

In addition to installing the Communication Control Toolkit software development kit, 
this selection installs the CCT Open Interfaces, which you can license and configure 
later.

12 Click Next.

13 On the Product Data Upgrade window, click Next.

14 On the Installation Destination window, on the Application Destination Drive tab, 
select the Application Destination Drive

15 Click the Database Destination Drive tab.

16 Under Install Communication Control Toolkit Database to, select the drive for the 
Communication Control Toolkit database.

17 Click the Product Updates Location tab.

18 Under Select the parent directory where patches are stored, select the drive on 
which you stored the patches. Click Browse to locate the folder.

19 Click Next.

The System Readiness Check runs on the server.

20 If the System Readiness Check utility returns a Fail, the software installation cannot 
proceed until you correct the problem. Review any failures returned by the System 
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Readiness Check and consult Avaya Aura™ Contact Center Planning and Engineering 
(NN44400-210) to determine the actions to resolve the issue.

You can ignore warnings if the potential impact to the operation of the contact center is 
understood and not applicable.

21 Click Next.

22 In the Summary window, confirm all information is correct.

23 Click Install.

24 After the installation is complete, click Finish.

25 If you are prompted, restart the server.

--End--

Variable definitions

Variable Value

Application drive The location to install the Communication Control Toolkit 
server software. 

Database drive The location to install the Communication Control Toolkit 
Caché database. 

Product Updates Location The parent directory in which your administrator downloads 
the software patches. 
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Contact Center Multimedia standby software 
installation

This chapter describes how to install contact center server software on the standby 
Contact Center Multimedia (CCMM) server. High Availability supports hot standby 
resiliency for CCMM in your Avaya Aura™ Contact Center solution.

You can configure this CCMM server as a standby CCMM. The standby CCMM takes 
over contact processing and becomes the active CCMM if the active CCMM fails. This 
standby CCMM provides High Availability redundancy and resiliency.

You can configure this CCMM server as a CCMM Geographic Redundancy node. The 
CCMM Geographic Redundancy node shadows the active CCMM. Geographic 
Redundancy nodes do not automatically take over if the active system fails.

You must install the standby applications exactly the same as the active applications. 
The standby and active servers must have the same patch level and the same hard disk 
drive partitions.

Prerequisites to CCMM standby software installation
• Prepare your server for software installation. See Server preparation (page 21).

• Partition the drives as required. For more information, see Avaya Aura™ Contact 
Center Planning and Engineering (NN44400-210).

• Understand the configuration of the active server software in your contact center.

• If you use e-mail in your contact center, install and configure an inbound e-mail and 
an outbound e-mail server in your network.

• If you use Web communications in your contact center, install and configure a Web 
server in your network.

• If you use predictive outbound in your contact center, configure the predictive 
outbound hardware and software.

• Ensure you have a Standby Server license for CCMM.

Attention:  For the system to correctly handle backup and restore SNMP events, you 
must install Windows SNMP Service before you install Contact Center software. 

• Install Contact Center Manager Server, Contact Center License Manager, Server 
Utility, and Contact Center Manager Administration software in your network. 

• You must install the standby applications the same as the active applications. The 
standby and active servers must have the same patch level and the same hard disk 
drive partitions.
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CCMM standby software installation procedures
This task flow shows you the sequence of procedures you perform to install Contact 
Center Multimedia redundancy software on your server. To link to any procedure, go to 
CCMM standby software installation navigation (page 168).

Contact Center Multimedia standby software installation procedures

CCMM standby software installation navigation
• Configuring Internet Information Service (page 109)

• Installing the Contact Center Multimedia standby server software (page 168)

Job aid: Installation time
The estimated time to install the Contact Center Multimedia software is 30 minutes. This 
time can vary depending on the server, network infrastructure, and your confidence 
level with the software. This installation time is based on installing a server that meets 
the minimum specification for this function.

Installing the Contact Center Multimedia standby server software
Install the Contact Center Multimedia standby server software.
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Prerequisites
• Download the most recent Contact Center Multimedia patches to the server. See 

Downloading the most recent patches to the server (page 30).

Procedure steps
Step Action

1 Insert the Avaya Aura™ Contact Center DVD into the DVD drive of your server.

2 If the installation does not automatically start, double-click Setup.exe.

3 Click Install to install the Microsoft .NET Framework 3.5 SP1 and Visual C++ runtime 
libraries on the server. 

If you are prompted to accept the Microsoft .NET Framework 3.5.1 license agreement, 
click Accept. If you are prompted to restart the server, click Yes and repeat step 2.

4 On the Welcome window, click Next.

5 If you already installed a Contact Center server software application on this server, 
click Add a Component, and then skip to step 8.

6 On the License Agreement window, read the terms of the agreement.

7 Click I ACCEPT the Terms of the End-User License Agreement.

8 Click Next.

9 On the Application Selection window, from the Select Switch Type list, select the 
PABX type for your system. 

10 Under Install Type, select installation type for your system.

11 Under Multimedia Server (CCMM), select CCMM Primary Server.

12 Click Next.

13 On the Product Data Upgrade window, click Next.

14 On the Installation Destination window, on the Application Destination Drive tab, 
select the Application Destination Drive.

15 Click the Database Destination Drive tab.

16 Under Install Multimedia Server database to, select the drive for the Multimedia 
Server Database.

17 Click the Product Updates Location tab.

18 Under Select the parent directory where patches are stored, select the drive on 
which you stored the patches. Click Browse to locate the folder.

19 Click Next.

The System Readiness Check utility runs on the server.

20 If the System Readiness Check utility returns a Fail, the software installation cannot 
proceed until you correct the problem. Review any failures returned by the System 
Readiness Check and consult Avaya Aura™ Contact Center Planning and Engineering 
(NN44400-210) to determine the actions to resolve the issue.
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You can ignore warnings if the potential impact to the operation of the contact center is 
understood and not applicable.

21 Click Next.

22 On the Installation Data window, type the installation details for the CCMM - Primary 
Server tab.

23 Click Next.

24 On the Summary window, review and verify the information. 

25 Click Install.

26 After the installation is complete, click Finish.

27 If prompted, restart the server.

--End--

Variable definitions

Variable Value

Application Destination The drive on which the Contact Center Multimedia software 
application is installed. 

Database Destination The drive on which the Contact Center Multimedia database is 
installed. You must choose a drive other than the drive on 
which the application is installed.

Product Updates Location The parent directory in which your administrator downloads 
the software patches. 

Enable IM and Presence Select the check box to enable Instant messaging and 
Presence. These two features are supported in an 
OCS-compliant system such as SIP with Avaya 
Communication Server 1000.

Manager Server The name or IP address of the server on which the Contact 
Center Manager Server software is installed.

License Server The name or IP address of the server on which the Contact 
Center License Manager software is installed.

Telephony Server The name or IP address of the server on which the 
Communication Control Toolkit software is installed.

Administration Server The name or IP address of the server on which the Contact 
Center Manager Administration software is installed.

Web Reporting Server Name An agent can use the peer-to-peer feature to instant message 
other agents in the contact center while handling a customer 
contact. If the Web Reporting server is enabled, the 
peer-to-peer instant messages are tracked in the Contact 
Summary Report. If an agent creates a peer-to-peer IM while 
idle, the IM is not tracked.

(1 of 2)



NN44400-311 Contact Center Installation 02 March 2011 171

 

Contact Center Multimedia standby software installation

Web Reporting Port The port for the optional server on which peer-to-peer reports 
are stored. The default port number is 9090.

UC Server - Server IP The Avaya Aura™ Communications Manager server IP 
address, or depending on your Avaya Aura™ Unified 
Communications platform configuration, a suitable SIP-proxy 
endpoint.

Inbound Mail Server (POP3) The name or IP address of the server to on which e-mail 
messages are received in your network.

Outbound Mail Server (SMTP) The name or IP address of the server from on which e-mail 
messages are sent. Your inbound and outbound mail servers 
can have the same name.

Enter Predictive Outbound 
Configuration

An option to use Predictive Outbound in your contact center, if 
Predictive Outbound is installed. Select the check box to 
enable the fields and enter the server information.

