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Legal

© 2014-2017, Avaya, Inc.
All Rights Reserved.
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 in varying mediums which may include product
information, operating instructions and performance specifications that are generally made available to
users of 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 or on the express behalf of 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 Avaya hardware and software. 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:
https://support.avaya.com/helpcenter/getGenericDetails?detailld=C20091120112456651010 under the
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link “Warranty & Product Lifecycle” or such successor site as designated by Avaya. Please note that if
You acquired the product(s) from an authorized Avaya Channel Partner outside of the United States and

Canada, the warranty is provided to You by said Avaya Channel Partner and not by Avaya.

“Hosted Service” means an Avaya hosted service subscription that You acquire from either Avaya or an
authorized Avaya Channel Partner (as applicable) and which is described further in Hosted SAS or other
service description documentation regarding the applicable hosted service. If You purchase a Hosted
Service subscription, the foregoing limited warranty may not apply but You may be entitled to support
services in connection with the Hosted Service as describe further in your service description documents
for the applicable Hosted Service. Contact Avaya or Avaya Channel Partner (as applicable) for more

information.
Hosted Service

THE FOLLOWING APPLIES ONLY IF YOU PURCHASE AN AVAYA HOSTED SERVICE SUBSCRIPTION FROM
AVAYA OR AN AVAYA CHANNEL PARTNER (AS APPLICABLE), THE TERMS OF USE FOR HOSTED SERVICES
ARE AVAILABLE ON THE AVAYA WEBSITE, HTTPS://SUPPORT.AVAYA.COM/LICENSEINFO UNDER THE LINK

“Avaya Terms of Use for Hosted Services” OR SUCH SUCCESSOR SITE AS DESIGNATED BY AVAYA, AND
ARE APPLICABLE TO ANYONE WHO ACCESSES OR USES THE HOSTED SERVICE. BY ACCESSING OR USING
THE HOSTED SERVICE, OR AUTHORIZING OTHERS TO DO SO, YOU, ON BEHALF OF YOURSELF AND THE
ENTITY FOR WHOM YOU ARE DOING SO (HEREINAFTER REFERRED TO INTERCHANGEABLY AS “YOU”
AND “END USER”), AGREE TO THE TERMS OF USE. IF YOU ARE ACCEPTING THE TERMS OF USE ON
BEHALF A COMPANY OR OTHER LEGAL ENTITY, YOU REPRESENT THAT YOU HAVE THE AUTHORITY TO
BIND SUCH ENTITY TO THESE TERMS OF USE. IF YOU DO NOT HAVE SUCH AUTHORITY, OR IF YOU DO
NOT WISH TO ACCEPT THESE TERMS OF USE, YOU MUST NOT ACCESS OR USE THE HOSTED SERVICE OR
AUTHORIZE ANYONE TO ACCESS OR USE THE HOSTED SERVICE.

Licenses

THE SOFTWARE LICENSE TERMS AVAILABLE ON THE AVAYA WEBSITE,
HTTPS://SUPPORT.AVAYA.COM/LICENSEINFO,UNDER THE LINK “AVAYA SOFTWARE LICENSE TERMS
(Avaya Products)” OR SUCH SUCCESSOR SITE AS DESIGNATED BY AVAYA, ARE APPLICABLE TO ANYONE
WHO DOWNLOADS, USES AND/OR INSTALLS AVAYA SOFTWARE, PURCHASED FROM AVAYA INC., ANY
AVAYA AFFILIATE, OR AN AVAYA CHANNEL PARTNER (AS APPLICABLE) UNDER A COMMERCIAL
AGREEMENT WITH AVAYA OR AN AVAYA CHANNEL PARTNER. 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 CHANNEL PARTNER; AVAYA
RESERVES THE RIGHT TO TAKE LEGAL ACTION AGAINST YOU AND ANYONE ELSE USING OR SELLING THE
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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. “Software” means computer programs in object
code, provided by Avaya or an Avaya Channel Partner, whether as stand-alone products, pre-installed
on hardware products, and any upgrades, updates, patches, bug fixes, or modified versions thereto.
“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. “Instance” means a single
copy of the Software executing at a particular time: (i) on one physical machine; or (ii) on one deployed

software virtual machine (“VM”) or similar deployment.
License types

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 Software that permits one user to interface with the

Software. Units may be linked to a specific, identified Server or an Instance of the Software.
Heritage Nortel Software

“Heritage Nortel Software” means the software that was acquired by Avaya as part of its purchase of
the Nortel Enterprise Solutions Business in December 2009. The Heritage Nortel Software is the
software contained within the list of Heritage Nortel Products located at
https://support.avaya.com/Licenselnfo under the link “Heritage Nortel Products” or such successor site
as designated by Avaya. For Heritage Nortel Software, Avaya grants Customer a license to use Heritage

Nortel Software provided hereunder solely to the extent of the authorized activation or authorized
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usage level, solely for the purpose specified in the Documentation, and solely as embedded in, for
execution on, or for communication with Avaya equipment. Charges for Heritage Nortel Software may

be based on extent of activation or use authorized as specified in an order or invoice.
Copyright

Except where expressly stated otherwise, no use should be made of materials on this site, the
Documentation, Software, Hosted Service, or hardware provided by Avaya. All content on this site, the
documentation, Hosted Service, and the product provided by Avaya including the selection,
arrangement and design of the content is owned either by Avaya or its licensors and is protected by
copyright and other intellectual property laws including the sui generis rights relating to the protection
of databases. You may not modify, copy, reproduce, republish, upload, post, transmit or distribute in
any way any content, in whole or in part, including any code and software unless expressly authorized
by Avaya. Unauthorized reproduction, transmission, dissemination, storage, and or use without the

express written consent of Avaya can be a criminal, as well as a civil offense under the applicable law.
Virtualization

The following applies if the product is deployed on a virtual machine. Each product has its own ordering
code and license types. Note that each Instance of a product must be separately licensed and ordered.
For example, if the end user customer or Avaya Channel Partner would like to install two Instances of

the same type of products, then two products of that type must be ordered.
Third Party Components

“Third Party Components” mean certain software programs or portions thereof included in the Software
or Hosted Service 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”). As required, 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
products, Documentation or on Avaya’s website at: https:// support.avaya.com/Copyright or such
successor site as designated by Avaya. The open source software license terms provided as Third Party
Terms are consistent with the license rights granted in these Software License Terms, and may contain
additional rights benefiting You, such as modification and distribution of the open source software. The
Third Party Terms shall take precedence over these Software License Terms, solely with respect to the
applicable Third Party Components to the extent that these Software License Terms impose greater

restrictions on You than the applicable Third Party Terms.
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The following applies only if the H.264 (AVC) codec is distributed with the product. THIS PRODUCT IS
LICENSED UNDER THE AVC PATENT PORTFOLIO LICENSE FOR THE PERSONAL USE OF A CONSUMER OR
OTHER USES IN WHICH IT DOES NOT RECEIVE REMUNERATION TO (i) ENCODE VIDEO IN COMPLIANCE
WITH THE AVC STANDARD (“AVC VIDEO”) AND/OR (ii) DECODE AVC VIDEO THAT WAS ENCODED BY A
CONSUMER ENGAGED IN A PERSONAL ACTIVITY AND/OR WAS OBTAINED FROM A VIDEO PROVIDER
LICENSED TO PROVIDE AVC VIDEO. NO LICENSE IS GRANTED OR SHALL BE IMPLIED FOR ANY OTHER USE.
ADDITIONAL INFORMATION MAY BE OBTAINED FROM MPEG LA, L.L.C. SEE
HTTP://WWW.MPEGLA.COM.

Service Provider

THE FOLLOWING APPLIES TO AVAYA CHANNEL PARTNER’S HOSTING OF AVAYA PRODUCTS OR SERVICES.
THE PRODUCT OR HOSTED SERVICE MAY USE THIRD PARTY COMPONENTS SUBJECT TO THIRD PARTY
TERMS AND REQUIRE A SERVICE PROVIDER TO BE INDEPENDENTLY LICENSED DIRECTLY FROM THE
THIRD PARTY SUPPLIER. AN AVAYA CHANNEL PARTNER’S HOSTING OF AVAYA PRODUCTS MUST BE
AUTHORIZED IN WRITING BY AVAYA AND IF THOSE HOSTED PRODUCTS USE OR EMBED CERTAIN THIRD
PARTY SOFTWARE, INCLUDING BUT NOT LIMITED TO MICROSOFT SOFTWARE OR CODECS, THE AVAYA
CHANNEL PARTNER IS REQUIRED TO INDEPENDENTLY OBTAIN ANY APPLICABLE LICENSE AGREEMENTS,
AT THE AVAYA CHANNEL PARTNER’S EXPENSE, DIRECTLY FROM THE APPLICABLE THIRD PARTY
SUPPLIER.

WITH RESPECT TO CODECS, IF THE AVAYA CHANNEL PARTNER IS HOSTING ANY PRODUCTS THAT USE OR
EMBED THE G.729 CODEC, H.264 CODEC, OR H.265 CODEC, THE AVAYA CHANNEL PARTNER
ACKNOWLEDGES AND AGREES THE AVAYA CHANNEL PARTNER IS RESPONSIBLE FOR ANY AND ALL
RELATED FEES AND/OR ROYALTIES. THE G.729 CODEC IS LICENSED BY SIPRO LAB TELECOM INC. SEE
WWW.SIPRO.COM/CONTACT.HTML. THE H.264 (AVC) CODEC IS LICENSED UNDER THE AVC PATENT
PORTFOLIO LICENSE FOR THE PERSONAL USE OF A CONSUMER OR OTHER USES IN WHICH IT DOES NOT
RECEIVE REMUNERATION TO: () ENCODE VIDEO IN COMPLIANCE WITH THE AVC STANDARD (“AVC
VIDEO”) AND/OR (1) DECODE AVC VIDEO THAT WAS ENCODED BY A CONSUMER ENGAGED IN A
PERSONAL ACTIVITY AND/OR WAS OBTAINED FROM A VIDEO PROVIDER LICENSED TO PROVIDE AVC
VIDEO. NO LICENSE IS GRANTED OR SHALL BE IMPLIED FOR ANY OTHER USE. ADDITIONAL
INFORMATION FOR H.264 (AVC) AND H.265 (HEVC) CODECS MAY BE OBTAINED FROM MPEG LA, L.L.C.
SEE HTTP:// WWW.MPEGLA.COM.

Compliance with Laws

You acknowledge and agree that it is Your responsibility for complying with any applicable laws and

regulations, including, but not limited to laws and regulations related to call recording, data privacy,
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intellectual property, trade secret, fraud, and music performance rights, in the country or territory

where the Avaya product is used.
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:

https://support.avaya.com or such successor site as designated by Avaya.
Security Vulnerabilities

Information about Avaya’s security support policies can be found in the Security Policies and Support

section of https:// support.avaya.com/security.

Suspected Avaya product security vulnerabilities are handled per the Avaya Product Security Support

Flow (https:// support.avaya.com/css/P8/documents/100161515).
Downloading Documentation

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

https://support.avaya.com, or such successor site as designated by Avaya.
Contact Avaya Support

See the Avaya Support website: https://support.avaya.com for product or Hosted Service notices and
articles, or to report a problem with your Avaya product or Hosted Service. For a list of support
telephone numbers and contact addresses, go to the Avaya Support website: https://support.avaya.com
(or such successor site as designated by Avaya), scroll to the bottom of the page, and select Contact

Avaya Support.
Trademarks

The trademarks, logos and service marks (“Marks”) displayed in this site, the Documentation, Hosted
Service(s), and product(s) provided by Avaya are the registered or unregistered Marks of Avaya, its
affiliates, its licensors, its suppliers, or other third parties. Users are not permitted to use such Marks

without prior written consent from Avaya or such third party which may own the Mark. Nothing
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contained in this site, the Documentation, Hosted Service(s) and product(s) should be construed as
granting, by implication, estoppel, or otherwise, any license or right in and to the Marks without the

express written permission of Avaya or the applicable third party.

Avaya is a registered trademark of Avaya Inc. All non-Avaya trademarks are the property of their

respective owners. Linux® is the registered trademark of Linus Torvalds in the U.S. and other countries.
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Change History

This section describes the major changes in this document as of Release 10.1.1.

Issue Date Summary of Changes

Release 10.1.1, Issue 1.0 October 2017 ¢ Information added stating the
“Maximum size for incoming
messages" field should have a

maximum value limit
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IP Office Contact Center Email & Chat

Services

Overview

The IP Office Contact Center system can be configured with Email and Chat Utilities that
enhance the way customers interact with IP Office Contact Center Agents.
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Availability for Tasks

There are extra settings that have to be taken into consideration when introducing Email and
Chat.

Most common contact centers will distribute one phone call at a time to Agents. As IP Office
Contact Center is a multi-channel environment Voice, Email and Chat have to be configured to
suit the customer’s requirements. It is possible to deliver emails and chat sessions while on a

Voice call.

To check your current settings:

1. Choose Administration > Configuration > System > Availability for Task (default)...

Configuration Service Windows Help

) General... —
Wiew: [ )
Time off... —

SFEPBEXs ] Reperting settings... ueLE
W @ l@- Delete Reporting Data... l ﬁ
Realtime information default values...
Variables...
* Tag list...
Configuration report...

LH H HAovailability for Tasks (default)...

Skill overview..,

[HH Interface for staff planning...
Task Reports...

Shift plan...
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2. Here you can set the settings for each task (for example the default with allow only one
telephony call but will allow 3 emails and 3 chat sessions to be sent to each Agent).
When configured, click the OK button.

@ Availability for Tasks ]
Telephany c I
ancel
M aximum callz per agent :
Can agent receive e-mail while an a call?
Can agent receive chat requests whilz on a call? Mo W
E-mail

. . "~
Maximum e-mails per agent? 3 v
Can agent receive calls while proceszing e-mail?

Can agent receive chat requests while processing e-mail? No W

[] &lesting E-Mails block Voice calls

Chat

Maximum chat requests per agent? E :
Can agent receive calls while processing chat Mo ]
Can agent receive e-mails while processing chat? Yes W

[] Use alzo for Last Agent, Current Agent and Personal Contact
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Time to accept

When using Email and Chat, the Agent can be sent a task to which they have a set time to
respond. If the Agent does not respond, the Agent will be signed off from all agent groups. If the
default time needs to be changed, this is done on a per Topic basis. To change choose a Topic

and the select the Edit button.

Configuration System Service Windows Help
Wiew: ‘ <Al v|
FECHAP server ] %VE)‘\S I *Ccuntnes ] (4 Queue devices ] =i Telephones ] ﬁTelephone groups ] i Chat server I i Chat scripts 1
@D eTopim Ifﬂﬂgeﬂt groups ] Q Agents ] 43 Profiles 1 @Teams 1 [£5] Customers 1 [ Extemal destinations ] @.ﬂnnoun:emenl scripts I @IVHS ] SEPBXs 1
Name Tel E-mail Chat Number Active PBX E-mail address Edi... I
MasterTopic X 7000 X PEXServer
OperatorTopic X 7001 X PBXServer
Topic2 X 7003 X PBXServer
Topic3 X 7004 X PBXServer
Under the Email Tab (Default is 00:00 hh:mm)
& [Topic] TopicT - Edit ]
o | € Ty

Mailbox: |Topic'|@abccompany.com | | Details.. | Repaorting/
RT Info

Skills...

Max E-mails in queue:
Max. time to accept: {hb:mm)
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Under the Chat Tab (Default is 3:00 mm:ss)

General | ¢* Telephony | =1 Email _
.
Jabber Idertiier: [Topic1 |
Password: ...........l | T
Max. time to accept: {mm:ss)
Chat script at...
rfec | ]
hold | [-]
end | [-]
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IP Office Contact Center Email Service

The IP Office Contact Center has a built in Unified Mail Routing system server that can be used
to Queue and filter emails to Agents. The email service types that can be utilized are:

e SMTP (Encryption None, TLS)
e POP3 (Encryption None, SSL/TLS, Start TLS)

o IMAP4 (Encryption None, SSL,TLS, Start TLS)

Required Information

To successfully utilize the IP Office Contact Center’s Email service there are a number of
factors that should be considered. Some of these details should be checked and discussed with

the customer:

Email Considerations

e Are there adequate Multichannel Licenses available for the agents who will use IP Office

Contact Center’'s Email Services?
e Will the customer be utilizing POP3 or IMAP4 as their mail utility?
¢ Does the customer have an existing SMTP service that can be used?
e What relay host authentication account will be used?
e What is the relay host authentication account’s user name and password?
¢ What is the mail server’s (relay host) domain name?

o Have you ensured that all the email ports for example, SMTP Port 25 are not blocked by

Antivirus software or a Firewall?
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Have Agent Privileges been assigned for Email?

The available Privileges include:

E-mail Administrator - The agent can configure email settings.

Keyword based Email Routing - This privilege allows the agent to configure email
scripts that allow emails to be searched for specific text.

Email Supervisor - Assigns email supervisory privileges to the agent.
Use Textblocks - Allows the agent to use configured Text Blocks

Agent Queue View - Allows the agent to view any emails in the queue, for the Topics
that he/she is assigned.

Delete Emails - Allows the agent to delete any active emails. Note: Once an email

has been deleted it cannot be retrieved.

Email Archive - Allows the agent to view archived emails. Only completed emails can
be archived.

Textblock administrator - This allows the agent to create text blocks for commonly

used text and phrases that can be included in email messages

Defer Emails - Allows the agents to store email messages in a “held” folder for later

use
Print Emails - Allows the agent to print emails.

Automatic Sign On - Allows the agent to be automatically signed on to the agent
groups to which they are assigned.

Reply as agent - Allows the agent to select whether they reply to emails as an agent
or from the topic. The email address used in the message will be changed to the

agent’s email address or the topic’s email address depending on their selection.

Please refer to the Avaya IP Office Contact Center Task Based Guide - Telephony User

Interface Configuration for further details relating to Agent Privileges and Authorization.

The following section will illustrate the configuration of IP Office Contact Center’s Email Service

and is split into a number of sections:

October 2017
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Licensing

e Setting up Email (SMTP used, POP3 and IMAP details at end of section)

¢ |P Office Contact Center Email Configuration
o E-mail Flow
e Text blocks/Auto reply

e Archive email database

Secure Email Certificate requirements for IMAP4 and POP3 configurations

No certificates are required to be installed on the IP Office Contact Center server for IMAP4 or

POP3 configurations. The server certificate will be sent by the POP3 or IMAP4 server, for

example from a Microsoft Exchange Server. This occurs at runtime during the TLS handshake

process. Therefore the certificate must not be stored in any local certificate store on the client

i.e. the IP Office Contact Center server.

Note: When using email connections that require the function “Verify Server Certificate”, you will

need to import the security certificate in the Certificate Store “Trusted Root Certification

Authorities” of the IP Office Contact Center server.

€ L Certificate Import Wizard
|

Certificate Store

Certificate stores are system areas where certificates are kept.

Windows can automatically select a certificate store, or you can specify a location for
the certificate.

(O Automatically select the certificate store based on the type of certificate
(®) Place &l certificates in the following store

Certificate store:

|Trusted Root Certification Authorities | I Browse...
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Licensing

To provide Agents with the capability to receive Emails within the IP Office Contact Center,

Multichannel Agent licenses are required.

A. Email Users

B. Chat Users

AVAW Web License Manager (WebLM v6.3)
WwebLM Home MultiVantage Customer Interaction Express - Release: 3 - SID: 22012050(Enterprise license file)
Install license
You are here: Licensed Products > CIE > View by Feature
Licensed products
- CIE License installed on: 02 June 2014 17:26:08 +01:00
i f r
iewbyjteatire License File Host IDs: A4-5D-36-FC-FB-1C
View by local webLM
Enterprise configuration Feature License  Currently
(License Keyword) Capacity available
» Local WebLM Configuration . p
Number of concurrent E-Mail User 10 8
» Usages (VALUE_CIE_CC_USER_NONVOICE)
Number of CIE IVR PORTS
» Allocations (VALUE_CIE_IVR_PORT) = °
Periodic status Number of concurrent Supervisors 10 7
(VALUE_CIE_CC_SUPERVISOR)
Uninstall license .
Number or concurrent Inbound Voice User 10 10
Server properties (VALUE_CIE_CC_USER_VOICE)
Mumber of CIE IVR Systems
Manage users (VALUE_CIE_IVR_CON) 2 !
Number of CLIF entries in DB
Shortcuts (VALUE_CIE_CC_CLIP) 5000 4999
Number of Nonvoice Media Phone Lines 20 30
Help for Installed Product (VALUE_CIE_CC_MEDIA_LINE)
Mumber of concurrent User with Integration Interface 10 10
(VALUE_CIE_CC_BLCCON)
Number of concurrent User with Extended Voice features 10 7
(VALUE_CIE_CC_MONTELUSER)
Number of concurrent Chat User 10 10
(VALUE_CIE_CC_USER_CHAT)
Enablement of UMR on Mot
(FEAT_CIE_CC_UMR) counted
Enablement of Texttemplates for Users s00 458
(VALUE_CIE_CC_TEXTMODULES)
Enablement of Base100 on Not
(FEAT_CIE_CC_BASE100) counted
Number of concurrent Service Users 10 10
(VALUE_CIE_CC_SERVUSER)
Number of IPO Connections 5 4
(VALUE_CIE_PX_IPQ)
Number of concurrent Team Leaders 10 7
(VALUE_CIE_CC_TEAMLEADER)
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SMTP Email Configuration

(POP3 and IMAP details at end of section)

The SMTP Settings below can be utilized by a customer with their own SMTP Service. 3™ party

SMTP systems like Google Mail may also be used. For details of the settings required for

Google Mail SMTP, please see the end of this section.

1. Click Service followed by E-mail settings.

Configuration  System

Windows Help

(g Queue de

files ] @T&

Number
7001
7002
7003
7004

) Reporting Filters...
Wiewn <l . .
Special Settings...
i~ SEPBXs I FECHAP Telephone Settings...
° @ ST | PBXs
Name Countries
Queue Devices
[ ] OperatorTopic Telephones
Topic1
Topic2 Telephone groups
L : L Topic2 CHAP Server
VEAs
[HH] Access Code Agents...
[]
Access Code Topics...
E-mail Settings...
Chat server
Chat settings...
L]
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2. Inthe E-Mail Domain field, enter the fully qualified domain name of the customer’s

SMTP mail service. For example, mail.abccompany.com (hostname.domainname) and

then click the OK button.

£ E-mail settings

System Settings | Export archive emails ]

E-mail domain: |n'|ai| ‘abccompany .com| |
{e.g. company.com)

Prefix for Ticket 1D: |['I'ID: |

Suffix for Ticket ID: I |

|

3. Click Configuration and then select Topic.

A |IP Office Contact Center

File Goto Help

Agent Portal (NI ITE O System Service Wi

Topics —

Agent groups —
Agents Wi
Agent profiles 5
Teams —

Customers

External destinations

Announcement scripts

IVRs

Chat scripts
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4. Select the required Topic, for example Topic 1 and then click the Edit button.

Configuration  System  Service Windows Help
View: | <Al
>EPBXs | %@CH&F‘ SErver | %VE}’E | '*Countries | (4 Queue devices I = Telephones I éTelephone aroups I %Chat SErver | 9&[1131 scripts
@-D eTopics |[ﬁ.ﬂgent groups | .ﬂ Agerts | Q Profiles I @Teams | [E3] Customers | [ Extemal destinations I @Aﬂnouncement scripts | @IVH&:
Mame s Tel Email Chat Mumber Active  PBX E-mail address | Edit... |
Master Topic X 7000 X PBXServer
Cperator Topic X 700 X PBXServer
A A
Toric2 X 003 X PEXSaner
Topicd X 7004 X PBXServer

5. Select the Task Type E-mail and then click the E-mail tab.

2 [Topic] Topic1 - Edit

General | ¢ Telephony

Name: Topicl 0 block. Cancel
period..

Task types

Telephory

[]Chat

Briority: ljl :

[w] Display Last Topic

LUse reporting values for routing
[]7sF

[] Accept Level

[ Awg. Waiting Time
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6. Click the Details... button.

General | ¢* Telephony E1Emai |

Mailbox: | | “[_gm Reporting,/

Max E-mails in queue: 1000

Mz time to accept: (hh:mm)

[] Add ticket 1D in subject

Agent group: <MNonex | D

7. Inthe e-mail field type the email address to be used for the topic. For example,

Topicl@mail.abccompany.com

E-mail: ITopic1@mail.abccompan}l.con‘] I | oK |

Beply ta: | | | Cancel |

Erarn: | |

— [#] Mailbox active
Protocol: | SMTF W |

E ncyptior: |<N0ne> vl

[ W alidate Server certificate

tail zerver |

Port: | 0 Drefault

User: | |

Folling interval: [hkcearn) [Fram 1 it o 163 hours)

Pazzword: |

LConfirm passwond: |

Achion:

Folder:
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8. Inthe Reply to field type the email address to be used for the topic. For example,

Topicl@mail.abccompany.com

= Mailbox details -
E-mail |Topic:1 (@mail. abccompany. com | 0K,

Beply ta: |Topic1@mail.abccompan}l.con‘] | | Cancel |

From: | |

— [#] Mailbog active
Protocol: | SMTF ] |

E nciyption: <Monex>

‘alidate Server certificate
Mail zerver:
Fort: 0 Drefault
Uszer:
Paling interval: 0100 (hhzmm) [fram 1 min. to 168 hours)
Pazzsword:
LConfirm pazsword;

Achon:

Folder:

9. Inthe From field type the email address to be used for the topic. For example,

Topicl@mail.abccompany.com

| Mailbox details -

E-mail | Topic] @mail. abccompany. com | I 0K |
Reply to: | Topic1@mail abccompany. com | | Cancel |
From: IT opic1@mail abecompany. con I

— [#] Mailbog active
Protocol: | SMTF ] |

E nciyption: <Monex>

‘alidate Server certificate
Mail zerver:
Fort: 0 Drefault
Uszer:
Paling interval: 0100 (hhzmm) [fram 1 min. to 168 hours)
Pazzsword:
LConfirm pazsword;

Achon:

Folder:
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10. Click the OK button.

S

General | ¢* Telephony EEmai |

[Topic]

Topic1 - Edit

|

Job code...

Mailboo:

|Topic'|@mail.abccompany.com | | Details... |

Reporting/

RT Info

Max E-mails in queue:

Max. time to accept:

[] Add ticket 1D in subject

{hik:mirm)

Skills...

o

Routing...

Agent group: <MNone>

11. The Topic is displayed with Email selected.

Configuration System Service Windows Help

View: | <l

v]

S€PBXs | FECHAPserver | 3FVEAs | @ Courtries

l (# Queue devices ] =2 Telephones ] ETelephone groups ] %Chat SEMVEr

SiChat scripts |

@ @Topics l[ﬁ.ﬂgeﬁt groups ] .ﬂﬂgeﬂts ] £2 Profiles ] @Teams ] [EZ] Customers ] " Extemal destinations ] @Aﬂnouncement scripts ] %’IVH& ]

MName Tel Email Chat  Mumber Active  PBX E-mail address Edit...

Master Topic X 7000 X PBXServer

Operator Topic X 7001 X PBXServer Create...

ITopic1 ES kS 7002 ES PBXServer Topic1@mail....

Topic2 X 7003 s PBXServer

Topicd X 7004 * PBXServer
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12. Click Configuration and then select Agent group.

System  Service  Windows

Topics

Agent groups

| |
| Agents VEAs I
Agent profiles = | a2

Teams

Customers

External destinations

Anncuncement scripts

IVRs

Chat scripts

13. Select the required group, for example Groupl and then click the Edit button.

Configuration System  Service  Windows Help

14. Click the E-mail Task type and then click the OK button.

i [Agent group] Group1 - Edit -

General | ¢* Telephony | E1Emai | l

Name: Group1
Task types
Telephorry
[CChat

Virtual AG: <MNone> | E|

October 2017

Yiew: | <Al v|
SCPBXs | %CCHAF' server I %ﬁ‘u’E}\s | '*Countries | (;gh Queue devices I = Telephones | ETelephone groups I %Chat Server I 9&0131 scripts
@D | @Topics Eﬁﬂgerrt aroups I Q Agerts | 42 Profiles | @Teams | [£2] Customers | ' Extemal destinations I @Aﬂnouncement scripts | @IVHS
Name S Vit AG Tel Email  Chat PBX | Edit... |
G X
Group2 X PBXServer Create...
Group3 x PBXServer
CperatorGroup X PBXServer Create vitual AG...
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15. Click Configuration and then select Agent profile.

System Service  Windows

Topics —

Agent groups —
Agents VEAs
Agent profiles | 3 ] é

Teams —

Customers
External destinations

Announcement scripts
IVRs

Chat scripts
I

16. Click the Agent profile that the agents in Group 1 are assigned to and then click the
Edit... button.

Configuration System Service Windows Help

Yiew: | <Al v |

SEPBXs l FECHAR server l %VEAS l '.’C.ountries ] (# Queue devices ] = Telephones ] ETelephone groups l o Chiat server % Chat scripts l
@D ] @Topics ] Iﬁﬁgent groups ] ﬂﬂgems Q Profiles ]@Tearns ] [EZ] Customers ] ' Extemal destinations ] @ﬂnnouncement scripts ] @IVRS ]

Name Tel E-mail Chat PBX E Edit... i
Agent Default

|Agert Profile e PBXServer Create...
Supervisor Default

Supervisor Profile * PBXServer

17. Click the E-mail Task Type and then select the E-mail tab.

4 [Prafile] Agent Profile - Edit -
General l € Telephony
Mame: |Agerd Profile | | Authorization... | | Cancel |
Privileges: | Agent v | D
Task types Used for:
Telephony Agent ~
Agert1
Agert10 H
Chat
u Agent2
Agent3
Agentd
Agent5 -
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18. Click the Add... button.

General | ¢* Telephony =1 Email

Group assignment

Pric  Name
<MNonex
<MNonex
<MNonex
<MNonex
<MNonex

19. Click Group1 and then select the OK button.

|EE-maiI v| [Toe ]
Mame S % T E C PBx

Groupl WoR FE

20. Groupl has now been assigned, click the OK button.

General | €* Telephony =1 Email oK |
Group assignment
Prio  MName |T | Add... 1
50 Groupd
.
<Monex
<None>
<Monex ™ ’T‘
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21. The Agent Profile is displayed with Email selected.

