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Legal

© 2014-2016, Avaya, Inc.
All Rights Reserved.

Notice

While reasonable efforts have been made to ensure that the information in this document is complete
and accurate at the time of printing, Avaya assumes no liability for any errors. Avaya reserves the right
to make changes and corrections to the information in this document without the obligation to notify
any person or organization of such changes.

Documentation disclaimer

“Documentation” means information published in varying mediums which may include product
information, operating instructions and performance specifications that are generally made available to
users of products. Documentation does not include marketing materials. Avaya shall not be responsible
for any modifications, additions, or deletions to the original published version of Documentation unless
such modifications, additions, or deletions were performed by or on the express behalf of Avaya. End
User agrees to indemnify and hold harmless Avaya, Avaya's agents, servants and employees against all
claims, lawsuits, demands and judgments arising out of, or in connection with, subsequent
modifications, additions or deletions to this documentation, to the extent made by End User.

Link disclaimer

Avaya is not responsible for the contents or reliability of any linked websites referenced within this site
or Documentation provided by Avaya. Avaya is not responsible for the accuracy of any information,
statement or content provided on these sites and does not necessarily endorse the products, services,
or information described or offered within them. Avaya does not guarantee that these links will work all
the time and has no control over the availability of the linked pages.

Warranty

Avaya provides a limited warranty on Avaya hardware and software. Refer to your sales agreement to
establish the terms of the limited warranty. In addition, Avaya’s standard warranty language, as well as
information regarding support for this product while under warranty is available to Avaya customers
and other parties through the Avaya Support website:
https://support.avaya.com/helpcenter/getGenericDetails?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 describe further in your service description documents
for the applicable Hosted Service. Contact Avaya or Avaya Channel Partner (as applicable) for more
information.

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

Licenses

THE SOFTWARE LICENSE TERMS AVAILABLE ON THE AVAYA WEBSITE,
HTTPS://SUPPORT.AVAYA.COM/LICENSEINFO,UNDER THE LINK “AVAYA SOFTWARE LICENSE TERMS
(Avaya Products)” OR SUCH SUCCESSOR SITE AS DESIGNATED BY AVAYA, ARE APPLICABLE TO ANYONE
WHO DOWNLOADS, USES AND/OR INSTALLS AVAYA SOFTWARE, PURCHASED FROM AVAYA INC., ANY
AVAYA AFFILIATE, OR AN AVAYA CHANNEL PARTNER (AS APPLICABLE) UNDER A COMMERCIAL
AGREEMENT WITH AVAYA OR AN AVAYA CHANNEL PARTNER. UNLESS OTHERWISE AGREED TO BY
AVAYA IN WRITING, AVAYA DOES NOT EXTEND THIS LICENSE IF THE SOFTWARE WAS OBTAINED FROM
ANYONE OTHER THAN AVAYA, AN AVAYA AFFILIATE OR AN AVAYA CHANNEL PARTNER; AVAYA
RESERVES THE RIGHT TO TAKE LEGAL ACTION AGAINST YOU AND ANYONE ELSE USING OR SELLING THE
SOFTWARE WITHOUT A LICENSE. BY INSTALLING, DOWNLOADING OR USING THE SOFTWARE, OR
AUTHORIZING OTHERS TO DO SO, YOU, ON BEHALF OF YOURSELF AND THE ENTITY FOR WHOM YOU
ARE INSTALLING, DOWNLOADING OR USING THE SOFTWARE (HEREINAFTER REFERRED TO
INTERCHANGEABLY AS “YOU” AND “END USER”), AGREE TO THESE TERMS AND CONDITIONS AND
CREATE A BINDING CONTRACT BETWEEN YOU AND AVAYA INC. OR THE APPLICABLE AVAYA AFFILIATE
(“AVAYA”).

Avaya grants You a license within the scope of the license types described below, with the exception of
Heritage Nortel Software, for which the scope of the license is detailed below. Where the order
documentation does not expressly identify a license type, the applicable license will be a Designated
System License. The applicable number of licenses and units of capacity for which the license is granted
will be one (1), unless a different number of licenses or units of capacity is specified in the
documentation or other materials available to You. “Software” means computer programs in object
code, provided by Avaya or an Avaya Channel Partner, whether as stand-alone products, pre-installed
on hardware products, and any upgrades, updates, patches, bug fixes, or modified versions thereto.
“Designated Processor” means a single stand-alone computing device. “Server” means a Designated
Processor that hosts a software application to be accessed by multiple users. “Instance” means a single
copy of the Software executing at a particular time: (i) on one physical machine; or (ii) on one deployed
software virtual machine (“VM”) or similar deployment.

License types

Concurrent User License (CU). End User may install and use the Software on multiple Designated
Processors or one or more Servers, so long as only the licensed number of Units are accessing and using
the Software at any given time. A “Unit” means the unit on which Avaya, at its sole discretion, bases the
pricing of its licenses and can be, without limitation, an agent, port or user, an e-mail or voice mail
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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.

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 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.
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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: (I) ENCODE VIDEO IN COMPLIANCE WITH THE AVC STANDARD (“AVC
VIDEO”) AND/OR (1) DECODE AVC VIDEO THAT WAS ENCODED BY A CONSUMER ENGAGED IN A
PERSONAL ACTIVITY AND/OR WAS OBTAINED FROM A VIDEO PROVIDER LICENSED TO PROVIDE AVC
VIDEO. NO LICENSE IS GRANTED OR SHALL BE IMPLIED FOR ANY OTHER USE. ADDITIONAL
INFORMATION FOR H.264 (AVC) AND H.265 (HEVC) CODECS MAY BE OBTAINED FROM MPEG LA, L.L.C.
SEE HTTP:// WWW.MPEGLA.COM.