Predictive Server The name or IP address of the Predictive Outbound solutions 
application server on which the administration software 
resides, or the CPSE2 server.

Predictive Reporting Server The name or IP address of the Predictive Outbound solutions 
server that contains the statistics for reporting predictive 
outbound data, or Portfolio server.

Web Stats Server The name or IP address of the optional Web Stats server that 
agents and supervisors use to view real-time statistics for call 
handling, skillset data, and the state information on the Agent 
Desktop. 

Web Stats Port The port number of the Web Stats server. The default port 
number is 9086.

Web Communications Server The name or IP address of the server on which the Web 
Customer Interface is installed if Web communications is 
licensed in your contact center. 

Variable Value

(2 of 2)
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Post install instructions
This chapter contains the procedures you must perform after installing Contact Center 
applications.

Disabling Java Runtime Environment updates
Contact Center supports only specific versions of Java Runtime Environment (JRE). 
The Contact Center Installer installs a supported JRE version, and Contact Center 
service packs install any required JRE updates. It is important that you disable JRE 
automatic updating in the Control Panel on all contact center servers.

Attention:  Updating to an unsupported version of JRE can cause the contact center 
to cease operation and may require the reinstallation of the contact center server.

Prerequisites
• Install the Contact Center applications.

Procedure steps
Step Action

1 Choose Start, Control Panel, Programs.

2 Click Java (32-bit).

3 Click the Update tab.

4 Clear the Check for Updates Automatically check box.

5 In the Warning dialog box, click Never Check.

6 Click OK.

--End--
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Server software uninstallation
Remove any Avaya Aura™ Contact Center Release 6.0/6.1 server software from your 
server to prepare to move the software component to another network server.

Prerequisites for server software un-installation
• Ensure that you have the un-installer on the server or that you have the Contact 

Center Release 6.0/6.1 server installation DVD is in the DVD drive.

Server software un-installation procedures
This task flow shows you the sequence of procedures you perform to un-install any 
server software. To link to any tasks, click Server software un-installation navigation 
(page 176).
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Server software un-installation procedures

Server software un-installation navigation
• Removing the server software patches (page 177)

• Recreating the Translator_EN DSN (page 177)

• Removing the server software (page 178)
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Removing the server software patches
Remove the most recent patches to ensure that you have your base software remaining 
to remove.

Prerequisites
• Ensure that you know the most recent patch.

Procedure steps
Step Action

1 On the server, click Start, All Programs, Avaya, Common Utilities, Contact Center 
Patch Viewer.

2 On the Avaya Contact Center - Patch Viewer dialog box, click Remove All.

3 On the Warning: Confirm Removal of ALL Product Updates message box, click 
Yes.

4 Repeat step 2 to step 3 for each tab on the Avaya Contact Center - Patch Viewer 
dialog box.

5 Click Close.

6 Restart the server.

--End--

Recreating the Translator_EN DSN
On a co-resident server, if you un-install Contact Center Manager Administration and 
then want to un-install Server Utility, you must first recreate the Translator_EN DSN.

Procedure steps
Step Action

1 On the co-resident server, navigate to <install directory>:\Avaya\Contact Center\
Server Utility\Client\en\bin.

2 Double-click recreateDSN.exe.

3 On the Translator_EN DSN Creation Utility dialog box, click Create DSN.

In the Progress section, a message appears stating DSN successfully added.

4 Click Exit.

--End--
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Removing the server software 
Remove all or parts of the server software to remove the software applications and 
corresponding databases from the server.

You can remove the server software with the un-installer on the server or with the 
setup.exe file on your Contact Center Release 6.0/6.1 DVD.

The installation for CCMA includes AD-LDS software. The CCMA un-installation does 
not remove AD-LDS. Removing AD-LDS can cause the operating system to malfunction. 
To un-install AD-LDS software, see Avaya Aura™ Contact Center Troubleshooting 
(NN44400-712). However, un-installing CCMA removes the AD-LDS Instance (CCMA 
data store).

Prerequisites
• Remove all patches for the server software you want to remove.

• To maintain the database, ensure that you back up the database to another network 
location.

• To remove Server Utility from a co-resident server from which Contact Center 
Manager Administration was already removed, you must recreate the 
Translator_EN DSN. See Recreating the Translator_EN DSN (page 177).

Procedure steps
Step Action

1 Click Start, All Programs, Avaya, Contact Center, Uninstaller.

2 On the Welcome window, click Next.

3 On the Program Maintenance window, select Remove.

4 Click Next.

5 On the Remove window, select the software applications to remove.

6 Click Remove.

7 Confirm the software applications to remove.

8 Click Remove.

9 After the installation is complete, click Finish.

10 If you are prompted, restart the server.

--End--



NN44400-311 Contact Center Installation 02 March 2011 179

 

CCTIVR software uninstallation
To un-install CCTIVR software, you must remove CCTIVR patches, then the patch 
bundle, and finally the base software.

CCTIVR software un-installation procedures
This task flow shows you the sequence of procedures you perform to un-install CCTIVR 
software from a server. To link to any tasks, click CCTIVR software un-installation 
navigation (page 179).

CCTIVR software un-installation procedures

CCTIVR software un-installation navigation
• Un-installing CCTIVR patches (page 180)

• Un-installing a patch bundle (page 180)

• Un-installing base software (page 180)
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Un-installing CCTIVR patches
Un-install CCTIVR patches.

Each patch has an un-installation file. This file is always named un-installpatch.pl and is 
in the same directory as the associated patch (normally C:\program\files\avaya\sssuite\
patches\x\).

Procedure steps
Step Action

1 Stop the Avaya MPS Service.

2 Locate the uninstallpatch.pl file using Windows Explorer.

3 Double-click the file to run it.

4 Start the Avaya MPS Service.

--End--

Un-installing a patch bundle
Un-install a patch bundle.

Procedure steps
Step Action

1 Use Add/Remove Programs in the Windows Control Panel dialog box to un-install 
the Patch Bundle.

--End--

Un-installing base software
Un-install base software.

Procedure steps
Step Action

1 Use Add/Remove Programs in the Windows Control Panel dialog box to un-install 
the base software.

--End--
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Appendix: Free open source software 
licensing

Avaya Aura™ Contact Center contains a number of open source software packages, 
which are embedded and delivered as part of the installation. This appendix lists the 
suppliers of these packages and the associated public licenses for their distribution and 
use.

Navigation
• TAO (page 181)

• Apache (page 182)

• Eclipse (page 186)

• SUN (page 191)

• OpenSSL (page 199)

TAO
Copyright and Licensing Information for ACE, TAO, CIAO, and CoSMIC

ACE, TAO, CIAO, and CoSMIC (henceforth referred to as “DOC software” are 
copyrighted by Douglas C. Schmidt and his research group at Washington University, 
University of California, Irvine, and Vanderbilt University, Copyright (c) 1983–2008, all 
rights reserved. Since DOC software is open source, freely available software, you are 
free to use, modify, copy, and distribute—perpetually and irrevocably—the DOC 
software source code and object code produced from the source, as well as copy and 
distribute modified versions of this software. You must, however, include this copyright 
statement along with any code built using DOC software that you release. No copyright 
statement needs to be provided if you just ship binary executables of your software 
products.

You can use DOC software in commercial and/or binary software releases and are 
under no obligation to redistribute any of your source code that is built using DOC 
software. Note, however, that you may not do anything to the DOC software code, such 
as copyrighting it yourself or claiming authorship of the DOC software code, that will 
prevent DOC software from being distributed freely using an open-source development 
model. You needn’t inform anyone that you’re using DOC software in your software, 
though we encourage you to let us know (doc_group@cs.wustl.edu) so we can promote 
your project in the DOC software success stories.