Configuration System  Service Windows Help

Wiew: | <l

V]

SEPBXs | FECHAP server I %VE}’\S | '*Courrtries I (4 Queve devices I = Telephones | ﬁTelephone aroups I ¥ Chat server I S Chat scripts
@D | @Topics | [ﬁﬂgeﬂt groups | .ﬂﬂgents Q Profiles I@Tearns | [£3] Customers | ' Extemal destinations I @Aﬂncuncement scripts | @‘:’IVHS

Name 4 Tel E-mail Chat PEX Edi...

Agent Default

|Agent Profile " X PBXServer Create...

Supervisor Default

Supervisar Profile X PEXServer Copy..
Delete

22. The mailbox details of each Email configured agent in Group 1 can now be defined.

Click Configuration and then select Agent.

System  Service  Windows

Topics —

Agent groups —
I Agents I VEAs
| Agent profiles 3 | a

Teams ——

Customers

External destinations

Announcement scripts
[VRs

Chat scripts

23. Click the required agent, in this example Agentl and then click the Edit... button.

Configuration  System  Service  Windows Help

Yiew: | <l

SCFBXs | %CH&P sErver I %VE)\S | *Countries | (;#f Queue devices I = Telephones | ETelephone groups I ﬁChat server 9&.[}131 scripts
@D | eTopics | Iﬂﬂgent groups -ﬁﬁgents | 41 Profiles | @Teams | [£5] Customers | ' Extemal destinations I @ﬂnnouncernent scripts | @’IVHS

Name 4 Tel Emal  Chat MNumber PBX E-mail address I Edit... |
& X
Agert10 X 2109 PBXServer
Agent2 x 21 PBXServer
Agentd X 2102 PBXServer
Agentd * 2103 PBXServer
Agents * 2104 PBXServer
Agenté ® 2105 PBXServer
Agent7 x 2106 PBXServer
Agentd x 2107 PBXServer
Agentd x 2108 PBXServer
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24. Under Task types choose E-mail and then Click the Email Tab.

General | Advanced | ¢* Telephony

Task types
System name: Agent1 = -

. [ Telephony
Login name:
xd

password...
[T]Chat

Alias: |

Language: | English {USA)

Title
O Ms. (®) Mr.

I

S —

Cost center:

Fredefined profile: |Agem Profile

Privileges: | Agent

Address book profile: | Standard

25. Click the Details... button.

General | Advanced | * Telephory =1 Email |

Mailbox: [ | [[Detais.. ]

Group assignment

Prio Name ~ Add...

60 Group1 ]
Nones |
<Mone>
<Mone>
<[~.!one> ™M ’W‘

October 2017



Avaya IP Office Contact Center Task Based Guide- Email & Chat Services

26. In the E-mail field type the required email address for the agent for example,

Agentl@mail.abccompany.com

= Mailbox Details -
E-mail: I Agentl @mail.abccompany.com| I | oK |
Reply to: | | | Cancel |
Erom: | |
27. In the Reply to field enter the required email address for example,
Agentl@mail.abccompany.com
£ Mailbox Details -
E-mail: | Agent1@mail.abccompany.com | oK
Reply to: IAgent‘l@ﬂail.abccompany.com| | | Cancel |
Erom: | |
28. In the From field enter the required email address for example
Agentl@mail.abccompany.com and then click the OK button.
i Mailbox Details -
E-mail: | Agent1@mail.abccompany.com | | oK |
Reply to: | Agent1@mail.abccompany. com | | Cancel |

From:

| Agent1@mail. abccompany. com|
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29. Click the OK button.

4

[Agent] Agent1 - Edit

General ] Advanced ] £ Telephony = Email l

Mailbox: |ﬁ93ﬂﬂ @mail. abccomparty .com | | Details ..
Group assignment
Prio Name Add.
&0 Group1
<Mone: Delete
<Mone>
Up
<Mone>
<Mone> Down

|

30. Repeat the above process to assign E-mail settings to all agents in E-mail topics /Tasks.

v]

l

Configuration  System  Service  Windows
Wiew: | <Al
>EPBXs ] %@CH&F‘ SErver ] %VE}’E ] *Countries ] (4 Queue devices ] = Telephones ] éTelephone aroups ] %Chat SErver 9&[1131 scripts
@-D ] @Topics ] [ﬁ!\geﬁt groups Q Agerts ] Q Profiles ] @Teams ] [E3] Customers ] [ Extemal destinations ] @Aﬂnouncement scripts ] @IVH&: ]
Mame Tel E-mail Chat MNumber FEX E-mail address Edit...
|Agent X X 2100 PBXServer Agert1@mail abceo ..
Agert10 X 2109 PEXServer Create...
Agent2 X 21 PEXServer
Agentd X 2102 PEXServer
Agertd * 2103 PEXServer
Agents X 2104 PBXServer
Agertb X 2105 PBXServer
Agent? X 2106 PBXServer
Agentd X 2107 PBXServer
AgentS X 2108 PBXServer
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IP Office Contact Center Email Configuration

1. Click Go to and then select E-Mail configuration.

A IP Office Contact Center

File Goto Help

1 Home
2 Telephany

Reattime information

Reporting

Agert Status Reports HAP server
Contact Detail Reports | 5 A
Error List

Configuration

[N ENT: T T

9 Ul config

10 Task Flavy Editar

11 IVR-Eclitar

12 Dialer

13 E-Mail configurstion |
14 Textblock admin [
15 Address book admin

|| Agents

2. Click the Components button.

E-Mail configuration g, - 5 500

l xj System ] Iﬁ Companentsl

General i Email textsearch Archive/Delete
System |

Maximum number of messages per mailbox
® Do not limit
O Limit to |0
DB size verification interval [minutes]: 15
Level for info message [%:]: 20
Level for alarm meszage [%]: 30
Current DB size [%]:
Repetition on extern busy / error: 3
Repetition interval on extern busy / error [s]: 30
Max. backtracking steps for setting read state: 1
Max. backtracking steps for evaluating routing rules acting on state "read": |0

Save || Cancel
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3. Expand the menu using the + button.

E-Mail configuration ,g, 5 3¢ 3400

[ }{) System ] l ﬁ-ﬁf Ca-mpunents]

% 192.168.42.5
Qﬁr Configuration

4. Click the C3000 SMTP Connector SMTP link.

E-Mail configuration |, - 1. 5a00

[ }{) System l ’ﬁ'}?ﬁ Cumpunents]

5 [
n % 192.168.42.5

™| %cm POP3-IMAP4 Client POP3-IMAP4 SMTP
@ §F C3000 Server

'"'|E| %cm SMTP Connector SMTP

I % RoD Archie

[ %& RoD CommandExecuter

T %éh RoD RepoServ

[ % RoD Rodomat

| % RoD SchedulerServer

[}ﬁr Configuration
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5. Click the Local accepted DNS domains tab.

C3000 SMTP Connector

Local accepted DNS domains | Security

in < & & ~
<]

<]

% <]
<] <]

6. Inthe field adjacent the Add button enter the customer’s email service domain name for

example, abccompany.com and then click the Add button.

C3000 SMTP Connector

| General |

2dd | fabccompany.com| ]
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7. The configured Domain is displayed. Click the Save button.

C3000 SMTP Connector

Security

Domain

@ abccompany.com

T -

8. Click the General tab.

C3000 SMTP Connector

General |

Domain

@ abccompany.com
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9. Inthe Relayhost for outgoing mails field, enter the IP Address of the customer’s relay

host mail server.

C3000 SMTP Connector

Local accepted DNS domains |
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10. Change the Relayhost authentication as required for the customer.

C3000 SMTP Connector

Local accepted DNS domains | Security

I
.r_i

In <] [ <
<]

wm

<]

192.168.42.55|

<

5

A. The maximum size of incoming messages can be changed if required. It is
recommended that the maximum size is not configured beyond 10MB.

This is also the case for POP3-IMAP4 configurations where the maximum size of
incoming messages should not be configured beyond 10MB
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ontact Center

E-Mail configuration ;. 5 3¢ 4400

Supervision ) -~
\. System [ il Components
Adr ation M {Qﬂ[ it :

'I:I' i % 192.168.42.5

0:15/ 0:00

/

0 4, C3000 POP3IMAPA Client POP3IMAP4,SMTP

[:T‘
'ﬁ ™| ‘%} C3000 Server
oga @ 4%, C3000 SMTP Connector SMTP
@ 4% RoD Archie
Dgﬂ 7] @’ RoD CommandExecuter
’) ™| Q} RoD RepoServ
35:) =] ‘%} RoD Rodomat
™| Q} RoD SchedulerServer
}x& ™| % Tomcat
] Q} TTraceServer
& -‘ﬁ‘)ﬁj‘(:onﬁguration

4§88 C3000 ClientAdapter SMTP

1=} C3000 POP3-IMAP4 Client -- Webpage Dialog

Administrator (-)

IC3000 POP3-IMAP4 Client
i size for i i [mB]: 2 &

Maximum database size [%]: 90
Polling interval for mailbox configuration [minutes]: |20
Save ][ Cancel ]

v

Note: For outgoing emails, attachments are only supported up to 10MB in size. Depending on

the network quality between the client PC and the IP Office Contact Center server, the

sending/uploading of an email can take several minutes. Poor network quality/speeds can

cause a disconnection between the User Interface and the IP Office Contact Center server and

consequently the agent may be logged off from E-Mail.
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11. Once all settings have been configured click the Save button and then select the X

button to close the window.

C3000 SMTP Connector -- Webpage Dialog

(i

C3000 SMTP Connector

General | Local accepted DNS domains | Security

Maximum size of incoming messages [MB]: |2

Maximum database size [%:]: |QD

Permit delivery to local users:

Identify local users by full name:

Send error messages automatically:

Service for telephone number-based targets: | ﬂ
Enable SMTP receiving:

SMTP receiving port: ,257

Certificate store: |User account ﬂ

Certificate issued to: |

Relayhost for outgoing mails: |192.168.4—2.55| ®
Use TLS |never j
TLS Server Host |

Verify Server Certificate

SMTP greeting identification on outgoing mails: |Ioca|h05t
Relayhost authentification

Prefered mode: |N0r|e v

User login: |

Login password: |

Res=end delay in case of errors [=]: |LBDD

| Save ” Cancel ]

12. Click the grey box to stop the C3000 SMTP Connector SMTP Service.

E-Mail configuration g, 5 1z 3400

[ X System ] [u;-'{ﬁ Componentsl

D% 192.168.42.5

| %Cm POP3-IMAP4 Client POP3-IMAP4 SMTP
[ %}h C3000 Server
C3000 SMTP Connector SMTP
B4
@ 4% RoD Archie
" %ﬁ RoD CommandExecuter

T %&- RoD RepoServ
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13. Click the grey arrow to start the C3000 SMTP connector SMTP service.

E-Mail configuration ,,,

3.36.2400

’}‘(\J Svstem] ’{:’ﬂf Compon

]
ents |

B% 192.168.42.5

@ %}7 €3000 POP3.IMAP4 Client POP3-MAP4 SMTP
T E %}L C3000 Server

m%},mm SMTP Connector SMTP

@ 4% RoD Archie

T E %‘ RoD CommandExecuter

T %}L RoD RepoServ

| %}1 RoD Rodomat

" [ %- RoD SchedulerServer

D"Qﬁr Configuration

14. If the customer is using a 3" party SMTP service such as Google Malil, the following

settings will be required to replace the previous settings.

A.

October 2017

Relayhost for outgoing mails:

Use TLS:

TLS Server Host:

Select Verify Server Certificate:

Prefered mode:

User login:

. Login password:

. Local accepted DNS domains:

smtp.googlemail.com

If available

smtp.googlemail.com

Select

Login

googlemail user account.

googlemail user account password

gmail.com
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0 SMTP Connector -- Webpage Dialog
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15. If the customer is using a POP3/IMAP email system (Google Mail use SSL/TLS), alter

the details of the topic’s email account.

Note: With some external email accounts for example Google mail, you need to allow “Access
for less secure apps” within the email settings of your email account. These settings have to be

completed before the account can be used by IP Office Contact Center

o [Topic] Topic1 - Edit x|
General ] € Telephory =1 Email l
Mailbox: | | [ Details... | Reporting/
RT Infa
Max E-mails in queus:
Ma. time to accept: {(hhzmm)
[ ] Add ticket ID in subject
Agent group: <Nane: | D
= Mailbox details =
E -mail: |T apic1 abocompany@gmail com | DK,
Reply to: |Topiclabccompan}'@gmei com | | Cancel |
From: I J
— [ Malbox active
Protocot: IPDP3 VI
E neryplion I SSL/TLS v |

[V alidate Server certificate

Mail server: I pop.gmail. com I
Port: |ass | | Default
Uszer ITopic]ahccompany@gmal cor |

Polling intervak fhtemm) (from 1 min. to 168 hours)

Password: | eeveeesscee |
Confim password: | sescsesseee |
Action
Folder;
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16. If an IMAP4 email system is to be used (for Google Mail use SSL/TLS), alter the details

of the Topic’s email account.

E-mail:
Reply to:

Fram:

— [ Maibos: active

Protocal:
Eneryption:

M ail server:
Pait;

U ger:

Poling intervat (hixmm) (from 1 min. to 168 hours)

Pazzword:
Confirm passwond:
Action;

Folder:

|Tupic1d3munpany@gmalmn |

Lok |

| Topicl sbecompany @gmail com |

oK
Cancel |

[IMAP4 v]

[s5L/TLS v]
[]Validate Server certificate

|'rnap.gna1wn |

EEE] I

| T opic1 abccompany@gmail.com I

|Markasread V|

17. TTrace — Email — C3000 POP3-IMAP Client can be used to check for any connection

issues.

File Extra View

Window Help

October 2017

cc_db_srv (552) /IPOCC A
cc_lna_srv (853) / IPOCC
mediastore_db_srv (561) /

RoD RepoServ (593) /IP(
_| RoD RodOMatC (591) /IF
RoD.SchedulerServer (592

10:34:20.484 INFO_MSG
10:34:20.484 INFO MSG
10:34:20.484 INFO_MSG
10:34:20.975 TC_Error
10:35:21.900 INFO_MSG
10:35:22.076 INFO_MSG

3000 Admin (556) / IPOC = &2
— QOOOPOP:HA =) |10:35:22.076 INFO_MSG
A T 150D T 10:35:22.076 INFO_MSG
S v | o3 i23370 2o
fi RoD s (50 / 10:35:23.570 INFO_MSG
| RoD CommandExecuter (5 SRy -

10:35:24.178 INFO_MSG
10:35:24.178 INFO_MSG
10:35:24.178 INFO MSG

SASL capabilities detected: PLAIN XOAUTH2

USER/PASS is enabled, capabilities are 'USER / RESP-CODES / EXPIRE |
Trying authentication via USER

048.000.0305 Pop3Agent::work() - Protocol error: error at PASS commi
Starting TLS/SSL handshake.

SASL capabilities detected: PLAIN XOAUTH2

USER/PASS is enabled, capabilities are 'USER / RESP-CODES / EXPIRE |
Trying authentication via USER

GSI RouteMimeMessageToUser: Doc:2 routed succesfully.

saveMsg: RouteMimeMessageToUser () of Document 2 was succesful for rt
Pop3Agent::work() - message with UID >GmailIdl4bcéde4aSac047b< is si
GSI RouteMimeMessageToUser: Doc:3 routed succesfully.

saveMsg: RouteMimeMessageToUser () of Document 3 was succesful for x
Pop3Agent::work() - message with UID >Gmailldi4bc6e0d76£75déc< is s

46



Avaya IP Office Contact Center Task Based Guide- Email & Chat Services

Creating an E-mail Flow

The IP Office Contact Center Email services can be configured to scan email content for
keywords and distribute the email accordingly to an appropriate Email configured agent. If a
keyword is not matched the email can be distributed for example, to an agent group.

In this example, an Email flow will be configured that will scan the email for the keyword
“Desktop” and if found in the email, the email will be distributed to agent ‘Karen’. If the email

does not contain the keyword, it will be directed to the email Group Sales.

= [E-mail low]:Topic 1

e e e (o SRR
.. . |Topict . . . |Email Beal . .. UM_ScanF..Eﬂ ......
- | ] ] ] I S ==
.jE %Q B | S e [ I
O D Sales L
L Free Agen] . R
.................... :| E I'
...................... ?IE- ]

18. From the Go to menu click Task Flow Editor.

A, |P Office Contact Center

File Goto Help

1 Home
2 Telephary
3 Realtime infarmation

4 Reporting

5 Agent Status Reports -IAE
& Contact Detail Reparts

7 Error List -
& Configuration

2 Ul config

10 Tazk Flow Editor |

11 IVR-Editor

12 Dialer

13 E-Mail configuration
14 Texthlock admin

15 Address hoaok adimin
A I
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19. Click Task flow set and then select Open.

IEH3{MTESN Tools Help

New Ctrl+N
I - Open Ctrl+0
Reactivate...
Delete...
Default task flow set...

Active task flow set...

Export...

Impaort...

20. Click the required Task flow and then select the OK button.

E Name Created Last madified tctivated [ ]
Irnport TE-5et 34 T 3:21:58 Ak

21. Choose the OK button.

Tazk flow st pazsword:

22. Choose the Yes button to take a copy of the default task flow set.

The selected task flow set is the default task flow set
and cannot be opened.
Open a copy of this task flow set?

23. Type the name of the task flow set and then choose the OK button.

Mame: |Task flowes set 01| | |r—E|-K—|
Author: |."-\dministlator | Ericel
Password: | |
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24. Choose Edit — New and then select Group

Task flow set Tools Windows Help
= | | Mew 4 . Group. I
] | I
— Delete
Eﬁ Tosk flow Call Flow...
Delete symbols Del EMail Flow...
#-{] Telg =
Select all Chat Flow...

25. .Type the name of the new group and then select the OK button

Macro...
EMail Macro...
Chat Macro...

| o]

Cancel

26. Click Edit — New and then select Email flow...

Task flow set Tools  Windows Help
0O = H| | New L Group...
_ ]
Delete
gﬁ Task flow Call Flow...
Delete symbols Del EMail Flow...
D Tele & |
L Em Select all Ctrl+ & Chat Flow...

Macro...
EMail Macro...

Chat Macro...
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27. In the Name field enter a name for the Email flow and choose the OK button. The new

group should be selected as default.

] New E-mail flow
Mame: |T0DiC1| | | oK I
Group: |E-mail vl

28. The Email Flow is displayed.

Task flow set  Edit Tools Windows Help

Lhed v & 4B DB

oLy Taskflowset 01 B (<[> | | 89 [E-mail flow]:Topicl

+r—_l Telephony | WL
_B E-mail | B} - - - - -

mETopict | | fb

29. Click List of symbols tab.

Task flowset Edit Toels Windows Help
Ued v & mE

£y Task flow set 01 |%E List of symbals | IR B
+{:| Telephony
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30. To start an Email flow an E-mail element can be used. Drag the Email element into the

Email flow working area.

Taskflow set Edit Tools Windows Help

DEeE v« & mBE OIn

g?; Task flow set 01| B List of symbols g?,’; <2

[E-mail flow]:Topic1

--abe Label -~

- Trace task
=& Sources

-£} Agent
- External destination

-~ Personal contact

...... . & Last agent

31. Click Topicl and then select the OK button.

= Select e-mail
1 E-mail w | 0. |
Name T E C Number FPBX
7002 FBX...

32. The configured element is displayed.

A |IP Office Contact Center

Help

File Goto

Task flowset Edit Tools Windows Help

2:52 1 0:00 H Administrator (-} =

“gent Portal

ODFE v & S48 Do

W Trace task
—D Sources

October 2017
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33. The email will now be scanned for a keyword. This can be achieved using an Email
script element. To use an Email script element, the keyword text that will be used to
search the email contents must be defined. Click the Go to menu and then select E-Mail

configuration.

A, |P Office Contact Center

File Goto Help

1 Home
2 Telephaory

3 Realtime information
4 Reparting

2 Agent Status Reports
6 Cortact Detail Repaorts
7 Error List

& Configuration

9 Ul config

10 Taszk Flow Editor 5
11 MWR-Editar

12 Dialer

13 E-Mail configuration |
14 Texthlock admin

15 Address book admin

grou

| des

orlal co

34. Click the E-Mail textsearch tab.

E-Mail configuration |, 5 5c 5400

[ X) System l @ Cumpunentsl

Email Topics/Domains Email textsearch Archive/Delete

System |

Maximum number of messages per mailbox
= -
® Do not limit

O Limitte [0

DB =ize verification interval [minutes]: |15

35. Click the Add button.

E-Mail configuration g, - 1c 5400

IXJ Svsteml @ Componentsl

Email Topics/Domains Email textsearch Archive/Delete

Configurations

Add Name
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36. In the Configuration name field type Email Scan and then select the pencil button.

Configuration name: |Emai| Scan| Fid
Keyword pattern Task Tag
E UM_ScanResultl
UM_ScanResult?
UM_ScanResult3

37. In the Keyword field, type the required word that will be searched in emails. In this
example a keyword of desktop has been added. Click the Apply button.

Configuration "' - Keyword pattern 1

Keyword
|¢.'Liesk‘top| |,
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38. The configured Keyword is displayed.

Configuration name: |Emai| Scan

Keyword pattern Task Tag
|'::Ies ktop' r UM_ScanResultl
UM_ScanResult2

39. The Keyword can be tested. Click the Test button.

Configuration name: |Emai| Scan

Keyword pattern Task Tag

‘desktop UM_ScanResultt
UM_ScanResult2
UM_ScanResult3
UM_ScanResult4
UM_ScanResults
UM_ScanResults
UM_ScanResult?
UM_ScanResults
UM_ScanResulto
UM_ScanResuit10

<

October 2017

54



Avaya IP Office Contact Center Task Based Guide- Email & Chat Services

40. In the Enter text field enter a phrase containing the keyword. For example, | have a
problem with my Desktop computer and then select the Test button.

Enter text:

I have a problem with my desktop camputerl

Matches:
| Keyword pattern Task Tag

41. The matched Keyword text will be displayed in the Matches: panel.

Enter text:

I have a problem with my desktop computer

v
Matches:
Keyword pattern Task Tag
‘desktop’ UM_ScanResultl
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42. A notification box will be displayed if the text does not match the keyword. In this case
the test text is “I have a problem with my laptop computer”. So when looking for the

keyword “desktop” no match is found.

Test configuration -- Webpage Dialog \i‘

Enter text:

I have a problem with my laptop computer I

Matches:
| Keyword pattern Task Tag

43. Click the Close button.

Enter text:

I have a problem with my desktop computer

Matches:
Keyword pattern Task Tag
‘desktop’ UM_ScanResultl
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44. The configured Keyword is displayed. Click the Apply button.

Configuration name: |Emai| Scan

Keyword pattern Task Tag

‘desktop’ UM_ScanResultt
UM_ScanResult2
UM_ScanResult3
UM_ScanResulta

UM_ScanResuits
UM_ScanResults
UM_ScanResult?
UM_ScanResults
UM_ScanResuits
UM_ScanResult10

) (Concei)

<

45. Additional keywords can be added as required.

Configuration name: |Emai| Scan

Keyword pattern Task Tag
‘desktop i UM_ScanResultt
‘montior’ UM_ScanResult2
‘usy UM_ScanResult3
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Partial words and phrases can also be added ending with a *. For example, mem* will

recognize abbreviations relating to the word memory.

Edit configuration -- Webpage Dialog -

[

Configuration name: |Emai| Scan

Keyword pattern Task Tag

‘desktop’ UM_ScanResultl
‘montior UM_ScanResult2
use UM_ScanResult3
UM_ScanResultd

46. Click the Save button.

Email Topics/Domains Email textsearch Archive/Delete

Configurations

Add Name

Email Scan
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47. Return to the Email Flow. Click the Go to menu and then select the Task Flow Editor.

A |IP Office Contact Center

File Goto Help

1 Home
2 Telephary

3 Reaftime information
4 Reparting

4 Agent Status Repotts
& Contact Detall Reports
7 Errar List

& Configuration |

BT e T ISHE

9 Ul config

10 Task Flowy Eclitar |
11 MWR-Editar

12 Dialer

13 E-Mail configuration

14 Texthlock admin

15 Address hook admin

48. Drag the E-mail script into the Email flow working area.

Taskflowset Edit Tools Windows Help

Led v & LB OO

BH Lstof symbols | <[> | 88 [E-mail flow]:Topic1

~-abe Label AT

- T Trace task ~ . [Topict L

—|-{ab Sources P s I i T T T T T

------ = E-mail B ZZIZI".‘ZZZIZZZZIZZZZIZZZZZZIZIZZIZIZZIZIZZ

'D Destinations | | b T T T I
-4y Agent group . 2
- E-mail R S
...... 2 Agent :-'
- [ External destination T T T
- ## Personal contact S AN
______ " QLastagerlt H -“_.'.-”
£ 5¥ Current agent IR I...I---'f'f'.ZZZIZZZZIZIZIZZIZIZZIZIZZIZIZIZZIZIZZZZIZZZZIZ
- B3 E-mail script +22**"" s L

49. Select Email Scan and then select the OK button.

[ Select E-mail script

| =2 E-mai v [Cox—]

Mame Cancel
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50. The configured element is displayed.

Taskflow set Edit Tools Windows Help

el v & SEEDIE
£Ey Task flow set 01 B8 List of symbols gelz

~-abe Label

TT Trace task
_i Sources
e E-mail
_D Destinations

m Agent group
E E-rmail

)

[E-mail flow]:Topic1

mail Sca

:I'ﬁl:

51. After the email has been checked for Keywords, we need to split the email path if any of

the keywords were found. This can be achieved using a Task Tag element. Drag a Task

Tag into the email flow

working area.

Task flowset Edit Tools Windows Help

el v & LB OO

gﬁ Taskflowset 01| B8 List of symbols ﬂ <2

------ 0 & Last agent ~
[ % Current agent

o % E-mail script

=-{&@ Connecting units

...... ﬁ: Change task tag

----- 74 Change skill

..... {9 skill reduction

...... ? Logic

------ A TaskTrap

-l System conditions

------ @ Check Time Periods
------ g:g Lengest wait time exceeded
------ %n Mumber of tasks exceeded

------ T@ Minimum number of signeg

------ ‘g Available agents fulfill the s

------ ‘g Signed on agents fulfill the 4
=-{a Task conditions " o=
------ % New task .,.“'-.‘ =
...... W= Task Tag e

------ E Branch

------ T Wait time exceeded

October 2017
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A
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52. Click the browser button ... adjacent to Task tag field.

@

Task tag:

Operation:

Comparison value:

Comment:

Tas

k Tag

o ]

Case sensitive

Cancel

-]

53. Click UM_ScanResultl and then click the OK button.

UM_ScanResult2
UM_ScanResult3
UM_ScanResultd
UM_ScanResults
UM_ScanResults
UM_ScanResult?
UM_ScanFesultd
UM_ScanResultd
UM_Sendertddress

£ m

User
User
User
Uszer
User
User
Uszer
User
User
<Swpat...

UM_SenderDizplaynarne <Supat...

i Select task tag
Mame Type Data...  ~ | oK. |
Uk _AmivingTime <Spzt.. Time ..
UM_CCReceivertddiesses  <Swst..  Sting
UM_MezzageTyupe <Spat.. Sting
Uk _Priority <Spst..  Mumber
UM_Receiverdddiesses <Syst.. Sting

String

String
String
Sting "W
String
String
Sting
String
String
String
String
Stiing | ¥

| Calumnsz
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54. In the Comparison field type true and then select the OK button

D| ok |

6 Task Tag
Task tag: | UM_ScanResultl
Case sensitive

Cancel

Comparison value: | h'UE|

]

Comment:

55. The configured element is displayed.

[E-mail flow]:Topic1

'Ejlﬂcg

RO L

UI'-:'I@_CEHF .........
| Ea il
e i I P

56. In this example, if the email contains a keyword it should be directed to Agentl . This
can be achieved using an Agent element. Drag the element into the Email flow working

area.

Task flowset Edit Tools

Windows Help

hed v & LB OD

...... abe Label
------ T Tracetask
—D Sources
L= Email
_D Destinations
m Agent group
E E-mail
-Q Agent =sssssssnnns
- External destination

October 2017

g?‘; Tash flow set 01 EE List of symbols ﬁ |2

-~

b [E-mail flow]:Topic1

.. [Topict .. [Emailseal . . [UM Scand . . .. L
IlEl::l E:l E ........................
B P ROPRER g
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57. Click agent Agentl and then select the OK button.

3 { Select agent

| = Ema v o]
Mame T E C Mumber PEX
Agent2 w w2101 PERS..
Agent3 ® % ZI02 PERS.
Agentd ® % 2103 PEMS..

58. The configured element is displayed.

b [E-mail flow]:Topic1
.. |Topict .. . |Email Sca| . . Urv1§_canF . Agentt
F S i [ I I | O -- A [ R N

.8 L % . = ® - | A 2

59. If the email does not contain a keyword, the system is required to check that an Agent is

free before the email is distributed to the agent. This can be achieved using a Logic

element. Drag the element into the Email flow working area.

Task flowset Edit Toels Windows Help

DLl v & mBEIE

gﬁ Task flow set 01 | BB List of symbols ﬂ <> 53

[E-mail flow]:Topicl

------ Y. g Last agent ~

------ QQ Current agent . [Topict :
P % E-mail script R S = i
—D Connecting units E .

B

...... §= Change task tag

----- {® Change skill
----- {9 Skill reduction

------ A TaskTrap

October 2017
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60. In the Name field type Topicl Free Email Agents ? and then select the Keywords

button.

