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printing, Avaya assumes no liability for any errors. Avaya reserves the
right to make changes and corrections to the information in this
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such changes.

Documentation disclaimer

“Documentation” means information published by Avaya in varying
mediums which may include product information, operating instructions
and performance specifications that Avaya generally makes available
to users of its products. Documentation does not include marketing
materials. Avaya shall not be responsible for any modifications,
additions, or deletions to the original published version of
documentation unless such modifications, additions, or deletions were
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Link disclaimer

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

Warranty

Avaya provides a limited warranty on its Hardware and Software
(“Product(s)”). Refer to your sales agreement to establish the terms of
the limited warranty. In addition, Avaya’s standard warranty language,
as well as information regarding support for this Product while under
warranty is available to Avaya customers and other parties through the
Avaya Support Web site: http://support.avaya.com. Please note that if
you acquired the Product(s) from an authorized Avaya reseller outside
of the United States and Canada, the warranty is provided to you by
said Avaya reseller and not by Avaya.
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INSTALLS AVAYA SOFTWARE, PURCHASED FROM AVAYA INC.,
ANY AVAYA AFFILIATE, OR AN AUTHORIZED AVAYA RESELLER
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AVAYA OR AN AUTHORIZED AVAYA RESELLER. UNLESS
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FROMANYONE OTHER THAN AVAYA, AN AVAYAAFFILIATE OR AN
AVAYA AUTHORIZED RESELLER; AVAYA RESERVES THE RIGHT
TO TAKE LEGAL ACTION AGAINST YOU AND ANYONE ELSE
USING OR SELLING THE SOFTWARE WITHOUT A LICENSE. BY
INSTALLING, DOWNLOADING OR USING THE SOFTWARE, OR
AUTHORIZING OTHERS TO DO SO, YOU, ON BEHALF OF
YOURSELF AND THE ENTITY FOR WHOM YOU ARE INSTALLING,
DOWNLOADING OR USING THE SOFTWARE (HEREINAFTER
REFERRED TO INTERCHANGEABLY AS “YOU” AND “END USER?”),
AGREE TO THESE TERMS AND CONDITIONS AND CREATE A
BINDING CONTRACT BETWEEN YOU AND AVAYA INC. OR THE
APPLICABLE AVAYA AFFILIATE (“AVAYA”).
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Third-party components
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Trademarks

The trademarks, logos and service marks (“Marks”) displayed in this
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Avaya is a registered trademark of Avaya Inc.
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Chapter 1: New in this release

The following sections detail what is new in Avaya Aura® Contact Center Installation (NN44400-311) for
Release 6.2.

Navigation

» Features on page 9

Features

See the following sections for information about feature changes:
« Avaya Aura® Call Center Elite support on page 9

« Avaya Aura® Solution for Midsize Enterprise platform support on page 10

» Avaya Media Server on Linux on page 10

* DVD Installer High Availability support on page 10

» Secure Access Link on page 11

* Licensing on page 11

Avaya Aura® Call Center Elite support

Avaya Aura® Contact Center Release 6.2 supports integration with Avaya Aura® Call Center
Elite. Avaya Aura® Call Center Elite provides voice-based contact center functionality. Avaya
Aura® Contact Center provides multimedia-enabled contact support. Acombined Avaya Aura®
Contact Center and Avaya Aura® Call Center Elite contact center solution provides a unified
voice and multimedia Agent Desktop, and unified reporting. You can install Avaya Aura®
Contact Center to add multimedia-enabled capabilities to new or existing Avaya Aura® Call
Center Elite contact center solutions.

To install Avaya Aura® Contact Center to support the Avaya Aura® Call Center Elite platform,
select the “Select Switch Type” - “No Switch Configured” option on the DVD installer.
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Avaya Aura® Solution for Midsize Enterprise platform support

Avaya Aura® Contact Center Release 6.2 supports integration with Avaya Aura® Solution for
Midsize Enterprise Release 6.1 and 6.2.

The Avaya Aura® Solution for Midsize Enterprise Solution Template delivers the following
applications for use as virtual machines running on Avaya Aura® System Platform:

For Avaya Aura® Solution for Midsize Enterprise (ME) platform Release 6.1:
« Avaya Aura® Communication Manager 6.0.1
» Avaya Aura® Session Manager 6.1
« Avaya Aura® System Manager 6.1
» Avaya Aura® Presence Services 6.1
« Avaya Aura® Utility Services 6.1
» Avaya Aura® Application Enablement Services 6.1

For Avaya Aura® Solution for Midsize Enterprise (ME) platform Release 6.2:

* Avaya Aura® Communication Manager 6.2

« Avaya Aura® Session Manager 6.2

« Avaya Aura® System Manager 6.2

« Avaya Aura® Presence Services 6.1

« Avaya Aura® Utility Services 6.2

« Avaya Aura® Application Enablement Services 6.1.2.0.32

To install Avaya Aura® Contact Center to support the Avaya Aura® Solution for Midsize
Enterprise platform, select the “Select Switch Type” - “SIP - Avaya Aura® 6.1” option on the
DVD installer.

Avaya Media Server on Linux

Avaya Aura® Contact Center Release 6.2 provides support for installing Avaya Media Server
on the Linux operating system.

DVD Installer High Availability support

The Avaya Aura® Contact Center DVD Installer contains additional questions to support the
High Availability feature.

10 AvayaAura® Contact Center Installation 30 July 2012
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Features

Secure Access Link

Avaya Aura® Contact Center supports Avaya Secure Access Link (SAL). SAL is a remote-
access architecture that provides simplified network management and increased support
options for greater security, reliability and flexibility. Secure Access Link (SAL) gives you
complete control of when and how Avaya, or any other service partner, can access your
equipment. You can take advantage of channel-neutral support by enabling self-service,

Avaya, and/or business-partner support of your networks. For more information about Avaya
Secure Access Link, see www.avaya.com/support.

Licensing

Avaya Aura® Contact Center supports WebLM. Avaya Aura® Contact Center can use WebLM
to license the contact center features and to control the number of agents in your system. When
using WebLM, new installation steps are required. For more information about installing the
License Manager, see License Manager installation on page 67.
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Chapter 2: Introduction

This document describes how to install and un-install all server software for Avaya Aura® Contact Center
Release 6.2.

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, Avaya Media Server,
and Contact Center Multimedia

You can install Contact Center software in various environments:
* AML-based Avaya Communication Server 1000
« SIP-enabled Avaya Communication Server 1000
» Avaya Aura® Unified Communications platform Release 5.2
- Including Avaya Aura® Midsize Business Template Release 5.2.1
« Avaya Aura® Unified Communications platform Release 6.1
- Including Avaya Aura® Solution for Midsize Enterprise Release 6.1
» Avaya Aura® Unified Communications platform Release 6.2

- Including Avaya Aura® Solution for Midsize Enterprise Release 6.2

« No Switch Configured. Select this option when installing Avaya Aura® Contact Center as a multimedia
addition to Avaya Aura® Call Center Elite, or when installing Avaya Aura® Contact Center to support
only multimedia contacts.
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Application Module Link (AML) is an internal protocol used by Avaya Aura® Contact Center to
communicate directly with Avaya Communication Server 1000.

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.

» 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 6.2 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 CS 1000 Integration
(NN44400-512) 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.

Related resources

Support

Visit the Avaya Support website at http://support.avaya.com for the most up-to-date
documentation, product notices, and knowledge articles. On the Avaya Support website at
http://support.avaya.com, search for notices, release notes, downloads, user guides, and
resolutions to issues. Use the Web service request system to create a service request. Chat

14  Avaya Aura® Contact Center Installation 30 July 2012
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Related resources

with live agents to help answer questions. If an issue requires additional expertise, agents can
quickly connect you to a support team.

Avaya Mentor videos

Avaya Mentor is an Avaya-run channel on YouTube that includes technical content on how to
install, configure, and troubleshoot Avaya products.

Visit http://www.youtube.com/AvayaMentor and do one of the following:

» Enter a key word or key words in the Search channel to search for a specific product
or topic.

* Click the name of a playlist to scroll through the posted videos.
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Chapter 3: Avaya Aura® Contact Center
software installation

The Contact Center Release 6.2 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.

When adding an Avaya Aura® Contact Center component co-resident with an existing installed Avaya
Aura® Contact Center application, you must:

« Stop all Avaya Aura® Contact Center services.
« If Contact Center Manager Administration is installed, stop the SymposiumWC service.

« If Communication Control Toolkit is installed, stop the Communication Control Toolkit Tomcat
service.

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

About this task

This work flow shows you the sequence of tasks you perform to install one or more Contact
Center components on a server.
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Figure 1: Contact Center software installation tasks
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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.

Table 1: 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, Avaya
Media Server

Install multiple software applications on the same
server for small-sized contact centers when you
have only one server. This configuration is
supported only in SIP-enabled contact centers.
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Chapter 4. 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 Windows
Server 2008 64-bit Release 2 server you plan to use.

If the server is to be used in a domain, Avaya recommends that you add the server to the domain before
installing Contact Center software.

You can change the name of a CCMS, CCMA, CCT or CCMM server, but because this is time consuming,
Avaya recommends that you configure the server final production name before installing Contact Center
software.

If you plan to follow the Microsoft server hardening guidelines, complete those procedures before installing
Avaya Aura® Contact Center.

O Important:

You can create an administration account on the server and then install Avaya Aura® Contact Center
using the account. This Avaya Aura® Contact Center administration account must have full
administrative privileges. You must upgrade and patch Avaya Aura® Contact Center using this
administration account. You can rename this account after installing Avaya Aura® Contact Center, but
you must not delete the account. If you delete the account used to install Avaya Aura® Contact Center,
Avaya Aura® Contact Center will stop working.

O Important:

After you install Avaya Media Server software on a server, changing the server name or IP address is
not supported. To change the name or IP address of a server with Avaya Media Server software installed
you must:

» Backup the Avaya Media Server database
* Uninstall Avaya Media Server software

» Change the server name or IP address

* Install Avaya Media Server software
 Restore the Avaya Media Server database

If you are installing Avaya Media Server on the Linux operating system, skip this section. For more
information about installing Avaya Media Server on the Linux operating system, see Installing Avaya Media
Server software on Linux on page 168.

If you are installing CCT-IVR software on the Windows Server 2003 operating system, skip this section.
CCT-IVR software is supported only on the Windows Server 2003 operating system. CCT-IVR is not
supported co-resident with Avaya Aura® Contact Center software.
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Hyper-V disk controller support

Microsoft Hyper-V virtual machines use a virtual IDE controller for the Operating System disk partition,
even when the underlying Hyper-V server hardware uses a SCSI disk controller. When you install Avaya
Aura® Contact Center software on a physical server, the DVD installer System Readiness Checks utility
examines the physical server hardware for suitability. When you install Avaya Aura® Contact Center
software on a virtual machine, the DVD System Readiness Checks utility examines the virtual machine
for suitability. Avaya Aura® Contact Center does not support IDE controllers, therefore when installing
Avaya Aura® Contact Center software on a Hyper-V virtual machine, the System Readiness Checks utility
may display a “Hard dive type — IDE” warning message. You can ignore this warning if the underlying
physical Hyper-V Server hardware uses one of the supported disk controllers: SCSI, SATA, or SAS.

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).

Server preparation tasks

About this task

This task flow shows you the sequence of procedures you perform to prepare all servers for
Contact Center software installation.

24 Avaya Aura® Contact Center Installation 30 July 2012
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Figure 5: Server preparation task procedures

Avaya Aura® Contact Center Installation 30 July 2012 25



Server preparation

Disabling Internat
Protocol version &

:

Disabling unused
MNetwork Adapters

Remote Utpdaﬁng té::rv:r
network Yes —mm °rl a ﬂ: or
installation? . oca o_n
installation

Enabling Microsoft
Remote Dasktop
connection

Configuring Data
Execution Pravention

Importing Contact
Centar Firewall
Security policy

Figure 6: Server preparation task procedures continued
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Downloading the latest documentation

Downloading the latest documentation
Before you begin

« Download the most recent version of Acrobat Reader.
 Access the Avaya Web site at www.avaya.com/support.
About this task

Download the most recent documentation to ensure you have the most recent updates.
Updates in the documentation accurately reflect the most recent changes in the software.

Procedure

1. Log on to the Avaya Web site.

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

3. Ifthe 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.

Installing Windows Server 2008 Release 2

Before you begin

« 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.

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

« Partitions the hard drives on the server, 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.
« [nstall the network interface card in the server.
* Know the IP addresses for the contact center subnet.

« If you are using an ELAN subnet, know the IP addresses for the ELAN subnet.
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Server preparation

About this task

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.

Procedure

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.

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 | accept the license terms.
13. Click Next.
14. Select Custom.
15. Select the disk partition on which you want to install Windows Server 2008.
O Important:
The installation requires 34189 MB of free space. You can use the partition
management options to configure the partitions on your server.
O Important:
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 installation 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.
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18.

19.

20.

21.

22.
23.

24

Installing Windows Server 2008 Release 2

In the Initial Configuration Tasks window, select Activate Windows and follow
the instructions or the Microsoft documentation to activate your server.
Select Set time zone and complete the information as required for your system.

If you use an AML-based 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 Avaya Media Server.

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.

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

Configure disk drive C to be the Operating System partition on your hard drive.

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

Install other required drivers for your hardware configuration.

Procedure job aid

Name

Description

Date and Time Settings 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 AML-based 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.
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Name

Description

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/workgroup 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
installa 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/adapter,
ensure contact center subnet appears firstin
the network adapter binding order.

Partitions

Configure C: drive to be a 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.

Serial port configuration

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

SNMP

Configure for all servers.
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Configuring Windows Server 2008

Configuring Windows Server 2008
Before you begin

« Install Microsoft Windows Server 2008 64-bit Release 2 on your server.
About this task

Before you can install Contact Center software on your server, you must configure Windows
Server 2008 to meet the requirements of the software.

Procedure

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 instructions to select what you want to back up.

Installing the latest supported operating system service
packs

Before you begin

 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).

¢ Install the Microsoft .NET Framework 3.5 and Microsoft .NET Framework 3.5 SP1.
About this task

Avaya recommends that you install the most recent supported 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.
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Procedure

1. Log on to the server and disable the Windows Update feature. There are a number
of methods for disabling the Windows Update feature, refer to the Windows Server
2008 documentation for a method suitable to your solution. Disabling the Windows
Update feature prevents Windows Server 2008 from automatically applying
operating system patches and potentially rebooting the server.

2. Review the Contact Center Service Packs Compatibility and Security Hotfixes
Applicability List to determine the most recent Avaya Aura® Contact Center
supported patches or service packs.

3. Download the appropriate Microsoft Windows Server 2008 patches for the Avaya
Aura® Contact Center software installed on this server.

4. Install the most recent Windows Server 2008 service pack that is validated with
Avaya Aura® Contact Center by following the Microsoft Installation instructions.

Disabling the Remote Access services

About this task

Communication Control Toolkit does not support Remote Access Services (RAS). Disable the
Remote Access services before installing Communication Control Toolkit. Microsoft Remote
Desktop continues to run after you disable Remote Access services. After you disable the
services, restart the server.

Procedure

1. Choose Start > Administrative Tools > Services.

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

Click Properties.
In the General tab, from the Startup type list, select Disabled.
Click OK.

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

o a0 ~ w

~N

Click Properties.
8. Inthe General tab, from the Startup type list, select Disabled.
9. Click OK.

10. In the Services window, click File, Exit.
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Configuring SNMP on your server

11. Restart the server.

Configuring SNMP on your server
Before you begin

* Install and configure Microsoft Windows Server 2008 64-bit Release 2 on your server.
About this task

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.

Procedure
1. Log on to the server using the administrator account.
2. Choose Start > Control Panel > Programs.
3. Inthe Programs and Features section, click Turn Windows features on or off.
4. In the Server Manager window, select Server Manager and click Add Features.
5. Select SNMP Services.
6. Click Next.
7. Click Install.
8. If prompted, insert the Windows Server 2008 DVD.
9. Click Close.

Adding a server to a domain
Before you begin

 Ensure that you have domain administrator privileges, or ask the Domain Administrator
to assign you a domain user account for remote access.

» On the server, configure a preferred Domain Name System (DNS) server on the Network
Interface Card (NIC).
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About this task

Add the server to an existing domain. Avaya recommends that you add the server to the domain
before installing Contact Center software.

Ask your System Administrator to add a Domain Name System (DNS) static entry for this
server. Each Contact Center server in a domain requires a DNS static entry.

O Important:

Avaya Aura® Contact Center High Availability solutions do not support Windows Server 2008
Dynamic DNS.

In High Availability solutions, ask your System Administrator to add one DNS static entry for
the each managed name and associated managed IP address. A typical High Availability
campus solution with a pair of co-resident servers requires 3 DNS static entries; one DNS static
entry for the active server, one DNS static entry for the standby server, and one DNS static
entry for the managed name and associated IP address.

Procedure
1. Log on to the server.
2. Click Start > Administrative Tools > Server Manager.
3. Beside Computer Information, click Change System Properties.
4. In the System Properties dialog box, click the Computer Name tab.
5. Click Change.
6. Inthe Computer Name/Domain Changes dialog box, click the Domain option.
7. Type the domain name (you must provide the fully qualified domain name, which
includes the prefix and suffix).

8. Click OK.
9. Type your User name and Password.

10. Click OK.

11. Restart the server when you are prompted to do so.
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Downloading the most recent patches to the server

Downloading the most recent patches to the server

Before you begin
« 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.

About this task

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.

Procedure

1. Log on to the server using the administrator account.

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

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

4. If a new service pack file exists on the support Web site, download and save it on
the Contact Center server in the Avaya_Support\ProductUpdates folder.

Disabling Internet Protocol version 6

About this task

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

Procedure

1. Search the Microsoft support Web 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.

Avaya Aura® Contact Center Installation 30 July 2012 35


http://www.avaya.com/support

Server preparation

3. Reboot the server, if required.

Disabling unused Network Adapters

About this task

Disable all unused Network Adapters or Network Interface Cards (NICs) to improve network
communications and prevent the erroneous configuration of unused NICs during Contact
Center server commissioning.

Procedure

1. Log on to the server.

2. Click Start > Control Panel > Network and Internet > Network and Sharing
Center > Change Adapter Settings.

3. Right-click on the unused Network Adapter, and select Disable.

4. Repeat this procedure for all unused Network Adapters.

Updating server for a network location installation
About this task
To prepare the server for remote network installations, you must configure server updates.
Procedure

Choose Start > Control Panel > Network and Internet > Internet Options.

In the Security tab, click Trusted sites.

In the Trusted sites section, click Sites.

AP w0 Dd P

In the Add this Web site to the zone box, type the <IP address> of the remote
server.

Click Add.
Click OK.
Close the Internet Options box.

Navigate to your network location.

© © N o v

Double-click NetworkSetup.bat.
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Enabling Microsoft Remote Desktop connection

.NetFramework 3.5 installs and the .NetSecurity settings are modified.
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.

Enabling Microsoft Remote Desktop connection
Before you begin

« Install Microsoft Windows Server 2008 64-bit Release 2 on your server.
 Log on to the server with administrator privileges.
About this task

Enable Microsoft Remote Desktop connection as your remote access tool. Microsoft Remote
Desktop provides remote access for support on the server.

Procedure

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 (less secure).

5. Click OK.

Configuring Data Execution Prevention

About this task

Configure the Data Execution Prevention (DEP) hardware and software to perform additional
checks on memory that protect the Avaya Aura® Contact Center server against malicious code
exploitation.

Procedure

1. Log on to Windows as administrator.

Avaya Aura® Contact Center Installation 30 July 2012 37



Server preparation

2. Choose Start > Control Panel > System and Security.

3. Click System.

4. In the System window, click Advanced system settings.

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

6. Under Performance, click Settings.

7. Inthe 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.

Importing Contact Center Firewall Security policy
Before you begin

« 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.

About this task

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, if you ever need

to.

Procedure
1. Choose Start > Administrative Tools > Windows Firewall with Advanced
Security.
2. Choose Actions > Export Policy.
3. In the File name box, type the name for the backup policy.
4. Click Save.
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Importing Contact Center Firewall Security policy

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

On the Policy successfully exported message box, click OK.
Choose Actions > Import Policy.

On the policy overwrite message box, click Yes.

© N o O

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.
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Chapter 5: Contact Center Manager Server
software installation

This chapter describes how to install the Avaya Aura® Contact Center server 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 standalone on a server, or co-resident with other
Contact Center software applications.

Contact Center Manager Server supports two Network Interface Cards (NICs) and two subnets (one
contact center subnet and one ELAN subnet). The Contact Center Manager Server ELAN NIC and ELAN
subnet are optional.

Prerequisites to CCMS software installation

» Prepare your server for software installation. See Server preparation on page 23.

« Partition the server hard disk 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.

O Important:

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

About this task

This task flow shows you the sequence of procedures you perform to install Contact Center
Manager Server software on your server.
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Figure 7: CCMS software installation procedures
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Job aid: Installation time

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.

Connecting to the contact center subnet

About this task

Connect the Contact Center 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
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.

Disabling NetBIOS

About this task

If the Contact Center server uses two Network Interface Cards (NICs), disable NetBIOS on the
Embedded LAN (ELAN) network interface card (NIC) to avoid NetBIOS conflicts.

Contact Center supports two Network Interface Cards (NICs) and two subnets (one contact
center subnet and one ELAN subnet). The Contact Center ELAN NIC and ELAN subnet are
optional.

Procedure

1. Choose Start > Control Panel > Network and Internet.

2. Click Network and Sharing Center.
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10.
11.
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Click Change adapter settings.

Right-click the ELAN Network Interface Card (NIC).
Click Properties.

Select Internet Protocol Version 4 (TCP/IPv4).
Click Properties.

Click Advanced.

Click the WINS tab.

Select the Disable NetBIOS over TCP/IP check box.
Click OK.

Connecting the Embedded LAN subnet

Before you begin

* Install two network cards on the Contact Center server.

* Disable the NetBIOS on the ELAN network interface card.

» Connect the contact center subnet network interface card.
About this task

Connect the Embedded LAN (ELAN) NIC to the ELAN subnet. Contact Center supports two
network interface cards (NICs) and two subnets (one contact center subnet and one ELAN
subnet). The Contact Center ELAN NIC and ELAN subnet are optional.

Procedure

1.
2.

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

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.

Connect the network 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.
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Configuring the binding order

Configuring the binding order

Before you begin

* Install two network interface cards on the Contact Center server.

* Disable the NetBIOS on the ELAN network interface card.

« Connect the Contact Center server network interface card to the contact center subnet.

« Connect the Contact Center server ELAN network interface card to the ELAN subnet.
About this task

Configure the binding order of the network cards. The contact center subnet network interface
card must be bound first and then the ELAN network interface card.