The ACE, TAO, CIAO, and CoSMIC Web sites are maintained by the DOC Group at the 
Institute for Software Integrated Systems (ISIS) and the Center for Distributed Object 
Computing of Washington University, St. Louis for the development of open-source 
software as part of the open-source software community. Submissions are provided by 
the submitter “as is” with no warranties whatsoever, including any warranty of 

http://www.cs.wustl.edu/~schmidt/ACE.html
http://www.cs.wustl.edu/~schmidt/TAO.html
http://www.cs.wustl.edu/~schmidt/TAO.html
http://www.cs.wustl.edu/~schmidt/CIAO.html
http://www.dre.vanderbilt.edu/cosmic/
http://www.dre.vanderbilt.edu/~schmidt/
http://www.cs.wustl.edu/~schmidt/ACE-members.html
http://www.wustl.edu/ 
http://www.uci.edu/
http://www.uci.edu/
http://www.vanderbilt.edu/
http://www.cs.wustl.edu/~schmidt/ACE-users.html
http://www.cs.wustl.edu/~schmidt/ACE.html
http://www.cs.wustl.edu/~schmidt/TAO.html
http://www.cs.wustl.edu/~schmidt/CIAO.html
http://www.dre.vanderbilt.edu/cosmic/
http://www.dre.vanderbilt.edu/
http://www.isis.vanderbilt.edu/
http://www.cs.wustl.edu/~schmidt/doc-center.html
http://www.cs.wustl.edu/~schmidt/doc-center.html
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merchantability, noninfringement of third party intellectual property, or fitness for any 
particular purpose. In no event shall the submitter be liable for any direct, indirect, 
special, exemplary, punitive, or consequential damages, including without limitation, lost 
profits, even if advised of the possibility of such damages. Likewise, DOC software is 
provided as is with no warranties of any kind, including the warranties of design, 
merchantability, and fitness for a particular purpose, noninfringement, or arising from a 
course of dealing, usage or trade practice. Washington University, UC Irvine, Vanderbilt 
University, their employees, and students shall have no liability with respect to the 
infringement of copyrights, trade secrets or any patents by DOC software or any part 
thereof. Moreover, in no event will Washington University, UC Irvine, or Vanderbilt 
University, their employees, or students be liable for any lost revenue or profits or other 
special, indirect and consequential damages. 

DOC software is provided with no support and without any obligation on the part of 
Washington University, UC Irvine, Vanderbilt University, their employees, or students to 
assist in its use, correction, modification, or enhancement. A number of companies 
around the world provide commercial support for DOC software, however. DOC 
software is Y2K-compliant, as long as the underlying OS platform is Y2K-compliant. 
Likewise, DOC software is compliant with the new US daylight savings rule passed by 
Congress as “The Energy Policy Act of 2005”, which established new daylight savings 
times (DST) rules for the United States that expand DST as of March 2007. Since DOC 
software obtains time/date and calendaring information from operating systems, users 
will not be affected by the new DST rules as long as they upgrade their operating 
systems accordingly.

The names ACE, TAO, CIAO, CoSMIC, Washington University, UC Irvine, and 
Vanderbilt University, may not be used to endorse or promote products or services 
derived from this source without express written permission from Washington University, 
UC Irvine, or Vanderbilt University. This license grants no permission to call products or 
services derived from this source ACE, TAO, CIAO, or CoSMIC, nor does it grant 
permission for the name Washington University, UC Irvine, or Vanderbilt University to 
appear in their names. If you have any suggestions, additions, comments, or questions, 
please let me know (d.schmidt@vanderbilt.edu).

Douglas C. Schmidt

Apache
Apache License, Version 2.0

Apache License

Version 2.0, January 2004

http://www.apache.org/licenses/

TERMS AND CONDITIONS FOR USE, REPRODUCTION, AND DISTRIBUTION

http://www.cs.wustl.edu/~schmidt/commercial-support.html
http://www.dre.vanderbilt.edu/~schmidt/
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1. Definitions.

“License” shall mean the terms and conditions for use, reproduction, and distribution as 
defined by Sections 1 through 9 of this document.

“Licensor” shall mean the copyright owner or entity authorized by the copyright owner 
that is granting the License.

“Legal Entity” shall mean the union of the acting entity and all other entities that control, 
are controlled by, or are under common control with that entity. For the purposes of this 
definition, “control” means (i) the power, direct or indirect, to cause the direction or 
management of such entity, whether by contract or otherwise, or (ii) ownership of fifty 
percent (50%) or more of the outstanding shares, or (iii) beneficial ownership of such 
entity.

“You” (or “Your”) shall mean an individual or Legal Entity exercising permissions granted 
by this License.

“Source” form shall mean the preferred form for making modifications, including but not 
limited to software source code, documentation source, and configuration files. 

“Object” form shall mean any form resulting from mechanical transformation or 
translation of a Source form, including but not limited to compiled object code, generated 
documentation, and conversions to other media types.

“Work” shall mean the work of authorship, whether in Source or Object form, made 
available under the License, as indicated by a copyright notice that is included in or 
attached to the work (an example is provided in the Appendix below).

“Derivative Works” shall mean any work, whether in Source or Object form, that is based 
on (or derived from) the Work and for which the editorial revisions, annotations, 
elaborations, or other modifications represent, as a whole, an original work of 
authorship. For the purposes of this License, Derivative Works shall not include works 
that remain separable from, or merely link (or bind by name) to the interfaces of, the 
Work and Derivative Works thereof.

“Contribution” shall mean any work of authorship, including the original version of the 
Work and any modifications or additions to that Work or Derivative Works thereof, that 
is intentionally submitted to Licensor for inclusion in the Work by the copyright owner or 
by an individual or Legal Entity authorized to submit on behalf of the copyright owner. 
For the purposes of this definition, “submitted” means any form of electronic, verbal, or 
written communication sent to the Licensor or its representatives, including but not 
limited to communication on electronic mailing lists, source code control systems, and 
issue-tracking systems that are managed by, or on behalf of, the Licensor for the 
purpose of discussing and improving the Work, but excluding communication that is 
conspicuously marked or otherwise designated in writing by the copyright owner as “Not 
a Contribution.”
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“Contributor” shall mean Licensor and any individual or Legal Entity on behalf of whom 
a Contribution has been received by Licensor and subsequently incorporated within the 
Work.

2. Grant of Copyright License.

Subject to the terms and conditions of this License, each Contributor hereby grants to 
You a perpetual, worldwide, non-exclusive, no-charge, royalty-free, irrevocable 
copyright license to reproduce, prepare Derivative Works of, publicly display, publicly 
perform, sublicense, and distribute the Work and such Derivative Works in Source or 
Object form.

3. Grant of Patent License.

Subject to the terms and conditions of this License, each Contributor hereby grants to 
You a perpetual, worldwide, non-exclusive, no-charge, royalty-free, irrevocable (except 
as stated in this section) patent license to make, have made, use, offer to sell import, 
and otherwise transfer the Work, where such license applies only to those patent claims 
licensable by such Contributor that are necessarily infringed by their Contribution(s) 
alone or by combination of their Contribution(s) with the Work to which such 
Contribution(s) was submitted. If You institute patent litigation against any entity 
(including a cross-claim or counterclaim in a lawsuit) alleging that the Work or a 
Contribution incorporated within the Work constitutes direct or contributory patent 
infringement, then any patent licenses granted to You under this License for that Work 
shall terminate as of the date such litigation is filed.

4. Redistribution.

You may reproduce and distribute copies of the Work or Derivative Works thereof in any 
medium, with or without modifications, and in Source or Object form, provided that You 
meet the following conditions:

You must give any other recipients of the Work or Derivative Works a copy of this 
License, and

You must cause any modified files to carry prominent notices stating that you changed 
the files and

You must retain, in the Source form of any Derivative Works that You distribute, all 
copyright, patent, trademark, and attribution notices from the Source form of the Work, 
excluding those notices that do not pertain to any part of the Derivative Works, and

If the Work includes a “NOTICE” text file as part of its distribution, then any Derivative 
Works that You distribute must include a readable copy of the attribution notices 
contained within such NOTICE file, excluding those notices that do not pertain to any 
part of the Derivative Works, in at least one of the following places: within a NOTICE text 
file distributed as part of the Derivative Works, within the Source form or documentation, 
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if provided along with the Derivative Works, or within a display generated by the 
Derivative Works, if and wherever such third-party notices normally appear. The 
contents of the NOTICE file are for informational purposes only and do not modify the 
License. You may add Your own attribution notices within the Derivative Works that You 
distribute, alongside or as an addendum to the NOTICE text from the Work, provided 
that such additional attribution notices cannot be construed as modifying the License.

