AVAYA

Avaya Solution Interoperability Test Lab

Configuring Avaya Aura® Communication Manager and
Avaya Call Management System Release 16.3 with Avaya
Contact Center Control Manager™ — Issue 1.0

Abstract

These Application Notes describe a sample configuration of a contact center environment
utilizing Avaya Contact Center Control Manager™ 6.3 for centralized administration of Avaya
Aura® Communication Manager 6.0.1 and Avaya Call Management System Release 16.3.

These Application Notes provide information for the setup, configuration, and verification of
this solution.
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1. Introduction

These Application Notes describe a sample configuration for a contact center environment in
which centralized administration of Avaya Aura® Communication Manager is performed with
Avaya Contact Center Control Manager™ (ACCCM). ACCCM provides centralized
administration for several Avaya Contact Center Applications from a web-based interface. This
sample configuration depicts a single server deployment of ACCCM on Microsoft Windows
2008 Server Enterprise R2.

These Application Notes will focus on describing a base call center configuration with

integration to Avaya Aura® Communication Manager 6.01 and Avaya Call Management System
(CMS) Release 16.3.

Asvaya Aura® Communication Managear
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ACCCM CMS H323

Phones

Solution and Interoperability Test Lab

Figure 1 — ACCCM Topology
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2. Equipment and Software Validated

The following equipment and software were used for the sample configuration.

Component

Software Version

Avaya Aura® Communication Manager
on S8800 server with a G450 Gateway

Avaya Aura® Communication Manager R6.0.1
Release R016x.00.1.510.1
o Patch 18915

Avaya Contact Center Control
Manager™ (ACCCM) on Dell R610
server

Avaya Contact Center Control Manager™ 6.3 Beta
(August 24™ 2011)

e Microsoft Windows 2008 Server Enterprise
Edition R2
e Single Server Deployment of ACCCM

Avaya Call Management System on Sun

CMS 16.3 e.ba

Solaris T5120 Platform
Avaya CMS Supervisor Client e CMS Supervisor 16.3KD.03
Workstation e Microsoft Windows XP Service Pack3

Avaya one-X® Deskphone 9650

e H.323 3.1 Service Pack 2
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3. Account Creation on Avaya Aura® Communication
Manager

This section describes the details for configuring a user account on Avaya Aura®
Communication manager for Avaya Contact Center Control Manager™.

In order for ACCCM to connect with Avaya Aura® Communication Manager a login account
for connectivity and administration is required.

For additional information on user administration for Avaya Aura® Communication Manager
see Reference [1] in Section 10.

Using the Avaya Aura® Communication Manager web interface the following administration
step will be described:

e Create User Account on Avaya Aura® Communication Manager

e Enable craft2 for the ACCCM user account

Note: Some administration screens have been abbreviated for clarity.
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3.1 Create User Account on Avaya Aura® Communication
Manager

Access the Avaya Aura® Communication Manager web interface by using the URL
“https://<AACM-FQDN”, where < AACM-FQDN > is the Fully Qualified Domain Name of
Avaya Aura® Communication Manager server. The PC where the web browser is accessed has
Domain Name Server (DNS) configured to resolve the AACM FQDN to an IP address. Login
using the appropriate administrative credentials.

Avaya Aura® Communication Manager Systems Management Interface (SMI) page will be
displayed. Click on Administration in the menu bar and select Server (Maintenance) from the
drop down.

A‘VAYA Awaya Aura™ Communication Manager (CM]
System Management Tsterface (SHI

Thiz Sgrvar wicm?

Matrsm Configuration Managar

— Sarswr [Muintaranca)

System Management Interface
@ 20-201 0 Avaya Inc. All REphic Bocerved

Lopyright
Excapd whird asprassly srated otharwiad, tha Product is proteatad by copyight v othar laws respecting propdstary nghts.

Unautherizad reproduction, transfer, and or use can ba a criminal, a6 well a6 a ciel, offanss under tha applicablde law.

Thiird- ey Coageonmion s
Cartain softwara progranms of portions thareo! inchaded in tha Product may contain software dstributed under third party agreamants [ Third Paty Conmpomants ], which
mMary contain terms that axpared o Bt rights to uss certain portiors of tha Product ("Third Party Terms "L Information idenkfeing Third Pary Components and the Third
Party Tarms that apply to tham ara availabla on Avaya’s web sita at: hiftpiSuppoi avasa comThirde et Lo nea
Irsedoinsrks
Avaya b a radamark of Avava Inc.
Avaya Ard ks a rademark of Avaya Inc.
Hukiiartaga & a radamark of Asava Inc.

&l non-Avava trademarks ara tha proparty of thar respactiva ownanr.

In the left panel under Security select Administrator Accounts

ﬂv ﬂ E Myaya Aura™ Communication Manajar (M)
Sysiem Hanagement Isderfece (SHIT
£ Tarcar [MEsarance Thi Sarvar- sfema

=] Sarver Administration

HMuwiccr bo e ‘Saree Sdm i btraton Interdece’s Thin beriso sl vou o mscke s bouSahoat ed configoee e e

Shakrs S5 the T 13 the WA PERARdZERLA.

