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Introduction

This guide provides a complete set of procedures to implement an installation of the
Avaya Aura® Contact Center (CC) Multimedia Complement to support an existing
Avaya Aura® Call Center Elite voice contact center.

Adding Avaya Aura® CC multimedia capabilities to an Avaya Aura® Call Center Elite
contact center increases the number of communication channels with customers, offers
flexibility, and is cost-effective.

Overview
Avaya Aura® CC Release 6.2 supports integration with Avaya Aura® Call Center Elite.

In such a solution Avaya Aura® CC offers a Multimedia Complement to an Avaya Aura®

Call Center Elite voice-based contact center. The contact center processes voice calls

through Call Center Elite, and processes multimedia contacts through Avaya Aura®CC.

The contact center agents use a single desktop application to answer and manage both

their calls and their multimedia contacts.

Avaya Aura® CcC supports the following multimedia contact types:

*  E-maill

*+  SMS text messages

* Fax messages

» Scanned documents

* Voice mail messages

*  Web Communications

A combined Avaya Aura® CC and Avaya Au ra® Call Center Elite contact center solution

provides:

* aunified agent desktop

» unified reporting and performance management, with the optional Avaya 1Q product

» unified agent administration, with the optional Avaya Contact Center Control
Manager product

You can install Avaya Aura® CC to add multimedia-enabled capabilities to new or
existing Avaya Aura® Call Center Elite contact center solutions.

NN44400-804 Contact Center Multimedia Complement Deployment Guide 06 April 2012 9



Introduction

Example of a Call Center Elite and Contact Center integrated solution

Avaya Aura® CC Multimedia
Complement to Call Center Elite
r"\.-'ll'_."
Cesk Computer
Phone OR  (softphone)
Avaya Aura® ) -
Communication Manager fii O
———————————— - _—
: Avaya Aura® I Voice —— _
L Call Center Elite I = -
____________ /
' ) T, |
Avaya Aura® -
\ Contact CTter Active ) R——— Agent Desktop
i .
Avaya Aura®
Contact Center Standby
LW ’

Adding Avaya Aura® CC multimedia capabilities to a Call Center Elite contact center
initially requires a single additional server, plus some additional backoffice infrastructure
to handle, for example, e-mail based multimedia contacts and Web communications.
Adding Avaya Aura® CC multimedia capabilities to a Call Center Elite call center does
not impact the Call Center Elite voice call processing. Adding a second Contact Center
server, configured as a Standby server, provides High Availability (HA). High Availability
provides redundancy and resiliency in case of a failure on the Active Contact Center
server.

The following table shows the supported Avaya Aura® Communication Manager—Call
Center Elite system versions.
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Platform Supported Releases Concurrent voice Concurrentmultimedia
agents agents

Avaya Aura® 3.x, 4, 5., 6.X Per Avaya Aura® Call 3000

Call Center Elite Center Elite on Avaya
Aura® Communication
Manager release limit

An Avaya Aura® Call Center Elite and Avaya Aura® CC solution does not support the
following:

* Instant Message (IM) contact type

*  Outbound (OB) contact type

»  Open Queue (not supported for voice)
*  Video

A Call Center Elite and Contact Center solution enables enterprises to deliver a rich
customer experience across many forms of contact and social media. The contact
center solution communicates with customers using the customer’s choice of media.
Existing voice customers are maintained and continue to receive the familiar and
personal phone experience. Existing and new customers can choose voice, e-mail, and
web communication channels. Multimedia-aware customers can choose a
communication media that suits their business needs or lifestyle, and experience the
modern interactive and responsive service to which they are accustomed.

Unified Agent Desktop
In a combined Avaya Aura® Call Center Elite and Avaya Aura® CC solution, agents can
process only voice contacts, only multimedia contacts, or both. However, all agents can
use Avaya Aura® Agent Desktop to answer and manage their voice calls and multimedia
contacts.

Avaya Aura® Agent Desktop provides a single unified agent client-side software
application that supports all contact types including voice, e-mail, SMS text messages,
fax messages, scanned document messages, voice mail messages and Web
communications.

How to use this book
This book uses a sample solution to describe how to configure Avaya Aura® CC to
support basic voice and e-mail contact types. It covers only the concepts and
procedures required to install and configure a sample Contact Center Multimedia
Complement to Call Center Elite on the Avaya Au ra® Unified Communications platform.
The examples in this document are specific to this sample solution.

This document does not describe other multimedia contact types, Instant Messaging

integration, Avaya Aura® Experience Portal integration, or any other integration or
solution. For more information about supported integrations and contact types, see the
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complete Avaya Au ra® CC documentation on www.avaya.com/support. This guide
assumes that you follow the procedures in sequence. If you skip procedures or choose
to follow a different sequence, then it is likely that the defail of the procedure steps and
sample screenshots in this guide will not match your installation.

The sample solution in this guide uses a PLIC license file, generated using the Media
Access Control (MAC) address of the Contact Center server. If you have a WebLM .xml
file, your system requires extra installation steps. For more information on installing
Contact Center with a WebLM .xml file, see Avaya Aura® Contact Center Installation
(NN44400-311).

Depending on the Windows Server versions in your solution, the steps in some
documented Windows procedures can differ in detail from your system.

The diagrams and screenshots in the book use sample configuration values, and the
procedures suggest these values whenever a step requires them. You can use the
worksheets in this chapter to record the configuration values for your solution next to the
sample values. When a procedure step suggests a sample value, you can substitute
your solution value.

System Overview

The following topics outline the example systems that this book describes. The first four
sections of this Deployment Guide detail how to installa CCMM Complement to Call
Center Elite without High Availability. The final two sections detail how to add High
Availability to the example system

Overview of the components in the example solution without High Availability

In the example solution described in this Deployment Guide, the contact center is based
on an existing Call Center Elite voice call center. The Avaya Aura® CC Multimedia

Complement, when installed, provides contact center agents with the ability to answer
e-mail contacts from Avaya Aura® CC as well as voice contacts from Call Center Elite.

Itis also possible to add any other supported Multimedia type, but this guide covers only
the e-mail contact type. For instructions on configuring other multimedia contact types,
see Avaya Aura® Contact Center Server Administration (NN44400-610).

12 NN44400-804 Contact Center Multimedia Complement Deployment Guide 06 April 2012
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Contact Center Multimedia Complement without HA system diagram

Avaya Aura® CC Multimedia Complement to Call Center
Elite Example System Diagram—without High Availability

Contact Center Server Windows Domain
CCCORESOMNE E-mail server Cantroller senver
172,18.70.33 172,18.0.55 172,18.71.253

Eum-munil:atinn IManager
172.18.70.200

Agent 1

Agent SoftPhone Agent Desktop

Contact Center configuration without High Availability
The Contact Center server, CCCORESONE, has a specification to support the core
assignment, management, licensing, CTI, and Multimedia software applications, as
follows:

+ Contact Center Manager Server (CCMS)

+ Contact Center Manager Administration (CCMA)
*  Communication Control Toolkit (CCT)

+ Contact Center Multimedia (CCMM)

* Contact Center License Manager (LM)

*  Orchestration Designer (OD)

+ Contact Center Manager Server Utility (SU)
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Call Center Elite configuration without High Availability
The existing Call Center Elite voice call center is fully operational and already has the
full configuration for handling voice calls. It is licensed to support both desktop stations
and soft phones.

Overview of the components in the example solution with High Availability
To add HA to the example solution described in this Deployment Guide, an additional
server is required.

This solution supports Contact Center High Availability, implementing a Standby server
to give resiliency for the Contact Center server. The Standby Contact Center server
monitors and shadows the Active Contact Center server but does not process contacts.
If the Active server fails, the Standby server recognizes the failure. It initiates a
switchover, changes to active mode, and starts processing multimedia contacts.

A Multimedia Complement to Call Center Elite allows for Warm Standby High
Availability. In a Warm Standby HA solution, when the Standby server initiates a
switchover, all agents must log off Agent Desktop, and log back in again. Contact Center
re-queues all in-progress Multimedia contacts so that they become available to agents
when they log back in. For more information on Warm Standby High Availability, and
other types of High Availability available in different solutions, see the High Availability
chapter in Avaya Aura® Contact Center Fundamentals (NN44400-110).

The Active and Standby servers are part of the same Contact Center, and they must be
in the same IP subnet for campus High Availability resiliency to work.

This guide uses the term Active server for the original server, and Standby server for the
additional server. When a server is processing contacts it is in active mode, and when
it is monitoring and shadowing, it is in standby mode. Thus, after a switchover, the
Standby server is in active mode.

When the Active server failure is corrected, the Active server can start in standby mode
and monitor and shadow the Standby server.

14 NN44400-804 Contact Center Multimedia Complement Deployment Guide 06 April 2012
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Contact Center Multimedia Complement with High Availability system diagram

Avaya Aura® CC Multimedia Complement to Call Center
Elite Example System Diagram—High Availability added

Active Server Windows Domain
CCCORESOMNE E-mail server Cantroller senver
172,18.70.33 172,18.0.55 172,18.71.253

Managed Name/IP
CCCORESMNGD

172.16.70.39
Eum-munil:atinn IManager
172.18.70.200
Standby Server
CCCORESTWO
172,18.70.34
Agent 1 L
Agent SoftPhone Agent Desktop

Contact Center configuration with High Availability
High Availability requires an additional Contact Center server, CCCORESTWO,
configured to exactly match the original Contact Center server. The Standby server has
the same applications as the Active server, as follows:

» Contact Center Manager Server

+ Contact Center Manager Administration
+ Communication Control Toolkit

+ Contact Center Multimedia

+ Contact Center License Manager

*  Orchestration Designer

» Contact Center Manager Server Utility
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High Availability also requires an additional IP address and virtual computer name,
termed the Managed IP address and the Managed Name. In this example the Managed
IP address is 172.18.70.39, and the Managed Name is CCCORESMNGD. All
applications connecting to a High Availability Contact Center connect using the
Managed |IP address or the Managed Name. The server that is in active mode
communicates with all other network hosts using the Managed IP address and Managed
Name.

You complete the initial configuration of the Standby server using the server’s unique
name and IP address, CCCORESTWO and 172.18.70.34 respectively. You configure
the Managed IP address and the Managed Name when you commission HA.

Call Center Elite configuration with High Availability

The Contact Center HA configuration does not affect the Call Center Elite configuration.
The scope of the Contact Center HA feature includes only the Contact Center servers.

Overview of the e-mail contact workflow

In the solution described in this Deployment Guide, Contact Center monitors a specific
e-mail address, from which it retrieves e-mail messages from customers. Contact
Center checks the e-mail message content for specific keywords, and assigns the
contacts to agents based on whether it finds the keywords or not.

In the example solution, the mailbox that Contact Center monitors is ccemailin, on a
POP3 mailserver with an IP address 172.18.0.55. When Contact Center retrieves
messages from the ccemailin, it searches them for the keywords "support" and
"assistance". If the e-mail message includes either or both of these words, Contact
Center creates the e-mail contact and assigns it to the EM_EM_Support skillset. If the
e-mail message does notinclude either or of these words, it matches the System Default
Rule. Contact Center creates the e-mail contact and assigns it to the default e-mail
skillset, EM_Default_Skillset.

16 NN44400-804 Contact Center Multimedia Complement Deployment Guide 06 April 2012
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Contact Center Multimedia Complement e-mail retrieval, contact creation, and assignment

E-mail message retrieval, contact creation, and
skillset assignment

E-mail server Contact Center Server

172,18.0.55 172.18.70.33

5 i CgEo

ﬂ skillsats @
mailbox ccemailin )

Agent Desktop

1. A customer sends an e-mail message to the ccemailin mailbox.
Contact Center retrieves the message from ccemailin.

Contact Center checks the e-mail contents for keywords that match the rules, for
example "support" and "assistance".

4. Contact Center creates an e-mail contact and, based on the rule it matched,
assigns it to a skillset, for example EM_EM_ Skillset.

5. Contact Center assigns the e-mail contact to an available agent on that skillset.

Configuration data worksheets

The following pages provide all the data that the installer needs to enter during
installation and configuration. The tables allow you to enter matching values for your
own system: you can use these to map the correct values to enter in your own system
if you use this manual to complete an installation.

NN44400-804 Contact Center Multimedia Complement Deployment Guide 06 April 2012 17
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Windows server preparation
The following table lists all the values that the installer needs to enter when installing the
Contact Center servers in Windows server preparation (page 37).

Windows server preparation values

Configuration item Worked example value Equivalent value for your system
Contact Center server 61440 Mb
operating system drive size
Contact Center server Administrator
operating system local
administrator username
Contact Center server MultiMpassw1
operating system local
administrator password
Contact Center server IP 172.18.70.33
address
Local Area Network Mask 255.255.248.0
Local Area Network Gateway | 172.18.71.254
DNS server IP address 172.18.71.253
Contact Center server name | CCCORESONE
domain name siptraffic.com
Domain administrator Administrator
username
Domain administrator DomPass1
password
Application drive letter and D:, 80Gb
size
CCMS database drive letter F:, 60Gb
and size
CCMM database drive letter | G:, 300Gb
and size
CCT database drive letter and | H:, 5Gb
size
Trace logs drive letter and size| I:, 5Gb
Avaya Aura® CC installer AACCinstaller
domain username

(10f2)
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Configuration item

Worked example value

Equivalent value for your system

Avaya Aura® CC installer
domain password

AACCInstPass1

Support download location

C:\Avaya_Support\

(2 0f 2)

Contact Center server software installation

The following table lists all the values that the installer needs to enter when installing the
Contact Center server in Contact Center server software installation (page 65).

Contact Center server installation values

Configuration item

Worked example value

Equivalent value for your system

Contact Center operating
system local administrator
username

Administrator

Contact Center operating MultiMpassw1
system local administrator

password

Avaya Aura® CC installer AACCinstaller
domain username

Contact Center server name | CCCORESONE

Support download location

C:\Avaya_Support\

Customer Name

Sample Customer

Company Name

Sample Company

Site Name CC_ELITESITE
Contact Center server IP 172.18.70.33
address

CCMA service account ICEpassw1
(ICEAdmin) password

POP3 mail server IP address | 172.18.0.55
(incoming e-mail messages)

SMTP mail server IP address | 172.18.0.55

(outgoing e-mail messages)

Post-install Contact Center Server Commissioning
The following table lists all the values that the installer needs to enter when installing the
Contact Center servers in Post-install Contact Center Server Commissioning (page 95).
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Contact Center server installation values

Configuration item

Worked example value

Equivalent value for your system

Support download location

C:\Avaya_Support\

Off peak day for running disk | Saturday
defragmentation

Off peak hour for running disk | 01:00
defragmentation

Real Time Display (RTD) 204.5.6.10
Multicast address

CCMA RTD incoming 234.5.6.10
Multicast address

Contact Center server name | CCCORESONE
Contact Center sysadmin new | sample1
password

CCMA Administrator new nimdabew
password

Contact Center server display
name (for CCMA)

MM_Elite CC_Single_Server

address

CCT server display name (for | cccoresone
CCMA)

CCMM server display name CCElite_CCMM
(for CCMA)

Inbound POP3 mail server IP | 172.18.0.55
address

Outbound SMTP mail server |172.18.0.55

IP address

Web Statistics server IP 172.18.70.33

Contact Center Manager Server configuration
The following table lists all the values that the installer needs to enter when configuring
the Contact Center Manager Server in Contact Center Manager Server configuration

(page 145).
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Introduction

Configuration item

Worked example value

Equivalent value for your system

Contact Center server display
name (for CCMA)

MM_Elite CC_Single_Server

Route point for multimedia
contacts

E-mailsContactsRP

Threshold class for the e-mail
skillsets

E-mailSkillsetTC

Office hours template name

Sample Customer

Threshold Class Calls Waiting:
Level 2

5

Threshold Class Longest wait
since last call: Level 1

35

Threshold Class Longest wait
since last call: Level 2

65

Threshold Class Agent Not 2
Ready: Level 1

Threshold Class Agent Not 5
Ready: Level 2

Call Center Elite Aux Work 10

code number

Call Center Elite Aux Work
code name

Coffee Break

Contact Center activity code
display name

CoffeeBreak

Contact Center activity code
number

110

Contact Center activity code
name

Taking a CoffeeBreak

Call presentation class name

Email CPC

Agent break after closing a
contact

30 (seconds)

E-mail skillset name

EM_Support

E-mail skillset comment

SK for E-mail

Contact Center Multimedia configuration
The following table lists all the sample values that the installer can enter when
configuring the CCMM server in Contact Center Multimedia configuration (page 161).
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Contact Center Multimedia configuration sample values

Configuration item

Worked example value

Equivalent value for your system

CCMM server display name (in
CCMA)

CCElite_CCMM

Multimedia E-mail skillset
name

EM_EM_support

E-mail route point

E-mailsContactsRP

Mon-Fri office hours start 07:00
Mon-Fri office hours end 18:00
Sat-Sun office hours Closed
Keyword Group name Support KG
Keyword (first in group) support
Keyword (second in group assistance
Rule Group name Support RG
Rule (first in Rule Group) Support_Rule
Recipient mailbox name ccemailin
Recipient mailbox domain labmail.com
Recipient mailbox display CC_e-mail_IN
name

Recipient mailbox POP server | 172.18.0.55
Recipient mailbox mail 100

threshold

Recipient mailbox SMTP 172.18.0.55
server

Recipient mailbox name ccemailin
Recipient mailbox domain labmail.com
Recipient mailbox display CC_e-mail_IN
name

Recipient mailbox password | PasswOrd1
Recipient mailbox POP server | 172.18.0.55
Recipient mailbox mail 100

threshold

Recipient mailbox SMTP 172.18.0.55
server

Outbound mailbox name ccemailout

(10f 2)
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Contact Center Multimedia configuration sample values

Configuration item Worked example value Equivalent value for your system
Outbound mailbox domain labmail.com

Outbound mailbox display CC_e-mail_OUT

name

Outbound mailbox password | PasswOrd2
Outbound mailbox POP server| 172.18.0.55

Outbound mailbox mail 100
threshold

Outbound mailbox SMTP 172.18.0.55
server

(2 0f 2)

Preparing the Windows Domain for the Call Center Elite Integration with Contact
Center
The following table lists all the values that the installer needs to enter when installing the
Contact Center servers in Preparing the Windows Domain for the Call Center Elite
Integration with Contact Center (page 209).

Windows Domain preparation values

Configuration item Worked example value Equivalent value for your system
Windows domain siptraffic.com
Windows Domain EliteDesktops

Organization Unit (for agent
desktop computers)

Download temporary folder on | C:\Temp\AACCGroupPolicy
Windows Domain controller

Group Policy name (for agent | EliteDesktopGroupPolicy
desktop computers)

Configuring Contact Center to Integrate with Call Center Elite
The following table lists all the values that the installer needs to enter when preparing
Contact Center for integration with Elite in Configuring Contact Center to Integrate with
Call Center Elite (page 219).
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Contact Center integration with Call Center Elite values

Configuration item

Worked example value

Equivalent value for your system

Elite agent Login ID

6305

(for CCMA)

Elite agent password 1234
Agent feature button 04 aux-work
assignment

Agent feature button 05 auto-in
assignment

Agent feature button 06 manual-in
assignment

Agent feature button 07 after-call
assignment

Agent feature button 08 release
assignment

CCMM server display name CCElite_CCMM

Reason code mapping name

Elite_CoffeeBreak

Elite Aux Work code

10

Contact Center activity code

Coffee_Break

Agent Template name

EliteAgentTemplate

Elite Communication Manager
IP address

172.18.70.200

Follow up timer period

30 seconds

Supervisor and Agent Configuration
The following table lists all the values that the installer needs to enter when creating and
configuring Contact Center supervisors and agents in Supervisor and Agent
Configuration (page 239).

Supervisor and Agent configuration values

Configuration item

Worked example value

Equivalent value for your system

CCMS display name (in MM_Elite_CC_Single_Server
CCMA)

Supervisor first name John

Supervisor last name Doe

Supervisor title Mr.

(10f 2)
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Supervisor and Agent configuration values

Introduction

Configuration item

Worked example value

Equivalent value for your system

Supervisor department E-mail Support
Supervisor Login ID 1001

Agent title Mr.

Agent department E-mail Support
Agent Login ID 2001

Domain for agent’'s Windows
logon name

siptraffic.com

logon name

Avaya Aura® CC installer AACCinstaller
account

Avaya Aura® CC installer AACCpass1
password

Agent’s Windows domain ccagentone

Agent’s call presentation class

EmailCPC

Agent’s e-mail skillset

EM_EM_Support

Agent’s profile template

EliteAgentTemplate

(2 0f 2)

Agent Desktop client software installation

The following table lists all the values that the installer needs to enter when installing the
Agent Desktop software in Agent Desktop client software installation (page 265).

Agent Desktop client software installation values

Configuration item

Worked example value

Equivalent value for your system

CCMM server display name
(for CCMA)

CCElite_CCMM

Callback Time:Maximum Time

2 (days)

Attachment Upload
Size:Maximum Size

1024 (Kb)

logon name

Switch Type Sip Avaya Aura 5.2
Agent’s Windows domain ccagentone

logon name

Agent’s Windows domain AG1_pass~2

(10f 2)

NN44400-804 Contact Center Multimedia Complement Deployment Guide

06 April 2012

25



Introduction

Agent Desktop client software installation values

Configuration item

Worked example value

Equivalent value for your system

Agent Desktop installer URL

http://cccoresone/

password

agentdesktop
Agent Contact Center login ID | 2001
Agent Contact Center login 2001

(2 0f 2)

Testing contacts using Agent Desktop
The following table lists all the values that the installer needs to enter when testing
contacts in Testing contacts using Agent Desktop (page 289).

Testing contacts using Agent Desktop

Configuration item

Worked example value

Equivalent value for your system

logon name

Agent’s Windows domain ccagentone
logon name
Agent’s Windows domain AG1_pass~2

Agent Desktop installer URL

http://cccoresone/
agentdesktop

Agent Contact Center login ID

2001

Test e-mail To: address

ccemailin@labmail.com

Test e-mail Subject

"Need Support on ProductX"

Test e-mail Body

"Could | please have support
on V2.1 of ProductX"

Test agent reply

"Reply to customer"

Test agent note

"Test reply - Contact Center
install test"

Not Ready reason code

Elite_CoffeeBreak

High Availability pre-install configuration

The following table lists all the values that the installer needs to enter when configuring
the Active server replication in High Availability pre-install configuration (page 313).
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High Availability pre-install configuration values

Introduction

Configuration item

Worked example value

Equivalent value for your system

Avaya Aura® CC installer
domain account

AACCinstaller

Windows domain for CCMA
replication

siptraffic.com

Windows domain account for
CCMA replication

EliteReplication

Active server name

CCCORESONE

License file download location

C:\Avaya_Support\

New license file for High
Availability

elite_campus_WarmHA lic

New site name for High
Availability

CC_ELITESITE

Windows server preparation—Standby server
The following table lists all the values that the installer needs to enter when installing
Windows Server 2008 on the Standby Contact Center server in Windows server

preparation—Standby server (page 339).

Windows server preparation—Standby server values

Configuration item

Worked example value

Equivalent value for your system

Contact Center server
operating system drive size

61440 Mb

Contact Center server
operating system local
administrator username

Administrator

Contact Center server MultiMpassw1
operating system local

administrator password

Contact Center server IP 172.18.70.34
address

Local Area Network Mask 255.255.248.0

Local Area Network Gateway

172.18.71.254

DNS server IP address

172.18.71.253

Contact Center server name

CCCORESTWO

domain name

SipTraffic.com

(10f 2)
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Windows server preparation—Standby server values

Configuration item

Worked example value

Equivalent value for your system

Domain administrator

Administrator

domain username

username
Domain administrator DomPass1
password

Application drive letter and D:, 80Gb

size

CCMS database drive letter F:, 60Gb

and size

CCMM database drive letter | G:, 300Gb
and size

CCT database drive letter and | H:, 5Gb

size

Trace logs drive letter and size| I:, 5Gb

Avaya Aura® CC installer AACCinstaller

Avaya Aura® CC installer
domain password

AACCInstPass1

Support download location

C:\Avaya_Support\

(2 0f 2)

Standby Contact Center server software installation
The following table lists all the values that the installer needs to enter when installing the
Standby Contact Center server in Standby Contact Center server software installation

(page 381).

Standby Contact Center server software installation values

Configuration item

Worked example value

Equivalent value for your system

Contact Center operating
system local administrator
username

Administrator

Contact Center operating MultiMpassw1
system local administrator

password

Avaya Aura® CC installer AACCinstaller
domain username

Contact Center server name | CCCORESONE

Support download location

C:\Avaya_Support\

(1 of2)
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Standby Contact Center server software installation values

Introduction

Configuration item

Worked example value

Equivalent value for your system

Customer Name

Sample Customer

Company Name

Sample Company

Site Name CC_ELITESITE
Contact Center server IP 172.18.70.34
address

CCMA service account ICEpassw1
(ICEAdmin) password

POP3 mail server IP address | 172.18.0.55
(incoming e-mail messages)

SMTP mail server IP address | 172.18.0.55

(outgoing e-mail messages)

Active server Fully-Qualified
Domain Name (FQDN)

CCCORESONE.siptraffic.com

AD-LDS Replication LDAP
Port

389 (default)

Windows domain account for
CCMA replication

EliteReplication

(2 of 2)

Standby Server Post-install Commissioning
The following table lists all the values that the installer needs to enter when
commissioning the Standby Contact Center server in Standby Server Post-install
Commissioning (page 423).

Standby Server Post-install commissioning values

Configuration item

Worked example value

Equivalent value for your system

Support download location

C:\Avaya_Support\

Off peak day for running disk | Saturday
defragmentation

Off peak hour for running disk | 01:00
defragmentation

Real Time Display (RTD) 204.5.6.10
Multicast address

CCMA RTD incoming 234.5.6.10
Multicast address

Contact Center server name | CCCORESTWO

(10f 2)
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Standby Server Post-install commissioning values

Configuration item Worked example value Equivalent value for your system

Contact Center sysadmin new | sample1
password

Windows domain for CCMA siptraffic.com
replication

Windows domain account for | EliteReplication
CCMA replication

(2 0f 2)

High Availability server commissioning

The following table lists all the values that the installer needs to enter when
commissioning the Contact Center servers for High Availability in High Availability
server commissioning (page 457).

High Availability server commissioning values

Configuration item Worked example value Equivalent value for your system
Avaya Aura® CC installer AACCinstaller
domain username

Active server patch download | C:\Avaya_Support
folder

Standby server patch C:\Avaya_Support
download folder

Active server name CCCORESONE
Active server IP address 172.18.70.33
Standby server name CCCORESTWO
Standby server IP address 172.18.70.34
Managed IP address 172.18.70.39
Avaya Aura® CC installer AACCinstaller
domain username

Avaya Aura® CC installer AACClInstPass1
domain password

Trusted host IP address 172.18.71.253
SMTP server IP address (for | 172.18.0.55

HA e-mail notification)

SMTP server user ID (for HA | MailAdmin

e-mail notification)

(10f2)
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High Availability server commissioning values

Configuration item Worked example value Equivalent value for your system

SMTP server user password | MApass~1
(for HA e-mail notification)

HA e-mail notification From vdhanote1@]labmail.com

address

HA e-mail notification To vdhanote2@labmail.com
address

Host server for network 172.18.71.253

backup

Host server Windows share for | CC_Backup
network backup

Windows domain for network | siptraffic.com

backup

Active server backup drive N:

letter

Standby server backup drive | P:

letter

Managed name CCCORESMNGD

(2 0f 2)

Agent Desktop client software installation for High Availability
The following table lists all the values that the installer needs to enter when re-installing
the Agent Desktop in Agent Desktop client software installation for High Availability
(page 547).

Agent Desktop client software installation for High Availability values

Configuration item Worked example value Equivalent value for your system
Agent’s Windows domain ccagentone

logon name

Agent’s Windows domain AG1_pass~2

logon name

Agent Desktop installer URL | http://coresmngd/
agentdesktop

Agent Contact Center login ID | 2001

Agent Contact Center login 2001
password
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Testing High Availability
The following table lists all the values that the installer needs to enter when testing High
Availability in Testing High Availability (page 561).

Testing High Availability values

Configuration item

Worked example value

Equivalent value for your system

logon name

Agent’s Windows domain ccagentone
logon name
Agent’s Windows domain AG1_pass~2

Agent Desktop installer URL

http://cccoresmngd/

password

agentdesktop
Agent Contact Center login ID | 2001
Agent Contact Center login 2001

Test e-mail To: address

ccemailin@labmail.com

Test e-mail Subject

"Need Support on ProductX"

Test e-mail Body

"Could | please have support
on V2.1 of ProductX"

Recovering High Availability
The following table lists all the values that the installer needs to enter recovering the
High Availability system after a switchover in Recovering High Availability (page 583).

Recovering High Availability procedure values

Configuration item

Worked example value

Equivalent value for your system

Avaya Aura® CC installer
domain username

AACCinstaller

Host server for network
backup

172.18.71.253

Host server Windows share for
network backup

CC_Backup

Windows domain for network
backup

siptraffic.com

Active server backup drive
letter

N:

(1 0f2)
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Recovering High Availability procedure values

Introduction

Configuration item

Worked example value

Equivalent value for your system

Standby server backup drive
letter

P:

Managed server name

CCCORESMNGD

(2 0f 2)
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Windows server preparation

This chapter provides the common procedures to prepare the Windows server on which
you plan to install the Avaya Au ra® Contact Center server software. You must perform
the procedures in this chapter on each Windows Server 2008 64-bit Release 2 server in
the solution.

Prerequisites to server preparation

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

Installing Windows Server 2008 Release 2

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

Prerequisites
* Ensure that Gg/ou 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.

Do not upgrade your operating system from a previous release. Remove the drive
partitions and reformat the hard drives on the server.

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

* Ensure that you have a DVD for Windows Server 2008 Release 2.
+ Install the network interface card in the server.
* Know the IP addresses for the contact center subnet.

Procedure steps
Step Action

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

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

On the first install page, select your language for installation.
4 Click Next.
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Windows server preparation
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16

17

18

19

On the Installation window, select a Language to install from the list.
Select a Time and currency format from the list.

Select Keyboard or input method from the list.

Click Next.

Click Install Now.

Select an operating system from the list.

Click Next.

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

Click Next.
Select Custom.

Select the disk partition on which you want to install Windows Server 2008. This
partition must be a minimum of 61440 Mb. You can either change it now or expand it
after the installation.

Click Next.
The install proceeds and automatically restarts the server several times.

After completing the installation, log on to the server as Administrator. Enter and
confirm the local Administrator password, for example MultiMpassw1.

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.
Ensure you select Automatically adjust clock for Daylight Saving Time: CCMM
does not support manual DST time changes.
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7f Date and Time =]

Date and Time IAdditionaI Clocks I Internet Time

Windows server preparation

Date:
18 October 2011
Time: |
s Set the time zone:
Time zone:
Time zone I(UTCJ Dukblin, Edinburgh, Lisbon, Lenden j

(UTC) Dublin, Edinburgh, Lisben, Lo v Automatically adjust clock for Daylight Saving Time

Current date and time: 18 October 2011, 15:02
Mew date and time; 18 October 2011, 15:02

0K I Cancel

Daylight Saving Time ends on 30 Oc
go back1 hour at that time.

¥ Motify e when the clock chang

Get mere time zone information cnline
How do I set the clock and time zone?

oK | Cancel I Apply |

20

Select Configure Networking and complete the information for your Network Interface
Card (NIC) with the server IP address, subnet mask, default gateway, and DNS server.
For example use 172.18.70.33, 255.255.248.0, 172.18.70.254, and 172.18.71.253
respectively for the primary server.
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Internet Protocol Version 4 (TCP/IPv4) Properti ﬂﬁl

General |

You can get IP settings assigned automatically if your network supports

this capability. Otherwise, you need to ask your network administrator
for the appropriate IF settings.

™ Obtain an IP address automatically
¥ Use the following IF address:

IF address: | 172, 18 . 70 . 33
Subnet mask: | 255 . 255.248 . 0
Default gateway: | 172, 18 . 70 . 254

= Obtain DMS server address autamatically

¥ |se the following DMS server addresses:

Preferred DMS server; I 172, 18 . 71 . 253

Alternate DMS server: I

[ validate settings upon exit

Advanced... |
(84 I Cancel |

21 Select Provide computer name and domain and complete the information for your

server name and domain settings. For example, use CCCORESONE in the domain
siptraffic.
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zl
Compter N : :
SRS | Hardware I Advanc Computer Name/Domain Changes |

“-_L Windows uses the followin  *ou can change the name and the membership of this
==.  onthe network. computer. Changes might affect access to network resources.
fillore informatiors
Computer description: I
fﬁ;';”ﬁ?' Computer name:
S ICC::u:uresDne
Full computer name: WINDOW.
Workgroup: WORKGR %th%mn:r name:
To rename this computer or change i More...
workgroup, click Change. =
— Member of
* Domain:
ISipTlaﬁic.cnm
i~ Workgroup:
[k I Cancel
————————————————————— |
oK Cancel | el |
22 Choose Restart Later when prompted to restart the computer, and log back in as a local

administrator, for example CCCORESONE\Administrator.

23 Configure disk drive C: to be the only primary partition on your hard drive. Ensure that
it is at least 60Gb in size; if drive C: is less than 60Gb, expand the volume.

24 Change the DVD drive letter to E:, to ensure the correct drive letters are free for the
drives needed for the Avaya Aura® cC application components.
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E,: Server Manager

=1oix]
File  Action View Help
e FHEEIREE

& Server Manager (CCCORESCNE)
§’ Roles

Disk Management Volume List + Graphical

ﬂ Features Volumne mm File System | Status Capacity | Free Space Fault
i Diagnostics (=" Simple  Basic Healthy (OEM Partition) 125 MB 125 MB 100% Mo
im. Configuration e (C) Simple  Basic NTFS

Healthy (Boot, Page File, Crash Dump, Primary Partition) &2.50 GB  30.99GB

50 % Mo
Healthy (System, Active, Primary Partition) 2.00 GB

1.99GBE 99 % Mo

= Eﬂ Storage w05 Simple Basic FAT32
@ Windows Server Backup
1=§ Disk Management

1]

L uDisk 0
Basic 05
837.25GB 125 MB 2.01GEFAT32 . 77262 GB
Online Healthy (OEM | |Healthy (System, Active ||Healthy (Boot, Page File, Crash Dur | Free space
i CD-ROM
DVD (E:) Change Drive Letter and Paths...
Mo Media Eject
Properties
Help

B Unallocated [l Primary partition Jl] Extended partition [ Free space

25 Configure the remaining drives for this server as follows:
— D: 80Gb Application drive
— F: 60Gb CCMS Database drive
— G: 300Gb CCMM Database drive
— H: 5Gb CCT Database drive
— |: 5Gb Trace logs drive
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E,, Server Manager

— ol x|

File Action View Help

&= 2= -l E

|

= Server Manager (CCCORESONE) Disk Management Volume List + Graphical View
T Roles = =
L'_ﬂ Features Yolume L.ayout Typ.e File System | Status - Capacity Free Space | % Free
-i Diagnostics (&) Simple  Basic Healthy (OEM Partition) 125 MB 125 MB 100 %%
Eﬁﬁ Configuration —w {C:) Simple Basic MNTFS Healthy (Boot, Page File, Crash Dump, Primary Partiion) 62.50 GB 30.99 GB 50 %%
= (ﬁ Storage = Application (D:) Simple Basic NTFS Healthy {Logical Drive) 80,00 GB 73.91GB 100 %%
'@ Windows Server Backup —wCCMMdb (G:) Simple Basic NTFS Healthy (Logical Drive) 300.00 GB 299.90GB 100 %
L= Disk Management W CCMSdb (F:) Simple Basic NTFS Healthy {Logical Drive) 60,00 GB 52.91GB 100 %%
C=®CCTdb (H:) Simple Basic MNTFS Healthy {Logical Drive) 5.00 GB 4.95 GB 99 %5
w5 Simple Basic FAT3Z2 Healthy (System, Active, Primary Partition) 2,00 GB 1,99 GB 99 %%
CaTracelogs (I:) Simple Basic MNTFS Healthy {Logical Drive) 5.00 GB 4.95 GB 99 %5

Fault
No

L= Disk 0

Basic os () Application || CCMSdb (F || CCMMdb (G:) || CCTdb (
837.25 GB 125 (| 2.01GB ||652.50 GB NTF 80.00 GB NT1 | | 60.00 GE NTF | | 300.00 GB NTF: || 5.00 GE M
Online Hea ||Healthy Healthy {Boo Healthy (Log | |Healthy (Logi | |Healthy {Logical || Healthy {

Tracelo
5.00GB M ||322.62GE
Healthy {I | |Free space

—.CD-ROM O
DvD (E:)

Mo Media

W vunallocated [ll Primary partition [l Extended partition || Free space ] Logical drive

26 Install any drivers specifically required for your hardware configuration.

-End--

Configuring Windows Server 2008

Before you install Contact Center software on your server, create a repair disk and back

up the operating system configuration.

Procedure steps
Step Action

1 Log on to the Windows Server 2008 server as a local administrator, for example

CCCORESONE\Administrator.

2 On the Initial Configuration Tasks window, select the Don’t display this screen on

startup check box and click Close.

Choose Start, Administrative Tools, Server Manager.
In the left pane, click Features.
Click Add Features.

Select Windows Server Backup Features.

N o o A~ W
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Add Features Wizard x|

1_;_:[:}::.2’ Select Features

Features Select one or more features to install on this server.

Confirmation Eeatures: Description:
Progress ] SMTP Server ﬂ Windows Server Backup Features
; allow you to back up and recover your

Resuilts L] shmP Services operating system,applications, and

[[] storage Manager for SANs data. You can schedule backups to

[] Subsystem for UNIX-based Applications run once a day or more often, and

|: Telnet Client can protect the entire server ar

] Telnet Server specificvolumes.

[] TFTP Client

[] windows Biometric Framework

[ windows Internal Database

[] windows PowerShell Integrated Scripting Environment (I8
[[] windows Process Activation Service
[El] windows Server Badup Features

[ windows Server Migration Tools

|: Windows System Resource Manager

[ Windaws TIFF IFilter

[] wWinRM IIS Extension

[] wiNS server

[] wireless LAM Service

[ Ps viewer L

1 | o

More about features

2]

< Brevious | Mext = I Instal Cancel

8 Click Next.

9 Click Install.

10 Click Close.

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

12 Follow the on-screen instructions to select what you want to back up.

~End--

Installing the latest operating system service packs
Install the most recent supported operating system service packs. You must download
the supported operating system service packs included in the Avaya Contact Center
Service Packs Compatibility and Hotfix Availability list to ensure your Contact Center
server software functions correctly.
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Before installing the latest recommended most recent supported operating system
service packs, disable the Windows Update feature. Disabling the Windows Update
feature prevents Windows Server 2008 from automatically applying operating system
patches and potentially rebooting the server.

Prerequisites

* Log on to the server and disable the Windows Update feature. There are several
methods for disabling the Windows Update feature, refer to the Windows Server
2008 documentation for a method suitable to your environment.

* Access the Avaya Contact Center Service Packs Compatibility and Hotfix
Availability list on the support Web site http://www.avaya.com/support.

* 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.

Procedure steps
Step Action

1 Review the Contact Center Service Packs Compatibility and Security Hotfixes
Applicability list to determine the most recent supported patches or service packs.
2 Download the appropriate Microsoft Windows Server 2008 patches for the server
software installed on this server.
3 Install the most recent Windows Server 2008 service pack that is validated with the
server software by following the Microsoft installation instructions.
-End--

Disabling the Remote Access services

Disable the Remote Access services on the core contact center server, to support
Communication Control Toolkit.

Attention: This procedure requires you to restart the server.

Procedure steps
Step Action

1 Choose Start, Administrative Tools, Services.

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

4 In the General tab, from the Startup type list, select Disabled.
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9
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Remote Access Connection Manager Properties (|

General | Log Cn | Heco\reryl Dependencies I

Service name: RasMan

Display name: Remote Access Connection Manager

Tz F‘Ianages dialup and virtual private network (VPN) s |

onnections from this computer to the Intemet or LI

Path to executable:
C:\Windows'\System32\svchost exe 4 netsves

Startup type:

Help me configure service startup options.

Service status:  Stopped

Start | Stop I Fause Besume

You can specify the start parameters that apply when you start the service
from here.

Start parameters: I

QK I Cancel Apply

Click OK.

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

icon.

Click Properties.

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

Remote Access Auto Connection Manager Prope

General | Log On I Recovery I Dependencies |

Service name: RasAuto

Display name: Remote Access Auto Connection Manager

Description: ates a connection to a remote network whenever
e F:mgmm references a remote DMS or NetBIOS LI

Path to executable:
C:\Windows\System 32"svchost .exe & netsves

Startup type:

Help me configure service startup options.

Service status:  Stopped

Start | Stop I Pauze HBesume

You can specify the start parameters that apply when you start the service
from here.

Start parameters: I

X

QK I Cancel Apply

Click OK.
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File  Action ‘Wiew Help

Windows server preparation

M= E3

€9 [mlE=|HE» = u»

", Services {Local) Description

Mame =

P-% IP Bus Enumerator

The PrP- bus enumerator ser...

s

5} Portable Device Enumerator Service Enforces group policy For remo...
ChPawer Manages power policy and po...
5k Prink Spooler Loads files ko memory for later...
“C}Problem Reports and Solutions Control Panel Suppart  This service provides support F...
G hProtected Storage Provides protected storage for,,.
“ShRemote Access Auta Connection Manager Creates a connection to a ren...
“EhRemate Access Connection Manager Manages dial-up and virtual pri...
S hRemote Deskkop Configuration Remote Deskiop Configuration.. .
“ChRemote Deskkop Services Allows users to connect inkera...
“ChRemote Deskkop Services UserMode Port Redirector Allows the redirection of Printe..,
“ChRemate Procedure Call (RPC) The RPICSS service is the Servi...
“GhRemote Procedure Call (RPC) Locator In Windows 2003 and eatlier v...
S hRemote Registry Enables remote users ko modif...
G} Resultant Set of Policy Provider Provides a network service tha...
“SkRouting and Remate Access Offers routing services to busi,..

Skatus

Started
Started

Started
Started
Starked
Started

Started

Startup T

Disabled
flanual
Automatic
Automatic
tanual
Tanual
Disabled
Disabled
flanual
tanual
flanual
Automatic
Tanual
Automatic
tanual
Disabled

Local Syskem
Local Swskem
Local System
Local System
Local System
Local Syskem
Local Syskem
Local System
Local Swskem
Metwork Ser...
Local Syskem

Metwork Ser...
Metwork Ser...
Local Service

Local System

Local System

Extended }\ Standard

10 In the Services window, click File, Exit.
11 Restart the server.
-End--

Configuring SNMP on your server

Configure Simple Network Management Protocol (SNMP) on your server to ensure you
have all of the required components of the Internet Protocol for monitoring devices in
your network. SNMP helps you manage data that describes the system configuration

and errors that may occur between servers.

Procedure steps
Step Action

1 Log on to the Windows Server 2008 server as a local administrator, for example

CCCORESONE\Administrator.

Choose Start, Control Panel, Programs.

a b ODN

Select SNMP Services.
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In the Programs and Features section, click Turn Windows features on or off.

In the Server Manager window, select Features and click Add Features.
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x
=,
E %}\ Select Features

Ll
Select one or more features to install on this server,

Confirmation Features: Description:

Progress [ ] Quality windows Audic Video Experience ;I Szgl':l.l qupe: P;:-_L:ioc:; ni?f;:sr"t?: ;ﬁ:gml
Resuilts L] remote Assistance Service and SNMP WMI Provider.
"] Remote Differential Compression

[] remote Server Administration Tools

|: RPC owver HTTP Proxy

[ simple TCP/IP Services

l: SMTP Server
[l SMMP Services

[] storage Manager for SANs

[] subsystem for UNIX-based Applications

[] Telnet Client

[] Telnet Server

[] TFTP Client

[ windows Biometric Framework

[] windows Internal Database

[ Windows PowerShell Integrated Scripting Environment (12
[] windows Process Activation Service e
& windows Server Backup Features (Installed)

[ windows Server Migration Tools
| [1 windows Svstem Resource Manager | _lﬂ
»

4

Mare about features

< Previous | Next = I Install Cancel

Click Next.

Click Install.

If prompted, insert the Windows Server 2008 DVD.
Click Close.

© 0 N O

~End--

Creating an account for installing and maintaining Contact Center

Create a domain account that you can use to install Contact Center. You must never
delete this account. After creating the account, you must add it to the Administrators
group on the local server.

Attention: If you do not have privileges to create domain accounts, ask the domain
administrator to create the domain account for you.
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Procedure steps
Step Action

1 Log on to the Active Directory Domain Server as a domain administrator.

2 Create a new user account, for example AACCinstaller.

3 Give the new user account normal user privileges on the domain—the precise privileges
depend on your organization’s domain settings.

4 Log on to the Contact Center server as a local administrator, for example
CCCORESONE\Administrator.
Click Start.

Right-click Computer and select Manage.

Command Prompt . =
If [

_:] Motepad »

@ Internet Explorer Administrator
L

Documents

|

o Calculator
Windqws Firewall with Advanced Open
Security -
Netwark {;_q Manage
Symantec Antivirus Map network drive...
Control Panel Disconnect network drive...

v Show on Desktop
Rename

Devices and Pr

Administrative " Properties
Help and Support

Rur...

3 All Programs Windows Security

I Search programs and files @ Log off >|

7 In the Server Manager window, in the left pane, expand Configuration, Local Users
and Groups.
8 Select Groups.
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F== Server Manager

File Action View Help
L ok 2 el Ea NERES

T Server Manager (CCCORESONE)  [epani

= Roles
B MName I Desaiption I
Features
3@ Diagnostics & administrators Administrators have complete and ...
= Eﬁ; Configuration :E Backup Operators Backup Operators can override secu. ..
U Task Scheduler e Certificate Service DCO...  Members of this group are allowed t...
\Windows Firewall with Advz | &% Cryptographic Operators  Members are authorized to perform ...
.&} Services e pistributed COM Users Members are allowed to launch, acti...
ﬁfﬁ WMI Control :E Event Log Readers Members of this group can read eve...
Bl # Local Users and Groups P Guests Guests have the same access as me...
| Users s _1usrs Built-in group used by Internet Infor. ..
il Groups :k Network Configuration ... Members in this group can have som...

=5 Storage lperformance Log Users  Members of this group may schedule. ..

:E Performance Monitor U... Members of this group can access p...

Pl power Users Power Users are induded for backw...
elprint Operators Members can administer domain prin. ..
:E Remote Desktop Users Members in this group are granted t...
e Replicator Supports file replication in a domain
:E Users Users are prevented from making ac...
K — 2
9 In the right pane, double-click Administrators.

10 In the Administrators Properties Window, click Add.

= Server Manager

File Action View Help

e X0 BE

i, Server Manager (CCCORESGINE) Ge”e'all

5 Roles
- Mame | -
% Features F S P———— | Administrators B
= D|agnost|cs. select Users, Computers, Service Accounts, or Groups ﬂ E
El it Configuration
Task Schedl  Select this object type: bricted access
Windaows Fir

&‘.) Services IUsefs. Service Accounts, or Groups Chject Types...

&5 WMI Contre  From this location:
= ¥ Local Users ISimeﬂ'lc.com
| Users

| Groups  Enterthe object names to select (examples):
25 storage |

Locations...

LCheck kames

i

Changes to a user's group membership
| Bemave | are not effective urtil the nesxt time the
user logs on.

q I B I T
| | |
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11 On the Select Users, Computers, Service Accounts, or Groups window, in the
Enter the object names to select (examples) box, type the domain account that you
created in Step 2, for example AACCinstaller.

Select Users, Computers, Service Accounts, or Groups

Select this object type:
Il._lsem. Service Accounts, or Groups Chject Tyvpes...

FErom this location:
ISipTlEIﬁiC.CDI‘I‘I Locations. ..

Enterthe object names to select (examples):
AACCinstallerd Check Mames

8

Advanced... | QK | Cancel

i
12 Click Check Names.
13 When prompted, enter a domain administrator user name and password.
The system verifies the domain account.
Select Users, Computers, Service Accounts, or Groups ﬂ
Select this object type:
Il._lsers. Service Accounts, or Groups Chject Types... |
From this location:
ISipTlElﬁic.::nm Locations... |
Enter the object names to select (examples):
AACCInstaller AACCInstaller (AACCInstaller@Sip Traffic com| Check Names |
Advanced. .. | 0K | Cancel |
A

14 Click OK.
15 Click OK.
16 Exit the Server Manager window.

17 Select Start, Administrative Tools, Local Security Policy.
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E—= Local Security Policy H=]
File Acton View Help
MName | Description

4 Account Policies 4 Account Policies Password and account lockout policies

2. Local Polices 'gLocaI Policies Auditing, user rights and security options policies

= Windorws FII’E'NE" with Ad.\n.anced Security | | windows Firewall with Advanced Security Windows Firewall with Advanced Security

j_ Metwork List Manager Policies | Network List Manager Policies Network name, icon and location group policies.

_| Public Key Polides | Public Key Palicies

| Software Restriction Policies = Software Restriction Policies

= ADD|ICatIF|n CDI.11-:I'0| Policies ~| Application Control Policies Application Control Policies

,g IP Security Polidies on Local Computer '@IPS ity Polic Local G te Internet Protocol . P Administrati

"] dvanced Audit Policy Configuration = ecurity Policies on Local Computer nternet Protocol Security (IPsec) Administration. ...

_| Advanced Audit Policy Configuration Advanced Audit Policy Configuration

1] A K |
18 In the left pane, expand Local Policies.
19 Select Security Options.
20 In the right pane, scroll down to find User Account Control: Behavior of the

elevation prompt for administrator.
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E—= Local Security Policy

File Acton View Help

&5 75X E = | HE

_ﬁ Security Settings Policy = | Security Setting | :I
g Account Polidies | Network security: Restrict NTLM: Audit Incoming NTLM Traffic Mot Defined
Bl ['g Local Polides | Network security: Restrict NTLM: Audit NTLM authentication in thi... Mot Defined

& Audit Policy
4 User Rights Assignment
7 Security Options
| windows Firewall with Advanced Security
j Network List Manager Policies

| Metwork security: Restrict NTLM: Incoming MTLM traffic Mot Defined
| Network security: Restrict NTLM: NTLM authentication in this dom... Mot Defined
| Network security: Restrict NTLM: Qutgoing NTLM traffic to remot...  Not Defined
|Recovery console: Allow automatic administrative logon Disabled

[+

| Recovery console: Allow floppy copy and access to all drives and ... Disabled

= Zz?:;ﬁyi:sl?i:on Policies | Shutdown: Allow system to be shut down without having to logon Disabled
: Application Control Policies | Shutdown: Clear virtual memory pagefile Disabled
lg IP Security Polides on Local Computer | System cryptography: Force strong key protection for user keys ... Not Defined
| Advanced Audit Policy Configuration | System cryptography: Use FIPS compliant algorithms for encrypti... Disabled

| System objects: Require case insensitivity for non-Windows subs... Enabled
| System objects: Strengthen default permissions of internal syste... Enabled
| System settings: Optional subsystems Pasix

| System settings: Use Certificate Rules on Windows Executables f... Disabled
| User Account Control: Admin Approval Mode for the Built-in Admi... Disabled
| User Account Control: Allow UTAccess applications to prompt for Disabled
E nt 0 0 or ad)
| User Account Control: Behavior of the elevation prompt for stand... Prompt for credentials
| User Account Control: Detect application installations and prompt... Enabled

| User Account Control: Only elevate executables that are signed ... Disabled

|User Account Control: Only elevate UIAccess applications thatar... Enabled

| Uger Account Control: Run all administrators in Admin Approval M... Enabled

| User Account Control: Switch to the secure desktop when prompt... Enabled

| User Account Control: Virtualize file and registry write failures to ... Enabled

«| | -
| | |

21 Double-click User Account Control: Behavior of the elevation prompt for
administrator.

22 On the Local Security Setting tab, select Elevate without prompting.
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Local Secu

Policy M[=]
File Action View Help User Account Controk Behavior of the elevation prompt for admi.. [ E3

| -
%@ = | bl | x B =" Local Security Setting I Explain |
F Security Settings _ ; ; Security Setting | =]
g Account Polices j' U.'?e[' :i\ccount _Coﬁritjro!: B"eha\rlorlo;thde elevation prompt for Not Defined
& [a Local Policies . admir in Admin App ode Not Defined
& Audit Policy Not Defined
4 User Rights Assignment Mot Defined
4 Security Options T — Mot Defined
| Windows Firewall with Advz IPrompt for consent for non-Windows binaries j Dicabled
:J Ne;r-ork List rl?nager Polid Prompt for credentials on the secure desktop Disabled
[ || Public Key Policies Prompt for consent on the secure desktop Disabled
_| Software Restriction Polide Prompt for credentials )
"1 Application Control Polides Prompt for consert Disabled
8, 1P Security Policies on Local Prompt for censent for non-Windows binaries Nf’t Defined
| Advanced Audit Policy Coni Disabled
Enabled
Enabled
Posix
Disabled
Disabled
Disabled
Prompt for consent for no...
Prompt for credentials
Enabled
Disabled
Enabled
Enabled
Enabled
T e T | e
4| =

23 Click OK.

Local Security Policy

Fle Acton View Help

& | 7mIXE = HE

igl Security Settings Policy = | Security Setting | :I
g Account Policies 15is) Metwork security: Restrict NTLM: Audit Incoming NTLM Traffic Mot Defined
El [ Local Polides 15| Netwaork security: Restrict NTLM: Audit NTLM authentication in thi... Mot Defined

4 Audit Policy
g User Rights Assignment
1 Security Options

etwork security: Restrict NTLM: Incoming MTLM traffic Mot Defined
liis] Network security: Restrict NTLM: NTLM authentication in this dom... Not Defined
. li1s] Network security: Restrict NTLM: Outgoing NTLM traffic to remot...  Not Defined
~| Windows Firewall with Advanced Security . ) . . . i
j Nebuark List Manager Poliies ecovery console: Allow automatic administrative logon . Dfsabled
=] Public Key Polides lt1o| Recovery console: Allow floppy copy and ac.cess to all-drlves and ... Dfsabled
=i Software Restriction Polides 12z Shutdown: Allow system to be shut down without having tologon  Disabled
= Application Control Policies Shutdown: Clear virtual memory pagefile Dizabled
‘g TP Security Polides on Local Computer lt1s) System cryptography: Force strong key protection for user keys ... Mot Defined
| Advanced Audit Policy Configuration lto| System cryptography: Use FIPS compliant algorithms for encrypti... Disabled
li12| System objects: Require case insensitivity for non-Windows subs... Enabled
l:z| System objects: Strengthen default permissions of internal syste... Enabled
12| System settings: Optional subsystems Pasix
l:iz| System settings: Use Certificate Rules on Windows Executables f... Disabled
ltls| User Account Control: Admin Approval Mode for the Built-in Admi... Disabled
‘2| User Account Control: Allow UIAccess applications to prompt for ...  Disabled
nt Contre of the @
ser Account Control: Behavior of the elevation prompt for stand... Prompt for credentials
lzlz| User Account Control: Detect application installations and prompt... Enabled
122 User Account Control: Only elevate executables that are signed ...  Disabled
ser Account Control: Only elevate UIAccess applications thatar... Enabled
ltis| User Account Control: Run all administrators in Admin Approval M... Enabled
lt1o| User Account Control: Switch to the secure desktop when prompt... Enabled
lslz| User Account Control: Virtualize file and registry write failures to ... Enabled
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In the right pane, scroll down to find User Account Control: Run all administrators

in Admin Approval mode.

E Local Security Policy

File Acton View Help

(D]

&5 75X E = | HE

%_:_.I Security Settings
4 Account Policies
B [[4, Local Policies
& Audit Policy
4 User Rights Assignment
4 Security Options
| windows Firewall with Advanced Security
j Network List Manager Policies

[+

~| Public Key Polides

| Software Restriction Policies

~| Application Control Policies

,g IP Security Polidies on Local Computer
~| Advanced Audit Policy Configuration

|2

Policy = | Security Setting |
| Network security: Restrict NTLM: Add server exceptions in thisd... Mot Defined
| Metwork security: Restrict NTLM: Audit Incoming NTLM Traffic Not Defined
| Metwork security: Restrict NTLM: Audit NTLM authentication in thi... Mot Defined
| Network security: Restrict NTLM: Incoming MTLM traffic Not Defined
| Network security: Restrict NTLM: NTLM authentication in this dom... Mot Defined
| Network security: Restrict NTLM: Qutgoing NTLM traffic to remot... Mot Defined
| Recovery console: Allow automatic administrative logon Disabled
| Recovery console: Allow floppy copy and access to all drives and ... Disabled
| Shutdown: Allow system to be shut down without having to log on Disabled
| Shutdown: Clear virtual memery pagefile Disabled
| System cryptography: Force strong key protection for user keys ... Not Defined
| System cryptography: Use FIPS compliant algorithms for encrypti... Disabled
| System objects: Require case insensitivity for non-Windows subs... Enabled
| System objects: Strengthen default permissions of internal syste... Enabled
| System settings: Optional subsystems Posix
| System settings: Use Certificate Rules on Windows Executables f... Disabled
| User Account Control: Admin Approval Mode for the Built-in Admi... Disabled
| User Account Control: Allow UIAccess applications to prompt for ... Disabled

| User Account Control: Behavior of the elevation prompt for admi...

Behavior of the elevation prompt for stand...

Elevate without prompting

| User Account Control: Prompt for credentials

| User Account Control: Detect application installations and prompt... Enabled
| User Account Control: Only elevate executables that are signed ...  Disabled
Only elevate UIAccess applications thatar... Enabled

| User Account Control:

. er A nt un all administrators in Admin Approval M... Enabled
| User Account Control: Switch to the secure desktop when prompt... Disabled
| User Account Control: Virtualize file and registry write failures to ... Enabled

25
mode.

26
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Double-click User Account Control: Run all administrators in Admin Approval

On the Local Security Setting tab, select Disable.
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ELDGaISecuritv Policy =]
File Acton View Help

@ | 2EIRE = |

User Account Controk Run all administrators in Admin Approval ... [EE3d

i Security Settings Local Security Sefting I Bl | Becurity Setting |
E Account Policies 3 IUser Account Control: Fun all administrators in Admin Approval hot Defined
El [“a Local Policies j' Mode Hot Defined
4 Audit Policy hot Defined
4 User Rights Assignment Lot Defined
A, Security Options
A \"fndows :ireu\l':lall with Advant " Enabled ot Defined
— i o Hot Defined
:j_ Metwaork List Manager Polices ¥ Disabled Jisabled
_| Public Key Polides )
" Software Restriction Policies !SEMEd
| Application Control Policies isabled
8, 1P Security Policies on Local C isabled
| Advanced Audit Policy Config ot Defined
isabled
Friabled
Frabled
0siX
Disabled
isabled
Disabled
Flevate without prompting
rompt for credentials
Fnabled
isabled
Frabled
Disabled
OK | cancel | appl | pisabled
Frabled
4 )
| |
27 Click OK.
E. Local Security Policy [_ (O}
Fle Acton View Help
&9 5mEXE = [ HE
igl Security Settings Policy = | Security Setting |
4 Account Policies | [Network security: Restrict NTLM: Add server exceptions in this domain |ot Defined
B3 chal Palicies 15| Netwaork security: Restrict NTLM: Audit Incoming NTLM Traffic Mot Defined
5 Audit Policy 15is] Network security: Restrict NTLM: Audit NTLM authentication in thi... Not Defined
55 User Bights .f\ssignment 5] Network security: Restrict NTLM: Incoming NTLM traffic Not Defined
- \’ﬁn:::‘sm:ite?\?atlllo:;h Advanced Security 1512 Network security: Restrict NTLM: NTLM authentication in this dom... Mot Defined
— i o lz1z| Netwaork security: Restrict NTLM: Qutgoing NTLM traffic to remot... Mot Defined
:j Network List Manager Policies . L . .
=] Public Key Polides lt1o| Recovery console: Allow automatic administrative logon . Dfsabled
=i Software Restriction Polides lzz| Recovery console: Allow floppy copy and access to all drives and ... Disabled
= Application Control Policies 12| Shutdown: Allow system to be shut down without having to logon  Disabled
‘g TP Security Polides on Local Computer l21z) Shutdown: Clear virtual memory pagefile Disabled
| Advanced Audit Policy Configuration lts| System cryptography: Force strong key protection for user keys ... Not Defined
lt1o| System cryptography: Use FIPS compliant algorithms for encrypti... Disabled
lsz| System objects: Require case insensitivity for non-Windows subs... Enabled
l2o| System objects: Strengthen default permissions of internal syste... Enabled
l:lz| System settings: Optional subsystems Posix
lio| System settings: Use Certificate Rules on Windows Executables f... Disabled
lt1o| User Account Control: Admin Approval Mode for the Built-in Admi... Disabled
lzz| User Account Control: Allow UIAccess applications to prompt for ...  Disabled
1t1o| User Account Control: Behavior of the elevation prompt for admi... Elevate without prompting
lziz| User Account Control: Behavior of the elevation prompt for stand... Prompt for credentials
l#ls| User Account Control: Detect application installations and prompt... Enabled
lt1s) User Account Control: Only elevate executables that are signed ... Disabled
ltls| User Account Control: Only elevate ULAccess applications that ar Enabled
lslz| User Account Control: hen prompt... Disabled
5 | |_’| loo| User Account Control: Virtualize file and registry write failures to ... Enabled
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28 Select File, Exit.
29 Restart the Windows Server 2008 server.
-End--

Downloading the most recent Contact Center patches to the server

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

Procedure steps
Step Action

1 Log on to the Contact Center server using the Avaya Aura® CC installer domain
account, for example SIPTRAFFIC\AACCinstaller.

2 Create a folder Avaya_Support on the C: drive.

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

4 Right-click the service pack .zip file and select Extract All from the context menu.

~End--

Disabling Internet Protocol version 6

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

Attention: This procedure requires modification of the Windows Server 2008 registry.
This is an advanced administrator function: if you are not qualified to carry out edits to
the regqistry, ask a qualified person to complete this procedure.

Attention: The published steps are extracted from Microsoft article 929852. Check
the Microsoft support site to ensure that you use the most up to date procedure.

Step Action

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

2 On the Windows server, click Start.
Type regedit in the Start Search box, and then click regedit.exe in the Programs list.

4 In the User Account Control dialog box, click Continue.
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5 In Registry Editor, locate and then click the following registry subkey:
HKEY_LOCAL_MACHINE\SYSTEM\CurrentControlSet\Services\TCPIP6\
Parameters\

6 Double-click DisabledComponents to modify the DisabledComponents entry.

7 If the DisabledComponents entry is unavailable, you must create it by following steps
8 to 9. Otherwise go to step 10.

8 From the Edit menu, choose New, and select DWORD (32-bit) Value.

" Registry Editor
File | Edit View Favorites Help

T < | Type | Data
Permissions. .. String Value REG_5Z ['-ral_ue not set)
— REG_MULTI_SZ Tepip
Delete Diel —— — REG_S57 Microsoft IPvG Protocal Driver
B DWORD (32-bit) Value REG 57 M ft IPVE Protocol Dri
river
EMame QWORD (54-bit) Value ; ! icrosoft IPvE Protoco
. REG_DWORD Ox00000001 (1)
Copy Key Name Mult-String Value ) .
i REG_EXPAND_SZ system32\DRIVER S \topip. sys
Expandable String Value
Find... Cirl+F : 7 REG_DWORD 0x0000000& (&)
Find Mext F3 ‘-’-'o"] MdisMinorVersion REG_DWORD 0x00000014 (20}
EE— P Start REG_DWORD 0x00000003 (3)
- K TeS | TextModeFlags REG_DWORD 0x00000001 (1)
-l T o Type REG_DWORD 0x00000001 (1)
o
| Linkage
i [H- . Paramet
b ) TCPIPETUNM
9 Type DisabledComponents, and then press Enter.
10 Double-click DisabledComponents.
1" Select Hexadecimal.

12 In the Value data: box type ffffffff to disable all IPv6 components.
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- |, SENS ;I Name Type | Data
[ [ Serenum .‘_ﬂ (Default) REG_SZ (value not set)
Serial $44]Dhepv6DUID REG_BINARY 00010001 16 23 43 1f 00 1d 09 7172 19
ke [ DisabledCompon...  REG_DWORD OxfFFFT (4294967295)

[~ |, SessionEnyv

e | sfrdisk
[~ | sffp_mmc
Bl sffp_sd

- | sfloppy
[~ | SharedAccess
[~ . ShelHwDetection
[~ | SisRaid2
[~ | SisRaid4
- smb x|
El-ig SNMP Value name
- spldr IDwsabIedComponerﬂs
- [ Spoaler Value data: Base
[#- | sppsvc =
50§ sppuinotify Im ’7 (¢ Hexadecimal
B b srv " Decimal
-}y srv2
crs |
SSDPSRY
SstpSvc
[ | stexstor
- | storfit

- Ji storvsc

storvsp
[~ [, swenum
[~ ) swpry
[~ | Tapisry
- 4 TBS
- L) Topip
= | TCPIPE

L L linkane
13 Click OK.
14 Reboot the server, if required.
-End--

Disabling unused Network Adapters

Disable all unused Network Adapters or Network Interface Cards (NICs) to improve
network communications and prevent the incorrect configuration of unused NICs during

Contact Center server commissioning.

Procedure steps
Step Action

1

Log on to the server using the Avaya Aura® CC installer domain account, for example
SIPTRAFFIC\AACCinstaller.

Click Start, Control Panel, Network and Internet, Network and Sharing Center,
Change Adaptor Settings.

Right-click the unused Network Adaptor, and select Disable.
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_ﬂ_‘ Network Connections

re— = 1

< 1@k [+ Netw... - Networ... - » [§23) | search Netwark Connections 2
Organize =  Disable this network device  Diagnose this connection 2 s - Ol IZIEI

L_‘. dan

SipTraffic.com

e i
5i=" Broadcom BCM5709C Netitreme II G... i Shatus g

Diagnose

'&' Bridge Connections

Create Shortout
[elete

= ]
% Rename

'&' Properties

4 Repeat this procedure for all unused Network Adapters.

~End--

Enabling Microsoft Remote Desktop connection

Enable Microsoft Remote Desktop connection as your remote access tool. Microsoft
Remote Desktop provides remote access for personnel supporting the server.

Procedure steps
Step Action

1 Choose Start, Control Panel, System and Security.

2 In the System section, select Allow remote access.

3 Click the Remote tab.

4 Select Allow connections from computers running any version of Remote

Desktop (less secure).
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System Properties ﬂ
-Cornputer Name I Hardwarel Advanced Remote |

 Remote Assistance

™| Allavs Bemate Azsistance connections to this computer

Ldvanced., |

— Remote Desldop

Click an option, and then specify who can connect, if needed.

" Dont allow connections to this computer

O Mlow connections from computers running ary version of
Remote Desktop (ess secure)

™ Mlow connections only from computers running Femote
Desktop with Network Level Authentication {mare secure)

Help me choose Select Users .. |
ok | Cancel | Aoy |

On the Remote Desktop Connection window, click OK.
6 Click OK.

~End--

Configuring Data Execution Prevention

Configure the Data Execution Prevention (DEP) hardware and software to perform

additional checks on memory that protect the Contact Center server against malicious
code exploitation.

Procedure steps
Step Action

1 Choose Start, Control Panel, System and Security.

2 Click System.

3 In the System window, click Advanced system settings.

4 In the System Properties dialog box, click the Advanced tab.
5 Under Performance, click Settings.
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6 In the Performance Options dialog box, click the Data Execution Prevention tab.

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

Performance Options E

' vWisual Effects I Advanced  [aka Execution Presention I

[rata Execution Prevention (DEP) helps protect
= i against damage from viruses and other security
threats, How does it work?

' Turn on DEP For essential Windows programs and services

oy

" Turn on DEP For all programs and services except those I
seleck:

Add, .. Remayve

Your computer's processor supporks hardware-based DEP.

ik I Cancel apply

8 Click OK.
9 On the System Properties dialog box, click OK.
10 If prompted, click OK to restart the computer.

-End--

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

Procedure steps
Step Action

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

x|
<_;:;v| T Computer ~ 05 (C) - Avaye_Support - l‘z_lll Search Avaya_Support ﬂ

Organize *  New folder = - [ @

- . : -
‘¢ Favorites 21 Name Date modified | Type | Size

B Desktop || NGCC 1.0 Firewall PolicyAACC Firewall Policy ...  8/29/2011 7:50 PM WFW File 104
& Downloads

12| Recent Places

4 Libraries
3 Documents
J”- Music
&=/ Pictures

E Videos

18 Computer
& os ()
= APP (D3)
-y CCMSdb ()
 CCTdb (G2)

Traces (H:)
= L TN TN PR o TP P h.LI ‘ I I LI
File name: | x| |Policy files (*.wfu) |

Open I Cancel |

4

2 Log on to the server using the Avaya Aura® CC installer domain account, for example
SIPTRAFFIC\AACCinstaller.

Choose Start, Administrative Tools, Windows Firewall with Advanced Security.
4 Choose Action, Export Policy.

In the File name box, type a name for the backup policy, for example
BaseOSFirewallPolicyBackup.wfw.

6 Click Save.

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.

7 On the Policy successfully exported message box, click OK.
Choose Action, Import Policy.

9 On the policy overwrite message box, click Yes.
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10 Navigate to the folder containing the Avaya Aura® Contact Center Firewall Security
policy.
** Windows Firewall with Advanced Security M =] B3
File | Action View Help
&= =]
ﬂ QUGS EE NG IELEERS Windows Firewall with Advanced Security on Local Computer
& Inbound Rules -  m
&3 Outbound Rules = =
e i i il " A" =
*a. Connection Security Rules ﬂ Windows Firewall with Ad| = = ~ 05 _Drive (C:) ~ Avaya_Support ~ Search Ava D
‘ _| ' _: - ya_Suppoart
B, Monitoring \_) \_) | IQI I L
Organize v New fold =
SE—— roanize ew folder 0 &
Domain Profile is Acti ¢ Favorites MName * | Date modified | Type
@ Windows Firewall is on. B Desktop | Release Bundle 89 19/10/2011 12:15 File folder
& Inbound connections that & Dowrloads | SP 5 Patches 18/10/2011 12:33 File folder
@ outbound connections thz il Recent Places B AAcC Firewal Policy (Ver 1.09).wf 30/08/201110:55  WFW File
Private Profile =5 Libraries || Base_Server_Backup_FW_policy.wfw 19/10/2011 11:58 WFW File
|@| Windows Firewall is on. 3 Documents || Base_Server_Backup_FW_policyA&. wiw 08/11/2011 13:15 WFW File
) Inbound connections that @ Music
'@' Outbound connections the [ Pictures
B videos
Public Profile
@ Windows Firewall is on. 1M Computer
0 Inbound connections that
- ik ’
@ Outbound connections thz ' Network
@ Windows Firewall Propertie
K I |
| | | _’I
File name: | AACC Firewall Policy (Ver 1.09)wfw v | |Policy files (*wfu) |
Open I Cancel |
A4

1" Select the Avaya Aura® CC Firewall Policy you downloaded, for example AACC
Firewall Policy (Ver 1.09).wfw.

12 Click Open.
Windows imports the Avaya Aura® Contact Center Firewall Security policy.
13 On the Policy successfully imported message box, click OK.
-End--
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This chapter provides the steps to install the Avaya Au ra® Contact Center server
software on the server. This includes the following server software:

» Contact Center Manager Server

* Communication Control Toolkit

* Contact Center Multimedia

* Contact Center Manager Server Utility
* Contact Center License Manager

» Contact Center Manager Administration

*  Orchestration Designer

Prerequisites to co-resident server software installation
» Ensure that your have your new Contact Center license file.

» Ensure that you have the Contact Center Release 6.2 DVD.

Installing operating system components for Contact Center Manager

Administration

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

Procedure steps
Step Action

1 Log on to the Contact Center server using the Avaya Aura® CC installer domain
account, for example SIPTRAFFIC\AACCinstaller.

2 Choose Start, Administrative Tools, Server Manager.

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

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

Under Server Roles, select Active Directory Lightweight Directory Services.

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

Add features required for Active Directory Lighitweight Directory
"= Services?

You cannaot install Active Directory Lightweight Directary Services unless the required features are also

installed.
Features: Description:
= MET Frameworks 3.5.1 Features Microsoft MET Framework 3.5.1 combines

the power of the NET Framework 2.0 APls
with new technologies for building
applications that offer appealing user
interfaces, protect your customers’ personal
identity information, enable seamless and s..

MET Framewaork 3.5.1

| Add Required Features I Cancel |

(33 e

1) Why are these features required? y
7 Under Server Roles, select Application Server.
8 If an Add Roles Wizard message box that lists features required by Application Server

appears, click Add Required Features.

Add Roles Wizard | x|

Add features required for Application Server?

You cannot install Application Server unless the required features are also installed.

Features: Description:
= Windows Process Activation Service Windows Process Activation Service
generalizes the IS process model, removing
Process MDdEl the dependency on HTTF. All the features of
MET Environment 115 that were previously available only to
Corfiguration APls HTTF applications are now available to

applications hosting Windows
Communication Foundation (\WCF) services,
using non-HTTF protecels. 15 7.0 also uses
Windows Process Activation Service for me_.

| Add Required Features I Cancel |

'i:i:i' Why are these features required 7 4

9 In the left pane, under Application Server, select Role Services.

10 Select Web Server (lIS) Support.
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Add Roles Wizard

=
! Select Role Services

Before You Begin Select the role services to install for Application Server:

Server Roles Role services: Description:

AD LDS ] .NET Framework 3.5.1 :Jebl_Se?'er SIISJ Sligphortte_n:blesl
PP —— pplication Server to host internal or

Application Server (B2 vveb server (11S) Support external Web sites and Web services

[] COM+ Metwork Access
[] TcP Port Sharing
[ [E windows Process Activation Service Support

that communicate aver HTTP. It
includes support for ASP.NET
applications that can be accessed via
a Web browser such as Internet

Role Services

Web Server (IIS)

Role Services

Confirmation

[¥] HTTP Activation
’: Message Queuing Activation
[] TcPp Activation

Explorer, and Web services built using
‘Windows Communication Foundation

(WCF).

Progress ’: Mamed Pipes Activation

= [] Distributed Transactions
’: Incoming Remote Transactions
l: Outgeing Remote Transactions
’: WS-Atomic Transactions

Results

More about role services

< Previous | Mext = I Install Cancel

1 If an Add Roles Wizard message box appears, listing features required by Web Server
(I1S) Support, click Add Required Role Services.

Add Roles Wizard

Add role services and features required for Web Server (lIS) Support?

You cannat install Web Server (15) Support unless the reguired role services and features are also installed.
Description:

Application Server provides central
management and hosting of high-
performance distributed business

Bole Services:

= Application Server
Windows Process Activation Service Support
=l Web Server (IIS) applications such as those built with
Web Server Enterprnize Services and .MET Framework
Management Tools 351
= MET Framewor 3.5.1 Features
WCF Activation

| Add Required Role Services | Cancel |

'Zj:i' Why are these role services and features required # y
i

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

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

» Static Content

e Default Document

* Directory Browsing
e HTTP Errors

e HTTP Redirection

Attention: Clear the check boxes for all other services.

15 On the Select Role Services page, under Application Development, select the
following services:
e ASP.NET
* .NET Extensibility
e ASP

e |SAPI Extensions
e |SAPI Filters

e Server Side Includes

Attention: Clear the check boxes for all other services.
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Add Roles Wizard
Select Role Services
Before You Begin Select the role services to install for Web Server (115):
Server Roles Role services: Description:
AD LDS = (@ Web Server Server Side Includes (55)is a
o & c Featu scripting language used to
Application Server S| ommon ealures dynamically generate HTML pages.
R [¥] static Content The script runs on the server before
ole Services [] Default Document the page is delivered to the client and
Web Server (IIS) [¥] Directary Browsing typically involves inserting onefile into
another. You might create an HTML
[] HTTF Errors it
X X navigation menu and use 551 to
. ] Redirection dynamically add it to all pages on a
Confirmation .
[ webDav Publishing Weh site.
Progress = [E application Development
Results /] asp.nET L
[¥] .MNET Extensibility
] asp
[ car
[¥] ISAPI Extensions
[/] ISAPI Filters
P2l 5=rver Side Indudes
= [E Health and Diagnostics
’Z HTTP Logging
[¥] Logaing Toals
lz Request Monitor
[V] Tracing
More about role services
< Previous | Mext = I Install Cancel
16 On the Select Role Services page, under Health and Diagnosis, select the following

services:

e HTTP Logging

* Logging Tools

* Request Monitor

e Tracing

Attention: Clear the check boxes for all other services.

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

18 On the Select Role Services page, under Performance, select all services.
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Add Roles Wizard

ig}' Select Role Services
Before You Begin Select the role services to install for Web Server (115):
Server Roles Role services: Description:
AD LDS - - Server Side Includes {551)is a

s =d Ealiﬁ and Dlagnoshcs LI scripting language usedto
Application Server v ' Logging dynamically generate HTML pages.

Y [¥/] Logging Tools The script runs an the server befare

ole Services [¥] Request Manitor the page is delivered tothe client and

Web Server (IIS) [¥] Tradng typically involves inserting onefileinto

[} Custom Logging et T
S O OPBC Logging ch.-nam.icall\‘-I addit to all pageson a
B[] security Web site.
Progress [/] Basic Authentication
[¥] Windows Authentication
[¥/] Digest Authentication
[¥] Client Certificate Mapping Authentication
[¥] 115 Client Certificate Mapping Authentication
[¥] URL Authorization
[¥] Request Filtering
[¥] 1P and Domain Restrictions
= ’Z Performance
’Z Static Content Compression
’Z Dynamic Content Compression
= [@ Management Tools
[V] 1IS Management Console LI

More about role services

Results

< Previous | Mext = I Install Cancel

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

* IS Management Console
e IS Management Scripts and Tools
¢ Management Service

¢ Allitems under IS 6 Management Compatibility

Attention: Clear the check boxes for all other services.
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Add Roles Wizard E

i

Before You Begin

Server Roles
AD LDS
Application Server

Role Services

Web Server (IIS)

Confirmation
Progress

Results

Select Role Services

Select the role services to install for Web Server (I15):
Role services:

[¥] 115 Client Certificate Mapping Authentication
[] URL Autharization
[¥] Request Filtering
[¥] 1P and Domain Restrictions
= [¥] Performance
IZ Static Content Compression
’Z Dynamic Content Compression
B[] Management Tools
IZ 115 Management Console
[¥] 115 Management Scripts and Tools
’Z Management Service
[=WFIl 115 5 Management Compatibility
[/] 115 & Metabase Compatibility
[] 1I5 & WMI Compatibility
[¥] 115 6 Seripting Tools
IZ 1IS & Management Consale
B[] FTP Server
l: FTP Service
] FTP Extensibility
[[] 115 Hostable Web Core

More about role services

< Previous | Mext = I

-

Description:

IIS 6 Management Compatibility
provides forward compatibility for
your applications and scripts that use
the two II5 APIs, Admin Base Object
(ABO) and Active Directory Service
Interface (ADSI). You can use existing
1IS 6 scripts to manage the IIS 7 Web
Server,

Cancel

20 Click Next.
21 Review the installation information.
22 Click Install.
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Add Roles Wizard

ﬁ}' Installation Progress

Before You Begin The following roles, role services, or features are being installed:
5 Rol
EIVErROES Active Directory Lightweight Directory Services
AD LDS o
Application Server
Application Server
Web Server (IIS)
Role Services
MET Framework 3.5.1 Features
Web Server (I15)
Windows Process Activation Service
Role Services
Confirmation
Progress
Results
|
3 Installing. ..
Brevious | Mex | stal Cancel
23 On the Installation Results page, click Close.
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Add Roles Wizard
= .
! E Installation Results
Before You Begin . . i
The following roles, role services, or features were installed successfully:

Server Roles

' 1warning, 1informational messages below
AD LDS o
Application Server V', Windows automatic updating is not enabled. To ensure that your newly-installed role or feature is 2

) ~ automatically updated, turn on Windows Update in Control Panel,
Role Services
Active Directory Lightweight Directol ; .
Web Server (II5) *! Services v o ' v @ Installation succeeded
Role Services i:i:] Instances of AD LDS can be created by launching the AD LDS Setup Wizard from the Advanced
) ~ Tools section of the AD LDS home page.
Confirmation
Progress ~ | Application Server @) Installation succeeded
The following role services were installed:

.NET Framework 3.5.1

Web Server (IIS) Support

Windows Process Activation Service Support

HTTF Activation
~| Web Server (IIS) O Installation succeeded
The following role services were installed:
Web Server
Commeon HTTP Features
Static Cantent LI
Print, e-mail, or save the installation report
Previo ext = | Close I Cancel
24 Restart the server if required.

-End--

Configuring MIME types to support Microsoft updates
Configure the Multipurpose Internet Mail Extension (MIME) types to support Microsoft

updates and patches.

Procedure steps
Step Action

1

Log on to the Contact Center server using the Avaya Aura® CC installer domain

account, for example SIPTRAFFIC\AACCinstaller.

Click Start, Administrative Tools, Computer Management.

In the Computer Management dialog box, expand Services and Applications,

Internet Information Services (IS Manager).

Under Connections, expand the default site, for example CCCORESONE, Sites,

Default Web Site.
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5 Select Default Web Site.
L!_Com puter Management !E I
File Action \View Help
kil 2 028 s
A4 Computer Management {Local) || G5 7y ) ] 1 ¥
\ » CCCORESONE » Sites » DefaultWeb Site » -+ + ESINEE T
=l [} System Tocls s [ @ I ll@
3] Event Viewer Q- il g Default Web Site Home -
&2| Shared Folders A = Rial] -8 £ Explore —
% Local Users and Groups i Qﬂ Start Page ; Edit Permissions. ..
() Performance =95 CCCORESONE (SIPTRAFFIC\AACCInstaller) Fite: =L G
=) Device Manager L} Application Pools ASP.NET Edit Site
Bl 2 storage ] Bindings...
) =¥ Disk Management E@ E:Ifault Web Site E% N B Basic Settings...
= :4(3 Services and Applications (- | aspnet_dient L N ; s
K] Internet Information Serv MET NET NET Error View Applications
Routing and Remote Acce Authorizati...  Compilation Pages View Virtual Directories
G} Services p I
5 WMI Control G [0 \/ Manage Web Site A~
4 0y Y
< Restart
NET NETProfle  NET Roles -
Globalization B Start
- B Sty
I X -
L5 e Y B Web Site
MET Trust MET Users Application Browse =80 (http)
Levels Settings -
B Advanced Settings...
)
_al:f i !E Configure
Connection  Machine Key  Pages and Failed Request Trading...
Strings Controls L.
@ Help b
q | DK [» [='| Features view |, 2 Content View Online Help -

6

In the Default Web Site Home pane, under IIS, double-click MIME Types.
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i‘;:!{:om puter Management !E

File Acton WView Help
&= | %@ d

A Computer Management (Local) @ = ) . 1 k3 »
2 o e » CCCORESONE » Sites » Default Web Site  » e 1 @ -
=l {f4 System Tools A 4 [ ] il

@ Event Viewer 9 Default Web Site Home

[z2] Shared Folders ¢-H | |8 Open Feature
Local Users and Groups W= Start Page
.%\ : Gj Filter: > Go ~ - 2. Explore
(%) Performance = j CCCORESONE (SIPTRAFFIC\AACCInstaller) T : g
2 Device Manager J Application Poals 1s ;I Edit Permissians...
Bl &5 Storage = SJ Sites Edit Site
=9 Disk Management -6 Defauit Web Site K- i&) 55% E
a ::'(3 Services and Applications B[ aspnet_client = L ! S
W] Internet Information Serv ASP Authentication Autherization D Basic Settings. ..
Routing and Remote Acce Rules View Applications
G} Services _'l =] View Virtual Directori
ﬁfi ViMI Control %,g_s a - )_) iew Virtual Directories
Compression Default Directory Manage Web Site 2
Document Browsing

= Restart

= \ b Start
& <o -
404 X — [} Stop

Error Pages Failled Request  Handler

Tracing Rules  Mappings Browse Web Site
Browse *:80 (http)

e ks
d i i b
& r@ Advanced Settings
HTTP Redirect HTTP IP Address Configure
Respo... and Dom...

Failed Request Trading...

5 B W | =

ISAPIFilters  Logging MIME Types SR © Hep
Online Help
P I I LI ] [+ (2 Features view | = Content View

7 On the Actions list in the right pane, click Add.
8 In the File name extension box, type .msp.
9 In the MIME Type box, type application/microsoftpatch.
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gCom puter Management

=]
File Action View Help
== H
& Computer Management (Local) @ GJ [ & » CCCORESONE » Sites b DefaultWeb Site b ] o @ -
=] '[?& System Tools =
| Event Viewer = MIME TYDES
[z Shared Folders &f = l # lﬁa q Add...
Local Users and Groups = Qﬂ Start Page ) ) @ Help
Performance =85 CCCORESONE (SIPTRAFFIC\AACCInstaller) [ | USE this feature to manage the list of file name
X oy T | extensions ant_:l associated content types that are Online Help
s Device Manager L=t Application Pools served as static files by the Web server,
= g Storage El-[&] Sites
L= Disk Management EI@' Default Web Site Group by: Mo Grouping -
=l S Services and Applications (-] aspnet_dient Ereor - | MIME Type 2
]| Internet Information Serv 323 text/h323 [
Routing and Remote Acce aaf applicationjoctet-st. .
G Services .aca applicationfoctet-st. ..
WMI Control -
.accdb application/msaccess
Add MIME Type [ 7] .accde application/msaccess
; .accdt application/msaccess
File name extension: LECK applicationfinternet...
I- msp .afm application/octet-st...
MIME type: .a application/postscript
— - Laif audio fx-aiff
application/microsoftpatch| al
I Jaifc audio/faiff
.aiff audiofaiff
0K I Cancel .application application/x-ms-ap. ..
Jart image/x-jg
.asd application foctet-st...
.asf videox-ms-asf
.asi applicationfoctet-st...
1| | 3
. w——s 1o ETrmrmven] - commtven
10 Click OK.
1" On the Actions list in the right pane, click Add.
12 In the File name extension box, type .msu.
13

In the MIME Type box, type application/microsoftupdate.
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&9 Computer Management Ol x|
File Action View Help
e A s 7|
£ Computer Management (Local) @ ) | @ » CCCORESONE » Sites » Defoult Website » | M@ -
=] ]ﬂ System Tools e
+ Event Viewer : MIME Types
] Shared Folders €@- i lﬁ l& 9 Add...
g Local Users and Groups e Qﬂ Start Page Lse this feature to the list of i Edit
o = se this feature to manage the list of file name
Performanoe = j C%COR.ESOHE (SIPTRAFFIC\AACCInstaller) extensions and assodated content types that are W
g4 Device Manager = Application Pools served as static files by the Web server,
El &5 Storage =-[a] Sites @ Heb
=% Disk Management =€) Defauit Web Site Group by: Mo Grouping - R
= ?@ Services and Applications - | aspnet_dient Extension =~ | MIME Type :I 3
Internet Information Serv mmf application fx-smaf
Routing and Remote Acce = text/sml
g% f;;\;in(::es ol mny application fx-msmo. ..
ontra moy video/quicktime
movie videox-sgi-movie
Add MIME Type .mp2 videojmpeg
) .mp3 audio/mpeg
File name extension: . video/mpeg _I
I"T'SL‘I .mpe video/mpeg
MIME type: .mpeg video/mpeg
Iapplimﬁon.’microsofh..lpdate| .mpg video/mpeg
mpp applicationfvnd.ms-...
mpv2 video/mpeg
OK I Cancel | \ms application fx-troff-ms
msi application foctet-st. ..
.mso application foctet-st. ..
.msp application/microsof...
- —— _>|_I
J | DK [+ (= Features view |- Content View

14 Click OK.
15 On the Actions list in the right pane, click Add.
16 In the File name extension box, type .wfw.

17 In the MIME Type box, type text/plain.
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=]
File Action View Help
o | Hm
& Computer Management (Loca @0- b [ € v CCCORESOME » Sites b DefaultWebSite » ] & o gy |@ -
B [} system Tools s
2] Event Viewer G e q MIME Types
2| Shared Folders €@- l i} l&, Add...
;-E Local Users and Groups o @fj Start Page Use this festure to the lit of fl Edit
= o= s this feature to manage the list of file name
(=) Performance = j CF('I*CORE.SOI_\JE (SIPTRAFFIC\AACCInstaller) extensions and assodiated content types that are % Remr
&= Device Manager [z Application Pools served as static files by the Web server.
B 25 storage =-[&] Sites ® Hep
=7 Disk Management E--@- Default Web Site Group by: No Grouping - - O bk
=) :?g_Seruices and Applications -] aspnet_dient Extension | MIME Type -] £
Internet Information Serv .mmf applicationx-smaf
Routing and Remote Acce T text/xml
= )
""‘}J Services | .mny application fx-msmo...
il WMI Control mov video quicktime
.movie video x-sgi-movie
Add MIME Type 2 mp2 video/mpeg
.mp3 audio fmj
File name extension: £ i fmpeg I
.mpa video/mpeg
v .mpe video/mpeg
MIME type: .mpeg video/mpeg
Ihext,’plain| .mpg video/mpeg
.mpp applicationfvnd.ms-...
.mpv2 video/mpeg
oK I Cancel | ms application fx-troff-ms
msi applicationfoctet-st...
.mso applicationjoctet-st. ..
.msp application/microsof...
. - _'I_I
q | ] G (=] Features View |/ 2 Content View
18 Click OK.
19 Close the Computer Management window.

~End--

Installing the server software on the co-resident server

Install the Contact Center software and enable your contact center to route contacts.