Compliance with Laws

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

Preventing Toll Fraud

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

Avaya Toll Fraud intervention

If You suspect that You are being victimized by Toll Fraud and You need technical assistance or support,
call Technical Service Center Toll Fraud Intervention Hotline at +1-800-643-2353 for the United States
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and Canada. For additional 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/100161515).

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 Inc. All non-Avaya trademarks are the property of their
respective owners. Linux® is the registered trademark of Linus Torvalds in the U.S. and other countries.
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IClI Connector
Overview

ICI (Integrated Communication Interface) is an interface specified by SAP that can
connect to a SAP System.

The ICI Connector utilizes a SOAP HTTP (Simple Object Access Protocol) server to
provide features of the Contact Center to SAP Applications.

The ICI Connector implements an interface defined by SAP. At the time of writing this is
SAP Integrated Communication Interface Version 3.07.

:3.‘-" Interaction Center Personalize | System News | Log Of
m Phone Inbound +494023923140 +112
Mr_ J- H G KOHNKE Connected 0:14 014 Phone(1

= Accept |[ Reject || Hold || Retrieve | [ Hang Up | [ Transfer | [Warm Transfer || Consult] [ Conferance | [ Toggle | [ End |[ Dial Pad | [Reset CTi | [ Clear interaction | [ Dial ) Ready ®{Paused |

Py Identify Account (ID: 425842)

Account More Fields  Installed Base | Object
Version: [Standard > Component ID: [ a)
First Name/Last Name  |BuilHeader not bound BuilHeader not bound ProductiD: [ a
BuilContactPerson nol identification
Dey BuiContactPerson nof] |
Account  [I-HG KOHNKE
o StreetHouse Number  [Sachsenstr &
City Hamb
Knowledge Article Search v
Postal Code/Region: 20097
£ Mail L
Country. [DE Garmany
Script
Contact Infa For. [Account =
Inbox o
Telephone:  +49 (402392) 3140
Index
Fax [
E-Mail Address
Coniirm ] | [ Related | [][Reset
Result List

Agent Features

e Login/Logoff

e Sign In/Out of Agent Groups
e Pause

e Wrap Up/After Call Work

Telephony Features

e Answer ringing call
e Make Call

e Drop Call

e Consultation

e Conference

e DTMF generation

e Hold
e Retrieve
e Transfer

e Deflect/ Call Forward (not in ringing state)
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Feature Availability Notes
Accept a call, hold a call, toggle between a hold and a
Base Telephony yes connected call, consultation call, transfer a call to another
destination w/o consultation, conference, dial pad, end a call
Call Center es Log on / log off, set ready or not ready, automatic wrap up and
Telephony y finish (display of wrap up status only for agent state)
Pause codes no Supporting pause state / ready / not ready, but no special
pause codes
Agent Free es
Seating y
Automatic Number Identification (ANI) Identify call number of
incoming caller. Find customer record based on ANI
ANI Lookup / DNIS ] o . ] )
Identification yes Dialed Number Identification Service (DNIS) to identify the call
number, which caller has dialed. Used e.g. to assign a call to a
campaign
Via Item attached Data to transfer a call — and customer data —
Screen Transfer yes
from one agent to another
Presence Only for agents connected via ICI Connector and for
) yes .
Information Queues/Topics
Order Code Input yes Contact Center order code
Auto Registration no
of Extensions
Auto yes Deregsitration can occur by:
Deregistration of . . - .
Extensions a) Timeout in SAP (Inactivity of the WebGui)
b) Configurable timeout in Contact Center ICI Connector
Sending DTMF yes
tones
Simple CTI yes
Number correction | yes

during dialing

IP Office Contact Center Advanced Installation
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Feature Availability

Notes

for display

Number correction | yes

Attached Data
Handling

Item-/ Call optional

Additional service effort :

Select data from a Contact Center Calltag and attach it to a call
User-User-Info (UUI)

User-Entered-Code (UEC)

Universal Call Id (UCID)

Requirements

Supported SAP Versions
The ICI Connector supports SAP CRM 7.0 EHPS3.
Supported Operating Systems

ICI Connector is supported with the following operating systems.

e Microsoft Windows 2008 R2 SP2
e Microsoft Windows 2012 R2 SP2

Supported Languages

e English
e German

For the IP Office Contact Center ICl Connector to function there are a number
configuration features that have to be considered. These include:

Assignment SAP User — Agent

The assignment of a SAP User to an IP Office Contact Center telephony agent is
associated via their IP Office Contact Center Login Name.

The agents defined IP Office Contact Center Agent System Name and the Telephony
Name must be entered in capital letters.

System variables

2 [Agent] Agent] - Edit B T2 [Agent] Agent - Edit =3}
General | € Telephony | / ok | General §" Telephony | oK ]
System name: SAPAGENTI 1 TI:THW% R Cancel Telephony name: SAPAGENTI Paamod, || [ Comedl |
| Telephony
Login name: Agent1 Email i password Number 2111
Chat
Variables. . ., 0 = .
[T] Autom. sign on through Windows user account Wrap Up: |1 = %
Usemame: I Skl... 1
Domain/computer I Availabilty. J
P R I W SRR U S e LS i B & e DRI s gt osn, et M s p g e g o et nan o A

Following IP Office Contact Center CallTags must be configured:

IP Office Contact Center Advanced Installation
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e Name: SAPCALLHANDLE
Type: System
Data Type: String

e Name: SAPCALLTAG
Type: System
Data Type: String

The Call Tags are inherited during Transfer and Conference call sequences.
Consequently Tags for consultation calls will be ignored.

Following screen capture illustrates a configuration example for the Call Tags
SAPCALLHANDLE.

