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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/getGenericDetail
s?detailld=C20091120112456651010 under the link
“Warranty & Product Lifecycle” or such successor site
as designated by Avaya. Please note that if You
acquired the product(s) from an authorized Avaya
Channel Partner outside of the United States and
Canada, the warranty is provided to You by said Avaya
Channel Partner and not by Avaya.

“Hosted Service” means an Avaya hosted service
subscription that You acquire from either Avaya or an
authorized Avaya Channel Partner (as applicable) and
which is described further in Hosted SAS or other
service description documentation regarding the

applicable hosted service. If You purchase a Hosted
Service subscription, the foregoing limited warranty may not
apply but You may be entitled to support services in
connection with the Hosted Service as described further in
your service description documents for the applicable
Hosted Service. Contact Avaya or Avaya Channel Partner
(as applicable) for more information.

Hosted Service

THE FOLLOWING APPLIES ONLY IF YOU PURCHASE AN
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,
https://support.avaya.com/Licenselnfo 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.

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 LLC, 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 LLC OR THE APPLICABLE
AVAYA AFFILIATE (“AVAYA”).

Avaya grants You a license within the scope of the license
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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 types

Designated System(s) License (DS). End User may
install and use each copy or an Instance of the
Software only: 1) on a number of Designated
Processors up to the number indicated in the order; or
2) up to the number of Instances of the Software as
indicated in the order, Documentation, or as authorized
by Avaya in writing. Avaya may require the Designated
Processor(s) to be identified in the order by type, serial
number, feature key, Instance, location or other
specific designation, or to be provided by End User to
Avaya through electronic means established by Avaya
specifically for this purpose.

Concurrent User License (CU). End User may install
and use the Software on multiple Designated
Processors or one or more Servers, so long as only the
licensed number of Units are accessing and using the
Software at any given time as indicated in the order,
Documentation, or as authorized by Avaya in writing. 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 email or
voicemail 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.

Cluster License (CL). End User may install and use
each copy or an Instance of the Software only up to the
number of Clusters as indicated on the order,
Documentation, or as authorized by Avaya in writing
with a default of one (1) Cluster if not stated.

Enterprise License (EN). End User may install and
use each copy or an Instance of the Software only for
enterprise-wide use of an unlimited number of
Instances of the Software as indicated on the order,
Documentation, or as authorized by Avaya in writing.

Named User License (NU). End User may: (i) install
and use each copy or Instance of the Software on a
single Designated Processor or Server per authorized

Named User (defined below); or (ii) install and use each
copy or Instance of the Software on a Server so long as only
authorized Named Users access and use the Software as
indicated in the order, Documentation, or as authorized by
Avaya in writing. "Named User", means a user or device that
has been expressly authorized by Avaya to access and use
the Software. At Avaya’s sole discretion, a "Named User"
may be, without limitation, designated by name, corporate
function (e.g., webmaster or helpdesk), an e-mail or voice
mail account in the name of a person or corporate function,
or a directory entry in the administrative database utilized by
the Software that permits one user to interface with the
Software.

Shrinkwrap License (SR). End User may install and use
the Software in accordance with the terms and conditions of
the applicable license agreements, such as "shrinkwrap" or
"clickthrough" license accompanying or applicable to the
Software ("Shrinkwrap License") as indicated in the order,
Documentation, or as authorized by Avaya in writing.

Transaction License (TR). End User may use the Software
up to the number of Transactions as specified during a
specified time period and as indicated in the order,
Documentation, or as authorized by Avaya in writing. A
“Transaction” means the unit by which Avaya, at its sole
discretion, bases the pricing of its licensing and can be,
without limitation, measured by the usage, access,
interaction (between client/server or customer/organization),
or operation of the Software within a specified time period
(e.g. per hour, per day, per month). Some examples of
Transactions include but are not limited to each greeting
played/message waiting enabled, each personalized
promotion (in any channel), each callback operation, each
live agent or web chat session, each call routed or redirected
(in any channel). End User may not exceed the number of
Transactions without Avaya’s prior consent and payment of
an additional fee.

Heritage Nortel Software

“Heritage Nortel Software” means the software that was
acquired by Avaya as part of its purchase of the Nortel
Enterprise Solutions Business in December 2009. The
Heritage Nortel Software is the software contained within the
list of Heritage Nortel Products located at
https://support.avaya.com/Licenselnfo/ under the link
“Heritage Nortel Products,” or such successor site as
designated by Avaya. For Heritage Nortel Software, Avaya
grants Customer a license to use Heritage Nortel Software
provided hereunder solely to the extent of the authorized
activation or authorized usage level, solely for the purpose
specified in the Documentation, and solely as embedded in,
for execution on, or for communication with Avaya
equipment. Charges for Heritage Nortel Software may be
based on extent of activation or use authorized as specified
in an order or invoice.

Copyright

Except where expressly stated otherwise, no use should be
made of materials on this site, the Documentation, Software,
Hosted Service, or hardware provided by Avaya. All content
on this site, the documentation, Hosted Service, and the
product provided by Avaya including the selection,
arrangement and design of the content is owned either by
Avaya or its licensors and is protected by copyright and
other intellectual property laws including the sui generis
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rights relating to the protection of databases. You may
not modify, copy, reproduce, republish, upload, post,
transmit or distribute in any way any content, in whole
or in part, including any code and software unless
expressly authorized by Avaya. Unauthorized
reproduction, transmission, dissemination, storage,
and or use without the express written consent of
Avaya can be a criminal, as well as a civil offense
under the applicable law.

Virtualization

The following applies if the product is deployed on a
virtual machine. Each product has its own ordering
code and license types. Note that each Instance of a
product must be separately licensed and ordered. For
example, if the end user customer or Avaya Channel
Partner would like to install two Instances of the same
type of products, then two products of that type must
be ordered.

Third Party Components

“Third Party Components” mean certain software
programs or portions thereof included in the Software
or Hosted Service may contain software (including
open source software) distributed under third party
agreements (“Third Party Components”), which contain
terms regarding the rights to use certain portions of the
Software (“Third Party Terms”). As required,
information regarding distributed Linux OS source code
(for those products that have distributed Linux OS
source code) and identifying the copyright holders of
the Third Party Components and the Third Party Terms
that apply is available in the products, Documentation
or on Avaya’s website at:
https://support.avaya.com/Copyright or such successor
site as designated by Avaya. The open source
software license terms provided as Third Party Terms
are consistent with the license rights granted in these
Software License Terms, and may contain additional
rights benefiting You, such as modification and
distribution of the open source software. The Third
Party Terms shall take precedence over these
Software License Terms, solely with respect to the
applicable Third Party Components, to the extent that
these Software License Terms impose greater
restrictions on You than the applicable Third Party
Terms.

The following applies only if the H.264 (AVC) codec is
distributed with the product. THIS PRODUCT 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 (ii) DECODE AVC VIDEO
THAT WAS ENCODED BY A CONSUMER ENGAGED
IN A PERSONAL ACTIVITY AND/OR WAS
OBTAINED FROM A VIDEO PROVIDER LICENSED
TO PROVIDE AVC VIDEO. NO LICENSE IS
GRANTED OR SHALL BE IMPLIED FOR ANY OTHER

USE. ADDITIONAL INFORMATION MAY BE
OBTAINED FROM MPEG LA, L.L.C. SEE
HTTP:// WWW.MPEGLA.COM

Service Provider

THE FOLLOWING APPLIES TO AVAYA CHANNEL
PARTNER'S HOSTING OF AVAYA PRODUCTS OR
SERVICES. THE PRODUCT OR HOSTED SERVICE MAY
USE THIRD PARTY COMPONENTS SUBJECT TO THIRD
PARTY TERMS AND REQUIRE A SERVICE PROVIDER
TO BE INDEPENDENTLY LICENSED DIRECTLY FROM
THE THIRD PARTY SUPPLIER. AN AVAYA CHANNEL
PARTNER’S HOSTING OF AVAYA PRODUCTS MUST BE
AUTHORIZED IN WRITING BY AVAYA AND IF THOSE
HOSTED PRODUCTS USE OR EMBED CERTAIN THIRD
PARTY SOFTWARE, INCLUDING BUT NOT LIMITED TO
MICROSOFT SOFTWARE OR CODECS, THE AVAYA
CHANNEL PARTNER IS REQUIRED TO
INDEPENDENTLY OBTAIN ANY APPLICABLE LICENSE
AGREEMENTS, AT THE AVAYA CHANNEL PARTNER’S
EXPENSE, DIRECTLY FROM THE APPLICABLE THIRD
PARTY SUPPLIER.

WITH RESPECT TO CODECS, IF THE AVAYA CHANNEL
PARTNER IS HOSTING ANY PRODUCTS THAT USE OR
EMBED THE G.729 CODEC, 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 G.729
CODEC IS LICENSED BY SIPRO LAB TELECOM INC.
SEE WWW.SIPRO.COM/CONTACT.HTML. 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 (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.

Preventing Toll Fraud

“Toll Fraud” is the wunauthorized use of vyour
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
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support telephone numbers, see the Avaya Support
website: https://support.avaya.com, or such successor
site as designated by Avaya.

