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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?detailId=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. 

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. The 
applicable number of licenses and units of capacity for which the 
license is granted will be one (1), unless a different number of 
licenses or units of capacity is specified in the documentation or other 
materials available to You. “Software” means computer programs in 
object code, provided by Avaya or an Avaya Channel Partner, 
whether as stand-alone products, pre-installed on hardware products, 
and any upgrades, updates, patches, bug fixes, or modified versions 
thereto. “Designated Processor” means a single stand-alone 
computing device. “Server” means a Designated Processor that 
hosts a software application to be accessed by multiple users. 
“Instance” means a single copy of the Software executing at a 
particular time: (i) on one physical machine; or (ii) on one deployed 
software virtual machine (“VM”) or similar deployment. 

License type 

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. 

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. 

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. 

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. 

https://support.avaya.com/helpcenter/getGenericDetails?detailId=C20091120112456651010
https://support.avaya.com/helpcenter/getGenericDetails?detailId=C20091120112456651010
https://support.avaya.com/LicenseInfo
https://support.avaya.com/Copyright
https://support.avaya.com/Copyright


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. 

Trademarks 

Avaya, the Avaya logo, one-X are either registered trademarks or 
trademarks of Avaya Inc. in the United States of America and/or 
other jurisdictions. 

All non-Avaya trademarks are the property of their respective owners. 

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. 

https://support.avaya.com/
https://support.avaya.com/
https://support.avaya.com/
https://support.avaya.com/
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Chapter 1: Introduction 
 
 
 
 
 
 
 

Purpose 

This document provides installation, configuration, initial administration, and basic maintenance 

checklists and procedures. 
 
 
 
 

Intended audience 

This document is intended for people who install and configure a verified reference configuration at 

a customer site. 
 
 
 
 

Related resources 
 

 

Documentation 

The following table lists the documents for Avaya one-X® Agent and other related documents. 

Download the documents from the Avaya Support website at www.avaya.com/support. 
 

Document 

number 

Title This document describes: Audience 

Overview 

 Avaya one-X® Agent Overview 

and Specification 

The product characteristics and 

capabilities including product 

overview and feature descriptions, 

interoperability, performance 

specifications, security, and licensing 

requirements. 

Sales Engineers, 

Solution, 

Architects, 

Implementation 

Engineers, and 

Support 

personnel 

Implementing 

mailto:infodev@avaya.com
http://www.avaya.com/support
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Introduction 
 

 
Document 

number 

Title This document describes: Audience 

 Installing Avaya one-X® Agent The implementation of Avaya one-X® 

Agent in a customer environment. 

This guide provides details on 

system requirements, deployment 

options, implementation, 

customization through user scenario, 

and standard installation procedures. 

Implementation 

Engineers and 

Support 

personnel 

 Installing server applications 

for Avaya one-X® Agent 

The installation for the three server 

applications with Avaya one-X® 

Agent: 

• Presence Services 

• Avaya Aura® Session Manager 

• Central Management for Avaya 

one-X® Agent 

Describes the installation procedures 

for each applications in separate 

chapters because the server 

applications are optional for Avaya 

one-X® Agent 2.5 and later. 

Implementation 

Engineers and 

Support 

personnel 

 Migrating server applications 

from Avaya one-X® Agent 2.0 

to 2.5 

The migration procedure for server 

applications from Avaya one-X® 

Agent 2.0 to 2.5. This document also 

has procedures to keep the user and 

configuration data of all server 

applications. In addition, the 

document has procedures for servers 

to migrate, remove, and reinstall in a 

sequence. The document also has 

procedures on the data restoration. 

Implementation 

Engineers and 

Support 

personnel 

 Implementing Avaya Aura® 

Presence Services 

The procedures to install and 

configure Avaya Aura® Presence 

Services. 

Implementation 

Engineers and 

Support 

personnel 

 Implementing Avaya Aura® 

Session Manager 

The procedures to install and 

configure Avaya Aura® Session 

Manager. 

Implementation 

Engineers and 

Support 

personnel 

 Installing and upgrading Avaya 

Aura® System Manager 

The procedures to install and 

upgrade Avaya Aura® System 

Manager. 

Implementation 

Engineers and 

Support 

personnel 

Supporting 

mailto:infodev@avaya.com
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Related resources 
 

 
Document 

number 

Title This document describes: Audience 

 Avaya one-X® Agent Port 

Settings 

The steps to change the ports for 

firewall traversal rules. 