1. To define a Call tag, from the IP Office Contact Center’s administrative interface,
select System followed by Tag list...

A |P Office Contact Center

File Goto Help

Agent Portal SO Service Windows  Help

| General...
Time off...

Reporting settings... VEA | '*
Delete Reporting Data... e I & Team

Realtime information default values... .

Variables... __‘_'_,./
Tag list... W |

Configuration report..,
Availability for Tasks (default)...

Skill overview...

Interface for staff planning...

b
Task Reports.. j

Shift plan...

Break Time code

e o i P “‘#mqﬂw#

2. Click the Add button.
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M arne Type Data type R ezalutian ]
a.abzenceMote <System: String

c.nChained <System: Mumber Integer Cancel

. pozition nGueue <System; MHumber Integer

. queLeFrio <Spstem: MHurnber |nteger Add...

. waitT otal <5 pstern Murnber Integer Change ...
CC.Woicek zgM ame <Spgtem: String /
CC.VaicetzgProcessed <Systems String Delete

CCE_Actual_dnnounce_Time  <Spstems MHurnber |nteger
CCE_AgentDevice_|d <Spztems String
CCKE_AgentM ame |zer String
CCK_Announce_nterruptable  <Systemn: Mumber Integer
CCk_Called_Address <System; String

K Caller Marmes < S nabarny Shrikin

3. Configure the Tag as illustrated below:

(®) System-specific
User-defined
O Skil

Data type: | String W |

Resalution: I - I

[] Can be changed by CGI server
[ ] Dvenwite-protection

Applying Tags into Task resulting from Conference/T ranster
Tag from Congultation ...

® Ignore

O &pply, where applicable overvite

() Apply only if transferred, where applicable ovenwite

() Apply only if not available in the original task

4. Repeat this process to create the SAPCALLTAG
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Free Seating
The agent data has to be configured in Contact Center.

If no Free Seating is offered (SAP Work Center Type 0), then each Contact Center
Agent has to be assigned a System Call Tag with the information of the predefined
extension number.

The name of the Tag (for example SAPAgentDefaultDevice as default) can be
configured in the ICI Connector.

Assignment Topic — default agent group

For each IP Office Contact Center Topic an agent group has to be configured. The
assignment between Topic and Agent Group is utilized by the ICI Connector.
Forced order code / FOC

The feature forced order code of the Contact Center System is not supported.

Dialer with assignment to topic

You have to configure a system variable.

Example: SAPAgentOutboundDialTopic(default value)

You have to configure the system variable also in the ICI Connector configuration.
With the system variable you can configure a topic for each agent individually.

IP Office

Calls directed to the SAP system from IP Office Contact Center, must be in canonical
format for Customer Recognition to take place.

IP Office must distribute external call numbers in a format that includes the country
code.

For example: +Country/RegionCode (AreaCode) SubscriberNumber

IP Office Contact Center Advanced Installation 11 2016 16
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Scope of services

The ICI Connector provides the Telephony interface for IP Office Contact Center

agents.

Note: there is a differentiation between the SAP terms Queue and Agent Group and
the IP Contact Center Contact Center terms Topic and Agent Group.

A SAP user can logon/off from a group in the SAP interface. This simulates a logon/-off
from queues, as Topics in the Contact Center have an agent group assigned by default.

IP Office Contact Center Topics numbers are configured in SAP and calls can be routed
via Queue Presence Information in the corresponding Topics.

Mapping Agent State and SAP Workmode

Following table shows the transformation of Contact Center agent states and the SAP

Workmode

Note: the SAP User Workmode is a build state similar to the Telephony, E-Mail and

Chat states of IP Office Contact Center.

Agent State SAP User Workmode
NotReady Logged on - not ready
Undefinded Logged on - not ready
Pause Pause

Ready Logged on — ready
Busy Logged on - not ready
BusyACD Logged on - not ready
PostWorking Logged on - not ready
PostWorking Extended Logged on - not ready
ForcedOrderCode Logged on - not ready
Other states Logged off

SAP Workmode
SAP User Workmode Agent State
Logged on - not ready Pause
Logged on — ready Ready

Logged off

Sign off from agent group

IP Office Contact Center Advanced Installation
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Use of Item Attached Data / TaskTags by external connected components

In the IP Office Contact Center any data can be transported by the task via the TaskTag
mechanism.

Project-specific recorded data from an IVR can be delivered by this mechanism to the
SAP System. The data is transferred in the attachedData with the
IciEvent_phoneCallChanged messages under the token

<Application id="Avaya_Contact_Center*> .

The data has to be utilized in the SAP System by a special implementation.

SAP Workcenter Types

In the Contact Center System you configure the assignment workstation to the
telephone.

The ICI Connector supports following SAP Workcenter Types.

Number Status Explanation
0 No free seating User-based workcenter
identification
1 Fully qualified domain name | Example:
raptor.pal.sap.corp
2 Hostname Example: raptor
IP address Example: 12.14.48.23

MakeCall via Topic

Outgoing calls initiated by the agent can be marked by an agent-specific topic-1D for
statistical reporting purposes in the Contact Center.

The caller number can be delivered to the called subscriber with an agent-independent
call number.

IP Office Contact Center Advanced Installation 11 2016 18
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Installation
The following components must be installed on the server:

e Avaya License Client
e |Cl Connector

Installation of the Avaya License Client
To install the Avaya license client:

Start the License Client

Click on Install. The dialog License Client opens.
Click on Next. The dialog WebLM Parameter opens.
Enter the following data:

PwpdPE

Field Explanation

License Server | Enter the host name or the TCP/IP address of the license
server on which the license is to be installed

Port Enter the port number of the Tomcat Web-Server’s which the
license server (WebLM) uses. Normally you can use the
default port 8080

5. Optional: IV Additional Master License Server (only for two server mode)

Field Explanation

Master License Server Optionally a master license server (WebLM)
can be configured. Enter the host name or the
TCP/IP address of the master license server

Port Enter the port number of the Tomcat Web-
Server’s which the master license server
(WebLM) uses.

