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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
maodify, 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

© 2024 Avaya LLC. All Rights Reserved.


http://support.avaya.com/LicenseInfo
http://support.avaya.com/Copyright

AVAYA

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: () ENCODE VIDEO IN COMPLIANCE WITH THE AVC STANDARD
("AVC VIDEO") AND/OR (ll) DECODE AVC VIDEO THAT WAS ENCODED BY A CONSUMER ENGAGED IN A PERSONAL
ACTIVITY AND/OR WAS OBTAINED FROM A VIDEO PROVIDER LICENSED TO PROVIDE AVC VIDEO. NO LICENSE IS
GRANTED OR SHALL BE IMPLIED FOR ANY OTHER USE. ADDITIONAL INFORMATION FOR H.264 (AVC) AND H.265 (HEVC)
CODECS MAY BE OBTAINED FROM MPEG LA, L.L.C. SEE HTTP:/WWW.MPEGLA.COM.

Compliance with Laws

You acknowledge and agree that it is Your responsibility for complying with any applicable laws and regulations, including, but not
limited to laws and regulations related to call recording, data privacy, intellectual property, trade secret, fraud, and music performance
rights, in the country or territory where the Avaya product is used.

Preventing Toll Fraud

“Toll Fraud” is the unauthorized use of your telecommunications system by an unauthorized party (for example, a person who is not
a corporate employee, agent, subcontractor, or is not working on your company's behalf). Be aware that there can be a risk of Toll
Fraud associated with your system and that, if Toll Fraud occurs, it can result in substantial additional charges for your
telecommunications services.

Avaya Toll Fraud intervention

If You suspect that You are being victimized by Toll Fraud and You need technical assistance or support, call Technical Service Center
Toll Fraud Intervention Hotline at +1-800-643-2353 for the United States and Canada. For additional support telephone numbers, see
the Avaya Support website: 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 links to the Avaya Experience Platform™ landing page which contains
links to all guides and videos.

https://documentation.avaya.com/bundle?rpp=10&I|abelkey=Avaya Experience Platform

Below is the link for Avaya Experience Platform Connect Solution overview.

https://documentation.avaya.com/bundle/DeployingExperiencePlatformConnect/page/Avaya Experien
ce Platform Connect solution overview.html

Please also see the latest Documentation Updates

https://documentation.avaya.com/bundle/ChangeHistory/page/Documentation updates.html
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2.0 Avaya Experience Platform Connect Overview

Avaya Experience Platform Connect Hybrid Voice Bundle allows on-premises Avaya Call Center Elite
systems to integrate with Avaya Experience Platform to add new features and functionality from Avaya
Experience Platform.

Enterprise Public Cloud

Digital

WebRTC

KES / CMS [ POM | Experience
Portal / Warkforce Engagemernt

FANY/A\V/N
Experience
il Platform™

—_—

WebRTC Voice

Customers can modernize and transform their Customer and Employee experiences by adopting Avaya
Experience Platform capabilities from the cloud. This allows them to leverage modern innovations such
as WebRTC based thin client agent desktop, Digital and social channels, CRM and Microsoft Teams
integration, while continuing to leverage their on-premise CC Elite investments and ecosystem of
adjunct applications.

CC Elite Agents can log into Avaya Experience Platform Workspaces and work as CC Elite Hybrid agents
(receiving CC Elite Voice calls through Avaya Experience Platform into the WebRTC Workspaces client).
By using the WebRTC Workspaces client as the agent desktop, agents get the benefits of a thin browser-
based client that is extensible via custom or standard widgets, has customer journey information from
digital interactions provide by Avaya Experience Platform, the media path uses WebRTC and agents and
the customers they are speaking with benefit from Al Noise Reduction. Avaya Experience Platform
Connect can be added to existing CC Elite contact centers. The addition of hybrid voice agents is not
disruptive to existing CC Elite call flows, agents and adjuncts. Customers can continue using their existing
reporting and CTl-based recording solutions such as CMS and Avaya Workforce Engagement
Management as before.