Implementation 

Engineers and 

Support 

personnel 

 Troubleshooting Avaya one-X® 

Agent 

The procedures to troubleshoot the 

problems during the installation and 

administration of Avaya one-X® 

Agent and Central Management that 

Avaya one-X® Agent supports. 

Implementation 

Engineers and 

Support 

personnel 

Using 

 Using Avaya one-X® Agent All tasks available to users of Avaya 

one-X® Agent. 

Sales Engineers, 

Solution, 

Architects, 

Implementation 

Engineers, and 

Support 

personnel 

 Administering Avaya one-X® 

Agent 

The Avaya Aura® Communication 

Manager administration for the Avaya 

one-X® Agent configurations during 

the initial system setup. 

Implementation 

Engineers and 

Support 

personnel 

 Using Avaya one-X® Agent 

Central Management 

The agent features, and 

administration of Central 

Management features. This guide 

also describes how to use Central 

Management. 

Implementation 

Engineers and 

Support 

personnel 

 Administering Avaya Aura® 

Communication Manager 

The procedures to configure Avaya 

Aura® Communication Manager. 

Implementation 

Engineers and 

Support 

personnel 

 Avaya one-X® Agent quick 

reference guide 

The procedure to install the 

Interactive Installation procedure that 

agents use to install Avaya one-X® 

Agent software and procedures. 

Sales Engineers, 

Solution, 

Architects, 

Implementation 

Engineers, and 

Support 

personnel 

 Administering ACCCM for 

Avaya one-X® Agent Central 

Management 

The agent and supervisory features 

that administrators use to control 

Avaya one-X® Agent Central 

Management. 

Implementation 

Engineers and 

Support 

personnel 
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 Avaya one-X® Agent API 

document 

The API for customers to customize 

screen pop. 

External 

customers 

 

 

Viewing Avaya Mentor videos 

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

products. 

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. 

Procedure 

• To find videos on the Avaya Support website, go to http://support.avaya.com and perform one 

of the following actions: 

- In Search, type Avaya Mentor Videos to see a list of the available videos. 

- In Search, type the product name. On the Search Results page, select Video in the 

Content Type column on the left. 

• To find the Avaya Mentor videos on YouTube, go to www.youtube.com/AvayaMentor and 

perform one of the following actions: 

- Enter a key word or key words in the Search Channel to search for a specific product or 

topic. 

- Scroll down Playlists, and click the name of a topic to see the available list of videos posted 

on the website. 

   Note: 

Videos are not available for all products. 
 
 
 
 

Support 

Go to the Avaya Support website at http://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. 

mailto:infodev@avaya.com
http://support.avaya.com/
http://www.youtube.com/AvayaMentor
http://support.avaya.com/
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Chapter 2: Avaya one-X Agent overview 
 
 
 
 
 
 
 

Avaya one-X® Agent overview 

Avaya one-X® Agent is a desktop software for agents in a contact center. This desktop software 

enhances agent productivity regardless of agents working from the head office or the branch office. 

Avaya one-X® Agent synchronizes with the deskphone to share the control of telephony and agent 

features. Agents can use the user interface to gain access to common agent features, including 

contact center capabilities, namely instant messaging. 

Avaya one-X® Agent supports the agents to deliver superior customer contact features. Agents can: 

• Use advanced contact handling features to serve the customer. 

• Gain access to customer-specific information through Screen Pop. 

• Contact experts throughout the enterprise by using the Supervisor Assist feature. 
 
 
 
 

Installation overview 

With Avaya one-X® Agent, you can deploy the software on a computer or on a Windows Server with 

virtualization environment. Avaya one-X® Agent supports the following desktop computer installation 

methods: 

• Standard installation: Use the standard installation wizard to configure the installation setup. 

• Silent installation: Use the silent installation to run the standard install package through a 

command line interface. Administrators use the silent installation to control the installation 

options through parameters at the command prompt. 

• Push installation: Use the push installation to customize the Avaya one-X® Agent installation 

database. Administrators can configure the installation through Windows Domain Login to push 

the file in to the computer. 

Agents can run Avaya one-X® Agent in a virtualized environment. 

mailto:infodev@avaya.com
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Topology 

Avaya one-X® Agent uses the following system architecture, software integrations, and software 

components to provide a multichannel contact center solution. 
 