Normally you can use the default port 8080

5. Click on Next. The Ready to Install the Program dialog box appears.
6. Click Install. The installation takes approximately 5 seconds.
7. Click the Finish button.

IP Office Contact Center Advanced Installation 11 2016
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Installation of the ICl Connector on the IP Office Contact
Center Server
Installing the IP Office contact Center ICI Connector
1. Open the IP Office contact Center software folder and click the CRM folder.

File Home

Share

View

v e

1|4 » 1POCCO.1.27900.1509 »

v ¢ [searchipoccor2sooisos o |

¢ Favorites
Bl Desktop
8 Downloads
| Recent places

1% This PC
_ju Desktop
'l Documents
8 Downloads
& Music
&/ Pictures
H Videos

8items

Lt

Name Date modified

L. 3rd_Pty_SW 24/02/2015 06:40
L. Client 24/02/2015 07:50
1l CRM 24/02/2015 06:41
. Examples 24/02/2015 06:42
. Manuals 27/02/2015 09:22
. Server 02/03/2015 14:14
L Utilities 24/02/2015 06:47
|| DVD contents 26/02/2015 14:39

Type Size

File folder
File folder
File folder
File folder
File folder
File folder
File folder
Text Document 1KB

2. Click the Contact Center ICI Connector.

Home

Share

View

©

- 1 [j. » IPOCCY.1.2.7900.1509 » CRM

v c,] [ Search cRM

¢ Favorites
B Desktop
8 Downloads
5] Recent places

1% This PC
_jm Desktop
/'] Documents
8 Downloads
W Music
& Pictures
8 Videos

3items

-

MName Date modified
Contact Center IC| Connector 24/02/201505:16
'CRMConnector x64 24/02/201503:15

IPOCC_Salesforce_App_Readme 09/02/2015 12:05

3. Click the Next button.

IP Office Contact Center Advanced Installation

Type Size

Windows Installer ... 8,6T2KB
Windows Installer ... 11,536 KB
Office Open XML ... 1,704 KB
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AVAYA

IP Office Contact Center
ICI Connector

The setup will install ICI Connector in version
9.1.7900. 1509 on your computer.

Click Next to continue or Cancel to exit the setup.

D [ [

4. Read and accept the License agreement and then click the Next button.

) Cl Connector - Setug =
mp;::em*m agreement carefully AVAYA

default, will not be deemed to consttute a waiver of the right to enforce each and A
every provision of the Software License Terms in accordance with their terms. If You
move any Software, and as a result of such move, a jurisdiction imposes a duty, tax,
levy or fee (including withholding taxes, fees, customs or other duties for the import

and export of any such Software), then You are solely iable for, and agree to pay,

any such duty, taxes, levy or other fees.

W. Agreement in English. The parties confirm that it is their wish that these
Software License Terms, as well as all other documents relating hereto, including all
notices, have been and shall be drawn up in the English language only. Les parties

aux présentes confirment leur é que cette co ion, de méme que tous les
documents, y compris tout avis, qui 8'y rattachent, soient rédigés en langue anglaise. v

I@Iamep’ ept the terms in the license agreemen tI
-O!domtameptthhtheicmseage&rml

[ et ] [ e |

5. Click the Complete option and then select the Next button.
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i ICI Connector - Setup [ = o [
Choose Setup Type a V e a
Choose the setup type that best suits your needs y

Complete

All program features will be installed. Requires the most disk
space.

o Custom
E(g Allows users to choose which program features will be installed

and where they will be installed. Recommended for advanced
USErs.,

[ Back || next | [ cancel

6. Type in the Name of the ICI Connector field ICIConnector and then select the Next
button.

14 ICI Connector - Setup I;,i-
ICI Connector General settings
Please enter the needed Name of the ICI Connector. AVAYA

Mame of the ICI Connector ICI Co...

[ Back ||T| [ Cancel

7. Type in the required fields and then click the Next button.

A. ICI Connector port (Default 1077).

B. Enter the PBX Taskserver name.

C. Enter the host name where the ICI Connector has been installed.

D. CORBA connection port (Default 2809).

E. Enter the host name or the TCP/IP address of the server where the Trace
system is running.

IP Office Contact Center Advanced Installation 11 2016 22
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ICI Connector General settings
Please enter the needed Data for ICI Connector: Port for AVAyA

ICI, TaskServer Name, OmniORE and TTrace data,

mﬁhmcmmm...'rcmwecharl

Port where Connector waits for SA... IFQ
Pﬂxrmumfwlmc«n...lﬂ’ﬂﬂhﬂv (@

Hostname of CORBA Naming Service [POCC @ port [2809 @

Hostname of Trace System Server |IPOCC @ Port 10300

o o] [ oo |

Click the Install button.

SO— AVAYA

Click Install to begin the installation. Click Back to review or change any of your
installation settings. Click Cancel to exit the wizard.

Iﬂadillrm_I:|Cﬂ1Cd|

Click the Finish button.

IP Office Contact Center Advanced Installation
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AVAYA

IP Office Contact Center
ICI Connector
ICI Connector successfully installed,

Click the Finish button to exit the setup.

