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Abstract

These Application Notes describe the configuration steps necessary for provisioning Sabio
CRM Integration to successfully interoperate with Avaya Aura® Contact Center R6.4 and
Avaya Aura® Communication Manager R6.3. Sabio CRM Integration is middleware between
a Computer Relationship Management (CRM) system and the Avaya Aura® Contact Center.

Readers should pay particular attention to the scope of testing as outlined in Section 2.1, as
well as observations noted in Section 2.2 to ensure that their own use cases are adequately
covered by this scope and results.

Information in these Application Notes has been obtained through DevConnect compliance
testing and additional technical discussions. Testing was conducted via the DevConnect
Program at the Avaya Solution and Interoperability Test Lab.
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1. Introduction

These Application Notes describe the configuration steps necessary for provisioning Sabio CRM
Integration from Sabio Ltd to successfully interoperate with Avaya Aura® Contact Center R6.4
and Avaya Aura® Communication Manager R6.3.

Sabio CRM Integration is a solution from Sabio Ltd capable of providing a link between a
Computer Relationship Management (CRM) system and the Avaya Aura® Contact Center
specifically the Open Queue Interface. The Sabio CRM Integration solution allows requests
made from a CRM solution to be passed into Avaya Aura® Contact Center using the Open
Queue Application Programming Interface (API). This request or work item is then queued to an
agent using Avaya Aura® Contact Center skill based routing. Once this interaction is answered
by an Agent a screen pop is presented to the agents desktop PC.

Sabio CRM Integration consists of two modules that interact with each other for this solution,
and connect into Avaya Aura® Contact Center as follows:

1. The Sabio CRM Integration server connects to Avaya Aura® Contact Center Open
Queue Interface.

2. The Sabio CRM Client installed on each agent PC utilizing a connection to the
Communication Control Toolkit (CCT) module on Avaya Aura® Contact Center in
order to monitor events from the agent’s phone set. Once an interaction is answered on
the Avaya Aura® Agent Desktop (AAAD) an event is sent to Sabio CRM Client that
tells it to pop the screen.

3. The Sabio CRM Client also facilitates a ‘Click to Call’ option for agents allowing an
agent to make a call back to a customer by clicking a button on the agent desktop
application.

Open Queue refers to the ability of an external application to queue contacts in the Avaya Aura®
Contact Center. Open Queue is a web service hosted on the Contact Center Manager Server
(CCMS) module of the Contact Center and requires that the Open Queue Open Interface feature
is enabled on the CCMS server.

The Open Queue Open Interface is a SOA-modelled API that allows external applications to
queue third-party contact types into the Contact Center to be routed to skilled, idle agents.

This licensed service is hosted on the CCMS server and is an optional feature of a Contact
Center installation. The Open Interface can be optionally configured for secure access using
SSL. Customers authenticate themselves with the Web service using a default user and a
configurable password. Once authenticated, applications have the ability to:

e Create an Open Queue contact with intrinsic data.

e Query Open Queue contacts created.

e Drop Open Queue contacts created.

e Listen for the status of a Contact Center Multimedia provider.
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2. General Test Approach and Test Results

There was no CRM system provided by Sabio Ltd for compliance testing, instead a test program
called “SOAP UI” provided by Sabio which was used as a “Test Harness”. The SOAP Ul
generated work items that passed to the Open Queue interface on Contact Center. This mimicked
a user requesting an agent’s assistance and allowed the creation of an Open Queue contact with
intrinsic data.

There was no CRM present to show a useful screen pop so instead of popping a screen with
information on the caller a google search page was popped with the information gathered
displayed in the ‘Search Window’. An example of this can be seen in Section 9.2.1.

DevConnect Compliance Testing is conducted jointly by Avaya and DevConnect members. The
jointly-defined test plan focuses on exercising APIs and/or standards-based interfaces pertinent
to the interoperability of the tested products and their functionalities. DevConnect Compliance
Testing is not intended to substitute full product performance or feature testing performed by
DevConnect members, nor is it to be construed as an endorsement by Avaya of the suitability or
completeness of a DevConnect member’s solution.

2.1. Interoperability Compliance Testing
This interoperability compliance test plan focuses on the monitoring incoming calls to the Open
Queue Default Skillset presented to the Contact Center Agent on Avaya Aura® Agent Desktop
(AAAD) and the resulting screen pop presented to the agent who answered the skillset call.
Compliance testing focused on the following call types.

e Simulated requests made to the Open Queue Web Services.

e Simulated “Click to Call” calls made to the PSTN.

Compliance testing focused on observing Screen Pops under the following conditions.
e Screen pop observation for incoming call to an agent.

Screen pop observation for agent busy/alternate destination routing.

Screen pop observation for “No answer” by Agent (timeout).

Screen pop observation for blind/attended transfer to agent.

Screen pop observation for personal call.

Screen pop observation for blind/attended transfer to supervisor.

Compliance testing focused on the following Failover testing.
e Temporary loss and re-establishment of network connectivity to both the Sabio CRM
Integration server and the Avaya Aura® Contact Centre server.
e Temporary loss and re-establishment of CCT services, (simulated power issue).
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2.2. Test Results

Basic test cases involving calls being offered directly to the phone set passed successfully,
however the following observations were noted during testing:

1. When the CCT module is shut down and restarted it is also necessary to restart CCMS in
order to reconnect to Open Queue Web Services.

2. When an agent is not logged in, the work item or Open Queue contact is not queued; so
when the agent logs in, the work item is not presented). This is because the default
Contact Center routing workflow for Open Queue items discards items in this case — it is
suggested that a customized workflow should be used which is implemented based on
customer specific scenarios.

2.3. Support

The following is the contact information for Sabio:
Tel +44 (0) 141 2228888
Web www.sabio.co.uk
Email support@sabio.co.uk
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3. Reference Configuration

The configuration in Figure 1 was used to compliance test Sabio CRM Integration with Contact
Center. The Sabio CRM Integration Server running on a windows 2008 R2 operating system and
an agent PC running Sabio CRM Client.