Procedure
1. Choose Start > Control Panel > Network and Internet > Network and Sharing
Center.
2. Click Change adapter settings.

3. Inthe 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.

Installing the Contact Center Manager Server software

Before you begin

* If you install Contact Center Manager Server software with an Avaya Communication
Server 1000 PABX, ensure the PABX is configured. See Avaya Aura® Contact Center
Configuration — Avaya CS 1000 Integration (NN44400-512).

« 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).
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« Download the most recent Contact Center Manager Server service and Common
Components patches to the server.

« 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.

About this task

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

Procedure

1.
2.

10.
11.
12.

13.
14.

15.
16.

17.
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Insert the Avaya Aura® Contact Center DVD into the DVD drive of your server.
If the installation does not automatically start, double-click Setup.exe.

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 on page 46.

On the Welcome window, click Next.

On the End-User License Agreement window, read the terms of the agreement.
Click | ACCEPT the Terms of the End-User License Agreement.

Click Next.

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

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 the
Multiplicity feature which you can license and configure later.

Click Next.
On the Product Data Upgrade window, click Next.

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

Click the Database Destination Drive tab.

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

Click the Product Updates Location tab.

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

Click Next.
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18.

19.
20.

21.
22.
23.
24,
25.
26.

Installing the Contact Center Manager Server software

The System Readiness Check utility runs on the server.

If the System Readiness Check utility returns a Falil, 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.

Click Next.

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.

Click Next.

On the Summary window, review and verify the information.
Click Install.

After the installation is complete, click Finish.

If you are prompted, restart the server.

Disable Java Runtime Environment (JRE) updates. See Disabling Java Runtime
Environment updates on page 279.

O Important:

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.

Procedure job aid

Application Selection window variables

The following table provides a list of common Application Selection window variable

definitions.
Name Description
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.
Select this option when integrating Avaya
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Name Description

Aura® Contact Center with an AML-based
Avaya Communication Server 1000. The
term AML refers to the connection between
CCMS and the CS 1000.

* SIP - Avaya Communication Server 1000.

« SIP - Avaya Aura® 5.2. Select this option
when integrating Avaya Aura® Contact
Center with an Avaya Aura® Unified
Communications platform Release 5.2 or
an Avaya Aura® Midsize Business
Template Release 5.2.1.

* SIP - Avaya Aura® 6.1. Select this option
when integrating Avaya Aura® Contact
Center with an Avaya Aura® Unified
Communications platform Release 6.1 or
6.2, or an Avaya Aura® Solution for Midsize
Enterprise Release 6.1 or 6.2.

« No Switch Configured. Select this option
when installing Avaya Aura® Contact
Center as a multimedia addition to Avaya
Aura® Call Center Elite, or when installing
Avaya Aura® Contact Center to support
only multimedia contacts.

Install Type The Installation Type is disabled. Multimedia
and Voice is set as the default installation
type when you select any switch type. When
none of the switch types are selected then
Non Voice Multimedia is set as the default
installation type.

« 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.

Application destination drive The location to install the Contact Center
Manager Server software. You must install
the CCMS software to Dz \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
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Name Description

drive in the Avaya\Contact Center
\Database\CCMS folder.

Product updates location The parent directory in which your
administrator downloads the software
patches.

CCMS tab variables

The following table provides a list of common Contact Center Manager Server CCMS tab
specific variables.

Name Description

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
unigue 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 234.5.6.10.

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.
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Licensing tab variables

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

Name

Description

License File Location

The folder on the server which contains the
license file.

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.

CCMS Package

The installation package indicates the
licenses that you have purchased.

« Essential—For small voice-only contact
centers.

* Nodal Enterprise—For single-site contact
centers.

« Corporate Enterprise—For multi-site
contact centers.

Optional Package

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

* Open Interfaces Universal Networking—
Use Network Skill-Based Routing to route
voice 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.
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Name

Description

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

» 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.

Switch Serial Number

In an AML-based Contact Center, this is the
serial number for the Avaya Communication
Server 1000. You must obtain the serial
number from your distributor. This value is
not used in SIP-enabled contact centers.

CS1000 tab variables

The following table provides a list of AML-based Avaya Communication Server 1000-specific

variables, as used on the CS1000 tab.

Name

Description

Switch Name

The name of the AML Avaya Communication
Server 1000 telephone switch.

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
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Name Description

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.

SIP-Network tab variables

The following table provides a list of configuration variables specific to the SIP-Network.

Name Description

SIP Voice Proxy Server Information about the server that provides
support for inbound and outbound calls, such
as routing a call to an agent telephone.

« IP Address If the contact center uses an Avaya
Communication Server 1000 Network
Routing Service (NRS), enter the IP address
for it here.

If the contact center uses an Avaya Aura®
Session Manager, enter the IP address for
the primary Avaya Aura® Session Manager
here.

If the contact center uses an Avaya Aura®
SIP Enablement Services (SES) server,
enter the IP address for it here.

« Port The server listening port. The default port is
5060.
« Network Transport The SIP Network Transport communication

protocol. Avaya recommends that you use
TCP for Avaya Communication Server
1000.

SIP CTI Proxy Server Information about the server that provides
support for SIP Computer Telephony
Integration (CTI) so that Agent Desktop can
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Name

Description

acquire and control agent telephones for
TR87.

* |P Address

If the contact center uses an Avaya
Communication Server 1000 Signaling
Server, enter the IP address for it here.

If the contact center uses an Avaya Aura®
Application Enablement Services server,
enter the IP address for it here.

e Port

For an Avaya Communication Server 1000
the default SIP CTI Proxy Server port is
5060.

For an Avaya Aura” Application Enablement
Services server the default SIP CTI Proxy
Server port is 4723.

* Network Transport

The SIP Network Transport communication
protocol.

For an Avaya Communication Server 1000,
the default Network Transport
communication protocol is TCP.

For an Avaya Aura® Application Enablement
Services server, the default Network
Transport communication protocol is TLS.

Backup SIP Voice Proxy Server

Information about the server that provides
backup support for inbound and outbound
calls, such as routing a call to an agent
telephone. Avaya Aura® Contact Center
must have a Standby Server license to
support a Backup Voice Proxy Server. The
only type of Backup Voice Proxy Server
supported by Avaya Aura® Contact Center is
an Avaya Aura® Session Manager when it
used with an Avaya Aura® Communication
Manager.

If the contact center uses an Avaya Aura®

* IP Address
Communication Manager and a backup
Avaya Aura® Session Manager, enter the IP
address for the backup Avaya Aura® Session
Manager here.

« Port The server listening port. The default port is

5060.

* Network Transport

The Backup Voice Proxy Server transport
protocol.
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Name Description

SIP IM Proxy Server Information about the server that supports
the deployment of Instant Message over
SIP.

Select the Avaya Aura® 6.1 switch type to
enable the IM Provider box.

The SIP IM Proxy Server IP, Port, and
Network Transport boxes are enabled only if
you select the Instant Messaging option on
the Licensing tab.

« IM Provider From the IM Provider list, select the name of
the instant messaging provider. Select either
Aura Presence Services or Microsoft OCS.

« XMPP Domain If using an Avaya Aura® Presence Services
server, enter the domain name of the
Extensible Messaging and Presence
Protocol (XMPP) server. The XMPP Domain
name must be different to the Local SIP
Subscriber Domain Name.

« IP Address The IP address of the SIP IM Proxy Server.

« Port The default SIP IM Proxy Server for Avaya
Aura® Presence Services is port 5222.

« Network Transport The SIP IM Proxy Server transport protocol.

SIP-Server tab variables

The following table provides a list of common SIP-Server variable definitions.

Name Description

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

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

« Domain Name Associated domain name for the SIP-
enabled contact center. Typically the Avaya
Aura® Contact Center SIP Domain Name
matches your Active Directory domain name.
If the Avaya Aura® Contact Center SIP
Domain Name does not match the Active
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Name

Description

Directory domain name then it must match
one of the following:

* The SIP Enablement Services SIP domain
name.

« The Session Manager contact center SIP
domain name.

* The Avaya Communication Server 1000
NRS SIP contact center domain name.

The Local SIP Subscriber Domain Name
must be different to the XMPP Domain
name.

» Password

Password for the registration user name.

* Confirm Password

Re-enter password for the registration user
name.

Web Service Ports

The Web Service Ports group box appears
only if you select Avaya Aura® Presence
Services as the IM Provider.

Server Port default is 9100.

Client Port default is 9120.

SIP Server Type

Type of SIP proxy for the contact center
integration.

Depending on the switch type you select in
the Application Selection window, the system
automatically sets the specific SIP Server
Type as the default.

« For SIP Avaya Aura® 6.1 switch type, the
default SIP Server Type is Avaya Aura®
6.1.

« For SIP Avaya Communication Server
1000 switch type, the default SIP Server
Type is CS1000.

MS Locale

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

Local Listening Ports

The SIP Communication protocol accepted
by the system for incoming calls.
TCP/UDP Port default is 5060.

TLS Port default is 5061.
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CCT Server tab variables

The following table provides a list of CCT-specific variables. The CCT server tab is visible only
when the Open Queue feature is selected from the list of Optional Packages on the Licensing

tab.

Name Description

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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Example of installing CCMS software

Avaya Aura Contact Center Installer - Application Selection

Application Selection AVAYA

Please salack your switch platform from the dropdown list followed by the Contact Center zpplicatians you wish to
install. vYour selection will be validated when you click an the Next button,

Salect Switch Type Install Type
IS]F‘ - Avaya Aura 6.1 3 |Multimedia and Voice =l

-J tE'I Contact Center Manager Server (CCMS) = Contact Center Install

i E Nodal Server Application Selection Information
{0 Metwork Control Center

:I {; Communication Contral Toolkit (CCT)

i ‘O Contact Center Featura Set

i O Enowledge Warker Feature Set

"I tCl Contact Center Multimedia Server (CCMM)

Toinstall your Contact Center do the follawing

1. Selacr the Switch from the drop down list
that your contact center will be connected

-~E]2) CCMM Primary Server to for handling your communications
¢ [0 Agent Decktop Telephony Toolbar 2, Select the Install Type from the drop down
i -D | Avava Media Server list
OE) License Manager Server 3. Select the Contact Center applications you
O Contack Center Manager Administration (CCA) would like to install
SO server Uklity
O orehestration Designer Legend

~OE) security Framewark

&  Contact Center Software Installed

Click Mext to Continue

ek f| ne> J concel |

Figure 8: Example of installing Contact Center Manager Server software
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fAvaya Aura Contack Center Installer - Installation Data Collection

Installation Data

CCMS | Licensing | SIP-Network | SIP-Senver | CCT Server |

Customer Information
Customner Mame
I&vava

Company Nams

Jawayal

Site Mame

Sike Name
|ccezooamsz

REM IP Address
Real-Time Statistics Mulbicast [P Address
|234.56.10

AVAYA

Enter the reguired data for the Contact Center installation

[ Contact Canter Servar Subnet
Select the appropriste CLAM subnet from the list

1P Address
47.166.115.31 =l

“ELa&M Subnat
[T Erter the ELAN Subnet IP Address

Select the appropriate EL&N subnet from the list

1P Address

| El

Click Mext to Continue

<ok | nea> § concel |

Figure 9: Example of installing Contact Center Manager Server software - Installation Data
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Chapter 6: Network Control Center
software installation

This chapter describes how to install the Network Control 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 on page 23.

« Partition the server hard disk 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

About this task

This task flow shows you the sequence of procedures you perform to install Network Control
Center software on your server.
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NCC software
installation

Connecting to the
contact center
subnet

#

Installing Network
Control Center
server software

Figure 10: NCC software installation procedures

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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Connecting to the contact center subnet

Connecting to the contact center subnet

About this task

Connect the Contact Center 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
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.

Installing the Network Control Center server software
Before you begin

« 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 CS 1000 Integration (NN44400-512).

« 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.
About this task

Install the Network Control Center server software to enable your contact center to route
contacts to available agents with the correct skills.

Procedure

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.
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10.
11.
12.

13.
14.

15.
16.

17.

18.

19.
20.
21.
22.
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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 on page 61.

On the Welcome window, click Next.

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

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

Click Next.

On the Application Selection window, from the Select Switch Type list, select
AML — Avaya Communication Server 1000.

© Note:

Network Control Center is platform independent. Select the AML — Avaya
Communication Server 1000 switch type option, regardless of the switch type
used in your Contact Center.

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

Click Next.
On the Product Data Upgrade window, click Next.

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

Click the Database Destination Drive tab.

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

Click the Product Updates Location tab.

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

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

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.

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

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

Installing the Network Control Center server software

24. After the installation is complete, click Finish.

25. If you are prompted, restart the server.

Procedure job aid

Network Control Center variables

The following table provides a list of common Network Control Center variable definitions.

Name

Description

Application destination
drive

The location to install the Network Control Center software.
You must install the NCC software to D: \Avaya
\Contact Center.

Database destination drive

The location to install the Network Control Center Caché
database. Install the NCC 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 Network Control
Center software.

Company Name

The name of the company using the Network Control Center
software.

Site Name

The site name for the Network Control Center.

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,
and optional Contact Center Multimedia) are connected.
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Licensing tab variables

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

Name

Description

License File Location

The folder on the server which contains the
license file.

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.

CCMS Package

The installation package indicates the
licenses that you have purchased.

« Essential—For small voice-only contact
centers.

* Nodal Enterprise—For single-site contact
centers.

« Corporate Enterprise—For multi-site
contact centers.

Optional Package

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

* Open Interfaces Universal Networking—
Use Network Skill-Based Routing to route
voice 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.
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Name

Description

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

» 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.

Switch Serial Number

In an AML-based Contact Center, this is the
serial number for the Avaya Communication
Server 1000. You must obtain the serial
number from your distributor. This value is
not used in SIP-enabled contact centers.
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Chapter 7. 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.

Avaya Aura® Contact Center License Manager supports two license file mechanisms: PLIC or WebLM.
Avaya Aura® Contact Center software installs all the components required for both types of license file
mechanisms. You can obtain a PLIC license file from the Avaya Keycode Retrieval System (KRS) or you
can obtain a WebLM license file from the Avaya Product Licensing and Delivery System (PLDS).

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, or on the Network Control Center (NCC) server. 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 on page 23.

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

License Manager installation tasks

About this task

This task flow shows you the sequence of procedures you perform to install the License
Manager software on a server.
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Figure 11: License Manager installation procedures

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.
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Installing the License Manager software

Installing the License Manager software

Before you begin

* Download the latest License Manager patches to the server.

« 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.

About this task
Install the License Manager software to control the components and features of Contact

Center.
Procedure
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 on page 69.
4. On the Welcome window, click Next.

5. If you already installed a Contact Center server software application on this server,

© © N o

10.
11.
12.

13.
14.

15.

click Add a Component, and then skip to step 8 on page 69.

On the License Agreement window, read the terms of the agreement.
Click I ACCEPT the Terms of the End-User License Agreement.
Click Next.

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

In the Application Selection window, select License Manager Server.
Click Next.

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

Click the Product Updates Location tab.

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

Click Next.
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16. On the Installation Data window, type the installation details on the License
Manager tab.

17. Click Next.

18. On the Summary window, review and verify the information.
19. Click Install.

20. After the installation is complete, click Finish.

21. If prompted, restart the server.

O Important:

If you use the WebLM license file, you must restart your Contact Center Tomcat
server after installation.

Variable definitions

Name Description

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.
o Important:

Do not change the name of 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.
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Configuring the WebLM license file

Name Description

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.

Configuring the WebLM license file
Before you begin

« Install the Contact Center License Manager server software.
* Restart the Contact Center License Manager server.

About this task

Configure Contact Center License Manager to use a WebLM file.

O Note:

When you install Contact Center License Manager, an instance of Apache Tomcat Server
is also installed on the same server. The default port number for Apache Tomcat is 8081. If
you need to change the port number to avoid conflicts with third-party software, see your
Apache Tomcat documentation.

Procedure
1. Log on to the server where the Contact Center License Manager software is
installed.

2. Click Start > All Programs > Avaya > Contact Center > License Manager >
Configuration.

On the Configuration page, click Browse.

View the type of license file currently used, and then click OK.
Navigate the file system and locate the WebLM license file.
Click Open.

Click Apply.

At the prompt, click Yes to restart the Contact Center License Manager services.

© © N o 0o b~ w

Click OK to close the window.
10. Click Exit.

Avaya Aura® Contact Center Installation 30July 2012 71



License Manager installation

Restarting the Contact Center Tomcat Instance

Before you begin

Apply the WebLM license file using the Contact Center License Manager Configuration
utility.

About this task

Restart the Contact Center Tomcat Instance on the Contact Center License Manager server
to commission the WebLM license file for the first time.

Procedure

. Log on to your Contact Center License Manager server.
. On the Start menu, choose All Programs > Administrative Tools > Services.

1
2
3. Right-click the Contact Center Tomcat Instance service, and click Stop.
4. Right-click the Contact Center Tomcat Instance service, and click Start.
5

. Close the services window.
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Chapter 8. Server Utility software
Installation

This chapter describes how to install the Avaya Aura® Contact Center server 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 on page 23.

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

Server Utility software installation tasks

About this task

This task flow shows you the sequence of procedures you perform to install the Server Utility
software on a server.
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Figure 12: Server Utility software installation procedures

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
Before you begin

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

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

About this task

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.

Procedure

1.
2.
. Click Install to install the Microsoft .NET Framework 3.5 SP1 and Visual C++

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

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

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 on page 75.

On the Welcome window, click Next.

5. If you already installed a Contact Center server software application on this server,

© © N o

10.
11.
12.

13.
14.

15.
16.
17.
18.
19.

click Add a Component, and then skip to step 8 on page 75.

On the License Agreement window, read the terms of the agreement.
Click | ACCEPT the Terms of the End-User License Agreement.
Click Next.

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

Select Server Utility.
Click Next.

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

Click the Product Updates Location tab.

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

Click Next.

On the Summary window, review and verify the information.
Click Install.

After the installation is complete, click Finish.

If prompted, restart the server.
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Variable definitions

Name Description

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® 5.2. Select this option
when integrating Avaya Aura® Contact
Center with an Avaya Aura® Unified
Communications platform Release 5.2 or
an Avaya Aura® Midsize Business
Template Release 5.2.1.

« SIP - Avaya Aura® 6.1. Select this option
when integrating Avaya Aura® Contact
Center with an Avaya Aura® Unified
Communications platform 6.1 or 6.2, or an
Avaya Aura® Solution for Midsize
Enterprise 6.1 or 6.2.

* No Switch Configured. Select this option
when installing Avaya Aura® Contact
Center as a multimedia addition to Avaya
Aura® Call Center Elite, or when installing
Avaya Aura® Contact Center to support
only multimedia contacts.
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Chapter 9: 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 perform significant reporting in your contact center,
or co-resident with Contact Center Manager Server (CCMS) software.

CCMA stores configuration data in a Microsoft Active Directory - Lightweight Directory Services (AD-LDS)
data store. Contact Center Manager Administration (CCMA) redundancy is provided by the addition of a
replication or standby CCMA server. 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.

If you want CCMA resiliency you must install a primary CCMA server and a replicating CCMA server. The
replicating or standby CCMA server replicates AD-LDS contents from the primary CCMA server.

O Important:
AD-LDS replication must be enabled only on the Standby CCMA server.

A CCMA replication solution contains a primary CCMA server and a standby CCMA server. Install the
primary CCMA server with “Enable CCMA Replication” not selected. Install the standby CCMA server with
“Enable CCMA Replication” selected. The standby CCMA server replicates the primary CCMA server AD-
LDS contents.

The primary CCMA server is always the primary CCMA server. If the primary CCMA server fails, the
standby CCMA is still a standby CCMA, they do not switch roles. To restore CCMA solution resiliency,
you must repair and reinstate the primary CCMA server, or install a new primary CCMA server using the
same details as the previous primary CCMA server.

CCMA can administer multiple CCMS servers, including Avaya NES Contact Center Release 6.0 CCMS
servers. Avaya NES Contact Center Release 6.0 CCMS uses a Sybase database. If you plan to use CCMA
to manage or report against an Avaya NES Contact Center Release 6.0 CCMS server, you must install
Sybase Open Client software on the CCMA server.
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Prerequisites to CCMA primary server software
installation

» Prepare your server for software installation. See Server preparation on page 23.

« Partition the server hard disk 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

About this task

This task flow shows you the sequence of procedures you perform to install Contact Center
Manager Administration software on your server.
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Figure 13: CCMA software installation procedures

Job aid: Installation time

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.
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Installing operating system components for Contact Center
Manager Administration

Before you begin

« Install Windows Server 2008 64-bit Release 2.
About this task

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

Procedure

1.
2.

Choose Start > Administrative Tools > Server Manager.

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.

Under Server Roles, select Active Directory Lightweight Directory Services.

5. Ifan Add Roles Wizard message box that lists features required by Active Directory

11.
12.
13.

Lightweight Directory Services appears, click Add Required Features.
Under Server Roles, select Application Server.

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

Under Application Server, select Role Services.

. Select Web Server (lIS) Support.
10.

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

Click Next.
On the Introduction to Web Server (lIS) page, click Next.

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

* Static Content

* Default Document
« Directory Browsing
* HTTP Errors
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« HTTP Redirection

O Important:
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

O Important:
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

O Important:
All other services check boxes must be cleared.

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

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

« IIS Management Console
« IIS Management Scripts and Tools
» Management Service

« All items under 1IS 6 Management Compatibility

O Important:
All other services check boxes must be cleared.

19. Click Next.
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20.
21.
22.
23.

Review the installation information.
Click Install.
On the Installation Results page, click Close.

Restart the server if required.

Installing Sybase Open Client 12.5

Before you begin

* 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.

About this task

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.

Procedure

Ea A

10.
11.

© © N o v

Log on to Contact Center Manager Administration server as the administrator.
Insert the Contact Center installation DVD into the DVD drive.
If the Contact Center DVD installer main menu appears, click Cancel.

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

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

Select Standard Install.

Click Next.

In the Choose the installation directory box, accept the default location.
On the Choose Directory dialog box, click Next.

On the Summary dialog box, click Next.

On the Create Directory dialog box, click Yes to confirm the name of the directory
to which to copy the files.
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12.

13.

14.

15.

16.

17.
18.

Updating the Sybase ODBC driver

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

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.

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

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

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

Click OK.

Close the Control Panel window.

Updating the Sybase ODBC driver

Before you begin

* Install Sybase Open Client 12.5.
About this task
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.

Procedure

1.
2.
3.

Click Start > Run.
In the Open box, type cmd.
Click OK.

4. Atthe prompt, type iisreset.

5.