Procedure steps

Step
1

Action

Log on to the Contact Center server using the Avaya Aura® CC installer domain
account, for example SIPTRAFFIC\AACCinstaller.

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 Visual C++ runtime libraries on the server.
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ECc-ntact Center Installer Setup I
The following components will be installed on your machine:

Visual C++ Runtime Libraries (x86) |
Microsoft Visual C++ 2005 5P1 Redistributable - x86
Microsoft Visual C++ 2008 SP1 Redistributable - x64
Microsoft Visual C++ 2008 S5P1 Redistrbutable - x86 j

Do you wish to install these components?

if you choose Cancel, setup will exit.

Install

If you are prompted to restart the server, click Yes and repeat step 3.
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 No
Switch Configured.

© 00 N o O
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<+ Awvaya Aura Contact Center Installer - Application Selection

Application Selection AVAYA

Please select your switch platform from the dropdown list followed by the Contact Center applications you wish to
install. Your selection will be validated when you click on the Next button.

Select Switch Type Install Type

No Switch Configured j |P-1L|Itimedia and Voice j
Please Select..... ~

AML - Avaya Communication Server 1000 ( i Contact Center Install

Application Selection Information

SIP - Avaya Communication Server 1000
SIP - Avaya Aura™ 5.2
ISIP - Avaya Aura™ 6.1

To install your Contact Center do the following

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

2. Select the Install Type from the drop down
list

3. Select the Contact Center Applications you
would like to install

Legend

4 Contact Center Software Installed

Click Next to Continue

10

1"
12
13
14
15
16

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), select CCMM Primary Server.
Select License Manager Server.

Select Contact Center Manager Administration (CCMA).

Select Server Utility.

Select Orchestration Designer.
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Contact Center server software installation

17
18
19

Application Selection

Please select your switch platform from the dropdown list followed by the Contact Center applications you wish to
install. Your selection will be validated when you click on the Next button.

Select Switch Type
|N0 Switch Configured j

E{C: Contact Center Manager Server (CCMS)
-] Nodal Server

{E: Communication Control Toolkit (CCT)
~-[#]C] Contact Center Feature Set

{E: Contact Center Multimedia Server (CCMM)
-2 CCMM Primary Server

! Avaya Media Server

- License Manager Server

-l Contact Center Manager Administration (CCMA)
-} Server Utility

! Orchestration Designer

) Security Framework

Click Next to Continue

Click Next.

AVAYA

Install Type
|N0n Voice Multimedia j

@

To install your Contact Center do the following

Contact Center Install
Application Selection Information

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

2. Select the Install Type from the drop down
list

3. Select the Contact Center Applications you
would like to install

Legend

W Contact Center Software Installed

On the Product Data Upgrade window, click Next.

On the Installation Destination window, on the Application Destination Drive tab,
from the Install Contact Center Application Software to list, select D:.
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‘. Awaya Aura Contact Center Installer - Destination Location =]

Installation Destination AVAyA

Select the installation location for the application files and databases. Please refer to the Contact Center Installation
Guide for recommendations on partitioning information

 Application Destination Drive | patabase Destination Drive | Product Updates Location |

Select the destination drive for the Contact Center application files

Drive | Total Size GB | Free Size GB | Required GB | Rem

Install Contact Center Application Software to cA 60 .1 5 291
ID:-_ vI Avaya\Contact Center D 80 739 8 g

F\ &0 599

G 265.7 2656

H:M 5 45

R 5 45

K\ &0 586

ZN 15 4

Install CCMS application software to

|D:\ﬂvaya\Contact Center), |

Mote: The CCMS application software must be installed
to 'D:\Avaya\Contact Centery’

4 | i

Click Next to Continue

20 Select the Database Destination Drive tab.

21 From the Install Manager Server Database to list, select F:.

22 From the Install Communication Control Toolkit Database to list, select H:.
23 From the Install Multimedia Server Database to list, select G:.
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‘. Awaya Aura Contact Center Installer - Destination Location =]

Installation Destination AVAyA

Select the installation location for the application files and databases. Please refer to the Contact Center Installation
Guide for recommendations on partitioning information

Application Destination Drive | Database Destination Drive | product Updates Location |

Select the destination drive for the Contact Center database files

Drive | Total Size GB | Free Size GB | Required GB | Ren
Install Manager Server Database to £ &0 241 5 25,1
IF;1 vl Avaya\Contact Center\Databases\CCMS DA 80 799 8 718
FA 60 598 4 55
GA 265.7 2656 4 261
N . R 5 49 4 05
Install Commmunication Control Toolkit Database to I 5 19
IH;1 vl Avaya\Contact Center\Databases\CCT K-\ & 535
N\ 15 4
Install Multimedia Server Database to
IG:I vl Avaya\Contact Center\Databases\CCMM
1] | |

Click Next to Continue

24 Select the Product Updates Location tab.
25 Under Select the parent directory where patches are stored, click Browse.

26 Select the support directory you created, for example C:\Avaya_Support\.
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‘. Awaya Aura Contact Center Installer - Destination Location =]

Installation Destination AVAyA

Select the installation location for the application files and databases. Please refer to the Contact Center Installation
Guide for recommendations on partitioning information

Application Destination Drive | Database Destination Drive Product Updates Location |
Select the Product Updates Location

Select the parent directory where patches are stored

C:\Avaya_Support\Release Bundle 89

Llpdates ta be installed

Update | Component | Type | Wersion | -
Avayahura_CCCC_6.2.205.0-0474_ServicePack CCCC Service Pack  6.2.205.0 (Build 0474)
Avayahura_CCLM_6.2 205.0-0474_ServicePack CCLM Service Pack  6.2.205.0 (Build 0474)
Avayahura_CCMA_6.2 205.0-0509_ServicePack CCMA Service Pack  6.2.205.0 (Build 0509) 1
Avayahura_CCMM_E.2.205.0-0544_ServicePack CCMM Service Pack  6.2.205.0 (Build 0544)
Avayahura_CCMS_6.2 205.0-0474_ServicePack CCMS Service Pack  6.2.205.0 (Build 0474) LI
Arsmnem Aigem CRMCLL S WE N ATTE Comsima Daals RS Cmmsimm Dmnle L7 MR NID. Gl Yo

Clear List |

Click Next to Continue

|

27 Click Next.

The System Readiness Check runs on the server.

28 If you have followed the previous instructions in this guide, and the server hardware
meets the specifications in the Avaya Aura® Contact Center Planning and Engineering
(NN44400-210) guide, the system Readiness Checks returns a Pass.

You can ignore warnings if you understand the potential impact to the operation of the
contact center and decide it is not applicable.
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. Avaya Aura Contact Center Installer - System Readiness Checks

System Readiness Checks AVAyA

The system readiness check has completed, click onthe tabs to the left to view the results of software, hardware
and drive checks performed

JDrives
JSoftware
“JHardware|Component Status Size/Qty/Type Notes

Total hard drive CCMM, CCT, CCMA, CCMS: Total size is

size 9 876 441 GB or greater
Disk drive 1. Disk type is SCSI. Disk drive
Hard drive 3 2. Disk type is SCSI. Disk drive 3. Disk
information L type is SCSI. Disk drive 0. Disk type is
SCEIL

CCMM, CCT, CCMA, CCMS: The system

has SCSI, SATA or SAS drive
Hard Drive Disk 6 Please check that the required Hard
Speed = Drive Disk Speed is 7200 REM

- . CCMM. CCT. COCMA. CCMS: Drive exists LI

Hard drive type 2 ScslI

Click Next to Continue

29 Click Next.
30 On the Installation Data window, select the CCMS tab. Complete the fields as follows:

Customer Name — Type the name of the contact center company, for example
SampleCustomer.

Company Name — Type the name of the contact center company, for example
SampleCompany.

Site Name — Type a site name for CCMS, for example CC_ELITESITE.

Contact Center Server Subnet IP Address — Select the Cores server IP address, for
example 172.18.70.33.
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:. Awaya Aura Contact Center Installer - Installation Data Collection

31
32

Installation Data AVAYA

Licensingl CCMAI CCMM - Primary Server | CCT Server

Enter the required data for the Contact Center installation

Customer Information Caontact Center Server Subnet
Custamer Name Select the appropriate CLAN subnet from the list
|SampIeCustomer
c N IP Address
ompan ame
= 172.18.70.33 |
|SampIeBusmess
Site Name EL&N Subnet
Site Name 7 Enter the ELAN Subnet IP Address
CCCORESONE . .
Select the appropriate ELAN subnet from the list
RSM IP Address IP Address
Real-Time Statistics Multicast IP Address j
|234.5.6.10

Click Next to Continue

Select the Licensing tab.
Complete the Licensing tab fields as follows:

License File Location — Use the Browse button to find and select the license file that
you downloaded to the server.

IP Address — The IP address of the license server, in this case the co-resident server
itself, for example 172.18.70.33.

Port — Accept the default port, 3998.
CCMS Package List — Select Nodal Enterprise.

Optional Packages — Select Open Queue, Web Based Statistics, and Open
Interfaces Open Queue.
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:. Awaya Aura Contact Center Installer - Installation Data Collection

Installation Data AVAYA

‘cCMs  Licensing | CCMA | CCMM - Primary Server | CCT Server

Enter the required licensing data for the installation

Licernse File License Manager Packages
License File Location CCMS Package
IC:lAvaya_Supp-orllDDDoresone_nodaI.Iic Browse | |N0d3| Enterprise j
COptional Packages

Primary License Manager IP Configuration [ Open Queus

Enter the IP and port information for License Manager Serv O Multiplicity

IP Address Part Web Based Statistics
|172_13_7|3_33 ISQ‘SB Open Interfaces Cpen Queue

Secondary License Manager IP Configuration
Enter the IP information for License Manager Server

IP Address

Click Next to Continue

33 Select the CCMA tab.
34 Complete the CCMA tab fields as follows:

Configuration - Enable CCMA Replication — Attention!: leave this box clear, you
select this only when you set up the CCMA standby server.

System Account Configuration - Password — Type the password for the CCMA
System Account (iceAdmin), for example ICEpassw1.
Attention! The password must conform to your domain password policy.

System Account Configuration - Confirm Password — Type the password for the
CCMA System Account (iceAdmin), for example ICEpassw1.
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:. Awaya Aura Contact Center Installer - Installation Data Collection

Installation Data AVAYA

ccMms | Licensing CCMA | CCMM - Primary Server | CCT Server

Enter the required data for the Manager Administration installation

Configuration Svstem Account Configuration
Ente_r the re_qui_red datz_l for the Manager Enter a password for the iceAdmin user
Administration installation account which meets the requirements of
[T Enable CCMA Replication the domain password policy
Password
LDAP Port Number I
IBBQ
Confirm Password
SSL Port Mumber I
ISBS

Click Next to Continue

35 Select the CCMM - Primary Server tab.
36 Complete the CCMM - Primary Server tab fields as follows:

License Server — Type the IP address of the License server, for example
172.18.70.33.

Inbound mail server (POP3) — Type the IP address of the e-mail server, for example
172.18.0.55.

Outbound mail server (SMTP) — Type the IP address of the e-mail server, for
example 172.18.0.55.

Web Stats Server (Optional) — Type the IP address of the web statistics server, for
example 172.18.70.33.
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- Awaya Aura Contact Center Installer - Installation Data Collection

SIS E3

Installation Data

'CCMS | Licensing | CCMA  CCMM - Primary Server | cCT Server |

AVAYA

Please provide the names of the servers needed for the configuration of Contact Center Multimedia/Outbound

CChM Server Configuration (Mandatory) Ernail Sersers (Optional)
IM Provider Inbound Mail Server (POP3)  outbound Mail Server (SMTP)
[None =l [17218055 [17218.055
Manager Server (CCMS - ; . -

° ( ) [~ Enter Predictive Outbound Configuration {Optional)
ICCCOF‘!ESONE Predictive Server Predictive Reporting Server

License Server I

[172187033
Telephony Server (CCT)

YWab Stats (Optional)
Web Stats Server

Web Stats Port

|cccoresone [172187033] [s0se
Administration Server (CCMA)
|cccoresonE
YWeh Reporing (Optional) YWab Communication Server (Optional)
Server Name Port
| |ERER |
Click Next to Continue
37 On the Installation Data window, in the CCT Server tab, you do not complete any

configuration:
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- Awaya Aura Contact Center Installer - Installation Data Collection =l

Installation Data AVAYA

'CCMS | Licensing | CCMA | CCMM - Primary Server

Enter the required data for the REMOTE Communication Control Toolkit Server

CCT Server
Please tick the following box only when using Communication Control Toolkit on a REMOTE server
[” Use a Remote CCT Server

CCT Host Name

Mote: Madify the CCT port numbers only as advised in the installation manual

CCT Port A1 CCT Port B1
IBCQB IBCQQ
CCT Port A2 CCT Part B2

I‘IBCQB |18E299

Click Next to Continue

38 Click Next.

39 On the Summary window, review and verify the information.
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‘. Awaya Aura Contact Center Installer - Summary =]

Ready to Install Software AVAyA

The following is a summary of the data provided. Please review the information, if you want to change any of the
values click the Back button to return to the appropriate screen

Third Party Applications

JRE Installation 1.6

JRE Installation 1.6 x64

Cache Instance

IIS Policy Agent

Crystal RAS Component

SCE Server Component

Primary InterOp Assemblies
Contact Center Tomcat Instance

Application Locations

Application Location

ﬁgg;lact Center Manager Server (CCMS) - CCMS- D:\Avaya\Contact Center

= =

Click Install to begin the software installation

40 Click Install.

The system displays the Installing Products window, which updates you on the
progress of the install.
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‘. Avaya Aura Contact Center Installer - Progress =]

Installing Products AVAYA

The products you selected are being installed.

Install Progress....
Pre-Requisite Software:

IRE Installation 1.6
Installing JRE Installation 1.6 Initiated|

Installing

I

0 A

41 After the installation is complete, click Finish.
42 Click Yes to restart the server.
43 After the server restarts, disable Java Runtime Environment (JRE) updates. See

Disabling Java Runtime Environment updates on the co-resident server (page 93).

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

-End--

92 NN44400-804 Contact Center Multimedia Complement Deployment Guide 06 April 2012



Contact Center server software installation

Disabling Java Runtime Environment updates on the co-resident server
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 Windows Control Panel on all contact center servers.

Attention: Updating to an unsupported version of JRE can cause the contact center

to cease operation and may require the complete reinstallation of the contact center
server.

Procedure steps

Step Action
1 Log on to the Contact Center server using the Avaya Aura® CC installer domain
account, for example SIPTRAFFIC\AACCinstaller.
2 Choose Start, Control Panel, Programs, Java.
3 On the Java Control Panel, select the Advanced tab.
4 Expand JRE Auto-Download.
5 Select Never Auto-Download.
i1 Programs =1 3
@(_:jv EL ~ Control Panel ~ Programs ~ - [‘g] I Search Control Panel LD
Control Panel Home &= Programs and Features
L-':. Uninstall a program | ®Turn Windows features on or off | View installed updates
System and Security : Run programs made for previous versions of Windows | How to install a program
Metwork and Internet .~ Default Programs
Hardware '@3 Change default settings for media or devices | Make a file type always open in & specific program
) Set your default programs
Programs
User Accounts &, | dava B 3ava Control Panel M= B3
Appearance = General | Java | Security Advanced |
Clock, Language, and Region Settings
Ease of Access [#]-Debugging
[#--Java console
[#-Default Java for browsers
[#--Java Plug-in
[#-Shortcut Creation
[#]--JNLP File/MIME Assodation
[1-IRE Auto-Download
-~ Always Auto-Download
>(" Prompt user
O Never Auto-Download
[H-Security
[#-Miscellaneous
oK I Cancel Apply
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6 Click OK.
-End--
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Post-install Contact Center Server
Commissioning

This chapter contains the procedures you must perform on the Primary Contact Center
after installing the Contact Center applications.

Applying Post-installation Patches
This is a general procedure for applying Contact Center patches after the initial

installation. The Contact Center installer allows application only of service packs as part
of the install.

Attention: You must carefully review the README files for each patch you download.
The precise steps for installation vary from patch to patch. For example, most patches
require you to shut down Contact Center before application, but some do not. There
can also be dependencies on the order of installation of patches.

Procedure steps
Step Action

1 Log on to the Contact Center server using the Avaya Aura® CC installer domain
account, for example SIPTRAFFIC\AACCinstaller.

2 Browse www.avaya.com/support to find the latest patches (if any) for Contact Center.

3 Download the patches to a folder on the Contact Center server, for example C:\
Avaya_Support.

4 Carefully review the patch README file(s) to determine installation pre-conditions and
the order (if any) in which to apply them.

5 Click Start, All Programs, Avaya, Contact Center, Common Utilities, System
Control and Monitor Utility.

6 If required for the patches you are installing, click Shut down Contact Center.

7 Exit the System Control and Monitor Utility.

8 Click Start, All Programs, Avaya, Contact Center, Common Utilities, Contact

Center Patch Manager.
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ﬁ’ﬁ' Contact Center Patch Manager
File  ‘iew  Actions  About

AVAyA Contact Center Patch Manager

Contact Center | cocc | cowm | coma | coms | cor | cows |

— General Infarmation

Component Mame Ayaya dura Contact Center

— Inzstalled Updates

41

™ Select Al
Update | Type | WYersion | Date |nstalled | Status -
CCCC - Common Components
O #wapatura CCCC_E.2.205 0-0474_ServicePack Service Pack  B.2.205.0 (Build 0474) 180/2011 14:34:43  Active
CCLM - Licensze Manager
O Awvavatura_CCLM_E.2.205.0-0474_ServicePack Service Pack  B.2.205.0 [Build 0474) 1810/2011 16:04:00  Active
CCHA - Manager Administration —
O Avavatura_CCMA_E.2.205.0-0509_5 erviceP ack Service Pack  B.2.205.0 (Build 0509) 180/2011 16:41:11 Active
CCHS - Manager Server
O avavatura_CCMS_E.2.205.0-0474_ServiceP ack Service Pack  B.2.205.0 [Build 0474) 180/2011 15:13:34  Active

Right click an update for additional options.

Install Fiemave selected updates

9 Select Actions, Install.
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File  ‘View  Actions  About

AVAyA Contact Center Patch Manager

Contact Center | cccc | com | coma | coms | cor | cows |

r— General Infarmation

Component Mame Avaya dura Contact Center

r— Installed Updates

41

" Select Al
LIpdate | Type | Wergion | Date |nstalled | Status -
CCCC - Common Components
O #wvapatura CCCC_E.2 205 0-0474_ServicePack Service Pack  B.2.205.0 (Build 0474) 180/2017 14:34:43 Active
CCLM - License Manager
O Avavatura_CCLM_E.2.205.0-0474_ServicePack Service Pack  B.2.205.0 [Build 0474) 1810/2011 16:04:00  Active
CCHA - Manager Administration —
O Avavatura_CCMA_E.2.205.0-0509_S ervicePack Service Pack  B.2.205.0 (Build 0509) 180/2011 16:41:11 Active
CCHS - Manager Server
O avavatura_CCMS_E.2.205.0-0474_ServicePack Service Pack  6.2.205.0 [Build 0474) 180/2017 15:12:34

Active =
| _>l_I

Right click an update for additional options.

Install Femave selected updates

10 Click Browse and navigate to the folder where you have downloaded the patches, for
example C:\Avaya_Support.

1" Click Scan for Updates.

The Contact Center Updates section displays the available patches.

12 Select the patches that you downloaded and extracted.
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AVAyA Contact Center Patch Manager

— Source location
C:\Avaya_Support Browse...
—Contact Center Updates
Updates which can be installed from the source location selected. Scan for Updates
Update | Component | Type | Version | Status il
Avayafura_CCMS_6.2.205.3-0235_Patch CCMS Patch 6.2.205.3 (Build 0233) Available
AvayaAura_CCMS_6.2.205 50-0301_RollupPatch CCMS Patch £.2.205.50 (Build 0301) Available
Avayatura_CCMS_G.2.205.51-0255_Patch CCMS Patch £.2.205.51 (Build 0255) Available
Avayafura_CCMS_6.2.205.53-0311_Patch CCMS Patch 6.2.205.53 (Build 0311) Available
Avayafura_CCT_E.2.205.1-0130_Patch CCT Patch £.2.205.1 {Build 0130) Available
AvayaAura_CCT_6.2.205.50-0148_RollupPatch cCcT Patch 6.2.205.50 (Buid 0148)  Available
Avayafura_CCT_6.2.205.51-0153_Patch CCT Patch 6.2.205.51 (Build 0153) Available -
4| | B
Select components to update:
Wcocce Moomm  Wocot T ocomsu TToscE
WV coma Wocoms T ocoe T ospw T ocows

Install Selected Updatels) |

13 Click Install Selected Updates.

Contact Center Patch Manager - Install

% The following components have been selected to updake:

CCT - Communication Control Toolkit
CCMS - Manager Server
CCMA - Manager Adriniskration

All available updates For these selected components will be

installed.
Do ywou wish to proceed and install these updates?

es I Mo I

14 Click Yes.
The Patch Manager installs the patch and displays a confirmation message.
15 Click Close.
16 Verify that the newly installed patch appears under Installed Updates.
--End--
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Confirming that the Contact Center services start

Confirm that all appropriate Contact Center Manager Server services start on the
Contact Center Manager Server.

Use the System Control and Monitor Utility to start and stop all applications in Contact
Center including the license manager. The System Control and Monitor Utility can also
start, stop, or monitor the services in Contact Center Manager Server.

Procedure steps
Step Action

1 Log on to the Contact Center server using the Avaya Aura® CC installer domain
account, for example SIPTRAFFIC\AACCinstaller.
2 Click Start, All Programs, Avaya, Contact Center, Common Utilities, System

Control and Monitor Utility.
Click the Contact Center tab.
4 Check that the following applications show a status of Started.
License Manager
CCMS
CCMA
CCT
CCMM
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System Control and Monitor Utility [_ [}
QVA A Contact Center
System Control and Monitor Utility
| |ccms|coma)coT | comm |
— Start or Shut down the selected Contact Center applications
Start Shut down
Cortact Center Contact Center
— Select the Contact Center applications to control
~ License [
Manager License Manager status: Started 0%
™| LinkPlexer |
Nat installed 0%
W' ccms |
CCMS status: Started 0%
Security [
Framework Mot installed 174
I ccma [
CCMA status: Started 0%
IV ccT [
CCT status: Started 0%
P cocum |
CCMM status: Started 0%
Help View log Close
5 Click the LM tab.
6 Ensure that the CC_LM service in the Profile box has a green circle next to it.
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5ysten1 Control and Monitor Utility M= E3
EVA 9 Contact Center
System Control and Monitor Utility

" Contact Center
Profile: defautt
& CC_LM

ccms | coma | cCcT | comM |

License Manager status: Started

—Start / Shut down ————— ] [~ Advanced
Start Shut down Enter passwaord: LLoad profile | Add service |
license License
Manager Manager I Save profile | Add process |
— Progress
|
Ready 0%
Help View log Close
7 Click the CCMS tab.
8 Ensure that all licensed services in the Profile box have a green circle next to them.

(Unlicensed services show a lock icon; these do not require any action.)
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@5vstem Control and Monitor Utility

AVAYA

Contact Center | LM
Profile: defautt

= E3

Contact Center
System Control and Monitor Utility

ccMa | ccT | comm |

&) OAM_Service
& NBTSM_Service
&) AUDIT_Service

MLSM_Service
VSM_Service
&) CCMS_SIP_Service

®) CCMS_MasterService NDLOAM_Service @ HDC_Service

&) MAS Service Manager NCCOAM_Service & ES_Service

& MAS Service Daemon & NITSM_Service ® SDP_Service

MAS Linkhandler @ HDM_Service W oows

& MAS Fault Manager CCMS_XMPP_Service # R5M_Service

& MAS Security ® ASM_Service ® 15_Service

&) MAS Event Scheduler @) CCMS_OAM_CMF_Service @ TFABRIDGE _Service

& MAS OM Server ® 5DMCA_Service 5 Host Application Integration
®) MAS Config Manager & TFA_Service # TreBridgeConnector

&) NENM_Service & TFE_Service MAS Time Service

& CCMS_NEMSM_Service
CCMS_UNE_Service
&) EBWS_Service

MINCCAudit_Service & EB_Service # ARConnector
®) TAD_NT_Naming_Service  #3 RDC_Service
|CCMS status: Started
r— Start / Shut down Advanced
Start Shut down Enter password: Load profile | Add service |
CEMS Cccms I Sawve profile | Add process |
— Progress
|
Ready 0%
Help | View log | Close |
9 If some of the services are not started, click Start CCMS.
10 Select the CCMA tab.
1" Confirm that the Contact Center Manager Administration services are running.
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AVAYA

" Cortact Center | LM
Profile: Co-resident (CCMS)

| coms

Contact Center
System Control and Monitor Utility

cCT | coMm |

Post-install Contact Center Server Commissioning

SIS B3

) lceRTDService
& CCMALMSenvice
&) ICEEmHipService

#) CCMAReport Service

% BOE120Crystal Report Application Server

CCMA status: Started
— Start / Shut down

Advanced

Enter paseword:

I Save profile | Add process |

Load profile | Add service |

Start Shut down
CCMA CCMA
— Progress
Ready

0%

Help | View log Cloze |

12

13 Select the CCT tab.
14
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If a Contact Center Manager Administration service is not running, re-start CCMA.

Confirm that the Communication Control Toolkit services are running.
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System Control and Monitor Utility T =]

QVA A Contact Center
System Control and Monitor Utility

"Contact Center | LM | cCMS | cCMA
Profile: SIP

® NCCTLogService
& NCCT SMON

&) NCCTService

@ NCCT QI Service
& NCCTDALS

& CCTOMCATSRY

CCT status: Started

— Start / Shut down ————— [ Advanced
Start Shut down Enter password: Load profile | Add service |
CET cer I Sawve profile | Add process |
— Progress
|
Ready 0%
Help | View log | Close |
15 If a Communication Control Toolkit service is not running, re-start CCT.
16 Select the CCMM tab.
17 Confirm that the Contact Center Multimedia services are running.
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System Control and Monitor Utility [_ [}

AVAyA Contact Center

System Control and Monitor Utility

"Contact Center | LM | cCMS | coMa | ccT
Profile: default

&) CCMMLMService

@) CCMMStartService

#®) EmaiManager

& MCMC

& CCMMOAM

PredictiveOB
Predictive_Cutbound_Blending
Campaign Scheduler Service

CCMM status: Started

—Start / Shut down —————— [~ Advanced
Start Shut down | |7E”‘WE'55W¢
CCMM CCMM l—
— Progress
|Ready 0%
Hop | Viewlog | Coss |
18 If a Contact Center Multimedia service is not running, re-start CCMM.
19 Click Close.
--End--

Scheduling Weekly Disk Defragmentation
Schedule Daily Disk Defragmentation for drive C: and drive D: to optimize performance
and avoid potential outages.

Procedure steps
Step Action

1 Click Start, Computer.

2 Right-click drive C: and select Properties.
3 Click the Tools tab.

4 Select Defragment Now....
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E5. Disk Defragmenter M=

= Disk Defragmenter conseolidates fragmented files on your computer's hard disk to improve system
+ performance. Tell me more about Disk Defragmenter.

Schedule:

Scheduled defragmentation is turned off E‘! Turn on schedule...

Current status:

Disk I Last Run Progress -
ﬁ(c:] Mever run
—aAPPS_Drive (D) Mever run
—wCCMS_DE (F:) Mever run
—w CCMM_DEB (G:) Mewver run
a CCT_DB (H:) Mewver run
a Trace_Logs (&) Mewer run
—aSP storage (K:) Never run ;I

Only disks that can be defragmented are shown,
To best determine if your disks need defragmenting right now, you need to first analyze your disks.

| Analyze disk i @ Defragment disk I

Close |

Click Turn on Schedule....
Select Run on a schedule (recommended).

Under Frequency, select Weekly.

0 N O O

Under Day, select the day you want to schedule the defragmentation process, for
example Saturday.

9 Under Time, select an off-peak time at which you want to schedule the
defragmentation process, for example 01:00.

10 Click Select Disks.

1" In the Disk Defragmenter: Select Disks for Schedule window, select drive C: and
drive D:.
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Disk Defragmenter: Modify Schedule
Disk defragmenter schedule configuration:
on your computer's hard disk to improve system
¥ Run on a schedule (recommended) nter.
Frequency: [weekly |
Disk Defragmenter: Select Disks For Schedule
Day: I Saturday j .
Select the checkbox for each disk you want te defragmented on a schedule,
Time: fo1:00 i
Disks to include in schedule:
Disks: :
SEEiET. | (Select all disks) -
&«
& APPS_Drive (D:)
0K Cancel | O s ccms 08 (F)
O . CCMM_DEB (G:)
= - O CCT_DB (H)
a CCMM_DB (G:) Mewver run O s Trace_Logs (E)
—a CCT_DB (H:) Mewver run O . SP_storage (K)
—w Trace_Logs () MNewver run [ Imaging (Z:) ;I
5P storage (K:) Never run
Only disks that can be defragmented are shown. ' Automatically defragment new disks
To best determine if your disks need defragmenting right
QK I Cancel |

12 Click OK.
13 Click OK.
14 Click Close.
--End--

Configuring the Multicast controller

Configure the Multicast controller to use the IP Multicast delivery method to send Real
Time Reporting data. Multicast is a network addressing method for delivering
information to a group of destinations in a one-to-many distribution.

The default multicast addresses set at install time allow for correct multicast operation.
You change these only if your network requires you to use different addresses. If you
change the multicast addresses, you must configure the Contact Center Manager
Administration (CCMA) IP Receive address to match the Contact Center Manager
Server (CCMS) Multicast IP group.
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If you plan to use the unicast delivery method, you do not need to configure CCMS, and
you can skip this procedure. For Unicast delivery, only one user can log on at a time and
you must ensure that you disconnect all terminal services sessions.

For more information about multicast and unicast, see Avaya Aura® Contact Center
Fundamentals (NN44400-110).

Procedure steps

Step
1
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Action
Log on to the Contact Center server using the Avaya Aura® CC installer domain
account, for example SIPTRAFFIC\AACCinstaller.

Click Start, All Programs, Avaya, Contact Center, Manager Server, Multicast
Stream Control.

In the RTD Multicast Controller dialog box, select the check boxes for the Real Time
data to enable.

B! RTD Multicast Controller [_ [T
— Skillzet —Modal
v i W Moving window
[¥ Interval Ta Date ¥ Interval Ta Date
— Application — IR
vV Moving ‘Window V¥ Maving Window
¥ Interval To Date ¥ Interval To Date
—Agent —Route
vV Moving ‘Window v Maoving Window
¥ Interval To Date ¥ Interval To Date
Compression
’7 [~ RTD Compression [~ RS Compression

Get Current States I ok I

LCancel | Apply

Click OK.

Click Start, All Programs, Avaya, Contact Center, Manager Server, Multicast
Address and Port Configuration.

In the RTD Multicast Configuration dialog box, in the Multicast IP group box, type
the multicast IP address for Contact Center Manager Serverto use to transmit the RTD,
for example 234.5.6.10.

This is the same address as the Contact Center Manager Administration server
receiving IP multicast address.

In the Multicast Time To Live (TTL) box, accept the default setting for the number of
network hops packets can transition

OR
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Type a new value that matches your network topology.

Attention: Do not change the ports.

8 For the Interval to Date, Moving Window IP Port, and Multicast Rate boxes, accept
the default values.

Ef RTD Multicast Configuration =]
Multicast IPgroup: | EEE. 5 . 6 . 10 ulticast time to live (TTL): I 2=
— Interval Ta Date — Moving Window
IF Part: Multicast F ate: IF Part: Multicast Fate:
fgent |G0ED [5000 e fgent 507D [5000 s
Application: IBDZD |5IJIJD ms Application: IBDBD |5DIJIJ s
Skillzet: IBD4D IEDDD ms Skillzet: IBDED IEDDD ms
Modal: IBDBEI ISDDD e Nodal: IBDSD ISDDD e
e 5100 [5000 e IR [B110 [5000 s
Foute: IB‘I 20 I5IJIJD ms Foute: IB‘I an ISDIJIJ ms
Beqisty Valuel Default ¥ alue | ok I LCancel | Apply |
9 Click OK.
10 Click Start, All Programs, Administrative Tools, Services.

1 Scroll down to CCMS SDP_Service.
12 Right-click the CCMS SDP_Service and select Restart.
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Q, Services =]

File Action View Help

LA EEREIEN N T

= Services (Local) ‘Q Services (Local)
CCMS SDP_Service Mame -~ | Description | Status | Startup Type | Log On As | :l
{(’ CCMS MAS Time Se...  Allows CC... Disabled Local System
Stop the service £}hccMs MLSM Service  Allows thir... Disabled Local System
Restart the service {£}.CCMS NBMSM _Serv.., Multmedia ... Started  Manual Local System
£} CCMS NBNM_Service  Resolveslo... Started Manual Local System
Description: i£LCCMS NBTSM_Service Implement...  Started Manual Local System
Propagates CCMS real-time statistical {C},COMS NCCOAM Se... OABMserv... Disabled Local System
data to reporting dients. & )
£LCCMS NDLOAM_ Se... QA&Mserv... Disabled Local System
£} COMS NINCCAudit_... NCC polling... Disabled Local System J
£} CCMS NITSM_Service  Dependant... Started Manual Local System
54 CCMS OAM_Service  Framework... Started Manual Local System
£} COCMS QAMCMF _Se... OAMtoCM... Started Manual Local System
{LLCCMS RDC_Service  Caleulates ... Started Manual Local System
£ CCMS RSM_Service  CORBA fL..  Started Manual Local System
£} CCMS SDMCA_Serv... Providesa ... Started Manual Local System

* A CCMS SDP_Service Propagate... Started Manual
£LCCMS SIP_Service SIP Gateway Started Manual

Stark

Stoy
LLCCMSTFA Service  CORBAf...  Started Manual Paupse
{(5-. CCMS TFABRIDGE_... Win32Pro... Started Manual
" R.esume

£}, CCMS TFE Bridge C... TFEBridge ... Started Marual
~E513
£ CCMS TFE_Service Responsibl..,  Started Manual —Eee—

&

£} CCMS UNE_Service  Universal N... Disabled Al Tasks »

£} CCMS VSM_Service  Provides th... Disabled ?

£ CCMS XMPP_Service  XMPP adap... Disabled ™

{(5 CCWS Server Contact Ce... Started Manual Properties

i} Certificate Propaga... Copies use... Started Manual  — ;l
Help

Extended 4 Standard /
|Sbop and Start service CCMS SDP_Service on Local Computer |

13 On the Restart Other Services dialog, click Yes.
--End--

Configuring Real-Time Reporting

Configure Real-Time Reporting if you plan to use multicast-based data transmission.

The default multicast addresses set at install time allow for correct multicast operation.
You change these only if your network requires you to use different addresses. If you
change the multicast addresses, you must configure the CCMA IP Receive address to
match the CCMS Multicast IP group. You must ensure that the CCMA IP Send Address
is different to the CCMA IP Receive address.
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Multicast address and server IP address User Interface box name
CCMS send address 234.56.10 Multicast IP group

CCMA receive address 234.5.6.10 IP Receive Address
CCMA send address 234.56.2 IP Send Address

If you configure a replicating server, you must select multicast for the transmission
options under the Real-time Reporting Configuration.

Prerequisites
» Ensure that the IP multicast addresses that you select for Real-time Statistics
Multicast (RSM) sending and receiving are in the 224.0.1.0 to 239.255.255.255
range. Check with your network administrator for acceptable IP multicast addresses
for your network.

* Ensure that the Contact Center Manager Administration server sending and
receiving IP multicast addresses differ.

Procedure steps
Step Action

1 Log on to the Contact Center server using the Avaya Aura® CC installer domain
account, for example SIPTRAFFIC\AACCinstaller.

2 Click Start, All Programs, Avaya, Contact Center, Manager Administration,
Configuration.

3 In the Avaya Applications Configuration window, in the left pane, navigate to Avaya,
Applications, Real-Time Reporting.

4 In the right pane, click the RTR Registry Settings icon.

In the RTR Properties dialog box, in the IP Receive Address box, type the Contact
Center Manager Administration server receiving IP multicast address, for example

234.5.6.10.

6 In the IP Send Address box, type the Contact Center Manager Administration server
sending IP multicast address, for example 234.5.6.2.

7 For the Output Rate box and the Transform Rate box, accept the default values (5000
and 1000).

Attention: You can adjust the default values; however, reducing the Output Rate value and
the Transform Rate value increases the workload on the Contact Center Manager
Administration server.

8 For the OAM Timeout box, accept the default value (10 000).

9 Select the Compress Realtime Data Packets check box.

Attention: If you clear this check box, you disable real-time data packet compression.
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10 In the Transmission Options area, select one of the following options:
*  If your network supports multicasttraffic, select Multicast. Avaya recommends this
option.
* To support both transmission types, select Multicast and Unicast.
= 0[]
File Action View Window Help
RTR Settings |
= ||
7= Console Root\Avaya\Applications\Real-Time Reporting IP Receive Address: 23 .86 B .10
] ansole Root B Real-Time Reporting IP Send Address: 24.5 6.2
B[] Avaya
B icati .
- A_‘T:Salt—,;;e Reporting RTR Configuration Output R ate: IEDDD milizeconds

Al

HEFHEHBNBEEEEH

|~ Emergency Help
7] IceAdmin Password Cha @R‘m\ Registry Settings
|| Backup & Restore =

7| Login Warning Message
7] LM Service Configuratic
] Security Settings

7] CCMA User Migration — Transmission Options
|| cCMA System Upgrade  Multicast
|| Email Notification ¢ Uricast

Transform Fate: |1 0oa millizeconds
CAM Timeout: |1 0000 millizeconds

I~ Restart Real Time Reporting Service

& Multicast and Unicast

Maximum Unicast Sessions |1 oo

i RMING: It is important to consult your engineering
guidelines before modifying the number of unicast sessions or
the output rate.

¥ Compress Bealtime Data Packets ‘

|Done

T ==

1"
12

13
14

15

If you selected the Multicast option, proceed to step 14.

In the Maximum Unicast Sessions box, type the maximum number of simultaneous
unicast sessions that you want the server to allow.

Select the Restart Real Time Reporting Service check box.
Click OK.

The Restart ICERtdService status window appears while the service is restarting, and
closes after the service successfully restarts.

Close all windows to complete the procedure.
-End--
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Configuring Internet Explorer on the Contact Center server

Configure Internet Explorer on the Contact Center server to access Contact Center
Manager Administration for the first time.

Install Microsoft Internet Explorer 7.0 or later (32 bit version only). Contact Center
Manager Administration supports only the 32 bit version of Microsoft Internet Explorer.

Procedure steps

Step
1

o a A~ WO DN

10

1"
12

13
14
15

Action
On the Contact Center server, start Internet Explorer.

From the menu, select Tools, Internet Options.

In the Internet Options dialog box, click the Security tab.
Click the Trusted Sites icon.

Click Custom Level.

In the Security Settings dialog box for trusted sites, under the .NET
Framework-reliant components heading, select Enable for the following:

* Run components not signed with Authenticode

* Run components signed with Authenticode

Under the ActiveX controls and plug-ins heading, select Enable for the following:
¢ Automatic prompting for ActiveX controls

* Run ActiveX Controls and plug-ins

* Script ActiveX Controls marked safe for scripting

* Download sighed ActiveX controls

Under the Downloads heading, select Enable for the following:

e Automatic prompting for file downloads

* File download

Under the Miscellaneous heading, for Allow script-initiated windows without size
or position constraints, select Enable.

Under the Miscellaneous heading, for Allow websites to open windows without
address or status bars, select Enable.

Click OK.

If you enabled ActiveX options, when a message appears asking you to confirm your
choice, click Yes.

Click the Trusted Sites icon.
Click Sites.

In the Trusted sites dialog box, clear the Require server verification (https:) for all
sites in this zone check box.
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16

17
18
19
20
21
22

In the Add this Web site to the zone box, type the server name (not the IP address)

of the Contact Center server, for example CCCORESONE.

Internet Options ﬂ

"General Security |Pri\u'aq-I I Conhentl Connections I Programsl Advanced I

Select a zone to view or change security settings.

@ & v O

Internet  Localintranet Trusted sites  Restricted

Trusted sites

f This zone contains v
W trustnottodamage .
your files, v

You have websites

& You can add and remove websites from this zone. All websites in
this zone will use the zone's security settings.

r~ Security level for this zone  Add this website to the zone:
e
Custom

Custom settir  Websites:
-To change t

Touse ther http:/f*.update . microsoft.com ﬂ Remayve |

http:/f* windowsupdate.com
http:/f* windowsupdate.microsoft.com
[ Enable Protected Mc | hittp:/fgo.microsoft. com =

(PR T N S Y - S

[V Require server verification (https:) for all sites in this zone

Close |

Click Add.
Click Close to return to the Internet Options dialog box.
Click the Privacy tab.

Trusted sites [ x|

T
= o o | -

In the Pop-up Blocker section, select the Turn on Pop-up Blocker check box.

Click Settings.

In the Pop-up Blocker Settings dialog box, in the Address of website to allow box,

type the Contact Center Manager Administration URL, for example

http://cccoresone.
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Intemet options BE ]
'Generall Security  Privacy |Cor1her1t| [ Pop-up Lt S0 =
 Erend
Settings SiEI L
) Pop-ups are cumrently blocked. *ou can allow pop-ups from specific
?‘: Select a setting for the Internet 2 # ! websites by adding the site to the list below.
Medium Address of website to allow:
| : . f 5
- - - Blocks third-party cockies tha
privacy policy .
I - Blocks third-party cookies tha Alowed sites:
y - be used to contact you withou H4|
- Restricts first-party cookies t cecoresons ElEyE,
i i can be used to contact you wit Remove all. |
Sites | Import Ad'
Pop-up Blocker —
1| Prevent most pop-up windows fro
- appearing.
r~ Motffications and blocking level:
V¥ Turn on Pop-up Blocker 4
V¥ Play a sound when a pop-up is blocked.
InPrivate ¥ Show Information Bar when a pop-up is blocked.
,..l{ ™ Do not collect data for use by Blocking level:
] Disable toolbars and extensior Il'l"lediun'l: Block most automatic pop-ups j
starts

Close |

Leam more about Pop-up Blocker

Ok

| |

Click Add.
Click Close.

In the Internet Options dialog box, click the Advanced tab.

Under Browsing, clear the Reuse windows for launching shortcuts check box.

Click Apply.

Click OK to exit the Internet Options dialog box.

Restart Internet Explorer to activate your changes.

Verifying the Web Services

Test the Web Services to ensure CCMA web services are running correctly.

Procedure steps

Step

1
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Action

-End--

On the Contact Center server, start Internet Explorer.
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2 Enter the test URL in the format http://<Server name>/supportutil/testwebservices.asp,
for example
http://ICCCORESONE/supportutil/testwebservices.asp.

3 Wait for the page to refresh.

The web services that appear in green are running correctly.

(.:'Testing of Web Services - Windows Internet Explorer

@;—: i IA http://cccoresone/supportutilftestwebservices.asp j Wl 4| X I/:’ Bing
{3 Favorites | {.3 € | Suggested Sites ~ & | Web Slice Gallery =

A Testing of Web Services | |

&v - [ ®v Page ~ Safety = Tools - I@Iv

Testing WebServices

DLL NAME TEST RESULT REFRESHALL |

SOAPCCMANEXKML SOAPCCMANXML OK 20/10/2011 20:18:17 Basic Test Passes
SOAPftFuncs SOAPfitFuncs OK 20/10/2011 20:18:18 Basic Test Passes
SOAPParameterRPT SOAPParameterRPT OK 20/10/2011 20:18:18 Basic Test Passes
SOAPRepAgents SOAPRepAgents Partitions class OK 2(
SOAPReportOAMWrapper30
SOAPRptFuncs
SOAPSCCSAgToSk30
SOAPSCCSAgToSup30
SOAPSCCSRDSScheduler30
SOAPScesRDSUsers30

20:18:19 Basic TestPasses

)11 20:18:20 Basic Test Passes

SOAPScriptingWrapper
SOAPWrapper

SOAPWrapperCommon

rr]ﬂﬂ‘lhannankﬂr
4

|Done

-

~End--

Changing the default sysadmin password

Change the sysadmin password from the default value. It is important to do this before

logging on to CCMA for the first time and creating the CCMS server record in CCMA.

Attention: Ensure you keep a record of the sysadmin password. If you lose or forget

this password, you are not able to carry out many important maintenance functions.
There is no recovery mechanism for a lost sysdamin password—ultimately a lost
sysadmin password requires a complete re-install of Contact Center.
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Procedure steps
Step Action

1 Log on to the Contact Center server using the Avaya Aura® CC installer domain
account, for example SIPTRAFFIC\AACCinstaller.

2 Select Start, All Programs, Avaya, Contact Center, Server Utility, Server Utility.
In the User ID box, type the system administrator user name sysadmin.

4 In the Password box, type the default system administrator password avaya1.

Avaya Contact Center Manager - Server Utility Login ﬂ

AVAYA

User ID: [opsadmn oK |
Paszword: I ***** 4 Cancel |
Server Mame or |P dddress: ICCCDIESDHE Vl

Avaya Contact Center M anager Server Utility, Yersion

8005 Hel |
Copyright @ 2010 Avaya Ine. &l Rights Reserved.. oep

5 Click OK.
6 Close the Alarm Monitor window.
7 Select Utilities, Change Password.
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% Avaya Contact Center Manager - Server Utility - cccoresone

File View | Utlites Windows Help

Ers.I &I Change Password
-E-I Server L ™ Alert All Alarms
EI@ User  Alert Major and Critical Only
[ I Alert Critical Only
] 6] . Alerting OFf
EI@ System Administration
(-8l System Configuration
% Server Backup
€3] Alarms &Events
{3 System Performance Moriitoring

Changes the current user password. [ o7a0 4
8 On the Avaya Contact Center Manager - Server Utility message box, click OK.
9 In the Change Password dialog box, in the User name box, type sysadmin.

10 In the Old password box, type avaya1.

1" In the New password box, type a new password, for example sample1.

12 In the Confirm password box, type the new password again.

Attention: Ensure you keep a record of the changed sysadmin password. If you lose or forget
the new sysadmin password, you cannot perform many important maintenance tasks. There is

no recovery from losing the sysdamin password: it requires a complete re-install of Contact
Center.
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% Awaya Contact Center Manager - Server Utility - cccoresone
File View Utiities ‘Windows Help
= & 9|
_H_l Server Utility
[=-{@] User Administration
: 8 Userg )
o l] Access Classes Change Password HE
=-) System Administration
" System Configuration Change the password for the current user
28 Server Backup
F-Cl Alarms & Events 0ld Pazsward:
(-l System Performance Mc I
““““““
Mew Password:
I Cancel |
Canfirmn News Password: el |
I xxxxxx >1
For Help, press F1 [ = [o7:55 y

13 Click OK.
14 Exit Server Utility.
--End--

Logging on to Contact Center Manager Administration for the first time

When you log on to Contact Center Manager Administration (CCMA) for the first time,
you must log on as the default administrator, webadmin. For security reasons, change
the default password when you firstlog on to the application. CCMA user passwords can
contain only English characters and special characters.

Procedure steps
Step Action

1 Start Internet Explorer.

2 In the Address box, type the CCMA URL in the format http://<Server name>, for
example http://[CCCORESONE.

Press Enter.

4 In the Contact Center Manager Administration main logon window, click Change
Password.
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In the Change Password dialog box, in the User name box, type webadmin.
In the Old password box, type webadmin.

In the New password box, type a new password, for example nimdabew.

0 N o O

In the Confirm password box, type the new password again.

You can modify the default password only. You cannot change the default user name.

Attention: If you lose or forget the new webadmin password, you cannot log on to Contact
Center Manager Administration as the webadmin administrator. To avoid this scenario, in
Access and Partition Management, you can create a new user account with administrator
rights, such as tempadmin. If you forget or lose the new webadmin password, you can log on
to the Contact Center Manager Administration server as tempadmin to change the password.
If you forget all passwords for accounts with administrator rights, contact support to have the
webadmin password reset.

(_.;' Contact Center - Manager - Login - Windows Internet Explorer

L ' || 4 2 gi -
@: - IA http://cccoresone | j A [ X I; Bing £
{3 Favorites | {.5 £ | Suggested Sites = & | Web Slice Gallery ~

A\ Contact Center - Manager - Login | | @ B - & EQA ~ Page - Safety - Tools ~ '@"

AVAYA Contact Center - Manager About | Change Password

H /= Change Password - Windows Internet Explorer
Login £ Chang P

Change Password

Use User name: |webadmin
Old password: e
Pas P I
New password: |uuuu

Confirm password: |uuuu|

Submit | Cancel _l

| [ [ET[ [ [ [ [ [ Trustedsites | Protected Mode: Off Va - [®100% -

9 Click Submit.
10 In the main logon window, in the User ID box, type webadmin.
11 In the Password box, type the new password, for example nimdabew.

12 Click Login.
13 Click OK.
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The system displays the server configuration screen with default values for the current
co-resident server.

14 In the Display Name box, type a descriptive name for the server; this is how the server
appears in the system tree in Contact Center Manager Administration. For example,
MM_Elite_CC_Single_Server.

15 In the Login ID box, type sysadmin.

16 In the Password box, type the sysadmin password, for example sample1.

Z?'Contact Center - Manager - Login - Windows Internet Explorer

@;_—: A IA http: /fcocoresone fLaunchSe

f\} Favorites | Yw.:‘“;, £ | Suggested Sites ~ @ | Web Slice Gallery -

=18 [ #2 ] % [ sing

A\ Contact Center - Manager - Login | | 1;:} - - || = -~ Page~ Safety~ To

AVAYA Contact Center - Manager About | L

Server Configuration

Server Name |CCCORESONE

1P Address  [172.18.70.33

Display Name |MM_EIite_CC_SingIe_Server

Login ID |Sysadmin
Password [so0sasd
Type CCMS
Submit | Reset
|Dane l_l_l_l_l_,_,@| ./ Trusted sites | Protected Mode: Off a8 T m

17 Click Submit.

The Contact Center Manager Administration launchpad appears.
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(.;'Contact Center - Manager - Launch Pad - Windows Internet Explorer

@:-—:'IA http://cccoresone /LaunchPad.asp j ]| el B3 I; Bing 2

f‘? Favorites | i.:‘s £ | Suggested Sites = @ | Web Slice Gallery -

A\ Contact Center - Manager - Launch Pad | | - - [ rm ~ Page~ Safety~ Toos - (@~
AVAYA ———
Contact Center - Manager About | Audit Trail | Logout
Launchpad
(@ Contact Center Management (@ Configuration
(@ Access and Partition Management (@ Scripting
(@ Real-Time Reporting (@ Emergency Help
(@ Historical Reporting (@ Outbound
(@ Call Recording and Quality Monitoring (@ Multimedia
E
Done l_l_l_l_l_l_’@| . Trusted sites | Protected Mode: OFF g - | *, 100% - i

~End--

Adding the CCT Server in CCMA
Add the CCT server to CCMA and associate it to a CCMS server.

Procedure steps
Step Action

1 On the Launchpad, click Configuration.

2 From the Server menu, click Add Server.

3 From the Type list, select CCT.

4 In the Server Name box, type a descriptive name for the CCT server, for example
cccoresone.

5 Press Tab.

The system populates the remaining boxes with the correct values for the server.
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{.:'Contact Center - Manager - Configuration - Windows Internet Explorer
@:\/ = IA http://cccoresone /Configuration/ j W[ *2]| X I/:’ Bing 2

{3 Favarites | {w‘“, £ | Suggested Sites ~ @ | Web Slice Gallery -
| | i - B - ) o= - Page - Safety > Took -+ @+

A Contact Center - Manager - Configuration

AVAyA configuration Logged in user: webadmin | Logout

Server Download Status Launchpad Help
MM_Elite_CC_Single_Serve

Server Properties

Associated CCMS Servers

Type [cCT =
Servers (1)

Server Name Icccnresnne
MM_Elite_CC_Single_Server (o
IP Address |1?2.1B.70.33
Display Name Icccuresune Clear Associations |
Login ID I
Password I

DSN Prefic CCT

The following ODBC DSN will be
automatically created for this
system: CCT_172.18.70.33_DSN

Port Number |3031

CCT Website: URL  hitp-iicccoresone:8081MVebAdmin/

Submit | Reset | | |

< | » ]
Done [ [ [ [ [ [f [, Trustedsites | Protected Mode: OF [5 - [*100% -
6 In the Associated CCMS Servers list, select the CCMS server which you want to

associate this CCT server, for example MM_Elite_CC_Single_Server.
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ﬁ'Contact Center - Manager - Configuration - Windows Internet Explorer
@: - IA http: fccooresone /Configuration/ j W 4| X I).; Bing 2

f‘? Favorites | f.?,‘ € | Suggested Sites ~ & | Web Slice Gallery =

A\ Contact Center - Manager - Configuration | | & - [l - ] == - Page - Safety - Tools ~ '@"

AVAyA configuration Logged in user: webadmin | Logout

Server Download Status Launchpad Help
-4 MM_Elite_CC_Single_Serve =

Server Properties

Associated CCMS Servers

Type | ccT v[

Servers (1)
Server Name Icccnresune
MM_Elite_CC_Single_Server «
IP Address. |172.1B.TD.33

Display Mame: Icccnresnne Clear Associations |
Login ID I
Password I

DSN Prefic CCT

The following ODBC DSN will be
automatically created for this
system: CCT_172.18.70.33_D5SN

Port Mumber |3031

CCT Website: URL  hitp:/icccoresone:8081/WebAdmin/

Submit | Reset | |

l | 2] [}
Done [ [ [ [ | [#]. Trustedsites | Protected Mode: OFf [75 - [®1w00% - 4
7 Click Submit.
~End--

Adding the CCMM Server in CCMA
Add the CCMM server to CCMA and associate it to a CCMS server.

Procedure steps
Step Action

1 On the Launchpad, click Configuration.

2 From the Server menu, click Add Server.

3 From the Type list, select CCMM.

4 In the Server Name box, type the name of the Contact Center server, for example
CCCORESONE.

5 Press Tab.
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The system populates the IP Address and Display Name boxes.

ﬁ'Contact Center - Manager - Configuration - Windows Internet Explorer
@:—_: - IA http:/fcocoresone/Configuration/ j W 4| X I).; Bing i
f\? Favorites | ié £ | Suggested Sites ~ @ | Web Slice Gallery =
A\ Contact Center - Manager - Configuration | | & -l - [ == - Page - Safety - Tools ~ '@"
AVAyA configuration Logaed in user: webadmin | Logout
Server Download Status Launchpad Help
[#-{Z) MM_Elite_CC_Single_Serve =
[#-{Z) cecoresone Server Properties
Type ICCMM Vl
Server Name Icccuresune
IP Address |172.1S.TU.33
Display Name Icccnresnne
Login ID ||
Password I
DSH Prefic CCMM
The following ODBC DSN will be
automatically created for this system:
CCMM_172.18.70.33_DSN
Elite Environment [~
A | _’I Submit | Reset | LI
Done l_l_l_l_l_’_’@| " Trusted sites | Protected Mode: Off ¥g - | *100% - v
6 In the Display Name box, type a descriptive name for the CCMM server, for example
CCElite_CCMM. (The display name cannot match an existing display name.)
7 In the Login ID box, type mmReport.
8 In the Password box, type mmRep.

Attention: mmRep is the default Multimedia password, and you can change it using the CCMM
Administration tool. If you change the password in the CCMM Administration tool, you must
update this server record with the new password.

9 Select the Elite Environment checkbox.
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(.:'Contact Center - Manager - Configuration - Windows Internet Explorer

@\:—\_/ i IA http://cocoresone/Configuration/ j W 4| X I}; Bing
i';? Favorites | {.3 £ | Suggested Sites ~ @ | Web Slice Gallery =

A Contact Center - Manager - Configuration | | & w - B

AVAyA configuration Logged in user: webadmin | Logout

Server Download Status Launchpad Help
MM_Elite_CC_Single_Serve
ECED e Server Properties

Qé; -~ Page ~ Safety ~ Tools » l@lv

| v

Type Im
Server Name W
Paddress [r72187033 |
Display Name W
Login ID ln‘lrrlPrepm‘t—
Password T

DSH Prefic CCMM

The following ODBC DSHN will be
automatically created for this system:
CCMM_172.18.70.33_DSN

Elite Environment [

A | _’I Submit | Hesetl

Daone

l_ ’_ l_ l_ l_ ’_ '@ | " Trusted sites | Protected Mode: Off

a o | m0%m - 4

10 Click Submit.

1" In the left pane, right click the CCMS server, for example
MM_Elite_CC_Single_Server, and select Edit Properties.
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(.:'Contact Center - Manager - Configuration - Windows Internet Explorer

@\t_\/ = IA http: /fcccoresone Configuration/

{“3 Favorites | {.3 € | Suggested Sites ~ & | Web Slice Gallery =

o~

A\ Contact Center - Manager - Configuration | | & - - [ Eéa ~ Page » Safety » Tools ~ '@'

AVAyA configuration Logged in user: webadmin | Logout
Server Download Status Launchpad

j W 4| X I,;' Bing

Help
- R Add Server
cccoresone I loperlies
[#--{iz)) CCElite_CCMM Delete Server
Edit Properties
Refresh Server

|»

Type I:J:JI'I' 'l
Server Name Iccccrsicrs

IP Address

172.18.70.33

Display Name

CCElite_CCMM
Login I ImmRe;cn
Password IT

DSN Prefic  CCMM

The following ODBC DSHN will be

for this sy
CCMM_172.18.70.33_DSN

Elite Environment [

« | _’I Submit | Reset |

Done

[ [ [ | | [@|. Trustedsites | Protected Mode: OFf v Mo -

12 On the Server Properties screen, under Associated Reporting Servers, select the
Multimedia Server display name, for example CCElite_CCMM.
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ﬁ'Contact Center - Manager - Configuration - Windows Internet Explorer

o iconfiquration L3 ™ Bing -
@: - IA ttp://cccoresone Configuration j B[4 X I) Bing 2
f‘? Favorites | f.;,‘ € | Suggested Sites ~ & | Web Slice Gallery =

A\ Contact Center - Manager - Configuration | | iR Bl - [ e ~ Page - Safety ~ Tools » '@"

AVAyA configuration Logged in user: webadmin | Logout

Server Download Status Launchpad Help
[--{Z) MM_Elite_CC_Single_Serve -

[Z) coccoresone Server Properties
[#--{£) CCElite_CCMM

Associated Reporting Server

Type |ccus =

Servers (1 DSH Prefix v
Server Name |ccc0RESONE @ select Al
CCElite_CCMM CCMM v
IP Address. |172.1s.m.33 _ i
Display Name |MM_Eli i i icati
play |r|r|_E|rte_cc_S|ngIe_Serv Associated Communication Manager Servers
Login It i
ogin Isysadmln Server Name (0) Server ID select All ¥
Password I...““-

DSN Prefic CCMS

The following ODBC DSN will be
automatically created for this
system: CCMS_172.18.70.33_DSN

Submit | F:esetl |

Done ’_ ’_ l_ l_ ’_ l_ ’%| ./ Trusted sites | Protected Mode: Off L | *100% - 4

13 Click Submit.
--End--

Installing the Orchestration Designer client

Install the Orchestration Designer client to manage Contact Center applications.
Applications route contacts based on certain criteria from the contact such as skillset or
customer name.

Procedure steps
Step Action

1 On the Launchpad, click Scripting.

2 In the Scripting window, select Orchestration Designer, and click Launch
Orchestration Designer.

3 In the message box requesting you to download the Orchestration Designer exe file,
click OK.
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In the dialog box, click Run.

In the Orchestration Designer- InstallShield Wizard, click Next.

In the Organization box, type your company name.

Select Anyone who uses this computer (all users).

4

5

6 In the User Name box, type a name.
7

8

9

Click Next.

10 Accept the default Destination Folder and Click Next.

11 Click Install.
12 Click Finish.

13 In the Scripting window, select Orchestration Designer, and click Launch

Orchestration Designer.

14 Verify that the Orchestration Designer client starts correctly.

@: i IA http://cocoresone/Scripting/Default.asp j @ (X I; Bing

'1';? Favorites | i:;,‘ € | Suggested Sites @ | Web Slice Gallery -

A Conback Genter - Mand [ Avaya Aura Orchestration Designer
File Edit View ContactCenter Window Help

L=

=] E3

22 =08

/_\VAle [es CEeri]aaasn|fg

Con
MM_Elite_CC_Single_Server
*-[= Application Manager Data
(= Applications [Full Control]
(= Application Variables [Full Control]

; [ Seript Varia
i []] Application

GLoaIEX] =0

) Synchronization &3 [3_\ Problems|

q
i
0

Mo Synchronization Exists

Name

| state

| User

Done

-End--
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Providing local users with the Log on as a service right

Provide local users with the log on as a service right to ensure that administrators and
the agents in your Contact Center have access to the Contact Center Agent Desktop
application.

Procedure steps
Step Action

1 Click Start, Administrative Tools, Local Security Policy.

In the left pane, under Security Settings, expand Local Policies.
In the left pane, click User Rights Assignment.

In the right pane, double-click Log on as a service.

Click Add User or Group.

Click Locations.

N O a0 b~ WODN

In the Locations dialog box, select the Contact Center server name from the list, for
example CCCORESONE.

Click OK.
9 In the Enter the object name to select box, type IUSR.

10 Click Check Names to verify that the user name exists on the local computer.
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E= Local Security Policy Ml x
L ice P rti 7| X
File Acton View Help e I
== - E] —= Local Security Settin i
€[5 X0 = [ e
i Security Settings Policy ~ Ai. Log on as a service
‘4 Account Policies %) Allow log on through R H |
B[g L?_CE| PO_"CiES_ 52| Back up files and direc
Lg, Audit P.Uh’-T . ;| Bypass traverse check
_2. User Rights Assignment 515 Change the system tin
5 Seaurity Options [%%;) Change the time zone DefauttAppFocl
| windows Firewall with Advanced Security | o Create 3 pagefie iri'eI'ASdEIiT{%ICE\ﬂLL SERVICES
j Metwork List Manager Policies Create = token ahisct
T
Select Users or Groups 2]
Select this object type:
IUsefs or Builtin security principals Object Types... |
From this location:
ICCCOF{ESONE Locations. . |
Enter the object names to select (sxamples): Group... Fiemaove
IUSR Check Names |
Advanced..._ | 0K | Cancal |
v
[21o| Increase scheduling pr
1tz Load and unload devic
1#12| Lock pages in memory oK | Cancel | Apply |
12| Log on &z & batch job
Log on as a service iceAdmin, SIFTRAFFIC\IUS. ..
ﬂ I L4 I Manana anditina and eamiribe lnn Adminictratare j
11 Click OK.
12 On the Log on as a service Properties dialog, click OK.
13 Close the Local Security Settings window.

~End--

Verifying the Multimedia database installation
Verify that the Multimedia database is installed and configured correctly.

Procedure steps

Step
1

2

Action
On the Contact Center server, open Internet Explorer.

In the Address box, type the web service test URL in the format http://<Server name>/
csp/multimedia/ws.Contact.cls, for example http://CCCORESONE/csp/multimedia/

ws.Contact.cls.
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ﬁWeh Service ws.Contact - Windows Internet Explorer M=l E
Q._ | v IA http: /fcocoresone/csp/multimedia/ws. Contact. ds j e SRS I/’ Bing G
wr Favorites | 95, @ | Suggested Sites = @ | Web Slice Gallery ~

A\ Web Service ws.Contact ™~ B - ) o= - Page - Safety~ Tooks - (@~

Web Service ws.Contact

Copyright © 2005-2010 Avaya Inc.

This web service is using http:/ /ws.db.ccmm.applications.nortel.com as its default namespace.
The name of this web service is ContactMultimedia

The following operations are supported. For a formal definition, please review the Service Description

* AddAction
Adds a particular action element for the contact id specified to the array of contact action references. If the
newActionID reference parameter is populated then the existing action reference is added to the end of the
contacts action array. If it is not populated then it assumed that a new action should be first created using the
data in the action object input parameter and subsequently added to the list. If the newActionID is populated but
is invalid and error is returned.

o AddAnswer
Adds a particular answer element for the contact id specified to the array of contact answer references. If the
newaAnswerlD reference parameter is populated then the existing answer reference is added to the end of the
contacts answer array. If it is not populated then it assumed that a new answer should be first created using the
data in the answer object input parameter and subsequently added to the list. If the newAnswerlID is populated
but is invalid and error is returned.

*» AddCustomField
Adds a particular custom field element for the contact id specified to the array of contact custom field references.
If the newcustomFieldID reference parameter is populated then the existing custom field reference is added to the
end of the actions custom field array. If it is not populated then it assumed that a new custom field should be first

created using the data in the custom field object input parameter and subsequently added to the list. If the -
|Dor1e I_l_l_l_l_l_m| ., Trusted sites | Protected Mode: Off i | 0% - g
3 If a Web page does not appear, contact your Avaya technical support prime.
-End--

Verifying that Contact Center Multimedia services start

Verify that the Contact Center Multimedia services have the correct configuration to start
automatically, to ensure that CCMM starts routing contacts immediately after a server
restart.

Procedure steps
Step Action

1 On the Contact Center server, click Start, Administrative Tools, Services.

2 Next to CCMM License Service, verify that the status is Started and the startup type
is Automatic.
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3 Next to CCMM Starter Service, verify that the Status is Started and the Startup Type
is Automatic.

If either service does not have a startup type of Automatic, right-click the service and
modify the properties to correct this.

Q, Services !E E

Eile Action View Help

e M EIENEEN T

*, Services (Local) q Services (Local)

CCMM Starter Service Neme ~ | Description | Status | Startup Type | Log 4
£} CCMA IceRTDService CCMA Real... Started Manual Loc

Stop the service 5} CCMA LMService CCMA Lice... Started Manual Loc

Restart the service {CLCCMA Report Service CCMARep... Started  Automatic Yol
£} CCMM Campaign Scheduler Service  Avaya Con... Disabled Loc

Description: 5} CCMM Email Manager Avaya Con... Started Manual Loc

S;I:a\‘?;caeCDntact Center MultiMedia Starter {CLCCMM License Service Avaya Con... Started Automatic Loc
5} CCMM Multimedia Contact Manager  Avaya Con... Started Manual Loc
5} CCMM OAM Service Avaya Con... Started Manual Loc
£} CCMM Predictive Outbound Blending  Contact Ce... Disabled Loc

; CCMM Predictive Qutbound Service ~ CCMM Pre,,, Disabled Loc
CMM Starter Service Automatic

.CCMS ASM_Service Resonsﬂ:l. .. Started Manual Loc
5} CCMS AUDIT Service Processes... Started Manual Loc
15} CCMS CAI_Service Provides C... Manual Loc
£} CCMS Control Service CCMS Serv.., Started Manual Loc
5} CCMS EB_Service Distributes ... Started Manual Loc
15} CCMS EBWS _Service Provides a... Started Manuzl Loc
£} CCMS E5_Service CORBA Ser... Started Manual Loc
5} CCMS HDC_Service Caloulates ...  Started Manual Loc
5} CCMS HDM_Service Manages t... Started Manuzl Loc
£} CCMS Host Application Integration Integration... Started Manual Loc
ELCCMS IS Service Provides c...  Started Manual Loc
CLCCMS MAS Configuration Manager Provides wi... Started Manuzl Loc
£} CCMS MAS Event Scheduler Schedules ... Started Manual LoC &
1« | y
Extended 4 Standard /
| |
4 Verify that the following services have a Status of Started:
e CCMM Multimedia Contact Manager
e CCMM OAM service
¢ CCMM Email Manager
5 If any service did not start, in the Services window, right-click the service name, and
click Start.
6 Exit the Services window.

~End--
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Logging on to the Multimedia Administration tool for the first time

Log on to the Contact Center Multimedia Administration tool to configure the Contact
Center Multimedia administration tool.

Procedure steps
Step Action

1 On the Contact Center server, start Internet Explorer.

2 In the Address box, type the CCMA URL in the format http://<Server name>, for
example http://CCCORESONE.

Press Enter.
In the main logon window, in the User ID box, type webadmin.
In the Password box, type the password, for example nimdabew.

On the Launchpad, click Multimedia.

N o g A~ W

In the left pane, select the CCMM server by its display name, for example
CCElite_CCMM.

Zf'Contact Center - Manager - Multimedia - Windows Internet Explorer

@A - IA http://cccoresone Multimedia, j ) | X I;.' Bing 2=
5.7 Favorites | 9% €| Suggested Sites = @ | Web Slice Gallery =
A\ Contact Center - Manager - Multimedia | | T,:} -] - ) & - Page- Safety- Tools - |®Iv

AVAyA Multi media Logged in user: webadmin | Logout

View Status Launchpad Help
E-{L1 CCMM Servers
EREl CCEli=_CCHil Multimedia Administration Server: cccoresone

Multimedia Administration URL hitp:/icccoresone/Admin/ccmmadmin.application

Launch Multimedia Client

[ Install prerequisite software
Note: The Mulimedia client requires prereguisite software to be installed. Choose this option if the
Multimedia application has never been run on this computer.

Done [ [ [ [ [ [fg]. Tustedsites | Protected Mode: OFF 7 [ H0% -

Select Install Prerequisite Software, and click Launch Multimedia Client.

9 On the File Download - Security Warning window, click Run.
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10 On the Internet Explorer - Security Warning window, click Run.

The Contact Center Multimedia Administration tool appears.

% CCMM Administration

AVAYA

[=I General Administration
). Server Settings
&g, skillset Settings
S Administrator Settings
£, Agant Settings
( General Ssttings

o AVAYA

Avaya Aura™ Contact Center
Release 6.2

E-mail

Web Comms

m
Voice Mail Copyright 2011 Avaya Inc. All Rights Reserved

Fax

scanned Documents

Text Messaging (SM5)

Agent Desktop Configuration

General Administration

User: webadmin | Server Time: 13:52 | Status:

~End--

Verifying and configuring server settings in the CCMM Administration client
On a co-resident server, the installer automatically creates all required server records in
the CCMM database. Verify that the Contact Center application servers and e-mail
server details are correct by reviewing the information in the CCMM Administration
client.

Add the Communication Manager that hosts Call Center Elite. This allows Agent

Desktop to generate a local XML setting so that it can log on to the softphone even in
the case of a Contact Center failure.
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Procedure steps
Step Action

1 Log on to the CCMM Administration client.

2 In the left column, select the Multimedia server by its display name, for example
CCElite_CCMM.

In the left column, select General Administration.

4 Click Server Settings.

% €CCMM Administration

Edit Current Servers
AVAYA

Server Type Hostname Paort

Contact Center Manager Server CCCORESONE
= General Administration Contact Center Manager Administrator CCCORESOME 80
[®). Server Settings Contact Center License Server CCCORESONE 3998
&, Skillset Settings — -
& Administrator Settings Communication Control Toolkit Server CCCORESONE 29373
r:‘). Agent Settings Standby CCT Server MNOT_CONFIGURED
 Genersl Seifings Contact Center Multimedia Server CCCORESONE 1972
@ Office Hours
Contact Center Multimedia Standby Server NOT_COMNFIGURED 1972
External Web Server MNOT_COMNFIGURED 3080
P2P IM Reparting Server
Inbound POP3 Server 172.18.0.55 110
Quthound SMTP Server 172,18.0.55 25
Predictive Application Server MNOT_COMFIGURED 40000
Predictive Reporting Server NOT_CONFIGURED 40000
TSP Dialer NOT_CONFIGURED
Directory LDAP Server MNOT_CONFIGURED 389
CC Web Stats 172,18.70.33 9086
E-mail
Web Comms Edit Delete Help
m
Vaice Mail
Fax
scanned Documents
Text Messaging (SM5)
Agent Desktop Configuration
General Administration

User: webadmin | Server Time: 13:58 | Status:

5 Verify the required servers are present and have the correct hostname and IP address,
for example as follows:

Contact Center Manager Server — CCCORESONE
Contact Center Manager Administrator — CCCORESONE
Contact Center License Server — CCCORESONE
Communication Control Toolkit Server— CCCORESONE
Contact Center Multimedia Server — CCCORESONE
Inbound POP3 Server — 172.18.0.55

Outbound SMTP Server — 172.18.0.55
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CC Web Stats — 172.18.70.33

6 If the details of any of the above servers are incorrect, select the server and click Edit.

7 Under Edit Server Details, correct the server information, and click Save.

8 If any of the above servers are missing, click New, select the server type, complete the
server details, and click Save.

9 Click New.

% €CCMM Administration

AVAYA

Edit Current Servers

=l General Administration
). Server Settings
& skillset Settings
S Administrator Settings
£, Agent Setfings
(C General Ssttings
¢ Office Hours

Server Type

Contact Center Manager 5

Hostname
CCCORESOMNE

Port

Contact Center Manager Administrator CCCORESOME 80
Contact Center License Server CCCORESONE 3998
Communication Control Toolkit Server CCCORESONE 29373
Standby CCT Server MNOT_COMFIGURED

Contact Center Multimedia Server CCCORESONE 1972
Contact Center Multimedia Standby Server MNOT_COMFIGURED 1972
External Web Server NOT_COMFIGURED 8080
P2P IM Reporting Server

Inbound POP3 Server 172,18.0.55 110
Outbound SMTP Server 172.18.0.55 25
Predictive Application Server NOT_COMFIGURED 40000
Predictive Reporting Server NOT_CONFIGURED 40000
TSP Dialer MOT_COMNFIGURED

Directory LDAP Server NOT_CONFIGURED 389
CC Web Stats 172,18.70.33 9086

E-mail

Web Comms

M

Voice Mail

Fax

scanned Documents

Text Messaging (SM5)

Agent Desktop Configuration

General Administration

User: webadmin ‘ Server Time: 18:59 I Status:

10
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AVAYA

= General Administration
), Server Settings
&, Skillset Settings
& Administrator Settings
5'5. Agent Setfings
(C General Ssttings
Office Hours

Edit Current Servers

E-mail

Web Comms

Server Type Hostname

Contact Center Manager Administrator CCCORESOME 80

Contact Center License Server CCCORESOME 3998

Communication Control Toolkit Server CCCORESONE 29373

Standby CCT Server MOT_CONFIGURED

Contact Center Multimedia Server CCCORESONE 1972

Contact Center Multimedia Standby Server NOT_COMNFIGURED 1972

External Web Server MNOT_COMNFIGURED 3080

P2P IM Reparting Server

Inbound POP3 Server 172.18.0.55 110

Quthound SMTP Server 172,18.0.55 25

Predictive Application Server MNOT_CONFIGURED 40000

Predictive Reporting Server NOT_CONFIGURED 40000

TSP Dialer MNOT_COMFIGURED

Directory LDAP Server NOT_CONFIGURED a9

CC Web Stats 172.18.70.33 9086
E [ New ] Edit Delete

M

Vaice Mail

Fax

scanned Documents

Text Messaging (SM5)

Agent Desktop Configuration

General Administration

Outbound SMTP Server

Inbound POP3 Server

TSP Dialer

Seconda lication Server
ni Manager Server

Communication Manager Standby Sarver

Phonebook LOAP Server

Geographic Alternate CCT Server

User: webadmin ‘ Server Time: 18:59 I Status:

1"

In the Server Name box, type the IP address of the Communication Manager server,

for example 172.18.70.200.
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A V A/ Edit Current Servers
y Server Type Hostname Paort
Contact Center Manag
= General Administration Contact Center Manager Administrator CCCORESOME 80
Server Sefttings Contact Center License Server CCCORESONE 3998
by Skillset Settings — -
@ Administrator Settings Communication Control Toolkit Server CCCORESONE 29373
£, Agent Settings Standby CCT Server NOT_COMNFIGURED
& General Settings Contact Center Multimedia Server CCCORESONE 1972
Office Hours
Contact Center Multimedia Standby Server NOT_COMFIGURED 1372
External Web Server MNOT_COMFIGURED 8080
P2P IM Reparting Server
Inbound POP3 Server 172.18.0.55 110
Quthound SMTP Server 172.18.0.55 25
Predictive Application Server MNOT_COMNFIGURED 40000
Predictive Reporting Server MNOT_CONFIGURED 40000
TSP Dialer MNOT_CONFIGURED
Directory LDAP Server MNOT_CONFIGURED 389
CC Web Stats 172.18.70.33 9086
E-mail
Web Comms ICummunicaton Man j New Edit Delete
m
= = Add New Server
Vaice Mail
Server Name: | 172.18.70.200
Fax
Server Port: I | Save
scanned Documents
Text Messaging (SM5) Server Type: ISCTln'un\caticr‘ Manager Server j | Cancel
Agent Desktop Configuration
General Administration
User: webadmin ‘ Server Time: 19:06 I Status:

12 Click Save.
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% €CCMM Administration

Edit Current Servers
AVAYA

Server Type Hostname Paort

Contact Center Manager Server CCCORESONE
= General Administration Contact Center Manager Administrator CCCORESOME 80
[®). Server Settings Contact Center License Server CCCORESONE 3998
&, Skillset Settings — N
& Administrator Settings Communication Control Toolkit Server CCCORESONE 29373
&, Agent Settings Standby CCT Server NOT_CONFIGURED
; Gereral settings Contact Center Multimedia Server CCCORESONE 1972
& Office Hours
Contact Center Multimedia Standby Server NOT_COMNFIGURED 1972
External Web Server MNOT_COMNFIGURED 3080
P2P IM Reparting Server
Inbound POP3 Server 172.18.0.55 110
Quthound SMTP Server 172,18.0.55 25
Predictive Application Server MNOT_CONFIGURED 40000
Predictive Reporting Server NOT_CONFIGURED 40000
TSP Dialer MNOT_COMFIGURED
Directory LDAP Server NOT_CONFIGURED a9
CC Web Stats 172.18.70.33 9086
Communication Manager Server 172.18.70.200
E-mail
‘Wweb Comms New H Edit H Delete ] [ Help
m
Vaice Mail
Fax
scanned Documents
Text Messaging (SM5)
Agent Desktop Configuration
General Administration

User: webadmin | Server Time: 19:06 | Status:

~End--

Verifying the multimedia license type

Verify that the license type for the Contact Center Multimedia server matches the
system license for your contact center.

Nodal licensing is for single sites of Contact Center; corporate licensing enables multiple
sites.

Procedure steps
Step Action

1 In the CCMM Administration Client, in the left column, click General Administration.
2 Click General Settings.

3 Under License Type, verify that Nodal is the selected license type.

4 If the selected license type is not Nodal, select Nodal and click Save.
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5 Click Save.
-End--
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Contact Center Manager Server
configuration

This section describes how to configure Contact Center Manager Server as a
Multimedia Complement to Call Center Elite. Perform these tasks using Contact
Center Manager Administration.

Configuring Contact Center Manager Server Global Settings
Configure Contact Center Manager Server Global Settings to setup Agent Order
Preference, Default DN, Expected Wait Time algorithm, and the server
designated for historical statistical data.

On the PABX, configure a number to which Contact Center Manager Server can
send treated calls that a contact center script defaults, and to catch calls not
answered by agents. Avaya recommends that you configure an attendant
console as the Default DN.

Procedure steps

Step
1

2

N o o A~ W

10

Action
On the Contact Center server, start Internet Explorer.

In the Address box, type the CCMA URL in the format http://<Server name>,
for example http://[CCCORESONE.

Press Enter.

In the main logon window, in the User ID box, type webadmin.

In the Password box, type the password, for example nimdabew.
On the Launchpad, select Configuration.

In the left pane, expand the Contact Center server, for example
MM_Elite_CC_Single_Server.

Select the Global Settings folder.

From the Agent Order Preference list, select Longest time in Idle status
since last status change.

Clear the Default DN box; this is not relevant for an Elite Complement
configuration.
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ﬁ Contact Center - Manager - Configuration - Windows Internet Explorer

@:——: - IA http: /fcccoresone Configuration/Default.asp j W )| X I).; Bing L=

{3 Favorites | 5.5 £ | Suggested Sites ~ @ | Web Slice Gallery -

A\ Contact Center - Manager - Configuration | | %~ B - =) s - Page~ Safety - Tools - (@)~
AVAyA configuration Logged in user: webadmin | Logout
Server Download Status Launchpad Help
=4 MM_Elite_CC_Single_Sen
"""" (O Activity Codes Global Settings Server: MM_Elite_CC_Single_Server

------- [_7 call Prezentation Classe
------- [Z1 call Recerding and Qual
....... (I CDNs (Route Paints)

....... (] Contact Types Agent Order Preference: I Longest time in Idle state since last status change ;I
"""" [ Dniss Media Server Selection Algorithm:  Linear

------- [ Formulas

------- (] Global Settings Defautt DN |

------- [ Historical Statistics Expected Wait Time (EWT) Algorithm: | NES EWT v[

------- [Z] Media Servers

------- [_] Media Services and Rou -
------- ([ Reaktime Statistics m
------- [_] Routes

------- (L7 skilsets

------- [Z] Threshold Classes

#-4Z) cccoresone

[+--{i=/} CCElite_CCMM

-

|UpdateGlabals.asp ’_ ’_’_ ’_ l_l_’%| ./ Trusted sites | Protected Mode: OFf Ch v mM0% -

11 Click Submit.
-End--

Adding a route point for e-mail skillsets
Add a route points for the e-mail skillsets.

Procedure steps
Step Action

1 On the Contact Center Manager Administration Launchpad, click
Configuration.

2 In the left pane, expand the Contact Center server, for example
MM_Elite_CC_Single_Server.

3 Select the CDNs (Route Points) folder.
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4 On the CDNs (Route Points) window, select the Open Queue tab.

6:'Contact Center - Manager - Configuration - Windows Internet Explorer

@:——: - IA http:/fcccoresone /Configuration/Default.asp j W) X I;:’ Bing e
‘i’:f Favorites | 1‘.:‘5 £ | Suggested Sites = @ | Web Slice Gallery -

A\ Contact Center - Manager - Configuration | |

&v B - = gégv Page ~ Safety ~ Tools - .@uv

AVAyA configuration Logged in user: webadmin | Logout

Download Status Launchpad N

El MM_Elite_CC_Single_Sen

(] Activity Codes CDMNs (Route Points)
------- [:I Call Presentation Classe

------- [_ call Recording and Qual

Server: MM_Elite_CC_Single_Server

....... (] CDNs (Route Points) CDNs Open Queue Refresh Status
....... [:l Contact Types Name Call Type Acguired? Status

,,,,,,, [:l DNISE p | OpenQRoutePointAddress |Open Queue Local |l Acquired

------- [ Formulas * r

------- (L1 Global Settings

------- ([ Historical Statistics

------- [Z] Media Servers

------- [_1 Media Services and Rou
------- [_7] Real-time Statistics

[#--{IZ/) cccoresone
[#-4iZ}) CCElite_CCMM

A @
:, Updates are applied when you click the next row on the grid.
To delete an entry. highlight the row on the grid and hit the delete button on the keyboard.

[pane [ [ [ [ [f [ Trustedsites | Protected Mode: OFF [%5 - [® 00w -
5 In the Name box, type a name for the new route point, for example
E-mailsContactsRP.
6 From the Call Type list, select Open Queue Local.
7 Select Acquired.
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6:'Contact Center - Manager - Configuration - Windows Internet Explorer
@T\___: A4 IA http: /foccoresone Configuration/Default. asp j Bl [ #9|| ¢ I)f, Bing o

{3 Favorites | i.:‘“g £ | Suggested Sites = @ | Web Slice Gallery -

A\ Contact Center - Manager - Configuration | | %3~ B - (=) fm - Page - Safety - Tools - (@~
AVAyA configuration Logged in user: webadmin | Logout
Server Download Status Launchpad N
[=)--{i=) MM_Elite_CC_Single_Sen
"""" (O Activity Codes CDNs (Route Points) Server: MM_Elite_CC_Single_Server

------- [_7 call Presentation Classe
------- [_ call Recording and Qual

....... (] CDNs (Route Points) CDHNs | Open Queue Refresh Status
....... [:l Contact Types Name Call Type Acguired? Status

....... CJonIss OpenQRoutePointAddress |Open Queue Local v Acguired

....... [_1 Formulas E-mailsContactsRP Open Queue Local v Acguired

------- (1] Global Settings #]| r

------- ([ Historical Statistics

------- [Z] Media Servers

------- [_1 Media Services and Rou
------- [_7] Real-time Statistics

[#--{IZ/) cccoresone
[#-4iZ}) CCElite_CCMM

A

1} E-mailsContactsRP updated successfully

[pane [ [ [ [ [f [ Trustedsites | Protected Mode: OFF [%5 - [® 00w -

8 Press Enter.

The system saves the route point and automatically acquires it.
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Zf'Contact Center - Manager - Configuration - Windows Internet Explorer

@\—F: - IA http:/fcccoresone /Configuration/Default.asp j W) X I;.; Bing e

{\‘f Favorites | i.:‘s £ | Suggested Sites = @ | Web Slice Gallery -

A\ Contact Center - Manager - Configuration | | %3~ B - (=) fm - Page - Safety - Tools - (@~
AVAyA configu ratio“ Logged in user: webadmin | Logout
Server Download Status Launchpad N
[=}-{=) MM_Elite_CC_Single_Sern
"""" (O Activity Codes CDNs (Route Points) Server: MM_Elite_CC_Single_Server

------- [_7 call Presentation Classe
------- [Z1 call Recording and Qual

....... (] CDNs (Route Points) CDNs | Open Queue Refresh Status
....... [:l Contact Types Name Call Type Acguired? Status

....... CJonIss OpenQRoutePointAddress |Open Queue Local v Acguired

....... [_1 Formulas E-mailsContactsRP Open Queue Local v Acguired

------- (1] Global Settings #]| r

------- ([ Historical Statistics

------- [Z] Media Servers

------- [_1 Media Services and Rou
------- [_7] Real-time Statistics

------- [Z Routes

------- ([ skilsets

------- [Z] Threshold Classes
-4z cccoresone

-4z} CCElite_CCMM

A
1} E-mailsContactsRP updated successfully
|pone ’_ﬁl_l_l_’_’%| ./ Trusted sites | Protected Mode: OFf ‘v | M00% -
—-End--

Creating a skillset threshold class

Create a threshold class for the e-mail skillset to specify how statistics appear in
reports and real-time displays.

The threshold class for this skillset highlights thresholds on the number of
contacts waiting, agents with the longest wait since last call, and agents not
ready on the skillset.

This threshold class causes the skillset to show Yellow in Real Time Displays if
the number of contacts waiting is greater than or equal to 2, if any agent’s

longest wait since the last contact is greater than or equal to 35, or if the number
of agents Not Ready is greater than or equal to 3. It causes the skillset to show
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Red if the number of contacts waiting is greater than or equal to 5, if any agent’s
longest wait since the last contact is greater than or equal to 65, or if the number
of agents Not Ready is greater than or equal to 5.

Procedure steps
Step Action

1 In the left pane, expand the Contact Center server, for example
MM_Elite_CC_Single_Server.

2 Select the Threshold Classes folder.

3 In the right pane, in the Name box, type the name of a new threshold class, for

example E-mailSkillsetTC.
4 From the Type list, select Skillset.

{_.;'Contact Center - Manager - Configuration - Windows Internet Explorer

@: - IA http://cccoresone /Configuration/Default.asp j W+ K I)“; Bing 24

{\‘3 Favorites | j.:‘s £ | Suggested Sites = @ | Web Slice Gallery -

A\ Contact Center - Manager - Configuration | | & B - & Eéé * Page - Safety - Tools ~ '@"
AVAyA configu ration Logged in user: webadmin | Logout
Server Download Status Launchpad
=) MM_Elite_CC_Single_Sen
"""" (0 Activity Codes Threshold Classes Server: MM_Elite_CC_Single_Server
------- [:I Call Presentation Clazse
------- D Call Recording and Qual
------- [Z7 cONs (Route Points)
------- D Contact Types
....... D DNISs
------- D Formulas Name Type
------- [:I Global Settings Agent_Template Agent
------- D Historical Statistics Skilzet_Template Skillset
------- [:I Media Servers Application_Template Application
------- D Media Services and Rol VR_Template R ACD-DN
------- [:I Realktime Statistics Route_Template Route
------- D Routes Nodal_Template Nodal
------- [C1 skilsets 7| E-mailskilsetTC | -
------- [_] Thre=hold Classes * Application -
{2} cccoresone VR ACD-DN
[#--{iZ} CCElite_CCMM Nodal
Route: |
Skillzet -
A @
1J Threshold Class E-mailSkillsetTC deleted successfully.
|Dor1e l_lﬁl_l_l_l_@l . Trusted sites | Protected Mode: OFf 3 ~ | *100% - v
5 Click any other row in the grid to update the table and submit the threshold

class name.

The Thresholds table appears in the right pane.
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f::'Contact Center - Manager - Configuration - Windows Internet Explorer
@:——: - IA http://cccoresone/Configuration/Default.asp j B+ % I;:’ Bing 2

{I Favorites | j.:‘s £ | Suggested Sites = @ | Web Slice Gallery -

A\ Contact Center - Manager - Configuration | | & ~ [ v =) o= v Page - Safety ~ Toos - @~
AVAyA COHfiguration Logged in uzer: webadmin | Logout
Server Download Status Launchpad
E=l--{iZ) MM_Elite_CC_Single_Sen
------- ([ Activity Codes Threshold Classes Server: MM_Elite_CC_Single_Server
------- [_1) Call Presentation Classe
------- (L1 call Recording and Qual
------- (Z1) CDNs (Route Points)
"""" () Contact Types Thresholds: E-mail SkillsetTC
------- [ oNniss
....... [_1 Formulas Name Type Enabled |Threshold Level 1 Level2 -
------- [_7 Global Settings Agent_Template Agent » [ YeService_Level_for_Ans_(
------- (L) Historical Statistics Skillset_Template Skillset [ [Average_Answer Delay S
------- [Z7 Media Servers Application_Template Application - YeService_Level S
------- (L Media Services and Rou IVR_Template VR ACD-DN [T [cals waiting
------- [C Reaktime Statistics Route_Template Route [l Total Wait Time
------- [ Routes Nodal_Template Modal r Max Wait Time
------- (3 skilsets E-mailSkilsefTC Skillset [ |Expected watt Time
....... D Threshold Classes * - l_ Calls Answered
B1-45) cccorezone [T [cals Answd Aft Threshold | |
&=} CCElite_CCMM [l Total Answered Delay
- Agent Available
- Agent In Service
- Longest Wait Since Last Cal
- Longest Wait Since Login
- Agent Not Ready
[l Aaent On This Skillzet Call _lLI
q T T I— g

i, Updates are applied when you click the next row on the grid.
To delete an entry, highlight the row on the grid and hit the delete button on the keyboard.