Security Vulnerabilities

Information about Avaya’s security support policies can
be found in the 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/1001615
15).

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.

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 LLC.

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.
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Document changes

Date Description

March, 2025 Release notes for Avaya Proactive Outreach Manager 4.0.2.4 (aka 4.0.2 SP4)
July, 2024 Release notes for Avaya Proactive Outreach Manager 4.0.2.3 (aka 4.0.2 SP3)
October, 2023 Release notes for Avaya Proactive Outreach Manager 4.0.2.2 (aka 4.0.2 SP2)
March, 2023 Release notes for Avaya Proactive Outreach Manager 4.0.2.1 (aka 4.0.2 SP1)
October, 2022 Release notes for Avaya Proactive Outreach Manager 4.0.2 (aka 4.0 FP2)

Introduction

This document provides the latest information to supplement Avaya Proactive Outreach Manager
(POM) software and documentation. For updated documentation, product support notices, and
service pack information, go to the Avaya Support site at http://support.avaya.com

Prerequisites to POM 4.0.2 SP4

AEP Build: 8.1.2.1.0020 or 8.1.2.0.0202
Apply AEP latest patches.
POM-4024 is only compatible with EP-8.1.2.1 or EP-8.1.2, and OD-8.1.2.

Note:
e Ensureif anew license file is required due to WebLM Host ID change.
e You must backup the old host ID before installation.

New in release —v4.0.2 SP4 (4.0.2.4)

Agent preferred campaigns

With this enhancement, agents will have an option to select one or more preferred campaigns. New
Agent APls allow agents to select and view their preferred campaigns. POM will attach the agent to
one of their preferred campaigns based on the existing agent assignment logic.

New REST APIs are provided for the supervisor to view and change the agent’s preferred campaigns.
This provides greater control to the supervisors for configuring the agents to join specific campaigns.

Supervisor Dashboard will provide a real-time view to the supervisors to see the preferred campaigns
of the agents. Supervisors can also add/change the preferred campaigns of the agents in real-time
from supervisor dashboard without restarting any service.

New API to get Contacts

New API to get contacts is provided with this release. This new API is highly efficient, has better
response time and is optimized to put less load on DB even for frequent executions. It is highly
recommended to use this new API instead of the older one.

Efficient Contacts and Exclude Contacts tabs in Ul

With this release, the Contacts tab and Exclude Contacts tabs in Contact Lists Ul are made more
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efficient to load the contacts faster than ever before enhancing user experience.

Component Upgrades

Followmg components are upgraded in POM-4024:

Apache tomcat from 9.0.80 to 9.0.91

- highcharts from 7.2.2 to 11.1.0

- commons-net from 2.0 to 3.9.0

- shiro-core from 1.11.0 to 1.13.0

- shiro-spring from 1.11.0 to 1.13.0

- camel-spring from 2.25.4 t0 4.8.0

- camel-core from 2.25.4t0 4.8.0

- camel-jms from 2.25.4 t0 4.8.0

- activemg-camel from 5.16.7 to 4.8.0

User Experience Enhancements
FoIIowmg Ul pages are upgraded to provide better user experience:
Agent Attributes
- Agent Address Book
- Agent Group Configuration
- Agent Configuration

New in release —v4.0.2 SP3 (4.0.2.3)

Timed DNC
Users will have a provision to specify a duration in days for which an address will remain in DNC list.
After the duration is expired, the address will be removed from DNC list automatically.

Timed Exclusion
Users will have a provision to specify a duration in days for which a contact will remain excluded. After
the duration is expired, the contact will become eligible for dialing automatically.

DNC by User Contact Id

Only phone and email addresses were allowed to be added to the DNC list till now. This enhancement
allows to add user contact id of a record to the DNC list. All the phone and email addresses belonging
to the given user contact id will be treated as DNC.

DNC by Customer Id

With this enhancement users will have the provision to map their desired CRM attribute (Customer Id)
with any attribute in POM’s contact list for DNC. The values of Customer Id attribute can then be
added to the DNC list. POM will treat the matching contact as DNC.

Option to disallow sorting by phone attribute in filter template

Users will now have option in Global Configurations to disallow sorting by phone attribute in campaign
type of filter template to meet compliance. Existing filter template having phone attribute in sort will
continue to work.

Campaign stop functionality from Campaign Manager Ul
Users will now be able to stop campaign from the campaign manager Ul.

Record Ageing
With this enhancement POM provides a new system attribute “Added On” that displays the time when
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a new contact is imported, uploaded, or added into a contact list. This attribute will be part of all
contact lists for all organizations. With this attribute, a user can filter contacts based on their age. For
existing records, the time will be of the day when the system is upgraded to this release.

"Same calendar day" option for "nuisance frequency" type of rules

The option of “same calendar day” was available for rule categories “attempt frequency” and “attempt
completion code”. With this release the option of “same calendar day” is made available for rule
category “nuisance frequency’ as well.

Edit Filter Template from Campaign creation page
With this enhancement, users can edit the Filter Template while creating or editing campaigns from
the campaign creation page.

Guardrails for callbacks

With this enhancement, creation of new callbacks will be restricted if the number of active callbacks in
the system exceed beyond the system defined limits. The limits are in place at system level,
organization level, campaign level and agent level.

Enhanced Health monitoring to include callbacks
POM System Limits tab was introduced in POM-4.0.2 SP-2 to display system limits and adherence to
it. This page is enhanced to display system limits for callbacks.

Enhanced Smart Notification widget on POM Home page to include callbacks
Smart Notification widget on POM Home page was introduced in POM-4.0.2 SP-2. This widget is
enhanced to include system limits for callbacks.

Automatically Release stuck agents
With this enhancement, POM identifies all the agents present in the same state for a long time. POM
issues logoff command to all such agents. This functionality is disabled by default.

New Organization column in Campaign Manager Ul
For all non-org users, the Campaign Manager Ul shows a new column to display the organization
name of the campaigns.

Support for AURA-10.2
With this release, POM now supports AURA version 10.2.

Support for EP-8.1.2.1
With this release, POM now supports AEP version 8.1.2.1.

Support for CMS-21
With this release, POM now supports CMS-21.

Support for Postgres-16
With this release, POM now supports Postgres-16.

Component Upgrades
FoIIowmg components are upgraded in POM-4023:
commons-fileupload-1.5
- resteasy-jackson2-provider-3.1.4.Final
- resteasy-jaxrs-3.1.4.Final
- resteasy-json-p-provider-3.1.4.Final
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- resteasy-multipart-provider-3.1.4.Final
- kafka_2.13-3.6.1

- kafka-streams-3.6.1

- zookeeper-3.8.3

- JQuery 1.104

- sqlite-jdbc-3.45.1.0

- AngularJS 1.8.0

- node-v14.21.3-linux-x64

- npm6.14.18

User Experience Enhancements
Following Ul pages are upgraded to provide better user experience:
- DNC Groups
- Callback Manager
- Supervisor Configuration
- POM Manager

For better performance, the contacts tab inside contact list now limits the display to 15 attributes by
default. Users can select the attributes to be displayed from the option given on the page.

New in release —v4.0.2 SP2 (4.0.2.2)

AEP Build: 8.1.2.0.0202
Apply AEP latest patches.

POM-4022 is only compatible with EP-8.1.2 and OD-8.1.2.

SIP Code to Completion Code Mapping

When POM receives a telephony event through MPP or EP, the telephony event contains a SIP code
or event. This sip code or event is mapped to a system completion code, which is then used to
dispose the record.

With this feature, a user can change this default mapping and map a custom completion code to a sip
code or event. The mapped completion code is then used to dispose the record.

User also has an option to add new mappings.

New category of completion codes for SIP Code

The SIP Code to completion code mapping is a system-wide/global configuration, and common for all
organizations. This new SIP type of completion codes are used for mapping with SIP codes.

Only an administrator user can see, add, edit, or delete SIP type of completion codes.

Enhanced Rules to reduce evaluation of number of rules

Enhanced rules to use the current number that POM dials regardless of the phone attribute it is a part
of.
With this option, you can:
e Avoid the need to create multiple rules for multiple phone or call attributes.
e Improve operating performance by reducing the number of rules that POM evaluates at the
time of dialing.
This is the default option for all new rules.
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Separate database for POM Reports

By default, POM retrieves reports from the database to which POM is currently connected.

With this feature, POM retrieves reports from a replicated database. This reduces the load on the
primary database, since POM can fetch reports from the replicated database.

The replicated database is of the same type as the POM database and has the same information as
the POM database. The replicated database is of the same version of the POM database and has the
same schema.

Delete contacts from contact list based on filter template

POM has a feature of emptying the contact list while uploading a file through a web browser or
while creating a datasource.

As an extension of this feature, users can now delete specific contacts by using a filter template.
POM deletes the contacts that match the criteria in the filter template.

If the contact list is associated to a running campaign, POM deletes the contacts from the running
campaign. This also helps to reduce the contacts in an ongoing infinite campaign.

Export contact list to a text file

With this feature, POM exports the contacts to a text file such as a .csv file. Users have a choice
to select the attributes to export and also have an option to specify a delimiter of their choice. The
file can then be downloaded from the web browser.