Avaya Aura® System Avaya Aura® Session Avaya Aura® Application
Manager R6.3 Manager R6.3 Enablement Services R6.3

Sabio CRM Server

Avaya Aura® Communication Avaya Aura® Contact
Manager HA1 R6.3 Center R6.4 HA1

I
: c tion to O |

HA Floating IP Address | 192.168.10.60 °""ECM'IC:; Soe N?;ns Queue |
| 192.168.10.20 P S R o L S g

. HA Floating IP Address

Avaya Aura® Communication Avaya Aura® Contact
Manager HA2 R6.3 Center R6.4 HA2 i i
Agent/Client PC running Avaya
9620 H323 Aura® Agent Desktop Display and
Deskphone P ospay

Sabio CRM Client

Figure 1: Connection of Sabio CRM Integration solution with Avaya Aura® Contact
Centre R6.4 and Avaya Aura® Communication Manager R6.3.
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4. Equipment and Software Validated

The following equipment and software were used for the sample configuration provided:

Equipment/Hardware

Software/Release

Avaya Aura® System Manager running on an
Avaya S8800 Server

R6.3 SP7

Avaya Aura® Communication Manager running
on an Avaya S8800 Server

R6.3 SP6 (HA mode)

Avaya Aura® Communication Manager running
on an Avaya S8800 Server

R6.3 SP6 (HA Mode)

Avaya Aura® Session Manager running on an
Avaya S8800 Server

R6.3 SP4

Avaya Aura® Application Enablement Services
running on an Avaya S8800 Server

R6.3 (Full reboot HA Mode)

Avaya Aura® Contact Centre running on an Avaya
S8800 Server

R6.4 SP13 in HA Mode

Avaya Aura® Contact Centre running on an Avaya
S8800 Server

R6.4 SP13 in HA Mode

Avaya Media Server running on an Avaya S8800
Server

R6.4 SP13

Avaya 96xx/96x1Series Deskphone

H.323 Release 3.1 SP2

Avaya 96xx/96x1 Series Deskphone

SIP Release 2.6 SP3

Sabio CRM Integration Server running on
Windows 2008 R2 64 bit virtual server

(Windows XP)

-Web Service R1.0.1.0
-Windows Service (proxy server) R1.6.0.0
Sabio CRM Client runs on agent desktop PC R1.0.3.0
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5. Configure Avaya Aura® Communication Manager

There are no specific configuration changes on Communication Manager required for this
solution, for all provisioning information such as initial installation and configuration, please
refer to the product documentation in Section 11.

The configuration illustrated in this section was performed using Communication Manager

System Administration Terminal (SAT).

5.1. Verify System Features

Use the display system-parameters customer-options command to verify that Communication
Manager has permissions for features illustrated in these Application Notes. On Page 3, ensure
that Computer Telephony Adjunct Links? is set to y as shown below.

display system-parameters customer-options

Page 3 of 11

OPTIONAL FEATURES

Abbreviated Dialing Enhanced List? y Audible Message Waiting? y
Access Security Gateway (ASG)? n Authorization Codes? y
Analog Trunk Incoming Call ID? y CAS Branch? n
A/D Grp/Sys List Dialing Start at 012 y CAS Main? n
Answer Supervision by Call Classifier? y Change COR by FAC? n
ARS? y Computer Telephony Adjunct Links? y
ARS/AAR Partitioning? vy Cvg Of Calls Redirected Off-net? y
ARS/AAR Dialing without FAC? y DCS (Basic)? y
ASAI Link Core Capabilities? n DCS Call Coverage? y
ASAT Link Plus Capabilities? n DCS with Rerouting? y

Async. Transfer Mode (ATM) PNC? n
Async. Transfer Mode (ATM) Trunking? n Digital Loss Plan Modification? y
ATM WAN Spare Processor? n DS1 MSP? y
ATMS? y DS1 Echo Cancellation? y

Attendant Vectoring? y
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5.2. Configure the Agent Stations

This is a screenshot of the Avaya 9620 H.323 Deskphone used during compliance testing. On
Page 1 ensure that IP Softphone is settoy.

display station 2000

Page 1 of 5

STATION
Extension: 2000 Lock Messages? n BCC: O
Type: 9620 Security Code: * TN: 1
Port: S00000 Coverage Path 1: 2 COR: 1
Name: Paul 2000 Coverage Path 2: COS: 1
Hunt-to Station: Tests? y

STATION OPTIONS
Location:

Time of Day Lock Table:

Loss Group: 19 Personalized Ringing Pattern: 1
Message Lamp Ext: 2000
Speakerphone: 2-way Mute Button Enabled? y
Display Language: english
Survivable GK Node Name:
Survivable COR: internal Media Complex Ext:
Survivable Trunk Dest? y IP SoftPhone? y

IP Video? n

Short/Prefixed Registration Allowed: default

Customizable Labels? y

On Page 2 ensure that Multimedia Mode is set to enhanced.

display station 2000

FEATURE OPTIONS

Page 2 of 5
STATION

LWC Reception: spe Auto Select Any Idle Appearance? n
LWC Activation? y Coverage Msg Retrieval? y
LWC Log External Calls? n Auto Answer: none
CDR Privacy? n Data Restriction? n
Redirect Notification? y Idle Appearance Preference? n
Per Button Ring Control? n Bridged Idle Line Preference? n
Bridged Call Alerting? n Restrict Last Appearance? y
Active Station Ringing: single
EMU Login Allowed? n
H.320 Conversion? n Per Station CPN - Send Calling Number? y
Service Link Mode: as-needed EC500 State: enabled
Multimedia Mode: enhanced Audible Message Waiting? n
MWI Served User Type: Display Client Redirection? n
AUDIX Name: Select Last Used Appearance? n
Coverage After Forwarding? s
Multimedia Early Answer? n
Direct IP-IP Audio Connections? y
Emergency Location Ext: 2000 Always Use? n IP Audio Hairpinning? n
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display station 200

Conf/Trans on Primary Appearance? n
Bridged Appearance Origination Restriction? n

Call Appearance Display Format:
IP Phone Group ID:
Enhanced Callr-Info Display for 1-Line Phones? n