0D Awupa 182, 20 RGhEE Falsros

KRV, Reviewed: Solution Interoperability Lab Application Notes 5 of 44
SPOC 12/09/11 ©2011 Avaya Inc. All Rights Reserved. ACCCM63



The Administrator Accounts page is displayed. Enter © to select Add Login. Enter © to select
Privileged Administrator and click Submit.
AVAYA A vate Tiinacrments Ttciwes (ot}

- Sarcwr [Mpsiasascs

=] Administrator Acoeunis

This Sarear sfcm3

ADLD Aenps 10E. A0 RiGher Ralar

The Administrator Accounts — Add Login; Privileged Administrator page is displayed.
Populate and select the following values:

e Login name - populate with the desired user account
e Additional groups (profile) - select as applicable
e Select type of authentication - enter © for Password

e For Enter password or key and Re-enter password or key fields - populate with the
desired password

e Force password/key change on next login - enter © for No

Administrator Accounts -- Add Login: Privileged Administrator

This pag=s allows vou to add = login that is & member of the SUSERS group. This login has the grestest access privileges in the system next to roct.

I Legin nams [accemn | I

Primary group | |

Additional groups

(prafile) |prOFLS v| I

Linuz shell | |

Home directory | |

Lock this sccount ]
Diats after which account
is disabled-blank to

ignare (YYYY-MM-DD)
Selectoyps of — I
I zuthsntication @ Passwere

BSG: enter ey

O ASG: Auto-generate key

Enter password or key | .......... |

Re-enter password or | .......... |
leey

Foerce password/key w
e ¥ O ves
changs on next login

e e

Click Submit to save changes.
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3.2 Enable Craft2 for ACCCM User Account

Login to the Avaya Aura® Communication Manager SAT interface with a DADMIN user or
higher level. Submit the command enable craft2 <username>. Where <username> is the
account created in Section 3.1.

. purpos

d by copyright
propriet i iggh Y= L Til . ams or
in thi=s Product i
ments, which
n portior of the L. Information identifving third

apply to © ailable on ra's webh

support.avaya.com’ ThirdPartyLicense/ .

and: enable

NOTE: that the sample configuration is not using PIN numbers for the user account created. If
the environment has PIN numbers enabled, login to the SAT with the new account and set the
PIN. If this step is performed, the PIN will be required for administration tasks in Section 4.1.
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4. Configure Avaya Call System Manager

This section describes the details for configuring the connection with CMS.

The following administration steps will be described:

e (Create ACCCM account on CMS

e Configure ODBC connector
Set the Environment Variables on the ACCCM Server
Grant ACCCM User Account DBA Rights on CMS
Administer the CMS Connection

Note: Some administration screens have been abbreviated for clarity.

4.1 Create ACCCM account on CMS

Login to the CMS console with a root level account. Create an account for ACCCM on the CMS
server using the command useradd X where X is the account to be created. The account created
for the sample configuration is accem3. The account created must have privileges to create
additional users.

gilfscma# useradd acocomi

Using a text editor, update the /etc/passwd file. Change the line entry for the new account from:
accem3:x:107:1::/export/home/accem3:/bin/sh
to:

accem3:x:0:0::/export/home/acccm3:/usr/bin/ksh

usr/bindksh

Set the password for the new account by using the command passwd X where X is the new
account accem3.

fully changed for accom3
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4.2 Configure ODBC Connector

These Application Notes cover the setup of the ODBC Connector on a Windows 2008 Enterprise
Server R2 64-bit with connectivity for CMS servers running 15.x or greater.

Login to the ACCCM server with administrative rights. Navigate to Start -> All Programs ->
Administrative Tools -> Data Sources (ODBC). Select the System DSN tab and click the
Add.. button.

a ODBLC Data Source Administrator

" User DSH | Sestern DSH § File DSH I Cirivers I Tracing I Connection FPoaling I About I

Systemn D ata Sources:

I ame | Diriver I Add. .

Remove I
Configure. .. I

_ An ODBC Spstem data zource stores information about how to connect ta
EI; the indicated data prowider. & Systern data source iz vizible to all uzers
= on thiz machine, including HT services.

Ok I Cancel I Apply I Help I

The Create New Data Source window will be displayed. Select IBM INFORMIX ODBC
DRIVER (64-bit) and click the Finish button.

Create Mew Data Source E |

Select a driver for which pou want to 2t up a data zource.

. IEM INFORMI= ODEC DRIVER I'Ei4-|:|it'l. 1.13407.00.00

E_E_ SOL Server 5.01.7600.1638"
—— SOL Server Mative Clent 10.0 2003.100.1600.1
“| | i

£ Back I Finizh I Cancel
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For the Data Source Name field, enter cms_<CMSServername>. The hostname of the CMS
Server for the sample configuration is silfscms.