Users also have a choice to export from a different database which is of the same version, type as
the database to which POM is currently connected, and also has the same schema.

Enhanced Security for Agent Scripts
Native Agent Scripts are now enhanced for better security. This enhanced security can be turned
off from the Global Configurations page

Enhanced Health Monitor that displays adherence to POM System Limits
POM Health Monitor page now displays the POM System Limits tab.
The POM System Limits tab displays the supported limits for:

e Total number of Contacts per contact list

e Total number of Contacts per campaign

e Total number of Contacts in the POM database

e Total number of records in the Contact Attempts History table

POM System Limits page also displays system adherence to the supported limits for the above
mentioned categories.

Smart Notification Widget on POM Home Page

The POM Home page displays the System Notifications widget only when POM detects that the
supported system limits or the threshold for system limits are exceeded. This new widget is hot
displayed when the system is within the supported limits for specific categories. With this feature,
a user can ensure that the system is well under the supported limits for specific categories before
it starts impacting system performance.
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Configuring Transactional logs per Agent

API message exchanges between an agent (client) and the Agent Manager (server) can now

be logged in a separate log file. The log files are created per agent and can be helpful in
troubleshooting an issue. The log files can be created on POM servers as well as on the desktop
systems of an agent (client).

The creation of log files is governed through a configuration, and the log files get rotated after their
size exceeds a threshold.

MSSQL Database Manual Failover within the Same Data Center
POM now supports MSSQL Database manual failover within the same Data Center

Increased limits for records in a contact list
Limit for number of records in a contact list is increased to 200k

Support for CMS-20
With this release, POM now supports CMS version 20.

Support for SBC-10.1.2
With this release. POM now supports SBC version 10.1.2.

Component Upgrades
FoIIowmg components are upgraded in POM-4022:
commons-fileupload-1.5
- spring-boot-gradle-plugin:2.7.12
- xstream-1.4.20
- activemg-all-5.16.6
- tomcat-embed-core-9.0.80
- tomcat-embed-websocket-9.0.80
- tomcat-embed-el-9.0.80
- tomcat-annotations-api-9.0.80
- tomcat-jdbc-9.0.80

New in release —v4.0.2 SP1 (4.0.2.1)

Quick upload functionality for Contact Lists
With the quick upload functionality, users will be able to upload contact lists using a csv directly from
the contact list web user interface without creating a datasource.

Display agent aux-state reasons in Supervisor Dashboard
The agent’s aux-state reasons are visible in Monitor only. With POM-4.0.2.1, these reasons will now
be visible in Supervisor Dashboard as well.

Support $TODAY for timestamp type of attribute in Rule Engine
While creating a rule, users will be able to provide $TODAY as a value for all timestamp type of
attributes.

Capability to manage agents in real-time without Supervisor role
Supervisor role was mandatory to manage agents in real-time through Monitor or Supervisor
Dashboard. The operations include View active agents, release from outbound, move to job, place
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agent on break, force logoff. Users with one or more of these individual roles will now be able to
manage agents in real-time through Monitor or Supervisor Dashboard, without requiring Supervisor
Role.

Support for Postgres 14, 15
POM-4.0.2.1 supports Postgres-14.7 and Postgres-15.2 in addition to previously supported Postgres
versions.

POM Capture Tool

The POM Config Capturing tool gathers configuration details and produces a report in html format.
This report is then used by Avaya’s support team for problem investigation. This report must be
provided along with any escalation created on POM. This tool will be helpful in reducing time required
to capture basic system configuration.

Component Upgrades
FoIIowmg components are upgraded in POM-4021:
spring-cloud-starter-oauth2-2.0.0.RELEASE
- spring-kafka-2.9.3
- spring-jdbc-5.3.22
- spring-kafka-test-2.9.3
- kafka_2.13-3.2.3
- kafka-clients-3.2.3
- kafka-streams-3.2.3
- kafka-log4j-appender-3.2.3
- kafka-streams-test-utils-3.2.3
- tomcat-embed-core-9.0.65
- tomcat-embed-websocket-9.0.65
- tomcat-embed-el-9.0.65
- tomcat-annotations-api-9.0.65
- tomcat-jdbc-9.0.65
- spring-boot-gradle-plugin:2.7.3

New in release —v4.0 FP2 (4.0.2)

Following are the new features and enhancements provided with Proactive Outreach Manager
Release 4.0 FP2

Advanced Guard Time based dialing with Follow-the-sun

This release provides dialing based on advanced guard times wherein records are picked for dialing,
from the operational database, only if the guard times are open. With this the number of records
getting restricted, if the guard times are not open, reduces significantly. Additionally, follow-the-sun
dialing can now be achieved by sorting with phone’s time-zone attribute in Filter Template.

Dialing based on User Preferences
This release provides additional child attributes for each phone type of attribute to provide user’s
preference of allowed time to call as well as disallowed time to call.

Time zone for Zip-code and Zip-State

Additional attributes to specify two Zip-codes, two Zip-States, and their corresponding Time-zones
with each record are now available with this release. Guard time specified for a country and state is
then applied for the records which has that country value in Country Predefined attribute, and state in
Zip-state attributes.
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Dialing based on Common Time and CFPB Compliance

A common time or intersection time is determined from the guard times specified for state or country
or Time-zone, and user preferences of allowed and disallowed time, and zip-state. Records are
picked for dialing, from operational database, based on this common time. This is done to meet the
CFPB compliance.

Contact Distribution

With this release, Supervisor Dashboard provides a view of how the records of a running campaign
are distributed across all the countries, states and time-zones for a campaign. The view also provides
details of whether a time-zone is open or closed for dialing for a particular country/state and number
of records dialed.

System Health Monitor
System resource consumption like CPU, memory, database connections and many more can now be
seen on the Ul based System Health Monitor.

POM Integrity Checker
This release comes with the integrity checker tool to identify any files/jars in the POM Home directory
that is not part of the standard installation.

Stop/Pause/Resume all campaigns using manageCampaign.sh

This release provides options to stop/pause/resume all the campaigns at once using the
manageCampaign.sh tool. This change is an extension to the already existing functionality provided
by the manageCampaign.sh tool.

Time based finish criteria for Campaign

POM now supports “Abort At” feature for time-based finish criteria. Users can now provide Date and
Time at which the job should be aborted. Date is optional, but time field is mandatory. Users can also
set this criteria for a running campaign from POM Dashboard.

Bulk Import option added for Automatic File Import

POM now supports bulk import for Automatic File Import into POM contact list. Users can now select
this option and provide a file name. POM will use this file name as a prefix and will search all files
matching the pattern FILENAME[0-9]*. All files matching this pattern will be imported using the single
Automatic File Import data source. For example, if user provides the file name as
CreditContactList.csv, then users could copy file with name CreditContactListl.csv,
CreditContactList2.csv, CreditContactList302.csv and so on. POM will import contacts from all these
files using the same data source.

Bulk Import APl added for importing contacts in a Contact List
Users can now use this API to import multiple contacts using a single Rest API. Please refer to POM
Development Guide for more details.

Windows Authentication support for connecting to MSSQL DB
POM now supports Windows Authentication mechanism for connecting to MSSQL DB. This option is
now available with installDB script.

Campaign Export
Account Admin will be able to download campaign export files on their local machine. Campaign
export files can also be copied to customer's SFTP location, if SFTP server configured.
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Hikari Connection Pool

o Observed 40-50% reduction in total number of connections to database compared with ¢3p0 in
same environment and conditions.

o HikariCP has better response to connection timeout. HikariCP will give timeout message if any
connectivity issue with database whereas c3p0 provide no response to activity.

Configurable Alarms

Externalize the Event Level, Throttle Interval, Severity of Alarms and ON/OFF Alarms from POM side. A
new scripting tool is provided to perform these operations available at
$POM_HOME/bin/eventSettingOperation.sh. Revisited the alarms settings and update the settings for
some of the alarms. For updated alarms settings, refer POM Troubleshooting Guide.To maintain the
backward compatibility, during upgrade customized alarm settings will be maintained in case of any
customization done using existing tool in earlier release patch -
$POM_HOME/bin/eventSettingOperation.sh

System Completion Code Name in export data
System Completion Code Name can be included in export data. This can be enabled/disabled through a
configuration. By default it is enabled.

Log Rotation

The .out files log rotation will be done only using the "logrotate" command. In this approach we are
maintaining 10 files for every service. The file size limit is kept as 5MB. Once the file size reaches 5MB, it
will be rollover automatically. Also, compress the rotated .out files (the default format is .gz). “logrotate”
command is run using a cron job.

APl updates — Please refer POM Development Guide for more details
1. New API to assign a completion code to a running job.
2. New API to get list of POM applications.
3. New API to list Agent Address book.
4. Existing API updated to save contact to a list and associate it to a running job.