Unconditional For
Busy For

No Reply For

SAC/CF

0

Internal
External
Internal
External
Internal
External

Override:

STATION

inter-location

ENHANCED CALL FORWARDING
Forwarded Destination

Calls
Calls
Calls
Calls
Calls
Calls

To:
To:
To:
To:
To:
To:

4000
4000
4202
4202
2101
2101

Page 3 of 5

Active
n

KK B BB

On Page 4 there are three call appearance buttons configured, call-appr.

display station 200

SITE DATA
Room:
Jack:
Cable:
Floor:
Building:

ABBREVIATED DIALING
Listl:

BUTTON ASSIGNMENTS
1: call-appr
2: call-appr
3: call-appr

volice-mail

0

List2:

STATION

al

Headset?
Speaker?
Mounting:
Cord Length:
Set Color:

List3:

Page 4 of 5

o Q5 3
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6. Configuration of Avaya Aura® Contact Center

It is assumed that a fully working contact center is already in place with call routing and agents
configured. Communication Control Toolkit (CCT) is a module of Avaya Aura® Contact Center
and this is a client/server application that implements Computer-Telephony Integration (CTI) for
installed and browser-based client integrations. This section describes the steps required to add a
new Agent and CCT user and associate that CCT user with a windows domain user.

6.1. Configure Open Queue on Avaya Aura® Contact Center

To ensure that Open Queue is setup on Contact Center from the Contact Center server navigate
to Start - Programs - Avaya - Manager Server - Server Configuration.

Accessories = | —

Adminiskrative Tools | g
Avava " }

Contack Center

A Uninstall Contact Center
Cornrmon Lkilities
Cormunicakion Conkral Toolkit

Adrrinistrator

Diacurnents
Database Lkilities
License Manager
. . Compuker
Manager Adminiskration
Manager Server Hebwark

@ Computer Mame Synchronisation Uk
W7 Database Inkegration Wizard

&l Feature Report

.}-. Mulkicast Address and Park Configur
.}-. Multicast Skream Control |

Control Panel

Devices and Printers

A\ netwark Configuration Adrniristrative Tools »
E Server Configuration
A\ 5GM Management Client Help and Suppart
Multimedia Server
Crechestration Designer j Run...
4 Back Windows Security
I |5earch programs and Files |l;!] Log off Pl
e -m — L
L 7start ;—EI 2 | y
— : J'%’I = —ad
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In the left window under Main Menu click on Licensing, and ensure that both Open Queue and
Ol Open Queue are ticked as shown below.

¢ Server Configuration !E E

AVAYA Contact Center Server Configuration

. Main Menu
License Manager Package License Server IP Address
ZCMS Package
Network Settings IN':":'E'I Enterprise j License Server IP Park
(20 Local Subscriber Cptional Packages: Ilgzl 168, 10.60 3095
=) CCT Server - ”
WS Open Interfaces [ Networking =
SalesFaorce [T Instant Messaging
[~ Web Based Statistics
¥ Mulkiplicity Cptional Alternative License Server IP Address
|_7 Open Queus
— License Server IP
W Ol Open Quewe
W I Universal Metwarking _I I
Serial Mumber
Jzono40s4
Exit Apply Al Ok
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In the left window under SIP click on WS Open Interfaces, in the main window ensure that
SOA ENABLED is ticked. The Host is the name or IP address of the Contact Center server, the
User Name and User Password will be required again in the setup of Sabio CRM Integration in
Section 7. The ports and Session Timeout can be left as default. Once these are all filled in
correctly then click on Apply All at the bottom of the screen and this will require a reboot of the

Contact Center server after.

¢ Server Configuration

B Main Menu

AVAYA

V¥ S04 EMABLED

Local Settings
i-Z)) Licensing

, 5IP
Metwork Settings
Local Subscriber
Open Interfaces
I | 1) | T ]

S04 Properties

Haost

[anccezHAL

Parks IQD.’-"D -IBD?S
User MName
IOpenWsUser

User Password

I***********

Session Timeouk

f120

[ TLS Encryption

= 3

Contact Center Server Configuration

TLS Configuration [MO_CSR]

Generate Certificate Signing Reguest

Password I

CSRFile |

Trusked Certificate Autharity
Alias I

CACert |

CSR Response Certificate

Browse

Browse |

C3RCert |

[~ Remaove Certificates

Exit I Apply Al I (0] 4
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6.2. Create a Windows user on the Avaya Aura® Contact Center
Server

All CCT users must be associated with a user account on Windows Active Directory/Domain
User account. When a Contact Center user is created there is an option to create a CCT user and
there is an association made there with a Windows Domain user, see Section 6.3. Users who can
access multiple domains can also access the CCT client as long as trust is established between
the domains; the user does not have to log on to separate domains to use the CCT client.

If there is no Active Directory already in place then a windows user must be added to the Contact
Center server before a CCT user is added. In the example below a user called agentl was created
by the domain administrator on the domain controller. To add a new windows user navigate to
Start - Administrative Tools > Computer Management.

= Remote Desktop Services 3
(& Internet Explorer LN P
TeamViewer 6 f ﬂ Active Directory Lightweight Directory Services Se...
I Windows Update | ¥ £4 Active Directory Module for Windows Powershell
Accessories b [ls Active Directory Sites and Services
Administrative Tools ¥ ADSI Edit
Administrator “:f :
Avaya #. Component Services
Cache Documents Ié,- Computer Management I
Mainte L
antEnance i= Data Sources (ODBC)
McAfee o . Event Vi
omputer
SAP Business Inteligence = @ VEnL VIEWEr
Startup "_'fg Internet Information Services (II5) 6.0 Manager
VMware . @j Internet Information Services (11S) Manager
iSCSI Initiator
Control Panel t_é
T Local Security Policy
Devices and Printers (%) performance Monitor
_i!n Security Configuration Wizard
Administrative Tools :?—'ﬁ Server Manager
. Services
Hel d S it y
= el e ‘21| Share and Storage Management
RUN. 4 Storage Explorer
System Configuration
1 Back II:E:ZI Task Scheduler
Windows Firewall with Advanced Securi
I Search programs and files F2)  Logoff 'l ﬁ i
3| Windows Memory Diagnostic
.l'g_f," windows PowerShell Modules
4 Windows Server Backup
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Select Active Directory Users and Computers - <Domain> in the left window and right click
on the domain and select New = User as shown below.

