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Notice

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

Documentation disclaimer

“Documentation” means information published 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 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 described
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 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 as set forth
below in the Designated System(s) License (DS) section as
applicable. 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 set of Designated
Processors that hosts (physically or virtually) 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 as indicated in the order,
Documentation, or as authorized by Avaya in writing. 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.

Shrinkwrap License (SR). End User may install and use the Software
in accordance with the terms and conditions of the applicable license
agreements, such as “shrinkwrap” or “clickthrough” license
accompanying or applicable to the Software (“Shrinkwrap License”)
as indicated in the order, Documentation, or as authorized by Avaya
in writing.

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
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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 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. Unless
otherwise stated, 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.

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 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 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: (1)
ENCODE VIDEO IN COMPLIANCE WITH THE AVC STANDARD
(“AVC VIDEO”) AND/OR (Il) 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,
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).

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
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.

Avaya, the Avaya logo, Avaya Experience Portal, Avaya Aura®
Communication Manager, and Avaya Orchestration Designer are
either registered trademarks or trademarks of Avaya Inc. in the
United States of America and/or other jurisdictions.


https://support.avaya.com/Copyright
https://support.avaya.com/Copyright
HTTP://WWW.MPEGLA.COM
HTTP://WWW.MPEGLA.COM
HTTP://WWW.MPEGLA.COM
https://support.avaya.com
https://support.avaya.com/security
https://support.avaya.com/security
https://support.avaya.com/css/P8/documents/100161515
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.
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Chapter 1: Introduction

Purpose

This document describes Avaya Experience Portal from a holistic perspective focusing on the
strategic, enterprise, and functional views of the architecture.

The document includes a high level description of Avaya Experience Portal as well as topology
diagrams, connectivity details, interoperability concept, product interactions, and failover best
practices.

The primary audience for this document is the Sales Engineer. This guide is intended to help the
audience understand how Avaya Experience Portal meets customer needs at a high level. Sales
Engineers can use this document, in conjunction with Avaya Experience Portal Overview and
Specification when responding to customer requirements. This document can also be used by
Solution architects, Implementation Engineers, and Support personnel.

July 2021 Avaya Experience Portal Solutions Guide
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Chapter 2: Avaya Experience Portal
overview

Avaya Experience Portal is a standards-based software-only system that enables organizations to:
* Deliver powerful, cost-effective voice and multichannel self-service solutions for customer care.

« Support infrastructure based on SIP and H.323. This infrastructure includes Avaya Aura®
Communication Manager-based gateways and Contact Center products.

* Enhance IT reliability, scalability, and manageability.

» Meet the present demand for simpler IT-managed speech, SMS, email, HTML, and video self-
service solutions.

Experience Portal architecture

An Experience Portal network consists of the Experience Portal system and other external
systems.

The Experience Portal system consists of the following major subsystems:

» The Experience Portal Manager (EPM) that handles outgoing calls, email processors, SMS
processors and HTML application along with managing the Experience Portal system.

» One or more MPPs that process all incoming and outgoing calls

» An auxiliary EPM server that handles outgoing calls, email processors, SMS processors and
HTML application.

The Experience Portal network consists of the following external systems:
* Private Branch Exchange (PBX) servers
» Automatic Speech Recognition (ASR) and Text-to-Speech (TTS) speech servers
» Application servers
A SIP network includes the following external servers:
» Session Manager

» Gateways, such as Audio Mediant Gateway or Avaya G860 High Density Trunk Gateway

July 2021 Avaya Experience Portal Solutions Guide 8
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Experience Portal architecture

For email, SMS and HTML handling capabilities, the Experience Portal system requires the
following additional components:

* SMS processors and Short Message Service Center (SMSC)
» Email processors and email servers
« HTML

Zoning architecture

Zoning provides the capability to deploy a single Experience Portal system across geographical
locations while maintaining centralized management and reporting. With the new zoning feature in
Experience Portal, customers can distribute Media Processing Platforms (MPPs), speech or Text
to Speech, and application server resources across locations. Customers can simultaneously use
Experience Portal Manager to manage the distributed system. Administrators can manage port
licensing and allocate ports by zone or geographical location, organization, and application.

Experience Portal Manager

Experien
ce Portal

Manager |

Multichannel architecture

The following diagram is a logical representation of a multichannel system.
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Avaya Experience Portal overview
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The typical voice configuration for Experience Portal is:
* The telephony server routes incoming PSTN calls to MPP.

* MPP launches the VoiceXML and CCXML application on the web server based on the called
number or SIP URI.

* When the VoiceXML application requests ASR and TTS, MPP sends the request to the
speech server.

The typical email configuration for Experience Portal is:
* The system routes the incoming email through Internet to the email server.
+ EPM monitors the mailbox and identifies the new message.
+ EPM launches the Orchestration Designer email application on the web server.
 Orchestration Designer runtime communicates with EPM to send an email message.

The typical SMS configuration for Experience Portal is:

* The system routes the incoming SMS message to the external SMSC, that is in the cloud
network, using either SMPP or http.

* SMSC routes the messages to EPM.
* EPM launches the Orchestration Designer SMS application on the web server.

 Orchestration Designer runtime communicates with EPM to send an SMS message.
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Experience Portal architecture

HTML architecture

Mobile HTML
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ﬂ
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The typical HTML configuration for Experience Portal is:
» A mobile device sends a request to the Redirector.

» The Redirector fields requests from the mobile devices and routes them to one of the sets of
EPMs defined in the Redirector’s configuration.

* The EPM locates and routes the request to an Orchestration Designer application.

» The Orchestration Designer application establishes a session and returns the Session ID to
the EPM.

* The EPM returns the Session ID to the Redirector.

* The Redirector redirects the session mobile device to a session of the Orchestration
Designer application.

» The Orchestration Designer application and the mobile device interact through HTML.
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Avaya Experience Portal overview

Avaya Breeze® platform integration

Experience Portal and Avaya Breeze® platform Integration
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The typical Experience Portal and Avaya Breeze® platform configuration is:
+ Avaya Breeze® platformPlatform.
» Use System Manager to configure access to Experience Portal (not shown in current image).

* Use LaunchSMS dynamic task to launch Experience Portal SMS applications from Avaya
Breeze® platform work flows.

» Use LaunchEmail dynamic task to launch Experience Portal email applications from Avaya
Breeze® platform work flows.

« The Context Store provides data integration between Experience Portal and Avaya Breeze®
platform applications that allows applications to pass and maintain large amounts of data
between application invocation.

« The PDCs in Orchestration Designer starts ED workflows in Avaya Breeze® platform.
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Experience Portal architecture

Context Store integration
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The typical Experience Portal Conversation and Context Store configuration is:

» The Context Store is deployed separately from Experience Portal and is a data store for
holding transient information for all channels and provides high availability.

* The Local Conversation Store is deployed on Primary and Auxiliary EPMs as part of
Experience Portal and is a data store for holding transient information for SMS channel only.

» The Experience Portal Common Conversation Store is deployed only on the Primary EPM as
part of Experience Portal and is a data store for holding transient information for all channels
such as SMS, Voice, email, and HTML.

» Orchestration Designer application and Conversation Management PDC receives and saves
conversation store data.

Experience Portal network diagram

The following figure shows the Experience Portal network architecture and the connection
between the components.
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Avaya Experience Portal overview

Experience Portal Architecture
Physical View
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The Experience Portal architecture includes the following:

In an Experience Portal system:

July 2021

+ Connectivity

+ Size of the Experience Portal

» Application servers and integrations

» Speech servers

Databases
Back-end
Web Services
CTI

Fax Servers
Email

* The connectivity to IP telephony is either through SIP or through H.323 as IP stations on

Communication Manager.

* Application connectivity is through a secure HTTP or HTTPS.

» Speech connectivity is through Media Resource Control Protocol (MRCP).

» Multiple media processors are used for scaling and redundancy.
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Experience Portal architecture

H.323: A physical view
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SIP: A physical view
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Experience Portal architecture

SIP: A physical view - Experience Portal first
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Experience Portal architecture

Experience Portal architecture - networking

Experience Portal Architecture — Networking
Separating the data traffic
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In terms of data networking, the different kinds of traffic is separated. In general, MPP traffic can
be segregated by the application server, speech server, VolP and management but does not have
to be divided. To facilitate this categorization, the system is deployed on servers with multiple NIC
ports. The network traffic is separated as follows:

 VolIP traffic is separated out from another network.

MRCP traffic to speech servers has their own network. MRCP traffic must have access to the
application servers when remote grammars for ASR or text for TTS are used.