[pane [ [ [ [ [§ [ Trusted sites | Protected Mode: OFF [%5 « [# 00w -
6 In the Thresholds table, select Calls Waiting.

In the Level 1 box, type the number of waiting e-mail messages that trigger the
first threshold, for example 2.

8 In the Level 2 box, type the number of waiting e-mail messages that trigger the
second threshold, for example 5.

9 Select Longest wait since last call.

10 In the Level 1 box, type the number of seconds an agent remains idle after

closing a contact that trigger the first threshold, for example 35.

1" In the Level 2 box, type the number of seconds an agent remains idle after
closing a contact that trigger the second threshold, for example 65.

12 Select Agent Not Ready.

13 In the Level 1 box, type the number of idle agents that trigger the first
threshold, for example 2.

14 In the Level 2 box, type the number of idle agents that trigger the second
threshold, for example 5.
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(_.:'tontact Center - Manager - Configuration - Windows Internet Explorer
@:—\/ - IA http://cccoresone/Configuration/Default.asp ﬂ bt || +2 || R I/:’ Bing P~

{;f Favorites | i.;, £ | Suggested Sites = @ | Web Slice Gallery ~

A\ Contact Center - Manager - Configuration | | & - * () p=h -+ Page - Safety~ Toos~ @~
AVAyA COHfiguration Logged in user: webadmin | Logout
Server Download Status Launchpad
=I-{iz)) MM_Elite_CC_Single_Sen
------- ([ Activity Codes Threshold Classes Server: MM_Elite_CC_Single_Server
------- [:l Call Presentation Classe
------- (L] call Recording and Qual
------- (Z1) CDNs (Route Points)
"""" () contact Types Thresholds: E-mailSkillsetTC
....... ] oniss
....... [ Formulas Name Type Enabled [Threshold Level 1 Level2 |
------- [_] Global Settings Agent_Template Agent r Average_Answer_Delay_35
------- [_] Historical Statistics Skilset_Template Skillsat [l YeService_Level 3
------- (27 Media Servers Application_Template Application | Calls Waiting 3 3
------- (L1 Media Services and Rou WR_Template VR ACD-DN [ |Total Wat Time
------- [Z2 Reak-time Statistics Route_Template Route - Max Vit Time
------- [ Routes Nodal_Template Nodal [T |Expected Wait Time
------- (3 skilsets E-mailSkilsefTC Skillset [ [cals answered
....... (] Threshold Classes * - [T [cals Answd Aft Threshold
H-45) cccoresone [T |TotalAnswered Delay
=) CCElite_CCMM [l Agent Available b
- Agent In Service
| Longest Wait Since Last Cal|35 65
- Longest Wait Since Login
[ | Agent Not Ready 2 5
p| T |agent On This Skilet Cal 'E
™ |Acent On DN Cal _l;l
mi— KT '
Done l_’ﬁ ’_ l_’_’_ ’@l ' Trusted sites | Protected Mode: OFF g - | *100% - i
15 Click any other row in the grid to submit your changes.
~End-

Configuring activity codes

Configure a Contact Center activity code for each Aux Work reason code on Call
Center Elite. You map the Contact Center codes to the Call Center Elite codes
so that the agent can select a single option on Agent Desktop, which sends
correct codes to both systems. You complete the mapping of the codes when
you set up agent templates.

The Contact Center system already includes the following default activity codes:

* activity code 000 (Not_Ready_ Default_Reason_Code)
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+ activity code 00 (Skillset_Default_Activity_Code)
» activity code 0 (System_Default_Activity Code)

Contact Center assigns a default activity code to a contact if the contact is not
queued to a skillset and if no other activity code is assigned.

Procedure steps
Step Action

1 Access the Call Center Elite administrative tool.
2 Navigate to the Aux Work reason codes screen.
3 Note all the Aux Work reason code numbers and names configured on Call

Center Elite, for example 10: Coffee Break.

172.18.70.200 - PuTTY

m=h
display reason-code-names Page 2 of
ODE NAMES - AUX WOR

(W]
3

On the Contact Center server, start Internet Explorer.

In the Address box, type the CCMA URL in the format http://<Server name>,
for example http://[CCCORESONE.

Press Enter.
In the main logon window, in the User ID box, type webadmin.

In the Password box, type the password, for example nimdabew.

© 00 N O

On the Launchpad, select Configuration.
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10 In the left pane, expand the contact center server, for example
MM_Elite_CC_Single_Server.

1" Select the Activity Codes folder.
12 In the right pane, in the Activity Codestable, in Name box, type CoffeeBreak.

13 In the Number box, type a number for the code, for example 110. This is the
Contact Center activity code number agents select on Agent Desktop when
they go on a coffee break.

14 In the Display Name box, type Taking a CoffeeBreak. This is how the activity
code appears in Contact Center reports.

{.:'Contact Center - Manager - Configuration - Windows Internet Explorer
@\—F: - IA http:/fcccoresone /Configuration/Default.asp j W) X I;:’ Bing e

‘i’:f Favorites | 1‘.:‘5 £ | Suggested Sites = @ | Web Slice Gallery -

A\ Contact Center - Manager - Configuration | | %3~ B - (=) fm - Page - Safety - Tools - (@~

AVAyA configuration Logged in user: webadmin | Logout

Server Download Status Launchpad N

=-{iZ) MM_Elite_CC_Single_Sen

------- % Activity Codes Activity Codes Server: MM_Elite_CC_Single_Server
------- Call Presentation Classe

------- [_] call Recording a.nd Qual Name Number Display Name

------ (I cDNs (Route Points) System_Default_Activity_Code |0 System_Default_Activity_Code

"""" (X contact Types Skilset_Default_Activity_Code |00 Skillset_Default_Activity_Code

"""" Doniss Not_Ready_Defautt_Reason_Co|000 Mot_Ready_Default_Reason_Code
"""" (1 Formulas ) NotRdy_Pull_Mode_Default_Cod |0000 MotRdy_Pull Mode_Default_Code
------- &3 Global Settings LunchBreak 100 Lunch Break

------- @ HIStI'jH'ICEJ Statistic AW 150 After Contact Work

....... ] I'.'Iedfa Sen.rgrs 7| CoffeeBreal] 10 Taking a CoffeeBreak

------- [_1 Media Services and Rou =

------- ([ Reaktime Statistics

[#--{IZ/) cccoresone
[#-4iZ}) CCElite_CCMM

A @
i Updates are applied when you click the next row on the grid.
To delete an entry. highlight the row on the grid and hit the delete button on the keyboard.
|pone I_IEI_I_I_’_’%| ./ Trusted sites | Protected Mode: OFf a v |mw00% -
15 Click any other row to save your changes.
—-End--
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Creating a call presentation class

Create a call presentation class to determine how the system presents contacts
to an agent. This call presentation class returns the contact to the queue if the
agentdoes not answer itin 30 seconds, and allows the agent a 30 second period
after closing the contact in which to complete post-contact tidy up work. If it
returns the call to the queue, it also places the agent in a Not Ready status.

Procedure steps
Step Action

1 Select the Call Presentation Classes folder.

2 In the right pane, in the Name box, type the name for a new call presentation
class, for example Email_CPC.

3 From the Presentation Option list, select Return to Queue.

ﬁ'(ontact Center - Manager - Configuration - Windows Internet Explorer

@:_q/ - IA http:/fcccoresone /Configuration/Default. asp j @ ‘7 A I;; Bing P~

Y:j_f Favorites | Y_.;;, £ | Suggested Sites = @ | Web Slice Gallery -

A\ Contact Center - Manager - Configuration | | 5 v Bl - ) o= v Page - Safety~ Took~ @~

AVAyA configuration Logged in uzer: webadmin | Logout

Server Download Status Launchpad Help

=I-{Z) MM_Elite_CC_Single_Sen

------- ([ Activity Codes

------- [_7 call Prezentation Classe

....... [ call Recording a."d Qual ) ) CallForce Delay  |Return To Queue  [After Return to Queus, | After Call, Break

....... [Z7 CDNe (Route Points) Name Presentation Option Timer After N Seconds  |Make Phoneset for N seconds
Call Centre Admin| Return To Queue 0 18 Not Ready 0

------- D oniss 7| Email_crc |

....... [_ 1 Formulas * Call Force Delay

....... D Global Settings Return Te Queue

------- [Z] Historical Statistics Let Call Ring

------- (2] Media Servers

------- [_1 Media Services and Rou

------- [Z7] Real-time Statistics.

Call Presentation Classes Server: MM_Elite_CC_Single_Server

[#--{Z) cccoresone
[(--{Z) CCElite_CCMM

A @
J Call Presentation Class Email_CPC deleted successfully.
[Dene [[E[ [ [ [ [# [ Trusted sites | Protected Mode: OFF RS
4 In the Return to Queue After N Seconds box, type 30. This is the time after

which the contact returns to the queue if the agent does not open it.
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5 From the After Return to Queue, Make Phonesetlist, select Not Ready. This

ensures the system makes the agent not ready if they fail to open a presented
contact within 30 seconds.

6 In the After Call, Break for N Seconds box, type the amount of time that the
agent is in break state after a call ends, for example 30.

Zf'Contact Center - Manager - Configuration - Windows Internet Explorer

@\-F: - IA http: ffcccoresone/Configuration/Default.asp j @ 4y || = I;'; Bing ol
{\‘f Favorites | i.:‘s £ | Suggested Sites = @ | Web Slice Gallery -

A\ Contact Center - Manager - Configuration | |

&vﬁ - [ gégv Page ~ Safety ~ Tools - I@Iv

AVAyA configuration Logged in user: webadmin | Logout

Server Download Status Launchpad N
[=}-{=) MM_Elite_CC_Single_Sern
------- ([ Activity Codes

Call Presentation Classes Server: MM_Elite_CC_Single_Server
------- [:I Call Presentation Clazse

------- [Z1 call Recording and Qual

X . . Call Force Delay Return To Queue  |After Return to Queue, |After Call, Break
------- (I cDNs (Route Points) IR FEEEEINUIT Timer After N Seconds | Wake Phoneset for N seconds
"""" (0 contact Types Call_Centre_Admini| Return To Queue 0 18 Mot Ready 0

"""" (oniss Email_CPC Return To Queue 0 30 Not Ready 30

------- [ Formulas *||

------- [C1 Global Settings

------- ([ Historical Statistics

------- [Z] Media Servers

------- [_1 Media Services and Rou
------- [_7] Real-time Statistics

------- [Z Routes

------- ([ skilsets

------- [Z] Threshold Classes
-4z cccoresone

[-{Z) CCElite_CCMM

A @
1} Email_CPC updated successfully
|pone ’_ﬁl_l_l_’_’%| ./ Trusted sites | Protected Mode: OFf ‘v | M00% -
7 Click any other row in the grid to submit your changes and to save the call

presentation class.

~End--

Adding the e-mail skillset

A skillset is the ability or group of abilities necessary to answer a specific type of
contact. Skillsets are the basic building blocks of skill-based routing. Contact
Center uses skillsets to match callers with the agents who can best meet the
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callers' needs. When you complete Multimedia configuration you link the skillset
with the e-mail inbox: when you complete agent configuration you link the agent
with the skillset.

Procedure steps
Step Action

1 In the left pane, select the Skillsets folder.

2 From the Contact Type list, select EMail. CCMA automatically populates the
Prefix field with the skillset name prefix EM.

(_.?Contact Center - Manager - Configuration - Windows Internet Explorer
@\‘—-: A4 IA http: /foccoresene Configuration/Default.asp j B[+ X I)’ Bing 2

{3 Fawvorites | {5 £ | Suggested Sites ~ @ | Web Slice Gallery -

AContht Center - Manager - Configuration | | & T - B @ v ZEET ZEYe TmEs Iﬁlv
AVAyA configuration Logged in user: webadmin | Logout
Server Download Status Launchpad Help
=) MM_Elite_CC_Single_Sen
"""" [ Activity Codes Skillsets Server: MM_Elite_CC_Single_Server
------- [_ call Presentation Classe
"""" g E;‘LR"?{”‘T”?_”‘::“' Contact Type Prefix | Skilset Name Defaul Activity Code Threshold Class Call Age
= t-’*;;'” & Foints) oice_Mail VM_ Default_Skillset 00, Skilset_Default_Activity_Code Skillset_Template First In
------- = D:II'ISZ ypes SHS SM_ Default_Skillset 00, Skilset_Default_Activity_Code Skilset_Template First In
[:l - : Fax FX_ Default_Skillzet 00, Skilzet_Default_Activity Code Skillzet_Template Firzt In
o GTFLHUI ES‘;Seﬂ' Scanned_Document SD_ Default_Skillset 00, Skilset_Default_Activity_Code Skillset_Template First In
....... = H-Dt a. | STE:St Opent 0Q_ Default_Skillset 00, Skilset_Default_Activity_Code Skillset_Template First In
o M':;_'”;a atistics Predictive_Outbound | PRL_ Defautt_Skilset 00, Skilset_Defaut_Activity Code | Skileet_Template First In
18 SEMVErs M M_ Default_Skillset 00, Skilset_Default_Activity_Code | Skillset_Template First In
------- [_I Media Services and Rov - o i iy i i
....... [:l Sy —— Video VL Default_Skillset 00, Skilset_Default_Activity_Code Skillset_Template First In
[:l - Web_Communications  |WC_ Default_Skillzet 00, Skilzet_Default_Activity Code Skillzet_Template Firzt In
= s:'ﬁ:;s EMail EM_ Default_Skilset 00, Skilset_Default_Activity_Code | Skilset_Template FirstIn
------- i EMail EM_ DemoSkillset 150, ACW Ik Adjunct_Demo First In
------- D Threshold Classes » | -
[H-{Z) ccocoresone -
~ #* |EMail -
[+--{Z) CCElite_CCMM —Fax
I -
Opend
Predictive_O -
T BT L S —

Updates are applied when you click the next row on the grid.
To delete an entry, highlight the row on the grid and hit the delete button on the keyboard.

[pone l_ m l_ l_ l_ l_ ’%| . Trusted sites | Protected Mode: Off va v [®100% -

A

3 In the Skillset Name box, type a name for the skillset, for example
EM_Support.
4 For Default Activity Code, accept the default,

00_Skillset_Default_Activity_Code.

5 From the Threshold Class list, select the threshold class associated with this
skillset, for example E-mailSkillsetTC.
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( Contact Center - Manager - Configuration - Windows Internet Explorer
6;-: L IA http://cccoresone /Configuration/Default. asp j @ || % I,: Bing polihs

T::f Favorites | {.5 € | Suggested Sites ~ @ | Web Slice Gallery ~

A\ Contact Center - Manager - Configuration | | - - ] p=n - Page - Safety - Tools~ @~
AVAyA configuration Logged in user: webadmin | Logout
Server Download Status Launchpad Help
=) MM_Elite_CC_Single_Sen
[ Activity Codes Skillsets Server: MM_Elite_CC_Single_Server
------- [:l Call Presentation Classe
"""" g E;'LRe;”rdt'”iﬂ_"‘:sQ”a' Contact Type Prefix Skilset Name Default Activity Code Threshold Class Call Age
"""" e t"’c(t;'” BIRTTE]) Voice_Mail VN Default_Skilset 00, Skilset_Default_Activity Code | Skilset_Template First In
= D:TSZ ypes SMS SM_ Defautt_Skilset 00, Skilset_Default_Activity Code | Skilset_Template First In
D F I Fax FX_ Default_Skillzet 00, Skilset_Default_Activity_Code Skillzet_Template First In
"""" = G?r:”l :“"eﬂ_ Scanned Document  |SD_ Default_Skilset 00, Skilset_Default_Activity Code | Skilset_Template First In
= H_”t &l ISTEt"st' OpenQ 0a_ Defautt_Skilset 00, Skilset_Default_Activity Code | Skilset_Template First In
= M':;_”';ﬂ atistics Predictive_Outbound | PR_ Defautt_Skilset 00, Skilset_Default_Activity_Code | Skilset_Template Firstn
"""" 18 SErvers ™ W_ Default_Skilset 00, Skilset_Default_Activity_Code |Skilset_Template First In
------- [:l Media Services and Rov - - - — - -
_______ [:l ey Video VI Default_Skilzet 00, Skilset_Default_Activity Code Skilzet_Template First In
D Aout Web_Communications |WC_ Default_Skillzet 00, Skilset_Default_Activity_Code Skillzet_Template First In
"""" = S:_L::‘s EMail EM_ Default_Skilset 00, Skilset_Default_Activity Code | Skilset_Template First In
[:IThI . 7| Emai EM_ EM_Suppert 00, Skilset_Defaull_Activity Code || >
reshoid Liasses * E-maiskilsetTC
[#--12) cecoresone Skilset_Template
) CCElite_CCMM

i ; Updates are applied when you click the next row on the grid.
To delete an entry, highlight the row on the grid and hit the delete button on the keyboard.

|Done ’_’EI_I_I_I_’@| . Trusted sites | Protected Mode: OFf sy - | # 100% - v

6 From the Call Age Preference list, select the method to configure the order of
contacts in the queue, for example select First In Queue. (This gives priority
to the first contact in the queue).

7 In the Comment box, type any comments you have about the skillset, for
example SK for E-mail.
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(:'Contact Center - Manager - Configuration - Windows Internet Explorer
@?j v IA http://cocoresone/Configuration/Default. asp j @ || % I )’-/ Bing 2=

ﬁ Favorites | {.5 € | Suggested Sites ~ @ | Web Slice Gallery ~

A\ Contact Center - Manager - Configuration | | M- - ] p=y - Page - Safety - Tooks~ @~
AVAyA configu ration Logged in user: webadmin | Logout
Server Download Status Launchpad
=--{iZ) MM_Elite_CC_Single_Sen
(D Activity Codes Skillsets Server: MM_Elite_CC_Single_Server
------- [:l Call Presentation Classe
"""" (0 call Recording TUIErE Thresheld Class CallAge Preference | Out OF Service Mode | Target Service Level Service Level Routing | Comment
------- [Z] CONs (Route Points) - - =
_______ [:I Contact Types Skillset_Template First In Qlueue NiA 0
[:l e Skillzet_Template First In Queue NIA 0 |1
D F I Skillzet_Template First In Qlueue Ni& 0 ||
"""" = G?r:”I :seﬂ- Skilset_Template First In Queue NiA 0 =
= H_”t &l ISTEt"st' Skilset_Template First In Queue NiA 0 I
= M':;_’”;a atstics Skillset_Template First In Queus NiA 0 m
= Medfa Se”f’r"‘ i Skilset_Template First In Queue NiA 0 =
=t I'j er;c?s:‘” o Skilset_Template First In Queue NiA 0 I
= Reat ime slalistics Skillset_Template First In Queus NiA 0 m
"""" = S:’Il-llsi:s Skilset_Template First In Queue NiA 0 =
! 7 |E-mailSkillzetTC First In Queue [
------- [Z Threshold Classes -
*
-z cccoresone
[--{Z) CCElite_CCMM

j; Updates are applied when you click the next row on the grid.
To delete an entry, highlight the row on the grid and hit the delete button on the keyboard.

[pene [T [ [ [ [#g [ Trustedsites | Protected Mode: OFf h v [ ®wom -,

8 Click any other row in the grid to save your changes.
--End--
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This section describes how to configure Contact Center Multimedia to process
e-mail messages. Perform these tasks using the CCMM Administration client,
which you access through Contact Center Manager Administration.

In the example solution, the mailbox that Contact Center monitors is ccemailin,
on a POP3 mailserver with an IP address 172.18.0.55. When Contact Center
retrieves messages from the ccemailin, it searches them for the keywords
"support" and "assistance". If the e-mail message includes either or both of these
words, Contact Center creates the e-mail contact and assigns it to the
EM_EM_Support skillset. If the e-mail message does not include either or of
these words, it matches the System Default Rule. Contact Center creates the
e-mail contact and assigns it to the default e-mail skillset, EM_Default_Skillset.

Configuring the multimedia skillsets
Configure the e-mail multimedia skillset in the CCMM Administration client to

ensure that you can route e-mail contacts to agents. You must also configure a
route point for each default skillset.

Attention: Depending on the performance of your Contact Center server CPU,
it can take several minutes for the skillset you created in the CCMA
Configuration component to appear in the CCMM Administration client.

Procedure steps
Step Action

1 On the CCMA Launchpad, click Multimedia.

2 In the left column, select the CCMM server, for example CCElite_CCMM.
3 In the right pane, click Launch Multimedia Client.

4 On any pop-up dialogs that appear, click Run.

5 In CCMM Administration, in the left pane click Skillset Settings.

NN44400-804 Contact Center Multimedia Complement Deployment Guide 06 April 2012 161



Contact Center Multimedia configuration

CCMM Administration

AVAYA

[=I General Administration
®), Server Settings

S Administrator Settings

£, Agent Settings
(_ General Settings

Skillset Name [
WM_Default_skillset
SM_Default_Skillsat
FX_Default_Skillset
SD_Default_skillset
PR_Default_skillsst

0B_Default_Skillset

Route Point [ | Auto-Signature [ | Office Hours Ten 7] | Chat History Hea [ | Comfort Message ] | On Hold Message [

CpenQRoutePointAdc
CpenQRoutePointAdc
CpenQRoutePointAdc
OpenQRoutePointadc
CpenQRoutePointAdc

CpenQRoutePointAdc

& Office Hours WC_Default_Skilsst  OpenQRoutePointade
EM_Default_Skillset | E-mailsContactsRP
EM_Demozkillset E-mailsContactsRP
EM_EM_Support
1 | Page | 1 of 1
~ Edit Skillsat
Skillset: Auto-Signature:
I d Reload Grid
E-mail
Route Point:
Web Comms I J
-
M Office Hours:
Vaice Mail | =] ((uriink Hours
Chat History Header:
Fax

Scanned Documents

Text Messaging (SM3)

Comfort Group:

j Unlink Chat

On Hold Group:

j Unlink Group

Cancel

Agent Desktop Configuration I j e
General Administration J
User: webadmin | Server Time: 14:07 I Status:
6 In the right pane, select the e-mail skillset, for example EM_EM_support.
7 In the bottom pane, from the Route Point list, select the e-mail route point, for
example E-mailsContactsRP.
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.CCMM Administration

Skillset Name [ | Route Point [ | Auto-Signature [ | Office Hours Ten 7] | Chat History Hea [ | Comfort Message ] | On Hold Message [

t NV‘ Ny‘ N WM_Default_skillset =~ OpenQRoutePointaAdc

SM_Default_Skillset  OpenQRoutePointAdc

Fx_Default_Skillset  OpenQRoutePointAdc

[=I General Administration

), Server Settings SD_Default_Skillset  OpenQRoutePointadc
&, Skillset Settings
& Administrator Settings PR_Default_skillsst = OpenQRoutePointAdc

cc';. Agent Settings
(_ General Settings

Office Hours WC_Default_Skillset  OpenQRoutePointadc

0B_Default_Skillset = OpenQRoutePointaAdc

EM_Default_Skillset | E-mailsContactsRP

B | EM_EM_Support

m | Page | 1 of L
- Edit Skillszt

Skillset: Auto-Signature:

EM_EM_Support S .
— I |_EM_Supp J Reload Grid

Route Point:
Web Comms |z|
™ OpenQRoutePointAddress

EmazilRP
Voice Mail E-mailsContactsRP Unlink Hours

Chat History Header.
fa I j Unlink Chat
scanned Documents Comfort Group: Save
Text Messaging (SMS) I x| [ unink Group

— - On Hold Group:
Agent Dx op Configuration I j e —
General Administration z
o
User: webadmin | Server Time: 14:42 I Status:
Click Save.
9 In the right pane, select EM_Default_Skillset.
10 In the bottom pane, from the Route Point list, select the e-mail route point, for

example E-mailsContactsRP.
1 Click Save.
12 In the right pane, select VM_Default_Skillset.

13 In the bottom pane, from the Route Point list, select
OpenQRoutePointAddress.

14 Click Save.

15 Repeat step 12to step 14 for each default skillset. Although this contact center
example does not use these contact types, this prevents errors showing in the
Multimedia dashboard.
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AVAYA

[=] General Administration
). Server Settings

8 Administrator Settings

&, Agent Settings
(_ General Ssttings

Skillset Name 7]
WM_Default_skillset
SM_Default_skillset
Fx_Default_skillset
SD_Default_skillset
PR_Default_skillsst

0B _Default_Skillset

Route Point [ | Auto-Signature ] | Office Hours Ten [ | Chat History Hez ™[ | Comfort Message [ | On Hold Message [

OpenQRoutePointadc
OpenQRoutePointadc
OpenQRoutePointadc
OpenQRoutePointadc
OpenQRoutePointadc

OpenQRoutePointadc

@ Office Hours WC_Default_Skillset  OpenQRoutsPointade
EM_Default_Skillsst = E-mailsContactsRP
EM_DemaosSkillset E-mailsContactsRP
EM_EM_Support E-mailsContactsRP
1 | Page | 1 of 1
~ Edit Skills=t
Skillset: Auto-Signature
I ;I Reload Grid
E-mail
Route Point:
Web Comms I J
-
M Office Hours:
Voice Mail | =] [uniink Hour
Chat History Header.
Fax

Scanned Documents

Text Messaging (SMS)

Agent Desktop Configuration

General Administration

Comfort Group:

L]
o
:

On Hold Group:

KN
.
-
=

L]
.
3
=

Save

Cancel

Help

User: webadmin | Server Time: 14:54 I Status:

-End--

Adding administrators
Add administrators for the Contact Center Multimedia server to control access
to configuration components in your contact center. Itis good practise to have a
backup administration account as well as the default account.

Prerequisites
* Log on to the Contact Center Manager Administration application.

Procedure steps
Step Action
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1 In the Contact Center Manager Administration application, on the Launchpad,
click Multimedia.

2 In the left column, select the CCMM server, for example CCElite_CCMM.

3 In the right pane, click Launch Multimedia Client.

4 On any pop-up dialogs that appear, click Run.

5 In CCMM Administration, in the left pane click General Administration.

6 In the left column, click General Administration.

7 Click Administrator Settings.

8 Click New.

9 In the General identification section, type the last name, the first name, and
the user name of the Administrator.

10 In the Contact Details section, add information about how to contact the
Administrator, such as the phone number, fax number, and e-mail address.

1" In the Password section type a password and confirm it in the confirm

password field.
12 Click Save.
-End--

Checking the status of the multimedia configuration

Use the Multimedia dashboard to check the progress and status of the
Multimedia configuration.

Procedure steps
Step Action

1 Select Start, All Programs, Avaya, Contact Center, Multimedia server,
Multimedia Dashboard.

2 Review the dashboard information in the CCMM Database Metrics box. You
see only one error: E-mail skillsets with no outbox.
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4 CCMM Dashboard [_ O] x|
—CCMM Datat Metrics r— Email Metrics

Table Sizes [/} Attachments disk space:

G \Avaya'Contact Center\Email Attachments'Inbound
|

0Mb 272035 Mb
Free space: 271864 Mb {39.9%)

|»

@ Cortacts

& Customers

@ Campaigns

@) Customers with more than 100 cortacts

S ]

Mailbox | Messages |

Fault Indicators

@) Oldest contact in "New’ status

Email skillsets with no outbox 1

@ Skillsets with no routepoint 0 b
@ Unsent outgoing emails 0 LI

—CCMM Contacts by Type

| Type | MNew | Open | Closed | Waiting |
Total 0 0 0 0

A

=Ee ilability

Server | Computer Name I Response Time |

@ Cortact Center Manager Server  CCCORESONE < Ims
) Contact Center Manager Admin... CCCORESONE < Ims
&) Contact Center License Server  CCCORESONE < Ims
&) Communication Control Toolkit .. CCCORESONE < Ims
&) Contact Center Muttimedia Server CCCORESONE < Ims
P2F IM Reporting Server -

@ Inbound POP3 Server 172.18.0.55 < 1ms
& Outbound SMTP Server 172.18.0.55 < Ims
@ CC Web Stats 172.18.70.33 < 1ms

Update | Routing Search |

Last Update: 15:41:52

3 Review the dashboard information in the Server availability box. You see only
one error: P2P IM Reporting Server.
4 Review the dashboard information in the Email Metrics box. You see no errors
and no mailbox or message information.
--End--

Configuring office hours
Configure the days and hours that the contact center is open.
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Configuring the office hours is important to determine accurate service levels for
e-mail contacts, which may have a delayed response. For example, if a contact
is received on Friday and processed on Monday and you configure the office
hours to show the contact center is closed over the weekend, the queue time for
the contact only includes the time the contact center is open.

The office hour calendar uses sliders to indicate closed times for your contact
center.

The Start Closed Period slider is a blue triangle (j).
The End Closed Period slider is a red triangle (‘).

Each closed period is shown in red with a Start Closed Period and End Closed
Period at the beginning and end of the closed office hours.

Procedure steps
Step Action

1 In the left column, click General Administration.
2 Click Office hours.
3 In the Template box, type a name for this office hours template, for example

Sample Customer.
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A% CCMM Administration
A V A y A Edit Contact Center Hours
Template Mame Holiday Date | All Day | Start (Hour) | Start (Minute) | End (Hour) | End (Minute)
» * 24/10/2011 r = =l = =l
[=l General Administration *
®). Server Sattings
&, skillset Settings
8 Administrator Settings
2 Agent Settings
(. General Ssttings
G Office Hours
Monday
Tuesday
Wednesday
o A0 0 0 R e VMR
Web Comms Thursday
w F0 0 T e
- 1010000000
Fax
Saturday
— W00 00 0 0O TRVt
Text Messaging (SMS) Sunday
Agent Desktop Configuration
s J[ reo ]
General Administration
User: webadmin | Server Time: 16:14 | Status:

4 On the right of the Monday row, click the plus icon (+].
5 Move the End Closed Period ‘ slider to 7:00.

The display shows the closed hours for the contact center in red.
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% cCcMM Administration

Edit Contact Center Hours
AVAYA

Template Mame Holiday Date | All Day | Start (Hour) | Start (Minute) | End (Hour) | End (Minute)

» * 24102011 | [ =l =l =l =l
[=l General Administration *
®). Server Sattings
&, skillset Settings
8 Administrator Settings

2 Agent Settings
(. General Ssttings
G Office Hours

Monday
FO O 000 N
Tuesday
FO 000 00
Wednesday
- FO 000 00
Web Comms Thursday
" HO 0 0 0 e Oy
Vaice Mail Friday
FO 000 00
= Saturday
S FO 000 0 T e
Text Messaging (SMS) Sunday
Agent Desktop Configuration
General Administrafi l save ] l ficn ]
nistration

User: webadmin | Server Time: 16:16 | Status:

6 On the right of the Monday row, click the plus icon .
7 Move the Start Closed Period ‘ slider to 18:00.
8 Move the End Closed Period ‘ slider to 24:00.

The display shows the closed hours for the contact center in red.
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A% CCMM Administration

Edit Contact Center Hours

Template Mame Holiday Date | All Day | Start (Hour)

Start (Minute) | End (Hour) | End (Minute)

AVAYA
» * 24f10j2011 | [T =l

| | |

[=l General Administration *
®). Server Settings
&, skillset Settings
8 Administrator Settings
Agent Settings
' General settings
(23 Office Hours

Monday

Tuesday

Wednesday

Web Comms Thursday

Friday

Voice Mail

Fax

Saturday

Text Messaging (SMS) Sunday

- A0 0 T A R
m A0 A 0 0 DA 0 R
B—— 1A 0 T A R

I
B H B

Agent Desktop Configuration

General Administration

User: webadmin | Server Time: 16:25 | Status:

3

g
3

9 Repeat step 4 to step 8 for each week day.
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A% CCMM Administration
AV A A Edit Contact Center Hours
y Template Mame Holiday Date | All Day | Start (Hour) | Start (Minute) | End (Hour) | End (Minute)
» * 24/10/2011 r =l =l =l |
[=l General Administration *
®). Server Settings
&, skillset Settings
8 Administrator Settings
2 Agent Settings
(. General Ssttings
G Office Hours
Monday [
FO 000 0 00 e e
Tuesday (
FO 000 0 00 e e
Wednesday i
e FO 000 0 00 e e
jlehaConens Thursday (
m JU 000 00 o Ty
O 00 00 00O
= Saturday
et A0 0 0 R e VMR
Text Messaging (SMS) Sunday
Agent Desktop Configuration
-~ s J[ reo ]
General Administration
User: webadmin | Server Time: 16:31 | Status:

10 On the right of the Saturday row, click the plus icon .
1" Move the End Closed Period ‘ slider to 24:00.
12 Repeat step 10 and step 11 for the Sunday row.
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% cCcMM Administration

AVAYA

Edit Contact Center Hours

[=l General Administration
®). Server Sattings
&, skillset Settings
8 Administrator Settings
2 Agent Settings
(. General Ssttings
G Office Hours

Template Mame Holiday Date | All Day | Start (Hour) | Start (Minute) | End (Hour) | End (Minute)
NewYe... [02/01/2012 | W |00 =l|oo >0 =ljoo =l
E - - N R R -

Monday

Tuesday

Wednesday

E-mail

Web Comms

Thursday

M

Voice Mail

Fax

Saturday

Scanned Documents

Text Messaging (SMS)

Sunday

Agent Desktop Configuration

.
[

7
7
7

B ® B

7
7

B B

General Administration

User: webadmin | Server Time: 16:32

3

g
3

13 Click Save.
-End--

Creating a keyword group

Create a keyword group that you can use to create a rule to route e-mail
messages to skillsets. You must assign at least one keyword to a keyword group
before you can save the keyword group.

The keyword search in an e-mail message is not case-sensitive. For example, if
you add the word John, the Email Manager also matches JOHN and john. You
can specify a spelling accuracy in the keyword group.
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The Keyword box supports the Unicode UTF-8 character set.

Procedure steps
Step Action

1 In the left column, click E-mail.

2 Click Keyword Groups.

3 Click New.

4 Under Keyword Group, in the Name box, type Support_KG.
5 In the Keyword box, type support.

A% CCMM Administration

AV, Ay A Keyword Groups “ﬁ"

MName T | Keywords T

Delivery failure keywords. 'Delivery Failure” Or 'Undeliverable’ Or ‘Returned mail’ Or "Unknown Recipient’ Or 'l

= E-mail

2] Redpient Addresses

E Qutgoing E-mail

#* Rule Groups

E—| Keyword Groups

%] Sender Groups

(@ Prepared Responsas

(@ Auto-Suggest Promotion
System Rules
General Ssttings

1 View Reports

| Page | 1 of 1

New Edit Delete

4 »
| 2] ~ Keyword Group
E-mail
Group Name I Support_KG
Web Comms - Keyword - Keywords in Group
M Keyword: ISUDDDI"I
Voice Mail ™ allow spelling inaccuracies

Fax

Scanned Documents

Text Messaging (SMS) R

Agent Desktop Configuration == ] [ —
General Administration
User: webadmin | Server Time: 10:45 | Status:
6 To allow misspellings of the word, select the Allow spelling inaccuracies
check box.
7 Under Accuracy required, select Low (greater than 70% accuracy)
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CMM Administration

AVAYA

= E-mail

] Recipient Addresses

& outgoing E-mail

#* Rule Groups

a Keyword Groups
Sender Groups

(@ Preparad Responses

(@ Auto-Suggest Promotion
System Rules
General Ssttings

1 View Reports

q ]

Keyword Groups

Name

Delivery failure keywords.

o

[ | Keywords

'Delivery Failure” Or "Undeliverable’ Or ‘Returned mail” Or "Unknown Recipient’ Or 'l

Edit

Page | 1 of 1

- Keyword Group
E-mail
Group Name ISUDDUF'E_KG

Web Comms - Keyword - Keywords in Group
M Keyword: ISUDDDI"I
Voice Mail I Allow spefling inaccuracies ]

curacy required: N
Fax (% Low (greater than 70% accuracy)
Seanned Documents " Medium {greater than 80% accuracy)

" High (graater than 90% accuracy)
Text Messaging (SMS) Remove
Agent Desktop Configuration = ” —
General Administration
User: webadmin | Server Time: 10:48 | Status:
8 Click the right-arrow button =1,
174 NN44400-804 Contact Center Multimedia Complement Deployment Guide 06 April 2012



A% CCMM Administration

AVAYA

= E-mail

] Recipient Addresses

& outgoing E-mail

#* Rule Groups

a Keyword Groups
Sender Groups

(@ Preparad Responses

(@ Auto-Suggest Promotion
System Rules
General Ssttings

1 View Reports

Keyword Groups

Name

Delivery failure keywords.

o

Contact Center Multimedia configuration

[ | Keywords

| Page | 1

fn
¥

'Delivery Failure” Or "Undeliverable’ Or ‘Returned mail” Or "Unknown Recipient’ Or 'l

of 1

New Edit Delete
‘I I’I - Keyword Group
E-mail
Group Name ISUDDUF'E_KG
Web Comms - Keyword - Keywords in Group
‘support’ { > 70% accuracy)
M Keyword: I
Voice Mail I Allow spelling inaccuracies
Fax
Scanned Documents
Text Messaging (SMS) Remove
Agent Desktop Configuration == ] [ =
General Administration
User: webadmin | Server Time: 10:50 | Status:
9 Repeat step 5 to step 8 to add another keyword, assistance to the list.
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#% CCMM Administration

AV Ay A Keyword Groups %\\

Name [ | Keywords
Delivery failure keywords. 'Delivery Failure” Or "Undeliverable’ Or ‘Returned mail” Or "Unknown Recipient’ Or 'l
= E-mail
] Recipient Addresses
& outgoing E-mail
#* Rule Groups
a Keyword Groups
Sender Groups

(@ Preparad Responses
(@ Auto-Suggest Promotion

System Rules
General Ssttings

1 View Reports

1 | Page | 1 of 1
New Edit Delete

q > .

word Group
E-mail
Group Name ISUDDUF'E_KG
Web Comms - Keyword - Keywords in Group
‘support’ { > 70% accuracy) Or
M Keyword: I ‘assistance’ [ = 70% accuracy)
Voice Mail I Allow spelling inaccuracies

Fax

Scanned Documents

Text Messaging (SMS) Remove

t Desktop Configurati
Agen op Configuration save || cancel

General Administration

User: webadmin | Server Time: 10:51 | Status:

10 Click Save.
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#% CCMM Administration

AV, Ay A Keyword Groups ﬁ\

Name [ | Keywords
Delivery failure keywords. 'Delivery Failure” Or "Undeliverable’ Or ‘Returned mail” Or "Unknown Recipient’ Or 'l
= E-mail

] Recipient Addresses Support_KG ‘support’ ( > 70% accuracy) Or “assistance’ ( > 70% accuracy)

E Outgoing E-mail

#* Rule Groups

E—| Keyword Groups

7] Sender Groups

(@ Preparad Responses

=

-g;' Auto-Suggest Promotion
System Rules
General Settings

View Reports

| Page | 1 of 1
Edit Delete Help
i |

E-mail

Web Comms

M

Voice Mail

Fax

Scanned Documents

Text Messaging (SMS)

Agent Desktop Configuration

General Administration

User: webadmin | Server Time: 10:52 | Status:

~End--

Creating a Rule Group and a Rule

Create a rule group containing one rule to route e-mail contacts to a skillset. In

this example, the rule specifies a specific word which, when found in the e-mail
message, Contact Center uses to route the e-mail contact.

Procedure steps
Step Action

1 In the left column, click Rule Groups.
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CMM Administration

AVAyA Rule Groups \%‘

Name T

= E-mail

] Recipient Addresses
E Cutgoing E-mail

#* Rule Groups

E—l Keyword Groups

Sender Groups

(@ Preparad Responses
(@ Auto-Suggest Promotion |

System Rules
General Ssttings T | Page |1 of 1

1 View Reports
x| ode= |k

q ]

E-mail

Web Comms

M

Voice Mail

Fax

Scanned Documents

Text Messaging (SMS)

Agent Desktop Configuration

General Administration

User: webadmin | Server Time: 12:46 | Status:

2 Under Rule Groups, click New
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CCMM Administration

AVAyA — Rule Groups —————— ~Rule Group i }

Name Name:

Matching Type:  BestMatch ( First Match

= E-mail
Rl

] Recipient Addresses uies A
E Cutgoing E-mail
#* Rule Groups Mame Status v
E—| Keyword Groups Default Rule Enabled

Sender Groups : v
(@ Preparad Responses :

(@ Auto-Suggest Promotion

E System Rules ;

General Ssttings
1 View Reports

q ]

E-mail

Web Comms

M

Voice Mail

Fax

Scanned Documents

Text Messaging (SMS)

Agent Desktop Configuration

General Administration

User: webadmin | Server Time: 13:08 | Status:

3 In the Name box, type a name for the rule group, for example Support_RG.
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#% CCMM Administration

‘ \V‘ hy‘s - Rule Groups ————— ~Rule Group \%\
Page through
Name Name: |Support_RG 'age throug

Matching Type: & € First Match
= E-mail

] Recipient Addresses HO=
&) Outgaing E-mail e
#* Rule Groups Name Status -
E—| Keyword Groups Default Rule Enabled

Sender Groups v
(@ Preparad Responses

(@ Auto-Suggest Promotion

% System Rules

General Ssttings
1 View Reports

sve | cancel ][ e

q ]

E-mail

Web Comms

M

Voice Mail

Fax

Scanned Documents

Text Messaging (SMS)

Agent Desktop Configuration

General Administration

User: webadmin | Server Time: 13:11 | Status:

4 Under Rules, click the plus button .
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CCMM Administration

AVAyA — Rule Groups —————— ~Rule Group i }

Name Name: |Support_RG

Matching Type:  BestMatch ( First Match
= E-mail

] Recipient Addresses HO=
& outgoing E-mail
#* Rule Groups Name Status -
E—| Keyword Groups Default Rule Enabled
Sender Groups : v
(@ Preparad Responses :
(@ Auto-Suggest Promotion | +
System Rules
General Ssttings -

1 View Reports

~ New Rule

Current Search Criteria: Current Search Criteria Summary:

d 5] Type Weighting Please create some criteria forthis rule
E-mail

Web Comms

M

Voice Mail

Scanned Documents

Text Messaging (SMS)

Agent Desktop Configuration

General Administration

User: webadmin | Server Time: 13:15 | Status:

5 Under New Rule, in the Current Search Criteria area, click New.
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#% CCMM Administration

thvtsyts — Rule Groups —————— ~Rule Group il
Name Name: |Support RG
Matching Type:  BestMatch ( First Match
= E-mail
Rl
] Recipient Addresses uies A
& outgoing E-mail
#* Rule Groups Name Status v
E—| Keyword Groups Default Rule Enabled
Sender Groups v
(@ Preparad Responses
(@ Auto-Suggest Promotion +
System Rules
General Ssttings -
1 View Reports
Save ] ’ Cancel ] [ Help
~ New Rule
Current Search Criteria: Current Search Criteria Summary:
q [»] Type Weighting Please create some criteria forthis rule
E-mail
Web Comms
M
Voice Mail
Scanned Documents
Add New Criterion: | vl Go
Text Messaging (SMS)
Agent Desktop Configuration
General Administration

User: webadmin | Server Time: 13:16 | Status:

6 From the Add new Criterion list, select Keyword Match.
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A
thvtsyts — Rule Groups — Rule Group i
Name Name: |Support RG
Matching Type:  BestMatch ( First Match
= E-mail Rules
] Recipient Addresses A
E Cutgoing E-mail
#* Rule Groups Mame Status ’
E—| Keyword Groups Default Rule Enabled
Sender Groups v
(@ Preparad Responses
(@ Auto-Suggest Promotion +
System Rules
General Ssttings
1 View Reports
Save ] ’ Cancel ] [ Help
~ New Rule
Current Search Criteria: Current Search Criteria Summary:
q [»] Type Weighting Please create some criteria forthis rule
E-mail
Web Comms
M
Voice Mail
Fax Edit Delete
Scanned Documents
Add New Criterion: Go
jictlesnoina (SE) Keyword Match
: |Sender Group |
Agent Desktop Configuration Sender Group
General Administration
User: webadmin | Server Time: 13:19 | Status:
7 Click Go.
8 On the Keyword Match tab, from the Keyword Groups list, select the
keyword group you just created, for example Support_KG.
9 Click the right-arrow button .
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CMM Administration

E o

AVAyA — Rule Groups —————— ~Rule Group i

Name Name: |Support_RG

Matching Type:  BestMatch ( First Match
Rules

= E-mail
[ Redpient Addresses
_ . A

E Cutgoing E-mail

#* Rule Groups Name Status

E—| Keyword Groups Default Rule Enabled
Sender Groups

(@ Preparad Responses

(@ Auto-Suggest Promotion +
System Rules
General Ssttings

1 View Reports

sve | cancel ][ e

~ New Rule

Sender Group

Keyword Groups
Dilivery failure keywords. ISupport_KG

q ]

E-mail

© aND € AND NOT
‘Web Comms

=] |
M ;

Voice Mail

Fax

Clear
Scanned Documents :

Text Messaging (SMS)

Agent Desktop Configuration
General Administration

User: webadmin | Server Time: 13:22 | Status:

10 Click OK
11 Click Next.
12 Click Next.

13 Under General Settings, in the Name box, type a name for the rule, for
example Support_Rule.

14 From the Priority list, select 1 (Highest).

15 From the Skillset list, select the skillset to which you want Contact Center to
route e-mail messages matching this rule, for example EM_EM_Support.

16 Select the Will use Office Hours checkbox.
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#% CCMM Administration

a

AVAyA — Rule Groups —————— ~Rule Group i

Name Name: |Support_RG

Matching Type:  BestMatch ( First Match

= E-mail
Rl
] Recipient Addresses uies
& outgoing E-mail
#* Rule Groups Name Status
E—| Keyword Groups Default Rule Enabled
Sender Groups

(@ Preparad Responses
(@ Auto-Suggest Promotion

System Rules
General Ssttings

1 View Reports

-

sve | cancel ][ e

- Support_Rule

- General Settings

Name: [Support_Rule [ will use Office Hours
4 I I L] I Priority: I 1 (Hihest) vl ™ will Close Contact
E-mail

— s Skillset: EM_EM_Support v

M

Voice Mail

Fax

Scanned Documents

Text Messaging (SMS)

Agent Desktop Configuration

Step 3 of 3 [%m” Save ” Cancel l
General Administration

User: webadmin | Server Time: 13:42 | Status:

17 Click Save.
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#% CCMM Administration

AVAYA - Rule Groups —————

— Rule Group

a

Name Name: |Support_RG
Matching Type:  BestMatch ( First Match
= E-mail
Rl
] Recipient Addresses uies A
& outgoing E-mail
#* Rule Groups Name Status v
E—| Keyword Groups Support_Rule Enabled
i Sender Groups Default Rule Enabled b4
(@ Prepared Responses
(@ Auto-Suggest Promotion
System Rules
General Ssttings
1 View Reports
Save ] ’ Cancel ] [ Help

q ]

E-mail

Web Comms

M

Voice Mail

Fax

Scanned Documents

Text Messaging (SMS)

Agent Desktop Configuration

General Administration

User: webadmin | Server Time: 13:44 | Status:

18
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% cCcMM Administration

AVAYA Rule Groups \%‘

Name

-
T el Support_RG
] Recipient Addresses
Outgoing E-mail
#* Rule Groups
E—l Keyword Groups
7] Sender Groups
(@ Preparad Responses
(@ Auto-Suggest Promotion |
System Rules
General Settings ’T‘

| Page |1 of 1
1 View Reports

q ]

E-mail

Web Comms

M

Voice Mail

Fax

Scanned Documents

Text Messaging (SMS)

Agent Desktop Configuration

General Administration

User: webadmin | Server Time: 14:58 | Status:

~End--

Configuring the Inbound e-mail recipient address
Configure arecipient mailbox that the Contact Center can scan to retrieve e-mail
messages and process them into e-mail contacts.

Procedure steps
Step Action

1 In the left column, select Email.

2 Click Recipient Addresses.
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CMM Administration

Recipient Addresses A\
AVAYA L

Mailbo | Domain T | Type [ | Rule Group Assigned [ | Inbound Server T | Outhound Server T

= E-mail

] Redipient Addresses

E Qutgoing E-mail

#* Rule Groups

E—l Keyword Groups
Sender Groups

(@ Preparad Responses

(@ Auto-Suggest Promotion
System Rules
General Ssttings

1 View Reports

q ]

E-mail

Web Comms

M

Voice Mail

Fax

Scanned Documents

Text Messaging (SMS)

Agent Desktop Configuration

General Administration

User: webadmin | Server Time: 15:52 | Status:

3 Click New.
4 From the Mailbox Type list, select Mail Store.
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CCMM Administration

Recipient Addresses A\
AVAYA L

Mailbo | Domain T | Type [ | Rule Group Assigned [ | Inbound Server T | Outhound Server T

= E-mail

] Redipient Addresses

E Qutgoing E-mail

#* Rule Groups

E—l Keyword Groups
Sender Groups

(@ Preparad Responses

(@ Auto-Suggest Promotion
System Rules
General Ssttings

1 View Reports

,T‘ | Page |1 of 1
Mailbox Type: I vl Edit Delete
‘I I ’I — Mail Store
E-mail - Mailbox Details _ Password
Web Comms Mailbox I Domain: Password: l—
M Display Name I Confirm Password: I
Voice Mail - SEMVErs raEEn
= Inbound (POP3) Server: = Rule Group: =
T Inbound Mail Threshold: I 10
) Qutbound (SMTP) Server: -
Text Messaging (SMS)
Agent Desktop Configuration Save ] [ Cancel
General Administration
User: webadmin | Server Time: 15:37 | Status:
5 In the Mailbox: box, type the recipient mailbox name, for example ccemailin.
In the Domain: box, type the recipient mailbox name, for example
labmail.com.
7 In the Display Name: box, type the Display name for this recipient mailbox, for

example CC_e-mail_IN.
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CCMM Administration

AVAYA

= E-mail

] Redipient Addresses

E Qutgoing E-mail

#* Rule Groups

E—| Keyword Groups
Sender Groups

(@ Preparad Responses

(@ Auto-Suggest Promotion
System Rules
General Ssttings

1 View Reports

Recipient Addresses

Mailbox 7| Domain 7| Type

B

[ | Rule Group Assigned [ | Inbound Server

T | Outhound Server T

| Page | 1 of 1

Mailbox Type: IMaiI Store

New Edit Delete

d I I ’ I — Mail Store
E-mail ~ Mailbox Details _ Password
G Mailbox |ccemai|in Domain: | labmail.com Password: l—
™ Display Name IOC_E-maiI_IN Confirm Password: l—
Voice Mail - Servers raEEn
= Inbound (POP3) Server: e Rule Group: -
e Inbound Mail Threshold: I 10
) Qutbound (SMTP) Server: -
Text Messaging (SMS)
Agent Desktop Configuration [ Save ] [ Cancel
General Administration
User: webadmin | Server Time: 16:43 | Status:
8 In the Password: box, type the recipient mailbox password, for example
PasswOrd1.
9 In the Confirm Password: box, type the recipient mailbox password again.
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CMM Administration

Recipient Addresses A\
AVAYA L

Mailbo | Domain T | Type [ | Rule Group Assigned [ | Inbound Server T | Outhound Server T

= E-mail

] Redipient Addresses

E Qutgoing E-mail

#* Rule Groups

E—l Keyword Groups

7] Sender Groups

(@ Preparad Responses

(@ Auto-Suggest Promotion
System Rules
General Ssttings

1 View Reports

|T| | Page | 1 of 1

Mailbox Type: I'ﬂail Store j New Edit Delete

| | +] — Mail Store
E-mail ~ Mailbox Details

- Password

Web Comms Mailbox: Iccemailin Domain: | labmail.com PO l—””"”'
L Dl IOC_E-maiI_IN Confirm Password: IW

Voice Mail - Servers

~ Rule Group

= Inbound (POP3) Server: e Rule Group: e

Inbound Mail Threshold: | 10

Scanned Documents

Qutbound (SMTP) Server: -

Text Messaging (SMS)

Agent Desktop Configuration Save ] [ Cancel

General Administration

User: webadmin | Server Time: 16:43 | Status:

10 From the Inbound (POP3) Server: list, select the e-mail server on which the
mailbox is configured, for example 172.18.0.55.

1" In the Inbound Mail Threshold: box, type the number of e-mail messages you
want Contact Center to retrieve to the database each time it scans the mailbox,
for example 100.

12 From the Outbound (SMTP) Server: list, select the e-mail server on which the
mailbox is configured, for example 172.18.0.55.
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CCMM Administration

AVAYA

= E-mail

] Redipient Addresses

E Qutgoing E-mail

#* Rule Groups

E—l Keyword Groups

7] Sender Groups

(@ Preparad Responses

(@ Auto-Suggest Promotion
System Rules
General Ssttings

1 View Reports

q ]

E-mail

Web Comms

M

Voice Mail

Fax

Scanned Documents

Text Messaging (SMS)

Recipient Addresses

Mailbo | Domain T | Type [ | Rule Group Assigned [ | Inbound Server T | Outhound Server T
m | Page | 1 of 1
Mailbox Type: I'ﬂail Store j New Edit Delete
— Mail Store
~ Mailbox Details
Bt - Password
Mailbox ICCEmEi“n Domain: | labmail.com

Display Name: I CC_E-mail _IN

- Servers

Password: I rrre——
Confirm Password: I FERERRER

Inbound (POP3) Server: | 173 18.0.55

Inbound Mail Threshold: I 10

Qutbound (SMTP) Server:  {72810I55

Rule Group:

~ Rule Group
.

Agent Desktop Configuration

General Administration

User: webadmin | Server Time: 16:43

Status:
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From the Rule Group: list, select the rule group that contains the rules that

Contact Center applies to e-mail messages in this mailbox, for example
Support_RG.

Applying a rule group to the mailbox allows Contact Center to use the criteria
of the rules in the rule group to make routing decisions on the e-mail
messages. In this example Contact Center matches e-mail messages
containing the word "support” to the Support_Rule, which routes those e-mail
contacts to the skillset EM_EM_Support.
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AVAYA

= E-mail

] Redipient Addresses

& outgoing E-mail

#* Rule Groups

E—| Keyword Groups
Sender Groups

(@ Preparad Responses

(@ Auto-Suggest Promotion
System Rules
General Ssttings

1 View Reports

q ]

E-mail

Web Comms

M

Voice Mail

Fax

Scanned Documents

Text Messaging (SMS)

Recipient Addresses

Mailbo | Domain

B

— Mail Store

[ | Rule Group Assigned ]

Contact Center Multimedia configuration

Inbound Server T | Outhound Server T

| Page | 1 of 1

Mailbox Type: IHaiI Store

Delete

1 =) e

~ Mailbox Details

- Password

Mailbox: I ceemailin

Domain: | labmail.com

Display Name: I CC_E-mail _IN

pass\‘-‘ol’d o I EEXEEEL FF
Confirm Password: I FERERRER

- Servers

Inbound (POP3) Server: | 172 15.0.55

Inbound Mail Threshold: I 10

Outbound (SMTP) Server: | 172.18.0.55

~ Rule Group
:

Rule Group:  SUBEGRIRE

Agent Desktop Configuration [ Save ” Cancel
General Administration
User: webadmin | Server Time: 16:48 | Status:
14 Click Save.
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% cCcMM Administration

Recipient Addresses
AVAYA

Mailbo | Domain T | Type [ | Rule Group Assigned [ | Inbound Server

ccemailin labmail.com Mail Store Support_RG 172.18.0.55

= E-mail

] Redipient Addresses

E Outgoing E-mail

#* Rule Groups

E—l Keyword Groups

7] Sender Groups

(@ Preparad Responses

(@ Auto-Suggest Promotion
System Rules
General Settings

1 View Reports

T | Outhound Server T

172.18.0.55

New || dit

q ]

E-mail

Web Comms

M

Voice Mail

Fax

Scanned Documents

Text Messaging (SMS)

Agent Desktop Configuration

General Administration

User: webadmin | Server Time: 20:20 | Status:

~End--

Configuring the Outbound e-mail recipient address

Configure a recipient mailbox that Contact Center can use to send outbound
e-mail message, whether replies composed by agents, or auto-responses

configured for e-mail rules.

Procedure steps
Step Action

1 In the left column, select Email.
2 Click Recipient Addresses.
3 Click New.
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4 From the Mailbox Type list, select Mail Store.
In the Mailbox: box, type the outbound mailbox name, for example
ccemailout.

6 In the Domain: box, type the recipient mailbox name, for example
labmail.com.

7 In the Display Name: box, type the Display name for this recipient mailbox, for
example CC_e-mail_OUT.

8 In the Password: box, type the outbound mailbox password, for example
PasswOrd2.

9 In the Confirm Password: box, type the outbound mailbox password again.

10 From the Inbound (POP3) Server: list, select the e-mail server on which the

mailbox is configured, for example 172.18.0.55.

1" In the Inbound Mail Threshold: box, type the number of e-mail messages you
want Contact Center to retrieve to the database each time it scans the mailbox,
for example 100.

12 From the Outbound (SMTP) Server: list, select the e-mail server on which the
mailbox is configured, for example 172.18.0.55.
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CCMM Administration

AV, Ay A Recipient Addresses *ﬁ

Mailbox [ | Domain f | Type " | Rule Group Assigned 7] | Inbound Server [ | Qutbound Server T
ccemailin labmail.com Mail Store Support_RG 172.18.0.55 172.18.0.55
= E-mail
=] Redpient Addresses
E Qutgeing E-mail
#* Rule Groups
£9] Keyword Groups
Sender Groups
(@ Preparad Responses
(@ Auto-Suggest Promotion
System Rules
General Sattings
1 View Reports
,T‘ | Page | 1 of 1
New Edit Delete Help
‘I I’I — Mail Store
E-mail - Mailbox Details _ password
Web Comms Mailbox Iccemallcut Domain: | labmail.com Password: l—”""”’
M Ceplagilas IOC_E-maiI_OUT Confirm Password: I Matitadas
Voice Mail - Servers reEnD
= Inbound (POP3) Server: | 175 15,055 - Rule Group: -
Inbound Mail Threshold:
Scanned Documents nooun =i hreshe 1o
Cutbound (SMTP) Server: -
Tt Messaging (SMS) ( ) 172.18.0.55
Agent Desktop Configuration Convert Save ] ’ Cancel
General Administration
User: webadmin | Server Time: 20:31 I Status:
13 From the Rule Group: list, select a rule group, for example Support_RG.

Contact Center applies this rule group to e-mail messages coming back in to
the outbox, for example when a customer replies to an e-mail that an agent
sent to them.

14 Click Save.
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#% CCMM Administration

Recipient Addresses A\
AVAYA L

Mailbo | Domain T | Type [ | Rule Group Assigned [ | Inbound Server T | Outhound Server T

ccemailout lzbmail.com Mail Store

= E—mﬂ Recipient Addresses ccemailin labmail.com Mail Store support_RG 172.18.0.55 172.18.0.55
B2 Outgoing E-mail
#* Rule Groups
E—l Keyword Groups
7] Sender Groups
(@ Preparad Responses

@E‘ Auto-Suggest Promotion

System Rules
General Settings

View Reports

Support_RG 172.18.0.55 172.18.0.55

| Page | 1 of 1

Edit Delete Help
q |

E-mail

Web Comms

M

Voice Mail

Fax

Scanned Documents

Text Messaging (SMS)

Agent Desktop Configuration

General Administration

User: webadmin | Server Time: 20:35 | Status:

~End--

Configuring the outbound e-mail settings

Configure outbound mailboxes for each Multimedia skillset. Add an outbox to the
default skillsets to prevent errors appearing on the Multimedia dashboard.

Procedure steps
Step Action

1 In the left column, under E-mail, click Outgoing E-mail.
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CCMM Administration

AVAYA

Outgoing E-mail Configuration

Skillset to Mailbox Mappings | Barred Outgoing Addresses |

= E-mail

] Recipient Addresses

#* Rule Groups

E—l Keyword Groups

7] Sender Groups

(@ Preparad Responses

(@ Auto-Suggest Promotion
System Rules
General Ssttings

1 View Reports

q ]

E-mail

Web Comms

M

Voice Mail

Fax

Scanned Documents

Text Messaging (SMS)

Agent Desktop Configuration

General Administration

User: webadmin | Server Time: 20:52

Skillset Name
EM_Default_skills=t
EM_DemosSkillset
EM_EM_Support

WC_Default_skillsst

Status:

7| Agent Initiated Address

| Customer Response

As Agent Initiated
As Agent Initiated
As Agent Initiated

As Agent Initiated

Edit

2

3

On the Skillset to Mailbox Mappings, tab, select the skillset you created

recently, for example EM_EM_Support.

Click Edit.
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CCMM Administration

Outgoing E-mail Configuration A
AVAYA L

Skillset to Mailbox Mappings | Barred Outgoing Addresses |

= E-mail Skillset Name 7| Agent Initiated Address | Customer Response 7

] Recipient Addresses

E Qutgoing E-mail EM_Default_skillsat As Agent Initiated
Rule Groups

Eil Keyword Glujmups EM_DemosSkillset As Agent Initiated

7] Sender Groups ..

@ Prepared Responses EM_EM_Support As Agent Initiated

@ Auto-Suggest Promation WC_Default_Skillset As Agent Initiated
System Rules
General Ssttings

1 View Reports

1 12

E-mail
Web Comms — Outgoing Emails
M . -
From Skillset: | EM_EM_Support
Voice Mail
Address: ~
Fax

Scanned Documents % Send both Agent-Initiated Contacts and Customer Responses from this e-mail address

Text Messaging (SMS) ' Respond to Customer Contacts with the Recipient address of the original e-mail, and send Agent-Initiated Contacts from this address

Agent Desktop Configuration Save ” Cancel
General Administration
User: webadmin | Server Time: 21:04 | Status:
4 Under Outgoing Emails, from the Address list, select a mailbox that you

configured for outgoing e-mail messages, for example
ccemailout@labmail.com.
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CMM Administration

AVAYA

Outgoing E-mail Configuration

Skillset to Mailbox Mappings | Barred Outgoing Addresses |

= E-mail

] Recipient Addresses

K& outgoing E-mail

#* Rule Groups

E—| Keyword Groups
Sender Groups

(@ Preparad Responses

(@ Auto-Suggest Promotion
System Rules

% General Ssttings
1 View Reports

q

E-mail

]

Web Comms

M

Voice Mail

Fax

Scanned Documents

Text Messaging (SMS)

Agent Desktop Configuration

General Administration

User: webadmin | Server Time: 21:04

Skillset Name 7| Agent Initiated Address Customer Response

EM_Default_skills=t As Agent Initiated

EM_DemosSkillset As Agent Initiated

EM_EM_Support As Agent Initiated

WC_Default_skillsst As Agent Initiated

Edit

— Outgoing Emails

From Skillset: | EM_EM_Support

Address: |

ceemailin@labmail.com

ccemailout@labmiail.com
(' Send both AuENEINUEED ConEcs ang Goswoer Responsas from this e-mail address

' Respond to Customer Contacts with the Recipient address of the original e-mail, and send Agent-Initiated Contacts from this address

Save

[

][ concel

Status:
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#% CCMM Administration

Outgoing E-mail Configuration A
AVAYA L

Skillset to Mailbox Mappings | Barred Outgoing Addresses |

= E-mail Skillset Name 7| Agent Initiated Address | Customer Response 7
[] Recipient Addresses
E Qutgoing E-mail EM_Default_skillsat As Agent Initiated
#* Rule Groups ) =
5' Keyword Groups EM_DemosSkillset As Agent Initiated

[=] Sender Groups

(@ Preparad Responses
o] - i

(@ Auto-5uggest Promotion WC_Default_skillsat As Agent Initiated

System Rules
General Settings
1 View Reports

EM_EM_Support ceemailout@labmail.com As Agent Initiated

4 | Edit ][ Help

E-mail

Web Comms

M

Voice Mail

Fax

Scanned Documents

Text Messaging (SMS)

Agent Desktop Configuration

General Administration

User: webadmin | Server Time: 21:06 | Status:

6 Repeat step 2 to step 5 for each of the default skillsets, for example
EM_Default_Skillset and WC_Default_Skillset.

~End--

Configuring the e-mail general settings

Configure the following e-mail settings for e-mail messages entering and leaving
your designated contact center mailboxes:

* how frequently Contact Center scans the e-mail server for new messages
* the location in which attachments are stored

+ the automatic numbering of e-mail messages
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Default values are provided for required fields. You can change or accept the
default values for the optional settings.

Procedure steps

Step
1

2
3

Action
In CCMM Administration, in the left column, click E-mail.
Click General Settings.

To configure a mailbox scan interval, under Mailbox Scan Interval, in the
Interval: box, type the time in minutes.

To change the attachment file locations, under Attachment Files, type the
new paths for the inbound and outbound URL and shared folders into the fields
provided.

To include the customer ID or contact ID in a number for the outgoing e-mail
message numbering, under Message Properties, select the Customer ID
check box, the Contact ID check box, or both.

To include the e-mail message body in the keyword search, under Message
Properties, select the Include email body in keyword search check box.

Click Save.
--End--

Checking the status of the Multimedia e-mail configuration

Use the Multimedia dashboard to check the progress and status of the
Multimedia e-mail configuration.

Procedure steps

Step
1

Action

Select Start, All Programs, Avaya, Contact Center, Multimedia server,
Multimedia Dashboard.

Review the dashboard information in the CCMM Database Metrics box. You
see Nno errors.
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4 CCMM Dashboard M=l E3
—CCMM Datat Metrics — Email Metrics

Table Sizes [/} Attachments disk space:

G \Avaya'\Contact Center\Email Attachments*Inbound
|

0 Mb 272035 Mb
Free space: 271864 Mb (359.5%)

|»

& Contacts

@ Customers

@ Campaigns

@ Customers with more than 100 contacts

o oo e

Mailbox | Messages |
Fault Indicators @ ccemailout @\abmail.com 0
@ ccemailin@labmail.com 0

@ Oldest cortact in "New' status

&) Email skillsets with no outbox 0

&) Skillsets with no routepoint 0 =
@ Unsent outgoing emails 0 LI

CCMM Contacts by Type

Type | New | Open | Closed I Waiting |
Total 0 0 0 0

— Server Availability

Server | Computer Name I Response Time I

&) Contact Center Manager Server  CCCORESONE < Ims
@ Contact Center Manager Admin... CCCORESONE < Ims
@ Cortact Center License Server  CCCORESONE < Ims
&) Communication Control Toolkit .. CCCORESONE < Ims
@ Cortact Center Mutimedia Server CCCORESONE < Ims
P2F IM Reporting Server -

& Inbound POP3 Server 172.18.055 < 1ms
& Outbound SMTP Server 172.18.0.55 < Ims
&) CC Web Stats 172.18.70.33 < 1ms

Update | Routing Search

Last Update: 08:01:07

3 Review the dashboard information in the Server availability box. You see only
one error: P2P IM Reporting Server.
4 Review the dashboard information in the Email Metrics box. You see the
outbox and inbox that you configured, with no errors.
-End--

Configuring MIME types to support e-mail attachments

Configure the Multipurpose Internet Mail Extension (MIME) types to ensure that
agents can access e-mail message attachments.

Procedure steps
Step Action
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1 Log on to the Contact Center server using the Avaya Aura® CC installer
domain account, for example SIPTRAFFIC\AACCinstaller.

2 Click Start, Administrative Tools, Computer Management.

In the Computer Management dialog box, expand Services and
Applications, Internet Information Services (IS Manager).

4 Under Connections, expand CCCORESONE, Sites, Default Web Site.
Select Default Web Site.

L’Com puter Management !E I

File Action \iew Help
kil 2 028 s
! Computer Management (Loca) @ ) | @ » cccoresone » sies > Defaultwebsite » |6 1@ -
=l [} System Tocls b 4
48] Event Viewer rEI q Default Web Site Home .
[z2| Shared Folders >” =l l il l&; 4. Explore —
;E Local Users and Groups i Qj Start Page ; Edit Permissions. ..
() Performance -9 CCCORESONE (SIPTRAFFIC\AACCInstaler) Filter: IeEc - B :
54 Device Manager ;j‘ Application Pools ASP.NET - Edit Site
Bl 5 storage - e_ Sites Bindings...
_ = Disk Management -6 Default Web Site E% & [E] Basic settings...
=l Services and Applications -~ aspnet_dient | N LI . =
M7 Internet Information Serv MNET {NET NET Error View Applications
Routing and Remote Acce Authorizati...  Compilation Pages View Virtual Directories
G} Services F
&5 WMI Control (7 L 12} Manage Web Site ~
i . = Restart
NET NETProfle  NET Roles -
Globalization P Start
. - B Sty
q {,e s
=% h=re Browse Web Site
MET Trust MET Users Application Browse =80 (http)
Levels Settings B
B Advanced Settings...
| w0 ] 00 e -
ab| ;5‘? E ZE: Configure
Connection  Machine Key  Pages and Failed Request Trading...
Strings Controls _I L.
'@' Help e
‘ I I LI 4 | » EFeatJres View | \':E‘Content View Online Help -
6 In the Default Web Site Home pane, under IIS, double-click MIME Types.
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g{:omputer Management !E[ E
File Action Wiew Help
€| m
£& Computer Management (Lacal) @ S [ € » CCCORESONE » Sites b Default Web Site b ] E o @
=l {f} System Tools e
@ Event Viewer e =T Default Web Site -
32| Shared Folders 37 = l ] lﬁ: Home Openbeaies m
:E Local Users and Groups o '@f] Start Page B} Explare
(%) performance =93 CCCORESONE (SIPTRAFFICWAACT | Ejter: - - EE -
24 Device Manager : Q Application Pools - Iy Edit Permissions. ..
e H—— Handler HTTP Redirect ;I
[l =5 Storage E-[@] Sites Mappings Edit Site
i=% Disk Management -4 Default Web Site i
= ::L} Services and Applications L z g
]| Internet Information Serv ra_ B Basic Setfings...
Routing and Remote Acce HTTP TP Address View Applications
.&)‘; Services Respo... and Dom... : : ;
5 WM Control B View Virtual Directories
& LJ Manage Web Site e
ISAPIFilters  Logging © Restart
P Start
B Stop
h ‘QE%H Browse Web Site
m Configure extensions and associated content types that are served as static fi
o, | Advanced Settings. ..
-t w E_ —
i‘f - o= Configure
Cutput Request LI Failed Request Tracing. .. e
— gl
Limits. ..
q — | o et | @ v i
7 On the Actions list on the right, click Add.
8 In the File name extension box, type .dic.
9 In the MIME Type box, type application/octet-stream.
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gComputer Management !El E
File Action View Help
9| >=H
£& Computer Management (Local) @ G& [ € » CCCORESONE » Sites b Default Web Site b ] o |-
= m System Tools B
d] Event Viewer — @ MIME Types
2] Shared Folders &)' = l Ll l&; Add...
Local Users and Groups = Qﬂ Start Page ) ) @ Help
Performance =9 CCCORESONE (SIPTRAFFIC\AACG | 5 this feature to manage the list of file
X T name extensions and assodated content online Hel
24 Device Manager : 3 Application Pools P

=]

= fﬂ Storage

1= Disk Management
:::J'ﬁ Services and Applications
]| Internet Information Serv
Routing and Remote Acce
i) Services
WMI Control

Add MIME Type

File name extension:

Jdic
MIME type:

B [&] sites
-4 Default Web Site

Iapplimﬁon,’ochet—stream|

4| | 3

types that are served as static files by the
Web server,

Group by: No Grouping <
Extension =~ MIME T =
323 texth323
.aaf applicationfoct
.aca applicationfoct
.accdb applicationms:
.accde application/ms:
.accdt application/ms:
.80 applicationfinte
.afm applicationfoct
.ai application/pos
aif audiofx-aiff
.aifc audio faiff
.aiff audio faiff
.application applicationx-m

imaae/x-ia

‘.j[t

(=] Features View |/ = Content View

10
1"
12
13

Click OK.

On the Actions list on the right, click Add.

In the File name extension box, type .dat.

In the MIME Type box, type application/octet-stream.
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File Action View Help
% | 2= H
£& Computer Management (Lacal) @ G& [ @ » CCCORESOME » Sites ) DefaultWeb Site ] @ @
= {f} System Tools i
2| Event Viewer s @ MIME Types
2] Shared Folders &)' = l # l&; Add...
Local Users and Groups o . Qﬂ Start Page ) ) Edit.
Performance =95 CCCORESONE (SIPTRAFFIC\AACG | USE fis feature tomanage the lst of file
. P . | name extensions and assodated content K Remave
& Device Manager = Application Pools types that are served as static files by the
=] fﬁ Storage El-[&] Sites Web server, @ Help
=9 Disk Management &-€) Default Web Site ) orlneicl
B 4 Services and Applications SR, "o Grouxing ” -
]| Internet Information Serv Extension ~ MIME T e
Routing and Remote Acce .csg textjcss
G} Services .8V applimh’onfoct_l
WMI Control .cur applicationfoct
.der applicationx-d
Add MIME Type EHE3 .deploy application/oct
.der applicationx-x
File name extension: dib image/bmp
I.dat .dic applicationfoct
MIME type: .d?r applicationx-d
Iapplimtion.foctetﬂtream o texteml
i applicationfx-m
.dll.config textfml
Cancel .dim text/dim
.doc apolication/msy T
Ll »
q | BIE | | v [EFeatures View |\Z Content View

14 Click OK.
15 In the MIME Types list, find the .eml extension.
16 Right-click the .eml extension, and select Edit.

17 In the MIME Type box, type application/octet-stream.
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gComputer Management !El E
File Action View Help
9| >=H
£& Computer Management (Lacal) @EB [ € » CCCORESONE » Sites b Default Web Site b ] o |-
= m System Tools B
1| Event Viewer m MIME TVDES
2] Shared Folders ex' H lﬁ l& @ Add...
Local Users and Groups -5 Start Page ) ) Edit.
Performance =9 CCCORESONE (SIPTRAFFIC\AACG | 5 this feature to manage the list of file
X T name extensions and assodated content # remove
&2y Device Manager =" Application Pools types that are served as static files by the
= g Storage El-[&] Sites Web server, @ Help
i=% Disk Management -4 Default Web Site - Ordeie ik
= ::J'¢ Services and Applications Group by: Mo Grouping T £
Internet Information Serv Extension ~ MIME T e
Routing and Remote Acce .dtd textfxml
G} Services .dvi applicationfx-c
—
ﬁi WM Control dwf drawingfc-dwf
.dwp application foct
Edit MIME Type EHE Jdr application/i-c
eml message rfcdz
File name extension: emz applicationfoct
I-Eﬂ'l| .eot applicationfoct
MIME type: .eps application/pos
Iapplimﬁon[ocbetﬂheaﬂ e bextflx—s.ebext
evy application fen
.exe applicationfoct
oK I Cancel | .exe.config textfxml
fdf applimt’on,’vnrll
LN 1]
J — | o oo cemtven
18 Click OK.
19 Close the Computer Management window.
--End--
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Center Elite Integration with Contact Center

This chapter describes the procedures required to prepare the Windows domain for Call
Center Elite integration with Contact Center.

Creating Domain users and groups for agents
Create domain users for the Call Center Elite agents (if they do not already exist). Add
the agents’ desktops to the domain, then add the desktops to a Windows domain
organizational unit (OU). Agents need a domain account to log onto a desktop computer
to use Agent Desktop. Keeping all the contact center desktops in a single group allows
management of policies for them.

Attention: You must have administration rights on the domain to complete these
procedures. Ask the domain administrator to create or modify the user accounts,
computer or server accounts, and organizational unit as required.

Procedure steps
Step Action

1 For any agents that do not have a domain account, create an account.
CCAgentOne CCAgentOne Properties CCAgentOne CCAgentOne Properties ﬂ
Member OF I Diakin I Erwiranment I Sessions Remote contral I Teminal Services Profile I COM+
Femate control I Termminal Services Profile I COM+ General | Address | Account | Profile | Telephones | Organization
General I Address I Account I Profile: I Telephones I Organization Member OF | Dial-in I Enviranment Sessions
g CCAgentOne CCAgentOne (et aft
Mame Active Directory Folder
Dromain Users SipTraffic.com/Users
First name; CCAgentlne Initials: I
Last hame: |EEAgentDne
Dizplay name: ICCAgentDne CCAgentOne
Description: |
Dffice: |
Add.. I Bemove |
Telephone number: | Other... |
E-mail: I Frirnary group: Domain Users
: o= 5 There iz ho nead to change Primary group unless
“w'eh page: I kl MI you have Macintosh clients ar POS[<-compliant
applications.
Ok I Cancel | Apply I Ok I Cancel Apply
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not, add them to the domain.

Ensure that all the agents’ desktop computers are members of the domain. If any are

-.f-l Active Directory Users and Computers

@ File Action Wew ‘Window Help

JEETE]

€« | HE 4 EXFER| D@

TRBT &

@ Active Directary Users and Computer: SEVTE TR T T 20
-] Saved Queries

&4 CM Traffic Users
-[Z] Computers

{&] CORESHA

{4 Domain Controllers
[:I FaoreignSecurityPrincipals
@ Ha_Demo

{4 Ha_Demo_oU
(€3] Ha_Traffic_Users
@ MepalTE

(€8] POM

@ RGM Users

{&] robha

{4 saPLicenseTE
(€3] TMA Agents

: {5 Traffic_Test_Users
{&] Universal Desktop
2 Users

@ WFO_Users

EI@ SipTraffic, com HEmE 2 Type (LS |
@ AAAD ETB216CLIENT Computer
(] ARCC_BOS_Users =) rescLEnT Computer
[#-{€8] aaccsipl7l TB3CLIENT Properties (2 [X]
@ Agent Computers
+ &) Automation Users Delegation I Location I Managed By I Dial-in I
[-(&] awp General | Operating System | Member OF
F-[23 Builtin

TB3CLIENT
[ =]

Computer name [pre-wWindows 2000):

TE3CLIEMNT

DNS name: ITB3CIient.SipT raffic.com
Fole: |W'orkstati0n of Server
Description: I

3

o]

Cancel | Apply |

On the domain controller server, create a Windows organization unit (OU) to contain all

the desktop computers for the agents using Agent Desktop. For example, in the
siptraffic.com domain, create an OU called EliteDesktops.
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tive Directory Users and Computers

@ File Action Miew Window  Help | =] =]
€~ BB EFRR 2B Qi 4"
@ Active Directory Users and Computer:
+ Saved Queries
E&D a Mame  / Type Description | -
E-2 1 Delegate Contrl. .. Organizational ...
BH-E ¢ Find. .. BOS_Lsers Organizational ...
Bz ¢ Connect ko Damain. . 171 Crganizational ...
{Z) s Connect ko Domain Contraller... Computers Organizational ...
(€3] 4 Raise Domain Functional Level. .. bhion Users Crganizational ...
[]..@ ; Operations Masters.,., Organizational ...
o T o pultrbonain
All Tasks 3 Conkact Organizational ...
""" ontainer efault container for upar, ..
[ — Contai Default conkainer f
(& ¢ Wiew L4 Qrganizational ...
@) 1 . InetOrgPerson o .
[ Mew Windaow From Here MSMQ Quews Alias Organizational ... Defaulk container For dom. ..
[]"@ f Rfresh Container Defaulk container For secu...
-8 b i -
)1 Export List.., Printer Qrganizational ...
B - Usep Organizational ...
[]__@ ' Properties hared Folder grgan!za:!ona:
rganizational ...
EEF Help | ganesl
[]__@ oA Qrganizational ...
[]__@ rabha RGN Users Organizational ...
[#1-(€3] SAPLicenseTE (& rabha Organizational ...
(€3] TMA Agents [&15aPLicenseTE Organizational ...
[-{55] Traffic_Test_Users (&1 TMa Agents Crganizational ...
~{€3] Universal Desktop TraFFic_Test_Users Qrganizational ...
----- [0 Users [&] Universal Desktap Organizational ... .
[]--@ WEO_Users DUsers Cantainer Defaulk conkainer for upgr. ..
LI—I _’I (&1 WFO_Users Organizational ... ;I
|Create anew objeck... |

New Dbject - Organizational Unit

Create in. ~ SipTraffic.com.

Mame:
EliteDesktaps

oK I Cancel |

4 Add all the agents’ desktops to the OU.
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-.? Active Directory Users and Computers

@ File Action Wiew Window Help |;|i|5|
- AE B XFER 2B g T&
D Saved Queries ;l Computers 154 ohjects
E@ SipTraffic.com —

@ ABAD Mame # Type Drescription | o
AACC_BOS_Users E?ORESHAI Carnputer
aaccsipl 71 =l copestaz Computer
PR T N — QCSIKSIPAACC Camputer
R =[] =
= anH-pot Computer
Move object into container: QDE-CLTI Computer
Blpesrying Computer
-] Computers ;I QELITECLIENTDI Computer
{28 CORESHA, Bl Haccrmn Computer
[#-{€3] Domain Contollers QHACCMMDZ Computer
EBEAREit=Deskiops BlpacemsceTt Computer
D ForeignSecurityPrincipals QHACCMSCCTZ Computer
(& HA_Demo B jaccmscoToNE Carmputer
(2] HA_Demo_OU Elna-caiwar Computer
-] Ha_Traffic_Users ElyaceoDcz Computer
2] NepallB = apmcLIEnT Computer
"@ POM = ammcLIENTZ Computer
% [F;E:ause's B HaMMCLIENTS Computer
T e Tn ;I QHAMMCLIENT‘I Cornputer
Bl ya-TORONTO Computer
oK I Cancel | BlHcapsicores Computer
—— — lgHC.ﬂ.PE;ICORESI Cormputer
D Users QHC#\PSICORESZ Cornputer
{23 WFO_Users +| | ®capest Camputer

| | » =lhcapesmz Computer |

|
-End--

Assigning a group policy for embedded softphone settings
Assign the Group Policy administrative template, which has 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.

Attention: If you do not have administration rights on the domain, you cannot carry
out these procedures. Ask the domain administrator to carry out this procedure if
required.

Attention: 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.

Attention: This procedure requires a reboot of all the desktop computers for the
agents using Agent Desktop.
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Procedure steps
Step Action
1 Copy the AAADSignalPort.ADM file from the D:\Avaya\Contact Center\Multimedia

Server\Common Utilities folder on the Contact Center server to a folder on the domain
controller, for example C:\Temp\AACCGroupPolicy.

& C: Temp', AACCGroupPolicy
File Edit Wiew Favorites Tools  Help
@Back L > ? | /':" Search |~ Folders | & X ) | -
Address |=) C:\Temp|AACCGropPalicy HE
Mame  ~ I Size I Tvpe I Drate Modified I Attributes I
'F\F\F\DSignalPDrt.ADM 1KE ADM File 03/07/2011 05:53 A
Edit W¥iew Favorites Tools Help
1 @Bk - o) - (T |/':" Search |~ Folders | Ec ) | [
: Address |E| 11172.18.70. 330 d$ AvayalConkact Center\Multimedia Server\Common Litilities j Go
Mame ~ | Size | Type | Date Modified [ Attribut
[ ListBox File Folder 201002011 12:27
|5 Texthox File Folder 20{10{2011 12:27
}'-\}'—\F\[ZI'_:-igrlalF'l:lr't.}'-\I:ZII"-"I 1KE ADM File 05/07/2011 05:53 A
activation.jar 54 KB JAR File 26/03(2003 02:53 &
hackport-util-concurrent.jar 186 KB JAR File Z7/10/2009 14:44 A | |
hrowser.jar 202 KE AR File 27002009 14:44 A
businessobjects.jar 95 KE AR File 15/09/2011 16:23 A
&= cacheDB. jar 1,916 KB JAR File 27/10/2009 14:44 A
I CCADCIickOncePrivateKey.pfx 4 KE Personal Informatio...  09/04/2010 14:58 A
ccmm.pfx ZKE Personal Informatio...  27/10/2009 14:44 I
EI ccmmcare. jar SKE JAR File 15/09/2011 16:23 A
=) charsets jar 8,312 KE JAR File 27/10/2009 14:44 a
B ClearMcg.exe Z0KE  Application 27/10/2009 14:44 A
[ e jar 3,071 KE  JAR File 08/07/2011 08:53 A
commons-logging.jar 60 KE JAR File Z7/10{2009 14:44 I
commons-logging-api.jar SZKE JAR File Z7I10/2009 14:44 A
concurrent.jar 216 KB JAR File Z7/10/2009 14:44 A -*
/] | B
2 On the Windows domain controller, choose Start, Administrative Tools, Group
Policy Management.
3 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.

4 Select Create and Link a GPO Here....
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SE File  Action Yiew \Window Help |_|_|- <] ll
- | EmE e XER| 2
E@ Domains -l EliteDesktops
= @-%Téifffézliotggmain Policy Linked Group Policy Objects I Giroup Policy Inher 4 | 3
= () AnsD Link Dider ~ | GPO
({83 AACC_BOS_Users 2
[-{£8 aaccsipl7l
[]--@ Agent Compukers o
(€3] Automation Users
(&5 AP -
[]--@ CM Traffic Users
=
[-{&2] CORESHA
[#-{&8] Dornain Controllers
=& .
(23] HA_Dema and Li (
[-(Z3] HA_Dema_ Link an Existing GPO. .,
[-{28] Ha_Traffic  BlockInheritance
(&) NepalTs Group Policy Modeling Wizard. ..
=& Pom Mew Organizational Unit
(&3] RGM Users
[+ rabha Wiew »
({83 SAPLicenst  Mew Window From Here
[-{€5] TMA Agen
[#-{Z3] Traffic_Te: Delete o
[-{£8] Universal  REname
(-] wFO_User  Refresh « | >
[]..@ Group Polic — LI
Create a GPO in this domain an |

Help

5 In the Name box, type a name for the new GPO, for example
EliteDesktopGroupPolicy.

5" Group Policy Management =]

EE File Action Wew Window  Help |;li|1|
e Bm e XEE 2 ®
- Domains ~l|EliteDesktops

E@ SipTrafFic.com . . .
7 i Ll L3
]5 Def ault Domain Policy Linked Group Policy Objects | Group Policy Inher I I

{&3] AnAD Link Order = | GFPO
&) AACC_BOS_sers

[#-{€3] aaccsip17l
@ Agent Compukers
@ Automation Users
(&3] avP

@ M Traffic Users .
[#1-{£5] CORESHA New GPO
[#-{€3] Domain Cantrollers
@ EliteDeskkops Mame: |EIiteDeskt0pGr0upPoIicy
@ HA_Demn

(& Ha_Demo_oU 1[4 I Cahcel |

4 b o

@ HA_Traffic_Users
[+1-{£3] NepalTB

(€8] POM

@ RGM Users

@ robha

[#-{£] sAPLicenseTE
[#-{Z3] TMA Agerts
@ Traffic_Test_Lsers
(€8] Universal Deskbop

@ WFD_Users 4 I I _)I

@ Group Policy Objects LI
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6 Click OK.

7 Right-click the GPO you created, for example EliteDesktopGroupPolicy.

8 Select Edit....

T Group Policy Objectgdtor _________________________________________________ MBEK]|

File  Action ‘iew Help

o mER2m

=5 iEliteDesktopGroupPolicy [sipdc01.5
E@ Computer Configuration
 m-[10 Software Settings

: -[Z] Windows Settings

5 EliteDesktopGroupPolicy [sipdc01.SipTraffic.com] Policy

Select an item ko wiew its description. Marmne I
Computer Configuration

AddjRemove Templates. .. @ User Configuration
E@ User Conf ==

B0 Softw Al Tasks 3
[:l wWindc
-] Admin__ HEP

K | Extended A Standard 7

|Manage administrative templates |

Windows displays the Group Policy Object Editor dialog.
9 Expand Computer Configuration.
10 Under Computer Configuration, right-click Administrative Templates.

1" Select Add/Remove Templates....
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'Hi Group Policy Object Editor =] I

File  Action ‘iew Help
- |mE R @
-E‘;EE"':EDESHODG"UUDPU"CV [sipdc01.2 & EliteDesktopGroupPolicy [sipdc01.SipTraffic.com] Policy
= Computer Configuration
! @ Sqftware Sett.lngs Select an item ko wiew its description. Marmne I
D findaws Settings Computer Configuration
S addiRemove Templates. .. o User Configuration
=] User Conf ==
All Tasks 3
Help
1 | | _’I Extended A Standard /

|Manage administrative templates |

Windows displays the Add/Remove Templates dialog.
12 Click Add.
Windows displays the Policy Templates dialog.
13 Browse to the location where you copied AAADSignalPort.ADM and select the file.
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‘T Group Policy Object Editor = [=]

File  Action iew Help

i T x |
PN Add/Remove Templates |

LCurrent Policy Templates:
Name | Size | Modified |
conf F9KE  25/03/20051 200 I

|_] inetres 1B91KE  17/02/2007 0319 |:°"“P°“9“t5
‘_] system Paolicy Templates
wmplayer
) wuiau Lok jr: I I AACCGroupPolicy j Q rCE-
205, I
Add.. Remove |
File name: IAAADSignaIPDrt.ADM j Dpen I J
o 1 o b Exl Files of bype: IPD"C}' Templates j ﬂl =
v
|

14 Click Open.
15 On the Add/Remove Templates click Close.
16 From the View menu, select Filtering.

17 Clear Only show policy settings that can be fully managed.

Filtering

:@ These options allow pou ta filker the Administrative T emplates
= policies.