Supervisor Dashboard Enhancements
e The Complete Supervisor Dashboard Ul is migrated to latest version of Avaya Neo Framework
following all the WCAG guidelines and conforming to CEC and 508 Accessibility guidelines.
e Column Filters and Column Names are updated as per Avaya Analytics Inbound Realtime
reporting Standards.
e Color codes updated as per NEO accessibility guidelines across dashboard.
e Completion code detail view updated with Last 5, 15, 30 mins data as per parity with Old
POM Monitor
e Agent RPC Success Closure trend chart added to Agent Detalil
Campaign detail screens updated to utilize full screen and show data on a single page without
scrolling
Breadcrumbs added in all pages for easier navigation.
Billboard view updated to show additional information.
Option to hide Billboard View title added to Dashboard Creation.
Connection Status updated with correct error messages to handle different error handling
scenarios.
New KafKa Topic CCTRENDS added to capture historical data for Campaigns.
Contact List distribution Ul Is added to Contact list detail page.
Changing of Pacing parameters is how possible from Campaign Settings page.
Campaign setting page updated to show hierarchical settings.
Supervisor Dashboard supports keycloak SSO mechanism added in Experience Portal for
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loading Dashboard in Avaya Workspaces for CCaas integration

Trends
e Completion Code trend charts added to complete the feature parity with Old Dashboard. The
feature parity with old POM monitor is now complete in 4.0.2 release.
e The Last 5 min, Last 15 min , Last 30 min and Last 60 min columns are added to the
Completion Code View and also Multiple Campaign Summary View of Campaigns
o Staffed Agent Detail view now shows RPC (Right Party Contact), Success , Closure trend
charts

Completion code
o Completion code trend charts are added in Campaign Detail page for all Handler specific view.
e Trend charts are displayed as Last 48 hours by default which are updated in Realtime and
from beginning which shows static data directly fetched from POM Database.

User Experience Enhancements
Below pages provide enhanced user experience:

Home Page
Campaign Manager
Contact List

Filter Templates
Completion Codes
Campaign Attributes
Contact Attributes
Rule Editor

File Splitter

Purge Schedule
Holiday

Global Configuration

Common UX changes:

e All Table actions column icons are moved under 3 dot action menus.

e Long forms are divided into multiple sections and its easy to navigate between the sections
with tabs/bookmarks. Form errors highlighted for each section in tabs with error icon.
Implemented in CCW and global configurations.

e User can add multiple campaign/contact attributes at once.

e Now user can view and perform small action on same page instead of navigating to other
page. Like Save as campaign, Associate organizations, Strategy summary etc.

Component Upgrades
Following components are upgraded in POM-402
- Kafka version 2.13.0-3.2.0
- Log4j-2.17.2
- ckEditor- 4.17.2
- ActiveMQ 5.16.4
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Installation

Product compatibility
For the latest and most

accurate compatibility information go to

https://support.avaya.com/CompatibilityMatrix/Index.aspx

File list — Proactive Outreach Manager 4.0.2 SP-4 Software

Filename Modific | File Version number sha256 SUM

ation size

time

stamp
POM.04.00.02.04.00.2 | Jan 30, | 10168 | POM.04.00.02.04.00. | 3b77150b5277belb96da
50305-r6afe478fbbf- 2025, 83200 | 250305 aeee00lale7acd336235
x86_64.iso 9:20:52 | bytes bc17e595d4f1f1lfc6e6db4

AM d9
POM.04.00.02.04.00.2 | Jan 30, | 1842 POM.04.00.02.04.00. | a79ea87dc2ab3c0e0b09
50305-r6afe478fbbf- 2025, bytes | 250305 0db819909357cabbleffs
x86_64.iso.sha256.crt | 9:21:23 7a95b7a06be35c3d1007

AM 202
POM.04.00.02.04.00.2 | Jan 30, | 256 POM.04.00.02.04.00. | f8c5741a99b58e66d2a3
50305-r6afe478fbbf- 2025, bytes | 250305 b85000f36falea5c3faf8d
x86_64.iso.sha256.sig | 9:21:23 31c06c2dea43105728f71

AM 4
POM.04.00.02.04.00.2 | Jan 30, | 20520 | POM.04.00.02.04.00. | 09eel5e929fe67ceb378
50305- 2025, 73 250305 83248abf0048e66382d9
POMDesktopJavaAPl.z | 9:20:52 | bytes 9f8ef7675c75e€613c12c2
ip AM 734
POM.04.00.02.04.00.2 |Jan 30, | 28098 | POM.04.00.02.04.00. | 92blaee9f5f2181c45576
50130- 2025, 8 250130 7df357e61afddf12649e3
DesktopDotNetAPl.zip | 9:20:52 | bytes e2b55a884599cb7ef2e4dc

AM d

Note: The following software bundles are not changed in POM 4.0.2.4. Software bundles
released as part of POM 4.0.2 will continue to work with POM 4.0.2.4 also.

. POMEventSDK
. PomPDC

Avaya Proactive Outreach Manager ISO software package is protected via code signing. The
SHA256 hash is generated and signed by the Avaya File Signing Authority for Avaya Proactive
Outreach Manager 4.0.2 SP4 1SO software package. The following describes the steps to
validate the SHA256 hash and digital signature.

Software Package
name

Steps to validate the SHA256 hash and digital signature

POM.04.00.02.04.00.
250305-
réafe478fbbf-
x86_64.is0

This is the Proactive Outreach Manager 4.0.2 SP4 1SO Image.
Login to the Linux system as a root privilege user and perform the following
commands:
1. Use “sha256sum” command to generate a SHA256 hash against the
Proactive Outreach Manager POM.04.0.2 SP4 I1SO Image:
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Software Package
name

Steps to validate the SHA256 hash and digital signature

2. sha256sum POM.04.00.02.04.00.250305-r6afe478fbbf-x86_64.iso.
Compare the calculated hash from the above #1 step with the
published SHA256 sum on support site. Both SHA256 hashes should
be the same value to ensure the ISO image is hot corrupted.

3. The following steps are to validate the SHA256 hash signature:

First extract the public key from the certificate that signed the
SHA256 hash to “pubkey.pem”.

openssl x509 -pubkey -noout -in v.sha256.crt >pubkey.pem
Create POM.04.00.02.04.00.250305-r6afe478fbbf-x86_64.iso
file with below data :

< published SHA256 sum on support site > <ISO name>

e.g.
3b77150b5277belb96daacee00lale7acd336235bcl7e595d4
f1flfc6e6db4d9 POM.04.00.02.04.00.250305-r6afe478fbbf-
x86_64.iso

Note: There are two white spaces between < published
SHA256 sum on support site > and <ISO name>

Verify the SHA256 hash signature using the public key
“pubkey.pem”:

openssl dgst -sha256 -verify pubkey.pem -signature
POM.04.00.02.04.00.250305-r6afe478fbbf-
x86_64.is0.sha256.sig
POM.04.00.02.04.00.250305-r6afe478fbbf-x86_64.iso.sha256
“Verified OK” from the above command indicates the SHA256
hash signature is valid.

Installing the release

To install POM 4.0.2 SP4 software (File Name: POM.04.00.02.04.00.250305-r6afe478fbbf-
x86_64.is0) refer to the “Implementing Avaya Proactive Outreach Manager” guide for step by

step instructions.

The POM on-line help library is integrated with the GA software. When you install POM on a
system, the installer also installs the on-line help library on the system. However, you can
download the updated on-line help library from the Avaya support site. To update the on-line
help library on POM system, execute the following steps:

Download the POM on-line help library POMAdminHelp_R4.0.2_Feb2025.zip from
https://download.avaya.com/css/public/documents/101083667

1. FTP the file in binary mode at /lhome/craft location on POM server.

2. Login to command prompt using root or sroot user.

3. Stop the VPMS service.
Enter the command: service vpms stop

4. Copy the downloaded ZIP file to the
/opt/Tomcat/tomcat/webapps/VP_POM/help/AvayaPOMDocLibrary directory.
Enter the command: cp /home/craft/POMAdminHelp_R4.0.2_Feb2025.zip
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/opt/Tomcat/tomcat/webapps/VP_POM/help/AvayaPOMDocLibrary
5. Go to the directory.
Enter the command: cd
/opt/Tomcat/tomcat/webapps/VP_POM/help/AvayaPOMDocLibrary
6. Extract the ZIP file.
Enter the command: unzip POMAdminHelp_R4.0.2_Feb2025.zip

© N

Enter A to overwrite all files.
From the directory, delete the ZIP file.

Enter the command: rm POMAdminHelp_R4.0.2_Feb2025.zip
9. Change the ownership of all files to avayavp:avayavpgroup
Enter the command: chown avayavp:avayavpgroup *

10.

Set the file permissions to 755.

Enter the command: chmod 755 *

11.

Start the vpms service.

Enter the command: service vpms start

Note:

Troubleshooting the installation

Refer to

the

“Troubleshooting Avaya Proactive Outreach Manager”

guide

“Troubleshooting install, upgrade, and uninstall” for details.

Restoring software to previous version

NA

Fixed Issues

SR

1-
22658724432
1-
22653396152
1-
22045569317

1-
22590069132

1-
22475102142

1-
22517481882

1-
22370484522
1-

22435690192

PEA

1-
AESWTLO
1-
AEV2KPO
1-A4LD25T

1-
AERSVWW

1-
ACAOTYE

1-
ACGJ9B8

1-
A9Y7DBZ
1-

ACPX0D9

JIRA

OUTREACH-
54101
OUTREACH-
54093
OUTREACH-
54065

OUTREACH-
54052

OUTREACH-
54020
OUTREACH-
53900

OUTREACH-

53893

OUTREACH-
53877

Summary

The feature "Export contact list to a text file" doesn’t
work for a user having Export Contacts permission
Using Global custom Rule, DATE datatype with $TO-
DAY is not working as expected, it blocks all dialing

In case of Oracle, if 'Contact_Dial_Batch_Size' is great-
er than 1, contacts are not getting dialled (cache is dis-
abled).