+ Data traffic to application servers is separated out and secured. The security of traffic
between the MPP or email, or processors and the application servers is controlled by the
application's configuration.

* Avaya services can gain access to SAL on the fourth link.
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Avaya Experience Portal overview

Experience Portal offer concept

The Experience Portal Full Ports offer concept includes the basic self-service functionality, such as
connectivity, reporting, and management. This functionality includes maximum concurrent
connections or ports. This model has the following price points for purchase:

» Experience Portal ports.

» Experience Portal ports as part of a speech bundle. This offer has a special price with
bundled speech.

» Experience Portal for customers migrating from a previous Avaya IVR solution. These
features provide migration credits for existing customers.

Some more features can be added as options. These new features include:
+ Video: Supports interactive voice and video interactions.

 Call Classification: Facilitates call classification on outbound calls and is bundled with the
Proactive Outreach Manager software.

* ASR and TTS Proxies: Facilitates connections to speech recognition and text-to-speech
servers and are included with speech licenses purchased from Avaya.

» Zones: Provides the capacity to zone resources into logical partitions for centrally managed
and distributed deployments.

* SMS and email: Supports email and SMS two-way interactions.

* HTML: Supports HTML. Provides HTML licenses that limit the number of HTML sessions that
can be generated per hour.

Customers can buy ports with restricted functionality for special requirements. These ports
include:

» Announcement-only port: Used primarily with ICR to provide wait treatment. This port does
not support interactivity.

» SIP signaling ports: Used with ICR. These ports only support signaling and do not support
any media, including audio.

» Disaster Recovery (DR) ports: These ports are cost-effective, standby ports that the system
uses when an outage occurs in one or more of the system components.

° Note:

DR ports are not required because the Experience Portal architecture is sufficient to
handle outages. However, DR ports are available as an option for certain customer
situations.

© Note:

Certain components are licensed on an individual server basis. For example, ICR Controller is
licensed on an individual server basis. With ICR Controller, you can opt for a more affordable
DR server.
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Chapter 3: Components

Experience Portal provides the following software elements:
» Media server software - To provide IVR-based functionality and Call Classification.
» Experience Portal Manager (EPM) and Auxiliary EPM applications: To offer:

- Centralized management and support for: Experience Portal and its features, Proactive
Outreach Manager, and Intelligent Customer Routing.

- SMS, email and HTML channels.

» Web Server host: To provide the standards-based Voice XML, CCXML, or TextXML script to the
media server. Web Server also hosts email and HTML applications as required for smaller
deployments. Larger deployments support customer-provided application servers.

» Avaya Orchestration Designer tool: To build speech applications, call control applications, and
message applications. You can deploy the VXML or CCXML applications on an existing
Apache Tomcat, IBM WebSphere, or Oracle WebLogic, or JBOSS Web server environment.
You can also deploy TextXML-based applications that are developed with Orchestration
Designer.

* Orchestration Designer: To support application development for Experience Portal.

» Avaya Solutions Platform 110 and Avaya Solutions Platform 130 are also solution components
as Avaya Turnkey offer.

For more information about feature description, see Experience Portal Overview and Specification.
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Chapter 4: Experience Portal Manager
support policy

The process and scope of Avaya support services for Avaya Experience Portal depend on the
phase in which the customer requires support.

Development

Avaya provides support during development and application creation while using Orchestration
Designer, or during a development lab installation of Experience Portal. Avaya DevConnect
Program is the primary support program for program developers. The program developers might
include customers, system integrators, and independent third-party software vendors.

Implementation

Avaya provides support during the deployment and use of a productive system, during activities that
involve operational applications that are run on an Experience Portal system deployed at the
production level. This kind of support is the domain of Avaya Services organization.

Support during development

DevConnect provides the following three levels of support options.
« Community-supported forum boards that are:
- Monitored by Avaya, but for which Avaya does not guarantee a response.
- Primarily used for information and basic troubleshooting.

- Not useful for debugging or for reporting environment issues that require a response from
Avaya.

* Free basic Tiers One and Two technical support that is:
- Available to all registered and Tiers One and Two member levels.

- Used for basic troubleshooting, Orchestration Designer use, and software configuration or
operational assistance.

Avaya responses are limited to pointers to existing documentation for self-help. The free,
basic technical support does not include debugging, log file analysis, or other detailed
software design investigations.
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Scope of support for productive systems

» Pay-enhanced Tiers Three and Four technical support is available for:
- Registered and higher membership levels.

- Gold and platinum members who can use DevConnect membership benefits for these
technical support hours.

Registered members can buy support hours on an hourly basis or upgrade to higher-level
memberships. The higher-level memberships can include a customer level membership that
comprise a specific number of support hours as part of the benefit package.

Based on the support option, DevConnect provides assistance for Orchestration Designer and
creates self-service applications that run on an Experience Portal environment.

» Avaya support is limited to isolated issues on the platform or the product level Orchestration
Designer, Experience Portal, and Interactive Response (IR) when the issue is with the
application execution or application execution environment such as an Orchestration
Designer application or Tomcat Server. The customer or the Avaya Business Partner is
responsible for the resolution of all other application issues.

» DevConnect provides:

- Limited support for the installation, configuration, and administration of an Experience
Portal system to those gold and platinum members who have procured the system for lab
use through DevConnect membership. All other customers or registered-level DevConnect
members must obtain support from authorized Avaya channel partners or Avaya global
services, based on current maintenance agreements.

- The compliance testing services to gold and platinum members. Avaya issues a
compliance letter and other benefits that are outlined in Avaya gold or platinum
membership agreement to members who complete the test. DevConnect responds to
support issues from the gold or platinum member based on the configuration as tested.

» DevConnect does not troubleshoot application issues on production systems. DevConnect
replicates all technical support tickets on lab systems.

Scope of support for productive systems

Avaya responsibilities

Under the terms of relevant hardware and software support contracts, Avaya supports the system,
hardware and software, from end to end, managing the escalation and resolution of problems with
system components to the correct support organization. This system includes hardware and
software categorized as a standard product. A standard product refers to configurations that
Avaya initially designs, tests, and certifies.
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Experience Portal Manager support policy

© Note:

Avaya provides a software-only solution and a hardware and software offer. For the latest and
most accurate compatibility information, go to https://support.avaya.com/CompatibilityMatrix/

Index.aspx.
For a software-only offer, Avaya support is limited to the Avaya Experience Portal software.

Other configurations are of permissive use. The policy is described in the Self Service
Compatibility Matrix.

For the latest and most accurate compatibility information, go to https://support.avaya.com/
CompatibilityMatrix/Index.aspx.

Orchestration Designer is only supported on certain versions of Tomcat, Websphere, and
WebLogic. Avaya Experience Portal can work with any HTTP web and application server provided
the server supports the HTTP protocol. The customer or partner must provide the application
server.

Avaya provides limited support for speech server platforms that are purchased through Avaya. If
required, Avaya engages the Speech Service provider to resolve problems with all speech system
components.

For information related to Avaya services support for Avaya Solution Platform 130, see document
Policies for technical support of the Avaya Solutions Platform (ASP) 130 posted on support site
https://support.avaya.com.

Customer responsibilities

Experience Portal customers have the following responsibilities:

« If the product is customized, and not tested and certified by Avaya, the customer must
support and maintain the product.

» Avaya support is limited to isolated issues at the environment level. When the issue is related
to the application execution environment, that is, Tomcat Server or Orchestration Designer
application, the customer or the Avaya Business Partner is to resolve the issue.

* If a customer expects Avaya to work with the software developers to resolve issues that are
not related to Experience Portal, Avaya Support makes best efforts to support on a time-and-
materials basis.

» The customer or the Avaya Business Partner must maintain the software execution
environment. The customer or the Avaya Business Partner must have the necessary skills to
troubleshoot and resolve any issue related to the application execution environment.

» The customer or the Avaya Business Partner must troubleshoot and resolve any application-
related issue. Consultative support requests related to applications must be sent to Avaya
DevConnect .

* For reporting software bugs or for troubleshooting software, the customer must use the
standard support process. The Avaya DevConnect mechanism or Orchestration Designer
Forum provides software developers the best practices of using Orchestration Designer and
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Scope of support for productive systems

shares information on questions asked by other Orchestration Designer users. Avaya
reserves the right to direct customers to other support channels if the forum questions require
substantial software consultation support.

If Avaya develops any application for the customer, a custom application support contract is
required to get continuous support from Avaya. This support is beyond the support entitled
under a post warranty maintenance contract. The custom application support is a part of the
contract with Avaya professional services.

