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Notice

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

Documentation disclaimer

“Documentation” means information published by Avaya in varying mediums
which may include product information, operating instructions and
performance specifications that Avaya generally makes available to users of
its products. Documentation does not include marketing materials. Avaya
shall not be responsible for any modifications, additions, or deletions to the
original published version of documentation unless such modifications,
additions, or deletions were performed by Avaya. End User agrees to
indemnify and hold harmless Avaya, Avaya's agents, servants and employees
against all claims, lawsuits, demands and judgments arising out of, or in
connection with, subsequent modifications, additions or deletions to this
documentation, to the extent made by End User.

Link disclaimer

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

Warranty

Avaya provides a limited warranty on its hardware and Software
(“Product(s)”). Refer to your sales agreement to establish the terms of the
limited warranty. In addition, Avaya’s standard warranty language, as well as
information regarding support for this Product while under warranty is
available to Avaya customers and other parties through the Avaya Support
website: http://support.avaya.com. Please note that if you acquired the
Product(s) from an authorized Avaya reseller outside of the United States and
Canada, the warranty is provided to you by said Avaya reseller and not by
Avaya. “Software” means computer programs in object code, provided by
Avaya or an Avaya Channel Partner, whether as stand-alone products or pre-
installed on hardware products, and any upgrades, updates, bug fixes, or
modified versions.

Licenses

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

Avaya grants you a license within the scope of the license types described
below, with the exception of Heritage Nortel Software, for which the scope of
the license is detailed below. Where the order documentation does not
expressly identify a license type, the applicable license will be a Designated
System License. The applicable number of licenses and units of capacity for
which the license is granted will be one (1), unless a different number of
licenses or units of capacity is specified in the documentation or other
materials available to you. “Designated Processor” means a single stand-
alone computing device. “Server” means a Designated Processor that hosts a
software application to be accessed by multiple users.
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License type(s)

Designated System(s) License (DS). End User may install and use each
copy of the Software on only one Designated Processor, unless a different
number of Designated Processors is indicated in the Documentation or other
materials available to End User. Avaya may require the Designated
Processor(s) to be identified by type, serial number, feature key, location or
other specific designation, or to be provided by End User to Avaya through
electronic means established by Avaya specifically for this purpose.

Concurrent User License (CU). End User may install and use the Software
on multiple Designated Processors or one or more Servers, so long as only
the licensed number of Units are accessing and using the Software at any
given time. A "Unit" means the unit on which Avaya, at its sole discretion,
bases the pricing of its licenses and can be, without limitation, an agent, port
or user, an e-mail or voice mail account in the name of a person or corporate
function (e.g., webmaster or helpdesk), or a directory entry in the
administrative database utilized by the Product that permits one user to
interface with the Software. Units may be linked to a specific, identified
Server.

Copyright

Except where expressly stated otherwise, the Product is protected by
copyright and other laws respecting proprietary rights. Unauthorized
reproduction, transfer, and or use can be a criminal, as well as a civil, offense
under the applicable law.

Third-party components

“Third Party Components” mean certain software programs or portions thereof
included in the Software that may contain software (including open source
software) distributed under third party agreements (“Third Party
Components”), which contain terms regarding the rights to use certain
portions of the Software (“Third Party Terms”). Information regarding
distributed Linux OS source code (for those Products that have distributed
Linux OS source code) and identifying the copyright holders of the Third Party
Components and the Third Party Terms that apply is available in the
Documentation or on Avaya’s website at: http:// support.avaya.com/Copyright.
You agree to the Third Party Terms for any such Third Party Components.

Preventing Toll Fraud

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

Avaya Toll Fraud intervention

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

Trademarks

Avaya, the Avaya logo, one-X are either registered trademarks or trademarks
of Avaya Inc. in the United States of America and/or other jurisdictions.

All non-Avaya trademarks are the property of their respective owners.
Downloading Documentation

For the most current versions of Documentation, see the Avaya Support
website:

Contact Avaya Support

See the Avaya Support website: http://support.avaya.com for product notices
and articles, or to report a problem with your Avaya product. For a list of
support telephone numbers and contact addresses, go to the Avaya Support
website: , scroll to the bottom of the page, and select
Contact Avaya Support.

Avaya Inc. declares that the equipment specified in this
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Chapter 1: Introduction

This chapter includes:
e ACCCM overview on page 4
e Key features on page 4
e Installation overview on page 5

e Architecture overview on page 5

ACCCM overview

The Avaya Contact Center Control Manager (ACCCM) system is a centralized operational
administration solution that provides a comprehensive solution for administrators to support day-to-
day operations. ACCCM complements the entire Avaya Contact Center suite by combining and
integrating key management and administration tasks of a wide range of contact center entities.

With the ACCCM system, administrators can unify, streamline, and centralize the management of
Avaya Aura® Contact Center (AACC) operations. In addition, the administrator can track events and
take necessary action to meet customer needs. The ACCCM system is for Avaya customers using
different Avaya Contact Center Business Unit (CCBU) products and solutions. The ACCCM system
integrates with a Unified Communication infrastructure based on Avaya Aura® Communication
Manager and Avaya Aura® Session Manager. ACCCM integrates with and supports operational
administration of Avaya Contact Center suite, including the following:

Avaya Modular Messaging (MM)

Avaya AUDIX Messaging

Avaya Call Management System (CMS)

Avaya I1Q (IQ)

Avaya Aura® Call Center Elite Multichannel (EMC)

Avaya Interaction Center (IC)

Avaya Voice Portal (AVP)

Avaya Aura® Experience Portal (AAEP)

Avaya Proactive Contact (PC)

Avaya Proactive Outreach Manager (POM)

Avaya Aura® System Manager

Avaya Aura® Messaging

Avaya Aura® Session Manager

Avaya Aura® Application Enablement Services

Avaya one-X® Agent (one-X Agent)

Avaya Aura® Workforce Management

Avaya Aura® Contact Center (AACC) with Elite customers who are interested using a blended
environment (Voice on Elite with Multimedia on AACC)

¢ Non-Avaya third-party Workforce Optimization (WFO) solution

Key features

e Centralized management and administration of all contact center applications

e Personalized thin client application interface

e Real-time monitoring and historical analysis of agents, skills, Vector Directory Numbers (VDNSs),
campaigns, and other business data
Visual call flow design and vector management
Role-based permissions and multi tenancy support
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e Full Microsoft Active Directory integration with single sign-on (SSO) functionality

Installation overview

This section describes the steps to complete the installation of the ACCCM server software. ACCCM
is a software only solution. Avaya ships only the ACCCM software. The customer must provide the
necessary server hardware and software to deploy the ACCCM system.

For hardware and software specification, see Chapter 2: Requirements on page 7.

Architecture overview

The ACCCM provisioning server integrates ACCCM with different Avaya products and systems
through various connectors. These connectors are part of the overall solution subject to the type of
active ACCCM connectors made active.

ACCCM uses the system architecture, software integrations, and software components to provide a
multi-channel contact center solution.

The following figure provides an architectural view of the ACCCM solution:
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The High-Level Solution Topology platforms, including all available solution connectors provides a
centralized operational management from a single Web browser portal.

Connectors

Avaya and 2" Party
Systermns
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Layer Components
Web ACCCM Web Interface
ACCCM Web Interface API
Application ACCCM Application Server
ACCCM Provisioning Server
ACCCM Security Engine
Data layer ACCCM Database
ACCCM and third-party systems
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Chapter 2: Requirements

This chapter includes:

Software requirements on page 7

Hardware requirements on page 7

Avaya Voice Portal Connector deployment requirements on page 9
Virtualization support on page 10

ACCCM database sizing on page 10

Software requirements

Operating System

e Windows 2008 Server R2 SP1 for new installation

ACCCM client OS

e Windows XP
e Windows Vista
e Windows 7

Note: ACCCM supports the localized client OS for all languages. You require the OS and
SQL DB English OS language for all servers.

Note: Ensure that the client system supports 1280x1024 pixels or higher resolution to run the
Web browser.

Supported Web browsers

e Microsoft Internet Explorer 8

e Microsoft Internet Explorer 9

Supported database software

The ACCCM server must have one of the following Microsoft SQL servers:
e Microsoft SQL Server 2008 R2 Express

e Microsoft SQL Server 2008 R2 Standard Edition

e Microsoft SQL Server 2008 R2 Enterprise Edition

Hardware requirements

The ACCCM solution is available as:
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e Standalone server deployment

e  Multi server deployment

Standalone server deployments

You can deploy the ACCCM system on a single server that runs all the application servers.
The standalone server deployment includes the database and supports all connector types.

NOTE: The standalone deployment does not include the Avaya Voice Portal connector.

For more information on the Avaya Voice Portal Connector, see Installing the Avaya Voice
Portal connector on page 44.

The following are the two types of standalone server deployment:

e Standard standalone server deployment
e Large standalone server deployment

NOTE: In a single server deployment, you can host the ACCCM database on an external
database server.

Standard standalone server deployment

You can install the ACCCM system on a single server that runs all the application
components including the database, such as, MSSQL Express or Standard Edition. The
number or type of connectors that are used does not affect the server size.

The standard standalone server deployment configuration is suitable in a setup with up to 30
concurrent administrators using ACCCM or up to 6,000 agent seats in a contact center.

The following table lists the minimum hardware requirements for standard standalone server

deployment:
Processor 4 Core CPU (Single Quad Core Processor)
RAM 4GB
Hard disk 80 GB
Network interface controller Single Ethernet NIC

NOTE: In a single server deployment, you can host the ACCCM database on an external
database server.

Large standalone server deployment

You can install the ACCCM system on a single server that runs all the application
components including the database, such as, MSSQL Express or Standard Edition. The
number or type of connectors that are used does not affect the server size. The large
standalone server deployment configuration is suitable in a set up with up to 50 concurrent
administrators using the ACCCM system or up to 30,000 agent seats in a contact center.

The following table lists the minimum hardware requirements for large standalone server
deployment:

Processor 8 Core CPU (Two Quad Core Processor)

8 Installing ACCCM 7.0 May 2013


http://en.wikipedia.org/wiki/Network_interface_controller

RAM

4GB

Hard disk

80 GB

Network interface controller

Single Ethernet NIC

Multi server deployment

The multi server deployment is suitable in an environment where there are special
requirements from the customer IT department.

NOTE: For multi server deployment, contact the Avaya support team before providing the

required hardware to the customer.

ACCCM Web and application server deployment requirements:

Processor Two Quad Core Processor
RAM 4GB
Hard disk 72 GB

Network interface controller

Single Ethernet NIC

ACCCM database server deployment requirements:

Processor Two Quad Core Processor
RAM 4GB
Hard disk 72 GB

Network interface controller

Single Ethernet NIC

Avaya Voice Portal Connector deployment

requirements

Every 1,000 Avaya Voice Portal ports that are using the ACCCM Voice Portal Connector require a
separate ACCCM Voice Portal Connector server. You can allocate the first 1,000 ports to the same

server where the ACCCM software is installed.

9 Installing ACCCM 7.0
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Processor Two Quad Core Processor
RAM 2GB

Hard disk 72 GB

Network interface controller Single Ethernet NIC

Virtualization support

ACCCM support deployments on the following platforms:
e VMware —3.X, 4.X, and 5.0
e Hyper-V

e Xen

ACCCM database sizing

The ACCCM database stores only the configuration data of the ACCCM system. The database size is
between 50MB to 4GB.

If Avaya one-X® Agent Central Management is running in your system, the database size may
increase.

IMPORTANT: You must turn off the transaction log of the database since the ACCCM Sync Service
activity can impact the size of the transaction log.

For more information on database sizing, see the Database Sizing tool. You can download the
Database Sizing tool from the Avaya Support Site.
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Chapter 3: ACCCM installation checklist

As ACCCM interacts with many different products and services, you must plan for a successful
installation. This checklist ensures that all requirements are in place for an error-free installation.

Use the following installation checklist to carry out the deployment:

Task v

Determine how your enterprise wants to deploy ACCCM.

Ensure that all product licenses are in place.

Download the software package from the Avaya support site.

Ensure that the end user and enterprise environments can support ACCCM.

Administer the ACCCM feature on Avaya Aura® Communication Manager.

Determine how you will distribute the ACCCM software to your employees.

Begin the installation process.
Start ACCCM.

©| 00 N| O O | W N| | #H

Complete the initial administration.

NOTE: By default, the ACCCM Web server uses HTTP settings which are unsecured. You must
ensure that all ACCCM Web sites are configured as secured (HTTPS) for ACCCM Web Server after
installing the ACCCM system. For procedure to configure the HTTPS setting, see “Chapter 21:
Configuring the HTTPS support” in Configuring ACCCM.
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Chapter 4: Installing ACCCM

This chapter describes procedures for installing the ACCCM system on Windows 2008 R2 Operating
Systems.

You must complete the following steps for successful installation:
o Prerequisites on page 12
o Installing and configuring IIS on page 12
o Running the ACCCM installation wizard on page 18
o Customizing the Microsoft SQL Server installation on page 38
o Installing the Avaya Voice Portal connector
o Installing the CAM services on page 49
o Installing the EMC website on page 54
o Testing the ACCCM Sphere environment on page 62
o Testing the ACCCM installation on page 59

Prerequisites

Before you install ACCCM, you must complete the following set up on the server:
o Microsoft Windows 2008 R2 SP 1 Installation.
o Microsoft Internet Information Services (11S) for the Web Server component.

o Do not install the Windows updates during the system during the ACCCM installation
process. You can avoid this by either disabling the windows updates or installing all
available updates prior to the ACCCM installation.

o Ensure that the client system supports the minimum resolution of 1280x1024 pixels or
higher to run the Web browser.

NOTE: If you install ACCCM in the C drive of your Operating System, change the permissions of the
Avaya directory and provide full Control to the Network account. In this case, the network account
corresponds to the user for the ACCCM application pool. Other processes use the Service user hame.

Installing and configuring 1S
The ACCCM platform Web portal runs on IIS.

44 g

1. On the server desktop, right-click My Computer and select Manage.
2. Inthe Server Manager dialog box, right-click Roles and select Add roles.

The system displays the following screen:
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3. Inthe Add Roles Wizard screen, click Server Roles.

The system displays the following screen:

Add Roles Wizard

=
! Select Server Roles

Before You Begin Select one or more roles to install on this server,

Server Roles Roles:

Application Server [ Active Directory Certificate Services

Rale Services [] active Directory Domain Services

: . l: Active Directory Federation Services
Confirmation - ) . ) A ;
l: Active Directory Lightweight Directory Services
Progress l: Active Directory Rights Management: Services
Baaile Il > pplication =T

l: CHCP Server
l: LS Server
l: Fax Server
[] File services
[ Hyper-w
[ metwork Policy and Access Services
|: Print and Document Services
|: Remoke Deskkop Services
Web Server (115 (Installed)
[ windows Deployment Services
[ windows Server Updake Services

Maore about server roles

< Previous | Mext = I

Dres
Aol
man
petf
appl
Ente
Fran

4. Inthe Server Roles wizard, perform the following steps:

a. Select Application Server and Web Server (IIS), and click Next.

The system displays the following window if the system does not have the

required components to install the application server:
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hdd Roles Wizard i

=
u Select Server Roles

Before fou Begin

Select one or more roles ko install on this server,

Roles: Descripkion:
Confirmation GRLIEGIEERUIRET] [ x||jervices
tification
Progress o . N ervices
- ; Add features required for Application Server? anage
esults W= F
~ You cannat install Application Server unless the required features are ako instaled. B
Features: Description:
=l MNET Framework 351 Features Microsoft NET Framework 351 combines
NET Framewerk 35.1 the power of the \NET Framework 2.0 APl
. o with hew technologies for building
[ Windows Process Activation Service applications that offer appealing user
Frocess Model interfaces, protect your customers' personal
MET Erwironment identity information, enable seamless and
Confiquiation AP secure communication, and provide the
ORRgUIAtion AF1s ahility ta model a range of business
processes.

Add Required Features I Cancel |

(i) why are these ealures requiied?

More about server roles

< Previous I flexk = | Inist| | Cancel I

You must click Add Required Features to install the missing components
required for the application server. Once the installation is complete, the system
provides the option to select the component.

b. Return to the Server Roles pane, select Web Server (11S) and click Next.

Add Roles Wizard

=
! Select Server Roles

Before You Begin

B

Select one or more roles to install on this server.

Roles: Description:
S . fable,
Application Server [] active Directary Certificate Services WWeb Server (II5) provides a reliable
manageable, and scalable Web
Role Services [] Active Directory Domain Services

application infrastructure.
’: Active Directory Federation Services

[ Active Directory Lightweight Directory Services
Rals Services ’: Active Directory Rights Management Services

Confirmation [¥] application Server

[] DHCP Server

Web Server (115)

Frogress [] DNS server

Resilts ] Fax Server
[ File Services
[ Hyper-y

[] Metwark Policy and Access Services
’: Print and Document Services
|: Remote Deskkop Services

[ windows Deployment Services
[] wWindows Server Update Services

More about server roles

< Previous | et = I Install Cancel

5. Click Next.

The system displays the following screen:
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Application Servel

Eefore You Begin

Server Roles

Role Services

Weh Server (115)
Role Services

Confitrnation

Progress

Resulks

Add Roles Wizard

"

Introduction to Application Server

Application Server hosts and centrally manages applications that interoperate with systems on the nebwark such
as heterogeneous databases, identity management services, security syskems, and Web applications and
services, Application Server also supports developing custom business applications through integrated services
such as the .MET Framewark 3.5.1, COM+, \ieb Server (115) Suppork, and Message Queding.