[ Filter by Flequiremertts informatiori

Select the tems to be dizplayed:
At least Intermet Explorer B Service Pack 1 ﬂ
at least Internet Explorer +5.0
at least Internet Explorer vE.0 in ‘Windows 2003 Service P...
at least Intemet Explorer vB.0 in Windows 2003 Service P...
at least Internet Explorer v6.0 in Windows %P Service Pac...

At least Microsoft Windows 2000
=R S =l
Selectéll | | DesclectAl

[T Only shaw configured policy settings
[T Only show policy zettings that can be fully managed

oK Cancel

18 Click OK.
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19 Under Administrative Templates select the policy template you added, for example
SOFTWARE\Avaya\Avaya one-X Agent\Settings.

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

21 On the Setting tab, select Enabled.

22 Type 1 in the Signal Protocol box.

SignalProtocol Properties EH

Setting | Explain I

@ SignalProtocol

Mot Configured
* Enabled
¢ Disabled

SignalFrotocal =

Brevious Setting I et Setting |

Ok I Cancel | Apply

23 Click OK.
24 Exit the Group Policy Object Editor.

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

-End--
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Configuring Contact Center to Integrate with
Call Center Elite

To integrate Contact Center with Call Center Elite, you need to create agent templates
and agent profiles.

Avaya Aura® Agent Desktop supports voice contacts from Call Center Elite. Contact
Center agent profiles support the Call Center Elite agents’ voice configurations. Agent
profiles are dependent on generic agent templates.

The default template contains basic settings for all agents. All agent templates inherit
properties from the default template.

Assigning a template to an agent creates that particular agent’s profile. You can
customize profiles based on individual agent requirements (for example, Elite Login ID
and Password).

Templates inherit properties from their parent templates. Inheritance in templates
follows a tree structure. Agent Desktop supports up to five levels of inheritance from the
default template.

Before creating the template in Contact Center ensure that the Call Center Elite agents
and stations exist and are fully operational. Make a note of the agent and station settings
so that you can correctly create the templates and profiles in Contact Center.

Checking the Elite agent and station settings

Check that each agent that is to use the Contact Center Multimedia Complement exists
and is configured on Call Center Elite. Record information about the agent and their
station to ensure you can set up the Contact Center agent templates correctly.

Prerequisites

Procedure steps
Step Action

1 Access the Call Center Elite administrative tool.

2 Verify the agent exists by checking the agent record.
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220

172.18,70.200 - PUTTY
display agent-loginID 6305

nIh for IS

m

WARNING:

172.18.70.200 - PUTTY
display agent-loginID 6305

Page Z

Dire

m

3 Make a record of the agent’s Login ID and Password, for example 6305 and 1234.
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4 Note any other agent setting that is relevant to the way the agent handles voice
contacts, for example Auto Answer set to none.

5 Verify the agent’s station exists by checking the station record.

For this example, ensure that the IP Softphone prompt is setto Y so that the agent can
use the Agent Desktop softphone.
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172.18.70.200 - PuTTY o e ]

display station 6005 Page 1 of 5

172.18.70.200 - PUTTY [ =] =]
display station 6005 Page 2 of ey -

FEATURE
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172.18.70.200 - PuTTY o e ]
display station 6005 Page 3 of 5

ination

172.18.70.200 - PUTTY [ =] =]
display station 6005 Page 4 of ey -

DIALING
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£2 172.18.70.200 - PuTTY = | =]
display station 6005 Page 5 of 5
STATION

10: uui-info
11 vi—-di 77 ID:1

12:

6 From the station record the button assignments, which you must match in the Contact
Center agent profile: in this example the relevant buttons are aux-work, auto-in,
manual-in, after-call, release.

7 Record the reason codes normally used by the agents who are to use Agent Desktop.
You can associate these codes with Contact Center activity codes in the Contact
Center default agent template.
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172.18.70.200 - PuTTY =[]

display reason-code-names Fage Z of

L
3

8 Verify that the agent and station are fully operational in the Elite environment by logging
on the agent, placing a test call center voice call to their station, and checking the
operation of reason codes.

~End--

Configuring the default template with Reason Codes

Create reason codes mappings on the default template, to make them available to the
agent on Agent Desktop. This allows the agent to enter reason codes for both Contact
Center and Call Center Elite by making a single menu selection on Agent Desktop.

Procedure steps
Step Action

1 On the Contact Center server, start Internet Explorer.

2 In the Address box, type the CCMA URL in the format http://<Server name>, for
example http://CCCORESONE.

Press Enter.

4 In the main logon window, in the User ID box, type webadmin.
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In the Password box, type the password, for example nimdabew.
On the Launchpad, select Configuration.

From the Server menu, expand the CCMM server, for example CCElite_CCMM.

0 N o O

In the left pane, select Multimedia Templates.

lﬂ:'Contact Center - Manager - Configuration - Windows Internet Explorer

@?j - I A http://cccoresone/Configuration/Default.asp j @ 2| X I )’-/ Bing R
{I’ Favorites | {.5 € | Suggested Sites ~ @ | Web Slice Gallery ~
A\ Contact Center - Manager - Configuration | | ﬁ - - [ s§a - Page - Safety - Tools - @v

configuration Logged in user: webadmin | Logout

Download Status Launchpad Help
MM_Elite_CC_Single_Serv
cocoresone
CCElite_CCMM

B[N utimedia Templates]

Multimedia Templates

default 20,/10/2011 12:33:04

|

4 |

[ [ | | | [& . Trustedsites | Protected Made: OFF [75 « [®100% -~

9 In the right pane, select the default template.
10 Click Edit.
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(_ Contact Center - Manager - Configuration - Windows Internet Explorer

6-\—\:_; L IA http:/fcccoresone /ConfigurationDefault.asp j |E| |§| |z| I)Q Bing |va|

j:‘g Favorites | {5 € | Suggested Sites ~ @ | Web Slice Gallery ~

A\ Contact Center - Manager - Configuration | | ﬁ - - [ s§a - Page - Safety - Tools - @v
AVAyA configu ration Logged in user: webadmin | Logout
Launchpad
':l:|] coccoresone Template |default
) CCElite_CCMM

{7 Multimedia Templates Login - Telephony
T Use the information that was last used for
LISl S 5y e eessful registration

Phone Numbers [RGB I

LT ELT T I Password I

Rl WaGT S P Address I

Reason Codes I;;c::se IAgent - l

Place and
receive I WMy Computer vl
calls using

Login using I vl

= Allow agent to enter phone number

Changes will take effect at the time of login

Submit i’ Submit and Close ' Cancel

| |

[ [ [ [ [ [& [ mustedsites | Protected Mode: Off hov | mi0n -

11 Click Reason Codes.
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lﬂ:'Contact Center - Manager - Configuration - Windows Internet Explorer
@?} - I A http://cccoresone/Configuration/Default.asp j @ || % I )’-/ Bing P~

{‘3 Favorites | {5 € | Suggested Sites ~ @ | Web Slice Gallery ~

A\ Contact Center - Manager - Configuration | | ﬁ - - [ s§a - Page - Safety - Tools - @v

AVAyA configu ratio“ Logged in user: webadmin | Logout

Server Download Status Launchpad

[--{Z) MM_Elite_CC_Single_Serv
T coccoresone Template |default
=--{Z) CCElite_CCMM

[ 1] Multimedia Templates Login - Telephony  Lldacacdid|

Login - Agent [ YEART- IRy N I vl

Phone Numbers

MName MNumber Activity Code

Work Handling —

Screen Pops e ——————
MNew Group

Reason Codes

" Submit and Close|

| |

[ [ [ [ [ [& [ mustedsites | Protected Mode: Off hov | mi0n -

12 Click New code.

13 In the Name box, type a name for the Elite reason code as you want it to appear on
Agent Desktop, for example Elite_CoffeeBreak.

14 In the Code box, type the Elite Aux Work code that you are mapping to a Contact
Center reason code, for example 10.

15 From the Associated Activity Code list, select the Contact Center reason code that
you are associating with the Elite reason code, for example CoffeeBreak.

16 Click Submit.

When an agent wants to select a reason code for both Contact Center and Call Center
Elite they can select this Reason code mapping, and each system receives the
appropriate reason code and Aux Work code respectively.
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{_ Contact Center - Manager - Configuration - Windows Internet Explorer

G-\;—; L IA http://cccoresone/Configuration/Default.asp j |E| |£| |z| I)O Bing |P '|

{2 Favorites | {5 € | Suggested Sites ~ @ | Web Slice Gallery ~

A\ Contact Center - Manager - Configuration | | ﬁ - - [ @ - Page - Safety - Tools - @v

|

configu ratio“ Logged in user: webadmin | Logout

Status Launchpad

Template |default

Login - Telephony  LIELEEY ;I

Login - Agent [ YEART- IRy N I vl

Phone Numbers

MName MNumber Activity Code
Work Handling

root

Screen Pops

Reason Codes

MName Elte_CoffeeBreak
Sl

Associated
Activity | CoffeeBreak x|
Code

[T [ mstdstes [protecteavodei off [ 75 - [%00% -

17

18

Repeat step 12 to step 16 for each Call Center Elite Aux Work reason code and
matching Contact Center activity code you want to map.

From the Default Reason Code list, select a default code, for example
Elite_CoffeeBreak.
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lﬂ:'Contact Center - Manager - Configuration - Windows Internet Explorer

@F} - I A http://cccoresone/Configuration/Default.asp j @ 1l x I )’_, Bing e
i:‘j’ Favorites | {5 € | Suggested Sites ~ @ | Web Slice Gallery ~
A\ Contact Center - Manager - Configuration | | ﬁ - - [ s§a - Page - Safety - Tools - @v

AVAyA configu ratio“ Logged in user: webadmin | Logout

Download Status Launchpad Help
i) MM_Elite_CC_Single_Serv
*) ccooresone Template |EliteAgentTemplate
-|| CCElite_CCMM
(] Multimedia Templates Login - Telephony  [iaasedhd
Reazon codes can only be configured for the default template

Lagin - Agent
Default Reason Code

Elite_CoffeeBreak (10} +

ite: Bre;

2

Phone Numbers

Work Handling

Mumber Activity Code

Screen Pops

Reason Codes

" Submit and Close|

| |

[ [ [ [ [ [& [ mustedsites | Protected Mode: Off hov | mi0n -

19 Click Submit and Close.
--End--

Adding an agent template
Add an agent template to allow Agent Desktop to implement the correct Call Center Elite
agent and station settings when an Elite agent logs on.

Procedure steps
Step Action

1 From the Server menu, expand the CCMM server, for example CCElite_CCMM.
2 In the left pane, select Multimedia Templates.
3 In the right pane, select the default template.
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6:' Contact Center - Manager - Configuration - Windows Internet Explorer

6'\:_;.‘ - IA http://cccoresone/Configuration/Default.asp j | @ | |""|| A | I)’-/ Bing |P '|
i:‘f’ Favorites | {5 € | Suggested Sites ~ @ | Web Slice Gallery ~
A\ Contact Center - Manager - Configuration | | ﬁ - - [ s§a - Page - Safety - Tools - @v
AVAyA configu ratio“ Logged in user: webadmin | Logout
Server Download Status Launchpad Help
') MM_Elite_CC_Single_Serv o
T Multimedia Templates
5} CCElite_CCMM Name Modified Time
-------- B[N utimedia Templates]
default

20,/10/2011 12:33:04

“Expand ALY’

edilf] C

4

[ [ | | | [& . Trustedsites | Protected Made: OFF Chov | m00% -

4 Click the Add Child button.
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(_ Contact Center - Manager - Configuration - Windows Internet Explorer

6-\—\:_; L IA http:/fcccoresone /ConfigurationDefault.asp j |E| |§| |z| I)O Bing |va|

j:‘g Favorites | {5 € | Suggested Sites ~ @ | Web Slice Gallery ~

A\ Contact Center - Manager - Configuration | | ﬁ - - [ @ - Page - Safety - Tools - @v
AVAyA configu ratio“ Logged in user: webadmin | Logout
Server Download Status Launchpad Help
#--{iZ) MM_Elite_CC_Single_Serv
; cccoresone Template |new template
=--{iZ) CCElite_CCMM
] Muttimedia Templates Login - Telephony

Use the information that was last used for
successful registration

EHUENUUTHIE - Cxtension I

W Handling  [EEEEE I

Scrzzn Pops  IERGEIEES I
t=azor) Corlas I:'CEHEE m
ype
Place and
receive Il-l;r Computer vl
calls using

Login using I vl

= Allow agent to enter phone number
Changes will take effect at the time of login

Submit i’ Submit and Close ' Cancel

4 |

= [ [ [ T T [# [ Trustedsits | Protected Mode: OFf fa - [Rw00% - 4

5 In the Template box, type a descriptive name for the new template, for example
EliteAgentTemplate.
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(_ Contact Center - Manager - Configuration - Windows Internet Explorer
6-\—\:; - IA http: f/cccoresone Configuration/Default.asp j | @ | |""|| X | I)O Bing |p v|
j:‘g Favorites | {5 € | Suggested Sites ~ @ | Web Slice Gallery ~

A\ Contact Center - Manager - Configuration | | ﬁ - - [ @ - Page - Safety - Tools - @v

AVAyA configu ratio“ Logged in user: webadmin | Logout

Help

S 3 Use the information that was last used for
Login - Ag=n  FAaeeT) registration

EHUENUUTHIE - Cxtension I

W Handling  [EEEEE I

Scrzzn Pops  IERGEIEES I

ft=azor Corlas I:'CEHEE m
ype
Place and
receive Il-l;r Computer vl
calls using

Login using I vl

= Allow agent to enter phone number
Changes will take effect at the time of login

Submit i’ Submit and Close ' Cancel

4 |

= [ [ [ T T [# [ Trustedsits | Protected Mode: OFf fa - [Rw00% - 4

6 Click Submit to enable the default properties and unlock the template settings.
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lﬂ:'Contact Center - Manager - Configuration - Windows Internet Explorer

@:-:'IA http: /fcccoresone/Configuration/Default.asp j Bl 4] X I;: Bing 2

{3 Favorites | {.5 € | Suggested Sites ~ @ | Web Slice Gallery ~

AConmctCenher—Manager—Conﬁguration | | ﬁ - - [ s§a -~ Page ~ Safety - Tools - .@.v

AVAyA configu ration Logged in user: webadmin | Logout

Server Download Status Launchpad Help
MM_Elite_CC_Single_Serv
cocoresone Template |EliteAgentTemplate

iz} CCElite_CCMM

] Muttimedia Templates Login - Telephony

Use the information that was last used for

LISl S 5y e eessful registration

Phone Numbers [RGB I

Work Handling Password I

Screen Pop IP Address I
Heacon Codes el m
Type
Place and
receive I WMy Computer vl
calls using

Login using I vl

= Allow agent to enter phone number
Changes will take effect at the time of login

Template updated successfully

< |
Done [ [ | | | [& . Trustedsites | Protected Made: OFF [75 « [®100% -~
7 In the IP Address box, type the IP address of the Communication Manager on which
Call Center Elite is installed, for example 172.18.70.200.
8 From the License Type list, select the license type for this template, for example
Agent.
9 From the IP Address list, select My Computer. This means that agents using this

template by default use the softphone on Agent Desktop to receive calls from Elite.
10 Click Submit.
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lﬂ:'Contact Center - Manager - Configuration - Windows Internet Explorer

@?}' IA http://cccoresone/Configuration/Default.asp j @ || % I )’-/ Bing P~

{‘3 Favorites | {5 € | Suggested Sites ~ @ | Web Slice Gallery ~

A\ Contact Center - Manager - Configuration | | ﬁ - - [ s§a - Page - Safety - Tools - @v
AVAyA configu ratio“ Logged in user: webadmin | Logout
Server Download Status Launchpad Help
[#--{Z) MM_Elite_CC_Single_Serv
; cccoresone Template |EliteAgentTemplate
(i) CCElite_CCMM

-{Z]] Muttimedia Templates Login - Telephony

Use the information that was last used for

LOgin = SOEnt S e registration

Phone Numbers [RGB I

LT ELT T I Password I

Screen Pops L
5 gress |172.18.70.200 2
Reason Codes License
IAgent 'l
Type
Place and
receive
calls IMy Computer vl
using

Login

using E

= Allow agent to enter phone number
Changes will take effect at the time of login

Template updated successfully

" Submit and Close|
| | Bl

[ [ [ [ [ [& [ mustedsites | Protected Mode: Off hov | mi0n -

1" Click Login - Agent.
12 Select Enable ACD Login.

13 Select Automatically sign into the ACD server.
14 Click Submit.
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lﬂ:'Contact Center - Manager - Configuration - Windows Internet Explorer

@: L I A\ http://eccoresone/Configuration/Default.asp

{3 Favorites | {.5‘5 € | Suggested Sites ~ @ | Web Slice Gallery ~

A\ Contact Center - Manager - Configuration | |

AVAYA

Server
MM_Elite_CC_Single_Serv
cccoresone

= CCElite_CCMM

i Muttimedia Templates

Download Status

Configuration

Launchpad Help

Template |EIiteAgemTemplate

|| % I,: Bing polibs

A - Bl - 0 #= - Page - Safety- Tooks- @

Logged in user: webadmin | Logout

Login - Telephon: ¥ Enable e |
—A

CD Login

Login - Agent
Phone Mumbers matically @
sign into the
\Work Handiing [P Jr

Use the information that was last used for
successful ACD connection

Screen Pop

Reason Codes Agent I

Password I

Changes wil take effect at the time of login

" Submit and Close|

4 |
[ [ [ [ [ [& [ mustedsites | Protected Mode: Off [%a - [®w0% ~ 2

15 Click Work Handling.

16 Select Allow Follow-up. This allows an agent time to complete follow up actions after
a caller has disconnected. (Setting this makes the Elite voice call handling consistent
with the example Contact Center Call Presentation Class.

17 Select Timed Follow up.

18 In the Timer Period box, type the number of seconds to allow the agent complete
follow up activities, for example 30 seconds to match the example Contact Center Call
Presentation Class.

19 Click Submit.
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(_ Contact Center - Manager - Configuration - Windows Internet Explorer

6-\—\:_; - IA http://cccoresone/Configuration/Default.asp j |E| |§| |z| I)Q Bing
j:‘g Favorites | {5 € | Suggested Sites ~ @ | Web Slice Gallery ~

A\ Contact Center - Manager - Configuration | | ﬁ - - [ s§a - Page - Safety - Tools - @v

Configuration

Logged in user: webadmin | Logout

Work Completion of ACD Calls

Lagin - Agent e Auto-Complete
Phone Numbers & Alows Follow-Up
¥ Timed Follow-Up

Timer period |3EI-| seconds

[ Allow extending follow-up

Work Handling

Screen Pops

Reason Codes Work ltems

' Auto Answer

© Manual Answer

Template updated successfully

Submit i’ Submit and Close ' Cancel

| |

[T [ [ [ [l [ stedsies rotcndodesoF

hov | mi0n -

20 Click Submit and Close.
--End--
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Supervisor and Agent Configuration

Add a supervisor so that you can add agents to Contact Center. When you open Contact
Center Management from the CCMA launchpad, the Contact Center Management
window opens in Supervisors view. You can use this view to:

* quickly view the configured supervisors on each server in the system tree
» list the agents assigned to each supervisor
* immediately assign agents to supervisors (ad hoc assignments)

* quickly add many new supervisors by importing a comma-separated values (CSV)
file

Adding a supervisor
Complete this procedure to add a supervisor in Contact Center Management.

Procedure steps
Step Action

1 On the Contact Center server, start Internet Explorer.

2 In the Address box, type the CCMA URL in the format http://<Server name>, for
example http://CCCORESONE.

Press Enter.
4 In the main logon window, in the User ID box, type webadmin.

In the Password box, type the password, for example nimdabew.
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6:'Contact Center - Manager - Launch Pad - Windows Internet Explorer

@T—_: - IA http:/fcccoresone LaunchPad.asp j B+ X I)" Bing e
{3 Favorites | {.5 € | Suggested Sites ~ @ | Web Slice Gallery ~

A\ Contact Center - Manager - Launch Pad | | ﬁ - = [ @ - Page - Safety - Tools - @v

=l
AVAYA contact center - Manager About | Audit Trail | Logout

Launchpad

(@)  contact Center Management @  configuration
(@ Access and Partition Management (@ Scripting
(@ Real-Time Reporting (@ Emergency Help
(@ Historical Reporting (@ Outbound
(@ Call Recording and Quality Monitoring (@ Multimedia
Done [ [ [ | | | [& . Trustedsites | Protected Made: OFF [“5 + [ % 100% 'LA|

6 On the Launchpad, select Contact Center Management.
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(_.;'Contact Center - Manager - Contact Center Management - Windows Internet Explorer
@:.: - IA http://cccoresone/Com/f j @ || % I; < Bing polihs

5':\3 Favorites | g:;,‘ € | Suggested Sites ~ @ | Web Slice Gallery ~

AConmctCenter—Manager—ComactCenter Managem...l | & < E - B @ -~ Page - Safety ~ Tools - 'le

AVAYA Contact Center Management Logged in user: webadmin | Logout

View/Edit Add Status Launchpad Help

(C: MM_Elte_CC_Single_Serv
Contact Center Management
» Click a server name to log on to the server and manage users.

» Choose from the options in the View/Edit menu to load supenisors, agents,
skillsets, or assignments. Then, log on to the desired server to manage this

data.

» To add a user, log on to the desired server. Then, choose from the options in

the Add menu to add new agents, supernvisors, and supervisor/agents.

1 | 2
[pane [ [ [ | | | [& . Trustedsites | Protected Made: OFF [ « [®1o0m - 4
7 In the left pane, select the Contact Center Manager Server to which you want to add
the supervisor, for example MM_Elite_CC_Single_Server.
8 From the Add menu, select Supervisor.
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K:‘—'Contact Center - Manager - Contact Center Management - Windows Internet Explorer
@:.: - IA http://cccoresone/Com/f j @ || % I; < Bing polihs

S“':\? Favorites | g:;,‘ € | Suggested Sites ~ @ | Web Slice Gallery ~

A\ Contact Center - Manager - Contact Center Managem...l | i ~ B - ] o=h - Page - Safety - Tooks - @~

Contact Center Manageme“t Logged in user: webadmin | Logout

View/Edit Add Status Launchpad Help

Supervisor/Agent

tact Center Management

Many Users

» Click a server name to log on to the server and manage users.

» Choose from the options in the View/Edit menu to load supenisors, agents,
skillsets, or assignments. Then, log on to the desired server to manage this

data.

» To add a user, log on to the desired server. Then, choose from the options in

the Add menu to add new agents, supernvisors, and supervisor/agents.

1 | 2
[pane [ [ [ | | | [& . Trustedsites | Protected Made: OFF [ « [®1o0m - 4

9 In the right pane, in the First Name box, type the supervisor’s first name, for example
John.

10 In the Last Name box, type the supervisor’s last name, for example Doe.

11 In the Title box, type the supervisor’s title, for example Mr..

12 In the Department box, type the supervisor’'s department, for example E-mail
Support.

13 In the Login ID box, type a login ID for the supervisor, for example 1001. For

supervisors in a Multimedia Complement solution, this value is arbitrary, but it must be
unique within this Contact Center. (Supervisors do not log on to stations or the Agent
Desktop.)
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6:'Contact Center - Manager - Contact Center Management - Windows Internet Explorer

@\;—: - IA http://cccoresone Com/ j B

B * || K I,: Bing polihs
5':3 Favorites | ié € | Suggested Sites ~ @ | Web Slice Gallery ~

A\ Contact Center - Manager - Contact Center Managem... | |

AVAYA Contact Center Management Logged in user: webadmin | Logout

ew/Edit Add Status Launchpad Help
[=--[_] CCM Servers (Supervisors

B @ MM_Elite_CC_Single_Serv  New Supervisor Details: John Doe Server: MM_Elite_CC_Sinagle_Server
ﬁ) Default Supervisor

¥ User Details

- Bl - ) o= - Page - Safety - Tooks~ @+

First Name: * IJohn

User Type: lm

Last Mame: *IDoe Login ID: *I‘ID'D‘I
Title: M. Woice URE [sin: @

Department: |E—mail Support] Account Type:

Language: IEninsh 'I [ Create CCT Agent

Comment: ﬂ CCMA Login Account Details @
- User Mame:
Password:
Clear | Submit Create Mew Create Many
|Done l_l_l_l_l_l_’@| . Trusted sites | Protected Mode: Off sy - | * 100% - 4
14 Click Submit to save the new supervisor profile.
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(_.:'Contact Center - Manager - Contact Center Management - Windows Internet Explorer

@:_: - IA http://cccoresone Com/ j B

B * || K I,: Bing polihs
5':‘? Favorites | g:;,‘ € | Suggested Sites ~ @ | Web Slice Gallery ~

A\ Contact Center - Manager - Contact Center Managem... | |

AVAYA Contact Center Management Logged in user: webadmin | Logout

View/Edit Add Status Launchpad Help

- Bl - ) o= - Page - Safety - Tooks~ @+

=-4) MM_Elte_CC_Single_Serv
Default Supervizor

Supervisor Details: John Doe
g-lﬂhn Doe w User Details

Server: MM_Elite_CC_Single_Server

First Name: * IJohn

User Type: I Supervisor - I
Login ID: * I‘I[H]‘I

‘oice URI Isip: @
Department: |E—mail Support Account Type:

Language: IEninsh 'I [ Create CCT Agent

Last Mame: * IDoe

Title: IMr.

Comment: ﬂ CCMA Login Account Details @
- User Mame:
Password:
Clearl Subm'rtl Create Mew | Create Many |
all| | ]

#) User details successfully saved.

|Done

[ [ [ | | | [& . Trustedsites | Protected Made: OFF Vaov w00 -

~End--

Adding an agent

Complete this procedure to add an agent in Contact Center Management.

Procedure steps
Step Action

1 From the Add menu, select Agent.
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(_.;'Contact Center - Manager - Contact Center Management - Windows Internet Explorer
@:.: - IA http://cccoresone/Com/f j @ || % I; < Bing polihs

5':\3 Favorites | g:;,‘ € | Suggested Sites ~ @ | Web Slice Gallery ~

A\ Contact Center - Manager - Contact Center Managem...l | i ~ B - ] o=h - Page - Safety - Tooks - @~

Contact Center Manageme“t Logged in user: webadmin | Logout

View/Edit Add Status Launchpad Help

Supervisor
Add Agent
Supervisor/Agent

Contact Center Management

Many Users
» Click a server name to log on to the server and manage users.
» Choose from the options in the View/Edit menu to load supenisors, agents,

skillsets, or assignments. Then, log on to the desired server to manage this

data.

» To add a user, log on to the desired server. Then, choose from the options in

the Add menu to add new agents, supernvisors, and supervisor/agents.

1 | 2
[pane [ [ [ | | | [& . Trustedsites | Protected Made: OFF [ « [®1o0m - 4
2 In the Title box, type the agent’s title, for example Mr..
In the Department box, type the agent’s department, for example E-mail Support.
4 In the Login ID box, type a login ID for the agent, for example 2001. For agents in a

Multimedia Complement solution, this value is arbitrary, but it must be unique within
this Contact Center.

5 Select Enable CTI for this agent.
Select Create CCT Agent.
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6:'Contact Center - Manager - Contact Center Management - Windows Internet Explorer

@; - IA http:/fcccoresone fComf j B+ X I)f Bing ol

5':3 Favorites | ié € | Suggested Sites ~ @ | Web Slice Gallery ~

A\ Contact Center - Manager - Contact Center Managem...l | i - - [ f= - Page - Safety - Took- @-
Contact Center Management Logged in user: webadmin | Logout
Stati Launchpad Help
=--(_] CCM Servers (Supervisors =
=) MM_Eite_CC_Single_Serv  pew Agent Details: Joe Bloggs Server: MM_Elite_CC_Sinagle_Server
Default Supervizor
John Doe ¥ User Details
First Name: User Type: Agent -
Last Name: Login ID: * IZCH]‘I
Title: |Mr. Woice URL |5ip: @
Department. [Email Support ¥ Enable CTI for this agent
Language: I English - l ccount Type: b

Create CCT Agent

Comment: I ﬂ

CCT Agent Login Details @

Dromain
User Name:

b Associate User Account j

Clearl Subm'rtl Create Mew | Create Many |

all | 2]

|Done l_l_l_l_l_l_’@| . Trusted sites | Protected Mode: Off sy - | * 100% - 4

7 Click Associate User Account.
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Z','("'Contact Center - Manager - Contact Center Management - Windows Internet Explorer

@’—“ - IA http:/fcccoresone /Com)/ j B[l I/‘.; Bing o
f\f Favorites | i::?) £ | Suggested Sites ~ & | Web Slice Gallery =

| % v B - ) m® v Page~ Safety+ Took- @~

A Contact Center - Manager - Contact Center Managem. .. |

AVAYA Contact Center Management togged in user: webadmin | Logout

View/Edit Add Status Launchpad Help
CM Servers (Supervisors)
_Elite_CC_Single_Server

g Default Supervisor Domain
[--4p John Doe User Name:

CCT Agent Login Details @

¥ Associate User Account

- i~ Search local operating system { Search local security server (* Search domain user:

Domain Details Domain Account

Domain Name ||

{* Anonymous Bind

= Specify Domain Account

Search all user accounts where:

ILast Name vl starts with I and includes Iall users ‘I

1 1 hd
4| | B

Clearl Subm'rtl Create New I Create Many I

Done l_l_l_l_l_l_’@| ./ Trusted sites | Protected Mode: Off "’:\_'l H100% v

8 Under Associate User Account, select Search domain users.

9 In the Domain Name box, type the domain for the agent’s domain user account, for
example siptraffic.com.

10 Select Specify domain account.

1 In the User ID (Domain\User ID) box, type the Avaya Aura® CC installer domain user
account, in the form domain\user ID, for example siptrafficlAACClInstaller.

12 In the Password box, type the Avaya Au ra® CC installer domain user password, for
example AACCpass1.

13 Under Search all user accounts where, from the list, select a criterion to search on,

for example User ID.

14 In the starts with box, type the start or all of the domain user account criterion, for
example ccagentone.
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(.:'Contact Center - Manager - Contact Center Management - Windows Internet Explorer

@:‘—: hd IA http:/fcccoresone/Com/

f‘? Favorites | fép‘ € | Suggested Sites ~ @ | Web Slice Gallery ~

ﬂ @ 2| % I;f Bing

A\ Contact Center - Manager - Contact Center Managem. .. | |

3 - Bl - 0 = - Page - Safety -
AVAYA Contact Center Management

View /Edit Add Status Launchpad Help

Logged in user: webadn

— w Associate User Account
=--(E) MW_Elte_CC_Single_Server

g Default Supervisor - {* Search local operating system {~ Search local security server (% Search domain users
John Doe

Domain Details

Domain A nt

Domain Name |sipt|aﬁic.com

User ID (Domain\User ID}

siptraffic\AACCinstaller
Password
' Anonymous Bind

I~ Use Secure Connection
{* Specify Domain Account

Server IP (or DNS

Port Number

Search all user accounts where:

IUserID 'l starts with Iccagentone| and includes IaII users vl

Search[:! List All |
| User Name

Last Name (0) First HName Search for available users

Description

w Agent Information

1]

Clearl Submi‘tl Create New Create Many I

15 Click Search.

Contact Center retrieves the list of agents matching the search criteria from the
domain.
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(.:'Contact Center - Manager - Contact Center Management - Windows Internet Explorer
@\:_: - IA http://cocoresone, Com/

j || K I;' Bing
{3 Favorites | {.5 € | Suggested Sites ~ @ | Web Slice Gallery ~

A\ Contact Center - Manager - Contact Center Managem. .. | |

AVAYA

View /Edit Add Status Launchpad

9 - B - [ o= - Page - Safety -
Contact Center Management
Help

Logged in user: webadn
w Associate User Account

Default Supervisor

- {* Search local operating system (" Search local security server (% Search domain users
John Doe

Domain Details

Domain A nt

Domain Name |sipt|aﬁic.c:om

User ID (Domain\User ID)
Password

siptraffic\AACCinstaller

' Anonymous Bind
{* Specify Domain Account

I~ Use Secure Connection

Serwer IP (or DNS
Port Number
Search all user accounts where:
I User D - I starts with Ic:c:agentone and includes IaII users - I
User Name Last Hame (1) First Name Status Description
" CCAgentOne CCAgentane | ccagentone | Available -
@ The account specified here will be used by the SupervisoriAgent to login to CCMA.
4]
Clear | Submit | Create New | Create Mary I

16 Select the domain user for this agent, for example CCAgentOne.
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(.;'Contact Center - Manager - Contact Center Management - Windows Internet Explorer

@: = IA http:/fcocoresone /Com)/ j Bl |+ || X I)’ Bing
{‘? Favorites | {.5 € | Suggested Sites ~ @ | Web Slice Gallery ~

A\ Contact Center - Manager - Contact Center Managem...l | 5 - Bl - 0 f= - Page - Safety -

AVAYA Contact Center Management Logged in user: webadm

View /Edit Add Status Launchpad

Help

=--E) MM_Elts_CC_Single_Server - {* Search local operating system {" Search local security server ¥ Search domain users
ﬁ Default Supervisor
TS Domain Details Domain Account
Domain Name |5ipt|aﬁic_com User ID (Domain\User ID)  |siptraffic\AACCinstaller
Password oy

¢ Anonymous Bind
{+ Specify Domain Account

I~ Use Secure Connection

Server IP (or DNS

Port Number

Search all user accounts where:

IUserID vl starts with Iccagentone and includes IaII users vl
Search | List All |

User Name Last Hame (1) First Name Status Description
{* CCAgentOne CCAgentOne | CCAgentOne | Available Wi

@ The account specified here will be used by the SupervisoriAgent to login to CCMA.

41

Clearl Submi‘tl Create New | Create Mary I

17 Click Agent Information.

18 From the Primary Supervisor list, select the supervisor for this agent, for example
John Doe.
19 From the Call Presentation Class list, select a call presentation class for this user, for

example Email_CPC.

20 Accept the default Threshold.
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(?(ontact Center - Manager - Contact Center Management - Windows Internet Explorer
@;—: - IA hittp: //cccoresone,/Com/ j Gl 49 || % I/C, Bing o

{\f Favorites | {:‘5 £ | Suggested Sites ~ & | Web Slice Gallery =
| ﬁvv J@v Page ~ Safety - ng|g-.@.v

A Contact Center - Manager - Contact Center Managem... |

AVAyA Contact Center Management togged in user: webadmin | Logout

View/Edit Add Status Launchpad Help
-

=] CCM Servers (Supervisors) Password T

B- @ WMM_Elite_CC_Single_Server ' Anonymous Bind [ Use Secure Connection
+ g Defaultt Supervisor (¥ Specify Domain Account Server IP for DNS |
John Doe Port Number I

Search all user accounts where:

IUser D i l starts with ICCEQEMOHE and includes Ia" users i l
Search | List All |

User Hame Last Name (1) First Name Status Description
(¥ CCAgentOne CCAgentOne CCAgentOne |Available Wi
@ The account specified here will be used by the Supervisor/Agent to login to CCMA.

w Agent Information

Primary Supervisor: * IJohn Doe - I Call Presentation IEmaiI_CF‘C 'I

Agent Template J63

Login Status Logged Out Threshold:

et I _'ILI

Clearl Subm'rtl Create New Create Many I

|

[ [ [ [ [fe . Trustedsites | Protected Mode: OFF 5 [ mwm -y

Done

21 Click Contact Types.
22 Select EMail.
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ﬂ:' Contact Center - Manager - Contact Center Management - Windows Internet Explorer

@;__: " IA hittp: //cccoresone, Com/ j W] X I/:’ Bing 2l
f;? Favorites | if:‘g £ | Suggested Sites ~ | Web Slice Gallery ~

AComact Center - Manager - Contact Center Managem... | | ﬁ = =[] Qé; + Page » Safety ~ Tools = @lv

AVAyA Contact Center Management Logged in user: webadmin | Logout

Status Launchpad Help
=--[_] CCM Servers (Supervisors)
MM_Eite_CC_Single_Server

Default Supervisor Primary Supervisor: * |John Doe = [ Call Presentation: IEmaiI_CPC vl
John Doe
Login Status. Logged Out Threshold: IAgent_TempIate vl

w Contact Types

* Agent Information

Contact Type ¥

EMail

|»

Fax

U]

Openl

Scanned_Document

SNS

e e e VAR

b Skillsets

» Paritinns >
< | E

Clearl Subm'rtl Create New Create Many I

& Warning: This agent must now be logged in via CCT

|Done ’_l_ l_ ’_l_ l_ ’%l ./ Trusted sites | Protected Mode: Off ¥g - | *F 100% - A

23 Click Skillsets.
24 Click Assign Skillsets.
25 Click List All.
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(_.:' Contact Center - Manager - Contact Center Management - Windows Internet Explorer

@:\_, " IA http://cccoresone Com/ j W] X I/:’ Bing 2l
ﬁ Favorites | {.‘5, £ | Suggested Sites ~ | Web Slice Gallery ~

AComact Center - Manager - Contact Center Managem... | | ﬁ = v [ Qé; + Page » Safety ~ Tools = @lv

AVAYA Contact Center Management Logged in user: webadmin | Logout

View/Edit Add Status Launchpad Help
(= D CCM Servers (Supervisors) -

E-4Z) MM_Elte_CC_Single_Server v Assian Skillsets
Default Supervizor

John Doe Show all skillsets on server MM_Elite_CC_Single_Server where:

Skillset name [cortaine =] |l

Search | List All |
Skillset Hame (11) ~ Contact Type Priority
EM_Default_Skillset EMail Unassigned ;I =l
EM_DemoSkilset EMail Unassigned ;I
EM_EM_Support EMail Unassigned ;I
FX_Default_Skillset Fax Unassi nad;l
IM_Default_Skilsat M B
00_Default_Skillzet OpenQ Unas nad;l
SD_Default_Skillzet Scanned_Document |_|naeeignad;| j
b Partitions
-
| | E

Clearl Submit I Create New Create Many

Done ’_l_ l_ ’_l_ l_ ’%l ./ Trusted sites | Protected Mode: Off ¥g - | *F 100% - v

26 For an E-mail skillset, from the Priority list, select the priority of this skillset for the
agent, to assign this agent to that skillset. For example for EM_EM_Support, select 1.
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ﬂ:' Contact Center - Manager - Contact Center Management - Windows Internet Explorer

@;__: " IA hittp: //cccoresone, Com/ j W] X I/:’ Bing 2l
f;? Favorites | if:‘g £ | Suggested Sites ~ | Web Slice Gallery ~

AComact Center - Manager - Contact Center Managem... | | ﬁ = =[] Qé; + Page » Safety ~ Tools = @lv

AVAYA Contact Center Management Logged in user: webadmin | Logout

View/Edit Add Status Launchpad Help
CCM Servers (Supervisors) -
{2} MM_Elite_CC_Single_Server

¥ Assign Skillsets
g Default Supervisor
John Doe Show all skillsets on server MM_Elite_CC_Single_Server where:

Skilset name [contains ~] |

Search | List All |

Skillset Hame (11) ~ Contact Type Priority
EM_Default_Skillset EMail Unassigned ;I =l
EM_DemoSkilset EMail Unassigned ;I
EM_EM_Support EMail I vI
FX_Default_Skillset Fax '.haeeignad;l
IM_Default_Skilset M '.haeeignad;l
00_Default_Skillzet OpenQ |_|naeeignad;|
SD_Default_Skillzet Scanned_Document Unaeeignad;l j
b Partitions
-
| | E

Clearl Submit I Create New Create Many

Done ’_l_ l_ ’_l_ l_ ’%l ./ Trusted sites | Protected Mode: Off ¥g - | *F 100% - A

27 Click Submit to save your changes.
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ﬁ'(ontact Center - Manager - Contact Center Management - Windows Internet Explorer 1A= E3
@: - IA hittp://cccoresone,Com/ j G [ #4|| % I)'; Birg ol
.7 Favarites | 5% & Suggested Sites = & | Web Slice Gallery ~
A\ Contact Center -Manager - Contact Center Managem... | | f‘} [ - ] = v Page - Safety~ Tools - @"
A\/A\\M\ Contact Center Management Logged in user: webadmin | Logout
View/Edit Add Status Launchpad Help
=1 CCM Servers (Supervisors) -

=--4) MM_Elite_CC_Single_Server
Default Supervisor

T * Assign Skillsets
g John Doe Show all skillsets on server MM_Elite_CC_Single_Server where:

Skillset name [contains =] |

Search | List Al |
Skillset Hame (11) ~ Contact Type Priority
EM_Default_Skillset EMail Unassigned ;I =l
EM_DemoSkilset EMail Unassigned ;I
EM_EM_Support EMail
FX_Default_Skillset Fax
IN_Defauli_Skilset [0}
0Q_Default_Skillset OpenQ
SD_Default_Skillset Scanned_Document

» Partitions

| | »

Clear | Submit Create New Create Many

Done ’_l_ l_ ’_l_ l_ ’@l . Trusted sites | Protected Mode: Off g - |  100% - v

~End--

Adding an agent profile
Assigning a template to an agent creates that agent’s profile. You can customize agent

profiles based on individual agent requirements, and the changes made to a profile are
specific to an agent.

You can assign multiple profiles to agents and then select a preferred profile for an
agent. By default the agent logs on to the Agent Desktop using the preferred profile,
although they can select a different profile when they log on.

Procedure steps
Step Action

1 In the left pane, expand the Contact Center Manager Server server that contains the
agent to whom you want to assign the profile, for example
MM_Elite_CC_Single_Server.
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2 In the left pane, right-click the agent and select Manage Agent Profiles.

The Agent Profiles page appears in the right pane.

Zf'Contact Center - Manager - Contact Center Management - Windows Internet Explorer
@\’-: - IA hittp:/fcocoresone (Com/ j @ *2l| X I; < Bing P

fz Favorites | {.5 € | Suggested Sites = € | Web Slice Gallery ~

AComact Center -Manager - Contact Center Managem... | | F} &2 E - [ mm - Page - Safety~ Tools ~ @lv

AVAyA Contact Center Management togged in user: webadmin | Logout

View/Edit Add Status Launchpad Help
-] CCM Servers (Supervisors)
[=-{)) MM_Elite_CC_Single_Server

Default Supervisor
=42 John Doe
----- &' [ _ Contact Center Management
View Agent Details
Delete Agent

Copy Agent Properties

e Click a server name to log on to the server and manage users.
Add Many Users

Bulk Assign Profiles + Choose from the options in the View/Edit menu to load supenisors, agents, skillsets,

or assignments. Then, log on to the desired server to manage this data.

« To add a user, log on to the desired server. Then, choose from the options in the Add

menu to add new agents, supenvisors, and supervisor/agents.

|Dcne l_ ’_l_ l_ l_ ’_@l ./ Trusted sites | Protected Mode: Off ¥g T | * 100% - v

3 Under Multimedia Templates, beside the profile that you want to assign to the agent,
for example EliteAgentTemplate,
4 Click the Add link.
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(.:'Contact Center - Manager - Contact Center Management - Windows Internet Explorer
@;‘: = IA http:/fcccoresone/Com/ j ||+ || X I;, Bing

f‘? Favorites | {.5 € | Suggested Sites ~ @ | Web Slice Gallery ~

A\ Contact Center - Manager - Contact Center Managem...l | - - [ pm - Page - Safety -

AVAyA Contact Center Management Loggad in user: webadm

View/Edit Add Status Launchpad Help

=-{E) MM_Elite_CC_Single_Server Agent Profiles: CCAgentOne CCAgentOne Server: MM_Elite_CC_Sing}
] Default Supervisor
(=i John Doe  Manage Agent Profiles
----- SNECCAgentOne CCA,
Multimedia Templates Agent Profiles Preferred
Elite.AgeniTemplate Add default [l Remove

i | ©

|Done l_ l_ l_ l_ l_ l_ '% | ./ Trusted sites | Protected Mode: OFf ’V’:{i—‘ |—

5 Click Submit.

NN44400-804 Contact Center Multimedia Complement Deployment Guide 06 April 2012 257



Supervisor and Agent Configuration

(.;'Contact Center - Manager - Contact Center Management - Windows Internet Explorer

@\‘_—: - IA http: //cccoresone Cem j B |44 | I)ﬁ, Bing o~
{\‘f Favorites | i;";; £ | Suggested Sites ~ @ | Web Slice Gallery ~
J\ Contact Center -Manager - Contact Center Managem... | | @ - - [ @ - Page - Safety ~ Tools - l@l'

AVAyA Contact Center Management Legged in user: webadmin | Logout

View/Edit Add Status Launchpad Help
=--[_1CCM Servers (Supervisors)

=-4E) MM_Eite_CC_Single_Server  pgent Profiles: CCAgentOne CCAgentOne Server: MM_Elite_CC_Single_Server

= John Doe [ Manage Agent Profiles

B Default Supervizsor
Bl
g CCAgentOne CCA,

Multimedia Templates Agent Profiles Preferred
There are no templates available for selection. default I Remove
EliteAgentTemplate e Remove

s

=

|Done l_ ’_l_ l_ l_ ’_@l ./ Trusted sites | Protected Mode: Off ¥a - | *100% - v

6 Under Agent Profiles, choose the Preferred profile, for example
EliteAgentTemplate. The agent uses this profile when logging on to the Agent
Desktop.
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ﬁ'Contact Center - Manager - Contact Center Management - Windows Internet Explorer
¢ fCam/ Eg ||+ "} Bing
@:‘/ - IA tp:/cocoresone Com) j e alie I) Bing

f‘? Favorites | {.5 € | Suggested Sites ~ @ | Web Slice Gallery ~

A\ Contact Center - Manager - Contact Center Managem...l | 5 v B v [ = - Page~ Safety -

AVAy Contact Center Management Loggad in user: webadm

View/Edit Add Status Launchpad Help

= [:ICCM Servers (Supervisors)
B C MM _Eite_CC_Single_Server Multimedia Templates Agent Profiles Preferred
Default Supervisor
E| John Doe There are no templates available for selection. default i Remowe
""" &' Eilimmnloi EliteAgentTemplate o Remove
< | | Submit I Manage Templates |
& The agent profiles were successfully updated.
|Done ’_l_l_l_l_l_’%| ./ Trusted sites | Protected Mode: OFf ¥a - |—
7 Under Agent Profiles, click the link for the new agent profile, for example
EliteAgentTemplate.
8 In the Extension box, type the Communication Manager station extension that this

agent uses for their voice calls, for example 6005.

9 In the Password box, type the password for the Communication Manager extension
that this agent uses for their voice calls, for example 12345678.

10 Verify that the Communication Manager IP address is correct in the IP address box,
for example 172.18.70.200

1" Verify that the License Type selection is Agent.
12 Click Submit.
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6:'Contact Center - Manager - Contact Center Management - Windows Internet Explorer

@:’ = IA http://cccoresone /Com/ j B |9 || | T Bing

i} Favorites | {5 € | Suggested Sites ~ @ | Web Slice Gallery ~

A\ Contact Center - Manager - Contact Center Managem...l | ﬁ - + [ QQA - Page - Safety -

AVAyA Contact Center Management Loggad in user: webadm

View/Edit Add Status Launchpad Help

E@ MM_Elite_CC_Single_Server Profile based on template 'EliteAgentTemplate’

‘Iljehfautl't SLIERED Legin - Telephony
- - o xn oe = Use the information that was last used for
""" 4 CCAgentOne CCAl WLt LU o) s ful registration
Phone Numbers  [3LENELT] IEI[]U ] 2
Work Handling  [EEENIG] I........ 2
Screen Pops
P Address  [172.18.70.200
Reason Codes
License Type IAgent 'l
Place and
receive calls IMy Computer vl
uging
Login using I VI
= Allow agent to enter phone number
Changes will take effect at the time of login
Submit and Close|
| | ©

& The agent profiles were successfully updated.

| ’_l_l_l_l_l_’%|,*TrushedsiheslProtechedMode:OFF 'V’:{i—'r

13 Click Login - Agent

14 In the Agent box, type the Call Center Elite log on ID for this agent, for example 6305.
15 In the Password box, the Call Center Elite log on ID for this agent, for example 1234.
16 Click Submit.
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6:'Contact Center - Manager - Contact Center Management - Windows Internet Explorer

Y I’ ] [+ = -
@t; b IA http:/fcocoresone (Cem/ j il s N P29 I,v Bing P
ﬁ Favorites | 5:5 € | Suggested Sites ~ @ | Web Slice Gallery =

)\ Contact Center - Manager - Contact Center Managem. .. | | - - [ o=y - Page - Safety ~ Toos~ @~

AVAyA Contact Center Management Logged in user: webadmin | Logout

View/Edit Add Status Launchpad Help

=--[_1] CCM Servers (Supervisors) N . o
E@ MM_Elite_CC_Single_Server Profile based on EliteAgentT

Default Supervisor -
i Lagin - Telephon; I3 i
Eg John Doe 9 (il Enable ACD Login

s CCAgentOne CCA Legin - Agent v Automatically sign
into the ACD server

A Use the information that was last used for successful ACD

Work Handling connection

Agent 6305
Screen Pops gen 2
Password Ty b |
Reason Codes

Changes will take effect at the time of login

Profile updated successfully

" Submit and Close|

E—— T

# The agent profiles were successfully updated.

[T [ [ | [fg [ Trusted sites | Protected Mode: OFF [a - [®w0% - 4

17 Click Submit and Close.

18 Under Agent Profiles, beside the default profile, click the Remove link. This removes
the default profile from the agent, so they cannot use it when logging on to Agent
Desktop.
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gf'Contact Center - Manager - Contact Center Management - Windows Internet Explorer

@;—: - IA http://cccoresone /Com/

j @ ‘f A I;' Bing
{3 Favorites | i;";; £ | Suggested Sites ~ @ | Web Slice Gallery ~

A Contact Center - Manager - Contact Center Managem... | |

AVAYA

Contact Center Management

View/Edit  Add

Status Launchpad Help

EI[:I CCM Servers (Supervisors) [ Manage Agent Profiles
B4} MM_Elite_CC_Single_Server
- g Default Supervisor Multimedia Templates Agent Profiles Preferred
Bl John Doe
default Add i
- . £00 eAgentTemplate = Lty
& CCAgentOne COA Elite AgentTemplate o Remove
B [ ey ————
|Done

M v B - (] o= - Page~ Safety - Tools - @@

Logged in user: webadmin | Logout

l_ l_ l_ l_ l_ ’_ '@ | ./ Trusted sites | Protected Mode: Off

a v Mm% -

19 Click Submit.

-End--
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Agent Desktop client software installation

This chapter describes how to install the Agent Desktop client software on a client
computer in your contact center. 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.

Attention: If you plan to implement High Availability (HA) with a standby Contact
Center server, install the minimum number of Agent Desktop clients required to test the
solution. When you configure HA, client computers already installed require a reinstall
of Agent Desktop to reference the managed IP address of the HA solution.

You install the Agent Desktop client application on a client computer by accessing an
install program at a Web location on the Contact Center server.

Prerequisites for Agent Desktop client software installation

* 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.

Modifying the agent settings in CCMM Administration client

Review the global Agent Desktop settings in CCMM Administration client, and change
any settings required to customize your contact center. It is critical to set the switch type
in the Advanced Settings to ensure that agents can log on to Call Center Elite when they
launch Agent Desktop.

Procedure steps
Step Action

1 On the CCMA Launchpad, click Multimedia.

2 In the left column, select the CCMM server on which you want to configure skillsets, for
example CCElite_CCMM.

In the right pane, click Launch Multimedia Client.
On any pop-up dialogs that appear, click Run.

In the left pane, select Agent Desktop Configuration.
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% CCMM Administration

AVAYA

=] Agent Desktop Configuration
4 General Settings
& Resources
3§ Default Closed Reasons
I3# Screen Pop Settings
3§ User Settings

E-mail

Web Comms

M

Voice Mail

Fax

Scanned Documents

Text Messaging (SMS)

Modify the agent desktop settings to match the requirements for your contact center.

For example:

— Change the Callback Time:Maximum Time to 2 to set the maximum number of days

the system waits before re-offering a Pending contact to the agent.

— Change the Attachment Upload Size:Maximum Size to 1024 to allow agents to

send attachments up to 1 Mb in size in their e-mail responses.

Agent Desktop General Settings

r Maximum Open Duration

Open Duration:

| 0 Hour(s)
| 20 Minute(s)

- Callback Time

Minimum Time: Minute(s)

Maximum Time:

- Callback Trunk Access

Trunk Access Code:

—

~ Attachment Upload Size

| 1024 KBs

Maximum Size:

- New Contact Presentation

- Logoff Terminal State

[¥ Bring to front ¥ Audible Alert ™ Give focus @ 1dle
~ Agent Skillset Partitioning - Hot Desking

 Enable Partitioning & Disable Partitioning [ Enabled ™ Prompt for workstation
~ Web Statistics ~Web Reporting

= Enabled € Disabled € Enabled

Agent Deskiop Configuration

General Administration

User: webadmin | Server Time: 11:06 | Status:

oz ] |

J[ e J[re ]

7
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AVAYA

=] Agent Desktop Configuration
B Coners S |
& Resources
3§ Default Closed Reasons
I3# Screen Pop Settings
3§ User Settings

Agent Desktop General Settings

r Maximum Open Duration

Open Duration:

| 0 Hour(s)
| 20 Minute(s)

Agent Desktop client software installation

&

- Callback Time
Minimum Time:

Maximum Time:

| 60 Minute(s)
| 3 Day(s)

- Callback Trunk Access

Trunk Access Code:

—

~ Attachment Upload Size

Maximum Size:

I 1024 KBs

(1MB=1024KE)

- New Contact Presentation

- Logoff Terminal State

General Administration

User: webadmin | Server Time: 16:00 | Status:

[¥ Bring to front ¥ Audible Alert ™ Give focus @ 1dle C Busy
E-mail ~ Agent Skillset Partitioning - Hot Desking
Web Comi
e  Enable Partitioning & Disable Partitioning [ Enabled ™ Prompt for workstation
™
Voice Mail
~ Web Statistics ~Web Reporting
Fax
Scanned Documents  Enabled  Disabled € Enabled  Disabled
Text Messaging (SMS)
Agent Desktop Configuration m.k Save Cancel

8

On the Advanced Settings window, from the Switch Type list, select the release of
the Communication Manager PABX that hosts Call Center Elite, for example Sip
Avaya Aura 5.2.
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CMM Administration

Advanced Settings “&E
AVAyA r Advanced Settings
Switch Type |sip Avaya Aura 5.2 :

- Sip Avaya Aura 6.1
IM Providk
=l Agent Desktop Configuration rovider | .2,
G. foas Zoinas IM Consult Reporting on Voice Contacts i Rl
G Resources

34 Default Closed Reasons

{33 Screen Pop Seftings Agent Web Statistics m
L User Seftings Voice History Port IF
Offsite Agent lm
Offsite Agent Server lm
Number of Simultanecus Web Comms Observe/Barge-in Contacts lsi

Web Comms Observe/Barge-in Refresh Rate |30— Seconds
Number of Messages to Display in Web Comms Observe/Barge-in Summary IS—
Contact Center LDAP Phone Book lm

E-mail

Web Comms

M

Voice Mail

Fax

Scanned Documents

Text Messaging (SMS)

Agent Desktop Configurati
General Administration

User: webadmin | Server Time: 16:05 I Status:

L
&
i

9 Click Save.
10 On the Warning message box, click Yes.
mWarning

These settings are critical to the operation of
Agent Desktop.

Are you sure you want to save your changes?

11 On the Info message box, click OK.
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Settings have been saved. Changes will take
affect when users relaunch Agent Desktop

12 On the Agent Desktop General Settings window, click Save.
--End--

Installing the Agent Desktop client software

Install the Agent Desktop client software on a client computer to which an agent logs on
to handle contacts using the multimedia toolbar and softphone.

Procedure steps
Step Action

1 Log on to the desktop computer using the agent’s domain username and password, for
example CCAgentOne, AG1_pass~2.

2 On the client computer, start Internet Explorer.

In Internet Explorer, in the Address box, type the link to the installer on the Multimedia
server in the form http://<servername>/agentdesktop, for example http://
cccoresone/agentdesktop, and press Enter.
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Avaya Aura Agent Desktop - Windows Internet Explorer

I[=T E3
@: - IA http:fcccoresone fagentdesktop/ j || % I_'.'s P
f’ Windows Live |_'.'E Search E - J What's New  Profle  Mal Photos Calendar MSN  Share ? | Signin

ﬂ? ﬁ'ﬁ? A Avaya Aura Agent Desktop | |

3 - B - = - [rPage - (0 Tooks - 7

AVAYA

Name: Avaya Aura Agent Desktop
Version: 6.2 (Build 8.2.0.608)
Publisher: Avaya Inc.

Prerequisites: 1ho following prerequisites are required:

e Microsoft .NET Framewaork 3.5 SP1 [details]

¢ Windows Installer 3.1 Redistributable (v2) [details]

« Microsoft Visual C++ 2005 SP1 Redistributable Package (x86) [details]
« Microsoft Visual C++ 2008 Redistributable Package (x86) [details]

Note: This machine has the correct version of the .NET Framewaork 3.5 installed.

Install Prerequisites

Launch: If these components are aIr<=_fad5-r installed, clicking the "Launch AAAD" button below

will launch the AAAD application now.

Launch AAAD

Done

-

l_ l_ l_ l_ l_ l_ |Erll. Local intranet | Protected Mode: Off

HA00% v g

4

On the Agent Desktop page, click Install Prerequisites.
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/= Avaya Aura Agent Desktop - Windows Internet Explorer H=]
@: - IA http:fcccoresone fagentdesktop/ j hedlRs I-' P
f’ Windows Live |_'.'E Search E - J What's New  Profle  Mal Photos Calendar MSN  Share ? | Signin
A A\ Avaya Aura Agent Desktop | | - El - = - |k Page ~ -(..f Tooks = 7

Name: Avaya Aura Agent Desktop

Version: 6.2 (Build 8.2.0.608)

Publisher: Avaya Inc.

Prerequisites: 1ho following prerequisites are required:

e Microsoft .NET Framewaork 3.5 SP1 [details]

¢ Windows Installer 3.1 Redistributable (v2) [details]

« Microsoft Visual C++ 2005 SP1 Redistributable Package (x86) [details]
« Microsoft Visual C++ 2008 Redistributable Package (x86) [details]

Note: This machine has the correct version of the .NET Framewaork 3.5 installed.

Install Prerequisites | |

Launch: If these components are already installed, clicking the "Launch AAAD" button below
will launch the AAAD application now.
-
|hth:|:Hcocoresonefagenhdeskbopfseh,lp.exe I_I_I_I_I_I_KE- Local intranet | Protected Mode: Off * 100% - v
5 On the File Download - Security Warning dialog, select Run.
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6:'Avava Aura Agent Desktop - Windows Internet Explorer

=13
@:—-: A IA http://cccoresone fagentdesktop/ j (| ILi'.-'e Search e
‘f’ Windows Live |Li'.-'e Search E - J What's New  Profle  Mal Photos Calendar MSN  Share ? | Signin
- ro »
ﬂ? bt A\ Avaya Aura Agent Desktop | | @ < T [ - I-_,:_“’Page = _{_}} Tools -

Name:

Version:

Publisher:

Prerequisites:

‘ \V File Download - Security Warning

Do you want to run or save this file?

Avaya Aura Agen @ Name: setup.exe
Type: Application, 682KB
5.2 (Build 8.2.0.6( From: cccoresone
Avaya Inc. Run Save | [ Cancel

The following pre

« Microsoft | 3 While files from the Intemet can be useful, this file type can
) & potentially ham your computer. if you do not trust the source, do not
* Windows 1 “=" un or save this software. What's the risk?

« Microsoft VISOSTCF+ 2005 SFI REQSUIDULI0NE FACRa0E (X60) [detans]
« Microsoft Visual C++ 2008 Redistributable Package (x86) [details]

Note: This machine has the correct version of the .NET Framewaork 3.5 installed.

Install Prerequisites

-

Launch: If these components are already installed, clicking the "Launch AAAD" button below
will launch the AAAD application now.
-
[ [ [ [ [& Localintranet | Protected Mode: OFf 0% -
6 On the Internet Explorer - Security Warning dialog, select Run.
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6:'Avava Aura Agent Desktop - Windows Internet Explorer = =]
@:—-: - IA http:fcccoresone fagentdesktop/ j || % ILi'.'e Search P
fj" Windows Live |Li'.'e Search E - J What's New  Profle  Mal Photos Calendar MSN  Share ? | Signin

A A\ Avaya Aura Agent Desktop | | @ - - g;q - |::kPage - .Q} Tooks = 7

-

W FAN FJ A

Internet Explorer - Security Warning E

[ B

The publisher could not be verified. Are you sure you want to run this
software?

MName: setup.exe
Publisher: Unknown Publisher

Version: Run | Don't Run I

Name:

Publisher
| T I This file does not have a valid digital signature that verifies its publisher. You
- w should only run software from publishers you trust. How can I decide what

Prerequis = software to run?
¥ TICTOSOIC .INE
- T s T [pen [Dpen Folder | Cancel I
« Microsoft Visual C++ 2005 SP1 Redistnbutable Package (x80] [details)
« Microsoft Visual C++ 2008 Redistributable Package (x86) [details]

Note: This machine has the correct version of the .NET Framewaork 3.5 installed.

Install Prerequisites

Launch:

If these components are already installed, clicking the "Launch AAAD" button below
will launch the AAAD application now.

Done l_ l_ l_ l_ l_ l_ |9;‘. Local intranet | Protected Mode: Off * 100% - v

7 When the prerequisites install completes, on the Avaya Aura Agent Desktop web
page, select Launch AAAD.
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Z':‘—'Avaya Aura Agent Desktop - Windows Internet Explorer H=]

@: A IA http://cccoresone fagentdesktop/ j 2| % I-'-'“ Search

f’ Windows Live |_'.'E Search E -

2=

»
J What's New  Profle  Mal Photos Calendar MSN  Share | Signin

A A\ Avaya Aura Agent Desktop | | - El - = - |k Page ~ -(..f Tooks = 7

AVAYA

Name: Avaya Aura Agent Desktop

-

Version: 6.2 (Build 8.2.0.608)
Publisher: Avaya Inc.

Prerequisites: 1ho following prerequisites are required:

e Microsoft .NET Framewaork 3.5 SP1 [details]

¢ Windows Installer 3.1 Redistributable (v2) [details]

« Microsoft Visual C++ 2005 SP1 Redistributable Package (x86) [details]
« Microsoft Visual C++ 2008 Redistributable Package (x86) [details]

Note: This machine has the correct version of the .NET Framewaork 3.5 installed.

Install Prerequisites

Launch: If these components are already installed, clicking the "Launch AAAD" button below
will launch the AAAD application now.
|hth:|:HcocoresonefagenhdeskbopfcCADCIickOnoe.\aTJ'plimtion I_I_I_I_I_I_KE- Local intranet | Protected Mode: Off * 100% - v

The installer displays the Launching Application dialog while it checks the application
prerequisites.
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f Avaya Aura Agent Desktop - Windows Internet Explorer Y ]
@:—_: - IA http: fjcccoresone fagentdesktopf j 4[| X ILi'.'e Search 2~
£7 windows Live |Li'.'e Search E - J WhatsMew Profle Mal Photos Calendar MSN  Share | Sign in

@ B - @ - l;}Pagev;{‘i}Toolsv »

2 ° , :

Verifying application requirements. This may take a few moments.

Y 4

Launching Ap, tion x | |

Name: Avaya Aura Agent Desktop
Version: 6.2 (Build 8.2.0.608)
Publisher: Avaya Inc.

Prerequisites: The following prerequisites are required:
« Microsoft .NET Framework 3.5 SP1 [details]
« Windows Installer 2.1 Redistributable (v2) [details]
« Microsoft Visual C++ 2005 SP1 Redistributable Package (x86) [details]
« Microsoft Visual C++ 2008 Redistributable Package (x86) [details]

Note: This machine has the correct version of the .NET Framework 3.5 installed.

Install Prerequisites

Launch: If these components are already installed, clicking the "Launch AAAD" button below
will launch the AAAD application now.

| l_ l_ l_ l_ l_ l_ |¢|‘_ Local intranet | Protected Mode: Off 0% - g

8 On the Application Install - Security Warning dialog, select Install.
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6:'Avava Aura Agent Desktop - Windows Internet Explorer

= 100f
@:——: b IA http:/fcccoresone/agentdesktop/ j 40 [ ILi'.-'e Search 2~
£7 windows Live |Li'.-'e Search E - J WhatsNew Profle  Mal Photos Calendar MSN  Share | Sign in
- -~ »
12? *‘1'% A Avaya Aura Agent Desktop | | @ = I l_-}’ Page - .{}} Tools =
-
Application Install - Security Warning
Do you want to install this application? E%
Name:
Name: Avaya Aura Agent Desktop 5.0
Version: From (Hover over the string below to see the full domain):
cocoresone
Publishe Publisher:
AVAYA IRFLAND LTD
Prerequi Install | Don't Install I
‘While applications from the Internet can be useful, they can potentially harm your
computer. If you do nottrust the source, do not install this software. Mare Information...
— ]
+ Microsoft Visual C++ 2008 Redistributable Package (x86) [detailz]
Note: This machine has the correct version of the .NET Framewaork 3.5 installed.
Install Prerequisites
Launch:

If these components are already installed, clicking the "Launch AAAD" button below
will launch the AAAD application now.

Launch AAAD

Done | l_ l_ l_ l_ l_ l_ |?l‘. Local intranet | Protected Mode: Off *, 100%
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{~ Avaya Aura Agent Desktop - Windows Internet Explorer [ [=]
@\t—: - IA http:/fcccoresone fagentdesktop/ j 3| % ILi'.'e Search 02+
£7 windows Live |Li'.'e Search E - J WhatsNew Profle Mal Photos Calendar MSN  Share | Signin
- rh »
b A\ Avaya Aura Agent Desktop | | & - v (= - |:;bPage - {Cj Tools ~
-
(61%) Installing Avaya Aura Agent Desktop 6.0 [_ =]
Installing Avaya Aura Agent Desktop 6.0 ﬁ’
This may take several minutes. You can use your computer to do other tasks during i
the installation. g

Nam: A Name: Awaya Aura Agent Desktop 6.0

Versi From: «coccoresone
Publ e ——
Downloading: 54.0 MB of 83,4 ME

Prers

+ Microsoft Visual C++ 2005 SP1 Redistributable Package (x86) [details]

+ Microsoft Visual C++ 2008 Redistributable Package (x86) [details]

Note: This machine has the correct version of the .NET Framewaork 3.5 installed.

Install Prerequisites

Launch:

If these components are already installed, clicking the "Launch AAAD™ button below
will launch the AAAD application now.

=
| [ [ [ | [ € ocalintranet | Protected Mode: Off [Hw00% - ,

When the installation is complete, Agent Desktop initializes and starts.
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{~ Avaya Aura Agent Desktop - Windows Internet Explorer Ol
@;} - IA http:ffcccoresone fagentdesktop/ j g (e ILi'-.-'e Search O
£7 windows Live |Li'-.-'e Search E - J WhatsNew Profle  Mal Photos Calendar MSN  Share | Signin
b A\ Avaya Aura Agent Desktop | | & - - déb ~ |5k Page - .8} Tools »
Name: Avaya Aura Ager
Version: 6.2 (Build 8.2.0.¢

Publisher: Avaya Inc. AVAyA Avaya Aura

Prerequisites: The following pr L I ra Ageﬂt DESKtup

e Microsoft Version 6.2
* Windows

« Microsoft Initializing Agent Desktop...

* Microsoft

Note: This machine has the correct version of the .NET Framewaork 3.5 installed.

Install Prerequisites

Launch: If these components are already installed, clicking the "Launch AAAD™ button below

will launch the AAAD application now.

Launch AAAD Ll

| [ [ [ | [ € ocalintranet | Protected Mode: Off H100% - g

In the Agent Desktop Profile dialog, enter the CCMM login ID and password for the
agent, for example 2001, 2001.
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nternet Explorer

Name: Avaya Aura Agent Desktop
Version: 6.2 (Build 8.2.0.608)
Publisher: Avaya Inc.

Prerequisites: The following prerequisites are red
* Microsoft .NET Framework 3.
* Windows Installer 3.1 Redisf
* Microsoft Visual C++ 2005 Sl
e Microsoft Visual C++ 2008 Redistributable Package (x86) [details]

Note: This machine has the correct version of the .NET Framework 3.5 installed.

Install Prerequisites

Launch: If these components are already installed, clicking the "Launch AAAD" button below
will launch the AAAD application now.

=
| [T T [ Localmbanct [Protectedbodes OF [ 100% ~

10 Click OK.
1" On the Agent Desktop Telephony Toolbar, from the Status list, select Login.

Agent Desktop displays the Enter Login details dialog, pre-populated with the settings
from the agent’s default profile.
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/7 Avaya Aura Agent Desktop - Windows Ints

172.18.70.200

Mame: Avaya Aura Agent D
Version: 6.2 (Build 8.2.0.606)
Publisher: Avaya Inc.

Prerequisites:

MNote: This machine has the correct version of the .NET Framework 3.5 installed.

Install Prerequisites |

If these components are already installed, clicking the "Launch AAAD" button below
will launch the AAAD application now.

y
| [ [ [ [ [ Rtcivmmstipoecbosof ___[%00% - 4

12 Click Multimedia.

13 On the Multimedia tab, in the Password box, type the Contact Center password for
this agent, for example 2001.
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/" Avaya Aura Agent Desktop - Windows Ints

Avaya Aura Agent D
Version: 6.2 (Build 8.2.0.608)
Publisher: Avaya Inc.

Prerequisites:

MNote: This machine has the correct version of the .NET Framework 3.5 installed.

Install Prerequisites |

If these components are already installed, clicking the "Launch AAAD" button below
will launch the AAAD application now.

v
| [T T T R tocl ot [proteciedoder O [#160% +

14 Click Login.
Agent Desktop displays the Agent Login progress window.

15 On the Agent Desktop Telephony Toolbar, from the Status list, select Go Ready,
Multimedia.
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B CCAgentOne CCAgentOne 6005: 6...  AACC: Not Ready

Elite: Not Ready

|Q Go Ready vl Multimedia |

Go Not Ready 3 Voice

Al G e i (O B

AVAYA aura Agent Deskiop
Log Cut

Disconnect

Agent Desktop sets the agent’s Avaya Aura® CC status to Ready.

Elite: Not Ready

[fliemy G &0 ety &l (O B AVAYA aura Agent Desktop

16 On the Agent Desktop Telephony Toolbar, from the Status list, select Go Ready,
Voice.

&~ CCAgentOne CCAgentOne 6005: 6...  AACC: Ready
Go Ready 3 | Multimedia

Elite: Not Ready

Go Mot Ready 3 | M

Fla (&0 e a0 B AVAYA aura Agent Desktop
Log Out

Disconnect

Agent Desktop sets the agent’s Elite status to Ready.

CCAgentOne CCAgentOne 6005: 6...  AACC: Ready Elite: Ready

(@[ Gl e i (O B

AVAYA aura Agent Desktop

17 On the Agent Desktop Telephony Toolbar, from the Status list, select Logout.
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®  GoReady

= Go Mot Ready

— = CCAgentOne CCAgentOne 6005: 6...

»

|@ Log Out

. Disconnect

18

Agent Desktop client software installation
AACC: Not Ready Elite: Not Ready -= -7

[y G &0 ety o (O E AVAYA aura Agent Desktop

Agent Desktop displays the Agent Logout progress window.

Agent Logout

On the Agent Desktop Telephony Toolbar, on the Top Bar, click Close.

— SRR

AVAYA aura Agent Desktop

19
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On the Agent Desktop Shutdown dialog, click Yes.

Agent Desktop Shutdown

; I_\ Are you sure you want to exit Agent Desktop?

~End--
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Troubleshoot warnings or errors that you can encounter while installing Agent Desktop.

Troubleshooting a Windows Security Alert when you install Agent Desktop

Troubleshoot if Windows displays a Windows Security Alert at the end of the Agent
Desktop installation.

/ _'Avava Aura Agent Desktop - Windows Internet Explorer P =] |

,—E,_f— i [Ty @ &« oyl (o B AVAYA aura lguntnnslrtopé

Name: Avaya Aura Ag

ri
O Windows Firewall has blocked some features of this program
Version: 6.2 (Build 8.2.C

‘Your computer administrator can unblodk this program for you.
Publisher: Avaya Inc.
Prerequisites: Tpeo following o Mame: Spark Endpoint Emulator (2.0.018.3)
i Publisher: Avaya, Inc.
» Microsol .
) Path: C:lusers\ccagentone\appdataocal\apps2. 0\ 74kmgs7. x84
s Window Network location: Domain network
* Microsol What are network locations?
* Microsol
CK |
Note: This ma

Install Prerequisites

Launch: If these components are already installed, clicking the "Launch AAAD™ button below
will launch the AAAD application now.

N
| [ [ [ [ [ [& Localintranet | Protected Mode: OFf [®100% - 4

This warning can appear during the Agent Desktop install, depending on the security
settings on the desktop computer.
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Procedure steps
Step Action

1 Click OK.
The install continues normally.
-End--

Troubleshooting an Existing Login Detected warning

Troubleshoot when you log on to Agent Desktop and receive a warning "Existing Login
Detected".

Not Ready MM Only =~ %~ ?

iy GE A0 el i (O B AVAYA aUra Agent Desktop

Existing Login Detected x
You are attempting to log into an extension that is associated
with another station. Would you like to ovenide that association?

This error occurs only when you select My Computer on the Enter Login Details dialog.
It means that the extension you selected to use for the Agent Desktop softphone is
already logged on to another station or computer.

Procedure steps
Step Action

1 Click Yes to override the extension that is already logged on. This forces the other
extension to log off.
OR

2 Click No.

On the Agent Desktop Telephony Toolbar, from the Status list, select Login.

4 In the Extension box, type a different extension to use for the Agent Desktop
softphone on this computer.

5 In the Password box, type the password for the extension.
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6 Click Login.
-End--

Troubleshooting an Elite Agent Logout error

This error occurs when your Elite configuration requires an Aux Work code at log off, but
you did not set an activity code on Agent Desktop before logging off.

-

" Elite Agent Logout N

The Hite Contact Center has failed to respond to the AAAD
. logout request. Click OK to disconnect your phone. This will
result in all cument calls being disconnected

Procedure steps
Step Action
1 Click OK to continue logging off Agent Desktop.
--End--
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Testing contacts using Agent Desktop

This chapter describes how to test voice and e-mail message contacts in Agent Desktop
to ensure you have completed all the configuration correctly.

Attention: The procedures in this chapter use the example values outlined in earlier
chapters in this book. If you used different values, substitute your own values for the
example values.

To carry out the procedures in this chapter, you need ready access to the following
components of the system:

+ the Contact Center server

+ the Agent Desktop client

» aclient from which you can send e-mail messages to the Contact Center mailboxes

» astation (telephone) on the CM from which you can call the Call Center Elite
numbers

Logging on to Agent Desktop

Log on to Agent Desktop on a client computer to test that Contact Center has the correct
configuration to accept contacts and route them to agents.

Procedure steps
Step Action

1 Log on to the desktop computer using the agent’s domain username and password,
CCAgentOne, AG1_pass~2.
2 Start Internet Explorer.

In Internet Explorer, in the Address box, type the URL of the Agent Desktop installer
in the format http://<server name>/agent desktop, for example http://cccoresone/
agentdesktop, and press Enter.

4 On the Avaya Aura Agent Desktop web page, select Launch AAAD.

NN44400-804 Contact Center Multimedia Complement Deployment Guide 06 April 2012 289



Testing contacts using Agent Desktop

ﬁ'Avava Aura Agent Desktop - Windows Internet Explorer [_ (O]
@: - IA http:fcccoresone fagentdesktop/ j 9| X I_ Ve
z

£ Windows Live |_'.'E 5

arch R

B v|J WhatsNew  Profle  Mal Photos Calendar MSM Share »| Sign in

w A\ Avaya Aura Agent Desktop

AVAYA

| ﬁ'ﬁ'@'.ﬁ’ﬁagev';{:}TgoISv»

-

Mame: Avaya Aura Agent Desktop
Version: 6.2 (Build 8.2.0.608)
Publisher: Avaya Inc.

Prerequisites:

The following prerequisites are reguired:
» Microsoft .NET Framework 3.5 SP1 [detsils]
» Windows Installer 3.1 Redistributable (v2) [details]
+ Microsoft Visual C++ 2005 5P1 Redistributable Package (x86) [details]
» Microsoft Visual C++ 2008 Redistributable Package (x86) [details]

Note: This machine has the correct version of the .NET Framework 3.5 installed.

Install Prerequisites

Launch: If these components are already installed, clicking the "Launch AAAD" button below
will launch the AAAD application now.
Launch ;l
|http:HmcoresonefagenhdeskbopICCADCIidiOnoe.ﬁdimﬁon l_’_ l_ l_ l_ ’_|E'|‘_ Local intranet | Protected Mode: Off * 100% - v

The installer displays the Launching Application dialog while it checks the application
prerequisites.
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¢~ Avaya Aura Agent Desktop - Windows Internet Explorer = [=]
@iﬁ - IA http: fjcccoresone fagentdesktopf j || X ILi'.'e Search 2~
N
£7 windows Live |Li'.'e Search E - J WhatsMew Profle Mal Photos Calendar MSN  Share | Sign in
Launching Application X
[ By - - @ - [hrose - {Grods - ”

2 ° , :

Verifying application requirements. This may take a few moments.

Y 4

Name: Avaya Aura Agent Desktop
Version: 6.2 (Build 8.2.0.608)
Publisher: Avaya Inc.

Prerequisites: The following prerequisites are required:
« Microsoft .NET Framework 3.5 SP1 [details]
« Windows Installer 2.1 Redistributable (v2) [details]
« Microsoft Visual C++ 2005 SP1 Redistributable Package (x86) [details]
« Microsoft Visual C++ 2008 Redistributable Package (x86) [details]

Note: This machine has the correct version of the .NET Framework 3.5 installed.

Install Prerequisites

Launch: If these components are already installed, clicking the "Launch AAAD" button below
will launch the AAAD application now.

| l_ l_ l_ l_ l_ l_ |¢|‘_ Local intranet | Protected Mode: Off 0% - g

5 In the Agent Desktop Profile dialog, in the Agent ID field type the agent’s Contact
Center ID, for example 2001.

6 In the Password field type the agent’s Contact Center password, for example 2001.
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I = Avaya Aura Agent Desktop - Windows Internet Explorer

AVAYA aura Agent Desktop

Go Ready

Go Not Ready

3

ntOne CCAgentOne 2001:

MName: Avavya Aura Agent Desktop
_— . Agent Deskiop Profile 2
Version: 6.2 (Build 8.2.0.6086) — Profile Info
Agent ID: fi
Publisher: Avavya Inc.
Password I
Prerequisites: The following prerequisites are req p ;. el
* Microsoft .NET Framewaork 3.
* Windows Installer 3.1 Redist
_ _ ok | swo |
+ Microsoft Visual C++ 2005 S il=]
+ Microsoft Visual C++ 2008 Redistributable Package (x86) [details]
Note: This machine has the correct version of the .NET Framewaork 3.5 installed.
Install Prerequisites
Launch: If these components are already installed, clicking the "Launch AAAD" button below
will launch the AAAD application now.
-
| [ [ [ [ [ [ [& Localintranet | Protected Mode: OFf H100% - g
7 Click OK.
8 On the Agent Desktop Telephony Toolbar, from the Status list, select Login.

Piat oo B AVAYA aura Agent Desktop
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/7 Avaya Aura Agent Desktop - Windows Ints

AVA

Mame: Avaya Aura Agent D
Version: 6.2 (Build 8.2.0.606)
Publisher: Avaya Inc.

Prerequisites:

MNote: This machine has the correct version of the .NET Framework 3.5 installed.

Install Prerequisites |

If these components are already installed, clicking the "Launch AAAD" button below
will launch the AAAD application now.

55
| [ [ [ [ [ [ [ cocalintranet|Protected Mode: OFf [®w00% - ,

4

9 Click Multimedia.
10 On the Multimedia tab, in the Password box, type 2001.
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/" Avaya Aura Agent Desktop - Win

MName: Avaya Aura Agent D
Version: 6.2 (Build 8.2.0.608)
Publisher: Avaya Inc.

Prerequisites:

MNote: This machine has the correct version of the .NET Framework 3.5 installed.

Install Prerequisites |

If these components are already installed, clicking the "Launch AAAD" button below
will launch the AAAD application now.

&l
| [T [ R oammtiponddroeor  [Roo% =

4

1" Click Login.
Agent Desktop displays the Agent Login progress window.

12 Ensure the agent is Not Ready.
-End--
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Opening the Multimedia Dashboard

Open the Multimedia dashboard to check the progress of e-mail contacts through the
contact center.

Procedure steps
Step Action

1 Log on to the Contact Center server CCcoresOne using the contact center
administration account AACCinstaller.
2 Select Start, All Programs, Avaya, Contact Center, Multimedia server, Multimedia
Dashboard.
3 Review the dashboard information in the CCMM Database Metrics box. You see no
errors.
4 CCMM Dashboard [_ O] x|
—CCMM Database Metrics r— Email Metrics
Table Sizes = (] Attachments disk space:
G \Avaya'Contact Center\Email Attachments'Inbound
@ Contacts o |
@ Customers 0 0 Mb 272035 Mb
&) Campaigns 0 Free space: 271864 Mb (39.9%)
@ Customers with mare than 100 contacts o -
Mailbox | Messages |
Fault Indicators @ ccemailout@labmail.com 0
@ ccemailin@labmail com 0
@ Oldest contact in "New' status
) Email skillsets with no outbox 0
@ Skillsets with no routepoint 0 b
& Unsert outgoing emails 0 LI

—CCMM Contacts by Type

| Type | MNew | Open | Closed l Waiting I
Total 0 0 0 0
— Server Availability

Server | Computer Name I Response Time I
@ Cortact Center Manager Server  CCCORESONE < Ims

@ Contact Center Manager Admin... CCCORESONE < Ims

&) Contact Center License Server  CCCORESONE < Ims

@ Communication Control Toolkit ... CCCORESONE < 1ms

&) Contact Center Muttimedia Server CCCORESONE < Ims

P2P IM Reporting Server -

& Inbound POP3 Server 172.18.0.55 < Ims

& Outbound SMTP Server 172.18.055 < 1ms

&) CC Web Stats 172.18.70.33 < 1ms

pose_|

Last Update: 08:01:07

4 Keep the dashboard open so that you can refer to it in the following procedures.
-End--
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Sending a test e-mail to the Contact Center e-mail inbox

Send a test e-mail to the Contact Center e-mail inbox to verify the e-mail contact
configuration and operation. Review the Multimedia dashboard to check that the e-mail
message arrives at the inbox and that Contact Center processes it to create a contact.

Procedure steps
Step Action

1 Using an e-mail client, create a new e-mail message.
2 In the To box, type ccemailin@labmail.com.
3 In the Subject box, type Need support on ProductX.
4 In the e-mail body, type Could | please have support on V2.1 of ProductX.
Bt Need support on ProductX M=l
J File Edit “iew Insert Format Tools Message Help | aﬂ'
ja ¥ a B 9 s v V.= 9 5
Send Ut Copy.  Paste Undo Check Speling | Attach  Priority Sign  Encrypt  OFfline

Iccemailin@labmail.com
(B e I

[EFH Bicc: I

Subject: INeed support on Producks

Could I please have some support on V2.1 ofProductI)d

NI Bl

Click Send.

Check the Multimedia Dashboard. Under E-mail Metrics you see a single e-mail for
the ccemailin@labmail.com.
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4 CCMM Dashboard [_ O] =]
—CCMM Datat Metrics r— Email Metrics
Table Sizes 1= (/] Attachments disk space:
G \Avaya'Contact Center'Email Attachments'JInbound
@ Contacts 1 |
@ Customers 1 oMb 272035 Mb
@) Campaigns 0 Free space: 271864 Mb (39.5%)
@ Customers with more than 100 contacts 0 7
Mailbox | Messages |
Fault Indicators L% ilout Glabmail sam 0
@ ceemailin@labmail com 1
@ Oldest contact in "New’ status 20111103 13:27:32
@ Email skillsets with no outbox o
@ Skillsets with no routepaint 0 b
& Unsent outgoing emails 0 LI
— CCMM Contacts by Type
Type I Mew I Open I Closed I Waiting I
EMail 0 0 0 0
Total 0 0 0 0
— Server Availability
Server | Computer Name | Response Time |
®) Cortact Center Manager Server  CCCORESONE < 1ms
@ Contact Center Manager Admin... CCCORESOME < Ims
@ Contact Center License Server  CCCORESOME < 1ms
@ Communication Control Toolkit .. CCCORESOME < 1ms
@ Contact Center Mulimedia Server CCCORESONE < 1ms
P2P IM Reporting Server -
@ Inbound POP3 Server 172.18.0.55 < 1ms
@ Outbound SMTP Server 17218055 < 1ms
@) CC Web Stats 172.18.70.33 < 1ms
Update | Routing Search |
Last Update: 09:30:14
7 Keep refreshing the Multimedia Dashboard by pressing F5. When the CCMM e-mail

handler picks up the e-mail from the ccemailin mailbox, under CCMM Contact by type
the New field in the EMail row changes to 1.
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4 CCMM Dashboard H=] E3
—CCMM D Metrics r— Email Metrics
Table Sizes 1= (/] Attachments disk space:
G \Avaya'Contact Center'Email Attachments'JInbound
@ Contacts 1 |
@) Customers 1 oMb 272035 Mb
@) Campaigns 0 Free space: 271864 Mb (39.5%)
@ Customers with more than 100 contacts 0 7
Mailbox | Messages |
Fault Indicators @) ceemailout @labmail.com 0
@ ccemailin@labmail.com 0
@ Oldest contact in "New’ status
@ Email skillsets with no outbox 0
@ Skillsets with no routepaint 0 b
& Unsent outgoing emails 0 LI
— CCMM Contacts by Type
Type I Mew I Open I Closed I Waiting I
EMail 1 0 0 0
Total 1 0 0 0
— Server Availability
Server | Computer Name | Response Time |
®) Cortact Center Manager Server  CCCORESONE < 1ms
@ Contact Center Manager Admin... CCCORESOME < Ims
@ Contact Center License Server  CCCORESOME < 1ms
@ Communication Control Toolkit .. CCCORESOME < Ims
@ Contact Center Mulimedia Server CCCORESONE < 1ms
P2P IM Reporting Server
@ Inbound POP3 Server 172.18.0.55 < 1ms
@ Outbound SMTP Server 17218055 < 1ms
@) CC Web Stats 172.18.70.33 <1ms

Update |

Routing Search |

Last Update: 10:06:09

-End--

Making the agent Ready and accepting the e-mail contact
Make the agent ready and accept the e-mail contact that Contact Center offers to the

agent.

Procedure steps

Step Action
1 On the Agent Desktop Telephony Toolbar, from the Status list, select Go Ready,
Multimedia.
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Go Not Ready 3

Log Out

Disconnect

Contact Center routes the e-mail contact to this agent and the Agent Desktop alerts the
agent.

2 Click Accept.

Agent Desktop displays the contact details.
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-

=
=X

@ v CCAgentOne CCAgentOne 6005: 6...  AACC: Ready

Elite: Not Ready (10: Elite_Co... [ JES - A1

Working: EM_EM_Support .

= cust1@labmail.com

(

EM_EM_Support 00:00:04 g = B

Hold

AVAYA aura Agent Desktop

o i (i b af e i (v B

@= Customer Details @ |Fom:  [oust1@labmai com Date:  [04/11/2011 10:48
Title l— Clear | Ta: ccemailin@labmail com Fomat: ITe;q =
Last Name |cust‘|@|abmail.com Ce:
First Name | Subject: INeed support on Product X
: 77 .
To: | History | C1 Detals | Could I please have some support on V2.1 of ProductX
Phone Edit | Add ||
Email
cust 1@&labmail .com |
Addresses
;
LRI
Contact | Intrinsics |
Reply Fieply sl Transfer Finish
 Customer Details read completed. Registered 4
3 Check the Multimedia Dashboard. Under CCMM Contacts by Type you see one open
e-mail contact.
06 April 2012
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4 CCMM Dashboard [_ O] =]
—CCMM Datak Metrics r— Email Metrics

Table Sizes = & Attachments disk space:
G \Avaya'Contact Center'Email Attachments'JInbound
|

0 Mb 272035 Mb
Free space: 271864 Mb (39.5%)

@ Contacts

@ Customers

@ Campaigns

@ Customers with more than 100 contacts

=R = -

Mailbox | Messages |
Fault Indicators @) ceemailout @labmail.com 0
@ ccemailin@labmail.com 0

@ Oldest contact in "New’ status

@ Email skillsets with no outbox 0

@ Skillsets with no routepaint 0 b
& Unsent outgoing emails 0 LI

— CCMM Contacts by Type

Type I Mew I Open I Closed I Waiting I
EMail 0 1 0 0
Total 0 1 0 0

— Server Availability

Server | Computer Name | Response Time |

®) Cortact Center Manager Server  CCCORESONE < 1ms
@ Contact Center Manager Admin... CCCORESOME < Ims
@ Contact Center License Server  CCCORESOME < 1ms
@ Communication Control Toolkit .. CCCORESOME < Ims
@ Contact Center Mulimedia Server CCCORESONE < 1ms
P2P IM Reporting Server -

@ Inbound POP3 Server 172.18.0.55 < 1ms
@ Outbound SMTP Server 17218055 < 1ms
@) CC Web Stats 172.18.70.33 <1ms

Update | Routing Search |

Last Update: 10:06:09

-End--

Replying to and closing the e-mail contact

Send a reply to the e-mail contact and close it, and ensure the reply gets to the mailbox
that you used to send the test e-mail.