- Active Directory Users and Computers

File  Action Wiew Help

e | 2mafo=HEf % s Fva%

: Active Directory Users and Comput | Mame = | Tvpe
| Saved Queries _1_, adamrep User
o m Delegate Contral. .. User

Firnd. .. User

“hange Comain. .. builtinDamain

Change Domain Controller, .. 5 Container
Raise dormain Funckional level. .. ntrollers Crganizational Unit
Operations Masters. ., curibyPrincipals Conkainer
Serwire Arrnnks Cnnkajiner
Compukter
All Tasks 3 Conkack
. Sroup
Miew ' InetOrgPersan
Refresh msImaging-PSPs
Expork Lisk. .. FMSMQ Queue Alias
) Crrganizakional Unit
Properties Printar
o

I Shared Falder

Enter the First name and User Logon name @ domain and note that this same user name and
password will be required in configuring the Sabio CRM Client application in Section 8. Click
on Next once the information is filled in correctly.

Mew Dbject - User
; N Create in:  aaccha avayad
Firzt hame: Iagent‘l |ritials:
Last name: I
Full narne: Iagent'l

Uzer logon name:
Iagent'|| I Baaccha. avaya ;I

Uzer logon name [pre-wWindows 2000]:
IMEEHE—'«H Iagent'l

< Back I Mext = I Cancel
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Enter a Password and click on Password never expires simply to avoid password issues in the
future and click and Next and then Finish (not shown).

New Object - User
J Create in:  aaccha. avayal
Wid
Pazzword: Iu-uuu
Confirm pagzword; qun ses

[T User must change pazsword at nest logon

[™ User cannot change password

¥ Paszword never expires

[T Account is dizabled

< Back Cancel |
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6.3. Create a user on Avaya Aura® Contact Center

Open a web session to the Contact Center server and Log In with the proper credentials as
shown below.

-

AVAyA Contact Center - Manager About | Change Password
Contact Center - Manager - Login
Login
User ID |WEbadmin
Password |"""“
Click on Configuration.
AVAYA Contact Center - Manager About | Audit Trail | Logout
Launchpad
(§ Contact Center Management (@ Configuration
(€)  Access and Partition Management [(3) Scripting
(§ Real-Time Reporting (@ Emergency Help
() Historical Reporting (i Qutbound
(@ Call Recording and Quality Monitoring (@  Multimedia
(o)

Prompt Management

Right click on the Supervisor in the left window and click on Add Agent.
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= (E) ARCCEZHAT

)

A
a
“a

ooy
ooy
ooy

= D CCM Servers (Supervisors)

Add Agent:
Supervisor Details
Delete Supervisar
Add Many Users

Contact Center Management

Contact Center Management

= Click a server name to log on to the server and manage users.

» Choose from the options in the View/Edit menu to load supernisors

to the desired server to manage this data.

»« To add a user, log on to the desired server. Then. choose from the

supenvisors. and supervisor/agents.
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Enter the details of the user including, the Login ID which is the extension of the agents phone
set and the Voice URI is be the ext@domain. Ensure that Create CCT Agent is ticked. Once
this is ticked the CCT/Agent account will need to be associated with the windows domain user
account created in Section 6.2.

AVAyA Contact Center Manageme“t Logged in user: webadmin | Log
View/Edit Add  Status  Launchpad  Help
= [ 1CCM Servers {Supervisors)
= (E) AACCEZHA New Agent Details: agentl Server: AACC62HAL
& Supervisor Default
* g’ Agert Defaut ¥ User Defais
#ogy AUEMt! agentl
" Bgent? agentz First Name: User Typs:
T [ | Voice URI:
Department: | | I LRI
Lengusge:
Camment: | | | Create CCT Agent |
CCT Agent Login Details @
Domain
User ID:
’rO search local operating system search local security server (3) Search domain user

Enter the Domain Details and the Domain Account of the windows domain user from Section
6.2 and click on List All.

AVAYA Contact Center Management Logged in user: webadmin

View/Edit Add Status Launchpad Help
= [_]CCM Servers (Supervisors)
=1 AE) AACCE2HAT
= Supervisor Default
+- g’ Agsnt Detaut

~ Assodate User Account

+ ' agent! agert! -
L r () Search local operating system  Search local security server () Search domain user
+ @' agent? agert2 @ P g sy + @
Domain Details - Domain Account
1
Server Mame or P *[192.168.102 |I {Domain\Jser ID) *  |saccha\agent1 |
password
(@) Specify Domain Account Tase DIV |
Fort Humber
[] Use Secure Connection

Search all user accounts where:

serswith | endindudes
List Al |

Select the correct user and then expand the Contact Types.
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Contact Center Management Logged in user: webadmin

Status  Launchpad  Help

=1 -[1CCM Servers (Supervisors) FEET and includes
= () AACCEZHAT
= - @ Supervisor Default

+- da Agent Default

+ g sgent! agent! User Name Last Name (22) ~ First Name Status Description

+oa Agent2 agent2 - — V|
O 2004 2004 User Avsilsble iJ -
O 2005 2005 User Avsilsble iJ
O 2010 2010 User Avsilsble i
O adamrep adamrep Available i
O agentl sgentl Availsble dJ
O 2008 2006 Test Availsble dJ
O 2007 2007 Test Availsble dJ e
@  The account specified here will be used by the Supervisor/Agent to login to CCMA.

¥ Agent Information

Primary Supervisor: * | Supervisor Default | Call Presentation:

Login Status Logged Cut Multiplicity Presentation Class: | MPC_Off (s

Threshold: Agent_Template |+
Iv Contact Types I
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Tick OpenQ from the Contact Types and expand Skillsets and then Assign Skillsets, click on
List All and assign the OQ_Default_Skillset to the user by giving it a Priority (e.g. 1). Click on
Submit once this is complete to save this new user.