You may add Your own copyright statement to Your modifications and may provide 
additional or different license terms and conditions for use, reproduction, or distribution 
of Your modifications, or for any such Derivative Works as a whole, provided Your use, 
reproduction, and distribution of the Work otherwise complies with the conditions stated 
in this License.

5. Submission of Contributions.

Unless You explicitly state otherwise, any Contribution intentionally submitted for 
inclusion in the Work by You to the Licensor shall be under the terms and conditions of 
this License, without any additional terms or conditions. Notwithstanding the above, 
nothing herein shall supersede or modify the terms of any separate license agreement 
you may have executed with Licensor regarding such Contributions.

6. Trademarks.

This License does not grant permission to use the trade names, trademarks, service 
marks, or product names of the Licensor, except as required for reasonable and 
customary use in describing the origin of the Work and reproducing the content of the 
NOTICE file.

7. Disclaimer of Warranty.

Unless required by applicable law or agreed to in writing, Licensor provides the Work 
(and each Contributor provides its Contributions) on an “AS IS” BASIS, WITHOUT 
WARRANTIES OR CONDITIONS OF ANY KIND, either express or implied, including, 
without limitation, any warranties or conditions of TITLE, NON-INFRINGEMENT, 
MERCHANTABILITY, or FITNESS FOR A PARTICULAR PURPOSE. You are solely 
responsible for determining the appropriateness of using or redistributing the Work and 
assume any risks associated with Your exercise of permissions under this License.

8. Limitation of Liability.

In no event and under no legal theory, whether in tort (including negligence), contract, 
or otherwise, unless required by applicable law (such as deliberate and grossly 
negligent acts) or agreed to in writing, shall any Contributor be liable to You for 
damages, including any direct, indirect, special, incidental, or consequential damages 
of any character arising as a result of this License or out of the use or inability to use the 
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Work (including but not limited to damages for loss of goodwill, work stoppage, 
computer failure or malfunction, or any and all other commercial damages or losses), 
even if such Contributor has been advised of the possibility of such damages.

9. Accepting Warranty or Additional Liability.

While redistributing the Work or Derivative Works thereof, You may choose to offer and 
charge a fee for, acceptance of support, warranty, indemnity, or other liability obligations 
and/or rights consistent with this License. However, in accepting such obligations, You 
may act only on Your own behalf and on Your sole responsibility, not on behalf of any 
other Contributor, and only if You agree to indemnify, defend, and hold each Contributor 
harmless for any liability incurred by, or claims asserted against, such Contributor by 
reason of your accepting any such warranty or additional liability.

END OF TERMS AND CONDITIONS

APPENDIX: How to apply the Apache License to your work
To apply the Apache License to your work, attach the following boilerplate notice, with 
the fields enclosed by brackets “[]” replaced with your own identifying information. (Don’t 
include the brackets!) The text should be enclosed in the appropriate comment syntax 
for the file format. We also recommend that a file or class name and description of 
purpose be included on the same “printed page” as the copyright notice for easier 
identification within third-party archives.

 Copyright [yyyy] [name of copyright owner]

Licensed under the Apache License, Version 2.0 (the “License”); you may not use this 
file except in compliance with the License.

You may obtain a copy of the License at www.apache.org.

Unless required by applicable law or agreed to in writing, software distributed under the 
License is distributed on an “AS IS” BASIS, WITHOUT WARRANTIES OR 
CONDITIONS OF ANY KIND, either express or implied.

See the License for the specific language governing permissions and limitations under 
the License.

Eclipse
Eclipse Public License -v 1.0

THE ACCOMPANYING PROGRAM IS PROVIDED UNDER THE TERMS OF THIS 
ECLIPSE PUBLIC LICENSE (“AGREEMENT”) ANY USE, REPRODUCTION OR 
DISTRIBUTION OF THE PROGRAM CONSTITUTES RECIPIENT’S ACCEPTANCE 
OF THIS AGREEMENT.

www.apache.org
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1. DEFINITIONS

“Contribution” means:

a) in the case of the initial Contributor, the initial code and documentation distributed 
under this Agreement, and

b) in the case of each subsequent Contributor:

i) changes to the Program, and

ii) additions to the Program;

where such changes and/or additions to the Program originate from and are distributed 
by that particular Contributor. A Contribution ‘originates’ from a Contributor if it was 
added to the Program by such Contributor itself or anyone acting on such Contributor’s 
behalf. Contributions do not include additions to the Program which: (i) are separate 
modules of the software distributed in conjunction with the Program under their own 
license agreement, and (ii) are not derivative works of the program.

“Contributor” means any person or entity that distributes the Program.

“Licensed Patents” mean patent claims licensable by a Contributor which are 
necessarily infringed by the use or sale of its Contribution alone or when combined with 
the Program.

“Program” means the Contributions distributed in accordance with this Agreement.

“Recipient” means anyone who receives the Program under this Agreement, including 
all Contributors.

2. GRANT OF RIGHTS

a) Subject to the terms of this Agreement, each Contributor hereby grants Recipient a 
non-exclusive, worldwide, royalty-free copyright license to reproduce, prepare 
derivative works of, publicly display, publicly perform, distribute and sublicense the 
Contribution of such Contributor, if any, and such derivative works, in source code and 
object code form.

b) Subject to the terms of this Agreement, each Contributor hereby grants Recipient a 
non-exclusive, worldwide, royalty-free patent license under Licensed Patents to make, 
use, sell, offer to sell, import and otherwise transfer the Contribution of such Contributor, 
if any, in source code and object code form. This patent license shall apply to the 
combination of the Contribution and the Program if, at the time the Contribution is added 
by the Contributor, such addition of the Contribution causes such combination to be 
covered by the Licensed Patents. The patent license shall not apply to any other 
combinations which include the Contribution. No hardware per se is licensed hereunder.
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c) Recipient understands that although each Contributor grants the licenses to its 
Contributions set forth herein, no assurances are provided by any Contributor that the 
Program does not infringe the patent or other intellectual property rights of any other 
entity. Each Contributor disclaims any liability to Recipient for claims brought by any 
other entity based on infringement of intellectual property rights or otherwise. As a 
condition to exercising the rights and licenses granted hereunder, each Recipient 
hereby assumes sole responsibility to secure any other intellectual property rights 
needed, if any. For example, if a third party patent license is required to allow Recipient 
to distribute the Program, it is Recipient’s responsibility to acquire that license before 
distributing the Program.

d) Each Contributor represents that to its knowledge it has sufficient copyright rights in 
its Contribution, if any, to grant the copyright license set forth in this Agreement.

3. REQUIREMENTS

A Contributor may choose to distribute the Program in object code form under its own 
license agreement, provided that:

a) it complies with the terms and conditions of this Agreement; and

its license agreement:

i) effectively disclaims on behalf of all Contributors all warranties and conditions, 
express and implied, including warranties or conditions of title and non-infringement, 
and implies warranties or conditions of merchantability and fitness for a particular 
purpose;

ii) effectively excludes on behalf of all Contributors all liability for damages, such as lost 
profits;

iii) States that any provisions which differ from this Agreement are offered by that 
Contributor alone and not by any other party; and

iv) states that source code for the Program is available from such Contributor, and 
informs licensees how to obtain it in a reasonable manner on or through a medium 
customarily used for software exchange.

When the Program is made available in source code form:

a) it must be made available under this Agreement; and 

b) a copy of this Agreement must be included with each copy of the Program. 
Contributors may not remove or alter any copyright notices contained within the 
Program.
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Each Contributor must identify itself as the originator of its Contribution, if any, in a 
manner that reasonably allows subsequent Recipients to identify the originator of the 
Contribution.