[ ek R [ o |
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Adding the ICI Connector to the IPOCC Watchdog to Auto Start the connector

The new ICI Connector must be added to the IP Office Watchdog to ensure that the ICI
Connector starts whenever the IP Office Contact Center is rebooted.

registry access)

Note: The user which starts the ICI Connector must have administrator rights (writing

1. Click the Windows icon.

Server Manager

This PC

Control Panel

Administrative
Tools

®

IP Office Contact Center Advanced Installation

4

Windows
PowerShell

Task Manager

Internet Explorer

IPOCC

User Interface

ICl Config Toal

Center Demo Admin

i

pgAdmin lll

’l‘

il

Watchdog
Config

ll_l_

11 2016
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3. Click the Yes button.

) User Account Control -

@J Do you want to allow the following program from an
“2/ unknown publisher to make changes ta this computer?

Program name:  WDCONFIG.EXE

Publisher: Unknown
File origin: Hard drive on this computer
(%) Show details ves | Ne

Change when these notifications appear

4. Click the Open button.

D WDConfig [General] [=[o [

File Edit View Help

HECE IS

Part:

(oI
Alivelnterval: |57
AliveTimeout: Ir
BootTimeout: Ir 3
Watchlnterval I'l'ii
DefaultDelay: I'l':_i_ s
SwitchDelay: I:SU—

Isi

RunF etries:

RunRetiySleep: 120 3

Seryer Ilocal'nst

5. Browse to C:\Users\Administrator\Doucments\Avaya\lP Office Contact
Center\WDConfig and then click the WATCHDOG.xml file and select the Open button.
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1 [0« Avaya » IP Office Contact Center » WDConfig | v ¢ | | Search WDConfig 2|

Organize »  Mew folder = - @

T Favorites 2~ Name Date modified Type Size

B Desktop = COMPLETE 04/03/2015 17:26 XML Document 15KB

8 Downloads = watcHDOG [D4/03/201517:26 XML Document 15KB

% Recent places

/M This PC E
e Desktop
|| Decuments
& Downloads
& Music
& Pictures —
H Videos
iy Local Disk (C)

= | v 1¥9)

L

File name: | WATCHDOG v| | Al Files (%) v

[ Open || conca |
- 4 1

6. Click the Scenarios button.

File Edit View Help

§@I@EQ[D|E|FI

7. From the Runlevel panel click the Add button.
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File Edit View Help

AeEd 0B

STANDARD |
Used Hosts: IPOCC

Symbols... |

L1 Mame="omniorlk” Dependencies=1 Optional=0

Host="IPOCC" Delay=5s
L1 OnTeimination=

1.1 Mame="omni0RE Naming Service” Serice="omniORE Naming Semice”

L2 Name="CCOE" Dependencies=1 Optional=0

Host="IPOCC" Prio="Nomal" Delay=15s
‘WindowSizes"None" TextColor="white" BackColors"glack”
L2 OnTermination=CCLNA Reporting Runtime, T askServian

21 Name="DE" Run="C:\Program Files [xBE]\avaya\IP Office Contact Center\D atabase\DB

L3 Mame="CCLNA" Dependencies=1 Optional=0

Host="IPOCC" Prio="Nomal" Delap=5s
WindowSize="MNone" TextColor="white" BackColor="Black"
L3 OnTermination=Reporting Runtime, T askServban

a Mame="lna" Run="C:\Program Files [+86]\avaya\IP Office Contact Center\D atabase\ing,

L4 Mame="TOMCAT" Dependencies=0 Optional=0
41 Wame="Tomcat" Service="Tomcat"
Host="IPOCC" Delap=20z

8. Change the As level to 12 using the pull down and type in the Name field ICI

Connector. Then click the OK button.

As level: |12 EI

Name: |II'.‘I Connectof |

¥ Containing runs depends on each other
[~ Optianal

Tesmination: |

9. Scroll down until you can see L12.

IP Office Contact Center Advanced Installation
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File Edit View Help

B FEHd OB

STANDARD | ~ Scenaiio
Used Hosts: IPOCC [Hew— )
L1 Name="omnioth" Dependencies=1 Optional=0 - Hename
11 Name="omniORBE Naming Service” Service="ommi0RE Naming Seivice™ H Delete |
Host="IPOCC" Delay=5¢ RentHost
L1 DnTemination= g
Lz Name="CCDB" Dependencies=1 Oplional-0 pREea
21 MName="DB" Run="C:\Program Files [x86\avaypa\lP Office Contact Certer\D atabase\DB -
Host="IPOCC" Prio="Nomnal" Delay=15s ) |
WindowSize="None" TextColor="white" BackColor="Black" ELi
L2 OnT ermination=CCLNA, Reporting. Runtime. T askServidan Remove |
L3 Mame="CCLMNA™ Dependencies=1 Optional=0 —Run
31 Name="lna" Run="C:\Program Files [x85]\Avaya\IP Office Contact Center\Databaseiing, Add
Host="IPOCC" Pro="Nomal" Delay=5¢ —
WindowSize="Mone" TextColor="white" BackColor="Black" Copy...
L3 OnTemination=Reporting Runtime. T askServidan Edit . |
L4 MName="TOMCAT" Dependencies=0 Dptional=0 Remaove |
41 Name="Tomcal" Semvice="Tomcat™ |
Host="IPOCC" Delay=20s v Up |
e |
Ready [ [ &

10.Click L12 Name="ICI Connector” and then click the Run- Add button.

