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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
AVAYAHOSTED 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
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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.

License types

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

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

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 AVAYAAFFILIATE 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
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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.

Heritage Nortel Software

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

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 VIDEQO”) 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: (I)
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 HITP://
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
Policies and Support section of https://

with the product. THIS PRODUCT IS LICENSED UNDER THE SuPport.avaya.com/security.
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Suspected Avaya product security vulnerabilities are handled per third parties. Users are not permitted to use such Marks without prior
the Avaya Product Security Support Flow (https:// written consent from Avaya or such third party which may own the
support.avaya.com/css/P8/documents/100161515). 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
For the most current versions of Documentation, see the Marks without the express written permission of Avaya or the
Avaya Support website: https://support.avaya.com, or such applicable third party.

successor site as designated by Avaya.

Downloading Documentation

Avaya is a registered trademark of Avaya Inc.
Contact Avaya Support

See the Avaya Support website: https://support.avaya.com for AVAYA

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.

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.

Java is a registered trademark of Oracle and/or its affiliates.
Trademarks
The trademarks, logos and service marks (“Marks”) displayed Jiid
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 }a\(a
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Document changes

Date Description
September, 2021 Initial readme for Avaya Proactive Outreach Manager 3.1.3.2 patch 7
November, 2021 Readme updated for missing issue list and instructions for applying patch

Avaya Proactive Outreach Manager 3.1.3.2 Patch 7

Type Patch

Affected Version(s) Proactive Outreach Manager 3.1.3.2

Sha256sum f27988180e490b2ca689f4782561b456d425f7b489745a8aa7303f6eb57aa89b

Dependency POM 3.1.3.2 (Version: POM.03.01.03.02.00.070)

Patch Version POM.03.01.03.02.07.070

Service Interrupting Yes

Available for All Proactive Outreach Manager customers using Proactive Outreach
Manager 3.1.3.2

Pre-requisite
Proactive Outreach Manager patches are cumulative in nature. This patch can be applied on top of
POM.03.01.03.02.00.070

Before you download/Install this patch
1. Before you download or install this patch, make sure that your Proactive Outreach Manager system has valid
Proactive Outreach Manager version with below steps
To determine the version of POM installed
e Login to the Proactive Outreach Manager system as root or sroot user.

e At the command prompt enter: /sbin/service POM status
e Verify that the first line shows Proactive Outreach Manager version as version
POM.03.01.03.02.XX.070

2. Visit Avaya support site to review latest Compatibility Matrix and compatibility of the POM version being
installed with other solution interop elements including Avaya products as well as other products.

3. Visit Avaya support site to download all the latest PSNs published for Proactive Outreach Manager and
follow them.

4. Before you install this patch, to avoid overriding any existing installed HFs if any, please read Issues
Fixed section of this readme to confirm whether they are part of this patch or not.

Issues Fixed
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> Being a cumulative patch, this patch also caters to requirements of flash replacement which
were originally delivered as a part of Proactive Outreach Manager 3.1.3.2 Patch 2. Proactive
Outreach Manager used to have flash for following three components:
a. POM Monitor
b. Campaign Strategy
c. Campaign Restrictions
As flash is no longer supported, after installing this patch you can use non-flash versions of
above three components. For details of campaign strategy & restrictions please check appendix
F, G & details of Proactive Outreach Manager monitor please refer appendix H

Along with flash replacement and other fixes this patch also incorporates below enhancements:
Strategy Editor Enhancements:

1. For ease of access, highlighting & navigation to the corresponding Tree node when user clicks
on the logged error messages under the Console panel has been provided

2. 'Clear Console' option has been provided to clear the existing logs from the Console panel.

3. Providing the capability to the user with 'Search and Select All' feature wherever user have
option to pick multiple options from the multi dropdown. For example: In Ocean deployment,
user can select multiple skills for the outbound Skill under the Call node. Here, user can search
for the specific skills & and selects the skills.

4. Few fields in the Properties panel are marked with Asterisk(*) in red color, which indicates
the field is required to complete the 'Save' operation.

Service Request JIRA Number Description Patch Number

SR -1-16244513821 | OUTREACH-27594 Contact list import Status shows as 'Error' in Patch 1
Monitor and Finish Reason shows as 'Failed' in
Import Summary report

NA OUTREACH-28195 | Comment unnecessary log from PAMService.out Patch 1
file
SR - 1-16286539771 | OUTREACH-27886 Callback gets marked as completed without Patch 1

getting postponed or delivered to agent when
campaign is stopped

SR -1-16269529482 | OUTREACH-27635 Getting an exception while using the POM SOAP Patch 1
web services (SaveContactTolList)
SR -1-16258478022 | OUTREACH-28227 Upgrade from POM 3.0.5/3.1.1.x/3.1.2.x/3.1.3 to Patch 1

POM 3.1.3.1 or 3.1.3.2 fails if the POM database is
Oracle 12cR1(12c Release 1) or older version

SR - 1-16249866931 | OUTREACH-27560 Agents experience high Idle time between calls Patch 1
(1-2 mins or more)

SR - 1-16247140342 | OUTREACH-28141 | Zones are getting marked as deleted when adding Patch 1
DC2 in Geo-Redundancy setup and making DC1 as
Active data center

SR -1-16292338776 | OUTREACH-28043 | The OPERATOR conditions “=", “1=", “>" , “<=", Patch 1
“>"  “<” is not working, giving fatal error for if
filter attribute type are of TIMESTAMP

NA OUTREACH-28389 | Configure system with default event codes to be Patch 1
throttled in POM before sending them to EP.
Refer to Appendix E for more details
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SR -1-16122507760

OUTREACH-28587

Notification campaign calls are resulting in
network refusal as the call is made using SIP and
not SIPS protocol which is required

Patch 1

NA

OUTREACH-27670

Contact strategy retry enhancement to maintain
retry count based on completion code instead of
global count. Refer more detail in Appendix D

Patch 1

NA

OUTREACH-29939

With runtime changes min/max update not
working for PA campaign

Patch 2

SR -1-16316486658

OUTREACH-29938

JOB_COMPLETED event in Job Statistic has null
key in attemptChannelCount

Patch 2

SR -1-16316486658

OUTREACH-29490

Null pointer exception while saving datasources

Patch 2

SR -1-16231633256

OUTREACH-29331

Edit Callback Rest call fails with error "End Time is
not greater than current callback Next Attempt
After time or new Next Attempt After time."