4. COMMERCIAL DISTRIBUTION

Commercial distributors of software may accept certain responsibilities with respect to 
end users, business partners and the like. While this license is intended to facilitate the 
commercial use of the Program, the Contributor who includes the Program in a 
commercial product offering should do so in a manner which does not create potential 
liability for other Contributors. Therefore, if a Contributor includes the Program in a 
commercial product offering, such Contributor (“Commercial Contributor”) hereby 
agrees to defend and indemnify every other Contributor (“Indemnified Contributor”) 
against any losses, damages and costs (collectively “Losses”) arising from claims, 
lawsuits and other legal actions brought by a third party against the Indemnified 
Contributor to the extent caused by the acts or omissions of such Commercial 
Contributor in connection with its distribution of the Program in a commercial product 
offering. The obligations in this section do not apply to any claims or Losses relating to 
any actual or alleged intellectual property infringement. In order to qualify, an 
Indemnified Contributor must: a) promptly notify the Commercial Contributor in writing 
of such claim, and b) allow the Commercial Contributor to control, and cooperate with 
the Commercial Contributor in, the defense and any related settlement negotiations. 
The Indemnified Contributor may participate in any such claim at its own expense.

For example, a Contributor might include the Program in a commercial product offering, 
Product X. That Contributor is then a Commercial Contributor. If that Commercial 
Contributor then makes performance claims, or offers warranties related to Product X, 
those performance claims and warranties are such Commercial Contributor’s 
responsibility alone. Under this section, the Commercial Contributor would have to 
defend claims against the other Contributors related to those performance claims and 
warranties, and if a court requires any other Contributor to pay any damages as a result, 
the Commercial Contributor must pay those damages.

5. NO WARRANTY EXCEPT AS EXPRESSLY SET FORTH IN THIS AGREEMENT, 
THE PROGRAM IS PROVIDED ON AN “AS IS” BASIS, WITHOUT WARRANTIES OR 
CONDITIONS OF ANY KIND, EITHER EXPRESS OR IMPLIED INCLUDING, 
WITHOUT LIMITATION, ANY WARRANTIES OR CONDITIONS OF TITLE, 
NON-INFRINGEMENT, MERCHANTABILITY OR FITNESS FOR A PARTICULAR 
PURPOSE. Each Recipient is solely responsible for determining the appropriateness of 
using and distributing the Program and assumes all risks associated with its exercise of 
rights under this Agreement , including but not limited to the risks and costs of program 
errors, compliance with applicable laws, damage to or loss of data, programs or 
equipment, and unavailability or interruption of operations.

6. DISCLAIMER OF LIABILITY
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EXCEPT AS EXPRESSLY SET FORTH IN THIS AGREEMENT, NEITHER RECIPIENT 
NOR ANY CONTRIBUTORS SHALL HAVE ANY LIABILITY FOR ANY DIRECT, 
INDIRECT, INCIDENTAL, SPECIAL, EXEMPLARY, OR CONSEQUENTIAL DAMAGES 
(INCLUDING WITHOUT LIMITATION LOST PROFITS), HOWEVER CAUSED AND ON 
ANY THEORY OF LIABILITY, WHETHER IN CONTRACT, STRICT LIABILITY, OR 
TORT (INCLUDING NEGLIGENCE OR OTHERWISE) ARISING IN ANY WAY OUT OF 
THE USE OR DISTRIBUTION OF THE PROGRAM OR THE EXERCISE OF ANY 
RIGHTS GRANTED HEREUNDER, EVEN IF ADVISED OF THE POSSIBILITY OF 
SUCH DAMAGES.

7. GENERAL

If any provision of this Agreement is invalid or unenforceable under applicable law, it 
shall not affect the validity or enforceability of the remainder of the terms of this 
Agreement, and without further action by the parties hereto, such provision shall be 
reformed to the minimum extent necessary to make such provision valid and 
enforceable.

If Recipient institutes patent litigation against any entity (including a cross-claim or 
counterclaim in a lawsuit) alleging that the Program itself (excluding combinations of the 
Program with other software or hardware) infringes such Recipient’s patent(s), then 
such Recipient’s rights granted under Section 2(b) shall terminate as of the date such 
litigation is filed.

All Recipient’s rights under this Agreement shall terminate if it fails to comply with any 
of the material terms or conditions of this Agreement and does not cure such failure in 
a reasonable period of time after becoming aware of such noncompliance. If all 
Recipient’s rights under this Agreement terminate, Recipient agrees to cease use and 
distribution of the Program as soon as reasonably practicable. However, Recipient’s 
obligations under this Agreement and any licenses granted by Recipient relating to the 
Program shall continue and survive.

Everyone is permitted to copy and distribute copies of this Agreement, but in order to 
avoid inconsistency the Agreement is copyrighted and may only be modified in the 
following manner. The Agreement Steward reserves the right to publish new versions 
(including revisions) of this Agreement from time to time. No one other than the 
Agreement Steward has the right to modify this Agreement. The Eclipse Foundation is 
the initial Agreement Steward. The Eclipse Foundation may assign the responsibility to 
serve as the Agreement Steward to a suitable separate entity. Each new version of the 
Agreement will be given a distinguishing version number. The Program (including 
Contributions) may always be distributed subject to the version of the Agreement under 
which it was received. In addition, after a new version of the Agreement is published, 
Contributor may elect to distribute the Program (including its Contributions) under the 
new version. Except as expressly stated in Sections 2(a) and 2(b) above, Recipient 
receives no rights or licenses to the intellectual property of any Contributor under this 
Agreement, whether expressly, by implication, estoppel or otherwise. All rights in the 
Program not expressly granted under this Agreement are reserved.
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This Agreement is governed by the laws of the State of New York and the intellectual 
property laws of the United States of America. No party to this Agreement will bring a 
legal action under this Agreement more than one year after the cause of action arose. 
Each party waives its rights to a jury trial in any resulting litigation.

SUN
SUN PUBLIC LICENSE Version 1.0

1. Definitions

1.0.1. “Commercial Use” means distribution or otherwise making the Covered Code 
available to a third party.

1.1. “Contributor” means each entity that creates or contributes to the creation of 
Modifications.

1.2. “Contributor Version” means the combination of the Original Code, prior 
Modifications used by a Contributor, and the Modifications made by that particular 
Contributor.

1.3. “Covered Code” means the Original Code or Modifications or the combination of the 
Original Code and Modifications, in each case including portions thereof and 
corresponding documentation released with the source code.

1.4. “Electronic Distribution Mechanism” means a mechanism generally accepted in the 
software development community for the electronic transfer of data.

1.5. “Executable” means Covered Code in any form other than Source Code.

1.6. “Initial Developer” means the individual or entity identified as the Initial Developer 
in the Source Code notice required by Exhibit A.

1.7. “Larger Work” means a work which combines Covered Code or portions thereof 
with code not governed by the terms of this License.

1.8. “License” means this document.

1.8.1. “Licensable” means having the right to grant, to the maximum extent possible, 
whether at the time of the initial grant or subsequently acquired, any and all of the rights 
conveyed herein.

1.9. “Modifications” means any addition to or deletion from the substance or structure of 
either the Original Code or any previous Modifications. When Covered Code is released 
as a series of files, a Modification is:
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A. Any addition to or deletion from the contents of a file containing Original Code or 
previous Modifications.

B. Any new file that contains any part of the Original Code or previous Modifications.

1.10. “Original Code” means Source Code of computer software code which is 
described in the Source Code notice required by Exhibit A as Original Code, and which, 
at the time of its release under this License is not already Covered Code governed by 
this License.

1.10.1. “Patent Claims means any patent claim(s), now owned or hereafter acquired, 
including without limitation, method, process, and apparatus claims, in any patent 
Licensable by grantor.

1.11. “Source Code” means the preferred form of the Covered Code for making 
modifications to it, including all modules it contains, plus any associated documentation, 
interface definition files, scripts used to control compilation and installation of an 
Executable, or source code differential comparisons against either the Original Code or 
another well known, available Covered Code of the Contributor’s choice. The Source 
Code can be in a compressed or archival form, provided the appropriate decompression 
or de-archiving software is widely available for no charge.