 

1 Communication Manager 

2 H.323 

3 Avaya IP/DCP deskphone (Far Endpoint) 

4 Desktop running Avaya one-X® Agent 

5 Optional video support through Avaya Media Client (Note: Avaya Media Client is out of support now) 

6 Real Time Processing (RTP) to Far Endpoint 

 
 
 
 

Components of Avaya one-X® Agent 

To complete the Avaya one-X® Agent setup, you require the following products: 

• Avaya Aura® Communication Manager 

• Avaya Aura® Session Manager 

• Avaya Aura® System Manager 

• Avaya one-X® Agent Central Management 

mailto:infodev@avaya.com
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Requirements 
 
 

• Avaya Aura Presence Services 

• Avaya Aura® Call Center Elite 

• Avaya Control Manager 

The availability of features depends on the Avaya one-X® Agent user type you deploy. Avaya one- 

X® Agent retains all enhancements with the same user interface so that the users of Avaya one-X® 

Agent can adapt easily to the new features. 
 
 
 
 

Requirements 
 

 

Enterprise requirements 

Communication Manager 

To use Avaya one-X® Agent for H.323 voice you must have the following setup: 

• An extension administered for Avaya one-X® Agent on Avaya Aura® Communication Manager 
8.0 or later 

To use Avaya one-X® Agent, you must have the following setup: 

• An extension administered for Avaya one-X® Agent on Avaya Aura® Communication Manager 
8.0 or later 

• Avaya Aura® System Manager 8.0 or later 

• Avaya Aura® Session Manager 8.0 or later 
 

 

Software requirements 

Operating system 

Your computer or laptop must have one of the following operating systems: 

• Microsoft Windows 10 Enterprise, Professional 

• Microsoft Windows Server 2016 

• Microsoft Windows Server 2019 

Software package 

• Avaya one-X® Agent installation programs 

Download the software from the Avaya website at www.avaya.com/support. 

mailto:infodev@avaya.com
http://www.avaya.com/support
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Web browsers 

Avaya one-X® Agent requires the following Web browsers to use the Click-to-Dial feature: 

• Mozilla Firefox 48 or later 

Download the software from the Mozilla website at www.mozilla.org. 

• Microsoft Internet Explorer 7.0 32-bit or later 

• Google Chrome 94.0 or later 

Download the software from the Google website at https://www.google.com/chrome/. 

Microsoft products 

Avaya one-X® Agent requires the following Microsoft products: 

• Microsoft .NET Framework 4.8  

• Microsoft Visual C++ 2010 Redistributable Package for correct Click-To-Dial-plugin installation 
and work. 

• For 64-bit machine: https://www.microsoft.com/en-us/Download/details.aspx?id=14632 

• For 32-bit, 64-bit machines: https://www.microsoft.com/en-us/download/details.aspx?id=5555 

• Microsoft Office Outlook Exchange Server 2007 or later with Localized and MS Outlook 
2007 or later accordingly 

• Windows Media Player R10 or later for H.323 protocol 

Download the software from the Microsoft website at www.microsoft.com. 

Feature dependencies on configuration 

The following table lists the availability of Avaya one-X® Agent features in 32-bit, 64-bit, and server 
operating systems. 

 

Feature Name 32-bit operating system 64-bit operating system Server operating 

system 

ACD Y Y Y 

Telephony Y Y Y 

IM/Presence Y Y Y 

TTY Y Y Y 

Desktop Sharing Y Y Y 

Supervisor Y Y Y 

My Computer mode Y Y Y 

 

 

Network connection requirements 

You can use a Local Access Network (LAN), Digital Subscriber Line (DSL), or a broadband Internet 
connection to set up the network. 

mailto:infodev@avaya.com
http://www.mozilla.org/en-US/
https://www.google.com/chrome/
http://www.microsoft.com/en-us/Download/details.aspx?id=14632
http://www.microsoft.com/en-us/download/details.aspx?id=5555
http://www.microsoft.com/
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You require an Ethernet connection to the network from the computer. You also require an Avaya 
deskphone connected to Avaya Aura® Communication Manager by the Internet Protocol (IP) 
network, or Digital Communications Protocol (DCP) wired protocols. 

The following list provides the network requirements for each configuration type: 
 

My Computer 
configuration 

 

Deskphone 
configuration 

 

Other Phone 
configuration 

A single Ethernet connection between the personal computer and the IP 
network. Similarly, Communication Manager connection to this network. 

 

An Ethernet connection to the Network from the computer. You also require 
an Avaya Deskphone connected to Communication Manager by the IP 
network, or DCP wired protocols. 

 

An Ethernet connection from the computer to the IP network. You also 
require a simple switched connection to any other deskphone endpoint, as 
a Communication Manager extension or in the PSTN. 