(] Logic -
Mame: Topicl Free Email Agents | | oK. |
Irput connectar M= [no) | B |
' connector OT=  [no)

M connector OF=  [no] | Select... |
Caondition | R |
- I Feywords... I | Taszk tag op... |

Task tag...
:

Comment:

61. Click Number of free agents and then choose e-mail under Task-type and then select
the OK button.

(] Available keywords -
pl ] callsinflueue Mumber of tazks in queus ~ | oK |
pl ] tasksT oDistribute Mumber of tazks on the callectar, due for
P[] averageis ait Averane wait Hme in seconds
Pl o ait I awimum waiting time of all calls / emails

Agent group specific
[].loggedd Mumber of zigned-on uzers
- T azk-type
) ! . ' ha al
ag(?[]. averagesS peechTime Awerage converzation duration in secong - o
ag(?[]. queueF actor Quewe factor [must be entered in tenths
ag(?[]. proceszable Mumber of agents signed-on to the agen
ag(?[].loggeddnForskills Mumber of agents signed on to the agen
"R zpecific
vuzci[ ?[voice]. freePorts MHumber of free ports
vzl ?[voice] tatalPorts Mumber of available ports
Call-specific
c.tazkType Task type [woice, e-mail or chat)
c.waitT atal Total wait time in seconds
c.timeT atal Tatal tire it the system in seconds
c.waitThizlueue Wit time for this topic in seconds hd
4 1] *
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62. Click the Operators button.

Marme: |T0pic1 Free Email Agents ? oK.

Input connector M= [ra) Cancel

' conmector OT=  [no)
M connector OF=  [ho] Select...

Condition e

ag(?[email]. free() Keywords... Task tag op...

[ Operatos. |
Task tag...

Wariables...

Comment:

63. Select the greater operator and then select the OK button.

b arithm. and
I arithim, ar || gE |
] Cloge bracket ANCE
Comparizon operators
equal

ot equal
less

= less than or eiual

»= greater than or equal
String operations
Connected words [e.g. "Call"+"Center”
Lexicographical word comparizon for eq
Lexicographical word comparison for nob
Lexicographical word comparizon for less—
Lexicographical word comparizon far les:
Lexicographical word comparizon far gre
Lexicographical word comparizon far gre
Lexicographical word carmparizon contail
*
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64. Change the ? to OT

Marne:

Input connector

Y connector
M connector

Topic1 Free Email Agents 7

IN= [ho]
OT=  [no)
OF=  [na) Select .

Caondition

e

ag(0T[email].freel] »

Feywords. .. Tazk tag op...

Comment;

65. Place a 0 at the end of the Condition and then click the OK button.

Mame:

Input connectar
¥ connector
M connector

Topic1 Free Email dgents 7

IN= [ha) Cancel
0T=  [no)
OF=  [no) Select...

Condition

e

aa(QT)[email] freel) > 0

Feywords... Taszk tag op...

Task tag...

Carmmeant:
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66. The configured element is displayed.

b= [E-mail flow]:Topicl

e dEEY BB

.................. TopiclFred | . . . . . . . . .. ..
.................. | |l I R
.................. my - -

67. In this example, if there are free email agents available to receive the email it will be
directed to the Agent group Groupl. This can be achieved using an Agent group

element. Drag the element into the E-mail flow working area.

Taskflow set  Edit Tools Windows Help
DezEH v & mEE M®

=O .

¢T3 Task flow set 01| B0 Lstof symbols | T <[> | &5 [E-mail flow]:Topic1
------ abe Label »\
- g“mtﬂsk " [fopict | .. [EmaiScal - . [UM Scand . . [Agemtt | .. ...l
=] Sources "ﬂEE"'jﬂc"j E"'Ilﬁ ...............

s T

B2 E-mail P S . & S
_D Destinations | Al B - - - o e
; mAgentgroup S |
=1 E-mail B T N £ 1= K S DRI
A B T | 5 I i
'ﬁ gent S Hlle - - Mmoo H - ,* ..................
o External destination L LT ,‘{n_..-..-._-__ ...... .‘,o.' ...................
--dg# Personal contact LT

68. Select Group1 and then click the OK button.

LE Select agent group -
EEE o o]
Name v T E C PBX

Group T FE

| | | Colurnns
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69. The configured element is displayed.

b [E-mail flow]:Topic1

R L e = N
BE=24. . HRAY::

70. Connect the elements as illustrated below.

| [E-mail flow]:Topicl

B s e R - Y,
e — B & 8—

Group1

71. Choose Tools and then select Configuration check.

Task flow set  Edit Im! Windows Help

= ! Options...

Source Pricrity Groups... ol

£Ta Task flow set 01 Predefined conditions... e
»-abe Label o
TP Trace task TaskFlow-script... -
5 [& Sources Syntax check TUDEI
{ L E E-mail I Configuration check Ii

—B- Destinations I I| Il """
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72. Click the OK button.

Configuration check -

The check revealed no problems!

73. Click Task flow set and then click Save.

IFESIGIECH Edit Tools Windows Help

MNew Ctrl+N

Open Ctrl+0
Close o B =

Activate 1

Activate in addition
Reactivate...

Save Ctrl+5

| Save as...
Information
Delete...
Default task flow set...
Active task flow set...

Export...
Import...

Print... Ctrl+P

Print preview

74. Click Task flow set and then click Activate.

IEHS (TS Edit Tools Windows Help

New Ctrl+M

Open Ctrl+0
Close c1 =

ol
Activate I —

| Activate in addition
Reactivate...
Save Ctrl+5
Save as...
Information
Delete...
Default task flow set...
Active task flow set...

Export...
Import...

Print... Ctrl+P

Print preview
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75. When prompted click the OK button.

Task Flow Editor -

o Task Flow set successfully activated.
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Text Blocks/Autoreply

Text blocks can be used to automate standard responses given by E-Mail, Topics & Agents in
the course of answering customer emails. Text Blocks can be added to the response email or

customized per email as required.

Auto reply templates can be used when an Incoming email arrives at a topic or when the email

arrives at the Agent.
To configure a Text Block with an Auto Reply:

1. Click Go to from the menu and then select Textblock admin.

A |IP Office Contact Center

File Goto Help

1 Home
2 Telephany

3 Reaftime information
4 Reparting

5 Agent Status Reports
6 Contact Detail Reports
7 Errar List

& Configuration

9 Ul config

10 Task Flowe Editar s
11 IWR-Editar gr
12 Dialer

13 E-mail configuration

14 Texthlock admin I
15 Address book admin fle

-| o rersoral

Tl

2. The first time Textblock admin is used the following message is seen. Choose the OK

button.

Message from webpage -

l i Tedblock language has been set to: en_US
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3. Click the Autoreply templates button.

Textblocks | Autoreply templates ” Topics/Autoreply ]

Textblocks Textblock

- Active
i Drafts

4. Click the New template button.

Textblocks Autoreply templates Topics/Autoreply

Autoreply templates

Autoreply template

New template
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5. Change the name of the template to Topicl Auto.

Textblocks Autoreply templates Topics/Autoreply
Autoreply templates Autoreply template "New autoreply template”
x|

[Topici Autd

Subject: |Re: $SUBIECTS
I[Variables] v | Wariables format: IEninsh (US)| v

Attach original message

Save ] [ Cancel ] [ 2 Sawe + Preview

Textblocks:
IEninsh (Us)| v

6. Click the Compose text button.

Textblocks Autoreply templates Topics/Autoreply
Autoreply templates Autoreply template "New autoreply template”
x

[Topicl Autdl

Subject: |Re: $SUBJECTS
I[Variables] ~| Variables format: IEninsh (Us)| v

Attach original message

October 2017
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7. Inthe text field type Thank you for emailing the Support department. Your email
reference is

Textblocks Autoreply templates Topics/Autoreply
Autoreply templates Autoreply template "Topicl Auto”

[Topict Auto

Subject: |Re: $SUBIECTS
I[Variables] | Wariables format: IEninsh (US])| ™

Attach original message

Text english ws))
[Style] || |[Font] [v]

[Font Size] | ™ Textblocks:
IEninsh (US)| w
ol

Thank you for email the Support department.
Your email reference is |

2
[=-]
ey
=
]
(0]
]
]
|

8. Click the Variables drop down box and select TICKETID.

Textblocks Autoreply templates Topics/Autoreply
Autoreply templates Autoreply template "Topicl Auto”

|T0|:ric1 Auto

Subject: |Re: $SUBIECTS
I[\-‘ariables] | Variables format: IEninsh (US)| v

Attach original meszage

Text (English (US))
|style]  [v] |[Font]

|[Font Size]|v Textblocks:
; — English (US)| v
4 BBR| ™ BIUES = [ ]
AR

Thank you for email the Support department.
Your email reference is

]

R
1= 1= | ¢
iz iz |

i

yarbles e sIe]
AGENTCITY =

AGENTFAXNC -
AGENTFUNCTION _.l Save + Preview ]
AGENTGIVENNAME
AGENTMAIL
AGENTMOBILENC
AGENTNAME
AGENTSTREET
AGENTTELNG
AGENTZIPCODE
CURRENTDATE

New template

—

RECEIVEDATE
SENDERMAIL
SENDERNAME
SUBIECT

TICKETID
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9. This will place a reference ID into the email, which can be searched in the Archive.

Textblocks Autoreply templates Topics/Autoreply
Autoreply templates Autoreply template "Topicl Auto”

|To picl Auto

Subject: |Re: $SUBIECTS
I[Variables] | Wariables format: IEninsh (Us)| v

Attach original message

Text (English (US))
[style]  [v] [[Font] [~

[Font Size] | v Textblocks:
] — English (US)| v
Y BRR o «|BT U= [
A o

Thank you for email the Support department.
Your email reference is $TICKI:_|'ID$|

[vVariables] W ;.-’Dar:_laalil:es IEnin.sh (Us)| v
New template [ Save ] [ Cancel ] [ 2 Sawe + Preview ]

10. Click the Save button.

Textblocks Autoreply templates Topics/Autareply
Autoreply templates Autoreply template "Topicl Auto”

[Topict Auto

Subject: |Re: $SUBIECTS
I[Variables] | Wariables format: IEninsh (Us)| v

Attach original meszage

et (Engish US)
fistyle]  [v] [[Font] [~]
[Font Size] | v Textblocks:

a . IEninsh (Us)| v
BRR BT UESEEEE —

Thank you for email the Support department.
Your email reference is $TICKETID$|

[variables] v ;’;ar';_:_laat::es IEninsh (Us)| v
New template I Save | [ Cancel ] [ 2 Sawe + Preview ]

October 2017 75



Avaya IP Office Contact Center Task Based Guide - Email & Chat Services

11. Click the Topic/Autoreply button.

Textblocks Autoreply templates Topics/Autoreply
Autoreply templates Autoreply template "Topicl Auto”
"B Topict Auto Rename | |

Subject: |Re: $SUBIECTS
I[Variables] w | Variables format: IEninsh (Us)| v
Attach original message

Text (English (US])

12. Click Topicl

Thank you for email the Support department.
Your email reference is $TICKETIDS

Textblocks:
IEninsh (Us)| v

[ Textblocks ” Autoreply templates ] Topics/Autoreply

13. Click the Autoreply template drop down arrow and select Topicl Auto.

[ Textblocks ][ Autoreply templates ] Topics/Autoreply

() Mo reply possible

() User defined: |

October 2017
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14. Click the Save button.

[ Textblocks ” Autoreply templates ] Topics/Autoreply

- E [Topict Autoreply template: ITopicl Auto -
Reply-to address:
® Incoming mail arrives at topic ®) Topic
g p pi
() Incoming mail arrives at agent () Agent

() Mo reply possible
() User defined: |

When an email is now sent to Topicl, the sender will automatically receive an email as
illustrated below.

¢ & «w o X Q O ©

Reply  Reply Al Forward Print Delete Previous Next Addresses

From: Topic
Date: Tuesday, June 17, 2014 9:37 AM
To: Customer

Subject: Re: Help with Desitop
Attach:  |[5] original bt (27 bytes) [ ATTODL31.kxt (81 bytes)

I‘ Thank you for emailing the Support department.Your email reference is 45359953850228800
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Textblocks

Textblock templates can be used to create standard blocks of text that can be added to email
replies sent to customers. Templates can be used with Variables that can be altered by the

Agent or entered automatically, before sending an email response.

& RE: Support request - Unicode (UTF-8)

: File Edt View Tools Message Help 5
A [
& & 8 = X QO O ©
Reply Reply Al Forward Print Delete Previous Mext Addresses
From: Topic
Date: Tuesday, June 17, 2014 11:05 AM
To: Custamer

Subject: RE Support requast
Attach: | ATTOO156. bxt (339 bytes)

Agent response to the email.

Thanks for emailing the support desk with your issue Support request on 6/17/2014
Your response was from Agentl on 6/17/2014

If you have any feedback, please send an email to topicl@mail abccompany. com

From: Customer <customer@mail. abccompany.coms
Received: 6/17/2014 10:46 AM

To: Topicl <topicl@mail. abccompany. coms

cc:

Subject: Support request

Support reguest

1. Click Go to and select Textblock admin.

A, |P Office Contact Center

File Goto Help

1 Home
2 Telephany

3 Realtime information
4 Reporting

4 Agent Status Reports
& Contact Detail Reports
7 Error List

& Configuration

el

2 1 config

10 Task Flowy Editar 3
11 MWR-Editar qr
Dialer

E-Mail configuration

Texthlock admin ||I
it

bl Ul Lt el
TN N )

Address book admin

_.| g rersonal
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2. Click the Textblocks button.

I Textblocks I[ Autoreply templates ] Topics/Autoreply

Topic

3. Right click on the Active link and select Create new textblock...

Textblocks [ Autoreply templates ” Topics/Autoreply ]

Textblock

Textblocks

4. Enter a name for the Textblock in the New textblock field.

For example, Topicl Std.

Textblocks [ Autoreply templates H Topics/Autoreply ]

Textblocks Textblock "New textblock"
|Topic1 Std| x| |--Language selection--| v |
en_us
[Stvle] [~ [tFont] ] [tFont sizel[¥]|

$ BBlo~BI U=

1i— =
=

[

[WVariables] w

Associated topics:

Save in "Active" ] [ Save as draft ] [ Cancel ]

Non-associated topics:
Topicl
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5. From the Language selection drop down box select the required language. In this
example, English (UK) has been selected.

Textblocks ’ Autoreply templates ” Topics/Autoreply ]

Textblock "Mew textblock"

Textblocks
[Topict Std
Czech
Danish
SLls Dutch
Enaglish (CA
Finnis|
v [v] French
|lstyle]  [v] [[Font] [v] French
o = = Hungarian
@ > BIUEES Italian
Norwegian
Polish
Fortuguese
Portuguese (BR)
Russian
Spanish
Swedish
[wariables] w

Non-associated topics:
Topicl

Associated topics:

[ Save in "Active" ] [ Sawve as draft ] [ Cancel ]

New textblock

6. Choose the en_uk tab.

Textblocks ’ Autoreply templates ” Topics/Autoreply ]

Textblock "Topicl Std"

Textblocks

|T0pic1 Std| * |--Language selection--ﬂ

[(style]  [v] |[Font]

¥ BB v e BT U

ﬂ |[Font Size]ﬂ

i =
il
ik
b

2|

[Variables] W

MNon-associated topics:
Topicl

Associated topics:

New textblock

Save in "Active" ] [ Save as draft ] [ Cancel ]
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In this example, a text block will be added that will include a number of variables. The text block
to be configured is as follows:

Thank you for emailing the support desk with your query relating to $SUBJECTS$ received on
$RECEIVEDATES.

Your email response was from SAGENTNAMES$ sent on SCURRENTDATES$

1. Inthe text window enter the standard text that can be added to email replies. For

example, Thank you for emailing the support desk with your query relating to

Textblocks [ Autoreply templates ” TDpic:szutoreply]
Textblocks Textblock "Topicl Std"
Active |T0picL Std I——Language selection——ﬂ
- Drafts

[fstyie] v [fFont) v] [tFont size] V]|
s BB[oa[pruEsss|—|E=|EelA |y

‘Thank you for emailing the support desk with your query relating to |

2. In this example, a variable will be added to reference a “Subject”. Click after the text
block text, and then click the Variables drop down list. Select Subject.

Textblocks [ Autoreply templates ” Topics\/Autoreply]
Textblocks Textblock "Topicl Std"

Active Topicl Std --Language selection--| ¥
= Drafts

“1!__1‘%: en_uk

[Stvle]  [¥] [fFond] ] [(Font Sizel V]|
L BR@E o BruS=== —|is=|EiEA s

[

Thank you for emailing the support desk with your query relating to

AGENTCITY
AGENTFAXNO
A AGENTFUNCTION MNon-associated topics:
| AGENTGIVENNAME
AGENTMAIL

AGENTMOBILENQ .
AGENTNAME [« ]
AGENTSTREET
AGENTTELNO
AGENTZIPCODE
CURRENTDATE
New textblock Iy Save as draft |
SENDERNAME

SUBJECT
TICKETID

Topicl
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3. Continue the text block with any additional text. In this example, the words received on
have been added.

Textblocks [ Autoreply templates ” Topic:szutoreply]
Textblocks Textblock "Topicl Std"

-~ Active [Topici Std |--Language selection--| v|
----- Drafts
|Istyle]  [v] |[Font] [v| |[Font Size]|v|

— | iZ T

¥ BB@ v o BT U

Thank you for emailing the support desk with your query relating to $SUBJECTS
|received on |

i

AI HE

4. Click the Variables drop down box and select RECEIVEDDATE.

Textblocks ’ Autoreply templates ” Topicsfﬁ\utoreplv]

Active |T0|:ric1. Std |--Language selec:tion--ﬂ
[Style] [~ [fFont] ] [fFont Sizel V]|
A EBR v BT U i= iz

Thank you for emailing the support desk with your query relating to $SUBJECTS$
received on

=AY

AGENTCITY
AGENTFAXNG
Al AGENTFUNCTION Mon-associated topics:
AGENTGIVENNAME Topicl
AGENTMAIL
AGENTMOBILENC
AGENTNAME
AGENTSTREET
AGENTTELNG
AGENTZIPCODE
CURRENTDATE
RECEIVEDATE IE
B ve as draft ] [ Cancel ]
SENDERMNAME

SUBIECT
TICKETID
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5. Continue the text with Your email response was from

Textblocks ’ Autoreply templates ” Topic:s\a’Autoreply]

Textblocks Textblock "Topicl Std"

Active |T'3I3iC1- Std I--Language selection—-ﬂ
- Drafts

|style]  [v] |[Font] [v| |[Font size]ﬂ‘
Y B o BI UEEE=E —|ZIZ|EEASL L

Thank you for emailing the support desk with your query relating to $SUBJECTS
received on $RECEIVEDATES

Your email response was from |

6. Click the Variables drop down box and select AGENTNAME.

Textblocks ’ Autoreply templates ” Topic:s\a’Autoreply]

Textblocks Textblock "Topicl Std"
Active |T0picL Std |—-Language selection--ﬂ
- Drafts
[istyle]l  [v] [IFent] [v] [tFont sizel[v]

4 BE v BT U E — | i= =

A 2™

Thank you for emailing the support desk with your query relating to $SUBJECTS
received on $RECEIVEDATES

Your email response was from

AGENTCITY
AGENTFAXNG
AGENTFUNCTION MNon-associated topics:

A
|' AGENTGIVENNAME Topicl

AGENTMAIL
AGENTMOBILENG

AGENTNAME
AGENTSTREET
AGENTTELNO

AGENTZIPCODE
CURRENTDATE

RECEIVEDATE
SENDERMAIL
SENDERMNAME

SUBIECT
TICKETID

New textblock

Eave as draft ] [ Cancel ]

Thank you for emailing the support desk with your query relating to $SUBJECT$ received on
$RECEIVEDATES$

Your email response was from $AGENTNAMES|
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7. Continue the text with the words sent on.

Textblocks ’ Autoreply templates ” Topicsfﬁ\utoreplv]

: i [Topic1 Std
|style] ] [[Font] |v| |[Font size]|v|
# BE|w = BI UE

Thank you for emailing the support desk with your query relating to $SUBJECTS
received on $RECEIVEDATES

|--Language selection--ﬂ

e
1
n+

EA! HE

Your email response was from $AGENTNAMES sent on

8. Click the Variables drop down list and select CURRENTDATE.

Textblocks ’ Autoreply templates ” TDpicszutoreply]

Textblocks Textblock "Topicl Std"
i Active [Topict std |--Language selection--| v |

|[Sty|e] ﬂ |[F0nt] hd I[Font Size ﬂ
$ BB v > BI UEEE

1—
-_— | i
=

et
il

A 2|

Thank you for emailing the support desk with your query relating to $SUBJECTS
received on $RECEIVEDATES

Your email response was from $AGENTNAMES sent on

AGENTCITY
AGENTFAXNG
AGENTFUNCTION Non-associated topics:

A
|'AGENTGIVENNAME Topicl

AGENTMAIL
AGENTMOBILENO
AGENTNAME

AGENTSTREET
AGENTTELNO

AGENTZIPCODE
CURRENTDATE
RECETVEDATE

SENDERMAIL
SENDERNAME

SUBJECT
TICKETID

New textblock

Bave as draft ] [ Cancel ]

Thank you for emailing the support desk with your query relating to $SUBJECTS
recernved on $RECEIVEDATES

Your email response was from $AGENTNAMES sent on $CURRENTDATES
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9. In this example, addition text has been added to state: If you have any feedback
please send an email to topicl@mail.abccompany.com

Textblocks [ Autoreply templates ” Topics/Autoreply ]

Textblocks

Textblock "Topicl Std"

|Topic:1 Std |--Language selection——ﬂ

[Style]  [~] [tFont] ~] [tFont sizel[~|
4 BB = BI UEEE EA#|®

Thank you for emailing the support desk with your query relating to $SUBJECTS
received on $RECEIVEDATES ~

Your email response was from $AGENTNAMES sent on $CURRENTDATES

|[f you have any feedback, please send an email to topicl@mail.abccompany.com|

[Variables] W

10. Now we can assign this Textblock to be used with a Topic. Choose Topicl under Non-

associated topics.

Textblocks [ Autoreply templates H Topics/Autoreply I
Textblocks Textblock "New textblock”
. Active Topicl Std --Language selection-- v

Drafts
|istyle]  [~| [[Font] [~| |IFont S\ze]ﬂ|
Y EBE@ B I U EEZE SIS | EE A S W

Thank you for emailing the support desk with your query relating to $SUBJECTS received on $RECEIVEDATES
Your email response was from $AGENTNAMES sent on SCURRENTDATES

If you have any feedback, please send an email to fopicl@mail.abccompany.com

[variables] v
Associated topics: Mon-associated topics:
New textblock [ Save in "Active" } [ Save as draft ] [ Cancel ]
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11. Choose the Associate topic arrow.

Textblocks [ Autoreply templates ][ Topics/Autoreply ]
Textblocks Textblock "New textblock”

Topicl Std --Language selection-- | v
Used variables...

[tstyle]  T~] [iFont]
$B@ v BT U

Thank you for emailing the support desk with your query relating to $SUBJECTS received on $RECEIVEDATES
Your email response was from $AGENTNAMES sent on SCURRENTDATES

If you have any feedback, please send an email to topici@mail.abccompany.com

[ariables] w

Associated topics: Mon-associated topics:

P
_>
[ Save in "Active” 1 l Save as draft ] [ Cancel
1 H 13 H ”
12. Click the Save in “Active” button.
Textblocks [ Autoreply templates ][ Topics/Autoreply ]
Textblocks Textblock "Topicl Std"
- Active x I--LanguagE selection--| v
- Drafts
[stvle] [~ [fFont] =] [Font sizel v |
Y BE|[o B 1 U[s =|— ==
['variables] ~
Associated topics: Non-associated topics:
Topicl
Save in "Active" | [ Save as draft ] [ Cancel ]
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13. The new Textblock is displayed.

Textblocks [ Autoreply templates ” Topics/Autoreply ]

Textblock "Topicl Std"

Textblocks

= Active Rename | |——Language selection——ﬂ

¢ “}[E Topict Std

|[style] [~ [[Font] [v| |IFont size]|v|
$B@ o~ BI U

= A

39

et
1
¥
1

H
H
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How to use a textblock

1. When an Agent receives an email and marks it as active, they press the reply button on

their user interface.

mn Deferred V/ Drafts VI':'D Sent Vlﬁ[ Recycle hin V\/ Completed 1

0O |':JE| Status | Servi...| From

Subject:  Support request

= Active Mail customer0l

| Topic | Subject

| Received o

Topicl Support request 03/04/2017 15:57

Hi, I have a fault with my printer.

Processing mail (e

. 9 (#)]|w <) v (=) (=0
Replied Forwarded

From: customer01l «<customer0l@abccompany.com=

To: Topicl <topicl@abccompany.com=

Please help.

= =g
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2. The Textblocks are displayed on the right hand side of the screen.

Reply mail
Replied Forwarded = +mj ok q m E

From: Textblocks
Language:
Subject: English (UK)
MNormal ~ |Werdana ~ || Small v [lopic:
$BB|loo|FrulssEs|—|EE|: —

------- B Topici Std

From: customer0l <customer0l@abccompany.comz
Received: 03/04/2017 15:57

To: Topicl <topicl@abccompany.comz

Cc:

Subject: Support request

Hi, I have a fault with my printer. Please help.

&dd

Note: The agent will require the Use textblocks privilege to use this feature

(@ Agent privileges -
Reporting ] Realtime Information Task Flow Editor ] Others ]
Agent ] 1] Configuration ] Varables ] _

P P

[] E-mail Administrator | [ Testblock administrator |
[] Keyword based E-mail routing |

[ E-mail Supervisor O

Use tesdblocks | [] Defer e-mails |
[] Agent queue view O [] Print e-mails O
[[] Delete e-mails O [ Automatic sign on O
[] E-Mail Archive [] | [JReplyasagent O
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3. The agent can fill out the response before using the textblock or use a textblock for the

response. Click the required Textblock and click the Add button.

Reply mail
+

Replied Forwarded = mj e Q m E

From: | Tepicl @ E Textblocks
[ To... I customer0l <customerll@abccompany.com=

— Language:

Subject: |RE: Support request | English (UK) o

MNormal ~ | Verdana ~ || Small w CaIC:

BB v Fx U|S | — Topic v

= =sElAZ|Y
. . . . Topicl Std
Hi, thanks for the email. Can you please send me your printers serial number and purchase date.

From: customer0l <customer0l@abccompany.com:=
Received: 03/04/2017 15:57

To: Topicl <topicl@abccompany.com:=

Cc:

Subject: Support request

Hi, I have a fault with my printer. Please help.

4. The Textblock is now inserted into the email response. Select the Send button to send

the email to the customer.

Reply mail —
| +

Replied Forwarded = mJ ] n @ =

Erom: [Topicl | @ E Textblocks
[ To... I |cu5t0mer01 <customer0l@abccompany.com> | LEREeE

Subject: |RE: Support request | English {UK) ~
MNormal ~ | Werdana ~ || Small ~ CRLC]

Topicl w

1= ==
iz

Hp—
F— =

PBRB|loa|FxU|E | — & £V
Hi, thanks for the email. Can you please send me your printers serial number and purchase date.

_______ B ropic 5

Thank you for emailing the support desk with your query relating to Support request received on
03/04/2017

Your email response was from Agentl sent on 03/04/2017
If you have any feedback, please send an email to topicl@mail.abccompany.com

————— Original Message-----

From: customer0l <customer0l@abccompany.com=
Received: 03/04/2017 15:57

To: Topicl <topicl@abccompany.com:=

Cc:

Subject: Support request

Hi, T have a fault with my printer. Please help.
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5. The Agent will then be prompted with the Spellchecker if an error is found. When the

spell checking is complete choose the Close button. If the spell checker was used the

Agent will need to choose the Send button again.

Note: This is valid only if automatic spell check is enabled on system, profile or agent. By

default, spell check is disabled.

Hi, thanks for the email. Can you please send me your printers serial number and purchase date.

Thank you for emailing the support desk with your query relating to Support request received on

03/04/2017
Your email response was from Agentl sent on 03/04/2017

If you have any feedback, please send an email to topic1@mail Elaaai e com

————— Criginal Message-----

| From: customer01 <customerOl@abccompany.com:
Received: 03/04/2017 15:57

| Language: (no procofing) e
Mot in dictionary: abccornpany
Change into: accompany
| Suggestions: accompany =

Ignore
Ignore all
Change

Change all

>

| [

Apply

“ Close

6. The Agent can now mark the email as Complete.

Processing mail

. - - -] L
Replied Farwarded

Fraorm: customer0l <customerll@abccompany.com=>

To: Topicl <topicl@abccompany.com=

Subject:  Support request

Hi, I have a fault with my printer. Flease help.

BIENES

7. The customer receives the email containing the text block.
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Archiving / Deleting the Email Database

Emails can be archived to the umarchive database and removed from the c3000 database by

using an archive schedule.

When using the archive function only emails that are in the completed state will be moved into

the umarchive database. This will decrease the size of the c3000 database but increase the

size of the umarchive database. From release 9.1.6 a new feature called Mail Exporter can now

be used for archiving emails and is explained in its own section in this guide.
The following kinds of emails are not considered by archiving function:
emails sent to recycle bin

emails directly sent by an agent (replies to normally routed mails are taken into account by
archiving)

October 2017

92



Avaya IP Office Contact Center Task Based Guide- Email & Chat Services

Archiving Emails process

1. Click the Go to menu and then select E-Mail configuration.

A |P Office Contact Center

ile Goto Help

2 Telephany
Realtime information
Reporting

Agernt Status Reports
Contact Detail Reports ics
Errar List
Configuration

L Rt I L T o B oy ()

9 Ul config

10 Task Flovy Editar
11 MNR-Edltar

12 Dialer

13 E-Mail configuration |
14 Texthlock admin

15 Addrezs book admin

2. Click the Archive/Delete tab.

E-Mail configuration g, ; 35 2500

’% Svsteml @’ﬁf CDmpcments]

Email Topics/Domains Email textsearch Archive/Delete

System |

Maximum number of messages per mailbox
® Do not limit

O Limitto |0

3. Click the Add button.

E-Mail configuration ;,

’}% Svstem] @ Cumpunents]

Email textsearch Archive/Delete

Archive documents | Delete documents

Info: All archived documents are deleted from the source-DB.

State Next run All documents prior to Mode Previous run
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4. You can now create a single or reoccurring archive that will run after a defined period of
minutes/hours/days/weeks or months.

Archive documents

Email textsearch

Archive/Delete

| Delete documents

Info: All archived documents are deleted from the source-DB.
Add
State Next run All documents prior to Mode Previous run
ready 4/4/17 9:57 AM 4/3/17 9:57 AM once
© once
i O repeat after |1 day(s)
activate All documents older than I:l Iday(s] -
Start: [arariz ] [e:57:00 am
| =]

5. Enter the required time and date for the archive and click the Add button. In this
example, an archive has been created that will repeat daily at 1 am from the 1st May

2017 and will move all documents older than 30 days to the archive database.