1.12. “You” (or “Your”) means an individual or a legal entity exercising rights under, and 
complying with all of the terms of, this License or a future version of this License issued 
under Section 6.1. For legal entities, “You” includes any entity which controls, is 
controlled by, or is under common control with You. For purposes of this definition, 
“control” means (a) the power, direct or indirect, to cause the direction or management 
of such entity, whether by contract or otherwise, or (b) ownership of more than fifty 
percent (50%) of the outstanding shares or beneficial ownership of such entity.

2. Source Code License

2.1. The Initial Developer Grant.

The Initial Developer hereby grants you a world-wide, royalty-free, non-exclusive 
license, subject to third party intellectual property claims:

(a) under intellectual property rights (other than patent or trademark) Licensable by 
Initial Developer to use, reproduce, modify, display, perform, sublicense and distribute 
the Original Code (or portions thereof) with or without Modifications, and/or as part of a 
Larger Work, and 

(b) under Patent Claims infringed by the making, using or selling of Original Code, to 
make, have made, use, practice, sell, and offer for sale, and/or otherwise dispose of the 
Original Code (or portions thereof).
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(c) the licenses granted in this Section 2.1(a) and (b) are effective on the date Initial 
Developer first distributes Original Code under the terms of this License.

(d) Notwithstanding Section 2.1(b) above, no patent license is granted: 1) for code that 
You delete from the Original Code; 2) separate from the Original Code; or 3) for 
infringements caused by:

i) the modifications of the Original Code or ii) the combination of the Original Code with 
other software or devices.

2.2. Contributor Grant.

Subject to third party intellectual property claims, each Contributor hereby grants You a 
world-wide, royalty-free, non-exclusive license

(a) under intellectual property rights (other than patent or trademark) Licensable by 
Contributor, to use, reproduce, modify, display, perform, sublicense and distribute the 
Modifications created by such Contributor (or portions thereof) either on an unmodified 
basis, with other Modifications, as Covered Code and/or as part of a Larger Work; and

(b) under Patent Claims infringed by the making, using, or selling of Modifications made 
by that Contributor either alone and/or in combination with its Contributor Version (or 
portions of such combination), to make, use, sell, offer for sale, have made, and/or 
otherwise dispose of: 1) Modifications made by that Contributor (or portions thereof); 
and 2) the combination of Modifications made by that Contributor with its Contributor 
Version (or portions of such combination).

(c) the licenses granted in Sections 2.2(a) and 2.2(b) are effective on the date 
Contributor first makes Commercial Use of the Covered Code.

(d) notwithstanding Section 2.2(b) above, no patent license is granted: 1) for any code 
that Contributor has deleted from the Contributor Version; 2) separate from the 
Contributor Version; 3) for infringements caused by 1) third party modifications of 
Contributor Version or ii) the combination of Modifications made by that Contributor with 
other software (except as part of the Contributor Version) or other devices; or 4) under 
Patent Claims infringed by Covered Code in the absence of Modifications made by that 
Contributor.

3. Distribution Obligations.

3.1. Application of License.

The Modifications which You create or to which You contribute are governed by the 
terms of this License, including without limitation Section 2.2. The Source Code version 
of Covered Code may be distributed only under the terms of this License or a future 
version of this License released under Section 6.1, and You must include a copy of this 
License with every copy of the Source Code You distribute. You may not offer or impose 
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any terms on any Source Code version that alters or restricts the applicable version of 
this License or the recipients’ rights hereunder. However, You may include an additional 
document offering the additional rights described in Section 3.5.

3.2. Availability of Source Code.

Any Modification which You create or to which You contribute must be made available 
in Source Code form under the terms of this License either on the same media as an 
Executable version or via an accepted Electronic Distribution Mechanism to anyone to 
whom you made an Executable version available; and if made available via Electronic 
Distribution Mechanism, must remain available for at least twelve (12) months after the 
date it initially became available, or at least six (6) months after a subsequent version of 
that particular Modification has been made available to such recipients. You are 
responsible for ensuring that the Source Code version remains available even if the 
Electronic Distribution Mechanism is maintained by a third party.

3.3. Description of Modifications.

You must cause all Covered Code to which You contribute to contain a file documenting 
the changes You made to create that Covered Code and the date of any change. You 
must include a prominent statement that the Modification is derived, directly or indirectly, 
from Original Code provided by the Initial Developer and including the name of the Initial 
Developer in (a) the Source Code, and (b) in any notice in an Executable version or 
related documentation in which You describe the origin or ownership of the Covered 
Code.

3.4. Intellectual Property Matters

(a) Third Party Claims.

If Contributor has knowledge that a license under a third party’s intellectual property 
rights is required to exercise the rights granted by such Contributor under Sections 2.1 
or 2.2, Contributor must include a text file with the Source Code distribution titled 
“LEGAL” which describes the claim and the party making the claim in sufficient detail 
that a recipient will know whom to contact. If Contributor obtains such knowledge after 
the Modification is made available as described in Section 3.2, Contributor shall 
promptly modify the LEGAL file in all copies Contributor makes available thereafter and 
shall take other steps (such as notifying appropriate mailing lists or newsgroups) 
reasonably calculated to inform those who received the Covered Code that new 
knowledge has been obtained.

(b) Contributor APIs

If Contributor’s Modifications include an application programming interface (“API”) and 
Contributor has knowledge of patent licenses which are reasonably necessary to 
implement that API, Contributor must also include this information in the LEGAL file.
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(c) Representations.

Contributor represents that, except as disclosed pursuant to Section 3.4(a) above, 
Contributor believes that Contributor’s Modifications are Contributor’s original 
creation(s) and/or Contributor has sufficient rights to grant the rights conveyed by this 
License.

3.5. Required Notices.

You must duplicate the notice in Exhibit A in each file of the Source Code. If it is not 
possible to put such notice in a particular Source Code file due to its structure, then You 
must include such notice in a location (such as a relevant directory) where a user would 
be likely to look for such a notice. If You created one or more Modification(s) You may 
add your name as a Contributor to the notice described in Exhibit A. You must also 
duplicate this License in any documentation for the Source Code where You describe 
recipients’ rights or ownership rights relating to Covered Code. You may choose to offer, 
and to charge a fee for, warranty, support, indemnity or liability obligations to one or 
more recipients of Covered Code. However, You may do so only on Your own behalf, 
and not on behalf of the Initial Developer or any Contributor. You must make it absolutely 
clear than any such warranty, support, indemnity or liability obligation is offered by You 
alone, and You hereby agree to indemnify the Initial Developer and every Contributor for 
any liability incurred by the Initial Developer or such Contributor as a result of warranty, 
support, indemnity or liability terms You offer.

3.6. Distribution of Executable Versions.

You may distribute Covered Code in Executable form only if the requirements of Section 
3.1–3.5 have been met for that Covered Code, and if You include a notice stating that 
the Source Code version of the Covered Code is available under the terms of this 
License, including a description of how and where You have fulfilled the obligations of 
Section 3.2. The notice must be conspicuously included in any notice in an Executable 
version, related documentation or collateral in which You describe recipients’ rights 
relating to the Covered Code. You may distribute the Executable version of Covered 
Code or ownership rights under a license of Your choice, which may contain terms 
different from this License, provided that You are in compliance with the terms of this 
License and that the license for the Executable version does not attempt to limit or alter 
the recipient’s rights in the Source Code version from the rights set forth in this License. 
If You distribute the Executable version under a different license You must make it 
absolutely clear that any terms which differ from this License are offered by You alone, 
not by the Initial Developer or any Contributor. You hereby agree to indemnify the Initial 
Developer and every Contributor for any liability incurred by the Initial Developer or such 
Contributor as a result of any such terms You offer.

3.7. Larger Works.
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You may create a Larger Work by combining Covered Code with other code not 
governed by the terms of this License and distribute the Larger Work as a single 
product. In such a case, You must make sure the requirements of this License are 
fulfilled for the Covered Code.