These Hybrid Voice agents can also be enabled for digital channels (via Avaya Experience Platform
Digital Bundle) such as Chat, Email and Social Messaging. Facebook, Twitter, Instagram and WhatsApp
are supported channels for private messaging into the contact center. CC Elite voice agents enabled for
digital channels use the same Avaya Experience Platform Workspaces client to receive digital
interactions. With a few actions in Workspaces, they can switch between working on CC Elite voice
channel and digital channels from Avaya Experience Platform.

Customers can also use the alternate CRM Connector agent desktop integration with Salesforce which

enables screen pops, click-to-dial and saving interaction logs within Salesforce. This capability is listed in
the above Offer Bundles table (Salesforce.com Embedded Desktop capability)
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When not operating as a CC agent, the customer can still use Workspaces as a UC media endpoint to
make and receive extension calls from their CM extension.

All of this is made possible by Avaya Hybrid Cloud Gateway, which is provisioned on-premises (in
proximity to Aura stack), for the Call Center Elite and Avaya Experience Platform systems to integrate.
Avaya Hybrid Cloud Gateway licenses are provided as entitlement with Avaya Experience Platform
Connect bundles.

Future enhancements include more features delivered from Avaya Experience Platform including CRM
Connector support for MS Dynamics and ServiceNow, tighter integration with Customer Journey to
inject Hybrid voice touchpoints into the journey history, Unified Analytics to report on the CC Elite voice
contact center. These enhancements will provide a 360* view of customer behavior as well as contact
center performance, allowing for better analysis and decision making.
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3.1 AXP Connect Features — November 2024

Table 1 - AXP Connect Changes released in November 2024

Theme Feature

Feature Improvements Bugs fixes for customer reported issue

3.2 AXP Connect Features — October 2024

Table 2 - AXP Connect Features released in October 2024

Theme Feature

Deployment Enable HCG to connect with SM / SBC on ports other than 5061

3.3 AXP Connect Features — August 2024

Table 3 - AXP Connect Features released in August 2024

Theme Feature

Workspaces Supervisors can change the state of an agent from Ready to
Not Ready

Supervisor Change Agent State

Deployment Software-only HCG deployment on customer’s RHEL 8.10 system
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3.4 AXP Connect Features —June 2024

Table 4 - AXP Connect Features released in June 2024

Theme Feature

Supervisor Calling Team Workspaces Supervisors can call team member from My Agent Widget

member

3.5 AXP Connect Features — May 2024

Table 5 - AXP Connect Features released in May 2024

Theme Feature

SBC Support Utilize Avaya SBC as optional component to secure media between the
enterprise network and public cloud

A visual representation of the customer's interactions on Call Center Elite

Unified Customer Journey
hybrid voice channels and Avaya Experience digital channels

Workspaces Supervisors can observe or Coach or Barge an ongoing

Supervisor Observe, Barge,
interactions being handled by the agent

Coach
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3.6 AXP Connect Features — March 2024

AVAYA

Table 6 - AXP Connect Features released in March 2024

Theme

Feature

Synchronization of On Prem

entities

Automatic increment synchronization of User, Extension, Agent, Reason
code and System Defined Reason code from Aura from Aura to AXP

3.7 AXP Connect Features — February 2024

Table 7 - AXP Connect Features released in February 2024

Theme

Feature

Consult Capability

Consult to Station, Agent, VDN

Complete the consult as Transfer

Complete the consult as Conference

3.8 AXP Connect Features —January 2024

Table 8 - AXP Connect Features released in January 2024

Theme Feature Theme Feature
Synchronization and Re- synchronization
of User, Extension and Agent from Aura

Hybrid Cloud _ Synchronization of |5 AXP
Gateway Support for Silent On Prem entities

Simplification

Installation and Upgrade

Synchronization and Re- synchronization
of Reason code and System Defined
Reason code from Aura to AXP.
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3.9 AXP Connect Features — October 2023
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Table 9 - AXP Connect Features released in October 2023