IBM Informix ODBC Driver Setup H

General I Eonnectionl Environmentl Advanced I About [BM Informiz DDBC'

Data Source Mame

Description oms

ak I Cancel | Apply |

Select the Connection tab. Enter the following information:

Server Name — Select Data Source Name defined in previous step. In sample
configuration, “cms_silfscms” was used.

Host Name — Enter host name which was “silfsems” in sample configuration.
Service — Enter “50001

Protocol — Select “olsoctep”

Database Name — Select “cms”

User ID — Enter account created in Section 4.1

Password — Enter password created in Section 4.1

IBM Informix ODBC Driver Setup ﬂ E

General  Connection I Em-'iru:unmentl Advanced I About [Bk [nfarmmix DDEEI

Server Mame

Hoszt Mame Isilfsu:rnS

Service IEDEIEI‘I

Pratacal I alsoctep LI
Options I

Databaze Mame Icmg LI
User I1d |acccm3

FPazsword I [ X ITT I Y]]

Apply & Test Connectiorl

(] I Cancel | Lpply |

Click the Apply & Test Connection button. Test connection should be successful.
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For 16.x CMS systems, the following environment variables on the ACCCM server should be
added. Right-click Computer and select Properties. Select Advanced system settings.

@Euntrnl Panel'\System and Security’,System

e, e

\_JH\_/J |:5.i + Control Panel = System and Security + System - l@]l Search C... m

Control Panel Home ¥iew basic information about your computer

'?:E' Device Manager ‘WWindows edition

|\ﬂ'!| Remate settings Windows Server 2008 RZ Enterprise

II\E:EI Avanced system settngs I Copyright € 2009 Microsoft Carporation, all rights reserved,

The System Properties page is displayed. Click the Environment Variables button.

System Properties
" Computer Namel Hardware Advanced | Hemntel

'ou muzt be logged on az an Adminiztrator o make most of theze changes.

— Performance
Yizual effects, processor scheduling, memary wzage, and wirkual rmermany

Settings...

— zer Prafilez

Deszktop zettingz related to your logon

Settings...

|0

— Startup and Recovern

System ztartup, spstem falure, and debugging information

Settings... |

E nvironment YYariables. .

k. Cancel Spply
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Click the New button under System variables. Add the following three variables:

e Variable Name: CLIENT LOCALE Variable Value: en_US.57372
e Variable Name: DB_ LOCAL Variable Value: en_US.57372
e Variable Name: DB_ LOCALE Variable Value: en_US.57372

Once added, click the OK button and reboot the server.

Environment ¥ariables

~User variables Ffor Administratar

Yariahle | Walue |
TEMP % JSERPROFILES: dppDatal Locall Temp
TMP % JSERPROFILES: appDatal Locall Temp

MEw, | Edit. .. | Delete |

—System variables

Yariahle | '-.-'.;Iue | -
LIENT _LOnCALE en_lLI5,.57372 —
ComSpe: Chwindowssystem3zomd, exe
DE_LOCAL en_LUS, 57372 I
DB_LOCALE E:n=LIS.5?3?2 j
Edit. .. | Delete |
i | Zancel |

4.3 Grant ACCCM User Account DBA rights on CMS

Using an ODBC query application, grant database administration rights for the ACCCM account
created in Section 4.1. The Query Tool 7.0 provided with the ACCCM 6.3 product was used for
the sample configuration.
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Open Query Tool application and select the ODBC connection created in Section 4.2.

Note: it may be necessary to temporarily change the account used for the ODBC connection to a
root level account in order to execute the query for the new ACCCM account created in Section
4.1. In order to perform this, open the ODBC connection that was created in Section 4.2, change
the username and password to a CMS root level account and save. Once saved, execute the query
noted below. Once query is executed, change the user account and password back to the original
values created in Section 4.1.

Execute the following query against the CMS database grant dba to <account> where
<account> is the account created in Section 4.1.

L0000 FC4) - Untitled _1* I_|:-: ant diba to ac..) - Query Tool (using ODEC) 1.0

j s JTTES
|@-&-3E-8 o p Ade T !rlq,-gﬂ- BN e e T O|#-

'M[ﬂw ﬂ
?mmwmw grant dba to accemd] |
5 Tables
& T Wews
H‘tmrm
® (B obeses{Syronyms
E-‘m Temparary Tables
i [ Pockages/Procedunes Functions
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4.4 Administer the CMS connection

Access the Avaya Contact Center Control Manager™ web interface by using the URL
“http://<ACCCM-FQDN”, where < ACCCM-FQDN > is the Fully Qualified Domain Name
of the Avaya Contact Center Control Manager™ server. The PC where the web browser is
accessed has Domain Name Server (DNS) configured to resolve the ACCCM FQDN to an IP
address. Login using the ACCCM administrative account.