Patch 2

NA

OUTREACH-29207

Refresh Skills from Ul is not working on setups
with SMGR CA cert

Patch 2

NA

OUTREACH-29061

Edit contact : java.lang.NullPointerException

Patch 2

NA

OUTREACH-29000

Exception evident in WFO QHI adapter log
triggered by POM SDK
Note: To test this JIRA fix, customers who are
using EventSDK need to replace avaya-pim-
eventAPl.jar with latest avaya-pim-eventAPl.jar.
Copy the latest jar from
SPOM_HOME/lib/common.

Patch 2

NA

OUTREACH-28306

When kafka link restored to WFO the group of
events sent to WFO OSI adapter via kafka are not
time tagged correctly
Note: To test this JIRA fix, customers who are
using EventSDK need to replace avaya-pim-
eventAPLjar with latest avaya-pim-eventAPl.jar.
Copy the latest jar from
SPOM_HOME/lib/common

Patch 2

NA

OUTREACH-23973

java.lang.NullPointerException in Campaign
manager log and no contact dialed

Patch 2

SR-1-16316359742

OUTREACH-29743

POM Monitor shows '0' Un-attempted Contacts
for Running Campaigns using initial Selector Node

Patch 2

SR -1-16772475956

OUTREACH-29031

Callback gets marked as
'Rejected_Due_To_Attempt_Already In_Progress'
and keeps getting postponed without getting
presented to the agent

Patch 2

NA

OUTREACH-30861

Campaign Strategy allows to save handlers with
duplicate names and or even without 'initial'
handler name

Patch 3

NA

OUTREACH-30852

L10n | POM Home | POM New Monitor |
Translation | JPN & EN

Patch 3
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NA OUTREACH-30847 L10n | POM Home | Campaigns | Campaign Patch 3
Strategies | Pacing Type | Expert Call Ratio |
Translation | JPN
NA OUTREACH-30846 L10n | POM Home | Campaigns | Campaign Patch 3
Strategies | Restrictions | Translation | JPN
NA OUTREACH-30840 L10n | POM Home | Campaigns | Campaign Patch 3
Strategies | Handler | Translation | JPN
NA OUTREACH-30838 | Added a new record in Exclude Contact list is not Patch 3
displayed under list until refresh page
NA OUTREACH-30789 Contact list import takes 3x more time than Patch 3
before
NA OUTREACH-30769 | Edit Strategy: validation Error for min-max agent Patch 3
values
SR - 1-16965845931 | OUTREACH-30670 | POM Rule engine exceptions due to wrong query Patch 3
SR - 1-16088726292 | OUTREACH-30035 | New call is not initiated from Handler 2 in case if a Patch 3
scheduled callback is answered and classified with
completion code 'Any_completion_code' which is
handled in first handler result node where next
state = handler2
NA OUTREACH-30663 Monitor Campaigns: Cancel button in Confirm Patch 3
Stop Campaign dialog is not working properly
NA OUTREACH-30639 | Filter Conditions: Changing value in Value Column Patch 3
will add that value to the list in Input Criteria
window
NA OUTREACH-30547 Filter Condition: Can't click on Action icon in Patch 3
condition with value contains Special Characters
SR - 1-16920019953 | OUTREACH-30540 Other Organization's contact list is also showing Patch 3
while logging as an Organization user
NA OUTREACH-30538 Filter Condition: After made changes and click Patch 3
apply changes in Job Parameters, Save button is
not working incorrectly
SR -1-16908446491 | OUTREACH-30506 POM campaign stuck in stopping state Patch 3
NA OUTREACH-30484 Added a new record is not displayed under list Patch 3
until refresh page
NA OUTREACH-30483 Automatic contact import is failed when the Patch 3
primary GEO site is getting down
NA OUTREACH-30482 | Automatic contact list import failed and showed Patch 3
type cast exceptions in the PIM_ALMService.log
SR -1-16849103122 | OUTREACH-30340 Null pointer exception is occurred in campaign Patch 3
Manager when there is restriction is added in the
campaign strategy
SR -1-16816462901 | OUTREACH-30218 Delay in updating context store by POM on Patch 3
transfer/conference calls
SR -1-16689314375 | OUTREACH-30030 | Campaign Strategy configured with Preview time Patch 3
1 sec taking around 4-5 seconds to dial out the
calls
8




SR - 1-16109548014 | OUTREACH-27556 | Multiple contact list in a campaing is not dialed in Patch 3
order (Attribute based dialling only)
NA OUTREACH-30948 ignite exception in callback and due to this Patch 3
sometimes callback is not attempted/postponed
SR -1-16987243941 | OUTREACH-30949 Implement contact retrieval from DB in batches Patch 3
for improving speed of dialing
NA OUTREACH-30996 Create callback : callback created with empty Patch 3
handlerName hence not launched
NA OUTREACH-30951 | Add new contact button doesn't work after failing Patch 3
add new contact to contact list manually
SR -1-17048210614 | OUTREACH-31809 New Monitor Realtime Filter template buttons Patch 4
not working when FQDN is used in Host Address
SR -1-17002483521 | OUTREACH-31655 | Agent remains Idle and gets repeatedly attached / Patch 4
detached from Agent-id based campaign
NA OUTREACH-31619 | When contact list is added to the running job then Patch 4
some time dialing gets stops
SR -1-17015808522 | OUTREACH-31604 | Monitor Campaign View Detail Settings button is Patch 4
not disabled with user has only Monitor view
permission
SR -1-17056144714 | OUTREACH-31587 Outbound Emails are delivered with incorrect Patch 4
format when the email is formatted using non-
flash-based Strategy Editor
NA OUTREACH-31404 Contact list with multiple orgs are not visible Patch 4
when logged in as org user
NA OUTREACH-31371 After deleting and re-adding zone with same Patch 4
name, newly added skills gets populated with
older zone id (which is deleted) in pim_skills_map
table
SR - 1-16856457489 | OUTREACH-31369 Callbacks get stuck in '‘Queued for Dialing' state Patch 4
when multiple DialNow schedules happen
simultaneously.Once a callback is stuck in
'Queued for Dialing', it neither gets Postponed
nor get delivered to the agent
SR -1-17035085138 | OUTREACH-31344 | Filter template with multiple sort conditions is not Patch 4
working
SR -1-16916501311 | OUTREACH-31132 Delayed Call Connect event leads to delay in Patch 4
sending UCID to ACR, therefore initial section of
recording is missed
SR -1-16918393282 | OUTREACH-31005 Dynamic assignment of contact list filter not Patch 4
working. Need to pause and restart campaign.
NA OUTREACH-29075 | POM services on StandBy DC(Data center) in Geo Patch 4
setup shows services status as 'STOPPING'
consistently on POM Manager Web Ul page,
whereas status from CLI(command line) is shown
as 'STOPPED'
9
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SR-1-
16175870692