File Edit View Help

B edd OB

STANDARD | ~Scenaio———
Used Hasts: IPOCC HNew... |
[L10 OnTemination=Chap B Bename...l
L11  Mame="chat" Dependencies=0 Optional=0 Dejete |
111 Mame="chat" Service="ChatT sskserver” RenHost...
Host="IPOCC" Delay=2s
~ Runlevel ——

L1 OnTemination=

Name="IC] Connectar” Dependencies=1 Optio ! LI
112 OnTemination= :‘ _Ea. |
L13  Name="reconstiuctor” Dependencies=0 Optional=0 _Renove |
131 Name="reconst’” Run="C:\Program Files [x86)\avaya\lP Office Contact Center\Statistics - Run-
Host="IPOCC" Prio="Normal" Delay=5s
WindowSize="None" TestColor="White" BackColor="Black" Add..
L13  OnTeminations Copy
L14  MName="Runtime" Dependencies=1 Oplional=0 Edit

141 MName="Kemel" Run="C:\Program Files (xB6]\avaya\IP Difice Contact Center\Core\KE R

Remo:
Host="IPOCC" Prio="Mormal" Delay=5s .
WindowSize="Hone" TextColor="white" BackColor="Black” > Up |
e
Rea [ [ [ 4

11.Fill out the fields and then click the OK button.
A. Type ICI Connector
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Type ICIConnector.exe
Enter the location directory of the ICIconnector.exe (for example C:\Program Files
(x86)\Avaya\lP Office Contact Center\ICI Connector
Enter the ICI Connector name.

This is the name of the ICI Connector as defined during the Setup process

IP Office Contact Center Installation

5

ICI Connector - Setup

ICI Connector General settings
Please enter the needed Name of the ICI Connector.

Name of the ICI Connector ICI Co... |m

[= =
AVAYA

{

Back

I

Next

| [ cancal

E. Type the location directory of the IClconnector.exe (for example C:\Program Files

A3 un

Symbokic name of nun:
Run installed zervice
Start executable:
Located at directony:
Program argumeants:
Working directory:
Start on host:

Delay until next start:
Stop timeout;
Process prority:
‘Window size;

Test color:

Background calar:

Mo TTrace Display

Add Run To Level 12

[ -
ICI Connector @

r

(x86)\Avaya\lP Office Contact Center\ICI Connector
F. Change the Delay until next start to 5

Cancel I

[IE[Eonnectm.m

®

|C:\F‘mgram Files [x86]\4vaya\IP Difice Contact Centert|Cl Connector (C b

fIC1_Test_Connector! @

x| s3]

ll::\F'rugram Files [#86]\AvayaIP Difice Contact Centert|Cl Connector @

IFOCC

IP Office Contact Center Advanced Installation
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Application Tools
Home Share View Manage
@ - 1 lm <« Program Files (x86) » Avaya » IP Office Contact Center » ICl Connector IW I Search ICl Connector
A Name = Date modified Type Size
1% This PC , ) . o
B Deskto %, branding-win32.DLL 24/02/2015 03:24 Application extens... 105KB
B o ‘:m A\ Configul 24/02/201504:27  Application 2,163 KB
5 D““"" . T @ COS416.ve9_tOLL 23/02/201521:40  Application extens... 835 K8
3 M"‘"," . %) COSDynamicd16_ved_rt.DLL 23/02/201521:41  Application extens... 2228
B ik : 24/02/20150426 _ Application 5,558 KB|
‘ vld = = LJICiConnectoring 09/02/201513:48 NG File 15KB
= L' “I”Di T %] libeay-win32.DLL 23/02/2015 20:51 Application extens... 1,148 KB
o L°“ (Y; %) omniCodeSets416_ved_rt.DLL 23/02/201521:40  Application extens.. 251Ke
- togs %] omniConnectionMgmt416_vc9_rt.DLL 23/02/201521:40  Application extens.. 38KB
ﬁ Network | % omniDynamic416_vc9_rt.DLL 23/02/2015 21:39 Application extens... 1,328 KB
¥ 7 2, omniORB416_vc9_rt.DLL 23/02/2015 21:38 Application extens... 1,030KB
15items  1item selected 542 MB
12.Click the Save button to update the file.
File Edit View Help
B SMd OB
STANDARD | O
Mew...
Used Hosts: IPOCC ﬁ
Symbols... | Copy...
|L10 OnTemination=Chap [[a] ||| Beneme.
L Mame="chal" Dependencies=0 Dptional=0 &l
111 Name="chat" Services"ChatT askserver” RenHost...
Haost="IPOCC" Delay=2s L |
L1 OnTemination= [ Runlevel—)
Add...
N ame="IC| Connectar’ Dependencies=1 Optional=(] | il
121 Mame="ICl Connectar” Run="C:\Program Files [#BE]\Avapa\IP Office Contact CenteMIC || £ Edit.. |
Host="IPOCC" Prio="Momal" Delay=5s - R
WindowSize="Norm" TextColor="\/'hite"" BackColor="Black" —Im
L12  OnTemination= ~Run
L13 Mame="reconstiuctor'’ Dependencies=0 Ophonal=0 il .
131 Name="recorst’" Run="C:\Program Files [x86M\avavatIP Office Contact Center\Statistics Cogy I
Host="IPOCC" Prio="Nomal Dalay=5s
WindowSize="MNone" TextColor="\White" BackColor="Black" Edi... |
L13  OnTemination= Flemove |
|L14 Name="Runtime"" Dependencies=1 Optional=0 v Up I
O
Ready [ [ [ 2

13.Click the X button to close.

IP Office Contact Center Advanced Installation
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File Edit View Help

8 FHad OB

M C\Users\Administrator\Documents\Avaya\IP Office Contact Cente\WDConf. | = | & [RKRN

STANDARD |

Used Hosts: IPOCC

Symbals...

r Scenario

=

=}

£

Copy...

]Lm DT emination=Chap

L1 Mame="chal" Dependencies=0 Optional=0

1.1 Name="chat" Service="ChatT askserver"
Host="IPOCC" Delay=25

L1l OnTemination=

RenHost...