The ACCCM Administration Interface page will be displayed. Navigate to the CFG and CMS
tabs. Select the Activate CMS Functionality check box and populate the following fields:
Alias Name — Enter CMS Server name

Server — Use the ODBC DSN Name from Section 4.2
Service — Use the Service value from Section 4.2
Database name — Use the database name from Section 4.2

Server Type — Select “Informix 2000 from the drop down list

Solaris Server IP — Enter CMS Server [P Address
Host: Port — Enter CMS Server IP Address
Open Link Driver Name — Select “IBM INFORMIX ODBC DRIVER (64-bit)”

Solaris Server Username — Use the account created from Section 4.1

Username — Use the account created from Section 4.1
Password — Use the password created from Section 4.1

Solaris Server Password — Use the account created from Section 4.1

Protocol — Select “SSH”
Connection Timeout (ms) — use default value 60000

Note: IP addresses have been partially hidden for security.

ConTrol MAlssE lisara

A

Click the ﬂ Add Button. . Click the I:l Save Button. Once the Operation Completed

Successfully message is acknowledged (Not Shown), click the m Close Button.
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5. Configure Avaya Contact Center Control Manager™

This section describes the details for configuring the connection with Avaya Aura®
Communication Manager within the Avaya Contact Center Control Manager™ application.

For additional information on Avaya Contact Center Control Manager™ administration see
Reference [2], Reference [3] and Reference [4] in Section 10.

Using the Avaya Contact Center Control Manager™ web interface the following administration
steps will be described:

e Establish Connection with Avaya Aura® Communication Manager

¢ Add a Dial Plan

e Assign ACCCM Objects to a Location

e Perform the Initial Synchronization

Note: Some administration screens have been abbreviated for clarity.

5.1 Establish Connection with Avaya Aura®
Communication Manager

Access the Avaya Contact Center Control Manager™ web interface by using the URL
“http://<ACCCM-FQDN”, where < ACCCM-FQDN > is the Fully Qualified Domain Name
of the Avaya Contact Center Control Manager™ server. The PC where the web browser is
accessed has Domain Name Server (DNS) configured to resolve the ACCCM FQDN to an IP
address. Login using the ACCCM administrative account.

The ACCCM Administration Interface page will be displayed. Navigate to the CFG and CM
tabs. Select the CMProvider.

2 A .
| i U
bl
ﬁ mrﬂ! — rﬂ]'llﬂl:“ |. — I
S
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Scroll down and populate the fields for Avaya Aura® Communication Manager as applicable:

CM Alias Name — Enter Administrative name of CM. In the sample configuration,
“silem5” was used.
CM IP Address — Enter IP address of the CM SAT interface which is “135.9.X.X” in
sample configuration.
CMS ACD - Enter CMS ACD ID for CM. By default, “1” is used.
CM Username — Enter Account created in Section 3.1
CM Password — Enter Password created in Section 3.1
CM Type — Select Type of platform used.

o Note: for all S88XX platforms, use “S8700”.
CM Version — Select Version of CM which is “6.0.1” in the sample configuration.
Is PIN Required — Select “No” since PIN is NOT enabled for the sample configuration.
Number of Support Skills — Enter value to match agent form which is “120” in sample
configuration.

For additional information on the available fields of Avaya Contact Center Control Manager™
see Reference [2] in Section 10.

NOTE: IP addresses have been partially hidden for security.

CM Provider Alias Hame CM Provider path CM Provider DSN
CMProvider http:Mocalhost' 1

acHoa

CM Alias Mame * silcmb

CM IP Address * 1250 I

CMS ACD * 1

CM Username * accocm

<M Password* |esssssssss

CM Type * S8BT -
CM Version 6.0.1 R
Is Pin Required = Mo -

M PN

Location Enabled Mo

¢

¢

Multiple Call Handling Enabled Mo L
IIJleI:er Of Supported Agent Skills 120 I
Is Automatic [m]
Click the Add Button.
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Ensure the Activate CM Provider functionality and Activate Skills Synchronization fields are

both checked and click the D Save Button in the upper right hand side of the page.

AVAYA & 2 ‘ A ; ] ' S
ConTho MG Fa Uears (B TG AVATA -Vstiormig [ i CCE S Saran SO

.IM rre. n i fri o P i el xi, Gysorm  LOWE ,_I @

(S1F W =]

UM Proawjis Alme lisme L Proexies pwh A Provides (158

Navigate to the CFG and Sys. Params tabs and set the port used for communication. Set the
parameter for CM Port to “5022”.

Click the D Save Button.

AVAYA & 2 i A i | 1 -
ConTRoC MAMEES Fa Uears Tl ST e AR VoUatiorng L [ e S Saren o n

o
lju
L I

5.2. Add a Dial Plan

Navigate to the AVAYA and Dialing Plan tabs and click the Add button.

AVAYA 2 . | ' =4
ConTRor MASSES (5] bears BT T {0 TTT R 11 I EIE Sechupil. 2ary [ R
T e - - el - R ~ [ #/=
AR
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Provide a name for the associated dial plan and click the D Save Button. Once saved

successfully, click the B Close button to return to the primary screen.
[ O OISy

imn Ramgs Bamge mamapamem i fienpe O nnd sy
a

5.3. Assign ACCCM Objects to Location

Navigate to the CFG and Location tabs and click the ﬂ Add button.