Press Enter.
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6. Atthe 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.

Variable definitions

Name 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.

Verifying that the system successfully updated the driver

Before you begin

« Update the Sybase ODBC driver.
About this task

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.

Procedure

1. Browse to C:\Windows\SysWOW®64.
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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.

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

. Click OK.

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

Configuring MIME types to support Microsoft updates

About this task

Configure the Multipurpose Internet Mail Extension (MIME) types to support Microsoft updates
and patches.

Procedure
1. Log on to the Contact Center Manager Administration server.
2. Click Start > Administrative Tools > Computer Management.
3. Inthe Computer Management dialog box, expand Services and Applications >
Internet Information Services > IS Manager > Sites.

4. Select Default Web Site.
5. Under IIS, select MIME Types.
6. Double-click MIME Types.
7. On the Actions list on the right, click Add.
8. In the File name extension box, type .msp.
9. Inthe MIME Type box, type application/microsoftpatch.

10. Click OK.

11. On the Actions list on the right, click Add.

12. In the File name extension box, type .msu.

13. In the MIME Type box, type application/microsoftupdate.

14. Click OK.

15.

Close the Computer Management window.

Avaya Aura® Contact Center Installation 30 July 2012 85



Contact Center Manager Administration primary server software installation

Installing the Contact Center Manager Administration
primary server software

Before you begin

« Install and configure Internet Information Systems (11S) 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.

About this task

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

O Important:
AD-LDS replication must be disabled on the primary CCMA server.

Procedure

1.
2.
3.

Insert the Avaya Aura® Contact Center DVD into the DVD drive of your server.
If the installation does not automatically start, double-click Setup.exe.

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 on page 86.

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 on page 86.

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

. Click | ACCEPT the Terms of the End-User License Agreement.
. Click Next.
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10.
11.
12.

13.
14.

15.

16.

17.
18.
19.
20.
21.
22.
23.
24,

Installing the Contact Center Manager Administration primary server software

. Onthe Application Selection window, from the Select Switch Type list, select the

PABX type for your system.
Select Contact Center Manager Administration (CCMA).
Click Next.

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

Click the Product Updates Location tab.

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

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

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.

Click Next.

On the Installation Data window, type the installation details for each tab.
Clear Enable CCMA Replication.

Click Next.

On the Summary window, review and verify the information.

Click Install.

After the installation is complete, click Finish.

Disable Java Runtime Environment (JRE) updates. See Disabling Java Runtime
Environment updates on page 279.

O Important:

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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Variable definitions

Name Description

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 Clear this check box on the primary CCMA
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 389. If
CCMA is installed co-resident with Security
Framework or Avaya Media Server, the
default 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 636. If CCMA is
installed co-resident with Security
Framework or Avaya Media Server, the
default port is 6366. Check with the system
administrator to ensure that the port number
is not already in use.

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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Procedure job aid

Avaya Aura Contact Center Installer - Application Selection

Application Selection AVAYA

Please salack your switch platform from the dropdown list followed by the Contact Center zpplicatians you wish to
install. vYour selection will be validated when you click an the Next button,

Salect Switch Type Install Type
IS]F‘ - Bwaya Communication Server 1000 3 |Multimedia and Voice =l
EE) Contact Center Manager Server (CCMS) (=% Contact Center Install

| D.T-‘ Modal Server Application Selection Infarmation
O Wetwork Control Center

Communication Contral Toolkit (CCT)
‘O Contact Center Featura Set

¢ O Knowledge Worker Feature Sat
FIE) Contact Center Multimedia Server (CCMM)
¢ 02 cCMM Primary Server

Toinstall your Contact Center do the follawing

1. Selacr the Switch from the drop down list
that your contact center will be connected
to for handling your communications

¢ 0O agent Dasktop Telephony Toolbar 2. Select the Install Type from the drop down
~OE) Avaya Media Server list

+OE) License Manager Server 3. Select the Contact Center applications you
([ Contack Center Manager Administration (CCHA) would like to install

SO server Uklity

O orehestration Designer Legend

~OE) security Framewark

&  Contact Center Software Installed

Click Mext to Continue

ek f| ne> J concel |

Figure 14: Example of installing Contact Center Manager Administration software
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Chapter 10: Orchestration Designer
software installation

This chapter describes how to install the Orchestration Designer software on a server so that you can
create, implement, test, and document flows for routing voice and multimedia contacts.

Prerequisites to Orchestration Designer software
installation

» Prepare your server for software installation. See Server preparation on page 23.

Orchestration Designer software installation procedures
About this task

This task flow shows you the sequence of procedures you perform to install the Orchestration

Designer software on a servetr.
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Orchestration
Designer software
installation

Installing
Orchestration
Designer software

Figure 15: Orchestration Designer software installation procedures

Job aid: Installation time

The estimated time to install the Orchestration Designer 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 Orchestration Designer software

Before you begin

« Ensure that you have enough free disk space on the C drive. See Avaya Aura® Contact
Center Planning and Engineering (NN44400-210).

About this task
Install the Orchestration Designer software on a server.

Procedure

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 on page 93.

On the Welcome window, click Next.

5. If you already installed a Contact Center Release 6.2 server software application

© © N o

10.
11.
12.

13.
14.

15.
16.
17.

on this server, click Add a Component, and then skip to step 8 on page 93.
On the License Agreement window, read the terms of the agreement.
Click | ACCEPT the Terms of the End-User License Agreement.

Click Next.

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

Select Orchestration Designer.
Click Next.

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

Click the Product Updates Location tab.

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

Click Next.
On the Ready to Install window, review and verify the information.
Click Install.
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18. After the installation is complete, click Finish.

19. If you are prompted, restart the server.

Variable definitions

Name

Description

Application destination drive

The location to install the Orchestration
Designer software.

Product Updates Location

The parent directory in which your
administrator downloads the software
patches.
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Chapter 11: Security Framework software
Installation

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 Avaya Communication Server 1000 and Avaya Media
Server applications.

You can install Security Framework co-resident with Contact Center Manager Administration. If you use
the Security Framework software for more than one application, install the Security Framework on a
standalone server.

O Important:
Security Framework is not supported co-resident with Avaya Media Server.

Prerequisites to Security Framework software installation

» Prepare your server for software installation. See Server preparation on page 23.

« Partition the server hard disk 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

About this task

This task flow shows you the sequence of procedures you perform to install the Security
Framework software.
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Security
Framework
software
installation

Installing the
Security
Framework
software

Figure 16: Security Framework software installation procedures

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.
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Installing the Security Framework software

Before you begin

* Download the most recent Security Framework and common component patches to the
server.

« 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.

« Ensure the server Primary DNS suffix is configured.
About this task
Install the Security Framework software on one server.

Procedure

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 on page 97.

4. On the Welcome window, click Next.

5. If you already installed a Contact Center server software application on this server,

© © N o

10.
11.
12.

13.
14.

click Add a Component, and then skip to step 8 on page 97.

On the License Agreement window, read the terms of the agreement.
Click | ACCEPT the Terms of the End-User License Agreement.
Click Next.

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

Select Security Framework.
Click Next.

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

Click the Product Updates Location tab.

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

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

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

19. Click Install.

20. After the installation is complete, click Finish.

21. If prompted, restart the server.

Variable definitions

Name Description

Application destination drive The location to install the Security
Framework 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
389. 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 636. Check with
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Name Description

the system administrator to ensure that the
port number is not already in use.
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Chapter 12:. 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 on page 23.

Partition the server hard disk 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.

O Important:

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

CCT software installation (contact center) procedures

About this task

This task flow shows you the sequence of procedures you perform to install the Communication
Control Toolkit software on a server.
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CCT software
installation

Installing the
CCT server
software
{contact center)

Figure 17: CCT software installation (contact center) procedures

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.
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Installing the Communication Control Toolkit server
software (contact center)

Before you begin

« Download the most recent Communication Control Toolkit and common component
patches to the server.

« 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.

About this task

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

© Note:

Installation of this component installs Apache Tomcat Server. The default port number for
Apache Tomcat is 8081. If you need to change the port number to avoid conflicts with third-
party software, see your Apache Tomcat documentation.

Procedure

1.
2.
3.

Insert the Avaya Aura® Contact Center DVD into the DVD drive of your server.
If the installation does not automatically start, double-click Setup.exe.

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 on page 103.

If prompted to accept the Microsoft .NET Framework license agreement, click
Accept. If prompted to reboot the server, click Yes and repeat step 2 on page
103.

. On the Welcome window, click Next.

If you previously installed server software application on this server, click Add a
Component, and then skip to step 11 on page 104.

On the License Agreement window, read the terms of the agreement.
Click  ACCEPT the Terms of the End-User License Agreement.

. Click Next.
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10.

11.

12.
13.
14.

15.
16.

17.
18.

19.

20.

21.
22.
23.
24,
25.
26.

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

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.

Click Next.
On the Product Data Upgrade window, click Next.

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

Click the Database Destination Drive tab.

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

Click the Product Updates Location tab.

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

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

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.

Click Next.

In the Summary window, confirm all information is correct.
Click Install.

After the installation is complete, click Finish.

If prompted, restart the server.

Disable Java Runtime Environment (JRE) updates. See Disabling Java Runtime
Environment updates on page 279.

O Important:

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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Variable definitions

Name Description

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.

Procedure job aid

Avaya Aura Contact Center Installer - Application Selection

Application Selection AVAYA

Please salack your switch platform from the dropdown list followed by the Contact Center zpplicatians you wish to
install. vYour selection will be validated when you click an the Next button,

Salect Switch Type Install Type
|#¥ML - &vaya Communication Server 1000 3 |Multimedia and Viics =l
El @ Contact Center Manager Server (CCMS) - Contact Center Install
o O Wodal Server \ Application Selection Information

{0 Metwork Control Center

=-E) communication Contral Toalkit (CCT)

. M) Contaw Center Feature Set
O Knowledge Waorker Feature Set

Toinstall your Contact Center do the follawing

1. Selacr the Switch from the drop down list
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Figure 18: Example of installing Communication Control Toolkit software
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Chapter 13: 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 on
page 23.

» Download the most recent CCMM patches.

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

Agent Desktop Telephony Toolbar software installation
procedures

About this task

This task flow shows you the sequence of procedures you perform to install the Agent Desktop
Telephony Toolbar software on your server.
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Installing the
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Toolbar software

Figure 19: Telephony Toolbar software installation procedures

Job aid: Installation time

The estimated time to install the Agent Desktop Telephony Toolbar 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 Agent Desktop Telephony Toolbar software

Before you begin

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

» Download the most recent patches to the server.
About this task

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

Procedure

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 on page 109.

4. On the Welcome window, click Next.

5. If you already installed a Contact Center server software application on this server,

© © N o

10.

11.
12.

13.
14.

15.

click Add a Component, and then skip to step 8 on page 109.

On the License Agreement window, read the terms of the agreement.
Click  ACCEPT the Terms of the End-User License Agreement.
Click Next.

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

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

Click Next.

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

Click the Product Updates Location tab.

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

Click Next.
The System Readiness Check utility runs on the server.
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16. 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.

17. Click Next.

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

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

21. Click Install.

22. After the installation is complete, click Finish.

23. If you are prompted, restart the server.

Variable definitions

Name Description

Application destination drive The drive on which the Contact Center
Multimedia or Communication Control
Toolkit 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 used in your
network.

Web Stats Server Name 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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Chapter 14. 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 on page 23.

Partition the server hard disk 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.

O Important:

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

About this task

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.
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Figure 20: CCT software installation (knowledge worker) procedures

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.
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Installing the Communication Control Toolkit server
software (knowledge worker)

Before you begin

« Install the License Manager server software on the server on which you plan to install
Communication Control Toolkit. See License Manager installation on page 67.

» Download the most recent Communication Control Toolkit and common component
patches to the server.

About this task

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

O Note:

Installation of this component installs Apache Tomcat Server. The default port number for
Apache Tomcat is 8081. If you need to change the port number to avoid conflicts with third-
party software, see your Apache Tomcat documentation.

Procedure

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 on page 113.

4. On the Welcome window, click Next.

5. If you already installed a Contact Center server software application on this server,

© © N o

10.

click Add a Component, and then skip to step 8 on page 113.

On the License Agreement window, read the terms of the agreement.
Click | ACCEPT the Terms of the End-User License Agreement.
Click Next.

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

Under Communication Control Toolkit (CCT), select Knowledge Worker
Feature Set.
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11.
12.
13.

14.
15.

16.
17.

18.

19.

20.
21.
22.
23.
24,
25.

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.

Click Next.
On the Product Data Upgrade window, click Next.

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

Click the Database Destination Drive tab.

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

Click the Product Updates Location tab.

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

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

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.

Click Next.

In the Summary window, confirm all information is correct.
Click Install.

After the installation is complete, click Finish.

If prompted, restart the server.

Disable Java Runtime Environment (JRE) updates. See Disabling Java Runtime
Environment updates on page 279.

O Important:

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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Variable definitions

Name Description

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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Chapter 15: Contact Center Multimedia
software 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. 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 standalone
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.

O Important:

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

O Important:

If you are installing CCMM on a Contact Center server that already has Agent Desktop Telephony
Toolbar installed, you must first uninstall Avaya Media Server (if present), License Manager, and Agent
Desktop Telephony Toolbar. In this case, when installing CCMM, also install License Manager and
Avaya Media Server (if required).

Prerequisites to CCMM software installation

» Prepare your server for software installation. See Server preparation on page 23.

« Partition the server hard disk drives as required. For more information, see Avaya Aura®
Contact Center Planning and Engineering (NN44400-210).

« Install Internet Information Service (lIS).

« 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.
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« 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 Contact Center Manager Server, Contact Center License Manager and
Communication Control Toolkit services are running before you begin installing CCMM
software.

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

CCMM software installation procedures

About this task

This task flow shows you the sequence of procedures you perform to install Contact Center
Multimedia software on your server.
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CCMM software installation procedures
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Figure 21: Contact Center Multimedia server installation procedures
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Configuring Internet Information Services

Before you begin

« 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. IS was installed with Contact Center
Manager Administration.

About this task

Configure Internet Information Services (IIS) to enable the Web-based administration
application for the Multimedia software. IS is an optional component of the Windows Server
2008 Release 2 installation.

Procedure

1.
2.

Choose Start > Administrative Tools > Server Manager.

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.

Under Server Roles, select Web Server (11S).

5. If an Add Roles Wizard message box appears, listing features required by Web

9.

Server (IIS) Support appears, click Add Required Features.

. Click Next.
. On the Web Server (1I1S) introduction page, click Next.
. On the Select Role Services page, under Common HTTP Features, select the

following services:
» Static Content
* Default Document
* Directory Browsing
* HTTP Errors
* HTTP Redirection

O Important:
All other services check boxes must be cleared.

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

* ASP.NET
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* .NET Extensibility
* ASP

* ISAPI Extensions
* ISAPI Filters

» Server Side Includes

O Important:
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

O Important:
All other services check boxes must be cleared.

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

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

* IIS Management Console
* IIS Management Scripts and Tools
* Management Service

* All items under 1IS 6 Management Compatibility

O Important:
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.
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Installing the Contact Center Multimedia server software

Before you begin

* Download the most recent Contact Center Multimedia and common component patches
to the server.

* 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.

About this task

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.

O Important:

If you are installing CCMM on a Contact Center server that already has Agent Desktop
Telephony Toolbar installed, you must first uninstall Avaya Media Server (if present), License
Manager, and Agent Desktop Telephony Toolbar. In this case, when installing CCMM, also
install License Manager and Avaya Media Server (if required).

Procedure

1.
2.
3.

Insert the Avaya Aura® Contact Center DVD into the DVD drive of your server.
If the installation does not automatically start, double-click Setup.exe.

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 on page 122.

On the Welcome window, click Next.

5. If you already installed a Contact Center server software application on this server,

© © N o

10.
11.

click Add a Component, and then skip to step 8 on page 122.

On the License Agreement window, read the terms of the agreement.
Click  ACCEPT the Terms of the End-User License Agreement.
Click Next.

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

Under Multimedia Server (CCMM), select CCMM Primary Server.
Click Next.
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12.
13.

14.
15.

16.
17.

18.

19.

20.
21.

22.
23.
24,
25.
26.
27.

Installing the Contact Center Multimedia server software

On the Product Data Upgrade window, click Next.

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

Click the Database Destination Drive tab.

Under Install Multimedia Server Database to, select the drive for the Multimedia
Server Database.

Click the Product Updates Location tab.

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

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

If the System Readiness Check utility returns a Falil, 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.

Click Next.

On the Installation Data window, type the installation details for the CCMM -
Primary Server tab.

Click Next.

On the Summary window, review and verify the information.
Click Install.

After the installation is complete, click Finish.

If prompted, restart the server.

Disable Java Runtime Environment (JRE) updates. See Disabling Java Runtime
Environment updates on page 279.

O Important:

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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Variable definitions

Name Description

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.

IM Provider The name of the instant messaging provider.

Select either None, Microsoft OCS or Aura
Presence Services.

IM and presence features are supported for
Avaya Aura® Presence Services server and
Microsoft Office Communications Server.
Avaya Aura® Presence Services server is
supported with Avaya Aura® 6.1 and 6.2.
Microsoft Office Communications Server is
supported with Avaya Aura®, and Avaya
Communication Server 1000.

Manager Server (CCMS) 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 (CCT) The name of the server on which the
Communication Control Toolkit software is
installed.

Administration Server (CCMA) The name of the server on which the Contact
Center Manager Administration software is
installed.

Web Reporting (Optional) Server Name | The IP address of the optional Web
Reporting server.

Web Reporting (Optional) Port The port number of the optional Web
Reporting server. The default is 9090.

Inbound Mail Server (POP3) The name of the server on which e-mail
messages are received in your network.
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Name

Description

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
boxes and enter the server information.

Predictive Server

The name of the Predictive Outbound
solutions application server on which the
administration software resides, or the
CPSEZ 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 Based Statistics is an optional
licensed feature and requires a Web Based
Statistics feature license.

Web Stats Port

The port number of the Web Stats server.
The default port number is 9086.

Web Communications Server (Optional)

The name of the server on which the Web
Customer Interface is installed if Web
communications is licensed in your contact
center.
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Procedure job aid

Avaya Aura Contact Center Installer - Application Selection

Application Selection AVAYA

Please salack your switch platform from the dropdown list followed by the Contact Center zpplicatians you wish to
install. vYour selection will be validated when you click an the Next button,
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El @ Contact Center Manager Server (CCMS) = Contact Center Install
i 0O MNodal Server Application Selection Information
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Toinstall your Contact Center do the follawing
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Figure 22: Example of installing Contact Center Multimedia software
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fAvaya Aura Contack Center Installer - Installation Data Collection

Installation Data

CCMM - Primary Sanser |

Please provide the names of the servers needed for the confiquration of Contact Center MulimedisfOutb ound

AVAYA

Manager Server (CCMS)

CChihd Server Configuration (Mandatory) Email Sarvars (Optianal)
1M Frovider Inbound Mail Server (POP3)  pushound Mail Server (SMTP)
[None j | |

™ Enter Predictive Outbound Configuration (Optional)
| Predictive Server

Predichive Reporting Servar

License Server |

Telephony Server (CCT)

“Web Stats (Optional)
Web Stats Server
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Administration Server (CCMA)

Sarver ilame Port

YWiab Reporing (Optional) Wb Communication Server (Opfional)
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I |anan [
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Figure 23: Example of installing Contact Center Multimedia software - Installation Data

Before you begin

« Install Contact Center Multimedia software.

About this task

Installing the external Web communication server software

If you use Web communications in your contact center, you can use the Sample Customer
Interface (CI) Web site implementation to help you develop pages for your corporate Web site.
The Web services architecture is a platform-independent interface that customers can access
from both Microsoft .NET and Java applications. Customer Web sites or third-party applications
use the open interface for integration with the Contact Center Multimedia system.

The Customer Interface Web services provide a range of methods to perform the following

functions:

* Register new customers in the Contact Center Multimedia database

» Log on or log off existing customers

« Update customer logon credentials
* Create customer contacts
» Update customer details
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* Read customer information

* Review a customer contact history

» Request immediate or scheduled callback requests

* Read a contact

* Create and maintain a Web communications chat session

To integrate Web Communications with the Contact Center Multimedia system, download the
Avaya Aura® Contact Center Web Communications SDK package and Reference
Implementation from www.avaya.com/devconnect. The Web Communications Reference
Implementation contains information about customizing the Web communication application
to your solution.

O Important:

Do not install the Web Communications Reference Implementation on an Avaya Aura®
Contact Center server. Install the Web Communications Reference Implementation on your
own server in the contact center solution.

Procedure

1. Locate and download the Web Communications Reference Implementation
software from www.avaya.com/devconnect.

2. Copy the Web Communications Reference Implementation software to the external
Web server.

3. Follow the Reference Implementation instructions to install and commission the
Web Communications server.

Installing the Instant Messaging chat server on the external
Web server

Before you begin

« Install Contact Center Multimedia server software in a SIP-enabled Contact Center.
* Install the Instant Messaging license on the Contact Center License Manager.
About this task

The Instant Messaging chat server allows customers to have Instant Messaging chat sessions
with the contact center. The Instant Messaging chat server uses Presence Services to gather
presence information for the Agent, Supervisor and Expert.

128 Avaya Aura® Contact Center Installation 30 July 2012
Comments? infodev@avaya.com



http://www.avaya.com/devconnect
http://www.avaya.com/devconnect
mailto:infodev@avaya.com?subject=Avaya Aura® Contact Center 
Installation

Installing the Instant Messaging chat server on the external Web server

Procedure

1. Download the AACC6.1.1-IMChatserver.zip file from www.avaya.com/support to
the external Web server.

2. Extract the contents of the AACC6.1.1-IMChatserver.zip file into a directory on the
external Web server.
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Chapter 16: 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:

» Contact Center Manager Server (CCMS)

» Contact Center Manager Server Utility

» Contact Center License Manager

» Contact Center Manager Administration (CCMA)
« Communication Control Toolkit (CCT)

» Contact Center Multimedia (CCMM)

» Avaya Media Server

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

Contact Center Manager Server supports two Network Interface Cards (NICs) and two subnets (one
contact center subnet and one ELAN subnet). The Contact Center Manager Server ELAN NIC and ELAN
subnet are optional.

CCMA can administer multiple CCMS servers, including Avaya NES Contact Center Release 6.0 CCMS
servers. Avaya NES Contact Center Release 6.0 CCMS uses a Sybase database. If you plan to use CCMA
to manage or report against an Avaya NES Contact Center Release 6.0 CCMS server, you must install
Sybase Open Client software on the CCMA server.

Prerequisites to co-resident server software installation

» Prepare your server for software installation. See Server preparation on page 23.
» Copy the most recent patches for the Contact Center software.