I

L13 M ame="1C1 Connector"

Host="IPOCC" Prio="Momal" Delay=5s
WindowSize="Nom" TestColor="hite" BackColor="Black"
L2 OnT emination=

121 MName="ICI Connectar” Run="C:\Program Files [x86)\4vapa'IP Dffice Contact CenterICI

Edit...

i

Remaowve

il

un

L13  Mame="reconstiuctor'’ Dependencies=0 Optional=0

Host="IPOCC" Prio="Nomal Delay=5s
WindowSize="Mone" TestColor="\White" BackColor="Black™

L13  OnTemination=

131 Name="reconsti” Run="C\Program Files [x86\avapatlF Office Contact Center\Statistics

‘LH Mame="Runtime" Dependencies=1 Optional=0

v - Vi - - —— D e e m o x e e

£
o

Ready

bl

14.The IP Office Contact Center Watchdog must now be restarted (Note: This will stop all
contact Center Services). With the Right Mouse button click the Windows icon and

select Run.

Pragrams and Features
Power Options

Event Viewer

Systemn

Device Manager
Metwork Connections
Disk Management
Computer Management
Command Prompt

Command Prompt (Admin)

VCSpe

Task Manager

Control Panel

File Explorer | \Windows

Search 2012 server
Run

Shut down or sign out k
Desktop

15.Type services.msc and then click the OK button.

IP Office Contact Center Advanced Installation
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@ Type the name of a program, folder, docurment, or Internet
: rescurce, and Windows will open it for you,

Open: | services.msd w

'@ This task will be created with administrative privileges.

16. Scroll down until you can see the IPOCC Watchdog Service. Click the IPOCC
Watchdog and then select the Restart button. It waits for 1 minute to disconnect all the
existing connections with IPOCC processes and IPOffice.

File Action View Help
e [EBDc= Bm » = np]

‘,",‘:& Services (Local)

-

IPOCC Watchdog Name Description Startup Type Log On As :A
5 1POCC Rod SchedulerServer Avaya IP Of... Manual Local Syste..
Stop the service f;; IPOCC Statistic Generator Avaya IP Of... Manual Local Syste..
Restart the service 4 IPOCC Statistic Scheduler Avaya IP Of... Manual Local Syste..
,’,‘; IPOCC Tomcat Avaya IP Of... Manual Local Syste..
Description: f;', IPOCC Tomcat WebUI Avaya IP Of... Manual Local Syste..
Avaya IP Office Contact Center 45 IPOCC Tomeat WSC Avaya IP Of... Manual Local Syste..
\::‘a;;i::n;?ngn!;upemss several ﬁ IPOCC Trace Server Avaya IP Of... Running Automnatic Local Syste..
£5IPOCC Ul Session Manager Avaya P Of... Manual Local Syste.
,’,‘; IPOCC UM ClientAdapter Avaya IP Of... Manual Local Syste.
f;', IPOCC UM ConfigServer Avaya IP Of... Manual Local Syste.
% IPOCC UM DB-Server Avaya P Of... Manual Local Syste..
%IPOCC UM LNA-Server Avaya IP Of... Manual Local Syste..
f;; IPOCC UM POP3IMAP4 Client Avaya IP Of... Manual Local Syste..
ﬁ IPOCC UM Server Avaya P Of... Manual Local Syste..
,’,‘; IPOCC UM SMTP Connector Avaya IP Of... Manual Local Syste..
f;', IPOCC UM Taskserver Avaya IP Of... Manual Local Syste..
% IPOCC UM TextTemplateServer Avaya IP Of... Manual Local Syste..
o Avaya IP Of... Manual Local Syste..
Avaya IP Of.. Running Automatic Local Syste..

Internet Pro...  Running  Manual (Trig... MNetworkS.. |

KDC Proxy S. Manual N.lh'm."k_s...\.
>

Extended ( Standard /

17.Click the Windows Icon.
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Windows
2012 server

Contact ' @ R

Center Demo Admin

Fm r [[eC]

]

Windows
Server Manager PowerShell Console pgAdmin Il

2 - AR N

Watchdog
Task Manager User Interface Config

E e Windows

2012 server (I Contig Tool

Control Panel

19.You should now see at Step 12 the ICI connector starting.
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File View Help

STANDARD
Process | Host [ A
& 1; omnilORE Mami,, |POCC
@ 2 DB IFOCE
& 3 na IPOCC
& 4 Tomcat |FOCC
& 5 TRDB IPOCC

@ 5 MediaStoreDB IPOCC
@ B TazkServtan IPOCC
& 7 CHAP IPOCC =
@ 8 IPOT azkzerver IPOCC
& 9 Awaya Chap Sync  IPOCC

@ 10: Avapa VEA IPOCC

& 11: chat |POCC

& 12 I |POCC |

@13 reconzh IPOCC

@14 Eemel |FPOCC |
@14 vectors |POCC

@15YC |FOCC

& 16: Monitar |FOCC

@ 16: Statistic |FOCC

@ 16: TRS IPOCC

@ 1E: SessionManager  |POCC

@ 1E: StatGen IFOCC

@ 16: StatScheduler IFOCC

@17 ADB IFOCC

@18 c3kDB-Server IFOCC

@18 c3kLNAServer  IPOCC w

Ready y
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Configuration of the ICI Connectors
1. Click the Windows icon.

Windows
2012 server

Windows
Server Manager PowerShell

e

This PC Task Manager

Windows

o= e 2012 server

Control Panel Internet Explorer

3. Enter the user service and the service password and then click the Login button.

IP Office Contact Center Advanced Installation

IPOCC

User Interface

1€l Config Tool

Contact | @

Center Demo Admin

@

pgAdmin lll

.qc‘

ll_l_

Display

b p
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| http:/f135. 124.16.134

|1UI-"?