Procedure steps
Step Action

1 On the e-mail contact screen, click Reply.
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@ * CCAgeniOne CCAgentOne 6005:6...  AACC: Ready

Elite: Not Ready

Working: EM_EM_Support
= cust1@labmail.com

EM_EM_Support 00:25:47

™ | o E— P P

&= Customer Details

-

e

Title I

Clear |

Last Name Icust‘l@!abmail.com

First Name I

Details | History | CI Detals

Phane

e iy o @

AVAYA aura Agent Desktop

To:
Ce:

From:

cust 1@labmail.com

Date:  [03/11/2011 13:27

ccemailin@labmail.com

Format: IText =

Subject: |Need support on Product

Email

cust 1@labmail.com

Addresses

URI

Custom Fields
Customer | Contact | Intrinsics

Could I please have some support on V2.1 of ProductX

Reply [, | Fepall | Transfer Firish
R e e Y ,m
| e jJ
2 In the e-mail body box, type Reply to customer.
In the Agent Note box, type Test reply - Contact Center install test.
4 Click Send.
06 April 2012
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[

@= Customer Details @

Tidle | Clear |

Last Name Icust‘l@!abmail.com
First Name I

Details | History | CI Details |

Phone Edt | Add |

Email
Ic:ust‘l @labmail.com |
Addresses

URI

Custom Fields
Customer | Contact | Intrinsics

Testing contacts using Agent Desktop

SN |

AVAYA aura Agent Desktop

rﬁ] {.i. CS’.W Format: IText 'I Dictionary: Ienglishjb 'I

To... | Icust‘l@!abmail.com

cC... | |

Subject: IRe: Need support on Product

Reply to customer

(Original Message:

From: cust1@labmail.com

Sent: 04 November 2011 10:48:53
To: ccemailin@labmail.com
Subject: Need support on ProductX

Could | please have some support on V2.1 of Product

Agent Note

Test reply - Contact Center install test.

Registered

Agent Desktop displays the contact details.
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@ - CCAgentOne CCAgentOne 6005: 6...

AACC: Ready Elite: Not Ready ¥ o= -7

Working: EM_EM_Support
= cust1@labmail.com

EM_EM_Support 00:36:12 B 4 B

- o ) capy G ekl o AVAYA aura Agent Deskiop
@= Customer Details é@ Agert Note
Ttle I Clear | Test reply - Contact Certer install test. =]
Last Name Icusﬂ@!abmail.com
First Name I
Details | History | CI Details
Phone Edit | Add |
Email
cust 1@labmail.com
Addresses
URI
Custom Fields
Customer | Cortact | Intrinsics |
Follow Up Reschedule Close |
Reagistered 7

LMEisage sent to cust1@labmail.com

Click Close.

Check the Multimedia Dashboard. Under CCMM Contacts by Type you see one
closed e-mail contact.
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4 CCMM Dashboard [_ O] =]
—CCMM D Metrics r— Email Metrics
Table Sizes 1= (/] Attachments disk space:
G \Avaya'Contact Center'Email Attachments'JInbound
@ Contacts 1 |
@ Customers 1 oMb 272035 Mb
@) Campaigns 0 Free space: 271864 Mb (39.5%)
@ Customers with more than 100 contacts 0 7
Mailbox | Messages |
Fault Indicators @) ceemailout @labmail.com 0
@ ccemailin@labmail.com 0
@ Oldest contact in "New’ status
@ Email skillsets with no outbox 0
@ Skillsets with no routepaint 0 b
& Unsent outgoing emails 0 LI
— CCMM Contacts by Type
Type I Mew I Open I Closed I Waiting I
EMail 0 ] 1 0
Total 0 o 1 0
— Server Availability
Server | Computer Name | Response Time |
®) Cortact Center Manager Server  CCCORESONE < 1ms
@ Contact Center Manager Admin... CCCORESOME < Ims
@ Contact Center License Server  CCCORESOME < 1ms
@ Communication Control Toolkit .. CCCORESOME < Ims
@ Contact Center Mulimedia Server CCCORESONE < 1ms
P2P IM Reporting Server
@ Inbound POP3 Server 172.18.0.55 < 1ms
@ Outbound SMTP Server 17218055 < 1ms
@) CC Web Stats 172187033 < Ims
Update | Routing Search |
Last Update: 10:06:09
7 On the Agent Desktop Telephony Toolbar, from the Status list, select Go Not Ready,
Multimedia.

-End--

Testing a Call Center Elite voice call by answering it on Agent Desktop
Make a voice call to the agent’'s Call Center Elite VDN and answer it on Agent Desktop.

Procedure steps

Step Action
1 From a station on the CM, make a call to a VDN to which the agent is assigned.
2 On the Agent Desktop Telephony Toolbar, from the Status list, select Go Ready,
Voice.
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Call Center Elite routes the call to the agent and Agent Desktop shows an alerting
status.

Agent Desktop answers the call.

Active: Voice Support [ i
¢ 5551234 Voice Support 00:00:45 & & #»

2 [Enter Number

—End--

Accepting a Multimedia Contact while on the voice call

Go ready on Avaya Aura® CC Multimedia and accept an e-mail contact while the voice
call is still active on Agent Desktop.

Procedure steps
Step Action

1 Using an e-mail client, create a new e-mail message.
2 In the To box, type ccemailin@labmail.com.
3 In the Subject box, type Need support on ProductX.

306 NN44400-804 Contact Center Multimedia Complement Deployment Guide 06 April 2012



Testing contacts using Agent Desktop

4 In the e-mail body, type Could | please have support on V2.1 of ProductX.
5 On the Agent Desktop Telephony Toolbar, from the Status list, select Go Ready,
Multimedia.

GoNotReady * Voice Voice Support 00:02:33 w2 o5 ™

Log Out

Disconnect

Agent Desktop sets the agent’s Avaya Aura® CC status to Ready. Contact Center
routes the e-mail contact to this agent and the Agent Desktop alerts the agent.

s EM_EM_Support 00:00:00 &= B |
Active: Voice Support @ idh @
¢ 555-1234 Voice Support 00:05:11 wd @pew | |

6 Click Accept.
Agent Desktop displays the e-mail contact details.
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[ al

@ - CCAgentOne CCAgentOne 6005: 6. AACC: Ready Elite: Ready -= -2 - 8X
Working: EM_EM_Support ‘i
= cust1@labmail.com EM_EM_Support  00:00:04 DID-D<
Active: Voice Support
¢ 555-1234 Voice Support  00:06:50

= i rae : LR 5 AVAYA aura Agent Desktop

@ Customer Details & |Fom:  [custi@isbmai com Date:  [04/11/2011 12:41
Tile I Clear | To: ccemailin@labmail com Format: |Text =

Last Name |cust‘|@|abmail.com ES

First Name I Subject: |Support request for ProductX

Could T have support on installing ProductX ver 2.1
Details | History | CI Detais | PP €

Phone Edit | Add |

Email
||cust1 @abmail.com | ‘
3

URI

S
Contact | Intrinsics |

Reply Repl &l Transfer Finish
Customer Detals read completed Regetered y
7 Hang up the voice contact.
8 Reply to and close the e-mail contact.
-End--

Making the agent not ready

Make the agent not ready on both voice and multimedia to show that the activity code
mapping is correct.

Procedure steps
Step Action
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1 On the Agent Desktop Telephony Toolbar, from the Status list, select Go Not Ready,
Both, 10:Elite_CoffeeBreak.

Go Ready 3

Go Not Ready >|

Log Out

Voice
Disconnect

The agent status changes to Not Ready for both Avaya Aura® CC and Elite.

2 In the Top Bar, review the activity codes. Agent Desktop displays the native Elite and
Contact Center codes that map to the code selected.

3 If you want to see the full description of the Elite Aux Work code or the Contact Center
activity code, place the mouse over the code and Agent Desktop displays a tooltip with
the complete description.

| ! [AACC: Not Ready (110 - Taking a CoffeeBreak)

--End--
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High Availability pre-install configuration

This chapter describes the initial configuration you carry out to prepare a CCMM
Complement solution for implementing High Availability. This includes configuring the
windows accounts used by Contact Center Manager Administration (CCMA) replication
in your Avaya Aura® Contact Center solution. It also describes how to update the
Contact Center license file for High Availability.

Perform the procedures in this chapter on the Active Avaya Aura® Contact Center
co-resident server.

Adding High Availability to a CCMM Complement solution

The following topics outline how you add another server to the CCMM Complement
solution to implement High Availability.

Overview of the components in the example solution with High Availability
To add HA to the example solution described in this Deployment Guide, you require an
additional server.

Implementing a Standby server gives resiliency for the Contact Center server. The
Standby Contact Center server monitors and shadows the Active Contact Center server
but does not process contacts. If the Active server fails, the Standby server recognizes
the failure. It initiates a switchover, changes to active mode, and starts processing
multimedia contacts. In a Warm HA solution, when the Standby server initiates a
switchover, all agents must log off Agent Desktop, and log back in again. Contact Center
re-queues all in-progress Multimedia contacts so that they become available to agents
when they log back in.

This guide uses the term Active server for the original server, and Standby server for the
additional server. When a server is processing contacts it is in active mode, and when
it is monitoring and shadowing, it is in standby mode. Thus, after a switchover, the
Standby server is in active mode.

When the Active server failure is corrected, the Active server can start in standby mode
and monitor and shadow the Standby server.
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Contact Center Multimedia Complement with HA system diagram

Eum-munil:atinn IManager
172.18.70.200

Avaya Aura® CC Multimedia Complement to Call Center
Elite Example System Diagram—High Availability added

Active Server
CCCORESOMNE E-mail server
172,18.70.33 172,18.0.55

Managed Name/IP
CCCORESMNGD
172.16.70.359

Windows Domain
Cantroller senver
172,18.71.253

Standby Server
CCCORESTWO
172,18.70.34

Agent 1

Agent SoftPhone Agent Desktop

Contact Center configuration with High Availability

High Availability requires an additional Contact Center server, CCCORESTWO,
configured to exactly match the original Contact Center server. The Standby Server has
the same applications as the Active server, as follows:

Contact Center Manager Server
Contact Center Manager Administration
Communication Control Toolkit

Contact Center Multimedia

Contact Center License Manager
Orchestration Designer

Contact Center Manager Server Utility
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High Availability also requires an additional IP address and virtual computer name,
termed the Managed IP address and the Managed Name. In this example the Managed
IP address is 172.18.70.39, and the Managed Name is CCCORESMNGD. All
applications connecting to a High Availability Contact Center connect using the
Managed |IP address or the Managed Name. The server that is in active mode
communicates with all other network hosts using the Managed IP address and Managed

Name.
Example server details
Active server name CCCORESONE
Active server IP Address 172.18.70.33
Standby server name CCCORESTWO
Standby server IP Address 172.18.70.34
Managed server name CCCORESMNGD
Managed IP Address 172.18.70.39

You complete the initial configuration of the Standby server using the server’s unique
name and IP address, CCCORESTWO and 172.18.70.34 respectively. You configure
the Managed IP address and the Managed Name when you commission HA.

Call Center Elite configuration with High Availability

The Contact Center HA configuration does not affect the Call Center Elite configuration.
The scope of the Contact Center HA feature includes only the Contact Center servers.

CCMA Replication

The addition of a replication or standby CCMA server provides Contact Center Manager
Administration (CCMA) redundancy. CCMA stores configuration data in a Microsoft
Active Directory - Lightweight Directory Services (AD-LDS) data store. The standby
CCMA replicates the AD-LDS on the primary CCMA, using AD-LDS replication to
maintain a copy of the primary CCMA configuration data. If the active CCMA fails, the
standby CCMA has all Contact Center configuration data stored in AD-LDS.

The primary CCMA server and the standby replication CCMA server must both be in the
same Windows 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.
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Using the domain user account siptraffic\EliteReplication for CCMA replication

Primary CCMA

Administrators Group

AD-LDS

(o

omain Contraller

~

Backup CCMA

Administrators Group

AD-LDS

EliteReplication »

domain account

Replicator Group Replicator Group

"n\_ siptrafficcom J

CCCORESOME
IP:172.1B.70.33

CCCORESTWO

IP:172.18.70.34

The siptraffic\EliteReplication domain user account is a member of the Administrators Group and the
Replicator Group on both Contact Center servers. AD-LDS uses this account to replicate CCMA data.

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

A CCMA replication solution contains a primary CCMA server and a standby CCMA
server. The primary CCMA server is installed with "Enable CCMA Replication" not
selected. The standby CCMA server is installed 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 server. 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.
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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

* Report Creation Wizard user-created formulas (stored in the file RCW.mdb)

* Report Creation Wizard user-created reports and report definitions

¢ Audit Trail events

Attention: If the primary CCMA server has a failure that requires a complete rebuild
of the server, because the database contains the schema and settings of a primary
server, you must have a backup created from the primary server. You cannot use a
backup from a secondary CCMA server to rebuild a primary server. Ensure you
permanently keep a backup of the primary CCMA server to allow for this situation.

Domain environments

When 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 siptraffic\EliteReplication.

* Assign this domain user account to the local Administrators and local Replicator
groups 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.

Licensing for High Availability

In a High Availability solution, both the Active and the Standby servers have License
Manager and also have alocal copy of the Contact Center license file. If you want to add
High Availability to a Multimedia Complement for Call Center Elite, you must get an
updated license file.

HA is a licensed feature. In addition, a license file for a HA solutions contains both the
MAC address of the Active server and the MAC address of the Standby server. When
you order the updated license file, you must:

* request the HA feature
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* supply the MAC address of the Standby server

In a license file for a non-HA Contact Center solution, there is a single line for each
license key, containing the MAC address of the Contact Center server.

Example of a license file for a non-HA Contact Center solution

.cccoresone_no-dal - Notepad =]
File Edit Format View Help

FRmdEPKU+ewWjwhrcFiqdisn5sevhoeiathDzvtozqc+Njaym7oz ﬂ LM_EMTERPRISEN 8.0 ed:1f:13:2c:df:f8 hdentifier (1) 60 secs

/LrbASBUPPQSTO0AAQXF jP7SdIcyv]clg+noadiIiI= #i LM_MMPN 8.0 ed:1f:13:2c:df:f8 IIdent'if'ier (1) 80 secs

OpTlLeshEyq9,/s4ublINEZqzC+KBU+dELFQOF AWMA= ﬂ LM_CCTN 8.0 ed:1f:13:2c:df:f8 hdentifﬁer (1) 80 secs

HNuaB4P31KomSyelxeFIVPeGVILMXWFAQIDA4PDwW== # LM_OQN B.0 e4:1f:13:2c:df:f8 Identifier (1) 60 secs
sayved2vnicsLxf7memfwlEqikquFEiDx TkymokGhdesa== # LM_0Q MMN 8.0 ed:1f:13:2c:dif:f8 1dentifier (1) 60 secs

mB4 9BeeEuaUpsIkFz,/2Cxs59PzVk7 gBEV3EEDBsrMZCINDQ # LM_STANDBYN 8.0 ed4:1f:13:2c:df:f8 Identifier (1) 60 secs

K| | 2

In a license file for a HA Contact Center solution, there are two lines for each license
key, one containing the MAC address of the Active server, and one containing the MAC
address of the Standby server.

Example of a license file for a HA Contact Center solution

. elite_campus_WarmHA - Notepad H=] B3
File Edit Format View Help

LyOCKsTuwd+Z+CDOmMLB4NsPPDI2ISQBYyXvgbviLbgsd1zorkBAQ # LM_ENTERPRISEN 8.0 ed:1f:13:2c:df:f8 [dentifier (1) 60 secs

PjKTO9m,/0s 616 THhmEABezAg8LGEKBIELdUBX2USMgOKESr SOt # LM_ENTERPRISEN 8.0 e4:1f:13:68:71:c4 [Identifier (1) 60 secs

IGYH3xnTddhPDDzcnaz /42hB+RBZSRW21gbG5v7+8= # LM_MMPN 8.0 e4:1f:13:2c:df:T8 Identifier (1) 60 secs

BUM1+1pQa/ew++57 ekpYBI+mHveUur vIJRWUEhARKZE= # LM_MMPN 8.0 e4:1f:13:68:71:c4 Identifier (1) 60 secs

PngzwafN,/8zRETLCg7FOh/ XZf Sw5tvwuoOLjyY+0Dgd= # LM_CCTN 8.0 ed4:1f:13:2c:df:f8 tdentifier (1) 60 secs

x0DhOemTgDRzOC j4uymbx0x13TRXbTGSAOLiwtral= # LM_CCTN 8.0 e4:1f:13:68:71:c4 Identifier (1) 60 secs

Kl I'l_/!

Before installing the Standby server, replace the existing license file on the Active server
with the updated license file.
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Adding the domain AD-LDS replication account to the Active server
administrators and replicator group

Add the AD-LDS replication account to the local Administrators and replicator group on
the Active CCMA server.

Request this AD-LDS replication account from your Network or Domain 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 siptraffic\

EliteReplication. You can choose another name for the account.

Procedure steps

Step Action

1 Log on to the Active server (for example, CCCORESONE) using the Avaya Aura® CC
installer domain account, for example SIPTRAFFIC\AACCinstaller.

2 Click Start, Administrative Tools, Computer Management.

In the Computer Management window, expand Local Users and Groups.

4 Click the Groups folder.
£8 Computer Management =S|
File Action View Help
e |2mla = HE
A Computer Management (Local) Mame | Description
= [[’é System Tools P Administrators Administrators have complete and u...
() Task Scheduler % Backup Operators Backup Operators can override secu...
@ Event Viewer ¥ Certificate Service DCO...  Members of this group are allowed t...
2] Shared Folders & cryptographic Operators  Members are authorized to perform ...
=& chal Users and Groups 2 pistributed COM Users Members are allowed to launch, acti...
- % Event Log Readers Members of this group can read eve...
B Groups
() Performance P Guests Gu.es.ts have the same access as me...
= ) Pel11S_TUSRS Built-in group used by Internet Infor. ..
&=y Device Manager = . o
= £ Storage 9‘_' Network Configuration ... Members in this group can have som. ..
= =9 Disk Management % Performance Log Users Members of this group may schedule. ..
=l Services and Applications % Performance Monitor ... Members of this group can access p...
o 2 Power Users Power Users are induded for badow. ..
% Print Operators Members can administer domain prin...
% Remote Desktop Users Members in this group are granted t...
% Replicator Supports file replication in a domain
% Users Users are prevented from making ac...
5 Double-click on the Administrators group.
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Administrators Properties

General I

% Administrators
+

Description: Administrators have complete and unrestricted access
to the computer/domain
Members:
A pdministrator
AliceAdmin

(31_; SIPTRAFFIC\AACCinstaller
2, SIPTRAFFIC\Domain Admins

Changes to a user'’s group membership

Add... | Remaove | are not effective urtil the next time the
user logs on.
0K | Canced | soob | Wb |
6 On the Administrators Properties window, click Add.
7 On the Select Users, Computers, Service Accounts, or Groups window, click
Locations.

Select Users, Computers, Service Accounts, or Groups

Select this object type:

IUsers. Service Accounts, or Groups

From this location:
ISimeﬁ“lc.com

Locations...

Enter the object names to select (examples):
[ Check Names

4

[ 71X

Object Types... |

Advanced... | 0K I Cancel |
4
8 On the Locations dialog, select the domain for CCMA to use for replication, for

example siptraffic.com.
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Locations EH

Select the location you want to seanch.

Location:

1A CCCORESONE
™1 Entire Directory
== g

===k Sip Traffic com

YA
9 Expand the domain folder, scroll down and select Users.
Locations HE
Select the location you want to search.
Location:
: =]
| Universal Desktop
.
-2 WFO_Users =
oK | Cancel |
A

10 Click OK.

Select Users, Computers, Service Accounts, or Groups ﬂ

Select this object type:

IUsers. Service Accounts, or Groups Object Types... |

From this location:
IUsers Locations. ..

Enter the object names to select (sxamples):

[ Check Names

Advanced. .. | QK | Cancel

11 Click Advanced.
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Select Users, Computers, Service Accounts, or Groups

Select this object type:

From this location:

Object Types... |

Users Locations... |

Columns... |
Find Now |
Stop |

Common Queries |

Narme: fstarts wih ~| |

Description: IStarts with j I

I~ | Disabled accounts
= | Miom expiing passwornd

e

[avs since last logon: I 'I 7;)
ot | cancel |
Search results:
Name (RDN) | E-Mail Address | Description | In Folder |
12 Click Find Now, to display domain users.
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Select Users, Computers, Service Accounts, or Groups ﬂ

Select this object type:

IUsers. Service Accounts, or Groups Object Types... |

From this location:

IUsers Locations... |

Common Queries |

Name: IStarts with | I Columns... |
Description: IStarts with j I
I~ | Dizatbled aceaunts Stop |

= Mo expmining passwand

e
[ays since |ast logon;: I Vl ;g)

ok | Cancel |

Search results:

Mame (RDN) E-Mail Address Description In Falder -

L% 1 HCAPe Sip Traffic.com/... |

2 2HCAPE Sip Traffic.com/...

2, 22001 Agert Sip Traffic.com/...

2, 22002 Agert Sip Traffic.com/...

2, 22010 Agert Sip Traffic.com/...

2, 50001 50001 Sip Traffic.com/...

£, A50001 A50D... Sip Traffic.com/...

2 AACCAgentO... Sip Traffic.com/...

2, AACCAgertT... Sip Traffic.com/...

&, AACCHAORe ... SipTraffic.com/...

g mcciusen- SpTohecm/ -
13 From the list of domain users select the CCMA replication domain user account, for

example siptraffic\EliteReplication.
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Select Users, Computers, Service Accounts, or Groups x

Select this object type:

IUsers. Service Accounts, or Groups Object Types... |

From this location:
IUsers Locations... |

Common Queries |

Name: IStarts with | I Columns... |
Description: IStarts with j I Find Now |
I” | Dizabled aceatnts Stop |

™| Wion expiing passwand

[ays since last lagan: I Vl 7)

OK I Cancel

Search results:

Name {RDN) E-Mail Address | Description | In Folder -]
82, Domain Users All domain users Sip Traffic.com/...

2 elite khiet b2 Sip Traffic.com/...

?_J elite kchiet w1 Sip Traffic.com/...

2 clite khiet. b1 Sip Traffic.com/...

?_J elite sup2 Sip Traffic.com./

Sip Traff

?_, em_lanchil 1 Sip Traffic.com/..

S:Z Enterprise Admins Designated admi... Sip Traffic.com/...

?_, evanm evanm Sip Traffic.com/...

?_J Evantest Evartest SipTraffic.com/...
B r . a4 ~ o .

a [

14 Click OK.

Select Users, Computers, Service Accounts, or Groups ﬂ
Select this object type:
IUsers. Service Accounts, or Groups Object Types...

From this location:

=
|Users Locations... |
=

Checl Names

Advanced... | QK | Cancel |
o

15 Click OK.
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Administrators Properties ﬂ

General |

% Administrators
'

Administrators have complete and unrestricted access
Lo the computer/domain

Members:

A Administrator

AliceAdmin

ﬁa_; SIPTRAFFIC'\AACCinstaller

2, SIPTRAFFIC\Domain Admins

-G,e_; SIPTRAFFIC\Elite Replication (EliteReplication@Sip Traffic.com)

Changes to a user's group membership
Hemove | are not effective until the next time the
user logs on.

oK | Cancel | anpy Help

16 Click Apply.

Administrators Properties ﬂ

General |

% Administrators
¥

Administrators have complete and unrestricted access
Lo the computer/domain

Description:

Members:

A pdministrator

AliceAdmin

G,e_; SIPTRAFFIC\AACCinstaller

2, SIPTRAFFIC\Domain Admins

é_; SIPTRAFFIC"Elite Replication (ElteReplication@Sip Traffic.com)

Changes to a user's group membership
Hemaove are not effective until the next time the
user logs on.

ok | Cacd | moply Help

17 Click OK.
18 Click the Groups folder.
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ﬂ;__!_Computer Management
File Action View Help

M[=1E3

& | znlc=HE

;é' Computer Management (Local)
B {f} System Tools
(E—) Task Scheduler
{2 Event viewer
2] Shared Folders
= % Local Users and Groups
| Users
=] ps
'@S‘:f.l Performance
=y Device Manager
[l =5 Storage
=F Disk Management
-2-;} Services and Applications

Mame

| Description

B Administrators

P Backup Operators

B certificate Service DCO...
% Cryptographic Operators
e pistributed COM Users
#Event Log Readers

B Guests

s _1usrs

B Network Configuration ...
Q‘_, Performance Log Users
Pl performance Monitor U...
B Power Users

ﬂ'_, Print Operators

P Remote Desktop Users

Administrators have complete and u...
Backup Operators can override secu. ..
Members of this group are allowed t...
Members are authorized to perform ...
Members are allowed to launch, acti...
Members of this group can read eve...
Guests have the same access as me...
Built-in group used by Internet Infor. ..
Members in this group can have som. ..
Members of this group may schedule. ..
Members of this group can access p...
Power Users are induded for badow. ..
Members can administer domain prin...
Members in this group are granted t...

Q‘_, Replicator Supports file replication in a domiain
% Users Users are prevented from making ac. ..
19 Double-click on the Replicator group.

20 Click Add.

Replicator Properties

General |

% Replicator

Description:

Members:

Supports file replication in a domain

Changes to a user's group membership
| Eemove | are not effective until the next time the

user logs on.

oK I Cancel

I Apply Help
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21 Click Locations.

Select Users, Computers, Service Accounts, or Groups ﬂ E

Select this object type:

IUsers. Service Accounts, or Groups Object Types... |

From this location:

ISipTrclfFic.com Locations...

Enter the object names to select (examples):

.

[ Lheck Hames

Advanced... | [k I Cancel

22 On the Locations dialog, select the domain to be used by CCMA replication. For
example, select siptraffic.com.

Locations HE

Select the location you want to search.

Location:
L CCCORESONE

OK I Cancel
Vi
23 Expand the domain folder to display domain users.
24 Click Users.
Locations HE
Select the location you want to search.
Location:
72 RGN Users A
| robha
SAPLicenseTB
| System
| TMA Agerts
| Traffic_Test_lsers
| Universal Desktop
i1
-2 WFO_Users -
ok | Cancel |
Vi

25 Click OK.
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Select Users, Computers, Service Accounts, or Groups ﬂ

Select this object type:

IUsers. Service Accounts, or Groups Object Types... |

From this location:
IUsers Locations. ..

Enter the object names to select (sxamples):
[ Check Names

4l

Advanced. .. | 0K | Cancel

26 Click Advanced.

Select Users, Computers, Service Accounts, or Groups

Select this object type:

IUsers. Service Accounts, or Groups Object Types... |

From this location:

IUsers Locations... |

Common Queries |

Name: IStarts with j I Columns. .. |
Description: [Stans with =] |
'l Dizabled accounts Stop |

I™ | Mon expiting passwond

-
Days since |ast logar; I 'l 7;)

ok | Cancel |
Search results:
MName (RDN) E-Mail Address Description In Folder -
E R+ HCAPG Sip Traif |
2 2HCAPs Sip Traffic.com/...
2, 22001 Agent Sip Traffic.com/...
2, 22002 Agent Sip Traffic.com/...
£, 22010 Agent SipTraffic.com/...
2, 50001 50001 SipTraffic.com/...
2, A50001 AS00... SipTraffic.com/...
2 AACCAgentO... Sip Traffic.com/...
%, AACCAgentT... SipTraffic.com/...
2 AACCHADRE ... Sip Traffic.com/...
§ oot SpTficcon -
27 Click Find Now, to display domain users.
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Select Users, Computers, Service Accounts, or Groups ﬂ

Select this object type:

IUsers. Service Accounts, or Groups Object Types... |

From this location:

IUsers Locations... |

Commaon Queries |

Name: IStarts with | I Columns...
Descrption: [Starts with »| |
I” | Disabledlaceaunts Stop |

™| Mon expiring password

e
Days since last logan: I Vl -;—,_)

ok | Cancel |
Search results:
Name (RDN) E-Mail Address Description In Folder -
L X1 HCars I — :I
2 2HcaPs Sip Traffic.com/...
2, 22001 Agert Sip Traffic.com/...
2, 22002 Agert Sip Traffic.com/...
2, 22010 Agent Sip Traffic.com/...
2, 50001 50001 Sip Traffic.com/...
£, A50001 AS0D... Sip Traffic.com/...
L, AACCAgentD .. Sip Traffic.com/...
%, AACCAgentT... SipTraffic.com/...
%, AACCHAONe . Sip Traffic.com/...
2 AACCHARepii... SipTraffic.com/... B
D wscms oow - .
28 From the list of users select the CCMA replication domain user account, for example

siptraffic\EliteReplication.
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Select Users, Computers, Service Accounts, or Groups

Select this object type:

IUsers. Service Accounts, or Groups Object Types... |

From this location:
IUsers Locations... |

Common Queries |

Name: Istar[g with | I Columns... |
Description: IStarts with j I Find Now |
I™ | Drizabled aceaunts Stop |

I™ | Mo expiting password

o

Days since |ast logar: I e l 7)

OK I Cancel

Search results: |
Name (RDN) | EMail Address | Description |_In Folder ]
82, Domain Users Al domain users Sip Traffic.com/...

2 clite khiet b2 Sip Traffic.com/...

?_J elite kchiet w1 Sip Traffic.com/...

2 elite khiet. b1 SipTraffic.com/...

?_, elite sup2 SipTraffic.com.’

i Sip Traff

?_, em_lanchil 1 Sip Traffic.com./...
_-‘-E Enterprise Admins Designated admi... SipTraffic.com/...

%, evanm evanm Sip Traffic.com./...

?_, Evantest Evantest SipTraffic.com/...
B 0 iaa P

| oy

29 Click OK.

Select Users, Computers, Service Accounts, or Groups ﬂ

Select this object type:

IUsers. Service Accourts, or Groups Object Types... |

From this location:

IUsers Locations. .. |

Check Names

Advanced... | QK | Cancel
P

30 Click OK.
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EHE

Replicator Properties

General |

% Replicator

Supports file replication in a domain

Description;

Members:
{f_} SIPTRAFFIC\Elte Replication (Elite Replication@Sip Traffic .com)

Changes to a user's group membership
are not effective until the next time the

user logs on.

Bemove

Help

oK | Cancel | ppply

31 Click Apply.
[ 21

Replicator Properties

General |

% Replicator

Supports file replication in a domain

Description:

Members:
-é_, SIPTRAFFIC\Elite Replication

Changes to a user's group membership
Bemove | are not effective urtil the next time the

Add. |
user logs on.

oK | Cancel | gy Help

32 Click OK.
-End--
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Updating the license file on the Active server

Apply the updated license file to support the HA feature. The license file must have
entries for both the Active and Standby servers.

Procedure steps

Step
1

3

4

332 NN44400-804 Contact Center Multimedia Complement Deployment Guide

Action

Log on to the Active server (for example, CCCORESONE) using the Avaya Aura® CC
installer domain account, for example SIPTRAFFIC\AACCinstaller.

Click Start, All Programs, Avaya, Contact Center, License Manager,
Configuration.

@ Internet Explorer (64-bit)
(€& Internet Explorer
] Windows Update

|»

™

| Accessories —
, Administrative Tools AACCInstaller
| Avaya AACCInstaller
Contact Centel
y omlactLenter Documents
A\ Uninstall Contact Center
. Common Utilities
o X Computer
, Communication Control Toolkit
| Database Utilities Netwark
o]
Control Panel
& shutdown
&1 startup

Devices and Printers

, Manager Administration

. Manager Server

_| Administrative Tools 4
) Multimedia Server
. Orchestration Designer Help and Support
) Server Utility
. BusinessObjects ¥I 3.1 ;I Run...
F] Back Windows Security

I Search programs and files

l[_]_ij Log off >|
oo | B| &7 | @

On the LM Config page, click OK.

LM Config |

PLICD License File found

On the Configuration page, click Browse.
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Configuration | Real Time Usage |

High Availability pre-install configuration

— License Manager Information

Primary:  |Active (CCCORESONE)

Secondary: INot Configured

— Configuration
Enter a location or click the Browse button:

fl
License Manager Port Number: |3998

Browse... |

Apply

_ e |

Navigate the file system to the location where you downloaded the new license file, for

example C:\Avaya_Support\.

Contact Center Licensing
Configuration | Real Time Usage |
r— License Manager Information
Primzan- |Active ICCCORFSONFY
Open
Look in: I . Avaya_Support j & £ Ef-
——  MName = I'I Date modified |v| Type
7] | 5P 5 Patches 19/10/2011 12:53  File folder
|| AACC Firewall Policy {Ver 1.06).wiw 14/04/2011 23:10  WFW File
|| Backup_Base_Windows_FW_policy.wiw 18/10/2011 15:37  WFW File
|| cocoresone_nodal 20/10/201109:08  LIC File
| 7| elite_campus_WarmHA 09/11/2011 14:22  LIC File
4 | i
File name: |e|'rte_campus_Wam1HA COpen I
Files of type: IAII Files (*) j Cancel |
[ Open as read-only
p
=

Select the new license file, for example elite_campus_WarmHA.lic.
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Contact Center Licensing

Configuration | Real Time Usage |

— License Manager Information

Primans- |Active ICCCORFSONFY

Look i_n:l | Avaya_Support j & & ER-

“— Name = I'I Date modified |v| Type

=] | SF 5 Patches 19/10/2011 12:53  File folder
|| AacC Firewall Policy {Ver 1.06).whw 14/04/2011 23:10  WFW File

|| Backup_Base_Windows_FW _policy.wfw 18/10/2011 15:37  WFW File
20/10/20110%:08  LIC File
09/11/2011 14:22

File name: |e|'rte_campu5_Wam1 HA Open

] Files of type: IAIIFlIes{’.‘} j ﬂl

[ Open as read-only

7 Click Open.
8 Click Apply.
Contact Center Licensing I

Configuration | Real Time Usage |

— License Manager Information

Primary:  |Active (CCCORESONE)

Secondary: INot Configured

— Corfiguration
Enter a location or click the Browse button:

C:\Avaya_Supportelite_campus_WarmmHA lic

License Manager Port Number; IBS'BE

Apply

_ &

9 Click Yes to restart the Contact Center License Manager server.
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Contact Center Licensing

Configuration | Real Time Usage |

— License Manager Information

Primary:  |Active (CCCORESONE)

Secondary: INot Configured
LMConfig

—Configuration —

‘fou must restart to commit any changes.
Enteralor Restart the License Manager service now?

e |

es Mo |

License Manager Port Mumber: IBEEE

10 Click OK to close the window.

LMConfig |

y restarted if padkage has been upgraded or if new optional

Iﬁl Service started successfully. AACC applications may need to be
=" features have been configured.

1" Click Exit.

12 Click Start, All Programs, Avaya, Contact Center, Common Utilities, System
Control and Monitor Utility.

13 On the Contact Center tab, click Shut down Contact Center, and wait until all the
components have stopped.

14 Click Start Contact Center.
15 Click Close.
-End--
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Updating the site name on the Active server

Ensure that the site name on the active serveris not the same as the server name. The
default on a non-HA install is for the site name to be the same as the server name.

Step Action

1 Log on to the Active server (for example, CCCORESONE) using the Avaya Aura® CC
installer domain account, for example SIPTRAFFIC\AACCinstaller.

2 Click Start, All Programs, Avaya, Contact Center, Manager Server, Server
Configuration.

On the Server Configuration page, in the left pane, select Local Settings.

4 Check whether the site name is the same as the server name, for example
CCCORESONE.

¢ Server Configuration H=

AVAYA

Contact Center Server Configuration

. Main Menu

Local Settings
Licensing

Customer Information Avaya Server Subnet

, SIP

Network Settings
Local Subscriber

Customer Name

CLAN IF is a managed IP address
ISampIeCustomer

IP Address
Company Name

ISampIeBusiness 172.18.70.5

) CCT Server
%)) WS Open Interfaces

(i2) SalesForce

Site Name

[FEANTPiS ged IP address
RSM IP Address P Address
Real-Time Statistics Multicast IP Address I
234.5.6.10
Bt | apoyal | o« |
5 If the site name is the same as the server name, in the Site Name box type a new site
name, for example CC_ELITESITE.

6 Click OK.
7 On the Updated IP Warning dialog, click OK.
8 On the Updated IP Warning dialog, click Yes to restart the server.
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Server Configuration

AVAyA Contact Center Server Configuration

0] %]

i Main Menu
: L

Customer Information Avaya Server Subnet

Licensing Custo N
P ustomer Name

Network Settings Restart Required ed IP address
% Local Subscriber —

CCT Server

W5 Open Interfaces
i-{(3) SalesForce

The changes made require a restart. Would you like to restart now?

Mo I
Elan Subnet
Site Mame
CC_ELITESITE J= ELAN IP is 2 managed IP address
RSM IP Address IP Address

Real-Time Statistics Multicast IP Address I

234,5.6.10

Done. (Restart required)

| Cancel Apply All Ok

~End--
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Windows server preparation—Standby

server

This chapter provides the common procedures to prepare the Windows server on which
you plan to install the Avaya Aura® Contact Center Standby server software. You must
perform the procedures in this chapter on the Standby server.

Prerequisites to server preparation

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

Installing Windows Server 2008 Release 2

Install the Windows operating system, which is required for the Contact Center server
software. During the installation, configure the Windows settings as required.

Prerequisites

Ensure that(g/ou 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.

Do not upgrade your operating system from a previous release. Remove the drive
partitions and reformat the hard drives on the server.

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

Ensure that you have a DVD for Windows Server 2008 Release 2.
Install the Network Interface Card in the server.

Know the IP address for the contact center subnet.

Procedure steps
Step Action

1

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

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

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

On the Installation window, select a Language to install from the list.
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= ©O© 0 N o

12

13
14
15

16

17

18

19

Select a Time and currency format from the list.
Select Keyboard or input method from the list.
Click Next.

Click Install Now.

Select an operating system from the list.

Click Next.

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

Click Next.
Select Custom.

Select the disk partition on which you want to install Windows Server 2008. This
partition must be a minimum of 61440 Mb. You can either change it now or expand it
after the installation.

Click Next.
The install proceeds and automatically restarts the server several times.

After completing the installation, log on to the server as Administrator. Enter and
confirm the local Administrator password, for example MultiMpassw1.

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.
Ensure you select Automatically adjust clock for Daylight Saving Time: CCMM
does not support manual DST time changes.
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#¥ Date and Time N x|

Date and Time |#.ddih'ona| Clocks I Internet Time

Date:
18 October 2011
Time x
S Set the time zone:
Time zone:
Time zone | (UTC) Dublin, Edinburgh, Lisbon, London |

(UTC) Dublin, Edinburgh, Lisben, Lo & oytomatically adjust clock for Daylight Saving Time

Current date and time; 18 October 2011, 15:02
MNew date and time: 18 October 2011, 15:02

0K I Cancel

Daylight Saving Time ends on 30 Oc
go back 1 hour at that time.

¥ Motify me when the clock chang

Get more time zone information online

How do I set the clock and time zone?

0K | Cancel | Anply |

20 Select Configure Networking and complete the information for your Network Interface
Card (NIC) with the server IP address, subnet mask, default gateway, and DNS server.
For example use 172.18.70.34, 255.255.248.0, 172.18.71.253 and 172.18.71.253
respectively for the Standby server.
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Internet Protocol Version 4 (TCP/IPv4) Properties EHE |
General |

You can get IP settings assigned automatically if your network supports

this capability. Otherwise, you need to ask your network administrator
for the appropriate IF settings.

™ Obtain an IP address automatically

{* Lise the following IP address:

IF address: | 172, 13 . 70 . 34
Subnet mask: | 255 . 255 .248 . 0
Default gateway: I 172 . 18 ., 71 . 254

= Obtain DMS server address autamatically

¥ |Jse the following DMS server addresses:

Preferred DMS server; I 172 . 18 ., 71 . 253

Alternate DMS server: I

[ validate settings upon exit

Advanced... |
(04 I Cancel |

21 Select Provide computer name and domain and complete the information for your

server name and domain settings. For example, use CCCORESTWO for the Standby
server, in the domain SipTraffic.com.
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Computer Name I Hardware | Brvzmnrad | Dameta |
Computer Name/Domain Changes |

] Wind th
tbh unl?h:ﬁ:‘tf:rf{. ; You can change the name and the membership of this

computer. Changes might affect access to netwark resounces.
Computer description: I_ D

Fc
vy Computer name:

Full computer name: i I':':'3':""‘351—""""[’I
Domain: Si  Full computer name:

CCcoresTwao
To rename this computer or
workgroup, click Change. Mare...

— Member of

& Domain:
ISipTlElﬁiu:.u:nm
" Workgroup:
ok | Cancel
ok | Cancel bpply |
22 Choose Restart Later when prompted to restart the computer, and log back in as the
local administrator.
23 Configure disk drive C: to be the only primary partition on your hard drive. Ensure that

it is at least 60Gb in size; if drive C: is less than 60Gb, expand the volume.

24 Change the DVD drive letter to E:, to ensure that the correct drive letters are free for
the drives needed for the Avaya Aura® CcC application components.
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E: Server Manager

i =] 54
File  Action View Help

et EEREE
% Server Manager (CCCORESTWO)
ﬁ‘ Roles

Disk Management Volume List + Graphical

] Features Volume Layout | Type | File System | Status Capacity | Free Space | % Free | Fault
i Diagnostics o Simple  Basic Healthy (OEM Partition) 125MB 125 MB 100 % Mo
iﬁ’i Configuration == (C:) Simple Basic NTFS Healthy (Boot, Page File, Crash Dump, Primary Partition) 62.50GE  30.99 GB 50 %% Mo
El {25 Storage w0s Simple Basic FAT32

Healthy (System, Active, Primary Partition) 2.00 GB

1.99GB 99 % Mo
@ Windows Server Backup

1= Disk Management

<

—Disk 0
Basic 05 ()
837.25GB 125 MB 2.01GB FAT32 62,50 GB NTFS T72.62GE
Online Healthy (OEM | |Healthy (System, Active ||Healthy (Boot, Page File, Crash Dur Jf | Free space
iCD-ROM=
DVD (E:) Change Drive Letter and Paths. ..
Mo Media EEE
Properties
Help

B Unallocated ] Primary partition [l Extended partition [ Free space

25 Configure the remaining drives for this server as follows:
— D: 80Gb Application drive
— F: 60Gb CCMS Database drive
— G: 300Gb CCMM Database drive
— H: 5Gb CCT Database drive
— |: 5Gb Trace logs drive
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F:: Server Manager
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=10l x|

& | 2mHT R E

iy Server Manager (CCCORESTWO)

= Roles

Eﬂ Features

m Diagnostics

fﬁj Configuration

= ﬁ Storage
@ Windows Server Backup
1= Disk Management

Disk Management

Volume List + Graphical

WVolume Layout | Type | File System | Status Capacity | Free Space | % Free | Fault
(=] Simple  Basic Healthy {(OEM Partition) 125 MB 125 MB 100 % Mo
@ (C1) Simple Basic NTFS Healthy (Boot, Page File, Crash Dump, Primary Partition) ©2.50GE  30.99 GB 50 %% Mo
CwApplication (D:) Simple Basic NTFS Healthy (Logical Drive) 80.00GE  79.91GB 100% Mo
@ CCMmMdb (G:) Simple Basic NTFS Healthy (Logical Drive) 300.00GE 299.90GE  100% Mo
CwCCMSdb (F:) Simple  Basic NTFS Healthy (Logical Drive) 60.00GE  59.91GB 100% Mo
@ CCTdb (H:) Simple Basic NTFS Healthy (Logical Drive) 5.00 GB 4.95 GB 99 % Mo
w035 Simple Basic FAT32 Healthy (System, Active, Primary Partition) 2.00 GB 1.99GB 99 % Mo
CwTracelogs (I:) Simple Basic MNTFS Healthy (Logical Drive) 5.00 GB 4,95 GB 99 % Mo
4| | 2l

i
L_uDisk 0

Basic 0s (c) Application || CCMSdb (F || CCMMdb (G:) || CCTdb ( || Tracelo

837.25GB 2.01GE ||62.50 GBNTF § (80.00 GBNT! ||&0.00 GB NTF | (300,00 GBE NTF: || 5.00 GEM ||5.00GE M || 322.62 GB

Online Healthy ||Healthy (Boo §| |Healthy {Log ||Healthy {Logi ||Healthy {Logical || Healthy {| | |Healthy {I | |Free space

.. CD-ROM 0

DVD {E:)

Mo Media

B Unallocated [J] Primary partition [J] Extended partition [ Free space ] Logical drive

26

Install any drivers specifically required for your hardware configuration.
-End--

Configuring Windows Server 2008

Before you install Contact Center software on your server, create a repair disk and back
up the operating system configuration.

Procedure steps

Step
1
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Action

Log on to the Windows Server 2008 server as the local administrator, for example
CCCORESTWO\Administrator.

On the Initial Configuration Tasks window, select the Don’t display this screen on
startup check box and click Close.

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

Choose Start, Administrative Tools, Server Manager.
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5 In the left pane, click Features.
6 Click Add Features.
7 Select Windows Server Backup Features.

i,_lra Select Features

Select one or more features to install on this server,

Features:

’: SMTP Server
[] smMP Services
[] storage Manager for SANs
[] subsystem for UNIX-based Applications
[] Telnet Client
[] Telnet Server
[] TFTP Client
[] Windows Biometric Framework
[] windows Internal Database
[ windows Powershell Integrated Scripting Environment (I
[] windows Process Activation Service
]
[ windows Server Migration Tools
|: Windows System Resource Manager
[ Windows TIFF IFilter
[] wWinRM 115 Extension
[ wiIns Server
[ wireless LAN Service
[ %Ps viewer

| |

[ |

Windows Server Backup Features

More about features

< Previous | Next > I Inst=

Description:

Windows Server Backup Features
allow you to back up and recover your
operating system, applications, and
data. You can schedule backups to
run once a day or more often, and

can protect the entire server or
specificvolumes.

Cancel

Confirmation

Progress

Results
8 Click Next.
9 Click Install.
10 Click Close.
11

Backup.

12

-End--

Installing the latest operating system service packs
Install the most recent supported operating system service packs. You must download
the supported operating system service packs identified in the Avaya Contact Center
Service Packs Compatibility and Hotfix Availability list to ensure your Contact Center
server software functions correctly.
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Choose Start, All Programs, Accessories, System Tools, Windows Server

Follow the on-screen instructions to select what you want to back up.
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Prerequisites

* Access the Avaya Contact Center Service Packs Compatibility and Hotfix
Availability list on the support Web site http://www.avaya.com/support.

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

* |nstall the Microsoft .NET Framework 3.5 and Microsoft .NET Framework 3.5 SP1.

Procedure steps
Step Action

1 Review the Contact Center Service Packs Compatibility and Security Hotfixes
Applicability list to determine the most recent supported patches or service packs.
2 Download the appropriate Microsoft Windows Server 2008 patches for the server
software installed on this server.
3 Install the most recent Windows Server 2008 service pack that is validated with the
server software by following the Microsoft installation instructions.
-End--

Disabling the Remote Access services

Disable the Remote Access services on the core contact center server, to support
Communication Control Toolkit.

Attention: This procedure requires you to restart the server.

Procedure steps
Step Action

1 Choose Start, Administrative Tools, Services.

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

4 In the General tab, from the Startup type list, select Disabled.
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9
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General | Log Cn | Heco\reryl Dependencies I
Service name: RasMan
Display name: Remote Access Connection Manager
Description: Manage_s dialup an_d vitual private network: (WP N) ;I
Fonnectlons from this computer to the Intemet or LI

Path to executable:
C:\Windows'\System32\svchost exe 4 netsves

Startup type:

Help me configure service startup options.

Service status:  Stopped

Start | Stop I Fause Besume

You can specify the start parameters that apply when you start the service
from here.

Start parameters: I

QK I Cancel Apply

Click OK.

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

icon.

Click Properties.

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

Remote Access Auto Connection Manager Prope
General | Log On I Recovery I Dependencies I
Service name: RasAuto
Display name: Remote Access Auto Connection Manager
Description: ates a connection to a remote network whenever;l
P F:mgmm references a remote DMS or NetBIOS LI

Path to executable:
C:\Windows\System 32"svchost exe + netsves

Startup type:

Help me configure service startup options.

Service status:  Stopped

Start | Stop I Pause Hesume

You can specify the start parameters that apply when you start the service
from here.

Start parameters: I

X

QK I Cancel Apply

Click OK.
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'q, Services

File  Action ‘Wiew Help

M= E3

€9 [mlE=|HE» = u»

", Services {Local) Description

Mame =

P-% IP Bus Enumerator

The PrP- bus enumerator ser...

s

5} Portable Device Enumerator Service Enforces group policy For remo...
ChPawer Manages power policy and po...
5k Prink Spooler Loads files ko memory for later...
“C}Problem Reports and Solutions Control Panel Suppart  This service provides support F...
G hProtected Storage Provides protected storage for,,.
“ShRemote Access Auta Connection Manager Creates a connection to a ren...
“EhRemate Access Connection Manager Manages dial-up and virtual pri...
S hRemote Deskkop Configuration Remote Deskiop Configuration.. .
“ChRemote Deskkop Services Allows users to connect inkera...
“ChRemote Deskkop Services UserMode Port Redirector Allows the redirection of Printe..,
“ChRemate Procedure Call (RPC) The RPICSS service is the Servi...
“GhRemote Procedure Call (RPC) Locator In Windows 2003 and eatlier v...
S hRemote Registry Enables remote users ko modif...
G} Resultant Set of Policy Provider Provides a network service tha...
“SkRouting and Remate Access Offers routing services to busi,..

Skatus

Started
Started

Started
Started
Starked
Started

Started

Startup T

Disabled
flanual
Automatic
Automatic
tanual
Tanual
Disabled
Disabled
flanual
tanual
flanual
Automatic
Tanual
Automatic
tanual
Disabled

Local Syskem
Local Swskem
Local System
Local System
Local System
Local Syskem
Local Syskem
Local System
Local Swskem
Metwork Ser...
Local Syskem

Metwork Ser...
Metwork Ser...
Local Service

Local System

Local System

Extended }\ Standard

10 In the Services window, click File, Exit.
11 Restart the server.
-End--

Configuring SNMP on your server

Configure Simple Network Management Protocol (SNMP) on your server to ensure you
have all of the required components of the Internet Protocol for monitoring devices in
your network. SNMP helps you manage data that describes the system configuration

and errors that may occur between servers.

Procedure steps
Step Action

1 Log on to the Windows Server 2008 server as the local administrator, for example

CCCORESTWO\Administrator.

Choose Start, Control Panel, Programs.

a b ODN

Select SNMP Services.
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In the Programs and Features section, click Turn Windows features on or off.

In the Server Manager window, select Features and click Add Features.
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ﬂ
i Select Features

@
Select one or more features to install on this server,

Confirmation Features: Description:

Progress ] Quality windows Audio Video Experience ;I 5:;; r?ﬂllgjhéitr\:‘iocrel; ni?j;::ti? SPLoh:gcol
Results [ remote Assistance Service and SNMP WMI Provider.
[] rRemote Differential Compression

[] remote Server Administration Tools
[] RPC over HTTP Proxy
[] simple TCP/IP Services
[] sMTP server
[l s Services
[] storage Manager for SANs
[] subsystem for UNIX-based Applications
[] Telnet Client
[] Telnet Server
[] TFTP Client
[] windows Biometric Framework
[] windows Internal Database
[ windows Powershell Integrated Scripting Environment (I
[] windows Process Activation Service
[E windows Server Backup Features (Installed)

[] windows Server Migration Tools
| ["1 windows Svstem Resource Manager | _ILI
4 3

More about features

< Previous | Mext = I Instal Cancel

Click Next.

Click Install.

If prompted, insert the Windows Server 2008 DVD.
Click Close.

© 0 N o

-End--

Configuring the server to use the Contact Center installer account

Add the installer account to the Administrators group on the local server, and configure
User Account Control (UAC) to give the account full local administration privileges.

Attention: This procedure requires a restart of the Windows 2008 server.

Procedure steps
Step Action

1 Log on to the Windows Server 2008 server as the local administrator, for example
CCCORESTWO\Administrator.
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2 Click Start.

3 Right-click Computer and select Manage.

A

Command Prompt

-
ey J MNotepad b
@ Internet Explorer Administrator
L

. Documents
(=] Calculater

ﬂ Windows Firewall with Advanced W

e (@vanage |
Metwork

Symantec AntiVirus

Map network drive...
Control Panel Disconnect network drive...

v Show on Desktop
Rename

Devices and Pr

Administrative " Properties
Help and Support

Run...

3 &ll Programs Windows Security

I Search programs and files lQJ Log off Pl
oae | B &3 ] |

4 In the left pane, expand Configuration, Local Users and Groups.

Select Groups.
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F== Server Manager

[=1 3
Eile Action View Help
&= = ] —=
e A2 | R
% Eerver Manager (CCCORESTWO) | e
5 Roles [Neme |opesapton |
= Features MName Description
S Disgnostics I Administrators Administrators have complete and ...
=] Eﬁ‘); Configuration :k Backup Operators Backup Operators can override secu...
U Task Scheduler el Certificate Service DCO...  Members of this group are allowed t...
Windows Eirewall with Advz | &%/ Cryptographic Operators  Members are authorized to perform ...
.&}._ Services :k Distributed COM Users Members are allowed to launch, acti...
:Efa WMI Control eEvent Log Readers Members of this group can read eve...
B ¥ Local Users and Groups Pl Guests Guests have the same access as me...
| Users :k IIS_IUSRS Built-in group used by Internet Infor...
| % Network Configuration ... Members in this group can have som...

&5 Storage elperformance Log Users  Members of this group may schedule...

% performance Monitor U...  Members of this group can access p...

P Power Users Power Users are induded for backw. ..
:E Print Operators Members can administer domain prin. ..
% Remote Desktop Users Members in this group are granted t...
I Replicator Supports file replication in a domain
:k Lsers Users are prevented from making ac...
KN i
6 In the right pane, double-click Administrators.

7 In the Administrators Properties Window, click Add.

E,: Server Manager

File Action View Help

e |HEIRE = H
__4:5 Server Manager (CCCORESTWO)
i.: Roles
% Features r
Eﬁ& E?E;:j:;m Select Users, Computers, Service Accounts, or Groups
Task Sch
Windows
Jj:)‘; Services
5 WMI Cor  From this location:
= & LEcaI Ust ISimeﬂ'lc.mrn
| User
| Grou
5 storage

Select this object type: plete and unrestricted access
IUsers. Service Accounts, or Groups

Object Types...

Locations...

Enter the object names to select {examples):

[ Check Mames

i

Mvanced...l o | cancel |

P
:k Users |

Changes to a user's group membership
Add... | Fremove are not effective until the next time the
userlogs on.

T e Help
|
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On the Select Users, Computers, Service Accounts, or Groups window, in the
Enter the object names to select (examples) box, type the domain account that you

created for installing Avaya Aura® CC, for example AACCinstaller.

Select Users, Computers, Service Accounts, or Groups
Select this object type:
Il._lsem. Service Accounts, or Groups Object Types...

FErom this location:

ISipTlEIﬁiC.CDI‘I‘I Locations. ..

Enterthe object names to select (examples):
AACCinstallerd Check Mames

Advanced... | QK I Cancel

8

i
Click Check Names.
When prompted, enter a domain administrator user name and password.
The system verifies the domain account.
Select Users, Computers, Service Accounts, or Groups ﬂ

Select this object type:

Il._lsers. Service Accounts, or Groups Chject Types... |

From this location:

ISipTlElﬁic.::nm Locations... |

Enter the object names to select (examples):

AACCInstaller AACCInstaller (AACCInstaller@ Sip Traffic com)| Check Names |

Advanced. .. | 0K | Cancel |

Click OK.
Click OK.
Exit the Server Manager window.

Select Start, Administrative Tools, Local Security Policy.
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E—= Local Security Policy H=]
File Acton View Help
MName | Description

4 Account Policies 4 Account Policies Password and account lockout policies

2. Local Polices 'gLocaI Policies Auditing, user rights and security options policies

= Windorws FII’E'NE" with Ad.\n.anced Security | | windows Firewall with Advanced Security Windows Firewall with Advanced Security

j_ Metwork List Manager Policies | Network List Manager Policies Network name, icon and location group policies.

_| Public Key Polides | Public Key Palicies

| Software Restriction Policies = Software Restriction Policies

= ADD|ICatIF|n CDI.11-:I'0| Policies ~| Application Control Policies Application Control Policies

,g IP Security Polidies on Local Computer '@IPS ity Polic Local G te Internet Protocol . P Administrati

"] dvanced Audit Policy Configuration = ecurity Policies on Local Computer nternet Protocol Security (IPsec) Administration. ...

_| Advanced Audit Policy Configuration Advanced Audit Policy Configuration

1] A K |
15 In the left pane, expand Local Policies.
16 Select Security Options.
17 In the right pane, scroll down to find User Account Control: Behavior of the

elevation prompt for administrator.
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E—= Local Security Policy

File Acton View Help

&5 75X E = | HE

_ﬁ Security Settings Policy = | Security Setting | :I
g Account Polidies | Network security: Restrict NTLM: Audit Incoming NTLM Traffic Mot Defined
Bl ['g Local Polides | Network security: Restrict NTLM: Audit NTLM authentication in thi... Mot Defined

& Audit Policy
4 User Rights Assignment
7 Security Options
| windows Firewall with Advanced Security
j Network List Manager Policies

| Metwork security: Restrict NTLM: Incoming MTLM traffic Mot Defined
| Network security: Restrict NTLM: NTLM authentication in this dom... Mot Defined
| Network security: Restrict NTLM: Qutgoing NTLM traffic to remot...  Not Defined
|Recovery console: Allow automatic administrative logon Disabled

[+

| Recovery console: Allow floppy copy and access to all drives and ... Disabled

= Zz?:;ﬁyi:sl?i:on Policies | Shutdown: Allow system to be shut down without having to logon Disabled
: Application Control Policies | Shutdown: Clear virtual memory pagefile Disabled
lg IP Security Polides on Local Computer | System cryptography: Force strong key protection for user keys ... Not Defined
| Advanced Audit Policy Configuration | System cryptography: Use FIPS compliant algorithms for encrypti... Disabled

| System objects: Require case insensitivity for non-Windows subs... Enabled
| System objects: Strengthen default permissions of internal syste... Enabled
| System settings: Optional subsystems Pasix

| System settings: Use Certificate Rules on Windows Executables f... Disabled
| User Account Control: Admin Approval Mode for the Built-in Admi... Disabled
| User Account Control: Allow UTAccess applications to prompt for Disabled
E nt 0 0 or ad)
| User Account Control: Behavior of the elevation prompt for stand... Prompt for credentials
| User Account Control: Detect application installations and prompt... Enabled

| User Account Control: Only elevate executables that are signed ... Disabled

|User Account Control: Only elevate UIAccess applications thatar... Enabled

| Uger Account Control: Run all administrators in Admin Approval M... Enabled

| User Account Control: Switch to the secure desktop when prompt... Enabled

| User Account Control: Virtualize file and registry write failures to ... Enabled

«| | -
| | |

18 Double-click User Account Control: Behavior of the elevation prompt for
administrator.

19 On the Local Security Setting tab, select Elevate without prompting.
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E-= Local Security Policy M [=]
File Action View Help User Account Controk Behavior of the elevation prompt for admi.. [ E3
i | =m .
&= | o~ | RE = Local Security Setting I Explain |
i Security Settings Security Setting I:I
= ici User Account Control: Behavior of the elevation prompt for
g' Account .P.OHGES admini in Admin A | Mode Not Defined
El [ Local Policies i Mot Defined
4 Audit Policy Not Defined
jg User Rights Assignment Not Defined
- Security Options W - Mot Defined
%I Windows Firewall with Advz IPrompt for consent for non-Windows binaries j ‘
= i i Elevate without Disabled
:j Network List Manager Polici — = ~ .
= publi lici Prompt for credentials on the secure desktop Disabled
— Public Key Polices Prompt for consert on the secure desktop Disabled
_| Software Restriction Polide Prompt for credentials Disabled
~| Application Control Policies Prompt for consert sable
.g IP Security Policies on Local Prompt for consent for non-Windows binaries Not Defined
| Advanced Audit Palicy Coni Digabled
Enabled
Enabled
Posix
Disabled
Disabled
Disabled
Prompt for consent for no...
Prompt for credentials
Enabled
Disabled
Enabled
Enabled
Enabled
T e T | e
«| -
—
20 Click OK.
E-= Local Security Policy =]

Fle Acton View Help

& | 7mIXE = HE

igl Security Settings

4 Account Policies

B[4, Local Policies

4 Audit Policy

4 User Rights Assignment
4 Security Options

[+

:j Network List Manager Policies
~| Public Key Polides
~| Software Restriction Polides
~| Application Control Policies

FHEHEEE

| Advanced Audit Policy Configuration

~| Windows Firewall with Advanced Security

,g IP Security Policies on Local Computer

Policy =

=

| Security Setting

lslz| Netwaork security: Restrict NTLM: Audit Incoming NTLM Traffic

lo1o| Network security: Restrict NTLM: Audit NTLM authentication in thi...
lzlz| Network security: Restrict NTLM: Incoming MTLM traffic

ltio| Network security: Restrict NTLM: NTLM authentication in this dom...
lt1o| Network security: Restrict NTLM: Outgoing NTLM traffic to remot...
lzlz| Recovery console: Allow automatic administrative logon

l11o| Recovery console: Allow floppy copy and access to all drives and ...
lzle| Shutdown: Allow system to be shut down without having to log on
12| Shutdown: Clear virtual memory pagefile

lo1s) System cryptography: Force strong key protection for user keys ...
lto| System cryptography: Use FIPS compliant algorithms for encrypti...
1112 System objects: Require case insensitivity for non-Windows subs...
l:z| System objects: Strengthen default permissions of internal syste...
12| System settings: Optional subsystems

lziz| System settings: Use Certificate Rules on Windows Executables f...

ltl| User Account Control

. nt

lt1o| User Account Control

User Account Control

[tz User Account Control
ltl| User Account Control

lzle| User Account Control

l2s) User Account Control:
ltls| User Account Control:
lt1o| User Account Control:

: Admin Approval Mode for the Built-in Admi...
: Allow ULAccess applications to prompt for
0 0 or adi

: Behavior of the elevation prompt for stand...
: Detect application installations and prompt...
: Only elevate executables that are signed ...
Only elevate UIAccess applications that ar...
Run all administrators in Admin Approval M...
Switch to the secure desktop when prompt. ..

: Virtualize file and registry write failures to ...

Mot Defined
Not Defined
Mot Defined
Not Defined
Not Defined
Disabled
Disabled
Disabled
Disabled
Mot Defined
Disabled
Enabled
Enabled
Posix
Disabled
Disabled
Disabled

Prompt for credentials
Enabled
Disabled
Enabled
Enabled
Enabled
Enabled
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21 In the right pane, scroll down to find User Account Control: Run all administrators
in Admin Approval mode.
E Local Security Policy [_ (O]
Ele Action View Help
& |%ERE = [H 5
%_:_.I Security Settings Policy = | Security Setting |
4 Account Policies | Network security: Restrict NTLM: Add server exceptions in thisd... Mot Defined
SR chal Palicies | Network security: Restrict NTLM: Audit Incoming NTLM Traffic Mot Defined
4 Audit Policy | Network security: Restrict NTLM: Audit NTLM authentication in thi... Not Defined
._9 User Rights Assignment | Network security: Restrict NTLM: Incoming MTLM traffic Not Defined
i !—:"' Securit_y O|:|tior1.s ) | Network security: Restrict NTLM: NTLM authentication in this dom... Mot Defined
— Windows |.=|rewa|| with Ad.\n.anced Security | Network security: Restrict NTLM: Qutgoing NTLM traffic to remot... Mot Defined
j Es;‘:i\'co'r{z;lspi;:ﬂ;::ﬁr Policies | Recovery console: Allow automatic administrative logon Disabled
= Software Restriction Polides | Recovery console: Allow floppy copy and access to all drives and ... Disabled
: Application Control Policies | Shutdown: Allow system to be shut down without having to log on Disabled
‘g IP Security Polides on Local Computer | Shutdown: Clear virtual memery pagefile Disabled
| advanced Audit Policy Configuration | System cryptography: Force strong key protection for user keys ... Not Defined
| System cryptography: Use FIPS compliant algorithms for encrypti... Disabled
| System objects: Require case insensitivity for non-Windows subs... Enabled
| System objects: Strengthen default permissions of internal syste... Enabled
| System settings: Optional subsystems Posix
| System settings: Use Certificate Rules on Windows Executables f... Disabled
| User Account Control: Admin Approval Mode for the Built-in Admi... Disabled
| User Account Control: Allow UIAccess applications to prompt for ... Disabled
| User Account Control: Behavior of the elevation prompt for admi... Elevate without prompting
| User Account Control: Behavior of the elevation prompt for stand... Prompt for credentials
| User Account Control: Detect application installations and prompt... Enabled
| User Account Control: Only elevate executables that are signed ...  Disabled
| Uger Account Control: Only elevate UTAccess applications thatar... Enabled
. er A nt un all administrators in Admin Approval M... Enabled
| User Account Control: Switch to the secure desktop when prompt... Disabled
3 I I_’I | User Account Control: Virtualize file and registry write failures to ... Enabled
| | |
22 Double-click User Account Control: Run all administrators in Admin Approval
mode.
23 On the Local Security Setting tab, select Disable.
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ELDGaISecuritv Policy =]
File Acton View Help

@ | 2EIRE = |

User Account Controk Run all administrators in Admin Approval ... [EE3d

i Security Settings Local Security Sefting I Bl | Becurity Setting |
E Account Policies =W User Account Control: Run all administrators in Admin Approval hot Defined
El [“a Local Policies ___i . Mode Hot Defined
4 Audit Policy : hot Defined
4 User Rights Assignment Lot Defined
A, Security Options
A \"fndows :ireu\l':lall with Advant " Enabled ot Defined
— i o Hot Defined
j_ Metwaork List Manager Polices ¥ Disabled Jisabled
_| Public Key Polides )
" Software Restriction Policies !SEMEd
| Application Control Policies isabled
8, 1P Security Policies on Local C isabled
| Advanced Audit Policy Config ot Defined
isabled
Friabled
Frabled
0siX
Disabled
isabled
Disabled
Flevate without prompting
rompt for credentials
Fnabled
isabled
Frabled
Disabled
OK | cancel | appl | pisabled
Frabled
4 )
| |
24 Click OK.
E. Local Security Policy [_ (O}
Fle Acton View Help
&9 5mEXE = [ HE
igl Security Settings Policy = | Security Setting |
4 Account Policies | [Network security: Restrict NTLM: Add server exceptions in this domain |ot Defined
B3 chal Palicies 15| Netwaork security: Restrict NTLM: Audit Incoming NTLM Traffic Mot Defined
5 Audit Policy 15is] Network security: Restrict NTLM: Audit NTLM authentication in thi... Not Defined
55 User Bights .f\ssignment 5] Network security: Restrict NTLM: Incoming NTLM traffic Not Defined
- \’ﬁn:::‘sm:ite?\?atlllo:;h Advanced Security 1512 Network security: Restrict NTLM: NTLM authentication in this dom... Mot Defined
— i o lz1z| Netwaork security: Restrict NTLM: Qutgoing NTLM traffic to remot... Mot Defined
j Network List Manager Policies . L . .
=] Public Key Polides lt1o| Recovery console: Allow automatic administrative logon . Dfsabled
=i Software Restriction Polides lzz| Recovery console: Allow floppy copy and access to all drives and ... Disabled
= Application Control Policies 12| Shutdown: Allow system to be shut down without having to logon  Disabled
‘g TP Security Polides on Local Computer l21z) Shutdown: Clear virtual memory pagefile Disabled
| Advanced Audit Policy Configuration lts| System cryptography: Force strong key protection for user keys ... Not Defined
lt1o| System cryptography: Use FIPS compliant algorithms for encrypti... Disabled
lsz| System objects: Require case insensitivity for non-Windows subs... Enabled
l2o| System objects: Strengthen default permissions of internal syste... Enabled
l:lz| System settings: Optional subsystems Posix
lio| System settings: Use Certificate Rules on Windows Executables f... Disabled
lt1o| User Account Control: Admin Approval Mode for the Built-in Admi... Disabled
lzz| User Account Control: Allow UIAccess applications to prompt for ...  Disabled
1t1o| User Account Control: Behavior of the elevation prompt for admi... Elevate without prompting
lziz| User Account Control: Behavior of the elevation prompt for stand... Prompt for credentials
l#ls| User Account Control: Detect application installations and prompt... Enabled
lt1s) User Account Control: Only elevate executables that are signed ... Disabled
ltls| User Account Control: Only elevate ULAccess applications that ar Enabled
lslz| User Account Control: hen prompt... Disabled
5 | |_’| loo| User Account Control: Virtualize file and registry write failures to ... Enabled
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25 Select File, Exit.
26 Restart the Windows Server 2008 server.
-End--

Downloading the most recent Contact Center patches to the server

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

Procedure steps
Step Action

1 Log on to the server using the Avaya Aura® CC installer domain account, for example
SIPTRAFFIC\AACCinstaller.
2 Create a folder Avaya_Support on the C: drive.

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

4 Right-click the service pack .zip file and select Extract All from the context menu.

~End--

Disabling Internet Protocol version 6

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

Attention: this procedure requires modification of the Windows Server 2008 registry.
This is an advanced administrator function: if you are not qualified to carry out edits to
the regqistry, ask a qualified person to complete this procedure.

Attention: The published steps are extracted from Microsoft article 929852. Check
the Microsoft support site to ensure that you use the most up to date procedure.

Step Action

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

2 On the Windows server, click Start.
Type regedit in the Start Search box, and then click regedit.exe in the Programs list.

4 In the User Account Control dialog box, click Continue.
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5 In Registry Editor, locate and then click the following registry subkey:
HKEY_LOCAL_MACHINE\SYSTEM\CurrentControlSet\Services\T CPIP6\
Parameters\

6 Double-click DisabledComponents to modify the DisabledComponents entry.

7 If the DisabledComponents entry is unavailable, you must create it by following steps
8 to 9. Otherwise go to step 10.

8 From the Edit menu, choose New, and select DWORD (32-bit) Value.

" Registry Editor
File | Edit View Favorites Help

T < | Type | Data
Permissions. .. String Value REG_5Z ['-ral_ue not set)
— REG_MULTI_SZ Tepip
Delete Diel —— — REG_S57 Microsoft IPvG Protocal Driver
B DWORD (32-bit) Value REG 57 M ft IPVE Protocol Dri
river
EMame QWORD (54-bit) Value ; ! icrosoft IPvE Protoco
. REG_DWORD Ox00000001 (1)
Copy Key Name Mult-String Value ) .
i REG_EXPAND_SZ system32\DRIVER S \topip. sys
Expandable String Value
Find... Cirl+F : 7 REG_DWORD 0x0000000& (&)
Find Mext F3 ‘-’-'o"] MdisMinorVersion REG_DWORD 0x00000014 (20}
EE— P Start REG_DWORD 0x00000003 (3)
- K TeS | TextModeFlags REG_DWORD 0x00000001 (1)
-l T o Type REG_DWORD 0x00000001 (1)
o
| Linkage
i [H- . Paramet
b ) TCPIPETUNM
9 Type DisabledComponents, and then press Enter.
10 Double-click DisabledComponents.
1" Select Hexadecimal.

12 In the Value data: box Type ffffffff to disable all IPv6 components.
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File Edit “ew Favorites Help

- [ SENS ;I Name Type | Data
B [ Serenum “ﬂ(DefauIt) REG_SZ (value not set)
Bl Serial £| Dhepv6DUID REG_BINARY 00010001 16 22 43 1f 00 1d 09 7172 18
T [ isabledcompon...  REG_DWORD OxfFFFF (4294967295)
(- | SessionEny

- | sffdisk
[ |, sffp_mmc
- | sffp_sd

- || sfloppy
[ || SharedAccess
(- | ShelHWDetection
[l | SiSRaid2
[l | SiSRaidd
) oo x
Gl-igh SNMP Value name:

- |, SNMPTRAP
- | spldr IDisabIedCompcnents
g  Spooler Value data: Base

- || sppsvc
Bl L) sppuinotify Imﬂ'{ﬂ + Hexadecimal
B ) srv " Decimal
[~ [ srw2
[ | srvnet -
Gl- J SSDPSRY ok ] Concel |
[ Ju SstpSvc
- | stexstor
- | storfit

-~ | storvsc

- | storvsp
[ [ swenum
[+ swpry
[ [ Tapisry
M- J TBS
[+~ ) Topip
- | TCPIPS

i I inkane

13 Click OK.
14 Reboot the server, if required.
-End--

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

Procedure steps

Step
1

NN44400-804 Contact Center Multimedia Complement Deployment Guide

Action

Log on to the server using the Avaya Aura® CC installer domain account, for example
SIPTRAFFIC\AACCinstaller.

Click Start, Control Panel, Network and Internet, Network and Sharing Center,
Change Adaptor Settings.

Right-click the unused Network Adaptor, and select Disable.
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_ﬂ_‘ Network Connections M=
9\: :il? |1" = Metw... - Networ... - v k&3 I Search Network Connections (D]

Organize =  Disable this network device  Diagnose this connection 2 == - i lﬂl

ﬂ:
. . dan
—

SipTraffic.com

e H
57 Broadcom BCMS709C NetXtreme II G... 1 s lg

Diagnose

¥ Bridge Connections

Create Shortout
[elete
' Rename

"y Properties

4 Repeat this procedure for all unused Network Adapters.
-End--

Enabling Microsoft Remote Desktop connection

Enable Microsoft Remote Desktop connection as your remote access tool. Microsoft
Remote Desktop provides remote access for personnel supporting the server.

Procedure steps
Step Action

1 Choose Start, Control Panel, System and Security.

2 In the System section, select Allow remote access.

3 Click the Remote tab.

4 Select Allow connections from computers running any version of Remote

Desktop (less secure).
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System Properties 5[
.Compl_rter MName I Hardware I Advanced Remote |

— Remote Assistance

I™ | Sllaw Biemate Assistance connections to this computer

Sdvanced.., |

 Remote Desktop

Click an option, and then specify who can connect, if needed.

" Dont allow connections to this computer

O Allow connections from computers running any version of |
Remate Desktop (less secure) :

" AMllow connections only from computers running Remate
Desktop with Metwork Level Authertication {more secure)

Help me choose Select Users... |
ok | Cancel | opy |

On the Remote Desktop Connection window, click OK.
6 Click OK.

~End--

Configuring Data Execution Prevention

Configure the Data Execution Prevention (DEP) hardware and software to perform

additional checks on memory that protect the Contact Center server against malicious
code exploitation.

Procedure steps
Step Action

1 Choose Start, Control Panel, System and Security.

2 Click System.

3 In the System window, click Advanced system settings.

4 In the System Properties dialog box, click the Advanced tab.
5 Under Performance, click Settings.
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6 In the Performance Options dialog box, click the Data Execution Prevention tab.

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

Performance Options E

-\-'isual Effects | Advanced [Data Execution Prevention |

against damage Fram viruses and ather security

: Data Execution Prevention (DEP) helps prokect
threats, How does it work?

{*" Turn on DEP For essential Windows programs and services
only

™ Turn on DEP for all programs and services except those I
select:

Add, ., Remove

‘faur computer's processor supparts hardware-based DEP.

Ok, I Cancel Apply

8 Click OK.
9 On the System Properties dialog box, click OK.
10 If prompted, click OK to restart the computer.

-End--

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

364 NN44400-804 Contact Center Multimedia Complement Deployment Guide 06 April 2012



Windows server preparation—Standby server

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.

Procedure steps
Step Action

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

x|
<_;:;v| T Computer ~ 05 (C) - Avaye_Support - l‘z_lll Search Avaya_Support ﬂ

Organize *  New folder = - [ @

- . : -
‘¢ Favorites 21 Name Date modified | Type | Size

B Desktop || NGCC 1.0 Firewall PolicyAACC Firewall Policy ...  8/29/2011 7:50 PM WFW File 104
& Downloads

12| Recent Places

4 Libraries
3 Documents
J”- Music
&=/ Pictures

E Videos

18 Computer
& os(c)
a APP (D)
-y CCMSdb ()
 CCTdb (G2)

Traces (H:)
= L TN TN PR o TP P h.LI ‘ I I LI
File name: | x| |Policy files (*.wfu) |

Open I Cancel |

4

2 Log on to the server using the Avaya Aura® CC installer domain account, for example
SIPTRAFFIC\AACCinstaller.

Choose Start, Administrative Tools, Windows Firewall with Advanced Security.
Choose Action, Export Policy.

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

Click Save.

o g A~ W

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.

7 On the Policy successfully exported message box, click OK.
Choose Action, Import Policy.
9 On the policy overwrite message box, click Yes.

10 Navigate to the folder containing the Avaya Aura® Contact Center Firewall Security
policy.
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* Windows Firewall with Advanced Security

File | Action WView Help

IS [=1 3

¢ |mlEE

&3 Inbound Rules
&Y Outbound Rules

ﬂ UG WESETE NG LR B Windows Firewall with Advanced Security on Local Computer

MG tion S ity Rul Windows Firewall with Ad |~ = ™ . . N - . - =
'; MZ:?;:in;n ecurity Rules \_)\ 3 | . = O5_Drive (C:) ~ Avaya_Support l@]l Search Avaya_Support LB
—_— Organize *  Mew folder g - E;l l@l
Domain Profile is Acti ¢ Favorites Name - | pate modified [ Tvpe
'@' Windows Firewall is on. Bl Desktop | Release Bundle 89 19102011 12:15 File folder
Q Inbound connections that ‘ﬂ' Downloads | SP 5 Patches 19/10/2011 12:33 File: folder
@ Outbound connections the =L Recent Places B 22cC Firewall Policy ( 30/08/2011 10:55 VUFW File
Private Profile .rQ Libraries || Base_Server_Backup_FW_policy.wfw 19/10/2011 11:58 WFW File
@. Windows Firewall is on. 3 Documents || Base_Server_Backup_FW_palicyAA.wiw 08/11/2011 13:15 WEW File
Q Inbound connections that fJ" Music
IZQ' Outbound connections the 5] Pictures
B videos
Public Profile
'@' Windows Firewall is an. 18 Computer
Q Inbound connections that .
IZQ' Outbound connections the €if Network
B3 Windows Firewall Propertie
KN — i
i : « | i
File name: |AACC Firewall Policy (Ver 109)wiw x| [Policy files (*wfw) =l
Open I Cancel |
Y
1" Select the Avaya Aura® CC Firewall Policy you downloaded, for example AACC
Firewall Policy (Ver 1.09).wfw.
12 Click Open.
Windows imports the Avaya Aura® Contact Center Firewall Security policy.
13 On the Policy successfully imported message box, click OK.

-End--

Adding the domain AD-LDS replication account to the Standby server

administrators and replicator group

Add the AD-LDS replication account to the local Administrators and replicator group on
the Standby CCMA server.

This must be the same account that you added to the Active server. See Adding the
domain AD-LDS replication account to the Active server administrators and replicator
group (page 319)
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Step Action
1 Log on to the Standby server (for example, CCCORESTWO) using the Avaya Aura®
CC installer domain account, for example SIPTRAFFIC\AACCinstaller.
2 Click Start, Administrative Tools, Computer Management.
In the Computer Management window, expand Local Users and Groups.
4 Click the Groups folder.

QComputer Management
File Action View Help

M[=1 3

&= rmlc=HE

g Computer Management (Local)
= {f} System Tools
() Task Scheduler
Q Ewvent Viewer
22| Shared Folders
Bl ¥ Local Users and Groups
| Users
5
(%) Performance
=y Device Manager
[l =5 Storage
= Disk Management
::}_'_- Services and Applications

MName

I Description

2 administrators

% Backup Operators

¥ certificate Service DCO...
_ﬁ"_, Cryptographic Operators
¥ Distributed COM Users
¥ Event Log Readers

% Guests

M 15_1UsRS

H¥ Network Configuration ...
.% Performance Log Users
¥ performance Monitor U...
_#_, Power Users

¥ print Operators

# Remote Desktop Users

Administrators have complete and u...
Backup Operators can override secu. ..
Members of this group are allowed t...
Members are authorized to perform ...
Members are allowed to launch, acti...
Members of thiz group can read eve...
Guests have the same access as me. ..
Built-in group used by Internet Infor. ..
Members in this group can have som. ..
Members of this group may schedule...
Members of this group can access p...
Power Users are induded for badkw. ..
Members can administer domain prin. ..
Members in this group are granted t...

ﬂ'_, Replicator Supports file replication in a domain
P Users Users are prevented from making ac...
5 Double-click on the Administrators group.
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Administrators Properties

General I

% Administrators
+

Description: Administrators have complete and unrestricted access
to the computer/domain
Members:
A pdministrator
AliceAdmin

(31_; SIPTRAFFIC\AACCinstaller
2, SIPTRAFFIC\Domain Admins

Changes to a user'’s group membership

Add... | Remaove | are not effective urtil the next time the
user logs on.
0K | Canced | soob | Wb |
6 On the Administrators Properties window, click Add.
7 On the Select Users, Computers, Service Accounts, or Groups window, click
Locations.

Select Users, Computers, Service Accounts, or Groups

Select this object type:

IUsers. Service Accounts, or Groups

From this location:
ISimeﬁ“lc.com

Locations...

Enter the object names to select (examples):
[ Check Names

4

[ 71X

Object Types... |

Advanced... | 0K I Cancel |
4
8 On the Locations dialog, select the domain for CCMA to use for replication, for

example siptraffic.com.
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Locnons T g |

Select the location you want to seanch.

Location:

L CCCORESTWO
™ Ertire Directory
= g

(e "=k Sip Traffic.com

OK I Cancel

9 Expand the domain folder, scroll down and select Users.
Locations EE
Select the location you want to search.
Location:
: ]
| SAPLicenssTB
| System
| TMA Agerts
| Traffic_Test_lsers
| Universal Desktop
i
| WFO_Users =

10 Click OK.

Select Users, Computers, Service Accounts, or Groups ﬂ

Select this object type:

IUsers. Service Accounts, or Groups Object Types... |

From this location:
IUsers Locations. ..

Enter the object names to select (sxamples):

[ Check Names

Advanced. .. | QK | Cancel

11 Click Advanced.
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Select Users, Computers, Service Accounts, or Groups

Select this object type:

From this location:

Object Types... |

Users

Common Queries |

Locations... |

Narme: fstarts wih ~| |

Description: IStarts with j I

I~ | Disabled accounts
= | Miom expiing passwornd

[avs since last logon: I 'I

e

()4 I Cancel

Columns... |
Find Now |
Stop |

Search results:
Name (RDN) | E-Mail Address | Description | In Folder |
12 Click Find Now, to display domain users.
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Select Users, Computers, Service Accounts, or Groups ﬂ

Select this object type:

IUsers. Service Accounts, or Groups Object Types... |

From this location:

IUsers Locations... |

Common Queries |

Name: IStarts with | I Columns... |
Description: IStarts with j I
I~ | Dizatbled aceaunts Stop |

= Mo expmining passwand

e
[ays since |ast logon;: I Vl ;g)

ok | Cancel |

Search results:

Mame (RDN) E-Mail Address Description In Falder -

L% 1 HCAPe Sip Traffic.com/... |

2 2HCAPE Sip Traffic.com/...

2, 22001 Agert Sip Traffic.com/...

2, 22002 Agert Sip Traffic.com/...

2, 22010 Agert Sip Traffic.com/...

2, 50001 50001 Sip Traffic.com/...

£, A50001 A50D... Sip Traffic.com/...

2 AACCAgentO... Sip Traffic.com/...

2, AACCAgertT... Sip Traffic.com/...

&, AACCHAORe ... SipTraffic.com/...

g mcciusen- SpTohecm/ -
13 From the list of domain users, select the CCMA replication domain user account, for

example EliteReplication.
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Select Users, Computers, Service Accounts, or Groups x

Select this object type:

IUsers. Service Accounts, or Groups Object Types... |

From this location:
IUsers Locations... |

Common Queries |

Name: IStarts with | I Columns... |
Description: IStarts with j I Find Now |
I” | Dizabled aceatnts Stop |

™| Wion expiing passwand

[ays since last lagan: I Vl 7)

OK I Cancel

Search results:

Name {RDN) E-Mail Address | Description | In Folder -]
82, Domain Users All domain users Sip Traffic.com/...

2 elite khiet b2 Sip Traffic.com/...

?_J elite kchiet w1 Sip Traffic.com/...

2 clite khiet. b1 Sip Traffic.com/...

?_J elite sup2 Sip Traffic.com./

Sip Traff

?_, em_lanchil 1 Sip Traffic.com/..

S:Z Enterprise Admins Designated admi... Sip Traffic.com/...

?_, evanm evanm Sip Traffic.com/...

?_J Evantest Evartest SipTraffic.com/...
B r . a4 ~ o .

a [

14 Click OK.

Select Users, Computers, Service Accounts, or Groups ﬂ
Select this object type:
IUsers. Service Accounts, or Groups Object Types...

From this location:

=
|Users Locations... |
=

Checl Names

Advanced... | QK | Cancel |
o

15 Click OK.
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Administrators Properties ﬂ

General |

% Administrators
b iy

Description: Administrators have complete and unrestricted access
Lo the computer/domain
Members:
& Administrator
AliceAdmin

Q‘_} SIPTRAFFIC\AACCinstaller
32‘ SIPTRAFFIC\Domain Admins
é SIPTRAFFIC\Eite Replication (EliteReplication@Sip Traffic.com)

Changes to a user's group membership
Bemove | are not effective until the next time the
user logs on.

ok | Cancel | fopy Help

16 Click Apply.

Administrators Properties

General |

% Administrators
b i

Description: Administrators have complete and unrestricted access
to the computer/domain
Members:
& Administrator
AliceAdmin

(f_; SIPTRAFFIC\AACCinstaller
H2, SIPTRAFFIC\Domain Admins
&f_, SIPTRAFFICEite Replication (BliteReplication@Sip Traffic.com)

Changes to a user's group membership
Eemove are not effective until the nexd time the

user logs on.

ok | Cacd | ol Help

17 Click OK.
18 Click the Groups folder.
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374

ﬂ;__!_Computer Management
File Action View Help

M[=1E3

& | znlc=HE

;é' Computer Management (Local)
B {f} System Tools
(E—) Task Scheduler
{2 Event viewer
2] Shared Folders
= % Local Users and Groups
| Users
=] ps
'@S‘:f.l Performance
=y Device Manager
[l =5 Storage
=F Disk Management
-2-;} Services and Applications

Mame

| Description

B Administrators

P Backup Operators

B certificate Service DCO...
% Cryptographic Operators
e pistributed COM Users
#Event Log Readers

B Guests

s _1usrs

B Network Configuration ...
Q‘_, Performance Log Users
Pl performance Monitor U...
B Power Users

ﬂ'_, Print Operators

P Remote Desktop Users

Administrators have complete and u...
Backup Operators can override secu. ..
Members of this group are allowed t...
Members are authorized to perform ...
Members are allowed to launch, acti...
Members of this group can read eve...
Guests have the same access as me...
Built-in group used by Internet Infor. ..
Members in this group can have som. ..
Members of this group may schedule. ..
Members of this group can access p...
Power Users are induded for badow. ..
Members can administer domain prin...
Members in this group are granted t...

Q‘_, Replicator Supports file replication in a domiain
% Users Users are prevented from making ac. ..
19 Double-click on the Replicator group.

20 Click Add.

Replicator Properties

General |

% Replicator

Description:

Members:

Supports file replication in a domain

Changes to a user's group membership
| Eemove | are not effective until the next time the

user logs on.

oK I Cancel

I Apply Help
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21 Click Locations.

Select Users, Computers, Service Accounts, or Groups

Select this object type:

Windows server preparation—Standby server

EHE

IUsers. Service Accounts, or Groups

From this location:

Object Types...

ISipTlaﬁic.com

Enter the object names to select (sxamples):

Locations. ..

Advanced. .. |

s I Cancel

Lheck Names

16

22 On the Locations dialog, select the domain to be used by CCMA replication. For

example, select siptraffic.com.

Locations

Select the location you want to search.

Location:

EHE

-1l CCCORESTWO
-] Entire Directory
JER==1 Sip Traffic.com

oK I Cancel

23 Expand the domain folder to display domain users.

24 Click Users.

Locations

Select the location you want to search.

Location:

HE

Fl-2 RGN Users

| Universal Desktop
'

2] WO Users

25 Click OK.
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Select Users, Computers, Service Accounts, or Groups ﬂ

Select this object type:

IUsers. Service Accounts, or Groups Object Types... |

From this location:
IUsers Locations. ..

Enter the object names to select (sxamples):
[ Check Names

4l

Advanced. .. | 0K | Cancel

26 Click Advanced.

Select Users, Computers, Service Accounts, or Groups

Select this object type:

IUsers. Service Accounts, or Groups Object Types... |

From this location:

IUsers Locations... |

Common Queries |

Name: IStarts with j I Columns. .. |
Description: [Stans with =] |
'l Dizabled accounts Stop |

I™ | Mon expiting passwond

-
Days since |ast logar; I 'l 7;)

ok | Cancel |
Search results:
MName (RDN) E-Mail Address Description In Folder -
E R+ HCAPG Sip Traif |
2 2HCAPs Sip Traffic.com/...
2, 22001 Agent Sip Traffic.com/...
2, 22002 Agent Sip Traffic.com/...
£, 22010 Agent SipTraffic.com/...
2, 50001 50001 SipTraffic.com/...
2, A50001 AS00... SipTraffic.com/...
2 AACCAgentO... Sip Traffic.com/...
%, AACCAgentT... SipTraffic.com/...
2 AACCHADRE ... Sip Traffic.com/...
§ oot SpTficcon -
27 Click Find Now, to display domain users.
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Select Users, Computers, Service Accounts, or Groups ﬂ

Select this object type:

IUsers. Service Accounts, or Groups Object Types... |

From this location:

IUsers Locations... |

Commaon Queries |

Name: IStarts with | I Columns...
Descrption: [Starts with »| |
I” | Disabledlaceaunts Stop |

™| Mon expiring password

e
Days since last logan: I Vl -;—,_)

ok | Cancel |
Search results:
Name (RDN) E-Mail Address Description In Folder -
L X1 HCars I — :I
2 2HcaPs Sip Traffic.com/...
2, 22001 Agert Sip Traffic.com/...
2, 22002 Agert Sip Traffic.com/...
2, 22010 Agent Sip Traffic.com/...
2, 50001 50001 Sip Traffic.com/...
£, A50001 AS0D... Sip Traffic.com/...
L, AACCAgentD .. Sip Traffic.com/...
%, AACCAgentT... SipTraffic.com/...
%, AACCHAONe . Sip Traffic.com/...
2 AACCHARepii... SipTraffic.com/... B
D wscms oow - .
28 From the list of users select the CCMA replication domain user account, for example

siptraffic\EliteReplication.
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Select Users, Computers, Service Accounts, or Groups

Select this object type:

IUsers. Service Accounts, or Groups Object Types... |

From this location:
IUsers Locations... |

Common Queries |

Name: Istar[g with | I Columns... |
Description: IStarts with j I Find Now |
I™ | Drizabled aceaunts Stop |

I™ | Mo expiting password

o

Days since |ast logar: I e l 7)

OK I Cancel

Search results: |
Name (RDN) | EMail Address | Description |_In Folder ]
82, Domain Users Al domain users Sip Traffic.com/...