Partition the server hard disk 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.
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O Important:

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

About this task

This task flow shows you the sequence of procedures you perform to install many Contact
Center server software applications on your co-resident server.
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Figure 24: Co-resident server software installation procedures

Avaya Aura® Contact Center Installation

30 July 2012 133



Co-resident server software installation

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.

Connecting to the contact center subnet

About this task

Connect the Contact Center 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
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.

Disabling NetBIOS

About this task

If the Contact Center server uses two Network Interface Cards (NICs), disable NetBIOS on the
Embedded LAN (ELAN) network interface card (NIC) to avoid NetBIOS conflicts.

Contact Center supports two Network Interface Cards (NICs) and two subnets (one contact
center subnet and one ELAN subnet). The Contact Center ELAN NIC and ELAN subnet are
optional.

Procedure

1. Choose Start > Control Panel > Network and Internet.

2. Click Network and Sharing Center.
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Click Change adapter settings.

Right-click the ELAN Network Interface Card (NIC).
Click Properties.

Select Internet Protocol Version 4 (TCP/IPv4).
Click Properties.

Click Advanced.

Click the WINS tab.

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

© © N o 0o b~ W

Connecting the Embedded LAN subnet

Before you begin

* Install two network cards on the Contact Center server.

* Disable the NetBIOS on the ELAN network interface card.

» Connect the contact center subnet network interface card.
About this task

Connect the Embedded LAN (ELAN) NIC to the ELAN subnet. Contact Center supports two
network interface cards (NICs) and two subnets (one contact center subnet and one ELAN
subnet). The Contact Center ELAN NIC and ELAN subnet are optional.

Procedure

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 network 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.
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Configuring the binding order
Before you begin

* Install two network interface cards on the Contact Center server.

* Disable the NetBIOS on the ELAN network interface card.

« Connect the Contact Center server network interface card to the contact center subnet.

« Connect the Contact Center server ELAN network interface card to the ELAN subnet.
About this task

Configure the binding order of the network cards. The contact center subnet network interface
card must be bound first and then the ELAN network interface card.

Procedure
1. Choose Start > Control Panel > Network and Internet > Network and Sharing
Center.
2. Click Change adapter settings.

3. Inthe 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.

Installing operating system components for Contact Center
Manager Administration

Before you begin

« [nstall Windows Server 2008 64-bit Release 2.
About this task

Before installing Contact Center Manager Administration, you must install specific operating
system software components such as Internet Information Services to integrate the
components in Contact Center.
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Procedure

Choose Start > Administrative Tools > Server Manager.

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.

Under Server Roles, select Active Directory Lightweight Directory Services.

5. Ifan Add Roles Wizard message box that lists features required by Active Directory

11.
12.
13.

Lightweight Directory Services appears, click Add Required Features.
Under Server Roles, select Application Server.

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

Under Application Server, select Role Services.

. Select Web Server (lIS) Support.
10.

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

Click Next.
On the Introduction to Web Server (lIS) page, click Next.

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

* Static Content

* Default Document

« Directory Browsing
* HTTP Errors

* HTTP Redirection

O Important:
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
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» Server Side Includes

O Important:
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

O Important:
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. Onthe Select Role Services page, under Management Tools, select the following
services:

* IIS Management Console
* IIS Management Scripts and Tools
* Management Service

* All items under 1IS 6 Management Compatibility

O Important:
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.
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Installing Sybase Open Client 12.5

Before you begin

« 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.

About this task

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.

Procedure

1.
2.
3.

10.
11.

12.

© © N o v

Log on to Contact Center Manager Administration server as the administrator.
Insert the Contact Center installation DVD into the DVD drive.
If the Contact Center DVD installer main menu appears, click Cancel.

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

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

Select Standard Install.

Click Next.

In the Choose the installation directory box, accept the default location.
On the Choose Directory dialog box, click Next.

On the Summary dialog box, click Next.

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

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
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13.

14.

15.

16.

17.
18.

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.

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.

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

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

Click OK.

Close the Control Panel window.

Updating the Sybase ODBC driver

Before you begin

* Install Sybase Open Client 12.5.
About this task
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.

Procedure

1.
2.
3
4.
5
6

Click Start > Run.
In the Open box, type cmd.

. Click OK.

At the prompt, type iisreset.

. Press Enter.

. 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).

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

. Type the following xcopy command:

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

Verifying that the system successfully updated the driver

Before you begin

» Update the Sybase ODBC driver.
About this task

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.

Procedure

1. Browse to C:\Windows\SysWOW®64.

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.

5. Click OK.

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

Configuring MIME types to support Microsoft updates

About this task

Configure the Multipurpose Internet Mail Extension (MIME) types to support Microsoft updates
and patches.

Procedure

1. Log on to the Contact Center Manager Administration server.

2. Click Start > Administrative Tools > Computer Management.
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3. Inthe Computer Management dialog box, expand Services and Applications >
Internet Information Services > IIS Manager > Sites.

Select Default Web Site.

Under IIS, select MIME Types.
Double-click MIME Types.

On the Actions list on the right, click Add.

In the File name extension box, type .msp.

© © N o g &

In the MIME Type box, type application/microsoftpatch.
10. Click OK.

11. On the Actions list on the right, click Add.

12. In the File name extension box, type .msu.

13. In the MIME Type box, type application/microsoftupdate.
14. Click OK.

15. Close the Computer Management window.

Installing the server software on the co-resident server

Before you begin

* If you install Contact Center Manager Server software with an Avaya Communication
Server 1000, ensure the PABX is configured. See Avaya Aura® Contact Center
Configuration — Avaya CS 1000 Integration (NN44400-512).

« 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.

About this task

Install the Contact Center software and enable your contact center to route contacts to the
agents can answer the call with the correct skills.

© Note:

Installing License Manager or Communication Control Toolkit on the co-resident server
installs Apache Tomcat Server. The default port number for Apache Tomcat is 8081. If you
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need to change the port number to avoid conflicts with third-party software, see your Apache
Tomcat documentation.

© Note:

Contact Center Service Packs 5 and later include an updated version of the Avaya Media
Server installation file. If you install Avaya Media Server on your co-resident server, see the
Service Pack Release Notes for instructions to update Avaya Media Server.

Procedure

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 on page 143.

4. On the Welcome window, click Next.

5. If you already installed a Contact Center server software application on this server,

© © N o

10.

11.

12.

13.

14.
15.
16.
17.

click Add a Component, and then skip to step 8 on page 143.

On the License Agreement window, read the terms of the agreement.
Click  ACCEPT the Terms of the End-User License Agreement.
Click Next.

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

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.

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

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

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

Select License Manager Server.

Select Contact Center Manager Administration (CCMA).
Select Server Utility.

Click Next.
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18.
19.

20.
21.

22.

23.

24,
25.

26.

27.

28.
29.

30.
31.
32.
33.
34.
35.

On the Product Data Upgrade window, click Next.

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

Click the Database Destination Drive tab.

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

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

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

Click the Product Updates Location tab.

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

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

If the System Readiness Check utility returns a Falil, 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.

Click Next.

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.

Click Next.

On the Summary window, review and verify the information.
Click Install.

After the installation is complete, click Finish.

If prompted, restart the server.

Disable Java Runtime Environment (JRE) updates. See Disabling Java Runtime
Environment updates on page 279.

O Important:

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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O Important:

If you are using WebLM, you must restart the Contact Center Tomcat Instance
service after installing the Contact Center software.

36. If you install Avaya Media Server on your co-resident server, follow the steps in the
release notes to install the updated Avaya Media Server files.

Procedure job aid

Application Selection window variables

The following table provides a list of common Application Selection window variable

definitions.
Name Description
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.
Select this option when integrating Avaya
Aura® Contact Center with an AML-based
Avaya Communication Server 1000. The
term AML refers to the connection between
CCMS and the CS 1000.

* SIP - Avaya Communication Server 1000.

* SIP - Avaya Aura® 5.2. Select this option
when integrating Avaya Aura® Contact
Center with an Avaya Aura® Unified
Communications platform Release 5.2 or
an Avaya Aura® Midsize Business
Template Release 5.2.1.

« SIP - Avaya Aura® 6.1. Select this option
when integrating Avaya Aura® Contact
Center with an Avaya Aura® Unified
Communications platform Release 6.1 or
6.2, or an Avaya Aura® Solution for Midsize
Enterprise Release 6.1 or 6.2.

* No Switch Configured. Select this option
when installing Avaya Aura® Contact
Center as a multimedia addition to Avaya
Aura® Call Center Elite, or when installing
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Name Description

Avaya Aura® Contact Center to support
only multimedia contacts.

Install Type The Installation Type is disabled. Multimedia
and Voice is set as the default installation
type when you select any switch type. When
none of the switch types are selected then
Non Voice Multimedia is set as the default
installation type.

« 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.

Application destination drive The location to install the Contact Center
Manager Server software. You must install
the CCMS software to Dz \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 Tfolder.

Product updates location The parent directory in which your
administrator downloads the software
patches.

CCMS tab variables

The following table provides a list of common Contact Center Manager Server CCMS tab
specific variables.

Name Description

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
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Name

Description

(-) 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 234.5.6.10.

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.

Licensing tab variables

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

Name

Description

License File Location

The folder on the server which contains the
license file.

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
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Name Description

Manager server is used only in a corporate
licensed environment.

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

» Essential—For small voice-only contact
centers.

* Nodal Enterprise—For single-site contact
centers.

« Corporate Enterprise—For multi-site
contact centers.

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

« Open Interfaces Universal Networking—
Use Network Skill-Based Routing to route
voice 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.

« 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.

Switch Serial Number In an AML-based Contact Center, this is the
serial number for the Avaya Communication
Server 1000. You must obtain the serial
number from your distributor. This value is
not used in SIP-enabled contact centers.

CS1000 tab variables

The following table provides a list of AML-based Avaya Communication Server 1000-specific
variables, as used on the CS1000 tab.

148 Avaya Aura® Contact Center Installation 30 July 2012
Comments? infodev@avaya.com



mailto:infodev@avaya.com?subject=Avaya Aura® Contact Center 
Installation

Installing the server software on the co-resident server

Name

Description

Switch Name

The name of the AML Avaya Communication
Server 1000 telephone switch.

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.

SIP-Network tab variables

The following table provides a list of configuration variables specific to the SIP-Network.
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Name Description

SIP Voice Proxy Server Information about the server that provides
support for inbound and outbound calls, such
as routing a call to an agent telephone.

« IP Address If the contact center uses an Avaya
Communication Server 1000 Network
Routing Service (NRS), enter the IP address
for it here.

If the contact center uses an Avaya Aura®
Session Manager, enter the IP address for
the primary Avaya Aura® Session Manager
here.

If the contact center uses an Avaya Aura®
SIP Enablement Services (SES) server,
enter the IP address for it here.

. Port The server listening port. The default port is
5060.
« Network Transport The SIP Network Transport communication

protocol. Avaya recommends that you use
TCP for Avaya Communication Server
1000.

SIP CTI Proxy Server Information about the server that provides
support for SIP Computer Telephony
Integration (CTI) so that Agent Desktop can
acquire and control agent telephones for
TR87.

« IP Address If the contact center uses an Avaya
Communication Server 1000 Signaling
Server, enter the IP address for it here.

If the contact center uses an Avaya Aura®
Application Enablement Services server,
enter the IP address for it here.

« Port For an Avaya Communication Server 1000
the default SIP CTI Proxy Server port is
5060.

For an Avaya Aura® Application Enablement
Services server the default SIP CTI Proxy
Server port is 4723.

« Network Transport The SIP Network Transport communication
protocol.

For an Avaya Communication Server 1000,
the default Network Transport
communication protocol is TCP.

For an Avaya Aura® Application Enablement
Services server, the default Network
Transport communication protocol is TLS.

150 Avaya Aura® Contact Center Installation 30 July 2012
Comments? infodev@avaya.com



mailto:infodev@avaya.com?subject=Avaya Aura® Contact Center 
Installation

Installing the server software on the co-resident server

Name

Description

Backup SIP Voice Proxy Server

Information about the server that provides
backup support for inbound and outbound
calls, such as routing a call to an agent
telephone. Avaya Aura® Contact Center
must have a Standby Server license to
support a Backup Voice Proxy Server. The
only type of Backup Voice Proxy Server
supported by Avaya Aura® Contact Center is
an Avaya Aura® Session Manager when it
used with an Avaya Aura® Communication
Manager.

If the contact center uses an Avaya Aura®

» IP Address
Communication Manager and a backup
Avaya Aura® Session Manager, enter the IP
address for the backup Avaya Aura® Session
Manager here.

« Port The server listening port. The default port is

5060.

» Network Transport

The Backup Voice Proxy Server transport
protocol.

SIP IM Proxy Server

Information about the server that supports
the deployment of Instant Message over
SIP.

Select the Avaya Aura® 6.1 switch type to
enable the IM Provider box.

The SIP IM Proxy Server IP, Port, and
Network Transport boxes are enabled only if
you select the Instant Messaging option on
the Licensing tab.

* [M Provider

From the IM Provider list, select the name of
the instant messaging provider. Select either
Aura Presence Services or Microsoft OCS.

« XMPP Domain

If using an Avaya Aura® Presence Services
server, enter the domain name of the
Extensible Messaging and Presence
Protocol (XMPP) server. The XMPP Domain
name must be different to the Local SIP
Subscriber Domain Name.

* |P Address

The IP address of the SIP IM Proxy Server.

* Port

The default SIP IM Proxy Server for Avaya
Aura® Presence Services is port 5222,

» Network Transport

The SIP IM Proxy Server transport protocol.
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SIP-Server tab variables

The following table provides a list of common SIP-Server variable definitions.

Name Description

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

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

« Domain Name Associated domain name for the SIP-
enabled contact center. Typically the Avaya
Aura® Contact Center SIP Domain Name
matches your Active Directory domain name.
If the Avaya Aura® Contact Center SIP
Domain Name does not match the Active
Directory domain name then it must match
one of the following:

* The SIP Enablement Services SIP domain
name.

* The Session Manager contact center SIP
domain name.

* The Avaya Communication Server 1000
NRS SIP contact center domain name.

The Local SIP Subscriber Domain Name
must be different to the XMPP Domain

name.

« Password Password for the registration user name.

« Confirm Password Re-enter password for the registration user
name.

Web Service Ports The Web Service Ports group box appears

only if you select Avaya Aura® Presence
Services as the IM Provider.

Server Port default is 9100.

Client Port default is 9120.

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

Depending on the switch type you select in
the Application Selection window, the system
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Name Description
automatically sets the specific SIP Server
Type as the default.
« For SIP Avaya Aura® 6.1 switch type, the
default SIP Server Type is Avaya Aura®
6.1.
* For SIP Avaya Communication Server
1000 switch type, the default SIP Server
Type is CS1000.
MS Locale Locale (including language and dialects) of
the system environment.
Local Listening Ports The SIP Communication protocol accepted
by the system for incoming calls.
TCP/UDP Port default is 5060.
TLS Port default is 5061.

CCT Server tab variables

The following table provides a list of CCT-specific variables. The CCT server tab is visible only
when the Open Queue feature is selected from the list of Optional Packages on the Licensing

tab.

Name

Description

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.

Contact Center Manager Administration variables

The following table provides a list of CCMA-specific variables.
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Name Description

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 AD-LDS for backup or
emergency failure. In case of server failure,
acurrent AD-LDS 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 389. If
CCMA is installed co-resident with Security
Framework or Avaya Media Server, the
default 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 636. If CCMA is
installed co-resident with Security
Framework or Avaya Media Server, the
default port is 6366. Check with the system
administrator to ensure that the port number
is not already in use.

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.

Contact Center Multimedia variables

The following table provides a list of Contact Center Multimedia-specific variables.
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Name

Description

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.

IM Provider

The name of the instant messaging provider.
Select either Microsoft OCS or Aura
Presence Services.

IM and presence features are supported for
Avaya Aura® Presence Services server and
Microsoft Office Communications Server.
Avaya Aura® Presence Services server is
supported with Avaya Aura® 6.1 and 6.2.
Microsoft Office Communications Server is
supported with Avaya Aura®, and Avaya
Communication Server 1000.

Manager Server (CCMS)

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 (CCT)

The name of the server on which the
Communication Control Toolkit software is
installed.

Administration Server (CCMA)

The name of the server on which the Contact
Center Manager Administration software is
installed.

Web Reporting (Optional) Server Name

The IP address of the optional Web
Reporting server.

Web Reporting (Optional) port

The port number of the optional Web
Reporting server. The default is 9090.

Inbound Mail Server (POP3)

The name of the server 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.
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Name Description

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
boxes and enter the server information.

Predictive Server The name of the Predictive Outbound
solutions application server on which the
administration software resides, or the
CPSE? 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 Statistics
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 (Optional) | The name of the server on which the Web
Customer Interface is installed if Web
communications is licensed in your contact
center.

156 Avaya Aura® Contact Center Installation 30 July 2012
Comments? infodev@avaya.com



mailto:infodev@avaya.com?subject=Avaya Aura® Contact Center 
Installation

Configuring the WebLM license file

Example of installing Co-resident server software

Awvaya fiura Contact Center Installer - Application Selection

Application Selection AVAyA

Please salack your switch platform from the dropdown list followed by the Contact Center zpplicatians you wish to
install. vYour selection will be validated when you click an the Next button,

Salect Switch Type Install Type
|S]F‘ - Bwaya Communication Server 1000 3 |Multimedia and Voice =l
El @ Contact Center Manager Server (CCMS) (&7 Contact Center Install
~E) Nodal Server " Application Selection Infarmation

{0 Metwork Control Center

=-E) communication Contral Toalkit (CCT)

. M) Contaw Center Feature Set

¢ O Knowledge Worker Feature Sat
FIE) Contact Center Multimedia Server (CCMM)

Toinstall your Contact Center do the following

1. Selacr the Switch from the drop down list
that your contact center will be connectad

B2 CCMM Primary Server to for handling your communications
{00 agent Desktop Telephony Toolbar 2, Selact the Install Type from the drop down
~OE) Avaya Media Server list
L FE) License Manager Server 3. Select the Contact Center applications you
i [EL) Contack Center Manager Administration (CCMA) would like to install
) Server Utility

| Crchestration Designer Legend

LOE
~OE) security Framewark

&  Contact Center Software Installed

Click Mext to Continue

| g [ neas Jcons |

Figure 25: Example of installing co-resident server software

Configuring the WebLM license file
Before you begin

« Install the Contact Center License Manager server software.
* Restart the Contact Center License Manager server.

About this task

Configure Contact Center License Manager to use a WebLM file.

O Note:

When you install Contact Center License Manager, an instance of Apache Tomcat Server
is also installed on the same server. The default port number for Apache Tomcat is 8081. If
you need to change the port number to avoid conflicts with third-party software, see your
Apache Tomcat documentation.
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Procedure
1. Log on to the server where the Contact Center License Manager software is
installed.

2. Click Start > All Programs > Avaya > Contact Center > License Manager >
Configuration.

On the Configuration page, click Browse.

View the type of license file currently used, and then click OK.
Navigate the file system and locate the WebLM license file.
Click Open.

Click Apply.

At the prompt, click Yes to restart the Contact Center License Manager services.

© © N o o &~ W

Click OK to close the window.
10. Click Exit.

Restarting the Contact Center Tomcat Instance

Before you begin

Apply the WebLM license file using the Contact Center License Manager Configuration
utility.

About this task

Restart the Contact Center Tomcat Instance on the Contact Center License Manager server
to commission the WebLM license file for the first time.

Procedure

. Log on to your Contact Center License Manager server.

. On the Start menu, choose All Programs > Administrative Tools > Services.

1
2
3. Right-click the Contact Center Tomcat Instance service, and click Stop.
4. Right-click the Contact Center Tomcat Instance service, and click Start.
5

. Close the services window.
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Chapter 17: Avaya Media Server software
Installation

This chapter describes how to install Avaya Media Server software in your SIP-enabled Avaya Aura®
Contact Center. You can install Avaya Media Server on the Microsoft Windows Server 2008 64-bit Release
2 operating system. You can also install Avaya Media Server on the Linux operating system.

The Avaya Aura® Contact Center High Availability feature supports Avaya Media Server only on the Linux
operating system.

O Important:

After you install Avaya Media Server software on a server, changing the server name or IP address is
not supported. To change the name or IP address of a server with Avaya Media Server software installed
you must:

« Backup the Avaya Media Server database.
« Uninstall Avaya Media Server software.

« Change the server name or IP address.

« Install Avaya Media Server software.

* Restore the Avaya Media Server database.

Avaya Media Server is a software based media processing platform. The Avaya Aura® Contact Center
DVD contains an enhanced version of Avaya Media Server which contains an additional component—
Contact Center Services for Avaya Media Server. The Contact Center Services packaged application

provides the conference, announcement, and dialog services required by SIP-enabled Contact Center.

Prerequisites to Avaya Media Server installation

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

« If you are using KRS licensing for your contact center solution, ensure that your Avaya
Aura® Contact Center PLIC license file is available.

« Avaya Aura® Contact Center Release 6.2 Avaya Media Server is supported only in a
SIP-enabled contact center.
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Avaya Media Server installation procedures

About this task

This task flow shows you the sequence of procedures you perform to install the Avaya Media

Server software.

Avavya Media
Server soflware
installation

Lising Linux
os?

Mo Yes
Installing the
Linux Server
Disabling Admin Approval *
Mode for VWindows Server
2008 administrators Adding a Linux
(optional) User Group and
User
Preparing the Linux
operating system for
Avaya Media Server
Installing Avaya Configuring
Media Server Melwork Time
software on Windows Protocol (NTP)

{

Installing Avaya
lMedia Senver
soflware on Linux

Securing your
= Avaya Media i
Server (optional)

Figure 26: Avaya Media Server installation procedures
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Job aid: Installation time

Job aid: Installation time

The estimated time to install the Avaya Media 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.

@ Note:
The installation time does not include the operating system installation and configuration.

Disabling Admin Approval Mode for Windows Server 2008
administrators (optional)

About this task

Windows Server 2008 implements a security feature known as User Account Control (UAC).
By default, this feature causes applications run by local non built-in administrators to behave
as if the applications had been run by standard users. This can lead to issues when installing
Avaya Media Server or when configuring Avaya Media Server security framework. Perform
this procedure to ensure that local administrators get full privileges for running applications.

Procedure

1. Click Start > Administrative Tools > Local Security Policy.
2. Under Security Settings, expand Local Policies.

3. Select Security Options.
4

. In the policy pane on the right, double-click on User Account Control: Run all
administrators in Admin Approval Mode.

o

Click the Local Security Setting tab, and select Disabled.