OUTREACH-31589

Call Blending not working in multiple zones
getting NullPointerException in Agent Manager
logs

Patch 4

NA

OUTREACH-32331

Pending fixes from OUTREACH-29125 - DNC
Registered Contact Details page, Showing empty
contact list when custom attribute named as
"address" is added to contact list

Patch 4

SR -1-17051360751

OUTREACH-32597

POM Manager is not showing up services after
fresh install

Patch 5

SR -1-17005916289

OUTREACH-32426

Dynamic agent re-allocation does not happen
with ECR, Cruise Control pacing type even though
there is high priority job running

Patch 5

NA

OUTREACH-32347

Campaign is stopped when using ABD type
campaign and use same attributes for Sorting and
ABD mapping

Patch 5

NA

OUTREACH-31919

SMS Format Text displays incorrect format after
enable and disable HTML with non flash strategy
editor

Patch 5

NA

OUTREACH-31703

Holiday list not visible for the User where Org
type is 'None' and it is assigned full permission
custom role for "POM Home"

Patch 5

NA

OUTREACH-31700

The User where Org type is 'None' and it is
assigned with only 'POM Campaign Manager' role
cannot delete Holiday created

Patch 5

NA

OUTREACH-31698

Holiday Name does not display when Editing
holiday on system with the User where Org type
is 'None' and it is assigned with only 'POM
Campaign Manager' role

Patch 5

SR -1-17015439964

OUTREACH-31594

Holiday list not visible for the User where Org
type is 'None' and it is assigned with only 'POM
Campaign Manager' role

Patch 5

SR -1-17056391332

OUTREACH-31140

POM Monitor - Dashboard screen performance is
very slow

Patch 5

SR -1-16242519732

OUTREACH-27347

Alphabetic character with an accent (ie. E) is not
loaded correctly into the contact list

Patch 5

NA

OUTREACH-32944

No validation for empty value in two fields "Initial
Hit Rate, Minimum Hit Rate" in ECR call pacing

type

Patch 5

NA

OUTREACH-32903

Issue with non-Flash strategy editor - not
throwing an error when there are fields left blank
e.g Initial hit rate, Minimum hit rate

Patch 5

SR -1-17084792829

OUTREACH-32890

Agent can not login if change CTI Configuration
"Standby" to "Active" without restart agtmgr
service

Patch 5

NA

OUTREACH-32861

Geo Redundancy - Zones getting deleted after
creating data centers

Patch 5
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NA

OUTREACH-32728

User can stop campaign with “Campaign view”
permission only

Patch 5

NA

OUTREACH-23507

Calls fail when multiple SBC-Es are used with POM
Please refer Appendix J (OPTIONAL: to be used
ONLY by customers experiencing the scenario

described in the JIRA)

Patch 5

SR -1-17023592159

OUTREACH-31677

Nuisance due to callback in progressive campaign
with overdial ratio 1
Please refer Appendix | (O PTIONAL: to be used
ONLY by customers experiencing the scenario
described in the JIRA)

Patch 5

SR -1-17076621901

OUTREACH-31762

Campaign not stopping even after attempting all
the attempts getting ClassCastException in
Campaign manager logs

Patch 5

SR -1-17141788022

OUTREACH-33086

POM new monitor not reflecting the changes on
global settings

Patch 5

SR -1-17082649484

OUTREACH-31924

Callback gets marked as
'Rejected_Due_To_Attempt_Already In_Progress
and keeps getting postponed

Patch 5

NA

OUTREACH-32751

Modify collectmultiplelog.sh and
mvAndZipNewLog.sh scripts

Patch 5

SR -1-17064701592

OUTREACH-31929

Database exception "ORA-01704: string literal too
long" is occurred while saving the
agent_statastics in OPDB

Patch 5

NA

OUTREACH-32530

"Enable HTML Format" box of Email/SMS displays
checked after unchchecking to save and close
strategy

Patch 5

SR -1-17074042970

OUTREACH-32941

Agent Summary Report don't match the login and
logout time with the idle,talk,acw and break time
for agent

Patch 5

SR -1-17132653652

OUTREACH-33174

POM New Monitor Not displaying the attribute
details for non default zone

Patch 5

NA

OUTREACH-33181

Attribute based campaign does not present the
callback to the agent after all regular records for
the attribute are exhausted in the job, even
though the agent is still Nailed, but JobDetached

Patch 5

SR -1-17218206682

OUTREACH-34529

Not able to fetch status of Kafka service in 30
msec and Kafka shows stopped in POM web page
, but actually running at backend by CLI.
Please refer Appendix L (OPTIONAL: to be used
ONLY by customers experiencing the scenario
described in the JIRA)