Theme Feature Theme Feature
SAML 2.0 Integration with
. gration wi Answer incoming UC call
enterprise SSO
User sign-in/sign-out Make outgoing call
Agent Login Agent Login, Agent Logout Outgoing c?all with Dialing Rules
Experience (Start Work /Finish Work) manipulation
Agent Go-Ready, Go Not Read .
. & . ¥ y Hold/Retrieve call
including reason codes
DTMF mid call
uc call
Answer incoming ACD Call Experience Mute/unmute
Auto-Answer with Zip tone Music on Hold (MoH)
Make outgoing call Al Noise Reduction (Agent leg)
Agent ACD Call
Experience | ) \tgoing call with Dialing Rul
utgoing call wi ialing Rules
g, 8 . & Single Step Transfer
manipulation
Hold/Retrieve call Answer second incoming call
DTMF mid call
Mute/Unmute
MPC Media Server Selection based on
Music on Hold (MoH) .
Tenant Geo Location
Media

VDN Origination Announcement
(VOA)

Agent No Answer (ROOF, RONA)

Screen Pops, including intrinsic support
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Display VDN, User-to-User Info

After Call Work Codes

Workspaces
Integrations

Custom Widgets for Hybrid Voice and
AXP Digital

Al Noise Reduction (Agent leg)

Agent to Agent calls

Single Step Transfer

Search Agent Directory

Search Virtual Directory Number
(VDN) by name

Search Enterprise Directory

Integrations

Premise based recordings

CMS integration

AES application and 3PCC integration

Proactive Outreach and POM Agent
Desktop Integration

One-X Agent Supervisor Experience

AXP My Agent Widget Integration

Agent Search Callback Assist Integration
Experience
Search Corporate Contacts Widget
Customer
Relationship Salesforce.com integration
Management
HIPPA
Standards and
. PCI
Compliance

Data Residency
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4.0 Product Information

Avaya Experience Platform™ Connect Documentation

Deploying Avaya Experience Platform™ Connect
https://documentation.avaya.com/bundle/DeployingExperiencePlatformConnect/page/Avaya Experien
ce Platform Connect solution overview.html

Using Avaya Workspaces for Avaya Experience Platform™ Connect
https://documentation.avaya.com/bundle/UsingWorkspacesExperiencePlatformConnect/page/AXPC A
vaya Workspaces overview.html|

Avaya Experience Platform Data Privacy Factsheet https://www.avaya.com/en/documents/fs-
experience-platform-cc15839en.pdf?t=0

Avaya Hybrid Cloud Gateway Software

Login to https://support.avaya.com/ and search for Product - Avaya Experience Platform™ Connect

Table 10 - AXP Connect Software Release Details

Product Description File Name md5checksum

Operating System
OVA file along with
HCG Application
Avaya Hybrid | software

Cloud Gateway

AHCG-1.0.9.0.5_OVF10.ova |ef353c8647ee2b735f5ac01cec86d950

Software Only
Deployment AHCG-swonly-1.0.9.0.5.tgz 8d59611804bd2c457f712e571a75d9al
Package

5.0 Hybrid Cloud Gateway Installation

Refer Deploying Avaya Experience Platform™ Connect document on
https://documentation.avaya.com/bundle/DeployingExperiencePlatformConnect/page/Purpose.html
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6.0 Product Interoperability

Table 11 - AXP Connect Product Interoperability

AVAYA

Product Minimum | Notes
Release

Avaya Aura® Session Boarder Controller 10.1.2
10.2

Avaya Aura® System Manager 10.1.3.1 Ensure that latest released hotfix is installed.
10.2

Avaya Aura® Session Manager 10.1.3.1
10.2

Avaya Aura® Call Center Elite 10.1.3.1
10.2

Avaya Aura® Communication Manager 10.1.3.1
10.2

Avaya Aura® Application Enablement 10.1.3.1

Services 10.2

Avaya Aura Device Services 10.1.1.2

10.2
Call Management System 20.0 Existing functionality available with CC Elite, used for
19.2 Voice channel reporting for AXP Connect Agents