6. Click OK.
If prompted, restart the server.
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Installing Avaya Media Server software on Windows

Before you begin

* Prepare your server for software installation. See Server preparation on page 23.

« Partition the server hard disk drives as required. For more information, see Avaya Aura®
Contact Center Planning and Engineering (NN44400-210).

« Download the most recent Avaya Media Server patches to the server.

« If you are adding Avaya Media Server 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 the Avaya Media Server software.

About this task

Install the Avaya Media Server software to enable the automatic answering of contacts in a
SIP-enabled contact center environment.

O Note:

Contact Center Service Packs 5 and later include an updated version of the Avaya Media
Server installation file. See the Service Pack Release Notes for instructions to update Avaya
Media Server.

Procedure

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 on page 162.

4. On the Welcome window, click Next.

5. If you previously installed a Contact Center server software application on this

© © N o

server, click Add a Component, and then skip to step 10 on page 163.
On the License Agreement window, read the terms of the agreement.
Click | ACCEPT the Terms of the End-User License Agreement.
Click Next.

On the Application Selection window, from the Select Switch Type list, select the
PABX type for your system.
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10.
11.
12.

13.
14.

15.

16.

17.
18.
19.
20.
21.
22.

23.

Installing Avaya Media Server software on Windows

Select Avaya Media Server.
Click Next.

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

Click the Product Updates Location tab.

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

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

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.

Click Next.

In the Summary window, confirm all information is correct.
Click Install.

After the installation is complete, click Finish.

If you are prompted, restart the server.

Disable Java Runtime Environment (JRE) updates. See Disabling Java Runtime
Environment updates on page 279.

O Important:

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.

Follow the steps in the release notes to install the updated Avaya Media Server
files.
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Procedure job aid

Awvaya fiura Contact Center Installer - Application Selection

Application Selection AVAYA

Please salack your switch platform from the dropdown list followed by the Contact Center zpplicatians you wish to
install. vYour selection will be validated when you click an the Next button,

Salect Switch Type Install Type
|S]F‘ - Byaya Communication Server 1000 3 |Multimedia and Viics =l
=l @ Contact Center Manager Server (CCMS) (37 Contact Center Install
02 Nodal Server \_) Application Selection Infarmation

O Metwerk Control Canter
:I {: Communication Contral Toolkit (CCT)
0] Conktact Center Feature Set
{00 Enowledge Worker Feature Set
EE) Contact Center Multimedia Server (CCMM)
i 0O CCMM Primary Server

Toinstall your Contact Center do the follawing

1. Selacr the Switch from the drop down list
that your contact center will be connected
to for handling your communications

[0 agent Desktop Telephony Toalbar 2, Select the Install Type from the drap down
[EFE) Avaya Media Server list
L% License Manager Server 3. Select the Contact Center applications you
- O%) Contack Center Manager Administration (CCMA) would like to install
OE) Server Utility
O orehestration Designer Legend

~OE) security Framewark

&  Contact Center Software Installed

Click Mext to Continue

| g | nea> B cons |

Figure 27: Example of installing Avaya Media Server software

Installing the Linux server
Before you begin

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

About this task

Install the Linux server operating system so that you can install the Avaya Media Server
software.

Avaya Aura® Contact Center supports only Red Hat Enterprise Linux R5.4 (32—bit version) for
the Avaya Media Server.

Always select the installation defaults except where this procedure specifies otherwise.

Procedure

1. Place the Linux installation disk in the DVD drive of the server.
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Adding a Linux user group and user

Restart the server by powering it off, then powering it on again.

Follow the Red Hat Linux installation instructions, selecting English as the
installation language and a system keyboard for your region.

On the hard drive partitioning screen, select Remove linux partitions on selected
drives and create default layout.

. Complete the network configuration by manually specifying a Fully Qualified

Domain Name for the server hostname, and configuring the network gateway and
DNS server.

. When prompted for the local region, select your local region and then select System

clock uses UTC.

. When prompted for a root password, type and confirm the root password for your

system.

. Complete the installation and reboot the server.

Adding a Linux user group and user

About this task

Create a Linux user and account group that you can use to log on to Avaya Media Server
Element Manager.

For example, create a user group named mediaservergroup, and then create a user msuser
as a member of that group. Use this account to access Avaya Media Server Element

Manager.

Procedure

1.
2.

On the Linux server, open a Linux terminal.

Use the su command to change to the root user account.
For example, su -

Use the Linux groupadd command to create a new group.
For example, group add mediaservergroup

Use the Linux useradd command to create a new user.
For example, useradd msuser -G mediaservergroup

Use the Linux passwd command to configure the password for the user.
For example, passwd msuser
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Preparing the Linux operating system for Avaya Media
Server

Before you begin

« Complete the Avaya Aura® Contact Center Installation Checklist (NN44400-310).
About this task

Prepare the Linux server so you can install the Avaya Media Server software. Security
Enhanced Linux (SELinux) enforces the access rules, which apply to the processes and files
on a Linux server. To support Avaya Aura® Contact Center and Avaya Media Server, you must
disable SELinux.

The default firewall settings controlled by the Iptables firewall package block Avaya Media
Server network communication. You must disable the default Iptables firewall package to
enable Avaya Media Server network communication.

When a network address is added to a Linux server, the corresponding entries in the Linux /
etc/hosts configuration file are not compatible with the Avaya Media Server PVI checker. You
must edit the Linux hosts file to enable Avaya Media Server network communication. Remove
hostname and Fully Qualified Domain Name (FQDN) references from the 127.0.0.1 localhost
line in the hosts file.

Procedure

1. Open a Linux terminal on the Linux server.

2. Use the su command to change to the root user account.
For example, su -

3. Enter sestatus -v to check the SELinux status. If the status is disabled, skip to
step 8 on page 166.

Using a text editor such as vi, open the /etc/selinux/config file.
Change the SELINUX line to read SELINUX=disabled.
Reboot the server.

Open a Linux terminal on the Linux server.

© N o 0 &

Use the su command to change to the root user account.
For example, su -

9. Using a text editor such as vi, open the /etc/hosts file.

10. Inthe hosts file, change the localhost 127.0.0.1 line to remove the server name and
FQDN. When complete, the line contains only the following text:
127.0.0.1 localhost.localdomain localhost
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11.
12.

13.
14.
15.

Configuring Network Time Protocol (NTP)

Save the hosts file.

To check the firewall status, enter service iptables status. If the response
is Firewall is stopped, skip the remaining steps of this procedure.

On the Linux command line, enter service iptables save.
Enter service iptables stop.

Enter chkconfigiptables off.

Configuring Network Time Protocol (NTP)

About this task

The Avaya Media Server must be synchronized in time with the contact center. You use
Network Time Protocol (NTP) to synchronize servers with each other and with the contact
center solution.

Procedure

1.
2.

Log on to the Avaya Media Server.

Edit the /etc/ntp.conf file to specify the NTP server. For example, if NTPServerName
is the server name of your NTP server, add this line to the ntp.conf file: server
NTPServerName

3. Open a Linux terminal on the Avaya Media Server.

Start the Network Time Protocol ntpd client service, using this command: service
ntpd start

. Configure the Network Time Protocol ntpd client service to automatically start after

a Linux server reboot. This is done using the command: chkconfig ntpd on

. Verify that the Network Time Protocol client is working using the command: ntpq

-p NTPServerName
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Installing Avaya Media Server software on Linux

Before you begin

* Log on to the Linux server.
About this task

Install the Avaya Media Server software to provide media processing for contacts in a SIP-
enabled contact center environment.

© Note:

Contact Center Service Packs 5 and later include an updated version of the Avaya Media
Server installation file.

Procedure

1.

On your Linux server, use the su command to change to the root user account.
For example, su -

Use the mkdir command to create a temporary folder on the Avaya Media Server.
For example, mkdir /tmp/AvayaMS

3. Expand the Service Pack iso image in a local directory.

In the expanded .iso image, find the folder \Install Software\MAS\Linux.

5. Copy the Avaya Media Server and CCSM installation files to the /tmp/AvayaMS

directory on the Avaya Media Server.

6. Navigate to the /tmp/AvayaMS directory.

7. Grant executable permissions to the installation file.
chmod +x MediaServer_7.0.0.623 2012.03.12.bin

8. Start the Avaya Media Server installer by running the installation file.
-/MediaServer_7.0.0.623 2012.03.12.bin

9. The installer displays the License Agreement. Press Enter to page through the
license agreement.

10. If the license is acceptable, enter Y to accept the terms of the license agreement.

11. When prompted Install Element Manager?, enter Y to install the Element
Manager.

12. When prompted for the Linux group name, press Enter to accept the default or
specify the user group you created earlier. For example, select mediaservergroup
so members of this group and log on an use Avaya Media Server Element
Manager.
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Securing your Avaya Media Server (optional)

13. When prompted Where would you like to install?, press Enter to accept
the default of /opt/avaya.

14. When the Avaya Media Server completes, reboot the server.
15. Log on to the Linux server.

16. Use the su command to change to the root user account.
For example, su -

17. Navigate to the /etc/AvayaMS directory.

18. Assign executable permissions to the CCSM installation file.
chmod +x Instal ICCSM

19. Start the CCSM installer by running the following command:
./Instal ICCSM

The installer displays the progress of the CCSM installation.

Securing your Avaya Media Server (optional)

About this task
Apply optional security measures to your operating system to further secure your server.

O Important:

Scanning software can degrade the performance and decrease the reliability of the system.
Install virus scanning software only if the system connects to an exposed network or to the
Internet.

O Important:

To maintain server performance, you must schedule virus scans during maintenance periods
or low usage hours only.

Procedure

1. Harden the operating system using defined site procedures.

2. Install anti-virus software. If you install anti-virus software, ensure that you exclude
the following directories from the scans:

Operating System Excluded directories

o Note:

The following are the default install
locations. If you installed Avaya
Media Server in a different location,
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navigate to the necessary directories
and exclude them from anti-virus
scans.

Linux « lopt/avaya/ma/MAS/platdata
* Jopt/avaya/ma/MAS/common/log

Windows - D:\Avaya\MAS
\Multimedia_Applications\MAS
\platdata

* D:\Avaya\MAS
\Multimedia_Applications\MAS
\common\log
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Chapter 18: CCTIVR software installation

This chapter describes how to install the CCTIVR software. Use CCTIVR to handle voice contacts
automatically without agent interaction. Installed with Contact Center, CCTIVR allows both automatic
voice responses and agents to work with customers to handle incoming voice contacts.

O Important:
CCTIVR is supported only on the Windows Server 2003 operating system. CCTIVR is not supported
co-resident with Contact Center software.

CCT-IVR software installation procedures

About this task

This task flow shows you the sequence of procedures you perform to install the CCT-IVR
software on a server.
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Figure 28: CCT-IVR software installation procedures

Installing CCT-IVR

Before you begin

* Download the CCT-IVR package from www.avaya.com/support.
About this task
Install the Interactive Voice Response (IVR) software.

Procedure

1. Copy the CCT-IVR package to the Window Server 2003 server.

2. Navigate to the folder where the CCTIVR installation software is stored.
3. Double-click IVR-CTlInstaller.exe.
4

. If you are prompted, restart the server.
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Chapter 19: 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.

You install the Agent Desktop client application on the client computers. Download the client software from
the server by accessing a Web location on the server.

Prerequisites for Agent Desktop client software
installation
* Install Contact Center Multimedia software (see Contact Center Multimedia software

installation on page 117) or the telephony toolbar on the Communication Control Toolkit
server (see Agent Desktop Telephony Toolbar software installation on page 107).

* 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

* Install Internet Explorer Release 7.0 or later.

* If the contact center PABX is not an Avaya Communication Server 1000, on the contact
center domain create a Windows OU that contains all the agents’ desktop
computers.

Agent Desktop client software installation procedures

About this task

This task flow shows you the sequence of procedures you perform to install the Agent Desktop
application on your client.
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Figure 29: Agent Desktop client software installation procedures

Assigning a group policy for embedded softphone
settings
Before you begin

* You understand Windows group policy management.
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Assigning a group policy for embedded softphone settings

O Important:

This procedure describes the steps to follow on Windows 2008 Server. If you are using
an earlier version of Windows for your domain controller, refer to the appropriate
Windows documentation.

* You have created on the contact center domain a Windows OU that contains all the
desktop computers for the agents using Agent Desktop.

* You have copied the AAADSignalPort.ADM file from the <Install Drive>:\Avaya\Contact
Center\Multimedia Server\Common Utilities folder on the server where CCMM is installed,
to a folder on the domain controller.

O Important:

This procedure requires a reboot of all the desktop computers for the agents using
Agent Desktop.

About this task

Assign the Group Policy administrative template with specific settings for Agent Desktop to
your Windows domain controller. You need to copy the administrative template file from the
CCMM server to the Windows domain controller. You also need to add all the desktop
computers for the agents using Agent Desktop to an organization unit (OU) on the contact
center domain.

Procedure
1. On the Windows domain controller, choose Start > Administrative Tools > Group
Policy Management.

2. Right-click the OU to which you want to link the Group Policy administrative
template. This is the OU that contains the agents’ desktop computers.

3. Select Create and Link a GPO Here.
Windows displays the New GPO dialog.

In the Name box, type a name for the new GPO
Click OK.
Right-click the GPO you created.

Select Edit.
Windows displays the Group Policy Object Editor dialog.

O

o

Expand Computer Configuration.
9. Under Computer Configuration, right-click Administrative Templates.

10. Select Add/Remove Templates.
Windows displays the Add/Remove Templates dialog.

11. Click Add.
Windows displays the Policy Templates dialog.
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12.

13.
14.
15.
16.
17.
18.

19.
20.
21.
22.
23.

Browse to the location where you copied the AAADSignalPort.ADM file, select
this file, and click OK.

Click Close.

From the View menu, select Filtering.

Select only show policy settings that can be fully managed.

Click OK.

Under Administrative Templates, select the policy template you added.

In the right-hand pane, right-click the SignalProtocol setting.
Windows displays the SignalProtocol Properties dialog.

On the Setting tab, select Enabled.
Type “1” in the Signal Protocol box.
Click OK.

Exit the Group Policy Object Editor.

Ensure all agents restart their desktop computers before accessing the Agent
Desktop application for the first time.

Installing the Agent Desktop client software

About this task

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

1.
2.
3.

On the client computer, start Internet Explorer.
In the Address box, type http://<servername>/agentdesktop.

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.

Click Launch AAAD.

5. On the Application Install - Security Warning message box, click Install.
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Installing the Agent Desktop client software

Variable definitions

Name Description

servername The name of the Contact Center Multimedia
server or the Communication Control Toolkit
server on which the Agent Desktop server
software is installed.

Avaya Aura® Contact Center Installation 30 July 2012 177



Agent Desktop client software installation

178 Avaya Aura® Contact Center Installation 30 July 2012
Comments? infodev@avaya.com



mailto:infodev@avaya.com?subject=Avaya Aura® Contact Center 
Installation

Chapter 20. 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 on page 86.

» 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

About this task

This task flow shows you the sequence of procedures you perform to install Agent Desktop
Displays software on your client.
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Figure 30: Agent Desktop Displays software installation procedures

Installing Agent Desktop Display client software
Before you begin

 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,
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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.

About this task

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.

Procedure

1.
2.

Log on to the client PC with administrator privileges.

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.

12.
13.
14.
15.

In the Agent Desktop Displays - InstallShield Wizard dialog box, from the list,
select the language in which to install Agent Desktop Display.

. Click OK.

In the Welcome to the InstallShield Wizard for Agent Desktop Displays dialog
box, click Next.

In the Customer Information dialog box, in the User name box, type a user
name.

In the Organization name box, type your company name.

. Select Anyone who uses this computer (all users).
10.
11.

Click Next.

In the Setup Type dialog box, select Complete to install all Agent Desktop Display
components in the default directory.

Click Next.
In the Ready to Install the Program dialog box, click Install.
If a Files in Use dialog box appears, click Retry.

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.
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16.

17.

18.

19.

20.

21.
22.
23.
24,

In the Active Port box, type the port number for the active Contact Center Manager
Administration server.

In the Contact Center Manager Server: Active box, type the IP address or host
name of the active Contact Center Manager Server.

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.

In the Standby Port box, type the port number for the standby Contact Center
Manager Administration server.

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.

Select the Active Contact Center Manager Administration server check box.
Select the Active Contact Center Manager Server server check box.

Click Save.

In the InstallShield Wizard Completed dialog box, click Finish.

Installing Windows update KB917607

Before you begin

182

« Install Windows Vista.

* Open www.microsoft.com.
About this task

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 WinHIp32.exe file, which is required to view WinHelp help
files, such as Agent Desktop Display online Help.

Procedure

1.
2.
3.

On the Microsoft Web site, search for the file KB917607.
In the list of search results, browse to and click the download link.

Follow the download and install instructions.
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Chapter 21: Orchestration Designer client
software installation

This chapter describes how to install the Orchestration Designer software on a client computer so that
you can create flows for routing voice and multimedia contacts in an offline mode to minimize disruption
within your Avaya Aura® Contact Center.

The Orchestration Designer software is also installed on the Contact Center Manager Administration
server, and you can use an offline mode to create scripts.

Orchestration Designer client software installation
procedures

About this task

This task flow shows you the sequence of procedures you perform to install the Orchestration
Designer software on a client.
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Figure 31: Orchestration Designer client software installation procedures

Job aid: Installation time

The estimated time to install the Orchestration Designer client 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 Orchestration Designer client software
Before you begin

« Ensure that you have enough free disk space on the C drive. See Avaya Aura® Contact
Center Planning and Engineering (NN44400-210).

About this task

Install the Orchestration Designer 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.

Procedure

1. From the client computer, log on to Contact Center Manager Administration.

2. Select Orchestration Designer > Launch Orchestration Designer.
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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Chapter 22: 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
(CDNSs), 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 on page 23.

» Ensure that your client PC or server meet all requirements. For more information, see
Avaya Aura® Contact Center Planning and Engineering (NN44400-210).

« |nstall Microsoft Excel 97 or later on the PC or server.

Avaya Communication Server 1000 Data Extraction Tool
software installation procedures

About this task

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.
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Figure 32: Avaya Communication Server 1000 Data Extraction Tool software installation
procedures

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

About this task

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,
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Controlled Directory Numbers (CDNSs), Interactive Voice Response Automatic Call Distribution
DNs (IVR ACD-DNs), and routes from the Avaya Communication Server 1000.

Procedure
1. Insert the Contact Center DVD into the DVD drive and browse to Install Software,
CCMA, CS1000 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.
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Chapter 23. 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 Remote Geographic Node. The CCMS Remote
Geographic Node shadows the active CCMS. Remote Geographic Node servers 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 on
page 23.

« Partition the server hard disk 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.
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O Important:

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.

CCMS standby software installation procedures

About this task

This task flow shows you the sequence of procedures you perform to install Contact Center
Manager Server software on your server.
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Job aid: Installation time
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Figure 33: CCMS standby software installation procedures

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
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the software. This installation time is based on installing a server that meets the minimum
specification for this function.

Connecting to the contact center subnet

About this task

Connect the Contact Center 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
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.

Disabling NetBIOS

About this task

If the Contact Center server uses two Network Interface Cards (NICs), disable NetBIOS on the
Embedded LAN (ELAN) network interface card (NIC) to avoid NetBIOS conflicts.

Contact Center supports two Network Interface Cards (NICs) and two subnets (one contact
center subnet and one ELAN subnet). The Contact Center ELAN NIC and ELAN subnet are
optional.

Procedure

Choose Start > Control Panel > Network and Internet.
Click Network and Sharing Center.

Click Change adapter settings.

Right-click the ELAN Network Interface Card (NIC).
Click Properties.

Select Internet Protocol Version 4 (TCP/IPv4).

Click Properties.
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Connecting the Embedded LAN subnet

8. Click Advanced.

9. Click the WINS tab.
10. Select the Disable NetBIOS over TCP/IP check box.
11. Click OK.

Connecting the Embedded LAN subnet

Before you begin

* Install two network cards on the Contact Center server.

* Disable the NetBIOS on the ELAN network interface card.

» Connect the contact center subnet network interface card.
About this task

Connect the Embedded LAN (ELAN) NIC to the ELAN subnet. Contact Center supports two
network interface cards (NICs) and two subnets (one contact center subnet and one ELAN
subnet). The Contact Center ELAN NIC and ELAN subnet are optional.

Procedure

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 network 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.

Configuring the binding order
Before you begin

« Install two network interface cards on the Contact Center server.
* Disable the NetBIOS on the ELAN network interface card.
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* Connect the Contact Center server network interface card to the contact center subnet.
* Connect the Contact Center server ELAN network interface card to the ELAN subnet.
About this task

Configure the binding order of the network cards. The contact center subnet network interface
card must be bound first and then the ELAN network interface card.

Procedure
1. Choose Start > Control Panel > Network and Internet > Network and Sharing
Center.
2. Click Change adapter settings.

3. Inthe 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.

Installing the Contact Center Manager Server standby
software

Before you begin

« Ensure you are licensed for a standby Contact Center Manager Server.
« Install the primary Contact Center Manager Server.

* If you install Contact Center Manager Server software with an Avaya Communication
Server 1000 PABX, ensure the PABX is configured. See Avaya Aura® Contact Center
Configuration — Avaya CS 1000 Integration (NN44400-512).

« 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.
About this task

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.

196 Avaya Aura® Contact Center Installation 30 July 2012
Comments? infodev@avaya.com



mailto:infodev@avaya.com?subject=Avaya Aura® Contact Center 
Installation

Installing the Contact Center Manager Server standby software

Procedure

10.
11.
12.

13.
14.

15.
16.

17.

18.

19.

© N o g &

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

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

. 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 on page 197.

On the Welcome window, click Next.

On the License Agreement window, read the terms of the agreement.
Click | ACCEPT the Terms of the End-User License Agreement.
Click Next.

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

Click Next.
On the Product Data Upgrade window, click Next.

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

Click the Database Destination Drive tab.

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

Click the Product Updates Location tab.

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

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

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.

Click Next.
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20. 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.

21. Click Next.

22. On the Summary window, review and verify the information.
23. Click Install.

24. After the installation is complete, click Finish.

25. If you are prompted, restart the server.

Procedure job aid

Application Selection window variables

The following table provides a list of common Application Selection window variable
definitions.

Name Description

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.
Select this option when integrating Avaya
Aura® Contact Center with an AML-based
Avaya Communication Server 1000. The
term AML refers to the connection between
CCMS and the CS 1000.

 SIP - Avaya Communication Server 1000.

« SIP - Avaya Aura® 5.2. Select this option
when integrating Avaya Aura® Contact
Center with an Avaya Aura® Unified
Communications platform Release 5.2 or
an Avaya Aura® Midsize Business
Template Release 5.2.1.