Things to Note
i Instaling Application Server installs the  MET Framework 3.5.1 by default,
i We recommend that vou install Web Server (II15) Support if wou plan to host distributed applications built
using ASP.MNET or Windows Communication Foundation (WCF),
Additional Information
Owerview of Application Server
Application Server Role Services
Application Server Configurations

< Previous | %axt> I Install Cancel

6. Click Next.

The system displays the following screen:

Select Role Services

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

Server Roles Raole services: Description:

‘Web Server {T15) Support enables
Application Server ta host internal or
external Web sites and Web services
that communicate over HTTP. It
includes support For ASPMET
applications that can be accessed via
a Web browser such as Internet

Application Server [#] \KET Framework 3.5.1

[] com+ Network Access
[C] TP Port Sharing
= l: Windows Process Activation Service Support

L mrme Actwatlol.w o Explorer, and Web services builk using
[ message queuing Activation windows Communication Foundation
[] TCP Activation (WCF).

ResUlts |: Mamed Pipes Ackivation

=[] Distributed Transactions
|: Incoming Remate Transactions
l: Outgoing Remate Transactions
|: WS-Atomic Transactions

‘web Server (I15)

Role Services
Corfirmation

Progress

More about role services

< Previous | Next = I Install Cancel

7. Click Next.

The system displays the following screen:
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Add Roles Wizard

Before You Begin Introduction to Web Server (115}
Sy ks ‘web servers are computers that have specific software that allows them to accept requests from dlient
Application Server through intranets and extranets. The Web Server role includes Internet Information Services (I15) 7.0, a unified

Role Services

Role Services

Web Server (IIS)

computers and return responses to thase requests, Web servers let vou share information aver the Internet, or

‘web platform that integrates 115 7.0, ASP.NET, and Windaws Communication Foundation, IIS 7.0 also features
enhanced security, simplified diagnostics, and delegated administration,

Things to Note
Using Windows System Resource Manager (WSRM) can help ensure equitable servicing of Web server

Confirmation traffic, especially when there are multiple roles on this computer.
Progress i The default installation For the Web Server (115) role includes the installation of rale services that enable
9 wou ko serve static content, make minor customizations {such as default documents and HTTP errars),
Results monitor and log server activity, and configure static content compression.
Additional Information
Overvisw of Web Server (T15
Owerview of Avalable Role Services in 115 7.0
115 Checklists
Camrnon Adrministrative: Tasks in 15
Owerview of WSRKM
< Previous | gk > I Install Cancel
8. Click Next.

The system displays the Role Services dialog box for Web Server.

9. Perform the following steps:

a.

In the Common HTTP Features, select the following components:
¢ Static Content

e Default Document

¢ Directory Browsing

e HTTP Errors

e HTTP Redirection

In the Application Development, select the following components:

e ASP.NET

o NET Extensibility
o ASP

e CGI

ISAPI Extensions
ISAPI Filters

e Server Side Includes

In the Health and Diagnhostics, select the following components:
e HTTP Logging

¢ Logging Tools

¢ Request Monitor

e Tracing

In the Security, select the following components:

¢ Basic Authentication

e Windows Authentication

Installing ACCCM 7.0
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e Request Filtering

e. InPerformance, select Static Content Compression component.

f. In Management Tools, select the following components:

¢ |IS Management Console

¢ 1IS 6 Management Compatibility. Under this field select the following
components:

10. Click Next.

¢ |IS 6 Metabase Compatibility
¢ |IS 6 WMI Compatibility
e |IS 6 Scripting Tools

¢ IS Management Console

The system displays the following screen:

= ) ) .
! * Confirm Installation Selections

EBefore You Begin
Server Roles
Application Server
Role Services
tWeb Server (115)

Role Services

Confirrnation

Progress

Results

To install the Following roles, role services, or features, click Install,

(i) 2 infarmational messages below

'i‘ This server might need to be restarted after the installation completes.

-~ Application Server
NET Framework 3.5.1

~ Web Server (1I1S)
'_i_" Find out more about Windows System Resource Manager (WSRM) and how it can help optimize
~ CPUusage

Web Server
Common HTTP Features
Static Content

Default Document
Directory Browsing
HTTP Errors

Application Developrment
ASP.MET
MET Extensibility
ASP
a1
TSAPT Fytansinns -]

Print, e-rail, or save this information

< Previous | Mgzt = | Canicel

11. Click Install.

The system displays the following installation results:
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Add Roles Wizard

z
! Installation Results

Eefore You Begin X .
The Following roles, role services, or features were installed successhully:

Server Roles

application Server ~| Application Server 0 Installation succeeded

The Following role services were installed:
NET Framework 3.5.1

Role Services

web Server (I15)

Role Services *) Web Server (IIS) 0 Installation succeeded
Confirmation The following role services were installed:
Web Server
el Comman HTTP Features
Results Static Content

Default Document

Direckory Browsing

HTTP Errors
Application Development

ASP.MET

{MET Extensibility

ASP

CGEI

ISAPI Extensions

ISAPI Filkers

Server Side Includes LI

Prink, e-mail, or save the installation report

= Previous Text = | Close I Cancel

12. Click Close to close the installation wizard.

13. Restart the server.

<4<«

Running the ACCCM installation wizard

Prerequisites:

18

o Ensure that the client system supports the minimum resolution of 1280x1024 pixels or
higher to run the Web browser.

o By default, the ACCCM Web server uses HTTP settings which are unsecured. You must
ensure that all ACCCM websites are configured as secured (HTTPS) for ACCCM Web
Server after installing the ACCCM system. For procedure to configure the HTTPS setting,
see “Chapter 21: Configuring the HTTPS support” in Configuring ACCCM.

444

1. From the ACCCM installation CD, double-click the ACCCM installation wizard.

The system starts the installation automatically. If the installation does not begin, you
must run the ACCCM.EXE file from the CD drive.

The ACCCM installation setup writes the log file with the summary of the entire
installation process. You can locate the log file in c:\acccminstaller.log.

NOTE: For installation wizard logging, ensure that you have full administrative rights to
access the server and to create files on the C drive. You must initiate the installation by
choosing the Run as Administrator option.

The system displays the following screen:
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Manager 7.0

Welcome to the Avaya Contact Center Control

The Setup Wizard will install Avaya Contact Center Contral Manager on yvour computer,
Click "Mext" ko continue or "Cancel" to exit the Setup \Wizard.

. Avaya Contact Center Control Manager Setup 7.0

Setup Wizard

AVAYA

= Back I Mext = I Cancel

2. Click Next.
The system displays the

following screen:

Install Mode

Select the Type of Inskall

Avava Contact Center Control Manager Setup

AVAYA

« EXpress - The Express installation will install ACCCH with defaulk

T CUustom - The Custom installation wil allow you ta select which

setkings, including passwords and Folder location, You will nok
be able ko customize anything during khis inskallation.

components ko install, sek the passwords For syskem users,
choose the database names and database location, In case
wou are upgrading fram an older version, choose Cuskom
installation.

Bvaya Inc

< Back. I Mexk = I Cancel

The installation setup offers two types of ACCCM deployments, Express and Custom.

Installation mode

Description

Express

Use the Express installation mode to install a single server
environment, including the SQL Express Database.

This is the default mode that uses a password and the location of
the installation folder on the server. The default location for
express installation is C drive and requires a minimum of 20GB
hard disk space on the system drive.

Installing ACCCM 7.0
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Installation mode Description
For procedure to complete express installation, see Installing
ACCCM in the Express mode on page 20.

Custom Use the Custom installation mode in a High Availability
environment.
With the Custom installation mode, can select the components to
install, set passwords, and select the installation directory.
For procedure to complete custom installation, see Installing
ACCCM in the Custom mode on page 23.

44«
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Installing ACCCM in the Express mode

Perform the following steps if you select the Express mode to complete the ACCCM

installation:

The system displays the following screen:

License Fie

2@ Avaya Contact Center Control Manager Setup E3
License Server Installation AVA o
Enter the detals of the license server

Licerse Server Host

Licerse Server Port

|m:cme.mm

| 35353

Load Licanse

< Back. MNext > Cancel

1. Inthe License Server installation window, perform the following steps:

a. Inthe License Server Host field, enter the host name that runs the license
server. By default, this corresponds to the server name where you are running
the installation wizard.

b. Inthe License Server Port field, enter the license server port number. By
default, the port number is 35353.

You can upload the ACCCM license file, which is an optional step. You can
manually add the license file later.

c. To upload the ACCCM license file, perform the following steps:

a. Click Load License.

b. Browse to the location of the ACCCM license file (license.lic), select the

Installing ACCCM 7.0
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license file, and click Open.

The system closes the dialog box closes indicating the successful upload of the license.

/% Avaya Contact Center Control Manager Setup

1 X
Configure Avaya Contact Center Control Manager AV‘ NyA

Communication Manager Version

Install AACC Integration

System Langauge

Central Logging

fyaya Inc

[s.2 =
lYes _'J
IEnglish EI
lDatabase _':J

Cancel |

2. Inthe Configure Avaya Contact Center Control Manager wizard, perform the following

steps:

a. From the Communication Manager Version drop-down list, select the version of
Avaya Aura® Communication Manager.

The system uses this value as the Default CM Version under the ACCCM System

Parameters.

b. From the Install AACC Integration drop-down list, select the appropriate value.

By default the value is set to Yes. If you do not plan to integrate AACC in this
environment, change the value to No.

c. From the System Language drop-down list, select the language that you want to
install for the ACCCM US.

The default value is set to English.

d. From the Central Logging drop-down list, do one of the following:

Select... If you want the system...
Database to store all system logs in the ACCCM database.
Files to store all system logs on the file system.

3. Click Next.

The system displays the following screen:
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"..T‘Ava'ra Contact Center Control Manager Setup E I

Ready to Install a VA A
The Setup Wizard is ready to beqgin the Avava Contact Center Control

L o | P S

Click "Inskall" to begin the installation. I wou want to review or change any of vour
installation settings, click "Back”. Click "Cancel” ko exit the wizard.

Swaya lnc

< Back. I Install I Cancel

4. Inthe Ready to Install wizard, click Install to begin the installation.
(Optional) Review the installation settings by clicking Back.
6. Click Install to start the installation.

The system begins the installation process. The installation process takes between 10
minutes to an hour depending on the components you choose to install.

%Avaya Contact Center Control Manager Setup E

Installing Avaya Contact Center Control Manager AV‘ \yA

Flease wait while the Setup Wizard installs Avava Contact Center Contral Manager.
This may take several minutes.

Skatus: Installing prerequisite software

Ayaya Inc

= Back Mext =

NOTE: During the ACCCM installation process, the system might prompt you with a
security warning window to approve the prerequisite installation. You must accept the
installation by clicking the Run button.
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Open File - Security Warning E

Do you want to run this file?

@ Mame: CiiinstallinstallidothetFx40 Full x86 x64.exe
Fublisher: Microsoft Corporation
Type: Application
From: C:hinstalllinstalidothetFxz40_Full_x86_xf+ exe

Fun | Cancel I

¥ Always ask before opening this file

Ca While files fram the Internet can be useful, this file type can
1’* patentially harm vour computer. Only run software from publishers
= you trust. what's the risk?

Once the wizard completes the installation, the system displays the following screen:

’.@Avara Contact Center Control Manager Setup E I

Completing the Avaya Contact Center Control
Manager Setup Wizard

Click the "Finish" bukton to exit the Setup Wizard.

AVAYA

= Back: I Finish I Zancel

7. Click Finish to complete the ACCCM installation.

To verify the ACCCM installation, see Testing the ACCCM installation on page 59.

<4<«

Installing ACCCM in the Custom mode

Perform the following steps if you select the Custom mode to complete the ACCCM
installation in section.

The system displays the following screen if you select the Custom installation mode:
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/% Avaya Contact Center Control Manager Setup

Installation Type

Select the Type of Deplovment

Inskallation Type

Mew Installation

Mew Installation

%" Standard

™ High Awvailability

Ayaya Inc

Upgrade From 6.1
Upgrade from 6.2
Upgrade from 6.3
Upgrade from 6.3.1 or 6.3.2

< Back I Mext = I Cancel

The Custom installation mode offers the following options:

Field Name

Values

Description

Installation Type

New Installation

Select this option for a new
environment.

Upgrade from 6.1
Upgrade from 6.2
Upgrade from 6.3
Upgrade from 6.3.1 or 6.3.2

Select the appropriate option
to the existing ACCCM version
installed on the server.

Standard

Select the Standard mode if
you are installing a standard
ACCCM environment.

High Availability

Select the High Availability
mode if you are installing a
High Availability environment.

NOTE: This guide provides installation steps for Standard installation. For High
Availability installation steps, see Deploying ACCCM in the High Availability mode.

8. Select Standard and click Next.

If the installation already exists, remove the prerequisite installation by clearing the

selection on the corresponding prerequisite component.

IMPORTANT: The wizard uses the SQL Server setup as a default installation. If you do
not install the SQL Server setup as part of the ACCCM installation wizard and use the
existing SQL Server in the environment.
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-'g Avaya Contact Center Control Manager Setup Ed I
Prerequisites ﬁ VA a
The Following Prerequistes are missing from your server:

Natme | Required | Found
Microsoft Sitverlight 3.0 3.0 or higher  3.0.5010...
Microsoft MWC Installed
[¥] .NET Framewark 4.0 Installed

SQL Server 2008 Express R2 10,50 or hi...  10.50.16...

1| { B
Avaya [nc
< Back I Mext = I Cancel |

By default, the system checks for preinstalled components as prerequisites. If the
prerequisite installation components exist in the system, then the installation wizard skips
the installation of existing prerequisite installation setup. If one or more component is
missing, then the installation wizard installs the missing components as part of the
installation process.

':hAva\ra Contact Center Control Manager Setup

Prerequisites o V ﬁ ﬁ
Thie Following Prerequistes are missing from your server:

Mame | Required Found Action
Micrasoft Sikvedight 3.0 3.00r higher  3.0.5010...
[+ ] Microsaft MyC
JHET Framework 4.0 Installed
ESQI. Server 2008 Express R2 10.50or bi,., 10.50.16,..
4| | H

<Back|Mead>| Canl:ell
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The system installs the following prerequisites as part of the ACCCM 7.0 installation

wizard:

Prerequisite

Required for component Comments

Microsoft
Silverlight 3.0

Visual Phone

Select this component if you want
to browse the Visual Phone
website from the ACCCM server.

Microsoft MVC

Avaya one-X Agent
Administration

Select this component if you are
installing the Avaya one-X® Agent
administration.

.NET Framework
4.0

Avaya one-X Agent
Administration

Select this component if you are
installing the Avaya one-X® Agent
administration.

SQL Server 2008

Not mandatory

Select this component if you are

Express R2 installing a single ACCCM server
with the database.
KB2468871 ACCCM Web Portal Select this Microsoft KB for .NET

update.

Java Runtime

Sphere

Select this if you are installing
Sphere.

9. Click Next.

The system displays the following screen:

Flease Select Services ko inskall

A% Awaya Contact Center Control Manager Setup

x|
Avaya Contact Center Control Manager Services a v o yA

(= Databaszes
= Swstem Services
= ‘Weh Sites

7<= Voice Portal
(= Prerequisites
75 = Tools
75 = one-¥ Agent CAM
= API
(_a~ Sphere
fvawa Inc

< Back I Mext = I Cancel
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The components are grouped into the following groups:

Group Component Description Installed
by
Default
Databases ACCCM Database ACCCM Database stores Yes
ACCCM system configuration.

ACCCMAVP ACCCMAVP Yes

Database Database stores the Avaya
Voice Portal database.

ACCCMONEXDB ACCCMONEXDB Database Yes

Database stores the Avaya one-X
application database.

ACCCMSPHEREETL | ACCCMSPHEREETL Yes

Database Database stores the ACCCM
Sphere Analytics database.

ACCCMSYNC ACCCMSYNC Database Yes

Database synchronizes database
between CM and ACCCM.

System Services | Provisioning Server The Provisioning server Yes
provisions components from
ACCCM with different Avaya
systems.

Schedule Server The Schedule server provides | Yes
option to schedule tasks in
ACCCM.

License Server The License server ensures Yes
licensing of ACCCM.

Active Directory The Active Directory Yes

Synchronizer Synchronizer tool integrates
with Active Directory and
allows user, agent, and
extension provisioning from
Active Directory into ACCCM.

Audit Log Service The Audit Log Service tool is Yes
responsible for all auditing
within ACCCM.

Importer The Importer tool imports Yes
users, agents; skills, VDNSs,
and extensions from excel files
into ACCCM.

Synchronizer The Synchronizer Yes
synchronizes information from
CM to ACCCM.

Vector Auditing The Vector Auditing tool is Yes
used for vector auditing and
verification.

MM Connector The Modular Messaging Yes
Connector.