Customers must perform all administrative tasks. For example, changes in the system,
installation of service packs, upgrade of the system, installation of hot fix, maintenance of the
Voice Portal database, administration of JBoss, and conducting regular backups of the
system.

Customers must take up resolution or root cause analysis issues directly with speech service
providers if the customers have no speech server service contracts with speech software
providers. These customers must submit purchase orders.

Customers are responsible for the external database administration and support.

Avaya Solutions Platform (ASP) 130 customers own ESXi license key; during server failure
customer needs to change the lid and save the ESXi license key. For more information, see
Avaya Converged Platform overview and specification guide on Avaya Support site http://
support.avaya.com.

Avaya customers are required to have a Monitor, USB keyboard, and USB mouse available
for use by installation and/or to diagnose server problems.
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Chapter 5: Implementation options

Avaya Experience Portal server configuration options

When you install the Avaya Experience Portal software, you can use a single server or multiple
servers, depending on the number of telephony ports that you require.

° Note:

For more information, see Avaya Experience Portal Overview and Specification.
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Multiple server solution

Multiple server solution

This configuration includes two or more servers: one dedicated to running the primary EPM
software and at least one dedicated to the MPP software. In addition, you can have an auxiliary
EPM server that handles failover for Application Interface web service requests.

If one MPP server is unavailable, Avaya Experience Portal can redistribute ports to the other MPP
servers if the servers are not already running at full capacity.

The EPM and MPP servers require a LAN to communicate, and network issues might disrupt that
communication.

© Tip:

To determine the installation requirements, see your Avaya Services Representative or Avaya
Business Partner.

For more information on capacity, see Avaya Experience Portal Overview and Specification.

Avaya Experience Portal multisite management

An Experience Portal cluster consists of multiple Experience Portal systems, each with an EPM
and one or more MPPs. However, with the zoning architecture, the Experience Portal system can
have one centralized EPM at the primary or default zone and one auxiliary EPM at each zone or
location. A centralized database (DB) connects all Experience Portal systems into a cluster. In the
current release, this DB can be either Oracle, PostGres, or Microsoft SQL Server and is provided
by the customer. The main information in the centralized DB is the semi real-time operational data
(used for monitoring) and the reporting data.

The following figure depicts an Experience Portal cluster with three Experience Portal systems.
The number of MPPs varies in each Experience Portal system in the cluster. The Experience
Portal system in Singapore consists of a single box that hosts both the MPP and the EPM.

The licensing of an Experience Portal cluster is either centrally handled through Enterprise Wide
Licensing (EWL) WebLM and a local WebLM on each site, or locally managed through the local
WebLM. The advantage of the centralized option is that the customer manages license distribution
across sites without the involvement of Avaya. That is, the customer generates a license each
time licenses must be redistributed across the Experience Portal systems in the Experience Portal
cluster. The advantage of the local option is site independence and one less component to
manage.

From any system in the Experience Portal cluster, you can get the condition of each Experience
Portal system in the Experience Portal cluster. The monitoring data is automatically and regularly
updated. You can also get a link to each remote system.

For multisite configurations, Avaya provides a report-only EPM. The report-only EPM provides a
vehicle for running reports and also functions as the host for WebLM. The software is the standard
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Implementation options

EPM software. This software is set up as an EPM, and has no MPPs. You can also install the
enterprise WebLM on this server.

The Experience Portal properties file must be changed because WebLM takes all licenses.
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Multisite Experience Portal Configuration best practice

Multisite Experience Portal Configuration best practice
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Chapter 6: Connectivity details

Communication Manager (G700) connectivity with two
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Multiple Gatekeeper connectivity

Multiple Gatekeeper connectivity
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Connectivity details

Communication Manager (Media Gateway) connectivity
with two network segments
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© Note:

Application Enablement Services (before AES4.2.1)
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CTI-DIP connectivity — JTAPI (Java Telephony API) through AES
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TSAPI Advanced supports the following functionality:
» Adjunct Route Vector Step.

* Predictive Dialing.

» Selective Listen/Hold: This feature helps a Supervisor to converse without the caller hearing

the conversational path between Supervisor and Agent real-time
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Proactive Contact (PC) connectivity
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Proactive Outreach Manager (POM) connectivity

Proactive Outreach Manager (POM) connectivity
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Interaction Center (IC) connectivity

Orchestration Designer applications can integrate with systems such as Interaction Center 6.1.3 to
8.0, through the IC connectivity VOX server or through the IC VRUSM that is sold as an add-on to
IC. This integration means that each system can use the strengths of the other system in a single
speech application.

With the IC connector items in Orchestration Designer IVR applications, you can:
* Raise alarms on the IC system.
* Transfer calls to the IC system.
* Run a workflow on the IC system.
* Get and set values in the VDU fields on the IC VOX server.

At runtime, the IVR system that uses the Orchestration Designer speech application configured for
IC and the IC system must both be configured to monitor the same channel for incoming calls. The
IVR system can be either an Avaya IR or an Avaya Experience Portal system.
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As a call comes in through a channel that the IC system is monitoring, the switch notifies the IC
system. When the IVR system identifies the call, the Orchestration Designer application that runs
on the IVR system sends a new call command to the IC system. The IC system, in return, creates
a new EDU, and returns the ID to the application on the IVR system. The IC system populates the
VDU id variable field value. This establishes a pipeline to the IC system for the call, thus making
IC functionality available during that session.

© Note:

The Avaya Experience Portal system does not use the concept of channels in routing calls,
but of extensions. So, if you use the IC connector in an application on an Avaya Experience
Portal system, the channel that the IC system monitors on the switch must be mapped to a
specific extension on the Avaya Experience Portal system. That is, if the IC system uses
channel 1234, the extension that you use on the Avaya Experience Portal system must be
1234. For more information, see the Avaya Experience Portal documentation library.

If this dual connection cannot be established within time that is configurable on the IC system, the
IVR system generates an error and discontinues the call.

At the end of the call, the speech application sends a call gone command to the ICsystem to
signal that the system can also disconnect the call. For more information, see the Orchestration
Designer documentation library.

Intelligent Customer Routing (ICR) connectivity

Intelligent Customer Routing (ICR) is a feature of Avaya Experience Portal that provides superior
customer experiences across automated and agent-assisted resources. ICR uniquely combines
Self-Service Applications (SSA), advanced Wait Treatment Applications (WTA), and real-time
routing data from multiple ACDs to deliver excellent customer experiences at the lowest possible
costs. Additionally, Error Handling Applications (EHA) can be configured to ensure that any error
conditions, such as loss of connectivity with all ACD, issues with speech server are easily
handled. ICR eliminates duplicate, parallel CTI network by leveraging the power of SIP.

ICR supports two types of routing mechanisms: BSR and CMS_rt. The ICR architecture consists
of the following four components:

* ICR Admin
* ICR Core
+ ICR Call Control Application (CCA)
* ICRPDC.
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Avaya Aura® Contact Center (AACC) connectivity
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Avaya Aura® Contact Center (AACC) connectivity

Avaya Experience Portal supports integration with AACC, a context-sensitive voice and
multimedia-enabled customer contact solution that allows enterprises to automate and accelerate
customer interactions. For more information about AACC, see Avaya Aura® Contact Center
Fundamentals on the Avaya Support website http://support.avaya.com.
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SS7 connectivity
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For more information, see https://devconnect.avaya.com/public/flink.do?f=/public/download/dyn/
SM52-VP50-IMG.pdf.

Deployment of Avaya Experience Portal in Avaya —
Flatten, Consolidate, Extend (FCE) Architecture

This growth of contact centers has driven scalability, scope of distribution, multichannel options,
and consistency more than before. In this context, the customers have requested the facility to
deliver ingress from multiple points within an Enterprise to a consistent skill pool with a single point
of management. This request has driven FCE to:

* Flatten: through distributed gateway support.
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Avaya Experience Portal with Non-Avaya PBX connectivity

« Consolidate: through single Avaya Aura® Communication Manager management, skills, and,
VDNs.

» Extend: through remote agent pools and IP Agent.

