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1 DOCUMENT OVERVIEW

This document is intended to provide an overview of the Avaya Aura Contact Center
Outbound WS capalbilities for the attached SDK application Implementation.

The Outbound SDK Implementation is designed to provide a starting point for developers
and system integrators to customize the outbound application for their own
implementation.

The Outbound WS will only ever work with active campaigns; campaign that are closed,
cancelled or finished will never be returned or modified. You cannot create / delete
campaigns or change the status of any campaigns.
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2 Outbound SDK Overview

The Outbound SDK Reference Implementation utilizes the SDK to build a sample application which
can be customized for your own requirements. This application requires a CCMM administrator
username and password to be present before the user can proceed.

If your building the application or just running the built version, remember to open the .config file

and rename the CCMM_SERVER_NAME to the IP of your CCMM so the application knows where
to look for the Outbound Web services.

2.1 ACCS 7.0 Outbound Web Service Support

As of Contact Center 7.0 release, ACCS now supports Outbound Web Services

ACCS 6.x No
ACCS 7.x Yes
Logging in

To login you must create a new admin. This admin will be used as a secure manner to access the
CCMM database. The result of this login will be a session Key. This key must be used in all
forthcoming Web Service calls. To destroy the session Key you must log the user out.

On your CCMA launch CCMM Admin. Navigate to “General Administration” followed by
“Administrator Settings”. The standard admin users that are part of the base install will not work
with the Outbound Web Services; these have been filtered out for security.

Click New and enter the Admin details as required.
Click Save.

Open the attached SDK and login with the above ctreated details.
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Login

x]

|l zermame | |

Paszsword | |

I Login l [ Cancel ]

The Login Function Call for this window is ...
OutboundUtilityWS.OutboundLogin (username, password);

The Logout Function Call for this application is...
OutboundUtilityWS.OutboundLogoff (username) ;

You will be notified if the user is already logged in, and given the option to log out that user. You will
also be notified should you enter invalid credentials.

Understanding the SDK Ul

Once successfully logged in, you will see your current active campaigns on the left.
Which include campaigns of the status...

e Running
e Waiting
e Paused

It will not show campaigns that are
e (Closed
e Completed
e Cancelled
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Contact Center Qutbound
f;ﬂMndﬁyCampamn
—Campaign List—— 1 Campaign Summary at 28/03/2011 17:04:16 (Server Time)
® Test 03 Details | Value [
Create & (.": ?:’3? Name Test_03
Append — Status Waiting
f Campaign Settings
' ;ﬂ'J Call Settings
Modify Date\Time Settings
Campaign Dialler Settings
m Disposition Codes
Progress & Refresh Campaign Details
Results

Outbound Campaign Tool

List OF Active Campaigns Status Contacts Open  Contact: Clozed  Contacts Processed  Call Rate  Priorty Qwner D
[waiting | |5 | [o | [o | [ |5 | |webadmin | [3 |
Title Firzt Mame Lazt Mame International Code | Area Code Phiar

Fiefresh Camapaign List ] [ CloseContsct | [GetContactStats | [ GetCortactD | [ AddContast | [ Find Contact

Getting Active Campaigns
The Refresh Campaign List will pull down the latest data from the CCMM Database.

The Get Campaign Function Call for this application is. ..
OutboundCampaignWsS.GetCampaigns (MySessionKey) ;

On the top of the application we have details about the selected campaign. These results are returned
as part of the above function.

Getting Campaign Contacts
The middle of the window shows the contact details associated with the selected campaign. The

application calls the following function asynchronously. With an update status of how many contacts
are loaded and how many need to be loaded.
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[ Cloze Contact ] [ et Contact Status ] [

The web service can only return a max of 200 contacts for each call so it may be necessary to call this
function repeatedly for each contact in the campaign.

The Get Contacts Function Call for this application is. ..
OutboundCampaignWS. Get200CampaignContacts (CampaignID, nextContactID,
MySessionKey) ;

The nextContactlD should be Zero for the first call to get the first 200 contacts, the second call
should be the last received contact id from the last call to get the next 200 contacts and so on until
the number of contacts received is equal to that in the Campaign Details.

Closing a Contact

Starting from left to right, The Close Contact button will close a contact in the selected campaign.
The user has a choice to close the contact by Contact ID or by Custom Field values (if they are
created when the campaign was created.)

Close_Contact |Z| |E| [Z|

Campaign | Test_D2

Cloze Contact

Contact [0

Close By ID |

Custam Field Mame I:I
Custam Figld W alue I:I

Cloze By Cugtom Field ]

The Close Contacts Function Call for this application is...