4. Inability to Comply Due to Statute or Regulation.

If it is impossible for You to comply with any of the terms of this License with respect to 
some or all of the Covered Code due to statute, judicial order, or regulation then You 
must: (a) comply with the terms of this License to the maximum extent possible; and (b) 
describe the limitations and the code they affect. Such description must be included in 
the LEGAL file described in Section 3.4 and must be included with all distributions of the 
Source Code. Except to the extent prohibited by statute or regulation, such description 
must be sufficiently detailed for a recipient of ordinary skill to be able to understand it.

5. Application of this License.

This License applies to code to which the Initial Developer has attached the notice in 
Exhibit A and to related Covered Code.

6. Versions of the License.

6.1. New Versions.

Sun Microsystems, Inc. (“Sun”) may publish revised and/or new versions of the License 
from time to time. Each version will be given a distinguishing version number.

6.2. Effect of New Versions.

Once Covered Code has been published under a particular version of the License, You 
may always continue to use it under the terms of that version. You may also choose to 
use such Covered Code under the terms of any subsequent version of the License 
published by Sun. No one other than Sun has the right to modify the terms applicable to 
Covered Code created under this License.

6.3. Derivative Works.

If You create or use a modified version of this License (which you may only do in order 
to apply it to code which is not already Covered Code governed by this License), You 
must (a) rename Your license so that the phrases “Sun”, “Sun Public License,” or “SPL” 
or any confusingly similar phrase do not appear in your license (except to note that your 
license differs from this License) and (b) otherwise make it clear that Your version of the 
license contains terms which differ from the Sun Public License. (Filling in the name of 
the Initial Developer, Original Code or Contributor in the notice described in Exhibit A 
shall not of themselves be deemed to be modifications of this License.)

7. DISCLAIMER OF WARRANTY.
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COVERED CODE IS PROVIDED UNDER THIS LICENSE ON AN “AS IS” BASIS, 
WITHOUT WARRANTY OF ANY KIND, EITHER EXPRESSED OR IMPLIED, 
INCLUDING, WITHOUT LIMITATION, WARRANTIES THAT THE COVERED CODE IS 
FREE OF DEFECTS, MERCHANTABLE, FIT FOR A PARTICULAR PURPOSE OR 
NON-INFRINGING. THE ENTIRE RISK AS TO THE QUALITY AND PERFORMANCE 
OF THE COVERED CODE IS WITH YOU. SHOULD ANY COVERED CODE PROVE 
DEFECTIVE IN ANY RESPECT, YOU (NOT THE INITIAL DEVELOPER OR ANY 
OTHER CONTRIBUTOR) ASSUME THE COST OF ANY NECESSARY SERVICING, 
REPAIR OR CORRECTION. THIS DISCLAIMER OF WARRANTY CONSTITUTES AN 
ESSENTIAL PART OF THIS LICENSE. NO USE OF ANY COVERED CODE IS 
AUTHORIZED HEREUNDER EXCEPT UNDER THIS DISCLAIMER.

8. TERMINATION.

8.1. This License and the rights granted hereunder will terminate automatically if You fail 
to comply with terms herein and fail to cure such breach within 30 days of becoming 
aware of the breach. All sublicenses to the Covered Code which are properly granted 
shall survive any termination of this License. Provisions which, by their nature, must 
remain in effect beyond the termination of this License shall survive.

8.2. If You initiate litigation by asserting a patent infringement claim (excluding 
declaratory judgment actions) against Initial Developer or a Contributor (the Initial 
Developer or Contributor against whom You file such action is referred to as Participant) 
alleging that:

(a) such Participant’s Contributor Version directly or indirectly infringes any patent, then 
any and all rights granted by such Participant to You under Sections 2.1 and/or 2.2 of 
this License shall, upon 60 days notice from Participant terminate prospectively, unless 
if within 60 days after receipt of notice You either: (i) agree in writing to pay Participant 
a mutually agreeable reasonable royalty for Your past and future use of Modifications 
made by such Participant, or (ii) withdraw Your litigation claim with respect to the 
Contributor Version against such Participant. If within 60 days of notice, a reasonable 
royalty and payment arrangement are not mutually agreed upon in writing by the parties 
or the litigation claim is not withdrawn, the rights granted by Participant to You under 
Sections 2.1 and/or 2.2 automatically terminate at the expiration of the 60 day notice 
period specified above.

(b) any software, hardware, or device, other than such Participant’s Contributor Version, 
directly or indirectly infringes any patent, then any rights granted to You by such 
Participant under Sections 2.1(b) and 2.2(b) are revoked effective as of the date You first 
made, used, sold, distributed, or had made, Modifications made by that Participant.

8.3. If You assert a patent infringement claim against Participant alleging that such 
Participant’s Contributor Version directly or indirectly infringes any patent where such 
claim is resolved (such as by license or settlement) prior to the initiation of patent 
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infringement litigation, then the reasonable value of the licenses granted by such 
Participant under Sections 2.1 or 2.2 shall be taken into account in determining the 
amount or value of any payment or license.

8.4. In the event of termination under Sections 8.1 or 8.2 above, all end user license 
agreements (excluding distributors and resellers) which have been validly granted by 
You or any distributor hereunder prior to termination shall survive termination.

9. LIMITATION OF LIABILITY.

UNDER NO CIRCUMSTANCES AND UNDER NO LEGAL THEORY, WHETHER TORT 
(INCLUDING NEGLIGENCE), CONTRACT, OR OTHERWISE, SHALL YOU, THE 
INITIAL DEVELOPER, ANY OTHER CONTRIBUTOR, OR ANY DISTRIBUTOR OF 
COVERED CODE, OR ANY SUPPLIER OF ANY OF SUCH PARTIES, BE LIABLE TO 
ANY PERSON FOR ANY INDIRECT, SPECIAL, INCIDENTAL, OR CONSEQUENTIAL 
DAMAGES OF ANY CHARACTER INCLUDING, WITHOUT LIMITATION, DAMAGES 
FOR LOSS OF GOODWILL, WORK STOPPAGE, COMPUTER FAILURE OR 
MALFUNCTION, OR ANY AND ALL OTHER COMMERCIAL DAMAGES OR LOSSES, 
EVEN IF SUCH PARTY SHALL HAVE BEEN INFORMED OF THE POSSIBILITY OF 
SUCH DAMAGES. THIS LIMITATION OF LIABILITY SHALL NOT APPLY TO 
LIABILITY FOR DEATH OR PERSONAL INJURY RESULTING FROM SUCH PARTY’S 
NEGLIGENCE TO THE EXTENT APPLICABLE LAW PROHIBITS SUCH LIMITATION. 
SOME JURISDICTIONS DO NOT ALLOW THE EXCLUSION OR LIMITATION OF 
INCIDENTAL OR CONSEQUENTIAL DAMAGES, SO THIS EXCLUSION AND 
LIMITATION MAY NOT APPLY TO YOU.

10. U.S. GOVERNMENT END USERS.

The Covered Code is a commercial item, as that term is defined in 48 C.F.R. 2.101 (Oct. 
1995), consisting of commercial computer software and commercial computer software 
documentation, as such terms are used in 48 C.F.R. 12.212 (Sept. 1995). Consistent 
with 48 C.F.R. 12.212 and 48 C.F.R. 227.7202-1 through 227.7202-4 (June 1995), all 
U.S. Government End Users acquire Covered Code with only those rights set forth 
herein. 

11. MISCELLANEOUS.

This License represents the complete agreement concerning subject matter hereof. If 
any provision of this License is held to be unenforceable, such provision shall be 
reformed only to the extent necessary to make it enforceable. This License shall be 
governed by California law provisions (except to the extent applicable law, if any, 
provides otherwise), excluding its conflict-of-law provisions. With respect to disputes in 
which at least one party is a citizen of, or an entity chartered or registered to do business 
in the United States of America, any litigation relating to this License shall be subject to 
the jurisdiction of the Federal Courts of the Northern District of California, with venue 
lying in Santa Clara County, California, with the losing party responsible for costs, 
including without limitation, court costs and reasonable attorneys’ fees and expenses. 
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The application of the United Nations Convention on Contracts for the International Sale 
of Goods is expressly excluded. Any law or regulation which provides that the language 
of a contract shall be construed against the drafter shall not apply to this License.