 

   Tip: 

Avaya provides informative documents that define and describe all aspects of networking. The 
documents also explains how the networking aspects affect the Voice over Internet Protocol 
(VoIP) communication. You can get these documents from the Avaya website at 
www.avaya.com/support. 

 

 

License requirements 

Avaya controls Avaya one-X® Agent through licenses. You must purchase licenses for these 
products to use Avaya one-X® Agent. 

License requirement 

Before you install Avaya one-X® Agent, ensure that the system administrator has registered 
Communication Manager with the required number of Avaya one-X® Agent registration licenses. 

You can use different types of users, namely, agents, non-agents, and supervisors to gain access to 
the Communication Manager features. Based on the user type, the system grants access to a user 
for a particular User Type. The user gains access to all features for the corresponding user type, 
unless administrators restrict the user through Communication Manager. If the user does not intend 
signing on to the Automatic Call Distributor (ACD) server as an agent, but wants the features of 
Avaya one-X® Agent, the user can use a Non-Agent license type. 

Before you install Avaya one-X® Agent, ensure that your system administrator has registered Avaya 
Aura® Communication Manager with the required number of Avaya one-X® Agent registration 
licenses. 

You can use the Agent license to gain access to the Avaya Aura® Communication Manager 
features. The user can gain access to all features. 

mailto:infodev@avaya.com
http://www.avaya.com/support
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Avaya one-X Agent overview 
 
 
 
 

Virtualization support 

Avaya one-X® Agent supports the following virtualization environments: 

• Microsoft Windows Server 2016 

• Microsoft Windows Server 2019 

• Citrix XenApp 6.5, 7.5, 7.6 ,7.11, 7.14, 7.15 LTSR, 7.17 

• Citrix XenDesktop 7.15 LTSR, 7.17 

• Citrix Virtual Apps and Desktops 7 1912 LTSR 

• AWS AppStream VDI  2.5.6.501.0 

• AWS AppSteam 2.0 

• AWS WorkSpaces 

• VMWare® Horizon 7 

• VMWare® ESX/VDI with Virtual Desktop  

• Sun Ray™  (obsolete)

mailto:infodev@avaya.com
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Chapter 3: Installation checklist 
 
 
 
 
 
 
 

Avaya one-X® Agent installation checklist 

As Avaya one-X® Agent interacts with different products and services, you must plan for a 
successful installation. Use this checklist to plan your activities. This checklist ensures that you got 
all software and licenses for an error-free installation. 

 

Step No. Task Description 
 

 

1 Determine how your enterprise deploys 

Avaya one-X® Agent. 

The deployment option might include 

telephony protocol, feature set, use 

mode, and Communication Manager. 

 

2 Ensure that you get all product licenses. Avaya controls Avaya one-X® Agent. 

You must buy licenses for Avaya one- 

X® Agent. For more information about 

license, see License requirements on 

page 13. 

 

3 Download the software package from 

the Avaya support site. 

The Avaya one-X® Agent software 

download package is available on the 

Avaya Support website at 

www.avaya.com/support. 

For more information about software 

requirements, see Software 

requirements on page 11. 

 

4 Ensure that the user and enterprise 

environments can support Avaya one- 

X® Agent. 

For the installation option, decide the 

following: 

• Do we have the necessary hardware? 

For more information about hardware 

requirement, see Hardware 

requirements. 

• Have all related Avaya software 

products installed and administered 

correctly? For more information about 

Avaya software requirements, see 

Software requirements on page 11. 

• Have all related third-party software 

products installed and administered 

 

Table continues… 
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Installation checklist 
 

 
Step No. Task Description 

 

 

  correctly? For more information about 

the third-party software requirements, 

see Software requirements on 

page 11. 

 

5 Administer Avaya one-X® Agent feature 

on Communication Manager. 

Ensure that your system administrator 

has configured Communication 

Manager to support extension 

assignments, IP connectivity, 

deskphone types, other mandatory 

settings. For more information about 

administering Communication Manager, 

see Administering Avaya one-X® Agent. 

 

6 Determine how you distribute the Avaya 

one-X® Agent software to your 

employees. 

You can: 

• Use a tool such as the Microsoft 

Software Management Server (SMS) 

for silent installations. 

• Use a customer installation process 

that requires users to manually install 

the Avaya one-X® Agent and other 

related software. 

 

7 Begin the installation process. Avaya one-X® Agent installation is 

available for computer and Windows 

Server environments. For more 

information about the installation, see 

Installing Avaya one-X Agent. 