OutboundContactWS.CloseContact (CampaignID, ContactID, CustomField Name,
CustomField Value, UseCustomFieldForClosure, ClosureText, DispositionID,
DispositionCodeSpecified, MySessionKey) ;
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If you choose to close the contact via the custom field values then UseCustomFieldForClosure
must be set to true, otherwise this should be set to false. The DispositionID is part of the data
received from the campaign Details call; you will only be able to close the contact with disposition
code that is linked to that campaign. It is recommend use always use the “Completed” disposition
code. The ClosureText is any message you would like to attach for the reason of the closure, this
should be human readable text.

Cloze By Cugtom Field

Contact Clozed

Claze By Cusgtam Field

Error Finding Contact

Getting the Status of a Contact

The Get Contact Status button will return the contacts status.
The user has a choice to find the contact status by Contact ID or by Custom Field values (if they are
created when the campaign was created.)

Get_Contact Status |:| |E| [z|

Campaign | Test_02

et Contact Status

Caontact (D

Status By (D ]

Cuztom Field Mame I:I
Custom Field W alue I:I

Statuz By Custom Field ]

The Get Contacts Status Function Call for this application is...
OutboundContactWS.GetContactStatus (MySessionKey, ContactID, CampaignlD,
CustomField Name, CustomField Value, UseCustomField):;

10



AVAYA

If you choose to get the contact status via the custom field values then UseCustomField must be
set to true, otherwise this should be set to false.

Statuz By Custom Field

Statuz = Mew

Statuz By Custom Field

Statuz = Clozed

Get Contact ID by Phone Number

The Get contact ID by Phone Number will return the contact Id for the sent in phone number.
Fields can be left blank if for instance the contact has no international number. You can only search
for contacts that are within the selected campaign. If more than one contact has the same number
then only the first will be returned. If the contact is not found then “-1” is returned.

Get_Contact ID |Z E| E'

Campaign | Test_02 |

et Contact [0
Int Code || |

Are Code | |

Phatie Mo | |

The Get Contacts Status Function Call for this application is...
OutboundContactWsS.GetContactIDByPhoneNumber (ContactNumber, CampaignlD,
MySessionKey) ;

Contact [0 =191
P e ;

Contact not found
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Add Contact

The Add Contact Function call is used to add a new contact to a selected campaign. Any Custom
Fields that are created with the campaign will be visible on this window. The user must also know the
Skillset ID they wish to use prior to adding in the new contact. All fields are options with the
exception of the Skillset ID field. The web service does not check for duplicate contacts before
adding the new one. The function can only be called once every 1 second

Add_Contact |Z| |E| E'

Append Contact

Fisrt M arne |:|
Lazt Marne |:|
Int Code I:I
Are Code I:I
Phaone Mo I:I
E-Mail L ]
Frefered Agent |D I:I
Skillzet 1D I:I

The return value is “1” if the function succeeds.

The Get Contacts Status Function Call for this application is...
OutboundCampaignWS.AppendContactsToCampaign (CampaignID), ContactDetails,
MySessionKey) ;

Find a Contact

The Find Contact button will find a contact in the selected campaign.

The user has a choice to find the contact by Contact ID or by Custom Field values (if they are
created when the campaign was created). You have the choice of narrowing down the search by
contact status.

12
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FindContact |z

Campaign | Test_02 |

Cloze Contact

Int Code | |

Are Code | |

Phone Mo | |
Find By Phone Mo |

Custam Field Mame I:I
Custarn Figld W alue I:I

Find By Custom Field |

The Find a Contact Function Calls for this application is...
OutboundContactWS.FindContactsByPhoneNumber (ContactStatus, CampaignlD,
ContactNo, MySessionKey) ;

OutboundContactWS.FindContactsByCustomField (ContactStatus, CampaignID,
CustomField, MySessionKey) ;

Note the Phone No filed is required and could not be empty.

If you choose to find the contact via the custom field values then use
“FindContactsByCustomField” function call, otherwise use
“FindContactsByPhoneNumber”. The ContactStatus is an OWStatus status object that can
be used to narrow down the search to only new or closed contacts. If you don’t wish to do this then
you can pass in the object as null.

Fird By Custom Field

1 Contacts Found.
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3 Available Web Services

http(s)://CCMM SERVER NAME/ccmmoutboundwebservices/OutboundContactWS.asmx
http(s)://CMM SERVER NAME/ccmmoutboundwebservices/OutboundUtilityWS.asmx

http(s)://CCMM SERVER NAME/ccmmoutboundwebservices/OutboundCampaignWS.asmx
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4 Know Issues / Reporting an Issue
Known Issues

None
Reporting an Issue

Any issue found must be reproducible on the base plug-in package without any modification.
Send the steps to reproduce to the Avaya Support team.
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