12. RESPONSIBILITY FOR CLAIMS.

As between Initial Developer and the Contributors, each party is responsible for claims 
and damages arising, directly or indirectly, out of its utilization of rights under this 
License and You agree to work with Initial Developer and Contributors to distribute such 
responsibility on an equitable basis. Nothing herein is intended or shall be deemed to 
constitute any admission of liability. 

13. MULTIPLE-LICENSED CODE.

Initial Developer may designate portions of the Covered Code as “Multiple-Licensed”. 
“Multiple-Licensed” means that the Initial Developer permits you to utilize portions of the 
Covered Code under Your choice of the alternative licenses, if any, specified by the 
Initial Developer in the file described in Exhibit A. 

Exhibit A -Sun Public License Notice.

The contents of this file are subject to the Sun Public License Version 1.0 (the License); 
you may not use this file except in compliance with the License. A copy of the License 
is available at www.sun.com.

The Original Code is _________________. The Initial Developer of the Original Code 
is ___________. Portions created by ______ are Copyright (C)_________. All Rights 
Reserved.

 Contributor(s):____________________________________.

Alternatively, the contents of this file may be used under the terms of the _____ license 
(the ?[___] License?), in which case the provisions of [______] License are applicable 
instead of those above. If you wish to allow use of your version of this file only under the 
terms of the [____] License and not to allow others to use your version of this file under 
the SPL, indicate your decision by deleting the provisions above and replace them with 
the notice and other provisions required by the [___] License. If you do not delete the 
provisions above, a recipient may use your version of this file under either the SPL or 
the [___] License. [NOTE: The text of this Exhibit A may differ slightly from the text of 
the notices in the Source Code files of the Original Code. You should use the text of this 
Exhibit A rather than the text found in the Original Code Source Code for Your 
Modifications.]

OpenSSL
License
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This is a copy of the current LICENSE file inside the CVS repository.

LICENSE ISSUES

 The OpenSSL toolkit stays under a dual license, i.e. both the conditions of the 
OpenSSL License and the original SSLeay license apply to the toolkit. See below for the 
actual license texts. Actually both licenses are BSD-style Open Source licenses. In case 
of any license issues related to OpenSSL please contact openssl-core@openssl.org.

OpenSSL License

Copyright (c) 1998–2008 The OpenSSL Project. All rights reserved.

Redistribution and use in source and binary forms, with or without modification, are 
permitted provided that the following conditions are met:

1. Redistributions of source code must retain the above copyright notice, this 

2. Redistributions in binary form must reproduce the above copyright notice, this list of 
conditions and the following disclaimer in the documentation and/or other materials 
provided with the distribution.

3. All advertising materials mentioning features or use of this software must display the 
following acknowledgment:

“This product includes software developed by the OpenSSL Project for use in the 
OpenSSL Toolkit. (http://www.openssl.org/)”

4. The names “OpenSSL Toolkit” and “OpenSSL Project” must not be used to endorse 
or promote products derived from this software without prior written permission. For 
written permission, please contact openssl-core@openssl.org.

5. Products derived from this software may not be called “OpenSSL” nor may 
“OpenSSL” appear in their names without prior written permission of the OpenSSL 
Project.

6. Redistributions of any form whatsoever must retain the following acknowledgment:

“This product includes software developed by the OpenSSL Project for use in the 
OpenSSL Toolkit (http://www.openssl.org/)”

THIS SOFTWARE IS PROVIDED BY THE OpenSSL PROJECT “AS IS” AND ANY 
EXPRESSED OR IMPLIED WARRANTIES, INCLUDING, BUT NOT LIMITED TO, THE 
IMPLIED WARRANTIES OF MERCHANTABILITY AND FITNESS FOR A 
PARTICULAR PURPOSE ARE DISCLAIMED. IN NO EVENT SHALL THE OpenSSL 
PROJECT OR ITS CONTRIBUTORS BE LIABLE FOR ANY DIRECT, INDIRECT, 
INCIDENTAL, SPECIAL, EXEMPLARY, OR CONSEQUENTIAL DAMAGES 
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(INCLUDING, BUT NOT LIMITED TO, PROCUREMENT OF SUBSTITUTE GOODS 
OR SERVICES; LOSS OF USE, DATA, OR PROFITS; OR BUSINESS 
INTERRUPTION) HOWEVER CAUSED AND ON ANY THEORY OF LIABILITY, 
WHETHER IN CONTRACT, STRICT LIABILITY, OR TORT (INCLUDING 
NEGLIGENCE OR OTHERWISE) ARISING IN ANY WAY OUT OF THE USE OF THIS 
SOFTWARE, EVEN IF ADVISED OF THE POSSIBILITY OF SUCH DAMAGE.

This product includes cryptographic software written by Eric Young 
(eay@cryptsoft.com). This product includes software written by Tim Hudson 
(tjh@cryptsoft.com).

Original SSLeay License

Copyright (C) 1995-1998 Eric Young (eay@cryptsoft.com)

All rights reserved.

This package is an SSL implementation written by Eric Young (eay@cryptsoft.com). The 
implementation was written so as to conform with Netscapes SSL.

This library is free for commercial and non-commercial use as long as the following 
conditions are adhered to. The following conditions apply to all code found in this 
distribution, be it the RC4, RSA, lhash, DES, etc., code; not just the SSL code. The SSL 
documentation included with this distribution is covered by the same copyright terms 
except that the holder is Tim Hudson (tjh@cryptsoft.com).

Copyright remains Eric Young’s, and as such any Copyright notices in the code are not 
to be removed. If this package is used in a product, Eric Young should be given 
attribution as the author of the parts of the library used. This can be in the form of a 
textual message at program startup or in documentation (online or textual) provided with 
the package.

Redistribution and use in source and binary forms, with or without modification, are 
permitted provided that the following conditions are met:

1. Redistributions of source code must retain the copyright notice, this list of conditions 
and the following disclaimer.

2. Redistributions in binary form must reproduce the above copyright notice, this list of 
conditions and the following disclaimer in the documentation and/or other materials 
provided with the distribution.

3. All advertising materials mentioning features or use of this software must display the 
following acknowledgement:

“This product includes cryptographic software written by Eric Young 
(eay@cryptsoft.com)”
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The word ‘cryptographic’ can be left out if the routines from the library being used are 
not cryptographic related.

4. If you include any Windows specific code (or a derivative thereof) from the apps 
directory (application code) you must include an acknowledgement:

“This product includes software written by Tim Hudson (tjh@cryptsoft.com)”

THIS SOFTWARE IS PROVIDED BY ERIC YOUNG “AS IS” AND ANY EXPRESS OR 
IMPLIED WARRANTIES, INCLUDING, BUT NOT LIMITED TO, THE IMPLIED 
WARRANTIES OF MERCHANTABILITY AND FITNESS FOR A PARTICULAR 
PURPOSE ARE DISCLAIMED. IN NO EVENT SHALL THE AUTHOR OR 
CONTRIBUTORS BE LIABLE FOR ANY DIRECT, INDIRECT, INCIDENTAL, SPECIAL, 
EXEMPLARY, OR CONSEQUENTIAL DAMAGES (INCLUDING, BUT NOT LIMITED 
TO, PROCUREMENT OF SUBSTITUTE GOODS OR SERVICES; LOSS OF USE, 
DATA, OR PROFITS; OR BUSINESS INTERRUPTION) HOWEVER CAUSED AND ON 
ANY THEORY OF LIABILITY, WHETHER IN CONTRACT, STRICT LIABILITY, OR 
TORT (INCLUDING NEGLIGENCE OR OTHERWISE) ARISING IN ANY WAY OUT OF 
THE USE OF THIS SOFTWARE, EVEN IF ADVISED OF THE POSSIBILITY OF SUCH 
DAMAGE.

The licence and distribution terms for any publicly available version or derivative of this 
code cannot be changed. i.e. this code cannot simply be copied and put under another 
distribution licence [including the GNU Public Licence.]
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