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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.

“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, You may be entitled to support services in connection with
the Hosted Service as described further in your service description documents for the applicable Hosted Service. Contact Avaya or
Avaya Channel Partner (as applicable) for more information.

Hosted Service

THE FOLLOWING APPLIES ONLY IF YOU PURCHASE AN AVAYA HOSTED SERVICE SUBSCRIPTION FROM AVAYA OR AN
AVAYA CHANNEL PARTNER (AS APPLICABLE), THE TERMS OF USE FOR HOSTED SERVICES ARE AVAILABLE ON THE
AVAYA WEBSITE, HTTP://SUPPORT.AVAYA.COM/LICENSEINFO UNDER THE LINK “Avaya Terms of Use for Hosted Services”
OR SUCH SUCCESSOR SITE AS DESIGNATED BY AVAYA, AND ARE APPLICABLE TO ANYONE WHO ACCESSES OR USES
THE HOSTED SERVICE. BY ACCESSING OR USING THE HOSTED SERVICE, OR AUTHORIZING OTHERS TO DO SO, YOU,
ON BEHALF OF YOURSELF AND THE ENTITY FOR WHOM YOU ARE DOING SO (HEREINAFTER REFERRED TO
INTERCHANGEABLY AS “YOU” AND “END USER”), AGREE TO THE TERMS OF USE. IF YOU ARE ACCEPTING THE TERMS
OF USE ON BEHALF A COMPANY OR OTHER LEGAL ENTITY, YOU REPRESENT THAT YOU HAVE THE AUTHORITY TO BIND
SUCH ENTITY TO THESE TERMS OF USE. IF YOU DO NOT HAVE SUCH AUTHORITY, OR IF YOU DO NOT WISH TO ACCEPT
THESE TERMS OF USE, YOU MUST NOT ACCESS OR USE THE HOSTED SERVICE OR AUTHORIZE ANYONE TO ACCESS
OR USE THE HOSTED SERVICE.

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 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”). The Third Party Terms that apply is available in the products,
Documentation or on Avaya’s website at: http://support.avaya.com/Copyright or such successor site as designated by Avaya.
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 HTTP://WWW.MPEGLA.COM.

Compliance with Laws

You acknowledge and agree that it is Your responsibility for complying with any applicable laws and regulations, including, but not
limited to laws and regulations related to call recording, data privacy, intellectual property, trade secret, fraud, and music performance
rights, in the country or territory where the Avaya product is used.
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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: http://support.avaya.com, or such successor site as designated by Avaya.

Security Vulnerabilities

Information about Avaya’s security support policies can be found in the Security Policies and Support section of
https://support.avaya.com/security

Suspected Avaya product security vulnerabilities are handled per the Avaya Product Security Support Flow
(https://support.avaya.com/css/P8/documents/100161515).

Trademarks

The trademarks, logos and service marks (“Marks”) displayed in this site, the Documentation, Hosted Service(s), and product(s)
provided by Avaya are the registered or unregistered Marks of Avaya, its affiliates, its licensors, its suppliers, or other third parties.
Users are not permitted to use such Marks without prior written consent from Avaya or such third party which may own the Mark.
Nothing contained in this site, the Documentation, Hosted Service(s) and product(s) should be construed as granting, by implication,
estoppel, or otherwise, any license or right in and to the Marks without the express written permission of Avaya or the applicable third
party.

Avaya is a registered trademark of Avaya Inc.

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

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

Downloading Documentation

For the most current versions of Documentation, see the Avaya Support website: http://support.avaya.com, or such successor site as
designated by Avaya.

Contact Avaya Support

See the Avaya Support website: http://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: http://support.avaya.com (or such successor site as designated by Avaya), scroll to the bottom of the page, and select
Contact Avaya Support.
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1.0 Avaya Experience Platform™ Customer Documentation

The Avaya Documentation Center contains the documentation required to get customers setup
and using Avaya Experience Platform™,

For distribution, here is a single link to the Avaya Experience Platform™ landing page which
contains links to all guides and videos.

https://documentation.avaya.com/bundle?rpp=10&Ilabelkey=Avaya OneCloud CCaaS

Please also see the latest Documentation Updates

https://documentation.avaya.com/bundle/ChangeHistory/page/Documentation Updates.html
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2.0 New Features

2.1. Immediate Callback Customer First

2.1.1. Solution Overview

Immediate Callback Customer First is a feature that provides the customer with an option to
request a callback when waiting time is high.