« SIP - Avaya Aura® 6.1. Select this option
when integrating Avaya Aura® Contact
Center with an Avaya Aura® Unified
Communications platform Release 6.1 or
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Name Description

6.2, or an Avaya Aura® Solution for Midsize
Enterprise Release 6.1 or 6.2.

* No Switch Configured. Select this option
when installing Avaya Aura® Contact
Center as a multimedia addition to Avaya
Aura® Call Center Elite, or when installing
Avaya Aura® Contact Center to support
only multimedia contacts.

Install Type The Installation Type is disabled. Multimedia
and Voice is set as the default installation
type when you select any switch type. When
none of the switch types are selected then
Non Voice Multimedia is set as the default
installation type.

« 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.

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 TfTolder.

Product updates location The parent directory in which your
administrator downloads the software
patches.

CCMS tab variables

The following table provides a list of common Contact Center Manager Server CCMS tab
specific variables.

Name Description

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

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 234.5.6.10.

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.

Licensing tab variables

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

Name Description

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

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
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Name

Description

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.

CCMS Package

The installation package indicates the
licenses that you have purchased.

« Essential—For small voice-only contact
centers.

« Nodal Enterprise—For single-site contact
centers.

« Corporate Enterprise—For multi-site
contact centers.

Optional Package

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

* Open Interfaces Universal Networking—
Use Network Skill-Based Routing to route
voice 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.

» 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.

Switch Serial Number

In an AML-based Contact Center, this is the
serial number for the Avaya Communication
Server 1000. You must obtain the serial
number from your distributor. This value is
not used in SIP-enabled contact centers.
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CS1000 tab variables

The following table provides a list of AML-based Avaya Communication Server 1000-specific
variables, as used on the CS1000 tab.

Name Description

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

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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SIP-Network tab variables

The following table provides a list of configuration variables specific to the SIP-Network.

Name

Description

SIP Voice Proxy Server

Information about the server that provides
support for inbound and outbound calls, such
as routing a call to an agent telephone.

* |P Address

If the contact center uses an Avaya
Communication Server 1000 Network
Routing Service (NRS), enter the IP address
for it here.

If the contact center uses an Avaya Aura®
Session Manager, enter the IP address for
the primary Avaya Aura® Session Manager
here.

If the contact center uses an Avaya Aura®
SIP Enablement Services (SES) server,
enter the IP address for it here.

* Port

The server listening port. The default port is
5060.

* Network Transport

The SIP Network Transport communication
protocol. Avaya recommends that you use
TCP for Avaya Communication Server
1000.

SIP CTI Proxy Server

Information about the server that provides
support for SIP Computer Telephony
Integration (CTI) so that Agent Desktop can
acquire and control agent telephones for
TR87.

* [P Address

If the contact center uses an Avaya
Communication Server 1000 Signaling
Server, enter the IP address for it here.

If the contact center uses an Avaya Aura®
Application Enablement Services server,
enter the IP address for it here.

* Port

For an Avaya Communication Server 1000
the default SIP CTI Proxy Server port is
5060.

For an Avaya Aura” Application Enablement
Services server the default SIP CTI Proxy
Server port is 4723.

* Network Transport

The SIP Network Transport communication
protocol.
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Name Description

For an Avaya Communication Server 1000,
the default Network Transport
communication protocol is TCP.

For an Avaya Aura”® Application Enablement
Services server, the default Network
Transport communication protocol is TLS.

Backup SIP Voice Proxy Server Information about the server that provides
backup support for inbound and outbound
calls, such as routing a call to an agent
telephone. Avaya Aura® Contact Center
must have a Standby Server license to
support a Backup Voice Proxy Server. The
only type of Backup Voice Proxy Server
supported by Avaya Aura® Contact Center is
an Avaya Aura® Session Manager when it
used with an Avaya Aura® Communication
Manager.

« IP Address If the contact center uses an Avaya Aura®
Communication Manager and a backup
Avaya Aura® Session Manager, enter the IP
address for the backup Avaya Aura® Session
Manager here.

. Port The server listening port. The default port is
5060.

« Network Transport The Backup Voice Proxy Server transport
protocol.

SIP IM Proxy Server Information about the server that supports
the deployment of Instant Message over
SIP.

Select the Avaya Aura® 6.1 switch type to
enable the IM Provider box.

The SIP IM Proxy Server IP, Port, and
Network Transport boxes are enabled only if
you select the Instant Messaging option on
the Licensing tab.

« IM Provider From the IM Provider list, select the name of
the instant messaging provider. Select either
Aura Presence Services or Microsoft OCS.

« XMPP Domain If using an Avaya Aura® Presence Services
server, enter the domain name of the
Extensible Messaging and Presence
Protocol (XMPP) server. The XMPP Domain
name must be different to the Local SIP
Subscriber Domain Name.
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Name Description
« IP Address The IP address of the SIP IM Proxy Server.
« Port The default SIP IM Proxy Server for Avaya

Aura® Presence Services is port 5222,

» Network Transport

The SIP IM Proxy Server transport protocol.

SIP-Server tab variables

The following table provides a list of common SIP-Server variable definitions.

Name

Description

Local SIP Subscriber

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

* Contact Center Name

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

*« Domain Name

Associated domain name for the SIP-
enabled contact center. Typically the Avaya
Aura® Contact Center SIP Domain Name
matches your Active Directory domain name.
If the Avaya Aura® Contact Center SIP
Domain Name does not match the Active
Directory domain name then it must match
one of the following:

* The SIP Enablement Services SIP domain
name.

« The Session Manager contact center SIP
domain name.

e The Avaya Communication Server 1000
NRS SIP contact center domain name.

The Local SIP Subscriber Domain Name
must be different to the XMPP Domain
name.

» Password

Password for the registration user name.

* Confirm Password

Re-enter password for the registration user
name.

Web Service Ports

The Web Service Ports group box appears
only if you select Avaya Aura® Presence
Services as the IM Provider.
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Name Description

Server Port default is 9100.
Client Port default is 9120.

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

Depending on the switch type you select in
the Application Selection window, the system
automatically sets the specific SIP Server
Type as the default.

« For SIP Avaya Aura® 6.1 switch type, the
default SIP Server Type is Avaya Aura®
6.1.

e For SIP Avaya Communication Server
1000 switch type, the default SIP Server
Type is CS1000.

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

Local Listening Ports The SIP Communication protocol accepted
by the system for incoming calls.
TCP/UDP Port default is 5060.

TLS Port default is 5061.

CCT Server tab variables

The following table provides a list of CCT-specific variables. The CCT server tab is visible only
when the Open Queue feature is selected from the list of Optional Packages on the Licensing

tab.

Name Description

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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Chapter 24: CCMA replication pre-install
configuration

This chapter describes how to configure the primary Contact Center Manager Administration server with
the windows accounts used by CCMA replication in your High Availability Avaya Aura® Contact Center
solution.

Contact Center Manager Administration (CCMA) redundancy is provided by the addition of a replication
(standby) CCMA server. CCMA stores configuration data in a Microsoft Active Directory - Lightweight
Directory Services (AD-LDS) data store. The standby CCMA replicates the AD-LDS of 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 CCMA server and the standby replication CCMA server 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.

Active Directory - Lightweight Directory Services data store: Contact Center Manager Administration
makes use of Active Directory - Lightweight Directory Services (AD-LDS) and other data files to store
application data. The following data is stored in AD-LDS:

« user information and details

* access classes

* partitions

« private and graphical real-time reports

« real-time report filters

« historical report filters

« Server details (including CCMS, CCT, CCMM, CM, CCPR, and Other)

The following data files are not stored in AD-LDS:
« scheduling data for Contact Center Management assignments
« scheduling data for historical reports
« historical report output files
* user-created historical reports imported into Contact Center Manager Administration
« real-time report exported files

* Emergency Help exported files
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» Report Creation Wizard user-created formulas (stored in the file RCW.mdb)
» Report Creation Wizard user-created reports and report definitions

» Audit Trail events

A CCMA replication solution contains a primary CCMA server and a standby CCMA server. Install the
primary CCMA server with “Enable CCMA Replication” not selected. Install the standby CCMA server with
“Enable CCMA Replication” selected. The standby CCMA server replicates the primary CCMA server AD-
LDS contents.

The primary CCMA server is always the primary CCMA server. If the primary CCMA fails, the standby
CCMA is still a standby CCMA, they do not switch roles. To restore CCMA solution resiliency, you must
repair and reinstate the primary CCMA server, or install a new primary CCMA server using the same
details as the previous primary CCMA. After a switchover, AD-LDS replication ensures that data stored
in AD-LDS is available on the standby server. Data not stored in AD-LDS must be manually restored to
the standby CCMA server.

Domain environments: 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 “myDomain\CCMAReplication”.

« Assign this domain user account to the local Administrators and local Replicator groups on both
CCMA servers.

Workgroup environment: If both CCMA servers are in a workgroup, perform the following steps to create
the AD-LDS Replication account:

* Create a local user account on both the primary and standby replicating CCMA servers using the
same name and password.

For example;
Create “myPrimaryCCMA\CCMAReplication” on the primary server.
Create “myStandbyCCMA\CCMAReplication” on the standby server.

Ensure the account on both CCMA servers 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) and Communication

Control Toolkit (CCT), you must install CCMS, CCT, and CCMA on the standby server. All applications
must be on the same patch level.
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CCMA replication pre-install configuration procedures

About this task

This task flow shows the sequence of procedures to perform to prepare for the installation of
a Contact Center Manager Administration standby server.

Avaya Aura® Contact Center Installation 30 July 2012 209



CCMA replication pre-install configuration

CCMA replication
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Figure 34: CCMA replication pre-install configuration procedures

210 Avaya Aura® Contact Center Installation 30 July 2012
Comments? infodev@avaya.com



mailto:infodev@avaya.com?subject=Avaya Aura® Contact Center 
Installation

Saving managed, active and standby server names and IP addresses

Saving managed, active and standby server names and IP
addresses

About this task

Complete the following procedure on the Active Server to resolve the managed CLAN server
name to the managed IP address using the Windows hosts file.

For information about saving the managed CLAN server name to the DNS server, contact your
System Administrator.

Perform this procedure on the Active CCMA Server.

Procedure

Log on to the primary CCMA server.

Open Windows Explorer.

Go to the folder C:\Windows\system32\drivers\etc.
Double-click the hosts file, select Notepad and click OK.

a r w0 N

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

O Important:
The Managed Server name can be a full name or netbios server name.

Adding the domain AD-LDS replication account to the
primary administrators and replicator group

About this task

Add the AD-LDS replication account to the local Administrators and replicator group on the
primary CCMA server.

O Important:
If you are using a workgroup, skip this procedure.
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If you are using a domain, you must request this AD-LDS replication account from your Network
or System Administrator. The primary and standby replicating Contact Center Manager
Administration servers must both be added to the same domain.

For this procedure, the name of the AD-LDS replication account is CCMAReplication. You can
choose another name for the account.

Procedure

e e =
w N P O

14.
15.
16.
17.
18.
19.
20.
21.
22.
23.
24.
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Log on to the primary Contact Center Manager Administration server.

Click Start > Administrative Tools > Computer Management.

In the Computer Management window, expand Local Users and Groups.
Click the Groups folder.

Double-click on the Administrators group.

Click Add > Locations.

On the Windows Security dialog box, type the domain logon details.

On the Locations dialog, select the domain to be used by CCMA replication.
Expand the domain folder to display domain users.

Click Users.

. Click OK.
. Click Advanced > Find Now, to display domain users.

. Fromthe list of users select the CCMA replication domain user account, for example

select the myDomain\CCMAReplication user account.

Click OK.

Click OK > Apply > OK.

Click the Groups folder.

Double-click on the Replicator group.

Click Add > Locations.

On the Windows Security dialog box, type the domain logon details.
On the Locations dialog, select the domain to be used by CCMA replication.
Expand the domain folder to display domain users.

Click Users.

Click OK.

Click Advanced > Find Now, to display domain users.

25. Fromthe list of users select the CCMA replication domain user account, for example
select the myDomain\CCMAReplication user account.
26. Click OK.
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Creating a local (workgroup) user account for AD-LDS Replication

27. Click OK > Apply > OK.

Creating a local (workgroup) user account for AD-LDS
Replication

Before you begin

* You plan to use AD-LDS replication in your contact center to create a live backup for your
Contact Center Manager Administration server.

About this task

Create a user account on the primary Contact Center Manager Administration server. This user
account is used for AD-LDS Replication. This procedure is necessary when you install both
CCMA servers in a workgroup.

O Important:
If you are using a domain, skip this procedure.

For this procedure, the name of the local user account is “myPrimaryCCMA
\CCMAReplication”. You can choose another name for the account.

Procedure

Log on to the primary Contact Center Manager Administration server.

Click Start > Administrative Tools > Computer Management.

In the Computer Management window, expand Local Users and Groups.
Right-click Users, and click New User.

In the New User dialog box, in the User name box, type CCMAReplication.
In the Password box, type a password.

In the Confirm password box, retype the password.

Clear the User must change password at next logon check box.

Click Create.

© © N o g s~ wDdhPRE
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Click Close to close the New User dialog box.
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Adding the local (workgroup) AD-LDS replication account
to the primary administrators and replicator group

About this task

Add the AD-LDS replication account to the local Administrators and replicator group on the
primary CCMA server.

O Important:
If you are using a domain, skip this procedure.
If you are using a workgroup, you must create this AD-LDS replication account. For more

information about creating a workgroup account for AD-LDS replication, see Creating a local
(workgroup) user account for AD-LDS Replication on page 213.

For this procedure, the name of the AD-LDS replication account is CCMAReplication. You can
choose another name for the account.

Procedure

1. Log on to the primary Contact Center Manager Administration server.

2. Click Start > Administrative Tools > Computer Management.

3. Inthe Computer Management window, expand Local Users and Groups.

4. Click the Users folder.

5. In the right-pane, double-click CCMAReplication.

6. Inthe CCMAReplication Properties dialog box, click the Member Of tab.

7. Click Add.

8. In the Select Groups dialog box, in the Enter the object names to select box,
type Administrators.

9. Click OK.

10. In the CCMAReplication Properties dialog box, on the Member Of tab, click

Add.

11. Inthe Select Groups dialog box, in the Enter the object names to select box,
type Replicator.

12. Click OK.

13. In the CCMAReplication Properties dialog box, click Apply to save your
changes.

14. Click OK to close the CCMAReplication Properties dialog box.
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Configuring the AD-LDS replication account as a service account

Configuring the AD-LDS replication account as a service

account

Before you begin

« If you are using a workgroup, add the local user account to the local Administrators and
replicator group on the primary Contact Center Manager Administration server. See Adding
the local (workgroup) AD-LDS replication account to the primary administrators and

replicator group on page 214.

About this task

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.

O Important:
If you are using a domain, skip this procedure.

For this procedure, the name of the AD-LDS Replication account is CCMAReplication. You
can choose another name for the account.

Procedure

1.

Log on to the primary Contact Center Manager Administration server.

2. Click Start > Administrative Tools > Local Security Policy.

w
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10.
11.

In the Local Security Policy window, in the left pane, expand the Local Policies
folder.

Click the User Rights Assignment folder.
In the right pane, double-click Log on as a service.
In the Log on as a service Properties dialog box, click Add User or Group.

In the Select Users, Computers, or Groups dialog box, type the account name:
If you are using a workgroup, type myPrimaryCCMA\CCMAReplication.

Click OK.

If a Security Templates message box is displayed, select the message box and
click OK.

Click Apply to save your changes.

Click OK to close the Log on as a service Properties dialog box.
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Changing the service account of the primary CCMA AD-LDS
instance

Before you begin

 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 on page 215.

About this task

Change the service account of the AD-LDS instance on the Contact Center Manager
Administration server. By default, AD-LDS runs under a Windows system account. To enable
AD-LDS replication the AD-LDS service account must be changed to a domain or workgroup
account accessible by the replicating standby CCMA server.

O Important:
If you are using a domain, skip this procedure.

Change the CCMA AD-LDS service account from the default Windows service account to the
AD-LDS Replication account that you have added.

For this procedure, the name of the AD-LDS Replication account is myDomain
\CCMAReplication. You can choose another name for the account.

Procedure

1. Log on to the primary Contact Center Manager Administration server.
2. Click Start > All Programs > Run. Type cmd and press Enter.

3. At the command prompt, type net stop <instance name>. For example, type net
stop SymposiumWC.

4. Atthe command prompt, type dsdbutil.

5. At the dsdbutil prompt, type activate instance <instancename>. For example,
type activate instance SymposiumWC.

6. At the dsdbutil prompt, type change service account <account hame>
<password>; <account name> and <password> represent the name and password
of the account to use as the AD-LDS service account.

For example type;

change service account myPrimaryCCMA\CCMAReplication
<CCMAReplication password>.

7. Atthe dsdbutil prompt, type quit to exit dsdbutil.
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Verifying the AD-LDS Replication account is applied to the AD-LDS instance

8. At the command prompt, type net start <instance name> to restart the AD-LDS
instance. For example, type net start SymposiumWC.

Verifying the AD-LDS Replication account is applied to the
AD-LDS instance

Before you begin

« 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 on page 216.

About this task

Verify the account applied to the AD-LDS instance to ensure the change to the service account
is successful on the primary CCMA server.

O Important:
If you are using a domain, skip this procedure.

For this procedure, the name of the AD-LDS Replication account is CCMAReplication. You
can choose another name for the account.

Procedure

Log on to the primary Contact Center Manager Administration server.
Click Start > Administrative Tools > Services.

In the right pane, right-click SymposiumWC and click Properties.

In the SymposiumWC Properties dialog box, click the Logon tab.

o bk~ 0N

Confirm that the entry in the This account box equals the local user account
(CCMAReplication).
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Chapter 25: Contact Center Manager
Administration standby
software installation

This chapter describes how to install the 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 CCMAAD-LDS in your Avaya Aura®
Contact Center solution.

This standby CCMA provides redundancy and resiliency and can be used if the primary CCMA fails. No
automatic CCMA switchover occurs. If the active CCMA fails, the Contact Center uses the standby
CCMA.

If the active server is co-resident with Contact Center Manager Server (CCMS) and Communication
Control Toolkit (CCT), 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

» The primary active CCMA server must already be installed and configured. For more
information about installing a primary CCMA server, see Contact Center Manager
Administration primary server software installation on page 77.

» The primary active CCMA server must already be configured to support AD-LDS
replication. For more information about configuring a primary CCMA server to support
AD-LDS replication, see CCMA replication pre-install configuration on page 207.

» Prepare your standby server for software installation. See Server preparation on
page 23.

« Partition the server hard disk drives as required. For more information, see Avaya Aura®
Contact Center Planning and Engineering (NN44400-210).

» Understand the configuration of the primary server software in your contact center.
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O Important:

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.

CCMA standby software installation procedures

About this task

This task flow shows you the sequence of procedures you perform to install the Contact Center
Manager Administration replication software on your server. CCMA supports Sybase clients
when the Sybase Open Client software and ODBC driver are installed.
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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 operating system components for Contact Center
Manager Administration

Before you begin

« Install Windows Server 2008 64-bit Release 2.
About this task

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

Procedure

1.
2.

Choose Start > Administrative Tools > Server Manager.

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.

Under Server Roles, select Active Directory Lightweight Directory Services.

5. Ifan Add Roles Wizard message box that lists features required by Active Directory

11.
12.

Lightweight Directory Services appears, click Add Required Features.
Under Server Roles, select Application Server.

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

Under Application Server, select Role Services.

. Select Web Server (1IS) Support.
10.

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

Click Next.
On the Introduction to Web Server (11S) 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

O Important:
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

O Important:
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

O Important:
All other services check boxes must be cleared.

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

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

« IIS Management Console
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19.
20.
21.
22.
23.

« IIS Management Scripts and Tools
* Management Service

« All items under 1IS 6 Management Compatibility

O Important:
All other services check boxes must be cleared.

Click Next.

Review the installation information.

Click Install.

On the Installation Results page, click Close.

Restart the server if required.

Installing Sybase Open Client 12.5

Before you begin

« 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.

About this task

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.

Procedure
1. Log on to 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. Inthe Sybase Open Client folder, double-click setup.exe.
6. Select Standard Install.
7. Click Next.
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8. Inthe 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.

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.

Updating the Sybase ODBC driver

Before you begin

* Install Sybase Open Client 12.5.
About this task

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.
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Procedure

o gk~ w NP

Click Start > Run.

In the Open box, type cmd.
Click OK.

At the prompt, type iisreset.
Press Enter.

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).

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

. Type the following xcopy command:

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

Press Enter.

Verifying that the system successfully updated the driver

Before you begin

» Update the Sybase ODBC driver.
About this task

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.

Procedure

1.
2.

Browse to C:\Windows\SysWOW&64.

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

Configuring MIME types to support Microsoft updates

About this task

Configure the Multipurpose Internet Mail Extension (MIME) types to support Microsoft updates
and patches.

Procedure

1. Log on to the Contact Center Manager Administration server.

2. Click Start > Administrative Tools > Computer Management.

3. Inthe Computer Management dialog box, expand Services and Applications >
Internet Information Services > IIS Manager > Sites.

4. Select Default Web Site.

5. Under IIS, select MIME Types.

6. Double-click MIME Types.

7. On the Actions list on the right, click Add.

8. In the File name extension box, type .msp.

9. In the MIME Type box, type application/microsoftpatch.

10. Click OK.

11. On the Actions list on the right, click Add.

12. In the File name extension box, type .msu.

13. In the MIME Type box, type application/microsoftupdate.
14. Click OK.

15. Close the Computer Management window.
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Saving managed, active and standby server names and IP
addresses

About this task

Complete the following procedure on the Standby Server to resolve the managed CLAN server
name to the managed IP address using the Windows hosts file.

For information about saving the managed CLAN server name to the DNS server, contact your
System Administrator.

Perform this procedure on the Standby CCMA Server.

Procedure

Open Windows Explorer.
Go to the folder C:\Windows\system32\drivers\etc.
Double-click the hosts file, select Notepad and click OK.

A 0N

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

O Important:
The Managed Server name can be a full name or netbios server name.

Adding the domain AD-LDS replication account to the
standby administrators and replicator group

About this task
Add the AD-LDS replication account to the local Administrators and replicator group on the
standby server. Perform this procedure before installing CCMA on the standby server.

O Important:
If you are using a workgroup, skip this procedure.
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If you are using a domain, you must request this AD-LDS replication account from your Network
or System Administrator. The primary and standby replicating Contact Center Manager
Administration servers must both be added to the same domain.

For this procedure, the name of the AD-LDS replication account is CCMAReplication. You can
choose another name for the account.