HA Service High Availability Service gets No
installed only when ACCCM is
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Group Component Description Installed
by
Default
in the HA mode.
Notification Server Notification Server checks for | Yes
email notifications from the
license tracker.
Tracer Service Tracker Service lists the trace | Yes
actions that are performed
from ACCCM.
SNMP Agent SNMP Agent handles the Yes
SNMP activity in ACCCM.
License Tracker License Tracker tracks Yes
licenses and traffic.
Log Server Log Server is the Central Log Yes
server.
Web Sites ACCCM Web ACCCM Web is the main user | Yes
. interface of ACCCM.
Voice Portal
ACCCM Visual ACCCM Visual Vectoring is a Yes
Vectoring vector management tool.
ACCCM Visual ACCCM Visual Phone is a Yes
Phone visual management of
extensions.
ACCCM Schedule ACCCM Schedule Server Yes
Server allows scheduling of tasks.
ACCCM Audit Log ACCCM Audit Log allows Yes
viewing of audit log results.
ACCCM POM ACCCM POM provides Avaya | Yes
Proactive Outreach Manager
administration capabilities.
ACCCM EMC ACCCM EMC Integration No
Integration provides the EMC
administration capabilities.
You require this component
only during the EMC
integration.
ACCCM ACCCM Conversation Sphere | Yes
Conversation Sphere | is a visual tool for call flow
management.
Voice Portal Voice Portal Web The Voice Portal Web Yes
component used only during
the Avaya Voice Portal
integration. The component
provides the user interface for
Avaya Voice Portal
administration.
Voice Portal This component stores all the | Yes
Configuration configuration of the Avaya
Database Voice Portal Connector. Use
this component only for Avaya
Voice Portal integration.
Installing ACCCM 7.0 May 2013
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Group Component Description Installed
by
Default
Voice Portal Voice Portal Connector is a Yes
Connector Web services API that is used
by the ACCCM reusable
modules. Use this component
only for Avaya Voice Portal
integration.
Prerequisites Microsoft Silverlight Use this component only if you | Yes
3.0 plan to browse to the Visual
Phone Website from the
ACCCM server.
Microsoft MVC Use this component only if you | Yes
plan to install the Avaya one-X
Agent CAM.
.NET Framework 4.0 | Use Framework 4.0 only if you | Yes
plan to install the Avaya one-X
Agent CAM.
SQL Server 2008 R2 | Use this component if you Yes
Express install ACCCM on a single
server.
Avaya one-X Avaya one-X This component is Web Yes
Agent CAM Management Web administration for Avaya one-X
site Agent configuration.
Avaya one-X Agent This component is a Web Yes
configuration service | service for Avaya one-X Agent
client authentication.
Avaya one-X Agent This component stores all the | Yes
database Avaya one-X Agent
configuration data.
Sphere Sphere Search This component performs Yes
Engine Sphere search for ACCCM
environment.
Sphere Analytics This component performs Yes
Sphere search for CMS/IQ.
Log Server This component is the Central | Yes
Infrastructure Log server infrastructure.
Sphere ETL This component synchronizes | Yes
information from CMS/IQ into
ACCCM for the indexing
process.

10. Select the required components from the window and click Next.

NOTE: This section covers installation steps for standard installation of the default
components. Other component installation, Avaya Voice Portal and Avaya one-X® Agent
are described separately in this guide.

For Avaya Voice Portal, see Installing the Avaya Voice Portal connector on page 44.

For Avaya one-X Agent, see Installing the CAM services on page 49.

11. Click Next.
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The system displays the following screen:

%@ Avaya Contact Center Control Manager Setup E3 |

Install Microsoft SQL Server Express 2008 a V o A
Enter the server details
SOL Installation I Defaule j
0L Instance Mame I MSSCLSERVER
SA PASSWORD |
Avaya lnc
< Back, I Mexk = I Cancel |

IMPORTANT: You must first determine how you want to install the Microsoft SQL Server
on the ACCCM server. If you are not using the SQL Server installation setup as part of
the installation wizard, skip the step and see Customizing the Microsoft SQL Server
installation on page 38.

12. In the Server Log-in window, perform the following steps:

a. From the SQL Installation dropdown list, select one of the following options:

Choose... | To...

Default perform a silent installation of SQL Server based on the default
values.

Custom modify the values during the installation of SQL Server. For
installing and configuring SQL Server, see Customizing the
Microsoft SQL Server installation on page38.

By default, the ACCCM wizard uses the MSSQLSERVER as the instance name
in the SQL Instance Name field.

If you select the Default installation for SQL Server, the system disables the field.
You cannot modify the value in the SQL Instance Name field. However, if you
select Custom as the installation of SQL Server, you can change the instance in
the SQL Instance Name field name during the installation.

b. Inthe SA Password field, enter the password of the SA user that manages the
SQL Server.

c. Note down the password for later use during the installation process.
13. Click Next.

The system displays the following screen:
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".:'Avara Contact Center Control Manager Setup E

S0L Database a v o A

Configure SOL Connection to waur SQL Server

Server: | ACCME10A1

Pork: I 1433
Isernarme: I za
Password: I [ —
Ay awa Inc
< Back I Mext = I Cancel

If you select the Default option for installation of SQL Server with ACCCM the values in
the SQL Database dialog box appears automatically. If you select the Custom option for
installation of SQL Server, then you must re-enter the details.

14. In the SQL Database window, perform the following steps:

a. Inthe Server field, enter the host name or the IP address of the server that hosts
the SQL Server.

By default, the system uses the host ACCCM server address. If you use a
database instance, enter the instance name. For example, enter the database
name as acccmsServer\sglinstance.

NOTE: The ACCCM default SQL Server installation does not install a special
instance. Therefore, the value must be the server name or the IP address.

b. Inthe Port field, enter the port number of SQL Server.
The SQL Server uses 1433 as the default port.

c. Inthe Username field, enter the database user name that is used to connect to
the SQL Server.

You must use SA as the user name. If you do not have the SA user, you must
use a user that has dbo access rights on the master database.

d. Inthe Password field, enter the password of the user.
15. Click Next.

The system displays the following screen:
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"..anvara Contact Center Control Manager Setup E |
Avaya Contact Center Control Manager Database a VA A
Enter the details of the ACCCM database

ACCCM DB Mame | ACCCH

DE Usernarne I accem

Passwaord I

ayava Inc

< Back I Mext = I Zancel

16. In the Avaya Contact Center Control Manager Database dialog box, perform the following
steps:

a. Inthe ACCCM DB Name field, enter the name of the ACCCM database that the
system creates as part of the installation.

By default, the database name is ACCCM.
b. Inthe DB Username field, enter the name of the ACCCM database user.

The ACCCM application server uses this user id to access ACCCM database. By
default the user name is ACCCM. You must change the database name as there
could be multiple users with same database name.

c. Inthe Password field, enter the password of the database user.
17. Click Next.

The system displays the following screen:
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fanvava Contact Center Control Manager Setup E I
Avaya Contact Center Control Manager Sync Database a VA A
Enter the details of the Syncronizer Database

Syncronzier DB Mame I ACCCMSYMC

CE Username I acccmsync

DB Password I

Sy aya Inc

Cancel |

18. In the Avaya Contact Center Control Manager Sync Database dialog box, perform the
following steps:

a. Inthe Synchronizer DB Name field, enter the name of the ACCCMSYNC
database as part of the installation.

By default, the sync nhame is ACCCMSYNC.
b. Inthe DB Username field, enter the name of the ACCCMSYNC database user.

The ACCCMSYNC application server uses this user id to access ACCCM
database. By default the user name is ACCCMSYNC. You must change the
database name, as there could be multiple users with the same sync name.

c. Inthe DB Password field, enter the password of the database user.
19. Click Next.

The system displays the following screen:
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"..:o.n.vara Contact Center Control Manager Setup !El E I
Select Installation Folder g VA A
This is the Folder where Avaya Contack Center Control Manager will be i :

To install in this folder, click "Mext", Toinstall to a different Folder, enter it below or click
"Browse",

Folder: I,'C:'I,F'rugram Files {x86hAvayalbvaya Contact Center Control Manag Browse, .. |

Byaya Inc

< Back I Mext = I Cancel

20. In the Select Installation Folder window, select the location path to install the ACCCM
components and click Next.

The system displays the following screen:

"..a.ﬂwara Contact Center Control Manager Setup E
Provisioning Server Installation a V ﬁ e
Enter the details of the Provisioning Server

Provisioning Server Hosk I ACCMEL QA1

Prowvisioning Server Paork I 35351

Ayaya Inc

< Back I Mgk = I Cancel
L4

21. In the server installation directory window, perform the following steps:

a. Inthe Provisioning Server Host field, enter the host name that runs the
provisioning server. By default, this corresponds to the server name where you
run the installation wizard.

b. Inthe Provisioning Server Port field, enter the provisioning server port number.
By default, the port number is 35351.

22. Click Next.

The system displays the following screen:

Installing ACCCM 7.0 May 2013



35

%0 Avaya Contact Center Control Manager Setup
License Server Installation a V 5 D
Enter the details of the license server

License Server Host |p,.c._jme;|@:.,;|
License File Load Licenss

< Back, Next > Cancel

23. In the License Server installation window, perform the following steps:

a. Inthe License Server Host field, enter the host name that runs the license
server. By default, this corresponds to the server name where you run the

installation wizard.

b. Inthe License Server Port field, enter the license server port number. By

default, the port number is 35353.

You can upload the ACCCM license file, which is an optional step. You can add

the license file later manually.
c. To upload the ACCCM license file, perform the following steps:

a. Click Load License.

b. Browse to the location of the ACCCM license file (license.lic),

license file, and click Open.

The system closes the dialog box indicating the successful upload of the license.

24. Click Next.

The system displays the following screen:
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',oﬂwaya Contact Center Control Manager Setup m

Importer Service Installation
Enter the details of the Importer

Importer Host I ACCME1QAL

Importer Port 135352

< Back | Next > I Cancel

25. In the importer server installation window, perform the following steps:

a. Inthe Importer Host field, enter the host name that runs the importer server. By
default, this is the server name where you run the installation wizard.

b. Inthe Importer Port field, enter the importer server port number. By default, the
port number is 35352.

26. Click Next.

The system displays the following screen:

Awvava Contact Center Control Manager Setup
Configure Avaya Contact Center Control Manager t NV‘ NyA
Comrmunication Manager Yersion I 5.7 j
Install AACC Integration I Yes j
Systemn Langauge I En_us j
Cenkral Logging I Database j

Bvaya Ine
< Back I Mext = I Cancel

27. In the Configure Avaya Contact Center Control Manager dialog box, perform the following
steps:

a. From the Communication Manager Version drop-down list, select the
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appropriate Avaya Aura® Communication Manager version.

The system saves this value as the default Avaya Aura® Communication

Manager version under the System Parameters of ACCCM. You can change this

value after the installation from the ACCCM Ul in the System Parameters tab.

a. From the Install AACC Integration drop-down list, select the appropriate value.

By default, the value is set to Yes. If you do not plan to integrate AACC in this
environment, change the value to No.

b. From the System Language drop-down list, select the language that you want to

install for the ACCCM UI. By default, the system language is set to English.

c. From the Central Logging drop-down list, do one of the following:

Select...

To...

Database

store all system logs in the ACCCM database

Files

store all system logs on the file system.

28. Click Next.

The system displays the following screen:

".ﬂnvaya Contact Center Control Manager Setup E I

Ready to Install

[ L e [P R

The Setup Wizard is ready to begin the Avava Contact Center Control

AVAYA

Click "Install" ko begin the installation, IF wou wank ko review or change any of wour
installation settings, click "Back”. Click "Cancel" to exit the wizard.

Awaya Inc

< Back I Inskall I Cancel

You can review or change the installation settings by clicking Back.

29. Click Install to begin the installation.

NOTE: During the installation process, the system may prompt you with a security

warning window to approve the prerequisite installation. Accept the installation by clicking

Run.

Installing ACCCM 7.0

May 2013




Open File - Security Warning E I

Do you want to run this file?

F f Mame: CihinstalliinstalldotMetFx40 Full x86 x64.exe

Publizher: Microsoft Corporation

Type: Application
Fram:  C:hinstalllinstalldotMetFx40_Full_x86_x6d.exe

Fun | Cancel I

¥ Always ask befare opening this file

I | While files from the Internet can be useful. this file type can
l'q potentially harm wour computer. Only run software from publishers
=0 pou trust, What's the risk?

The installation process can take between 10 minutes to an hour, depending on the
components that you have chosen to install.

Upon successful installation, the system displays the completion window.
30. Click Finish to close the installation wizard.

To verify the ACCCM installation, see Testing the ACCCM installation on page 59.

<4<«

Customizing the Microsoft SQL Server installation

With the Custom SQL Server installation, you can configure the SQL Server settings during
the installation process. You can also install the SQL Server setup manually from the
ACCCM Installation CD.

Perform the following steps if you select the Custom option during the SQL installation
process:

>> >

The system displays the following window, if you select Custom from the Microsoft SQL
Server option.

The system begins the installation package and displays the SQL Server Installation

wizard.
Extracting Files B

E«tracting File: sk 0701 _p
To Directary: o heB0105ad0309cBb023aE0Efeecd20h

While extracting the files, the system might display the following screen:
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Microsoft SOL Server 2008 R2 Setup

B 50U Server 2008 RZ setup requires Microsoft MET Framewark and
' an updated Windows Installer to be installed.

To enable the .MET Framework Core role, click O, To exit Setup,
click Cancel,

Ok I Cancel

1. Click OK.

2. Navigate to the ACCCM Installation CD, locate the SQL Server setup, and click the SQL
Server setup.

NOTE: If you select the Custom option during the installation process, the system begins
the installation package automatically and displays the SQL Server Installation wizard.

% 50L Server Installation Center M=

Planning £ 2 I Hardware and Software Requirements

Installation ‘Wiew the hardware and software requirements.,

Maintenance :|y,  SECUMity Documentation
Tl ‘Wiew the security documentation.
Resources Hgn Online Releass Mates
Advanced ‘Wiew the latest information about the release.
Cptions .u) Syskem Configuration Checker
Launch & taal ka check Far conditions that prevent & successful SGL Server installation.
Install Upgrade Advisar
Upgrade Advisor analvzes any SQL Server 2005 ar SGL Server 2000 components that are installed
and identifies issues to Fix either before or after vou upgrade ko SQL Server 2008,

online Installation Help
Launch the onling installation documentation.

Read instructions on how to get started with SQL Server 2008 Failover clustering,

Upgrade Documentation

Wiew the document about how to upgrade ko SOL Server 2008 From SOL Server 2000 or SQL Server
2005,

i
s %I How ko Get Started with SQL Server 2008 Falover Clustering

\}_ED g‘("i)wf Serverzo08

On the left pane of the SQL Server Installation wizard, click Installation.

4. Select New SQL Server stand-alone installation or add features to an existing
installation.

The system begins the installation process and displays the following screen:
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Setup Support Rules

Setup Support Rules identify problems that might occur when you install SGL Server Setup support: files, Failures must be corrected
before Setup can continue,

W 50L Server 2008 Setup =] B3

Setup Support Rules Rule check in progress...

Shiow details = Re-rum

(a4 I Zance| Help

A
5. Select | accept the license terms and click OK.
The system displays the following screen:
% SOL Server 2008 Setup =]
License Terms
To install SQL Server 2008, you must accept the Microsoft Software License Terms.
Product Key -
License Terms MICROSOFT SOFTWARE LICENSE TERMS
Setup Support Files
MICROSOFT SQL SERVER 2008 EXPRESS EDITION
These license terms are an agreement between Microsoft Corporation (or based on where you
live, one of its affiliates) and you. Flease read them, They apply to the software named
above, which includes the media on which you received it, if any, The terms also apply o any
IMicrosoft
e updates,
*  supplements,
e Internet-hased services, and
e suppart services
for this software, unless other terms accompany those items. If so, those terms apply.
BY USING THE SOFTWARE, ¥0OU ACCEPT THESE TERMS. IF ¥'OU DO NOT ACCEPT THEM,
DO WOT USE THE SOFTWARE. LI
=
Copy  Print
[¥ 1 accept the license terms.
< Back | I\S.Iext = | Cancel
&

6. Click Next.

The system displays the following screen:

Installing ACCCM 7.0

May 2013



W% SOL Server 2008 Setup

Setup Support Files

Click Install to install Setup Support files, To install or update SQL Server 2008, these files are required.

Product Key The following components are reguired far SOL Server Setup:
\aEe TS Feature Name \ Status ‘
Setup Support Files Setup Support Files ‘ ‘

< Back | N nstall | Cancel

A

7. Click Install.

8. Inthe Feature Selection window, select all features and the installation location and click
Next.

The system displays the following screen:

% 50L Server 2008 R2 Setup =
Feature Selection

Select the Express with Advanced Services features to install,

Sebup Support Rules Features: Description:

Feature Selection

Installation Rules

Instance Configuration

Database Engine Services
SGL Server Replication

Server features are instance-
aware and have their awn
registry hives, They support

Shared Features multiple instances on a computer.
Management Tools - Basic
5GL Client Connectivity SDK

Redistributable Features

Disk Space Requirements
Server Configuration
Database Engine Configuration
Error Reporting

Installation Configuration Rules
Installation Progress

Complete

Select All Unselect Al

Shared feature directory:

IC:\Program FilesiMicrasoft SQL Server), |

Shared feature directory (xBaM: IC:\Program Files (x&a0Microsaft QL Server

< Back | Mext = | Cancel | Help |
x A

9. Select Default instance and select the location to store the instance.

The system displays the following screen:
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W% SOL Server 2008 Setup

Instance: Configuration

Specify the name and instance ID For the SQL Server instance,

Setup Support Rules

Feature Selection

Instance Configuration
Disk Space Requirements
Servet Configuration
Database Engine Configuration
Error and Usage Reporting
Installation Rules

Ready to Instal

Installation Progress

" Default instance

" Mamed instance:

ISQLExprEss

Instance ID:

IMSSQLSERVER

Instance rook direckory: IC:\PrUgram FilesiMicrosoft SGL Server

SGL Server directory:

Installed instances:

C:\Program Files\Microsoft SOL ServeriM3SOLL0,MSSQLSERVER

Complete
Instance | Features | Edition | Wersion | 1nstance 1D
< Back Mext = Cancel Help
A
10. Click Next.
The system displays the following screen:
% SOL Server 2008 R2 Setup =]
Server Configuration
Specify the service accounts and collation configuration,
Setup Support Rules Service Accounts | Collation |
Feature Selection
Installation Rules Microsoft recommends that you use a separate account For each SQL Server service,
Instance Configuration Service Account Marme Password | Startup Type
Disk Space Reguirements SQL Server Database Engine NT AUTHORITY\METWOR. .. Autamatic
Seryer Configuration SOL Server Browser NT AUTHORITYILOCAL 5.,
Database Engine Canfiguration
Error Reporting
Instsllation Configuration Rules Use the same account For all SQL Server services
Installation Progress
Complete
< Back | Mext >r | Cancel | Help |
A

11. In the Server Configuration window, activate SQL Server Browser by changing the
Startup Type to Automatic.

12. Click Next.

The system displays the following screen:
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W SOL Server 2008 Setup H[=]

Database Engine Configuration

Specify Database Engine authentication security mode, administrators and data directories,

Setup Suppart Rules Account Provisioning | Data Directories I User Instances | FILESTREAM

Feature Selection

T Specify the authentication mode and administratars For the Database Engine.