After callback is created, customer can hang up and wait to receive a callback in a time close to
the estimated wait time captured when the request was created.

Callback calls returned to customer are routed to agents with high priority to reduce new waiting
time.

Description:

e Offer callback before queuing the call.

o Based on expected wait time (EWT).

e Check hours of operation: based on timetable associated to queue.

o Configurable EWT thresholds, retries, and time between retries per tenant.

o Verify that at least first try can be done today.

o Callback calls are routing with high priority (3) after the customer is contacted.
e Pending callbacks retries will be terminated at the end of the day.

e Analytics: Real Time and Historical reports

Callback life cycle is divided in two phases: offer and delivery
2.1.1.1. Offer Callback:
Present the customer the option to request a callback instead of waiting for an agent in queue.

1. A new inbound call is received.

2. A new voice inbound workflow is instantiated in Orchestration.

3. The initial StartAutomation task will launch a Self-Service flow as usual to
collect customer identity and intent, and to map intent with queue and service
attributes. If customer requests to connect to an agent a second StartAutomation
initiates a Callback Offer Self Service flow.

4. Callback offer Self Service flow retrieves call information and verify settings. If
the contact center is within business hours, and the EWT is within configured
thresholds the customer will have the option to wait for an agent or request callback.
5. If customer accepts to request a callback, on a successful creation, the request is
scheduled to be launched in EWT seconds since callback creation time.
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6. StartAutomation ends with no agent required and the workflow disconnects the
customer from the call.

7. If customer opts to wait for an agent startAutomation ends with agent required
and continue with connectAgent as usual.

8. An agent answers the call.

2.1.1.2. Callback Delivery:

When it is time call the customer and present a confirmation menu to accept and wait for an
agent or cancel

1. Callback Backend service retrieves next callback to be delivered

2. Callback initiates a request to initiate outbound call to customer.

3. Request to create a new conversation and add customer as participant, callback
remains as a participant as monitor

4. Customer answers the call

5. In case of call failure (busy, no answer, etc) callback validates retry
configuration and reschedule or terminates.

6. When customer answers the call, callback delivery workflow is engaged.

7. The automation flow initiates and present a menu to the customer to accept or
reject the callback:

1. If accepted, StartAutomation ends with Connect with agent (callback request is
DELIVERED).

2. If customer rejects the offer, StartAutomation ends with NO agent required.
And notifies CBA that callback was canceled (callback request is TERMINATED).
3. If customer does not provide any input StartAutomation ends with No agent
required (callback request continues to be PENDING).

4. If customer drops, StartAutomation ends with No agent required. And notifies
CBA that callback attempt failed (request continues to be PENDING).

8.  Workflow continues with ConnectAgent task to search for an agent with high
priority (3).

9. Agent answers the call and is connected to the customer. Callback delivery is
completed.

2.1.2. Configuration
2.1.2.1. Callback Offer Workflow configuration:

e Add a new Start Automation task to an existing inbound workflow as illustrated in the
workflow below:
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ErrorHandling
ErrorHandler J_* {a N
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o Configure the properties of the task :

o

Select the default provided self-service flow OneCloud Callback Offer Self
Service

Select the appropriate Orchestration cache variable for each of the Input
Variables:

= CallingNumber: select cache.startEvent.callingNumber
= CalledNumber: select cache.startEvent.dialledNumber
= queues: select cache.serviceAttributes,queues

= attributeList: select cache.serviceAttributes.attributeList
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Start Automation o

Label

Cancel

Starthutomation2

Add short description

Collect identity and intent

Properties

Self service flow

OneCloud Callback Offer Self Service

Language: en-us

Input Variables

CallingMumber string

cachestartEvent.callingMumber =

CalledMumber string

cachestartEvent.dialledMumber =

QUEURS object-array

cacheserviceAttributes.queues =

attributelist string-array

cache.serviceAttributes.attributeList =

Define the variable values to be passed to the Self Service flow when its invocated/started.

Error Handler

e OneCloud Callback Offer Self Service

AVAYA

This self service flow is provided out of the box, two new self service tasks are included to

create callback offer flow:

© 2023 Avaya Inc. All Rights Reserved.
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e Offer Callback? Task

This task is used to determine whether callback could be offered or not based
on the following logic:

1. Get the EWT of a queue given a queueld, service attributes array,
channel and priority by invoking the synchronous Query Metrics
API, and store value in EWT variable

2. Check whether (timestamp + EWT, accountid, timetableid) is
within business hour by invoking the within timetable Business
Hours API operation (more information in
TimeTableConfiguration)

3. If EWT is within the configured thresholds and point 2 is within
business hours task will exit Yes, otherwise will exit No.