FCE and ICR are only complementary solutions. The customer scenario establishes whether
these solutions can be positioned together or separately. ICR provides cost savings and customer
service benefits, and adds additional proof to flatten and consolidate. ICR reduces infrastructure
costs and licensing requirements, while protecting from the competition.
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Avaya Experience Portal with Non-Avaya PBX connectivity

You can connect Avaya Experience Portal to a non-Avaya PBX in the following ways:

» Non-Avaya PBX-> Avaya Avaya Aura® Communication Manager /Gateway-> H.323Avaya
Experience Portal

* Non-Avaya PBX-> SIP-> ASM/SES-> SIP Avaya Experience Portal

* Non-Avaya PBX-> ISDN/R2/SS7/T1/E1-> Gateway (IMG or other)-> SIP-> ASM/SES->
Avaya Experience Portal

For non-Avaya PBX connectivity, see the application notes on the Avaya Enterprise or Business
Partner portal:
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Solutions Products > Products A-Z > A > Avaya Experience Portal> Sales Collateral and Tools >
Application Notes.

_ g Avaya SIP Enablement Services
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Chapter 7: Failover best practices

License management

Use Web License Manager (WebLM) to manage the licensing of Experience Portal. WebLM is an
integral part of the Experience Portal system that is available on the EPM server, and provides
licenses to EPM. WebLM that resides on the EPM server is also referred to as Local WebLM. In
most small setups of Experience Portal systems, the license is installed on the Local WebLM. An
Enterprise or Master WebLM is used in a system that requires redundancy through a WebLM that
is installed on a separate server. Enterprise WebLM allocates licenses to WebLM that resides on
EPM. The location of Enterprise WebLM is critical to the facility of moving a license from one site
to another in the event of a failure.

Local Experience Portal redundancy

To ensure that the local Experience Portal setup has redundancy for all server components, you
must implement additional hardware while configuring Experience Portal. Install a load balancer
and additional application servers to provide redundancy for the application server. Ensure that the
load balancer is also redundant.

To achieve this redundancy, you must install a highly available solution that utilizes a virtual IP
address.

To provide redundancy for the speech servers, install additional speech servers.
The objective is to provide redundancy when a hardware failure occurs.

Experience Portal redundancy does not provide redundancy in the event of a network
infrastructure failure.
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Disaster Recovery site

A common configuration is to provide a second site with an Avaya Experience Portal setup that is
used when the first site incurs a major system outage. The Disaster Recovery (DR) site mirrors
the functionality of the primary site. Often, the primary site might be built to have redundant
speech and application servers, while the DR site is not built for this purpose. The following figure
depicts the DR site with an Experience Portal setup that has redundant speech and application
servers. The DR site can be configured in two ways: active-passive and active-active.

July 2021

Avaya Experience Portal Solutions Guide
Comments on this document? infodev@avaya.com

42



mailto:infodev@avaya.com?subject=Avaya Experience Portal Solutions Guide

Disaster Recovery site

G650
| |Media
Gateways @

Voice Vlan [}

R==" =, _MPP
—— AEP - MPP
o AAEP - MPP

Admin Vlan MRCP Vlan

Active-Passive multi-site configuration

In the active-passive scenario, the DR site is typically not in service and the licenses are shared
with the production site. In order to be able to share the Experience Portal licenses between sites,
an Enterprise WebLM server must be installed. The following figure depicts a setup that is fully
redundant on both the sites with the Enterprise WebLM installed on the backup site. The
Experience Portal licenses are installed on the Enterprise WebLM and assigned to the primary
site. During a failover, a manual process is implemented to roll the licenses to the backup site. If
the Enterprise WebLM server is offline for an extended period, the Experience Portal licenses are
valid for 30 days, and are renewed every seven days. If you use the active-passive model, test the
DR site at regular intervals to ensure that the site is kept up-to-date and operational.
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Active-Active multi-site configuration

Many global enterprises require the ability to handle all traffic and functionality at other sites
automatically even after the enterprises lose a site. These enterprises often perform this action in
what is called an active-active configuration where each site handles a portion of the traffic, but is
sized to handle 100% of the traffic if a site is not available for any reason. The primary difference
between active-active and active-passive is the Experience Portal licensing. To implement Active-
Active DR, the customer must purchase Experience Portal license.

This configuration helps each site to be licensed and active at the same time. Active-active does
not require the use of an Enterprise WebLM server if the customer purchases a separate DR
license. Each EPM is licensed and configured for full capacity, but only operates at half capacity
during normal operations. If one site fails, the remaining sites must be able to handle the
additional load without human intervention.
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If an MPP fails, Experience Portal Manager detects the failure, reassigns the licenses, and
redistributes the ports to other MPPs.

If the failed MPP is assigned to a zone, Experience Portal Manager reassigns the licenses and
redistributes the ports to other MPPs within the same zone.

You cannot redistribute ports across zones.

Speech servers

Speech servers support a load-balancing mechanism across the servers. If a single server fails,
the recognition requests and TTS requests go to a backup server. Disaster recovery licensing
supports the additional capacity.
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The MPP selects which ASR/TTS server to use by considering Speech server state and
languages required by the application Speech server status such as errors and latencies.

The Nuance Speech offer and Loquendo Speech offer uses Disaster Recovery Sales Material
Codes.

MPPs perform load balancing for speech servers within the same zone.

Application servers

Avaya Experience Portal supports either load balancing or failover mode:

In load balancing mode, Experience Portal load balances by using the two VXML URLs that are
configured with the applications and assigns both URLs to the Voice XML Interpreter (VXI), in any
order, to fetch the application VXML. The VXI uses the first URL to fetch the VoiceXML
application. However, if the first URL fails, the VXI uses the second URL. When the second URL
fails, the VXI reports a failure.

In a failover mode, the VXI uses the first URL to fetch the VoiceXML application. The second URL
is attempted only if the first URL fails.

If the customer wants to use more application servers, then the customer can provide their own
load balancers.

Each MPP polls, every 20 seconds, the application servers that host the VXML applications. If the
application server fails to respond to the poll, the server is marked as unavailable. The URL that is
referenced by the application server is not used until service is restored and the server responds
to the poll. Depending on system load and the time during which the application server fails
between polls, the system might take time, such as 1 minute, to mark the application server as
offline and stop routing traffic to the unavailable application server.

The load balancing setting of the order of the URLs is arbitrary to provide even loading across
multiple application servers during heavier call volumes. Customers that have larger solutions
might require a commercial or third-party load balancing solution. For example, customers with
high sensitivity for server failure detection, or systems where three or more application servers are
used, require a load balancing solution. Experience Portal can work with load balancers, such as
F5 Big IP and EQulibrium, without any special configurations.

Multiple application servers provide for capacity and redundancy. Standard web load balancing
techniques provide load balancing and failover.

Experience Portal Manager

EPMs are in service at all locations. Even if one location fails, the Master WebLM server
distributes all calls to the MPPs at the second location.
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Failover within zones

The Experience Portal system supports failover within the same zone. When one resource of a
zone fails, the system reassigns the license of the failed resource to another available resource
with the same zone. The Experience Portal system does not support failover across zones.

Email, HTML and SMS processors

To achieve failover option for Email, and HTML applications, you can have multiple auxiliary EPMs
for the same zone. When one Email, or HTML process of an auxiliary EPM fails, the similar
processor in the redundant auxiliary EPM takes over the message processing.

Emails: Incoming emails use the similar processor in the redundant auxiliary EPM to achieve

failover while outgoing emails are shared across all auxiliary EPMs within a zone that have email
processors.

HTML: Launch requests for HTML applications can be processed by any available EPM in the
zone to provide uninterrupted service in the event of a server failure.

° Note:

SMS does not provide failover mechanism as IP address of the SMS processor is registered
with the SMSC.
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Chapter 8: Interoperability and migration
concept

Interoperability

For the latest and most accurate compatibility information, go to http://support.avaya.com/
CompatibilityMatrix/Index.aspx.

Avaya Experience Portal, Communication Server 1000 and
Avaya Aura® Contact Center - SIP Trunk

Front-End IVR

In a Front-End IVR scenario:
* A SIP trunk connects Experience Portal and Avaya Communication Server 1000.
* An Orchestration Designer node is used. For example, prompt and collect.

- When a customer utilizes the Orchestration Designer application variables, the customer
can configure prebuilt application through Experience Portal Manager. For example,
changing announcements, and activation of menu entries.

- Role-based access can restrict visibility to this entry only.

In the Front-End IVR deployment, customer calls are first routed to an Avaya Experience Portal
system. The system takes all the customer inputs and sends the calls to Avaya Aura® Contact
Center with all the call related information in the SIP header. Avaya Aura® Contact Center then
processes the information present in the SIP header, and generates a Contact Intrinsic data
specific to that call. When the call is transferred to an agent, the agent can use the Contact
Intrinsic information to access customer details. This reduces the amount of time the agents spend
on each call and also improves the customer experience.