Disk Space Requirements Authentication Made

Sy TR " Windows authentication mode

Database Engine Configuration
g L i+ Mixed Made (SQL Server authentication and Windows authentication)
Error and Usage Reporting

Installation Rules Built-in SQL Server system administrator account

Ready to Instal Erter password:  [es

Installation Progress
¥ Confirm password: |uuuu.

Complete

Specify SOL Server administrators

SQL Server administratars
have unrestricted access to
the Database Engine,

Add Currenk User | Add... | Remove |

< Back | Mext = | Cancel | Help |

4

13. In the Database Engine Configuration window, perform the following steps:

a. Select Mixed Mode (SQL Server authentication and Windows authentication)
as the authentication mode for both SQL Server and Windows.

b. Inthe Enter password field, enter the password of the SA database
administrator.

c. Inthe Confirm password field, confirm the password.

Note: You must note down this password for later use during the database
administration.

d. Click Add Current User to add a Windows administrative account for SQL
Server user.

14. Click Next.

W SOL Server 2008 Setup =] B3
Error and Usage Reporting

Help Micrasoft improwe SOL Server Features and services.

Setup Support Rules

Feature Selection

Instance Configuration

Disk Space Requirements
Server Configuration

Database Engine Configuration
Error and Usage Reporting
Installation Rules

Reeady to Install

Installation Progress

Complete

Specify the information that you would like to automatically send to Micrasoft to improve future releases of SQL
Server, These settings are optional, Microsoft treats this information as confidential, Microsaft may provide
updates though Microsoft Update ta modify Feature usage data. These updates might be downloaded and
installed on your machine automatically, depending on your Automatic Update settings.

Wiew the Microsoft palicy For SOL Sepver privacy and data collection.

Read more about Microsoft Updste and Automatic Updats.

Il Send windows and SQL Server Error Reports to Microsaft or your corporate report server, This setting only
applies to services that run without user interaction,

Send feature usage data to Microsoft. Feature usage data includes information about your hardware
configuration and how you use Microsoft software and services,

< Back | N1\§t> I Cancel Help
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15. Click Next.

The system begins the installation process and displays the following screen:

Installation Progress

Setup Support Rules

Feature Selection

Instance Configuration

Disk Space Requirements
Server Configuration
Database Engine Configuration
Error and Usage Reporting
Installation Rules

Ready to Install

Installation Progress

Complete

Performing Windows Installer actions.

Install_sql_common_core_Cput4_Action : INSTALL,

Mext = I Cancel Help

Complete

Your SQL Server 2008 installation completed successFully,

Y
16. Click Close to exit the installation wizard.

The system displays the following screen:

% 5QL Server 2008 Setup M=l

Setup Support Rules

Feature Selection

Instance Configuration

Disk Space Requirements
Server Configuration
Database Engine Configuration
Error and Usage Reporting
Installation Rules

Ready to Install

Installation Progress

Complete

Summaty log file has been saved to the Following location:

C:\Program Files\Microsoft SQL Server\1004Setup Bootstrapilogh20110320 155727
1Summary ACCMEITNSTALLL 20110320 155727 bkt

Information about the Setup operation or possible next steps:

l,;’) Your SQL Server 2008 installation completed successfully.

Supplemental Information:

The Following notes apply ko this release of S0L Server anly, -
Microsoft Update

For information about how ko use Microsoft Update to identify updates For SOL Server 2008, see the Microsoft
Update teb site <http://go. microsoft. com{fwlink/FLinkId=108409> at http: {Ygo. microsoft.comyfulinky?LinkId=
105409,

Reporting Services

The Reporting Services installation options that you specified in Setup determine whether additional configuration

is required before you can access the report server. If you installed the default configuration, the report server LI

Cloge Help |

4
444«
Installing the Avaya Voice Portal connector
444
44  Installing ACCCM 7.0 May 2013



1. From the ACCCM installation CD, double-click the ACCCM installation wizard.

The system displays the following screen:

’.@Avaya Contackt Center Control Manager Setup E

Welcome to the Avaya Contact Center Control
Manager Setup Wizard

The Setup Wizard will allow vou to change the way Avava Contact Center Control Manager
features are installed on your computer ar even bo remove Avaya Contack Center Conkral
Manager From your computer, Click "Mext" to continue or "Cancel” ko exit the Setup
Wizard.

AVAYA

% Bach I Mext = I Cancel

2. Click Next.
The system displays the following screen:

‘.@Avara Contact Center Control Manager Setup E I

Modify, Repair or Remove installation a V o A
Select the operation wou wish to perform,

- Modify
= 4 Allows users ba change the way Features are installed.
Remove
_-1' Removes fvava Contack Center Contral Manager From wour
i campiker.

Ayaya Inc

< Back Mext = Cancel

3. Click Modify.

The system displays the following screen:
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"..T'Ava'ra Contact Center Control Manager Setup E

Custom Setup a VA e
Select the way vou want Features to be installed.
Click on the icons in the tree below to change the way Features will be installed.
(&=d~ System Services =1 | ¥oice Portal Conneckor
75 = Web Site
=
= I"'ID!CE Partal WEh_ ) This Feature requires OKE on vour
(/= Woice Portal Configuratic hard drive. TF has = of 3
(/= Woice Portal Connectar subfeatures selected. The
# = Prereguistes Y subfeatures require 8520KE on wour
1| | » hiard drive.
By aya Inc
Reset Disk Usage < Back | Mext = | Cancel
Lag

4. Inthe Custom Setup window, select the Voice Portal components.

The system displays the following screen:

‘.’.@.ﬁ.vava Contact Center Control Manager Setup

S0OL Database a VA A
Configure S5L Connection to your SOL Server

SErver: I accmelgal
Park: I 1433
Usernams; I s
Password: I [
ACCCM DB | acccmavp|
v awa Inc

< Back I Mext = I Cancel

5. Inthe SQL Database window, perform the following steps:

a. Inthe Server field, enter the host name or the IP address of the server that hosts
SQL Server.

By default, the system uses the host ACCCM server address. If you are using a
database instance, enter the instance name. For example, enter the database
name as acccmsServer\sglinstance.

NOTE: The ACCCM default SQL Server installation does not install a special
instance. Therefore, the value must be the server name or the IP address.
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b. Inthe Port field, enter the port number of SQL Server. The SQL Server uses 1433
as the default port.

c. Inthe Username field, enter the database user name that is used for connecting
to SQL Server.

You must use SA as the user name. If you do not have the SA user, you must
use a user that has dbo access rights on the master database.

d. Inthe Password field, enter the password of the user.
e. Inthe ACCCM DB field, enter the name of the ACCCM database.

The database name is the original database you created for ACCCM application.
By default, the database name is ACCCM.

6. Click Next.

The system displays the following screen:

"..a'ul'uice Portal Connector E
¥oice Portal Connector Configuration E VAyA
Database Server I accmblgal
Part | 1433
Database Name I ACCCMAYE
Database User I ACCCMAYE
Passward I sesnsenne
Ayaya Inc
< Back Mext = Cancel

7. Inthe Voice Portal Connector Configuration window, perform the following steps:

a. Inthe Database Server field, enter the host name or the IP address of the server
that hosts SQL Server.

By default, the system uses the host ACCCM server address. If you are using a
database instance, enter the instance name. For example, enter the database
name as acccmServer\sglinstance.

NOTE: The ACCCM default SQL Server installation does not install a special
instance. Therefore, the value must be the server name or the IP address.

b. Inthe Port field, enter the port number of Avaya Voice Portal Configuration
database. The Avaya Voice Portal Configuration uses 1433 as the default port.

c. Inthe Database Name and Database User fields, enter the database user name
that is used for connecting to Avaya Voice Portal Configuration connecter. By
default, the database name and database user is ACCCMAVP.

d. Inthe Password field, enter the password of the user.

The database name is the original database you created for ACCCMAVP. By
default, the database name is ACCCMAVP.

8. Click Next.
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The system displays the following screen:

L R L E

‘:anvara Contact Center Control Manager Setup I

Ready to Install a VA A
The Setup Wizard is ready to begin the Avaya Contact Center Control

Click. "Install* to beqin the installation. IF vou want to review or change any of vour
installakion settings, click "Back”, Click "Cancel" ko exit the wizard.,

fvaya Ine

< Back. I Ipstall I Cancel
iy

You can review or change the installation settings by clicking Back.
9. Click Install to begin the installation.

The system displays the following screen:

<4<«

’.@Avava Contact Center Control Manager Setup
Completing the Avaya Contact Center Control
Manager Setup Wizard
Click the "Finish” button to exit the Setup Wizard.

= Back I Finish I Zancel
10. Click Finish to complete the installation.
May 2013
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Installing the CAM services

Perform the following steps to install the CAM services using the ACCCM installing setup:
Prerequisites
o Ensure that .NET Framework 4.0 is installed.

o Microsoft MVC is installed using the ACCCM installation wizard.

>> >

1. From the ACCCM installation CD, double-click the ACCCM installation wizard.

The system displays the following screen:

%Ava‘ra Contact Center Control Manager Setup E |

Welcome to the Avaya Contact Center Control
Manager Setup Wizard

The Setup Wizard will allow wau to change the way fvava Contack Center Control Manager
features are installed on vour computer or even to remove Avava Contack Center Control
Manager From vour computer, Click "Mext" to continue or "Cancel" to exit the Setup
Wizard.

AVAYA

< Back: I Mext = I Cancel

2. Click Next.

The system displays the following screen:
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"..g.n.vaya Contact Center Control Manager Setup

Maodify, Repair or Remove installation

Select the operation vou wish ko perfarm.

AVAYA

wac
il

Modify

3

Remove

Allows users bo change the way Features are installed.

Removes Avaya Contact Center Conkrol Manager From your

computer,

fyaya Inc

< Back Memk = Cancel

3. Click Modify.
The system disp

Custom Setup

lays the following screen:

’.@A'da'ra Contact Center Control Manager Setup

Select the way vou want Features to be installed.

AVAYA

Click om the icons in the tree below to change the way Features will be installed.

o
F
B o~

Prerequistes -
Tools

ane-& Agent CAM

[_a/¥ one-x Agent Manageme
(_a/ one-¥ Agent Configurat
(_a/= one-x Agent Database

-

| m

ACCCM Databases

This Feature requires OKE on your
hard drive, It has 0 of 2
subfeatures selected, The
subfeatures require OKE on waur
hard drive.

Awaya Inc

Reset

Disk Usage < Back et = Cancel
Ly

4. Select the one-X Agent CAM component and click Next.

The system displays the following screen:
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‘.’.@Avaya Contact Center Control Manager Setup E

SOL Database a VA A
Configure S3L Conneckion ko your 0L Server
SEFVEr: I accmislgal
Pork: I 1433
sername: I z3
Password: I [ —
ACCCM DB | accemavp|
Baya Inc
< Back I Mext = I Cancel

5. Inthe SQL Database window, perform the following steps:

a. Inthe Server field, enter the host name or the IP address of the server that hosts
the SQL Server.

By default, the system uses the host ACCCM server address. If you are using a
database instance, enter the instance name. For example, enter the database
name as acccmsServer\sglinstance.

NOTE: The ACCCM default SQL Server installation does not install a special
instance. Therefore, the value must be the server name or the IP address.

b. Inthe Port field, enter the port number of SQL Server. SQL Server uses 1433 as
the default port.

c. Inthe Username field, enter the database user name that is used for connecting
to SQL Server. Use the SA use. If you do not have the SA user, use the user that
has dbo access rights on the master database.

d. Inthe Password field, enter the password of the user.

e. Inthe ACCCM DB field, enter the name of the ACCCM database.

The database name is the original database you created for ACCCM. By default,
the database name is ACCCM.
6. Click Next.

The system displays the following screen:
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".:'Ava'ra Contact Center Control Manager Setup !E[ E

Select Installation Folder g VA a
This is the Folder where Avava Contact Center Contral Manager will be i :

To install in this Folder, click "Mext", Toinstall to a different Folder, enter it below or click
"Browse",

Falder: “\Program Files (x86)Avayaldvaya Contact Center Control Manag Browse... |

By aya Inc

= Back. NE[\:g = Cancel

7. Select the location to install the Avaya one-X Agent components and click Next.

The system displays the following screen:

“..T‘Avara Contact Center Control Manager Setup E |

one-X Agent Central Management AVA A
Configure one-¥ Agent
one-% Database name I ACCCMOMNERDE
Lzername I accomonexuser
Passwird I [
Client &uthentication Mode I Basic j
faya Inc
< Back Mext = | Cancel

8. Inthe one-X Agent configuration window, perform the following steps:

a. Inthe one-X Database Name field, enter the name of the Avaya one-X® Agent
Central Management database. By default, the database name is
ACCCMONEXDB.

b. Inthe Username field, enter acccmonexuser.

c. From the Authentication dropdown list, select one of the following:

Select... For
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Select... For
Basic Standard username and password that are
authenticated with the Avaya one-X® Agent
database.
SSO Single Sign-on with active directory.
9. Click Next.

The system displays the following screen:

%Avara Contact Center Control Manager Setup E
Ready to Install Q V E A
The Setup Wizard is ready to beqgin the Avaya Conkact Center Conkral

T e e | T

Click "Install’ ko begin the installation, IF wou want ko review or change any of your
installation settings, click "Back", Click "Cancel" ko exit the wizard,

Byaya Inc

% Back I Install I Cancel

The system displays the following screen:

'@Avaya Contact Center Control Manager Setup E
Installing Avaya Contact Center Control Manager AVAyA

10. Click Install to complete the installation.

Flease wait while the Setup Wizard installs Avava Contack Center Control Manager,
This may take several minukes.

Status: Generating actions to configure databases For install SQL scripk
|
By aya Inc

= Back Mext = | Cancel I

11. Click Next.
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The system displays the following screen:

"_.onvaya Contact Center Control Manager Setup

Completing the Avaya Contact Center Control
Manager Setup Wizard

Click the "Finish" button to exit the Setup Wizard,

AVAYA

= Back I Firish I Cancel

12. Click Finish to complete the installation.

<4<«

Installing the EMC website

Perform the following steps to install the EMC website using the ACCCM installing setup:

44 g

1. From the ACCCM installation CD, double-click the ACCCM installation wizard.
The system displays the following screen:

‘..':'A.vaya Contact Center Control Manager Setup |

Welcome to the Avaya Contact Center Control
Manager Setup Wizard

The Setup Wizard will allow vou to change the way Avaya Contact Center Contral Manager
features are installed on wour computer or even to remove Avava Contact Center Control
Manager from vour compater, Click "Mext" to continue or "Cancel” ko exit the Setup
‘izard.

AVAYA

= Back I Mext = I Cancel

2. Click Next.
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The system displays the following screen:

%® Avaya Contact Center Control Manager Setup ¢ I
Avaya Contact Center Control Manager Services ﬁ V g B
Please Select Services to install

(_a~ Databasbes

()~ System Services

()~ Web Sites
()~ ACCCM Web
(= ACCCM Visual Yectoring
(_w~ ACCCM Visual Phone
(av ACCCM Schedule Server
(o~ ACCCM Audit Log
(L&~ ACCCM EMC Integration

7< ~ Voice Portal

(&~ Prerequistes

7< = Tools

7< = one-x Agent CAM

0 H &

#= =

I
L

3]

< Back | Nequ_ Cancel

3. Select the ACCCM EMC Integration and click Next.

The system displays the following screen:

'fgnvaya Contact Center Control Manager Setup E
SQL Database a VA A
Configure QL Connection ba vour SGL Server
Server: I accmielgal
Part: I 1433
Username: I 23
Password: I [ ——
ACCCM DB | accemarvp|
fryaya Inc
< Back. I MNext = I Cancel

4. Inthe SQL Database configuration window, perform the following steps:

a. Inthe Server field, enter the host name or the IP address of the server that hosts
SQL Server.

By default, the system uses the host ACCCM server address. If you are using a
database instance, enter the instance name. For example, enter the database
name as acccmsServer\sglinstance.

NOTE: The ACCCM default SQL Server installation does not install a special
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instance. Therefore, the value must be the server name or the IP address.

b. Inthe Port field, enter the port number of SQL Server. SQL Server uses 1433 as
the default port.

c. Inthe Username field, enter the database user name that is used for connecting
to SQL Server. Use the SA user. If you do not have the SA user, use a user that
has dbo access rights on the master database.

d. Inthe Password field, enter the password of the user.
e. Inthe ACCCM DB field, enter the name of the ACCCM database.

The database name is the original database you created for ACCCM. By default,
the database name is ACCCM.

5. Click Next.

The system displays the following screen:

’.@Avara Contact Center Control Manager Setup !IE[ E I
Select Installation Folder Q VA A
This is the folder where Avawa Conkact Center Control Manager will be i ]

To install in this Folder, click "Mext", Toinskall to a different Folder, enter it below or click
"Browse",

Falder: I v \Program Files (8611 avayalAvaya Conkack Center Control Manag Browse, ., |

By aya Inc

< Back I Mext = I Cancel

L

6. Select the location to install the Avaya EMC and click Next.

The system displays the following screen:
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%A\raya Contact Center Control Manager Setup m I

Configure EMC Integration

Enter the details of your EMC system

Database Server Ienterem:cﬁatabase:?er

Database Port I 1433

Database Name I =G5

Username I acs

Password I TIITIIIIL

<Back | Mt

AVAYA

7. Inthe Configure EMC integration window, perform the following steps:

a. Inthe Database Server field, enter the host name or IP address of the SQL

server that hosts the EMC ACS database.

b. Inthe Database Port field, enter the port of the SQL server database. By default,

the database is 1433.

c. Inthe Database Name field, enter the name of the EMC ACS database. By

default, the database name is ACS.

d. Inthe Username field, enter the user name that has DBO access rights on the

ACS database. ACCCM uses this user to update the information in the EMC ACS

database.
e. Inthe Password field, enter the password of the user.