Patch 6

SR -1-17052359922

OUTREACH-33430

The wrong date is getting passed to query which
calculate today's Nuisance count

Patch 6
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NA OUTREACH-33412 Dynamic agent re-allocation does not happen Patch 6
with ECR, Cruise Control pacing type even though
there is high min job running
NA OUTREACH-33179 Holiday Configuration option throw exception Patch 6
when click on it
SR -1-17096158219 | OUTREACH-33502 In strategy, when Background AMD is 'OFF', Patch 6
Action on AMD gets incorrectly set to 'Disconnect
the Call' and user cannot change it
SR -1- OUTREACH-33917 Vodafone Nuisance issue Patch 6
17023592159
SR -1- OUTREACH-34153 POM campaign stuck in stopping state Patch 6
17183408161
NA OUTREACH-33153 Completion code names are obscured due to Patch 6
message in the Monitor
NA OUTREACH-33368 | POM Monitor - Agent Detail: Agent Detail doesn't Patch 6
display information
NA OUTREACH-31898 user could modify minimum agent more than Patch 6
maximum agent in Runtime Parameters
SR - 1- OUTREACH-33359 Service Level value can be set below 70 in POM Patch 6
17164553902 Monitor
SR-1- OUTREACH-34264 POM Callback Status Details report has agentID Patch 6
17270894674 filter criteria which does not work
NA OUTREACH-33654 ClassCastException observed in Patch 6
PIM_WebService.log during Geo failover activity
NA OUTREACH-34984 Filter Template details missing in PIM Job Param Patch 6
History Table with BatchUpdateExceptions in CD
out file
NA OUTREACH-20438 In Japanese OAM, all choices are in one row for Patch 6
“Action on AMD” in Strategy
SR-1-17123007140 | OUTREACH-34225 In Multi-POM system, when there is a time Patch 6
difference between Zone Director servers, CD
failover occurs and the list import fails
NA OUTREACH-34989 "Operator does not exist: Boolean = integer" Patch 6
exception in campaign director log when
database is postgres (on Geo setup)
SR -1-17252395641 | OUTREACH-34711 Rest API for contactlist search returns incorrect Patch 6
result with multiple lists not matching the list
name
NA OUTREACH-33206 | Empty contact list operation stops with exception Patch 6
when many contact list empty operation
triggered at same time
Please refer to Appendix K
NA OUTREACH-34993 Attribute based campaign with allocation type Patch 6
"reserved" does not present the callback to the
agent after all regular records for the attribute
12
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are exhausted, and callback is stuck in "In
Progress" state
Note: After an agent gets done with processing
his last record in ABD campaign, then POM waits
for a minute to send JobEnd to the agent.
Callback will be presented during JobEnd
processing.

But, during this 1 minute, if a new contact is
added to the Contact List, then this new contact is
presented to the agent first and the callback will
be presented later once the new call gets done.

SR -1-16942937711

OUTREACH-32680

Attribute based campaign does not present the
callback to the agent after all regular records for
the attribute are exhausted in the job, even
though the agent is still available
Note: After an agent gets done with processing
his last record in ABD campaign, then POM waits
for a minute to send JobEnd to the agent.
Callback will be presented during JobEnd
processing.

But, during this 1 minute, if a new contact is
added to the Contact List, then this new contact is
presented to the agent first and the callback will
be presented later once the new call gets done.

Patch 6

NA

OUTREACH-34795

Strict Agent callback is getting stuck in 'In
Progress' state if the agent is not available and it
gets marked as Attempt_Timeout after 60 mins

Patch 6

NA

OUTREACH-34948

POM Supervisor issue in new Monitor

Patch 6

SR -1-17284947581

OUTREACH-34664

Agent Summary Report shows incorrect Total
ACW time especially when agent's call state is
'Wrapup' for quite long time and AGTNailingLost
happens multiple times

Patch 6

SR -1-17218812554

OUTREACH-34263

Conference time gets calculated incorrectly in
POM reports

Patch 6

NA

OUTREACH-34768

Enriched Attempt Event shows the agent Id of the
agent who initiated conference/transfer rather
than the agent who completed the record. Also,
problem with other attributes in the Enriched
Attempt Event
Note: Added two new fields in EnrichedAttempt
Event
i. wrapupAgentld : Agent Id who wrap up the call.
ii. wrapupAgentName : Name of the agent who
wrap up the call

Patch 6

September 2021

Copyright 2020-2021 Avaya Inc. All rights reserved.
Use pursuant to the terms of your signed agreement or Avaya policy.

13




SR -1-17256563092

OUTREACH-34838

The API "Delete Contact from List" is allowing to
delete in-progress contacts

Patch 6

NA

OUTREACH-34946

Contact List page takes lot of time to load

Patch 6

SR-1-17199166874

OUTREACH-34846

Incorrect "callback-preview-duration" in the
Agent Summary report

Patch 6

SR-1-17153127868

OUTREACH-33472

Report discrepancy when we use Reject Pattern
number in contact list and upload the same
record again

Patch 6

NA

OUTREACH-35375

Contact name is not sorted in alphabet

Patch 6

SR-1-17189342583

OUTREACH-30957

Edit campaign CCW and adding sender address
not saving instead throwing validation errors

Patch 6

SR -1-17349206709

OUTREACH-36354

selector node condition not working with custom
attribute type "time"

Patch 7

SR -1-17368978792

OUTREACH-35492

In Sms campaign,POM Strips extra digit from
phone number

Patch 7

SR -1-17215347227

OUTREACH-36355

Call completion time showing incorrect value in
campaign details report when agent consult to
external number and completion code is Desktop
error

Patch 7

NA

OUTREACH-35924

Contact List file does not get deleted from POM's
source location for DNC imports and if you Stop
or Pause a import job

Patch 7

SR -1-17404687721

OUTREACH-36247

Stale job entries in pim_agent_job_summary
table prevent new jobs from dialing

Patch 7

SR -1-17125908561

OUTREACH-35346

When Dialing Allocation on one or more lists is
changed to less than 100 % on running ABD
campaign, it stops dialing records for the agent
and the agent remains Idle

Patch 7

SR -1-17256563092

OUTREACH-35393

Exclude contact APl enhancement to mark
contact done immediately.
Please refer Appendix M (OPTIONAL: to be used
ONLY by customers experiencing the
scenario described in the JIRA)

Patch 7

NA

OUTREACH-35547

When exporting a csv file from reporting the data

within the columns do not stay aligned under the

proper header and an extra column gets added in
between

Patch 7

SR -1-17452021922

OUTREACH-36368

After uploading contact list, Contact browser
displays scientific notation for very small and very
large float values for custom attribute of type
float
Please refer Appendix O (OPTIONAL: to be used
ONLY by customers experiencing the
scenario described in the JIRA)