 

8 Start Avaya one-X® Agent. You must register your deskphone 

extension with the Communication 

Manager system to configure your 

system preferences. 

 

9 Complete the initial administration. After completing the installation, you 

must configure your system and agent 

preferences. For more information 

about initial administration, see the 

“Setting up the initial configuration” in 

Using Avaya one-X® Agent. 
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To install Avaya one-X® Agent, use one of the following methods: 

• Desktop installation: Use the desktop installation wizard to configure the installation setup. 

For more information about the desktop installation, see Installing Avaya one-X® Agent from 
the GUI installation on page 17. 

• Silent installation: Use the silent installation to run the standard install package through a 

command line interface. Administrators use the silent installation to control the installation 

options through parameters at the command prompt. For more information about the silent 

installation, see Installing Avaya one-X® Agent from the silent installation on page 19. 
 
 
 
 

Installing Avaya one-X® Agent from GUI 

Before you begin 

• Ensure that you have installed Microsoft .NET Framework 4.8 on your  computer. 

• To use the Click-to-Dial feature from Mozilla Firefox, ensure that Mozilla Firefox is present in 
your system. 

• To use the Click-to-Dial feature from Internet Explorer, ensure that Internet Explorer is present 
in your system. 

• To use the Click-to-Dial feature from Google Chrome, ensure that Google Chrome is present in 
your system. 

Procedure 

1. Go to the folder name where you downloaded the Avaya one-X® Agent installation software. 

2. Unzip the contents of the folder, and double-click the OneXAgentSetup.exe file. 

The system starts the installation wizard and displays a welcome screen. 

   Note: 

The wizard’s UI language depends on the setting “Format” configured in Windows Control 
Panel under “All Control Panel Items\Region\Formats” 

3. On the welcome screen, click Next. 

The system displays the End-User License Agreement screen. 

4. Select the I accept the terms in the License Agreement option, and click Next. 

The system displays the User Information screen. 

5. Type your name and the organization name in Full Name and Organization fields, 

respectively.
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6. Click Next. 

The system displays the Destination Folder screen. 

7. Specify the destination to install Avaya one-X® Agent, and click Next. 

The system displays the Central Management Information screen. 

8. If you install Central Management for Avaya one-X® Agent, perform the following steps: 

a. Select the Enable Central storage of profile information check box. 

b. Type the Central Management server IP address in the Central Management Uri 

field. For example: https://148.147.18.62/ACCCMONEXCFG/. 

c. Type the secondary Central Management server IP address in the Central 

Management secondary Uri field. For example: 

https://148.147.18.75/ACCCMONEXCFG/. Secondary Uri will be automatically 

used in case, if primary Uri is not accessible. This field is optional. 

This step is optional. You can install Avaya one-X® Agent without selecting the Enable 

Central storage of profile information check box. The system displays an example URL 

https://[HOST]/ACCCMONEXCFG/.  

9. Click Next. 

The system displays the Language Pack Information screen. 

   Note: 

• If some non-English language(s) are installed in the system, then corresponding 
language checkboxes will be set by default. 

• If you select one or more non-English language packs, then actual language of 

Avaya one-X® Agent UI will depend on the setting “Format” in Windows Control 

Panel under “All Control Panel Items\Region\Formats”. 

If this “Format” setting is configured as "Match Windows display language”, then 

Avaya one-X® Agent UI language will correspond to “Windows display 

language” configured under “Control Panel\All Control Panel Items\Language” 

10. Choose Language Packs for future users and click Next. 

The system displays the one-X Agent Options screen. 

11. Select the appropriate options. 
 

Options Description 

Use windows credentials to login to Central 

Management 

Select this option if you are using Single sign-on 

(SSO), which requires Microsoft Active Directory 

to log on to Central Management and Presence 

Services using the windows credentials. 

Enable Tutorials Select this option to install help with tutorials. 

These videos are clips with illustrations to 

perform specific tasks. 

Leave this option blank to install the help system 

without tutorials. 

Enable Click to Dial in Internet Explorer Select this option to start the Click-to-Dial 

support in Microsoft Internet Explorer. 
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Enable Click to Dial in Mozilla Firefox Select this option to start the Click-to-Dial 

support in Mozilla Firefox. 

Table continues… 
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Options Description 

    Note: 

The wizard displays this option only if 

Mozilla Firefox is present on your computer. 

Enable Click to Dial in Google Chrome Select this option to start the Click-to-Dial 

support in Google Chrome. 

   Note: 

The wizard displays this option only if 

Google Chrome is present on your 

computer. 