Avaya Workforce Engagement 15.2.221 Existing functionality available with CC Elite, used for
CTl recording compatibility for AXP Connect Agents

Avaya Workplace Client 3.x Existing on-prem Supervisor can use Workplace client
to monitor and/or observe Agent logged on
Workspaces

Avaya Agent for Desktop 2.x Existing on-prem Supervisor can use AAfD client to
monitor and/or observe Agent logged on Workspaces

J100 - SIP 4.x Existing on-prem Supervisor can use J100 — SIP client
to monitor and/or observe Agent logged on
Workspaces

Callback Assist 5.0.1 Existing functionality available with CC Elite and can be
used with AXP Connect Agents.

Proactive Outreach Manager 4.0.2 Workspaces will be used as a station/endpoint only.
Traditional POM desktop clients will be used to
perform agent operations.

Secure Access Link 4.1.1 Used for day 1 installation and day 2 link to Avaya

cloud for proactive monitoring and log access
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6.1 AXP Connect Support for Aura 8.x

AVAYA

Under certain circumstances, Avaya may, at its sole discretion allow deployments of Avaya Aura 8 with
Avaya Experience Platform Connect.

Additionally, the following should be noted:

1. Avaya Aura 8 is End of Manufacturer Support. No security or general patches will be provided on

Avaya Aura 8.

2. The release line-up should be Avaya Aura 8.1.3.8 + additional patches that will be provided by
the Avaya Aura 8 / Avaya Experience Platform Connect team. Releases older than Avaya Aura
8.1.3.8 will not be supported.

3. Avaya Aura 8.1.3.8 bug fixes that affect Avaya Experience Platform Connect working properly
will be investigated and supported on best effort basis. If the issue cannot be fixed, the
customer may be asked to upgrade to Aura 10.

4. Any Avaya Aura 8 issues that are not relevant to an Avaya Experience Platform Connect use case
will not be supported. The Aura 8 support is only for Avaya Experience Platform Connect

customers.

5. Supportis available only for Avaya Aura 8.x customers who are planning on upgrading to Avaya
Aura 10.2 or above. This support is for the ‘interim’ period while the customer plans and
executes their upgrade to Avaya Aura 10.x.

Table 12 - AXP Connect Product Interoperability with Aura 8.x

Product Minimum Release | Notes
. ;

Avaya Aura® Syst.em Manager 8.1.3.8 + Hotfix Hotfixes for Aura 8.1.3.8 will be available to

Avaya Aura® Session Manager 8.1338 AXP-Connect customer for download using

Avaya Aura® Call Center Elite 8.1.3.8 PLDS only. These Hotfixes ID will be named as

Avaya Aura® Communication Manager 8.1.3.8 below which will include

Avaya Aura® Application Enablement 8.1.3.8 <ProductName>8138AXP<Integer>

Services For example the SMGR Hotfix currently
available for download is “SMGR8138AXP01”.
Customers need login to PLDS and then
download/install the latest available HF for
any of the Aura products on 8.1.3.8 release.

Avaya Aura Device Services 10.1.1.2

© 2024 Avaya LLC. All Rights Reserved.




7.0 Known Issues and Workarounds

Table 13 - AXP Connect Known Issues

AVAYA

Sr.No | Persona Description Workaround Frequency
When Agent 2 re-transfers the call to Agent 1
who had previously transferred the call, a new
1 Agent P y None Always

Customer Journey touchpoint is created instead
of transferred call.

8.0 Contacting Support

Go to the Avaya Support website at https://support.avaya.com for the most up-to-date documentation,
product notices, and knowledge articles.

You can also search for release notes, downloads, and resolutions to issues. Use the online service
request system to create a service request.

Chat with live agents to get answers to questions or request an agent to connect you to a support team
if an issue requires additional expertise.
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