8. Click Next.

The system displays the following screen:
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fan?afa Contact Center Control Manager Setup E

Ready to Install a VA e
The Setup Wizard is ready to begin the Avaya Contact Center Conkraol

B e ik =l ki

Click "Install” to begin the installakion. IF wou want bo review or change any of your
installation settings, click "Back”. Click "Cancel" to exit the wizard.

Ayaya Inc

< Back I Inskall I Cancel

The system displays the following screen:

“..'g.nvaya Contact Center Control Manager Setup E

Installing Avaya Contact Center Control Manager AVAyA

9. Click Install to complete the installation.

Please wait while the Setup Wizard installs Avaya Contact Center Control Manager.
This may take several minutes,

Status: Generating ackions to configure databases Faor install SOL scripk
|
Sy aya I

< Back Mext = | Cancel I

10. Click Next.

The system displays the following screen:
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"..aAvara Contact Center Control Manager Setup |

Completing the Avaya Contact Center Control
Manager Setup Wizard

Click the "Finish" bukton to exit the Setup Wizard,

AVAYA

% Bak: I Finish I Cancel

11. Click Finish to complete the installation.

<4<«

To manually install Avaya EMC connector, see

Testing the ACCCM installation

44 g

1. To test the installation and to start the system, start ACCCM License Server.
2. Perform one of the followings steps:

e If you had uploaded the license file during the installation, you can skip this step and
go to Step 4.

e If you have not uploaded the license file, go to Step 3.
3. Copy the license file (license.lic) to the license server folder.

NOTE: The file must be located in [installlocation]\avaya\avaya contact center control
manager\services\license server.
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- = | B |-
@-{-\Jvl J < Servi.. » License Server » - | #¢| Search License Server o

Organize » | | Open = Burn New folder = -« O Eﬁl

o
MName Date modified Type Size
| logs 05/04,2011 10:59 File folder
%) ASymmetricEncriptionLib.dll 04,/04,/2011 13:07 Application extens... 5KB
%, ClientLicensingLib.dll 04,/04,/2011 13:07 Application extens... 16 KB
|| License.lic 04,/04,2011 16:27 LIC File 2KB
|| (%] LicenseDBManager.dll 04,/04,2011 13:07 Application extens... 12 KB
=] LicenseServerConfigaxml 05,/04,/2011 10:59 XML Document 1KB
| LicenseServerKeyStore.dll 04,/04/2011 13:07 Application extens... TKB
%) LicenseServiceLib.dll 04,04,2011 13:07 Application extens... 19 KB
[ MAV3E0_LicenseService.exe 04,/04/2011 13:07 Application 12 KB
=] NAV3B0Config.amml 05,/04,/2011 10:52 XML Document 1KB
7| MLeg.config 04,/04/2011 13:07 CONFIG File 1KB
%) MLog.dll 04,/04,/2011 13:07 Application extens... 248 KB
%) SecurelicenselnfoProvider.dll 04,/04/2011 13:07 Application extens... 16 KB
%) SharedLicenseLib.dll 04,/04,2011 13:07 Application extens... 6 KB
%) SymmetricEncriptionLib.dll 04,/04,/2011 13:07 Application extens... 8 KB
P

4. Open the Windows Services.

The system starts the service.
£} services 1H[=] E3

File  Action Wiew Help

@ EEd=HE > unn»

£ Services (Local)

£} Services (Local)

ACCCM License Server

Automatic
Started Marual
Started Automatic

Stark the service & Application Experience

0k Application Host Helper Service
L ieebiom T

5. If the service falils to start, verify the service log files for details.

e
G\\ )VI S \Program File ck Center Cantrol Mana i o)

Crganize *  Includeinlibrary Sharewith +  Burn  Mew folder

- Favorites Mame = Date modified Type Size
-

B Desktap | MAYEE0_LicenseServer 4/4/2011 1:07 PM Text Document S1EKE
4 Downloads

= Recent Places

6. Start all other system services that you decided to install, except the AD Sync service.

The service name starts with ACCCM; the following window displays all the system
services. However, in the installation, there might be a different list.

MName  * | Descripkion | Skatus | Skartup Twpe
ELACCCM AD Sync Active Dire... Autamatic
ELACCCM Audic Log Server This servic. .. Autarnatic
5L ACCCM AVP Data Mermory Storage ACCCM AV, Started Aukamatic
ShACCCM AP DB Loader #CCCMAY... Started Automatic
ELACCCM Imparter This servic... Automatic
{ELACCCM License Server This Servic, .. Automatic
ELACCCM Log Cleaner ACCCM Lo, Autarnatic
5L ACCCM Pravisioning Server This servic... Automatic
GLACCCM Schedule Server This servic... Automatic
5L ACCCM Syncronizer This servic... Automatic
ELACCCM Yector Auditing ACCCM Wis... Aukomatic
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7.

8.

9.

10. In the Confirm Password field, reenter the new password and click Update.

Open the Internet Explorer browser and in the address base, enter
http://[acccmServerName]/acccm.

The system displays the following screen:

‘NVAYA CONTACT CENTER CONTROL MANAGER

Usemame
Password

Windows authentication failed

This system is restricted solely to authorized users for legitimate business purposes only. The actual or attemptad
unauthorized access, use, or modification of this system is strictly prohibited. Unauthorized users are subjectto
company disciplinary procedures and or criminal and civil penalties under state, federal, or other applicable domestic
and foreign laws. The use ofthis system may be monitored and recorded for administrative and security reasons.
Anyone accessing this system expressly consents to such monitoring and recording, and is advised that if it reveals
possible evidence of criminal activity, the evidence of such activity may be provided to law enforcement officials. Al
users must comply with all corporate instructions regarding the protection of information assets

In the ACCCM log-in page, perform the following steps:
a. Inthe Username field, enter admin as the user name.

b. Inthe Password field, enter itnv as the password.

When you login for the first time, the system displays the password change page,

prompting you to change the password.

AVAyA CONTACT CENTER CONTROL MANAGER

Your password has expired. Please choose a new password.
The password should be in English at least 1 characters length.
New Password

Confirm password

unauthe

users must comply with all corporate instructions regarding the protection of information assets.

This system is restricted solely to authorized users for legitimate business purposes only. The actual or attempied
ized access, use, or modification of this system is strictly prohibited. Unauthorized users are subject to
company disciplinary procedures and or criminal and civil penalties under state, federal, or other applicable domestic
and foreign laws. The use of this system may be monitored and recorded for administrative and security reasons.
Anyone accessing this system expressly consents to such monitoring and recording, and is advised that if it reveals
possible evidence of criminal activity, the evidence of such activity may be provided to law enforcement officials. All

In the New Password field, enter the new password.

The system displays the following screen:
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http://[acccmServerName]/acccm

5Vl.\yy\i\ar:: Us;; paigns P toring Log N BC Scheduler  Bxp.Mznager AR
o AL ™ s P pr A0 External P ADSWICHD  LDAPGrowps  NAV Reporting :d'at-isz; o
oo —
st 5]
o
8
7}
5}
<4<«
Testing the ACCCM Sphere environment
The Sphere installation package adds two additional windows services.
'-".!;-.-::n::-::r-ﬂ Sphere Engine Started fukomatic
JELACCCM Sphere Feeder ACCCM Sp.., Started fAukbomatic Loca
“ELACCCM Synchronizer This serwic. .. Manual Loca
SELACCCM Tracker License This Servic,..  Starked fukarmnatic Loca
SEhACCCM Veckor Yalidation This serwic. .. fukarmnatic Loca
‘Ehapache Tomcat 7 fpache To...  Starked Automatic (0., Loca
(4 4
1. Start the services from the windows services screen manually.
Sphere installs Apache Tomcat as part of the system prerequisites.
2. Start the Tomcat server manually after the installation completes.
3. From the Apache Tomcat 7.0 folder, start Configure Tomcat.
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'@ Defaulk Programs

@ Internet Explarer {&4-hit})

& Internet Explorer

. W|nd0ws Media Plaver
Windows Update

I

| Accessories
. Adminiskrative Tools

i .ﬁ.pache Tomecak 7.0

E Moanitor Tomcak k.‘
|| Tomcat 7.0 Program Directory
& | Tomcat Documentation
Torncak Horme Page

|| Temcat Manager

@ Uninskall Tomcat 7.0

L | welcomne

. Maintenance

. Microsoft 5L Server 2005

. Microsoft SQL Server 2003 R2
. Startup

. Swmantec Endpaoint Protection

L4

4 Back

I Search programs and files [2]'

f"Start ?&, ’H - Me Yol

4. Inthe General tab, click Start.

’ # Apache Tomcat 7 Properties E I

General |Ln:ug Onl Ln:uggingl lava I Skartup | Shukdovn |

Service Mame; Tomcak?

Display name: ache Tomcat 7

Descripkion: | Apache Tomcat 7.0.14 Server - http:ffrormcat, apache,

Path to executable:

I "Ci\Program Files CoEaAwvayalfvava Conkack Center Control Manager:

Startup bype: IManuaI j

Service Status:  Stopped

Skart %J Shop Pause | Restark |

(0] 4 Cancel | apply

The system starts the Tomcat service.

<44«
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Chapter 5: Setting up the initial configuration

This chapter describes how to configure various settings after you install the ACCCM system. The
chapter includes:

e Creating a Avaya Aura® Communication Manager user for ACCCM on page 64
e Setting up the Avaya Aura® Communication Manager Integration with ACCCM on page 66
e Assigning Avaya Aura® Communication Manager to a location on page 68

e Running the initial sync application on page 68

Creating a Avaya Aura® Communication Manager user for ACCCM

44

1. Log onto Avaya Aura® Communication Manager to gain access to the Avaya Aura®
Communication Manager Administration interface.

The system displays the following screen:

m
w Administrator Accounts
The Administrater Accounts web pages allew you te add, delete, or change administrater logins and Linux groups.

Select Action:

& add Legin ‘-
i

O SAT Access Only

O web Access Only

O Modem Access Only

0 CDR Access Only

) CM Messaging Access Only

2 Business Partner Login (dadmin)
 Business Partner Craft Login

2 Custem Leogin

) Change Legin Select Login [~]

) Remeve Login Select Login

13

O Locks/Unlock Login Select Login [
O add Group

' Remowve Group Select Group ~

[ Submit || Heip |

2. In the Administrator Accounts page, select Add Login > Privileged Administrator and
click Submit.

The system displays the following screen:
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3.

-
- Administrator Accounts —— Add Login: Custom Login

This page allows you to add a new administratar login with parameters of your choosing.

Login name
Primary group
additienal groups (profile)

Linux shell (/sbin/nologin
for ne shell)

Home directory

Lock this account

Date after which account is
disabled-blank to ignore
Y- - 5D

Select type of
authentication

Enter password or key
Re-enter password or key

Force password/lcey
change on next login

[ Submic |l cancel [i el |

naw3sitest

susers

=
profs e
‘bin/bash

fwar/homes/mawv360test

sword
: enter key

SG: Autoc-generate kew

ssssssn

O ves
@ Mo

In the Add Login page, perform the following steps:

a. Inthe Login name field, enter the administrator user name, for example,

nav360test.

b. Inthe Primary group field, enter the group name, for example, susers.

c. Inthe Additional groups (profiles) field, enter the name of the group profile, for
example, prof2.

Click Submit.

Log on to Avaya Site Administration (ASA) as a DADMIN user (or higher).

Activate craft2 for the ACCCM user.

entifier command

please press HELP

Timit i

) th

7. Log out and log on again to ASA as an ACCCM user and set the user’s PIN code.

<4<«
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Setting up the Avaya Aura® Communication
Manager Integration with ACCCM

66

(4 d

1. Logontohttp://<ACCCM server IP address>/ACCCM as administrator.

The system displays the ACCCM home page.
2. Onthe ACCCM home page, navigate to CFG > CM.

The system displays the following screen:

AVAYA

4]

a ¥
ControL MANAGER CFG Users Campaigns  Permissions AVAYA V-Wectoring Aundit R EN Sched. S4

Locations [T VAL UM CMS I PC I AMCC Ext. Systems  LDAP

-

2]+ [i: (=]
CH Provider Alias Name CM Provider path CHM Provider DSN J
' ChProvider hitp: ocalhost! 1} 1
=
(S5 4 [ =

3. To add a new Avaya Aura® Communication Manager, on the CM tab, select the Activate
CM Provider functionality option and perform the following steps:

a.

In the CM Alias Name field, enter the Avaya Aura® Communication Manager
alias name, for example, CM_01.

In the CM IP Address field, enter the IP address of the Avaya Aura®
Communication Manager for SAT. The IP address is same as ASA.

In the CMS ACD field, enter the CMS ACD that the CM uses.
The default value is 1.

In the CMS Username field, enter the Avaya Aura® Communication Manager
user name user that ACCCM uses.

In the CM Password field, enter the password of the Avaya Aura®
Communication Manager user.

From the CM Type drop-down list, select the Avaya Aura® Communication
Manager Server type that ACCCM uses.

From the CM Version drop-down list, select the Avaya Aura® Communication
Manager version that ACCCM uses.

From the Is PIN required drop-down list, select the option as Yes, if a PIN code
is required for the Avaya Aura® Communication Manager user.

From the Is PIN required drop-down list, select the option as Yes, if a PIN code
is required for the Avaya Aura® Communication Manager user.

From the Business Advocate drop-down list, select one of the following options:

i. Select Yes if you have activated business advocate on Avaya Aura®
Communication Manager.

Installing ACCCM 7.0 May 2013



67

ii. Select No if you do not have the Business Advocate feature.

k. Selectthe Is Automatic option if the TTI feature appears. You can find this
feature in the Display system-parameters feature command on Avaya Aura®

Communication Manager.

change system-parameters features Fage 3 of 18

ral for DeactivationChours):

4. Click Add to add a new Avaya Aura® Communication Manager.

On the top corner of the page, select the Skill Synchronization option and click Save.

Q

(T4 W] =]

6. To configure the port that is used for communication with Avaya Aura® Communication

Manager, go to CFG and click the Sys. Params tab.
The system displays the following screen:

AVAYA & 2 , A
ConTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR BN S|

Databases Campaligns CMExporter  CM Importer srh SrvParams Audit S. Params  File servers UDF Config WFO

1| |

7. Inthe Sys. Params tab, perform the following steps:
a. Modify the default Avaya Aura® Communication Manager version.
b. Ensure that the communication port is set to 5022.

8. Click Save.

<44«
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Assigning Avaya Aura® Communication Manager to
a location

(4 d

1. Onthe ACCCM home page, navigate to CFG > Locations.

The system displays the following screen:

AVAYA & 2 » A 8 8 8 ; 6 & admin
ConTroL Manaach CFG Users  Campaigns  Permissions  AVAYA  VVectoring  Audit MR EMC  Sched Server
cm vaL um cms o PC [ ancc Ext.Systems  LDAP Settings ]
< | i
[+ [« =] cmServers
o8 Available Servers Chosen Beners

Locations

st E3
cws2 <

=

2. Onthe Location tab.

The system displays the following screen:

AVAYA & 2 » A § 8 § § & aduin
ConTroL MANAGER CFG users Campaigns  Permissions  AVAYA  ViVectoring Audit MR =70 Sched. Server
—
Location 1D
Name*  [mysamplelacatior]
Description
Auditlog T

3. Click Add and perform the following steps:
a. Inthe Name field, enter the name of the location.
b. Inthe Description field, enter the description of the location.
c. Select Audit Log to activate audit logging for this location.

4. Assign the Avaya Aura® Communication Manager to the location and click Save.

AVAYA Be 2 A 8 8 ?
. .
GUNTH{JX'ANAGER Users Campaigns Permissions AVAYA V-Vectoring Audit R
cM VAL UM cMS 1 PC ic ARCC

4 |

ﬂnn CM Servers
-] E Awailable Servers Chosen Seners
Locations

oMst &
CMS2 dd Selected
CME
mysamplelocation

CMS Servers

Ayailahle Servers Chosen Servers

<44«

Running the initial sync application

The initial synchronization process synchronizes all the information from Avaya Aura®
Communication Manager in to the ACCCM database. If you are planning a multi location
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deployment or a multi Avaya Aura® Communication Manager deployment, you must
configure the environment before running the synchronization.

Perform the following steps to backup the database before starting the synchronization:
444

1. Onthe ACCCM server, navigate to the synchronizer folder and start the
Nav360_syncronizer.exe application.

The system displays the following screen:

#% Avaya Synchronizer

Manual Sync | Sync Service |

Type Sync: CH - Log display level © Major steps and erors € Trace € Emorzonly € Nothing

Imnport mode © @& |ntial 0 Sync
Temptables data: & Renew & Use existing

Objects ta synchranize :

[w] << SelectAll 35> -
[wl &bbr.Dial. Group j
[w] Abbr Dial Personal

v Abbr.Dial. System

[wl &gent

[w] Announcement

w| CoveragednswerGroup ;I

Locations to synchronize

[w] << SelectAll 35>

[l CH B2 [Server IP 172.16.7.80)

[wl ITNY PROD [Server IP:17216.7.53)

Progress :

Start | Canicel | Exit | AVAyA

2. Inthe Objects to synchronize pane, clear the Agent option.

[] «<<< Select All »x "
[w| Abbr.Dial. Group
[w] &bbr.Dhal. Perzonal

D
[ .ﬁ.nnnuncgent

[w] CoveragednswerEroup
[w|] CoveragePath j

3. Click Start to begin start the initial synchronization process.
The system begins the synchronization process.

4. Click Exit and start the ACCCM system.
On the ACCCM home page, navigate to the Avaya tab.

The system displays the following screen:
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AVAYA { 2 A - i i i ; i & s
GonTrot MnsaER cFG Users  Campaigns  Permissions IS V¥ectoring  Audit MR EMC  Sched. Server
m VDNs skills Hunt Groups Holiday Thi. Coverage Announcem, senicerors  EYCIRIEIEIEDG
4 | il
Edensian
Extensions 283
Extension No. Name Extension Template Location: .
r 3006 _EXT-300633a8 mysamplelocation
[t 00 0208P1 nys amplelocation
[t 004 034 8100+ nysanplelocation
[l a8 00BPLINsert nysanplelocation
[l a8t a2 ) myssmplglcation
[nd 3071 sl 9850 mysamplelocation
[nd 3113 3113w 9620 mysamplelocation
[nd 142 31428PkNsert mysamplelocation
r 3144 dasdas 9630 mysamplelocation
r 3162 nicecnee 4624 mysamplelocation
r 3187 test_96205IP mysamplelocation
[ 3181 asdasdas BaA0BD+ mysamplelocation
[ 3184 maimilian 608D+ mysamplelocation
[t Er s 61080+ nys amplelocation
[l 318 ton 8100+ nysanplelocation
r 3130 3t308p1 nysanplelocation
r 3203 sdi3203 54080+ mysamplelocation
r 5207 ditry 54080+ mysamplelocation

To configure the system to run the periodic synchronization with Avaya Aura®
Communication Manager, see Chapter 6: Configuring the Synchronizer service on page
71.