A\/A\YA Contact Center Management Log
View [ Edit Add Status Launchpad Help
=1-[_1CCM Servers (Supervisors) EMail ] |
=-E) AACCEZHAT 0
= ﬁ Supervizor Defautt P
+- gy Agert Defautt m™m ]
+- g mment] agent! I OpenQ I—
s rt2 rit2
* b ogentd A Cutbound ]
Scanned_Document "]
— st
w Skilsets
Skillset Name Contact Type Priority
* Assign Skilsets
Show all skillsets on server AACC62HA 1 where:
Skilset name |contains vl | |
Skillset Name (13) ~ Contact Type Priority |
TF_DETSUT_SRIEET VT =
CB_Default_Skillset Qutbound )
0Q_Default_skilset Cpend w
rhtest Voice Unassigned
I[ Submit ][ Create Copy ] [ Create Many ]
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6.4. Configure Avaya Aura® Contact Center Multimedia
From the Launchpad, click on Multimedia.

AVAYA Contact Center - Manager About | Audit Trail | Logout]

Launchpad
(@) Contact Center Management (@) Configuration
(@) Access and Partition Management (@) Scripting
(@) Real-Time Reporting (@) Emergency Help
(@) Historical Reporting (@  outbound
(@) Call Recording and Quality Monitoring (@) Multimedia

(@) Prompt Management

Click on launch Multimedia Client.

AVAYA Multimedia Looged nuse:

View Status Launchpad Help
(=[] CCMM Servers

Multimedia Administration

I

Multimedia Administration URL hitp:/AACCEZHATAdmin/ccmmadmin.application

[ Launch Multimedia Client ]

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

computer.
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CCMM Administration is opened and click on Agent Desktop Configuration on the bottom
left of the screen. Choose User Settings in the left window and ensure that Open Queue
Contact Processing is ticked at the top of the main window. Click on Save once this is

complete.

CCMM Administration

User Settings ﬁ\\
AVAYA | i
I Open Queue Contact Processing I oo
Display Customer History on Voice Contact
= Agent Desktop Configuration
@ General Settings Display Customer History on Personal Calls
L& Resources
L& Default Closed Reasons Voice Contact Identifier for Customer History , P FROM ADDRE
L& Basic Screenpops =
gAduanced Screenpops Encoding Page of CCT Attached Data [ t }
Attachment Upload Timeout ‘ ‘ Seconds =
Suppress Browser Script Errors
Display Not Ready Reason Text Only
Display Voice Calls in Customer History
Number of Personal IM's Allowed To Go Ready F ]
Audible Alert Setting l
Play Alert on Voice
E-mail Play Alert on CCMM
Web Comms Source of WAV | A‘
Social Networking Display Caller's Friendly Name
M Highlight DN Call During Transfer
Voice Mail Put Call on Hold During Transfer
= Observe Agent Initiated Contact Center Calls
ax
Taskbar Alert on New WebComms Message
Scanned Documents
Avaya Aura Presence Delay Factor (Milliseconds) | 1
fed ging (SMS) (AR ae D et Diiria Nssbime o)
o
General Administration
User: webadmin | Server Time: 10:41 | Status:
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Click on Basic Screenpops in the left window and choose the General Intrinsics tab in the
main window. Here any intrinsic can be added by clicking Add on the bottom of the screen. The
example below shows four new Screenpop Intrinsics added that can be displayed on AAAD.
Click on Save once this is completed.

£ CCMM Administration

EE&X

AVAYA

Basic Screenpop Settings %

|. General settings | General Intrinsics | Basic Screenpop (Shortcuts) H Basic Filters (Launch Types) |

= Agent Desktop Configuration

 Screenpop Intrinsics

Name A7 | Friendly Name i | Display [ | Screenpop Paramater ]
Skillset Skillset
AD_CDN AD_CDN m|
£ Shortcat Keys AD_DNIS AD_DNIS O
AD_CLID AD_CLID O
SIP_RETURNED_DIGITS 1 | SIP_RETURNED_DIGITS_1 m|
SIP_RETURNED_DIGITS 2 | SIP_RETURNED_DIGITS_2 m
CCAD_IVR CCAD_IVR O
FROMADDRESS FROMADDRESS O
TOADDRESS TOADDRESS m
CONTACTID CONTACTID m
Eomail CampaignMame CampaignName D
\Web Comms DefaultNumber DefaultNumber O
Social Networking RecordType RecordType O
M Team Team D
e GUID GUID m
Priority Priority O
Fax
Scanned Documents

Text Messaging (SMS)

H Personal Call Screenpop Intrinsics |[ Contact Screenpop Intrinsics ]I Add I Remave

Agent Desktop Confi

General Administration

User: webadmin | Server Time: 10:44 | Status:
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7. Configuration Sabio CRM Integration Server

The Open Queue Open Interfaces allows 3"- party applications such as Sabio CRM Integration
Server the ability to queue contact-types in the Contact Center to idle agents. In order to connect
to the Open Queue Interface the3™- party application must first follow some steps.

1. Login/Logoff— On successfully authentication with the web service the 3rd party

application receives a token to identify itself.

2. CreateOQContact - issue the create open queue contact request.

3. GetOQContact, DropContact, - optionally query or remove existing contacts.

4. Adding and Removing event listeners - optionally register interest for related events.

Before the service can be used the Sabio CRM Integration Server must first receive a Single Sign
On (SSO) token that will be used for all subsequent calls to the service. To receive this token the
Sabio CRM Integration Server must supply the required authentication details;

e Username — OpenWsUser is the fixed user name that is associated with this service. Only
one application at a time is allowed login using this username.

e Password — Password123 is the default password associated with this service. This
password can be changed in the WS Open Interface dialog of the Contact Center Service
Configuration application located on the CCMS server.

e Domain — open_queue this field is used as a qualfier to differentiate this service from
other services that also use the OpenWsUser username.

The Open Queue Open Interface only allows one user to be logged on at any one time, hence
there can only ever be one sso token associated with an active session. If the user tries to log in
when there is currently an active session they will receive an exception detailing that only one
user can login at any one time.