General

Offer Callback?

Yoy | ] Ewt

o Create Callback Task
This new task should contain the following parameters:

= contactNumber: received as Input variable from Orchestration
(CallingNumber) or entered by customer in Enter Phone Number
prompt.

= deliveryStrategy: will always be CUSTOMER_FIRST

= deliveryType: will always be IMMEDIATE)

= expectedWaitTime: variable where the EWT is allocated
(retrieved by Offer Callback? task)

= ani: received as Input variable from Orchestration
(CallingNumber)

= dnis: received as Input variable from Orchestration
(CalledNumber). This number is used as caller ID in the outbound
call to the customer

© 2023 Avaya Inc. All Rights Reserved.
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. i
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e Variables Used in Self service flow:

Variables

Name Read Only
EWT D
CallingNumber O
CalledNumber O
ContactMumber O
qususs
attributeList
agentMatching

Scope

Input

Input

Input

Input

Private

Type

Number

String

String

String

Amray

Amray

Object

Default Value

Action

9888

NN N
a a

D>

Note: the queues and attributeL.ist variables are read-only and of scope Input
are now automatically present in all new self-service flows.
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e Operation Task:

There are two operation task included in the flow, those are used to define the value to be
used as a contact number in the callback creation task:

o Use Calling Number as Contact Number:

Operations

o Use customer entered number in Enter Phone Number menu:

Operations

Assign  Coniactumber

2.1.2.2. Callback Delivery Workflow

A new read-only default Orchestration workflow called OneCloud Callback Delivery
Customer First is introduced to facilitate the delivery of the callback to the caller. It includes a
Start Automation task labelled CallbackConfirmation to request confirmation of the callback
from the caller using the default self-service flow OneCloud Confirm Callback Self

Service. There is no configuration needed for the callback delivery phase. Below is a
description of the provided flows:

e Orchestration OneCloud Callback Delivery Customer First:

© 2023 Avaya Inc. All Rights Reserved.
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©

4 9\, CallbackConfirm...

)

As the workflow is a read-only default workflow it already has a routing rule configured to
instantiate the workflow based on data present in the ENGAGEMENT_PREROUTED event.

Filtering on the feature field of the event using the value CallbackCustomerFirst ensures the
callback workflow is triggered during the callback delivery phase after customer answers a call.

The queue and attributes data present in the event is the same as those present in the offer
phase. The priority value in the event has been set to 3.

The CallbacklID is present as a key-value pair in the engagementParameters field on the

event. The Start Task has been configured to extract the value so that it can be passed to the self-
service flow as an input variable.
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Start Automation o

Label

| CallbackCanfirmation ‘

Add shart

Collect identity and intent ‘

Properties v

Self service flow

OneCloud Confirm Callback Self Service

Language :

Start Task w1

Label

‘ StartTask

Add short description

Collect engagement parameters and start workFlow execution

Properties

‘ OneCloud

rent Type:

‘ ENGAGEMENT_PREROUTED

Input Variables
Define the v esta

Callbackld sting

atrributeList swing aray

Error Handler <

‘m

Default filters :

‘ feature:

‘ CallbackCustomerFirst

CallBackiD

e OneCloud Confirm Callback Self Service

AVAYA

This self service flow is used to tell the customer that this is a callback call and ask if he wants to
accept and be transferred to an agent or cancel the call. In case of no response callback will be

retried.

One additional task was included to communicate callback the outcome of the menu.

The task should include the following variables:

Callback Id: Received as input variable from Orchestration.

o
o Notification Type: Can be set up to one of these 3 values: Failed, Canceled or
Delivered. This value is obtained from Accept Callback? menu as shown in

diagram below.

"
1 ':_“ Confirm Callback

default [p
a

© 2023 Avaya Inc. All Rights Reserved.
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e Provided Self service flow is:

£t variables

AVAYA

Sa—— L
A ot . A B T

e Variables used in Self Service Flow:
Variables
Name Read Only Scope Type Default Value Action
Callbackid | Input String w
queues Input Array rd
attributeList Input Array rd
agentMatching Private Object rd
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2.1.2.3. Callback Settings Configuration

Callback configuration settings are configured per account.

n Administration

1 Home iome X Callback =

sh, Account Callback Configuration / New Callback Configuration
[ Business Rules < Callback Offer

(&= Channels < Minimum EWT * Maximum EWT *

f2] Contact Center
Attributes Callback Attempt/Delivery
# Callback

Customer Ident 3

Queue Threshold

Queues Next attempt after na an

Reason Codes i

Timers et er the specified delay.