Patch 7

NA

OUTREACH-28284

POM nail-up call goes to Agent voicemail
coverage

Patch 7
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SR -1-17368169807 | OUTREACH-35389 | Remove Hard coded limit of 60 skill from AES SMS Patch 7
Client application
NA OUTREACH-30989 Getting "Application Error" completion code in Patch 7
campaign report detail when using the "=" symbol
under URL node in the strategy.without "="it
works fine
SR -1-17379186948 | OUTREACH-35673 Modify collectmultiplelog.sh and Patch 7
mvAndZipNewLog.sh scripts
NA OUTREACH-37083 | Enriched Attempt Event is not generated in some Patch 7
callback
SR -1-17469777993 | OUTREACH-37068 | POM Export Report data are not aligned in proper Patch 7
columns.
NA OUTREACH-37164 Handle =, <, <=, >, >= for DATE field types in Patch 7
Splitter
SR -1-17056144714 | OUTREACH-31587 Outbound Emails are delivered with incorrect Patch 7
format when the email is formatted using non-
flash-based Strategy Editor.
Please refer Appendix N.
NA OUTREACH-30706 File Splitter is not working for Timestamp with Patch 7
operator "=, >, <, isNull, is not null, ="
NA OUTREACH-37280 GetContactDataFromlList returning null to PDC Patch 7
while Getting Contact Info
NA OUTREACH-37516 OM completion codes in Export Files : Patch 7
DESCRIPTION of the completion code is used as
the last_completion_code value
Please refer Appendix P.
SR -1-17774368997 | OUTREACH-37346 | Agent "Acquire event" is not sending to Recorder Patch 7
NA OUTREACH-37897 Get the RPC-Success-Closure counts failed Patch 7
NA OUTREACH-37912 | When agent in pending callback state, agent did Patch 7
not complete the current call and automatically
execute the callback process after refreshing the
Agent Skill
NA OUTREACH-37324 | Agents not receiving Interaction Cards on Patch 7
outbound connections as AGTCallNotify is failing
due to empty sdkVersion.
follow instructions listed in Appendix Q
NA OUTREACH-37142 | RuleEngine HF for Preview check removal and Patch 7
reduction in Clean-up messages
SR-1- OUTREACH-36805 | Export data records are missing in the export file Patch 7
17479692761 when we run export on
frequency basis (daily/Hourly/Run Every N
Minutes)
15
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Download Instructions

1.
2.

3.

Download the file “POM3132Patch07.zip” from the AVAYA support site.

Secure copy (SCP) this patch file to a directory on the Proactive Outreach Manager system (e.g.
/home/craft).

Verify sha256sum before applying patch by using below command

sha2b56sum POM3132Patch07.zip

Installation Instructions

Follow below instructions to install this Patch on all Proactive Outreach Manager servers.

1. Make sure that all agents are logged out.
2. Stop all running campaigns (This is mandatory)
3. Login with root or sroot on Proactive Outreach Manager system
4. Copy POM3132Patch07.zip file to location /home/craft.
5. Change directory to where patch file is copied using the following command
cd /home/craft
6. Stop POM, appserver, mpp and vpms services using following commands
service POM stop
service appserver stop
service mpp stop
service vpms stop
7. Unzip POM3132Patch07.zip (unzip POM3132Patch07.zip). All files will get unzip under
POM3132Patch07 directory created in current directory.
8. Go to POM3132Patch07 directory
cd POM3132Patch07
9. Execute the patch install script using following commands
chmod 775 installPatch.sh
./installPatch.sh
10. Verify that you see message on console output “Patch installation completed successfully.”
11. Repeat the steps from Step 3 to Step 10 on all the Aux POM Servers
12. Follow steps mentioned under Appendix A to Appendix Q wherever applicable
13. Start all service
service vpms start
service mpp start
service appserver start
service POM start
NOTES:
1. This patch will create the backup of the files to be replaced under the directory
SPOM_HOME/Temp/PatchBackup/POM.03.01.03.02.07.070
2. This patch will update content of the file “SPOM_HOME/data/build_rel.num”, containing patch
number to POM.03.01.03.02.07.070
3. After patch installation if installDB.sh script is executed the following script also needs to be executed
for POM New Monitor link:
$POM_HOME/bin/configureSideBarForNewMon.sh
4. Proactive Outreach Manager needs the campaign strategy to have one handler with name as ‘initial’. It
is a reserved word in Proactive Outreach Manager and it should not be translated.
16
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Uninstallation Instructions

The backup of files is taken during patch installation at
SPOM_HOME/Temp/PatchBackup/POM.03.01.03.02.07.070/ location.
Perform the steps in following section to revert the patch changes

1. Logout all agents.
Stop all running campaigns.

Stop all appserver
Stop all mpps
Stop vpms service

NoukwnN

patch

cd $POM HOME/bin/

./uninstallPatch.sh

8. Start all services:

service vpms start
service mpp start
service appserver start
service POM start

Stop POM service on Primary and all Aux servers

Execute below commands on Primary Proactive Outreach Manager and all Aux servers to un-install this

Appendix A

When to apply steps mentioned in this section?

If you are applying this patch on top of Proactive

Outreach Manager 3.1.3.2 GA Build Only

Where to apply?

Following command should be run on Primary Proactive

Outreach Manager server only

Why to apply?

If you want to increase the timeout period on Proactive
Outreach Manager side before making the licenses 0
when WebLM server cannot be contacted. Following
query sets the timeout value to 24Hrs. Value of this

parameter should be provided in milliseconds.

Command to be executed:

$POM _HOME/bin/SetConfigValue.sh WEBLM RESTART GRACE PERIOD 86400000

Appendix B
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When to apply steps mentioned in this section?

If you are applying this patch on top of Proactive
Outreach Manager 3.1.3.2 GA Build Only and you are
using Oracle 12Cr1 or previous version as your

Proactive Outreach Manager Database

Where to apply? Following commands should be executed on Primary
Proactive Outreach Manager server only
Why to apply? Following steps are required to resolve the issue

OUTREACH-28227 mentioned under Issues Fixed

section
cd $POM HOME/bin
chmod 755 migratePurgeSetting.sh
./migratePurgeSetting.sh
Appendix C

When to apply steps mentioned in this section?

If you are applying this patch on top of Proactive
Outreach Manager 3.1.3.2 GA Build Only and you are

installing Proactive Outreach Manager shipped

application

Where to apply? Following steps should be executed on your
appserver system

Why to apply? Following steps are required to resolve the issue

OUTREACH-28587 mentioned under Issues Fixed

section

POM Shipped Application Installation

For local AppServer or external AppServer(tomcat) follow the following steps:

1. Go to SAPPSERVER_HOME/webapps/

2. Take the backup of the Application’s .war files

cp PomDriverApp.war PomDriverApp.war bkp
cp Nailer.war Nailer.war bkp

3. Remove the Application folders.
rm -rf PomDriverApp
rm -rf Nailer

4. Copy the Application war files shipped in the patch to this location

18
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cp <POM3132Patch(07 location>PomDriverApp.war ./
cp <POM3132Patch07 location>Nailer.war ./

For external AppServer (WebSphere) use the .ear files shipped in the patch to re-install via the WebSphere
GUI. Keep the backup of the existing application. For more information refer Proactive Outreach Manager
Integration for WebSphere related configuration.