Note: The installation of Sabio CRM Integration is run from an executable file and is outside the
scope of these Application Notes.
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Once the Sabio CRM Integration is installed, the AACCPRoxyServerService.exe.config file is

amended in order to connect to Contact Center. The default location of the

AACCPRoxyServerService.exe.config file is C: //Program Files(x86)/Sabio/AACC CRM

Integration Proxy Server/ as shown below.

. AACC CRM Integration Proxy Server

9( :.v - Computer - Local Disk (C:) = Program Files (x86) = Sabio = AACC CRM Integration Proxy Server

Organize » | | Open  New folder

- " Mame
- Favorites

Date modifisd

Type

Size:

= o~ [l @

4 Downloads

£l Recent Places

nf:’v Local Disk {C:)

‘:‘i_l Metwork

| AACCProxyServerService. InstallState

B Desktop [0 aaCtProxyServerservice 22(07/2014 10:09

| ARCCProxyServiceLibary.dil 2zf07(2014 10009

7 Libraries !
3 Dacuments | ARCCPublishSubscribeServiceLibrary. dil 22/07(2014 10:09
Jﬁ Music %/ DatamModel.dl 22/07(2014 10:09
= Fictures %) loganet dl 22j07j2014 10:09
B videos %] Sabio.Opend.Proxy.di 22{07{2014 10:03
18 Computer

Application

CONFI File

INSTALLSTATE File
Application extension
Application extension
Application extension
Application extension

Application extension
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Open the AACCPRoxyServerService.exe.config file using Notepad++ or a similar program.
The highlighted section, as shown below, is amended in order to connect to Contact Center.
These include the OpenQDomain, OpenQUserName, OpenQPassword and
OpenQWebServiceUrl. Save the file once this is amended correctly.

L Program Files (x86)"Sabio’, AACC CRM Integration Proxy Serveri AACCProxyServerservice.exe.config - Notepad++ [Administrator]

File Edit Search Wiew Encoding Lamguage Settings Macro Run Plugins  ‘Window ?
o-JEﬁ eelg]|°¢'l;:ln1|ac|mbﬂ|% g|h"|.":-'l.|5_' ._JB“EEHE@_E]HE@
B chanaelog o =] AACCProsyServerS ervice. exe. config tﬂl.N—\CE Client.exe. canfig ._.| B uzer.config ._.| B user.config ._.|
41 - </ layout>
42 - </ appender:>
43 [+ <root>
44 <priority wvalue="ALL" />
45 <appender-ref ref="RollingLogFilelAppender" />
45 o <frootx
47 = <category name="ARACCClient.log" >
45 <priority wvalue="ALL" />
49 - </ oategorys
50 - </ logdnets
51 = <applicationfettings:
5z % <Zsbio.Opend. Proxy.Properties. Settings:s
53 = <setting name="0penfDomain" serializeis="String" >
54 <value>open_queue<.-"value>
55 - <fgetting:>
56 H <getting name="Open(QUserHame" serializels="String":>
57 <value>0penWslUser</values:
53 - </ settings
58 = <getting name="0pen(Password" serializelis="String":>
60 <value>Passwordl23</value:>
61 - </settings
62 = <setting nawe="O0OpenQWebServicelrl" =serializels="String">
63 <value>httn:f,~’aaccﬁ2ha1:SD?DISDADIIServices!ﬂnm&ﬁ’valueﬂ
G4 - </zettings
65 [H <gsetting name="EncryptedPassword" sSerializels="String">
13 <value />
a7 - </zetting:
68 [ <getting name="Setting" serializels="String":>
63 <value S
70 - </ serting
71 - </3abio.0pend.Proxy.Properties.Settings>
TE - </application3ettings:
73 L¢startupr<supportedRuntime version="v4.0" sku=".HETFramework ,Wersion=vr4.0"/></startup></configurations
74
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8. Configuration Sabio CRM Client

In order to facilitate a screen pop on the client or agents PC, the Sabio CRM Client must be
installed on that PC. This is run from an executable file and is outside the scope of these
Application Notes. Once the Sabio CRM Client is installed, the icon highlighted below will
appear on the desktop. Run the Sabio CRM Client (AACC Client) by double click on this
shortcut.

Once this is run the icon will appear in the system tray and can be accessed by right-clicking the
icon as shown below.

Start a E m?ﬁ "l =] PJE 234'}]67:122?314

'," Conneck

B cui
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The following screen will appear, enter the Credentials of the agent. Note this will be the
username and password of the CCT agent which is the same as that of the windows domain user
created for that agent as per Section 6.2. Enter the IP address of the Contact Center server for
Primary and the Port can be left as default. Click on OK once this is entered.

F Settings [_ (O]

— Lredentialz

Agent D Iagenﬂ
[romair I'&'&'EEH'&

Paszword I ERERRERN

— Avapa Aura Contact Center Sever Address(ez]

Prirmary Part
192.168.10.60 {29373
Lampus flten ate

I [optional]

Geographic Alternate

I [optional]

[T Useremote zettings. Feload Remote Config

Remote Settings Location

Prinnarny Port
IF.-“-‘-.ILED TO LOAD REMOTE FILE |F.-’-‘-.ILED TO
Campus Alkernate

IF.-'l'-.ILED TO LOAD REMOTE FILE
Geographic Alternate

|F.-'1'-.ILED TO LOAD REMOTE FILE

cace_|

[optional]

[optional]

Once again click on the icon in the system tray and select Connect. The Screen pop application
is now running in the background and when a skillset call is answered the screen will pop with
the configured URL for the agent to enter information.
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Setbings
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9. Verification Steps

To verify a successful configuration of Sabio CRM Integration and Avaya Aura® Contact
Center, a work item must be created and sent to the Open Queue Web Services. Typically such a
work item is placed into Open Queue by a customer on a website linked to a CRM system.
During compliance testing there was no CRM system present so an application call SOAP Ul
was used to simulate this work item being created by the CRM.

9.1. Verify that the services are running on the Sabio CRM Integration
Server
Open the Windows Services. Ensure that AACC Proxy Service is running as highlighted below.