Record type filter Excluded Contacts and Contact Ex-
clusion Reset not working for POM Contact List Import
Details Report

Detached Contact List Not
pim_contact_store Table in MSSQL
Any custom user with admin roles but not with "admin"
name, gets an error code: 11136 while uploading con-
tact in a contact list which is for different organization
but contacts are getting uploaded succefully.

Recorder Setting's WFO port value reverts back to de-
fault on Ul if changed from default port 7999 to some-
thing else.

Contact list upload from Ul fails when campaign director
of aux POM is assigned to the zone of contact list

Removed from
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Fixed in
Release
4.0.2.4

4.0.2.4

4.0.2.4

4.0.2.4

4.0.2.4

4.0.2.4

4.0.2.4

4.0.2.4
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55474100229
55366628812
25308015572
55242401241
55356675742
55471637742
25181063151
35218377622
25149489521
25221202582
55476994491

1-
22481871326
1-
22422186731
1-
22217078672

1-
22392016462
1-

22602129703

%é199176648
55383985922
%i992367792
%é104283601
%é253806782
%é253806782
25392674642
55530265285
55511201382
;é530265285
%é419062192
55564039022

1-
ABOHYRK
1-AAPAJG4

1-
A9DD2Y8
1-A7UJUCI

1_
A9QP1W6
1-AC54L9S

1-
ABUCS4F
1-
A7G75NK
1-A7LY8RZ

1-
A7THCZOT
1-
ABTBOLL

1_
ABTHDXF
1-
AATLALC
1-
A7YUQO2

1_
AABLQBK
1-
ADSW448

1-A74XYPJ
1-AAFJISV

1-A41S8B6
1-A646EQO3

1-A8BQTI2
1-
A923DQG

XAET?YD
,1A_C|_Y7FQ
/1A_c|_zgwu
i\_cLWFQ
XDQCZHE
1-AD61005

OUTREACH-
53857

OUTREACH-
53770
OUTREACH-
53769
OUTREACH-
53768
OUTREACH-
53767
OUTREACH-
53760

OUTREACH-
53759
OUTREACH-
53758
OUTREACH-
53757

OUTREACH-
53755

OUTREACH-
53752

OUTREACH-
53747
OUTREACH-
53745

OUTREACH-
53739
OUTREACH-
53735
OUTREACH-
53726

OUTREACH-
53725

OUTREACH-
53724
OUTREACH-
53723
OUTREACH-
53722

OUTREACH-
53713
OUTREACH-
53687

When the strategy changed in any specific campaign,
the completion code summary report only displays cur-
rent strategy for that campaign

Edit Filter not working for Float type Attribute when
Campaign In Progress state.

DNC Group Assignment Issue when default DNC group
assigned to Org campaign

Disable Export contacts option and making it configura-
ble

POM Agent Delete operation does not work from Agent
Configuration page

POM Dashboard is not showing completion code for
which 'Retry’ set

Rule Engine throwing NullPointer exception when ad-
dress_attribute_name field value NULL

An error occurred while generating POM Completion
code summary report

Campaign Detail Report shows previous pacing even
after a pacing type is changed on the runtime through
runtime pacing change option

After runtime pacing change (Cruise Control to Preview)
followed by job pause-resume, agent manager is fetch-
ing previous pacing type, causing unexpected results

Rule Engine allows redial attempt to be dialed even
though attempt type "redial" is not excluded in rule con-
figuration

Callback is getting postponed with "rejected due to at-
tempt already in progress completion code"

For a preview call, if agent desktop sends contact num-
ber as null, system completion code for the attempt re-
mains "Preview_In_Progress" instead of updating to
"Invalid_Number"

Developer guide needs to be correct for Callback Job
State from Get campaign Details API

Filter Template created by Organization user cannot be
seen by Admin user.

Getting "Failed to add completion code" error while add-
ing completion code from Ul. User is able to add the
same completion code using API.

Unable to use Japanese campaign hames

POM Campaign Configuration page slowness
View Contacts on the campaign manager is inactive

Can't save the change after edit contacts in campaign
manager

Japanese input is not supported for custom completion
code finish criteria in the Campaign creation wizard.
AgentSDKService thread is getting terminated when
Callback notes are over 100KB
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25395497792
55404007802
55404007802
25345236622
35560876322
55565438662

55133596141
35148843982
35214373482
55435690192
55641460171
35651211052

1-
20163803282
1-

20214070532

%6227302762
1;)736871282,
%6307743311
;6259799452
;6230993542
%6206826790

1-
20185917594

KAONDZV
XCUNNZB
XCUNNZB
1-A9L38NO
XDS?AAS

1-
ADGTCSS

1-A61RS3Z
XGCASE?
X?FSWTS
XBQYSDE
XEGSBlV
XETOCR5

1-
9AB5RNO

‘] -
9B948BB
1-
9AKRACM
1_
99TJPDC,
1_
9BUQM7E
1-
9BCTOQV
1-
9AQ90E2
1_
9AXCVEJ

1-99VZRZL

OUTREACH-
53682

OUTREACH-
53681
OUTREACH-
53473

OUTREACH-
53466

OUTREACH-
53420
OUTREACH-
53304

OUTREACH-
53402

OUTREACH-
51774
OUTREACH-
51775

OUTREACH-
51776
OUTREACH-
51780

OUTREACH-
51781
OUTREACH-
51783
OUTREACH-
51784

OUTREACH-
51785

Contact List associated with infinite campaign cannot be
removed after enabling 'Do not associate contact list at
the start'. It can be seen in Campaign Manager list
page.

"Do not associate any contact list at start" is giving
"Campaign Type change is not allowed" error

Licenses are getting negative after moving job from
progressive to preview and vice-versa

While checking POM services status on Ul (Configura-
tions -> Servers -> POM Manager), customer is getting
"An unknow error occurred while processing the re-
quest. Please report this incidence to administrator”
error.

Campaign Name Validation issue

Error code: 11136 appears on screen if uploading con-
tacts in a contact list with custom user (non-admin user).

Search option not working in OLH

Contact filter missing contacts when using timestamp
attribute

When using Spanish language in Browser, filters can't
be configured

"Invalid Pacing Parameters" error while changing the
runtime pacing to preview
UUI is NULL in External Transfer.

POM Dashboard doesn’t show Completion code under
active campaigns and Queue length in Inbound skills
Search and Sort DNC Groups” API is not working

With MSSQL database, if a custom contact attribute
created by org user is deleted from Ul, its record is not
removed from pim_attribute table

Further call dialing stops after nullPointerException
caused by retry attempt's data not found in
pim_contact_attempts and
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1-
20241688587

1-
21640190642
1-

20289989952

%6261445622,
%6413208092,
%-2044364391,
%-2049493254
%6332909452,
%-2125991162

%6324453712
%6259799452
%6304927462
%6384018972
%i979332932
%i963161161
%i635380322
52001148879
%6290529001

1-
21124114142

1-
21975066642

1-
20456877652
1-

20364843622

1-
20413208092

1-

1-
9ARKD4Z

1-
9XW5J0OM
1-

9BLQ3RW

3;34AKFY,
é;(M EFA4L,
X4KZYMW,
X4QWOZP
é_CDZPHs,
,1A_E>ZVCCP

1-9CI7IPA

1-
9BYVYWS
1-
9D99ZHM
1-
9DEOMG6T,
1-A3IQ4LE

}A_39YAGC
é;(WDYYQ
,1A_3UW266
é;BKGGHl

1-
9XBDX2K

1-A3FHOS5E

1-
9XT3W3X
1-A0461Y2

1-
9XMEF3P

1-

OUTREACH-
51788
OUTREACH-
51806
OUTREACH-
52541
OUTREACH-
51814

OUTREACH-
51998

OUTREACH-
52009

OUTREACH-
52014
OUTREACH-
52078
OUTREACH-
52103
OUTREACH-
52199
OUTREACH-
52099

OUTREACH-
52405
OUTREACH-
52410
OUTREACH-
52532
OUTREACH-
52550

OUTREACH-
52647

OUTREACH-
52648
OUTREACH-
52649

OUTREACH-
52650
OUTREACH-
52652

OUTREACH-
52654

OUTREACH-

pim_contact_attempts_history table

Different nuisance rates showing for same set of statis-
tics in Nuisance Summary Report
Finish button is intermittently grayed out

Eliminate Callback Notes from Enriched Event's
Callbackinfo Parameter from the document

Callback gets postponed with completion code "Reject-
ed_Due_To_Attempt_Already_In_Progress" due to CM
socket timeout

Port # defaults to 1521 even though we have saved a
DSN with a different port

Schema creation failed while running installDB.sh on
4.0.2 SP2

Security Vulnerability CVE-2023-46604 in ActiveMQ

Agent consult transfer shows ANI as agent id instead of
agent extension

Queue length in Inbound skills is not displaying in dash-
board

Enriched event is not generated for preview call when
we created a callback event in Other Organization

Finite Campaign cannot be created in multi-zone envi-
ronment. The Campaign payload data retains the value
of 'Default’ zone which creates problem.

