
[image: image1.jpg]



Proactive Outreach Manager 3.0 FP1

Release Notes

Proactive Outreach Manager
Release Notes
(Supersedes All Previous Builds)

POM.03.00.01.00.150-r21471-x86_64.iso









Release 3.0 Feature Pack 1











May 2014
Table of Contents

31
Software


31.1
Proactive Outreach Manager 3.0 FP1


32
Prerequisites


32.1
Hardware Prerequisites


32.2
Software Prerequisites


43
Installation Notes


43.1
New Installation


43.1.1
Installation Instructions for POM 3.0 FP1 software


43.1.2
Installation Instructions for “POM Pluggable Data Connector”


43.2
Upgrading to POM 3.0 FP 1


43.2.1
Upgrade Instructions for POM 3.0 FP1 software


43.2.2
Upgrade Instructions for “POM Pluggable Data Connector”


43.3
Post installation instructions


43.3.1
Patch for POM3.0 FP1 GA software:


53.3.2
Browser pop-up blocker:


5SynTelate Agent Desktop


64
POM Documentation Library


75
What's New in POM 3.0 FP1


75.1
Support for Websphere WAS 8.5


75.2
Support for AACC & Avaya Aura Agent Desktop


76
POM PDC and Orchestration Designer


87
Known Issues


88
Contact Information





1 Software
1.1 Proactive Outreach Manager 3.0 FP1
The ISO image for the version of Proactive Outreach Manager (POM) 3.0 FP1 Build# 150 can be downloaded from the Avaya support web site (http://support.avaya.com)
Following are the deliverables:

	File
	Size (in bytes)
	md5sum

	POM.03.00.01.00.150-r21471-x86_64.iso
	185862144
	e99557f47c5353801fbafdf19fca9917

	POM301GAPatch.zip
	3878547
	ea3a7c284cd617c8bd08848d230944b3

	PomPDCInstallerSite_3.0.0.148.jar
	1183277
	78c8c3cb853fb085bb3f06de8e477cf2


Refer to the section# 3 on installation instructions.

2 Prerequisites

2.1 Hardware Prerequisites

POM 3.0 FP1 Build# 150 is supported on the hardware supported by Experience Portal 7.0. 
See the EP 7.0 help documentation.

2.2 Software Prerequisites

POM 3.0 FP1 Build#150 requires the following software:

· RHEL 6.4 64-bit or later hosting:

· Avaya Aura Experience Portal 7.0 build# 6604 (Experience Portal 7.0.0.0.6604)

For more information on this topic please refer to “Implementing Proactive Outreach Manager” document.
3 Installation Notes

3.1 New Installation

3.1.1 Installation Instructions for POM 3.0 FP1 software
Refer to the “Implementing Proactive Outreach Manager” guide for step by step instructions on how to install POM 3.0 FP1 software (POM.03.00.01.00.150-r21471-x86_64.iso). For post installation, refer to the section# 3.3 for mandatory patch installation and the “Using Proactive Outreach Manager” guide.
Alternatively, you may have a system that includes the Primary EPM software, the MPP software, and, optionally, application server software all co-resident on a single server.

3.1.2 Installation Instructions for “POM Pluggable Data Connector”
Refer to the “Developer's Guide for Proactive Outreach Manager” to install POM 3.0 PDC (PomPDCInstallerSite_3.0.0.148.jar).
3.2 Upgrading to POM 3.0 FP 1
3.2.1 Upgrade Instructions for POM 3.0 FP1 software
Refer to the “Upgrading Proactive Outreach Manager” for step by step instructions on how to upgrade to POM 3.0 FP1 software (POM.03.00.01.00.150-r21471-x86_64.iso). For post upgrade, refer to the “Using POM FP1” guide.

3.2.2 Upgrade Instructions for “POM Pluggable Data Connector”
Refer to the “Upgrading PDC” section of “Developer's Guide for Proactive Outreach Manager” (PomPDCInstallerSite_3.0.0.148.jar). For post upgrade, refer to the section# 3.3 for mandatory patch installation
3.3 Post installation instructions
3.3.1 Patch for POM3.0 FP1 GA software:

Before applying mandatory POM301GAPatch.zip patch on top of POM 3.0 FP1 release, confirm the version of POM installed:

1. Log in to the POM system as root or sroot.

2. At the command prompt enter: /sbin/service POM status

3. Verify that the first line shows POM version as version POM.03.00.01.00.150
4. Verify the database connection for POM database has either upgraded or fresh installations are intact.