£}, Services MEE

Fle Action Yiew Help

eslnldc= G runn

77, Services (Local)

£} services (Local)

AACC Proxy Service

Automatic

Stop the service “C-Application Experie... Processes ... Starked Manual Local System
Restart the service Chapplication Host He,., Providesa.., Started  Automatic Local System
“Chapplication Identity  Determines. .. Manual Local Service
G- Application Informa. .. Facilitates ... Manual Local System
CApplication Layer G... Providess... Manual Local Service
CApplication Manage... Processesi... Manual Local System
(CLASPNET State Ser... Providess... Marial Network 5.
CtBackground Intelig...  TransfersF... Started Automatic (D...  Local System L
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9.2. Verify work items can be sent to Open Queue

Open SOAP UlI. Note the installation of this application is outside the scope of these Application
Notes.

SoaplJl

Motepad++

L 7start

= > BRSPS
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Once SOAP Ul is opened the projects can be seen in the top left corner..

& SoapuI 5.0.0

File Tools Deskkop  Help
RBaEso X%
== | SoaplI Starter Page

Oo| Projects
- Bl AnCCwehService

Mavigakor

Workspace Properties
Property | Yalue
Marne Projects
Descripkion
File CiUsersiAdministrat, .,
Project Rook

SoaplJllog  httplog  jetty log  errorlog  wsrmlog  memory lag
Cistart| = - v
| ap & o |\-
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Please note that the following test applications were written by Sabio in order to simulate the
CRM system from a customer point of view. These items can be run by clicking on them as

shown below.

e MakePhoneCall — This simulates a click to call feature.
e SubmitWorkltem — This simulates the creation of a work item on a CRM web page.

& SoapUI 5.0.0

File Tools Desktop  Help

Balm s K%

Eru:ujeu:ts

=B saccwebService

MNawigatar

=g MakePhoneCal

Lo 29 Paquest 1
=2 SubmitWarkItem
Lo 21 Request 1

= X EBasicHtkpBinding IAACCWebService

[+ Transrer

9.2.1. Submit a work item
The following application is used to simulate a work item created for delivery to Contact Center
Open Queue. The GUID can be set to any text in the example below this is set to “DevConnect
Testing Galway” and the RecordType is set to OpenQ. Once this is set the play icon at the top
left is pressed to submit the work item.
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SoapUI 5

e Tools Desktop Help

RL=R-XNY |

Search Forum

B0] Projects
=B ARCCWebService
=~ X BasicHttpBinding_LAACCWebService
B} & MakePhaneCall
i Request 1
-2 Submitworkltem

Mavigator

@ Transter

SoapU1 Starter Page

Request Properties

i Request

p[=i @O H http: 4 localhost/AACClebService_deploy/AACCHebService sve

<soapenv:Header />

[ <soapenv:Bodys
= <ten: SubmitUorkTtens-
<|--Optional:--*

Raw | XML

= <tem: submitWorkTtenlequesthatar
<l--Optionali-—>
<sab:hddress~46546E546=/ sakh: Addrass>
<l--Optionali-—>
<sab:Externalleferencell=13213</sab: ExternalleferenceIls
sl-—Dueionalio—w
I<ssh:EUID>Daannnact Testing calusyk/sah:cuin>|
TT--Tpeiomals-—

<sab:Priority=l=/sah: Prioricys

Lo-Ontionalo--

|<ssh:nacnrarype>npanu</sah:necnrdrypa> I
TT--Tpeional:-—%
<sab: ScheduledbateTine>2014-07-23T13: §0: 00+ /sab: Schedul edbateTine

<l--Optionali-->
<sab: Tean>Opend=/sah: Tean>
<l--Optionali-->
<sab:passwords7</ssh:passuords
<l--Optionali-->
<sab:usernames?/ssh:usernamner
</ftem: submitPorkItenRequestDatas
</ten: SubnitlorkItens

</soapenv:Eodys

</soapenv: Envelopes

[ <scapenv: Envelope xulns:scapenvs"http://scheuas. xulsoap. org/soapfenvelope/" x|
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Once the work item is submitted the AAAD should be alerted on the agent’s PC as follows. Note
the OQ_Default_Skillset is called and this is shown below. The GUID and RecordType are

shown in the Intrinsics tab also highlighted.

@ - agent? agent? (20017 - Tel2001 Ready =4~ ? - X

Alerting: OQ_Default_Skillset
g
@ 00Q_Default_Skilset 00:00:00 @ @

WO e EE L Ao AVAYA hgont Dositop

@= Customer Details

Tie
Last Marne
First Mame

Details | Histary | Cl Detals | Reviews

Phaone
E mail
Addresses
4
ORI
Custom Fields ‘
Customer | Contact | Intrinsics
[] Dicplay Raw Intinsics F
00_Default_Skillzet
RecordType Opend
GUID DevConnect Testing ...
Team Qpenl bt

A screen is also popped due to the Sabio CRM Client running in the background on the agents
PC.

@~ agerZ agertZ2 (2001) - T=h2001 Ready =57 ¢ IO
Working: OQ_Default_Skillset &
@ 0O0Q_Default_Skillset 00:00:14 @ : -
Coreai L I U
........................................................................................... Windows Internet Explorer
&= Customer Details
- B hitps google.com, EYEIESREE P~
Tie .
File Edit Wiew Favorites Tools  Help
Last Mame
E slr Favarites | 5is @] AA0A A\ AESEIvmpg @ ASC Portal @] comdasys €] SMERE2 £ | NICE Perform® € SMGREIWMPG & | RP_SMGR
>
Details | History || Cl Details | Reviews | E3 Gonge ti - B | dm - Page- safety - Took - @-
Phone | I +You Search Images Maps Play YouTube MNews Gmail More ~ Signin | ¢
sl A faster way to browse the web
| Q)
iiiosas G I Install Google Chrome
: O g (',
0 Z
3 - n . Advanced search
Custom Fieids i guid is DevConnect Testing Galway record type is OpenQ Cnatane toan.
Customer | Contact | Intinsics
[ Display Faw Intrinsics -~ Google Search | I'm Feeling Lucky
3 t 00_Default_Skillset
RecordT ype Openld
GUID DevConnect Testing ..
Team Opend b
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9.2.2. Make Phone Call

The following application is used to simulate a click to call on the agents desktop. The
Destinationnumber is set to any PSTN number in the example below this is set to “3233” and
the Userldentifier is set to agentl. Once this is set the play icon at the top left is pressed to
submit the call.