The following diagram shows a typical solution layout of a front-end Avaya Experience Portal self-
service integration with Avaya Aura® Contact Center and Avaya Aura® Communication Manager.
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Avaya Experience Portal, Communication Server 1000 and Avaya Aura® Contact Center - SIP Trunk
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» Avaya Experience Portal

* Orchestration Designer

» Avaya Communication Server 1000

* Required patch: nortel-cs1000-sps-6.00.18.64-00.i386.978

Prerequisites

IVR behind CS1K
In an IVR behind CS1K scenario:

» A SIP trunk connects Experience Portal and Avaya Communication Server 1000.

* When a user transfers a call to Experience Portal, the call is under the control of Experience
Portal. The report is also controlled through Experience Portal.

« Self-Service application can transfer back to Communication Server 1000 or Avaya Aura®
Contact Center, utilizing Landing Pad web service.

Avaya Experience Portal provides back-end IVR services such as text-to-speech, digit recognition,
music, and speech recognition. A combined Avaya Experience Portal and Avaya Aura® Contact
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Center solution provides improved efficiency. Back-end IVR reduces contact center operating
costs and improves customer satisfaction (CSAT).

The following diagram shows a typical solution integration of an Avaya Aura® Contact Center with
a back-end Avaya Experience Portal system.
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Prerequisites
» Avaya Experience Portal
* Orchestration Designer
» Avaya Communication Server 1000
* Required patch: nortel-cs1000-sps-6.00.18.64-00.i386.978
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Avaya Aura® Contact Center integration — Experience Portal first

Avaya Aura® Contact Center integration — Experience
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In this scenario:
1. Calls are routed to Experience Portal through SIP.

2. Experience Portal performs initial interactions with the caller, performs self-service, and
collects the required caller-context information.

3. Experience Portal transfers the call to Avaya Aura® Contact Center, attaches the collected
data in the SIP UUI and the optional P-Intrinsics header.
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Avaya Aura® Contact Center integration - Experience Portal as a
part of call flow
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In this scenario:
« The call is routed to Avaya Aura® Contact Center.

» Contact Center performs applicable call treatments like Ringback and recorded
announcements (RAN).

» Contact Center conferences Experience Portal with customers to provide advanced IVR
functionality, optionally sending context data.

» Experience Portal returns any results to Contact Center through SIP Info messages or web
services.
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Avaya Aura® Contact Center integration — Experience Portal first
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In this scenario:

+ The agent logs in through Avaya Aura® Agent Desktop. The Agent Desktop is the CCT
module of Contact Center.

* The customer calls in and Avaya Aura SM/SES sends a SIP invite to self-service platform.

» The Contact Center application performs workflow control, operational reporting, conference
session control, and agent desktop control.

» The Self Service session invokes Open Network Web Service to exchange context with
Contact Center.

» The Contact Center application selects an agent based on work-assignment rules and issues
a SIP Invite to the agent telephone or endpoint through Session Manager.

Migration from Media Processing Server (MPS)

Experience Portal provides a migration path for MPS customers who have access to VoiceXML-
based self-service applications. Experience Portal supports standard VXML 2.0, VXML 2.1, and
VXML 3.0, so VXML and SCE applications written for the MPS platform that do not utilize any
MPS-specific extensions can be designed to run on Experience Portal with few changes.

MPS applications that have been developed using Dialog Designer can migrate to Experience
Portal without any changes.

MPS customers who want to migrate to Experience Portal but do not have any immediate plans to
change platforms should plan to implement new applications, as well as phasing in components of
existing MPS applications, using Orchestration Designer.

Orchestration Designer is the bridge between the MPS Platform and Experience Portal. MPS
platform helps with the gradual migration from MPS Developer to Orchestration Designer.

July 2021 Avaya Experience Portal Solutions Guide 53

Comments on this document? infodev@avaya.com



mailto:infodev@avaya.com?subject=Avaya Experience Portal Solutions Guide

Interoperability and migration concept

Orchestration Designer applications, in part due to adherence to the VXML standard and the web-
based application architecture, ensure that the applications can run on both the platforms without

any changes. Orchestration Designer is the design environment for multi-channel applications for

Experience Portal and provides the foundation for MPS customers to migrate to multi-channel self
service.

Applications developed for MPS in Orchestration Designer can be migrated to run on Experience
Portal with a simple change of the target platform setting.

Orchestration Designer licenses are portable between MPS and Experience Portal.

Communication Server 1000 connectivity with Experience
Portal

In this scenario:
 SIP trunks connect Experience Portal.

» Experience Portal can do SIP references into a queue or directly to an agent. With
Experience Portal the UUI can pass during a SIP reference.

 This connectivity does not require CTI.
Prerequisites

» Avaya Experience Portal

* Orchestration Designer

» Avaya Communication Server 1000

- Avaya Communication Server 1000 with the latest Dep List, Signalling Server COTS
ISP1100

° Note:

Dep list is the dependency list for CS1000.
- SIP Proxy Server

- Required patch: See the Avaya Communication Server 1000 documentation.
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Developing Applications with Orchestration Designer for Media Processing Server
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Developing Applications with Orchestration Designer for
Media Processing Server

Prerequisites

* Orchestration Designer

* Media Processing Server (MPS)

Co-residence of Service Creation Environment and OD

In the case where Service Creation Environment (SCE) and OD share a common workstation, a
conflict occurs as both the applications by default are set to use port 8080 for web server
functions. The solution is to set to OD to use a different port value. A recommended port number

is unavailable.
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Interoperability and migration concept

Service Creation Environment applications on Experience
Portal

Prerequisites
» SCE with patch Nortel Framework 3.5.0.3 (20100511110254)

» Avaya Experience Portal

Limitations with SCE applications

* You must parse the user input DTMF value from the 'SlotValue' call parameter. The DTMF
grammars must be modified.

» Experience Portal does not support the use of MMF prompts. Prompts must be converted to
WAV format.

» Experience Portal does not support the handoff of application to MPS Developer.

» Experience Portal does not support non standard MPS or ICP VXML extensions.
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Chapter 9: FAQs

Can CMAPI ports be technically split between multiple
Communication Managers?

The configuration includes one Avaya Aura® Communication Manager 3.0 and one
Communication Manager 2.0 with Avaya Experience Portal ports split between the
Communication Managers. Aluminium Screen Design (ASD) Experience Portal screens facilitate
the input of only one version of Communication Manager. You can use only one version of
Communication Manager with ASD Experience Portal screens.

Answer:

RFA cannot split RTUs in an order. All RTU materials in an order apply to a single Communication
Manager SID. So, if you intend to split the CMAPI ports between multiple Communication
Managers, split the following codes from the design into multiple orders:

* 191678 Voice Portal REC PORT CONN LIC

» 193019 Voice Portal REC PORT CONN LIC Communication Manager 2.0

» 226823Experience Portal ports split between the Communication Managers. ASD 6.0 PER
PORT CONN LIC Communication Manager 5.X

» 228762 Experience Portal PER PORT CONN LIC Communication Manager 6.X

For example, if you use 200 Experience Portal ports, 100 on each one Communication Manager,
split 100 of the ports to a second quote. If ASD Split Quote does not support the second order, you
might require BPCC or else the distributor to assist because you cannot order the ports under
such conditions. Codes are dependent on the Communication Manager release. If you have both
Communication Manager 3.0 and Communication Manager 2.0, you require both codes on the
respective orders.

© Note:

Port connect licenses depend on the versions.

Must the number of ASR and Experience Portal ports be
same?

The configuration includes two applications, including a one-touch application.
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Answer:

For VoiceXML applications, an ASR resource is allocated when the call is answered and released
when the call is disconnected. Thus, you require the same number of ASR ports and licenses as
the number of telephony ports that concurrently answer calls. For example, in IR, all telephony
ports concurrently answer calls. In TTS, however, the resource is allocated before TTS service is
required and the resource is released immediately. Thus, TTS resources are allocated and
released multiple times in a particular call. The TTS resources are multiplexed across telephony
channels. Usually, the system needs only one-quarter of the number of TTS ports and licenses as
the number of telephony channels. For ASR, the number of ports and licenses must be equal to
the number of telephony channels deploying VoiceXML applications. For TTS, the number of ports
and licenses must be at least one-fourth of the number of telephony channels. The number of
Avaya licenses on the speech server for ASR and TTS must be the same as the number of ports
on the IR system. From an application configuration point of view, ensure that only the applications
that need ASR are configured to use speech.

Can you measure the IR/potential Experience Portal
system skill by CMS?

Experience Portal documentation mentions that customers can use the converse step. Can you
continue to measure the IR/potential Experience Portal system skill by Call Management
System(CMS)?