2 clite khiet b2 Sip Traffic.com/...

?_J elite kchiet w1 Sip Traffic.com/...

2 elite khiet. b1 SipTraffic.com/...

?_, elite sup2 SipTraffic.com.’

i Sip Traff

?_, em_lanchil 1 Sip Traffic.com./...
_-‘-E Enterprise Admins Designated admi... SipTraffic.com/...

%, evanm evanm Sip Traffic.com./...

?_, Evantest Evantest SipTraffic.com/...
B 0 iaa P

| oy

29 Click OK.

Select Users, Computers, Service Accounts, or Groups ﬂ

Select this object type:

IUsers. Service Accourts, or Groups Object Types... |

From this location:

IUsers Locations. .. |

Check Names

Advanced... | QK | Cancel
P

30 Click OK.
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EHE

Replicator Properties

General |

% Replicator

Supports file replication in a domain

Description;

Members:
{f_} SIPTRAFFIC\Elte Replication (Elite Replication@Sip Traffic .com)

Changes to a user's group membership
are not effective until the next time the

user logs on.

Bemove

Help

oK | Cancel | ppply

31 Click Apply.

Replicator Properties

General |

% Replicator

Supports file replication in a domain

Description:

Members:
QI_} SIPTRAFFIC\Elite Replication

Changes to a user's group membership
are not effective until the next time the

user logs on.

oK | Canced | g Help

Add... | Bemove

32 Click OK.
-End--
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Standby Contact Center server software
installation

This chapter provides the steps to install the Avaya Au ra® Contact Center server
software on the server. This includes the following server software:

» Contact Center Manager Server

* Communication Control Toolkit

* Contact Center Multimedia

* Contact Center Manager Server Utility
* Contact Center License Manager

» Contact Center Manager Administration

*  Orchestration Designer

Prerequisites to co-resident server software installation
» Ensure that your have your updated Contact Center license file.

» Ensure that you have the Contact Center Release 6.2 DVD.

Installing operating system components for Contact Center Manager

Administration

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

Procedure steps
Step Action

1 Log on to the Standby server (for example, CCCORESTWO) using the Avaya Aura®
CC installer domain account, for example SIPTRAFFIC\AACCinstaller.

2 Choose Start, Administrative Tools, Server Manager.

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

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

Under Server Roles, select Active Directory Lightweight Directory Services.

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

Add features required for Active Directory Lighitweight Directory
"= Services?

You cannaot install Active Directory Lightweight Directary Services unless the required features are also

installed.
Features: Description:
= MET Frameworks 3.5.1 Features Microsoft MET Framework 3.5.1 combines

the power of the NET Framework 2.0 APls
with new technologies for building
applications that offer appealing user
interfaces, protect your customers’ personal
identity information, enable seamless and s..

MET Framewaork 3.5.1

| Add Required Features I Cancel |

(33 e

1) Why are these features required? y
7 Under Server Roles, select Application Server.
8 If an Add Roles Wizard message box that lists features required by Application Server

appears, click Add Required Features.

Add Roles Wizard | x|

Add features required for Application Server?

You cannot install Application Server unless the required features are also installed.

Features: Description:
= Windows Process Activation Service Windows Process Activation Service
generalizes the IS process model, removing
Process MDdEl the dependency on HTTF. All the features of
MET Environment 115 that were previously available only to
Corfiguration APls HTTF applications are now available to

applications hosting Windows
Communication Foundation (\WCF) services,
using non-HTTF protecels. 15 7.0 also uses
Windows Process Activation Service for me_.

| Add Required Features I Cancel |

'i:i:i' Why are these features required 7 4

9 In the left pane, under Application Server, select Role Services.

10 Select Web Server (lIS) Support.
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Add Roles Wizard
i%}' Select Role Services
Before You Begin Select the role services to install for Application Server:
Server Roles Role services: Description:
ADLDS - Web Server {TI5) Support enables
o v .NEFFrame.r\ork 3.5.1 Application Server to host internal or
Application Server STVEr Loy external Web sites and Web services
Role Services L] €OM+ Netwark Access that communicate over HTTP. It
tole Services [] TcP Port Sharing includes support for A5P.NET
Web Server (IIS) [l [E Windows Process Activation Service Suppart applications that can be accessed via
_ [#] HTTP Activation a Web browser such as Internet
Role Services . . Explorer, and Web services built using
) [ Message Queving Activation Windows Communication Foundation
Confirmation [[] TCP Activation (WCF).
Progress [] Mamed Pipes Activation
Resilts =] DlstlbuheFI Transactions .
’: Incoming Remote Transactions
l: Outgoing Remote Transactions
’: WS-Atomic Transactions
More about role services
< Previous I Mext = I Install Cancel
1 If an Add Roles Wizard message box appears, listing features required by Web Server

(I1S) Support, click Add Required Role Services.

Add Roles Wizard

Add role services and features required for Web Server (lIS) Support?

You cannat install Web Server (15) Support unless the reguired role services and features are also installed.
Description:

Application Server provides central
management and hosting of high-
performance distributed business
applications such as those built with
Erﬁrprise Services and .NET Framework

Bole Services:

= Application Server

Windows Process Activation Service Support
= Web Server ([15)

Web Server

Management Tools
= MET Framewor 3.5.1 Features

WCF Activation

| Add Required Fole Services | Cancl

'Zj:i' Why are these role services and features required #
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12 Click Next.
13 On the Introduction to Web Server (lIS) page, click Next.

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

» Static Content

e Default Document

* Directory Browsing
e HTTP Errors

e HTTP Redirection

Attention: Clear the check boxes for all other services.

15 On the Select Role Services page, under Application Development, select the
following services:
e ASP.NET
* .NET Extensibility
e ASP

e |SAPI Extensions
e |SAPI Filters

e Server Side Includes

Attention: Clear the check boxes for all other services.
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Add Roles Wizard
Select Role Services
Before You Begin Select the role services to install for Web Server (115):
Server Roles Role services: Description:
AD LDS = (@ Web Server Server Side Includes (55)is a
o & c Featu scripting language used to
Application Server S| ommon ealures dynamically generate HTML pages.
R [¥] static Content The script runs on the server before
ole Services [] Default Document the page is delivered to the client and
Web Server (IIS) [¥] Directary Browsing typically involves inserting onefile into
another. You might create an HTML
[] HTTF Errors it
X X navigation menu and use 551 to
. ] Redirection dynamically add it to all pages on a
Confirmation .
[ webDav Publishing Weh site.
Progress = [E application Development
Results /] asp.nET L
[¥] .MNET Extensibility
] asp
[ car
[¥] ISAPI Extensions
[/] ISAPI Filters
P2l 5=rver Side Indudes
= [E Health and Diagnostics
’Z HTTP Logging
[¥] Logaing Toals
lz Request Monitor
[V] Tracing
More about role services
< Previous | Mext = I Install Cancel
16 On the Select Role Services page, under Health and Diagnosis, select the following

services:

e HTTP Logging

* Logging Tools

* Request Monitor

e Tracing

Attention: Clear the check boxes for all other services.

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

18 On the Select Role Services page, under Performance, select all services.
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Add Roles Wizard

Select Role Services

Before You Begin Select the role services to install for Web Server (115):
Server Roles Role services: Description:
AD LDS - - Server Side Includes {551)is a
= @ Healthand Dlagnoshcs LI scripting language usedto
Application Server ] ' Logging dynamically generate HTML pages.
Y [¥/] Logging Tools The script runs an the server befare

ole Services [¥] Request Manitor the page is delivered tothe client and

Web Server (IIS) [¥] Tradng typically involves inserting onefileinto

[} Custom Logging et T
S O OPBC Logging ch.-nam.icall\‘-I addit to all pageson a
B[] security Web site.
Progress [/] Basic Authentication
[¥] Windows Authentication
[¥/] Digest Authentication
[¥] Client Certificate Mapping Authentication
[¥] 115 Client Certificate Mapping Authentication
[¥] URL Authorization
[¥] Request Filtering
[¥] 1P and Domain Restrictions
= ’Z Performance
’Z Static Content Compression
’Z Dynamic Content Compression
= [@ Management Tools
[V] 1IS Management Console LI

More about role services

Results

< Previous | Mext = I Install Cancel

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

* IS Management Console
e IS Management Scripts and Tools
¢ Management Service

¢ Allitems under IS 6 Management Compatibility

Attention: Clear the check boxes for all other services.
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Add Roles Wizard [ x|
i%}' Select Role Services
Before You Begin Select the role services to install for Web Server (11S):
Server Roles Role services: Description:
ADLDS " - - P 115 6 Management Compatibility
- % 1IS Client Cn.artlﬁcabe Mapping Authentication ;I e
Application Server 41 URL Aumo.rlza.hon your applications and scripts that use
e [/] Request Filtering the two 115 APIs, Admin Base Object
0IF Jervices [#] 1P and Domain Restrictions (ABO) and Active Directory Service
Web Server (IIS) = [¥] Performance Interfacn? {ADSI). You can use existing
[¥] Static Content Compression 1IS 6 scripts to manage the 115 7 Web

SErver.

IZ Dynamic Content Compression
= [¥] Management Tools
Progress IZ IIS Management Consale
[¥] 115 Management Scripts and Tools
IZ Management Service
= IZ 115 6 Managemen npatibility
[] 115 & Metabase Compatibility
[¥] 115 & WMI Compatibility
[¥/] 115 & Scripting Tools
IZ 115 & Management Console
= [] FTP Server
l: FTP Service
] FTP Extensibility
[] 115 Hostable Web Core

Confirmation

Results

Ll

More about role services

< Previous I MNext = I

Cancel

20 Click Next.
21 Review the installation information.
22 Click Install.
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Add Roles Wizard

Eg:@ Installation Progress

Before You Begin The following roles, role services, or features are being installed:
ERERE Active Directory Lightweight Directory Services
AD LDS -
Application Server
Application Server
Web Server (IIS)
Role Services
MNET Framework 3.5.1 Features
Web Server (IIS)
Windows Process Activation Service
Role Services
Confirmation
Results
|
3 Installing...
| Mex | Insta Cancel
23 On the Installation Results page, click Close.
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Add Roles Wizard E
I‘i o
! Installation Results
Before You Begin

The following roles, role services, or features were installed successfully:
Server Roles

' 1warning, 1informational messages below
AD LDS o

Application Server v, Windows automatic updating is not enabled. To ensure that your newly-nstalled role or feature is 2

) ~ automatically updated, turn on Windows Update in Control Panel,
Role Services

Active Directory Lightweight Directory |

Weh Server (T15) *) Gervices &) Installation succeeded
Role Services .i ) Instances of AD LDS can be created by launching the AD LDS Setup Wizard from the Advanced
) ~ Tools section of the AD LDS home page.
Confirmation
Progress +~| Application Server 0 Installation succeeded
The following role services were installed:

.NET Framework 3.5.1

Web Server (IIS) Support

Windows Process Activation Service Support
HTTP Activation

-~ Web Server (IIS) O Installation succeeded

The following role services were installed:
Web Server
Common HTTP Features
Static Cantent LI

Print, e-mail, or save the installation report

24 Restart the server if required.
-End--

Configuring MIME types to support Microsoft updates

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

Procedure steps
Step Action

1 Log on to the Standby server (for example, CCCORESTWO) using the Avaya Aura®
CC installer domain account, for example SIPTRAFFIC\AACCinstaller.

2 Click Start, Administrative Tools, Computer Management.

3 In the Computer Management dialog box, expand Services and Applications,
Internet Information Services (IS Manager).

4 Under Connections, expand the default web site, for example CCCORESTWO, Sites,
Default Web Site.
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5 Select Default Web Site.
g‘;:!{:omputer Management !E I
File Action View Help
ol AR ] ]|
& Computer Management (Lacal) @ ) | @ » cccoresTwo » Sites » DefaultWebSite b |8 < @ -
= {f4 System Tools —
{2 Event viewer rET q Default Web Site Home
|| Shared Folders - i |2 |8 2! Explore
__% Local Users and Groups o U_'=_| Start Page — = Edit Permissions. ..
() Performance =85 CCCORESTWO (SIPTRAFFIC \aaccins g il R - |
24 Device Manager ; _.;'* Application Pools ASP.NET = Edit Site
B 25 storage —)-[&] Sites Bindings...
B =¥ Disk Management E@ E:'Fault Web Site E% &)}: B Basic Settings...
=] :45?3 Services and Applications [#-[_| aspnet_dient L N L g =
J) Internet Information Serv MNET NET \NET Error View Applications
Routing and Remote Acce Autherizati...  Compilation Pages View Virtual Directories
L}, Services . P
&5 WMI Control (o = () Manage Web Site ~
; 1= -
NET NETProfle  .NET Roles v et
Globalization b Start
- B stop
=] EE Y L= Browse Web Site
JMET Trust MET Users Application Browse =:80 (http)
Levels
_ Advanced Settings...
|
ab| i!? Configure
Connection  MachineKey  Pages and Failed Request Trading...
Strings Controls Lt
- '@' Help
] I I LI 4| | N [ =] Features view | = Content View Qnline Help

6 In the Default Web Site Home pane, under IS, double-click MIME Types.
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File Action View Help
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I [=1 B3|

&= 2= H

A Computer Management (Local)
=] ]:f‘_!; System Tools
@ Task Scheduler
@ Event Viewer
3@ Shared Folders
_% Local Users and Groups
(%) Performance
24 Device Manager
B 25 storage
=¥ Disk Management
Services and Applications
W] Internet Information Serv
Routing and Remote Acce
L}, Services
&5 WMI Control

=
B B

@.}g [e b CCCORESTWO » Sites » DefaultWeb Site »

]iﬂ Ai |®'

€- = |8
e U_'=_| Start Page
Eﬁﬂ CCCORESTWO (SIPTRAFFIC \aaccins
: _.;'* Application Pools
B-[&] Sites
£-€P Default Web Site
[ | aspnet_client

4| | »

O Default Web Site Home

Filter: -
ASH

Go__~

AUthentcaton AUthorization
Rules

g [

-

Open Feature

-

2 Explore

Edit Permissions...

Edit Site
Bindings...
B Basic Settings...

View Applications
View Virtual Directories

Manage Web Site
= Restart
P start
Browse Web Site
Browse *:80 (http)
Advanced Settings...

Compression Default Directory
Document Browsing
Error Pages Failed Request  Handler
Tracing Rules Mappings
= o B
Fi ¢_ B
HTTP Redirect HTTP IP Address
Respo... and Dom...
ISAPI Filters Logging

w Configure

extensions and assodated content types tha

]

(= Features view |/ - Content View

o T,

Limits...

o

'@' Help -

0 ~N

On the Actions list in the right pane, click Add.

In the File name extension box, type .msp.

In the MIME Type box, type application/microsoftpatch.
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ﬂ Computer Management

=10
File Action View Help
&= |>m H
i Computer Management (Local) @ GJ‘ [ @ » CCCORESTWO » Sites b Default Web Site » | @ - @
= i} systemTools .
Event Viewer — e MIME Types
&z Shared Folders - id |2 |8 Add...
g Local Users and Groups -4 Start Page Use this feature to the list of fi Edit.
L @s . se this feature to manage the list of file name
Performance = j CE*COREMO (SIPTRAFFICYaacdns extensions and assodated content types that K memove
&=y Device Manager I Application Pools are served as static files by the Web server,
Bl &3 Storage | Sites @ rep
=% Disk Management -6 Defaut Web Site Group by: No Grouping - e
=] :_4@ Services and Applications B[] aspnet_dient Extension = | MIME Type « *
IntEfT1Et Information Serv .mpeg videa/mpeg
Routing and Remote Acce mpg video/mpeg
E- )
&) Services .mpp application/vnd.ms-..
WMI Control -
.mpv2 video/mpeg
Add MIME Type E .ms applicationx-troff-m:
msi applicationfoctet-st..
File name extension: Ms0 application octet-st. .
I.msp .mvb applicationfx-msme..
MIME type: myc applicationfx-miva-c.
Iappliaﬁon{microsoﬂpabml ne a!:bphmhonf)(ﬂetcdf
nsc videox-ms-asf
nws message/rfcd22
oK I Cancel | 00K applicationjoctet-st. .
.oda applicationfoda
- st by _ma-nde hd
i — »
A I I _'I Pl | | » E Features View || - Content View
10 Click OK.

1" On the Actions list in the right pane, click Add.
12
13

In the File name extension box, type .msu.

In the MIME Type box, type application/microsoftupdate.
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M=1E3
File Action View Help
o SEAI =l 2
@ Computer Management (Loca) @ﬁg | @ » CCCORESTWO » Sites » Default Web Site b &~ he-
=] ]ﬁ System Tools .
| Event Viewer i MIME Types
] Shared Folders &u' = l Ll l&, e Add...
% Local Users and Groups q:ij Start Page Use this feature to the list of i Edit.
- ) se this feature to manage the list of file name
Performanoe =495 CE}COR‘ES“FO (SIPTRAFFICYaacdns extensions and assodated content types that % Remove
&5 Device Manager = Application Pools are served as static files by the Web server,
El 25 Storage =l-[&] Sites @ Help
i=f Disk Management El@ Default Web Site Group by: Ne Grauping T Online Hel
B 4 Services and Applications [#-[ ] aspret_dient Extension ~ | MIME Type -] g
Internet Information Serv .mpeg video/mpeg
Routing and Remote Acce .mpg videa/mpeg
A )
G Services .mpp applicationfvnd.ms-..
WMI Control .
.mpv2 video/mpeg
Add MIME Type [ 7] ms application fx-troff-m:
. .misi application foctet-st..
File name extension: mso application/actet-st. ._I
I.rnsu .msp application/microsof.
MIME type: .mvb application fx-msme. .
Iappliaﬁon,’microsof:h..lpdahﬂ -mvc applicationfx-miva-c.
.nc applicationfx-netcdf
.nsc video fx-ms-asf
oK I Cancel | s messagerfc822
.oCx application foctet-st..
jﬁa ;.Timﬁnn:nda i
4 3
J — | o [Eremrmver | et
14 Click OK.
15 On the Actions list in the right pane, click Add.
16 In the File name extension box, type .wfw.
17 In the MIME Type box, type text/plain.
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~End--

Installing the Contact Center server software on the Standby server

=1k
File Action View Help
&9 2=
&/ Computer Management (Local) @ ) | @ » cccoreswio b sies » Defauitwebsite » & - e -
=l [} System Tools =
4] Event Viewer —— 0 MIME Types
32| Shared Folders ¢-H =8 Add...
Local Users and Groups W= Start Page i
-g‘\ Performance é--ﬂﬂj CCCORESTWO (SIPTRAFFIC aactins g:;ﬂ;:za;;Leagg‘;gggdecg’:t!itt‘;:ﬁ'e ame .
) : - pes that K Remove
&=y Device Manager J Application Pools are served as static files by the Web server,
El 5 Storage B[] Sites @ Help
t=% Disk Management El-@ Default Web Site Group by: No Grouping - B Ol Eick
=] :d:?}_Services and Applications [+ | aspnet_dlient Extension I MIME Type :l =
Internet Information Serw \mpeg video/mpeg
Routing and Remote Acce .mpg video/mpeg
‘5‘)‘5 Services .mpp applicationfvnd.ms-..
&5 WMI Control mpv2 video/mpeg
Add MIME Type HE ms applicationfx-troff-m:
) . msi applicationfoctet-st..
FEEIEEiE e .mso application foctet-st..
I"“'f""' ,msp application/microsof.
MIME type: mvb applicationfx-msme..
Ihextfplain| .myc applicationfx-miva-c.
.nc application fx-netcdf
.nsc videofx-ms-asf
oK I Cancel | s message/rfcs22
00X applicationfoctet-st..
£l anpliratinn fnda _ILI
i — »
J — | o e ver et
|
18 Click OK.
19 Close the Computer Management window.

Install the Contact Center software and enable your contact center to route contacts.

Procedure steps

Step Action
1 Log on to the Standby server (for example, CCCORESTWO) using the Avaya Aura®
CC installer domain account, for example SIPTRAFFIC\AACCinstaller.
Insert the Contact Center DVD into the DVD drive of your server.
If the installation does not automatically start, double-click Setup.exe.
4 Click Install to install the Visual C++ runtime libraries on the server.
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ECc-ntact Center Installer Setup I
The following components will be installed on your machine:

Visual C++ Runtime Libraries (x86) |
Microsoft Visual C++ 2005 5P1 Redistributable - x86
Microsoft Visual C++ 2008 SP1 Redistributable - x64
Microsoft Visual C++ 2008 S5P1 Redistrbutable - x86 j

Do you wish to install these components?

if you choose Cancel, setup will exit.

Install

If you are prompted to restart the server, click Yes and repeat step 3.
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 No
Switch Configured.

© 00 N o O
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‘% Awvaya Aura Contact Center Installer - Application Selection

install. Your selection will be validated when you click on the Mext button.

Select Switch Type Install Type

Application Selection AVAyA

Please select your switch platform from the dropdown list followed by the Contact Center applications you wish to

No Switch Configured j |r--1u|timedia and Voice
Please Select.....

AML - Avaya Communication Server 1000
SIP - Avaya Communication Server 1000

-~ Contact Center Install
Application Selection Information

i

SIP - Avaya Aura™ 5.2

|SIP - Avaya

Click Next to Continue

Aura™ 6.1
onfigured

To install your Contact Center do the following

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

2. Select the Install Type from the drop down
list

3. Select the Contact Center Applications you
would like to install

Legend

L4 Contact Center Software Installed

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

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

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

13 Select License Manager Server.

14 Select Contact Center Manager Administration (CCMA).

15 Select Server Utility.

16 Select Orchestration Designer.
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‘: Avaya Aura Contact Center Installer - Application Selection [ =] =]

Application Selection AVAyA

Please select your switch platform from the dropdown list followed by the Contact Center applications you wish to
install. Your selection will be validated when you click on the Next buttan.

Select Switch Type Install Type
|N0 Switch Configured j |N0n Voice Multimedia j
=k {: Contact Center Manager Server (CCMS) /%%, Contact Center Install
L By Nodal Server lJ Application Selection Information

=3 {: Communication Control Toolkit (CCT)

P e M0 Contact Center Feature Set

EI {: Contact Center Multimedia Server (CCMM)
[ . = CCMM Primary Server

To install your Contact Center do the following

1. Select the Switch from the drop down list
Avaya Media Server that your contact center will be connected
2) License Manager Server o . to for handling your communications

-l Contact Center Manager Administration (CCMA) 2. Select the Install Type from the drop down
=) Server Utility list

=) Orchestration Designer 3. Select the Contact Center Applications you

) Security Framewaork would like to install

Legend

L4 Contact Center Software Installed

Click Next to Continue

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

19 On the Installation Destination window, on the Application Destination Drive tab,
from the Install Contact Center Application Software to list, select D:.
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‘. Awaya Aura Contact Center Installer - Destination Location =]

Installation Destination AVAyA

Select the installation location for the application files and databases. Please refer to the Contact Center Installation
Guide for recommendations on partitioning information

 Application Destination Drive | patabase Destination Drive | Product Updates Location |

Select the destination drive for the Contact Center application files

Drive | Total Size GB | Free Size GB | Required GB | Rem

Install Contact Center Application Software to cA 60 .1 5 291
ID:-_ vI Avaya\Contact Center D 80 739 8 g

F\ &0 599

G 265.7 2656

H:M 5 45

R 5 45

K\ &0 586

ZN 15 4

Install CCMS application software to

|D:\ﬂvaya\Contact Center), |

Mote: The CCMS application software must be installed
to 'D:\Avaya\Contact Centery’

4 | i

Click Next to Continue

20 Select the Database Destination Drive tab.

21 From the Install Manager Server Database to list, select F:.

22 From the Install Communication Control Toolkit Database to list, select H:.
23 From the Install Multimedia Server Database to list, select G:.
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‘. Awaya Aura Contact Center Installer - Destination Location =]

Installation Destination AVAyA

Select the installation location for the application files and databases. Please refer to the Contact Center Installation
Guide for recommendations on partitioning information

Application Destination Drive | Database Destination Drive | product Updates Location |

Select the destination drive for the Contact Center database files

Drive | Total Size GB | Free Size GB | Required GB | Ren
Install Manager Server Database to £ &0 241 5 25,1
IF;1 vl Avaya\Contact Center\Databases\CCMS DA 80 799 8 718
FA 60 598 4 55
GA 265.7 2656 4 261
N . R 5 49 4 05
Install Commmunication Control Toolkit Database to I 5 19
IH;1 vl Avaya\Contact Center\Databases\CCT K-\ & 535
N\ 15 4
Install Multimedia Server Database to
IG:I vl Avaya\Contact Center\Databases\CCMM
1] | |

Click Next to Continue

24 Select the Product Updates Location tab.
25 Under Select the parent directory where patches are stored, click Browse.

26 Select the support directory you created, for example C:\Avaya_Support\.
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‘. Awaya Aura Contact Center Installer - Destination Location =]

Installation Destination AVAyA

Select the installation location for the application files and databases. Please refer to the Contact Center Installation
Guide for recommendations on partitioning information

Application Destination Drive | Database Destination Drive Product Updates Location |
Select the Product Updates Location

Select the parent directory where patches are stored

C:\Avaya_Support\Release Bundle 89

Llpdates ta be installed

Update | Component | Type | Wersion | -
Avayahura_CCCC_6.2.205.0-0474_ServicePack CCCC Service Pack  6.2.205.0 (Build 0474)
Avayahura_CCLM_6.2 205.0-0474_ServicePack CCLM Service Pack  6.2.205.0 (Build 0474)
Avayahura_CCMA_6.2 205.0-0509_ServicePack CCMA Service Pack  6.2.205.0 (Build 0509) 1
Avayahura_CCMM_E.2.205.0-0544_ServicePack CCMM Service Pack  6.2.205.0 (Build 0544)
Avayahura_CCMS_6.2 205.0-0474_ServicePack CCMS Service Pack  6.2.205.0 (Build 0474) LI
Arsmnem Aigem CRMCLL S WE N ATTE Comsima Daals RS Cmmsimm Dmnle L7 MR NID. Gl Yo

Clear List |

Click Next to Continue

|

27 Click Next.

The System Readiness Check runs on the server.

28 If you have followed the previous instructions in this guide, and the server hardware
meets the specifications in the Avaya Aura® Contact Center Planning and Engineering
(NN44400-210) guide, the system Readiness Checks returns a Pass.

You can ignore warnings if you understand the potential impact to the operation of the
contact center and decide it is not applicable.
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. Avaya Aura Contact Center Installer - System Readiness Checks

System Readiness Checks AVAyA

The systermn readiness check has completad, click on the tabs to the left to view the results of software, hardware
and drive checks performed

JDrives
JSoftware
JHardware| Component Status Size/Qty/ Type Notes

Total hard drive J CCMM, CCT, CCMA, CCMS: Total size is

size 876 441 GB or greater

Disk drive 1. Disk type is SCSI. Disk drive
Hard drive A 2. Disk type is SCSI. Disk drive 3. Disk
information = type is SCSI. Disk drive 0. Disk type is

SCSIL
CCMM, CCT, CCMA, CCMS: The system
has SCSI, SATA or SAS drive
Hard Drive Disk 6] Please check that the required Hard
Speed = Drive Disk Speed is 7200 RPM

- . CCMM. CCT. COCMA. COCMS: Drive exists LI

Hard drive type 4 SCSI

Click Next to Continue

29 Click Next.
30 On the Installation Data window, select the CCMS tab. Complete the fields as follows:

Customer Name — Type the name of the contact center company, for example
SampleCustomer.

Company Name — Type the name of the contact center company, for example
SampleCompany.

Site Name — Type the name of site, for example CC_ELITESITE. The site name of
the Standby server must match the site name of the Active server. Do not enter the
Active server computer name or the Standby server computer name here.

Contact Center Server Subnet IP Address — Select the Standby server IP address,
for example 172.18.70.34.
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. Avaya Aura Contact Center Installer - Installation Data Collection

Installation Data

icensing | CCMA | CCMM - Primary Server

Enter the regquired data for the Contact Center installation

Customer Information
Customer Name

|SampIeCustomer

Contact Center Server Subnet

Select the appropriate CLAN subnet from the list

AVAYA

RSM IP Address IP Address

IP Address
Company Name 172.18.70.34 =]
|Samp|eCompany e
Site Name ELAN Subnet
Site Name I~ Enter the ELAN Subnet IP Address
CCMMELITE

Select the appropriate ELAN subnet from the list

Real-Time Statistics Multicast IP Address
|234.5.6.10

=

Click Next to Continue

31
32

Select the Licensing tab.

Complete the Licensing tab fields as follows:

License File Location — Use the Browse button to find and select the license file that

you downloaded to the Standby server.

IP Address — The IP address of the license server, in this case the co-resident server

itself, for example 172.18.70.34.
Port — Accept the default port, 3998.

CCMS Package List — Select Nodal Enterprise.
Optional Packages — Select Open Queue, Web Based Statistics, and Open

Interfaces Open Queue.
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. Avaya Aura Contact Center Installer - Installation Data Collection

Installation Data AVAyA

‘ccMs  Licensing | CCMA | CCMM - Primary Server | CCT Server

Enter the reguired licensing data for the installation

License File License Manager Packages

License File Location CCMS Package
C:\Mwaya_Supporticccoresone_nodal lic Browse | |N0d3| Enterprise j

Optional Packages

Primary License Manager IP Configuration [ Open Queues

Enter the IP and port information for License Manager Serv O Multiplicity

IP Address Port Web Based Statistics
172.18.70.24 |3g,gg Open Interfaces Open Queue

Secondary License Manager IP Configuration
Enter the IP information for License Manager Server

IP Address

Click Next to Continue

33 Select the CCMA tab.
34 Complete the CCMA tab fields as follows:

System Account Configuration - Password — Type the password for the CCMA
System Account (iceAdmin), for example ICEpassw1.
Attention! The password must conform to your domain password policy.

System Account Configuration - Confirm Password — Type the password for the
CCMA System Account (iceAdmin), for example ICEpassw1.

Configuration - Enable CCMA Replication — Select the Enable CCMA Replication
check box.
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. Avaya Aura Contact Center Installer - Installation Data Collection

Installation Data AVAyA

ccMs | Licensing CCMA | CCMM - Primary Server | CCT Server

Enter the required data for the Manager Administration installation

Caonfiguration System Account Configuration
Enter Ljhe re_qui_red datE_l for the Manager Enter a password for the iceadmin user
Administration installation account which meets the requirements of
¥ Enable CCMA Replication the domain password policy
Password
LDAP Port Number I
IBBQ
Confirm Password
S5L Port Number I
ISBS

Click Next to Continue

35 On the Contact Center Installer message box, click Yes.
36 Select the CCMM - Primary Server tab.
37 Complete the CCMM - Primary Server tab fields as follows:

License Server — Type the IP address of the License server, for example
172.18.70.34.

Inbound mail server (POP3) — Type the IP address of the e-mail server, for example
172.18.0.55.

Outbound mail server (SMTP) — Type the IP address of the e-mail server, for
example 172.18.0.55.

Web Stats Server (Optional) — Type the IP address of the web statistics server, for
example 172.18.70.34.
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‘. Avaya Aura Contact Center Installer - Installation Data Collection
Installation Data

'CCMS | Licensing | CCMA  CCMM -Primary Server | CCT Server |

Please provide the names of the servers needed for the configuration of Contact Center Multimedia/Outbound

HE E3

AVAYA

CCMM Server Configuration (Mandatony) Ernail Servers (Optional)

IM Provider Inbound Mail Server (POP3)  gutbound Mail Server (SMTP)

[None =l [172.18.055 [17218.055

il s CCMS . . . .
znager Server ( ) [ Enter Predictive Outbound Configuration (Optional)

ICCCORES“"\"O Predictive Server Predictive Reporting Server

License Server |

[172.1870.34
Telephony Server (CCT)

Wah Stats (Optional)
Web Stats Server

Web Stats Port

STW
|cccoresTwo 172.18.70.34] [s0ss
Administration Server (CCMA)
|cccoresTwo
Web Reporting (Dptional) Web Communication Server (Optional)
Server Name Port
| Jooso |

Click Next to Continue

38 On the Installation Data window, in the CCT Server tab, you do not complete any

configuration:
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- Awaya Aura Contact Center Installer - Installation Data Collection =l

Installation Data AVAYA

'CCMS | Licensing | CCMA | CCMM - Primary Server

Enter the required data for the REMOTE Communication Control Toolkit Server

CCT Server
Please tick the following box only when using Communication Control Toolkit on a REMOTE server
[” Use a Remote CCT Server

CCT Host Name

Mote: Madify the CCT port numbers only as advised in the installation manual

CCT Port A1 CCT Port B1
IBCQB IBCQQ
CCT Port A2 CCT Part B2

I‘IBCQB |18E299

Click Next to Continue

39 Click Next.

40 On the Summary window, review and verify the information.
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‘. Avaya Aura Contact Center Installer - Summary !E E

Ready to Install Software AVAyA

The following is a surmmary of the data provided. Please review the information, if you want to change any of the
values click the Back button to return to the appropriate screen

Third Party Applications

JRE Installation 1.6

JRE Installation 1.6 x64

Cache Instance

IIS Policy Agent

Crystal RAS Component

SCE Server Component

Primary InterOp Assemblies
Contact Center Tomcat Instance

Application Locations

Application Location

Contact Center Manager Server (CCMS) - CCMS-

Nodal D:\Avaya\Contact Center

- =

Click Install to begin the software installation

41 Click Install.

The system displays the Installing Products window, which updates you on the
progress of the install.
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‘. Avaya Aura Contact Center Installer - Progress =]

Installing Products AVAYA

The products you selected are being installed.

Install Progress....
Pre-Requisite Software:

IRE Installation 1.6
Installing JRE Installation 1.6 Initiated|

Installing

I

0 A

The install continues for some time until the AD-LDS setup wizard appears.

@ Active Directory Lightweight Directory Services Setup Wizard

Welcome to the Active Directory
Lightweight Directory Services
Setup Wizard

AV
\

Thiz wizard helps you install Microsoft Active Directary
Lightweight Directory Services (A0 LDS).

AD LDS is a powerful directony service that is easy to install
and deploy. It provides a dedicated data store For
applications, and can be configured and managed
independantiy.

To continue, click Nest.

< Back I Mext > I Cancel Help

42 Click Next.

43 In the Setup Options dialog box, select A replica of an existing instance.
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@! Active Directory Lightweight Directory Services Setup Wizard

Setup Options
AnAD LDS instance is created sach time AD LDS is installed.

‘f'ou can create a unigue instance, or you can install a replica of an existing instance.

Select the type of instance you want to inztall

& unique instance
Thiz option automatically creates a new instance of AD LDS that uzes the default
configuration and schema partitions. The new instance will not be able to replicate
with existing instances.

" & replica of an existing instance
Thiz option creates a new instance of A0 LDS that uses the configuration and
zchema partitions replicated from another instance of AD LDS. *ou can also select
the application partitions o replicate.

< Back I Mext > I Cancel Help

44 Click Next.

@ Active Directory Lightweight Directory Services Setup Wizard

Instance Name
The instance name is used to differentiate this instance of AD LDS from other 4D
LDS instances on this computer.

Tupe a hame far this instance. The name should reflect the use for which this instahce
of AD LDS iz intended.

Instance nare:

Example: Addrezsbook

Dezcription:
4D LDS instance

The A0 LD'S service name is created when the instance name is combined with the
product name. 1t will be displayed in the list of Windows services, together with the
description wou enter.

ADLDS service display name:  instancel
ADLDS service name: ADAM_instance]

¢ Back I Mest » I Cancel | Help |

45 On the Instance Name dialog box, in the Instance name box, type the AD-LDS
instance name, SymposiumWC.
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46
47
48

49

410 NN44400-804 Contact Center Multimedia Complement Deployment Guide

@ Active Directory Lightweight Directory Services Setup Wizard

Instance Mame
The instance name is used to differentiate this instance of AD LDS from other 4D
LDS instances on this computer.

Twpe a name for this instance. The name should reflect the use for which this instance
of A0 LDS is intended.

Instahce name:

ISymposiumWC
E=ample: Addressbook

Description:
ISymposiumWC]

The &0 LDS service name is created when the instance name is combined with the
product name. It will be displayed in the list of Windows services, together with the
deszcription you enter.

AD LDS service display name:  SymposiumwC
AD LDS service name: ADAM_Svmposiumia/C

< Back I Mext » I Cancel | Help

In the Description box, type SymposiumWC.
Click Next.

On the Ports dialog box, accept the default values in the LDAP port number and SSL

port number boxes.

@! Active Directory Lightweight Directory Services Setup Wizard

Ports
Computers will connect to thiz instance of A0 LDS using specific ports on all of the
IP addresses associated with this computer,

The ports displayed below are the first available for thiz computer. To change these
ports, type the new port numbers in the text boxes below.

If wou plan ta install Active Directory Domain Services on this computer, do not use 389
for the LDAP port or B3E for the 551 port because Active Directory Domain Services
uses these port numbers. Instead, use available port numbers from the following range:
1025-65535.

LDAP port number:
|E

S5L port number;
|535

< Back I Mest » I Cancel Help

Click Next.
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@ 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 instances that share the zame configuration and schema iz called a
configuration get. Setup will replicate configuration and =chema from an instance that is
a member of the configuration set.

Enter the server name and part number of any AD LDS instance in the configuration set
yaou want ko join.

Example DNS name: supplier0] -internal. microsaft. com

Server

|| Browse... |

LDAP port:

< Back I (= | Cancel | Help |

50 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. For
example type CCCORESONE.siptraffic.com.

@ Active Directory Lightweight Directory Services Setup Wizard

Joining a Configuration Set
The server name and port number identify the location of an AD LDS instance.

A group of instances that share the same configuration and schema is called a
configuration set. Setup will replicate configuration and schema from an instance that is
a member of the configuration set.

Enter the server name and port number of any AD LDS instance in the configuration set
you wart to jain.

Example DONS name: supplier]1-ntemal microsoft.com

Server:

ICCCORESONE.Simmﬁic.CDm Browse.. |
LDAF port:

|3351

<Back MNext > Cancel | Hep |

51 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 defaultis port number 389.

52 Click Next.
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412

53

54

55

56

@! Active Directory Lightweight Directory Services Setup Wizard

Administrative Credentials for the Configuration Set

To add this instance to a configuration set, you must specify an account with

administrative permissions for that configuration zet,

Select an account with administrative credentials for the configuration set,

% Currently logged on user A4CCHAHDS T 2\ dministrator

" This account:

Qualify the user name with a domain or computer name.

E=ample: COMPUTER14Usert ame
Example: DOMAINY et ame
Example: UserMamel@damain, compary. com

Wzer name: I_ﬁ

Fazsword: |

< Back I Mext > I

Cancel |

Help

On the 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

CCCORESONE\Administrator.

@ Active Directory Lightweight Directory Services Setup Wizard

Administrative Credentials for the Configuration Set

To add this instance to a configuration set, you must specify an account with

administrative permissions for that corfiguration set.

Select an account with administrative credentials for the configuration set.

¢~ Curently logged on user: SIPTRAFFIC\AACTinstaller
% This account:
Qualify the user name with a domain or computer name.
Example: COMPUTER 1" UserName

Example: DOMAINUserName
Example: UserName @domain.compary.com

User name: CCCORESONE Administratol

Password: I"“"“'

< Back Mext >

Cancel |

Help

In the Password box, type the password for this user account, for example

MultiMpassw1.
Click Next.
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@! Active Directory Lightweight Directory Services Setup Wizard

Copying Application Directory Partitions
“You can copy specific application directany partiions hosted by instances of this
configuration set.

Select the application directomy partitions you want to copy from the configuration et to the
selected zerver. |f you do not want to copy any application partiions. click Mext to continue.

Patition DN |
O DC=Mortelnetwarks DC=COM

< Back I Mext > I Cancel | Help |

57 In the 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 =~
You can copy specific application directory partitions hosted by instances of this -
configuration set.
Select the application directomy partitions vou want to copy from the configuration et to the
selected zerver. |f you do not want to copy any application partitions. click Mext to continue.
Partitior DN |
‘DC=Nortelnetworks DC=COM :
< Back I Mext > I Cancel Help
58 Select Next.
59 In the File Location dialog box, accept the default values.
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@! Active Directory Lightweight Directory Services Setup Wizard

File Locations

Y'ou can specify a location for each type of file azzociated with thiz instance of AD
LDS.

Specify the locations to store files associated with AD LDS.

D ata files:

IC:\Program Files\Microsoft A0AMYS pmposiuriw/ Chdate] Browse... |

Data recovery files:

IC:\Program Files\Microsoft ADAMAS ymposiumia Chdata Erowsze... |

< Back I Mext » I Cancel Help

60 Click Next.

@! Active Directory Lightweight Directory Services Setup Wizard

Service Account 5election
AD LDS perfarms operations uzing the permissions aszociated with the account
you select.

Set up AD LDS to perform operations using the permiszions associated with the fallowing
account.

% Network service account

AD LDS has the permissions of the default Windows service account.

" This account:

AD LDS zervice has the permissions of the selected account.

Wzer marne; Iﬁ j J Erovize... |

Pazsyword: I
< Back I Mext » I Cancel | Help |
61 In the Service Account Selection dialog box, select Network service account.

62 Click Next.
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@ Active Directory Lightweight Directory Services Setup Wizard

AD LDS Administrators

You can specify the user or group that will have administrative privileges for this
instance of A0 LDS.

Azsign the fallawing uzer or group of uzers administrative permissions for AD LDS.

% Currently logged on user: AACCHAHOST 2%Administrator

The user that is instaling A0 LDS will have administrative permissions for this
instance of A0 LDS.

7 This account

The zelected user or group will have administrative permissions for this ingtance of
ADLDS. You can choosze any uzer or group from thiz computer, this computer's
domain, or any domain that iz trusted by this computer's domain.

Acoount manme:

Brovse,.. |
< Back I Mext > I Cancel | Help |

63 In the AD LDS Administrators dialog box, select This account.

@! Active Directory Lightweight Directory Services Setup Wizard

AD LDS Administrators

“You can specify the uzer or group that will have administrative privileges for this
instance of A0 LDS.

Azsign the fallowing uzer or group of uzers administrative permissions for AD LDS.

= Currently logged on user AACCHAHOST 2%Administrator

The uger that iz ingtaling A0 LDS will have administrative permissions for thiz
instance of AD LDS.

% This account

The zelected user or group will have administrative permissions for this instance of
AD LDS. You can chooze any uzer or group from thiz computer, this computer's
domain, or any domain that iz trusted by this computer's domain.

Account name:

Browse... |
< Back I [t | Cancel | Help |

64 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.
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.__'l Select User or Group HE

Select thiz object tppe:

IUser, Group, or Built-in security principal Object Types...

From this locatior:

ISipTraffic.com Locations... |

Enter the object name to select [examples]:
| Check Names

Advanced... | e I Cancel |

65 In the Select User or Group dialog box, click Advanced.

The advanced Select User or Group dialog box appears.

5_1 Select User or Group HE

Object Types... |
From this location:
SipTraffic.com Locations... |

Carmnmon Queries |

Mame: IStalts with = | I Columnz. . |
Deseriptiorr. [Stars with =] | | Find Now |
I™ | Disabled|aceaunts Stop |

I™ | Mon expiting passwond

Days since last logar; I b l 7.1_.

Select thiz object type:

User, Group, or Built-in

] | Cancel |
Search results:
Mame (RDM] | E-Maildddress | Description | In Folder |
66 In the advanced Select User or Group dialog box, click Find Now.
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iTl Select User or Group [ 2]

Select this object type:

IUser. Group. or Built-n securty principal Object Types... |

From this location:

ISiDTIT:IﬁiC com Locations... |

Common Queries |

Name: IStarts w'rthj I Columns...
Desoiiption; | Starts with 7| |
I~ | Dizatled acoounts Stop |

= W expining passwand

e
[rays since |ast logomn; I Vl ?)

Search results: |
Name (RDN) | E-Mail Address | Description | In Folder | =
?_, elite khiet w1 Sip Traffic.com//...

2, elte khiet. b1 Sip Traffic.com/...

?_, elite sup2 Sip Traffic.com./...

?_, EliteBlended EliteBlended Sip Traffic.com/...

?_J BliteCaller EliteCaller Sip Traffic.com/...

?_, ElteReplication Elte Replication Sip Traffic.com./...

?_J em_lanchil 1 Sip Traffic.com./... 1
3_3; Enterprize Adming Designated admi... SipTraffic.com.’...

?_, evanm evanm Sip Traffic.com//...

?_, Evantest Evantest Sip Traffic.com/...

2 fax_lanchi1 1 SipTraffic.com/...

3 o . e

67 From the Search results list, select the CCMA replication account, for example
EliteReplication.
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68

69

418 NN44400-804 Contact Center Multimedia Complement Deployment Guide

.r'l Select User or Group HE

Select this object type:

IUser. Group, or Built-in security principal Object Types... |

From this location:

ISipTlElFﬁc.com Locations... |

Common Queries |

Name: IStarts with | I Columns... |
Description: |Sta|-t9 with j I Find Now |
™| Disatled accounts Stop |

= | Mo expiting passwond

-
[ays since last logar; I 'l 7)

Search results:
Name (RDM) | E-Mail Address | Description | In Folder | =l
?_, elite khiet w1 Sip Traffic.com/...
2 elite khiet. b1 Sip Traffic.com/...
?_, elite sup2 Sip Traffic.com/...
?_J BliteBlended ElteBlended Sip Traffic.com/...
?_, EliteCaller ElteCaller Sip Traffic.com/...
; o Sip Traff .
?_, em_lanchil 1 Sip Traffic.com/.. 1
32, Enterprise Admins Designated admi... SipTraffic.com/...
?_J EVanm evanm Sip Traffic.com/...
?_, Evantest Evantest Sip Traffic.com/...
?_J fax_lanchil 1 Sip Traffic.com/.. ;I

In the advanced Select User or Group dialog box, click OK.

o Select User or Group

Select this object type:

IUser. Group, or Builtin securty principal Object Types... |

From this location:
ISimeﬁ“lc.com Locations. ..

4

Advanced... | QK | Cancel |

In the Select User or Group dialog box, click OK.
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@ Active Directory Lightweight Directory Services Setup Wizard

AD LDS Administrators
‘You can specify the user or group that will have administrative privileges for this —
instance of AD LDS. ¥

Assign the following user or group of users administrative pemissions for AD LDS.

¢~ Cumently logged on user: SIPTRAFFIC\AACCinstaller

The userthat is installing AD LDS will have administrative permissions for this
instance of AD LDS.

& This account

The selected user or group will have administrative pemissions for this instance of
AD LDS. You can choose any user or group from this computer, this computer's
domain, or any domain that is trusted by this computer's domain.

Account name:

Blite Replication @Sip Traffic.com Browse... |

Cancel | Hep |

70 Click Next.

@ Active Directory Lightweight Directory Services Setup Wizard

Ready to Install -
The AD LDS Setup Wizard is ready to install AD LDS with the following - -
configuration. /.__

Before continuing, review and confirm your selections.

Selections:

Base this instance on an existing AD LDS instance that is associated with the -
following server and LDAF port:

Server: CCCORESOMNE siptraffic.com

LDAP Port: 385

Instance name: Symposium\WC
Computers will connect to this instance of AD LDS using the following ports:

LDAFP port: 389
SSL port: 636
=
To change your selections, click Back. Toinstall AD LDS. click Next.
< Back Mext > Cancel Help
71 Confirm the installation components, and click Next.
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@ Active Directory Lightweight Directory Services Setup Wizard

Completing the Active Directory
Lightweight Directory Services

You have successfully completed the Active Directory
Lightweight Directory Services Setup Wizard.

< Back I Finizh I Cancel Help

72 Click Finish.

The Avaya Aura® Contact Center standby server installation continues.

73 After the installation is complete, click Finish.
74 Click Yes to restart the server.
75 After the server restarts, disable Java Runtime Environment (JRE) updates. See

Disabling Java Runtime Environment updates on the co-resident server (page 420).

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

~End--

Disabling Java Runtime Environment updates on the co-resident server

420

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 Windows Control Panel on all contact center servers.

Attention: Updating to an unsupported version of JRE can cause the contact center

to cease operation and may require the complete reinstallation of the contact center
server.

Procedure steps
Step Action
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CC installer domain account, for example SIPTRAFFIC\AACCinstaller.

a b ODN

Choose Start, Control Panel, Programs, Java.
On the Java Control Panel, select the Advanced tab.
Expand JRE Auto-Download.

Select Never Auto-Download.

Log on to the Standby server (for example, CCCORESTWO) using the Avaya Aura®

@'Tl Programs !E[ E
@K_)v ﬁ ~ Control Panel ~ Programs - .

- m I Search Control Panel

2]

Control Panel Home

System and Security
Metwork and Internet
Hardware

+ Programs
User Accounts
Appearance
Clock, Language, and Region

Ease of Access

Programs and Featu res
Uninstall a program | ®Turn Windows features on or off
Run programs made for previous versions of Windows

View installed updates
How to install a program

Default Programs
Change default settings for media or devices
Set your default programs

Java Java Control Panel M=

General | Java | Security Advanced |

Make a file type always open in a spedific program

Settings

---Dehugging

- Java console

Default Java for browsers
Java Plug-n

Shortcut Creation

JNLP File/MIME Association
JRE Auto-Download

-7 Always Auto-Download
- Prompt user

B Never Auto-Download
H-Security

[-Miscellaneous

Cancel Apply

6 Click OK.
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This chapter contains the procedures you must perform on the Standby Contact Center
after installing the Contact Center applications.

Applying Post-installation Patches
This is a general procedure for applying Contact Center patches after the initial
installation. The Contact Center installer allows application only of service packs as part
of the install.

Attention: You must carefully review the README files for each patch you download.
The precise steps for installation vary from patch to patch. For example, most patches
require you to shut down Contact Center before application, but some do not. There
can also be dependencies on the order of installation of patches.

Procedure steps

Step
1

2

Action
Browse www.avaya.com/support to find the latest patches for Contact Center.

Download the patches to the Contact Center server support folder, for example C:\
Avaya_Support.

Carefully review the patch README file(s) to determine installation pre-conditions and
the order (if any) in which to apply them.

Click Start, All Programs, Avaya, Contact Center, Common Utilities, System
Control and Monitor Utility.

If required for the patches you are installing, click Shut down Contact Center.
Exit the System Control and Monitor Utility.

Click Start, All Programs, Avaya, Contact Center, Common Utilities, Contact
Center Patch Manager.

Select Actions, Install.
Click Browse and browse to the C:\Avaya_Support.
Click Scan for Updates.

The system scans the Avaya Support folder and subfolders for patches, and displays
available patches in the Contact Center Updates box.
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Contact Center Patch Manager - Install

AVAyA Contact Center Patch Manager

— Source location
C:\Avaya_Support Browse... |
—Contact Center Updates
Updates which can be installed from the source location selected. Scan for Updates
Update | Component | Type | Version | Status il
Avayafura_CCMS_6.2.205.3-0235_Patch CCMS Patch 6.2.205.3 (Build 0233) Available
AvayaAura_CCMS_6.2.205 50-0301_RollupPatch CCMS Patch £.2.205.50 (Build 0301) Available
Avayatura_CCMS_G.2.205.51-0255_Patch CCMS Patch £.2.205.51 (Build 0255) Available
Avayafura_CCMS_6.2.205.53-0311_Patch CCMS Patch 6.2.205.53 (Build 0311) Available
Avayafura_CCT_E.2.205.1-0130_Patch CCT Patch £.2.205.1 {Build 0130) Available
AvayaAura_CCT_6.2.205.50-0148_RollupPatch cCcT Patch 6.2.205.50 (Buid 0148)  Available
Avayafura_CCT_6.2.205.51-0153_Patch CCT Patch 6.2.205.51 (Build 0153) Available -
4| | B
Select components to update:
Wcocce Moomm  Wocot T ocomsu TToscE
WV coma Wocoms T ocoe T ospw T ocows

Install Selected Updatels) |

1" Verify that the list contains only the patches you intend to install.

12 Click Install Selected Update(s).

13 On the Contact Center Patch Manager - Install message box, click Yes.
14 When the patch installs complete, click Close.
--End--

Confirming that the Contact Center services start

Confirm that all appropriate Contact Center Manager Server services start on the

Contact Center Manager Server.

Use the System Control and Monitor Utility to start and stop all applications in Contact
Center including the license manager. The System Control and Monitor Utility can also
start, stop, or monitor the services in Contact Center Manager Server.
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Procedure steps
Step Action

1 Log on to the Standby server (for example, CCCORESTWO) using the Avaya Aura® CC
installer domain account, for example SIPTRAFFIC\AACCinstaller.

2 Click Start, All Programs, Avaya, Contact Center, Common Utilities, System
Control and Monitor Utility.

Click the Contact Center tab.
4 Check that the following applications show a status of Started:

License Manager

CCMS
CCMA
CCT
CCMM
Svstem Control and Monitor Utility M=
AVA A Contact Center
System Control and Monitor Utility
[t | coms| coma | cot | comm |
— Start or Shut down the selected Contact Center applications
Start Shut down
Cortact Center Contact Center
— Select the Contact Center applications to control
v License [
Manager License Manager status: Started 0%
™| GrkPlexer |
Nat installed 0%
V' ccms |
CCMS status: Started 0%
=) =5 ¥ [
Frameworte  Not installed (14
I ccma [
CCMA status: Started 0%
IV ccT [
CCT status: Started 0%
F ccom |
CCMM status: Started 0%
Help View log Close
5 Click the LM tab.
6 Ensure that the CC_LM service in the Profile box has a green circle next to it.
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5ysten1 Control and Monitor Utility

AVAYA

" Contact Center
Profile: defautt

Contact Center

IS B3

System Control and Monitor Utility

ccms | coma | cCcT | comM |

& CC_LM

License Manager status: Started

r—Start / Shut down Advanced
Start Shut down Enter passwaord: LLoad profile | Add service |
license License
Manager Manager I Save profile | Add process |
— Progress
|
Ready 0%
Help View log Close
7 Click the CCMS tab.
8 Ensure that all licensed services in the Profile box have a green circle next to them.

(Unlicensed services show a lock icon; these do not require any action.)
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@ System Control and Monitor Utility T =]

QVA A Contact Center
System Control and Monitor Utility

Contact Center | LM ccMa | ccT | comm |

Profile: defautt

®) CCMS_MasterService NDLOAM_Service @ HDC_Service

&) MAS Service Manager NCCOAM_Service & ES_Service

& MAS Service Daemon & NITSM_Service ® SDP_Service

MAS Linkhandler @ HDM_Service W oows

& MAS Fault Manager CCMS_XMPP_Service # R5M_Service

& MAS Security ® ASM_Service ® 15_Service

&) MAS Event Scheduler @) CCMS_OAM_CMF_Service @ TFABRIDGE _Service

& MAS OM Server ® 5DMCA_Service 5 Host Application Integration
®) MAS Config Manager & TFA_Service # TreBridgeConnector

&) NENM_Service & TFE_Service MAS Time Service

&) OAM_Service MLSM_Service & CCMS_NEMSM_Service
& NBTSM_Senvice V5M_Service CCMS_UNE_Service

&) AUDIT_Service &) CCMS_SIP_Service &) EBWS_Service
MINCCAudit_Service & EB_Service # ARConnector

®) TAD_NT_Naming_Service  #3 RDC_Service

|CCMS status: Started

— Start / Shut down ————— [ Advanced
Start Shut down Enter password: Load profile | Add service |
CEMS Cccms I Sawve profile | Add process |
— Progress
|
Ready 0%
Help | View log | Close |
9 If some of the services are not started, click Start CCMS.
10 Select the CCMA tab.
1" Ensure that all licensed services in the Profile box have a green circle next to them.
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S\rstem Control and Monitor Utility

AVAYA

"Cortact Center | LM | CCMS

Profile: Co-resident (CCMS)

Contact Center
System Control and Monitor Utility

cCT | coMm |

SIS B3

) lceRTDService
& CCMALMSenvice
&) ICEEmHipService

#) CCMAReport Service

% BOE120Crystal Report Application Server

CCMA status: Started
— Start / Shut down

Advanced
Start Shut down Enter password: Load profile | Add service |
S R I Save profile | Add process |
— Progress
Ready 0%
Help | View log I Cloze |

12

13 Select the CCT tab.
14

If some of the services are not started, click Start CCMA.
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System Control and Monitor Utility T =]

QVA A Contact Center
System Control and Monitor Utility

"Contact Center | LM | cCMS | cCMA
Profile: SIP

® NCCTLogService
& NCCT SMON

&) NCCTService

@ NCCT QI Service
& NCCTDALS

& CCTOMCATSRY

CCT status: Started

— Start / Shut down ————— [ Advanced
Start Shut down Enter password: Load profile | Add service |
CET cer I Sawve profile | Add process |
— Progress
|
Ready 0%
Help | View log | Close |
15 If some of the services are not started, click Start CCT.
16 Select the CCMM tab.
17 Ensure that all licensed services in the Profile box have a green circle next to them.
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System Control and Monitor Utility [_ [}

AVAyA Contact Center

System Control and Monitor Utility

"Contact Center | LM | cCMS | coma | ccT |
Profile: default

&) CCMMLMService
@) CCMMStartService
#®) EmaiManager

& MCMC

& CCMMOAM

PredictiveOB
Predictive_Cutbound_Blending
Campaign Scheduler Service

CCMM status: Started

— Start / Shut down ————— [ Advanced
Start ST | |7|—Er1ter - — Losdprofe || _Addsevice |
CCMM CCMM Save = | I |
— Progress
|Ready 0%
Hop | Viewlog | Coss |
18 If some of the services are not started, click Start CCMM.
19 Click Close.
-End--

Troubleshooting if the LM and CCMS services do not start on the Standby
server

In some situations, the LM and CCMS services do not start the first time after the
Standby server install. When you access the System Control and Monitor Utility, the
Contact Center and LM tabs show all services as stopped. If you try stopping and
restarting the contact center, you see an error message similar to the following example:
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@Svstem Contrel and Monitor Utility =]
QVA 9 Contact Center
System Control and Monitor Utility
Contact Certer | LM | CCMS | CCMA| CCT | cCm |
— Start or Shut down the selected Contact Center applications
Start Shut down
Contact Center Contact Center

— Select the Contact Center applications to control
.

License Manager status: Started 100%
I LinkPlexer SCMU: CCMS Control Service failed
¥ ccms

"\'-I Failed to start CCMS Control Service, SCMU cannot proceed with
‘N CCMS startup.

| cema
Queued for start up... 0%
I | ceT [
Quewued for start up.... 0%
F cocum |
Queued for start up... 0%
Help View log | Close I

If this occurs, start the License Manager server manually and let it run for at least 60
second: then start Contact Center using the System Control and Monitor Utility.

Procedure steps
Step Action

1 Ensure you are logged on to the Standby server using the Avaya Aura® CC installer
domain account, for example SIPTRAFFIC\AACCinstaller.

2 Click Start, All Programs, Avaya, Contact Center, Common Utilities, System
Control and Monitor Utility.

Click the Contact Center tab.
Click Shut down Contact Center, and wait until all the components have stopped.

Select Start, Administrative Tools, Services.

o g A~ W

In the Services (local) pane, scroll down to find the CC License Manager service.
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Q Services =]
File Action \iew Help
& |EE .= HE > =
*., Services {Local) q Services (Local)
CC License Manager MName = | Description | Status | Startup Type | Log On As | =]
5} Active Directory W... This servic...  Started Automatic Local System
Start the service S} Application Experie... Processes ... Started Manual Local System
& Application Host He... Providesa... Started Automatic Local System
Description: Sk Application Identity  Determines... Manual Local Service
Contact Center License Manager 5k Application Informa... Fadlitates ... Manual Local System
pplication Layer G... Provides s... Manual Local Service
£} Application Manage... Processesi... Manual Local System
Sl ARConnector Service  Avaya Rep... Manual Local System
Provides =... Manual Metwork 5...
Transfers f... Manual Local System
The BaseF... Started Automatic Local Service
5}:Block Level Backup ... The WBEN... Manual Local System

5k Caché Controller fo... Started Automatic Local Syste

anager Manual L em

54 CC Log Archiver SER % rted Automatic Local System
5} CC Process Monitor Stop rted Automatic Local System
€ SMMC Pl Disabled Local System
C SMMC Daemon Peslin Disabled Local System
£}, CCMA ICEEmHIpSer... Rt rted Manual Local System
5} CCMA IceRTDService All Tasks » fted Manual Local System
5}, CCMA LMService ted Manual Local System
CMA Report Service Refresh rted Automatic . jceAdmin
CMM Campaidn 5¢...  Properties Disabled Local System
15}, CCMM Email Manager Disabled Local System
{£1.CCMM License Service__HEP rted  Automatic Local System |
Extended A Standard /
7 Right-click the CC License Manager service, and select Start.
8 When the CC License Manager starts, wait 60 seconds and then open the System

Control and Monitor Utility.
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ESyrstem Contrel and Monitor Utility H=
QVA g Contact Center
System Control and Monitor Utility
Contact Certer | LM | CCMS | CCMA | CCT | cCMM |
— Start or Shut down the selected Contact Center applications
Start Shut down
Contact Center Contact Center

License
v
F Manager

— Select the Contact Center applications to control

I

License Manager status: Started 100%
[

Mot installed 124
|
CCMS status: Shut down 100%

ot Nt installed 0%

v coma |
CCMA status: Shut down 100%
v ccT |
CCT status: Shut down 100%
M ccmm |
CCMM status: Shut down 100%

Help View log | Close I

Click Start Contact Center.
The remaining Contact Center components start.
Click Close.

-End--

Scheduling Weekly Disk Defragmentation
Schedule weekly Disk Defragmentation for drive C: and drive D: to optimize
performance and avoid potential outages.

Procedure steps

Step
1

2
3
4

Action
Click Start, Computer.

Right-click drive C: and select Properties.
Click the Tools tab.

Select Defragment Now....
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E5. Disk Defragmenter M=

= Disk Defragmenter conseolidates fragmented files on your computer's hard disk to improve system
+ performance. Tell me more about Disk Defragmenter.

Schedule:

Scheduled defragmentation is turned off E‘! Turn on schedule...

Current status:

Disk I Last Run Progress -
ﬁ(c:] Mever run
—aAPPS_Drive (D) Mever run
—wCCMS_DE (F:) Mever run
—w CCMM_DEB (G:) Mewver run
a CCT_DB (H:) Mewver run
a Trace_Logs (&) Mewer run
—aSP storage (K:) Never run ;I

Only disks that can be defragmented are shown,
To best determine if your disks need defragmenting right now, you need to first analyze your disks.

| Analyze disk i @ Defragment disk I

Close |

Click Turn on Schedule....
Select Run on a schedule (recommended).
Under Frequency, select Weekly.

Under Day, select the day you want to schedule the defragmentation process.

© 0 N o O

Under Time, select an off-peak time at which you want to schedule the
defragmentation process.

10 Click Select Disks.

1" In the Disk Defragmenter: Select Disks for Schedule window, select drive C: and
drive D:.
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Disk Defragmenter: Modify Schedule
Disk defragmenter schedule configuration:
on your computer's hard disk to improve system
¥ Run on a schedule (recommended) nter.
Frequency: [weekly |
Disk Defragmenter: Select Disks For Schedule
Day: I Saturday j .
Select the checkbox for each disk you want te defragmented on a schedule,
Time: fo1:00 i
Disks to include in schedule:
Disks: :
SEEiET. | (Select all disks) -
&«
& APPS_Drive (D:)
0K Cancel | O s ccms 08 (F)
O . CCMM_DEB (G:)
= - O CCT_DB (H)
a CCMM_DB (G:) Mewver run O s Trace_Logs (E)
—a CCT_DB (H:) Mewver run O . SP_storage (K)
—w Trace_Logs () MNewver run [ Imaging (Z:) ;I
5P storage (K:) Never run
Only disks that can be defragmented are shown. ' Automatically defragment new disks
To best determine if your disks need defragmenting right
QK I Cancel |

12 Click OK.
13 Click OK.
14 Click Close.
--End--

Configuring the Multicast controller
Configure the Multicast controller to use the IP Multicast delivery method to send Real
Time Reporting data. Multicast is a network addressing method for delivering
information to a group of destinations in a one-to-many distribution.

Attention: The Multicast controller settings on the Standby server must exactly match
the Multicast controller settings on the Active server.

If you plan to use the unicast delivery method, you do not need to configure CCMS, and

you can skip this procedure. For Unicast delivery, only one user can log on at a time and
you must ensure that you disconnect all terminal services sessions.
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For more information about multicast and unicast, see Avaya Aura® Contact Center
Fundamentals (NN44400-110).

Procedure steps

Step
1

Action
Log on to the Standby server (for example, CCCORESTWO) using the Avaya Aura®
CC installer domain account, for example SIPTRAFFIC\AACCinstaller.

Click Start, All Programs, Avaya, Contact Center, Manager Server, Multicast
Stream Control.

In the RTD Multicast Controller dialog box, select the check boxes for the Real Time
data to enable.

B3 RTD Multicast Controller - [C7]
— Skillzet —Modal
e i W Moving ‘window
¥ Interval To Date ¥ Interval To Date

— Application — VR
v Moving Window v Maoving Window
IV Interval To Date W Interval To Date

— Agent —Route
v Moving Window W Moving Window
[V Interval To Date ¥ Interval To Date
Compression
’7 [~ RTD Comprezsion [ RSM Compression

Get Current States I Ok I LCancel Apply

Click OK.

Click Start, All Programs, Avaya, Contact Center, Manager Server, Multicast
Address and Port Configuration.

In the RTD Multicast Configuration dialog box, in the Multicast IP group box, type
the multicast IP address Contact Center Manager Server uses to transmit the RTD, for
example 234.5.6.10.

This is the same address as the Contact Center Manager Administration server
receiving IP multicast address.

In the Multicast Time To Live (TTL) box, accept the default setting for the number of
network hops packets can transition.

OR

Type a new value that matches your network topology.

Attention: Do not change the ports.
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8 For the Interval to Date IP Port and Multicast Rate, and the Moving Window IP Port
and Multicast Rate boxes, accept the default values.
B8 RTD Multicast Configuration =)
Multicast IP group: BEE. 5.6 .10 Multicast time to live (TTL]: I 2=
— Interval Ta Date — Moving Window
IF Part: Multicast F ate: IF Part: Multicast Fate:
fgent |G0ED [5000 s fgent 507D [5000 s
Application: IBDZD |5IJIJD ms Application: IBDBD |5DIJIJ s
Skillzet: IBD4D IEDDD ms Skillzet: IBDED IEDDD ms
Modal: IBDBEI ISDDD e Nodal: IBDSD ISDDD e
e 5100 [5000 s IR [B110 [5000 s
Route: IB‘I a0 I5IJIJD ms Route: IB‘I a0 ISDIJIJ ms
Beqisty Valuel Default ¥ alue | ok I LCancel | Apply |
9 Click OK.
10 Click Start, All Programs, Administrative Tools, Services.

1 Scroll down to CCMS SDP_Service.
12 Right-click the CCMS SDP_Service and select Restart.
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‘q Services =]

File Action View Help

A EEEE =D

= Services (Local) q Services (Local)

CCMS SDP_Service Mame -~ | Description | Status | Startup Type | Log On As | :l
£5,CCMS MAS Time Se...  Allows CC... Disabled Local System

Stop the service £LCCMS MLSM_Service  Allows thir... Disabled Local System

Restart the service {£.CCMS NBMSM_Serv... Multmedia... Started  Manual Local System
{t’ CCMS NBNM_Service  Resolves lo... Started Manual Local System

Description: i£LCCMS NBTSM_Service Implement...  Started Manual Local System

Propagates CCMS real-time statistical {£},CCMS NCCOAM_Se... OABM serv... Disabled Local System

data to reporting dients. & )
£LCCMS NDLOAM_ Se... QA&Mserv... Disabled Local System
£} COMS NINCCAudit_... NCC polling... Disabled Local System J
£} CCMS NITSM_Service  Dependant... Started Manual Local System
{t’ CCMS QAM_Service  Framework... Started Manual Local System
£}CCMS DAMCMF_Se.., OAMtoCM.., Started Marual Local System
{LLCCMS RDC_Service  Caleulates ... Started Manual Local System

£ CCMS RSM_Service  CORBA fL..  Started Marual Local System
.. Providesa ... Manual Local System

Manual

Propagate... Started

. Start
£LCCMS SIP_Service SIP Gateway Started Manual St
£} CCMS TFA_Service CORBA /... Started Manual Paupse

{J-.CCMS TFABRIDGE_... Win32Pro... Started Manual
- Resume

£}, CCMS TFE Bridge C... TFEBridge ... Started Manual
Lesta
{LLCCMSTFE Service  Responsibl...  Started Manual S

£} CCMS UNE_Service  Universal N... Disabled Al Tasks »
£} COMS VSM_Service Provides th... Disabled ?
£ CCMS XMPP_Service  XMPP adap... Disabled

£} COWS Server Contact Ce... Started Manual Properties

i} Certificate Propaga... Copies use... Started Manual

Lo

Help

Extended 4 Standard /
Stop and Start service CCMS SDP_Service on Local Computer |

13 On the Restart Other Services dialog, click Yes.
-End--

Configuring Real-Time Reporting
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Configure Real-Time Reporting if you plan to use multicast-based data transmission.
You must configure the IP multicast addresses for the Contact Center Manager Server
to receive Multicast data and for the Contact Center Manager Administration server
sending IP multicast data.

If you configure a replicating server, you must select multicast for the transmission
options under the Real-time Reporting Configuration.

Attention: The Real-Time Reporting settings on the Standby server must exactly
match the Real-Time Reporting settings on the Active server.
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Prerequisites
» Ensure that the IP multicast addresses that you select for Real-time Statistics
Multicast (RSM) sending and receiving are in the 224.0.1.0 to 239.255.255.255
range. Check with your network administrator for acceptable IP multicast addresses
for your network.

* Ensure that the Contact Center Manager Administration server sending and
receiving IP multicast addresses differ.

Procedure steps
Step Action

1 Log on to the Standby server (for example, CCCORESTWO) using the Avaya Aura®
CC installer domain account, for example SIPTRAFFIC\AACCinstaller.

2 Click Start, All Programs, Avaya, Contact Center, Manager Administration,
Configuration.

3 In the Avaya Applications Configuration window, in the left pane, navigate to Avaya,
Applications, Real-Time Reporting.

In the right pane, click the RTR Registry Settings icon.

In the RTR Properties dialog box, in the IP Receive Address box, type the Contact
Center Manager Administration server receiving IP multicast address, for example

234.5.6.10.

6 In the IP Send Address box, type the Contact Center Manager Administration server
sending IP multicast address, for example 234.5.6.2.

7 For the Output Rate box and the Transform Rate box, accept the default values (5000
and 1000).

Attention: You can adjust the default values; however, reducing the Output Rate value and
the Transform Rate value increases the workload on the Contact Center Manager
Administration server.

8 For the OAM Timeout box, accept the default value (10 000).

9 Select the Compress Realtime Data Packets check box.
Attention: If you clear this check box, you disable real-time data packet compression.

10 In the Transmission Options area, select one of the following options:

e Ifyour network supports multicast traffic, select Multicast. Avaya recommends this
option.

* To support both transmission types, select Multicast and Unicast.
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Aal=I S

File Action View Window Help S |

ettings

e A RS

7= Console Root\Avaya\Applications\Real-Time Reporting IP Receive Address: 23 .86 B .10

[&] Console Root B Real-Time Reporting IP Send Address: 2.5 .6 .2

B[] Avaya

=l [ Applications )
| Real-Time Reporting RTR Configuration Output R ate: IEDDD milizeconds

| Emergency Help
| TceAdmin Password Che @R‘m\ Registry Settings
| Backup & Restore =

| Login Warning Message
| LM Service Configuratic
| Security Settings

Transform Fate: |1 0oa millizeconds
CAM Timeout: |1 0000 millizeconds

I~ Restart Real Time Reporting Service

HEFHEHBNBEEEEH

| CCMA User Migration r Transmission Options
| CCMA System Upgrade = Multicast
| Email Notification " Unicast

& Multicast and Unicast

Maximum Unicast Sessions |1 oo

i RMING: It is important to consult your engineering
guidelines before modifying the number of unicast sessions or
the output rate.

M I I _’I ¥ Compress Bealtime Data Packets ‘
|Dor1e
T =
11 If you select the Multicast option, proceed to step 14.
12 In the Maximum Unicast Sessions box, type the maximum number of simultaneous

unicast sessions that you want the server to allow.
13 Select the Restart Real Time Reporting Service check box.
14 Click OK.

The Restart ICERtdService status window appears while the service is restarting, and
closes after the service successfully restarts.

15 Close all windows to complete the procedure.
-End--

Configuring Internet Explorer on the Contact Center server

Configure Internet Explorer on the Contact Center server to access Contact Center
Manager Administration for the first time.

Install Microsoft Internet Explorer 7.0 or later (32 bit version only). Contact Center
Manager Administration supports only the 32 bit version of Microsoft Internet Explorer.
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Procedure steps

Step
1

o a A~ WO DN

10

1"
12

13
14
15

16

Action
On the Standby server, start Internet Explorer.

From the menu, select Tools, Internet Options.

In the Internet Options dialog box, click the Security tab.
Click the Trusted Sites icon.

Click Custom Level.

In the Security Settings dialog box for trusted sites, under the .NET
Framework-reliant components heading, select Enable for the following:

* Run components not signed with Authenticode

* Run components signed with Authenticode

Under the ActiveX controls and plug-ins heading, select Enable for the following:
* Download signhed ActiveX controls

¢ Automatic prompting for ActiveX controls

¢ Run ActiveX Controls and plug-ins

* Script ActiveX Controls marked safe for scripting

Under the Downloads heading, select Enable for the following:

¢ Automatic prompting for file downloads

¢ File download

Under the Miscellaneous heading, for Allow script-initiated windows without size
or position constraints, select Enable.

Under the Miscellaneous heading, for Allow websites to open windows without
address or status bars, select Enable. (Applies to Internet Explorer 7.0 and later.)

Click OK.

If you enabled ActiveX options, when a message appears asking you to confirm your
choice, click Yes.

Click the Trusted Sites icon.
Click Sites.

In the Trusted sites dialog box, clear the Require server verification (https:) for all
sites in this zone check box.

In the Add this Web site to the zone box, type the server name (not the IP address)
of the Standby Contact Center server, for example cccorestwo.
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Internet Options ﬂ E

"General Security IPri\racy | Conterltl Connections I Programs I Advanced I

Select a zone b Py pa e
q # You can add and remove websites from this zone, All websites in
Internet ..;" this zone will use the zone's security settings.
r S Add this website to the zone:
& Thisz
W trust I | fdd
your {

Youh  websites:

~Security level cocorestwo o l Remove |

http:f/*.update.microsoft.com
http: f/* windowsupdate.com
http: /= windowsupdate. microsoft.com LI

bk s ¥ fmm mmimmm o b e

La]

[~ Require server verification (https:) for all sites in this zone

[~ Enable Close |

Reset all zones to default level |

oK Cancel | apply |

17 Click Add.

18 Click Close to return to the Internet Options dialog box.

19 Click the Privacy tab.

20 In the Pop-up Blocker section, select the Turn on Pop-up Blocker check box.

21 Click Settings.

22 In the Pop-up Blocker Settings dialog box, in the Address of website to allow box,
type the Standby Contact Center Manager Administration URL, for example http://
cccorestwo.
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I - . i . i i i
G | B
Settings —— CEwrm
?‘: Sel Pop-ups are cumently blocked. You can allow pop-ups from specific
LN @ websites by adding the site to the list below.
.- " Address of website to allow:
- ’ - || Add
Tk Alowed sites:
_T_ coccorestwo Femove |
ST Remove all... |
Sites
Pop-up Blocke:
1| Pre
6 :
4 r~ Notifications and blocking level:
InPrivate —— ¥ Play a sound when a pop-up is blocked.
" W Show Information Bar when a pop-up is blocked
v lﬁ r .
ul Blocking level:
o IMedium: Block most automatic pop-ups j
Leam more about Pop-up Blocker Close |
L= oy T TarTCeEr T =1} T |
23 Click Add.
24 Click Close.
25 In the Internet Options dialog box, click the Advanced tab.
26 Under Browsing, clear the Reuse windows for launching shortcuts check box.
27 Click Apply.
28 Click OK to exit the Internet Options dialog box.
29 Restart Internet Explorer to activate your changes.

-End--

Verifying the Web Services

Test the Web Services to ensure CCMA web services are running correctly.

Procedure steps
Step Action

1 On the Standby server, start Internet Explorer.
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2 Enter the following URL in the format http://<server name>supportutil/
testwebservices.asp, for example

http://cccorestwo/supportutil/testwebservices.asp.

3 Wait for the page to refresh.

The web services that appear in green are running correctly.

(_.:'Testing of Web Services - Windows Internet Explorer

@: - IA http: {/cocorestwo supportutil/testwebservices. asp j )| X I,:' Bing B~

{;; Favorites | {.5 £ | Suggested Sites ~ @ | Web Slice Gallery ~

A\ Testing of Web Services | | & @ | Qéa ~ Page -~ Safety ~ Tools - '@"
. .
Testing WebServices
DLL NAME TEST RESULT
SOAPCCMANXML SOAPCCMANXML OK 09/11/2011 11:15:03 Basic TestPasses
SOAPfitFuncs SOAPHFuncs OK 09/11/2011 11:15:04 Basic Test Passes
SOAPParameterRPT SOAPParameterRPT OK 09/11/2011 11:15:05 Basic Test Passes
SOAPRepAgents SOAPRepAgents Partitions class OK 09/11/2011 11:15:05 Basic TestPasses
RLOYNY SO EWIETS el SOAPReportOAMW rapper30 OK 09/11/2011 11:15:06 Basic Test Passes
SOAPRptFuncs SOAPRptFuncs 0K 09/11/2011 11:15:07 Basic Test Passes
SOAPSCCSAgToSk30 SOAPSCCSAgToSk30 OK 09/11/2011 11:15:08 Basic TestPasses

SOAPSCCSAgToSup30 SOAPSCCSAgToSup30 OK 09/11/2011 11:15:08 Basic TestPasses

RLaF R SR Rt i U SOAPRDSScheduler OK 09/11/2011 11:15:.09 Basic TestPasses
SOAPSccsRDSUsers30 SOAPRDSUsers OK 09/11/2011 11:15:10 Basic Test Passes

SOAPScriptingWrapper SOAPScriptingWrapper ScriptVars_Soap class OK 09/11/2011 11:15:10 Basic TestPasses

SOAPWrapper SOAPWrapper OK 09/11/2011 11:15:11 Basic Test

35635 b
1| | »
|Done

[ [ [ [ [ [# [ Trustedsites | Protected Mode: Off ERES

~End--

Changing the default sysadmin password

Change the sysadmin password from the default value. It is important to do this before
logging on to CCMA for the first time and creating the CCMS server record in CCMA.

Attention: Ensure you keep a record of the sysadmin password. If you lose or forget
this password, you are not able to carry out many important maintenance functions.
There is no recovery mechanism for a lost sysdamin password—ultimately a lost
sysadmin password requires a complete re-install of Contact Center.
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Procedure steps
Step Action

1 Log on to the Standby server (for example, CCCORESTWO) using the Avaya Aura®
CC installer domain account, for example SIPTRAFFIC\AACCinstaller.

2 Select Start, All Programs, Avaya, Contact Center, Server Utility, Server Utility.
In the User ID box, type the system administrator user name sysadmin.
4 In the Password box, type the default system administrator password avaya1.
Avaya Contact Center Manager - Server Utility Login ﬂ
User ID: Is_l,lsadmin 0K |
Pazzward: I ****** ﬂl

Server Mame or |P dddress: |CCCDHESTWDI 'l

Avaya Contact Center M anager Server Utility, Yersion

8005 Hel |
Copyright @ 2010 Avaya Ine. &l Rights Reserved.. oep

5 Click OK.
6 Close the Alarm Monitor window.
7 Choose Utilities, Change Password.
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% Avaya Contact Center Manager - Server Utility - CCCORESTWO

File View | Utilites Windows Help

| /BTN
m ® Alert All Alarms

[-{g] User Alert Major and Critical Only

[-gml Syst  Alert Critical Only
Alerting Off

Changes the current user password. 'E 14:12 S

8 In the Change Password dialog box, in the User name box, type sysadmin.

9 In the Old Password box, type avaya1.

10 In the New Password box, type a new password, for example sample1.

1" In the Confirm New Password box, type the new password again.

Attention: Ensure you keep a record of the changed sysadmin password. If you lose or forget

the new sysadmin password, you cannot perform many important maintenance tasks. There is

no recovery from losing the sysdamin password: it requires a complete re-install of Contact
Center.
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4. Avaya Contact Center Manager - Server Utility - CCCORESTWO

File View Utlities ‘Windaws Help

o] B o]
_HJ Server Utility
@ User Administration
[#-g8] System Administration
Change Password EHE
Change the pazaward far the current uzer
0ld Password:
I xxxxxx ok |
MNew Password:
I Cancel |
Confirm Mew Password: Help |
I xxxxxx ,1
For Help, press F1 [& [14:19 Y

12 Click OK.
13 Exit Server Utility.
-End--

Providing local users with the Log on as a service right

Provide local users with the Log on as a service right to ensure that administrators and

the agents in your Contact Center have access to the Contact Center Agent Desktop
application.

Procedure steps
Step Action

1 Click Start, Administrative Tools, Local Security Policy.

In the left pane, under Security Settings, expand Local Policies.
In the left pane, click User Rights Assighment.

In the right pane, double-click Log on as a service.

Click Add User or Group.

o A~ WD

Click Locations.
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7 In the Locations dialog box, select the Contact Center Multimedia server name from
the list.
Click OK.

9 In the Enter the object name to select box, type IUSR.

10 Click Check Names to verify that the user name exists on the local computer.

ELDGaISecuﬁty Policy
File Acton View Help

Log on as a service Properties ﬂ

e H[E[XE =@ S
EJ_gi Security Settings i j. Log on as a service 3
& Account Policies %] Allow log o thre =Hr

B 4, Local Policies
& Audit Policy
4 User Rights Assignment

1515 Back up files anc
loig| Bypass traverse
112 Change the sysi

& Security Options ] Change the time _Defaultf\pp Poal
_| Windows Firewall with Advanced Security Create a pagefi iceAdmin

7] Network List Manager Palicies B oo NT SERVICEMALL SERVICES
Select Users or Groups H

Select this object type:

IUsers or Builtdin security principals Object Types... |

From this location:

|cn:onEsmo Locations... |

Enter the object names to select {examples): up... | Femove |
IUSR Check Names |

Advanced... | QK I Cancel I

2

ltis| Increase schedu

lt1s| Load and unloac
15| Lock pages in m¢ oK I Cancel | Apply |
l1s| Log on a5 & batc
i) Log on as a service iceAdmin, NT SERVICEALL...
« 1] ke T S

-
Manana anditina and camrite lnn Adminictratare _I

1" Click OK.
12 On the Log on as a service Properties dialog, click OK.
13 Close the Local Security Settings window.

--End--

Verifying the Multimedia database installation
Verify that the Multimedia database is installed and configured correctly.

Procedure steps
Step Action
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1 On the Contact Center Multimedia server, open Internet Explorer.

2 Browse to http://cccorestwo/csp/multimedia/ws.Contact.cls.
ﬁWeb Service ws.Contact - Windows Internet Explorer H=]1E3
@ - IA http:/foocorestwo cspfmultimediafws. Contact.ds j Filas SRS I; < Bing Pk

1.r Favorites |'§.5 £ | 5u

A\ Web Service ws.Contact & - B - )@= v Page- Safety - Tooks -~ (@

Web Service ws.Contact

Copyright © 2005-2010 Avaya Inc.

This web service is using http:/ /fws.db.ccmm.applications.nortel.com as its default namespace.
The name of this web service is ContactMultimedia
The following operations are supported. For a formal definition, please review the Service Description

» AddAction
Adds a particular action element for the contact id specified to the array of contact action references. If the
newhActionID reference parameter is populated then the existing action reference is added to the end of the contacts
action array. If it is not populated then it assumed that a new action should be first created using the data in the
action object input parameter and subsequently added to the list. If the newActionID is populated but is invalid and
error is returned.

» AddAnswer
Adds a particular answer element for the contact id specified to the array of contact answer references. If the
newAnswerlD reference parameter is populated then the existing answer reference is added to the end of the
contacts answer array. If it is not populated then it assumed that a new answer should be first created using the
data in the answer object input parameter and subsequently added to the list. If the newAnswerlD is populated but is
invalid and error is returned.

» AddCustomField
Adds a particular custom field element for the contact id specified to the array of contact custom field references. If
the newcustomFieldID reference parameter is populated then the existing custom field reference is added to thle end _|;|
»

|

[Done [ [ | | | [ .7 Trustedsites | Protected Mode: OFF [“5 « [®100% - 4
3 If a Web page does not appear, contact your Avaya technical support prime.
-End--

Verifying that Contact Center Multimedia services start

Verify that the Contact Center Multimedia services have the correct configuration to start
automatically, to ensure that contacts are routed immediately after a server restart.

Procedure steps
Step Action

1 On the Contact Center server, click Start, Administrative Tools, Services.

2 Next to CCMM License Service, verify that the status is Started and the startup type
is Automatic.
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3 Next to CCMM Starter Service, verify that the status is Started and the startup type is
Automatic.

If either service does not have a startup type of Automatic, right-click the service and
modify the properties to correct this.

‘q, Services !EE

File Action \View Help

¢ |zlfd=HE»mn »

%, Services (Local) q Services (Local)

CCMM Starter Service MName = I Description I Status I Startup Type I Log:l
“5LCCMA TeeRTDService CCMAReal... Started Manual Loc

Stop the service iELCCMA LMService CCMALice... Started  Manual Loc

Restart the service :£1CCMA Report Service CCMARep... Started  Automatic Jia
C}.CCMM Campaign Scheduler Service  Avaya Con... Disabled Loc

Description: 5} CCMM Email Manager Avaya Con... Started Manual Loc

ggf\zsecontad Center MultiMedia Starter 25 covm License Service Avaya Con... Started  Automatic Loc
-&(?;CCMM Multimedia Contact Manager  Avaya Con... Started Manual Loc
S5RCCMM OAM Service Avaya Con... Started Manual Loc

5}, CCMM Predictive Outbound Blending ~ Contact Ce... Disabled Loc
CCMM Pre... Disabled

o Automatic
5} CCMS ASM_Service Responsibl...  Started Manual Loc
251 CCMS AUDIT_Service Processes ... Started Manual Loc
25} CCMS CAI_Service Provides C... Manual Loc
5} CCMS Control Service CCMS Serv,,. Started Manual Loc
C}.CCMS EB_Service Distributes ... Started Manual Loc
5} CCMS EBWS_Service Providesa ... Started Manual Loc
5} CCMS ES _Service CORBA Ser... Started Manual Loc
5} CCMS HDC _Service Calculates ...  Started Manual Loc
25} CCMS HDM_Service Manages t... Started Manual Loc
£}, CCMS Host Application Integration Integration... Started Manual Loc
5} CCMS IS_Service Provides c.., Started Manual Loc
25} CCMS MAS Configuration Manager Provides wi... Started Manual Loc
5} CCMS MAS Event Scheduler Schedules ...  Started Manual LOC
1l | 3
Extended A Standard /
I
4 Verify that the following services have a Status of Started:

e CCMM Multimedia Contact Manager
e CCMM OAM service
¢ CCMM Email Manager

5 If any service did not start, in the Services window, right-click the service name, and
click Start.
6 Exit the Services window.
--End--
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Configuring MIME types to support e-mail attachments

Configure the Multipurpose Internet Mail Extension (MIME) types to ensure that agents
can access e-mail message attachments.

Procedure steps

Step
1

Action

Log on to the Standby server (for example, CCCORESTWO) using the Avaya Aura®
CC installer domain account, for example SIPTRAFFIC\AACCinstaller.

Click Start, Administrative Tools, Computer Management.

In the Computer Management dialog box, expand Services and Applications,
Internet Information Services (lIS Manager).

Under Connections, expand CCCORESTWO, Sites, Default Web Site.

Select Default Web Site.