E-Mail configuration ,,, ,

= B Date -- Webpage Dial
l X Systemn ] @ CumpDnents] L 2
4 May 2017 >
EOCOER | ] Archve/osiete
I 2 3 4 5 6
Refresh -
7 8 9% 10 11 12 13
Archive documents 14 15 16 17 18 19 20
Info: All archived documents are deleted from the source-D] | 21 22 23 24 25 26 27
28 29 30 31
Add
State Next run Mode Previous run
ready 4/4/17 10:09 AM once
O once
(® repeat after |1 |d5¥(5)
activate All documents clder than Iday{s) -
Start: [si7 (L. [o1:00:00 AM
| =
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6. Click the green tick to add the schedule.

E-Mail configuration g, ;3¢ 500

’}p{ Svsteml @?ﬁ CDmpDnants]

Email textsearch Archive/Delete

Archive documents | Delete documents

Info: All archived documents are deleted from the source-DB.

Add

State Next run All documents prior to Mode Previous run
ready 4/4/17 10:09 AM 4/3/17 10:09 AM once
O once
(O] repeat after Il—
activate All documents older than 130 Iday(s) .

Start: [5/117 [ ...][ot:00:00 AM

| =

7. The archive schedule is displayed.

E-Mail configuration g, ;15 3500

l}ﬁ\i System I @ Cumpunants}

Email textsearch Archive/Delete

Archive documents | Delete documents

Info: All archived documents are deleted from the source-DB.

Add

State Next run All documents prior to Mode Previous run

| ready 5/1/17 1:00 AM 4/1/17 1:00 AM every 1 days

8. When logged in as that User, to view the E-Mail Archive, click E-Mail client followed by
View and then select Visible folders.

|VBW Visible folders |

Adations opbons ¥ Conmns. Recyule bin IV (S
0O | ] status | Service From | Topic | Subject | Recsived a |
= ad Mail Customer Topicl 14:21 6/16/2014 2:22...
" \_ﬁ St e, Pl st B o A Gt 0 i ggith. ntm e e A o gl s s, e, !
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9. The default Visible folders are displayed.

Visible folders

Available folders | Selected folders |

Qverview Inbox
Outhox Drafts
Archive Sent
con Recycle bin
Completed
=

5
=]
(=]

H
=]

10. Select the Archive folder and Click the >>> button to move the folder to the Selected

folders view window and then click the OK button.

Visible folders

Available folders | Selected folders |

Qverview Inbaox

Outbox Drafts
Sent

Recycle bin

- / Completed

5
o
=]
=
=]

11. The Archive view will now be visible.

& Drafis [ Sent ” iml Recycle hin ” " Completed “ B Archive
] | | Status | Saervice | From | Topic | Subject | Received a
Q Read Mail Customer Topicl 14:21 6162014 2:22...
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Deleting Emails process

WARNING! DELETED EMAILS CANNOT BE RESTORED

Delete Job
Automatic deletion of emails only consider emails in database c¢3000. It has no impact on emails

that have already been archived.

Therefore, in the email’'s Archive tab, an email will never disappear even when a deletion job is
executed. In addition, emails in the recycle bin are not considered by ‘delete document’ tasks.
When an email is deleted by a delete job, it is removed from database ¢3000 (not moved to

recycle bin) and there is no possibility to restore it.

Note: You cannot run a delete documents task, if you currently have an active archive task.
Make sure your archive task is deactivated.

E-Mail configuration g, 5 5¢ 5 7200

’ Xj System I @ Ccmponents]

Archive/Delete

Archive documents | Delete documents |
Info: All archived documents are deleted from the source-DB.
State Next run All documents prior to Mode Previous run
deactivated every 1 days
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1. Click the Go to menu and then select E-Mail configuration.

A |IP Office Contact Center

File Goto Help

2 Telephany
3 Reaftime information
4 Reparting

& Agent Status Reports
6 Contact Detail Reports ics
7 Error List

& Configuration

9 Ul config

10 Task Flow Editar

11 MWR-Editor

12 Dialer

13 E-Mail configuration |
14 Texthlock admin

15 Address book admin

2. Click the Archive/Delete tab.

E-Mail configuration ,;, 5 1z 5e00

’?&{ Svsteml @ CDmpDnents]

Email Topics/Domains Email textsearch Archive/Delete

System |

Maximum number of messages per mailbox

® Do not limit

O Limit ta [0

3. Choose the Delete documents tab. Then select the Add button.

E-Mail configuration ;5 2¢ 57200

’ % System l @ Cnmponents]

Archive/Delete

| Archive documents Delete documents I
[(dd
State Next run All documents prior to Mode Previous run
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4. Configure the delete task as you would an archive task. Once configured choose the

green tick to continue

E-Mail configuration o, 36 37200

’ % System ] @ Components ]

Email Topics/Domains ‘ Email textsearch Archive/Delete

| Archive documents | Delete documents |
Add
State Next run All documents prior to Mode Previous run
ready 18/11/16 14:56 17/11/16 14:56 once
@ once
@] repeat after |1 Idav(s]
activate ] All documents older than |1 Idav(s) -
Start: [i8/11/16 [ ... ] [1a:56:00
Enc: | =

5. The new delete documents task schedule can now be seen.

E-Mail configuration ;p; 555 5 7200

I % System ] @ Components ]

Archive/Delete

| Archive documents Delete documents |
Add
State Next run All documents prior to Mode Previous run
ready 18/11/16 16:10 17/11/16 16:10 once v 18/11/16 16:05

6. Once the task has finished the state will update.

E-Mail configuration 5 ;26 37200

I % System ] @ CDmponents]

Archive/Delete

| Archive documents | Delete documents |

Add

State Next run All documents prior to Mode Previous run

finished once v 18/11/16 16:10
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Mail Exporter.

There is a new feature called Mail Exporter that automatically archives your emails into files that

can be viewed offline in a 3" party e-mail program such as Outlook, or Thunderbird.

Once an email has resided in the IP Office Contact Center archive database and is older than
100 days (timestamp from initial email arrival), they will be zipped into files (Maximum 250MB
each) and moved from the archive database. The customer then has 100 days to obtain the

zipped file before it is deleted from the server.

This schedule is processed automatically on the archive database, but the schedule to move
the file to the archive database must first be configured manually.
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Access to the zipped email files:

1. Using a browser enter https: \WXXX. XXX XXX. XXX:28433\Administration (Where
XXX XXX XXX. XXX is the IP address of the IP Office Contact Center server).Then login
with the User name Administrator.

- O X
IPOCC - Administration © X
& c | & Secure | https://192.168.42.5:28443/Administration/#/Login/user T
IP Office Contact Center Administration
User Name | Administrator |
Password | srressrsenans |
Language English M
By legging in, you agree to be bound by the terms of the End User License Agreement.
B2017 Avaya Inc. All Rights Reserved.
Bestviewed in Internet Explorer 11, Google Chrome 39, or Mozilla Firefox 34 or greater
2. Choose the Download option.
- O X
IPOCC - Administration © X
& C | & Secure https://192.168.42.5:28443/Administration/#/item.dashboard/ T &
IP Office Contact Center  Manage ~  Download ~  Seliings ~ Administrator~
Dashboard
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3. Choose Archived E-Mails.

IP Office Contact Center ~ Manage -~ Download ~  Seftings ~ Administrator~
Dashboard IP Office Contact Center Client
IP Office Contact Center Logs
Archived Emails ; ~
System Information Reboot Shul Down crver 2012 R2 Standars Signed on Agents
Sel Time
» 0oy, 4 haurs. o 81 vt 0
21.15 GB 79 Server Time:
Used Oct3, 2017, 15:54:33
4440168 93 % R 0
rree rree Intel{R) Xeon(R) CPU E5-2620 v3 @ 2.40GHz.
CPU Usage Speed Cores
7% 2387 Mz s
Physical Memory Disk Usage CPU Usage Total Disk Space Physical Memor

4. All of the archived E-Mails will now be shown and can be downloaded from the server.

IP Office Contact Center ~ MWanage »~  Download »  Seftings « Administrator~

Archived Emalils

Name & Created 4 Size Download

2017-10-06-000000_2017-10-07-000001_1507359601802 zip 10/7/2017, 12200:01 AM 10.09 MB &+

1-10f1items

5. Then extract the contents of the zipped file and copy into your 3" party email program.

[F=3 Bl ==
—
£ ‘.ll'\“/]l | o v 2016-01-14-161453_2016-01-15-000208_1452816128612 - |4’-¢|| Eegrch 2006-01-14-161453 2018-01-15.., p|
Organize = Include in library « Share with = Burn New folder =« [ I@I
S Favarites Mame Date rmodified Type Size
Bl Desktop @ rrizg-1-6264965685020000-626496568502,,,  19/01/2016 10:49 Thunderbird Document 4kB
& Dowenloads @ msg-2-6264065685020200-626496568502.,.  19/01/2016 10:49 Thunderbird Document 39 kB
i Recent Places @ rnsg-4--6264963633026400-2016-01-13.ernl  18/0072010 10:49 Thunderbird Document IkB
@ rnsg-5-6264965685020600-626496568502,,,  19/01/2016 10:49 Thunderbird Document 4kB
4 Libraries @ msg-6-557d963685020000-557d96568502.,, 197012016 10:49 Thunderbird Document 4kB
3 Documents @ rnsg-T--557d965685026400-2016-01-13.e...  19/01/2016 10:49 Thunderbird Docurment JKB
J‘ husic @ rrsg-3-557d963635020300-557d6568502,,,  10/00/2010 10:49 Thunderbird Document 4kE
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6. The archive can now be viewed using an email program.

felreE=s
Archived b
B GetMail ~ A write W Chat B Address Book | % Tag~ | @ Quick Filter Search... <Ctri+Ks pr =
4 customer@abccompany.com 9 CuickFilter: o0 & & B @ Filter these me c... <Ctri+Shiftsk> o)
#, Inb
:‘Snenzx YRS Subject °® From © Date - B
& Trash Re:Ipoce * Topicl © 13/01/2016 14:56 -
48 | gcal Folders St g * Stuwn Bwhon « 13/01/2016 16:16
i [ ranmp— - Stuw Swhon © 13/01/2016 16:37
M, Outbox R e --naill < Top © 13/01/2016 16:38
| Archived Emvll D008 ermail *  Stuwe Swion + 13/01/2016 16:42
Old Ernails & Tuul * Stuss Sukan © 14/01/2016 16:08
@  Teww & maond *  Stums Swibon © 14/01/2016 16:08
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Email Personal Signature

Each individual agent can have a personal email signature.

1. From agents Email User Interface, select Email Client and click Additional Options

followed by Signature.

A P Office Contact Center

File Goto E-Mail Client Help

Agent Portg

Import address book

Creste address import file ' # Drafts 3 Ser
Wiy 4

i
' Signature. .. |
Options...

Search ini ghow search fiter ..
Empty recycle bin

Additional options

Recipient:

2. The agent’s personal signature can be created. Enter the required text, choose Use

signature and the click the OK button.

Personal signature

Normal ~ | Verdana ~ || Small ~

$ BR[| FXU
Many thanks

Agentl

Customer Support Agent
topicl@abccompany.com

b

Use signature

[ Ok I [ Cancel ]
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3. Additional Email options are available. Select Email Client, then Additional options

followed by Options.

A |P Office Contact Center

File Goto E-Mail Client Help

Agent Portz Import address hook

Create address import file ' # Drafts 3 ce
Wiew 4

I Additional options I Signature...
Options... '

Search in: Show search fiter ..

Recipient: Empty recycle bin

4. A number of options are available for selection.

General
{ [] Activate call center g-mail on selection ‘

Create E-mail

[] show CCinput
[] ShowBCCinput

- Motify options
[] Play sound onincoming mail
[[] Show message onincoming mail

Close message manually

Close after: 0 s

Maximum rows displayed
Rows: ' 100

10 300
Always display paging info
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Show search filter

Agent search filters allow the Agent to filter the components folders to find a specific email.

1. Select Email Client, then Additional Options followed by Show search filter.

A |P Office Contact Center

File Goto E-Mail Client Help

Import address boak

Create address impoart file ' # Drafts 3 ose
ey 4

Agent Portg

ﬁ | Additional options I Signsture...
— Options...

/

Search in: | Show search fiter... |

Recipient: Empty recycle bin

2. The search parameters are then available for use by the agent.

ey
/ Dratts Hﬂm "i Recytle bin "v‘ Completed “l Archive ]
Search for: Fram: [] | Io: [
Search in: [Subject v Topic: v
Bacipiant: Erom:
O] 5 status | Service | From | Topec | Subject | Received a |
= Active Mail Custormar Topicl email test 11:44 6/17/2014 11:46 AM
October 2017

106




Avaya IP Office Contact Center Task Based Guide- Email & Chat Services

Recycle Bin

Manually deleted emails (deleted by agent) are sent to the recycle bin. Each agent has their

own recycle bin. Each recycle bin is never purged or deleted automatically.

Because emails in recycle bin are not taken into account by archive/delete jobs it is in the
agents responsibility to delete them on a regular base. Otherwise they will never get deleted

and waste space on disk.

To empty the email recycle bin, select Email Client, then Additional Options followed by

Empty recycle bin.

A |P Office Contact Center

File Goto E-Mail Client Help

A Import address book

Agent Portz
Create address impoart file # Dratts 3 se
L Additional options | Signature... <

Options...

Shiowe search fiter. ..
| Empty recycle bin

Or each email can be deleted from the recycle bin manually, while the Agent is viewing the

recycle bin.
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To delete an email while viewing the recycle bin, just right hand mouse button on the email and

choose the Delete option.

W

| |ﬂ|‘:| From
= Supervisor

October 2017

Topic Subject

14:02 email from customer

Received a

18/11/2016

Activate

Archive

Reqly

Reply al
Forward

Restore to topic...

Delete

Defer

Move to folder ... ]

Job code

Showy related documents ...
Properties...

L)L)
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Email Security

To increase security and help prevent SPAM emails, it is recommended that you do not allow
your own specific domains or IP addresses to send E-mails into the IP Office Contact Center.
To allow this, you can block domains and IP addresses. As an alternate to this you can activate

valid sender domains and this will only allow traffic for the entered valid domain.
To enhance security, you can configure the rules. Proceed as follows:

1. Under Administration choose E-mail configuration.

A |P Office Contact Center

File Goto Help 0:01/ 0:00 ‘ ‘ Administrator (-)

View | <l v ‘

| S€PBXs ] FECHAP server ] FEVEAs ] « Countries ] (i Queue devices ] = Telephones ] (&5 Telephone groups ] "o Chat server ] “an Chat scripts ]
@'D l@Tapics ] !ﬁﬂgen{ groups ] .Q.Agants ] Q Profiles ] @Teams ] [E3] Customers ] ' Edemal destinations I @Announcamerﬂ scripts ] @IVRS ]

Press F1 for Help.
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2. Choose the Components button.

E-Mail configuration .,

5_3 6600

Email Topics/Domains

3. Choose your Server (This will be shown as the IP address of your IP Office Contact

Center server) to expand the options.

E-Mail configuration ;2 3 ee00

4. Choose the C3000 SMTP Connector.

Agent Partal E-Mail configuration ;e 5 ceo0

l % System l ’ @.\f Components]

T %C}DUO POP3-IMAP4 Client POP3-IMAP4 SMTP
= '%n C3000 Server

| = 'E%iz C3000 SMTP Connector SMTP

= @gﬂ RoD Archie

T %». RoD CommandExecuter

T %a RoD RepoServ

" %z RoD Rodomat

" %’4 RoD SchedulerServer

Dgﬂ'ﬁr Configuration
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5. Choose the Security tab.

C3000 SMTP Connector

Local accepted DNS domains Security |

6. Inthe Security tab, you can add or remove the necessary Domains, IP addresses or

Valid sender domains to secure up your IP Office Contact Center E-mail.

C3000 SMTP Connector

[2ed]

Domain

A. To add a Domain from which emails will be rejected, type the domain name in the
field above Domain and click the Add button.

C3000 SMTP Connector

| General | Local accepted DNS domains
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Any emails sent from this domain, will now be rejected. You may repeat the process and add

more Domains to be rejected.

[

C3000 SMTP Connector -- Webpage Dialog

C3000 SMTP Connector

| Local accepted DNS domains Security

Domains to reject:

Domain

Spam.com

If required, the Bin icon can be used to delete the entry

3000 SMTP Connector -- Webpage Dialog

(i

C3000 SMTP Connector

| General | Local accepted DNS domains

Domains to reject:

[

Domain

Spam.com

B. To add an IP address from which emails will be rejected, type the IP address in the

field above IP addresses and click the Add button.

1P addresses to reject:
J192.168.42.200| x|

| IP addresses |

Any emails sent from this IP Address, will now be rejected. You may repeat the process and
add more IP Addresses to be rejected.

IP addresses to reject:

IP addresses

152.168.42.200
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If required, the Bin icon can be used to delete the entry

IP addresses to reject;

|

IP addresses

152.168.42.200

C. To add a Valid sender domain from which emails will be accepted, choose the
Active tick box and then type the domain name in the field above Domain and click
the Add button.

Walid sender domains:
Active:

|n0tspam.ccm|

Domain

All emails will be blocked except for emails sent from this domain. You may repeat the process

and add more Valid sender domains to be accepted.

Walid sender domains:

Active: ]

|

Domain

notspam.com

If required, the Bin icon can be used to delete the entry

Walid sender domains:

Active: ]

|

Domain

notspam.com
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7. Click Save to confirm your security settings.

Note: You should not have Valid sender domains marked as Active, if you are using Domains to

reject or IP addresses to reject entered.

C3000 SMTP Connector

| General | Local accepted DNS domains Security

Domains to reject:

Domain

spam.com

IP addresses to reject:

IP addresses

152.168.42.200

Walid sender domains:
active: V]

| Domain |

| Save | [ Cancel ]

8. You now need to stop and start the C3000 SMTP Connector to activate the changes.
Click the Stop button

October 2017 114




Avaya IP Office Contact Center Task Based Guide- Email & Chat Services

McAfee firewall settings

If you are using McAfree firewall, a number of steps are required to allow the email component

to function.

1. Right-click McAfee on the task bar.

2. Select VirusScan Console.

3. Double-click Access Protection.

4. Select for left menu, Categories>Anti-virus Standard Protection
5. Select Prevent mass mailing worms from sending email.

6. Click Edit.

7. Add SMTPConnector.exe. Within the “processes to exclude” textbox, scroll to the
bottom, separated with a comma, Add the required processes: SMTPConnector.exe,
IVR.exe, Scheduler.exe, Mailsend.exe

Possible required processes for email configuration:

* IVR.exe: for voice mail

» Scheduler.exe: for sending automatically generated reports

* Mailsend.exe: for sending emails about alarm events using TTrace

* SMTPConnector.exe: for email routing through SMTP
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IP Office Contact Center Chat Service

Required Information

To successfully utilize the IP Office Contact Center's Chat service there are a number of factors

that should be considered. Some of these details should be checked and discussed with the

customer:

Chat Considerations

Are there adequate Multichannel Licenses available for the agents who will use IP Office

Contact Center’s Chat Services?

Will the customer be using the one-X Portal service or their own XMPP (Jabber) service
can be utilized with IP Office Contact Center’s Chat Service to supply the XMPP

service?
Have the following Ports been configured

5222/TCP (Client-to-Server)
5269/TCP (Server-to-Server)
5223/TCP Legacy-SSL: (SSL)

Have Agent Privileges been assigned for Chat?

The available Privileges include:

Agent Tab — Chat Section

e Automatic Sign On - The agent will be automatically signed on to all Chat Agent

Groups to which they have been assigned

e Advanced Archive View - The agent has the option to use the chat archive.

Configuration Tab

e Chat Server - Allows the agent to configure Chat Server settings.

e Chat Settings - Allows the agent to configure Chat settings.
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An example, of the structure of an IP Office Contact Center XMPP address/ identifier is as
follows:

If the customer is using one-X Portal to provide the XMPP service

IPOCC-Server
OneX Portal
HTTP-Server
(WebChatDialog)
¢

‘Em = S M T |

— Agent-PC & com——

Customer IPOCC

If the customer is using their own server to provide the XMPP service

e o OpenFire
‘e > XMPP-Server |[¢«———{ IPOCC-Server
....... _
W ¢
L HTTP-Server E BT SEUE e
aw < \WabChatApp) AGent-PC 6 e mm—
Customer

IPOCC

In this example Openfire has been used to provide an XMPP service when one-X Portal is not
available. How to install and configured Openfire is document at the end of the Chat section.
XMPP - Extensible Messaging and Presence Protocol
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How to setup and Use the CHAT on IP Office Contact Center

NOTE: Making any changes to any Chat flow will require a restart of the service IPOCC Chat
Taskserver. It is highly recommended that changes made to the IP Office Contact Center Chat
or Web services are carried out in a maintenance window, which is outside of normal business
hours. This will allow any required testing and restarting of services to take place without

interruption of business operations.

The following areas of configuration will be examined:

1. The installation and configuration of the XMPP Service.*

2. The configuration of existing Topics and Agents to Use CHAT.*

3. Building a Chat flow to facilitate a CHAT session.*
a. Querying a CHAT message and responding automatically to customer.
b. Configuring a 5 minute queue limit for the CHAT session.
c. Providing a Welcome message to the customer.

d. Providing an End of session message to the customer.

Topici Topic1W{ [ChatTest| . . . . . Collector | . [anyAgentd . - [Support | . . . . . . ...
| O < O FEl— - | O—m. [F] N | -
1 = e ? = = e ? E_I_ m ..........

4. Configuring Chat scripts against the Chat topic.

5. Testing a Chat Session with XMPP client (Pidgin).

6. Using the CHAT web Java example provided in the install DVD, to link a Web page to
the IP Office Contact Center CHAT topics.

*Not required if already set via the Configuration wizard or Configuration spreadsheet.

NOTE: Changes to any Chat flow will require a restart of the IPOCC Chat TaskServer

before testing.
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File Action View Help

G|

% Services (Local)

B

IPOCC Chat Taskserver

Stop the service
Restart the service

Description:
Avaya IP Office Contact Center Chat
Taskserver

Name - Description
'i;f,:élntemet Connection Sharing (1C5) Provides ne...
% Internet Explorer ETW Collector Service ETW Collect...
'i;f..;élp Helper Provides tu...
% IPOCC Address Book Server Avaya IP Of...
'@%IPOCC CHAP Server HAvaya IP Of...
'@IQIPDCC CHAP synchronizer Avaya IP Of...

#*3 |POCC Chat Task:
IPOCC IPO Sync Service

Avaya IP Of...
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Configuring an existing Topic to Use CHAT

If all the CHAT settings are known and can be entered into the excel configuration spreadsheet
as part of the initial installation of IP Office Contact Center, additional configuration is not

required.

However, in the following example for demonstration purposes, the entire manual CHAT
configuration process will be illustrated. Settings for using both the Openfire and one-X Portal

will be shown.

1. Login to IP Office Contact Center with Administrative access.

Administrator ()~

P Configuration Systern  Service ‘Windows Help

sy [ <t v|

B Bresk Time code | >€PBx | FECHAP server | e | & County | Gk Queue device | 6= Telephone | 5 Telephane group | % Chat server | SaChatscipt |
.n_ )] |@Topic  |Mpagentooin | @aget | fLPoile | EDTeam | EECustomer | 7 Evenaldestinston | 8hworkplsce | g3 Announcement | [ Avnouncement seipt | gPR |

2. Click Service and then select Chat server.

Configuration  Systemn Windows Help

Reporting Filters...
Wigw: <Al
Special Settings...

FECHAP server Telephone Settings... l (4
@ leTopics PEXs l £ Prc
Countries

Cueue Devices
Telephones
Telephone groups
CHAP Server

VEAs

Access Code Agents...
Access Code Topics..,

E-mail Settings...

Chat server

Chat settings...
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3. Click the Create... button.

4:297 0:00

Karen (8003)

PRPIRISMRNRN Configuration System  Service Windows  Help
ﬁ View: <Al =
@ | @Tosic | BBAsertooup | BAgent | {{Profie | EYTeam | EAICustomer | (7 Bdemal destination | &hWorkplace | 3 Announcement | [ Announcement serpt | VR |
J B Break Time code | sepex | FECHAP server | 3Gvea | @ Courtry | € Queve device | o= Telephone | 5 Telephone group

Name

P T NPT I I Ty e e G R N T T TS g

Host name Port

Create...

4. Now add the details of the XMPP link

A.

B.

Enter the name ChatServer

Enter the hostname of the IP Office Server Edition or application server that

contains the one-X Portal service or the host name of the Openfire server.
Enter port 5222.

Enter the Domain name. (For a Cloud based installation, this must be the Public
IP Address of the Chat Server (one-X portal)

Choose Automatic negotiation.

5. Now click the Edit button.

Non Cloud Installation Cloud Installation

=

MName:

XMPP server

XMPP Server:

Chat server configuration - Create

=

Chat server configuration - Create

@J ChatServer

| | OK | Name:

Cancel

@J ChatServer

XMPP server

XMPP Server:

@J IPOSE7S0CR @J IPOSETS0CR

| |

Port: @'.J 5222 | Port: @J 5222 |

Domain: @J abccompany.com| | Domain: @‘J 173.255. 113.229| |

Encryption: @-.J Automatic negotiation w | Encryption: @J Automatic negotiation w |
Task server: | | I Edit. .. Task server: | | I Edit...

October 2017

121



Avaya IP Office Contact Center Task Based Guide - Email & Chat Services

6. Inthe Hostname field, enter the host name of the IP Office Contact Center server and

click the OK button.

=L [Task server] TS_ChatServer - Create -
==
Mame: T5_ChatServer
Hostname: IPOCE

Session-ID:

ER—
—

Version:

Note: We can use the command prompt on the IP Office Contact Center server to determine
the host name. Just open a cmd prompt and type hostname and enter and the host name will

be displayed

= Administrator; C\Windows\system32\cmd.exe \;Ii-

icrosoft Windows [Version 6.3.968081]
() 2013 Microsoft Corporation. All rights reserved.

JUzerssAdministrator>hostname

sUserssAdninistrator?

7. Click the OK button to confirm the settings.

o Chat server configuration - Create -
Narme: | ChatServer | I 0K |
XMPP Server: | IPOSE7S0CR |
Port: | 5222 |
Domain: | abcrompany.com |
Encryption: | Automatic negotiation W |

Task server: | T5_ChatServer | | Edit...
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8. The new Chat server is displayed.

Configuration System Service Windows Help

Wiewr | <&l v|
@D | QTup\u I mﬂgem groups I £ Agents I 41 Frofiles I @Teams I [5] Customers | [ Bxtemal destinations | @Aﬂnouncemem scripts | @IVHS | EPBXs |
xCHJ\P server I %ﬁVE}\s I 'Coumnes | (4 Queue devices | ¥ Telephones I ETelephoﬂe aroups %Chat server |‘-'.‘that scrpts |

Name #_ Host name Port Edit
ChatServer IPOSE7S0ICR 5222
9. We will now configure Topic 1 to facilitate Chat. Click the Topic tab.

Configuration System Service Windows Help

View: [ <an v
@D fﬁﬂgeﬂt groups I .g Agents I 43 Profiles I @Teams I [£5] Customers | [ Bxtemal destinations | @Aﬂnouncemenl scripts I ﬁ?l\t’ﬂs | SEPBXs |
FLCHAP server I PEVEAs I *Coumnes | (4 Queue devices | #=} Telephones I & Telephone groups e Chat server I‘-’.’.Chat scripts |

Name # Host name Port Edtt ..
ChatServer IPOSETSICR 5222
10. Select Topic 1 and then select the Edit button.

Configuration System Service Windows Help

View: [ < v
¥CHAF‘ server I ngEAs | "Cﬂuntries I (4 Queue devices | = Telephones I ETelephone groups I %Chat server I gi'ﬁ[lhat scripts |
@'B QToplcs Im.ﬂgeﬂt groups I .Q Agents I £ Profiles I @Teams | [E3) Customers I 7 Bxtemal destinations I @Mﬂouncemem scripts I §IVF!5 | SEPBXs |

Name 4 Tel E-mail Chat Mumber Active PEX E-mail address | ‘Edit |

MasterTopic X 7000 X PBXServer

Operator Topic X 7001 X PBXServer
K Fl X

Topic2 ® 7003 X PEXServer

11. Select the Chat Task Type.

& [Topic] Topic1 - Edit Lx ]
General | ¢* Telephony | ®yChat |
Name: Topic Oblock.
period...
ok e
Telephory
[ E-mail
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12. Click the Chat Tab.

General | €* Telephony

Mame: |Topic1 | 0 block.
Tashk
rictpes
[+] Telephony
[ E-mail
vihat

13. In the Jabber Identifier field enter the XMPP name. For example Topicl.

General | ¢* Telephony  "RChat |

_
Jabber ldentifier: |Top|c'| |

& S S
Password: || |

14. In the Password field enter the XMPP password for the Topicl account and then select

the OK Button.

General | ¢* Telephony  "eChat |

_
Jabber ldentifier: |T0F=IC'I |
@ abcco ! Reporting.”
abccompany .com Ll
Password: |ooo.ooooooo| |
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15. Topic 1 is now configured for Chat.