POM Monitor showing nuisanceRateToday > 0 on a
preview campaign

Selected Rules & Holiday is not getting copied from
main campaign to duplicate campaign

Retries are getting lost when campaign filter template is
dynamically associated

POM Monitor statistics and POM Dashboard statistic do
not match

"Server is Invalid" error while browsing the Health Moni-
tor.

Agent Performance Summary Report shows no records
if selected date range does not include job start time.
Active campaigns tab in the POM Monitor intermittently
shows no data when there campaigns are actually in
progress

Remove contact from job API is not removing contact
from job

Value of Total_Calls in the pim_job table is incorrect,
does not match with attempt count from the campaign
summary report

While editing a campaign, the error 'EPM Server for
zone is required’ occurs and campaign cannot be saved
after Edit.

POM Announcement playing twice for queued call when
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20102928292,
%&)412974341,
%-2024756312,
%-2024756312
;6958993803

1-
20958993803
1-

20421328252

1-
20251270462

%6432285491,
%6272858892
%6250401172
%6192371412
1;3283834662
%6298349242

1-
21605790421

1-
21626989341

1-
22027208092

1-
22051691222

1-
22014265832

1-
21986453921

9CRFKC4,
1-
9E3WQOT,
1_
A4CO81R,
1-A4J7K1H

1-
9XKVN4H

él-\/IMFZSO
Elal-DQD88M
1-9CE067I
1_
9DWUSFI,
é-GOGXGU
1-9BKVK2F
1-99Z0DG2
1-8WL6L6A

1-
9BUEO42

1-
9XUYDX8

1-
9XO5FSV

1-A4ABEBJ

1-A4SBE12

1-
A4DA25U

1-
A3M60G7

1-9AK1I10,

52655

OUTREACH-
52657

OUTREACH-
52658
OUTREACH-
52661

OUTREACH-
52662

OUTREACH-
52663

OUTREACH-
52664
OUTREACH-
52665
OUTREACH-
52677
OUTREACH-
52701

OUTREACH-
52706

OUTREACH-
52720

OUTREACH-
52724

OUTREACH-
52732

OUTREACH-
52763
OUTREACH-
52779

OUTREACH-
52900

OUTREACH-
52901

OUTREACH-
52904

OUTREACH-

enhanced CCA is off

For Nuisance Call Summary report, the results shows
data out of selected date range or no data between se-
lected date range

In Nuisance Call Summary Report, the Answer Machine
Calls count for a job is same for all the dates

After update to POM 4.0.2 SP 2 from POM 4.0.2 SP 1,
Filter Template with $TODAY variable not working for
MSSQL database

Agents are unable to login as it gets 'Agent is Already
Logged-in' return code 7 and PIM_AgtMgr logs gets
flooded with '"AGTGetErrorinfo' messages.

When POM server does not have internet connectivity,
POM Homepage and POM Dashboard page takes more
than 10 seconds to load.

SFTP Export does not work for files around 500 KB, it
throws NullPointerException
URL Agent Script not working with QueryString

contact list upload failed on specific record show invalid
attribute

Campaign is not dialing any contacts when Nuisance
frequency rule is assigned, and all contacts remains
unattempted

Discrepancy between Monitor and Dashboard with rest
to Nuisance Rate

Nuisance Call Rate is different between POM Campaign
Summary Report and POM Nuisance Call Summary
Report

For Nuisance Call Summary report, nuisance rate calcu-
lated in the report is zero percent even though nuisance
call count is a non-zero positive value

Nuisance Information is not shown correctly on POM
Monitor and Dashboard when executing 100% Nui-
sance calls

Total Nuisance Rate on POM Nuisance Call Summary
is not correct in some cases

‘Do not associate any contact list at start' option for Infi-
nite Campaign keeps the 'Default zone' and it doesn't
get removed if added once

For new filter template creation in POM 4.0.2 SP 2
Patch 1 (with MSSQL DB) where multiple conditions are
configured, user cannot save the template if $TODAY is
not used in first condition

Callbacks are getting postponed with 'Attempt_Timeout'
completion code and then subsequent attempts are
getting marked as 'Rejected due to attempt already in
progress'

Server monitor thread calculates incorrect count of ITo-
dayCallsToAnsMachToLiveAgent (answer machine by
agent call count for today) resulting in incorrect nui-
sance rate for today on POM Monitor

No of ports used by a Notification campaign exceeds
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20106345152,
%-2226210587
%;I.992367792,
%-2104283601
%-2080785722
%-2087286542,
%-2131631162,
%-2142380972
%;I.975002241
%-2101343961,
%-2112682596

1-
20163772292

1-
19459964262
1-
20081325952

1-
19534579252

15805534432,
15805534432
%6084754372
;6150348112

1-
19442206152
1-

19775146291

1-
19547089101
1-
19930040292,
1-
20244862342

1-A7LCC99

1-
A41S8B6,
1-A646EO3

1-
ASEMG84
1-
A5C7ZDW,
1-
A62R2DS,
1-A66KJI4Y

1-
A3FCK9Y
1-A5IKI63,
1-A5PBJ4L

1-
99VWPUS

1-92021YZ

1-
98RW742

1-8Z4SSX8

1-
93NO36H,
1-99LS09T

1-
98ULQOW
1-

99G6WXY

1-
8XVFPNO
1-

95C1BRE

1-8Z9TYIV

1_
98PY5QR,
1-
9AUMGQK

52906

OUTREACH-
53053

OUTREACH-
53060
OUTREACH-
53126

OUTREACH-
53128
OUTREACH-
53328

OUTREACH-
51773

OUTREACH-
51771
OUTREACH-
50862
OUTREACH-
50465
OUTREACH-
51703

OUTREACH-
50490
OUTREACH-
51690

OUTREACH-
50488

OUTREACH-
51664

OUTREACH-
51575
OUTREACH-
51662

OUTREACH-
50484
OUTREACH-
51141

OUTREACH-
51665
OUTREACH-
50969

the max ports allocated to it

Getting "Failed to add completion code" error while add-
ing completion code from Ul. User is able to add the
same completion code using API

File Splitter not showing Frequency time for Run Every
Minutes on UL.
POM Agent login failed if packet ID increases and goes
beyond 8 digits

Total value of POM Completion codes in POM Monitor
shows zero

pim_agent_info' table is not getting created in POM DB
while upgrading POM

In the campaign strategy call node option min and max
time if we enter the same time in both options, there is
no validation or check for same time

Advanced search contact list is working incorrect if con-
tact list name is containing underscore and hyphen
POM Ul - Rule/Global rule was automatically re-enable

After click on other tab in Campaign Manager, only type
1 characters for campaign name in Details tab

Priority contacts added in running campaign doesn't dial
after finishing the current contact. They get dialed after
all the old medium priority contacts dialing gets over.
Security Vulnerability: Need to remove all weak ciphers

Datacenter name is not visible in front of EPM name
(Media tab) while trying to create a campaign with Org
user.

Unable to save Campaign strategy while using the Re-
strict & Exception Nodes and put the $NOW in min/max
value

Unable to configure/modify campaigns

DB connection leak for PIMADMIN service resulting in
Web Ul inaccessible for POM

Org based User is unable to Edit Campaign when show
all Contacts is disabled from Roles

Second preview call to an Agent after consult transfer
doesn't get dropped while the preview is in ringing

Need validation logic on characters [] : in campaign
name while new campaign creation

Invalid Service Level getting displayed on Supervisor
Dashboard Ul
Campaign Manager is leaking DB connection
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1-
20164789402

%6163803282
%6140003122
15586821112
%6098183842
%6104082292
%6128168782
%6055477632
15862859712
%6046859422
15791695591
%6044569872
%6104082292
15467713882

1-
20037317957

1;3830401612
%6074668255
%6033602482,
%6033602482
1-9486021881,
129543391592
129520821672
15915761899,
15981118212,
;6156103732
1;3437861442,
15883029932,
15915761741,
;6156484171

1-99J3GNU

1-
9AB5RNO
1-9909G7T

1-
8ZXAAOQT,
1-
9A2BEBW
1-99N1SG4

1-993UP1C
1-99098SU

1-
95CDB7C
1-
98GA9XO
1-967B222

1-
9848A8C,
1-
99FOM53
1-
8YCNLLU

1-97DP9J6

1-9420BYE

1-
97ZXTQA
1-
97BG7NV,
1-97UPXJT

1-
94BONOK,
1-95K5EC5

1-8ZPEX04

1-
95DBWABS,
1-97CO04l1V,
1-99M6490

1-
8YJCDUI,
1-
9474D8S,
1-
95DBW5W,
1-9908JHV

OUTREACH-
51656

OUTREACH-
51139
OUTREACH-
51633
OUTREACH-
51661

OUTREACH-
51574
OUTREACH-
51330
OUTREACH-
51331
OUTREACH-
51140
OUTREACH-
51171
OUTREACH-
50734
OUTREACH-
51120

OUTREACH-
50498

OUTREACH-
50808

OUTREACH-
50731
OUTREACH-
50494
OUTREACH-
50850

OUTREACH-
50764

OUTREACH-
50483
OUTREACH-
50642

OUTREACH-
50489

User with 'POM Campaign Manager' role is unable to
create global rule. User get error "Rule creation failed,
Error in associating global rule." on screen