NOTE:
If you want to revert the Proactive Outreach Manager shipped application related changes
performed in this patch then you can follow the below steps
For local AppServer or external AppServer(tomcat):

1. Go to SAPPSERVER_HOME/webapps/ location
2. Replace the Application’s .war files from there backup.
cp PomDriverApp.war bkp PomDriverApp.war
cp Nailer.war bkp Nailer.war
3. Remove the Application folders.
rm -rf PomDriverApp
rm -rf Nailer
For external AppServer (WebSphere) use the applications’ backup to re-install via the WebSphere GUI.

Appendix D

When to apply steps mentioned in this section? If you are applying this patch on top of Proactive

Outreach Manager 3.1.3.2 GA Build Only

Where to apply? Following command should be run on Primary Proactive

Outreach Manager server only

Why to apply? In this patch a new enhancement is provided for
maintaining retry count per completion code for call

attempt.

Example
In strategy following retry is configured
Action Node: Call Node
Retry Node: Call Busy: Retry Count 2
Retry Node: Ring No Answer: Retry Count 3

Existing Logic:
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The retry counter in strategy is maintained at action
node level. All retry node under action node share same
retry counter. As per this logic maximum retry that can

be made is three.

Let's take attempt example
1. Regularinitial attempt: Attempt output is Call
Busy
2. Next is retry from retry node:
Attempt output is again Call Busy (Retry Count
is 1)
3. Next is retry from retry node:
Attempt output is now Ring No Answer (Retry
Count is 2)
4. Next retry is from node:
Attempt output is again Ring No Answer (Retry
Count is 3)
5. As total retry count is 3 and for Ring No Answer
maximum retry counter is configured is also 3, it will not

allow next attempt.

New Logic:

In this patch a new option is given to maintain retry
count per completion code.

If it is enabled the retry count will be counted based on
retry completion code. Max retry that can be made for
above strategy example is five as compared to existing

logic where it is three.

Let take same above attempt example
1. Regular attempt: Attempt output is Call Busy

2. Next is retry from retry node:

September 2021
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Attempt output is again Call Busy (Retry Count
for Call Busy is 1)
3. Next is retry from retry node:

Attempt output is now Ring No Answer (Retry
Count for Ring No Answer is 1)
4. Next retry is from retry node:

Attempt output is again Ring No Answer (Retry
Count is 2)
5. As total retry count is 2 for Ring No Answer

maximum retry counter is configured is 3, it will allow

next retry attempt.

Here you can check the difference in behavior at step 3.
where Ring No Answer retry count is started from 1

instead from 2 as in existing logic.

To use this new behavior configuration parameter
RETRY_NODE_WISE_RETRY_COUNT needs to be set to
“true”. Find the command below to enable/disable this

configuration.

Command to be executed:

$POM HOME/bin/SetConfigValue.sh RETRY NODE WISE RETRY COUNT true
Or
$SPOM HOME/bin/SetConfigValue.sh RETRY NODE WISE RETRY COUNT false

Appendix E

From Proactive Outreach Manager 3.1.3.2 Patchl1 onwards, Proactive Outreach Manager will configure default
list of events to be throttled along with throttle interval against each code.
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September 2021 Copyright 2020-2021 Avaya Inc. All rights reserved.
Use pursuant to the terms of your signed agreement or Avaya policy.



Post patch installation in case additional repetitive events seen in log viewer on EP, then below steps can be
used to configure additional Proactive Outreach Manager event or interval:

When to apply steps mentioned in this If you want to throttle repeatedly generated events on top

section? of preconfigured default Proactive Outreach Manager
event list.

Where to apply? Following steps should be run on all Proactive Outreach

Manager systems.

Why to apply? If you want to configure event code which is not part of

default event throttle list or increase the throttle interval
for existing event codes, on Proactive Outreach Manager
side before sending events to EP.

1. Login to Proactive Outreach Manager server console using ssh using root user.
2. Navigate to SPOM_HOME/config directory.
3. Open pimthrottle.properties in editor.
4. Search for event code which need to be throttled. Typically it is prefixed with P_POM.
5. If entry for event code already found, then just increase the throttle interval specified after = operator.
The interval value is in seconds.
6. Else search for string ####END POM DEFAULT EVENTS THROTTLE LIST####H#
7. Add event code below this string and save file.
8. For example P_POMCD00X=600 means the CD(campaign director) event code will be passed on first
occurrence then repeated logs within next 10 minutes will get throttled.
9. Restart POM services and VPMS service to make change effective.
Appendix F
When to apply steps mentioned in this section? If you are applying this patch on top of Proactive
Outreach Manager 3.1.3.2 Patch 1 or Proactive
Outreach Manager 3.1.3.2 GA Build
Where to apply? Following command should be run on Primary
Proactive Outreach Manager server only
Why to apply?

Execute following query to add the new configuration parameter “'USE_FLASH_PLAYER" to allow user to use
flash player for Campaign strategy or Campaign Restrictions

Command to be executed:
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$POM _HOME/bin/SetConfigValue.sh USE FLASH PLAYER 0

Appendix G

When to apply steps mentioned in this section?

If you are applying this patch on top of Proactive
Outreach Manager 3.1.3.2 Patch 1 or Proactive
Outreach Manager 3.1.3.2 GA Build

Where to apply?

Following command should be run on Primary

Proactive Outreach Manager server only

Why to apply?

Execute following command to enable this option to allow to view and edit the campaign strategy in flash
player. User needs to logout and login from the Ul to take changes effective.

Command to be executed:

$POM_HOME/bin/SetConfigValue.sh USE FLASH PLAYER 1

Before USE_FLASH_PLAYER parameter value is set to 1

Campaign Strategies

~
-

Refresh

This page allows the user to manage Campaign Strategies, depending on the user role.

fsump?e ‘ 2 || ¥ |Advanced

Show |50 V|| Page: 1/1 ‘ lm
[ Name | state [task Types|  Action |
SimpleCalltest Completed 4% PE 0O
simpleCruise Completed (3. A3 PE O

simpleECR Completed (3. 44 PE O
Simplemailtest ~ Completed |- PE O
simpleProgressive Completed (3, &4 PE0O
Simplesmstest Completed L PEB O

After USE_FLASH_PLAYER parameter value is set to 1, new edit icon is shown under Action menu
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Execute following command to enable this option to allow to view and edit the campaign restrictions in flash
player. User needs to logout and login from the Ul to take changes effective.