AVAYA [ & ] 2 a A A
oA T (ST | i Compaigm  Fammmsson AW EY W Mecinrem fud e £CE Sished.
i 1k i I Pl i I i & (T D
| |
Ghe
EH Locatar & @

¢
Populate the Name and Description fields. Click the D Save Button

AVAYA n h , A - . . 8-
Coumani MiRAE LK (= et Pl aanm nYIRTE ¥ - WALTUTHE) Akl ¥H LLE STTHEL S8R 1

Once saved, the new location will now be listed in the left hand column. Click on the new
location in the left hand menu. Once highlighted, assign the Communication Manager created
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from Section 5.1 in the Available Servers section for CM Servers and assign the selection to
the Chosen Servers section.

nnu CM Servers
2R available Servers Chosen Servers
Locations Ia"ﬂE
cMs1 ] I |
cmsz <
cms
SIL5.3.1
I:sLe0.1 |

CMS Servers

S Chosen Serve

=1

Available Serve

Scroll down and also assign the CMS from Section 4.4 to the location. Select the CMS Server in
the Available Servers section for CMS Servers and assign the selection to the Chosen Servers
section.

= ]

Scroll down and also assign the dial plan from Section 5.2 to the location created from Section
5.3. Select the Dial Plan in the Available Dial Plans section and assign the selection to the
Chosen Dial Plans section.

Dial Plan
Available Dial Plans Chosen Dial Plans

I SIL 6.0.1 Dial Plan I

Once the objects are assigned for Avaya Aura® Communication Manager, CMS and Dial Plan,

click the D Save Button.

| | L]
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5.4. Perform the Initial Synchronization

Note: the initial synchronization is only performed during the integration of ACCCCM as this
process will import information from Avaya Aura® Communication Manager into the ACCCM
database. If the initial synchronization has already been performed, Section 5.4 can be skipped.
Recommendation is that a full database backup is performed of ACCCM database before the
synchronization is initialized.

Navigate to the ACCCM Synchronization folder on the ACCCM server. Default install path
C:\Program Files (x86)\Avaya\Avaya Contact Center Control
Manager™\Services\Synchronizer

Launch the ACCCM Synchronizer Application by double-clicking NAV360_Synchronizer.exe.
The ACCCM Synchronizer Application will be displayed. Ensure the Import mode has Initial
selected. For the Objects to synchronize section, select the applicable CM objects to import. For
the sample configuration Extensions, Off Pbx Station Mapping, Off Pbx Telephone Config,
Skill, and VDN are the only objects selected (Not all objects are shown). For the Locations to
Synchronize section, select the location from Section 4.3.

# NAY360 Synchronizer [_ =] =]
Manual Sync | Sync Service I
Type Sync : = CM UM Loa display level % Major steps and erors € Trace € Emorzonly € Nathing
Import mode : = |nitial I " Sync ;I

Temp tables data: & Renew Uze edisting

Objects to synchronize

] IntercomiGroup ;l
[w] Off Pbx Station M apping
™| Off Pbx Telephone Config
[ PickupGroup

[[] Puolicy Routing T able

[] ServiceHowursT able

[wl Skil

I

Locations to synchronize
[ <<< Select All =>>

[ SIL5.2.1 [Server P :135.9.228.13
™| SIL6.0.1 (Server P :135.9.228 62

L o

Progress :

Skart Cancel I Exit NAV3 6 OO

The initial process will import the selected objects into the ACCCMSYNC database before
importing into the ACCCM database.
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Click the Start Button to begin the initial sync.

4% MNAY3IE0 Synchronizer

[ =]
Manual Sync | Syne Sewice |

Tupe Sune & M UM Log display lewel & Major steps and srors €7 Trace € Erorsenly € Mathing
Import mode ; & nitial £ Syrc 0 VDN 4770000 into & terng table =
Temp tables data: 37 Renew 0 Use existing ATTON0N ko & beengy bable

2 o & torng table
Objects ta spnchronize : A AL

tomp tabl
Tl Skl =] Ao i
1 TermExtGroup 0 ino & beere Lible
[ TimeDfDay
[ “ariable 1 ko & bemp Lable
VDM 2
59‘ WRT 3310001 rfo a ternp table
1 WUStats v| 0002 ko & bemp babie
Locations to synchronize 0 ko & bernp Lable
[ <<< Select All =5
B SIL 521 (Server P 135.9.
ol SILE.D7 [Server IP 1359
SILB01
sl _J:J
5
Frogress
-
= 1 Cancsl | Exit | NAV360

For additional information on the initial synchronization for ACCCM see Reference [2] in

Section 10.

If successfully imported into the ACCCMSYNC database, the application will display a message
(Not shown) noting the import is successful and prompting to now import the same data into the

ACCCM database.

Note: If any failures are detected, select No when prompted to continue in order to fix any

failures before importing the data into the ACCCM database.

Once successfully imported, the objects will be displayed within the ACCCM application.

Navigate to the AVAYA tab to view the imported objects.