12. Click Next. 

 
13. To change the TTY Baud Rate, select the Baud Rate from the available options. By default, 

the TTY Baud Rate is 45.45. For North American Standard, the TTY Baud rate is 45.45. 

14. To complete the Avaya one-X® Agent installation, click Install. 

The system begins the Avaya one-X® Agent installation, and the wizard displays a progress 

bar. 

15. Select Launch one-X Agent when setup exits and click Finish. 

The systems starts the Avaya one-X® Agent application. 

 
 

 

Installing Avaya one-X® Agent in the silent mode 

About this task 

The silent installer runs the Avaya one-X® Agent installation with the following: 

• H.323 protocol 

• Microsoft Internet Explorer 

• Mozilla Firefox 
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• Google Chrome 

You can configure all options available in the GUI installation with the silent installation. You can use 
OneXAgentSetup.exe to install Avaya one-X® Agent with the default options or with specific 

options as described in the following procedures: 

Procedure 

1. Open the command prompt and go to the folder where you copied the Avaya one-X® Agent 

installation software. 

2. To install Avaya one-X® Agent with default options, at the command prompt run the following 

command: 

OneXAgentSetup.exe /qn  

3. To install Avaya one-X® Agent with specific options, provide the appropriate property values 

for each option that you install through the command line or in the install.properties 

file. 

The following table provides description for property name and property description: 
 

Property Description 

INSTALLLOCATION Provide the complete path to the folder to install 

Avaya one-X® Agent. 

USERNAME Specify the agent user name. 

COMPANY NAME Specify the name of your company. 

INSTALLTUTORIALS Specify the value as 1 to install with tutorials. 

ENABLECLICKTODIALIE Specify the value as 1 to start the Click-to-Dial 

feature in Microsoft Internet Explorer. 

ENABLECLICKTODIALFF Specify the value as 1 to activate the Click-to- 

Dial feature in Mozilla Firefox. 

ENABLECLICKTODIALCHROME Specify the value as 1 to activate the Click-to- 

Dial feature in Google Chrome. 

TTYDEVICEBAUDRATE Select 45.45 as TTY device baud if the country 

standard is 45.45 or select 50. 

Contact your system administrator for more 

information. 

LAUNCHAPPONEXIT Select the value as 1 to start Avaya one-X® 

Agent immediately after installation. 

USESINGLESIGNON Select the value as 1 for users to perform a 

single sign on. 

ENABLECENTRALSTORAGE Select the value as 1 to enable the central 

storage of the configuration. Agents can make 

changes to the profiles and configurations 

through the Avaya one-X® Agent user interface. 

Table continues… 
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Property Description 

CENTRALMANAGEMENTURI Sets the storage path of the central location 

where agent profiles and configuration is stored. 

Set the value as https://<host>/ 

oneXAgentCM/client/, where <host> is the 

IP address of Central Management. 
 

Locales Prepares the Avaya one-X® Agent program to 

run the localized in listed, coma delimited 

locales. 

 

INSTALL_FR Select the value as 1 to install French language 

binaries 

INSTALL_DE Select the language to German 

INSTALL_IT Sets the language to Italian 

INSTALL_JA Sets the language to Japanese 

INSTALL_KO Sets the language to Korean 

INSTALL_ES Sets the language to Spanish 

INSTALL_NL Sets the language to Dutch 

INSTALL_PT Sets the language to Portuguese 

INSTALL_RU Sets the language to Russian 

INSTALL_ ZH-CN Sets the language to Chinese Traditional 

INSTALL_ ZH-TW Sets the language to Taiwan 

   Note: 

 If you select one or more non-English language packs, then actual language of 

Avaya one-X® Agent UI will be selected depending on “Format” setting in Windows 

Control Panel under “All Control Panel Items\Region\Formats”. 

4. At the command prompt, run the following command to install Avaya one-X® Agent with 

specific options: 

OneXAgentSetup.exe /qn <property>=<property value>  

For example, use the following command to enable the click to dial for Internet Explorer with 

the French and German language packs: 

OneXAgentSetup.exe /qn ENABLECLICKTODIALIE=1/ Locale=FR,DE  

   Note: 

To install Avaya one-X® Agent using the push mechanism, push Avaya one-X® Agent to 

the computer of the agent. When the system copies the configuration file to the 

computer of the agent, use the custom script to install the software on other agent 

computers. Contact the IT desk, as Avaya does not support such an installation. 