Make sure that information from command in step#2 matches with version mentioned in step#3.
Note: The patch needs to be applied to all the EP systems running POM.
Problem Synopsis:

1. Jobs cannot finish because action states for few contacts was 257. 

2. Customized Agent View not showing any data on POM Home page (MS-SQL)
3. POM Home pages displays blank name for DNC schedule list.
4. "Fatal Error" displayed for Agent script page after upgrade. Upgrade issue (one of the column in pim_agent_application is missing)
5. Force logout of consult owner agent from AACC.
6. Documentation Updates

Patch Installation Steps:

1. Login to POM system with root or sroot credentials.

2. Copy POM301GAPatch.zip file under /home/craft

3. Logout all agents.

4. Stop all  POM, vpms, appserver  and mpp services (service POM  stop ; service vpms stop  ;service appserver stop ; service mpp stop  )

5. Unzip POM301GAPatch.zip. (unzip POM301GAPatch.zip). All files will get unzip under POM301GAPatch folder created in current directory.

6. Go to  POM301GAPatch  folder  ( cd POM301GAPatch)

7. Run POM301GAPatch.sh script (./POM301GAPatch.sh).

8. Verify that you see message on console output “Patch installation completed.” 

9. Start all services (service mpp start ;  service vpms start ; service appserver start ; service POM start  )
3.3.2 Browser pop-up blocker:
To be able to create or view Campaign Strategies, the browser’s pop-up blocker should be disabled.
SynTelate Agent Desktop

Refer to user guide for Syntelate (Inisoft) Desktop.

4 POM Documentation Library

Following documents are available with POM 3.0 FP1 build# 150 (POM.03.00.01.00.150-r21471-x86_64.iso):
In addition to the documentation library, POM provides the following documents on the Avaya support site.  You can download the updated version of all the documents from the Avaya support site support.avaya.com
	S. No.
	Guide Name
	Download Link

	1
	Implementing Proactive Outreach Manager
	http://downloads.avaya.com/css/P8/documents/100178575 

	2
	Upgrading Proactive Outreach Manager
	http://downloads.avaya.com/css/P8/documents/100178576 

	3
	Developer's Guide for Proactive Outreach Manager
	http://downloads.avaya.com/css/P8/documents/100178577 

	4
	Using Proactive Outreach Manager
	http://downloads.avaya.com/css/P8/documents/100178579 

	5
	Troubleshooting Proactive Outreach Manager
	http://downloads.avaya.com/css/P8/documents/100178578 

	6
	Proactive Outreach Manager Product Overview and Specification
	http://downloads.avaya.com/css/P8/documents/100178574  


5 What's New in POM 3.0 FP1
5.1 Support for Websphere WAS 8.5

5.2 Support for AACC & Avaya Aura Agent Desktop

· Support for AACC mode on AACC6.4 (with latest patches of AACC available) and AACC-SBP is supported for AACC6.3 and above 

· Support for Avaya Aura Agent Desktop with AACC.

6 POM PDC and Orchestration Designer

The POM 3.0 Build 148 is tested with the following versions of POM PDC and Orchestration Designer:

· POM PDC Version = "PomPDCInstallerSite_3.0.0.148.jar"

· AAOD 7.0 version = “Build 18 (7.0.0.1801)” and should work with later releases of OD 7.0.
For information on installing/upgrading POM PDC, refer to the POM 3.0 Developer’s Guide.


NOTE:

For applications developed and deployed using earlier PDC build, the duplicate jars need to be removed. If present user has to manually clean them from the application.

rm –f $APPSERVER_HOME/webapps/<Your App Name>/WEB-INF/lib/axiom-api-1.2.7.jar

rm –f $APPSERVER_HOME/webapps/<Your App Name>/WEB-INF/lib/axiom-dom-1.2.7.jar

rm –f $APPSERVER_HOME/webapps/<Your App Name>/WEB-INF/lib/axiom-impl-1.2.7.jar

rm –f $APPSERVER_HOME/webapps/<Your App Name>/WEB-INF/lib/axis2-1.4.1.jar

rm –f $APPSERVER_HOME/webapps/<Your App Name>/WEB-INF/lib/commons-codec-1.3.jar

rm –f $APPSERVER_HOME/webapps/<Your App Name>/WEB-INF/lib/neethi-2.0.4.jar

rm –f $APPSERVER_HOME/webapps/<Your App Name>/WEB-INF/lib/woden-api-1.0M8.jar

rm –f $APPSERVER_HOME/webapps/<Your App Name>/WEB-INF/lib/woden-impl-dom-1.0M8.jar

rm –f $APPSERVER_HOME/webapps/<Your App Name>/WEB-INF/lib/wsdl4j-1.6.2.jar

rm –f $APPSERVER_HOME/webapps/<Your App Name>/WEB-INF/lib/XmlSchema-1.4.2.jar

rm –f $APPSERVER_HOME/webapps/<Your App Name>/WEB-INF/lib/commons-logging-1.1.1.jar