AVAYA -] .
ConTrn MALSSE FE Usars Eatrapsid ST AR W laciorng faid
dl |
Enimrnican F=yr
” e » spremem
O :
E
;_
o
Cl
o e 1
=
I
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6. Create Organizational Hierarchy
This section describes the details for configuring a basic organization hierarchy.

For additional information on administration for ACCCM, see Reference [4] in Section 10.

Using the Avaya Contact Center Control Manager™ web interface the following administration
steps will be described:

Create Organization

Create Department

Create Team

Create Virtual Group

Note: Some administration screens have been abbreviated for clarity.

6.1 Create Organization

Navigate to the Users and Users tabs. Select the Org object in the left hand column. Click the

nAdd button.

i OO || ISRCT, SO . S -
=) tiifoda
= Ba0a o

Enter a descriptive name for the Site Name field. Enter a site description in the Site description
field. Select the location created in Section 5.3 from the Site Location drop down list. By

default the Show in A-NAYV check box is selected. Click the D Save Button. Once the Save is
successful message is acknowledged (Not Shown), click the m Close Button.

=
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6.2 Create Department

Select the Site object created in Section 6.1 within the left hand column. Click the Add
button.

AVAYA B , A ; ; . 8 -
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Enter a descriptive name for the Department Name field. Select the created Site object from the
drop down list for Department site. Enter a descriptive name for the Department description

field. By default the Show in A-NAYV check box is selected. Click the D Save Button. Once the
Save is successful message is acknowledged (Not Shown), click the m Close Button.

6.3 Create Team

Select the Department object created in Section 6.2 within the left hand column. Click the ﬂ
Add button.

ANBYA, T ; A : _ ; &
o TRo. = if L BT ST R VAT W-ug FaLEE Li! ECE

Sehad Sarai

= " DodEha

Fuid fuairss “¥ofis Uk« Himiin AMAYA L il Ealsiigeni

KRV, Reviewed: Solution Interoperability Lab Application Notes 23 of 44
SPOC 12/09/11 ©2011 Avaya Inc. All Rights Reserved. ACCCM63



Enter a descriptive name for the Team Name field. Select the created Department object from
the drop down list for Team department. Enter a descriptive name for the Team description

field. By default the Show in A-NAV check box is selected. Click the D Save Button. Once the
Save is successful message is acknowledged (Not Shown), click the m Close Button.
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6.4 Create Virtual Group

Expand the Virtual Site object within the left hand column. Double-click the Virtual
Department object.
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Enter a name for the Virtual Group Name. Select the CMS Agent Group check box. For
Location select the location object created in Section 5.1 from the drop down list. Click the D

Save Button. Once the Save is successful message is acknowledged (Not Shown) click the m
Close Button.

DVENA, m . A _ 2
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7. Contact Center Administration

This section describes the details for configuring a basic call center deployment.

For additional information on administration for Avaya Aura® Communication Manager see
Reference [1] in Section 10. For additional information on administration for Avaya Contact
Center Control Manager™ see Reference [4] in Section 10.

Using the Avaya Contact Center Control Manager™ web interface the following administration
steps will be described:
e (Create Skill template
e Create VDN template
e Administer Skill
¢ Administer Vector
Administer VDN
Create Supervisor Account
Create Agent Account
Create Extension

Note: Some administration screens have been abbreviated for clarity.
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7.1 Create Skill Template
Navigate to the AVAYA and Templates tabs and click Skills button.

Click the ﬂ Add button.
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For Location select the location created in Section 5.3 from the drop down list. Enter a name for
the Skill Template. Place a check in the Is Default checkbox. Click the D Save Button. Once

the Save is successful message is acknowledged (Not Shown) click the B Close Button.
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7.2 Create VDN Template
Navigate to the AVAYA and Templates tabs and click VDNs button. Click the ﬂ Add button.
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For Location select the location created in Section 5.3 from the drop down list. Enter a name for
the Template Name. Place a check in the Default checkbox. Click the D Save Button. Once
the Save is successful message is acknowledged (Not Shown), click the B Close Button.
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7.3 Administer Skill
Navigate to the AVAYA and SKkills tabs and click the ﬂ Add button.
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For the Skill Location select the location created in Section 5.3 from the drop down list. Enter a
descriptive name for the Skill Name ENG and Alias Name fields. Select the Skill template
created in Section 7.1. Enter an available skill number for the field Skill Number. Enter an
available extension for the field Skill Extension. Select CM SKkill, Save to CMS, and Export to

external systems. Click the D Save Button. Once the Operation Completed Successfully
message is acknowledged (Not Shown) click the B Close Button.
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7.4 Administer Vector

Navigate to the V-Vectoring tab.
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A secondary internet browser window will open. Click the New button.
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Select the location created in Section 5.3 from the drop down list. Enter an available vector
number for the CM in the Id field. Enter a descriptive name for the new vector in the Name
field. Click the OK button.

Location: | SIL 8.0 w
Iid: |

hame SILWest

Lt

Save To Avava

Draft
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Navigate to the input/output button in the left hand Groups column.