Configuration System Service Windows Help

v]

View: D
FECHAP server | 3G VEAs ] ¥ Courtries ] (& Queue devices } = Telephones ] 5 Telephane groups } i Chat server I “inChat scripts ]
@D eTnpics “ﬁAgEnt groups 1 g Agents 1 Q Profiles I @T&ams ] [£5] Customers ] ' Bxtemal destinations 1 @Annnun:ement scripts I @IVRS ] SCPEXs ]
Name Tel E-mail Chat Number Active PBX E-mail address Edit
MasterTopic X 7000 x PBXServer
OperatorTopic X 7001 X PBXServer Create. .
Topic1 X X 7002 * PBXServer
X 7003 X PEXServer

Topic2

NOTE: Making any changes to any Chat setting for a Topic will require a restart of the services
IPOCC Chat Taskserver & IPOCC Tomcat WWW. It is highly recommended that changes made
to the IP Office Contact Center Chat or Web services are carried out in a maintenance window,
which is outside of normal business hours. This will allow any required testing and restarting of

services to take place without interruption of business operations.
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Configuring an existing Agent Group to Use CHAT

1. Click the Agent group tab.

Configuration System Service Windows Help

View: [ <an V|
¥CHAP senver ] FEVEAs & Courtriss ] (8 Queue devices } #=3 Telephones ] gﬁTelephone groups ] %Chat senver ’&.Chat scripts ]
@D QTupn:s £} Agents I 42 Profiles I @T&ams ] [5] Customers I [ Bxtemal destinations ] @Aﬂnuuncemen{ scripts ] @\VRS ] SCPBXs ]

Name Tel E-mail Chat Number Active PBX E-mail address Edi...
MasterTopic X 7000 * PBXServer
OperatorTopic X 7001 x PBXServer
Topic1 x X 7002 * PEXServer

TopicZ X 7003 X PBXServer

2. Select an Agent Group that is to be used for Chat for example, Support and then click
the Edit button.

Configuration System Service Windows Help

View: ED v
xCHAP server } %@VEAE I "Cauntnes ] (4 Queue devices I =R Telephones ] ETe\euhone aroups ] %Chat server ] “'&Chat scrpts
@ ] @ Topics !ﬁﬁgen{ groups 1 £ Agents ] {2 Profiles ] @Teams 1 [Ez] Customers ] ' Bxtemal destinations ] @Aﬂnuuncemen{ scripts ] §|VRE 1 EPBXs 1
Name Virt. AG Tel E-mail Chat PEX I Edit... I
OperatorGroup * PBXServer
Sales X PBXServer Create..

Create vitual AG..

3. Select the Task Type Chat and the select the OK button.

it [Agent group] Support - Edit -
General l &* Telephory ]
Name: Suppert
Task types
Telephorry
[ E-mail
Virtual AG: <Mong> ||I|

4. We now need to configure the Agent profiles to use the IP Office Contact Center’s Chat
feature. It is recommended to use Profiles for your Agents. In this example, Agents 1-10
were added to the Agent profile within the configuration wizard, as part of IP Office

Contact Center’s initial installation.
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5. Click the Profile Tab.

Configuration  System  Service Windows Help

Wi | <Al v|
FECHAP server I FFVEAs | & Countries (4 Queve devices | (=) Telephones I (&5 Telephone groups I i Chat server & Chat scripts I
@D I QTnpim @Agent groups Ia Agerts @T&ams I [£5] Customers | [ Bxtemal destinations I @ﬂnnnuncement scripts I @\Vﬂs I SEPBXs I

Name 4 Vit AG Tel E-mail Chat PBX Edit...

OperatorGroup X PBXServer

6. Select the Agents Profile that will be used and then select the Edit... button.

Configuration  System  Service Windows Help

View: [ <an v
%CHAF‘ server I EVEAS I '.’Cnuntnes I (i Queue devices | = Telephones I ﬁTelephone groups | %Cha( Server | q.’q[lhat scripts |
@B | QTap\cs I m)\gam groups I .Q Agents B Profiles |@Teams I [F5) Customers | ' Bitemal destinations | @Aﬂnouncemam scripts | @IVF{S | SEPBXs |

Name 4 Tel E-mail Chat PBX |’ Edtt... |

PBXServer

Agent Profile X
Mutti group Profile X PBXServer

Supervisor Default
Supervisor Profile X PBXServer

7. Select the Chat Task Type and then select the Chat tab.

General | ﬁ Telephomy

Mame: |J‘\gent Prafile

Privileges: | Agent

Task types Used for:

[+] Telephony Agent

[ ] Email Agert1
Agert10
Agert?
Agert?
Agertd
Agert5
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8. Click the Add button.

General | ¢* Telephory  TRChat |

Welcome tead: |

Group assignment

Prio Name
<MNone>
<MNone>
<MNone>
<MNone>
<MNone>

9. Click Support and then select the OK button.

o ol
Mame So% T B COPBR

Suppork

10. Click the OK button.

[cha /| o]
M ame S % T E C PBEX

Su []n] ark
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11. The Profile has now been changed.

Configuration System Service Windows Help
W | <Al v|
xCHAP server | %ﬁVE}\s I 'Coumnes | (& Queue devices | = Telephones I ETelephana groups | %Chm sErver | ’.&Chat scrpts I
@ I @ Topics I !ﬁ.ﬂgeﬂ‘l groups | £ Agents 41 Profiles I@Teams I [Ez] Customers I ' BExtemal destinations | @Announcemem scripts | @IVF{S I SEPBXs I
MName < Tel E-mail Chat PBX Edit..
Agert Default
ihgent Profile X x PBXServer Create.
Multi group Profile X PBXServer
Supervisor Default Copy..
Supervisor Profile x PBXServer Delete
12. Click the Agents tab.
Configuration System Service Windows Help
Views: D v
¥CHAF‘ server | %VEAS I '.*Coun(ries I (& Queue devices | =3 Telephones I ETelephnnE groups | %Cha( server | g.’q[:hat scripts I
@D I QToplcs I !ﬁ.‘\gam groups Q Profiles |@Taams I [F5) Customers I [ Bxtemal destinations | @Aﬂnouncemam scripts | @IVHS I SCPEXs I
Name £ Tel E-mail Chat PEX Edit
Agert Default
iAgert Profile X X PBXServer Create
Multi group Profile x PBXServer
Supervisor Default Copy..
Supervisor Profile X PBXServer Delete
13. Select an Agent who is going to use Chat and click the Edit button.
Configuration System Service Windows Help
View: [ < v
xCHJ\P server I %ﬁVE}\s I 'Coumnes | (4 Queue devices | ¥ Telephones I ETelephoﬂe aroups | %Chm Server | ‘-'.‘that scrpts |
@ | @ Topics I mﬂgem groups 2 Agents | {1 Profiles I @Teams I [E2] Customers | [ Bxtemal destinations | @Aﬂnouncemem scripts | @IVHS | EPBXs
Name 2 Tel E-mail Chat Number PBX E-mail address I Edit... I
Agent10 X 2109 PBXServer Create...
Agent2 X 210 PBXServer
Agent3 X 2102 PBXServer
Agentd X 2103 PBXServer
Agent5 X 2104 PBXServer
Agent6 X 2105 PBXServer
Agent7? X 2106 PBXServer
Agent8 x 2107 PEXServer
Agent9 x 2108 PEXServer
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14. Click the Chat Task Type and then select the Chat tab.

General | Advanced | ¢* Telephony
Sytem name: Agent Tedchpes
== pass_word...
Mas: | | Variables...
EmErs [Englsh (USA) v] | skls. |
Availabifty..
Title
) Ms. O M
Image
Last name: Agentl
[-][x]
.
R
Predefined profile: [Agent Profie =]
Privileges: | Agert | E|
Address book profile: | Standard W |

15. Check that you can see the Agent group Support within the Group assignment field that
was added under Profiles.

General | Advanced | €* Telephony  TeChat |

Welcome texd: | | ||:|

Group assignment

Pric MName -~ | Add... |
- |
<MNonex
<MNane:>
<None> " ’T‘
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16. The Chat Task Type has now been assigned to Agent 1. Repeat the above steps until all
the Agents in Agent Group Support have been assigned with the Chat Task Type.

Configuration System  Service Windows Help

View ‘ <l v|
FECHAP server 1 %VB\S ] *Cuurrlries 1 (i Queue devices 1 = Telephones I ET&IephunE groups ] i Chat server I FiuChat scripts 1
@D } eTODICS ] Qﬂgem groups -Q Agents I Q Profiles ] @Teams ] [EZ] Customers } [ Extemal destinations ] @Announcement scripts I §3IVR5 I FHEPBXs }

Name Tel E-mail Chat Mumber PEX E-mail address Edi. .
Agent1 X X 2100 PBXServer

Agent10 X X 2109 PBXServer Create...
AgentZ X X 2101 PBXServer =
Agert3 X X 2102 PEXServer Eints
Agentd X X 2103 PEXServer Delete
Agent5 X X 2104 PBXServer

Agenté X X 2105 PEXServer

Agent7 X X 2106 PEXServer

Agentd X X 2107 PEXServer

Agentd X X 2108 PEXServer

The next step in the Chat configuration process is to build a Chat Flow that will facilitate the

Chat feature.
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Building a Chat Flow

1. Click the Go to menu and then select Task Flow Editor.

2 Telephany

3 Reaftime information
4 Reparting

5 Agent Status Reports
6 Contact Detail Reports ics
7 Error List

& Configuration

9 Ul config

10 Task Flow Editor |
11 WR-Elitor [
12 Dialer

13 E-Mail configuration

14 Texthlock admin

15 Address hook admin

| ;'-\gjentﬂ

2. Click Task flow set and then select Open.

Taskflowset Tools Help

D[]
gﬁ General
=I- Default task flow set
¢ L Import TF-Set
: L. 4/6/2017 2:58:18 PM {Las!
2. Active task flow set

i <None>

3. Select the Active task flow set as required and then click the OK button.

) Open task flow set -
Marme Created Last madified Activated | 0K |
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4. Enter the password (if required) and then select the OK button.

Taszk flow zet password:

5. If the task flow set is currently in use click Yes to open a copy of this task flow set.

The selected task flow set is the default task flow set
and cannot be opened.
Open a copy of this task flow set?

6. Inthe Name field enter a name for the task flow set and then click the OK button.

Mame: |‘I th &pril 2017 Task fow sel

| [_ox |
Authar: |.-’-‘«dministratol | Cancel

|

|

Pazzsword: |

LConfirm pazsword: |

Comment:

7. Choose Edit — New — Group

Task flow set Tools Windows Help
= | | ".Iew 4 ' Group... “
] T
Delete Call Flow...
B 11th Apri o
w0 Tele Delete symbols Del EMail Flow...
Select all Ctrl+ & Chat Flow...
Macro...
EMail Macro...
Chat Macro...
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8. Type Chat and they choose the OK button.

] New Group

Mame: |Chali | | oK I

Cancel

9. Click Edit and then select New — Chat Flow.

Taskﬂowsetm Tools Windows Help

= I_NEW 3 Group...
I i e i Call Flow... b
200 Tele Delete symbols Del EMail Flow...
O3 Chat Select all Cirl+A Chat Flow... ||
Macra...
EMail Macro...
Chat Macro...

10. Inthe Name field enter Topic1 and then select the OK button. The new Group is

automatically used.

(] New Chat Flow
Name: |T':-|:-ic1| | [ o]
o ] e ]

11. The Chat Flow is displayed.

Task flowset Edit Tools Windows Help
Lbed v & il Mo
£Ey 1ith April 2017 Task flow set (BB st L <[> | @

+l:| Telephony W[
Sf@ Chat
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12. Click the List of symbols tab.

Task flowset Edit Toels Windows Help
el v & MiE 0o

£E1 1th Aprl 2017 Task fiow set B List of symbols | L3 General | =)
=[] Telephony
=@ Chat

13. A start point for a Chat session is required. This can be achieved using a Chat element.

Drag the element into the Chat Flow Working Area.

Task flowset Edit Tools Windows Help

bEd v & mEE DD

[ & 1ith Aorl 2017 Task flow set | B List of symbols ug [Chat Flow]:Topic1

-—-abe Label

TF Trace task

_D Sources

Ty Chat *enans,,,
—D Destinations | oaeaa
m Agent group

...........................

14. Click Topicl and then select the OK button.

& Choose chat topic

| % Chat v o]
Name T E C Number  PBX
Topicl 5 % 7002 T

15. The configured element is displayed.

October 2017

Task flowset Edit Tools Windows Help

ODEE v & meEE

[ By 1t Aonl 2017 Task flow set | B List of symbols | Py General ug [Chat Flow]:Topic1
;--abe Label L ———
R Trace task Topici AT Lol [ DU
(& Sources D e O -
. TR Chat = AT Lol [ DU
ool Destinations | [t
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16. As Chat is only text based, if we wish to provide a Welcome greeting to the Chat

customer a Chat script can be utilized. To create Chat scripts, click the Go to menu

and then select Configuration.

A

IP Office Contact Center

File Goto Help

1 Home

2 Telephany

3 Reaftime information
4 Reparting

S Agent Status Reports
& Contact Detail Reports
7 Error List

= M8 0
ek flow set | B8 List of symbols

5§ Configurstion

9 Ul config

10 Task Flowe Editor

11 MWR-Editor

12 Dialer

13 E-Mail configuration
14 Texthlock admin

13 Addresz book admin
I |

group

g rersonal contact

)

17. Click Configuration and then select Chat script.

Configuration Systemn Service Windows Help
Wiew: | <Al v|
FECHAP server ] 5 VEAs I “ Courtries I (i&hQueue devices I #=} Telephones I 5 Telephone groups ] T Chat server
GD I QTnpu:s 1 !ﬁAgent groups .Q Agents I 41 Profiles I @T&ams 1 [£5) Customers ] [ Extemal destinations ] @Annnuncement scripts 1 @IVHS 1 SCPBXs 1
Name Tel E-mail Chat Number PEX E-mail address Ed
Agent1 X x 2100 PEXServer
Agent10 X x 2109 PEXServer Create.
Agent2 X X 2101 PBXServer
Agertd X X 2102 PBXServer
Agertd X X 2102 PBXServer elete
Agents x X 2104 PBXServer
18. Click the Create button.
Configuration System Service Windows Help
W | <Al v|
@D ] @Toplcs ] !ﬁAgem groups } Q Agents } Q Profiles I @T&ams ] [EZ) Customers ] 7 Bxtemal destinations } @Announcemem scripts I §3IVRS ] SCPBXs ]
FECHAP server I %VEAS ] *Cuurrlriei ] (& Queue devices 1 = Telephones ] ET&\epthE groups 1 i Chat server i Chat scripts
Name Ed
Abweisen
Halten Create.
Hald -
Reject opY-
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19. Inthe Name field type Topic 1 Welcome Message.

Topic 1 Welcome Message]

20. Inthe Text field type You have entered a Chat session for Topic 1 and then select the

OK button.

Topic 1 Welcome Message

Text:

You have entered a Chat session for Topic 1] I

21. The Chat script is displayed.

Configuration  System  Service Windows Help

October 2017

Wiew: [ < v
@D | eTap«cs I Eﬂﬂgaﬂt groups I .Q Agents I Q Profiles I @Teams I [EZ) Customers | ' Extemal destinations | @Aﬂnouncemam scripts | §3IVR5 | SEPBXs |
FECHAP server I %VEHS I *Countn&i | (g Queue devices | = Telephones I ETelepHune groups | i Chat server “ia Chat scripts

Name 4 Edit..
Abweisen
Halten :
Hold

Reject Copy...

Topic 1 Welcome Message
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22. Repeat this process to create the following Chat scripts.

Name

Abweisen

Agents busy

End Chat

Hakten

Hold

Matches Text
Max Wat time
Reject

Start Chat Session
Topic 1 Welcome Message

23. Create a Chat script to inform the chat customer that all of the Agents are busy.

" Chat script - Create -
Text:
sorry all of our agents are busy, please hold| A Tag ...

24. Create a Chat script to inform the customer that the chat session has ended. It is
possible to provide additional information to the Chat customer by using a call Tag. For
example, %CCK_AgentName% within the Chat Script text. This will display the Agents

name to the customer within the Chat script. The call tags are available under the Tag...

button.

& Chat script - Create =3
Neme: [En
Text:

Thank you for your support request from ABC Company. For ore A Tag ...

information, please refer to the support section of our web site
www .abccompany.com/support

If you have any feedback releating to your chat session with
%CCK_AgentiName % please send an email to support@abccompany.com|

25. Create a Chat script to inform the chat customer that additional information is required to

progress their chat request.
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Matches Text

Text:

Flease have your serial number ready to give to the agent]

26. Create a Chat script to inform the chat customer, they have waited too long for a Chat

session.

Max Wait Time

Text:

Thank you for your patience, all of our agents|are busy on Chat sessions.
Flease try again later. |

27. Create a Chat script to inform the chat customer that the chat session could not be
connected and include additional information on how to call or email their request. If the
Reject Chat script already exists then use edit to change.

Text:

Please try again later or phone 0128200 Monday to Firday 08:00 to
17:30 or email support@abccompany. com|

28. Create a Chat script to inform the chat customer which Agent they are connected to.
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& Chat script - Create -

Name: Start Chat Session

Text:

You are connected with %:CCK_AgentMame: Al f Teg.. |

29. Now that all of the Chat scripts have been created, return to the Chat Flow.

Configuration System Service Windows Help

View: [ < 7

@D ] @Toulcs I m.ﬂgem groups ] .Q Agents ] Q Profiles ] @Teams } [E3) Customers ] [ Bxtemal destinations ] @Announcemerrt scripts ] §|VRE 1 SCPBXs 1
FECHAP server 1 ﬁ\fas I *Cuuntries ] (4 Queue devices I = Telephones ] ETe\ephune groups ] e Chat server *inChat scripts

Name

Abweisen

Agents Busy

End Call

Halten

Hold

Matches Text
Max Wait Time
iReject

Start Chat Session
Topic 1 Welcome Message

[=Rupe E’ Im
=] o -
ST R |

30. Click the Go to menu and select Task flow Editor.

A |IP Office Contact Center

File Goto Help

1 Home
2 Telephary

3 Reaftime information
4 Repaorting

5 Agent Status Reports ic
6 Contact Detail Reports

7 Errar List

& Configuration

9 Ul config

10 Task Floww Editar |
11 IWR-Editor |
12 Dialer

13 E-Mail configuration

14 Texthlock admin

15 Address book admin
r || I
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31. The Chat Flow created earlier should still be displayed.

Task flowset Edit Tools Windows Help
LEH v & LE DD

[ B 11th April 2017 Task flow set | B List of symbals |y General B
»-abe Label “~
T Trace task Topict
=& Sources [ R O
i % Chat | )

—E Destinations b

m Agentgroup b

32. A Chat script (1 script) element will be used to provide information back to the Chat
customers. Click the List of Symbols tab and then drag the Chat script (1 script)
element to the Chat Flow working area.

Task flowset Edit Tools Windows Help
bed v & 4R O5H

£ 11th Aprl 2017 Task flow set | 3 List of symbols ug [Chat Flow]:Topic1

c~abe Label -
'ﬁ\ﬁ' Trace task Topic
=l Sources H % O
: ¥y Chat &
—D— Destinations

m Agent group
% Chat

& Agent

z Drop

.

&% Personal contact o5
&3 Last agent .t b
g;ﬂ Current agent et —
- Chat script =

¥ Chat script (1 script) pan

33. Select Topic 1 Welcome Message and then select the OK button.

0 Select chat script -

| % Chat o o]

Abweizen
Agents Busy
End Call
Halten

Hald

Matches Test
P ax Wait Time
Reject

Start Chat Seszion

ImeE

| | Columns
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34. The configured element is displayed.

Task flowset Edit Tools Windows Help

bDeEd S M Mo

[ B 11th Apri 2017 Task flow set | B8 List of symbols. | £ General ug [Chat Flow]:Topicl

cabe Label | |

[ Tracetask Topicl . Topic 1 W L
=& Sources 0 %% O 0 S O

§ .Yy Chat ) |

: -{@ Destinations

: Agent group DR

35. As the Chat customer requests the Chat session, they can enter text. This text can be
checked for a key word(s). If a match is found with a keyword, the customer can be
prompted to provide additional information. In this example we will prompt the Chat

customer for their serial number, if they use the keywords “Desktop” or “Laptop”.

36. To query the Chat text, a Logic element can be used. Drag the Logic element into the
Chat flow working area.

Task flowset Edit Tools Windows Help
0w & MbE ME

£ 11th Aprl 2017 Task flow set | B List of symbols _ g [Chat Flow]:Topic1

H g;a Current agent ~

Fy L D R
& Chat script © [Topict o ropicrw]

H :”u:p Chat script (1 script) D TR O SR DD
=@ Connecting units P B

t: Change task tag S o
& Change skill L S e 3
Skil reduction | ettt

? Logic =eesssssssssssnssssnmnannrsnnna sz et ssnss 18

- Ap TaskTrap

37. Inthe Name field type Chat Text.

i Logic -

Marne: |Ehat Tex | | 0K |
Input connector IN=" o) | Cancel |

% connector OT=  [no)
M connector OF=  [no] | Select... |
Caondition | e |
o) | Keywards. .. | | Tazk tag op... |

Taszk tag...
.

Comment:
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38. Inthe Condition field type containsString_i(c."CTS_Initial_Message", "Desktop")

()] Logic -
Marme: Chat Text | | oK |
Input connector IN=" [ha) | Cancel |
Y connector OT=  [no)

M connector OF=  [no] | Select... |
Caondition | e |
containgString_ilc."CTS_Initial_Message”, ~ | Keywords... | | Tazk tagop... |
"Desktop”)

.
Comment;
| ~
W

39. Another text search is required for the word “Laptop” that will utilize a OR Operator. Click
after the text and click the Operators button.

()] Logic -
Marme: Chat Text | | oK |
Input connector IN=" [ha) | Cancel |
Y connector OT=  [no)

M connector OF=  [no] | Select... |
Caondition | e |
containgString_ilc."CTS_Initial_Message", ~ | Keywords... | | Tazk tag op... |
"Desktop”]
.
Comment;
)
W
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40. Select the logical or operator and then click the OK button.

Logical operators
fl

logical and

Arithmetic operatars

+ pluz
minus
multiplied
divided
rmodulo
arithrn. and
arithm, or
Open bracket
Cloge bracket

g

Comparizan operators

o ———

equal

niot egual

less

less than or equal
greater

greater than or equal

S
I

-~

41. Inthe Condition field type

containsString_i(c."CTS_Initial_Message","Laptop" )

Marme: Chat Text | | (]:4 |

Input connectar M= [ra] | Cancel |

' conmector 0T= [no)

M connector OF=  [no] | Select... |
Condition | Mew |
containgString_ilc."CTS_Imitial_Meszage", ~ | K.epwards, . | | Tazk tag op... |

"Desktop|ll cortainsSting_i

[c."CT5_Initial_Message"."Laptop” |
Taszk tag..
.

42. Then click the OK button.

Mame: Chat Text | Ir_D'K_I

Input connector IM= [no] | Cancel |

¥ connector 0T= [na)

M connector OF=  [ho] | Select... |
Candition | Hew |
containgString_ilc."CTS_Imitial_Meszage", ~ | K.epwords, . | | Tazk tagop... |

"Deskiop |l containsString,_i

[."CT5_Initial_Message"."Laptop” |
.
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43. The configured element is displayed.

Task flowset Edit Tools Windows Help
bDeEd S| L EBE [

[ B 11th Apri 2017 Task flow set | B8 List of symbols. | £ General
g;ﬂ Current agent ~

L] [Chat Flow]:Topic1

: Chat SCffpt . Topict Topic 1 Wi ChatText | | . . . . . . . . .
toe rupe Chat script (1 script) 0 "% O B :”‘:* O H ? o
=-{& Connecting units = 0

_ Change task tag

‘& Change skill

ﬂ Skill reduction

44. The customer will be prompted if their text matches the text defined in the Logic

element.
o i
“um Chat script - Create -
Text:
Flease have your serial number ready to give to the agent] ~ Tag .

45. A Chat script (1 script) element will be used to reference the “Matches Text” Chat
script created earlier. Drag the Chat script (1 script) element into the Chat Flow

working area.

Task flowset  Edit Tools

e d S M O5

Windows Help

[ & 11th Apr 2017 Task flow set | B List of symbols

[Chat Flow]:Topic1

Ty Chat
£} Agent
Gi:' Drop
e
- g Personal contact
Q‘Q Last agent
g;.ﬁ Current agent
“& Chat script

October 2017
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46. Click Matches Text and the select the OK button.

| Select chat script -
| % Chat v o]
Abweizen
Agents Busy
End Call
Halter

b ax Wwiailt Time

Reject

Start Chat Session

Topic 1 Welcome Meszage

| | Calurnns

47. The configured element is displayed.

Task flow set  Edit Teols Windows Help
DEE v & L De

[ £ 1th Apri 2017 Task flow set | B0 List of symbols | 7y General ug
- T Chat ~NVEE .
G% Agent " [Topict | . . [Topiciw] . . [ChatTex] . .
- Drop D% d DO -p? o -
- Personal contact H o H o =

g‘ﬂ Last agent
443 Current agent S
% P | Matches T)
-y Chatscipt WD 5| G‘i O
j 1.

:—’& Chatscript (1scipt) | /b

--{@ Connectingunits b
Com .
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48. After sending the text back into the customer’s chat session, there should be a pause of
a few seconds before the customer is connected to the Agent. This pause will allow the
customer to obtain any information requested during the chat session, for example a
serial number, order number etc. This pause can be configured using a Logic element.

Drag a logic element into the Chat flow working area.

=y =] & LMD

[ &3 11th Aorl 2017 Task flow set | B List of symbols | £ General ug [Chat Flow]:TopicT
9,?3 Current agent -

‘,’.‘?‘ Chat script . - - . P

: .. T3 Chat script (1 script)
J-@ Connecting units
ﬁz Change task tag

----- % Change skill

-~ (@ Skill reduction Watgees Tl
? Logic *sessunnasn, ..., o> 1. .- .4 .- .. ...
e Tk s s ==( Coaet
=-{@ System conditions

_______ @CheckTimePeriods

49. Inthe Name field type Wait for 3 Seconds.

) Logic -
Marme: |Wait for 3 Seconds | | oK. |
Input connectar IN=" [ro] | Cancel |
¥ cohtector 0T=  [nha)

M conmeckan OF=  [na) | Select... |
Caondition | few |
~ | Keywords... | | Task tagop... |
.
Cammett:
~
v
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50.

@

Logic

M ame: Wait for 3 Seconds | | (i] |

Input connector IN=" [ha) | Cancel |

Y connector OT=  [no)

M connector OF=  [no] | Select... |
Caondition | N |
[ wait T otal3]< ] | - | Feymords. | | Tazk tagop... |

Comment;

Operators..

51. The configured element is displayed.

In the Condition field type (c.waitTotal%3)<1 and then select the OK button.

Task flowset Edit Teols Windows Help

LEHE v & 4LEEDe

------ % Current agent

- %dp Chat script

R FR Chat script (1 script)
—D Connecting units

...... §= Change task tag

..... & Change skill

..... {9 Skill reduction

...... ? Logic

------ A TaskTrap

[ & 11th Apri 2017 Task flow set | B8 List of symbols | i General

-~

IS [Chat Flow]:Topic1
. [Topict ..Top‘ig‘l‘.".f..ChatTeH:::::::::::::::
I' EI'. E:' E ...............
.j% ..j‘? L. ?E ...............
ﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁr-nat‘c,gesT. Waitforad | ...
................. I', |: :l E
................. j‘* L ?E

52. A Collector — Equal element will be used to link the two routes back together. Drag the

element in to the Chat flow working area.

Task flowset Edit Tools Windows Help

beld v & R DD
[ & 11tn Aprl 2017 Task flow set | BH Lt of symbols | % Gereral

Tﬁ Minimum number of signed on agents is exce ~
@ Available agents fulfill the skill
& Signed on agents fulfill the skill
=-{a@ Task conditions
&2 New task
g Task Tag
'E Branch
& Wait time exceeded
=-[a Distributar

Prioritized
B | Equal
| Cyclically =

=-[a Collectors emnanmeenant
L] Equal «srazanensnssenasassases
October 2017
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53. Inthe Name field type Collector and the select the OK button.
(i Collector (equal) -

Mame: |CD||ECt0f| | I oK |

Comment:

54. The configured element is displayed.

Task flowset Edit Tools Windows Help

DEE v & ML DD

[ B 11t Apri 2017 Task flow set | BB List of symbols | 7 General

kL] . . . .
@ Minimum number of signed on agents is exce ~

‘g Available agents fulfill the skill
@ Signed on agents fulfill the skill
=-{@ Task conditions

% Mew task

-l Task Tag

- Branch

B Wait time exceeded

I-{a@ Distributor

Prioritized

s [Chat Flow]:Topic1
Topict Topic1W] . . [ChatTex] . | [Collector S
:l |: :l - |: . :l |: . :l |: .......
1 % 1% 0 PP O |E¥q|
S Matches T| . . [Wailfor 3 Sl
................. i' - |: - :| E G e
................. B i L ? o

55. A Logic element will be used to check if there are any Agents available to take a Chat

session. Drag the element into the Chat flow working area.

Task flow set Edit Tools Windows Help

DEeHd v & nE OB

[ £ 11th Aprl 2017 Task flow set | B0 List of symbols | (T General
—D Connecting units
...... t; Change task tag

----- {9 Change skill
----- 14 Skill reduction
...... ? Logic

------ A TaskTrap

-
.

-----

.....

Systern conditions
@ Check Time Pericds
§B Longest wait time exceeded

§n Mumber of tasks exceeded

October 2017
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56. Inthe Name field type Available Agents.

Marne:

Input connector
Y connector
M connector

Available Agent

IN=" [no]
OT=  [no)
OF=  [no)

Select...

Caondition

e

Feywords. .. Tazk tag op...

Comment:

57. Click the Keywords... button.

M ame:

Input connector
¥ connector
M connector

Awailable Agerd

M= [na)
0T=  [nha)
OF=  [nha)

Cancel

Select...

Conditian

Mew

eywords... Task tagop..

Operators...

Task tag...

Wariables...

Comment:
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58. Select the Number of Free agents keyword.