<4<
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Chapter 6: Configuring the Synchronizer
service

This chapter includes:
e Configuring the Synchronizer Service interval on page 71
e Synchronizer Parameters on page 72
e Installing multiple synchronization services on page 74
e Using ACCCM templates on page 75
e Managing the default template for extensions on page 76
e Synchronizing Call Center Elite Agents on page 77
e Synchronizing Considerations in complex environments on page 81
e Synchronizing extensions on page 83

e Disabling Synchronization of Specific Objects on page 84

Configuring the Synchronizer Service interval
444

1. Onthe ACCCM home page, navigate to CFG > Locations.

The system displays the following screen:

AVAYA B 2 .
ConTroL MANAGER CFG Users Campaigns Perm

cM VAL UM CMS

< |

o=

p Ea Awailg
Locations ftnv
CH31
CHM52
CHG

wvain

2. Inthe Location tab, perform the following steps:
a. Selectthe Sync Location option.
The system activates the sync parameter fields.

b. To synchronize the location data, select one of the following options:

71 Instaling ACCCM 7.0

May 2013



To synchronize the location data | Select
at regular interval

By seconds The Every Seconds option and enter the
value in seconds.

The suggested value is 600 or above in
seconds.

By periodicity The Daily At option and set the time in
hours.

c. Click Save.
3. Go to the windows services and perform the following steps:
a. Double-click NAV360 Synchronizer.
The system displays the NAV360 Synchronizer window.
b. Inthe Startup type drop-down list, select Automatic (Delayed Start).
c. Click Apply.

4. In the Services window, right-click NAV360 synchronizer and select Start.

<4<«

Synchronizer Parameters

The ACCCM synchronizer provides several parameters that you can control from the ACCCM
user interface. By default, the system has pre-configured parameters.

Use the following steps to change the parameters:

44 g

1. Onthe ACCCM home page, navigate CFG > Synchronizer.

The system displays the following screen:

=[] +=]

Finish CM process Default sync. period Min. service sync. Min. history sync. Max. History sync.  TimeOfDay tables
waiting time sec) period(sec) period(sec) period(sec) number

1 ACCCH Syne 100 100 100 100 100 s

2. Inthe Synchronizer tab, select the existing synchronizer record and perform the following
steps:

In the Service Name field, type a name.

4. Inthe Finish CM process waiting time field, type the time out value between the sync
application and the Avaya Aura® Communication Manager in seconds. The value is 100
seconds.

5. Inthe Min. service sync period (sec) field, type the interval value in seconds, which the
system synchronizes with Avaya Aura® Communication Manager in seconds. The value
is 3600 seconds. However, you must set the value to 86400 seconds.

In the Min. history sync. period (sec) field, type the interval as 20 seconds.

7. Inthe Max. history sync. period (sec) field, type the interval as 60 seconds.
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8. Inthe TimeOfDay tables number field, type the interval as 8.
9. From the File log mode drop-down list, select one of the following options:
e Nolog
e Error only
e Major steps
e Trace mode
10. From the Event viewer log mode drop-down list, select one of the following options:
e Nolog
e Error only
e Major steps
e Trace mode
11. Inthe Log relative path field, type the path for the log file.
12. In the Error log relative path field, type the path for the log file.

13. In the Data source field, type the server name of the database that hosts the ACCCM
sync service.

14. In the Initial catalog field, type the ACCCM sync database name. The database name is
usually ACCCM Sync.

15. In the User ID field, type the user name of the ACCCM sync database.
16. In the Password field, type the password of the ACCCM sync database user.
17. Click Add to update the details.

18. Update the server record.

<4<

Configuring additional synchronizer services

By default, the synchronizer that ACCCM installs is the primary synchronizer and is used by
the system. You can configure additional synchronizer services. For details on configuring
multiple synchronizer services, see Installing multiple synchronization services on page 74.

Each synchronizer has a unique ID that ACCCM generates. By default, the unique ID of the
synchronizeris 1.

Perform the following steps if you have deleted the synchronizer configuration in ACCCM and
generated a new synchronizer configuration to change the synchronizer ID in the
synchronizer service configuration file.

> > >

1. Navigate to the folder of the Synchronizer service.
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" ‘F\accmblga2\c$\Program Files (x86)\Avaya\Avaya Contact Center Contrel Manager\Services\Syncornize

Organize + 7 Open Burn Mew folder
Name . Date modified Type Size

| errors 05/04/2011 11:43 File folder

J logs 05/04,/2011 15:34 File folder

NAYV3B0_SyncService 05/04/2011 15:16 File folder

. Templates 05/04,/2011 10:52 File folder
%] ASymmetricEncriptionLib.dll 04/04/2011 12:48 Application extens... 5KB
|%| ClientLicensingLib.dll 04/04/2011 12:48 Application extens... 16 KB
%] CMProvider.dIl 04/04/2011 12:45 Application extens... 141 KB

Install.bat 04/04,/2011 12:48 Windows Batch File 1KBE

%) LicenseDBManager.dIl 04/04/2011 12:48 Application extens... 12 KB
1% LicenseServiceLib.dll 04/04/2011 12:48 Application extens... 19 KE
(5| NAY360_AACCLayer.dll 04/04/2011 12:48 Application extens... 95 KB
(%] NAV360_CMCommunicator.dil 04/04/2011 12:45 Application extens... 40 KB
%] MAY360_ConfigLayer.dll 04/04/2011 12:48 Application extens... 51 KB
|71 NAV360_Configlayer.dll.config 04/04/2011 12:48 CONFIG File 1KB
(%) NAV360_Datalayer.dll 04/04/2011 12:45 Application extens... 138 KB
%] NAY360_ObjectProvider.dil 04/04/2011 12:48 Application extens... 210 KB
(2] MAV360_Synchronizer.exe 04/04/2011 12:45 Application T4 KB
[ NAV360_SyncService.exe 04/04/2011 12:48 Application 3LKB
(%] MAY360_SystemLayer.dll 04/04/2011 12:45 Application extens... 45KB
(%] MAV360_TcpServerListener.dil 04/04,/2011 12:48 Application extens... KB
[ NAV360_TepService.exe 04/04/2011 12:48 Application SKB
=] NAV360SyncConfigaml 04/04/2011 12:48 XML Document 1KB
%] NLog.dll 04/04,/2011 12:48 Application extens... 248 KB
%/ SecurelicenselnfoProvider.dll 04/04/2011 12:45 Application extens... 16 KB
% SharedLicenseLib.dll 04/04,/2011 12:48 Application extens... 6 KB
%] SymmetricEncriptienLib.dll 04/04/2011 12:48 Application extens... SKB
%] SynchronizeEngine.dll 04/04/2011 12:48 Application extens... 258 KB
Uninstall.bat 04/04/2011 12:48 Windows Batch File 1KB
%] WeOnlyDo.Client.55H.dIl 04/04/2011 12:45 Application extens... 279 KB

2. Right-click the NAV360SyncConfig.xml file and edit the file in a text editor.
[ T NAVIBU T Cp‘_‘aENICE.E‘.{E i

= NAV3605SyncConfi g.:{mll} 04

% MLoa.dll 0

3. Inthe NAV360SyncConfig.xml file, edit the syncserviceid and enter the ID that was
created in the ACCCM ULI.

<syncserviceid>1</syncserviceid>

4. Click Save and close the file.

<4<«

Installing multiple synchronization services

ACCCM supports multiple synchronization services that you can use with a single ACCCM
database. Use multiple synchronizers only if a single Synchronizer does not comply with the
synchronization requirements.

NOTE: You can synchronize single synchronizer service information from multiple Avaya
Aura ® Communication Manager. Do not configure several Synchronizers if you have more
than one Avaya Aura® Communication Manager.

Perform the following steps if you install an additional Synchronizer in your environment:
(4 4 2

1. Onthe ACCCM home page, navigate CFG > Synchronizer.
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The system displays the Synchronizer tab.
2. Inthe Synchronizer tab, configure the synchronizer parameters.

The system displays the following screen:

Semice 1D File log mode  * |Majorsteps =l
Semice name ACLEMSYNG Eventviewer log mode = |Majnrsteps j

Finigh CM process waiting time 100 Log relative path  * logs

Default sync. period{sec) * 100 Error log relative path - * errors

Min. service sync. periodisec) * 100 Data Source * accmGlinstalll
Min. history sync. periodisec) = 100 Initial Catalog = ACCLINEYND
bz History syne, period(sec)  * 100 UseriD * ACLCIMSYNC
TimeDfDay tables number  * Ll Password *  |essessses
Continue On Errar - * |7

3. Click Add to add the record to the table.

The system generates a record ID for the synchronizer. Each synchronizer has a unique
ID.

4. Configure the record in the synchronizer service.

Navigate to the folder of the synchronizer service and follow the steps in Configuring
additional synchronizer services

<4<

Using ACCCM templates

ACCCM manages templates for agents, skills, VDNs, and extensions. By default, an ACCCM
installation creates the standard templates for Avaya Aura® Communication Manager.

The template supports the following Avaya Aura® Communication Manager versions:

e 51
e 52
e 521
e 6.0
e 6.0.1
e 6.2

IMPORTANT: Ensure that the templates configured correctly. If the template does not match
with the Avaya Aura® Communication Manager settings, you cannot save the templates.

> > >

1. Check if Avaya Aura® Communication Manager has any special features activated, such
as, Business Advocate, Location Management (Avaya Aura® Communication Manager 6
and higher), and TTY.

2. Open at least one template from each object, namely, agent, skill, VDN, and extension,
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and compare the object to the default settings in Avaya Aura® Communication Manager.

The fields in Avaya Aura® Communication Manager must match with the template.

AVAYA 2 . Al
CoNTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit MR BMC Schy
Templates
AGENT TEMPLATE
s Is
Location* [CM52 | name - Default O &ystem
Default

Fassword Fassword Confirmation
TN COoR
Coverage path Security Code:

AAS =l AUDIK =l

LCW Reception LWC Log External Calls ;I

AUDIK Marme for Hear Service Observing l—j
Messaging Tone
Login ID For ISDM Display ;I Port Extension

Auto Answer =l MIA Acrass Skills =l

ACW agent considered idle Awciiork Reason ?}22 =
l— Maximum Time In ACW
Logout Reazon Code Type j Before Logout

Direct Agent Skil - Forced Agent Logout Time | =] =l

Service Ohjective Jid Direct Agent Calls First

Local Call Prefarence = Call Handling Prefarence |

add agent-loginIC next Fage 1 of Z

Login ID: 3
Name: _
TN:
COR:
Coverage Path:
Security Code:

wimum time agent in A befo
Forced Agent

WARNING: Agent must log in again before changes take effect

3. Edit the templates if required and save them.

NOTE: Ensure that you configured the correct version of Avaya Aura® Communication
Manager in ACCCM before you perform any changes to the templates.

<4<«

Managing the default template for extensions

ACCCM Synchronizer synchronizes the extension information from Avaya Aura®
Communication Manager to the ACCCM database. Each extension in ACCCM is assigned to
a template.

If a template does not match with the extension type that is synchronized with Avaya Aura®
Communication Manager, the Synchronizer uses a default template number and assigns
templates to extensions. You can manage the default extension template from the system
parameter section.

Perform the following step, if you do not want to change the default template and the default
extension type synced with it.

>> >

1. Onthe ACCCM home page, navigate to the CFG tab.
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The system displays the following screen:

AVAYA 2 , A ;

T —

2. Inthe CFG page, click Sys. Params.

The system displays the Sys. Params tab.
3. Inthe Sys. Param tab, perform the following steps:

a. Inthe Generic Extension Type field, type the extension type to sync the
extensions that do not have a template.

The default value is Generic.
b. Inthe Generic Extension Template Id field, type the template id.
The default value is 4620.

<4<«

Synchronizing Call Center Elite Agents

You must plan the synchronization of Elite Call Center Agents in advance. Unlike other
objects, such as extensions, skills, which are managed through ACCCM, the system does not
assign an agent to a location directly.

All users and agents in ACCCM are part of an organization hierarchy that is managed from
the User section of ACCCM.

The synchronization process from Avaya Aura® Communication Manager to ACCCM can
assign agents only to one team that belong to an organization chart. Therefore, you must
consider the following options before synchronizing the agents:

e Using Synchronizer on page 77

e Using Importer on page 79

Using Synchronizer

If you use Synchronizer to synchronize agents, you must create a team in the organization
chart that appears with all agents from Avaya Aura® Communication Manager.

> > >
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1. Onthe ACCCM home page, navigate to the User tab.

2. Onthe ACCCM home, navigate to the Users tab and select the group from the tree.

AVAYA { ™ 3 A § i i :
CoNTRcLyMANAGER CFG Campaigns Permissions AVAYA V-Vectoring Audit VR EMC

LDAP Mapping Supervisors

Team name * vainteam
Team department * depat -
Team description -

Show in A-NAV
Default Sync Team

Click Edit.
4. Select Default Sync Team and click Save.

On the Synchronizer application, run the initial synchronization process.

% Avaya Synchronizer

Manual Sync | Syne Service I

Type Sync CM - Log display level: @ Major steps and erors € Trace € Emorsonly € Mothing

-
Import mode i Initial € Sync _I
Temp tables data: % Rerew (0 Use existing

Objects to spnchronize :

v << SelectAll >x> a
v Abbr.Dial. Group

[w] Abbr Dial. Personal

[w] Abbr Dial. System

v Agent

[w] Announcement

] CoveragednswerGroup j

Locations to synchionize

v << SelectAll >x>

[ CM B2 [Server [P :172.16.7.80)

[ ITHY PROD [Server P 17216.7.53)

" of

Progress :

Start | Cancel | Exit | AVAyA

6. Once the synchronization process is complete, you must assign agents to different
teams. To assign the agents to different teams in the organization chart, use the Bulk
Agent Assignment option from the ACCCM UI.

7. Navigate to the Users tab and click Bulk Agent Assignment.

AVAYA ¥ A i i ; i & o
ConThoL MANAGER CFG Campaigns  Permissions  AVAYA  V-Vectoring Audit IR EMC sched. Server
poEGoag
P % Bulk Groups Assignment
a @nn [ Show aclive users only
Chs| Full name Profile User Name AVAYA login Status Extension
ed B 020z Agent 100887 Active
[Cteam for sync ] " Agent 33 Active
= D D [} 111222 Agent 2000000000052 Active
[} 444558 Agent 2000000000051 Active
=

8. Select the agents; you want to move, and the new team assignment.
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Teams: second group -

team for sync - Butch Coolidge
3aaaa Michael Jordan
Alexander Alan Wilson
dasdsa
dsadsa
hnhnhn1
last_time
rtrittrirtritr
test
test1
werewr

02 02
11
boaz 123 (

111222

465 456

444 555

7778 999

aa

aicalc

aaa4321 aaa4321

AACC AACC

adsync2 adsync2

adsync? adsync? 57

m

9. Click Save.

<4<

Using Importer

The ACCCM importer feature supports importing users and agents from an excel file. You can
download a sample file from the ACCCM import page.

AVAYA { % A 8 8 ¢ : §
ConTroL MANAGER CFG Campaigns  Permissions AVAYA V-Vectoring Audit IVR EMC Sched. Server

H Browse...

File to Import* -

© ©©

Select Import Destinations
Database

Ocu

Ocus

Elros

Oic

[l Externals

Oam

]!

Entity * Users e

Note: Importing data from an excel file is a second option for agent as the team assignment
requirement of ACCCM. You can export all your agents from Avaya Aura Avaya Aura®
Communication Manager and then generate an excel file in the ACCCM format.

A B C D E F G H 1 J K L M N o P Q R 5 T
User_p
Group_ Usern | asswor | Contact Applicati Exte
First Name [ Last Name | AgentlD | Name | Template | ame d _Typel| Skilll | Levell | sSkill2 | Level2 onl Rolel | IsActive |IsCloning|lsDefault | IsSystem | AIC Id |
first last 4444 test Default ACD

When you import agents from an excel file, you must complete the following fields:
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Field

Description

First_name The agent first name.
Last_name The agent last name.
Agentid The agent Avaya login ID from Avaya Aura® Communication

Manager.

Group_name

The name of the ACCCM team that the agent will be assigned.

The team must be configured in ACCCM before the import process
starts.

Template

Default

Contact_typel

ACD

*Skilll

The name of a skill that exists in ACCCM.

*Levell

The skill level.

Profile

G= Agent
A = Administrator

S = Supervisor

Note: While importing agent and users, you can select the system to import. If you do not
import agents to Avaya Aura® Communication Manager, then the skilll and levell that you
enter on the agent record will not affect the agent in Avaya Aura® Communication Manager.
You can enter any skill that exists in the ACCCM database. The system uses the ACCCM
database for validation of the imported record.