Procedure

1. Log on to the standby server.
2. Click Start > Administrative Tools > Computer Management.
3. Inthe Computer Management window, expand Local Users and Groups.
4. Click the Groups folder.
5. Double-click on the Administrators group.
6. Click Add > Locations.
7. On the Windows Security dialog box, type the domain logon details.
8. On the Locations dialog, select the domain to be used for CCMA replication.
9. Expand the domain folder to display domain users.

10. Click Users.

11. Click OK.

12. Click Advanced > Find Now, to display domain users.

iy
w

14.
15.
16.
17.
18.
19.
20.
21.
22.
23.
24.
25.

26.

. Fromthe list of users select the CCMA replication domain user account, for example

select the myDomain\CCMAReplication user account.

Click OK.

Click OK > Apply > OK.

Click the Groups folder.

Double-click on the Replicator group.

Click Add > Locations.

On the Windows Security dialog box, type the domain logon details.
On the Locations dialog, select the domain to be used for CCMA replication.
Expand the domain folder to display domain users.

Click Users.

Click OK.

Click Advanced > Find Now, to display domain users.

From the list of users select the CCMA replication domain user account, for example
select the myDomain\CCMAReplication user account.

Click OK.
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27. Click OK > Apply > OK.

Installing CCMA standby server software in a Domain
Before you begin
» The primary active CCMA server must already be installed and configured. For more

information about installing a primary CCMA server, see Contact Center Manager
Administration primary server software installation on page 77.

« The primary active CCMA server must already be configured to support AD-LDS
replication. For more information about configuring a primary CCMA server to support
AD-LDS replication, see CCMA replication pre-install configuration on page 207.

« Install and configure Internet Information Systems (11S) on your Windows 2008 Server.

* Download the most recent Contact Center Manager Administration patches to the
server.

About this task

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.

O Important:
If you are using a workgroup, skip this procedure.

Procedure

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 on page 230.

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 on page 230.

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.
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10.
11.
12.

13.
14.

15.

16.

17.
18.
19.
20.
21.

22.

Installing CCMA standby server software in a Domain

. Onthe Application Selection window, from the Select Switch Type list, select the

PABX type for your system.
Select Contact Center Manager Administration (CCMA).
Click Next.

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

Click the Product Updates Location tab.

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

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

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.

Click Next.

On the Installation Data window, type the installation details for each tab.
Select Enable CCMA Replication.

On the Contact Center Installer message box, click Yes.

Select Next. The Ready to Install window appears, review and verify the
information.

Select Install. The install continues until the AD-LDS setup wizard appears.
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@ Active Directory Lightweight Directory Services Setup Wizard

Welcome to the Active Directory
Lightweight Directory Services
Setup Wizard

A

i

B

*,

Thiz wizard helps you install Microsoft Active Direchaory
Lightweight Directon Services (a0 LDS).

ADLDS iz a powerful directony zervice that iz eazy to instal
and deploy. It provides a dedicated data stare for
applications, and can be configured and managed
independently.

To contitive, click Mext.

¢ Baclk

Cancel Help

23. Select Next.

24. In the Setup Options dialog box, select A replica of an existing instance.

@ Active Directory Lightweight Directory Services Setup Wizard

Setup Options
An Al LDS inztance iz created each time AD LDS is installed.

Y'ou can create a unigue instahce, or you can install a replica of an existing instance.

Select the type of instance pou want to install,

4 unique instance

Thiz option automatically creates a new instance of A0 LDS that uges the default
configuration and schema partitionz. The new instance will not be able ta replicate
with exizting instances.

* i replica of an existing instance

Thiz option creates a new instance of AD LDS that uses the configuration and
zchema partitions replicated from another ingtance of A0 LDS. You can also select
the application partitions to replicate.

< Back I Mewut » I Cancel Help

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, so type
SymposiumWC.
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@ Active Directory Lightweight Directory Services Setup Wizard

Instance Name -
The instance name is uzed to differentiate this instance of A0 LDS from other AD 2
LDS instances on thiz computer.

Type a name for thiz inztance. The name should reflect the use for which thiz ingtance
of A0 LDS iz intended.

Instance name:

ISymstiumWC
Example; dddreszbook 1

CDlescription:
ISymposiumWEi

The AD LDS service name iz created when the ingtance name is combined with the
product name. |t will be dizplayed in the list of Windows services, together with the
dezcription you enter,

AD LDS zervice dizplay name:  Sympogiums’'C
ADLDS zervice name: ADAM_Svmpoziumi/C

< Back I Ment » I Cancel | Help

27. In the Description box, type SymposiumWC.

28. Click Next.

29. 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 and select Next.

@ Active Directory Lightweight Directory Services Setup Wizard

Ports >
Computers will connect to this ingtance of A0 LDS uzing zpecific portz on all of the R
|IP addrezses azsociated with this computer.

The ports digplaged below are the firgt available for thiz computer. To change these
parts, type the new part numbers in the text boxes below.

If you plan to install Active Directary Domain Services on this computer, do not uze 383
for the LOAP port or 636 for the S50 port because Active Directore Domain Services
uses these port numbers. Instead, use available part nurmbers from the following range:
1025-65535.

LOAP port number:
=
S5L port humber:
|535

< Back I Ment » I Cancel Help
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30.

31.

32.
33.

34.

On the Joining a Configuration Set dialog box, in the Server box, type the FQDN
name of the primary Contact Center Manager Administration server to replicate.
Example of entering the primary CCMA server name.

@ Active Directory Lightweight Directory Services Setup Wizard

Joining a Configuration Set
The zerver name and port number identify the location of an AD LDS instance.

A group of ingtances that share the game configuration and schema iz called a
configuration zet. Setup will replicate configuration and schema fram an instance that is
a member of the configuration zet,

Enter the server name and port number of anp AD LDS inztance in the configuration set
you want ta jain.

Example DMS name: supplierd] -internal. microsaft. com

Server

Im_l,lF'rimal_l,ll:CM.t’-‘n. Browsze... |
LDAP port;

|3851

< Back I Ment » I Cancel | Help |

On the Joining a Configuration Set window, in the LDAP Port box, type the port
number on the AD-LDS instance on the primary CCMA. The default is port number
389.

Click Next.

Onthe Administrative Credentials for the Configuration Set window, select This
account.

In the User name box, type the primary CCMA server name followed by its
Administrator name in the format <primary CCMA name>\Administrator. For
example enter myPrimaryCCMA\Administrator. If you have created another
administrator account for Contact Center, then enter the details (name and
password) for that Primary CCMA server administrator account here. Your
administrator account must have full administrative privileges.

Example of entering the administrative credentials.
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@ Active Directory Lightweight Directory Services Setup Wizard

Adminiztrative Credentials for the Configuration Set

To add thig instance to a configuration set, you must specify an account with
administrative permizsions for that configuration zet.

Select an account with administrative credentials for the configuration zet.

' Cumently logged on user: CCMASWMDEW \Administrator
% This account:
Qualify the uger name with a domain or computer name.
Example: COMPUTER 14U zerM ame

Example: DOMAINAU zert ame
Example: UserM amet=ddomain. comparny. com

Uzer name: I 7 rpPrimaryCCM A adrinistrator j

Password: I...........|

< Back I Ment » I Cancel | Help

35. In the Password box, type the password for this user account.
36. Click Next.

37. Inthe Copying Application Directory Partitions dialog box, in the Partition DN
list, select the partition DC=Nortelnetworks,DC=COM.

@ Active Directory Lightweight Directory Services Setup Wizard

Copying Application Directory Partitions
ou can copy specific application directony partitions hozted by ingtances of thiz
configuration zet.

Select the application directory partitions you want to copy from the configuration zet to the
zelected server. [ pou da not want to copy any application partitions, click Mext b continue.

Partition DN
{DC=Mortelnatworks DC=COMM

< Back I Ment » I Cancel Help

38. Select Next.

39. In the File Location dialog box, accept the default values, click Next.
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@ Active Directory Lightweight Directory Services Setup Wizard

File Locations
ou can gpecify a location for each type of file azzociated with thiz ingtance of A0

Specify the locations to store files aszociated with A0 LDS.

Data files:

IC: WProgram Files\Microsoft ADAMYS pmposiurw Chdatd Browse... |

D ata recoverny files:

IC: WProgram FileshMicrozoft ADAMNS ymposiumw/Chdata Browse... |

< Back I Ment » I Cancel | Help |

40. In the Service Account Selection dialog box, select Network service account.
Example of using a domain and selecting Network service account.

@ Active Directory Lightweight Directory Services Setup Wizard

Service Account Selection
AD LDS performs operations using the permissions azsociated with the account
you zelect,

Set up AD LDS to perfarm operations using the permissions azsociated with the fallowing
accaount.

AD LDS has the permizsions of the default Windows service accolnt.

" This account;

AD LDS zervice haz the permiszions of the zelected account.

User name: Iﬁ j J Browse... |

Bazsword: I

< Back I Mewut » I Cancel Help

41. Click Next.
42. In the AD LDS Administrators dialog box, select This account.
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@ Active Directory Lightweight Directory Services Setup Wizard

AD LD5 Administrators

“You can gpecify the uger or group that will have administrative privileges for this
instance of AD LDS.

Azgign the following usger or group of uzers adminiztrative permizzions for A0 LOS,

' Cumently logged on user: CCMASWMDEW \Administrator

The uzer that iz instaling AD LDS will have administrative permiszions for this
instance of &0 LDS,

&' This account

The zelected uzer or group will have adminigtrative permizgions for thiz inztance of
AD LDS. You can chooze any user of group fram thiz computer, this computer's
domain, or any domain that iz trusted by this computer's domain,

Account name:

Browsze. . |
< Back I Hewt > | Cancel | Help |

43. Select Browse to locate the CCMA AD-LDS replication account.
The Select User or Group dialog box appears. Note that the location is the local
domain.

@1 Select User or Group

Select thiz object type:

IUser, Graup, or Built-in security principal Object Types...

Fram thiz location:

Iha.sip.aura.com Locationg. .

Enter the object name to zelect [exanmples):
| Check Hames

1

Advanced... | [IF I Cancel

P

44. In the Select User or Group dialog box, click Advanced.

45. In the Windows Security dialog box, type a logon name and password of an
account with permissions to access your domain.

Avaya Aura® Contact Center Installation 30 July 2012 237



Contact Center Manager Administration standby software installation

.__'l Windows Security E3

Enter Metwork Password
Enter the name and password of an account with permissions For
ha.sip.aura.cam,

For example user, user@example. microsoft,cam, or domainiuser name

Domain: HA

oK I Cancel

46. Click OK.
The advanced Select User or Group dialog box appears.

i_'l Select User or Group EE

Select thiz object twpe:

Group, or Built- ity principa Object Types. . |

FErom thig location:
ha.sip.aura.can Locations... |

Common Queries |

Hame: IStalts with j I Columns. .. |
Description: IStalts with j I Find Mow |
[ Disabled accounts Stap |

[" | Mo ezpiting password

[Vays since |ast logon; I "I ?_.»_-

] 4 | Cancel

Search results:
Mame [RDN) | EMailAddress | Description | In Folder |

47. In the advanced Select User or Group dialog box, click Find Now.
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48. From the Search results list, select the CCMA replication account.
Example of selecting a domain CCMA replication account:

@ 5elect User or Group

Select thiz object type:

IUser, Group, or Built-in security principal

Fram thiz location:

Iha. Fip. aura.com

Common Queries |

M arne:

IStarts with j I

Llescription IStarts wilhj I

[T Disabled aceounts
™| Hon expiing password

Object Types... |
Locations... |

Columnz... |

Stop

I

[avs since |ast logom: I 'I o
ok | Cancel |

Search results:
Mame (RDMN] | E-MailAddress | Deseription |_In Folder | -]
_1_, bozlab boglab@ha.zip.a... ha.zip.aura.com...

comareplication ha.zip.a .
82, Cert Publishers Members of this ... ha.sip.aura.com...
53_, Certificate Ser... ha. sip. aura.com...
:53_, Cryptographic... ha.zip. aura.com... ey
53_, Denied ROD... Members inthiz ... ha.sip.aura.con...
82, Distributed C. . ha. sip.aura.com...
_2_, Dit Bat ha.zip.aura.com...
82, Dnztdming DNS Adminigtrat...  ha.sip.aura.com...
Ei?_,DnsUpdateF'r... DMS clientz who...  ha.sip.aura.com...
:53_, Domain Adming Degignated admi...  ha.zip.aura.com... ﬂ

49. In the advanced Select User or Group dialog box, click OK.
Example of selecting a CCMA replication account:
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@1 Select User or Group

Select thiz object type:

IUser, Graup, or Built-in security principal Object Types... |

Fram thiz location:

Iha.sip.aura.com Locationg. . |

Enter the object name to zelect [exanmples):

cemareplication [semareplicationi@iha, sip. aura. com| Check Mames |

Advanced... | ak. | Cahicel |

P

50. In the Select User or Group dialog box, click OK.
Example of selecting a domain CCMA replication account:

@ Active Directory Lightweight Directory Services Setup Wizard

AD LD5 Administrators

“You can gpecify the uger or group that will have administrative privileges for this
instance of AD LDS.

Azgign the following usger or group of uzers adminiztrative permizzions for A0 LOS,

" Cumently logged on user: H&-DOUGALE W dministiator

The uzer that iz instaling AD LDS will have administrative permiszions for this
instance of &0 LDS,

&' This account

The zelected uzer or group will have adminigtrative permizgions for thiz inztance of
AD LDS. You can chooze any user of group fram thiz computer, this computer's
domain, or any domain that iz trusted by this computer's domain,

Account name:

comareplication(@ha. sip. aura. com Browse. . |

< Back Cancel | Help

51. Click Next.
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@ Active Directory Lightweight Directory Services Setup Wizard

Ready to Install

The AD LDS Setup Wizard iz ready to inztall A0 LDS with the following
configuration.

Before continuing, review and confirm pour selections.

Selections:
Bage thiz ingtance on an exigting A0 LDS instance that iz aszociated with the j

following server and LOAP part:
Server myPrimaryCChL,
LDAP Part: 383

Inztahce name: SymposiumtyC

Computers will connect to this ingtance of A0 LDS uzing the following ports:
LDAF port: 389

S50 port; B36

To change your zelections, click Back. Toinstall AD LDS, click Mest.

< Back I Ment » I Cancel | Help

52. Confirm the installation components, and click Next.
53. Click Finish.

54. If prompted, restart the server.

Variable definitions

Name Description

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) on which
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Name Description

commonly used contact information is stored
on a server. The default value of the port is
389. Ask the system administrator to ensure
that the port number is not already in use.

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.

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 636. Check with
the system administrator to ensure that the
port number is not already in use.

Creating alocal workstation AD-LDS replication account on
the standby CCMA

Before you begin

» 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.

About this task

Create a user account on the standby server. This user account is used for AD-LDS
Replication. This procedure is necessary when you install both CCMA servers in a workgroup.
Perform this procedure before installing CCMA on the standby server.

O Important:
If you are using a domain, skip this procedure.

For this procedure, the name of the local user account is “myStandbyCCMA
\CCMAReplication”. You can choose another name for the account.

O Important:

The standby AD-LDS replication account name and password must match the primary AD-
LDS replication account name and password. For example; If the primary AD-LDS account
is myPrimaryCCMA\CCMAReplication, then the standby account must be
myStandbyCCMA\CCMAReplication.
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Procedure

Log on to the standby server.

Click Start > Administrative Tools > Computer Management.

In the Computer Management window, expand Local Users and Groups.
Right-click Users, and click New User.

In the New User dialog box, in the User name box, type CCMAReplication.
In the Password box, type a password.

In the Confirm password box, retype the password.

Clear the User must change password at next logon check box.

Click Create.

© © N o g b~ w P

=
o

Click Close to close the New User dialog box.

Adding the local (workgroup) AD-LDS replication account
to the standby administrators and replicator group

About this task

Add the AD-LDS replication account to the local Administrators and replicator group on the
standby server. Perform this procedure before installing CCMA on the standby server.

O Important:
If you are using a domain, skip this procedure.
If you are using a workgroup, you must create this AD-LDS replication account. For more

information about creating a workgroup account for AD-LDS replication, see Creating a local
workstation AD-LDS replication account on the standby CCMA on page 242.

For this procedure, the name of the AD-LDS replication account is CCMAReplication. You can
choose another name for the account.

Procedure
1. Log on to the standby server.
2. Click Start > Administrative Tools > Computer Management.
3. Inthe Computer Management window, expand Local Users and Groups.
4. Click the Users folder.
5. In the right-pane, double-click CCMAReplication.
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6.
7.
8.

10.

11.

12.
13.

14.

In the CCMAReplication Properties dialog box, click the Member Of tab.
Click Add.

In the Select Groups dialog box, in the Enter the object names to select box,
type Administrators.

Click OK.

In the CCMAReplication Properties dialog box, on the Member Of tab, click
Add.

In the Select Groups dialog box, in the Enter the object names to select box,
type Replicator.

Click OK.

In the CCMAReplication Properties dialog box, click Apply to save your
changes.

Click OK to close the CCMAReplication Properties dialog box.

Configuring the AD-LDS replication account as a service

account

Before you begin

« If you are using a workgroup, add the local user account to the local Administrators and
replicator group on the standby Contact Center Manager Administration server. See Adding
the workgroup AD-LDS replication account to the standby administrators and replicator

group on page 243.
About this task

Configure the AD-LDS replication account as a service account on the standby Contact Center
Manager Administration server. This account is the AD-LDS replication service account.
Perform this procedure before installing CCMA on the standby server.

O Important:
If you are using a domain, skip this procedure.

For this procedure, the name of the AD-LDS replication account is CCMAReplication. You can
choose another name for the account.

Procedure

1.
2.

Log on to the standby server.

Click Start > Administrative Tools > Local Security Policy.
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3. Inthe Local Security Settings window, in the left pane, expand the Local Policies
folder.

Click the User Rights Assignment folder.
In the right pane, double-click Log on as a service.

Inthe Log on as a service Properties dialog box, click Add User or Group.

N o g k&

In the Select Users, Computers, or Groups dialog box, type the account name;
CCMAReplication.

8. Click OK.
The account appears in the Log on as a service list.

9. Click Apply to save your changes.

10. Click OK to close the Log on as a service Properties dialog box.

Installing CCMA standby server software in a workgroup
Before you begin
» The primary active CCMA server must already be installed and configured. For more

information about installing a primary CCMA server, see Contact Center Manager
Administration primary server software installation on page 77.

e The primary active CCMA server must already be configured to support AD-LDS
replication. For more information about configuring a primary CCMA server to support
AD-LDS replication, see CCMA replication pre-install configuration on page 207.

« Install and configure Internet Information Systems (1IS) on your Windows 2008 Server.

* Download the most recent Contact Center Manager Administration patches to the
server.

About this task

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.

O Important:

If you are using a domain, skip this procedure.

Procedure

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 on page 245.

On the Welcome window, click Next.

5. If you already installed a Contact Center server software application on this server,

© © N o

10.
11.
12.

13.
14.

15.

16.

17.
18.
19.
20.
21.

22.

click Add a Component, and then skip to step 8 on page 246.

On the License Agreement window, read the terms of the agreement.
Click | accept the terms of the License Agreement.

Click Next.

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

Select Contact Center Manager Administration (CCMA).
Click Next.

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

Click the Product Updates Location tab.

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

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

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.

Click Next.

On the Installation Data window, type the installation details for each tab.
Select Enable CCMA Replication.

On the Contact Center Installer message box, click Yes.

Select Next. The Ready to Install window appears, review and verify the
information.

Select Install. The install continues until the AD-LDS setup wizard appears.
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@ Active Directory Lightweight Directory Services Setup Wizard

Welcome to the Active Directory
Lightweight Directory Services
Setup Wizard

A

i

B

*,

Thiz wizard helps you install Microsoft Active Direchaory
Lightweight Directon Services (a0 LDS).

ADLDS iz a powerful directony zervice that iz eazy to instal
and deploy. It provides a dedicated data stare for
applications, and can be configured and managed
independently.

To contitive, click Mext.

¢ Baclk

Cancel Help

23. Select Next.

24. In the Setup Options dialog box, select A replica of an existing instance.

@ Active Directory Lightweight Directory Services Setup Wizard

Setup Options
An Al LDS inztance iz created each time AD LDS is installed.

Y'ou can create a unigue instahce, or you can install a replica of an existing instance.

Select the type of instance pou want to install,

4 unique instance

Thiz option automatically creates a new instance of A0 LDS that uges the default
configuration and schema partitionz. The new instance will not be able ta replicate
with exizting instances.

* i replica of an existing instance

Thiz option creates a new instance of AD LDS that uses the configuration and
zchema partitions replicated from another ingtance of A0 LDS. You can also select
the application partitions to replicate.

< Back I Mewut » I Cancel Help

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, so type
SymposiumWC.
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27.
28.
29.

@ Active Directory Lightweight Directory Services Setup Wizard

Inztance Mame
The instance name is uzed to differentiate this instance of A0 LDS from other AD
LDS instances on thiz computer.

Type a name for thiz inztance. The name should reflect the use for which thiz ingtance
of A0 LDS iz intended.

Instance name:

ISymstiumWC
Example; dddreszbook 1

CDlescription:
ISymposiumWEi

The AD LDS service name iz created when the ingtance name is combined with the
product name. |t will be dizplayed in the list of Windows services, together with the
dezcription you enter,

AD LDS zervice dizplay name:  Sympogiums’'C
ADLDS zervice name: ADAM_Svmpoziumi/C

< Back I Ment » I Cancel | Help

In the Description box, type SymposiumWC.
Click Next.

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 and select Next.

@ Active Directory Lightweight Directory Services Setup Wizard

Ports
Computers will connect to this ingtance of A0 LDS uzing zpecific portz on all of the
|IP addrezses azsociated with this computer.

The ports digplaged below are the firgt available for thiz computer. To change these
parts, type the new part numbers in the text boxes below.

If you plan to install Active Directary Domain Services on this computer, do not uze 383
for the LOAP port or 636 for the S50 port because Active Directore Domain Services
uses these port numbers. Instead, use available part nurmbers from the following range:
1025-65535.

LOAP port number:
=
S5L port humber:
|535

< Back I Ment » I Cancel Help
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30. 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.

@ Active Directory Lightweight Directory Services Setup Wizard

Joining a Configuration Set
The zerver name and port number identify the location of an AD LDS instance.

A group of ingtances that share the game configuration and schema iz called a
configuration zet. Setup will replicate configuration and schema fram an instance that is
a member of the configuration zet,

Enter the server name and port number of anp AD LDS inztance in the configuration set
you want ta jain.