@

Available keywords

pl ] tasksT oDistribute
pl ] averageiaait
Pl st it

Agent group specific

ML log dUn

M. |
M. awerageCallsPerHour
M. averageS peechTime
ag(?[]. queueF actor
ag[?[]. proceszable
ag(?[].loggeddnForSkills

ag
a9

"R zpecific

wuzcr[?[voice]. freePorts
vuzcl[ ?)[voice] tatalPorts

Call-specific

c.tazkType
c.waitT atal
c.timeT atal
c.waitThisQueue
c.nolfT ransfers

£ 1]

Mumber of tasks on the collectar, due fal .
Average wait ime in seconds
b awiriuim waiting time of all calls / emails

Mumber of signed-on uzers
Mumber o
Average number of callz per hour L
Average converzation duration in secong —
Queue factor [must be entered in tenths
Mumber of agents signed-on to the agen
Mumber of agents signed on to the agen

Mumber of free ports
MHumber of available ports

Task type [voice, e-mail or chat)

Total wait time in seconds

Total tire it the system in seconds

W ait time for this topic in seconds

MWumber of transfers hd

Ok

it

Cancel

T azk-type
) al

) woice
() e-mail

) chat

59. Select the Task-type chat radio button and then click the OK button.

] Available keywords -
pl?[] tasksT oDistibute Mumber of tasks on the collector, due fol ., oK
pl 7] averageiy ait Awerage wait bime in seconds
B[] rnashad it b amirnurn waiting time of all calls ¢ emailz
Agent group specific
Murnber of si
Murmber of free agents T askt
ag(?[]. averageCallzPerHour Average number of calls per hour = EERRG (D
ag[?[]. averagesS peechTime Average convergation duration in secong — 0 all
ag(?[]. queusF actor Cuewe factor [must be entered in tenths ) .
ag[?[]. proceszable MHumber of agents signed-on ta the agen II::I el

ag(?[] loggedOnForSkills

VR specific

wuzcl| ?[voice] freePorts
vzl ?[voice] tatalPorts

Call-specific

c.tazkType

c.waitT atal

c.timeT atal

c.waitThistueue

c.hoOfT ransfers
1]

Mumber of agents sighed on to the agen

Mumber of free ports
Mumber of available parts

Task type [vaice, e-mail ar chat)

Total wait time in seconds

Tatal tire it the system in seconds

W ait time far this topic in seconds

Mumber of transfers e
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60. Click after the Condition text and then click the Operators button.

(] Logic
Marme: Awailable Agent | | oK |
Input connector IN=" [ra] | Cancel |
Y connector OT= [no)
M connector OF=  [no] | Select... |
Caondition | N |
ag(?)[chat] free() - | Feyords. | | Tazk tagop... |

Task tag...
.

Comment;

>

<

61. Click the greater operator and then select the OK button.

n=
String operations
+
1=

4
=
>
=
#

containgString(< string:: . <searchstrings )
containsString_i(<strings . <searchstring)
String functions
uppe?)
lowwer[ ]
£ m

greater than or equal

Connected words (e.g. "Call'+"Center v
Lexicographical word comparizon for equ
Lexicographical word comparizon for not
Lexicographical word comparizon for less
Lexicographical word comparizan for less
Lexicographical word comparigon for gre
Lexicographical word comparison for gre
Lexicographical word comparizon contail
Lexicographical word comparizon contail
Lexicographic word comparison contains
Lexicographic word comparison contains

Chatges a string into upper case letters |
Chatges a string into lawer caze lettersfe
*

] Available operators
I= riot equal ~ | oK |
< less
{= less than or equal

Cancel
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62. Atthe end of Condition type a 0

M arne: Awailable Sgent

Input connector IN=" [ra] Cancel
Y connector OT= [no)
M connector OF=  [no] Select...

Caondition N

ag(?)[chat] free() E | | Feyords. | | Tazk tagop...

Comment;

63. Change the ? to a OT then click the OK button.

Mame: Awailable Agent

Input connector M= [ra) Cancel
' conmector OT=  [no)
M connector OF=  [ho] Select...

Condition NE

ag(0T][chat].freel) » O Kepwords... Taszk tag op...

Task tag...

Comment:
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64. The configured element is displayed.

Task flow set  Edit Tools

Windows Help

LeEed v & 64 0D

[ £ 11th Apri 2017 Task flow set | B List of symbols

65.

—D Connecting units ~
ﬁ= Change task tag

79 Change skill

19 Skill reduction

?’ Legic

A TaskTrap

—-{a System conditions

@ Check Time Periods

%_) Longest wait time exceeded

element into the Chat flow window.

] [Chat Flow]:Topic1
Topicl .. |Topic1Wy . . |ChatText | . . |Collector Available 4
= O DO - -3 - - A O | []
| = g E O e &
STl [watches | - [waitfor3d Lol L
................. M ﬁ'?” O - | =

Group destination. This can be achieved with an Agent Group element. Drag the

If Agents are available to Chat, the customer should be directed to the correct Agent

Task flow set  Edit Tools Windows Help

LEH v & M OB

B2 1th Aprl 2017 Task flow set | B List of symbols ug

-{@ Destinations
: m Agent group

i & Personal contact

s-abe Label ~lM ... ...

-~ Tracetask TopicT

=@ Sources ol Ww
T Chat = - B

.......
..........
.........
......

[Chat Flow]:Topicl
Topjc 1w .. [chatTen Collector Available : DR
b d- - QA [x] ] O | [T S
] bl L =] 5 E [ . ‘ .....
........ Matches T| . . |Waitfor 3 L
=

........ %,’QE"H?E

66. Click Support and then select the OK button.

L

Select agent group

& Chat

vi | ok |

M armne
Su |ulu] ark

W T E C PBX

PE

October 2017
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67. The configured element is displayed.

DedE v & mEmMs
£Ba T1th Aprl 2017 Task flow set | BB List of symbols

—abe Label

A

& [Chat Flow]:Topic1

- [Topict e Topic W, . [chatText] . . [Collector Available 4 Support

- @ O OO0 QO oM@ O O ©

.j‘ ..j‘* i ?E--HE =
:::::::::::::::::Mat‘c“hesT::‘NaitforS L
................. Il,l: :l E
................. j‘* ?E

68. A message will be distributed to the chat customer informing them that all of the Agents
are busy. This will be configured using a Chat script (1 script) element. Drag the

element into the Chat flow working area.

Task flow set  Edit Tools Windows Help

LeHE v & mEE DD

T 11th Aprl 2017 Task flow set | B0 List of symbols | 7% General 0g [Chat Flow]:Topic1
------ "% Chat ~
""" 2 Agent ChatText | . . [Collector | . . [Available d . . [Support
...... % Drop ] ? & - - @ E O- -0 - -
------ ## Personal contact ] H : = -

...... QQ Current agent

: MatchesT| . . [waitfor3d . . . . . .. ...
""" :fﬁ Chat script D& O B ? = - - ‘ e
...... 9 Chat script (1 script) *=sessmsunsnnnnnnn.,,, ., 1 - | [ . R

=I-{a@ Connecting units
...... t’: Change task tag

69. Click the Agent Busy chat script and then select the OK button.

0 Select chat script

|%C\hat

Name

Abweisen
T —
EndChat

Halten

Hold

Matches Text

Max Wailt Time

Reject

Start Chat Session

Topic 1 Welcome Message

==
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70. The configured element is displayed.

Task flowset Edit Tools Windows Help

bDeEd & MR OB

[ & 11t Aprl 2017 Task flow set | B List of symbols | 1 Geeral ng

%y Chat 2
{3 Agent
3 Drop

o
- g% Personal contact
Q‘g Last agent
Current agent
@ 9
- % Chat script
i foe Chat script (1 seript)
=-[a@ Connecting units
§= Change task tag

& Change skill

71.

[Chat Flow]:Topic1
- [Topict | - Topic 1W ChatText| - . [Collector | . . [Available 4 Support P
. II |: . Il T |: :l E . II |: . :l E ......
g uie ? H 5 H
R Matches T) . . [Waitfor3] . | [Agents Bu T T
......... Il;l::l EI';E
......... j‘* . ?E- i

In this example, if all the agents are busy, the customer should not queue beyond five

minutes for a Chat session. A Wait time exceeded element will be used to set the time

period. Drag the element into the Chat Flow working area.

Task flowset Edit Tools Windows Help

D& S mel Mo

[Chat Flow]:Topic1

)@ Minimum number of signed on agents is exce ~
@ Available agents fulfill the skill
@ Signed on agents fulfill the skill
=-{@ Task conditions
8 New task
§ Task Tag
- Branch
5 Wait time exceeded
= {@@ Distributer

- Prigritized
~{EE| Equal
- | Cyclically

[ L

£ 1tth Aprl 2017 Task flow set | B0 Lst of symbols | B General ug

. [Topic1w{ . . [ChatText| . . [Collector | . . [Availabled . . [Support
OD&O-  -p? o Dgd--p [

........ © . [matches 7] - Waitfor3q . . |AgentsBul . . . . . . . ..
........ O %O O - -0 %l oy -
.j‘* . ?E..j‘.‘. :‘ .........

72. Enter a time of 5:00 and then select the OK button.

i Wait time exceeded

Wait time in topic (mm:ss) = | 5:00]

] -

Comment:

Cancel
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73. The configured element is displayed.

Taskflowset Edit Tools Windows Help

bl v & Ml Do
£ 1tth Aprl 2017 Task flow set | B0 st of symbols | 1 General

?ﬁ Minimum number of signed on agents is exce ~
@ Available agents fulfill the skill
[g Signed on agents fulfill the skill

=--{a@ Task conditions

= Mew task

; § Task Tag

'E Branch

oD Wait time exceeded

=-{@@ Distributor
=T

74.

[Chat Flow]:Topic1
- [Topict - [Topictw] . . [ChaLText : Collector | . . [Avallavie4 . . [Supgort Lo
. Il |: . Il A |: . :l E . Il |: b :l E P i . -1 [
0 o mil ? ] mi= =
o . [watches 1] Waitfor3{ . . [AgentsBu L
........ D% O O F - - [ % O ] ]
........ .j‘* . & - i ®E

If the Chat customer waits over five minutes to be connected to an agent, they should

receive a message to alert them that they will be disconnected and provide them with

additional contact details. This can be achieved using a Chat script (1 script) element.

Task flowset Edit Tools Windows Help

DEE v & L Mo

£Ta 11th Aprl 2017 Tesk flow set | B List of aymzols | T General
& Agent group ~
‘ Chat
£ Agent
o Drop
o
- Personal contact
g‘g Last agent
g;ﬂ Current agent
“& Chat script

- $a% Chat script (1 script) == sssssssnssana.
=-{a@ Connecting units

75. Select Max wait time and then click the OK button.

[Chat Flow]:Topic1
Chat Text Col\ed‘or Available A Support
] [7] | O | [7]

o g 74 B®
Watches T| . . [Waltfor 2 Agenls B : [
:| * |: La0 :| |: :| * |: . :| |: ........
Q%0 B E%0 pPoQ A oo

[} Select chat script

| Chat

Name
Abweisen
Agents Busy
End Chat
Halten
Hald
Matches Text
Max Wait Time
Reject
Start Chat Session
Topic 1 Welcome Message

E3)
| 0K '
=

Colurnns
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76. The configured element is displayed.

Task flowset Edit Tools Windows Help

= =] & mes m
[ £By 11th Apri 2017 Task flow set | BID Lst of symbols | General
m Agent group ~
- T Chat
4} Agent
T Drop
-

2% Personal contact
ga Last agent
QQ Current agent
- i Chat script

- T Chat script (1 script)
=I-[a Connecting units
ﬁz Change task tag

g [Chat Flow]:Topic1
Topic1 Topi%‘I W Chat Text Collector Available A Support | . . . .. .
= O M e O ] [7] = | 7]
.0 = | Eal . ? [ | ? H--g™= |.. ... ..
R CLo 00 matcnesT] . - [waitfora{ - - [Agents Bu Max Wait T
............. [ ‘91‘3* O - -0 ] - 5] ‘!.:* . 0O @ K| ‘9.:* O
............. ] . &= - H ]

77. After the Max wait time Chat script, the Chat session should be disconnected. This can

be completed using a Drop element. Drag the element into the Chat Flow working area.

Task flowset Edit Tools Windows Help

D™ & @ER
£ 11th Apri 2017 Task flow set | B0 List of symbols

TF Trace task -
% -l Sources
L % Chat
_ -{a@ Destinations
HE. & Agent group
T Chat
3 Agent
T Drop ****ssssssssnunsans
X Drop ctecsresscranscnscieennanessens,,
-4 Personal contact
-G Last agent
Qg Current agent

[Chat Flow]:Topic1

CE®SP? D

. Available
= i R |
R

FIF =

Matches T §
% o O

Agents Bu| -
ek

78. The configured element is displayed.

Taskflowset Edit Tools Windows Help

D d & 4B D5

£ 1th Aord 2017 Task flow set | B List of symbols | (T General
- Trace task ~
=-{@@ Sources
% Chat
=-{ad Destinations
m Agent group
% Chat
-} Agent
zi: Drop

- z% Personal contact

—

October 2017
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. [Topict . e
. m O- [
.8 o) e

. |Collectar | .
@ O -
- a

=

Availab

H?

le

FE

.. |Matches T|
. % :";EP O

'Wait for Agents Bu| . .

EEZ]

%f;pl:--
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be
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79. Link the elements together as illustrated below

s [Chat Flow]:Topic1
. |Topict o Top£1w . [chatText] . . . [colector | . [Availabled . . LSIuppon L
- | O - | i | O—@A Fl— 0o | - - -
i b mal ? ] & 3 ? B Lo ® |

_____ :' _____ _]:' SN

"""""""" Watches T| . . [waitfor 3§ L.Agents Bu . . o [MaxwaitT
0 S O—3 9 - % =
................. | i o ? = - -0t

80. Choose Tools and then select Configuration check.

Task flow set  Edit IEH Windows Help
[N=R = ¢ Options...

Source Priority Groups...

ET'A 11th Aprl 2017 T) Predefined conditions... ral ug P —
T Trace task =
=-{= Sources TaskFlow-script...

Ty Chat Syntax check 50012 o 50;1;51‘-& e Sha}t?Te - ﬂcmemnr[ g\.'ail?anle . [support | . .
o= — o
= Destinatmrl Configuration check ” - ] i %r% el & m

m Agent group

& Chat L . . . .
@ Agent S Matches T| . . [Waitfor 3 Agents Bu| . .. [Max WaitT) . —
2 ngen i e Al O fia % O mC| 0 % mi
---fg# Personal contact

81. Click the OK button.

Configuration check -

The check revealed no problems!

82. Select Task flow set and then click Save.

IS Edit Tools Windows  Help

Mew Ctrl+N
Open Ctrl+0

bols
Close o

Activate
Activate in addition

Reactivate...

Save Ctrl+5 ”

Save as...

Information
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83. Click the Activate button.

Task flowset Edit Tools Windows Help

DEE| /|8 R me

B 11th Apd 2017 Task flow set | B8 List of symbols ng [Chat Flow]:Topic1
TF Tracetask
_"Dzﬂér ~ [ropict . Top‘l,iﬂ’.\f . . [Collector Ava;l?able. . [support R
at [ % O—@ S O | O—n/ —I
=@ Destinations 'E T E o B o o lz®
m Agent group
T Chat . . .. . .
Matches Wait for Agents Bu Max Wai
3 agent Maiches T] Waitfor 3 Agents B Max Wit T —
=0 CHBRS PP ERC PO HRO Y
F Drop . . = - .. = . - .
b4
< Personal contact

84. When prompted click the OK button.

Task Flow Editor -

o Task Flow set successfully activated,
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Setting Chat scripts against Chat topics

Chat scripts can now be assigned against the Chat Topics to inform the customer that their
session has been rejected or ended. The required chat scripts were configured earlier in this
guide, as illustrated below.

Text:

Please try again later or phone 012®8 7200 Monday to Firday 08:00 to ~
17:30 or email support@abccompany. com|

End Chat

Text:

Thank you for your support request from ABC Company. For ore
information, please refer to the support section of our web site
www.abccompany.com/support

If you have any feedback releating to your chat session with
2CCK_AgentName 2% please send an email to support@abccompany. com|
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85.
session has ended. Click the Go to menu and select Configuration.

A

IP Office Contact Center

File Goto Help

1 Hame
2 Telephany

3 Realtime information
4 Reparting

3 Agent Status Reports
6 Cantact Detail Reports
7 Errar List

& Configuration ||
9 U config ls
10 Task Flowe Editor

11 MWR-Editor

12 Dialer

13 E-Mail configuration
14 Texthlock admin

15 Addresz book admin
| gy toscagent

al contact

86. Click the Topics tab.

Cenfiguration  System  Service Windows Help

In this example, Topic 1 will be configured to provide a Chat scripts when the chat

View: [ <eus v
@ £ Agert groups 1 £ Ageris ] 4 Profiles I ) Teams I B3] Customers I [ Extemial destinations 1 [ Announcement scripts I £ IVRs I BCPEMs | FECHAP sever |
¥ VEAs | & Countries I (4 Queus devices I #= Telephones } 5 Telephane groups I % Chat server % Chat scripts

Name Edt...
Abweisen
Agents Busy Create
End Call
Heken
Matches Text
Max Wait Time
Reject
Start Chat Session
Topic 1 Welcome Message
Refresh
| | Columns ‘
87. Click Topicl and then select the Edit button.

Configuration System Service Windows Help

Wiew ‘ <Al v‘
G VEAs | & Countries I (4F Queus devices I #= Telephones ] {#5 Telephone groups } e Chat server ] %% Chat scripts
@D @ Topics ]!ﬁ.‘\geﬂt groups ] a Agents I {1 Profiles I @Teams ] [E=] Customers ] ' Extemal destinations ] @Aﬂnouncemeﬂl scripts 1 @\Vﬂs I SHEFPEXs I FECHAP server I

Mame Tel E-mail Chat Nurmber Active PBX E-mail address I Edit I

MasterTopic X 7000 X PBXServer

Operator Topic X 7001 X PBXServer
X X

Topic2 X 7003 x PBXServer
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88. Click the Chat tab.

General | ¢* Telephony

HName: |Topic1

Task types
[w] Telephony
[ Email

[w] Chat

Priority:

[=] Display Last Topic
Use reporting values for routing
[1TsF

[ Accept Level
[ Mwa. Waiting Time

89. Click the reject ... browser button.

General | ¢* Telephony  "Chat |

Jabber dertifier:
@ abccompany.com

Max. time to accept: (mm:ss)

Chat script at...

refect L] |
-]
L]

|<Non&> ||:|
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90. Select the Reject chat script and click the OK button.

| % Chat

Mame
<Mones
Abweizen

Agents Busy
End Call
Halten

Hald

Matches Text
b ax wait Time

Start Chat Session
Topic 1 Welcome Meszage

| | Calurnns

91. Click the end ... browser button.

General | ¢* Telephony  TChat |

Jabber Identifier: |T0I1‘ifi'I
@ abccompany .com

Max. time to accept: {mm:ss)

Chat script at...

= B
| [
| ]

|<None> ||:|

October 2017 164



Avaya IP Office Contact Center Task Based Guide- Email & Chat Services

92. Click the End Call chat script and then click the OK button.

| % Chat

Mame
<Mones
Abweizen

Agents Busy

Halten

Hald

Matches Test

b ax W ait Time

Reject

Start Chat Seszion

Topic 1 Welcome Meszage

| | Calumnsz

93. Click the OK button.

General | ¢* Telephony  TChat |

Jabber Identifier: |T0I1‘ifl'I
@ abccompany.com

Max. time to accept: {mm:ss)

Chat script at...

=

[-]

-]

|End cal

[-]

|<None>

[-]
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94. A Welcome script can now be added for each Agent. This will inform the customer which

chat agent they are connected to. The chat script was configured earlier in this guide.

& Chat script - Edit ]
MName: Start Chat Session|
Text:

You are connected with 3:CCK_AgentMamec ~ =g

95. In this example, a Profile will be used. Click Configuration and then select Agent
profile.

System  Service Windows Help

Topics

Agent groups
Agents I
Agent profiles I'OLIDS I F &

Teams

;
Customers

External destinations

Announcement scripts

IVRs

Chat scripts

96. Click the required Agent Profile and then select the Edit button.

Configuration  System Service Windows Help

Wiew ‘ <Al v|

FEVEAs I ¢ Countries | (4 Queue devices | #= Telephones | {5 Telephone groups I T Chat server | ¥ Chat scripts

@D I eTopics | m.‘\gent groups I .ﬂ Agenits Q Profiles I@Teams | [£3) Customers I [ Extemal destinations I @Mnuuncemenl scripts | @\VF{E | SEPBXs | %CCH.AP server |
Mame 4 Td E-mail Chat FBX Edit
Agent Defautt
Femue
Multi group Profile X PBXServer
Supervisor Default
Supervisar Profile X PBXServer
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97. Click the Chat tab.

General | ¢* Telephony [®Chat |

Mame:

Privileges:

Task types
[ Telephony
[ E-mail

[w] Chat

98. Click the Welcome Text ... browser button.

General | ¢® Telephony " Chat |

Welcome text: |

Group assignment

Prio MName

&0 Support
<None
<None
<None
<None
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99. Click the Start Chat Session and select the OK button.

| % Chat

Mame
<Mones
Abweizen

Agents Busy
End Call

Halten

Hald

Matches Test

b ax W ait Time
Reject

Start Chat Sessio

Topic 1 Welcome Mezzage

| | Calurnrs

100. Click the OK button.

General | ¢* Telephony  TChat |

Welcome text: |Starl Chat Session

Group assignment

Pric Name

&0 Support
<Nong>
<Nong>
<Nong>
<Nong>

October 2017 168



Avaya IP Office Contact Center Task Based Guide- Email & Chat Services

101. It is now necessary to restart two services. The IPOCC Chat Taskserver & the IPOCC
Tomcat WWW must now be restarted (IPOCC Tomcat WWW restart is only required, if
you are using the WebChat). Using the right mouse button click the windows icon and
select Run.

Programs and Features
Power Options

Event Viewer

System

Device Manager
Network Connections
Disk Management
Computer Management
Command Prompt
Command Prompt (Admin)
Task Manager

Control Panel

File Explorer

Search

Run

Shut down or sign out 4

Desktop

Fﬁ Server Manager | ed

S

102. Type services.msc and then click the OK button.

Run -

f

=== Typethe name of a program, folder, document, or Internet
resource, and Windows will open it for you.
Dpen: | senvices.msc v

'5' This task will be created with administrative privileges.

| oK | | Cancel | | Browse... |
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103. Choose the IPOCC Chat Taskserver and then select the Restart Service button.

File Action View Help

OEEEEN RO T

Restart the service

Description:
Avaya [P Office Contact Center Chat
Taskserver

104. If you are using WebChat, you need to restart the IPOCC Tomcat WWW service.

 Sevvces Loca) | g
IPOCC Chat Taskserver Name *
. Internet Connection Sharing (IC5)
Stop the service % Internet Explorer ETW Collector Service

E'%IP Helper
7 IPOCC Address Book Server
7 IPOCC CHAP Server

2% IPOCC CHAP synchronizer
*4 |POCC Chat Taskserver
€5 IPOCC IPO Sync Service

Description

Provides ne...
ETW Collect...
Provides tu...
Avaya IP Of...
Avaya IP Of...
Avaya IP Of...

Avaya P Of...

Choose the IPOCC Tomcat WWW service and then select the Restart Service button.

File Action View Help

R EERE EIRE D

% Services (Local) la)

IPOCC Tomcat WWW

Stop the service
Restart the service

Description:

Avaya [P Office Contact Center public
Torncat Server -
http://temcat.apache.org/

Restart Service

Y
Name

7 IPOCC Rod SchedulerServer
% IPOCC Statistic Generator
3 IPOCC Statistic Scheduler
5 IPOCC Tomeat

5 IPOCC Tomeat WSC

*1 | DOCC Tomeat WWW

Qé IPOCC Trace Server
:%IPOCC Ul Session Manager
£L1POCC UM ClientAdapter
5 IPOCC UM ConfigServer
5 IPOCC UM DB-Server

5 IPOCC UM LMA-Server

3 IPOCC UM POP3IMAPA Client
7 IPOCC UM Server

Description

Avaya IP Of...
Avaya IP Of...
Avaya IP Of...
Avaya IP Of...
Avaya IP Of...
Avaya IP Of...
Avaya IP Of...
Avaya IP Of...
Avaya IP Of...
Avaya IP Of...
Avaya IP Of...
Avaya IP Of...
Avaya IP Of...
Avaya IP Of...

[<] m

Extended [ Standard /
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Configuring the one-X Portal XMPP service

As the one-X Portal service is installed as default onto the IP Office Server Edition and

application server, it can be utilized to provide the XMPP service for Chat functionality.

When following the instructions in this guide, it is assumed that the IP Office Contact Center, the

IP Office and the One-X Portal service have been correctly configured.

To use the One-X Portal's XMPP service for the IP Office Contact Center, changes are required
in all three components.

i. one-X Portal
ii. IP Office Manager

iii. IP Office Contact Center (Use sections Configuration an existing Topic to use
Chat and Configuring an existing Agent group to use Chat)

One-X Portal

1. Using a web browser, open https:// XXX . XXX. XXX.XXX:7070 (where XXX. XXX . XXX. XXX

is the IP address of the IP Office Server Edition or application server).

Y Avaya IP Office Web Mzr X

& (] | 8@ Secure | https://192.168.42.3:7070/WebManagement/WebManagement.htm
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2. Enter the Username Administrator and the required Password and then select the
Login button.

Avaya IP Office Web Manager

User Name |Administrator l
Password I .............. | l
Select Language English v

offline Mode @

® 2017 Avaya Inc. All Rights Reserved.

3. Click Applications and then select one-X Portal.

AVAYA

@ Solution = Call Management  System Settings  Security Manager ~ Applications

) File Manager
Solution
P Office Manager
LUT DBJECTS ~ one-X Portal
oicemail Pro - System Preferences
View All (3) Acti - Configure =
3 1ons L Voicemail Pro - Call Flow Management
@ 308D99B29313 1 WebRTC Configuration
Online (3) @ IPOCC Server 1 Integrated Contact Reporter
Offline (0) Web License Manager
’ & O00EODOT061965 1 .
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4. Click Configuration.

BVAYA

Health

Dashboard

Component Status

IM/Prs ce Server Stat
Key R t Events

Active Sessions
Envirgnment

IM Archive

orm=>< Portal for IP Office
¥ Dashboard

1P Office /Expansions

IP Office/Expansions Status

User Details

User Details

Component Status

B Avsilable:100% (1)
Starting:0% (0)
B Failed:0% (0)

Other Failures(1)

System Directory

‘Web C
Help & Support

Logged In Users
o

Total Users

Welcome Administrator | Help | Logout | Version: 10.1.0.0.0 build 211 -

Health

Memory Status Environm:

§ - JVM Max Memory 691 GB

S N 1w JVM Allocated Memory 50581 MB
7%

IM/Presence Server
IM/Presence Server IMiPreser

XMPP Domain Name Status

5. Click IM Presence.

AEYA

Health
‘Configurafion
Providers

Users

csY

Branding
Exchange service
SMTP Configuration
Ceonference Dialin
Host Domain Name

Conference Clean Up

Central CTI Link

Security
_ _

ome=>< Portal for IP Office
‘W Dashboard

1P Office {Expansions

IP Office/Expansions Status

Component Status

B Available:100% (1)
Starting:0% (0)
M Failed:0% (0)

Other Failures(1)

User Details
User Details System Directory
Logged In Users Total Users
(1] 15

Welcome Administrator | Help | Logout | Version: 10.1.0.0.0 build 211 -

Memory Status Environm

) ‘ VM Max. Memory 6.1 GB

JVM Allocated Memory 505.81 MB

IM/Presence Server

IM/Presence Server IM/Preser

XMPP Domain Name
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6. Inthe XMPP Domain Name field, enter the Customer's XMPP Domain Name and then

select the Save button.

‘Welcome Administrator | Help | Logout | Version: 10.1.0.0.0 build 211

AVAYA .
s N
or=>< Portal for IP Office
Health P Froviders
Configuration P Users
Providers | =
Users P> Branding
csv
Branding W IM/Presence Server
Branding
Ii/Presence ) Server to Server Federation &
Exchange service D e
SMTP Configuration sconnec
Conference Dial-in Anyone can connect i
Host Domain Name Port number 5269
Conference Clean Up
Central CTI Link Idle imeout 3600
Security MyBuddy user name mybuddy
Diagnostics XMPP Domain Name abccompany.com|
T
Directory Integration Days to archive IMs 182
Gadgets Configuration Mote:
™ — Days to archive IMs field will be disabled until IM/Presence server is available
Web Conferences [Save] | ciear| | Refresh |
ST P IM/Presence Exchange Service
P SMTP Configuration
P Conference Dial-in Information

7. A message is displayed stating that the one-X Portal service will require a restart. Click

the Yes button (This will not restart one-X Portal).

Confirm {x]
Changes to IM/Presence configuration require
one-X Portal server restart. IM/Presence
functionality will stop working till server is restarted

Do you wish to continue?
No

8. A Save IM/Presence Configuration message will appear.

Save IM/Presence Configuration

IM/Presence configuration changes are being saved. Please wait for confirmation.

9. Click the Close button.

Information [x]

@ The IM/Presence configuration changes are saved
Please restart one-X Portal service,

|
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10. Click Yes to restart the one-X Portal service.
Gunfiﬁ

The IM/Presence configuration changes are saved.

Please restart one-X Portal service. one-X Porial

service needs to be restarted. Do you want to
restart one-X Portal service?

[res]ine |

11. Click the Solution button.

AVAYA
@ Solution Call Management = System Seftings  Security Manager = Applications

' one-X Portal | &

12. Click the = button.

AVAYA
@ Solution  Call Management = System Settings = Security Manager  Applications
Solution Solution Settings ~
A
View All (3) Actions -
@ 308D99B29313 192.168.42.3 =] ~
Online (3) @ IPOCC Server 192.168.425 = W
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13. Click Platform View.