Perform the following steps to import agent/user data:

1. Loginto ACCCM as administrator.

2. Navigate to the User section.

AVAYA S . A P i : § & im
CONTROL MANAGER CFG Users Campaigns  Permissions AVAYA V-Vectoring Audit VR BMC Sched. Server
AT oEsqaag
» {ipgon)
- BECAE  msmonacne users on
=0 Full name Profile User Name AVAYA login Status Extension
& [test department =] 020z Agent 100857 Active
B 11 Agent 3331 Active
s a i} 111222 Agent 2000000000052 Active
a [] 444 555 Agent 2000000000051 Active
]
0

465 456 Agent 101131 Active

7778988 Agent 3059 Active

3. Click Import.

AVAYA

ConTroL Manager

y A 8 B § 8
m Campaigns Permissions AVAYA V-Vectoring Audit VR EMC Sched. Serve

(I @

File to Import * - @

Select Import Destinations (7]
[ Database

Dem

Blcus

Dros

Bic

[ Externals

Elam

Oia

Entity * Users 0

4. Upload the excel file.
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5. Select the target systems.

6. If you are performing an initial import from Avaya Aura® Communication Manager, then
select Database only.

Select Import Destinations
¥| Database

CcM

CMS

PDS

Ic

Externals

am

Q

7. Click Run.

The system begins the import process. This is an asynchronic job that runs in the
background.

8. To check the progress or troubleshoot the import, perform the following steps:
a. Check the importer log files.

b. Check the progress in the ACCCM database by running the query: Select *
from ImportData

The table includes the following columns:

Column Name

Id Internal ID.

Xmldata The data that is imported in the XML format.

Userid The user ID of the user that runs the import process.

Line number | The line number that is imported from Excel.

Import type The type of object that is imported (users, extensions, skills,

or VDNS).

Status The status of the imported record.

Message If due to the failure, there is a message that describes the
problem.

<4<

Synchronizing Considerations in complex
environments

You can configure the ACCCM Synchronizer to sync the information from Avaya Aura®
Communication Manager into the ACCCM database in different ways.

You must consider the following questions before running the synchronizer in your
environment:

¢ Does your environment have multiple Locations?
e Do you want every object you synchronize assigned to a specific location?

e Do you have more than one Avaya Aura® Communication Manager?
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If the answer to all these questions is No, you must run a standard synchronization as
described in the beginning of this chapter.

Using multiple location with a single CM

The ACCCM dial plan controls the numbering logic in ACCCM and assigns specific range
numbers to a location. To synchronize multiple locations with Avaya Aura® Communication
Manager, you require the ACCCM dial plan. Without the ACCCM dial plan, the Synchronizer
cannot assign different objects to a location.

Note: The ACCCM dial plan is different than the Avaya Aura® Communication Manager dial
plan.

The following flow-chart explains the Synchronizer logic in a multi location environment with a
single Avaya Aura® Communication Manager:

Start Sync

\ 4

Get Locations to
Sync

\ 4

Start Sync for first
Location

) 4

Get all Objects from
™M

\ 4

Check Location Dial
Plan

\ 4

For every object
check if part of the
dial Plan

A4

Part of Dial
Plan?

Skip

Save to ACCCM and
assign to Location

Note: If you did not configure the dial plan, the system synchronizes all objects to the first
location.

The following are the synchronization tips:
e Ensure that you configured the dial plan and assigned the data plan for every location.

e Ensure that the numbering range does not overlap between locations.
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e Backup your database before starting the sync process.

Using multiple location with a single ACCCM

If you have more than one standalone Avaya Aura® Communication Manager, you must
consider the following:

<4<«

1. Create at least two locations, one for each Avaya Aura® Communication Manager.

2. If you have multiple locations, read the information described in Synchronizing
Considerations in complex environments on page 81.

<4<«

Ensure that you configure every Avaya Aura® Communication Manager only once on the
ACCCM home page in the CFG > CM section.

IMPORTANT: Do not configure the same Avaya Aura® Communication Manager more than
one time. You can assign the same Avaya Aura® Communication Manager to unlimited
number of locations.

<4<«

Synchronizing extensions

ACCCM synchronizes extensions from Avaya Aura® Communication Manager and assigns
them to locations and templates. You must assign each extension in ACCCM must to a
template. A template defines the extension type in Avaya Aura® Communication Manager.

When you are running the synchronizer, ensure that you have configured the extension
templates in ACCCM. By default, ACCCM has a set of predefined templates for each Avaya
Aura® Communication Manager version. Each new location that you create is assigned to an
Avaya Aura® Communication Manager which inherits the Avaya Aura® Communication
Manager Version for the templates.

ACCCM manages the following templates:

Template type Description

Standard template Assigned to a location and to extensions that is part of the
location.

Location default Appears by default in the drop-down list in the ACCCM Ul every

time you create an extension.

System default System default template is used across all locations that are
configured in ACCCM.

The following flowchart shows the flow of extension and template assignment:
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Start Extension Sync

)

Check Extension
Type in CM

}

Check for system
default template
that matches this

type

Assign

€assign @

no

v

Check template
within location

Assign

€assign @

no
\ 4

Use generic
template from
system parameters

The template name in ACCCM must match the Avaya Aura® Communication Manager

extension type to be used as part of the synchronization process.

Disabling Synchronization of Specific Objects

You cannot disable the synchronization of specific objects because objects are created only

84

in ACCCM. To disable the synchronization, you must have a dial plan assigned to the

location. The dial plan can be empty with no ranges defined in it, but you must select the Do
not sync feature for each object you select not to synchronize.

To disable the synchronization, perform the following steps:

44 g

1. Loginto ACCCM as an administrator.

2. Navigate to Avaya > Dialing Plan.

The system displays the following screen:
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NYA ( 2 . i i i ;
L MANAGER CFG Users Campaigns  Permissions DVAYR V-¥ectoring Audit VR EMC
Data module VRT Variable Abbr. Dialing Policy Routing Table VUSTATS Dialing Plan

Dialing Plan

LR

3. Click Add Dial Plan.
The system displays the new dial plan screen.
4. In the empty field, enter a dial plan name.

Select Do not sync for every object that you not want to syncronize.

YA A < » 8 § i ; i & v
L MaNAGER CFG Users Campaigns ~ Permissions [EEEAVYZSN -vectoring Audit MR EMC  Sched. Server
Dialing Plan Dne
Dialing Plan
Alias Name * iy dial plan
Item Range Range management InRange Do not sync
voN r r "
Skills I
HuntSkil Group Extension r - 3
Agents login 1D - - ~
Extensions Range r sl sl
Coverage path range r sl sl
= = =

6. Save the dial plan.
Navigate to CFG > Locations.

8. Select the location and assign the dial plan you created to the location by selecting the
dial plan from the available dial plans, and moving it to the right side of the screen.

External Systems

Available Systems Chosen Systems

ocs

Dial Plan

Fuailable Dial Plans Chaosen Dial Plans

my dial plan

<4<«
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Chapter 7: Modifying or removing the ACCCM
system

This chapter includes:
e Modifying the ACCCM components on page 86
e Uninstalling the ACCCM system on page 89
e Removing the prerequisite components manually on page 90
e Removing the ACCCM services manually on page 90
e Removing the ACCCM services manually on page 90

e Removing the ACCCM databases manually on page 92

Modifying the ACCCM components

The ACCCM installation wizard provides an option to modify the initial installation.
You can:
¢ Install the additional ACCCM components that are not installed during the installation

process.
¢ Remove existing ACCCM components.

To modify the installation, you must run the ACCCM installation wizard.

>> >

1. Double-click the ACCCM Installation wizard.

The system displays the following screen:

%® Avaya Contact Center Control Manager Setup E3

Welcome to the Avaya Contact Center Control
Manager Setup Wizard

The Setup Wwizard will allow vou ko change the way fvaya Contact Center Control Manager
features are installed on your computer or even ko remove Avaya Contact Center Control
Manager From wour computer, Click "Mext" to continue or "Cancel” to exit the Setup
Wizard,

AVAYA

= Back I Mext = I Cancel

2. Click Next.
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The system displays the following screen:

% Avaya Contact Center Control Manager Setup [ x| I
Muodify, Repair or Remove installation a V o A
Select the operation vou wish to perform,
Maodify

&
j Allows users ta change the way Features are installed,
)

Remove

Removes fvaya Contact Center Control Manager from your
computer,

Avaya [ne

% Back Mdewt = Canel

3. Click Modify.
The system displays the following screen:
% vaya Contact Center Control Monager setop K|

Custom Setup a VA A
Select the way you want Features to be installed.

Click on the icons in the tree below to change the way features will be installed.

7< = Prerequistes -
75 = Tools
= g~ one-¥ Agent CAM
L:‘Uv an&- Agent Manégeme This feature requires OKE on your
(/™ one-X Agent Canfigurat hard drive. It has 0 of 2

()~ one-x Agenk Database — | subfeatures selected. The
i subfeatures require OKE on your

.| | 3 hard drive.

ACCCM Databases

A aya N

Reset | Disk, Usage | < Back | et = | Cancel |
Ly

4. Select the components that you want to add or remove and click Next.

The system displays the following screen:
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fonvaya Contact Center Control Manager Setup E

SQL Database a VA A
Configure SQL Connection bo your SQL Server

Server: I accmélgal
Fart: I 1433
Lsername: I ca
Passwaord: I sssesenee
ACCCH DB | accemavp|

farya Inc

< Back I Texk = I Cancel |

5. Inthe SQL Database configuration window, perform the following steps:

a. Inthe Server field, enter the host name or the IP address of the server that hosts
SQL Server.

By default, the system uses the host ACCCM server address. If you are using a
database instance, enter the instance name. For example, enter the database
name as acccmsServer\sglinstance.

NOTE: The ACCCM default SQL Server installation does not install a special
instance. Therefore, the value must be the server name or the IP address.

b. Inthe Port field, enter the port number of SQL Server. SQL Server uses 1433 as
the default port.

c. Inthe Username field, enter the database user name that is used for connecting
to SQL Server. Use the SA user. If you do not have the SA user, use a user that
has dbo access rights on the master database.

d. Inthe Password field, enter the password of the user.
e. Inthe ACCCM DB field, enter the name of the ACCCM database.

The database name is the original database you created for ACCCM. By default,
the database name is ACCCM.

6. Click Next.

Depending on the components you choose to add or remove, the system displays the
next screen. If you choose to remove components, the system removes the following
components from the ACCCM server:

Component Action

Databases The wizard does not delete any existing databases or database
users.

Web sites The wizard removes the websites from IIS and files on the file
system.

Services The wizard removes Windows services and all files on the file
system.

Prerequisites The wizard does not delete prerequisites from the ACCCM server.

<4<«
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Uninstalling the ACCCM system

Use the following steps to uninstall the ACCCM setup from the ACCCM installation wizard:

>> >

1. Double-click the ACCCM Installation wizard.

The system displays the following screen:

%@ Avaya Contact Center Control Manager Setup

Welcome to the Avaya Contact Center Control
Manager Setup Wizard

The Setup Wizard will allow vou to change the way Avava Contact Center Control Manager
features are installed on your computer or even ko remove Avava Contact Center Control
fanager from your computer, Click "Mext" to continue or “Cancel” ko exit the Setup

Wizard,
% Back I Mexk = I Cancel
2. Click Next.
The system displays the following screen:
% Avaya Contact Center Control Manager Setup [ x| I
Muodify, Repair or Remove installation a V o A
Select the operation vou wish to perform,
o Maodify
g

({‘.@ Allows users to change the way features are installzd.

Remove

.dl Removes Avaya Contact Center Control Manager from your
%/ computer,

Avaya [ne

% Back Mdewt = Canel

3. Click Remove.

The system removes all the components from the ACCCM server.

Component Action

Databases The wizard does not delete any existing databases or database
users.

Web sites The wizard removes the websites from IIS and files on the file
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system.

Services
system.

The wizard removes Windows services and all files on the file

At the end of the removal process, the wizard removes the ACCCM system from the

server.

However, the wizard retains the prerequisites and database related components in the
system. You must remove the prerequisite components manually from the system.

To remove the prerequisite components, see Removing the prerequisite components

manually on page 90.

To remove database related components see Removing the ACCCM databases manually

on page 92.

<4<

Removing the prerequisite components manually

The ACCCM installation wizard may not remove the prerequisite components if the services
are installed as part of the ACCCM installation process.

Use the following steps to remove the prerequisite components manually.

44

1. Select Start > Control Panel > All Control Panel Items and click Programs and

Features.

2. Right-click the prerequisite that you want to uninstall and click Uninstall.

9\ )v [0 ~ Control Panel ~ Al Control Panel Ttems ~ Programs and Features

Control Panel Home Uninstall or change a program

View nstalled updates
#) Turn Windows Features on or off
Organize > Uninstal  Repair

To uninstall @ program, select it from the fist and then click Liinstal, Change, or Repair.

jzMicrosoft Report Viewer Redistributable
& Microsoft Shveright

[ Microsoft 5QL Server 2008 R2 (64-tit)
5 Micrasoft QL Server 2008 RZ Native Client

[ mcrosoft squ Server 2008 Rz Policies

| Microsoft SQL Server 2008 R2 Setup (Enalish)

5 Micrasoft QL Server 2008 Setup Suppart Fles

| Microsoft 5QL Server Browser

[ Microsoft SQU Server Compact 3.5 5P2 ENL

[ Microsoft SQL Server Compact 3.5 SPZ Query Too...

k air

[ Microsoft 5QL Server VS5 Writer

B picrosoft Visual Studio Toals for Applications 2.0 -...
& symantec Endpoint Protection

(EDvMware Tools

BBwirRAR 4.00 (32-bit)

baft Corporation
koft Corporation
Microsoft Corporation
Mictosoft Carporation
Microsoft Corporation
Microsoft Corporation
Micresaft Corporation
Microsoft Corporation
Mictosoft Carporation
Microsoft: Corporation
Microsoft Corporation
Microsaft Carporation
Symantec Corporation
VMware, Inc,

win.rar GribH

j3j2011
jz011
2011
2011
jzo11
2011
2011
2011
2011
jz011
2011
2011
ofzn1n
0fe010
2011

Hams_* |- Publiher || instal., || Size || Version I
/8- Avaya Contact Center Control Manager avaya af5/z011 6.2.0
ivellpdate 3.3 {(Symantec Corporation) Symankec Corporation 8/30/2010 3.3.092
L licrosaft NET Framewark 4 Client Profile Microsoft Corparation 4[4/2011 38.8MB  4.0.30319
P NET MVC 2 ation 43 17.0

14.9M8

6.06 1B
984 KB
43618
2451E
8.93ME
33918
4.63ME
353ME
21318
szIE
27,418

2.0.50106.0

10,50,1600,1
10.50.1600.1
10.50.1600.1
10127310
10.50.1600.1
3.5.8080.0
3.5.8080.0
10.50.1600.1
2.0.35191
11.0.5002.333
8.0.2,14744
4.00.0

The system removes the selected component from the server.

<44«

Removing the ACCCM services manually

The ACCCM installation wizard may not remove the ACCCM services if the services are
installed as part of the ACCCM installation process. You must remove the ACCCM services

manually.

>> >
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1. Navigate to the folder of the service you want to remove. For example, to remove
Provisioning Server, select Avaya > Avaya Contact Center Control Manager >
Services and click Provisioning Server.

The system displays the following window:

B Provisioning Server =
g\ )= - Awaya ~ Avaya Contact Center Control Manager ~ Services = Provisioning Server = * |23 | search Provisioning Server B
Organize ~ =] Open  Burm  Mew folder =~ Al @

Favorites Mame Date modified Type ‘ Size IL
B Deskiop App_Files 4/5/2011 8131 PM File Falder
& Downloads ogs 4J5/2011 653 M File faldsr
-4 Recent Flaces Templates 452001 B3P il folder
Ubraies a/4/2011 1:15 PM
-
% Documents | ASymmetricEncriptionLib, dil 4/4/2011 1110 PM Application extension SKB
& Music %) Awaya_IQ_Connector.dl 4l4/2011 1:10 PM Application extension 156 KB
| Pictures %/ ClientLicensingLib, di 44/2011 1:10 PM Application extension 16 KB

2. Inthe Provisioning Server screen, locate the service executable file.
Note: The service executable file is marked as application under the Type column.
Open the windows command line interface.

4. Atthe prompt, type c:\windows\microsoft.net\framework\v2.0.50727

[+ Administrator: Command Prompt

Microsoft Windows [Version 6.1.76801
Copyright <{c)> 2889 Microsoft Corporation. All rights reserved.

C:slUserssAdministrator?cd c:sWindowssMicrosoft.NET~Framework w2 .B8.50727_

5. Atthe prompt, type installutil - u
IMPORTANT: Do not press the ENTER key.

-| Administrator: Command Prompt

Microsoft Windows [Uersion 6.1.768@]
Copyright <{c> 288? Microsoft Corporation. All rights reserved.

C:slsers~Administrator>cd c:isWindowss\Microsoft . NETSFramework-w2_ @.58727
c:wWindowssMicrosof t .NET“Framework v B8.58727>Installltil.exe —u _

6. Drag the Provisioning Server exe file from the service folder and drop it in to the
command line window.

dministrator: Command Prompt

icrosoft Windows [Version 6.1.76881
Copyright {(c> 2809 Microsoft Corporation. All rights reserved.

C:wlzers Administrator>ed cisWindows\Microsoft NET“Framework-w2.@.58727

c “MWindows“\Microsoft .NET“Framework-w2 B.58727>Installltil.exe —u “"C:\Program Fil
ez (xB6)“Avaya~Avaya Contact Center Control Manager Servicez“Provisioning Server
~NAU36HB_FProvisioningService.exe'

7. Press Enter.
The system uninstalls the selected service.
IMPORTANT: The manual uninstall does not update the ACCCM installation wizard. If
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you attempt to reinstall the service again through the installation wizard, the wizard does
not recognize the service, as the service was uninstalled from the system. The wizard
marks it as a service that exists on the server.