Command to be executed:

$POM HOME/bin/SetConfigValue.sh USE FLASH PLAYER 2

Before USE_FLASH_PLAYER parameter value is set to 2

mpieuonws

[ Restrict

Callback Manager
Filter Templates

# POM Home Campaigns v Contacts v

Agents v Supervisor v Configurations v

HIDE TOOL BOX | SHOW SOURCE | ] SAVE | | COPY | . PASTE |

4 0 Global Restrictions

After USE_FLASH_PLAYER parameter value is set to 2, another option comes in menu as “Campaign

Restrictions (Flash Player)”

September 2021
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% POM Home Campaigns ~ Contacts Agents v Supervisor v Configurations ~
Campaign Manager

HIDE TOOL BO: Campaign Attributes

Selected Node: f  Completion Codes

Property

Name

Campaign Strategies
Campaign Restrictions

Rule Editor

v cGlobal Restrictions
ARestrictions

£ Restrict
Description

Callback Manager
Filter Templates

Config value options for USE_FLASH_PLAYER parameter

Option Value

No Flash player edit option (Default) 0

Edit Campaign Strategy in Flash Player

Edit Campaign Restrictions in Flash player

WIN |-

Edit Campaign Strategy and Campaign Restrictions in
Flash player

Appendix H

The new option “POM New Monitor” will be available which will launch the Proactive Outreach Manager

Monitor without flash.

Users Active Campaigns = Active DNC Imports -} License Summary

I-time Monitoring [ campaign Name Campaign Type Job ID  Status DNC Import Name DNC List Name Job 1D Campaign Name Job ID

Active Calls ‘ B | cashbosrdaviviewpause  infinite 235 'u\r\'\g’ dashboardAVTviewPause 235

Audit Log Viewer [l csshooaracanricon infinite 237 running dashboardAVTviewPause 235

Log Viewer :
o Bl coshboardCalRTCEWTRC  infinite 238 running dashboardAVTviewPause 235

Welcome, admi
Last logged In today at 11:52:19 AM 1t

Call 500

Cal 500

MPP Manager Click on Table row to view the DNC Import details Preview campaign may use predictive licenses if required.

Inbound Skills B Active Agents = Active Data Imports

Zone Name skill Skill No Agent Filter - Totak: 3 > Data Import Name Contact List Name Job 1D

Speech Servers

VoIP Connections Detault Pom101 101

Zones Agent Agent Extension Agent Name
Cortificates Default Pom102 102 67020 51001 POM Perf ACD .\71

Standard Default Pom159 159 67021 51002 POM Pert ACD Ag

Email Monitored parameter is displayed in bold Click on Table row to view Data Import details
HTML 1 /1

September 2021 Copyright 2020-2021 Avaya Inc. All rights reserved.
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Existing POM Monitor (with Flash) is also available with POM Monitor option above POM New Monitor

Under Roles, user will see a new role “POM New Monitor” (marked in blue) under POM, which is for this new
menu option POM New Monitor. The existing roles (marked in orange) under POM Monitor are also applicable
to the new monitor. For example, if the role View License is disabled then it will be applicable for both Existing
Old Flash monitor and New Monitor.

v WPOM Monitor

wCampaigns View View Only

&/ Contacts Data Import View View Only
&/ DNC Data Import View View Only

W View Active Agents View Only
@View License

Wl vl w v

@View Zone Failover Settings
WAllow Zone Failover
| &dView Inbound Skills
v &POM New Monitor
[ @New Monitor

Note: In New Monitor, Run Time parameter changes for Finish criteria will be available on Campaign
Settings page which was not available in old monitor in case filter template is enabled.

To Launch New Monitor on Aux server.
1. Type the URL https://[<AUX-IP/HOSTNAME>/pom-monitor/
2. Browser will prompt for username and password as shown below.

Sign in
https://10.133.76.72
Username
Password

m C.J”‘:‘.:‘

3. Enter username and password, it will launch new monitor window.
4. On Aux monitor, after pressing logout option in browser, browser need to be closed.

Note: Runtime changes for filter and sort on monitor application launched from Aux server is not
supported. Show Result button for old filter (Filter template disabled) on Aux monitor is not
supported.
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https://10.133.76.72/pom-monitor/

Appendix |

When to apply steps mentioned in this section?

When you want to enable/disable callback nuisance
implementation to resolve and in case you have callback
nuisance issue in progressive campaign with over dial

ratio 1

Where to apply?

Following command should be run on Primary Proactive

Outreach Manager server only

Why to apply?

We have added a configuration parameter
‘CALLBACK_NUISANCE_IMPL’ to enable/disable this
implementation. To enable this behavior set value to 1

and to disable the behavior set it to 0.

Command to be executed:

$POM _HOME/bin/SetConfigValue.sh CALLBACK NUISANCE IMPL 1

Or

$POM HOME/bin/SetConfigValue.sh CALLBACK NUISANCE IMPL 0

Appendix J

When to apply steps mentioned in this section?

Needed ONLY for any customer who is using Multiple-
SBCs in his environment and is unrelated to any
customer using a single UC outbound switch, in the
scenario where Calls fail when multiple SBC-Es are used

with Proactive Outreach Manager

Where to apply?

Following command should be run on Primary Proactive

Outreach Manager server only

Why to apply?

We have added a configuration parameter
‘USE_SIP_CONTACT_HEADER’ to enable/disable this
implementation. To enable this behavior set the value

to true and to disable the behavior set it to false.
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Command to be executed:

SPOM_HOME/bin/SetConfigValue.sh USE_SIP_CONTACT HEADER true

Or

$POM_HOME/bin/SetConfigValue.sh USE_SIP CONTACT HEADER false

Appendix K

When to apply steps mentioned in this

section?

In the scenario where Empty contact list operation stops
with exception when many contact list empty operation

triggered at same time

Where to apply?

Following command should be run on Primary Proactive

Outreach Manager server only

Why to apply?