AVAYA

& Solution = Call Management  System Settings = Security Manager = Applications ‘ ?
Solution
v
View All (3) Actions v
@ 308D99B29313 192.168.42.3 = v
= Dashboard
Online (3) @ IPOCC Server 192.168.42.5 v
P Platform View
Omng(0) @ 500v2 192.168.42.4 .
Backup
Restore
Servers (2)
On-boarding
Expansions (1)
Launch SSA
Application Servers (0)
Senvice Commands
View Upgrade Report

14. Check that the one-X Portal light returns to green.

AVAYA
% Solution  Call Management =~ System Seitings =~ Security Manager ~ Applications

Platform - | 192.168.42.3 | f
System
Services
¢ @ IPOffice 6 days, 00:28:02 71440K 1 0% ke =
« @ oneX Portal ass 1079732K / 0% St
¢ @ Volcemall 6 days, 00:27:52 20932K 1 0% b Soe
o @ Web Manager 6 days, 00:29:04 384068K / 0.2% -

v @ \Web License Manager 6 days, 00:27:42 384068K / 0.2% Stop

» Show optional services
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IP Office Web Manager

1. Open the Web Manager and click Applications followed by IP Office Manager.

AVAYA
@_\ Solution  Call Management = System Settings = Security Manager =~ Applications
A File Manager
Platform - | 192.168.42.3 | &
IP Office Manager ﬂ

2. Click Configuration.

Summary Open... A

- -

| :i System Status

[ @ Hardware Instalied

3. Expand the Primary Server menu.

@K BOOTP (6) Server Edition Primary
E-¢# Operator (3)
£ Solution © Hardware Installed ~
d-§  User() Control Unit IPO-Linux-PC
-3 Group(0) Secondary Server. NONE
:2 g'i‘:;g;:;](‘“' Expansion Systems: 192.168.42.4
£ Time Profile(0) System Identification: 5f1906e84bab7c975b734ac3681850a94c2567e0
.&m Account Code(0) Serial Number. 308499029313
&-f5 User Rights(3) © System Seffings
i Location(0] IP Address: 192.168.42.3
Sub-Net Mask: 255.255.255.0
(-5 500V2 System Locale: United Kingdom (UK English)

Device ID: NONE
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4. Using the Right mouse button select User

Configuration

W System Inventory

| E-429 Seluticn

w-§  User(13)

----- u Greup(D)

-8 Short Code(45)
----- 22 Directory(D)

i1 Time Profile()
----- B Account Code(0)
#-§g User Rights(9)

""" & Location(D)
=520 308089623313
[H-55p System (1}
H-T% Line (1)

[~ Control Unit (11)
l: H i

[ User 12)

[t @ Short Code (47)
----- @ Service ()
""" @ Inceming Call Route

5. Click New.

= Control Unit (11}

~

Server Edition Primary

= Hardware Installed
Control Unit: IPO-Linux-PC
Secondary Server: NONE
Expansion Systems: 192.168.42.4
System |dentification: 5f1906e84bab7c875b734ac3658f850a94c2567e0
Serial Number: 308499529313
= System Seftings
IP Address: 19
Sub-MNet Mask: 5.
System Locale: United Kingdom (UK English)
Device ID: NONE
Number of Extensions on System: 6
= Features Configured

2.168.42.3

Licences Installed: Receptionist(1);, VMPro Recordings Administrators(1);

Connected Extensions: 2100; 2101; 2103; 8500

Essential Edition Additional

New Crl<N =l
New User Rights from user

Cut Ctrl+X

Copy Ctrl+C

6. Inthe New User record enter the below and then choose the OK button:

A. Name = Jabber Identifier in IP Office Contact Center for the Topic

B. Password = password In IP Office Contact Center for the Topic

C. Confirm Password = password In IP Office Contact Center for the Topic

D. Extension = If the topic is not configured for telephony it will not have an

extension in IP Office Contact Center. The extension entered for the new IP

Office user has to be unigue from other extensions in IP Office and from

telephony topics extension range from IP Office Contact Center. If the topic also

has telephony in IPOCC, the extension entered for the IPO user doesn't have to

be the same.

E. Profile = Choose Basic user. (If you want to test the Chat topic using a one-X

Portal user, it will only work if you select a Power User. If Basic users are used,

the Chat option is not available).
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El e EREEReT
User Veicemail DND ShortCodes  Scurce Numbers  Telephony  Forwarding  Dialln - Voice Recording E:‘
: A~
Mame @Topm‘l |
Password @Jooo..o..... |

Confirm Password @-uuuuu |

Unique ldentity

Audic Conference PIN |

Confirm Audic Conference PIN |

Account Status |Enabled ~

Full Mame |

Extension @JBQD‘I

Ermnail Address

Lecale | ~
Priority [s v
Systermn Phone Rights |None v|

Profile @Basic User V|

[] Recepticnist

Enable Softphone
Enable one-X Portal Services

Enable one-X TeleCommuter ]

| oK || Cancel || Help

7. Choose the default None and the click the OK button.

HAvaya [P Office Manager
Would you like a new VolF extension created with this number?

(C) H323 Extension
() 5P Bxtension
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]

Jowetoy ==
& Personal | S System &+ External Q, search Al

¢, Enter a name or number Al ﬁtliﬂ a

Q= Agent2203 e
(2% Agent2204

2 Agent2205

(2, Contact Center

(2= Extn3209

(3%, webchatdialog v

IP Office Contact Center Chat Topic details

@ [Topic] Topicl - Edit

General | ¢* Telephory  "ReChat |

Task server: |T5_D1EITSEWEF || |

Jabber Identfier
(@abccompany.com

F‘asswurd: |-----------| |

8. Repeat the process for each topic that is to be used for Chat.

Step 9-12 should only be used if you require the inbuilt IP Office Contact Center
WebChatDialog.
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9. Create another new user and in the Name field enter webchatdialog with the Password
and Confirm Password fields using DialogChatWeb. Enter an extension number away
from the User extension numbers. Then click the OK button to create the user.

7 <User:0>: * e vi<l|s &
User Veicemail DND ShortCodes  Source Numbers  Telephony Forwarding Dialln - Voice Recording |+ | ¥
Mame |wehchatdialog | | ~
Password |oooooo.oooooo| DialogChatWeb |
Confirm Password [seesocasccsee| DialogChat\Web |
Unigue ldentity
Audio Conference PIN | |
Confirm Audic Conference PIN | |
Account Status Enabled ~
Full Mame | |
Extensicn |8591 |
Ernail Address | |
Lecale ~
Pricrity 5 ~
System Phone Rights Mone ~
Profile Basic User w
O Receptionist

Enable Softphone

Enable one-X Portal Services

Enable cne-X TeleCommuter w
£ >

Cancel Help

10. Choose the default None and then click the OK button.

Avaya |P Office Manager
Would you like a new VolP extension created with this number?

() H323 Bxtension
() SIP Extension
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11. Click the Save icon.

'L Avaya IP Office Manager for Server Edition 308059829313 [10.1.0.0.0 build 138] — O X
File Edit View Tools Help
308099829313 v User = 8301 webchatdialog 1
2 {HEEE L v @
5 webchawlislog:gs0l e -d X v - &
A E]OOTE ('7()3) ~ SEr i Vbicemail DND ShortCodes  Source Numbers  Telephony Forwarding  Dial In Voice Recording lzl:‘
: perator
B Solution Name |webchatdialog | -
B-§  User (17)
""" “ Group(0) Paszward |oooo.o.oo.... |
(-8 Short Code(43)
..... ME Directc-r}f(D] Confirm Password |............. |
£ Time Profile(0) ) )
-8 Account Code(0) Unigque Identity
[-§ User Rights(9) :
_____ & Location(D) Audic Conference PIM | |
50 308D95B25313 Confirm Audic Conference PIN | |
5=y Systemn (1)
Account Status |Enabled V|
Full Mame | |
Extensicn |8s01 E
£ 2100 Agent )
g 2109 Agent10 Email Address | |
- 2101 Agent2 | nrale [ ol
12. Click the OK button.
%" Send Multiple Configurations - [m] X
Select . Change . Incoming Qutgoing Error
M IP Office Mode RebootTime Call Barring Call Barring Status Progress
v N z0e099829313 [ Merge ~ 1508 O | O Q o
| oK | | Cancel Help
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Verifying Web Chat Integration before customer

implementation.

The following process allows the customer to insert a Chat session link into their webpage.
Before asking the customers web developer to insert the new content, a test page can first be

used to validate the process.
Default Test page

1. On the IP Office Contact Center server, browse to the location C:\Program files (x86)\
Avaya \ IP Office Contact Center \ Tomcat WWW \ webapps \ WebChatDialog

J <« Local Disk (C:) » Program Files (x26) » Avaya » IP Office Contact Center » Tomcat WWW » webapps » WebChatDialog

2. Select and edit the testCertificate.html file.

NOTE: If the server does not have an html editor installed, then you are advised to copy the file

and edit on the technician’s laptop/desktop where an html editor is installed.

SN B | WebChatDialog
“ Home Share View
:(-:I - 1 | <« Local Disk (C:) » Program Files (x86) » Avaya » P Office Contact Center » Tomcat WWW » webapps » WebChatDialog v &
MName * Date modified Type Size

[ Favorites

B Desktop | components 4/11/2017 %:25 A File folder
4 Downloads | images File folder
15 Recent places J languages File folder
. META-INF File folder
1M This PC | scripts File folder
i Desktop ) styles File folder
| Documents . WEB-IMNF File folder
4 Downloads AvayaWebChat,js JavaScript File 2KB
o Music @ certificate.html HTML Document 1KB
= Pictures @ chat.html HTML Document 3KB
& Videos @ chat2.html 4 HTML Document 3KE
.==_, Local Disk (C:) a test.html 4, HTML Document 2KB
|| testjsp 4/ J5P File 2KB
€ Network | E] testCertificate.htm 4 HTML Document 2KE
a testCertificate2 html 4 7 HTML Document 2KB
@ webChatDialog.html 4/3/2017 T:01 PM HTML Document 11 KB
|| WehChatDialog.properties 4/3/2017 7:01 PM PROPERTIES File 2KB
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3. The default IP address of 192.168.1.143 needs to be updated to the IP address of the
IP Office Contact Center server.

S change log o [ testCertificate html £1 |
1 Bk-- ~
2 testCertificate.html
3 Copyright 2016 Avaya Inc. A1l Rights Reserved.
4
=
&
7 -
8 <!DCCTYPE htmlZ>
] E<hcml>
10 = <head>
11 <meta charzet="ntf-8">
12 <meta http-equiv="x-na-compatible" content="IE=10"><!-- Use Internet Explorer % Standards mode --3>
1LE <titlexAvaya WebChatDialog</title>
14 = <script type="text/javascript">
15 jj
16 —] function startc(){
17 var isSafari = /Safari/.test(navigator.userhgent) ;
i8 var isApple = /Apple Computer/.test(navigator.wvendor) ;
19 var winHeight = 400;
20 E if (isSafari){
21 —| if (isapple){
22 winHeight = 445;
23 o }
24 o }
25 window.open({'https: /419 log/chat2.html ?topicName=Topicl', ' bla
26 =' + winHeight + ', toolbar=no,search=no, lo
27 1
28
29 o </script>
2 L e A v
< >
Hyper Text Markup Language file length: 1,974  lines: 52 Ln:1 Col:1 Sel:0|0 Unix (LF) UTF-8 INS

4. Now we need to update the name of the Topic to be tested. Change Topicl to the
Topic name (Not the Jabber Identifier) to be used by the customer. When finished Save

the changes and if necessary copy the file back to the IP Office Contact Center server.

<IDOCTYPE html>

<html>
<head>
<meta charsec="ontf-8">
<mecta hrrp-equiv="x-na-compatible" contenct="IE=10"><!-- Use Internet Explorer 9 Standards mode -->

<title>Avaya WebChatDialog</title>
<script type="text/javascript">

function starc(){

var isSafari = /Safari/.test(navigator.userAgent);
var isApple = /Apple Computer/.test(navigator.vendor):
var winHeight = 400;
if (isSafari){

1f (ishpple){

winHeight = 445;

1

}

window.open('https:
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5. Using an Internet browser, browse to
https:// XXX XXX XXX XXX:28443/WebChatDialog/testCertificate.html

Where XXX. XXX.XXX. XXX is the IP address of your IP Office Contact Center server

= m] x
Avaya WebChatDialog X ClE

€ a https://192.168.42.5:28443 /WebChatDialog/testCertificate.htm c Q, Search ﬁ (=] +y A © =

6. Click the Start Chat button.

7. Type in a Name for example. CustomerO1 and then click the Start chat! button.

B | httpsy//192.168.42.5:25443 /WebChatDialog/chat2.htr

Name-

Press button to start chat

Start chat!

Warning! The chat opens in a popup
window. Some browsers will try to block
this window. Please allow popup
windows!
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8. In the bottom field, type the text to be sent to the topic and select the Send button.

@ WebChatClient - Mozilla Firefox — O x

@ a https://192.168.42.5:284435 WebChatDialog,/webChatDialog.

w Chat started at: 09:16

Q How can we be of assistance?

|Hello this is a test to Topic1 |

9. The text is sent to the Topic as illustrated below.

@ WebChatClient - Mozilla Firefox — O >

Da https://192.168.42.5:28443 WebChatDialog/webChatDialog.

m Chat started at: 09:16

Hello this is a test to Topicl
09:18

0 You have entered a Chat session for

0 Agent js available
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10. The Chat request, can now been seen in the Agent’'s Chat Window.

& Archive

| Topic Participant Started Text

Tapicl Custorneril 07/01/2016 16:50 Hello this is a test to Topicl

Topic: Topicl

[16:50:31] Customer01: Hello thisis a test to Topicl

11. To assist any support queries, the TTConsole — WebChat — WebChatDialog can be

used to view information.

r localhost - [WebChatDialog / IPOCC / 18944] [= T |
B File Edra View Window Help |- |&|x]

sy 0T OC s [ 2 I S navcscmsany s sEasas smttine .

€1) /1POCC ~] log:19:04.211 Tc_Gener = T

SGS«V&(S;;;/T)\POCC/ 09:19:53.761 JL CCDRTA Info On update event.

Statistic S uler (085) / gzi::i.z?? u;i g: ;";O get DSSQ;SXD:‘A Sb]ec\: for query excution.

stobenc v (67, /80000 Mo 3g:cs :;; ;IEB T I“; c-e“mg Rnpw e :3

St (066) /IPOCC. :19:53.8 "_Info urrent Roster count :

09:19:53.859 NEBC:’!AT_I!:fD Is packet instance of Presence: false

.859
870
09:19:53.870
09:19:53.872 ¥
09:19:53.872
09:19:53.872

webchatdialog [ed7bed9d-0149-453e-bed9-8998c4e28e12]: <SEND> <ig id="NOfBY-8" type="set"><query xmlns="jabber:ig:rost
com.avaya.ipocc.webchat.xmpp.XMPPRosterManagerSRosterListenerImpl:entrieshdded() > Entry added in roster
XMPPRosterManager. :> <ig 1d="977-205" 1 .com/WebChat_XMPPRosterManager” type="set"><query
Is packet instance of Presence: true

Intercepting presence packet.

webchatdialog [ed7bed9d-0149-453e-be49-8998c4e28e12]: <SEND> <presence id="NSfBY-9" to="stuart@abccompany.com® type="

TRViewer (069) / IPOCC /
U\SessmManagu (©084) /

122 Option

diler (111) /IPOCC / 798
Ilad_svv(107) /1POCC /1!
[23 System

.e72 reate encry successfully: scuar .con
:_fm/q;gcém .872 .pr () : XMPP Jabber ID: topicl@abccompany.com State : available
Viachdon (06T) / IPOCC || [09:19:53-875 : () : XMPP Jabber ID: stuart@abccompany.com State : requested
.ee1 XMPPRosterManager. :> <ig id="NOfBY-g" 121 v.com/WebChat_XMPPRosterManager” type="result"></ig
.890 com. avaya. ipocc. webchat . xupp. XMPPROSTeHanagerSRosterListenerinpl entriesUpdated ) > Entry updated in roster
.8%0 XMPPRosterManager. :> <ig id="358-206" 1al .com/WebChat_XMPPRosterManager" type="set"><query
.633 JL On update event.
212 XMPP user: topicl@abccompany.com State: available
.212 | XMPP use: stuart@abccompany.com State: requested
.212 TC_General Re-send subscribe request for stuart@abccompany.com because current state recive as : requested
.212 WEBCHAT_Info Is packet instance of Presence: false
.212 WEBCHAT Info webchatdialog [ed7bed9d-0149-453e-bed3-8398c4e28e12]): <SEND> <ig id="NSfBY-10" type="set"><query xmlns="jabber:ig:ros
§.222 com. avaya. ipocc. webchat . xmpp. XM ListenerImplientriesDeleted() > Encry deleted from roster
222 XMPPRosterManager. :> <ig id="37-207" to="webchatdialog@abccompany.com/WebChat_XMPPRosterManager type="set"><query X
.226 Is packet instance of Presence: false
.226 webchatdialog [ed7bed9d-0149-453e-bedd-8998c4e28e12]: <SEND> <iq id="NOfBY-11" type="set"><query xmlns="jabber:ig:ros
.233 XMPPRosterManager. :> <ig id="NOfBY-10" ial . com/WebChat _: rManager" type="result"></i
.243 com.avaya.ipocc.webchat . xmpp. XMPPRosterManagerSRosterListenerInpl ientrieshdded () > Encry added in roster
243 XMPPRosterManager. :> <ig id="187-208" 1a1 .com/WebChat_XMPPRosterManager" Type="seth><query
TC_LicenseWar .246 Is packet instance of Presence: true
(JTC_Waming .246 Intercepting presence packet.
[CIWEECHAT_Data .246 webchatdialog [ed7beddd-0149-453e-bed9-8998cde28e12]: <SEND> <presence id="NOfBY-12" to="stuart@abccompany.com" types

.253 XMPPRosterManager. :> <iq id="N9fBY-11" ial .com/WebChat _ rManager” type="result"></i
EBCHAT_Wam .262 com.avaya.ipocc.webchat . xmpp.XMPPRosterManagerSRosterListenerImpl:entriesUpdated () > Entry updated in roster
104.262 XMPPRosterManager. :> <ig id="332-209" ial .com/WebChat_XMPPRosterManager” type="set”><query
09:21:53.686 CuDRTn Info On update event.
< 0
\Command: Rai| 2

Std 09:22:05 Saved window pos of WebChatDialog / IPOCC / 18944
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12. The TTrace logs can be found in ProgramData \ Avaya \ TTLogfiles \ WebChat.

Home Share View v @
(©  + 1[0 ThisPC v Local Disk (C) » ProgramDats » Avaya » TTlogfiles » WebChat w & [ sesrch WebChat o
¢ Favorites Name - Date modified Type Size
I Desktop [ 2017.04.06.tt_[WebChatDialog@IPOCC]... 4/7/2017 1200 AM  Text Document 8911 KB
& Downloads ] 2017.04.06.tt_[WebChatDialog@®IPOCC]... 4/7/2017 1200 AM  LOG_SERVICE File KB
L Recent places [ 2017.04.07 tt_[WebChatDialog@IPOCC]... 4/8/2017 1200 AM  Text Document 19,853 KB
[ 2017.04.07 1t [WebChatDialog@®IPOCC]... 4/8/2017 1200AM  LOG_SERVICE File 148
18 This pC [£1 2017.04.08_tt_[WebChatDislog@®IPOCC]... 4/9/2017 1200AM Tt Document 19,851 kB
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Creating the HTML to be used for the customer’s web

page.

For each customer web page where a Chat link is required, the customer must add information
in the head and the body of the html web page.

A copy of this text can be found in the file testCertificate.html at the IP Office Contact Center
server location: C:\Program Files (x86)\Avaya\lP Office Contact Center\Tomcat
WWW\webapps\WebChatDialog

IN A LR WebChatDialog
“ Home Share View
G - 1t [l « Local Disk (C:) » Program Files (x86) » Avaya » IP Office Contact Center » Tomcat WWW » webapps » WebChatDialog
¢ Favorites Name - Date modified Type Size
B Desktop | components 2:46 File folder
& Downloads images File folder
-, Recent places languages File folder
META-INF File folder
1M This PC scripts File folder
m Desktop | styles File folder
Documents WEB-INF File folder
& Downloads [B] AvayaWebChat js JavaScript File
W Music 2 certificate.html HTML Doc
= Pictures £ | chat.html HTML Doc
B Videos 2| chat2.html HTML Doc
i Local Disk (C:) 2| test.html HTML Document
| | test.jsp JSP File
G-H Network Hg\teleerliﬁcate.html HTML Document 2 KB
2 testCertificate2. html 2 HTML Do 2KB
2 | webChatDialog.html 04/01/2016 08:53 HTML Document B

After copying the file from the IP Office Contact Center server, you can edit the file before

adding the content to the relevant webpages.

To customize this for your installation, the location of your IP Office Contact Center server must

be defined in the html script.

Change the details in the html as detailed below;
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https://192.168.1.143:28443/WebChatDialog/chat2.html?topicName=Topicl

Change 192.168.1.143 to the IP address of the IP Office Contact Center server and Topicl
to the Topic name (Not the Jabber Identifier) to be used by the customer.

<!DOCTYPE html>

Eﬂn—.ml)

= <head>
<meta charset="utf-8">
<meta http-equiv="x-ua-compatible” content="IE=10"><!-- Use Internet Explorer 9 Standards mode -->
<title>Avaya WebChatDialog</title>

E <script type="text/javascript">

= function start(){

var isSafari = /Safari/.test(navigator.userAgent);
var isApple = /Apple Computer/.test(navigator.vendor);
var winHeight = 400;
[TD] if (isSafari){
= if (isApple){

winHeight = 445;
r }
r )
window.open('hcrps:/[I92 168 3 as)pa4

alog/chat2. html ?ropicName=Topicl',

The details of the Start Chat button can also be changed. For example, Text, colors and size.

E <body>
= <div id="chat container small">
<div id="start_chat small background" style="width: 300px’
height: 20px;
background-color: #60b2Z2ea;
position: fixed;
border-top-left-radins: 10px;
border-top-right-radins: 10px;
-webkit-box-shadow: Opx Opx 10px 2px #BOBOBO: /% Safari 3-4, i0% 4.0.2 - 4.2, Android

2.3+ %/

-moz-box-shadow: Opx Opx 10px 2px #BOBOBO: /% Firefox 3.5 - 3.6 */

box-shadow: Opx Opx 10px 2px #BOBOBO: /% Opera 10.5, IE %, Firefox 4+, Chrome 6+,
i0s 5 */

padding: 10px:

font-size: 17px;

font-family: 'robotobold';

color: #000005;

cursor: pointer;right:10px:;bottom:0px" onclick="start()"><b>Start Chat</b></div>
- </div>

F </body>

-</html>
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This can then match the look and feel of the customer’s own webpages. (See example below).

Chat with an Agent

' + winHeight +

no, location=neo, status=no,menubar

no, s

r 1

E «/seripts>
</head>

E <body>
= <div id="chat container_ small">
<div id="start chat small background" =style="width: 300px;
height: 20px;
background-color: #bcbecD;
position: fixed;
border-top-left-radius: 10px;
border-top-right-radins: 10px:
-webkit-box-shadow: Opx Opx 10px 2px #565aSc; /+* Safari 3-4, 105 4.0.2 - 4.2, Android

2.3+ %/

-moz-box-shadow: Opx Opx 10px 2px #565aSc: /% Firefox 3.5 - 3.6 %/

box-shadow: Opx Opx 10px 2px #565a5c: /% Opera 10.5, IE 9, Firefox 4+, Chrome 6+,
i0s 5 */

padding: 10px;

font-size: 17px;

font-family: 'robotobold':

color: #000000;

cursor: pointer;right:10px;bottom:0px" onclick="start()"><b>Chat with an Agent</b></div>
- <fdiv>
</body>
—</html>
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Using the ‘CHAT web Java’ example

The IP Office Contact Center installation DVD image contains web page examples that can be

used to create custom webpages that will interact with the Chat topics.

[ ACME Company x

< C | @ Secure | hitps;//192.168.42.5:8443/WebChatApp/ | r

ACME Company - we have everything you like

SectionA Start a Chat conversation 12 June 2012:
S0mMe New News
. Fields that are marked with (*) are required
SectionB ) ) ) 5 June 2012: a
(*) What is the appropriate topic to you Support v older news
SectionC
(*) please enter a nick name DivUser
SectionD Can I get some more information about the
SectionE product?

(*) what question do you have

¥/ (*) Do you agree with the privacy policy

start chat conversation

1. Open the Examples folder on the IP Office Contact Center ISO DVD.

AN AL IPOCC10.1.0.0-2700.1714 == -

k

Home Share View o

) | | » IPOCCT0.1.0.0-2700.1714 v c,| | Search IPOCC10.1.0.0-2700.17... 2 |
v Favorites ~ Mame “ Date modified Type Size
B Desktop . 3rd_Pty_SW 41172017 8:44 AM  File folder
4 Downloads . Client 41172017 11:13 AM - File folder
5] Recent places . CRM 4/11/2017 8:44 AM  File folder
£ | . Examples 4M2MT 1115 AM File folder
1M This PC . Server 41727 244 AM File folder
jm Desktop . Utilities 41172017 8:44 AM File folder
| Documents

& Downloads

o Music

=| Pictures

& Videos

-, e e IR 4 m >
Giterns 1 item selected A== =l
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2. Open the Chat folder.

nien-|

Home Share WView

© * 1L » IPOCCI0N.00-2700.1714 » Examples » v & | | Search Bxamples

il - -
1} B 2 Mame Date modified Type

B Desktop Lcal 4/11/2017 8:44 AM File folder

j Downloads 4my 4 ile folder
5 Recent places | Taskflow 41117271115 AM - File folder

. Templates 41172017 11:13 AM - File folder
1% This PC
,_'E Desktop
,_E Documents
j Downloads
ﬂ Music
LEI Pictures

|H Videos L

s

Vo

diterns 1 item selected

3. Extract the ChatExamples.zip.

Home Share View v @
© = 1| » IPOCCI0100-2700.1714 » Examples » Chat » v & | | search Chat 2|
5% Favorites Mame - Date modified Type Size
B Desktop | EN ChatExamples.zip 444720171212 AM - Compressed (zipp... 48,595 KB |
j Downloads
5l Recent places

4. There are three Chat examples. In this example, the WebChatApp.java files will be

used. Extract the WebChatApp.java files.

Home Share View b ﬂ
t | || « Examples » Chat » ChatExamples v & | | Search ChatExamples » |
‘i? Favorites Mame * Date modified Type Size
B Desktop @ WebChat.ReadMe.htrl 4372017 .01 PM HTML Document 2KB
|l§ Downloads | WebChatApp java.zip 4/472017 1:12 AM Compressed (zipp... 3526 KB
‘] Recent places WebChatApp.php.zip 47472017 1:12 AM Compressed (zipp... 23 KB
EN WebChatProxy.zip 44472017 1:12 AM Compressed (zipp... 45,067 KB
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5. Here you will find an Eclipse project file and a build script that can be used by the
customer developer to create a custom Web interface that will link back to the IP Office

Contact Center for Chat from their Web site.

LA

Home Share View

T |_h <« Chat » ChatBxamples » WebChatippjava » v G| | Search WebChatApp.java

Tk Favorites
B Desktop
j Downloads
% Recent places

1% This PC
,:H Desktop
,_E Documents
j Downloads
j Music
_ﬂ Pictures

j Videos

9 items

niepn-|

Home

~

Vs

Share

] -

Mame

| settings

L classes

L dist

L prereq

L src

D .«classpath

D .project

= buildxml

£ ReadMe.html

Date modified

4/13/2017 10:00 AM
47472017 1:12 AM
4/13/2017 10:00 AM
47472017 1:12 AM
4/4/2017 1:12 AM
4/3/2017 7:01 PM
4/3/2017 T:01 PM
4/3/2017 7:01 PM
4/3/2017 T:01 PM

Type Size

File folder

File folder

File folder

File folder

File folder
CLASSPATH File
PROJECT File
XML Document
HTML Document

WView

4 |_h <« Chat » ChatBxamples » WebChatippjava »

v G| | Search WebChat&pp.java

‘E} Favorites
B Desktop
j Downloads
"5l Recent places

18 This PC
j Desktop
E Documents
j Downloads
Hﬂ Music
_ﬂ Pictures
j Videos

9 items
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FY
Mame

| settings
qb classes

S

1 prereq

L sre

D .classpath
D Jproject

= build.xml

£ ReadMehtml

Date modified

4/13/2017 10:00 AM
4/4/2017 1:12 AM
4/13/2017 10:00 AM
4/4/2017 1:12 AM
47472017 1:12 AM
4/3/2017 T:01 PM
4/3/2017 7:01 PM
4/3/2017 T:01 PM
4/3/2017 7:01 PM

Type Size

File folder

File folder

File folder

File folder

File folder
CLASSPATH File
PROJECT File
XML Document
HTML Decument
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7. Edit the WebChatApp.properites file.

e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e

WebChat Integration Sample © 2012 Aw.

A M M A

e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e
e

AT AR AAAATAAAAAAATAAAAAATAAAAAAAAAAAAAAAAAATTAATTTTNT

##% WebChathpp settings

T A AR AAATAAAA AR AAAAATAAATTAAATAAAAAAAAATAAATTAAATAAAAATAAATTAAAAAAAAAAAAATAAAAAAAAAAAAAATTATATAAAAATAAATT AT

]

TITraceServiceHost=vmw2003
TITraceServicePort=10300

The list of topics that can be connected
the format of the

keep

z
B
z
B
# an ent
z
B
T

he ttrace server is specified
# when left empty, localhost on 10300 is connected

opics=Support:support@localhost,S5ales:sales@localhost

ist iz comma separated: <entry>,<entIv¥>, ......
has the format <TopicIDr:<JabberID:» where TopicID must not contain
Mind, that the topicid must CNLY contain alpha

numeric characters

spaces

AT AAAAAAAAAAAAATAAAATAAAAATAAATTAATATAAAAAATAAATTAATAAAAAAT

n internal mode)

Some of the parameters
Proxy's WebService or API. The Parameters

R T T

# The Host name of a XMPP server
WebChatProxy.XMPPServerHost=1localhost

# the port where the XMPP server waits for c
WekChatProxy.¥MPFServerPort=5222

# the XMPP domain where the users reside wh
WebChatProxy.XMPPServerDomain=localhost
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8. Change the topic names to match those on your IP Office Contact Center system. For
example topicl@xmpp.abccompany.com
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a0 A a0 A

a0 Ae a0 Ae

a0 Ae a0 Ae

a0 Ae a0 Ae

a0 Ae a0 Ae

a0 Ae a0 Ae

a0 Ae a0 Ae

a0 Ae a0 Ae

a0 Ae a0 Ae

a0 Ae a0 Ae

a0 Ae a0 Ae

ko Ae ko Ae
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a0 Ae a0 Ae
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A A A A (1) I 13
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ar A ar A o I i
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a0 Ae [ 4 AR + [N

a0 Ae ¥ 4 AR o [
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9. If required, change the location of your XMPP service. In this example, the XMPP

service is running on the same server as the TomcCat service hence the use of localhost.