Drag and drop the Silence icon into the available box. Double-click Step 1. The Properties of
Silence window will be displayed. Select “SECS” from the Measure drop down list. Enter “2”
for the Time field. Click the OK button.
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Navigate to the Queue button in the left hand Groups column.
Drag and drop the Queue Unconditional icon into the available box.
Double-click Step 2. The Properties of Queue Unconditional window will be displayed.

Select “id” from the Skill drop down list. Select the skill created in Section 7.3 from the Skill id
drop down list. Select “Med” for the Priority from the drop down list. Click the OK button.

AVAYA = o= I o
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Label Steps | Vector: West Skill' 1d: 3 Location: SIL 6.0.1
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Goto Step
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Navigate to the End button in the left hand Groups column. Drag and drop the Stop icon into
the available box. Click the Save button in the upper right of the top menu bar.

AVAYA

VISUAL CALL FLOW DESIGNER

Labsﬂs
ey

Groups

mputioutpart

Goto Step

Goto Wector

Once the Save button is selected, the Vector Name window is displayed. Enter I in the Save
To Avaya field to create the vector on Communication Manager. Click the OK button.

Vector Name

Location:
I
Plarme SIL YWiest

Sawve To Avaya

| |Dratt

Once the new vector is saved successfully, the following message is displayed. To acknowledge
and continue click the OK button.

Information

Yector wwas successiully saved to the Database and
Communication Manager
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7.5 Administer VDN
Navigate to the AVAYA and VDNs tabs and click the ﬂ Add button.
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For Location select the location created in Section 5.3 from the drop down list. Enter an
available extension number for the VDN Number. Enter a descriptive name for the VDN Name.
For Vector Number select the vector created in Section 7.4 from the drop down list. Enter a
descriptive name for the VDN description field. For VDN Template select the template created
in Section 7.2 from the drop down list. Select Save to CMS and Export to external systems.

Click the D Save Button. Once the Operation Completed Successfully message is
acknowledged (Not Shown) click the m Close Button.
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7.6 Create Supervisor Account

Navigate to the Users and Users tabs. Select the Site object in the left hand column. Click the
ﬂ Add button.
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Enter applicable user details. The following details are used for this sample configuration:
e First Name (Eng) — In sample configuration, “superla” was used.
Surname (Eng) - In sample configuration, “West Mixed Enterprise” was used.

e Username - In sample configuration, “superla” was used.
e Password - Enter a valid password

e Team - Select the team created in Section 6.3

e Template — Select “Default”

e Export to external systems(s) - Enter

e Profile — Select © for Supervisor

e Extension — Enter extension defined in Section 7.8 which was “5300011”
e Available applications — Enter ™ to select both ACCCM and CMS

superia West Mixed Enterprise

FirstMame (Eng.) * superia
Surname (Eng.) * West Mixed Enterprise

superia '
Password * ssssssssese J_.
Confirm password * LITTITTI LY =

Force password reset on nextlogin [

AVAYA login
Team * | West SIL Full Stack v| Browse..
Template Default w |
Description
O Default User
I Export to external systemi(s) I
Profile
O Agent ® Supervisor O Manager O Administrator
I Extension = 5300071 |
Availahle applications
Oaacc ACCCM Oac [Jcce config
Ocm CMS O pashboard Oewa
Click the D Save Button.
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Navigate to the Users and Permissions tabs. Select the Administrator Role from the drop down

list for ACCCM and CMS.
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Click the D Save Button.

Navigate to the Users and Groups to view tabs. Select the Site created in Section 6.1 and select

Virtual Site.
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Click the D Save Button.
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KRV, Reviewed:
SPOC 12/09/11

Navigate to the Users and Locations to view tabs. Select the Location created in Section 5.3
from the Available locations column and move the object into the Locations to view column by

clicking the button.
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Click the D Save Button. Once the Operation Completed Successfully message is

acknowledged (Not Shown) click the m Close Button.
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7.7 Create Contact Center Agent Account

Navigate to the Users and Users tabs. Select the Site object in the left hand column. Click the

nAdd button.
Doooos
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Enter applicable user details. The following details are used for this sample configuration:
¢ First Name (Eng) - In sample configuration, “agentla” was used.
Surname (Eng) - In sample configuration, “West Mixed Enterprise” was used.
Username — In sample configuration, “agentla” was used.
Password - Enter a valid password
AVAYA login — Enter 5320001
Team - Select the team created in Section 6.3
Template — Select “Default”

e Export to external systems(s) - Enter
e Profile — Select ® for Agent

ie
i<
5
B

A &

Click the D Save Button.
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The Skill page will now be displayed. Select the Skill created in Section 7.3 from the Available
skills column and move the object into the Agent skills column by clicking the ﬂ button.
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Click the D Save Button.