Supervisor displays agents while campaign is paused
but POM Monitor shows 0 agent

Contact attributes not visible in Campaign Manag-
er/Contact List

When navigating to POM Health Monitor, it shows
“Server is invalid”

After deploying fix for OUTREACH-51118, empty values
are exported in campaign export files

Campaign strategy is not found when searched with
underscore in Strategy's name

Campaign Export Files from Ul is not working when
underscore is used in Campaign name

POM log masking doesnot work for PHONENumber

POM Capture tool not working with secure data connec-
tion ON

User with “Add DNC List” and “Delete DNC List” per-
mission can not get DNC list name displayed
java.lang.NoSuchMethodError exception during Export
Data Configuration operation of a campaign

Linked Campaign through POM Monitor doesn't get
started once yetToDialContacts becomes 0 for the base
campaign and is paused/resumed in between

database datasource details are not preserved during
edit action if the datasource is run successfully before
edit

New added country code is not displayed in Global Con-
figuration->Contact Settings->Home Country

POM API for Delete Contact from Contact list throws
and exception for invalid contact ID

Contact Attribute type as Float shows different value
when we save 0 as a value

Simultaneously running two database datasources con-
figured on same database and same table/view intermit-
tently results in one of them stuck in "Running" state
without fetching any records

Runtime parameter changed through POM Monitor
does not take effect after pause/resume campaign

SQL Query field in database datasource of contact list
has a limit of 75 characters

Test Connection to MSSQL database failed from Data
Source (Contact List)
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1-
19598155552

1-
19515806222

1-
19726154702
1-
19697320712
1-
19485912612

1-
18141877470

1;)553199322
%6155251612
1;3462229112,
1;)804759812
1;9282217082
1;3470852042
1;9392767512

1-
19561888862

1-
19650445571

1-
19804759812

1-
18148649914

1-
17865769972

1-
19413429512
1-

19219582044

1-
19255687992

1-
929GHOW

1-9276AIC

1-
93C2BAD
1-932P6AG

1-
8YZNDTC

1-
8LTQE5Q

1_
921QKVA
1-99PINOG

1-
968QA1Y,
1_
96TGRAM
1_
8VBVAGY
1-92AB31H

1-
8XORAKW

1-
93AVEFW

1-90ZD8VB

1-93J858W

1-8C5ER27

1-
88R3W2Y

1-
8XMWCLQ
1-
8TUUCGO

1-
8UMTS8FC

OUTREACH-
50495

OUTREACH-
50492

OUTREACH-
50497
OUTREACH-
50496
OUTREACH-
50487

OUTREACH-
50327

OUTREACH-
51663
OUTREACH-
51646
OUTREACH-
51138

OUTREACH-
51128
OUTREACH-
50493
OUTREACH-
50485

OUTREACH-
51641

OUTREACH-
51127

OUTREACH-
50491

OUTREACH-
50333

OUTREACH-
51762
OUTREACH-
50334

OUTREACH-
50342
OUTREACH-
50326

OUTREACH-
50325

During DNC list import, if datasource is created without
filename in path, running the datasource removes the
entire folder

Unable to select 'AND' operator in the filter template
when using Japanese Chrome, works fine with the Eng-
lish Chrome

POM SMS Campaign Runtime settings page shows
incorrect for Pacing settings

POM Campaign Parameter History report are not work-
ing

For a preview campaign, if agent releases the call while
customer phone is ringing, Nailer CCXML returns the
failure reason as Network Refusal

Default completion code for CCA timeout is "Call An-
swered". No check for Enhanced CCA flag before set-
ting default completion code

Security: Application discloses web server name in the
HTTP Response

POM doesn't dial based on sort order defined in filter
template

When campaign is paused, Agent on call cannot initiate
a consult due to wrong capabilities.

User with custom role has issues in supervisor function-
ality

When cache is enabled, dynamic filter does not re-add
applicable contacts for dialing.

In a race condition for a consult during a preview call, if
customer drops the call before consult is initiated, POM
does not check agent state before proceeding with con-
sult call.

After failover to auxiliary POM (primary server is discon-
nected from network), agent desktop application gets
next contact details after 10-12 seconds once previous
call is wrapped up (previous call was released in ringing
state)

Document Jira: Overview and Specification document
mentions ‘campaign manager executes a rule in the
end' but custom rules execution is done before guard
time check since POM 4.0

Need to update POM Agent API document regarding
AGTCapabilitiesChanged and Capability matrix for
missing 'Record Capability'

Time between retries is configured at 60 seconds but
take 5-10 minutes, causing Agents to sit idle

WAV files with wrong encoding

Callback was created by agent in timezone (Eu-
rope/Athens) which is currently running on DST but the
Time zone which shows in callback manager page (Edit
callback) is TZ Baghdad

Tab/Spaces should not be allowed in Campaign name,
need validation logic on it.

Schedule callback APl which is used to create callback
for dial now functionality is ignoring seconds value and
considering only hours and minutes in StartTime.

For Save Contact to List API, JSON response for emp-
tiedAttributes does match developer guide
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1-
19319694822

1-9337286432
1;3347668502
1-9357332462
119-325269312

1-
19331209132

1-
19181403942

1;9059370442
1;)274408892,
1;)103213332
1-7973257191
1;3071194572
1-8815686262,
1-8974987052,
1;3329390431,
1;)413655082

1-
17991093522

1-
18141877470,
1-
18746004182

1-8v0288I

1-
8WB4VBW
1-
8W7VNEO
1-
SBWN7NJIW
1-

8W6SIFK

1-8VU1R1Z

1-
8TEMPMO

1-
8SQ1CR3
1_
8URAOZU,
1-8S8LC7X

1-898TA1U

1-
8RM1UES
1-
8NTSGMI,
1-
8U563SK,
1-
8VO7X4Z,
1-
8XZKU3K

1-89LP373

1-
8LTQE5Q,
1-
8MCHLTZ

OUTREACH-
50324

OUTREACH-
50323
OUTREACH-
50322
OUTREACH-
50304
OUTREACH-
50253

OUTREACH-
50241
OUTREACH-
50133
OUTREACH-
50131

OUTREACH-
50120
OUTREACH-
50116

OUTREACH-
50054
OUTREACH-
50009
OUTREACH-
48871

OUTREACH-
45889

OUTREACH-
44754
OUTREACH-
41173

OUTREACH-
37196
OUTREACH-
50329

OUTREACH-
49230

OUTREACH-
48821

OUTREACH-
48944

No provision to check active VPMS during make
CCXML call, resulting in invoking CCXML with unreach-
able VPMS. This results in additional 10-12 seconds
delay before invoke CCXML is routed to active VPMS.
Contact List Sorting is not performed using selected
attributes from second page onwards

Call in queue is not assigned to ready agent if campaign
is stopped. The call is marked as nuisance.

Getting different OffJobBreakPercentage value from
webservice APl and POM Monitor

Calls getting disposed with "Rejected Due To Attempt
Already In Progress" code when Restrict node is used in
strategy.

Unable to save campaign strategy with the required
exception logic as per customer business

Calls getting rejected by RuleEngine and marked as
"Rejected Due To Attempt Already In Progress”

Linked Campaign to Infinite Campaign does not start
after all the records gets dialed from base campaign
and yetToDialContacts=0

Security Vulnerability: need to remove weak ciphers

POM Agent Blend Report run by Org User but it shows
all Org reports

Callback get stuck in ‘in-progress' state and never
changes it's state.

With MSSQL database, filter criteria is not working for
Thai characters

Agent SDK service HA/heart beat not working as ex-
pected when network is down

POM Realtime Supervisor dashboard and POM Strate-
gy are not in sync for Pacing Parameter (Max Agents
attribute).