Answer:

In a skills-based EAS environment, the only way to be able to use the converse step is to create a
skills-based hunt group. As the agents assigned to this hunt group are logical agents, AAS agents
must log in to these agents, for example, on Conversant/IR. As the station type that Experience
Portal uses works with AAS, users cannot create a skills-based hunt group. Because you cannot
create a skills-based hunt group, you can no longer measure the group by CMS or use the
converse step.

Experience Portal integrates with Communication Manager. To support EAS-type AAS agent
capabilities such as reporting, an update is required for the 7434ND station types for Experience
Portal IP connections. To check updates for various Communication Manager releases, see http://
info.dr.avaya.com/%7Eg3fs/patches/search.html and search for PSN 11586.

Are the gateway and the gatekeeper different?

Answer:

The C-LAN and MedPro need not necessarily be hardware cards to be fit into gateways. C-LAN
and MedPro can be software running on a server, for example, S8300 server. The gateway is a
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Are third-party tools required with Experience Portal?

protocol converter. The gateway acts as an interface between two different protocols, for example,
digital and IP protocols. A gateway is configured on the edge of the network to communicate with
the PSTN. You can also use a MedPro for TDM and IP Calls within the network.

Are third-party tools required with Experience Portal?

Answer:

Experience Portal supports call transfer without CTI using the H.323 signaling. Experience Portal
uses Avaya Aura® Communication Manager proprietary messages similar to IP devices. This
message is not a real H.323 or H.450 standard message. However, to change the UUI of the call,
a CTI server is required.

Can the EPM and Web Application be implemented on the
same physical server?
Answer:

No, the EPM is a dedicated server. No other software can be implemented on the EPM or the
MPP.

If the application server is identified as a point of failure,
are redundant application servers possible?

Answer:

Yes, redundant servers are available following the same strategy that is used for web servers.
Avaya recommends a pair of application servers, located behind an IP load balancer.

Must the Communication Manager and all MPPs be
colocated?

Answer:

For Avaya Experience Portal, the starting point is that all switches (Communication Manager) and
MPPs are colocated.
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Can Experience Portal solution be used with Enhanced
Survivable Server (ESS)?

Answer:

The ESS configuration must be transparent to Experience Portal and MPPs. All Experience Portal
has information about is the C-LAN that the extensions are registering with. Experience Portal with
an ESS configuration was tested. The extensions have to reregister after an ESS failover; which
happens automatically.

Does Avaya Experience Portal support and work C-LAN
failover?

Answer:

Yes, you can configure an alternative gateway IP address in EPM administration.

Are there any additional considerations to the statement
about using IP telephony to register each port virtually?

Experience Portal uses IP Telephony to register each port virtually across multiple gateways,
causing port licenses to be distributed across inexpensive Linux servers for redundancy.

Answer:

You can have multiple MPPs connected to multiple gateways, all sharing the same pool of
licenses. The Experience Portal system can move the licenses from one MPP to another MPP.
With this configuration, you must not buy additional licenses. However, you must size the servers
so that you can handle the entire traffic load at each site in case of a failure.

Are there specific recommendations for switch, router,
and Ethernet hub?

Experience Portal connects to the Avaya IP gateway through an Ethernet LAN segment. The
distance depends on the location of LAN switch, router, or Ethernet hub in the customer's network.
Considering the distance-related, a customer might require to use specific hub or routers.

Answer:
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How to determine the current size of an on-board PostgreSQL database?

Avaya does not recommend a specific model for the hub or router that a customer must use.

How to determine the current size of an on-board
PostgreSQL database?

Answer:
If the system is already in use, you can verify the database size with the following actions:

» To view the respective table size for the Top n tables, run the /opt/Avaya/
ExperiencePortal/Support/VP-Tools/GetDBTableDiskUsage n script on EPM. If
you run a select, count (*) SQL command on each table, you can divide the disk
usage size by the count, to determine the exact size or call values.

* You can get the total calls in the database from the header information of either the Contact
Summary or Contact Detail report. In Avaya Experience Portal, the system displays the
information in EPM. To view the information in EPM:

1. Click Real-Time Monitoring > System Monitor.
2. Select the Avaya Experience Portal Details tab.

3. Click the server name to view the Details page. The disk space is displayed in the
Database Status group.

Which databases can communicate with Experience
Portal?

Answer:

Experience Portal can connect to any database through the Application server. The drivers for
some of the common databases are as follows:

» SQL Server: com.microsoft.jdbc.sqlserver.SQLServerDriver
» ODBC Datasource: sun.jdbc.odbc.JdbcOdbcDriver
* Oracle: oracle.jdbc.driver.OracleDriver

How are the JBDC drivers obtained although JDBC drivers
are not part of Orchestration Designer installation?

Answer:
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The database vendor supplies the JDBC drivers. In general, third-party JDBC drivers might not be
distributed because some vendors might have licenses for drivers. See the database vendor's
website, or the documentation to determine how to get the driver.

Do the Avaya Common Servers come pre-loaded with the
software when you order Experience Portal as a turnkey
solution?

Answer:

The S8800 Avaya Common Servers that are shipped as part of a bundled Experience Portal
solution do not have a software installed. Linux and Experience Portal software are loaded and
configured at the installation site by field services and provisions.

Can WebLM component be installed on the customer's
server?

Avaya Web License Manager (WebLM) is a component that is shared among many Avaya
products and a license is part of the Experience Portal solution. The customer has a physical
WebLM server as part of the infrastructure.

Answer:

Yes, Avaya supports this configuration with Avaya Experience Portal solution.

Can Experience Portal be used on a Blade Server?

Answer:

Yes, Experience Portal (EPM and MPP) can be installed on a blade server. The blade server has
to meet the specifications.

Is a backup utility available to back up data stored on
EPM?

Answer:
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What is the percentage of call classification accuracy for Avaya Proactive Outreach Manager (POM)?

Yes, you can back up only the Experience Portal data. Other data such as the property files that
are used by the Tomcat server or the Experience Portal security certificate are not backed up by
the Restore tool. If your Experience Portal server fails and cannot be recovered, you must reinstall
the Experience Portal Manager and reconfigure the server. After reconfiguring the server, you can
restore the Experience Portal database using the Restore tool.

What is the percentage of call classification accuracy for
Avaya Proactive Outreach Manager (POM)?

Answer:

As per the POM offer definition document, the Industry leading call classification uses the same
algorithm used by Proactive Contact. The POM call classification accuracy matches that of the
Proactive Contact, which is approximately 85-90%.

Does POM work with non-Avaya PBX?

Answer:

The implementation of POM is not depends whether the PBX is Avaya or non-Avaya. POM
implementation is dependent on whether Avaya Experience Portal is supported with the non-
Avaya PBX.

Is Text-To-Speech (TTS) mandatory with POM?

Answer:

Text-to-speech with POM is optional.

What is the maximum quantity of voice ports connected to
Audio Mediant Gateway?

Answer:

E1 maximum ports = 120 - T1 = 96. Experience Portal facilitates one SIP proxy to be configured,
therefore one M1000 is supported if connected directly and without SIP Enablement Services
(SES) or Avaya Session Manager (ASM). If Experience Portal requires more than the maximum
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connectivity, SES or ASM is required. Avaya has no plans to test Experience Portal with M2000
Audio Mediant Gateway. The M2000 has the same software as M1000, but might require more
than one proxy.

What are the specific requirements for network
assessment and Avaya responsibilities?

Answer:

See the Job Aids section for Experience Portal posted on services site for Self-Service, under
Sales Collateral and tools.

What does a Nuance Speech Bundle Include?

Answer:

The Nuance Speech Bundle SMC 212517(SLF SVC NUANCE 9 ONE LANG PKG) includes:
* 1 Nuance OSR 3.0 Tier Three First Language License
* 1/4th of the total number of ports ordered--Nuance Real Speak 4.0 First Language License
* 1 OSDM Core License

Which functionality is enabled with SIP?

Answer:
» Support for Experience Portal
 Caller information transferred with the call

* Heterogeneous infrastructure
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For Experience Portal H.323 connectivity with Communication Manager, which releases of Avaya Aura® Communication
Manager are required to support supervised transfer and call progress?

For Experience Portal H.323 connectivity with
Communication Manager, which releases of Avaya Aura®
Communication Manager are required to support
supervised transfer and call progress?

Answer:

Avaya Aura® Communication Manager 5.x or later is required for support of Supervised Transfer
and Call Progress.

© Note:

The Call Progress feature code is SA8874 and must be displayed as Enabled on the system
special applications screen.

When multiple ASR/TTS servers are available, what
determines which one is used?