Navigate to the Users and Virtual Group tabs. Select the Virtual Group created in Section 6.4
from the Available virtual groups column and move the object into the User virtual groups

column by clicking the ﬂ button.
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Click the D Save Button. Once the Operation Completed Successfully message is
acknowledged (Not Shown) click the B Close Button.
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7.8 Create an Extension

For the sample configuration two extensions are created. One extension is created for the
supervisor and one extension is created for the agent. As the steps to administer both extensions
are the identical, only the first extension to be created is documented.

Navigate to the AVAYA and Extensions tabs. Click the ﬂ Add button.

AVAYA 2 : _ a
ConThoe Maussc LFG Usara Crra TS R ¥ TR T T T Sehad. Sarar |

Enter applicable details for the extensions to be created.
e Extension Location — Select the location created in Section 5.3

e Extension Number — Enter available extension number. In sample configuration,
“5300011” is used.

e Extension Name — Enter name which was “MixedEnterprise” in sample
configuration.

e Template — Select “9650” from the drop down list

e Export to external systems(s) - Enter

AVAYA a - " a-
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Click the D Save Button. Once the Operation Completed Successfully message is
acknowledged (Not Shown) click the m Close Button.
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8 Verification Steps

8.1 Verify Connectivity

Logon to the Windows OS of the ACCCM server with administrative rights. Navigate to folder
Dataconnecitivitytool. The default path is C:\Program Files (x86)\Avaya\Avaya Contact
Center Control Manager\Services\Dataconnectivitytool

Launch the application ACCCMConnectivityValidationTool.exe. Select the Test button next

to CM and CMS. The CM and CMS fields will change to Green if successful. If the CM and
CMS fields show as Red select the Log button and review for errors noted.

| N Accem connectivity Tool Testal | ﬂ

M o | I Test I Log I

Ms o | I Test I TI
PC v [ Test Log
CCE ~ [ Test Log
IQ e l— Test Log
Ic ~ [ Test Log
oM ~ [ Test Log
Recorder WD v l— Test Log
Jne-x Agent b l— Test Log
AACE v [ Test Log
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8.2 Verify CM Objects

To help verify the administration of the CM Objects that are created/edited/deleted with
ACCCM, use existing administration tools such as Avaya Site Administration. Avaya Site
Administration will provide access to the SAT interface of CM.

Commands from the SAT session to validate the CM Objects created within these Application
Notes:

display vdn X where X is the VDN number
display vector X where X is the Vector number
display station X where X is the Station number
display hunt X where X is the Skill number

list vdn X where X is the VDN number

list vector X where X is the Vector number
list station X where X is the Station number
list hunt X where X is the Skill number

8.3 Verify CMS Objects

Verify the ACCCM Supervisor account is able to login to the CMS using CMS Supervisor.
These Application Notes provided the steps to assign an administrator role. This account will be
able to perform administrative task using CMS Supervisor.

AR TG

This svstem is restricted to authorized users for business purposes.
Mmauthori=zed access is a wiolation of the law. This system may be monitored
for administrative and security reasons. Ev proceeding, wou

consent to this monitoring.

s=zh login: superla
phassword:

Last login: Tue Sep 20 12:25:36 frow 135. o NN

Input terminal type [(default cwsup): n::vsupl
Break Cancel Help
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Verify the Virtual Group from Section 6.4 created an associated CMS Agent Group by logging
into CMS Supervisor and running a Dictionary Report.

From CMS Supervisor navigate to Commands -> Dictionary. From the Operations tab select
“Agent Groups”. Ensure the applicable ACD is selected and click the OK button.

Dictionary

Operations:
ALCD Groups
A

] Reports ]

2

Lgent Groups
Aaent otnng W alles
Announcements
Al Reazon Codes
Calculations
Call"fork Codes

ALCD:
I zilcmb LI

Scrpt... | Help |

<

The Dictionary Agent Groups window is displayed. Click the “List all matching entries” icon.
The CMS Agent Group defined in Section 6.4 should be listed.

EH Dictionary Agent Groups
Ackions  Edit Help

&% || 2aA=l Al

Agent group name: |

Lizt all matching entries | zilcmS

B Dictionary Agent Groups - List AlL
Actions Edit  Help

Agent groups:

wiest dgent Group 1 I

2 matches found; permitted ones dizplayed | zilemb =
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9 Conclusion

These Application Notes describe how to configure a sample call center environment for Avaya
Contact Center Manager™ with integration to Avaya Aura® Communication Manager and
Avaya Call Management System Release 16.3.

10 Additional References

This section provides references to the product documentation relevant to these Application
Notes which can be found at http://support.avaya.com
[1] Administering Avaya Aura® Communication Manager Release 6.0, Document Number
03-300509, Issue 6.0 June 2010
[2] Avaya Contact Center Control Manager™ Installation Guide Release 6.2 June 2011
[3] Avaya Contact Center Control Manager™ Configuration Guide Release 6.2 June 2011
[4] Avaya Contact Center Control Manager™ User Guide Release 6.2 June 2011
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their application of any products specified in these Application Notes.

Please e-mail any questions or comments pertaining to these Application Notes along with the
full title name and filename, located in the lower right corner, directly to the Avaya Solution &
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