We have added configuration parameters
‘EMPTY_CL_RETRY_CNT_ON_DEADLOCK’ and
‘EMPTY_CL_SLEEP_BEFORE_RETRY_ON_DEADLOCK_IN_MS

‘

Commands to be executed:

$POM HOME/bin/SetConfigValue.sh EMPTY CL RETRY CNT ON DEADLOCK 5

$POM HOME/bin/SetConfigValue.sh

EMPTY CL SLEEP BEFORE RETRY ON DEADLOCK IN MS 10

Appendix L

When to apply steps mentioned in this section?

Needed ONLY for a customer who is facing the issue
of inconsistencies in the KAFKA status between
Proactive Outreach Manager Web Page (showing as
stopped) and CLI (showing as running) wherein
Proactive Outreach Manager is not able to fetch the

status in 30 msec

Where to apply?

Following command should be run on Primary Proactive

Outreach Manager server only

Why to apply?

We have added a configuration parameter
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‘ZOOKEEPER_SESSION_TIMEOUT".

Command to be executed:

SPOM_HOME/bin/SetConfigValue.sh ZOOKEEPER SESSION TIMEOUT 1000

Appendix M

\When to apply steps mentioned in this section?

Needed ONLY for a customer who is using enhanced
exclude contact API to mark contact done immediately

\Where to apply? Following command should be run on Primary Proactive
Outreach Manager server only
Why to apply? We have added a configuration parameter

‘CREATE_IMMEDIATE_HISTORY’ to enable/disable this
behavior. To enable this behavior set the configuration
value to true and to disable the behavior set it to false.

Commands to be executed:

$POM HOME/bin/SetConfigValue.sh CREATE IMMEDIATE HISTORY true

Or

$POM HOME/bin/SetConfigValue.sh CREATE IMMEDIATE HISTORY false

Appendix N

\When to apply steps mentioned in this section?

Needed ONLY for a customer who is having an issue of
incorrect email format for Outbound Emails using non-
flash based Strategy Editor

\Where to apply?

Follow below steps to ensure correct email format

Why to apply?

For the correct email format for non-flash-based strategy
editor

1) Open the strategy editor. (Non-flash-based editor)
2) Open the Email campaign-based strategy files.
3) Select the Email content textbox and click on the Edit text button (See the below screenshot)

29
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Property

Name

Description Omkar$adsomq asdo3&#@

Language* English({UsA) |z|

&5 Address

&% Application

‘. §* Avaya Notify

i% Result Processors °

sfirstName% - Johnson Col

Subject

Text* ‘ <div style="text-align:LEF ‘

4) It will open the Email Format text content.

Notification Text x

Enable HTML format

12~ Werdana - B I U & = = =~ Ti~ =/~ ¢

December 16,2020

Attention to: Accounts Payable Account number: $firstNames

Accounts Payable at sfirstlameas

We are currently showing that your account.omkarMozar B123#5.

account number: $firstNames$ has one or more invoices owed to Johnson Controls.

Please contact us with any questions or comments in regards of your pending invoices to the following customer service number:
S00-746-753%9 Option #4.If the payment was mailed or completed through any other payment procedure please disregard this email
letter.COLLECTIONS — Fire Protection Johnson Controls, Inc.

*To ensure prompt and accurate processing of your payment, please note your 1CI invoice number(s) on your check.

THIS MESSAGE MAY CONTAIM INFORMATION THAT IS PRIVILEGED AMD COMFIDENMTIAL. The infermation contained in, or attached to,
this message is intended sclely for the use of the specific person(s) named above. If you are not the intended recipient then you
have received this communication in error and are prohibited from review, re-transmission, taking any action in reliance upon, sharing
the content of, disseminating or copying this message and any of the attachments in any way. If you have received this
communication in error, please contact the sender immediately and promptly delete this message from all types of media and
devices. Thank you.Johnson Control's vision is Zerc Harm to pecple and the environment. Please consider the anvirenmeant before
printing this message.

|ZI Insert Embed Image

Cancel Ok

5) Verify the Email format If needed modify it.

6) Click on OK.

7) Save the Strategy.

8) Run the email-based campaign and verify the Email format.
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Appendix O

When to apply steps mentioned in this section?

Needed ONLY for a customer who is facing an issue
where Contact browser displays scientific notation for
very small and very large float values for custom
attribute of type float

Where to apply? The following command should be run on Primary
Proactive Outreach Manager server only
Why to apply? We have added a configuration parameter

‘DECIMAL_PLACES_FOR_FLOAT’ to enable/disable this
behavior. To enable this behavior set the configuration
value to other than 0 and to disable the behavior set it
to 0. The value signifies the number of decimal places
that get shown for a floating-point value. It's
recommended that the value should not be set more
than 10.

Commands to be executed:

$POM _HOME/bin/SetConfigValue.sh DECIMAL PLACES FOR FLOAT 0

Or

SPOM_HOME/bin/SetConfigValue.sh DECIMAI PLACES FOR FLOAT 5

Appendix P

When to apply steps mentioned in this section?

Needed ONLY for a customer who want to use System
Completion Code Name in export data

Where to apply? Following command should be run on Primary Proactive
Outreach Manager server only
Why to apply? We have added a configuration parameter

‘USE_CC_CODE’ to enable/disable this behavior. To

enable this behavior set the configuration value to true

and to disable the behavior set it to false.

Commands to be executed:

$POM _HOME/bin/SetConfigValue.sh USE CC CODE true

Or

$POM _HOME/bin/SetConfigValue.sh USE CC CODE false
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Appendix Q

When to apply steps mentioned in this section?

Need to be applied for the issue : Agents not
receiving Interaction Cards on outbound connections
as AGTCallNotify is failing due to empty sdkVersion

Where to apply?

Following command should be run on Primary Proactive
Outreach Manager server only

Why to apply?

We have added a configuration parameter
‘BASE_SDK_VERSION' to set the SDK version used
while connecting to Agent.

Commands to be executed:

$POM HOME/bin/SetConfigValue.sh BASE_SDK_VERSION 3.1.3.1

POM 3.1.3.2 Patch 7 Known Issues

Differences:

e Some component’s styling is not matching exactly with the existing application
e  Full Screen Mode works when New Monitor is opened in a separate tab/window

Known Issues / In progress Functionalities:

e  Full screen of new monitor is not working if it is launched in Experience Portal frame. If New Monitor is launched
in a new tab (by right clicking on New Monitor and select Open link in a new tab) then full screen is working fine.
e OUTREACH-35924 : Contact List file does not get deleted from Proactive Outreach Manager's source location for

DNC imports and if you Stop or Pause import job
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