File Tools Desktop Help

BaEdex® Search Forum
= = SoaplI Starter Page & g o i |
3| [l Projects
2| B AncCwebsService
- X BasicHetpBinding_IAACCWebService i
= é--'&MakzPhonegC_aH T R s e e e e e o - G
m*’; i | 22 W |http:/flocalhost/AnCCWwebService_deploy/ABCCWebService sve [v] %+ @
ge SsuohmltWDrkItEm I 2 [E<scapenv: Envelope sulns:soapenve"http://schenas. mulzoan. arg/zo2p/ o ~| §|(g |5 <=<Envelope zulns:=="http://zchenas. mulzals]
i ,—» &F Renuest 1 = <soapenv:Header /> 2|2 =s:Body=
& Transfer I = <zoapenv:Body: z[@ “MakePhoneCallPesponse smlns="http:
x |5 <tem:MakePhoneCall- = |5 <MakePhoneCallResult xulns:a="ht
<1-—Optional:——» <a:Details/>
12rea P <ten:nakePhoneCallkequestlata- <a:Result=0</a: Result>
<l--Opticnal: - </MakePhonaCallResules
Want t <sab:Aaccinteractionldentifier-654654< sab: haccinterad </MakePhonsCallResponses
SoapU <l--Opticnal: - </5: Bodyr
your te <sab:Attachedbatar6454</sab: ittachedDatar </s:Envelope-
fun? <l-—Optismal:——>
@ [F=a0 - bestinat ontivmber- 9233/ Jab : Destinat sontimber
<l--Optiomal:--»
<sab:ExternalReferenceld-4654654< sab: External Referend]
Where [
<l -—Optional:—->
B Wha Fsab:UserTdencifierragentl</dab:UserTdencifiers
@ Rex <I--lptional:--=
<sab:passwordrl+/sah:passwords
[ Reac <|--Optional: —->
g Tt <sab:usernaner?</ssh:usernanss
</tem:makePhonsCallRequestDatar
B Dow </tem:MakaPhonaCall>
@ Som +/zoapenv: Bodys
< /soapenv: Enveloper
[+ [+]
Request Properties 5 K o | 5

A telephone call is then made from the phone set associated with agentl to extension 3233. This
is shown below.

@ - agentl agent1 (2000) - Tel:2000 Ready = - ? - = ¥
Call Qut: 3233 & i
& 3233 00:00:04 oy

vy Agent Deskiof

@= Customer Details

Title | Creale

LastMame |

First Name |

Details | History | C1 Details | Rreviews |
Phane Edit: Add

Email

Addiesses

URI

Custam Fields
Customer | Contact Intinsics |

I Display Raw Inkinsics ﬁ

AD_CLID 2000

[~
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9.3. Troubleshooting issues on Sabio CRM Integration

The location of the server logs are as follows, C:/Sabio/logs. The log files are named as shown
below.

G(_)vl . = Computer - Local Disk (C:) = Sabio - logs I

|
Organize *  Includeinlbrary = Sharewith +  MNew folder
‘v Favorites Marne = Date modified Type Size
B Desktop || AACC_ Proxy_22.07.2014 22/07/2014 21:02 Text Dacument 576G KE
& Downloads || BACC_Prowy_23.07.2014 23/07(2014 16:52 Text Document 317 KB
=] Recent Places

7 Libraries
3 Documents
rJ“- Music
e=| Pictures

B8 videos

18 Cornputer

‘;v Local Disk (C:)

The location of the client logs are with the installation software in the example below this is ,

C:/Program Files(x86)/Sabio/AACC CRM Integration/logs. The log files are named as shown
below.

9( )v . = Computer - Local Disk (C:) = Program Files (x86) + Sabio » AACC CRM Integration - logs

v &

Organize v  Includein library *  Sharewith +  New folder

T Favorites Mame Diate modified Type
Bl Desktop
4 Downloads

Size:

| 22.07.2014 Zzi07iz014 16:31 Text Document 395 KB

| &3.07.2014 23/07/2014 16:54 Text Document 423 KB

15 Recent Places

A Libraries
3 Documents
rJv- Music
=/ Pictures

E Wideos

1M Computer
L‘E,v Local Disk (C:)
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10.Conclusion

The interoperation of Sabio CRM Integration from Sabio Ltd with Avaya Aura® Contact Center
R6.4 and Avaya Communication Manager R6.3 was successful for this specific setup in order to
place work items into the Open Queue Web Services on Contact Center and induce a screen pop
from once this call was answered by an agent. The compliance testing was deemed passed with
all issues and observations outlined in Section 2.2.

11.Additional References

Additional Avaya product documentation is available at http://support.avaya.com.
[1] Administering Avaya Aura® Communication Manager, Document ID 03-300509
[2] Avaya Aura® Communication Manager Feature Description and Implementation,
Document ID 555-245-205
[3] Avaya Aura® Application Enablement Services Administration and Maintenance Guide
Release 6.3
[4] Avaya Aura® Contact Center Server Administration, Release 6.4, 44400-610

For information on Sabio CRM Integration from Sabio Ltd visit http://www.sabio.co.uk
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Avaya and the Avaya Logo are trademarks of Avaya Inc. All trademarks identified by ® and
™ are registered trademarks or trademarks, respectively, of Avaya Inc. All other trademarks
are the property of their respective owners. The information provided in these Application
Notes is subject to change without notice. The configurations, technical data, and
recommendations provided in these Application Notes are believed to be accurate and
dependable, but are presented without express or implied warranty. Users are responsible for
their application of any products specified in these Application Notes.

Please e-mail any questions or comments pertaining to these Application Notes along with the
full title name and filename, located in the lower right corner, directly to the Avaya
DevConnect Program at devconnect@avaya.com.
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