Example DMS name: supplierd] -internal. microsaft. com

Server

Im_l,lF'rimal_l,ll:CM.t’-‘n. Browsze... |
LOAP port;

|3851

< Back I Ment » I Cancel | Help |

31. On the Joining a Configuration Set window, in the LDAP Port box, type the port
number on the AD-LDS instance on the primary CCMA. The default is port number
389.

32. Click Next.

33. Onthe Administrative Credentials for the Configuration Set window, select This
account.

34. In the User name box, type the primary CCMA server name followed by its
Administrator name in the format <primary CCMA name>\Administrator. For
example enter myPrimaryCCMA\Administrator. If you have created another
administrator account for Contact Center, then enter the details (name and
password) for that Primary CCMA server administrator account here. Your
administrator account must have full administrative privileges.
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@ Active Directory Lightweight Directory Services Setup Wizard

Adminiztrative Credentials for the Configuration Set

To add thig instance to a configuration set, you must specify an account with
administrative permizsions for that configuration zet.

Select an account with administrative credentials for the configuration zet.

' Cumently logged on user: CCMASWMDEW \Administrator
% This account:
Qualify the uger name with a domain or computer name.
Example: COMPUTER 14U zerM ame

Example: DOMAINAU zert ame
Example: UserM amet=ddomain. comparny. com

Uzer name: I 7 rpPrimaryCCM A adrinistrator j

Password: I...........|

< Back I Ment » I Cancel | Help

35. In the Password box, type the password for this user account.
36. Click Next.

37. Inthe Copying Application Directory Partitions dialog box, in the Partition DN

list, select the partition DC=Nortelnetworks,DC=COM.

@ Active Directory Lightweight Directory Services Setup Wizard

Copying Application Directory Partitions
ou can copy specific application directony partitions hozted by ingtances of thiz
configuration zet.

Select the application directory partitions you want to copy from the configuration zet to the
zelected server. [ pou da not want to copy any application partitions, click Mext b continue.

Partition DN
{DC=Mortelnatworks DC=COMM

< Back I Ment » I Cancel Help

38. Click Next.

39. In the File Location dialog box, accept the default values.
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@ Active Directory Lightweight Directory Services Setup Wizard

File Locations
ou can gpecify a location for each type of file azzociated with thiz ingtance of A0

Specify the locations to store files aszociated with A0 LDS.

Data files:

IC: WProgram Files\Microsoft ADAMYS pmposiurw Chdatd Browse... |

D ata recoverny files:

IC: WProgram FileshMicrozoft ADAMNS ymposiumw/Chdata Browse... |

< Back I Ment » I Cancel Help

40. Click Next.
41. In the Service Account Selection dialog box, select This account.

@ Active Directory Lightweight Directory Services Setup Wizard

Service Account Selection

AD LDS performs operations uzing the permizsions azzociated with the account
you zelect.

Setup Al LDS to perform operations uzing the permizzions azzociated with the following
account.

= Metwork service account

AD LDS hag the permizsions of the default Windows zervice account,

AD LDS szervice has the permizzions of the selected account.

Uzer name: Iﬂ j J Browsze. . |

Pazswaord: I

< Back I Hewt > | Cancel | Help |

42. In the Service Account Selection dialog box, click Browse to locate the service
account.
The Select User dialog appears.
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@1 Select User K E3
Select thiz object type:
IUser ar Built-in zecurity principal Object Types...

Fram thiz location:

|Hﬁ-DDUGﬁLB

Enter the object name to zelect [exanmples):

Locations...

Advanced... |

Lheck Hames

)8 I Cancel

A

P

© Note:

Ensure that the local server name appears in the From this location box (the

computer on which you install AD-LDS). If the standby Contact Center Manager
Administration server name does not appear, click Locations and browse to the
correct server name.

43. In the Select User dialog, click Advanced.
The advanced Select User dialog appears.
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o Select User K E3

Select thiz object type:

Ll zer ar Built-i

Object Types... |
Locations... |

Fram thiz location:
Ha-DOUGALE

Common Queries |

IStarts with j I

Llescription IStarts wilhj I

I arme:

[T Disabled aceounts
™| Hon expiing password

[avs since |ast logom: I 'I

e

=

T

Cancel

Columms... |
Find Mow |
Stop |

Search results:

Marne [RDN] | Iri Folder

44. In the advanced Select User dialog box, click Find Now.
The list of available users appears in the Search results list.
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IUser ar Built-in security principal

Fram thiz location:

Object Types... |

|Hﬁ-DDUGﬁLB

Common Queries |

Locations... |

M ame: IStarts lithy j I

Columms... |

Llescription IStarts wilhj I

[T Disabled aceounts
™| Hon expiing password

[avs since |ast logom: I 'I

Find Mow

Stop

I

77

Search results:

ok I Cancel

Mame [RDM]

| In Folder

,’_, Adrinistrator
CChAReplication

,’_; Guest

L iceddrin

L IUSR_swC

82, LDCAL SERVICE

2, METWORK SERVICE

2 5YSTEM

HA-DOUGALE
Ha-DOUGALE
HA-DOUGALE
HA-DOUGALB
HA-DOUGALE

45. In the advanced Select User dialog box, from the Search results list, select the
workgroup CCMA replication service account.

46. In the advanced Select User dialog box, click OK.
The Select User dialog box appears. Example of selecting a workgroup CCMA

replication service accou
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o Select User K E3

Select thiz object type:

IUser ar Built-in security principal Object Types...

Fram thiz location:
|Hﬁ-DDUGﬁLB Locations...

Enter the object name to zelect [exanmples):
Ha-DOUGALBACCMAR eplication] LCheck Mames

G

Advanced... | ok | Cancel
4

47. In the Select User dialog box, click OK.
The Service Account Selection dialog appears.

48. In the Service Account Selection dialog box, click Next.
The AD LDS Administrator dialog box appeatrs.

49. In the AD LDS Administrators dialog box, select This account.

@ Active Directory Lightweight Directory Services Setup Wizard

AD LD5 Administrators
You can specify the user ar group that will have administrative privileges far this
instance of &0 LDS.

Agzzign the following user or group of uzers administrative permizsions for A0 LDS.

£ Cumently logged on user: Ha-D0LUGALE\Administrator

The uzer that iz ingtaling A0 LDS will have adminigtiative permizzions for thig
instance of AD LDS.

% This account

The zelected uzer or group will have adminiztrative permissions for thiz instance of
AD LDS. You can chooze any uzer of group from thiz computer, this computer's
daomain, or any domain that is trusted by this computer's domain.

Account name;

Browsze... I

Cancel | Help |

< Back

50. Click Browse to locate the CCMA AD-LDS replication account.
The Select User dialog box appears. Note that the location is this CCMA server.
Example of using a workgroup and selecting a CCMA AD-LDS replication account:
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o Select User K E3

Select thiz object type:

IUser ar Built-in security principal Object Types...

Fram thiz location:
|Hﬁ-DDUGﬁLB Locations...

Enter the object name to zelect [exanmples):
| Lheck Hames

Advanced... | ok | Cancel

A

© Note:

Ensure that the local server name appears in the From this location box (the
computer on which you install AD-LDS). If the standby Contact Center Manager
Administration server name does not appear, click Locations and browse to the

server name.

51. In the Select User dialog box, click Advanced.

The advanced Select User dialog box appears. Note that the location is this CCMA
server. Example of using a workgroup and selecting a CCMA AD-LDS replication

account:
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@ 5elect User

Select thiz object type:

Lizer ar Built-i

Fram thiz location:

Object Types... |

HA-DOUGALB

Common Queries |

Locations... |

M ame: IStarts lithy j I

Llescription IStarts wilhj I

[T Disabled aceounts
™| Hon expiing password

[avs since |ast logom: I 'I

e

Search results:

)8 I Cancel

Columms... |
Find Mow |
Stop |

Marne [RDN] | Iri Folder

Installing CCMA standby server software in a workgroup

52. In the advanced Select User dialog box, click Find now to display the list of user

accounts.

Example of using a workgroup and selecting a CCMA AD-LDS replication account:
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@ 5elect User

Select thiz object type:

IUser ar Built-in security principal

Fram thiz location:

Object Types... |

|Hﬁ-DDUGﬁLB

Common Queries |

Locations... |

M ame: IStarts lithy j I

Columms... |

Llescription IStarts wilhj I

[T Disabled aceounts
™| Hon expiing password

[avs since |ast logom: I 'I

Find Mow

Stop

Search results:

ok I Cancel

MName [RON) | In Folder

g, Adrinistrator Ha-DOUGALE
b 8 CChAR eplication Ha-DOUGALR
15 Guest HA-DOUGALE
L iceddmin HA-DOUGALE
L IUSR_swC HA-DOUGALE
H2,1.0CaL SERVICE

B2 NETWORK SERVICE

2 5YSTEM

account.

54. In the advanced Select User dialog box, click OK.

53. From the Search results list, select the workgroup CCMA AD-LDS replication

The Select User dialog appears. Example of selecting a workgroup CCMA AD-LDS

replication account:
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o Select User K E3

Select thiz object type:

IUser ar Built-in security principal Object Types...

Fram thiz location:
|Hﬁ-DDUGﬁLB Locations...

Enter the object name to zelect [exanmples):
Ha-DOUGALBACCMAR eplication] LCheck Mames

G

Advanced... | ok | Cancel

55. In the Select User dialog box, click OK.

@ Active Directory Lightweight Directory Services Setup Wizard

AD LD5 Administrators

You can specify the user ar group that will have administrative privileges far this
instance of &0 LDS.

Agzzign the following user or group of uzers administrative permizsions for A0 LDS.

£ Cumently logged on user: Ha-D0LUGALE\Administrator

The uzer that iz ingtaling A0 LDS will have adminigtiative permizzions for thig
instance of AD LDS.

% This account

The zelected uzer or group will have adminiztrative permissions for thiz instance of
AD LDS. You can chooze any uzer of group from thiz computer, this computer's
daomain, or any domain that is trusted by this computer's domain.

Account name;

HA-DOUGALBAC ChAReplication Browse... I

< Back Cancel | Help

56. Click Next.
The Ready to Install dialog appears.
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@ Active Directory Lightweight Directory Services Setup Wizard

Ready to Install

The AD LDS Setup Wizard iz ready to inztall A0 LDS with the following
configuration.

Before continuing, review and confirm pour selections.

Selections:

Bage thiz ingtance on an exigting A0 LDS instance that iz aszociated with the
following server and LOAP part:

Server myPrimaryCChL,

LDAP Paort: 389

Inztahce name: SymposiumtyC
Computers will connect to this ingtance of A0 LDS uzing the following ports:

LDAF port: 389
S50 port; B36

To change your zelections, click Back. Toinstall AD LDS, click Mest.

< Back I Ment » I Cancel | Help

57. Confirm the installation components, and click Next.

58. Click Finish.

59. If prompted, restart the server.

Variable definitions

Name

Description

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) on which
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Name

Description

commonly used contact information is stored
on a server. The default value of the port is
389. Ask the system administrator to ensure
that the port number is not already in use.

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.

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 636. Check with
the system administrator to ensure that the
port number is not already in use.
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Chapter 26: 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 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 Remote Geographic Node. The CCT Remote Geographic
Node server shadows the active CCT. Remote Geographic Node servers 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 on page 23.

« Partition the server hard disk 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.
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O Important:

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.

O Important:

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

About this task

This task flow shows you the sequence of procedures you perform to install the Communication
Control Toolkit software on a standby server.

CCT standby
software
installation

Installing the
CCT standby
server software

Figure 36: CCT standby software installation procedures

264  Avaya Aura® Contact Center Installation 30 July 2012
Comments? infodev@avaya.com



mailto:infodev@avaya.com?subject=Avaya Aura® Contact Center 
Installation

Job aid: Installation time

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

Before you begin

« Download the most recent Communication Control Toolkit patches to the server.
About this task

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.

O Note:

Installation of this component installs Apache Tomcat Server. The default port number for
Apache Tomcat is 8081. If you need to change the port number to avoid conflicts with third-
party software, see your Apache Tomcat documentation.

Procedure

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 on page 265.

4. On the Welcome window, click Next.

5. If you already installed a Contact Center Release 6.2 server software application
on this server, click Add a Component, and then skip to step 8 on page 266.

6. On the License Agreement window, read the terms of the agreement.
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10.

11.
12.
13.

14.
15.

16.
17.

18.

19.

20.
21.
22.
23.
24,

. Click | ACCEPT the Terms of the End-User License Agreement.
. Click Next.

. Onthe Application Selection window, from the Select Switch Type list, select the

PABX type for your system.
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.

Click Next.
On the Product Data Upgrade window, click Next.

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

Click the Database Destination Drive tab.

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

Click the Product Updates Location tab.

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

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

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.

Click Next.

In the Summary window, confirm all information is correct.
Click Install.

After the installation is complete, click Finish.

If you are prompted, restart the server.
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Variable definitions

Name Description

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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Chapter 27. 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 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
Avalilability redundancy and resiliency.

You can configure this CCMM server as a CCMM Remote Geographic Node. The CCMM Remote
Geographic Node server shadows the active CCMM. Remote Geographic Node servers 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.

The Contact Center High Availability feature supports Contact Center Multimedia co-resident with Contact
Center Manager Server, Contact Center License Manager, Server Utility, Contact Center Manager
Administration, and Communication Control Toolkit.

Prerequisites to CCMM standby software installation

» Prepare your server for software installation. See Server preparation on page 23.

« Partition the server hard disk 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.
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O Important:

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.

CCMM standby software installation procedures

About this task

This task flow shows you the sequence of procedures you perform to install Contact Center
Multimedia redundancy software on your server.
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Job aid: Installation time

CCMM standby
software
installation

Configuring Internet
Information Service
for Multimedia

'

Installing the Contact
Center Multimedia
standby software

Figure 37: Contact Center Multimedia standby software installation procedures

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.
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Configuring Internet Information Services

Before you begin

« 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. IS was installed with Contact Center
Manager Administration.

About this task

Configure Internet Information Services (IIS) to enable the Web-based administration
application for the Multimedia software. IS is an optional component of the Windows Server
2008 Release 2 installation.

Procedure

1.
2.

Choose Start > Administrative Tools > Server Manager.

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.

Under Server Roles, select Web Server (11S).

5. If an Add Roles Wizard message box appears, listing features required by Web

9.

Server (IIS) Support appears, click Add Required Features.

. Click Next.
. On the Web Server (1I1S) introduction page, click Next.
. On the Select Role Services page, under Common HTTP Features, select the

following services:
» Static Content
* Default Document
* Directory Browsing
* HTTP Errors
* HTTP Redirection

O Important:
All other services check boxes must be cleared.

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

* ASP.NET
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* .NET Extensibility
* ASP

* ISAPI Extensions
* ISAPI Filters

» Server Side Includes

O Important:
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

O Important:
All other services check boxes must be cleared.

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

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

* IIS Management Console
* IIS Management Scripts and Tools
* Management Service

* All items under 1IS 6 Management Compatibility

O Important:
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.
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Installing the Contact Center Multimedia standby server

software

Before you begin

« Download the most recent Contact Center Multimedia patches to the server.
About this task
Install the Contact Center Multimedia standby server software.

Procedure

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 on page 274.

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 on page 274.

6. On the License Agreement window, read the terms of the agreement.
7. Click | ACCEPT the Terms of the End-User License Agreement.
8. Click Next.
9. Onthe Application Selection window, from the Select Switch Type list, select the
PABX type for your system.
10. Under Multimedia Server (CCMM), select CCMM Primary Server.
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.
15. Under Install Multimedia Server database to, select the drive for the Multimedia
Server Database.
16. Click the Product Updates Location tab.
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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. Ifthe 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 the CCMM -

Primary 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 prompted, restart the server.

Variable definitions

Name

Description

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.

IM Provider

The name of the instant messaging provider.
Select either None, Microsoft OCS or Aura
Presence Services.

IM and presence features are supported for
Avaya Aura® Presence Services server and
Microsoft Office Communications Server.
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Name

Description

Avaya Aura® Presence Services server is
supported with Avaya Aura® 6.1 and 6.2.
Microsoft Office Communications Server is
supported with Avaya Aura®, and Avaya
Communication Server 1000.

Manager Server (CCMS)

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 (CCT)

The name of the server on which the
Communication Control Toolkit software is
installed.

Administration Server (CCMA)

The name of the server on which the Contact
Center Manager Administration software is
installed.

Web Reporting (Optional) Server Name

The IP address of the optional Web
Reporting server.

Web Reporting (Optional) Port

The port number of the optional Web
Reporting server. The default is 9090.

Inbound Mail Server (POP3)

The name of the server 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
boxes and enter the server information.

Predictive Server

The name of the Predictive Outbound
solutions application server on which the
administration software resides, or the
CPSEZ 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,

276 Avaya Aura® Contact Center Installation

30 July 2012

Comments? infodev@avaya.com



mailto:infodev@avaya.com?subject=Avaya Aura® Contact Center 
Installation

Installing the Contact Center Multimedia standby server software

Name Description

and the state information on the Agent
Desktop. Web Based Statistics is an optional
licensed feature and requires a Web Based
Statistics feature license.

Web Stats Port The port number of the Web Stats server.
The default port number is 9086.

Web Communications Server (Optional) | The name of the server on which the Web
Customer Interface is installed if Web
communications is licensed in your contact
center.
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Chapter 28: Post install instructions

This chapter contains the procedures you must perform after installing Contact Center applications.

Disabling Java Runtime Environment updates
Before you begin

« Install the Contact Center applications.
About this task

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.

O Important:

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.

Procedure

Choose Start > Control Panel > Programs > Java.
Select the Advanced tab.

Expand JRE Auto-Download.

Select Never Auto-Download.

Click OK.

a kr w0 NP
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Chapter 29: Server software uninstallation

Remove any Avaya Aura® Contact Center Release 6.2 server software from your server to prepare to
move the software component to another network server.

Prerequisites for server software uninstallation

» Ensure that you have the uninstaller on the server or that you have the Contact Center
Release 6.2 server installation DVD in the DVD drive.

Server software uninstallation procedures

About this task

This task flow shows you the sequence of procedures you perform to uninstall any server
software.
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Figure 38: Server software uninstallation procedures
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Removing the server software patches

Removing the server software patches

Before you begin

* Ensure that you know the most recent patch.
About this task
Remove the most recent patches to ensure that you have your base software remaining to

remove.

Procedure

1.

N o g bk~ w

On the server, click Start > All Programs > Avaya > Common Utilities > Contact
Center Patch Manager.

On the Avaya Contact Center - Patch Manager dialog box, select the Contact
Center tab.

Click Select all.

Click Remove Selected Patches.
Click Remove.

Click Close.

Restart the server.

Recreating the Translator EN DSN

About this task

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

1.

On the co-resident server, navigate to <install directory>:\Avaya\Contact Center
\Server Utility\Client\en\bin.

Double-click recreateDSN.exe.

. On the Translator_EN DSN Creation Utility dialog box, click Create DSN.

In the Progress section, a message appears stating DSN successfully added.
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4. Click Exit.

Removing the server software

Before you begin

* 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 on page 283.

About this task

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 6.2 DVD.

The installation for CCMA includes AD-LDS software. The CCMA un-installation does not fully
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 CCMA Instance (CCMA data store).

Procedure

1.

=
©

© © N o g s~ D

Click Start > All Programs > Avaya > Contact Center > Uninstall Contact
Center.

On the Welcome window, click Next.

On the Program Maintenance window, select Remove.

Click Next.

On the Remove window, select the software applications to remove.
Click Remove.

Confirm the software applications to remove.

Click Remove.

After the installation is complete, click Finish.

If you are prompted, restart the server.
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Chapter 30: CCTIVR software uninstallation

To uninstall CCTIVR software, you must remove CCTIVR patches, then the patch bundle, and finally the
base software.

CCTIVR software uninstallation procedures

About this task

This task flow shows you the sequence of procedures you perform to uninstall CCTIVR
software from a server.
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Figure 39: CCTIVR software uninstallation procedures

Uninstalling CCTIVR patches

About this task
Uninstall CCTIVR patches.
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Uninstalling a patch bundle

Each patch has an uninstallation file. This file is always named uninstal Ipatch.pl and is
in the same directory as the associated patch (normally C:\program\files\avaya
\sssuite\patches\x\).

Procedure

1. Stop the Avaya MPS Service.

2. Locate the uninstal lpatch.pl file using Windows Explorer.
3. Double-click the file to run it.

4. Start the Avaya MPS Service.

Uninstalling a patch bundle

About this task
Uninstall a patch bundle.

Procedure

Use Add/Remove Programs in the Windows Control Panel dialog box to uninstall
the Patch Bundle.

Uninstalling base software

About this task
Uninstall base software.

Procedure

Use Add/Remove Programs in the Windows Control Panel dialog box to uninstall
the base software.
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Chapter 31. Avaya Media Server
uninstallation on Linux

This chapter describes how to uninstall Avaya Media Server software on Linux.

Avaya Media Server uninstallation procedures

About this task

This task flow shows you the sequence of procedures you perform to uninstall Avaya Media
Server on Linux.
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Figure 40: Avaya Media Server uninstallation on Linux procedures

Uninstalling Avaya Media Server on Linux

About this task
Perform the following procedure to uninstall Avaya Media Server on Linux.

Procedure

1. Log in as the root user.

2. Run the CCSM uninstaller by using the following commands:

cd /opt/avaya
-/Uninstal ICCSM
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3. Run the Avaya Media Server uninstaller by using the following commands:

cd /opt/avaya/Uninstal IMediaServer
-/Uninstal IMediaServer

4. Follow the on-screen directions to continue with the uninstall and select whether or
not any data or configuration settings are to be saved.
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Appendix A: 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.

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 merchantability,
noninfringement of third party intellectual property, or fithess 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
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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

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
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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.”

“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
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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, 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

296 Avaya Aura® Contact Center Installation 30 July 2012
Comments? infodev@avaya.com



mailto:infodev@avaya.com?subject=Avaya Aura® Contact Center 
Installation

Apache

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 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

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 I1S” 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.
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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.

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
i) 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.
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The patent license shall not apply to any other combinations which include the Contribution.
No hardware per se is licensed hereunder.

¢) 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.

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
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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 APARTICULAR 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

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.
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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.

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.
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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 Maodifications. When Covered Code is released as a series
of files, a Modification is:

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
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(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).

(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 madifications of the Original Code or ii) the combination of the Original Code with other
software or devices.

2.2. Contributor Grant.

Subiject 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 Madifications 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 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.
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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 APls

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.

(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
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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.

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.
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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.

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 INANY 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
(i) 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.
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(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 claimis resolved (such
as by license or settlement) prior to the initiation of patent 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, ORANY 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
SHALLNOTAPPLY 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.FR.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. 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
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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 orthe [ ] 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
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
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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 (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 (tih@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.
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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)”

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 (tih@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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