Timetables

[[f customerjourney <

2.1.2.4. TimeTable Configuration

Time tables are configured from the admin portal in each of the queues were callback is offered.
If not configured Callback will assume that hours of operations are 24hs every day.

2.1.3. Considerations

1. Redirect to External capability in Orchestration is not a supported use case with Callback
2. Verint Call Recording on callback returned calls is not available in this version

© 2023 Avaya Inc. All Rights Reserved.



2.2. Consult to external in Workspaces for CRM

Consult to external completed as Transfer

. ccaas Workspaces for Salesfarce — & . CCaas Workspaces for Salesforce

_ d
o v o
&k pé k
Qa0 09 & o - o o 9o & & -
10
00:38 . Miruna Baicoianu 00:17
& Miruna Baicoianu N - H
00:17
\I\ P{‘{ 140?3369959?
(+407336995971 )1 x| AR )2
Salesforce Directory (0/24) ~
Intera ~
. g ~
Services (0/19) Activity Details ~
Users (0) @
Open Dialpad
Q9 =9 <0 5 3
€233 ® I3 A ®
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Consult to external completed as Conference

. ccaas Workspaces for Salesforce I

° Ready 01:47 JENS

. ccass Workspaces for Salesforce — o

()
Q

D -
o9 & 9

hi

=]

(e84

Miruna Baicoianu

a L

hi
Q A D & O
1q
00:38
% Miruna Baicoianu
(%] Le] (][]
[+4D?33699597| )1 = | A2 )2
Salesforce Directory (0/24) < w
Services (0/19) < N
Users (0) @ ¢
Open Dialpad
(]
CEEA ®
. cCaas Workspaces for Salesforce - o

o
Q

[If Customer journey

Interaction Details v

Activity Details v

Cl2ES

oo

Interaction Dd

Activity Details v

00:43

+40733699597

Complete conference

el2ESA ®

. ccaas Workspaces for Salesforce I

o D
Qa N D & o

04:39

+3612388242
Customer

S

Miruna

Agent
I +40733699597

Customer

[[fi Customer journey
Interaction Details W

Activity Details v
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Consult with a number from CRM Directory

L ccaas Workspaces for Salesforce

o
Q o0 9 & 9

%1_ Miruna Baicoianu
(][]
john % 28

(Salesforce Directory (1/24) ) 1 ~

John Smith
Services (0/19)
Users (1) (@

Open Dialpad

00:40

SRS

Consult with a number by using the Dialpad

- d

. ccass Workspaces for Salesforce —

o
Q o 9 & 9

%* I:lliruna Baicaianu
[
Search... |
Salesforce Directory (24) <
Services (19) <
Users O <

i Open Dialpad

03:34

€2z

. ©Caas Workspaces for Salesforce

+40733699597 *
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Click to Consult from a CRM Object, for example a Contact

E Miruna Baicoianu | &

L ccaasy o rce —
o
Phane
2 C S e | 43
06:00 e
Miruna Baicolanu
4

efel
New Call Center Definition option named Click-to-Consult Enabled? (Y/N/T/P/1)
The option to enable the click-to-consult feature. With the click-to-consult feature, an agent who
handles an active call can click a number and initiate a consultative call or transfer the active
call.
The values are:
Y: Agents can use the click-to-consult feature.

N: Agents cannot use the click-to-consult feature.

T (Transfer): Agents can use the click-to-consult feature. When an agent clicks a number while
on an active call, Avaya Workspaces for CRM performs a blind transfer.

P (Pre-fill): Agents can use the click-to-consult feature. When an agent clicks a number while on
an active call, Avaya Workspaces for CRM displays this number in the Find Someone field. The
agent can modify the number before initiating the call.

| (Interrogation): Agents can use the click-to-consult feature. When an agent clicks a number
while on an active call, Avaya Workspaces for CRM displays a confirmation window before
initiating the call. In the confirmation window, the agent can select Consult to initiate a
consultative call, or Blind Transfer, to transfer the active call.
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2.3. Consult to external using Corporate Contacts Widget (
CCW)

1) Once Consult to Spaces/ACO/MSteams expert is successful by clicking consult icon under
CCW , then user has below options to complete as transfer/conference

B 0o s
e :i-}l'ffﬂi'l“ | =
(- ]
IHLEm(lianis:W s 2,
2) Complete as transfer
—rron
20 E A 0 O g e

B [ [# 9] -] oo
[ oo

s
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2.4. Admin Portal Visibility of Success/Failure of UC
requests for Administered Data

As a tenant administrator | should be able to monitor the "desktop™ user configuration status.
If user configuration was completed successfully then there is no status/indicator on Ul.