WebChatProxy.XMPPServerDomain=localhost.

WebChat Integration Sample © 2012 Avaya, All rights reserved. ¥

contaln spaces

uires a set of parameters

re to provide when using the

# The Host name of a XMPP server

WebChatProxy.XMPPServerHost=localhost

4 the port where the XMPP server waits for client connections
WebChatProxy.XMPPServerPort=5222

4 the XMPP domain where the users reside which use the proxy to connect to the XMPP server
WebChatProxy.¥MPPServerDomain=localhost

10. Click File and Save to confirm the changes.

|

File | Edit Format View Help
Mew Ctrl+MN  #
Open... Ctrl+ 0O
|Sa1.re Ctrl+5 |
Save As... -
Page Setup...
Print... Ctiep [

£l

Exit 3

comma separated: <entry>
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11. From R10.0 onwards, IPOffice XMPP server (OnexPortal XMPP Server) will not allow to
connect anonymously. Username and password are mandatory to make XMPP
connection with IP Office XMPP server. To use IP Office XMPP server with

WebChatApp, the following configuration steps are required.

Create XMPP user on IP Office XMPP Server e.g. Username: TestUser and Password:
TestPassword.

Provide the same username and password in the WebChatApp code. Open
\java\sample\src\java\com\comergo\cc\webchatapp\serviet\WebChatBackendServlet.jav
a in the Eclipse

. Go to line number 263 and provide username and password which is created on XMPP
Server, as below,
String sessionIDString = a_lssue.m_Backend.createSession("TestUser",
"TestPassword");

. Recompile the code and create war file and deploy it on tomcat.

12. .Copy the WebChatApp.war file into the C:\Program Files (x86)\Avaya\lP Office
Contact Center\Tomcat\webapps folder.

October 2017

BN L webapps
“ Home Share View
:(-:. - 1 | .« Local Disk (C:) » Program Files (x36) » Awaya » IP Office Contact Center » Tomcat » webapps » v &
=| Recentplaces |~ Mame Date modified Type Size
. , adbadmin 4112017 10:13 AM File folder
M This PC . a .
. OnlineHelp 41172017 11:14 AM - File folder
m Desktop o .
, RODServer 471172017 10:54 AM  File folder
| Documents - .
, ROOT 41172017 11:12 AM  File folder
& Downloads o )
) . | spellcheck 411720017 11:13 AM File folder
o Music i . )
= | StatViewer 41272017 311 PM File folder
=| Pictures . _ )
) textblockadmin 41120017 11:14 AM - File folder
g Videos . - )
. TRViewer 4/11/2017 10:06 AN File folder
i Local Disk (C) o )
. WebChatApp 41372017 1111 File folder
. , WebLM 4 File folder
€W Network - P S - — —
| __| WebChatApp.war 44727 112 AM WAR File 2,166 KB
b
11 items
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13. Copy the WebChatApp.properties file into the C:\Program Files (x86)\Avaya\lP
Office Contact Center\Tomcat\conf folder. Click Yes to overwrite when prompted.

[ =1 conf = =] 2R
“ Home Share View 0
(—:' > 4 | » ThisPC » Local Disk (C:) » Program Files (x86) » Avaya » [P Office Contact Center » Tormncat » conf | v | ‘ Search conf » |
il Recentplaces |~ MName 7 Date modified Type Size -~
_ | WebChatapp.properties 4/13/2017 11:10 AM  PROPERTIES File 1KB
/8 This PC . 1o K
- B
m Desktop Copy File - )
ile 3KB
| Documents 3KB =
& Downloads There is already a file with the same name in this location. . .
J Music Click the file you want to keep t -
. = 4KB
=| Pictures
« Copy and Replace ile 3KB
8l Videos Replace the file in the destination folder with the file you are copying: ile IKE
i Local Disk (C) WebChatApp.properties e 2 KB
WebChatApp (C\Windows) -
- Size: 2,01 KB (larger) t TKB
€ Network Date modified: 4/3/2017 7:01 PM e 4KE
~
17 items
Don’t copy
No files will be changed. Leave this file in the destination folder:
WebChatApp.properties
WebChatApp (C\Program Files (x86)\Avaya\IP Office Contact
Center\Tomcat\conf)

Size: 192 bytes
Date modified: 4/13/2017 11:10 AM (newer)

14. Restart the Tomcat service. Click the Windows Icon and choose Run.

File Explorer
Search

Run

Shut down or sign out v

Desktop
W == |7

15. Type services.msc and then choose the OK button.

Run -

=

= Type the name of a program, folder, document, or Internet
resource, and Windows will cpen it for you.

Open: | services.msc| w

'?;' This task will be created with administrative privileges.

| oK || Cancel || Browse... |
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16. Select the IPOCC Tomcat Service and click the Restart icon.

(a8 Services == -

File Action View Help
e @ E B > m ]

" Services (Local)

-

IPOCC Tomcat MName Description Status Startup Type Log On As ~
L IPOCC Statistic Scheduler Avaya [P Of.. Running  Manual Local System

Stop the service #1 |pOCC Tomeat Awvaya [P Of..  Running Local System

Restart the service 54 IPOCC Tomeat WSC Avaya [P Of..  Running  Manual Local System
54 IPOCC Tomeat WWW Avaya [P Of..  Running  Manual Local System

Description: 5 IPOCC Trace Server Avaya IP Of.. Running  Automatic Local System

Avaya IP Office Contact Center S IPOCC Ul Session Manager  Awaya IP Of.. Running  Manual Local System

Tomeat Server -

httpi//tomcat.apache.org/ 5 IPOCC UM ClientAdapter Avaya [P Of.. Running  Manual Local System

54 IPOCC UM Configherver Avaya [P Of..  Running  Manual Local System -
\F_rtended /(‘Standard/
17. The Chat Web page can now be accessed with the following link:
https://server name:8443/WebChatApp/
- O X
[ ACME Company x
<« C | & Secure | hitps;//192.168.42.5:8443/WebChatApp/ | ¥r

ACME Company - we have everything you like

. Start a Chat conversation 12 June 2012:
SectionA sS0me new news
. Fields that are marked with (*) are required
SectionB i ) ) ) 5 June 2012: a
(*) What is the appropriate topic to you Support v clder news
SectionC ) .
(*) please enter a nick name DivUser
SectionD

Can I get some more information about the

- product?
SectionE (*) what question do you have

¥/ (*) Do you agree with the privacy policy

start chat conversation
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Installing and configuring the Open fire XMPP Service

If one-X is not to be used for the XMPP service, the Open fire XMPP Service is freely available

for use. However before the software is installed onto the Server, the FQDN (Fully Qualified

Domain Name) of the server being used for the XMPP Service should be determined.

Determining the Server’s Hostname

1. Open a command prompt on the Server by using the Start — Run option.
=1 Run -
= Type the narme of a prograrm, folder, document, or Internet
resource, and Windows will open it foryou,
Opent || W
B This task will be created with administrative privileges.
K Cancel | | Browvse.., |
2. Inthe Open field enter cmd and then click the OK button.
=t Run -
= Type the name of a program, folder, docurment, or Internet
resource, and Windows will open it for you,
Open: |cmd| v
B This task will be created with administrative privileges,
| Ok | | Cancel | | Browse.., |
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3. Type hostname and press Enter.

Bl Administrator: G Windows\system32icmd.exe

4. To close down the command prompt, type exit at the prompt and press the keyboards

enter key.

Bl Administrator C\Windows\system32\cmd.exe

October 2017 202



Avaya IP Office Contact Center Task Based Guide- Email & Chat Services

Installing Openfire

1. A copy of Openfire can be obtained from the following web site

http://www.igniterealtime.org/downloads/index.isp

Save a copy on the desktop of the server to be used.

‘ ignite realtime

I | I | | | L

Releases Source Beta Releases Openfire Plugins

COMMUNITY SNAPSHOT .
DOWNLOADS  \8
Downloads 25,944,295
‘.—‘1
« Openfire 4.1.3 Fuans | Sadns | Hesmse | Slonashn | bRl [ SS= - SPECIAL THANK YOU!
l,.&.j.-.. Openfire (formerly Wildfire) is a cross-platform realtime collaboration server based on the XMPP (Jabber)

— protocol. Read about the name change Yo Technologies for an open
source lice pro this project to
help build installers ibute.

7 Windows A Linux K Mac

INSTALL4J

2. Right click on the Openfire installation file and click Run as administrator.

Open

openfire_.

] ® Run as administrator

Troubleshoot compatibility
Pin to Start

Share with
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3. The software installation process will commence.

& installdj Wizard — *

Openfire is preparing the install4j Wizard which will
E guide you through the rest of the setup process.

4. When prompted, click English and then select the OK button.

&1 Language Selection — »

Please select a language:

—= |Engish v

ok || cancel |

5. Click Next to continue.

] Setup - Openfire 4.1.3 - O >

Welcome to the Openfire Setup Wizard

This will install Openfire on your computer. The wizard will lead
you step by step through the installation.

Click Mext to continue, or Cancel to exit Setup.

[ liext> ] | Cancel
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6. Read then license agreement and click | accept the agreement and then click the Next

button.
] Setup - Openfire 4.1.3 — O *
License Agreement y
Please read the following important information before continuing. O

Please read the following License Agreement. You must accept the terms of this
agreement before continuing with the installation.

http://www.apache.org/licenses/LICENSE-Z.0

Unless regquired by applicable law or agreed to in writing
distributed under the License is distributed on an "25 IS
WITHOUT WARRANTIIES OR CONDITICHNS OF ANY KIND, either expr
See the License for the specific language governing permi
limitations under the License.

]
< >
®
(O) I do not accept the agreement

< Back Mext = Cancel

7. Click the Next button to install Openfire in the default directory.

Select the folder where you would like Openfire to be installed, then dick Mext.

Destination directory

:\Program Files (x86)\Openfire Browse ...

Free disk space: 20 GB

< Back Cancel

%] Setup - Openfire 4.1.3 — O *
Select Destination Directory ;
Where should Openfire be installed? O
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8. Click Next to Create an Openfire Menu folder.

% Setup - Openfire 4.1.3 — O =

Select Start Menu Folder .
Where should Setup place the program's shortouts? O

Select the Start Menu folder in which you would like Setup to create the program's
shartcuts, then dick Mext.

Create a Start Menu folder

Openfire]
Accessibility
Accessories
Administrative Tools
Maintenance
System Toals
Tablet PC

Create shortcuts for all users

< Back Cancel

9. The Openfire installation process will continue.

%] Setup - Openfire 4.1.3 — O ®
Installing
Flease wait while Setup installs Openfire on your computer. O
Extracting files ...
pack200.exe
|
Cancel
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10. Click the Finish button to complete installation and run the Openfire software.

%] Setup - Openfire 4.1.3 — O =

Completing the Openfire Setup Wizard

Setup has finished installing Openfire on your computer. The
application may be launched by selecting the installed icons,

Click Finish to exit Setup.

[+ Run Openfire

11. Click the Launch Admin button.

i/ Openfire - O *

Openfire 4.1.3 [Apr 132, 2017 B:55:51 AM]
2dmin conscle listening at
http://amppserver . abccompany . com: 3030
Successfully loaded plugin "admin'.

Start | Stop | [ taunch Admin | [ Guit |
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12. We will now go through a setup wizard. Select the required language. In this example

English has been selected. Click the Continue button.

C openfire- N

Setup

Setup Progress
L
Language Selection Welcome to SEtUp
Server Settings
Welcome to Openfire Setup. This tool will lead you through the initial setup of the server. Before you continue, choose your preferred

Database Seftings language

Profile Settings

Admin Account
Choose Language

O Czech (cs_C2)

O Deutsch (de)

® English (en)

O Espaiiol (es)

@] Frangais (fr)

O Nederlands (nly

O Polski (pl_PL)

O Portugués Brasileiro (pt_BR)
O Pycekmii (ru_RU)

O sloventina (sk)

O Fp3C (f&4%) simplified Chinese (zh_CN)

13. In the Domain field type the Host Name.Domain Name of the customer and then click
the Continue button. The Console Ports can be left as default.

G openfire’ Openfire 4.1.2

Setup

Setup Progress
I

vLanguage Selection SEI’VEI’ Settings

Server Settings
Below are network settings for this server.
Database Settings g

Profile Settings

XMPP Domain Name: IkMPPSErVEr.abccUmpanv.cUm I (

ARSI Server Host Name (FQDN): IXMPPSErver.abc:ompany.com I (

Admin Console Port:
Secure Admin Console Port

Property Encryption via:

(@) Blowfish

(OAES

Property Encryption Key:| |
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14. Change from Standard Database Connection to Embedded Database. Click the

Continue button.

o_ openfire-

Setup

Setup Progress

[ I

+Language Selection Database Settings

¥ Server Settings

» Database Settings Choose how you would like to connectto the Openfire database

Profile Settings
(O Standard Database Connection

Admin Account Use an external database with the built-in connection pool.

(@) Embedded Database
Use an embedded database, powered by HSQLDB. This option requires no external database configuration and is an easy
way to get up and running quickly. However, it does not offer the same level of performance as an external database.

—

Built by Jive Software and the lgniteRealtime.org community

15. On the Profile Settings screen, click Default and then select the Continue button.

O‘ openfire-

Setup

Setup Progress

N

v'Language Selection Proﬁle Settings

«'Server Settings
«Database Settings Choose the user and group system to use with the server.
r Profile Settings
(@ Default
Admin Account Store users and groups in the server database. This is the best option for simple deployments
[ ©Only Hashed Passwords
Store only non-reversible hashes of passwords in the database. This only supports PLAIN and SCRAM-SHA-1 capable
clients.
(O Directory Server (LDAP)
Integrate with a directory server such as Active Directory or OpenLDAP using the LDAP protocol. Users and groups are
stored in the directory and treated as read-only.

Continue

Built by Jive Software and the |gniteRealtime org community
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16. When prompted for the Administrator Account, change the Admin email Address to the
customer Administrators email address. For example:

administrator@abccompany.com. Enter and confirm a system administrator

password to be used with the administrator account on the Openfire software and then
press the Continue button.

G' openfire-

Setup

Setup Progress
I
vLanguage Selection P
guag Administrator Account
+ Server Settings
Enter settings for the system administrator account (username of "admin”) below. It is important to choose a password for the account

patabacelietings that cannot be easily guessed — for example, at least eight characters long and containing a mix of letters and numbers. You can skip

vProfile Settings Ehids steP if you have already setup your admin account. if you skip this step during the new installation, the default password would be
admin”.
Admin Account
Admin Email Address: Iadministratclr@example.cum I

A valid email address for the admin account
Now Pssvors

Built by Jive Software and the |gniteRealtime. org community

17. The setup is now complete, click the Login to the admin console button.

G' openfire’ T

Setup

Setup Progress

+Language Selection

Setup Complete!

v Server Settings

+Database Settings This installation of Openfire is now complete. To continue:
v'Profile Settings

+'Admin Account Login to the admin console

Built by Jive Software and the |gniteRealtime.org community
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18. In the username field enter admin and in the password field enter the Admin
password that was created earlier. Then click the Login button.

‘ ) openfire’ Administration Console

|a|:||T|i|'| ||o.ooo..ooo. | Login

username password

19. We will now add the account(s) to be used for the IP Office Contact Center CHAT
topic(s). Click the Users/Group tab.

‘ , Openﬁ re" Logged in as atll;{il; - Log ou;:
| Sen -l Users/Groups Sessions Group Chat Plugins

Server Manager | Server Settings | TLS/SSL Certificates | Media Services

+ Server Information

) Server Information
System Properties

Language and Time
Below you will find server information, ports being used and latest news about Openfire.

Clustering
Cache Summary Server Properties ) 3 B
TR Server Uptime: 22 minutes — started Apr 13, 2017 8:55:50 AN O =
Logs Version: Openfire 4.1.3
Server Directory: C:\Program Files (x86)\Openfire Smack 4.2.0 released, Mar 20, 2017
Email Settings . ' '
XMPP Domain Name: xmppsenerabccompany.com : .
SHS Settings Openfire Meetings - Update,
Mar 18, 217
Security Audit Viewer Environment
Gooagle Summer of Code 2017
Java Version: 1.8.0_121 Oracle Corporation — Java HotSpot(TM) Client r.|ar2-| 2017 S
VM '
Appserver: jetty/d 2 2-SNAPSHOT Kaiwa - A modern web client for
Ope (=]
Server Host Name (FQDN): xmppsenerabccompany.com Qpenire, Mar 1, 2017
OS5 /Hardware: Windows 10 /x86 Openfire 4.1.3 Release, Feb 24, 2017

Locale | Timezone: en /Pacific Standard Time (-8 GMT)
05 Process Owner: Administrator
Java Memory ) 23,13 MB of 247.50 MB (9.3%) used

Request for Comments: Mavenizing
Spark, Feb 20, 2017

Openfire Chat AP, Feb 18, 2017

Server Ports
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20. Click the Create New User option.

added.

Note: Only CHAT topics require adding to the XMPP service, Agents do not need to be

Server Sessions Group Chat Plugins
Users | Groups :

User Summary

User Summary

User Search

S — Total Users: 1 — Sorted by Usemname — Users per page:
Online Username MName Groups
1 & admin i Administrator None

21. Enter the following and select the Create User button.
a. Enter a Username for the topic as required. For example topicl.

b. In this example, an email address is not required.

Created Last Logout

Apr 13,
2017

Edit Delete

¥ @

c. Enter and confirm a Password for the topic and then select the Create User

button.

Create User

Use the form below to create a new user.

Create New User

Username: * [tepic1 &)
Mame: |tapicl @J
Email: |tapicl@abccompany.com @J
Password: * |.uuuuu @J
Confirm Password * |sssssssssss) @J
Is Administrator? [J (Grants admin access to Openfire)

Create & Create Another Cancel

* Required fields
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This password is initially set for the individually topic from the Chat tab in the IP Office Contact
Center.

%=[Topic] Topicl - Edit

Generall £® Telephary "o Chat | ok |
Task server: ITS_ChatServer I Job code. . | Cancel |

" Reporting/AT Info |
Jabber |dentifisr: ITopic‘I| @ abecompary.com
Skills... |
Pazsword: Iooo..ooo.oo |

T T H“M-ﬂ_\wﬂ”"ﬂm‘ .

e e )

22. The new XMPP topic account is created.

User Properties

Below is a summary of user properties.

& MNew user created successfully

User Properties

Username: topic1

Status: & (Offline)

Is Administrator?: Mo

Name: topic1

Email: topicl@abccompany.com
Registered: Apr13, 2017

Groups: None

23. Click the User Summary link.

O openfire- Lonout

Server ers/Grou Sessions Group Chat Plugins

Users Groups

User Summary

User Options

User Properties

User Properties
Below is a summary of user properties

& New user created successfully
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24. The Online presence will change to green when the setup has taken place in IP Office

Contact Center. If the icon does not change to green, you can use tt_console — Chat —

ChatTaskserver to look for error messages.

G openfire’

Server

Users Groups
User Summary
Create Mew User
User Search

Advanced User Search

Sessions Group Chat Plugins

User Summary

Total Users: 2 - Sorted by Username — Users per page

Online Username

1 8 I

Server | Users/Groups | Sessions | Group Chat | Plugins

Name
Administrator

topic1

Groups
None

None

Created
Apr 13, 2017
Apr 13, 2017

Logou
Last Logout Edit Delete
? o
Z @
Built by Jive Software and the lgniteRealtime.org communit

25. Once the icon is green. The configuration of Openfire is complete.

26. (OPTIONAL) You may wish to create another account on the Openfire that can be used

to test the system internally e.g. ‘customer’. Note that the ‘customer’ will only display as

online when configured in IP Office Contact Center (as a topic) or connected with a chat

client (For example. Pidgin).

Create New User

IIsername: *
Mame:
Email:

Password: *

|s Administrator?

custarner
custarner
custormer@abccomany.com

Caonfirm Password. * |essssssssss

[ tGrants admin access to Openfire)

[ iZreate User ][

Create & Create Another

][ Cancel
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Installing Openfire as a Service

Openfire can also be installed as a service. The openfire-service.exe is located in the bin
directory of the installation.

1. Open a command prompt.

2. Navigate to the folder of Openfire / bin.

3. Enter the following command.
openfire-service / install

4. Openfire is registered as a service.

5. The startup type is set to Automatic.
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Testing a Chat Session using Pidgin XMPP client

It would be good practice to test the Chat topics before they go live. This can be achieved using
an XMPP client for example Pidgin. The account to be used would be the customer account

which was previously created in Openfire.

Create New User

Username: ™ |customer |
Marme: |customer |
Email: |cust0mer@abccomany.com |
Pagssward: * |........... |

Confitn Password: * eeessssssse |

ls Administratar? [ iGrants admin access to Openfire)

[ Create User ][ Create & Create Another ] [ Cancel

1. The Pidgin software can be obtained from the following website https://pidgin.im/

0

-,

pidgin-2.12.01
s

2. Download the Pidgin software and install it on the required PC. Select the Language and
then click the OK button.

@ Flease select a language,

English ~

Cancel
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3. Click the Next button.

B8 Pidgin 2.12.0 Setup — e

Welcome to the Pidgin 2.12.0 Setup
Wizard

This wizard will guide you through the installation of Pidgin
2,12.0,

Itis recommended that you close all other applications
before starting Setup. This will make it possible to update
relevant system files without having to reboot your
computer,

Click Next to continue,

4. Read and agree to the License agreement and then select the Next button.

&= Pidgin 2.12.0 Setup — =
License Agreement

. .
' I ‘, I n Please review the license terms before installing Pidgin 2. 12.0.

Press Page Down to see the rest of the agreement.

“Gnomovision’ (which makes passes at compilers) written by James Hacker, ~
<signature of Ty Coon=, 1 April 1983
Ty Coon, President of Vice

This General Public License does not permit incorporating your program into
proprietary programs. If vour program is a subroutine library, you may
consider it more useful to permit linking proprietary applications with the
library. If this is what you want to da, use the GNU Lesser General

Public License instead of this License.
W

Pidgin 2.12.0 is released under the GMU General Public License (GPL). The license is provided
here for information purposes only. Click Mext to continue,

Mullsaft Install Syster w251

< Back Cancel
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5. Click the Next button to install the defaults.

R

Choose Components

. ]
' I ‘, I n Choose which features of Pidgin 2. 12.0 you want to install.

Check the components you want to install and uncheck the components you don't want to
install, Click Mext to continue,

Select components to install: GTK+ Runtime {required if not present) ~

Pidgin Instant Messaging Client {required)
- shortcuts

C [ Desktap

Start Menu

URI Handlers

HE s B
Description

Space required: 15.0MB

< Back Cancel

6. Click the Install button to install in the default location.

&= Pidgin 2.12.0 Setup — =

Choose Install Location

. .
' I ‘, I n Choose the folder in which to install Pidgin 2.12.0.

Setup will install Pidgin 2.12.0 in the following folder. To install in a different folder, dlick
Browse and select another folder. Click Install to start the installation.

Destination Folder

| C:\Program Files (x86)Pidgin Browse...

Space required: 15.0MB
Space available: 313.0GB

< Back Install Cancel
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7. Click the Next button.

E :.'::':

Installation Complete

. ]
' I ‘, I n Setup was completed successfully,

Completed
Qutput folder: C:'\Program Files (x86)\Pidgin\spellcheck\ib\enchant ~

Extract: libenchant_ispell. dll

Extract: lbenchant_myspell.dil

Cutput folder: C:'\Program Files (x38)\Pidgin

Output folder: C:\Program Files (x86) \Pidgin

Created uninstaller: C:\Program Files (x86)\Pidain\pidgin-uninst.exe

Create shortcut: C:\ProgramData \Microsoft\Windows\Start Menu\Programs \Pidgin.Ink
Reegistering aim URI Handler

Registering xmpp URI Handler

Completed >

< Back Cancel

8. Click the Finish button to complete the installation.

Completing the Pidgin 2.12.0 Setup
Wizard

K Pidgin 2.12.0 has been installed on your computer,

' Click Finish to close this wizard.

Yisit the Pidain Web Page

< Back Cancel

9. Start the Pidgin application.

Recently added

"‘;71- Pidgin
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10. Click the Add button to add an account.

Welcome to Pidgin!

You have ne IM accounts configured, Te start connecting with
Pidgin press the Add... button below and configure your first
account. If you want Pidgin to connect to multiple M
accounts, press Add... again to configure them all.

You can come back to thiz window to add, edit, or remove

accounts from Accounts==Manage Accounts in the Buddy List
window

Add.. Iodify... Delete Close

11. Enter the details for the customer account.

A. Change the Protocol to XMPP.

In the Username field type customer.

w

In the Domain field type xmpp.abccompany.com. (The domain referenced is
for illustrative purposes only and should be replaced with Domain to be utilized
by the customer).
In the Password field type in the password for the customer test account.

E. Click the option to Remember password and then select the Add button.

@

Basic  Advanced Proxy

Login Options

Protocel: @| W XMPP v
Username: @[custcmer

Domain: @lxmpp.abcccmpan}-‘.ccm
Resource:

Pazsword: @[ooooooooooo

@E Remermber password

User Options

Local alias:
[ Mew mail notifications

[ Use this buddy icon for this account:

Remove

[ Create this new account on the server

Cancel Add
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12. Make sure the account is Enabled and then select the Close button.

@ ACCOUNTS .

Enabled Username Protecol

customer@xmpp.abccompany.com,’ W AMPP

Add... Modify... Delete

13. Choose Buddies and then select Add Buddy.

B Buddy List - O ¥
Eud’:ﬁﬁl Accounts Tocols Help
[ Mew Instant Message... Ctrl+M
& Join a Chat... Ctrl+C
) Get User Info... Ctrl+1
View User Log... Ctrl+L
Show L4
Sort Buddies 4
|ﬁ- Add Buddy... Ctrl+B
4+ Add Chat...
4 Add Group...
#ll Cuit Ctrl+
(D) Available ‘-
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14. Type in the topics details under Buddy’s username and then choose the Add button.

= =) Add a buddy.

Account

Buddy's username:
(Optienal) Alias:
(Optignal) Invite message:

Add buddy te group:

15. To create a Chat session right mouse click on the Topic and then select IM.

W custormer@xmpp.abccompany.com/ (XMPP) |~

|t0pic‘| @xmppserverabccompany.com

Cancel Add

8 Buddy List - O

Buddies Accounts Tools Help
= Buddies

) Getinfo

Cm

&= Send File...
View Log
Unszubscribe

Move to

Block

a8
Alias...

Bemove

Set Custom lcon

@ Bpand

Add Buddy Pounce...

Show When Offline

Remowve Custom lcon

() Available -
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16. Enter text into the Chat window and press Enter on your keyboard.

@ topic — O *

Conversation  Optiens  Send To

O topicl

|§|Eont gk |nsert -@gmilel -@gttention!
|ChatEEEEiDntEEtforTopic'I |

17. The Chat session can now be answered by the Agent.

A P Office Contact Center

Eile Goto Chat Help 0:08/ 1:11

Agent1(2101) +

Agent Portal
State | 1 | Tapic Participant Started Text
) Active Topicl customer 18/04/2017 11:46 Chat session test for Topicl
e #
Topic: Topicl @
[11:46:20] customer: Chat session test for Topicl
_' &| -
~
v
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Avaya Documentation

e http://support.avaya.com/

Avaya IP Office Contact Center Task Based Guides
Avaya IP Office Contact Center Start Here First
Avaya IP Office Contact Center Task Based Guide - Core Installation
Avaya IP Office Contact Center Task Based Guide - Advanced Installation
Avaya IP Office Contact Center Task Based Guide - IVR Editor Scenarios
Avaya IP Office Contact Center Task Based Guide - Task-Flow Editor Telephony
Avaya IP Office Contact Center Task Based Guide - Telephony User Interface
Avaya IP Office Contact Center Task Based Guide - Reporting
Avaya IP Office Contact Center Task Based Guide - Dialer
Avaya Task Based Guide Configuring Call Recording with Avaya IP Office Contact Center
Avaya IP Office Contact Center Task Based Guide - Email and Chat Services
Avaya IP Office Contact Center Task Based Guide -Maintenance

Please note, only the Avaya IP Office Contact Center Task Based Guides listed above are
available from Avaya. Further IP Office Task Based Guide documentation as listed below is

available directly from ITEL. http://www.iteluk.com/
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ITEL IP Office Task Based Guides

Initial Installation

© © N o g s~ w NP

IP Office Configuration Maps

IP Office Hardware Installation

IP Office Initialisation

IP Office Manager

IP Office Voicemail Pro Initial Installation Guide

IP Office Small Community Networking

IP Office Customer Call Reporter Initial Installation Guide
IP Office Server Edition Configuration

IP Office Security Policies

UCM

10.

IP Office Unified Communications Module

Core Telephony

11.
12.
13.
14.
15.
16.

IP Office Telephony and Call Routing

IP Office Short Codes Summary

IP Office Hunt Group Setup and Operation

IP Office Conferencing

IP Office IP Telephony Guide

IP Office Computer Telephony Integration — 1st Party

Users, Telephone & Softphone Configuration

17.
18.
19.

IP Office Configuring IP Office Phones and User Accounts
IP Office Call Handling
IP Office Configuring the IP Office Softphone

Auto Attendant & Voicemail

20.
21.

IP Office Embedded Voicemail (Intuity Mode) Flowchart
IP Office Auto-Attendant Setup and Operation
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22.
23.

IP Office Embedded Voicemail
IP Office Embedded Voicemail Flowchart

Voicemail Pro

24.
25.

IP Office Voicemail Pro Summary Guide

IP Office Voicemail Pro — Voicemail User Guide

One X Portal & IP Office Applications

26.
27.
28.
29.
30.
31.

IP Office One X Portal Guide

IP Office One X Mobile Preferred Implementation
IP Office Plug-in for Microsoft® Outlook®

IP Office MS Lync Plugin

IP Office Avaya Flare

IP Office One X Mobile Essential

Customer Call Reporter - CCR

32.
33.

IP Office Customer Call Reporter Configuration Guide
IP Office Customer Call Reporter Wallboard Guide

Contact Store & Receptionist Console

34.
35.

IP Office Contact Store

IP Office Receptionist Console

Maintenance

36.
37.
38.

IP Office Backup and Restore
IP Office System Status Application
IP Office Upgrade Guide
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