Answer:

The MPP determines which ASR/TTS server to use by considering the following factors:
» Speech server state (up/down)
» Languages required by the application
» Speech server status (errors, and latencies)

» Speech server with the least in-use ports (on that MPP)

Can TTS and ASR resources be multiplexed?

Answer:
» TTS Resources are multiplexed.
- The same TTS resource can be used by simultaneous multiple calls.

A TTS resource is allocated to a call when a TTS prompt is queued and returned to a free
pool when the play is complete, that is, the resource is not released. This facilitates
another call, requiring the same resource, to use the already-established connection.

- If your application uses minimal TTS and more prerecorded prompts, then you might
potentially buy fewer TTS licenses.
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» ASR Resources are not multiplexed.

- Total number of ASR licenses = Total number of Telephony ports across the Experience
Portal system.

- An ASR port is allocated at the start of a session and released at the end of a session.

What are the functions of CCXML?

Answer:
The following are the functions of CCXML.:
* Replaces the CTI functionality.
- Advanced Call Control: Connecting a single call to multiple VXML dialog boxes.
- Future: Handling conference calling and merge. Merge is supported (SIP only).
- Example: Find me/Follow Me.
* Handles asynchronous events
- Interrupts a running CCXML page.
- Example: A caller waiting in a queue for a call center agent.
» Supports Outcall Web Services
- Advanced handling of call failures. Besides, a CCXML application can log failures to DB.

- Future: CCXML performs functions differently if outbound call is connected to a fax
machine or an answering machine versus the outbound call answered by a person.

- One LaunchCCXML instance can spawn multiple calls.

- Example: Call Blast

What happens when EPM fails?

Answer:
When EPM fails, the following results occur:
+ All calls in progress on various MPPs continue.
» All MPPs continue to take new calls.
* Log and alarm data generated by MPPs are lost.
» The user cannot gain access to the EPM web interface.

» The system does not generate any SNMP notifications.
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What happens when an MPP fails?

* The system does not send any response to SNMP queries.

* Application Interface web service does not make any outbound calls.

° Note:

The auxiliary EPM server does not send an alarm.

What happens when an MPP fails?

Answer:

When an MPP fails, the following outcome occurs:
* All calls in progress on the malfunctioning MPP are lost.
» Other MPPs are unaffected.

* The EPM redistributes the Telephony resources from the faulty MPP among the surviving
MPPs.

What happens if a Speech server fails?

Answer:
If a speech server fails, the following outcome occurs:
« Calls in progress that depend on the failed speech server for ASR fail.

 Calls in progress that depend on the failed speech server for TTS automatically change to a
different speech server.

+ All MPPs avoid using the failed speech server for making new calls.

What happens if the Application server fails?

Answer:
If the Application server fails, the following outcome occurs:
* All calls in progress that use applications on the application server fail.

* All new calls that use applications on the application server fail.
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What happens if a gateway fails?

Answer:
In case a gateway fails, the following outcome occurs:

« All calls in progress on that gateway fail.

« If an alternate gateway is configured, the affected MPPs reregister the H.323 stations using
alternate gateway, and process the new calls.

* If no alternate gateway is configured, no new inbound or outbound calls are processed on the
affected H.323 stations.

What happens when Session Manager fails?

Answer:
In case of a Session Manager failure, the following outcome occurs:

* All calls in progress on the Session Manager fail.
* No new inbound or outbound calls can go through the Session Manager.

During Disaster Recovery, can a backup EP system handle
new calls?

Answer:

If an entire Avaya Experience Portal fails, new calls cannot be automatically handled by a backup
Experience Portal system.

If the failed Avaya Experience Portal system gets licenses from a central WebLM server, licenses
can be manually moved to a different Avaya Experience Portal system without getting a new
license file from Avaya.

Depending upon your needs, you might partially or fully preconfigure the backup Avaya
Experience Portal system so that if disaster strikes, the manual migration of calls becomes easier.

Which EPM is configured as the only point of access?

Condition: With Avaya Experience Portal multi-site management being the single point of
administration, management, and reporting, can you configure any one EPM as the only point of
access?
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What are the databases that a shared EP configuration supports and who provides the database?

Answer:

No, EPM is configured as the only point of access. When all Avaya Experience Portal systems
start updating data into the shared database, you can log in to the EPM of any one of those
systems and see System Monitor and the reports for all systems simultaneously.

What are the databases that a shared EP configuration
supports and who provides the database?

Answer:
The following are the supported databases:
 Microsoft SQL Server 2010, 2012, 2014 and 2016.
+ MySQL 5.6.x
* Oracle 11g and 12¢
* PostgresSQL 9.4.x and 11.4.

© Note:

Later versions are supported under Avaya's permissive use guidelines.

© Note:

While this feature is for managing geographically distributed systems, you can also implement
the feature at a single site if the customer needs more ports than that a single system can
handle.

Multiple Avaya Experience Portal systems write to a common database.
© Note:

The customer must provide a common server and third-party database software.
You can generate reports for multiple systems.

The System Monitor feature shows the status of all systems.

Can EP H.323 support a secondary gateway?

Answer:

H.323 can support a secondary gateway. Also listed are the release versions for Avaya Aura®
Communication Manager and Avaya Aura® Session Manager required for SIP:
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Functionality of H.323

» Support for Secondary Gateway

+ Green Feature Support Avaya Aura® Communication Manager 5.2 and later
« Consultative Transfer, that is, conditional blind transfer

 Call Progress

Functionality of SIP
The TLS and SRTP (authentication) encryption options are also available.

+ TLS (Avaya Aura® Session Manager 5.2 or later)

» SRTP (Avaya Aura® Session Manager 5.2, Avaya Aura® Communication Manager 5.2)

Do EP servers require more than one Ethernet port, which

might have special port requirements?

Answer:

The MPPs come with multiple Ethernet ports — one for VolP, one for the MRCP to the speech
server, and one for data access for HTTPs. The special port requirement is that the link speed

must be 100 Mbps full duplex.

Are the provisions for virus protection and backup
protection made available for EPM and MPP servers?

The Application/Web Servers and ASR/TTS Servers provided by the customer have virus

protection and backup protection as a matter of the Customer' Policy.

Answer :

Avaya servers for MPP and EPM are running an Avaya version of Red Hat 6.x ES. Virus

protection is unnecessary because the software cannot be installed without the system access. To
back up the administration and report data, a backup script that is run on the EPM is available. A

network backup site for backup protection must be available.

What is the Ethernet bandwidth required between the
components of a system?

Answer:
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Do the Experience Portal components of the Primary System need to be on the same VLAN as the Redundant System, or the
components can be on separate VLANs?

The following example takes into consideration 192 Avaya Experience Portal ports:

The bandwidth between the Media Processing Platform servers and the Experience Portal
network is 64 kbps x 192 ports = 12 Mbps. This bandwidth is the same for the speech servers.
The bandwidth for the application server is about one-tenth of the bandwidth required for speech
servers.

Do the Experience Portal components of the Primary
System need to be on the same VLAN as the Redundant
System, or the components can be on separate VLANs?

Answer:

The two sites can be on separate VLANSs.

What are the networking requirements for the system?

The MPP systems use VoIP to communicate with the EPM, which require QOS. Do the ASR/TTS,
App/Web Servers, or EPM Management Server also have this requirement?

Answer:

The only QOS requirements are on the connection between the MPP and the EPM. This
connection must be a separate NIC to isolate this traffic with QOS on this link.

How much rack space is required for the MPP and other
components for both the primary and redundant systems?

Answer:

The servers for the MPP and the EPM are Midsize Application Servers. These servers are 1U-22"
deep servers. See the complete specifications at http://www.dell.com/.
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How can calls be sent to multiple application servers and
provide redundancy?
Answer:

You can use the Software or Hardware Load Balancer. To find vendors, see websites such as
Google for a web load balancer.

Can a Load Balancer recognize a failed ASR or TTS server,
and stop sending calls to the server?

Condition:A Hardware Load Balancer that is located in front of a bank of ASR or TTS speech
servers to distribute the load from Avaya Experience Portal.

Answer:

This capability is already built in to the MPPs. If you add a load balancer, you must add two load
balancers so that you do not have a single point of failure.

Avaya has evaluated IBM and Nuance load balancers and concluded that both have limited
functionality. Nuance load balancer is only able to balance load behind identically configured
speech servers.

Does Orchestration Designer have any sizing tools for
application server?