If user configuration failed, then status/indicator is red.

If the timeout had been exceeded, then status is red.

Default value for timeout is 10 minutes for single user, 60 minutes for bulk operation.

agentconfiguration11@dev-12auto

agentconfiguration11 agentconfiguration11 dev-12_AutoChatAccount

chat.com
analyticshistoricall@dev-12autoch N . - .

@ ¥ analyticshistorical1 analyticshistoricall dev-12_AutoChatAccount
at.com
analyticshistorical2@dev-12autoch . . I .

<> Lt ay analyticshistorical2 analyticshistorical2 dev-12_AutoChatAccount
at.com

User-service handles Acknowledge event and displays the checkpoints in AdminPortal Ul.
Red indicator shows all failures on hover.

If "Desktop"” checkpoint is red, then manual resaving is required.

Status Details : agentconfiguration11 agentconfiguration11 Py

Operation : Update
Password/Role Update : Given password might not follow password policy @

Feature Name Operation Status Message Status
Matching Update Operation completed successfully @
Chat Update Operation completed successfully @
Desktop Delete Operation marked failed - timeout @
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Callback - Customer First

As part of this release, Callback feature - Customer First is being delivered for Realtime as well
as for Historical reporting.

It provides a better caller experience by giving the caller an option to receive a callback instead
of waiting in a queue for an agent.

There are two options for initiating callbacks, agent first and customer first. Customer-first
strategy ensures optimal agent utilization and is the scope of this release. The callback should be
initiated by dialing the customer's phone number first and then as soon as an agent is available
the callback should be connected to that agent.

Below are newly introduced measures and the modified existing measures for this:

Measure

Notes

Callback ID

The unique identified of the callback request

Customer Phone
Number

The phone number of the customer being called

Engagement ID

Original The engagement Id of the call from the customer from where they
Engagement ID requested the callback
Callback

The engagement Id of the callback to the customer

Callback Request
Created

The date and timestamp value of when the callback was requested

Callback Request
Ended

The date and timestamp value of when the callback was completed

Status

The status of the callback

Callback Attempts

The number of callback attempts

Queue ID The unique identifier of the queue associated with the callback *

Queue Name The queue name associated with the initial customer engagement
Attributes The attributes associated with the initial customer engagement

Agent ID The unique identifier of the agent associated with the callback *

Agent Name The name of the agent associated with the callback *

Termination The termination reason if the callback was terminated (e.g. Max Retries,
Reason Cancelled by the Customer, Outside Business Hours)
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Callback Offer

Callback Configuration / New Callback Configuration

2.5.1. Callback - Customer First (Realtime Reporting)

AVAYA

A new Producer (CallbackDetail(jrnl)) has been introduced for Real time and due to this
feature, there are changes in couple of CDR measures i.e.

Engagement ID
Dialog ID
Dialog start time
Direction

Engagement start time

e Raport X+
¢ C 8 n2-2integuionw-nonprodseyadoudcom
Realtime Reporting

Dashboard Viewer / Dashboard Settings / Views Manager
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Callback Created Timestamp ~  Callback Ended Timestamp Callback Engagement Id Callback Id Customer Phone Number Engageme

+1303538 733cald,

06/06/2023 06:54:15 pm 06/06/2023 06:57:46 pm 409c0178-b5e1-48 232ecd 881959 5-887¢-923

f5193

2-faddoofedibe 23405

87.958d-11251dad18.. €35

2.5.2. Callback - Customer First (Historical Reporting)

Navigation : Shared Reports — Standard Historical Reports — Reports— Interval
Report Name : Call Back Detail Report

Report Description:

Displays historical details of all engagements and associated callback with it.

How it works

Tracks historic details of all engagements and callback associated with it. Supervisors can select
the engagement & callback ID and analyze callback journey in the current interval. The start
time of engagements determine the data displayed in the report.
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An engagement is associated with a Callback ID .
How it will help Supervisor of Contact Center?
it helps supervisor to report on callback operations.