<4<

Removing the ACCCM databases manually

The ACCCM wizard does not remove the ACCCM databases during the removal process of
the ACCCM system.

Use the following steps to remove the ACCCM database manually:

>> >

1. Select Start and Open SQL Enterprise Studio.
The system starts the SQL Enterprise Studio application.
2. Loginto SQL Enterprise Studio as an administrative user.
The system displays the SQL Enterprise Studio window.
3. Inthe Microsoft SQL Enterprise Studio, right-click ACCCM and select Delete.

% Microsoft SOL Server Management Studio

File Edit Wiew Debug Tools ‘Window  Con

Dnewaouery | [y | [ |5 &

Cornect ~ 47 4J = B

B |y . (50L Server 10.50.1800 - sa)
= [ Databases
3 System Databases
| accems Mew Database. ..

New Query

B EEE
fm
g
i)
fal
ja)

1 acca Script Database as »

Tasks 3

Policies 3

Facets
1] e Start Pawershel
Reports »

J accomt Rename
Security | Delete %

Uermrmmm®
L
x
I
a
[

The system displays the following screen:

Delete Object =] 3|
= § Sot + I} Heto

S ored

Dbt o et

T e T e S ]
] Odlabie

|

)

4. Inthe Delete Object window, select the Close existing connection option if there are
services, which are connected to the ACCCM database.

5. Click OK.

NOTE: To delete a database user, navigate to the main security folder in the Server, and
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not a specific database.

6. Right-click the user you want to delete and select Delete.

= L:_'B 172.16.8.33 (5QL Server 10.50.1600 - sa)
[ Databases
= 3 Security
= 3 Logins

&, ##MS_PolicyEventProcessingLogin##|

&, #BMS_PolicyTsqlExecutionLogings

&

A acee New Login...

A acce Script Login as 3

A acce

A ACC Policies 3

fn] BUIL Facets

n

& 9ers Start PowerShell

A NTA

A NTA Reports 3
NT g

F . Rename

ch

A& shira Delete

<4<
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Chapter 8: Installing the EMC connector
manually

Use the following steps to install the EMC ACCCM connector manually:

>> >

1. From the ACCCM installation CD, copy the folder of the \Misc\Web\ACCMEMC and paste
the ACCMEMC folder to the ACCCM server at Avaya> Avaya Contact Center Control
Manager 7 > Web.

2. Open the Web.config file from Notepad and perform the following steps:
a. Modify the connection string details of the EMC ACS database as follows:

<add name="ACSConnectionString" connectionString="Data
Source=itnvlab9;Initial Catalog=ACS;User
ID=sa;Password=&quot;byTbgT36p65P8WEN5SW2XAw==&quot;" />

Parameter Description

Data source The host name of the server that hosts the EMC ACS
database.

Initial Catalog | The name of the EMC ACS server. By default, the EMC ACS
server name is ACS.

User ID The SQL Server user name of the user that has full DBO
access rights on the ACS database.

Password The password of the user. You must specify the password in
clear text. The system encrypts the password on the first login.

b. Modify the connection string details to the ACCCM database as follows:

<add name="nav360ConnectionString"” connectionString="Data
Source=acccm;Initial Catalog=NAV360_234qga;User
ID=sa;Password=&quot;sfaq5ySLrR36bu/ztCklLg==&quot;"/>

Parameter Description

Data source The host name of the server that hosts the ACCCM
database.

Initial Catalog The name of the ACCCM server. Usually it is ACCCM.

User ID The SQL Server user name of the user that has full

DBO access rights on the ACCCM database.

Password The password of the user. You must specify the
password in clear text. The system encrypts the
password on the first login.

3. Save the Web.config file.
4. Open the IIS administration console and perform the following steps:

a. Expand the IIS tree, right-click Default Web Site and select Add Application.
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'!Elnternet Information Services (I18) Manager

@,, 3 [@} b ACCCMGAG3L b Sikes b Default Web Stke b

File  Wiew Help

e- |78
-5 Start Page
EH_E.‘ ACCCMGABS] (ACCCMGAES 1 Administrator)
b? Application Pools
= & Sites
E&B Default Web Site
(¥ ACCCM| o)

Explare

Edit Permissions...

Add Application. .. N |
Add Wirkual Director!f\s.

The system opens the Add Application window.
b. Inthe Alias field, enter the name of the website as ACCCMEMC.
c. Inthe Application pool field, select the application pool as ACCCMIVR.

d. Inthe Physical path field, browse to the location of the ACCCMEMC folder that
you copied to the ACCCM server.

e. Click OK.
5. Log on to the ACCCM Web interface as administrator.
6. Onthe ACCCM menu, navigate to CFG > Sys. Params.

The system displays the Sys. Params screen.

Support Local Language |l
Automatic flesder [m}
=

Coverage alias

VDN TGP Server Port

ACCCMVisual Vecloring URL
ACCCMIVR URL
ACCCMCCE URL
ACCCMImporter URL nttp /ACCCMGAB31/accempomweb

7. Locate the ACCCM EMC URL system parameter and enter the URL to the Web
application as http://<acccmservername>/acccmemc), where <acccmservername> is the
IP address of the Avaya EMC.

NOTE: Do not use the EMC portal from the ACCCM Localhost. Ensure that you access
the portal through FQDN or host name and not through IP.
8. Click Save.

44 g
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Chapter 9: Troubleshooting

Unable to log in to the ACCCM portal

Authentication failed
PROBLEM:

When trying to log in to the ACCCM Web portal for the first time, | get an error message that
the authentication failed.

POSSIBLE RESOLUTION:
If you are unable to login for the first time, check for the following:
1. Goto c:\windows\system32 folder and locate a NAV360CONFIG.XML.

. System3Z

(: :,u,: ;1 | = Computer = Local Disk (C:) ~ Windows ~ System32 -
Jrganize :éOpen * EBurm  Mew folder
T Favotites MName Date
B Deskiop ¥ | NAPCLCFG.MSC 6/10
4§ Downloads | %) NAPCRYPT.DLL 7/14
<!l Recent Places %) napdsnap. di 7/14
| %] MAPHLPR.DLL 74
Librari :
v _orares (%) NapilisP. d 7/14
j Dacurents ; dl
3 &) napipsec. 7/14
@' Music (=] NApipsec !
&) Pictures | MAPMONTR, DLL 7114
B2 videos 2 NAPSTAT EXE 7114
i Marrator, exe 74
1B Computer || MativeHooks, di 714
- |%| MaturalLanguages.di 7i14
&R Metwork -
B Mavae0Config.xml
B hbcbak ava 214

2. Open the file in a text editor.

You see a file in the following structure:

<?xml version="1.0" encoding="UTF-8" standalone="yes"?>
<configuration>

<connectionString>Data Source=ACCCMDBSERVER;Initial
Catalog=ACCCMDBNAME ;User
ID=acccmdbuser;Password=acccmdbpassword</connectionString>
</configuration>

3. Ensure that the connection string details match the database settings.

NOTE: The database setting must be the same that you entered during the installation
process.

String Description

ACCCMDBSERVER The database server that hosts the ACCCM database.
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If you are using a database with an instance, the server name
must include a”/”. For example, myServer/SQLexpress

ACCCMDBNAME The name of the ACCCM database.

Acccmdbuser The database user that ACCCM uses to access the ACCCM
database.

Acccmdbpassword The user password. After the first successful log-in, the

system encrypts the password.

You can create an ODBC on the ACCCM server and check if the connection string details
are correct. If the connection details are incorrect, you can edit the details and save the
file.

4. Repeat step 1-3 for the same file located in c¢:\windows\syswow64 folder.
NOTE: This step is valid only for windows 2008 64-bit installation.

No more licenses

PROBLEM:

When trying to log in to the ACCCM Web portal for the first time, | get a message that there
are no more licenses.

POSSIBLE RESOLUTION:
If the error appears on the screen and there are sufficient licenses, check the following:
1. Open Windows Services and check if the ACCCM License Server is running.

2. Restart the ACCCM License Server service.

Marne = | Descripkion | Skakus | Startup Tvpe |
LLACCCM AD Sync Active Dire, .. Autamatic

L EACCCM Audit Log Server This servic. .. Aukomatic

SR ACCCM Importer This servic. ., Aukornatic
'-@’;P.CCCM License Server This Servic... Started Bukormatic (D, ..
b ACCCM Provisioning Server This servic, .. Aukomatic

3. Ifthe ACCCM License Server service does not start, then navigate to the License Server
folder on the ACCCM server and check the log files of the service.

kact Center Control ManageriServicesilicense Serverilogs j [mj I St

Jrganize ¥ jOpen *  Print  Kew Folder

r Favories Mame “ Diate radified | Twpe]
B Desktop B nevaeo_LicenseServer_2011-04-08 4/6/2011 4:09 PM
4 Downloads

= Recent Places

The log file must state:

06/04/2011 16:09:14 |DEBUG
|NAV360 LicenseService.ConfigReader.Init |Got Config file
06/04/2011 16:09:14 |DEBUG
|NAV360 LicenseService.lLicenseService..ctor |Initialized
ConfigReader
06/04/2011 16:09:14 |DEBUG
| LicenseDBManager.DBManager..ctor |Connection string was set
06/04/2011 16:09:14 |DEBUG
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| LicenseDBManager.InfoProvider.GetAllLicenseServicesAddresses
|Got 1 License Services addresses

06/04/2011 16:09:14 |DEBUG
NAV360_LicenseService.LicenseService.OnStart |The service will
start listening on port 35353

06/04/2011 16:09:14 |DEBUG
NAV360_LicenseService.LicenseService.OnStart |about to
initialize LicensingService singleton instance

06/04/2011 16:09:15 |DEBUG
NAV360_LicenseService.LicenseService.OnStart |Initialized
LicensingService singleton instance

06/04/2011 16:09:15 |DEBUG
NAV360 LicenseService.LicenseService.OnStart |Starting to listen

If you get a different log structure and error messages, contact Avaya Support.
4. Ensure that the License.lic file is in the root directory of the License Server folder.

If the log file shows that the service is up and running, there is a problem with the license
file. You must contact the Avaya support for help.

Synchronizer application fails to start
PROBLEM:

When launching the synchronizer application, the application fails and the system displays an
error message.

POSSIBLE RESOLUTION:
1. Check that the Synchronizer is configured in the CFG > Synchronizer tab.

NOTE: The Synchronizer must be configured as part of the installation wizard process.

Senice 1D File log mode ™ =
Senice name - Eventviewer log mode  * B

Finish CM process waiting fime  * Log relative path *
Default synt. perind(sec) * Error log relative patn
Min. senice sync. period(ser) * Data Source *

in. histary sync. periodiser) * Initial Catalog *

Mha History syne. periodisery UserD *

TimeOMay tables number Password *

Continue On Emor * r

Finish CM process Default sync. period Min. service sync.  Min. history sync.  Max. History sync.  TimeOfDay tables
Il waiting time (sec) i i i number
1 ACCTM Sync 100 100 100 100 100 8

(] Service name

2. Check that the NAV360Synconfig.xml file in the synchronizer folder is pointing to the
correct sync service ID.

NOTE: You can find the service ID under the CFG > Synchronizer tab in the ACCCM
portal.
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- Avaya Contact Center Control Manager - Services = Syncornizer =

Qrganize - @Open *  Mew folder

. . Mame ~ D

I W Favorites T OIS e =PI <,

B Deskion %) Mavas0_saccLayer.d 4,

§ Downloads

o MAY360_CMConmmunicator,dil 4,
1=l Recent Places =

% MAYIE0_Configlayer.di 4,

4l Libraries 5 NAY360_ConfigLayer.di 4,

3 Documents %) MAN3IE0_Datalayer.dl 4,

& Music %] Mav3E0_ObjectProvider.di 4,

[ Fictures [CE| MAYIE0_Synchronizer 4,

B2 videos

IE] M&W3I60_SyncService 4,

8| Computer %) NAN3I60_SystemLayer.dl 4,

a' Lacal Disk (C1) %) NAN3I60_TepServerListener.di 4,

¥ Con ITHYARIKMM (=77 Mawaen TepService 4,

¥ D on ITHYARIKMM 4

&M an dll 4

<?xml version="1.@" encoding="utf-8"?>
<configuration>
<configsource>

<l-- id of configuration from NAV360 table

'Sync_Service_Parameters'--3

ation type: MAV36B, avaya-->
<appligationType>NAV36@</applicationTypes
</configsource>

<fconfiguratiog>

Finish
we

] Service name

1 ACCCM Sync

The Synchronizer application does not show any locations
PROBLEM:

When launching the Synchronizer application, the location list is empty.

Avaya Synchronizer

Manual Sync | Sync Semvice |

Type Syne CM - Log display level. @ Major steps andenors ' Trace () Enorsonly (' Nothing

Import mode: & Jnitisl £ Sync
Temptables data: & Renew  Use existing

Objects to synchranize

[w <<< Select Al > ﬂ

¥ AbbrDial. Group

] AbbrDial. Personal

[ AbbrDial. System

v Agent

[ Announcement

v CoveragednswerGioup =

Locations ta spnchionize :

v <<< Select &l >3>

[w] CM B2 [Server P 172.16.7.80]

[l ITMY PROD [Server IP:172.16.7.53)

Frogiess

|
st | Cancel | it | AVAYA

POSSIBLE RESOLUTION:

Assign at least one Avaya Aura® Communication Manager to the location and restart the
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Synchronizer application.

06/04/2011 16:09:14 |DEBUG
NAV360_LicenseService.ConfigReader.Init |Got Config file
06/04/2011 16:09:14 |DEBUG
NAV360_LicenseService.LicenseService..ctor |Initialized
ConfigReader
06/04/2011 16:09:14 |DEBUG
| LicenseDBManager.DBManager. .ctor |Connection string was set
06/04/2011 16:09:14 |DEBUG
| LicenseDBManager.InfoProvider.GetAllLicenseServicesAddresses
|Got 1 License Services addresses
06/04/2011 16:09:14 |DEBUG
|NAV360 LicenseService.lLicenseService.OnStart |The service will
start listening on port 35353

06/04/2011 16:09:14 | DEBUG
NAV360 LicenseService.lLicenseService.OnStart | about to
initialize LicensingService singleton instance

06/04/2011 16:09:15 | DEBUG
|NAV360 LicenseService.lLicenseService.OnStart |Initialized
LicensingService singleton instance

06/04/2011 16:09:15 | DEBUG
NAV360 LicenseService.lLicenseService.OnStart |Starting to
listen

Unable to connect to CM

Synchronizer or ACCCM Provisioning are unable to connect to Avaya Aura®
Communication Manager
PROBLEM:

The system services are not able to establish connection to Avaya Aura® Communication
Manager.

POSSIBLE RESOLUTION:

Ensure that you have configured the following Avaya Aura® Communication Manager
parameters correctly:

e Avaya Aura® Communication Manager user name

e Avaya Aura® Communication Manager password

e PIN Code, if required

e Avaya Aura® Communication Manager Connection port

The Avaya Aura® Communication Manager port is configured under the system parameter
page. By default, the Avaya Aura® Communication Manager port is 5023.

ACCCM services are not starting

PROBLEM:
ACCCM Services are not starting.
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POSSIBLE RESOLUTION:

If one of the following does not start:
e ACCCM Provisioning Service
¢ ACCCM Sync Service

Ensure the ACCCM License Server is running.

Failure installing one of the prerequisites
PROBLEM:

Unable to install the prerequisites.

Avaya Contact Center Control Manager Setup E

Installing Avaya Contact Center Control Manager AVAyA

Please wait whie the Setup Wizard installs Avaya Contact Center Control Manager.
This may take several minutes.

Status: Verifying prerequisites

Avaya Contact Center Control Manager

Logon Domain:

Warning 4154, SQL Server 2008 Express R2 prerequisite was not Logon Server:
l), correcty installed. Continue installation of Avaya Contact Center Machine Domain:

Control Manager? Memory:

Network Card:
Network Speed:
Network Type:

POSSIBLE RESOLUTION:

If one of the prerequisites that you select to install fails during the ACCCM installation and the
system displays an error message, perform the following steps:

1. Stop the installation.
The installation wizard rolls back automatically.
2. Install the prerequisite by running the software separately.

The system extracts all the installation files to the disk when you start the installation
wizard.

The location of the extracted files is Windows 2008:
C:\Users\Administrator\AppData\Roaming\Avaya\Avaya Contact Center
Control Manager\install

You can access these files only when the install wizard has initiated the installation
process. To access the prerequisite, you must start the wizard, copy the prerequisite file
from the location data, and then close the wizard.

3. Run the ACCCM installation wizard again and skip the prequisite that you installed
manually.
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f' Avaya Contact Center Control Manager Setup m |

Prerequisites a v a ﬁ
The Following Prerequistes are missing from your server:
Mg, | Required | Found | Action
Microsoft Sikverlight 3.0 3.0or higher  3.0.5010... Skip
Microsoft MYC Install
MET Framework 4.0 Installed Skip
0L Server 2003 Express R2 10,50 or hi...  10.50,16... Skip
‘ | =
<gack [ next> | cancel |

NOTE: You can remove prerequisites from the installation by clearing the selection option
to the corresponding Prerequisite components.

Settings for Express installation

The Express installation feature uses the following default settings during the installation

process:

Parameter

Value

Installation Location

C:\Program Files (x86)\Avaya\Avaya Contact Center
Control Manager

Installed Components

All system components except the EMC Connector are
installed.

ACCCM Database name ACCCM

Sync Database name ACCCMSYNC
one-X Database name ACCCMONEXDB
AVP Connector Database name | ACCCMAVP
ACCCM DB User ACCCM

ACCCM DB Password

See the password file in the main ACCCM folder

Sync DB User

ACCCMSYNC

Sync DB Password

See the password file in main ACCCM folder

one-X Database User

ACCCMONEXUSER

one-x Database Password

See the password file in the main ACCCM folder

AVPDatabase User

ACCCMAVP

Database Password

See the password file in the main ACCCM folder
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