= '[[’j System Tools
@ Task Scheduler
2] Event Viewer
2] Shared Folders
& Local Users and Groups
(R3) Performance
24 Device Manager
= L‘g Storage
=¥ Disk Management
= ::'4} Services and Applications
&) Internet Information Serv
Routing and Remote Acce
&}, Services
& WMI Control

E;!Com puter Management !El I
File Acton View Help

& 7w

A Computer Management (Local) @ ’;‘ [ G’a b StartPage 5 " |® =

4

Internet In

N SENVICES

Recent connections

Connection tasks

Connect to localhost

Name 115 News and Infg
9 cccoresTwo Connect to a server... 115 Downloads
Connect to a site... IIS Forums
Connect to an application... TechMet
MSDN
ASP.NET News
KNI i

115 News is disabled, dick the Enable IIS News link to get the mast recent online news.

6
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In the Default Web Site Home pane, under IIS, double-click MIME Types.
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ﬂ;__!(omputer Management

M=l B3
File Action View Help
alle J s ]
i Computer Management {Local) @ & [ @ » CCCORESTWO » Sites » DefaultWeb Site |k = 1@ -
B [} SystemTools s
] Event viewer I 0 Default Web Site Home .
2] Shared Folders - | |2 |8 421 Explore —
-'E Local Users and Groups o Hfﬂ Start Page = T Edit Permissions. ..
(%)) Performance -85 CCCORESTWO (SIPTRAFFIC\accinstaller) s T eds T B o=
. - Y A T TF IF AUUTESS it Site
. é Device Manager & Application Pools Respo... and Dom, .. ;I =
= 23 Storage &| Sites Bindings. ..
_ = Disk Management 9 Default Web Site = D Basic Settings...
= :4,3 Services and Applications = ; E
Internet Information Serv ISAPI Filters Loaging View Applications
Routing and Remote Acce View Virtual Directories
G} Services
&5 WMI Control A %ﬂ ENIayE IV e e &
j =t :‘3 Restart
MIME T S
,l Configure extensions and assodiated content types that are served as static files
W Stop
Foe o=
?} — - = Browse Web Site
Output Request Browse *=:80 (http)
Cachin Filterin
N N Advanced Settings...
% Configure
551 Settings Failed Request Trading. ..
_I Limits. ..
-
'@' Help
P I I _'I ] | | ) E Features View .:_ Content View Online Help :

7 On the Actions list on the right, click Add.
8 In the File name extension box, type .dic.
9 In the MIME Type box, type application/octet-stream.
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gComputer Management B

File Acton View Help
e=>=H

;a-l Computer Management (Local)
=} System Tools
@ Task Scheduler

| Event Viewer
+ Shared Folders
Local Users and Groups
g Performance

24 Device Manager
= ig Storage

@g; [ @ » ccooRESTWO b Sites b DefautwebSite b

EEE
I MIME Types L= —
€ -z |8 “ e -
& sertpage N Use this feature to the list of i @ rep
L as ) se this feature to manage the list of file name
= j C,gCORJE_mO (5T FIClaaccinstaler) extensions and assocated content types that are online Help
|2t Application Pools served as static files by the Web server,
EI-[&] Sites

=9 Disk Management -4 Default Web Site Group by: No Grouping ©
B Services and Applications Extension = | MIME Type [a]
Internet Information Serv csh application/x-csh
Routing and Remote Acce = textfcss
Gk Services sV applicationfoctet-st...
WMI Control Lcur application/octet-st...
.der applicationx-director
Add MIME Type 7] .deploy applicationfoctet-st...
i .der applicationx-x509-...
File name extension: . .
: .dib image/bmp
dic Jdir applicationx-director
MIME type: .disco textxml
|appiication/octet-stream| i application/x-msdo. ..
.dll.config textml
.dim text/dim
oK I Cancel | .doc application/msword =
. o LI_I
q — 1o [Emirsven ] Canmtvin
|
10 Click OK.
11 On the Actions list on the right, click Add.
12 In the File name extension box, type .dat.
13
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In the MIME Type box, type application/octet-stream.

06 April 2012 453



Standby Server Post-install Commissioning

gComputer Management B

File Action View Help
o= | 2= H
£ Computer Management (Local) @ g; [ € » CCCORESTWO » Sites » DefaultWeb Site » |82 =
=] ]ﬂ System Tools =
4] Event Viewer o MIME Types
+ Shared Folders @--I% |8 “ Add...
Local Users and Groups o= q_'j Start Page ) ) @ Hel
Performance =83 CCCORESTWO (SIPTRAFFIC\aaccinstaller) Use this feature to manage the list of file name g
| Ly o extensions and assocated content types that are online Help
g4 Device Manager |2t Application Pools served as static files by the Web server,
El 23 Storage E-[8] Sites
128 Disk Management - Default Web Site Group by: No Grouping T
B Services and Applications Extension = | MIME Type [a]
Internet Information Serv csh application/x-csh
Routing and Remote Acce = textfcss
E )
Gk Services | sV applicationfoctet-st...
WMI Contro Lcur application/octet-st...
.der applicationx-director
L [= .deploy applicationfoctet-st...
R — .der applicationx-x509-...
3 .dib image/bmp
I' at Jdir applicationx-director
MIME type: .disco textxml
|a|:»1:vli:3tion,|’octetﬁtream| .l application/x-msdo...
.dll.config textml
.dim text/dim
OK I Cancel | .doc application/msword -
. o LI_I
« | ] | [ = Features View |/ 2 Content View

14 Click OK.
15 In the MIME Types list, find the .eml extension.

16 Right-click the .eml extension, and select Edit.

17 In the MIME Type box, type application/octet-stream.
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gComputer Management !El E
File Action View Help
e=|>=d
;g- %Emsputer Management (Local) @EB [ @ » CCCORESOME » Sites ) DefaultWeb Site @« e-
ystem Tools _—
d] Event Viewer - MIME T S
2] Shared Folders ex' H lﬁ l& @ ype Add...
Local Users and Groups 'Qﬂ Start Page ) ) Edit.
% Performance 93 CCCORESONE (SIPTRAFFICIAACK g:;g‘;f;:gr‘;:::rﬂa:;%zg‘;g’iﬂm‘i
. ) - ' x Remove
&2y Device Manager -z Application Pools types that are served as static files by the
= g Storage El-[&] Sites Web server. @ Help
i=% Disk Management -6 Default Web Site ) Online Hel
= ::J'¢ Services and Applications Group by: No Grouping i =
Internet Information Serv Extension =~ MIME T =
Routing and Remote Acce .dtd textfxml
G} Services .dvi appliat’onfx-c_l
é WMI Contral dwf drawingfx-dwt
.dwp application foct
Edit MIME Type EHE Jdr application/i-c
eml message rfcdz
File name extension: == applicationfoct
I.ernl .eot applicationfoct
MIME type: Eps application/pos
Iapplimﬁon[ocbetﬂheaﬂ e bextflx—s.ebext
evy application fen
.exe applicationfoct
oK I Cancel | .exe,config text/xml
fdf applimt’on,’vnrll
| 0 I 1|
q | 1Y | | [ErFestures view |, Gontent View
| |

18 Click OK.
19 Close the Computer Management window.
-End--
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This section describes how to configure High Availability (HA) resiliency for a pair of
co-resident Contact Center servers installed as a Multimedia Complement to Call

Center Elite.
Example server details
Active server name CCCORESONE
Active server IP Address 172.18.70.33
Standby server name CCCORESTWO
Standby server IP Address 172.18.70.34
Managed server name CCCORESMNGD
Managed IP Address 172.18.70.39

A typical High Availability campus solution with a pair of co-resident servers requires
three 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.

_i._ DNS'SIPDCO1Forward Lookup Zones'SipTraffic.com
P =
&, DS

=+ stPoco
EI{:I Forward Lookup Zones | o g

gl _msdes. SipTraffic.com LoeHLa) L 2
EI niTraffic, com CCroresOne Host (&) 172.18.70.33
CCcoresTwo Host (&) 172,18.70.34
H cematraf Host (A) 172.18.64.5 _
E] camaTtrar1n Husk (&) 172,168,115, 154
""" Host (&) 172.18.116.2
""" Host (&) 172.18.64.9
DomainDnsZones | [ Host (&) 172.18.66.20
ForestDrsZones | [Z] Host (&) 172.18.66.21
-0 TaPmoivectory | (] Hast {4 172,18.71.51
[]--{:I Reverse Lookup Zones | [ Haost (a) 172.18.71.82
[]--@ Event Viewsr Huost (&) 172.18.71.80

i

Host () 172.18.64.4 =
| »

| | 4

High Availability campus overview

In a Multimedia Complement HA configuration, one Contact Center server is the active
server and one is the standby server. The active server actively processes scripts and
contacts, and records statistics. The standby server shadows the active server. The
standby server copies all configuration changes made on the active server and monitors
the active server status. If the Active server fails, the Standby server, running in standby
mode, recognizes the failure and starts processing contacts. After the switchover, High
Availability is disabled on the original active server.
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The Active and Standby servers are part of the same Avaya Aura® Contact Center and
they must be in the same IP subnet for High Availability resiliency to work.

The Standby server must be configured to be exactly the same as the Active server. The
Standby and Active servers must have the same patch level and the same hard disk
drive partitions. The shadowing process automatically copies any Active server
configuration changes to the Standby server, so that the Standby server can take over
processing from the Active server when necessary.

In a co-resident High Availability solution, a failure of a Contact Center service,
hardware, network, or database can initiate a switchover but only in the following
situations:

+ The Active server is in active mode.

* The Active server is running: all the critical services are monitored and running.

» The Standby server has Enable Switchover on.

» The Active and Standby servers can communicate with a trusted server.

+ The Active server database and Standby server database are synchronized, and the

Standby server database is shadowing the Active server database.

If an Administrator uses the Windows Service Control Manager (SCM) to stop a
monitored service on an Active server, a switchover occurs. If an Administrator uses the
System Control and Monitor Utility (SCMU) to stop a monitored service on an Active
server, a switchover does not occur.

If a critical service on the Standby server stops or an Administrator stops it, the Standby
server stops all services and the contact center solution is no longer resilient.

High Availability Utility

Configure High Availability resiliency using the High Availability (HA) Utility in Database
Utilities. Use the High Availability Utility to configure which server is the Active and which
server is the Standby. The HA utility is also where you configure the Managed IP
address of the Active server.

The High Availability Utility on an Active Server has the following dialogs on the
Configuration tab:
+ Server Mode, which allows you to:

— configure the IP addresses for the Active and Standby servers

— configure the IP addresses for Trusted servers

— identify if the server is in active or standby mode

— enable Switchover

— configure the switchover time-out; this is the wait time, in case of a network
outage, before the server starts an automatic switchover
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Notifications, which allows you to:

— configure an e-mail server for e-mail notifications

— configure where and how often to send e-mail notifications

— configure the e-mail character set

System, which allows you to:

— display information on the system status

— verify that database shadowing is running

CC Applications, which allows you to:

— review the statuses of the different Contact Center applications
— stop or start the different Contact Center applications

CC Applications, which allows you to:

— configure which Contact Center services High Availability monitors
— configure the switchover settings for each Contact Center service
System Control, which allows you to:

— stop and start shadowing

— force a manual switchover

Installing the latest Contact Center software patches on the Active server

Install the most recent Contact Center Manager Server software service patches on the
Active server to ensure that you have the most current development updates.

Procedure steps
Step Action

1

Log on to the Active server (for example, CCCORESONE) using the Avaya Aura® CC
installer domain account, for example SIPTRAFFIC\AACCinstaller.

Download the latest Contact Center patches from www.avaya.com/support to the
patch directory on the Active server, for example C:\Avaya_Support.

Right-click each .ZIP file and select Extract to here....

Click Start, All Programs, Avaya, Contact Center, Common Utilities, Contact
Center Patch Manager.
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¥ Contact Center Patch Manager

File  ‘iew  Actions  About

AVAyA Contact Center Patch Manager

Contact Center | cocc | cowm | coma | coms | cot | cows |

— General Information
Component M ame Awaya Sura Contact Center
— Installed Updates
™ Select Al
Update | Tupe |Versi0n | [rate Installed | Status -
CCCC - Common Components
O &wayatura CCCC_E.2 205 0-0474_ServicePack Service Pack  B.2.205.0 [Build 0474) 1841052011 143443 Active
CCLM - License Manager
O Avayatura_CCLM_E.2.205.0-0474_ServicePack Service Pack  B.2.205.0[Build 0474) 18M10/2011 16:04:00  Active
CCMA - Manager Administration —
O aAvayatura_CCMA_E.2.205.0-0509_ServicePack Service Pack  B.2.205.0[Build 0509) 18A10/2011 16:41:11  Active
CCMS - Manager Server
O Avavatura_CCMS_E.2.205.0-0474_ServicePack Service Pack  B.2.205.0[Build 0474) 18410/20171 151334 Active =
4| | Bl
Right click an update for additional options.
Click Install.
6 Click Browse and navigate to the folder where you have downloaded the patches, for

example C:\Avaya_Support.
7 Click Scan for Updates.

The Contact Center Updates section displays the available patches.

8 Select the patches that you downloaded and extracted.
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AVAyA Contact Center Patch Manager

— Source location
C:\Avaya_Support Browse...
—Contact Center Updates
Updates which can be installed from the source location selected. Scan for Updates
Update | Component | Type | Version | Status il
Avayafura_CCMS_6.2.205.3-0235_Patch CCMS Patch 6.2.205.3 (Build 0233) Available
AvayaAura_CCMS_6.2.205 50-0301_RollupPatch CCMS Patch £.2.205.50 (Build 0301) Available
Avayatura_CCMS_G.2.205.51-0255_Patch CCMS Patch £.2.205.51 (Build 0255) Available
Avayafura_CCMS_6.2.205.53-0311_Patch CCMS Patch 6.2.205.53 (Build 0311) Available
Avayafura_CCT_E.2.205.1-0130_Patch CCT Patch £.2.205.1 {Build 0130) Available
Avayafura_CCT_6.2.205.50-0148_RollupPatch ccT Patch 6220550 (Build 0148} Available
Avayafura_CCT_6.2.205.51-0153_Patch CCT Patch 6.2.205.51 (Build 0153) Available -
4| | B
Select components to update:
Wcocce Moomm  Wocot T ocomsu TToscE
WV coma Wocoms T ocoe T ospw T ocows
Install Selected Updatels) |
9 Click Install Selected Updates.
Contact Center Patch Manager - Install

The Following components have been selected to update:

CCT - Communication Control Toolkit
CCMS - Manager Server
CCMA - Manager Adriniskration

All available updates For these selected components will be

installed.
Do ywou wish to proceed and install these updates?

es I Mo I

10 Click Yes.
The Patch Manager installs the patch and displays a confirmation message.
1" Click Close.
12 Verify that the newly installed patch appears under Installed Updates.
--End--
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Installing the latest Contact Center software patches on the Standby server

Install the most recent Contact Center Manager Server software service patches on the
Standby server to ensure that you have the most current development updates. Ensure
the patches installed on the Standby server exactly match those installed on the Active
server.

Procedure steps
Step Action

1 Log on to the Standby server (for example, CCCORESTWO) using the Avaya
Aura® CC installer domain account, for example SIPTRAFFIC\AACCinstaller.

2 Download the latest Contact Center patches from support.avaya.com to the patch
directory on the Standby server, for example C:\Avaya_Support.

Right-click each .ZIP file and select Extract to here....

4 Click Start, All Programs, Avaya, Contact Center, Common Utilities, Contact
Center Patch Manager.

ﬁﬁj’[ontact Center Patch Manager
File  Wiew  Actions  About

AVAyA Contact Center Patch Manager

Contact Center | ccec | cowm | coma | coms | cor | cows |

— General Information

Component Mame Avapa Aura Contact Center

— Installed Updates
™ Selectall

Update I Type I YYersion I Date Installed I Statuz -~
CCCC - Common Components

O &vayatura_CCCC_E.2.205.0-0474_ServicePack, Service Pack  6.2.205.0 [Build 0474) 18002001 143443 Active

CCLM - License Manager
O &vavatura_CCLM_E.2.205.0-0474_ServicePack Service Pack  6.2.205.0 [Build 0474) 18002011 16:04:00  Active

CCMA - Manager Administration ]

O &vayatura_ CCMA_G.2.205.0-0509_ServicePack Service Pack  6.2.205.0 [Build 0509) 180020011 164111 Active

CCMS - Manager Server

O &vayatwra_ CCMS_E.2.205.0-0474_ServicePack Service Pack  6.2.205.0 [Build 0474) 180720011 151334 Active =
« | _>l_I

Right click an update for additional options.

Insztall Femowve selected updates

5 Click Install.

6 Click Browse and navigate to the folder where you have downloaded the patches, for
example C:\Avaya_Support.
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7 Click Scan for Updates.
The Contact Center Updates section displays the available patches.

8 Select the patches that you downloaded and extracted.

Contact Center Patch Manager - Install

AVAyA Contact Center Patch Manager
— Source location
C:\Avaya_Support Browse... |
—Contact Center Updates

Updates which can be installed from the source location selected. Scan for Updates
Update | Component | Type | Version | Status il
Avayafura_CCMS_6.2.205.3-0235_Patch CCMS Patch 6.2.205.3 (Build 0233) Available
AvayaAura_CCMS_6.2.205 50-0301_RollupPatch CCMS Patch £.2.205.50 (Build 0301) Available
Avayatura_CCMS_G.2.205.51-0255_Patch CCMS Patch £.2.205.51 (Build 0255) Available
Avayafura_CCMS_6.2.205.53-0311_Patch CCMS Patch 6.2.205.53 (Build 0311) Available
Avayafura_CCT_E.2.205.1-0130_Patch CCT Patch £.2.205.1 {Build 0130) Available
AvayaAura_CCT_6.2.205.50-0148_RollupPatch cCcT Patch 6.2.205.50 (Buid 0148)  Available
Avayafura_CCT_6.2.205.51-0153_Patch CCT Patch 6.2.205.51 (Build 0153) Available -
4| | B
Select components to update:

Wcocce Moomm  Wocot T ocomsu TToscE

WV coma Wocoms T ocoe T ospw T ocows

Install Selected Updatels) |
9 Click Install Selected Updates.
Contact Center Patch Manager - Install

CCT - Communication Control Toolkic
CCMS - Manager Server
CCMA - Manager Adriniskration

All available updates For these selected components will be

installed.
Do ywou wish to proceed and install these updates?

es I Mo I

10 Click Yes.

The Patch Manager installs the patch and displays a confirmation message.
1" Click Close.
12 Verify that the newly installed patches appear under Installed Updates.
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13 Verify that the patches listed under Installed Updates exactly match those installed on
the Active server.

-End--

Resolving the Managed name to the Managed IP Address

Complete the following procedure for the Active and Standby servers to resolve the
Managed server name to the Managed IP address using the Windows hosts file.

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

A typical High Availability campus solution with a pair of co-resident servers requires
three 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.

Perform this procedure for both the Active and Standby servers.

Procedure steps
Step Action
1 Ask your Domain Administrator to add a Domain Name System (DNS) static entry for

the Active and Standby servers and one additional DNS static entry for each Managed
name and associated Managed IP address.

~End--

Procedure job aid
The following DNS window shows the three static entries in the siptraffic.com domain:
the Active (primary) server - hostname CCCORESONE with an IP address
172.18.70.33; the Standby (secondary) server - hostname CCCORESTWO with an IP
address 172.18.70.34;and the Managed name and Managed IP - CCCORESMNGD
and 172.18.70.39.
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rward Lookup Zone: Traffic.com
=3 srocot
£ Forward Lookup Zones
_msdcs, SipTraffic.com
] SiTraffic.com Host (4) 172.18.70.33
msdcs Host (&3 172.18.70.34
% sites Host (4 172.18.64.5 _
2 tep Host (&) 172.18.115.184
1 _udp Hast (&) 172.18.116.2
cc Host (&) 172.18.64.9
(1 DomainDnszones Host (&) 172.18.66.20
(3 ForestDnsZones Host (43 172.18.66.21
([ TaPI3Diractory Host (43 172.18.71.51
50 Reverse Lookup Zones Host (8 172.18.71.82
- ] Event Viewer Host (&) 172.18.71.80
CCMSTRAF Host (&) 172.18.64.4 -
| | _>I_I
| | y

Installing a third-party utility to support High Availability on the Active server

Install a third-party utility required by the Avaya Aura® Contact Center High Availability
feature.

Procedure steps
Step Action

1 Log on to the Active server (for example, CCCORESONE) using the Avaya Aura® CC
installer domain account, for example SIPTRAFFIC\AACCinstaller.

2 Using Windows Explorer, navigate to D:\Avaya\Contact Center\Manager Server\
CCSMMC\thirdparty\winpcap.

B winpcap H[=]
4 :’;v | . = Computer = App(D:) - Avaya = Conkact Center = Manager Server = CCSMMC - thirdparty - winpcap - lmjl Search winpcap [:]
Organize *  Includeinlibrary *  Sharewith +  Mew folder = - E:l IZ@I

- N = .
‘v Favorites IMame Date modified Type I Size | I
B Desktop () WinPeap_4_1_2 25/04/2011 18:19 Application 595 KB
4§ Downloads

1= Recent Places

- Libraries

D L
% "DC.LII'ﬂEn & LI

3 Double-click WinPcap_4_1_2.exe.
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1§ WinPcap 4.1.2 Setup 9 =]
i{) > WinPcap 4.1.2 Installer
’ ln caP Welcome to the WinPcap 4.1.2 Installation Wizard
El
This product is brought to you by
CA/C/E
TECHNOLOGIES
=
Tdullsaft Install Svstem v2 46
Mexk = I Cancel I

4 On the WinPcap installer dialog, click Next.

§ WinPcap 4.1.2 Setup =]

Welcome to the WinPcap 4.1.2
Setup Wizard

This ‘Wizard will guide vou through the entire \WinPcap
installation.

For more information or support, please wisit the WinPcap
home page.

http:f v, winpeap, org

< Back I Mext = I Cancel I

5 On the WinPcap installer Setup Wizard dialog, click Next.
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a inPcap 4.1.2 Setup !E[

Welcome to the WinPcap 4.1.2
Setup Wizard

This Wizard will guide vou through the entire WinPcap
installation.

Far more information or support, please visit the WinPcap
home page.

hikkps f v winpoap. org

< Back I Mext = I Cancel |

6 On the WinPcap installer License Agreement dialog, click | Agree.
7 On the WinPcap installer Installation options dialog, click Install.
1§ winPcap 4.1.2 Setup _[O[x
‘ l) > Installation options
’ ln caP Please review the following options before installing WinPcap
4.1.2

ird Automatically start the WinPcap driver at boot time

Tdullsaft Install System w2, 46

< Back I Install I Cancel

8 On the WinPcap installer dialog, click Finish.
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 WinPcap 4.1.2 Setup =l

Completing the WinPcap 4.1.2
Setup Wizard

WinPeap 4.1.2 has been installed on vour computer,

Click Finish to close this wizard,

= Bach I Finish I Cance|

~End--

Installing a third-party utility to support High Availability on the Standby

server

Install a third-party utility required by the Avaya Aura® Contact Center High Availability
feature.

Procedure steps
Step Action

1 Log on to the Standby server (for example, CCCORESTWO) using the Avaya
Aura® CC installer domain account, for example SIPTRAFFIC\AACCinstaller.
2 Using Windows Explorer, navigate to D:\Avaya\Contact Center\Manager Server\

CCSMMC\thirdparty\winpcap.

B winpcap 0]
‘?( :}v | - Compuker = App (D:) = Awaya = Conkact Cenmter = Manager Server = CCSMMC = thirdparky = winpcap - l‘aJI Search winpcap '::]
Organize v  Includeinlibrary +  Sharewith +  Mew Folder ==« [ ﬂ

- . . X
' Favorites Mame Date modified Type I Size | I
B Deskiop 3 WinPcap_4_1_2 28/04/2011 16:19 Application 895 KB

4 Downloads
= Recent Places

7 Libraries

=| Documents ni
. =
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3 Double-click WinPcap_4_1_2.exe.
1§ WinPcap 4.1.2 Setup ==
( I) > WinPcap 4.1.2 Installer
i ln caP Welcome to the WinPcap 4.1.2 Installation Wizard
El
This product is brought to you by
CACE
TECHNOLOGIES
=
Tdullsaft Install Svstem v2 46
Mexk = I Cancel I

4 On the WinPcap installer dialog, click Next.

§ WinPcap 4.1.2 Setup =]

Welcome to the WinPcap 4.1.2
Setup Wizard

This ‘Wizard will guide vou through the entire \WinPcap
installation.

For more information or support, please wisit the WinPcap
home page.

http:f v, winpeap, org

< Back I Mext = I Cancel I

5 On the WinPcap installer Setup Wizard dialog, click Next.
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a inPcap 4.1.2 Setup !E[

Welcome to the WinPcap 4.1.2
Setup Wizard

This Wizard will guide vou through the entire WinPcap
installation.

Far more information or support, please visit the WinPcap
home page.

hikkps f v winpoap. org

< Back I Mext = I Cancel |

6 On the WinPcap installer License Agreement dialog, click | Agree.
7 On the WinPcap installer Installation options dialog, click Install.
1§ winPcap 4.1.2 Setup _[O[x
‘ l) > Installation options
’ ln caP Please review the following options before installing WinPcap
4.1.2

ird Automatically start the WinPcap driver at boot time

Tdullsaft Install System w2, 46

< Back I Install I Cancel

8 On the WinPcap installer dialog, click Finish.
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 WinPcap 4.1.2 Setup =l

Completing the WinPcap 4.1.2
Setup Wizard

WinPeap 4.1.2 has been installed on vour computer,

Click Finish to close this wizard,

= Bach I Finish I Cance|

~End--

Verifying services are ready for High Availability on the active server

Verify that all Contact Center services stop before you configure High Availability. This
ensures that all resources are available to the Active Server when it starts.

Procedure steps
Step Action

1 Log on to the Active server (for example, CCCORESONE) using the Avaya Aura® CC
installer domain account, for example SIPTRAFFIC\AACCinstaller.

2 Click Start, All Programs, Avaya, Contact Center, Common Utilities, System
Control and Monitor Utility.

3 On the Contact Center tab, click Shut down Contact Center.
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ESyrstem Control and Monitor Utility M=
QVA o Contact Center
y System Control and Monitor Utility
LM | ccms|comalccT | comm |
r— Start or Shut down the selected Contact Center applications
Start Shut down
Cortact Center Contact Center[x
— Select the Contact Center applications to control
I License [
Manager License Manager status: Started 0%

I™ | LirkPlexer |

Mot installed 0%
v ccms [

CCMS status: Started 0
[s Security [

Frameworte ot installed 0%

¥ ccma [

CCMA status: Started 0%
¥ ccT [

CCT status: Started 0%
~ ccam |

CCMM status: Started 0%

Help Close I
4 Wait until all the Contact Center components have stopped.
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QVA o Contact Center
System Control and Monitor Utility
Contact Certer | LM | CCMS | CCMA| CCT | cCm |
r— Start or Shut down the selected Contact Center applications
Start Shut down
Contact Center Contact Center

High Availability server commissioning

License
v
~ Manager

— Select the Contact Center applications to control

p
. Not installed 0%

I

License Manager status: Shut down 100%
[

Mot installed 0%
|
CCMS status: Shut down 100%

v ccma |
CCMA status: Shut down 100%
v ccT |
CCT status: Shut down 100%
W cCcMm |
CCMM status: Shut down 100%
Help View log | Close I
Click Close.
-End--

Verifying services are ready for High Availability on the standby server

Verify that all Contact Center services stop before you configure High Availability. This
ensures that all resources are available to the Active Server when it starts.

Procedure steps

Step
1

NN44400-804 Contact Center Multimedia Complement Deployment Guide

Action

Log on to the Standby server (for example, CCCORESTWO) using the Avaya Aura®
CC installer domain account, for example SIPTRAFFIC\AACCinstaller.

Click Start, All Programs, Avaya, Contact Center, Common Utilities, System

Control and Monitor Utility.

On the Contact Center tab, click Shut down Contact Center.

Wait until all the Contact Center components have stopped.
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5 Click Close.

-End--

Configuring High Availability on the Active Server

Configure High Availability resiliency on the Active Server using the High Availability
Utility. The Active Server is the co-resident CCMS and CCT server that normally

processes calls.

Procedure steps

Step Action
1 Log on to the Active server (for example, CCCORESONE) using the Avaya Aura® CC
installer domain account, for example SIPTRAFFIC\AACCinstaller.
2 Click Start, All Programs, Avaya, Contact Center, Database Utilities, High
Availability.
3 Expand Configuration.
¢ High Availability (=[O

AVAYA

. Main Menu {Active)
- Configuration

server Mode
Motifications

i) CC Applications
CC Configuration

L) System Control

Contact Center High Availability

Server Mode Configuration

Select Mode {* Active " Standby [~ Switchover IEI Seconds

IP Configuration

Managed IP

cLan | ELan | Cache Port |L9?2

Active Server details

cran | ELan | Cache Port |1.972

Standby Server details

cLan | ELan | Cache Port |1.9?2

Trusted IP Remote Geographic Node(s)
Addressl Addressl Vl Edit I
Exit | Help | oK |
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4 Click Server Mode.
Under Server Mode, select Active.

6 Under IP Configuration, in the Managed IP box, type the managed IP address for the
contact center, for example 172.18.70.39.

7 Under IP Configuration, in the Active CLAN box, type the IP address for the active
server. For example, type 172.18.70.33.

8 Under IP Configuration, in the Standby CLAN box, type the IP address for the

standby server. For example, type 172.18.70.34.

9 Under IP Configuration, in the Trusted IP box, type the IP address of a trusted server.
For example, use the DNS server IP address, 172.18.71.253.

10 Leave the Remote Geographic Node (Optional) box blank.

¢ High Availability =1

AVAYA Contact Center High Availability

, Main Menu (Active)
—|-- |, Configuration
I erver Mode Select Mode {* Active ™ Standby I Switchover IEI Sec

Server Mode Configuration

IP Configuration

1) CC Applications Managed IP
-4) CC Configuration can [172.18.70.39 ELAN | Cache Port [1872
- fE) System Control

Active Server details

cLan [172.18.70.33 ELan | Cache PortILB?Z

Standby Server details

cLan [172.18.70.34 ELan || Cache Port [1572
Trusted IP Remote Geographic Mode(s)
Addressll?z. 18.71.253 Addressl Vl Edit |
Exit | Help | oK |

1" Click OK
12 Click Exit.
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High Availability [ |

'e Are you sure you want to exit?
"&F¥  If No"is selected the application will be minimized to the system tray.

13 Click Yes.
-End--

Configuring E-mail notification on the Active Server

If an automatic switchover occurs, the High Availability utility can send e-mail messages
to configured users at a defined interval.

The default e-mail notification character set is US_ASCII. The following character sets
are also supported:

+  1SO-8859-1
+ UTF-16BE
« UTF-8

« UTF-8

+ UTF-16BE

+ UTF-16LE

+ UTF-16

Prerequisites

+ If anonymous users are allowed, a user name and password may not be required.
Check with the Administrator of the e-mail server for setup configuration.

Procedure steps
Step Action

1 Click Start, All Programs, Avaya, Contact Center, Database Utilities, High
Availability.
2 Expand Configuration.

Double-click Notification.
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¢ High Availability =T

AVAyA Contact Center High Availability

. Main Menu (Active)

- Configuration
%)) Server Mode
lotifications
=)) System

. Tasks Usernamel Password I

%) CC Applications -
%)) CC Configuration Charset I'JS-'—S=_[[ LI

~-{)) System Control From Address I

Notification Configuration

SMTP Server |

To Address I

MNotification Level

MEmst [0 2] wours

Exit | Help oK

Select the Email check box.

Type the SMTP Server name or IP address, for example 172.18.0.55.

6 Type the Username of a mailbox where you want to see the HA alerts, for example,
MailAdmin.

7 Type the Password, for example, MApass~1.

8 Type the From Address e-mail address. For example vdhanote1@labmail.com.

9 Type the To Address e-mail address.For example vdhanote2@labmail.com.
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¢ High Availability =T

AVAyA Contact Center High Availability

. Main Menu (Active)

B+ Configuration Motification Configuration

SMTP Server |1?2.18 .0.55

UsernameIMailAdmin Password I********
i%)) CC Applications

CC Configuration Charset |US-ASCII =]
j)) System Control

From Address Iudhanote 1@labmail.com

To Address Ivdhanote2@|abmai| .com

MNotification Level

¥ Email IO Vl Hours

Exit | Help oK

10 Click OK to save the data.
-End--

Configuring service monitoring on the Active Server
The High Availability feature monitors a number of critical services on the Active Server.
If these critical services stop or fail, they automatically restart in the correct order. If a
critical service fails a defined number of times, the Active Server may, if switchover is
enabled, shut down and hand over processing to the Standby Server.

Critical services are listed, monitored, restarted, and controlled using the Contact
Center Configuration tab on the Tasks tab of the High Availability utility. The Contact
Center Configuration tab lists the critical CCMS services and all of the CCT services on
the co-resident CCMS and CCT server.
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There is no requirement to change the data in this table, the default values are suitable
for most solutions.

If the services are selected for Monitor and Restart and one or more services fail, either
the same or more number of times as the Restart Limit value, then a switchover to the
Standby Server occurs.

For switchover to occur, both the Active and the Standby servers must have their
respective switchover check box selected, a valid license file, and shadowing must be
running. If the switchover is not enabled, then all internal monitoring counters are reset
and the monitoring restarts.

The Restart Threshold is the time period within which the services are monitored and
the counters are increased when services fail. When this threshold is met, the counters
are reset to zero, monitoring restarts, and the restart threshold timer resets.

Procedure steps
Step Action

1 In the High Availability window, in the left pane, expand the Tasks folder.
2 Double-click CC Configuration.
¢ High Availability [_ O]

AVAYA Contact Center High Availability

. Main Menu (Active)
nﬁguratlon CC Configuration
) Server Mode Service Monitor Configuration (all urits configurable bel i ds)
J Notiﬁcations ervice Monitor Lonfiguraton {all units conngurable below are In seconds).
1) System Configuration | Status I
= L CcC Service Monitor | Restart |StartW...|Stop W...|Restart... |Restart...
1 CC Applications
e : CCMS|CCMS [l - -
C Configuration "
CCMS|0AM_Service r r [t 120 0 7200
-02)) System Control
CCMS|CCMS_OA... - - |1 120 0 7200
CCMS|cCcMs_SIP... - - |1 120 0 7200
ccMs|ccMs_neM...| [ - |1 120 0 7200
CCMS|CCMS_UNE... - - |1 120 0 7200
CCMS|NETSM_Ser...| [ - |1 120 0 7200
CCMS|NITSM_Ser... Il mE 120 0 7200
CCMS|ASM_Service — — i 120 0 7200
CCMSITFR Sarvica — — 1 120 n 7300 ﬂ
Reload Database I
Exit Help oK
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3 For the CCMS row, select the Monitor checkbox.

Contact Center automatically selects all the services.

¢ High Availability =T

AVAyA Contact Center High Availability

. Main Menu (Active)
E- . Configuration CC Configuration
Server Mode Service Monitor Configuration (all urits configurable bel i d
I"Jotiﬁcations ervice Monitor Lonnguraton (ﬁ units configurable Delow are In seCon S).
120 System Configuration | Status I
Tasks o cc | serviee Monitor | Restart |Startw...|Stopw...|Restart... [Restart...
) CC Applications
pvra— CCMS|CCMS & r N
C Configuration "
CCMS|0AM_Sarvice = W |1 120 0 7200
(2 System Control
CCMS|CCMS_DA... = e 120 0 7200
CCMS|CCMS_SIP... = P 1 120 0 7200
CCMS|CCMS_NBM...| [ W |1 120 0 7200
CCMS|CCMS_UNE... = e 120 0 7200
CCMS|NETSM_Ser...] W 2 120 0 7200
CCMS|NITSM_Ser... v M o1 120 0 7200
CCMS|ASM_Service W S 120 0 7200
CCMSITFRE Sarvica I~ 7 1 120 n 7200 LI
Reload Database I
Exit Help oK
4 Leave the defaults in the Start Wait Time, Stop Wait Time, Restart Limit, and
Restart Threshold columns.
5 Click OK.

Click Yes on any Save Data confirmation dialog boxes that appear.

High Availability [ x|
% Are you sure you want to exit?
If "No" is selected the application will be minimized to the system tray.

~End--

Procedure job aid

For this configuration, the example is using the defaults. This job aid provides an
example of customizing a service monitor configuration in the High Availability Utility.
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The required business rule is when the CCMS OAM service has stopped 3 times for
longer than 60 seconds in a period of 12 hours, initiate an automatic switchover. This
requirement is achieved by setting the OAM service configuration values to the following

settings:

CcC CCMS

Service OAM_Service

Monitor Selected

Restart Selected

Start Wait Timer 60 Seconds

Restart Limit 3

Restart Threshold 43200 Seconds (12 hours)

Backing up the Contact Center Manager Administration component on the
Active server

Back up Contact Center Manager Administration to a folder to create a snapshot of the
preselected CCMA data files.

You use this utility to back up the files located in the following folders (where D: is the
drive on which you installed CCMA):

+ AD-LDS-specific data stored in the following folder:
C:\Program Files (x86)\Microsoft ADAM\

» Historical reporting template files (both imported and custom) and Audit Trail event
logs stored in the following folders:
D:\Avaya\Contact Center\Manager Administration\Apps\Reporting\
D:\Avaya\Contact Center\Manager Administration\Apps\Common\

+ The Report Creation Wizard database files stored in the following folder:
D:\Avaya\Contact Center\Manager Administration\Server\RCW\Data

* Arecord of displays for real-time reporting exported to the following folder:
D:\Avaya\Contact Center\Manager Administration\Apps\Reporting\

» Arecord of displays for Emergency Help exported to the following folder:
D:\Avaya\Contact Center\Manager Administration\Apps\EmergencyHelp\

Attention: If the primary CCMA server has a failure that requires a complete rebuild
of the server, you must use a backup created from the primary server to rebuild the
CCMA database, because the database contains the schema and settings of a primary
server. You cannot use a backup from a secondary CCMA server to rebuild a primary
CCMA server. Ensure you permanently keep a backup of the primary CCMA server to
allow for this situation.
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Procedure steps

Step Action

1 Log on to the Active server using the Avaya Aura® CC installer domain account, for
example AACCinstaller.

2 Choose Start, All Programs, Avaya, Contact Center, Manager Administration,
Configuration.

— Avaya =E

File Acton Wew Window Help

=z H

Avaya Applications Configuration

= Console Root\Avaya [_ (O] I

] ansole Root BB Avaya Applications Configuration
3

; ) Emergency Help Reqistry
@ RTR Reqistry Settings @ Settings
P
@ Avaya Home Page @ Backup & Restore Change Login Warning
@ LM Service Configuration @ Security Settings @ CCMA User Migration
CCMA System Uparade R )
Ut @ Email Motification Settings

|Done |

| Y.

3 In the right-hand pane, click Backup & Restore.

4 In the Contact Center Manager Administration - Backup and Restore utility, select

the Backup tab.
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ﬂContact Center Manager Administration - Backup And Restore EH

Backup | Hestorel iew Scheduled Tasksl

— Backup

Chooze the location to store the backup. then click next to

AVAYA -

|F:A[CCMS_DB] |

™ Network Location

[\17218 7125300 Backup

Share Marne:
Example: “\Servert\Share
< Back Mext > Close
5 In the Backup window, select Network Location.

In the Share Name box, specify the Network Location where you want to store the
backup, for example \\172.18.71.253\CC_Backup.

ﬂContact Center Manager Administration - Backup And Restore EH

Restore I Yiew Scheduled Tasks I

—Backup

Choose the location to store the backup, then click next to

AV Ay A schedule.

" Drive

[Fx [ccms_pe) =l

* Network Location

I\'\'I 72.18.71. 253 CC_Backup
Example: ‘\WServer\Share

Share Name:

< Back et > Cloze

7 Click Next.
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8

1"

12

mtontact Center Manager Administration - Backup And Restore

Backup | Hestorel View Scheduled Tasks

— Schedule
Perform Backup i

AVAYA

= Monthly

i Ore time anly
" Run Mow

Start Time -0 =l
00:00:00 =

f* Evem day

= Weekdaps

< Back Mext = Cloze

On the Schedule page, select Run Now.

mtontact Center Manager Administration - Backup And Restore

Backup | Hestorel View Scheduled Tasks

— Schedule
Perform B ackup i Daily

AVAYA

i Monthly

i Ore time anly
5 )

Thiz option performs a once off backup

< Back Mext = Cloze

Click Next.

In the Username box on the User Account with Administrative Privileges page,
type a valid administrator user name for the server on which you want to store the
backup, for example SIPTRAFFIC\AACCinstaller.

In the Password box, type a the password for the specified administrator user, for
example AACClInstPass1.

In the Domain field, type the domain on which you created the network backup
location, for example siptraffic.
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|
ﬂ(ontact Center Manager Administration - Backup And Restore (2]

Backup I Restore | View Scheduled Tasks |

— Uger Account with Adrinistrative Privilage
AVAyA Useirzme IAACCInstaIIer
Password I

Darnain IS iptraﬁid

Mote: If scheduling backups across the
domain network. a valid domain username
and password must be specified

< Back Finizh Cloze

13 Click Finish.

ﬂContact Center Manager Administration - Backup And Restore (Not Responding)

Backup | Hestorel Yiew Scheduled Tasks

— Uger Account with Administrative Privilages

AVAy A | zername IAACCInStaIIer

I

Paszword

Domain |Siptraﬁi [

Mote: If scheduling backups across the
domain network. a valid domain username
and password must be specified

Eackup in progress. This procedure may take several minutes.
Flease wait....

< Back Firizh

14 When the backup completes, click Close.

All backups are saved as files in the format
CCMAFilesBackup<BackupDate Time>.package.

-End--
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Backing up the Contact Center databases on the Active Server

The Active Server is configured for High Availability. Now the Standby Server must be
prepared for High Availability resiliency. Back up the Active Server to create a snapshot
of the databases, which you can restore to the Standby Server. On the active Contact
Center server you must back up all databases.

Attention: You must backup the Active server database, restore it onto the Standby
server, and enable shadowing within 24 hours. If the difference in time between the
Active and Standby server database content is greater than 24 hours, then database
shadowing does not work. If shadowing is stopped for more than 24 hours then you
must backup the Active server database and restore it onto the Standby server before

re-enabling shadowing. Ensure that the system clock time on the Active and Standby
servers are synchronized.

Procedure steps
Step Action

1 Log on to the Active server using the Avaya Aura® CC installer domain account, for
example AACCinstaller.

2 Click Start, All Programs, Avaya, Contact Center, Database Utilities, Database
Maintenance.
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¢ Database Maintenance s B

AVAYA Contact Center Database Maintenance

./ Main Menu
-2 Backup Locations

Migration

Cancel Help OK
Click Backup Locations.
4 Click Create.
5 From the Drive Letter list, select the network drive on which you want to store the
CCMS, CCT, and ADMIN databases, for example N.
6 In the UNC Path box, type the network location on which to store the backup, in the

format \\Computer Name\Backup Folder, for example \\172.18.71.253\CC_Backup.

7 In the User Name box, type the user name used to log on to the computer specified in
the UNC Path box, for example siptrafficlAACCinstaller.

8 In the Password box, type the password of the UNC backup location, for example
AACCInstPass1.
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¢ Database Maintenance =

AVAyA Contact Center Database Maintenance

. Main Menu
BilBackup Locations Backup Locations
5) Immediate Backup Drive Letter UNC Path Username Password
Scheduled Backup M W172.18.71.253\CC_... |siptraffic\AACCinstaller [Feesmmwas
%)) Restore
=) Migration

=) Integrated Reporting Server

Create | Delete |

Cancel | Help | oK |

9 Click OK.
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11
12
13

14

. Database Maintenance

AVAYA

N Migration
(i) Inteqrated Reporting Server

High Availability server commissioning

I =T
Contact Center Database Maintenance
Backup Locations
Drive Letter UNC Path Username Password
N \\172.18.71.253\CC_... |siptraffic\AACCinstaller |sewwwsmss
Database Maintenance E

' ‘Your changes have been saved.

Cancel I

Create | Delete |

Help | oK |

In the left pane, click Immediate Backup.

In the Media Type section, select Network Location.
In the Applications section, select CCMS, CCT, CCMM, and ADMIN.

From the Backup Location list, select the network drive on which to store the backup,

for example N.
Click Backup.

NN44400-804 Contact Center Multimedia Complement Deployment Guide

06 April 2012 489



High Availability server commissioning

15
16

Database Maintenance !E |
AVAyA Contact Center Database Maintenance
E Main Menu immediate Badaip
Media Type Applications
~ Tape Drive f ccr
5) Migration % Metwork Location 7 cams
Integrated Reporting Server ¥ coMM
Backup Location IN_ !
Progress information
Cancel Help Backup
Click Yes to continue with the backup.
The database backup completes.
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. Database Maintenance =] S

AVAyA Contact Center Database Maintenance

1.’ Main Menu

Backup Locations Immediate Backup

(0l irrrediate Backup Media Type Applications
=) Scheduled Backup -
iz) Restore {% Tape Drive e ccr
--{2) Migration & Network Location e cams
{20 Integrated Reporting Server  cavm
Database Maintenance

e
I Backup finished successfully.

Backup Locah’onIN_ oy

Progress information

rackup finished successfully.

Cancel Help Backup

17 Click OK.
18 Exit the Database Maintenance utility.
-End--

Restoring the Contact Center databases on the Standby Server

Restore the database from the Active Server to the Standby Server to ensure the
databases are consistent. The Database Maintenance utility can restore only one
application database at a time. Restore the CCMS, CCT, CCMM, and ADMIN

databases.
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You must restore the CCMS, CCT, CCMM, and ADMIN databases onto the Standby
Server. You must restore the ADMIN database last.

Attention: You must backup the Active server database, restore it onto the Standby
server, and enable shadowing within 24 hours. If the difference in time between the
Active and Standby server database content is greater than 24 hours then database
shadowing does not work.

Attention: You must restore all databases to the Contact Center server. Restoring
only CCMS, and not CCT, CCMM, or ADMIN, may leave an inconsistent server
database and prevent HA from shadowing data correctly.

Attention: Restoring the Administration (ADMIN) database can change configuration
of Backup locations on the Standby Server if the Active Server and Standby Server
backup locations are different. Therefore, after you restore the ADMIN database, close
and reopen the Database and Maintenance utility.

Procedure steps
Step Action

1 Log on to the Standby server (for example, CCCORESTWO) using the Avaya Aura®
CC installer domain account, for example SIPTRAFFIC\AACCinstaller.

2 Click Start, All Programs, Avaya, Contact Center, Database Utilities, Database
Maintenance.

Click Backup Locations.
4 Click Create.

From the Drive Letter list, select the a network drive letter to use to restore the CCMS,
CCT, CCMM, and ADMIN databases, for example P.

6 In the UNC Path box, type the location from which to restore the backup, in the format
\\Computer Name\Backup Location, for example \172.18.71.253\CC_Backup.

7 In the User Name box, type the user name used to log on to the computer specified in
the UNC Path box, for example siptrafficl AACCinstaller.

8 In the Password box, type the password of the UNC backup location, for example
AACCInstPass1.
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¢ Database Maintenance s B

AVAyA Contact Center Database Maintenance

. Main Menu

[ @) cackup Locations Backup Locations
12) Immediate Backup Drive Letter UNC Path Username Password
2) Scheduled Backup P 172, 18.71.253\CC_... [siptrafic\AACCinstaller |[=emmmmm ]

i) Integrated Reporting Server

Create | Delete |

9 Click OK.
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. Database Maintenance M=l B
AVAyA Contact Center Database Maintenance
Main M
° E:a-- Locations Backup Locations
Immediate Backup Drive Letter UNC Path Username Password
Scheduled Backup P W\172.18.71.253\CC_... [siptraffic\ AACCinstaller |s=sssssss
Restore
Migration
----- i20 Integrated Reporting Server
Database Maintenance
Create | Delete |
Cancel | Help | oK |
10 In the Database Maintenance dialog box, in the left pane, click Restore.
11 In the right pane, under Media Type, select the media type from which to restore the
backup, for example Network Location.
12 From the Backup Locationlist, select the drive you created on the Backup Locations

tab, for example P.
13 Under Application, select CCT.
14 Under Restore contents, select Data.

15 Click Restore.
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¢ Database Maintenance

I =]
AVAYA Contact Center Database Maintenance
Main Menu
H Restore
Media Type Application Restore contents
{~ Tape Drive @ ¥ Data
! ' Metwork Location © cems [ Schema
i) Integrated Reporting Server oMM
= ADMIN
Backup Location IP - I
Progress information
Exit Help Restore

16 On the Restore Database dialog, click Yes.

17 Use the Progress information field to monitor the progress of the restoration.
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¢ Database Maintenance !EE
AVAYA Contact Center Database Maintenance
Restore
Media Type Application Restore contents
@ cct v Data
twork Location & cems I~ schema
Cerver e cam
& ADMIN
Backup Location IF‘ vI
Progress information
resmre in progress...
Cancel Help Restore
18 On the Database Maintenance dialog, click OK.
19 Under Application, select CCMS.
20 Click Restore.
21 On the Restore Database dialog, click Yes.
22 Use the Progress information field to monitor the progress of the restoration.

496 NN44400-804 Contact Center Multimedia Complement Deployment Guide 06 April 2012



High Availability server commissioning

¢ Database Maintenance [ 5] =]

AVAYA Contact Center Database Maintenance

Restore
Media Type Application Restore contents
% Tape Drive e
& Metwork Location @ ccms
ver © covm
€ ADMIN

Backup Location IP - I

Progress information

F.estore in progress, .. {1 second(s) elapsed).

Cancel Help Restore

23 On the Database Maintenance dialog, click OK.
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. Database Maintenance =10

AVAyA Contact Center Database Maintenance

B Main Menu
i{{®) Backup Locations Restore
%)) Immediate Backup Media Type Application Restore contents
=) Scheduled Backup -
= Tape Drive o ca ¥ Data
.
& Metwork Location @ covs I~ Schema
~ cenma
Database Maintenance

Restore finished successfully. Configuration data has been overwritten by data
from backup. Please run Server Setup Configuration to make sure configuration
data is up-to-date. This is an Active Server: if it is used in a Replication
environment then the Standby Server needs to be rebuilt.

Progress information
Eesmre finished successfully. Configuration data has been overwritten by data from ﬂ

ackup. Please run Server Setup Configuration to make sure configuration data is
p-to-date. This is an Active Server: if it is used in a Replication environment then the
tandhu Server needs tn he rehoilt LI

Cancel Help | Restore |
24 Under Application, select CCMM.
25 Click Restore.
26 On the Database Maintenance dialog, click Yes.
27 Use the Progress information field to monitor the progress of the restoration.
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¢ Database Maintenance

AVAYA

IS E3

Contact Center Database Maintenance

Restore
Media Type Application Restore contents
= Tape Drive o cc ¥ Data
& Network Location @ cams T schema
Server & CccMM
{7 ADMIN
Backup Location IP - I
Progress information
Restore in progress. .. {5 second(s) elapsed).
Cancel Help Restore

On the Database Maintenance dialog, click OK.
Under Application, select ADMIN.
Click Restore.

On the Restore Database dialog, click Yes.

Use the Progress information field to monitor the progress of the restoration.
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¢ Database Maintenance [ [C]x]

AVAYA Contact Center Database Maintenance

., Restore

Media Type Application Restore contents

o cc ¥ Data
twork Location @ cams I Schema
e Earuer .
= g SErve & CCMM
{8 ADMIN
Backup Location IN vI
Progress information
Restore in progress. .. {1 second(s) elapsed).
Cancel Help Restore

33 Click Exit to close the Database Maintenance utility.
34 Click Yes.
-End--

Creating a drive mapping to the network backup location from the Standby

server

The CCMA Restore utility is easier to use if you create a mapping to the network location
where you created the Active server CCMA backup. Follow this procedure to create a
network drive on the Standby server.

Prerequisites

Procedure steps
Step Action
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1 On the Standby server, choose Start, Computer.
2 On the Computer window, click Map network drive.
ﬂComputer !E E
(_) (_) |'-".Ii ViR - l‘z_ill Search Computer w
Organize v  System properties  Uninstall or change a program  Map network drive  Open Control Panel DE E:l 0
3 Dacuments ;I + Hard Disk Drives (5) =
.J’- Music ) . ) .
] Pictures — 05_Drive (C:) — APPS_Drive (D:)
B videos 32.7 GE free of 59.9 GB 2" 71L0GBfresof 79.9GE | |
& Computer o (I:CMS_DB (F:) . lCCMM_DB (G:)
"2 55.6GB free of 59,3 GB ““Z#” 255 GB free of 255 GB
€l Network
* CCT_DE (H:) Trace_Logs (I:)
= = I o | El
3 On the Map Network Drive dialog, from the Drive list, select a letter for the drive, for
example P:.
4 In the Folder box, type the location to which you want to map the drive letter, in the

format \\sComputer IP address>\<Backup Folder>, for example
\172.18.71.253\CC_Backup.

. Map Network Drive [ x|

—
'\ /ﬂ ﬂ’:; Map Network Drive

What network folder would you like to map?

Specify the drive letter for the connection and the folder that you want to connect to:

Drive: I P: j
Folder: [ \\17218.71.253\CC_Backup =] Browse. |

Example: \\server\share

[v Reconnect at logon

- EConnect using different gredentialsé

Connect to a Web site that you can use to store your documents and pictures.

coe |

5 Click Finish.

Windows opens the specified network location in a new window.
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CC_Backup (1\172.18.71.253) (P:)

'k )v r—f’ - Computer = CC_Backup (\\172.18.71.253) (P:) -

Organize v  Burn  New folder > [ I@l
‘¢ Favorites Name “ | Date modified | Type | Size
Ml Desktop | admin 16/11/2011 14:24 File folder
& Downloads | BACKUUP_1 16/11/2011 14:24 File folder
£l Recent Places | cems_che 10/11/2011 13:43 File folder
= , coms_conf 10/11/2011 13:49 File folder
=l Libraries
3 Documents , ccms_stat 10/11/2011 13:49 File folder
,J”. Music | cct70 10/11/2011 13:48 File folder
| Pictures . multimedia 10/11/2011 13:50 File folder
B8 videos | | ccMA_Data_Backup_10_11_2011_13-17-35... 10/11/2011 13:17 PACKAGE File 71,840 KB
~ || cCMA_Data_Backup_16_11_2011_14-19-13... 16/11/2011 14:13 PACKAGE File 71,813KB
1M Computer
?j MNetwork
4| | B
- 9 tems
6 Close the drive window. You can see the new drive in the Computer window.
ﬂ{:omputer H[=] B3

"\_)k_:) IS - Computer -

- &5 I Search Computer

Organize *  System properties  Uninstall or change a program  Map network drive  Open Control Panel = E:l '@'
r Favorites * Hard Disk Drives (&)
B Desktop 0S_Drive (C:) APPS_Drive (D)
Download e >
‘& oumoacs 32.7 GB free of 53.9 GB V 71.0 GB free of 79.9 GB
1= Recent Places
CCMS_DB {F:) CCMM_DB (G:)
“ Librari g | ] o |
= Liraries ¥ 58.6GB free of 53,9 GB b 255 GE free of 255 GB
j Documents
J”- Music CCT_DB (H:) Trace_Logs (I:)
) g | ] = Y|
I Pictures 20 43800 free of 4,99 GB S0 434060 free of 4,99 GB
B8 videos
+ Devices with Removable Storage (1)
1M Computer & &
{[ﬂ/i DVD RW Drive (E:)
2 =
€l Network )
+ Network Location (2)
_ CC_Backup (\172.18.71.253) (P:)
[ ..y 19.2 GB free of 23.9 GB
P . | CCCORESTWO  Domain: SipTraffic.com Memory: 8.00 GB
o Processor: Intel(R) Xeon(R) CPU
-End--
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Restoring CCMA data to the Standby server
Restore the Contact Center Manager Administration data to the Standby server.

Procedure steps
Step Action

1 On the Standby server, choose Start, All Programs, Avaya, Contact Center,

Manager Administration, Configuration.

— Avaya - 101>]
File Acton View Window Help

@ | 7|
= Console Root\Avaya [_ (O] x| I
[ C°_”5°le Root B Avaya Applications Configuration
-]

Avaya Applications Configuration

) . Emergency Help Registry LeeAdmin Password
@ RTR Reqistry Settings Settings Change
Change Login Warning
AvVEYa nome Fage Backup & Restore ing
@Ava a Home Page @Bad{u & Restore Settings

@ LM Service Configuration @ Security Settings @ CCMA User Migration

CCMA System Upgrade R, .
™
Ut @ Email Motification Settings

|Done

| | Y

2 In the left pane of the Avaya Configuration window, expand Avaya, Applications,
Backup & Restore.
In the right pane, click Backup & Restore.

4

In the Contact Center Manager Administration - Backup And Restore dialog box,
click the Restore tab.
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I [=] 3
Window Help
ﬂ Contact Center Manager Administration - Backup And Restore E ES
Er:‘ Console Root\Avaya\Applicatigy Backup | Wiew Scheduled Tasks I =l
[_1 Console Root
B[] Avaya  Restore
= | Applications

[ Real-Time Reporting 1. Click on the Browse button and select the . package file to

[ Emergency Help AVAyA restare. Then click on the Restare Files buttan.

[ 7] TceAdmin Password Chi s

| Backup & Restore I _I

:.I Login Wlarnlrlg Me“agf Frestore Files |
7] LM Service Configuratic
|| Security Settings

"] CCMaA User Migration 2. Click on the Activate Schedules button to start activating
5] CCMA System Upgrade CCMA schedule jobs [Reports and Aszignments].

[] Email Notification Letivate Schedules |

3. Click on the &ctivation Log button to view the status of the
schedule activation. Pleaze wait until the Activation Log button
iz enabled after the schedule activation is completed.

Activation Log |
Cloze |

To select a backup file to restore from, click Browse.

In the Select a backup file dialog box, browse to the location where you backed up the
CCMA data, and select the .package file.

7 Click Open.
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wvaya 5[]

File Acton View Window Help
@ $ | & | ﬂ ﬂ{ontact Center Manager Administration - Backup And Restore K E
Console i EE e Backup Festore |View Scheduled Tazks | =13
Console Root |
=20 A\fa:’aﬂ J&) select a backup file
E J Ia F——
[ Rez eev =¥ ~ Computer ~ CC_Backup (W\172.18.71.253) Q) ~ * 23 [ search cc_Badup (W172.18....  #2))
| Emi
[l Ice  Organize *  New folder
| Bac
[ Loc ‘v Favorites Name = Date modified | Type | Size |
Sty !
j Sed B Desktop . admin 10/11/2011 13:50 File folder
S ca 4 Downloads | cams_cbe 10/11/2011 13:48 File folder
% ;:I izil Recent Places .. ccms_conf 10/11/2011 13:49 File folder
1 Em;
— | braries | coms_stat 10/11/2011 13:49 File folder
e
% Documents | et 10/11/201113:48  File folder
& Music | multimedia 10/11/2011 13:50 File: folder
[E5] Pictures AA_Data_Backup_10_11_2011_13- 10/11/2011 13:17 ACKAGE File 71,840 KB
B videos
18 Computer
LI— ij MNetwork
Done
1] | 2l
File name: | CCMA_Data_Backup_10_11 2011 13-17-35.package =|  |Backup Files (".package) -]
Open I Cancel |
4
8 Click Restore Files.
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Avaya
File Action View

Window Help

=7 H

[_1 Console Root
B [ Avaya
= [ Applications
[ IceAdmi
[ Login W,

7] LM Serv

[ ccMas

‘onsole Root\Avaya \Applicati

| Real-Time Reporting
"] Emergency Help

|| Backup &Restore
|| Security Settings
[ 7] CCMA User Migration

|| Email Motification

ﬂ Contact Center Manager Administration - Backup And Restore

n Password Chi

arning Message
ice Configuratic

ystem Upgrade

AVAYA

| Backup FRestore IView Scheduled Tasksl

— Restare

1. Click on the Browse button and select the .package file to
restore. Then click on the R estare Files button,

|Q MCCMA_Data Backup 10.11_2011_13-17-35.

Restore Files [ |

3 (el fire e Schedules are automatically re-activated after

the Restore Progress dialog

CCMé schedule id is dosed when restoring on the server from which the backup originated.

The AvayalContact Center\Manager Administration\Apps\SupportUtil directory
must be restored for the activation of schedules.

3. Click on the Activation Log button to view the status of the
schedule activation. Pleaze wait unhl the Activation Log buttan
iz enabled after the schedule activation iz completed.

Activation Log |
Close |

When the restore is finished, a CCMA Backup & Restore message box appears.

CCMA Backup & Restore

e
@ The restore completed successfully,
L

On the CCMA Backup & Restore message box, click OK.

Click Close.

~End--
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Verifying the server details and restarting the Standby Server

After you restore the Active Server database onto the Standby Server, the Standby
Server database contains the same agent and statistical data as the Active Server.
Verify that the Standby Server configuration details are correct.

Attention: This procedure forces a server restart.

Procedure steps
Step Action

1 On the Standby server, click Start, All Programs, Avaya, Contact Center, Manager
Server, Server Configuration.

2 In the Server Configuration dialog box, click the Local Settings tab.

3 Under Avaya Server Subnet verify that the IP Address box contains the managed IP

address, for example 172.18.70.39.

4 Verify that the Site Name box contains the correct site name, for example
CC_ELITESITE.

¢ Server Configuration [_ O] I
AVAYA Contact Center Server Configuration
W Main Menu
i :n:al Ettirlg:i Customer Information Avaya Server Subnet
f Licensing
Customer Name
 SIP CLAN IP is a managed IP address
MNetwork Settings |SampIeCustomer
Local Subscriber IP Address
Company Name
151 CCT Server P —
— - 72.18.70.39
=) WS Open Interfaces |SampIeBuS|ness 1z
----- 1Z)) SalesForce
Elan Subnet
Site Name
CC_ELITESITE J= ELAN IP ig @ managed IP address
RSM IP Address P Address
Real-Time Statistics Multicast IP Address I
234.5.6.10
Done. (Restart required)
| Exit Apply Al oK
5 In the Server Configuration dialog box, click the Licensing tab.
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10
1"

On the Updated IP Warning message box, click OK

Verify that the Standby Server licensing details match the Active server licensing
details.

¢ Server Configuration H= I

AVAYA Contact Center Server Configuration

. Main Menu

Local Settings License Manager Package License Server IP Address
; ] CCMS Package
) 5IP -
Metwork Settings INodaI Enterprise LI License Server IP Port
Local Subscriber Optional Packages: |1;rz. 18.70.39 3003
=) CCT Server ) -
=) WS Open Interfaces I etworking
“-Aiz)) SalesForce [V Web Based Statistics
I Multiplicity
¥ Open Queue Optional Alternative License Server IP Address

¥ 0I Open Queue
cense Server IP

I~ Ol Universal Metworking

I~ Agent Greeting _I
-

Done. (Restart required)
| Exit Apply Al oK

Click Apply All.

On the Updated IP Warning message box, click OK

On the Restart Required message box, click Yes.

On the HA System message box, click OK.

Contact Center forces a shutdown of the Windows server.
--End--

Configuring High Availability on the Standby Server
Configure High Availability resiliency on the Standby Server using the High Availability
utility. The co-resident CCMS and CCT Standby Server shadows the Active Server and
takes over processing if the Active Server fails.
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Procedure steps
Step Action

1 Log on to the Standby server (for example, CCCORESTWO) using the Avaya Aura®
CC installer domain account, for example SIPTRAFFIC\AACCinstaller.

2 Click Start, All Programs, Avaya, Contact Center, Database Utilities, High
Availability.
Expand Configuration.
4 Double-click Server Mode.
¢ High Availability !EIE

AVAYA Contact Center High Availability

. Main Menu (Active)
-k Configuration Server Mode Configuration

Select Mode & Active " Standby I~ Switchover IE: Sac

server Mode

=) Motifications
z)

I TSkSsYShEm IP Configuration

cC Applications Managed TP

2) CC Canfiguration CLAN [172.18.70.39 ELan | Cache Port [1972
i2) System Control

Active Server details
cLAN [172.18.70.33 ELan | Cache Part |19?2

Standby Server details

cLan [172.18.70.34 ELan | Cache Port |L9?2
Trusted IP Remote Geographic Node(s)
Addressll?Z. 18.71.253 Addressl Vl Edit I
Exit | Help | oK |

Under Server Mode, select Standby.

6 Under IP Configuration, in the Active Server details CLAN box, type the IP address
for the active server, for example 172.18.70.33.

7 Under IP Configuration, in the Standby Server details CLAN box, type the IP
address for the standby server, for example 172.18.70.34.

NN44400-804 Contact Center Multimedia Complement Deployment Guide 06 April 2012 509



High Availability server commissioning

|
¢ High Availability [_ =] =]
AVAYA Contact Center High Availability
. Main Menu (Active)
EI Configuration Server Mode Configuration
ajfserver Mode Select Made (& Active [ Switchover IT lm
Motifications
IZ) System .
= Tacks IP Configuration
i) CC Applications Managed IP
(2) CC Configuration CLAN [172.18.70.39 ELan | Cache Port [1572
System Control
Active Server details
cLAN [172.18.70.33 ELan | Cache Port [1972
Standby Server details
cLan [172.18.70.34 ELan | Cache Port |L9?2
Trusted IP Remote Geographic Node(s)
Addressll?Z. 18.71.253 Addressl Vl Edit I
Exit | Help | oK |
8 Click OK.
9 On the Save Data message box, click Yes.
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- High Availability =]

AVAyA Contact Center High Availability

Server Mode Configuration

Select Mode {~ Active {* Standby I~ Switchover IGD ISeccndE Vl

Save Data ?

. System is currently running.

" System shutdown is required before saving the data to the Database. | Fort |1-972
Do you wish to shutdown the system ?

Mote: System must be started when the changes are committed.

Yes Port |L9?2
Standby Server details
cLan [172.18.70.34 ELan | Cache Port |1.972
Trusted IP Remote Geographic Node(s)
Addressll?z. 18.71.253 Addressl 'l Edit
Cancel | Help | oK |

The High Availability dialog box greys out, and the Exit button changes to Cancel
while the HA services restart.

10 Click the Exit button when it becomes available.
11 On the High Availability message box, click Yes.
-End--

Checking the server configuration on the Standby Server
After the Standby server restarts, ensure that you completed the server configuration
successfully. If you forgot to apply the changes in Server Configuration, Contact Center
does not write the CMF file correctly. In this case, the Standby server does not start fully

after it initiates a switchover.

Procedure steps
Step Action
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Log on to the Standby server (for example, CCCORESTWO) using the Avaya Aura®
CC installer domain account, for example SIPTRAFFIC\AACCinstaller.

Open the CMF Configuration log file, C:\cmfconfig.log, using a text editor.

Scroll to the end of the log file, and search back up the file for the lines "RemoteCLAN
[<Active server IP Address>]" and "LocalCLAN [<Active server IP Address>]".

Check that the RemoteCLAN value matches the Active server IP address, for example
172.18.70.33.

Check that the LocalCLAN value matches the Standby server IP address, for example
172.18.70.34.

I cmfconfig.log - Notepad g@g|

File Edit Format Wiew Help

sIP platform detected -~
switchInstalloption is sip

TRARSEL LI & switenInsta] 1option is not auraé_ha [sip], default to [standalone]

Remoteclan [172.18.70.33]
LocalCLaM [172.18.70.34]
ctive CLAN [CCCORESTwWO],

tandbly CLAN [CCCORESTWO]
=

SIP platform detected

switchInstalloption is sip

CCT application directory DihvAvayasContact Center™CoTh,

CCMS Installed : working Directory = [DihvawvayahContact CenteryManager Serverticamiybind]

SetCMF web Service Registry:

SEt HKLMWSYSTEMNCUrrentControlsethservices\CoMs_SIP_ServicehParametearsiJvMopt jons\oCMFwsSIPaddress
SET HKLMYSYSTEMMWCUrrentControlsethserviceshooMs_SIP_ServicehParametershvMopt fonssDCMPwWSPort = 11
Calling CccMs configuration Command ["C:“WProgram Files (x86)%Javarjreéibimyjava' -jar "DidavayahCo
Calling <CT configuration Commaand ["C:wProgram Files (x8&6)%JavahJreésbinyjava" -Jar "D:havayahCo
Calling <CT configuration

Calling <CT configuration completed

Calling ccms configuration

Calling <Mms configuration completed

If the RemoteCLAN and LocalCLAN values are not correct, run the Server
Configuration utility again. For more information, see Verifying the server details and
restarting the Standby Server (page 507).

~End--
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Starting High Availability on the Active Server

Start the Active Server using the High Availability utility. Starting the Active Server starts
CCMS, CCT, and system processes. Enable automatic switchover so the Standby
server can take over if the Active server fails or is stopped.

Procedure steps
Step Action

1 Log on to the Active server using the Avaya Aura® CC installer domain account, for
example AACCinstaller.
2 Click Start, All Programs, Avaya, Contact Center, Database Utilities, High
Availability.
3 In the left pane, expand Configuration, Server Mode.
¢ High Availability == 3

AVAYA Contact Center High Availability

. Main Menu (Active)
B Configuration Server Mode Configuration

Select Mode {# Active {~ Standby I Switchover IEI Sec

IP Configuration
: CC Applications Managed IP

) CC Configuration cLAN [172.18.70.39 ELan | Cache Port [1872
“-(j2) System Control

Active Server details

cLan [172.18.70.33 ELan | Cache Port |1.972

Standby Server details

cLan [172.18.70.34 ELan | Cache Port |L9?2
Trusted IP Remote Geographic Node(s)
Addressll?z. 18.71.253 Addressl Vl Edit I
Exit | Help | oK |
4 Verify that the mode selected is Active.
5 Under Server Mode Configuration, select Switchover.

6 Click OK.
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¢ High Availability

AVAYA

. Main Menu {Active)
El- || Configuration
Pt Server Mode
(=) Motifications
%)) System
Tasks
iz CC Applications
CC Configuration
System Control

Server Mode Configuration

Select Mode {* Active {~ Standby FE IGD ISeconds Vl
IP Configuration
Managed IP
cLAN [172.18.70.39 ELan | Cache Port ILB?Z

IS E3

Contact Center High Availability

Active Server details

CLAN [172.18.70.33 ELan |

Cache Port |L9?2

Standby Server details

cLan [172.18.70.34 ELan |

Cache Port |L9?2

Trusted IP Remote Geographic Node(s)

Addressll?z. 18.71.253 Addressl 'l Edit I

7 In the left pane, expand Tasks, CC Applications.

8 Click Start.
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¢ High Availability

AVAYA

M[E B3

Contact Center High Availability

. Main Menu (Active)

nﬁgufﬂﬁﬂ” CC Applications
(£ Server Mode

Motifications

System

Systermn ;I IYeE ES Not Started IEnabIed ;I
CC Configuration

System Control

Time Mov 11 ¢ 1:31 PM : Configuration report : Server is Active &
Remote server is Standby. System can be started as Active.

Starting Systemn will start 2|l configured CC Applications installed. CC
Applications can be disabled if they should not be started as part of the
System Startup process. Note : After starting it is best to prepare 2
Backup and Restore where HA has been configured

Starting System Application.

User selected not to start System.

-

Start Stop |

Exit Help oK

9 On the System Start Notification message box, click Yes.
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. High Availability

I[=] B3

Contact Center High Awvailability

AVAYA

=

. Main Menu (Active)
|- |, Configuration

System Start Notification

CC Applications
Server Mode

R LT T

Configuration report : Server is Active & Remote server is Standby. System can be started as Active. Continue to Start the System ?
Starting System will start all configured CC Applications installed.

CC Applications can be disabled if they should not be started as part of the System Startup process.
Mote : After starting it is best to prepare a Backup and Restore where HA has been configured.

Starting System Application.

Start Stop

Help 0K

The High Availability system starts, and displays the progress in the CC Applications

box.
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¢ High Availability =

AVAYA Contact Center High Availability

. Main Menu (Active)
|

Configuration
1= Server Mode
(21 Motifications

CC Applications

Systemn LI IYeE ¥as Started IEnabled LI
CC Configuration ystem Startup process. Note | Atter starfing It 15 Dest to prepare @ ;I
""" IZ) System Control Backup and Restore where HA has besn configured

Starting Systemn Application.

Shadowing Enabled.

Application CCMS is Enabled - Start Application.

Stopping the System will stop all configured CC Applications installed
After the system is stopped, all connected Standby Mode Servers will no
longer be able to Shadow data from this local Server.

Start Stop

Help OK

10 To verify that the Contact Center services are running using the SCMU, select Avaya,
Contact Center, Common Utilities, System Control and Monitor Utility, and check
that the Contact Center services start up.
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@System Control and Monitor Utility [_ [ x|
=10 ]
ﬁVA o Contact Center
y System Control and Monitor Utility
Contact Center |LM | ccMs | ccma | ccT | comm | Contact Center High Availability
r—Start or Shut down the selected Contact Center applications
Start Shut down
Contact Center Contact Center
r— Select the Contact Center applications to control CC Applications
~ License [
Manager License Manager status: Started 0%
B epsar | Systemn LI IYEE WES Started IEnabIed ﬂ
Mot installed 0%
ystemn Startup process. Note  After starting it is best to prepare 2 d
W ccMms [ Backup and Restore where HA has been configured
CCMS status: Started 0% Starting. System Application.
Shadowing Enablad.
Securt T Application CCMS is Enabled - Start Application.
] JE_CU '_"'"_ . Stopping the Systermn will stop all configured CC Applications installed
Framenerc Not installed 0% After the system is stopped, all connected Standby Mode Servers will no
langer be able to Shadow data from this local Server.
V' ccma [ ~
CCMA status: Started 0%
¥ ccT [ Start Stop
CCT status: Started 0%
~ com |
CCMM status: Started 0%
Help View log Close Exit Help oK

1" On the System Control and Monitor Utility, click Close.
12 On the High Availability, window click Exit.
--End--

Starting High Availability on the Standby Server

Start the Active Server using the High Availability utility. Starting the Active Server starts
CCMS, CCT, and system processes. Enable automatic switchover so the Standby
server can take over if the Active server fails or is stopped.

Procedure steps
Step Action

1 Log on to the Standby server (for example, CCCORESTWO) using the Avaya Aura®
CC installer domain account, for example SIPTRAFFIC\AACCinstaller.

2 Click Start, All Programs, Avaya, Contact Center, Database Utilities, High
Availability.
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3 In the left pane, expand Configuration, Server Mode.
¢ High Availability [_ O]
AVAYA Contact Center High Availability
. Main Menu (Standby)
- [ Configuration Server Mode Configuration
g Server Mode Select Mode T Active o E [T switchover Ir lm
() System
i----gk;ysbem Control IP Configuration
Managed IP
cLan [172.18.70.39 ELan | Cache Port I-_972
Active Server details
cLan [172,18.70.33 ELan | Cache Port |1.9?2
Standby Server details
CLAN [172.18.70.34 ELan | Cache Port ILB?Z
Trusted IP Remote Geographic Node(s)
Addressll?l. 18.71.253 Addressl VI Edit
Exit | Help | oK |
4 Verify that the mode selected is Standby.
5 Under Server Mode Configuration, select Switchover.
6 Click OK.
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¢ High Availability

AVAYA Contact Center High Availability

s 3 |

. Main Menu (Standby)

Server Mode Configuration

Select Mode {~ Active {* Standby ¥ Switchover IGD ISeconds Vl

IP Configuration

Managed IP

cran [172.18.70.39 ELaN | Cache Port |1972

Active Server details

cLAN [172.18.70.33 ELan | Cache Part |19?2

Standby Server details

cLan [172.18.70.34 ELan | Cache Port |1.972

Trusted IP Remote Geographic Node(s)

Addressll?Z. 18.71.253 Addressl Vl Edit

7 In the left pane, expand Tasks, System Control.
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¢ High Availability

AVAYA

s 3 |

Contact Center High Availability

. Main Menu (Standby)

El Configuration System Control

Server Mode

System

Bl || Tasks Control IShadowing vl Process
@ System Control

Stage Process Stopped

Time Mov 11 : 1:42 PM : Shadowing is stopped.

Active Made Server configured does not have the Shadowing Service
Enzbled. Please ensure that the Active Made Server is running prior to
starting Shadowing

Time Mov 11 @ 1:42 PM : Active Mode Server configured has the Shadowing

Service Enabled. Standby Configured Server can Shadow data.
Shadowing is stopped.

Start

8 Click Start.

9 On the Start Shadowing message box, click Yes.
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|
_ High Availability =
AVAYA Contact Center High Availability
, Main Menu (Standby)
=] |, Configuration System Control
g Server Mode
! Control |Shad0wing Vl Process
:
Standby Mode Server configured to shadow the following CC Application(s) : CCT CCMM CCMS.
Continue to start shadowing ?
es
= == figured
has the Shadowing Service Enabled. Standby Configured Server can Shadow
data.
Start Stop Pause | Resume I
Exit | Help | oK |

10 In the information box, verify that shadowing has started, by checking for text similar to

the following:

"Time Nov 18:3:12 PM : Standby Mode Server is actively Shadowing data. Setup a
Heartbeat to the Active Mode Server."

11 Click Exit.
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¢ High Availability M= 3

AVAyA Contact Center High Availability

. Main Menu (Standby)
El- |4 Configuration

g Server Mode
: . Tasks Control IShadowing Vl Process
System Control

Stage Process Started

System Control

CCMS_CBC_DATA . Ensure each database has been backed up and ;I
restored.

Shadowing Service Setup.

Shadow Service is now configured.

Setup a Heartbeat to the Active Mode Server.
Standby Mode Server is actively Shadowing data. J
Shadowing Started.
[~
Start Stop Pause | Besume I

wp | ok |

~End--

Verifying shadowing is running on the Active Server
Use the High Availability utility to verify that the Standby server is shadowing the Active

server. The System dialog box of the High Availability utility displays system information
about the Active and the Standby servers.

The dialog box displays the following information categories:

» Computer name and operating system version

+ Server mode

*  Server configuration type

* Port information

* Remote server connection status

* Remote server port information
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* License information

* Databases shadowed

+ Time of last record shadowed
» Database namespaces

* Local and remote information on system status, switchover, shadowing and
network.

* CC Application install information
» Database space and journaling information
» Database processes information

Procedure steps
Step Action

1 Log on to the Standby server (for example, CCCORESTWO) using the Avaya
Aura® CC installer domain account, for example SIPTRAFFIC\AACCinstaller.

2 Click Start, All Programs, Avaya, Contact Center, Database Utilities, High
Availability.

In the left pane, expand Configuration.
4 Select System.
Click Get System Configuration.
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AVAYA

. Main Menu (Active)
B4 Configuration
: Server Mode
(%)) Motifications
;
Tasks
i) CC Applications

CC Configuration

i£) System Control

High Availability server commissioning

M=
Contact Center High Availability
System Configuration
@ Information
a
System Information :

Computer CCcoresCne
Wersion Cache for Windows (x86-64) 2009.1 (Build 446U) Thu Jul 3 2003
14:54:19 EDT

Server Information :

Server Mode @ Active
Campus setup.

Server is using port 1972,
Server is connected to Remote Server 172.18.70.34,
Remote Server is configured to use port 1372,
Server is currently running.

Restore configuration

=
Get System Configuration |

6 Scroll down to the Shadowing section. Check that the number of clients configured is
1 and that the Standby server IP address is listed beside List of Shadow Clients

enabled.
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¢ High Availability ==l

AVAYA Contact Center High Availability

. Main Menu (Active)
EI L+ Configuration System Configuration
Server Mode i .
(%)) Motifications @ Information
g =
El Tasks Local Licence reported OK. Switchover is thereby enabled. Each CC
@) CC Applicati Application installed does require its own licence for Shadowing of _I
- ppications Databases.
CC Configuration
iz)) System Control Shadowing :
Campus setup.
Active Server allows the Standby to Shadow the following database(s)
CCT70_CODE CCMS_CONF_DATA CCMS5_STAT_CODE CCM5_STAT_DATA
CCM5_CBC_CODE CCM5_CBC_DATA MULTIMEDIA_CODE MULTIMEDIA_DATA
Number of clients configured : 1.
List of Shadow Clients configured : 172.18.70.34
List of Shadow Clients enabled : 172.18.70.34 LI
Restore configuration Get System Configuration |
Exit Help | oK |
7 Scroll down to the Local Information and Remote Information sections. Under Local

Information check that the shadowing service is Enabled. Under Remote
Information check that Shadowing is Connected.
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¢ High Availability ==l

AVAYA Contact Center High Availability

. Main Menu (Active)

B Cnﬁguration System Configuration

i5)) Server Mode
S @ Information

Local Information : il
i) CC Applications System Running : True
i) CC Configuration Switchowver : Enabled
i=)) System Control Switchover occurred @ False
Shadowing : Connected _I
Shadowing Service : Enabled
Network: Available @ True

Remote Information :

System Running t True

Switchover : Enabled
Switchover occurred @ False
Shadowing 1 Connected LI
Restore configuration Get System Configuration |
Exit Help | oK |
Click Exit.
-=End--

Changing server details in Contact Center Manager Administration

In Contact Center Manager Administration, change the server details to use the High
Availability Managed IP address and Managed name details.

Procedure steps

Step
1

Action

Log on to the Active server, for example, CCCORESONE, using the Avaya Aura® CC
installer domain account, for example SIPTRAFFIC\AACCinstaller.

In the Address box, type the CCMA URL in the format http://<Server name>, for
example http://CCCORESONE.

Press Enter.
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In the main logon window, in the User ID box, type webadmin.
In the Password box, type the password, for example nimdabew.
Click Login.

On the Launchpad, click Configuration.

0 N o 0o b

From the list of servers in the system tree, right-click on the active CCMS server, and
select Edit Properties.

ﬁ'Contact Center - Manager - Configuration - Windows Internet Explorer

@:—-:.V IA http: /fcccoresone/Configuration/Default.asp j 4] X I;';Bing L

{3 Favorites | ié £ | Suggested Sites ~ @ | Web Slice Gallery ~

A\ Contact Center - Manager - Configuration | | & » B - (] = - Page - Safety ~ Tools ~ '@"

AVAyA configuration Logged in uszer: webadmin | Logout

Launchpad Help

e3R8 M IV l, =
-2 cccoresone roperties
E-{E) CCElite_cCMM o DElEte Server
Refresh Server Type [cons Associated Reporting Server
Server Name [cccoreson SHREE L] D3N Prefix select All [
R CCElite_CCMM CCMM I
Do Associated Communication Manager Servers
Lo | Server Name (0) Server ID selectAll ¥
Password
DSN Prefix  CCMS
The following ODBC D3H will be
automatically created for this
system:
CCMS_172.18.70.33_DSN
Submit | Reset
d | 2l =l
Done l_ l_ l_ l_ l_ l_ ’@| . Trusted sites | Protected Mode: Off Fav (R 00% - 4
9 In the Server Name box, type the High Availability Managed name of the Contact

Center Manager Server, for example CCCORESMNGD.
10 Press Tab.

Contact Center updates the IP Address with the High Availability Managed IP address
for example 172.18.70.39

11 Click Submit.
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ﬂ:'{:ontact Center - Manager - Configuration - Windows Internet Explorer
@\t—: - IA http: //cccoresone/Configuration /Default.asp j B+ % I/:’ Bing

{3 Favorites | i.;, £ | Suggested Sites = @ | Web Slice Gallery

&' ™ J@;v Page ~ Safety = Tools ~ I@Iv

A Contact Center - Manager - Configuration | |

AVAyA configu ration Logged in user: webadmin | Logout

Server Download Status Launchpad Help

l!] cccoresone Server Properties

Associated Reporting Server

Type [cons 5]
Server Name W
PAdaress [i7z187038 |
Display Name Im Associated Communication Manager Servers
LognD [sysadmn | | server Name (0) server D select All [7
Password IT

DSN Prefix CCMS
The following ODBC DSH will be
automatically created for this

system:
CCMS_172.18.70.39_DSN

Servers (1) DSN Prefix select All [V

CCElite_CCMM CCMM v

Submit | Reset |
1] |

Done ’_l_l_l_l_l_’@| ./ Trusted sites | Protected Mode: Off 4 - | #100% - 4

12 From the list of servers in the system tree, right-click on the active CCT server, and
select Edit Properties.
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{_.;'Contact Center - Manager - Configuration - Windows Internet Explorer

@;—: - IA http:/fcccoresone Configuration/Default.asp

{“g Favorites | {5‘ € | Suggested Sites ~ @ | Web Slice Gallery -~

Configuratio

A\ Contact Center - Manager - Configuration

AVAYA

|| % I; Bing

- Bl - 0 #= - Page - Safety - Toos- @-

Logged in user: webadmin | Logout

Server Download Status Launchpad Help
=) MM_Elite_CC_Single_Sen
{2 Server Properties
=) CCElN Add Server
Delete Server
m Associated CCMS Servers
Type |CC -
Refresh Server Servers (1)
Server Name Ic,c,c,creacr‘e

IP Address

172.18.70.33

Display Name Iccccre@cre
Login ID I
Password I

DSN Prefie CCT

The following ODBC DSN will be
automatically created for this
system: CCT_172.18.70.33_D5SN

Port Number |§3§1

CCT Website: URL  hitp:/fcccoresone:8081/ANebAdmin.

Submit | Reset |

i

MMW_Elite_CC_Single_Server

Elear Associations

]

1 |
Done [ [ [ [ | | [ .7 Trusted sites | Protected Made: OFF [ - [® 100w - 4

13 In the Server Name box, type the High Availability Managed name of the
Communication Control Toolkit server, for example CCCORESMNGD.

14 Press Tab.
Contact Center updates the IP Address with the High Availability Managed IP address,
for example 172.18.70.39

15 Click Submit.
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(_:'Contact Center - Manager - Configuration - Windows Internet Explorer
@\:—: = IA http:/fcccoresone /Configuration/Default.asp j L[ || X I/:’ Bing 2w

i:f Favorites | {.:‘5 € | Suggested Sites ~ @ | Web Slice Gallery ~
| i - Bl - =) M= - page - Safety~ Took - @~

A Contact Center - Manager - Configuration |

AVAyA configu ration Logged in user: webadmin | Logout

Server Download Status Launchpad Help
MM _Elite_CC_Single_Sen =
EEERIESE Server Properties

=) CCElite_CCMM
Associated CCMS Servers

Type |ccT =
Servers (1)

Server Name ICCCO RESMNGD
MM_Elte_CC_Single_Server
IP Address |172_13.70.39|
Display Name Icccnresnne Clear Associati
Login ID I
Password I

DSH Prefix CCT

The following ODBC DSN will be
automatically created for this system:
CCT_172.18.70.39_DSN

Port Number Igug1

CCT Website: URL  hitp /CCCORESMMGD:8081/WebAdmin/

Submit I Reset |

1] 1 Dl

16 From the list of servers in the system tree, right-click on the active CCMM server, and
select Edit Properties.
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(:‘—'Contact Center - Manager - Configuration - Windows Internet Explorer

@:—-:.V IA http: /fcccoresone/Configuration/Default.asp j Bl || 42| X I;';Bing 2

{\3 Favorites | {.3 € | Suggested Sites ~ @ | Web Slice Gallery -~

AConmctCenter—Manager—Conﬁguraﬁon | | ﬁ - Eﬂ - [ m= -~ Page -~ Safety -~ Tools - I@Iv
AVAyA configuration Logged in user: webadmin | Logout
Server Download Status Launchpad Help
[#-4iZ) MM_Elite_CC_Single_Sen =
2] cocoresone Server Properties
Add Server
Delete Server
Type |ccmm
Refresh Server E! Server Name
IP Address
Display Name |CCElite CCMM
Login ID

Paszword

DSN Prefix  CCMM

The following ODBC DSH will be
automatically created for this system:
CCMM_172.18.70.33_DSH

Elite Environment  [F

Submit | Feset | —
[ — ] =
Done [ [ | | | [# .7 Trustedsites | Protected Made: OFF [“5 « [®1w00% - 4
17 In the Server Name box, type the High Availability Managed name of the Contact

Center Multimedia server, for example CCCORESMNGD.
18 Press Tab.

Contact Center updates the IP Address with the High Availability Managed IP address,
for example 172.18.70.39

Attention: After changingthe serverdetails, you are not able to access the Multimedia
componentin CCMA: you must carry out a subsequent procedure to change the server
details in the Multimedia database by using the CCMM Dashboard. See Updating
server names in CCMM Dashboard (page 533).

19 Click Submit.
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Z:'.‘—'Contact Center - Manager - Configuration - Windows Internet Explorer
@T - IA http: //cccoresone /Configuration/Default.asp j @ "? A I;'; Bing P

5.7 Favorites | 9% @] Suggested Sites = | Web Slice Gallery ~

ACochtCenter—Manager—Conﬁguraﬁon | | f-} - Eﬂ - ] ™= - Page~ Safety~ Tools~ .@.v

AVAyA configuration Logged in user: webadmin | Logout

Server Download Status Launchpad Help

|»

=] MM_Elite_CC_Single_5en
#-{Z] cecoresone Server Properties
[H--{!) CCElite_CCMM

Type Iﬂ
Server Name IW
PAddress [172187039
Display Name W
LognD [mmReport |

Paszsword I ........

DSN Prefie CCMM

The following ODBC DSH will be
automatically created for this system:
CCMM_172.18.70.39_DSH

Elite Environment  [#

Submit | Reset | -

Done l_ l_ l_ l_ l_ l_ ’@| ./ Trusted sites | Protected Mode: Off Vg v [H100% - g

~End--

Updating server names in CCMM Dashboard
Use the Contact Center Multimedia Dashboard utility to update the names of the servers
to use the managed server name. You must complete this procedure to be able to
access the Multimedia Administration client after changing the server names in CCMA.

Procedure steps
Step Action

1 Log on to the Standby server (for example, CCCORESTWO) using the Avaya
Aura® CC installer domain account, for example SIPTRAFFIC\AACCinstaller.