If applications are developed from earlier POM PDC builds (earlier then 2.5.0.33), following jars needs to be removed from eclipse speech project at location <Your DD ApplicationName>/WEB-INF/lib.

axiom-api-1.2.7.jar

axiom-dom-1.2.7.jar

axiom-impl-1.2.7.jar

Please ensure using new axis2 (version 1.6) & scertcommmon jar from OD7 build18, for instance following jars are required in apache tomcat's lib folder for POM PDC speech application.

axiom-api-1.2.13.jar

axiom-dom-1.2.13.jar

axiom-impl-1.2.13.jar

axis2-adb-1.6.2.jar

axis2-adb-codegen-1.6.2.jar

axis2-codegen-1.6.2.jar

axis2-json-1.6.2.jar

axis2-kernel-1.6.2.jar

axis2-saaj-1.6.2.jar

axis2-transport-http-1.6.2.jar

axis2-transport-local-1.6.2.jar

scertcommon-07.00.12.04.jar

neethi-3.0.2.jar

7 Known Issues

· It is mandatory to install EPMS Plugin and POM Server packages on primary EPM Server. 

· POM 3.0 applications will not work on Websphere WAS 7.0 (wi01152989).
· Ignore the messages like “No such file or directory” during POM upgrade. These log messages has no functional impact.

· Campaign Strategy:

a. When HTML format for text message is enabled, every save in Campaign Strategy results inserting double the number of blank lines in the text message (on IE only). The work solution is to use some other internet browser (Mozilla firefox)
b. Importing a Contact Strategy fails, when the Strategy XML (Notification Text message) contains accented characters. For workaround follow the steps below:

Step 1: Before exporting a Contact Strategy (CS), save the accented text/characters to a notepad.

Step 2:  Save and Export the CS.
Step 3: Import the CS to any other POM server.

Step 4: Open the CS and place the accented text back in the Imported CS.

· WFO Integration:
a. Recording is supported for Default zone only.
Note: Agents putting nailing call on hold either by accepting a call on a second appearance or another method may result in silent call time to customers. We support performing telephony operations only through agent desktop.

· Real time monitor on auxiliary machine may ask for user & password twice. (wi01103190)
Note:

During upgrade (POM with MS-SQL Database), ignore already found index exceptions in upgradeDB.log and “UPGRADE DATABASE FAILED!” message in pomUpgrade.log for MS-SQL database.

During upgrade also ignore exceptions like: Index has already been created, create index ix_Cmpgn_CmplnCd on pim_campaign_completion_code(completion_code_id).
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Contact Information

Contact support checklist:
If you are having trouble with Proactive Outreach Manager 3.0 FP1, you should:

1. Retry the action. Carefully follow the instructions in written or online documentation.

2. Check the documentation that came with your hardware for maintenance or hardware-related problems.

3. Note the sequence of the events that led to the problem or recent changes made and the exact messages displayed. 

4. Have the Avaya documentation available.
If you continue to have a problem, contact Avaya Technical Support by:

1. Logging on to the Avaya Technical Support website: http://www.avaya.com/support 

2. Calling or sending a fax to Avaya Technical Support at one of the telephone numbers in the Support Directory listings on the Avaya support website.

3. If you have difficulty reaching Avaya Technical Support through the above URL or email address, please go to http://www.avaya.com for further information.

4. Avaya Global Services Escalation Management provides the means to escalate urgent service issues. For more information, see the Escalation Contacts listings on the Avaya website.

Contact support tasks:
You may be asked for one or more files by Technical Support for analysis & investigation of the issue. 

As a practice FINEST level logs from following directories are required for investigation at POM level:

· $POM_HOME/logs
· $CATALINA_HOME/logs

· $APPSERVER_HOME/logs
· $APPSERVER_HOME/webapps/<APP_NAME>/data/log (Depends on channel type used in campaign)

· If used custom OD application logs.
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