5. At the prompt, run the following command to install Avaya one-X® Agent with specific 

options: 

OneXAgentSetup.exe /qn <property>=<property value>  
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Customizing the installation 

Avaya provides the install property file (install.properties) with Avaya one-X® Agent. You can 

customize the installation. 
 
 
 
 

Upgrading Avaya one-X® Agent to Release 2.5.16 
The installer automatically upgrades on your system to Release 2.5.16. 

About this task 

Use the following procedure to upgrade Avaya one-X® Agent to Release 2.5.16. 

Procedure 

1. Go to the folder containing the Avaya one-X® Agent software and double-click the 

OneXAgentSetup.exe file. 

The system detects the earlier installation and continues with upgrade installation in silent 

mode. 

2. To change the parameter of any feature before you upgrade to Avaya one-X® Agent 2.5.16, 

open the install.properties file and change the feature options. 

The install.properties file is present in the same folder as OneXAgentSetup.exe. 
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Administration and configuration of Avaya one-X® Agent 

using XML 

   Important: 

Do not edit or add the XML configuration files in the default startup files in the Program folder or 

in the user Application Data. However, administrators familiar with XML, XML editing, and XSD 

definitions can edit these files. 

For the Central Management deployment, the Central Management administrators can initialize, 

deploy, and manage configurations for multiple users. Central Management requires no special 

XML transform. Central Management provides lifecycle management of user configurations, 

support for hot-desking, and the security of Active Directory user authentication. 

Administrators can use this information to configure Avaya one-X® Agent for large number of agents 

and in contact centers handling many portfolios. This information helps in minimizing the efforts of 

creating profiles individually and also optimizes the installation and configuration for Avaya one-X® 

Agent administrators. 

Profile setting 

A profile is a collection of preconfigured settings and preferences. Agents use profiles to load the 
preconfigured settings, such as, Home, Office, Sales, and Support. A profile contains configuration 
files in a sub folder of the main configuration. You can find the configuration files at \Program 

Files\Avaya\Avaya one-X Agent\<profile>. 

You can load the Program Files settings into the user's current profile or in the Application Data if 
the user is starting Avaya one-X® Agent for the first time. 

In the path, <profile name> represents the specific to the agent profile and displays as directory 
name. If no profile exists, Avaya one-X® Agent creates a default profile. 

Preparing agent configuration 

The system saves the configuration files as XML files in the profile sub folder described in the Profile 
setting. Avaya provides XSD files that define the formats of all configuration files. You can find these 
XSD files at the software download site packaged in a separate download package. 

The following table lists the UI screen settings, the related XML configuration files, and the 
corresponding XSD. 

 

System Settings (UI 

settings) 

Configuration XML Corresponding XSD Remarks 

System Settings controls 

Login Settings.XML Settings.XSD  

Phone Numbers Settings.XML Settings.XSD  

Work Handling Settings.XML Settings.XSD  

Greeting triggers AudioGreetins.XML Phone.XSD  

VuStats Stored internally Phone.XSD  

Table continues… 
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System Settings (UI 

settings) 

Configuration XML Corresponding XSD Remarks 

Screen Pop ScreenPops.XML ScreenPop.XSD  

Launch Application Settings.XML Settings.XSD  

Directory Settings.XML Settings.XSD  

ContactLog Settings.XML Settings.XSD Controls the 

settings for 

Contact Log. 

ContactLog.XML 

contains the data. 

Voice Mail Integration Settings.XML Settings.XSD  

 
Reason Codes 

WorkReasonCodes.XML  
ReasonCode.XSD 

 

AuxReasonCodes.XML 

LogoutReasonCodes.XML 

Event Logging Log4net.XML No XSD Apache log4net 

configuration. 

Outlook Contacts Settings.XML Settings.XSD  

Dialing Rules Settings.XML Settings.XSD  

Touch Tone Shortcuts TouchToneShortcuts.xml Phone.XSD  

Profiles Profiles.XML Profiles.XSD Profiles.XML 

stores the 

selected profile. 

Agent Preferences settings 

Audio Stored Internally Phone.XSD  

 Settings.XML Settings.XSD The system stores 

these settings 

internally. 