Report Output :

Prompts:

> Avaya Expenence Platform(TM)

indard Historical Reports >

Reports > Interval >

Call Back Detail Report

moex X | 1. Timezone (Require

i@ summary of your selections This prompt allows onfy one:

1 Timezone (Required) | L & Austraka/Sydoey il
T-aors

2 Start Date (Required)
3End Date (Required)

4 Callback Engagement 1D
5 Callback 1D

6 Engagement ID

Report Massage Name

Run Report | Cance

Gallback Engagement ID

Call Back Detail

2. Start Date (Required)

_ad 12 aM v {00 v |00 v

End Date (Required)

1220 v oo v oo~

4. callback Engagement ID

You can enter multiple Callback

5. Callback 1D

You can enter multiple

6. Engagement 1D

multiple Eng:

Callback I

gagemen

rated by comma

5 9SS0

e g e S

Agent Display Name:

[—
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206728977 43 b ok 317 o2 67 413 b2 202124043e80 el 94T7 482 95 HcaSikctass wnbzen 62023 1047287
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202 17 = » 7 = < 455 0255 G50l S p— SN 6555
2BATSe <c91 330 b4 B78Rcachl2 S0cEe30b Jeb8 400 $a58 551686 TRATSE o788 0356 4525 3R SodcT A P es2e25T M
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B0 5218105
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PROMPT DETATLS

‘Agent Display Name

Callback Created Timestamp

Callback Ended Timestamp

Customer Phone Number

auesagent?Gder Scolbackdsma.com
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-

-

Callback Attempts
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Prompts Available in the report :

Columns Description

Timezone value for which the user wants to run the report. Can select
TimeZone only one value at a time

*Mandatory Prompt

Start and End Date of the reporting interval
Interval

*Mandatory Prompt

Engagement ID

The source system ID to uniquely identify the engagement. User can
select multiple values, All Values or can keep it blank.

*Qptional Prompt

Callback ID

The unique identified of the callback request.

*QOptional Prompt

Callback
Engagement ID

The engagement Id of the callback to the customer

Columns Available in the report :

Columns Description
Callback The engagement Id of the callback to the customer
Engagement ID
Callback ID The unique identified of the callback request

Engagement ID

The engagement Id of the call from the customer from where they
requested the callback

Queue Name

The queue name associated with the initial customer engagement

Agent Login ID

The unique identifier of the agent associated with the callback *

Agent Name The name of the agent associated with the callback *
Cf'i"baCk Created The date and timestamp value of when the callback was requested
Timestamp
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Columns Description
Cgllback Ended The date and timestamp value of when the callback was completed
Timestamp
Attributes The attributes associated with the initial customer engagement

Customer Phone

Number The phone number of the customer being called

Callback Attempts | The number of callback attempts

Status The status of the callback

Queue ID The unique identifier of the queue associated with the callback *

The termination reason if the callback was terminated (e.g. Max Retries,

Termination Reason | cocelled by the Customer, Outside Business Hours)

Columns Available For Customization in the report :

Columns Description

Type of message: NEW is a new email received/sent by contact center, REPLY
Tvpe is email replied to/by contact center, FORWARD is email forwarded to/by
yp contact center

Message

Queue ID The unique identifier of the queue associated with the callback *

Agent ID The unique identifier of the agent associated with the callback *

Agent First First name of the agent
Name
Agentlast | - hame of the agent
Name

© 2023 Avaya Inc. All Rights Reserved.



AVAYA

3.0 Known Considerations

3.1. Browser Support

https://documentation.avaya.com/bundle/AvayaOneCloud CCaaS Solution Description 10/pag

e/Supported browsers.html

3.2. Known lIssues

Persona = Summary Customer Impact Workaround/Limitations Frequency
Tenant Customer Journey | Changes made by the Tenant Wait a minute to see changes take Always
Admin Admin screen Admin may not be reflected in the affect 0-1
settings my take system for up to a minute minute for
up to a minute to changes to
propagate to the take effect.
Admin screen and
ul
Analytics | If user logs into While the drop upgrade is in- This is a known issue. The duration Intermittent
historical progress, if a reporting user logs of this interruption could be between | based on
reporting during into historical reporting, an error 0-10 min (approx.). The user should | timing
an upgrade, an may occur, stating - "There is no retry the operation.
error may occur Project connected to this web

server, to configure projects, go to
Web Administrator.”
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