Agent can not be force log out from POM dashboard

Scotiabank : Different behavior when all phone numbers
are cleared due to validations and when no phone num-
ber provided for record
Enriched Attempt Event
tempt_Timeout scenario
Change Log Level script: log4j properties file variable
has relative path instead of absolute path

EP ->Manager -> HTTP Status 404 — Not Found dis-
played when db is not configured

In POM402, none mode to CCElite is not working.

is not generated in At-

Agentless/Notification campaign with enhanced CCA
on, we get "Call_Answered" completion code
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1-
18750983801

1-
18781398991

1-
18825649902

1-
18734313261

1-
18107847002

1-
18887989112

1-
18390507942
1-

18820961992

1-

18827337292
SR 1-
18066159602

1-
17933215612

1-
17835510332

1-
17897514412

1-
17934870731

1-
17893166123
1-
17774368997
1-
17469777993
1-
17479692761

1-
17815423632

1-
17405940875
1-

17136673792

1-
8M3UNQO
1-
8MM43B5
1-
8NO6W4M
1-
8NABY9AH

1-8BQ0860

1-
8ODYHNH

1_
8KXDQRC
1-803Z81A

1-8NSZ8P2

1-8B5MUSI

1-89H1KCL

1-87KT1VZ

1-8970EFR

1-88LYIUV

1-88IU1F2

1-817G120

1-
81EGMP4
1-
812YHCS,
1-816XHVO
1-
86VKOX4,
1-
8RG3COE
1-80X52ZP

1-
7VEQEBD

OUTREACH-
49017

OUTREACH-
48745

OUTREACH-
48749

OUTREACH-
48747

OUTREACH-
45641

OUTREACH-
48784

OUTREACH-
41970
OUTREACH-
47871

OUTREACH-
48605
OUTREACH-
41355

OUTREACH-
41417

OUTREACH-
39555

OUTREACH-
40734

OUTREACH-
38387

OUTREACH-
39595

OUTREACH-
37449
OUTREACH-
37192
OUTREACH-
37448

OUTREACH-
38000

OUTREACH-
31375

OUTREACH-
32822

Predictive cruise control campaign pacing: perfor-
mance issue for a list with lower contact rates

Campaign Manager sometimes false

P_POMCMO042 alarm

Need to restrict Org based User to access POM Trust-
ed Certificate

generating

Linked job is started even before contact filtering is
complete in the first job.

Contacts are not showing properly in contact preview
using filter when Database is MSSQL

Contact list import : Data source created by deleted
user runs with the same username causing 'Multiple
Users found in data base' error.

Job id coming 0 for Redial call

POM Native Agent script fails to load JQuery compo-
nents from AUX servers

Export data files are incomplete
Getting Error when trying to add Completion Code

(Expected behaviour : In case of USE_CC_CODE=false
, user won’t be able to add completion code if same
name/description exists.

To add completion code with same name as descrip-
tion USE_CC_CODE should be true).

if customer stop services in primary POM. Some auxil-
iary services seem to be also stopped

When POM mode is NONE Chrome language set to
Chinese campaign strategy -> handler -> call -> pacing
parameter , there is no Min Port and Max port

log rotation request for .out POM services file using
“logrotate” command

Rule Engine process remain in DORMANT Mode for all
the Rule engine process and no one become mas-ter
after DB Connection glitch scenario

Importing Contact List fails after first batch insertion and
the connection closes after that

Agent "Acquire event" is not sending to Recorder

POM Export Report data are not aligned in proper col-
umns.

Export data records are missing in the export file when
we run export on frequency ba-sis(daily/Hourly/Run
Every N Minutes)

Getting count of "CallsPassedToLiveAgent" parameter
on the basis of Populated "agent_id" which is further
used in Nuisance Rate Calculation

Agent State Time on Supervisor Dashboard doesn't
reset to 00:00:00 whenever Agent State is changed

No validation for empty value in two fields "Initial Hit
Rate, Minimum Hit Rate" in ECR call pacing type
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1- 1- OUTREACH-  Notification campaigns no more run with H323 trunk. 4.0.2
17376506472 7ZH2CJW 35400
1- 1-7ZB7GJK OUTREACH-  Refresh Skills button on Ul authorized outbound user 4.0.2
17369090827 35731 instead of loggedIn user
1- 1-80GMLIO = OUTREACH- @ Org directories get deleted by ALM service when POM 4.0.2
17334196224 36704 services are started from Ul
1- 1-7YM2PLL OUTREACH- = PMonitorAgentPageSize is not fetching data for specific 4.0.2
17330404341 32822 user role.
ID Impact Workaround/Comments
Inbound skill is not displaying in Dashboard while Monitor
OUTREACH-51740 d|sp|ay|ng
Values in Time Zone column are missed after imported
OUTREACH-54125 | data sources successfully
After save contact list with forward flash sign in name, it
OUTREACH-51772 | showed up two messages displaying
Filter Template is not working with value IsNull or Is not
OUTREACH-50670 | Null
Unable to edit records if ID attribute is got masked for
OUTREACH-51165 | yUser Do not mask ID attribute
Agent scripts is not shown on 2nd Agent after transferred
OUTREACH-51283
The Updated function on Agent Script is not working after
OUTREACH-51284 | muych talking time
POM 4.0.2 : GA Build 2: Email load shows exceptions
OUTREACH-50021 | "QutboundQueueSize already reached the maximum
size"
Dashboard is not able to connect Kafka in HA Lab : Data
OUTREACH-49264 | stream is broken since Kafka server is down, new
updated data won't be available until data stream is
restored.
Note: POM Soap Services are deprecated.
30

Copyright 2025-2026 Avaya LLC. All rights reserved.
Use pursuant to the terms of your signed agreement or Avaya policy.




Languages supported

G14 Countries Written Language

APAC:

1. China

2. Japan

3. Korea

4. India

5. Australia
EMEA:

6. France
7. Germany
8. Italy

9. Russia
10. UK

Al:

11. Mexico
12. Brazil
13. Canada
us:

14. US

Simplified Chinese
Japanese

Korean

English

English

French
German
Italian
Russian
English

Lat-Spanish
Brazilian-Portuguese
French/English

English

Contacting support

Contact Support Checklist
As a practice FINEST level logs against each item from following location are required for initial
investigation at POM level:

$POM_HOME/logs

POM Agent API logs from desktop side for affected agent.
$AVAYA_MPP_HOME/logs

$APPSERVER_HOME/logs (In case of external application server please check
logs directory on external server instead.)
$APPSERVER_HOME/webapps/<APP_NAME>/data/log (Depends on channel
type used in campaign )

$CATALINA_HOME/logs

If used custom OD application logs.

Use $POM_HOME/bin/getpomlogs utility to collect log files. To understand usage of this utility
run $POM_HOME/bin/getpomlogs.sh command. With this utility you can collect POM, local
application server logs. You can also collect MPP CXI logs if MPP and POM co-exists in single
server deployment.
You may be asked for one or more log files and reports by Technical Support for analysis and
investigation depending on scenario.
If you are having trouble with Avaya Proactive Outreach Manager you should:

1. Retry the action. Carefully follow the instructions in written or online documentation.

2. Check the documentation that came with your hardware for maintenance or hardware-

related problems.
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3. Note the sequence of events that led to the problem and the exact messages displayed.
Have the Avaya documentation available?
If you continue to have a problem, contact Avaya Technical Support:
1. Log in to the Avaya Technical Support Web site https://support.avaya.com.
2. Contact Avaya Technical Support at one of the telephone numbers in the Support
Directory listings on the Avaya support Web site.
Avaya Global Services Escalation Management provides the means to escalate urgent service
issues. For more information, see the Escalation Contacts listings on the Avaya Web site.
Contact Support Tasks
You may be asked to email one or more files to Technical Support for analysis of your
application and its environment.
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Appendix A

Document Title

Link to Download

Avaya Proactive Outreach
Manager Overview and
Specification

https://download.avaya.com/css/public/documents/101083655

Implementing Avaya
Proactive Outreach Manager

https://download.avaya.com/css/public/documents/101083657

Upgrading Avaya Proactive
Outreach Manager

https://downloads.avaya.com/css/public/documents/101083548

Administering Avaya
Proactive Outreach Manager

https://download.avaya.com/css/public/documents/101083665

Using Avaya Workspaces for
Avaya Proactive Outreach
Manager

https://download.avaya.com/css/public/documents/101083651

Avaya Proactive Outreach
Manager High Availability

https://download.avaya.com/css/public/documents/101083661

Avaya Proactive Outreach
Manager Integration

https://download.avaya.com/css/public/documents/101083715

Avaya Proactive Outreach
Manager Database
Dictionary

MSSQL:
https://download.avaya.com/css/public/documents/101083696

Postgres:
https://download.avaya.com/css/public/documents/101083692

Oracle:
https://download.avaya.com/css/public/documents/101083694

Avaya Proactive Outreach
Manager Database Model

https://download.avaya.com/css/public/documents/101083698

Avaya Proactive Outreach
Manager Developer Guide

https://download.avaya.com/css/public/documents/101083700

Avaya Proactive Outreach
Manager Agent API

https://download.avaya.com/css/public/documents/101083709

Avaya Proactive Outreach
Manager Event SDK

https://download.avaya.com/css/public/documents/101083703

Using ELK Stack with Avaya
Proactive Outreach Manager
Reference Guide

https://download.avaya.com/css/public/documents/101083717

https://download.avaya.com/css/public/documents/101083719

Avaya Proactive Outreach
Manager Port Matrix

https://download.avaya.com/css/public/documents/101083705

Avaya Proactive Outreach
Manager Security White
Paper

https://download.avaya.com/css/public/documents/101083713
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https://download.avaya.com/css/public/documents/101083713

Avaya Proactive Outreach
Manager Privacy Statement

https://download.avaya.com/css/public/documents/101083711

Troubleshooting Avaya
Proactive Outreach Manager

https://download.avaya.com/css/public/documents/101083671

Using Avaya Proactive
Outreach Manager
Supervisor dashboard

https://download.avaya.com/css/public/documents/101083659

Using Avaya Proactive
Outreach Manager Reports

https://download.avaya.com/css/public/documents/101083669

POMAdminHelp_R4.0.2_Feb
2025.zip

https://download.avaya.com/css/public/documents/101083667
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