Call Handling Settings.XML Settings.XSD  

Agent Greetings AudioGreetings.XML Phone.XSD  

Instant Messaging Settings.XML Settings.XSD  

Dialpad window 

settings 

   

Selected Feature 

Buttons 

SelectedPhoneFeatures.xml Phone.XSD  

User Interface Preferences.XML Preferences.XSD  
 

Controlling agent permissions 

Administrators can set attributes to control agent permissions. Most UI settings have a Read-only 
attribute. If administrator sets the Read-only value to true, agents cannot change the settings for the 
corresponding field on the UI. The ReadOnly attribute works hierarchically, which means the 
attribute value set for parent applies to children elements. When you set these values, it provides 
granularity to control agent permissions. 
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For example, as an administrator, you can set the ReadOnly attribute as true to protect applications 
from Launch Application. Agents can add a new launch program. On the contrary, to prevent 
agents from adding any applications, set the ReadOnly attribute to true for parent of all Launch 
Applications. This prevents agents from adding the Launch Application configuration. 

Publishing the configuration on the computer of agent 

Administrator can change the package to include the configuration files after creating the default 
XML files. The administrator must add the files to the folder. The program folder resides in the 
Installation folder Avaya one-X® Agent, for example, C:\Program Files\Avaya\OneXAgent. At 

this stage, the folder contains the default Settings.XML. 

When an agent logs in to a profile and if any configuration file is missing in the profile, the system 
copies the file from the Install folder. If the system does not find the required file in the Install folder, 
it creates a default empty configuration file. 

The Station login and Agent login and passwords in Settings.XML are unique for every agent. You 
must clear the values. If your Computer has IP Agent, Avaya one-X® Agent imports the Login 
Contacts/Contact Log settings. However, the system cannot import Dialing Rules. The system 
imports the setting when you copy the settings files from the Install folder. The system replaces the 
imported files with the configuration files. You can also copy these configuration files to agent’s 
computer using Windows Roaming Profiles. Use the Windows Roaming profiles to deliver the 
configuration. 

   Note: 

If you plan to publish the user name and password in the Settings.XML file, contact the Avaya 
support for encryption of password. 

   Important: 

Use the full-function of the Central Management software to manage user configurations 
consistently and continually. 
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If Avaya one-X® Agent is not functioning correctly, use the Repair function to reinstall Avaya one-X® 

Agent. You must also repair any service release when you reinstall Avaya one-X® Agent. 

   Note: 

If you have difficulties during the installation of Avaya one-X® Agent, record the event and error 

logs, and send the error logs to your system administrator. 

Avaya one-X® Agent records error log file in the Windows profile for a specific Windows user 

account at %APPDATA%\Avaya\one-X Agent\2.5\Log Files. In case of an unhandled 

exception, system administrators use these log files to analyze and troubleshoot the problem. 

For more information about logs and debugging, see Troubleshooting Avaya one-X® Agent. 

Procedure 

1. Click Start > Control Panel. 

2. Select Add or Remove Programs 

3. In the Currently Installed Programs list, look for Avaya one-X Agent. 

4. Click the Click here for support information link option. 

The system displays to display the Support Info dialog box. 

5. Click Repair. 

The system reinstalls the program. 

mailto:infodev@avaya.com


Installing Avaya one-X® Agent 

Comments on this document? infodev@avaya.com 

November 2021 28  

Chapter 6: Removing Avaya one-X® Agent 

 

 
You cannot remove the read-only folders that Avaya one-X® Agent shares with other applications or 

remove any files or folders that you added to the Avaya one-X® Agent installation folder. 
 
 
 
 

Removing Avaya one-X® Agent 

Before you begin 

Close the Avaya one-X® Agent application if Avaya one-X® Agent or any files or folders that you 
added to the Avaya one-X® Agent installation folder. 

Procedure 

1. Click Start > Control Panel > Programs > Programs and Features. 

2. In the Uninstall or change a program window, double-click Avaya one-X Agent. 

The system begins to remove the application. During the removal process, the Microsoft 

installer might display a message to shut down the application that is running. You can shut 

down the specified application or ignore the message and continue removing the application. 

   Tip: 

You can also use the OneXAgentSetup.exe setup with the /x switch to remove the 

software. At the command prompt, navigate to the OneXAgentSetup.exe folder and 

use the following command: 

OneXAgentSetup.exe /x  

 

 

 
 

Removing the existing software 

If you are using the Avaya softphones, you must remove the following Avaya application from the 

computer before you install Avaya one-X® Agent: 

• Avaya IP Softphone 
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Before you begin 

Before you remove the Avaya IP Softphone software, record the following information. You require 
this information when you install Avaya one-X® Agent: 

• Your IP Softphone call server address. 

• Your IP Softphone login. 

• Your extension password. 

Procedure 

1. In Windows Control Panel, select Add or Remove Programs. 

2. Follow the standard process for removing programs from Windows. 
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