2 Click Start, All Programs, Avaya, Contact Center, Multimedia Server, Multimedia
Dashboard.
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4 CCMM Dashboard H=1 B3
—CCMM Datat Metrics r— Email Metrics

Table Sizes (/] Attachments disk space:

G \Avaya'\Contact Center\Email Attachments™Inbound
|

0Mb 272035 Mb
Free space: 271864 Mb (35.9%)

|»

@ Contacts

@ Customers

& Campaigns

@ Customers with more than 100 contacts

S

Mailbox | Messages |
Fault Indicator= @ ccemailout @labmail com 0
& ceemaiin@labmail.com 0

@ Oldest contact in Mew’ status
& Email skillssts with no outbox
@ Skillsets with no routepoint
& Unsent outgoing emails

@ @ &=

CCMM Contacts by Type

| Type | New | Open | Closed | Waiting |
EMail ] 0 4 0
Total 0 0 4 0

— Server Availability

Server | Computer Name | Response Time |

& Cortact Center Manager Server  CCCORESONE < Ims
[/] Cortact Center Manager Admin [pesssmmmes < 1ms
@ Contact Center License Server < 1ms
@ Communication Cortrol Tookit ... CCCORESONE < 1ms
@ Contact Center Multimedia Server CCCORESONE < 1ms
P2P IM Reporting Server -

@ Inbound POP3 Server 72.18.055 < 1ms
& Outbound SMTP Server 172.18.0.55 < 1ms
@ CC Web Stats 7218.70.33 < 1ms

Update | Routing Search |

Last Update: 14:29:05

3 Under Server Availability, right-click on the Contact Center Manager Administration
server and select Edit.

4 On the Administrator Login dialog, in the User Name box, type GeneralAdmin.

On the Administrator Login dialog, in the Password box, type __ccmm! (two
underscore characters followed by "ccmm!").
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Administrator Login
User Name : IGenevaIAcImin
Password : I"""“"‘I

CCCORESONE

Save

s |

6 Change the Contact Center Manager Administration IP address to the Managed IP
name, for example CCCORESMNGD.

Administrator Login
User Name : IGenevaIAdmin
Password : I"“’“

CCCORESMNGD

Save |

7 Click Save.
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536

4 CCMM Dashboard [_ O] =]
— CCMM Database Metrics r— Email Metrics
Table Sizes 1= & Attachments disk space:
G\Avaya'Contact Center\Email Attachments*Inbound
@ Contacts 4 |
@ Customers 1 0Mb 272035 Mb
@) Campaians [i} Free space: 271864 Mb (59.9%)
@ Customers with more than 100 contacts 0 5
Mailbox | Messages I
Fault Indicators @ coemailout @|abmail.com 0
@) ceemaiin@labmail.com 0
@ Oldest contact in "Mew' status
@ Email skillsets with no outbox 0
®) Skillsets with no routepoint 1] —
@ Unsent outgoing emails 1] LI
— CCMM Cortacts by Type
| Type | New | Open | Closed | Waiting |
EMail 0 0 4 L]
Total 0 0 4 0
— Server Availability
Server I Computer Name I Response Time
@ Cortact Center Manager Server  CCCORESONE < Ims
iy G LERERE N Tyl CCCORESMNGD < Ims
@ Conttact Center License Server  CCCORESONE < Ims
@ Communication Cortrol Toolkit ... CCCORESONE < Ims
@ Contact Center Multimedia Server CCCORESONE < Ims
P2P IM Reporting Server -
@ Inbound POP3 Server 172.18.0.55 < Ims
@ Outbound SMTP Server 172.18.0.55 < Ims
@ CC Web Stats 172187033 < 1ms
Update | Routing Search |
Last Update: 14:29:05

8
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4 CCMM Dashboard M=] B3
—CCMM Database Metrics r— Email Metrics
Table Sizes I (/] Attachments disk space:
G \Avaya'\Contact Center\Email Attachments'.Inbound

@ Contacts 7 |

@ Customers 1 0 Mb 272035 Mb

@) Campaigns 0 Free space: 271864 Mb (35.5%)

@ Customers with more than 100 contacts 0 7

Mailbox | Messages |

Fault Indicators

@ Oldest contact in New’ status

2011-11-16 13:48:28

@) ceemailout @labmail. com
@ ccemailin@labmail.com

0
0

& Email skillssts with no outbox 0

) Skillsets with no routepoint 0 b

& Unsent outgoing emails 0 LI
—CCMM Contacts by Type

| Type | New | Open | Closed | Waiting |

EMail 1 0 6 0

Total 1 0 6 0
— Server Availability

Server | Computer Name | Respaonse Time |

) Contact Center Manager Server  CCCORESONE < Ims

@ Contact Center Manager Admin... CCCORESMNGD < Ims

@ Contact Center License Server  CCCORESONE < 1ms

@ Communication Control Toolkit ... CCCORESONE < 1ms

@ Contact Center Multimedia Server CCCORESMNGD < 1ms

P2P IM Reporting Server

@ Inbound POP3 Server 172.18.0.55 < 1ms

@ Outbound SMTP Server 172.18.0.55 < 1ms

@ CC Web Stats 172.18.70.39 < 1ms

Update |

Routing Search |

Last Update: 20:45:24

~End--

Using the Contact Center Manager Administration server Managed name

Use the High Availability Managed name of the Contact Center Manager Administration
server to access the CCMA application. When you enable the Avaya Aura® Contact
Center High Availability feature, re-direct all Contact Center Manager Administration
client Web browsers to use the Managed server name of the CCMA server.

Attention: Do not type the real or Managed IP address in the Address box. Using an
IP address results in problems with Scripting, Historical Reporting, Configuration,
Contact Center Management, and Access and Partition Management.
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Procedure steps
Step Action

1 Start Internet Explorer.

2 In the Address box, type the URL of the CCMA server, using the managed IP address,

for example http://[CCCORESMNGD.

3 On the Internet Explorer dialog, click Add to add the managed server name to the list
of trusted websites.

{_.:'Cnntact Center - Manager - Login - Windows Internet Explorer
ey ] | | ||+ 2 g -
@: L4 |g, hittp: //cccoresmngd) J AT A I; Bing pel
{“g Fawvorites | {5‘ £ | Suggested Sites ~ @ | Web Slice Gallery -
) Contact Center - Manager - Login | | & - - [ Eéa - Page - Safety ~ Tools - '@"
Internet Explorer
Content from the website listed below is being a
° blocked by the Intemet Explorer Enhanced s
Security Configuration.
hitp://cccoresmngd
¥ Continue to prompt when wehsite contert is blocked
Leam more about Intemet Explorer's Enhanced Security Corfiguration...
If you trust this website, you can lower security settings for
the site by adding it to the Trusted sites zone. I you know
this website is on your local intranet, review help for
instructions on adding the site to the local intranet zone
instead.
Important: adding this website to the Trusted sites zone will lower the security
settings for all content from this web site for all applications, including Intemet
lorer.
|waiting for http://cccoresmngd)... [ ] l_ l_ l_ l_ l_ l_ ’@ € 1nternet | Protected Mode: OFF va v [m0m - 4
4 On the Trusted Sites dialog, click Add.
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4:'Contact Center - Manager - Login - Windows Internet Explorer

@?; L |g, http://cccoresmngd/

j @ 2| X I)C'Bing -
7 Favorites | 95 @ | Suggested Sites ~ @ | Web Slice Gallery -
(_:gComact Center - Manager - Login | | & - = [ géa ~ Page ~ Safety = Tools + @v
Internet Explorer
Trusted sites
47 You can add and remove websites from this zone. All websites in
v this zone will use the zone's security settings.
Add this website to the zone:
I http: /jcccoresmngd
Websites:
crcoresone il Remoye |
http:f/*.update. microsoft.com
http: /= windowsupdate.com
http: f/* windowsupdate. microsoft. com LI
™ Require server verification (https:) for all sites in this zone
Close
|Waiﬁng for http:/fcccoresmnad). .. ] l_ l_ l_ l_ l_ l_ ’% @ Internet | Protected Mode: Off Fy - | H100% v g

5

In the User ID box, type the CCMA administrator user ID, for example webadmin.
6

In the Password box, the CCMA administrator password, for example nimdabew.
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Zf'Contact Center - Manager - Login - Windows Internet Explorer
@—_‘ Ed IA http:/fcccoresmngd)/ j 4| X I;'; Bing R
7 Favorites | 95 @ | Suggested Sites ~ @ | Web Slice Gallery -
ACocht Center - Manager - Login | | f-’h - Eﬂ - ] ™= - Page~ Safety~ Tools~ I@Iv
Bl
AVAyA Contact Center - Manager About | Change Password
Login
User ID |Webadmin
Password |""""|
-
Done l_ l_ l_ l_ l_ l_ ’@| ./ Trusted sites | Protected Mode: Off ‘aov 0% - g
7 Click Login.

-End--

Configuring CCMM General Administration
In a Multimedia Complement solution Avaya Aura® Agent Desktop client software is
downloaded from the Contact Center Multimedia (CCMM) component on the Contact
Center server. Agent Desktop then communicates with that server to handle e-mail
based contacts.

In a multimedia-enabled High Availability solution use the CCMM Administration tool to

configure the server details to use the High Availability Managed name so that Agent
Desktop communicates with the standby server after a switchover.
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Procedure steps
Step Action

1 On the Contact Center Manager Administration Launchpad, click Multimedia.

2 In the left column, select the Multimedia server on which you want to configure server
settings, for example CCElite_CCMM.

Zf'Contact Center - Manager - Multimedia - Windows Internet Explorer

@ = IA http: /feccoresmngd Multimedia/ j Ba ||+ X I)', Bing ol

{3 Favarites | g.;; € | Suggested Sites ~ @ | Web Slice Gallery ~

Temporarily Allow Pop-ups
- - Always Allow Pop-ups from This Site...
MultlmEdla » [=er: webadmin | Logout

View Status Launchpad Help Information Bar Help

=[] COMM Servers
.{Z) CCElte_CCMM

'I

Validation Passed. Launching the Multimedia Administration
Tool

If the Multimedia Administration Tool is failing to launch try the following

¢ Please check that "Automatic prompting for file downloads” is enabled in the Security

settings of Internet Explorer

+ Please check that both your CCMM & CCMA are added to the Trusted Sites zone in

the Security settings of Internet Explorer —

o Try deleting the temp data on your local Machine. From a command prompt run:

rundll32 dfshim CleanOnlineAppCache

e Trv and launch the Multimedia Administration Tool with this URL LI
'#! Done [ ’_@l_l_l_l_%l /" Trusted sites | Protected Mode: Off fq - [R00% -
3 In the right pane, click Launch Multimedia Client.
4 In the left column, select General Administration.
5 Click Server Settings.
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. CCMM Administration

AVAYA

[=I General Administration
9l Server Settings |
&, skillset Settings
B Administrator Settings
£, Agent Settings
(_ General Settings
G Office Hours

E-mail

Web Comms

M

Voice Mail

Fax

Scanned Documents

Text Messaging (SM5)

Agent Deskiop Configuration

General Administration

Edit Current Servers

Server Type Hostname Port
Contact Center Manager Server

Contact Center Manager Administrator CCCORESMNGD 80
Contact Center License Server CCCORESONE 3998
Communication Control Toolkit Server CCCORESONE 29373
Standby CCT Server NOT_CONFIGURED

Contact Center Multimedia Server CCCORESMNGD 1972
Contact Center Multimedia Standby Server MNOT_COMNFIGLURED 1972
External Web Server NOT_CONFIGURED 8080
P2P IM Reparting Server

Inbound POP3 Server 172.18.0.55 110
Outbound SMTP Server 172.18.0.55 25
Predictive Application Server MNOT_COMNFIGLURED 40000
Predictive Reporting Server NOT_CONFIGURED 40000
TSP Dialer MNOT_CONFIGURED

Directory LDAP Server MNOT_CONFIGURED 389
CC Web Stats 172.18.70.33 9086
Communication Manager Server 172.18,70.200 [u]
New ] [ Edit Delete

User: webadmin | Server Time: 20:55

Status:

7

Select Contact Center Manager Server and click Edit.

In the Server Name box, type the High Availability Managed name, for example

CCCORESMNGD.
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“, CCMM Administration
AV A A Edit Current Servers
y Server Type Hostname Port
Contact Center Manager ORESMNGD
El General Administration Contact Center Manager Administrator CCCORESMNGD 80
). Server Settings Contact Center License Server CCCORESMNGD 3998
‘; ilxjirl':lﬁrsittti;gssetﬁngs Communication Control Toolkit Server CCCORESMNGD 29373
er;';. Agent Sattings Standby CCT Server NOT_CONFIGURED
'(é g;?f;a'_'lsjrt;i”gs Contact Center Multimedia Server CCCORESMNGD 1972
Contact Center Multimedia Standby Server MNOT_COMNFIGLURED 1572
External Web Server NOT_CONFIGURED 8080
P2P IM Reporting Server
Inbound POP3 Server 172.18.0.55 110
Outbound SMTP Server 172.18.0.55 25
Predictive Application Server MNOT_COMNFIGLURED 40000
Predictive Reporting Server NOT_CONFIGURED 40000
TSP Dialer MNOT_CONFIGURED
Directory LDAP Server MNOT_CONFIGURED 389
CC Web Stats 172.18.70.33 2086
Communication Manager Server 172.18,70,200 [u]
E-mail
Web Comms New Delete
M
e - Edit Server Details
Server Name: IOCOORESMNGEI
Fax
Server Port: I‘H22 l Save
Scanned Documents
Text Messaging (SMS) Server Type: I Contact Center Manager Server j | Cancel
Agent Deskiop Configuration
General Administration
User: webadmin | Server Time: 20:59 | Status:

8 Click Save.

9 On the Warning message box, click Yes.

mWarning |

These settings are essential to the running of
CCMM.

You will need to restart the CCMM services
after saving.

Are you sure you wish to save the values
shown?
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10 Select Contact Center License Manager and click Edit.
1" In the Server Name box, type the High Availability Managed name, for example
CCCORESMNGD.
12 Click Save.
13 On the Warning message box, click Yes.
14 Select Communication Control Toolkit Server and click Edit.
15 In the Server Name box, type the High Availability Managed name, for example
CCCORESMNGD.
16 Click Save.
17 On the Warning message box, click Yes.
#% €CMM Administration
, V A A Edit Current Servers
y Server Type Hostname Port
Contact Center Manager Server CCCORESMNGD
El General Administration Contact Center Manager Administrator CCCORESMNGD 80
). Server Settings Contact Center License Server CCCORESMNGD 3998
&, skillset Settings — -
2 Administrator Settings Communication Control Toolkit Server CCCORESMNGD 29373
e":‘;). Agent Settings Standby CCT Server NOT_CONFIGURED
‘é'i g;?f:: f:rt;'”gs Contact Center Multimedia Server CCCORESMNGD 1972
Contact Center Multimedia Standby Server MNOT_COMNFIGLURED 1572
External Web Server NOT_CONFIGURED 8080
P2P IM Reporting Server
Inbound POP3 Server 172.18.0.55 110
Qutbound SMTP Server 172.18.0.55 25
Predictive Application Server MNOT_COMNFIGLURED 40000
Predictive Reporting Server NOT_CONFIGURED 40000
TSP Dialer MNOT_CONFIGURED
Directory LDAP Server MNOT_CONFIGURED 389
CC Web Stats 172.18.70.33 2086
Communication Manager Server 172.18,70,200 [u]
E-mail
Web Comms New l [ Edit Delste Help
M
‘oice Mail
Fax
Scanned Documents
Text Messaging (SMS)
Agent Deskiop Configuration
General Administration
User: webadmin | Server Time: 14:41 | Status:
18 Select CC Web Stats and click Edit.
19 In the Server Name box, type the High Availability Managed IP address, for example
172.18.70.39.
544 NN44400-804 Contact Center Multimedia Complement Deployment Guide 06 April 2012



CCMM Administration

High Availability server commissioning

AV A A Edit Current Servers
y Server Type Hostname Port
Contact Center Manager Server CCCORESMNGD 4422
El General Administration Contact Center Manager Administrator CCCORESMNGD 80
). Server Settings Contact Center License Server CCCORESMNGD 3998
‘; ilgrl.:ﬁfsitttg:g:etﬁngs Communication Control Toolkit Server CCCORESMNGD 29373
c?_i\. Agent Settings Standby CCT Server NOT_CONFIGURED
'é‘ g;?f::éj:;i”gs Contact Center Multmedia Server CCCORESMNGD 1972
Contact Center Multimedia Standby Server NOT_CONFIGURED 1972
External Web Server MNOT_COMFIGLURED 2080
P2P IM Reporting Server
Inbound POP3 Server 172.18.0.55 110
Outbound SMTP Server 172.18.0.55 25
Predictive Application Server NOT_CONFIGURED 40000
Predictive Reporting Server MNOT_CONFIGURED 40000
TSP Dialer MOT_COMFIGURED
Directory LDAP Server MNOT_CONFIGURED 339
Communication Manager Server 172.18,70,200 [u]
E-mail
Web Comms New Delate
M
e - Edit Server Details
Server Name: I 172.18.70.39
Fax
Server Port: |9035 | Save
Scanned Documents
Text Messaging (SMS) Server Type: [cC web Stats | | Cancel
Agent Desktop Configuration
General Administration

User: webadmin | Server Time: 21:03 | Status:

20 Click Save.
21 On the Warning message box, click Yes.
-End--

Configuring e-mail attachment file locations

Update the locations for inbound and outbound e-mail attachments. Update the
locations to use the Managed IP address of the CCMM HA pair.

Procedure steps
Step Action

1 On the Contact Center Manager Administration Launchpad, click Multimedia.
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In the left column, select the Multimedia server on which you want to configure server
settings, for example CCElite_CCMM.

In the right pane, click Launch Multimedia Client.
The CCMM Administration Tool opens.
In the left column, select E-mail, General Settings.

Under Attachment Files, in the Inbound URL box, type the URL for files attached to
inbound e-mail messages in the format http://<Managed |IP address>/path, for example
http://172.18.70.39/inboundattachment.

Under Attachment Files, in the Outbound URL box, type the URL for files attached
to outbound e-mail messages in the format http://<Managed IP address>/path, for
example http://[172.18.70.39/outboundattachment.

Click Save.
-End--
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Agent Desktop uses Microsoft .NET Framework 3.5 Click Once Deployment technology,
which means that you can install and start the application by entering a URL address in
Windows Explorer or Internet Explorer. This also means that Agent Desktop clients
installed using a URL with the Active server continue to work if you enter a URL with the
Contact Center High Availability Managed name.

However, in a High Availability (HA) solution, Agent Desktop clients installed using a
URL with the Active server name do not download updates from the Contact Center if it
is running on the Standby server. Therefore, uninstall all clients that you installed before
commissioning HA, and reinstall them using a a URL with the Contact Center High
Availability Managed name.

Uninstalling Agent Desktop

Use this procedure to uninstall Agent Desktop from a desktop computer which you
installed before configuring HA.

Attention: If many Agent Desktop users share the desktop computer, each one has
to separately uninstall the application. The .NET Click-Once Deployment technology

creates a separate instance of the application for each user who accesses Agent
Desktop from the computer.

Procedure steps
Step Action

1 Log on to the desktop computer using the agent’s domain username and password, for
example CCAgentOne, AG1_pass~2.

2 Select Start, Settings, Control Panel.

On the Control Panel, under Programs, select Uninstall a Program.
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Control Panel

P[=1 3 |

& ov + Control Panel - v & || L2
Control Panel Home a System and Maintenance User Accounts
Classic View Get started with Windows ':c‘ Change account type
% Back up your computer |
e Security Appearance and Personalization
* Chedk for updates | Change desktop background
"‘\: ,C,.-'-\Ilow a program through Windows ) Change the color scheme
Firewall Adjust screen resolution
,__ Network and Internet “‘%, Clock, Language, and Region
“' View network status and tasks Change keyboards or other input methods
par Set up file sharing L’
/ Hardware and Sound B Ease of Access
4 Play CDs or other media automatically |'®:| Let Windows suggest settings
‘ﬁ Printer "Nl  Optimize visual display
Mouse
Additional Options
[ Programs
}_{ p Uninstall a program
% '} Change startup programs
4 On the Programs and Features window, scroll down to Avaya Aura Agent Desktop
6.0.
5 Right-click Avaya Aura Agent Desktop 6.0, and select Uninstall/Change.
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a Programs and Features !E I
o =
\_)O "3 + Control Panel ~ Programs - Programs and Features
Tasks Uninstall or change a program
View installed updates To uninstall a program, select it from the list and then dick "Uninstall”, "Change”, or "Repair™.
Get new programs online at
Windows Marketplace -
Organize ¥ 123 Views ~ % Uninstall/Change (7]
View purchased software (digital -
locker) MName =~ | vI Publisher | vI Install... | vI Size | -
@. Turn Windows features on or off ﬁ Adobe Flash Player 10 ActiveX Adobe Systems Incorporated 24062002
Endobe Reader 9.3 Adobe Systems Incorporated 28/05/2010 209 M
Install a program from the \Apache HTTP Server 2.2.14 Apache Software Foundation 24/02/2010 33.5M
network * /a Aura Agent Uninstall/Change
2% Avaya one-X Agent 2.0.1 —— 11/03/2011 97.0M
.ﬁ:nvaya one-X Communicator Avaya Inc. 21/04/2011 44,6 M
GDE” ControlPoint Connection Manager Dell Inc. 24062009 298 M
!"E":Dell ContrelPoint Security Manager Dell Inc. 24062009 341M
@Dell ControlPoint System Manager Dell Inc. 24062009
ﬁlDell Getting Started Guide Dell Inc. 24062009
!"E":Dell Security Device Driver Pack Dell Inc. 24062009 20.0M
EFileZilla Client 3.3.1 09/03f2010 16.0 M—
B8 Intel(R) Network Connections 13.1,34.2 Dell 24062002 7.27TM
glnhel(R) PRO Alerting Agent Intel Corporation 24062009
&, Intel® Active Management Technology Intel Corporation 24062009 188 K
@) IsoBuster 1.5 Smart Projects 23/10/2011 5.70M
|£:| Java(T™) 6 Update 7 Sun Microsystems, Inc. 25/06/2011 163 M
|£|Java(T™) 6 Update 11 5un Microsystems, Inc. 24062003 96,8 M
ﬁlh‘liaosof‘t .NET Framework 3.5 5P1 Microsoft Corporation 13/09/2011 28.6M
7 Microsoft .NET Framewark 4 Client Profie Microsoft Corporation 29/09/2011 182 M
L Microsoft .NET Framework 4 Extended Microsoft Corporation 29/09/2011 46.0 M
w Microsoft Silverlight Microsoft Corporation 12/04f2011 32.1M
[ '_%Microsof't SQL Server 2005 Compact Edition [ENU] Microsoft Corporation 24/06/2009 1.74M o
1 | M4
6 On the Avaya Aura Agent Desktop 6.0, select Remove the application from this

computer, and click OK.

Avaya Aura Agent Desktop 6.0 Maintenance E |

Avaya Aura Agent Desktop 6.0 ﬁ;’

Choose the type of maintenance you need. ot g

ﬁ " Hestore the application to its previous state,

*
&

¥ Remove the application from this computer.

]

oK | Cancel I More Information...

-End--
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Installing the Agent Desktop client software using the HA Managed name

Use a URL with the HA managed name to reinstall the Agent Desktop software. This
ensures that Agent Desktop downloads any software updates applied when Contact
Center is running on the Standby server.

Procedure steps
Step Action

1 Log on to the desktop computer using the agent’s domain username and password, for
example CCAgentOne, AG1_pass~2.

2 On the client computer, start Internet Explorer.

3 In Internet Explorer, in the Address box, type the link to the installer on the Multimedia

server in the form http://[<HA Managed name>/agentdesktop, for example http://
cccoresmngd/agentdesktop, and press Enter.

{2 Avaya Aura Agent Desktop - Windows Internet Explorer H[=]
@.\ y v IA http:/fcccoresmngd fagentdesktop/ j *4| | X I_'.e Search 2
£7 windows Live |_'.e-’_-ea-':-' B - J What's New  Profle  Mail Photos Calendar MSN  Share ? | Signin
W A\ Avaya Aura Agent Desktop 3~ B - = v =hPage v {C} Tools + ®
-

Name: Avaya Aura Agent Desktop

Version: 6.2 (Build 8.2.0.608)

Publisher: Avaya Inc.

Prerequisites: Tha following prerequisites are required:

« Microsoft .NET Framework 3.5 SP1 [details]

« Windows Installer 3.1 Redistributable (v2) [detsils]

e Microsoft Visual C++ 2005 SP1 Redistributable Package (x86) [details]
« Microsoft Visual C++ 2008 Redistributable Package (x86) [details]

Note: This machine has the correct version of the .NET Framewaork 3.5 installed.

Install Prerequisites

Launch: If these components are already installed, clicking the "Launch AAAD" button below
will launch the AAAD application now.
Launch AAAD Ll
Done I_I_I_I_I_I_Wi. Local intranet | Protected Mode: Off H1W0% ~ 4
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4 On the Avaya Aura Agent Desktop web page, select Launch AAAD.
The installer displays the Launching Application dialog while it checks the application
prerequisites.
ﬁ'.ﬂvava Aura Agent Desktop - Windows Internet Explorer M=
@:—; - IA http://cccoresmngd/agentdesktop/ j 2| X ILi'.'e Search L
f:" Windows Live |Li'.'e Search E v| J WhatsMew Profle  Mail Photos Calendar MSN  Share = | Sign in

S5 i A\ Avaya Aura Agent Desktop | - - e - |k Page + () Todks v 7

| -

Launching Application [ |

E v

Verifying application requirements. This may take a few moments.

Version: 6.2 (Build 8.2.0.606)
Publisher: Avaya Inc.

Prerequisites: The following prerequisites are required:

+ Microsoft .NET Framewaork 3.5 SP1 [details]

« Windows Installer 3.1 Redistributable (v2) [details]

+ Microsoft Visual C++ 2005 SP1 Redistributable Package (x86) [details]
+ Microsoft Visual C++ 2008 Redistributable Package (x86) [details]

Note: This machine has the correct version of the .NET Framewaork 3.5 installed.

Install Prerequisites

Launch: If these components are already installed, clicking the "Launch AAAD" button below
will launch the AAAD application now.
Launch D ;'
|http:HoocoresrnngdfagentdeskbopfcCADCIichnce.éT:‘plimﬁon I_I_I_I_I_I_K‘i‘. Local intranat | Protected Mode: Off # 100% - A
5 On the Application Install - Security Warning dialog, select Install.
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6:'Avava Aura Agent Desktop - Windows Internet Explorer

= 100f
@:——: b IA http:fcccoresmngd fagentdesktop/ j 40 [ ILi'.'e Search 2~
£7 windows Live |Li'.'e Search E - J WhatsNew Profle  Mal Photos Calendar MSN  Share | Sign in
- -~ »
12? *‘1'% A Avaya Aura Agent Desktop | | @ = I l_-}’ Page - .9;[- Tools =
-
Application Install - Security Warning
Do you want to install this application? ‘f}’f
Name:
Name: Avaya Aura Agent Desktop 5.0
Version: From (Hover over the string below to see the full domain):
cccoresmngd
Publishe Publisher:
AVAYA IRFLAND LTD
Prerequi Install | Don't Install I
‘While applications from the Internet can be useful, they can potentially harm your
computer. If you do nottrust the source, do not install this software. Mare Information...
— ]
+ Microsoft Visual C++ 2008 Redistributable Package (x86) [detailz]
Note: This machine has the correct version of the .NET Framewaork 3.5 installed.
Install Prerequisites
Launch:

If these components are already installed, clicking the "Launch AAAD" button below
will launch the AAAD application now.

Launch AAAD

Done | l_ l_ l_ l_ l_ l_ |?l‘. Local intranet | Protected Mode: Off *, 100%

T 4

552 NN44400-804 Contact Center Multimedia Complement Deployment Guide

The installer displays a dialog showing the progress of the client installation.
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(_:'Avava Aura Agent Desktop - Windows Internet Explorer

=10 x|
@\‘__\/ M IA http:/feccoresmngd/agentdesktap/ j 4[| X ILi'.'e Search O~
£7 windows Live |Li'.'e Search E - J WhatsNew Profle Mal Photos Calendar MSN  Share | Signin

b A\ Avaya Aura Agent Desktop | |

&v vg;Qvl-_;“"Pagev-;é}Toolsv»

(93%) Installing Avaya Aura Agent Desktop 6.0 [_ [T}
Installing Avaya Aura Agent Desktop 6.0 i’,
This may take several minutes. You can use your computer to do other tasks during o
the installation. L
Nam: A Name: Awaya Aura Agent Desktop 6.0
Versi From: cccoresmngd
Publi . =
Downloading: 82,3 MB of 83,4 ME
Prers
+ Microsoft Visual C++ 2005 SP1 Redistributable Package (x86) [details]
+ Microsoft Visual C++ 2008 Redistributable Package (x86) [details]
Note: This machine has the correct version of the .NET Framewaork 3.5 installed.
Install Prerequisites
Launch:

If these components are already installed, clicking the "Launch AAAD™ button below
will launch the AAAD application now.

Launch AAAD

-

||

| l_ l_ l_ l_ l_ l_ |?l‘, Local intranet | Protected Mode: Off

[H100% - 4

(=2}
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When the installation is complete, Agent Desktop initializes and starts.

In the Agent Desktop Profile dialog, enter the CCMM login ID and password for the

agent, for example 2001, 2001.
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nternet Explorer

Name: Avaya Aura Agent Desktop
Version: 6.2 (Build 8.2.0.608)
Publisher: Avaya Inc.

Prerequisites: 1hg following prerequisites are red

* Microsoft .NET Framework 3.
* Windows Installer 3.1 Redisf
* Microsoft Visual C++ 2005 Sl
e Microsoft Visual C++ 2008 Redistributable Package (x86) [details]

Note: This machine has the correct version of the .NET Framework 3.5 installed.

Install Prerequisites

Launch: If these components are already installed, clicking the "Launch AAAD" button below
will launch the AAAD application now.

=
| [T T [ Localmbanct [Protectedbodes OF [ 100% ~

7 Click OK.
8 On the Agent Desktop Telephony Toolbar, from the Status list, select Login.

Agent Desktop displays the Enter Login details dialog, pre-populated with the settings
from the agent’s default profile.
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/7 Avaya Aura Agent Desktop - Windows Ints

172.18.70.200

Mame: Avaya Aura Agent D
Version: 6.2 (Build 8.2.0.606)
Publisher: Avaya Inc.

Prerequisites:

MNote: This machine has the correct version of the .NET Framework 3.5 installed.

Install Prerequisites |

If these components are already installed, clicking the "Launch AAAD" button below
will launch the AAAD application now.

y
| [ [ [ [ [ Rtcivmmstipoecbosof ___[%00% - 4

9 Click Multimedia.

10 On the Multimedia tab, in the Password box, type the Contact Center password for
this agent, for example 2001.

NN44400-804 Contact Center Multimedia Complement Deployment Guide 06 April 2012 555



Agent Desktop client software installation for High Availability

/" Avaya Aura Agent Desktop - Windows Ints

Avaya Aura Agent D
Version: 6.2 (Build 8.2.0.608)
Publisher: Avaya Inc.

Prerequisites:

MNote: This machine has the correct version of the .NET Framework 3.5 installed.

Install Prerequisites |

If these components are already installed, clicking the "Launch AAAD" button below
will launch the AAAD application now.

v
| [T T T R tocl ot [proteciedoder O [#160% +

1" Click Login.
Agent Desktop displays the Agent Login progress window.

12 On the Agent Desktop Telephony Toolbar, from the Status list, select Go Ready,
Multimedia.
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— ~| CCAgentOne CCAgentOne 6005: 6. AACC: Not Ready Elite: Not Ready
|Q Go Ready vl Multimedia |

Woice

GoMNotReady * Al G e i (o B AVAYA aura Agent Desktop

Log Cut

Disconnect

Agent Desktop sets the agent’s Avaya Aura® CC status to Ready.

CCAgentOne CCAgentOne 6005: 6...  AACC: Ready Elite: Not Ready

[ ay i &0 e i (O E AVAYA aura Agent Desktop

13 On the Agent Desktop Telephony Toolbar, from the Status list, select Go Ready,
Voice.

AACC: Ready Elite: Not Ready

Go Ready 3 | Multimedia

Go Mot Ready | MiEE

el (L e i o B AVAYA aura Agent Desktop

Log Qut

Disconnect

Agent Desktop sets the agent’s Elite status to Ready.

CCAgentOne CCAgentOne 6005:6...  AACC: Ready Elite: Ready

[ e G &F @) i (O E AVAYA aura Agent Desktop

14 On the Agent Desktop Telephony Toolbar, from the Status list, select Logout.
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— = CCAgentOne CCAgentOne 6005: 6...

AACC: Not Ready
o Go Ready 13

Elite: Not Ready -= -7

= Go Mot Ready

(@[ Gl e i (O B

|@ Log Out

AVAYA aura Agent Desktop

. Disconnect

Agent Desktop displays the Agent Logout progress window.

Agent Logout

15 On the Agent Desktop Telephony Toolbar, on the Top Bar, click Close.

— SRR

AVAYA aura Agent Desktop

16 On the Agent Desktop Shutdown dialog, click Yes.

Agent Desktop Shutdown

; I_\ Are you sure you want to exit Agent Desktop?

~End--
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Test High Availability (HA) to ensure that a failure on the Active server causes a
switchover to the Standby server, and that the Standby server becomes active and
processes contacts

In a CCMM complement to Call Center Elite, only the Contact Center elements react to
a switchover: the Call Center Elite voice calls are not affected. During a switchover,
agents using Agent Desktop receive a message to disconnect. Contact Center
re-queues active contacts on which they are working, and when the agents log on to
Agent Desktop again, Contact Center presents the contacts to them.

In this example, you use a disconnect of the Contact Center Subnet to force the
switchover. Ensure you know which network cable connects to the Active server’s
Contact Center Subnet Ethernet port.

Logging on to Agent Desktop using the HA Managed name

Log on to Agent Desktop and open an e-mail contact to see the agent experience during
a switchover.

Procedure steps
Step Action

1 Log on to an agent desktop computer using the agent's domain username and
password, for example CCAgentOne, AG1_pass~2.

2 On the client computer, start Internet Explorer.

3 In Internet Explorer, in the Address box, type the Agent Desktop URL, for example
http://CCCORESMNGD/agentdesktop, and press Enter.

4 On the Avaya Aura Agent Desktop web page, select Launch AAAD.

5 In the Agent Desktop Profile dialog, enter the CCMM login ID and password for the

agent, for example 2001, 2001.

Click OK.

On the Agent Desktop Telephony Toolbar, from the Status list, select Login.
Click Multimedia.

© 0 N o

On the Multimedia tab, in the Password box, type the Contact Center password for
this agent, for example 2001.

10 Click Login.
-End--
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Sending a test e-mail to the Contact Center e-mail inbox

Send a test e-mail to the Contact Center e-mail inbox to verify the e-mail contact
configuration and operation. Review the Multimedia dashboard to check that the e-mail
message arrives at the inbox and that Contact Center processes it to create a contact.

Procedure steps
Step Action

1 Using an e-mail client, create a new e-mail message.
2 In the To box, type ccemailin@labmail.com.
3 In the Subject box, type Need support on ProductX.
4 In the e-mail body, type Could | please have support on V2.1 of ProductX.
Bt Need support on ProductX M=l
J File Edit “iew Insert Format Tools Message Help | aﬂ'
ja ¥ a B 9 s v V.= 9 5
Send Ut Copy.  Paste Undo Check Speling | Attach  Priority Sign  Encrypt  OFfline

Iccemailin@labmail.com
(B e I

[EFH Bicc: I

Subject: INeed support on Producks

Could I please have some support on V2.1 ofProductI)d

NI Bl

5 Click Send.
-End--

Making the agent Ready and accepting the e-mail contact

Make the agent ready and accept the e-mail contact that Contact Center offers to the
agent.
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Procedure steps

Step Action
1 On the Agent Desktop Telephony Toolbar, from the Status list, select Go Ready,
Multimedia.

Go Not Ready 3

Log Out

Disconnect

Contact Center routes the e-mail contact to this agent and the Agent Desktop alerts the
agent.

2 Click Accept.

Agent Desktop displays the contact details.
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-

-
@ - CCAgentOne CCAgentOne 6005: 6. AACC: Ready Elite: Not Ready (10: Elite_Co_. = — R 7= B
Working: EM_EM_Support ‘&
= cust1@labmail.com EM_EM_Support 00:00:04 | & i
= i | : Pl AVAYA aura Agent Desktop
@= Customer Details @& |Fom: [ousti@abmai com Date:  [04/11/2011 10:48
Title l— Clear | To: ccemailin@labmail.com Format: IText -
Last Name |cust‘|@|abmail.com ce:
First Name | Subject: |Need support on Product X
Detals | Histry | CI Detais | Could I please have some support on V2.1 of ProductX
Phone Edit | Add ||
Email
cust 1@&labmail .com |
Addresses
4
LRI
<
3
Contact | Intrinsics |
Beply Fieply sl Transfer Finish
LC!.lsizm‘rlver Details read completed. Registered |
—End--

Checking the e-mail contact status in Multimedia Dashboard
Check the Multimedia Dashboard on the Active server to verify the status of the e-mail

contact in Contact Center.

Procedure steps
Step Action

1 Log on to the Active server (for example, CCCORESONE) using the Avaya Aura® CC
installer domain account, for example SIPTRAFFIC\AACCinstaller.

2 Choose Start, All Programs, Avaya, Contact Center, Multimedia Server,

Multimedia Dashboard.
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3 Verify that the CCMM Contacts by Type pane shows a single open e-mail contact.
3 CCMM Dashboard M=] B3
— CCMM Database Metrics — Email Metrics
Table Sizes 1= (/] Attachments disk space:
G:WAvapaiContact CentersEmail Attachmentshnbound
@ Cortacts 7 |
@ Customers 1 OB 261569 Mb
@ Campaigns il Free space: 261399 Mb [99.9%)
@ Customers with more than 100 cortacts 0 Maibor | s |
Fault Indicators & ceemailout@labmail. com 0
@ ceemailin@labrmail com a
@ Oldest contact in Mew' status 0
@ Email skillsets with no outbox 0
) Skillzets with no routepoint ] _—
@ Unsent outgoing emails 1] LI
— CChM Contacts by Type
Type | Mew Open Closed | W aiting |
Etail 0 1 B 0
Total 0 1 6 0
— Server Availability
Server l Computer Name I Response Time
@) Cortact Center Manager Server  CCCORESMMGD < Img
) Cortact Center Manager &dmin.. CCCORESMMGD < 1ms
@ Corttact Center License Server  CCCORESMNGD < Tms
@ Cormmurication Control Toolkit ... CCCORESMNGD < Tms
@ Cortact Center Mulimedia Server CCCORESMNGD < Tmz
F2P IM Reporting Server -
@ Inbound POP3 Server 17218.055 < Tms
@ Dutbound SMTP Server 17218.055 < Tmz
@ CC Wb Stats 17218.70.339 < Tms
Update | Routing Search |
Last Update: 10:54:19

~End--

Reviewing the Active server status before switchover

Open the System Control and Monitor Utility and the High Availability Utility on the
Active server to review the server status before testing the switchover. Leave these
utilities open so that you can monitor the progress of the switchover.

Procedure steps
Step Action

1 Log on to the Active server (for example, CCCORESONE) using the Avaya Aura® CC
installer domain account, for example SIPTRAFFIC\AACCinstaller.
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2 Choose Start, All Programs, Avaya, Contact Center, Common Utilities, System
Control and Monitor Utility.
3 Click Start, All Programs, Avaya, Contact Center, Database Utilities, High
Availability.
4 In the left pane, select Server Mode.
[ system Control and Monitor | IMS[ESN| ¢ High Availability I8 [ <
Contact Cent
AVAyA Ssgtea; CoenntriT and Monitor Utility
AVAyA Contact Center High Availability
Contact Certer [LM | CCMS | CCMA| coT | comm |
[ Start or Shut down the selected Contact Center
CU“ESETEE”‘E’ Cusr;‘;n"‘dé;qe‘ N ) Server Mode Configuration
 Seledt the Cortad Certer s ol Select Mode & fActivé (" Standby [V Svitchaver IF Seconds ¥
icense ‘ n
7 Iﬁaﬂagﬂ License Manager status: Started 0% TP Confio £ tion
I e : - 4Z) CC Appications Managed IP
e D'r. (s:‘fsion:nlguulgzzlon cLan [172.18.70.39 eLan | Cache Port [1872
¥ ccMs [ Active Server details
CCMS status: Started 0% cLak [172.18.70.33 ELan | Cache Port [1972
[
Mot installzd 0% Standby Server details
‘ cuan [172.18.70.34 ELan | Cachs Port [1572
CCMA status: Started 0
¥ cor ‘ Trusted IP Remote Geographic Node(s)
CCT status: Started 0% Address [172.18.71.253 Address Bl Edit
~ coum |
CCMM status: Started 0%
Exit | Help I OK |
Help View log Close
5 Verify that the mode selected is Active.
6 Verify that there is a check in select Switchover box.
7 Leave both windows open so that you can monitor the switchover progress.
-End--

Reviewing the Standby server status before switchover

Open the System Control and Monitor Utility and the High Availability Utility on the
Standby server to review the server status before testing the switchover. Leave these
utilities open so that you can monitor the progress of the switchover.

Procedure steps
Step Action

1 Log on to the Standby server (for example, CCCORESTWO) using the Avaya
Aura® CC installer domain account, for example SIPTRAFFIC\AACCinstaller.
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2 Choose Start, All Programs, Avaya, Contact Center, Common Utilities, System
Control and Monitor Utility.

Verify that the CCMS Status is Shut down.

4 Click Start, All Programs, Avaya, Contact Center, Database Utilities, High
Availability.
5 In the left pane, select Server Mode.
[ system Control and Monitor Utility ¢ High Availability [ [C=]
AVAYA Contact Center
System Control and Monitor Utility
AVAyA Contact Center High Availability
Contact Center | Lk
—Start or Shut down the selected Contact Center applications
it Shut down T Mo (acandoy)
Cantact Center Contact Center E| ain Menu | atandby. Server Made Configuration
—Select the Contact Center applications to control select Mode ' Acive (& Etandbyd [V suitchaver [0 Seconds ¥
.42} System
License [ B . Tasks .
o I anager License Manager status: Started 0z =45 System Control TP Configuration
Managed IP
I LinkPleser ‘N et o cLan [172.18.70.38 ELan | Cache Part [1972
of Installes Z9
v CoMs [ Active Server details
(EEXE e et L cuan [172.18.70.33 eLan | Cache Port [1972
s Securty [
Framewot Mot installed 0% Standhy Server details
Pl ‘ SLen [172,18,70.34 ELa | Cache Part 1372
CCA statug: 2 /5 started 0%
¥ T T Trusted IP Remote Geographic Node(s)
CCT status: 2/ 4 started 0% Address |172.18.71.253 address [ Edit
P ocouM
CCHM status: 2/ 7 started (14
Exit | Help | [s]4 I
Help Wiew log Close
6 Verify that the mode selected is Standby.
7 Verify that there is a check in select Switchover box.
8 Leave both windows open so that you can monitor the switchover progress.
-End--

Forcing a switchover and monitoring the results

Force a switchover by removing the Active server Local Area Network (LAN) cable from
the Contact Center Subnet Network Interface Card (NIC).

Procedure steps
Step Action

1 On the Active server, locate the LAN cable in the Contact Center Subnet Network
Interface Card (NIC).
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5ystem Control and Monitor Utility

Remove the LAN cable from the NIC.

Choose Start, All Programs, Avaya, Contact Center, Common Utilities, System
Control and Monitor Utility.

Verify that the CCMS Status is Shut down.

Click Start, All Programs, Avaya, Contact Center, Database Utilities, High
Availability.

On the Standby server, monitor the High Availability Utility. When the switchover starts,
a visual indicator appears on the High Availability Utility.

P8 =1 B

High Availability [_ O]
AVA A Contact Center
y System Control and Monitor Utility
AVAyA Contact Center High Availability
Contact Center | LM | CCMS | CCM4 | CCT | CoMM |
—Start or Shut down the selected Contact Center applications
Start Shut down prm C—
Cantact Center Contact Center E| ain Menu (Standby) Server Mode Configuration
—Select the Contact Center applications to control £l alc Select Mode (” Acive (7 Srandby W Switchover |60 Seconds w
iyrstem
License [ - | Tasks .
o I anager License Manager status: Started 0z =45 System Control TP Configpration
Managed IP
= LinkP I cLan » Cache Port
o Mot installed 0% el o e ®
v Coms I Active Server detals
(EEXE e et L wn i7z18.70.33 Q.. | cachavonfierz
Securty [ .
Frameviors Mot installed 0% Standby Server detals
o T ‘ cLan |172.18.70.4 ELAN Cache Pon [1972
CCA statug: 2 /5 started 0%
¥ ccT I Trusted IP Remote Geog aphic Node(s )
CCT status: 2/ 4 started (14 Address [172.18.71.253 Address -
W oo
CCHM status: 2/ 7 started (14
Help | [s]4 I
Help Wiew log Close
7 On the Standby Server, the Windows Taskbar pops a message indicating that
Switchover is in progress.
,ﬁ, Switchover
= InProgress, Mow 17 @ 10:45 AM
10:45
A H
[ L IE Et}
: 17/11}2011 =
8 Check Agent Desktop: errors appear indicating a loss of connection with the Contact

Center server.
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Working: EM_EM_Support ‘2
= cust1@labmail.com EM_EM_Support 00:03:16 <P <
o= L (] S AVAYA aura Agent Desktop
@= Customer Details @& |Fom: [custi@abmaicom Date:  [16/11/2011 1348

Tile I T | To: ccemailin ccemailin <ccemailin @labmail.com:> e ITen -

Last Name |cust‘|@|abmai|.con1 =
Subject: |Need some support on ProductX

First Name I
— | h | ol Detol | Please help me with some support on ProductX: I am having difficulty
istory; | et b installing it.
Phone Edit | Add | |
1
= D 1 w  Server Bmor ¥
ai

cust] @labmall.com Unable to reconnect - no response from CCT Server. Server Unable to connect to the CCMM Server.

Addresses Mtempting to reconnect in 1 seconds.
Mote: On successful reconnect you may need to login again. Mote: On successful reconnect you may need to login again.
Exiting the Application will shut down Agent Desktop and data may Exiting the Application will shut down Agent Desktop and data may
be lost. be lost.
Dismissing this dialog will ignore this reconnect emor, this dialog will Dismizsing this dialog will ignore this reconnect emor, this dialog will
reappear on the next reconnect emor. reappear on the next reconnect emor.

LRI Dismiss I Exit Application I Dismiss | Exit Application I

Il =
Custom Fields 4
Customer | Contact | Intrinsics |

Reply Repln sl Tranafer Finishi
S TR = s )
9 When the switchover completes, on the Standby Server, look at the SCMU and the HA

Utility. Note that all CCMS services are started. Note that the Server Mode
configuration has changed to Active with Switchover cleared. Note that the Active
Server Details, CLAN box now contains the actual IP address of the Standby server,
for example 172.18.70.34 the IP address of CCCORESTWO.
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@System Control and Monitor Utility

AVAYA

Contact Center I Lk

=10 x|

Contact Center
System Control and Monitor Utility

CCMS | CoMa | CCT | oMM |

& CCMS_MasterService
@ MaS Service Manager
@ MAS Service Dasmon
&S Linkhandler

3 &S Fault Manager
5 MAS Security

) MAS Event Scheduler
) MAS OM Server

@ MaS Config Manager
& NENM_Service

@ 04N _Service

&3 NETSM_Service

@ AUDIT Service
NINCCAud_Service

NDLOAM_Service

(2 NCCOAM_Service

@ NITSM_Service

@ HDM_Service
COMS_<MPP_Service
@ ASM_Service

@ CCMS_DAM_CMF_Service
@ SDMCA_Service

& TF&_Service

& TFE_Service
MLSM_Service
VSM_Service

& CCMS_SIP Service
@ EB_Service

@ TAD_MT_Naming_Service @ RDC_Service

& HDC_Service

® ES_Service

® 5DP_Service

& Cows

® RSM_Service
#15_Service

& TFABRIDGE_Service
@ Hast Application Integration
) TfeBridgeConnector

@ MAS Time Service

& COMS_NBMSM_Service
(2 CCMS_LINE_Service

@ EBWS_Service

) ARConnectar

I
[ Start / Shut down

Stark Shut down
CEHE CCHS

Advanced

Password accepted.  Load piofile Add service
I Save profile Add process

[ Progress

Ready

0

=

Help

Yiew log Cloze
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High Availability

AVAYA

. Main Menu (Active)

[=1- |, Configuration

nde

Motifications
System

CC applications
: CC Configuration
D) System Cantrol

sl Y

Contact Center High Availability

Server Mode Configuration

Select Made & Adivé (7 standby [~ switchaver |50 ISeconds 'I
P Configuration

Managed IP

cLan [172,18.70.39 ELan | Gache Port [1972

Active Server detalls

cLan [172,18.70,34 La | Cache Port|1972

Standby Server details

cLan [172.18.70.33 ELan | Cachs Port[1372

Trusted IP

Address |172,18,71,253

Remote Geographic Node(s)

Address - Edit I

B | mee | k|

Atfter the switchover completes, on the Active Server, look at the SCMU and the HA

Utility. Note that Contact Center has stopped. Note that the Server Mode
configuration has changed to Standby with Switchover enabled. Note that the
Standby Server Details, CLAN box now contains the actual IP address of the Active
server, for example 172.18.70.33 the IP address of CCCORESONE.
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message box, click Exit Application.
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GBI | High vaiabiy i
AVAyA Contact Center
System Control and Monitor Utility
AVAyA Contact Center High Availability
{Corfack Cerfer} LM | CCMS | CCMA| cCT | comm |
i~ Start or Shut down the selected Contact Center
Start Shut down
Contact Center Contact Center Main Menu (Standby)
= Configuration Server Mode Configuration
— Select the Contact Center 1o control Select Mode {7 Active | @ Standby W svitchowver Isu Seconds vl
License [ - |, Tasks
& Manager License Manager status: Started 0% .@a; System Control [P Configuration
Managed IP
I LinkcPlexer le —— = cuan [172.18.70.39 ELan | Cache Port [1572
¥ ccms [ Active Server details
e r 2 cLan [172.18.70.34 evan | Cachs Port [1572
= Security [
Framework Mot installed 0% Standby Server detals
¥ cChA T cLan [172.18.70.33 eLan | Cache Port [1872
CCMA status: Shut down [1r
¥ ccT [ Trusted IP Remote Geographic Node(s)
CCT status: Shut down 0% Addrass [172.18.71.253 Address| o =
~ ccum |
CCMM status: Shut down 0%
Bit | mep | ok |
Help View log Close
~End--
Closing Agent Desktop
Exit Agent Desktop before logging on to Contact Center again.
Procedure steps
Step Action
1 On Agent Desktop, on either the CCT Session Disconnected or Server Error
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Working: EM_EM_Support
‘= cust1@labmail.com

&= Customer Details @& |Fom:  [ousti@abmai com Date:  [16/11/2011 1348
Title l— e | To: ccemailin ccemailin <ccemailin@labmail com:: Format: Text «=
Last Name[oust 1 @labmail com €=
First Name | Subject: [Need some support on ProductX
Nﬁ'm]um] ?Pleast:eh?mewﬂhsumemppoﬂm?md:cﬂ(.]amhamgdfﬁcuhy
B | A

Reply Feplindll Transfer Finizh

2 On the Contact still open message box, click OK.
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Date:  [16/11/2011 13:48

@= Customer Details From:  |cust1@labmail.com
Title I Cilaar | To: ccemailin cocemailin <ccemailin@labmail .com: Format: |Te¢ =
Last Mame Icust‘l@abmail.com Ce:
First Name | Subject: Il"imdmawmtmﬁnmx
Dd.ﬂsl}m-ylumisl iﬁas?hquewithsomesuppoﬂonmo&mtx]amhadngdﬂﬁcuhy
Phone Edit | | &ddl | ¢
Email

Icust'l@abmail.cnm

Contact still open

‘You have been logged out of Agent Desktop while a Contact is

Open.

Please finish this Contact before you log in again.

Freply Transfer Finish

Choose Start, All Programs, Avaya, Contact Center, Multimedia Server,

Multimedia Dashboard.
Verify that the CCMM Contacts by Type pane shows a single new e-mail contact.

—End--
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Checking the e-mail contact status in Multimedia Dashboard after the

switchover
Check the Multimedia Dashboard on the Active server to verify that Contact Center has
re-queued the e-mail contact that the agent was working on when the switchover
occurred.

Procedure steps
Step Action

1 On the Standby server, choose Start, All Programs, Avaya, Contact Center,
Multimedia Server, Multimedia Dashboard.

2 Verify that the CCMM Contacts by Type pane shows a single new e-mail contact.
4 CCMM Dashboard M=l B3
— CCMM Database Metics — Email Metrics
Table Sizes 1= [/} Attachments disk space:
G:WavayatContact CentersEmail Attachmentzynbound
@ Contacts 7 |
@ Customers 1 0 b 261569 Mb
@) Campaigns 0 Free space: 261399 Mb [99.9%)
@ Customers with more than 100 contacts 0 Maiban I s I
Fault Indicators @ ceemailout@labmail. com 1}
@ ceemailin@labmail com 1}
@ Oldest contact in Mew' status 211-11-16 13:43:28
@ Email skillsets with no outbox 0
@ Skillsets with no rautepoink u] b
& Ungent outgoing email: ]
S — . (=l
— CCHMM Contacts by Type
Type MNew Open | Clozed | W aiting |
Etdail 1 a g 0
Total 1 1] 6 1]
— Server Availability
Server | Computer Name I Response Time |
) Cortact Center Manager Server  CCCORESMMGD < 1ms
@ Cortact Center Manager Admin.. CCCORESMWGD < 1ms
@ Cortact Center Licenss Server  CCCORESMNGD < Tms
@ Commurication Control Toolkit ... CCCORESMNGD < Tmz
@ Cortact Center Mulimedia Server CCCORESMNGD < Tms
F2P IM Reporting Server -
@ Inbound POP3 Server 17218.0.55 < Tmz
@ Outbound SMTR Server 17218.055 < Tmg
@ CC Web Stats 17218.70.349 < 1ms
Lpdate | Routing Search |
Last Update: 10:54:19

~End--
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Logging on the agent and resuming processing of contacts
Log the agent on to Agent Desktop and start processing contacts again.

Procedure steps

Step Action

3 Log on to an agent desktop computer using the agent's domain username and
password, for example CCAgentOne, AG1_pass~2.

4 On the client computer, start Internet Explorer.

5 In Internet Explorer, in the Address box, type the Agent Desktop URL, for example
http://cccoresmngd/agentdesktop, and press Enter.

6 On the Avaya Aura Agent Desktop web page, select Launch AAAD.
In the Agent Desktop Profile dialog, enter the CCMM login ID and password for the
agent, for example 2001, 2001.

8 Click OK.

9 On the Agent Desktop Telephony Toolbar, from the Status list, select Login.

10 On the Enter Login details dialog, click Login.

1 On the Agent Desktop Telephony Toolbar, from the Status list, select Go Ready,
Multimedia.
Agent Desktop sets the agent’s Avaya Aura® CC status to Ready.
Contact Center routes the e-mail contact to this agent and the Agent Desktop alerts the
agent.

@& - CCAgentOne CCAgentOne 6005:6...  AACC: Ready Elite: Not Ready - =- - ? - -~

! Alerting: EM_EM_Support

EM_EM_Support 00-00-00 i, i

12

Accept

el (H fufy aq i (O B AVAYA aura Agent Desktop

Redqistered

Click Accept.
Agent Desktop displays the contact details.
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=

@ v CCAgentOne CCAgentOne 6005: 6...

AACC: Ready

Elite: Not Ready (10: Elite_Co...

-

§ = fFr? - B2 X

Working: EM_EM_Support
= cust1@labmail.com
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@ 0w [} ey G

[

@= Customer Details ]

Title I Clear |

Last Name |cust1@|abmail.com
First Name I

Details | History | CI Details |
Phone = | o |

.
EM_EM_Support 00:00-04  jgi| =
e gl o B AVAYA aura Agent Desktop
From: cust 1@labmail.com Date: ID-!KH;’ZDH 10:48
To: ccemailin@labmail.com T IText— =
Co:

Subject: INeed support on ProductX

Email

cust 1@&labmail .com

Addresses

Contact | Intrinsics |

Could I please have some support on V2.1 of ProductX

Reply Fieply sl Transfer Finish
Customer Details read completed Regitered 4
—-End-
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High Availability and Switchover
Troubleshooting

Troubleshoot warnings or errors that you can encounter while configuring High
Availability and during switchovers.

Cannot start the HA utility on a server that has had a failure

Troubleshoot if, after a switchover, you cannot start the HA utility on the server that had
the failure. When you try to start the HA Utility, the system displays an error that another
instance of the application is running. Pressing Atl+Tab does not show any instance of
the HA Utility.

Another instance is already running | x|

& Another instance of this application is already running.

OK

In the Taskbar, you can see the HA icon, but you cannot close it.

I
% 2
Customize...
Procedure steps
Step Action
1 Right-click the Windows Taskbar and select Task Manager.
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Toolbars

Cascade windows
Show windows stacked

Show windows side by side

Show the desktop

Lock the taskbar
Properties

14:56

J “'léaq" TR 51112011

2 On the Windows Task Manager window, select the Processes tab.

From the list of processes, select javaw.exe*32.

&l Windows Task Manager

File Options View

Help

I[=1 B3

'Applimtions Processes |Services I Performancel Networking I Users I

Image ... ~

| User Name | CPU | Memory (... | Description | A|

LogonUL exe
Locator.exe

inetinfo.exe
iexplore.exe =32
iexplore.exe *32
httpd.exe *32
httpd.exe *32
explorer. exe
explorer. exe
dwm.exe
dwm.exe
dsamain. exe
ctrmd.exe *32
csysiray.exe ...
csystrav.exe ...

[ Show processes from all users

SYSTEM

METWO...

aacdnst...

SYSTEM

Administ...
Administ...

SYSTEM
SYSTEM

Administ...
aaccnst...
aaccnst...
Administ...
NETWO...

SYSTEM

Administ...
aaccnst...

9,572K  Windows ...
1,276 K RpcLlocator

] <
12,588 K Internetl...
24,792K  IntermetE...
8,620K InternetE... J
2,460K Apache H...
3,040 K  Apache H...
23,332K  Windows ...
32,956 K Windows ...
1,976 K Desktop ...
2,044K Desktop ...
11,808 K Active Dir...
1,132K CTRMD.EXE
1,860 K Caché Ma...
1.856K CachéMa.. T

End Process |

|Processes: 148 |CPU Usage: 9%

|Physial Memory: 39%

4

4 Click End Process.

Select File, Exit Task Manager.
6 Start the HA Utility.
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A Multimedia contact that was active before a switchover does not offer to an

agent after switchover

Troubleshoot if, after a switchover, a multimedia contact does not offer to an agent. This
issue is usually noticeable when testing HA with just a few contacts at a time.

When the switchover completes, you log an agent on to Agent Desktop and make the
agent ready. Contact Center does not present any contacts to the agent, even though
the agent was working on an active contact when the switchover occurred. In Multimedia
Dashboard, you can see that there are New contacts.

4 CCMM Dashboard H=] E3
— CCMM Database Metrics — Email Metrics
Table Sizes = & Attachments disk space:
G:AwapahContact Center\E mail Attachmentsslnbound

@ Contacts 7 |

@ Customners 1 I Mb 261569 Mb

@ Campaigrs 0 Free space: 261399 Mb [99.9%)

@ Customers with more than 100 contacts 1] Maibor I Mo I

Fault Indicators

@ Dldest contact in "Mew' status
@ Email skillzsts with no outbox:
@ Skillzets with no routepoint
) Unzent outgoing emailz

2011-11-16 13:48:28

0
0
0

@ ceemailout@lsbmail.com
@ coemailinglabrail com

@ naer LD
— CCMM Contacts by Type
Type Mew Open I Clozed I W aitirg I
Etdail 1 0 E 1}
Total 1 0 6 0
— Server Availability
Server | Computer Mame | Responze Time |
) Contact Center Manager Server  CCCORESMMGD < 1ms
@ Cortact Center Manager Adrmin.. CCCORESMMGD < Ims
@ Cortact Certer License Server  CCCORESMNGD < Tms
@ Commurication Control Toolkit .. CCCORESMNGD < Ims
@ Cortact Center Mulimedia Server CCCORESMNGD < Tms
P2F IM Reporting Server
@ Inbound POP3 Server 172.18.0.55 < Tms
@ Outbound SMTP Server 17218.055 < Tms
@ CCwieb Stats 17218.70.39 < 1ms

0
i

Update |

Routing Search |

Last Update: 10:54:19

This issue can be caused by a timing mismatch on the start up of certain services on the
standby system when it performs the switchover, resulting in a number of stuck
contacts. Check the CMF_OAM log for the following error:
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2011-11-17 10:50:12,275 [Notifier-pool-3-thread-1] ERROR
com.nortelnetworks.portal.cmf.sp.request.SpActiveCreateOpenQContactRequestImpl - execute ():caught
exception for request df75653d-2411-4f5a-9cf6-26c0d5d87eb2
com.nortelnetworks.portal.cmf.core.exception.InvalidArgumentException: Error - The
routePointAddress [E-mailsContactsRP] must be in the controlled state to create an OpenQ contact.
providerName [CCMM] .

at
com.nortelnetworks.portal.cmf.sp.request.SpActiveCreateOpenQContactRequestImpl.execute (Unknown Source)

at
com.nortelnetworks.portal.cmf.sp.request.CmfSpActiveRequestlistener.processEntry (Unknown Source)

at com.nortelnetworks.portal.cmf.core.listener.CmfListener.notify (Unknown Source)

at com.j spaces.core.client.NotifyDelegator.notify (NotifyDelegator.java:182)

at
com.j spaces.core.client.RemoteEventListenerExporter$TransientDelegator.notify(RemoteEventListenerExpo
rter.java:155)

at
com.gigaspaces.internal.lrmi.stubs.LRMIRemoteEventListener.notify(LRMIRemoteEventListener.java:96)

at
com.j spaces.core.server.processor.RemoteEventBusPacket.notifylListener (RemoteEventBusPacket.java:124)

at com.gigaspaces.events.SingleNotifyExecutor.execute (SingleNotifyExecutor.java:26)

at com.j spaces.core.Notifier.execute(Notifier.java:145)

at

com.Jj spaces.core.server.processor.RemoteEventBusPacket.execute (RemoteEventBusPacket.java:106)

at com.j spaces.core.Notifier.dispatch (Notifier.java:69)

at com.j spaces.core.Notifier.dispatch (Notifier.java:33)

at com.j spaces.kernel.WorkingGroup$TaskWrapper.run (WorkingGroup.java:60)

at java.util.concurrent.ThreadPoolExecutor$Worker.runTask (Unknown Source)

at java.util.concurrent.ThreadPoolExecutor$Worker.run (Unknown Source)

at java.lang.Thread.run (Unknown Source)

To release the stuck contacts, send a new Multimedia contact (for example, a new
e-mail) to Contact Center.

This situation is unlikely to be noticed on an active Contact Center, as the continuation
of new contacts coming into Contact Center automatically releases the stuck contacts.

Procedure steps
Step Action

1 Send a new contact, which queues to one of the affected agent’s skillsets, to Contact
Center. For example, send a new e-mail message to one of the inboxes monitored by
Multimedia.

2 On Agent Desktop, answer the new contact.

3 When you complete the new contact, the Contact Center services release any stuck
contacts.

-End--
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A switchover does not occur on the Standby server when the Active fails

Troubleshoot when you test a failure on the Active server, but the Standby server does
not initiate a switchover.

There are two main reasons why the Standby server does not initiate a switchover. The
first is that the Switchover box is not checked on the Standby server HA Utility. The
second is that one of the configurable switchover timers has a time setting that has not
expired and thus did not force a switchover.

Procedure steps

Step
1

o A~ WO DN

~

Action
On the Standby server, open the HA Ultility.

In the left pane, select Local Settings.

Check that the Standby is selected.

Check that Switchover is checked.

Review the Switchover time and verify that it is not set to an excessively long time.

If the failure was a service failure on the Active server, on the Active server, open the
HA Utility.

In the left pane, select CC Configuration.
In Service Monitor Configuration list, find the service or services that failed.
Check whether the Monitor and Restart boxes for that service are checked.

Review the Restart Limit setting for the service to ensure it is not set to an excessively
long time.

-End--
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Recovering High Availability

Recover High Availability (HA) to ensure that Contact Center switches over correctly in
case of any future system failures.

The following are the major recovery steps:

* On the Active server, fix the problem that caused the switchover.

* Back up the Contact Center data on the Standby server.

+ Restore the Contact Center data to the Active server.

* Bring the Active serverback into operation in standby mode, shadowing the Standby
server.

Fixing the cause of the failure on the Active server

Troubleshoot and correct the failure that caused the switchover. In this example, this
involves replacing the Active server Local Area Network (LAN) cable in the Contact
Center Subnet Network Interface Card (NIC)

Procedure steps
Step Action

1 Locate the LAN cable that connected the Active server to the Contact Center Subnet
Network Interface Card (NIC).
2 Replace the LAN cable in the NIC.
-End--

Backing up the Contact Center Manager Administration component on the
Standby server

Back up Contact Center Manager Administration to a folder to create a snapshot of the
preselected CCMA data files on the Standby server. This allows you to copy any
changes made in the CCMA database while the Active server was down.

Procedure steps
Step Action

1 Log on to the Standby server (for example, CCCORESTWO) using the Avaya
Aura® CC installer domain account, for example SIPTRAFFIC\AACCinstaller.
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2 Choose Start, All Programs, Avaya, Contact Center, Manager Administration,
Configuration.
= Avaya [_ O]
File Acton Wew Window Help
@ 7|
= Console Root\Avaya [_ (O] I
=5
Avaya Applications Configuration
@ ATR Redistry Settings @ E:&rﬂgean Help Registry g:;;drgin Password
@ Avaya Home Page @ Backup & Restore g:ﬁesﬂm
@ LM Service Configuration @ Security Settings @ CCMA User Migration
W Email Motification Settings
|Done | | v
3 In the right-hand pane, click Backup & Restore.
4 In the Contact Center Manager Administration - Backup and Restore utility, select
the Backup tab.
mContact Center Manager Administration - Backup And Restore [ 2]

Backup | Hestorel Yiew Scheduled Tasksl

— Backup

Chooze the location to store the backup. then click next to

AV Ay A schedule.

|FACCMS_DB] |

" Network Location

[y — |\\1 72.18.71.253\CC_Backup
Example: M\ServerShare

< Back Mext > Cloze
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In the Backup window, select Network Location.

6 In the Share Name box, specify the Network Location where you want to store the
backup, for example \\172.18.71.253\CC_Backup.

ﬂContact Center Manager Administration - Backup And Restore E

Restore | Yiew Scheduled Tasks |

—Backup

Chooze the location to store the backup, then click next to

AV Ay A schedule.

" Drive

|F:v [CCMS_DE] =l

i+ Network Location

|\'\1 721871 253MCC_Backup
Example: \WServerShare

Share Mame:

< Back MHest = Clase

7 Click Next.

mtontact Center Manager Administration - Backup And Restore

Backup | Flestorel View Scheduled Tasks

— Schedule
Perfarm B ackup is

AVAYA  Weskly

i Monthly

i One time anly
" Run Mow

Start Time 00 =
00:00:00 =

f+ Evem day

 weekdaps

< Back et = Cloze

8 On the Schedule page, select Run Now.
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ﬂl:ontact Center Manager Administration - Backup And Restore EH
Backup | Hestorel View Scheduled Tasksl
— Schedule
Perform B ackup i Daily
ﬁ V ﬁ y A i wleekly

i Monthly

i One time anly

@ ;

Thiz option performs a once off backup
< Back Mext = Cloze

9 Click Next.
10 In the Username box on the User Account with Administrative Privileges page,

type a valid administrator user name for the server on which you want to store the
backup, for example AACCinstaller.

1 In the Password box, type a the password for the specified administrator user, for
example AACCInstPass1.
12 In the Domain field, type the domain on which you created the network backup

location, for example siptraffic.

EContact Center Manager Administration - Backup And Restore

Backup I Restore I View Scheduled Tasks I

AVAYA

(7]

— Uzer Account with Administrative Privilage:

[ IAACCInstaIIer

Pazsword I

Dormain IS iptraﬁid

Mote: If scheduling backups across the
domain network. a valid domain usermname
and password must be specified

< Back Finish Close

13 Click Finish.
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ﬂ Contact Center Manager Administration - Backup And Restore (Not Responding)

Backup | Hestorel Wiew Scheduled Taszks

— User &ccount with Administrative Privilages—————————————————

AVAyA Username IAACCInStaIIer

——
Paszword I

Domain Isiptraﬁi C

Mote: If zcheduling backups across the
domain network. a valid domain username
and password must be specified

B ackup in progress. This procedure may take several minutes.
Pleaze wai....

< Back Eirizh

14 When the backup completes, click Close.

All backups are saved as files in the format
CCMAFilesBackup<BackupDateTime>.package.

-End--

Backing up the Contact Center databases on the Standby Server

After the switchover, the Standby server is in active mode, and continuing to process
contacts. This creates a delta between the Standby server database and the Active
server databases for the period when the Active server was down. Back up the Standby
server to create a snapshot of the databases, which you can restore to the Active server.
You must back up all databases.

Attention: You must backup the active server database, restore it onto the standby
server, and enable shadowing within 24 hours. If the difference in time between the
Active and Standby server database content is greater than 24 hours, then database
shadowing does not work.

Procedure steps
Step Action

1 Log on to the Standby server (for example, CCCORESTWO) using the Avaya
Aura® CC installer domain account, for example SIPTRAFFIC\AACCinstaller.

2 Choose Start, All Programs, Avaya, Contact Center, Database Utilities, Database
Maintenance.
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¢ Database Maintenance s B

AVAYA Contact Center Database Maintenance

Cancel Help oK

In the left pane, click Immediate Backup.
In the Media Type section, select Network Location.
In the Applications section, select CCMS, CCT, CCMM, and ADMIN.

From the Backup Location list, select the network drive on which to store the backup,
for example N.

7 Click Backup.

o g A~ W
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1
Database Maintenance !E

AVAyA Contact Center Database Maintenance

E Main Menu

Immediate Backup

Media Type Applications
~ Tape Drive v ccr
=) Migration ¥ coms

% Metwork Location
Integrated Reporting Server ¥ cCMM

Database Maintenance E

|l
Backup Location IN

Progress information

Cancel Help Backup

8 Click Yes to continue with the backup.

9 The database backup completes.
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. Database Maintenance =] S

AVAyA Contact Center Database Maintenance

Immediate Backup

Media Type Applications
{% Tape Drive F ccr
-
i & Network Location i cavs
{20 Integrated Reporting Server & ccmm
Database Maintenance

3
I Backup finished successfully.

y
Backup Locah’onIN_ L I

Progress information
rackup finished successfully.

Cancel Help Backup

10 Click OK.
1" Exit the Database Maintenance utility.
-End--

Restoring the Contact Center databases on the Active Server
Restore the database from the Standby server to the Active server to ensure the
databases are consistent so that Shadowing can start. The Database Maintenance
utility can restore only one application database at a time. Restore the CCMS, CCT,
CCMM, and ADMIN databases.

590 NN44400-804 Contact Center Multimedia Complement Deployment Guide 06 April 2012



Recovering High Availability

You must restore the CCMS, CCT, CCMM, and ADMIN databases onto the Active
server. You must restore the ADMIN database last.

Attention: You must backup the Standby server database, restore it onto the Active
server, and enable shadowing within 24 hours. If the difference in time between the
Standby and Active server database content is greater than 24 hours, then database
shadowing does not work.

Attention: You must restore all databases to the Contact Center server. Restoring
only CCMS, and not CCT, CCMM, or ADMIN, may leave an inconsistent server
database and prevent HA from shadowing data correctly.

Attention: Restoring the Administration (ADMIN) database can change configuration
of Backup locations on the Active server if the Standby server and Active server
backup locations are different. Therefore, after you restore the ADMIN database, close
and reopen the Database and Maintenance utility.

Procedure steps
Step Action

1 Log on to the Active server (for example, CCCORESONE) using the Avaya Aura® CC
installer domain account, for example SIPTRAFFIC\AACCinstaller.

2 Choose Start, All Programs, Avaya, Contact Center, Database Utilities, Database
Maintenance.

In the Database Maintenance dialog box, in the left pane, click Restore.

4 In the right pane, under Media Type, select the media type from which to restore the
backup, for example Network Location.

5 Fromthe Backup Location list, select the drive you created on the Backup Locations
tab, for example P.

6 Under Application, select CCT.
Under Restore contents, select Data.
8 Click Restore.
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¢ Database Maintenance

AVAYA

./ Main Menu

1)

Integrated Reporting Server

I =]
Contact Center Database Maintenance
Restore
Media Type Application Restore contents
{~ Tape Drive @ ¥ Data
& Metwork Location € cams [~ Schema
oMM
= ADMIN
Backup Location IP - I
Progress information
Exit Help Restore

9 On the Restore Database dialog, click Yes.

10

592 NN44400-804 Contact Center Multimedia Complement Deployment Guide

Use the Progress information field to monitor the progress of the restoration.

06 April 2012



Recovering High Availability

¢ Database Maintenance !EE
AVAYA Contact Center Database Maintenance
Restore
Media Type Application Restore contents
@ cct v Data
twork Location & cems I~ schema
Cerver e cam
& ADMIN
Backup Location IF‘ vI
Progress information
resmre in progress...
Cancel Help Restore
1" On the Database Maintenance dialog, click OK.
12 Under Application, select CCMS.
13 Click Restore.
14 On the Restore Database dialog, click Yes.
15 Use the Progress information field to monitor the progress of the restoration.
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¢ Database Maintenance [ 5] =]

AVAYA Contact Center Database Maintenance

Restore
Media Type Application Restore contents
% Tape Drive e
& Metwork Location @ ccms
ver © covm
€ ADMIN

Backup Location IP - I

Progress information

F.estore in progress, .. {1 second(s) elapsed).

Cancel Help Restore

16 On the Database Maintenance dialog, click OK.
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. Database Maintenance

= [0

AVAyA Contact Center Database Maintenance

3 Main Menu
-{iE@) Backup Locations Restore
Media Type Application
= Tape Drive o ccr
JE—
{® Metwork Location & Ccms
e

Database Maintenance

Restore finished successfully. Configuration data has been overwritten by data
from backup. Please run Server Setup Configuration to make sure configuration
data is up-to-date. This is an Active Server: if it is used in a Replication
environment then the Standby Server needs to be rebuilt.

Restore contents

¥ Data

I~ Schema

Progress information

17
18
19
20

ackup. Please run Server Setup Configuration to make sure configuration data is
p-to-date. This is an Active Server: if it is used in a Replication environment then the LI

Eesmre finished successfully. Configuration data has been overwritten by data from ﬂ
tandhw Server needs tn he rehilt

Cancel Help | Restore

Under Application, select CCMM.
Click Restore.
On the Database Maintenance dialog, click Yes.

Use the Progress information field to monitor the progress of the restoration.
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¢ Database Maintenance !E
AVAYA Contact Center Database Maintenance
Restore
Media Type Application Restore contents
= Tape Drive o ca ¥ Data
% Metwork Location & ccvs T schema
cerver & cavm
& ADMIN
Backup Location IP vI
Progress information
Restore in progress. .. {5 second(s) elapsed).
Cancel Restore
21 On the Database Maintenance dialog, click OK.
22 Under Application, select ADMIN.
23 Click Restore.
24 On the Restore Database dialog, click Yes.
25 Use the Progress information field to monitor the progress of the restoration.
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¢ Database Maintenance [ [C]x]

AVAYA Contact Center Database Maintenance

Restore

Media Type Application Restore contents
= Tape Drive o cc W Data
% MNetwork Location & coms [E Schema
e  comv
& ADMIN
Backup Location IG

Progress information

Restore in progress. .. {1 second(s) elapsed).

Cancel

26 Click Exit to close the Database Maintenance utility.
27 Click Yes.

-End--

Creating a drive mapping to the network backup location from the Active
server

The CCMA Restore utility is easier to use if you create a mapping to the network location
where you created the Standby server CCMA backup. Follow this procedure to create
a network drive on the Active server.

Procedure steps
Step Action

1 Log on to the Active server (for example, CCCORESONE) using the Avaya Aura® CC
installer domain account, for example SIPTRAFFIC\AACCinstaller.
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2 Choose Start, Computer
3 On the Computer window, click Map network drive.
ﬂComputer !E E
(_) (_) |'-".Ii ViR - l‘z_ill Search Computer w
Organize v  System properties  Uninstall or change a program  Map network drive  Open Control Panel DE E:l 0
3 Dacuments ;I + Hard Disk Drives (5) =
.J’- Music ) ) ) )
] Pictures — 05_Drive (C:) — APPS_Drive (D:)
B videos 32.7 GE free of 59.9 GB 2" 71L0GBfresof 79.9GE | |
& Computer o (I:CMS_DB (F:) . lCCMM_DB (G:)
"2 55.6GB free of 59,3 GB "2 155 GB free of 255 GB
€l Network
* CCT_DE (H:) Trace_Logs (I:)
= = I o | El
4 On the Map Network Drive dialog, from the Drive list, select a letter for the drive, for
example P:.
5 In the Folder box, type the type the location to which you want to map the drive letter,

in the format \\<Computer IP Address>\<Backup Location>, for example
\172.18.71.253\CC_Backup.

. Map Network Drive [ x|

—
'\ /ﬂ ﬂ’:; Map Network Drive

What network folder would you like to map?

Specify the drive letter for the connection and the folder that you want to connect to:

Drive: I P: j
Folder: [ \\17218.71.253\CC_Backup =] Browse. |

Example: \\server\share

[v Reconnect at logon

- EConnect using different gredentialsé

Connect to a Web site that you can use to store your documents and pictures.

coe |

6 Click Finish.

Windows opens the specified network location in a new window.
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CC_Backup (1\172.18.71.253) (P:)

'k )v r—f’ - Computer = CC_Backup (\\172.18.71.253) (P:) - - [‘QJ I Search CC_Backup (\\172.18.71.253) ...
Organize v  Burn  New folder > [ I@l
‘¢ Favorites Name “ | Date modified | Type | Size
Ml Desktop | admin 16/11/2011 14:24 File folder
& Downloads | BACKUUP_1 16/11/2011 14:24 File folder
5] Recent Pl
= necentFlaces | cems_che 10/11/2011 13:43 File folder
== | ibraries , ccms_conf 10/11/2011 13:42 File folder
re
3 Documents , ccms_stat 10/11/2011 13:49 File folder
,J”. Music | cct70 10/11/2011 13:48 File folder
| Pictures . multimedia 10/11/2011 13:50 File folder
B8 videos || CCMA_Data_Backup_10_11_2011_13-17-35... 10/11/2011 13:17 PACKAGE File 71,840 KB
~ || cCMA_Data_Backup_16_11_2011_14-19-13... 16/11/2011 14:13 PACKAGE File 71,813KB
1M Computer
?j MNetwork
| | Bl
- 9 tems

ﬂ{:om puter

Close the drive window. You can see the new drive in the Computer window.

"\_)k_:) IS - Computer -

- &5 I Search Computer

Organize - System properties

" Favorites
Ml Desktop
4 Downloads

1= Recent Places

- Libraries
3 Documents
J”- Music
| Pictures

B8 videos

+ Devices with Removable Storage (1)

1M Computer

* Hard Disk Drives (&)

g |
"W 4.38 o free of 4.99 GB

Uninstall or change a program

Map network drive

Open Control Panel

0S_Drive (C:)

32.7 GB free of 59.9 GB

CCMS_DE (F:)

A |
Zi#” 58.6GB fres of 59.9 GB

CCT_DE {H:)

APPS_Drive (D:)

Jw” 71.0GE fres of 75.59GE

CCMM_DE (G:)

o [
W 255GE free of 255 GB

Trace_Logs (I:)

s |
"W 4.94Go free of 4.9 GB

o @

?j MNetwork

DVD RW Drive (E:)

+ Network Location (2)

CC_Backup (\\172.18.71.253) (P2)

. . | CCCORESTWO

- —

=7

Domain: SipTraffic.com
Processor: Intel(R) Xeon(R) CPU

19.2 GB free of 29.9 GB

Memory: 8.00 GB
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Restoring CCMA data to the Active server
Restore the Contact Center Manager Administration data to the Active server.

Procedure steps
Step Action

1 On the Contact Center Manager Administration server, choose Start, All Programs,

Avaya, Contact Center, Manager Administration, Configuration.

— Avaya - 101>]
File Acton View Window Help

@ | 7|
= Console Root\Avaya [_ (O] x| I
[ C°_”5°le Root B Avaya Applications Configuration
-]

Avaya Applications Configuration

) . Emergency Help Registry LeeAdmin Password
@ RTR Reqistry Settings Settings Change
Change Login Warning
AvVEYa nome Fage Backup & Restore ing
@Ava a Home Page @Bad{u & Restore Settings

@ LM Service Configuration @ Security Settings @ CCMA User Migration

CCMA System Upgrade R, .
™
Ut @ Email Motification Settings

|Done

| | Y

2 In the left pane of the Avaya Configuration window, expand Avaya, Applications,
Backup & Restore.
In the right pane, click Backup & Restore.

4

In the Contact Center Manager Administration - Backup And Restore dialog box,
click the Restore tab.
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I [=] 3
Window Help
ﬂ Contact Center Manager Administration - Backup And Restore E ES
Er:‘ Console Root\Avaya\Applicatigy Backup | Wiew Scheduled Tasks I =l
[_1 Console Root
B[] Avaya  Restore
= | Applications

[ Real-Time Reporting 1. Click on the Browse button and select the . package file to

[ Emergency Help AVAyA restare. Then click on the Restare Files buttan.

[ 7] TceAdmin Password Chi s

| Backup & Restore I _I

:.I Login Wlarnlrlg Me“agf Frestore Files |
7] LM Service Configuratic
|| Security Settings

"] CCMaA User Migration 2. Click on the Activate Schedules button to start activating
5] CCMA System Upgrade CCMA schedule jobs [Reports and Aszignments].

[] Email Notification Letivate Schedules |

3. Click on the &ctivation Log button to view the status of the
schedule activation. Pleaze wait until the Activation Log button
iz enabled after the schedule activation is completed.

Activation Log |
Cloze |

To select a backup file to restore from, click Browse.

In the Select a backup file dialog box, browse to the location where you backed up the
CCMA data, and select the .package file.

7 Click Open.
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wvaya - [O] x|
File Acton View Window Help
@ $ | & | ﬂ ﬂ{ontact Center Manager Administration - Backup And Restore K E
Console Root\Avaya\Applicatidl Backup Restore |View S cheduled T asks I (= B3
[_1 Console Root |
8 ; A“fa:;pl' J&) select a backup file
™7 ICa . —
[ Res @_? ev }f’ » Computer » CC_Backup (1\172.18.71.253) (Q:) = - [@H Search CC_Backup (\\172.18.... [E
| Emi
[l Ice  Organize *  New folder
| Bac
[ Loc ‘v Favorites Name = Date modified | Type | Size |
[ '
j Sed B Desktop admin 10/11/2011 13:50 File folder
S ca d Downloads cams_che 10/11/2011 13:48 File folder
Ll izil Recent Places cems_conf 10/11/2011 13:49 File folder
|| Emi
— coms_stat 10/11/2011 13:453 File folder
7l Libraries
[ Documents | cct70 10/11/2011 13:43 File folder
& Music , multmedia 10/11/2011 13:50 File: folder
[E5] Pictures \A_Data_Backup_10_11_2011_13 10/11/2011 13:17 KAGE File 71,840 KB
B videos
18 Computer
LI— ij MNetwork
Daone
< | o
File name: | CCMA_Data_Backup_10_11 2011 13-17-35.package =|  |Backup Files (".package) -]
Open I Cancel |
4
8 Click Restore Files.
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File Action View Window Help

=7 H

ﬂ Contact Center Manager Administration - Backup And Restore

‘onsole Root\Avaya \Applicati

[_1 Console Root
B [ Avaya —Restare

| Backup FRestore IView Scheduled Tasksl

= [ Applications

| Real-Time Reporting 1. Click on the Browse button and select the .package file to
[“] Emergency Help ‘ \VAyA restore. Then click on the R estore Files button,

(5] LeeAdmin Password Chi [ CEME_Data_Backup_10_11_2011_1317-35

| Backup & Restore

[ Login Warning Message Restore Files
7] LM Service Configuratic
| Security Settings
% CCMAtLY.I i g " 3 (el fire e Schedules are automatically re-activated after the Restore Progress dialog
: ser Migranon CCMA schedule ids dosed when restoring on the server from which the backup originated.
[ ] CCMA System Upgrade The Avaya\Contact Center\Manager Administration\Apps\SupportiUtil directory

|| Email Motification must be restored for the activation of schedules
]

3. Click on the Activation Log button to view the status of the
schedule activation. Pleaze wait unhl the Activation Log buttan
iz enabled after the schedule activation iz completed.

Activation Log |
Close |

When the restore is finished, a Close message box appears.

CCMA Backup & Restore

3
@ The restore completed successfully.
L

9 On the CCMA Backup & Restore message box, click OK.
10 Click Close.
-End--
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Verifying the server details and restarting the Active server

After you restore the Standby server database on to the Active server, the Active server
database contains the same agent and statistical data as the Standby server. Verify that
the Active server configuration details are correct.

Attention: This procedure forces a server restart.

Procedure steps
Step Action

1 Log on to the Active server (for example, CCCORESONE) using the Avaya Aura® CC
installer domain account, for example SIPTRAFFIC\AACCinstaller.

2 Click Start, All Programs, Avaya, Contact Center, Manager Server, Server
Configuration.

In the Server Configuration dialog box, click the Local Settings tab.

4 Under Avaya Server Subnet verify that the IP Address box contains the managed IP
address, for example 172.18.70.39.

5 Under Avaya Server Subnet, verify that the Site Name box contains the correct site
name, for example CC_ELITESITE.

¢ Server Configuration == I

AVAYA Contact Center Server Configuration

Main Menu

; " " Customer Information Avaya Server Subnet
i Licensing

s1p Customer Name
CLAN IF is @ managed IP address

-0 Metwork Settings |SampIeCustomer
-2} Local Subscriber IP Address
- Company Name
(=) CCT Server —
i f2.18, /0,55
WS Open Interfaces |53I'ﬂD|EBUSIHESS e
“-Aiz)) SalesForce

Elan Subnet
Site Name

CC_ELITESITE J= ELAN IP ig @ managed IP address
RSM IP Address [P Address
Real-Time Statistics Multicast IP Address I
234.5.6.10
Done. (Restart required)
[ Exit Apply Al oK
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6 In the Server Configuration dialog box, click the Licensing tab.
7 On the Updated IP Warning message box, click OK
8 Verify that the Standby Server licensing details match the Active server licensing
details.
¢ Server Configuration !E[

AVAyA Contact Center Server Configuration

. Main Menu
f License Manager Package License Server IP Address
CCMS Package
Metwork Settings |Nodal Enterprise LI License Server IP Part
Local Subscriber Optional Packages: Il?'?.. 18.70.39 3998
%)) CCT Server - =
=) WS Open Interfaces I™ Netwarking
2) SalesForce [V web Based Statistics
I Multiplicity
¥ Open Queus Optional Alternative License Server IP Address

¥ QI Open Queus

i
7]
]
v
i
i
=
cl

™ OI Universal Metworking

™ Agent Greeting LI
|-2n:u:u:n4a:n54_
Done. (Restart required)
| Exit Apply Al oK
9 Click Apply All.
10 Click Exit.
1" On the Server Configuration message box, click Yes.

12 On the HA System message box, click OK.
Contact Center forces a shutdown of the Windows server.
-End--
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Verifying that the Active server is running in standby mode and shadowing
data

Use the HA utility to check that the Active server is now running in Standby mode and
is shadowing the Standby server, which is running in active mode.

Procedure steps
Step Action

1 Log on to the Active server (for example, CCCORESONE) using the Avaya Aura® CC
installer domain account, for example SIPTRAFFIC\AACCinstaller.

2 Click Start, All Programs, Avaya, Contact Center, Database Utilities, High
Availability.

In the right pane, select Server Mode.
Verify that the mode selected is Standby.
Verify that there is a check in the Switchover box.

In the left pane, select System Control.

N o o A~ W

In the right pane, check the Information box to see that this server is actively
shadowing data.

. High Availability ) I ] 53

AVAYA Contact Center High Awvailability

. Main Menu (Standby)
Bl i Configuration
P Server Mode

System Control

Control IShadowing 'l Process

Stage Process Started

System Control

Time Mov 18 : 12:17 PM : Standby Mode Server is actively Shadowing data.

Start Stop Pause | Resume |

Exit | Help | oK |
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8 Choose Start, All Programs, Avaya, Contact Center, Common Utilities, System
Control and Monitor Utility.
9 Verify that the CCMS Status is Shut down.
PRIBTES]|  rih Availabity ) =I5l
AVAyA Contact Center
System Control and Monitor Utility
AVAYA Contact Center High Availability
Contact Center LM | CCMS | CCMA| cCT | comM |
—Start or Shut down the selected Contact Center applications
Start Shut down
Gontact Certer Contact Center ] M_a,mc :rfzsu(rsat:;:hv) —
1 Select the Contact Center 18 to control % z;;:r:_‘Mﬂde
5 Temes [ B Tasks Control |Shadowing vl Process
Manager  License Manager status: Started % ~DE
Stage Process  Started

T LinkPlexer [ gress

Not installed 0%
¥ ccms [ nformation

FEReghm Eniam e Time Now 18 : 12:17 PM : Standby Mode Server is actively Shadowing data.

Security [

r Frameworc Nt installed 0%
W coma [

CCMA status: 2 / 5 started %
I ccT [

CCT status: 2/ 4 started 0% Start Stop Pause | Resume |
WV coum

CCMM status: 2 / 7 started 0%

git | we | x|
Help View log Close

~End--
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