Answer:

Orchestration Designer does not have any sizing guideline tools for application server. You must
work with the IT or web services team to get information about the web services, application
servers, and traffic load that are used. You also must make provisions for an IP load balancer and
redundant application servers that you deploy for standard web applications. Avaya does not sell
any IP load balancers. The IT or web services team can provide the information related to IP load
balancers.
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Chapter 10: Resources

Documentation

The following table lists the documents related to Avaya Experience Portal. Download the
documents from the Avaya Support web site at http://support.avaya.com.

Title

Description

Audience

Avaya Experience Portal
Documentation Roadmap

Lists all the documents related
to Experience Portal and
describes the organization of
content across the documents.

Avaya Professional Services

Implementation engineers

Administering Avaya
Experience Portal

Provides general information
about and procedures for
administering and configuring
specific Experience Portal
functions and features using a
web-based interface.

Administrators

Implementation engineers

Avaya Experience Portal
Overview and Specification

Describes tested product
characteristics and capabilities,
including product overview and
feature descriptions,
interoperability, performance
specifications, security, and
licensing requirements.

Administrators
Sales engineers
Implementation engineers

Avaya Professional Services

Implementing Avaya Provides procedures to install Implementation engineers
Experience Portal on a single | and configure the Avaya
server Experience Portal software on a
single server.
Implementing Avaya Provides procedures to install Implementation engineers
Experience Portal on multiple | and configure Avaya Experience
servers Portal software on two or more
dedicated servers.
Table continues...
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Resources

Title

Description

Audience

Deploying Avaya Experience
Portal in an Avaya Customer
Experience Virtualized
Environment

Provides procedures for
deploying the Experience Portal
virtual application in the Avaya
Customer Experience
Virtualized Environment. This
document includes installation,
configuration, initial
administration, troubleshooting,
and basic maintenance
checklists and procedures.

Implementation engineers

Upgrading to Avaya
Experience Portal 8.1

Describes how to upgrade your
Avaya Experience Portal system
to Avaya Experience Portal 8.1.

Implementation engineers

Troubleshooting Avaya
Experience Portal

Provides general information
about troubleshooting and
resolving system problems. This
document also provides detailed
information and procedures for
finding and resolving specific
problems.

Administrators
Implementation engineers

Avaya Professional Services

Avaya Experience Portal
Solutions Guide

Provides a high-level description
of Avaya Experience Portal as
well as topology diagrams,
connectivity details,
interoperability concept, product
interactions, and failover best
practices.

Sales engineers
Implementation engineers

Avaya Professional Services

Avaya Experience Portal
Programmer's Reference

Provides information about
designing speech applications
for Avaya Experience Portal.

Application Developers

Deploying Avaya Experience
Portal on Amazon Web
Services

Provides procedures for
deploying Avaya Experience
Portal as Software as a Solution
by using the Amazon Web
Services Management console.

Administrators
Implementation engineers
Support Personnel

Avaya Professional Services

Deploying Avaya Experience
Portal on Google Cloud

Provides procedures for
deploying Avaya Experience

Administrators

Avaya Professional Services

Platform Portal as Software as a Solution
by using the Google Cloud Implementation engineers
P, Support Personnel
Table continues...
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Documentation

Title

Description

Audience

Deploying Avaya Experience
Portal on Microsoft Azure

Provides procedures for
deploying Avaya Experience
Portal as Software as a Solution
by using the Microsoft Azure
portal.

Administrators
Implementation engineers
Support Personnel

Avaya Professional Services

Avaya Experience Portal
Security White Paper

Provides information about the
security strategy for Experience
Portal, and provides
suggestions that companies can
use to improve the security of
the Experience Portal systems
and applications.

Avaya Professional Services

Implementation engineers

Avaya Experience Portal
Mobile Web Best Practices
White Paper

Provides recommended
strategies for deploying Avaya
Orchestration Designer Mobile
Web applications with Avaya
Experience Portal, detailing
configuration for security,
scalability and high availability.

Avaya Professional Services

Implementation engineers

Avaya Experience Portal Call
Classifications White Paper

Provides information about the
call classification feature in
Avaya Experience Portal,
detailing the configuration and
tuning of the call progress
engine.

Sales engineers

Implementation engineers

Finding documents on the Avaya Support website

Procedure

1. Go to https://support.avaya.com.

. At the top of the screen, type your username and password and click Login.

2
3. Click Support by Product > Documents.
4

. In Enter your Product Here, type the product name and then select the product from the

list.

5. In Choose Release, select the appropriate release number.

The Choose Release field is not available if there is only one release for the product.

6. In the Content Type filter, click a document type, or click Select All to see a list of all

available documents.

For example, for user guides, click User Guides in the Content Type filter. The list only
displays the documents for the selected category.

7. Click Enter.
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Resources

Avaya Documentation Center navigation

For some programs, the latest customer documentation is now available on the Avaya
Documentation Center website at https://documentation.avaya.com.

© Important:

For documents that are not available on Avaya Documentation Center, click More Sites >
Support on the top menu to open https://support.avaya.com.

Using the Avaya Documentation Center, you can:
» Search for keywords.
To filter by product, click Filters and select a product.
» Search for documents.

From Products & Solutions, select a solution category and product, and then select the
appropriate document from the list.

» Sort documents on the search results page.

« Click Languages ( @) to change the display language and view localized documents.

* Publish a PDF of the current section in a document, the section and its subsections, or the
entire document.

+ Add content to your collection using My Docs (17).
Navigate to the Manage Content > My Docs menu, and do any of the following:
- Create, rename, and delete a collection.
- Add topics from various documents to a collection.
- Save a PDF of the selected content in a collection and download it to your computer.
- Share content in a collection with others through email.

- Receive collection that others have shared with you.

» Add yourself as a watcher using the Watch icon ().
Navigate to the Manage Content > Watchlist menu, and do the following:
- Enable Include in email notification to receive email alerts.
- Unwatch selected content, all content in a document, or all content on the Watch list page.

As a watcher, you are notified when content is updated or deleted from a document, or the
document is removed from the website.

» Share a section on social media platforms, such as Facebook, LinkedIn, and Twitter.

» Send feedback on a section and rate the content.
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Training

© Note:

Some functionality is only available when you log in to the website. The available functionality
depends on your role.

Training

The following traditional courses are transitioning into the Avaya Learning virtual campus and will
eventually be retired.

Course code Course title
4C00101W Avaya Experience Portal Administration.
5C000921/V Avaya Experience Portal, Avaya Orchestration Designer, Avaya Proactive

Outreach Manager Maintenance and Troubleshooting Essentials.

5C00040E Knowledge Access: Avaya Experience Portal with Avaya Proactive Outreach
Manager Implementation and Support.

V: Virtual
I: Classroom Instructor led
W: Self-Paced Web

For details on the traditional curriculum and the new virtual campus offerings course descriptions,
pricing, and registration, go to Avaya Learning website at www.avaya-learning.com.

Avaya Learning Virtual Campus technical training offerings:

Avaya Learning Virtual Campus helps simplify and quicken the process of how partners and
customers train, learn, and complete credentials for Avaya solutions.

Users can interact with others in a virtual environment using avatars, spatial audio, and unique
collaboration tools.

Course details:

» 5C00040E — Knowledge Access: ACSS Avaya Experience Portal with Proactive Outreach
Manager

- Self-Directed content available 24/7
- Hands-on Labs in virtual environment — scheduled sessions

Viewing Avaya Mentor videos

Avaya Mentor videos provide technical content on how to install, configure, and troubleshoot
Avaya products.
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Resources

About this task

Videos are available on the Avaya Support website, listed under the video document type, and on
the Avaya-run channel on YouTube.

+ To find videos on the Avaya Support website, go to https://support.avaya.com/ and do one of
the following:
- In Search, type Avaya Mentor Videos, click Clear All and select Video in the Content
Type.
- In Search, type the product name. On the Search Results page, click Clear All and select
Video in the Content Type.

The Video content type is displayed only when videos are available for that product.

In the right pane, the page displays a list of available videos.
* To find the Avaya Mentor videos on YouTube, go to www.youtube.com/AvayaMentor and do
one of the following:
- Enter a key word or key words in the Search Channel to search for a specific product or
topic.
- Scroll down Playlists, and click a topic name to see the list of videos available for the topic.
For example, Contact Centers.

° Note:

Videos are not available for all products.

Support

Go to the Avaya Support website at https://support.avaya.com for the most up-to-date
documentation, product notices, and knowledge articles. You can also search for release notes,
downloads, and resolutions to issues. Use the online service request system to create a service
request. Chat with live agents to get answers to questions, or request an agent to connect you to a
support team if an issue requires additional expertise.
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