[ togn || cancs

4. Click GetData.

| Getata | [ setpata CheckTelNumberSubst

5. Click the +http:// field.

| Getata | | setats CheckTelNumberSubst

‘ [ - +http: /135,124, 16.134: 1077 T5_HHQALabar | ‘

6. Use the + to expand the tree.

b HICT

7. Double click to edit a field.

IP Office Contact Center Advanced Installation
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A ConfigUl

j GetData SetData |

< +http: /135,124, 16. 134: 1077 TS_HHQALabor
+CIE
+ICI
+ICIPort
+WorkCenterType

+Miscellaneous
+Telefony
+User

CheckTelNumberSubst |

Edit the settings required and then click the SetData button to save the settings. The
table below details the required paramaters.

Field

Explanation

NameServiceHost

Enter the name of the system where the
name service runs

Normally this is the Contact Center Server

NameServicePort

Enter the port of the CORBA connection to
the name service

Input to NameServiceHost and Port is
stringently required

Default: 2809

StringCatalog

Enter the directory and file name of the
language files

If only the file name is entered(default:
ICIConnector.Ing), the file is searched in the
working directory of the ICIConnector

If a file is not found or has a wrong version,
the ICI Connector starts with an error
message displayed in TTrace

ICIPort

Enter the TCP port, where the ICI Connector
waits for SOAP requests from the SAP
system. Default 1077

PABXTSName

Enter the name of the Taskserver in the
Contact Center System

SubstSeperator

see below

InboundSubstRules

Enter the rules Default 00;49

OutboundSubstRules

For every rule a set of replacing characters
is required

Example: SubstSeperator = ;
00;0; means leading 00 is replaced by O
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Field

Explanation

49;0; means leading 49 is replaced by 0

00;; means leading 00 is replaced by ,°
(empty string)

You can have several rules. The rules are
referenced one after another beginning on
the left of the call number up to the first
match

Note: The greater the number of rules
created, the longer the notification period for
telephony data

TelNumberHead

Own call number
For example 2392 for Avaya Hamburg

TelAreaPrefix Prefix for national call number

For example 0 in Germany
TelAreaCode local area code

For Example 40 for Hamburg
TelCountryPrefix Prefix for international call number

For example 00 in Germany
TelCountryCode International country code of the own

location
For example 49 for Germany

TellnternalDevicelLength

Number of digits for the internal extension. If
the length of the phone number to be dialed
exceeds the TellnternalDeviceLength, the
phone number will be transformed using
OutboundSubstRules Default 4

TelOutsideLineAccess

Enter the external access code for outgoing
calls

TellnternalNumberExtensionEnabled

If the value is 1 the internal call numbers are
comprised of the TelCountryCode and
TelNumberAreaCode and TelNumberHead
in a long number format. Then customer
recognition is easier in SAP System. Default
0

TellnternationalCallMinLength

The minimal length of international call
numbers to be prepared for outgoing calls.
Default 12

ThreadPoolSize

The number of SOAPServerthreads, which
wait for requests of the SAP System which
are then processed. Default 35
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Field

Explanation

WorkCenterType

FreeSeating setting. Default 0

EventThreadPoolSize

The number of SOAPClient-Threads, that
send events (CallState Agentstate-changes)
from Contact Center as requests to the
SAPSystem by SOAP

WrapupDurationMinutes

The value used to manually extend the post-
processing time when extended by the SAP
agent

A Value == 0 will be set to 5 from ICI
Connector. Default 600

AgentDefaultDeviceKeyName

The name of the system variable for the
individual assignment

Agent to number of the telephony device
(WorkcenterType 0)

Default: SAPAgentDefaultDevice

AgentOutboundDialTopicKkeyName

The name of the system variable for the
individual assignment

Agent to outbound topic
Default: SAPAgentOutboundDialTopic

AgentOutboundDialDefaultTopicName

The name of the default topic, if no outbound
topic is configured for the agent individually.

If the setting is empty or it does not exist in
the Contact Center configuration, a Makecall
is completed without a Topic assignment.
Default Th_ICI

RegisterDelaymSecs

Length in msec, to wait for signalling of an
already registered agent when subscribing
of a monitor for a device.

This value is the base for further timing
processes in ICl Connector.

E.g. after a an EndCall command maximum
5* Register-Delay msec's.

will be waited for an acknowledge from the
PBX.

A value < 2000 will be set to 2000 by the ICI
Connector. Default 5000

SubscriptionTimeOutMinutes

This is a SAP timer

SAP User Subscriptions defines the Timeout
period after which subscriptions are
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Field

Explanation

terminated. Once terminated, SAP GUI Web
Sessions no longer burden the system

A value == 0 will be set to 480 by the ICI
Connector. Default 4800

ltemldTimeOutSecs

The time frame after which Ids expire which
are generated by SAP request
Iciltem_create and are reported as invalid to
SAP.

A value < 5 will be set to 5 by the ICI
Connector. Default 10

TraceHost The name of the server on which the TTrace
Server runs.
TracePort Is the port for the connection to the TTrace

Server.
Default: 10300

9. To check your Setting you can use the CheckTelNumberSubst button.

10.When you have finished, click the SetData button and the select the Close button.
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[ceows | [TSeBou]

+http:/f135. 124, 16, 134: 1077 TS _HHQALabor
- 4ICI
- ICTPort

- +Miscellaneous
- +Telefony
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Secured connection with SSL/TLS

The SOAP data transmission between the SAP system and the ICI Connector can be
encrypted via standard mechanisms (HTTPS instead of HTTP). Thereby preventing
eavesdropping and manipulation attacks. Both components act as the server role as
well as the client role regarding HTTP(S), according to whether the transmission of
events is to the SAP system or the provisioning of the SOAP interfaces by the ICI
Connector, as defined by SAP.

The certificate management and configuration includes two server certificates, in
addition to two client certificates, because SAP has defined the obligatory usage of
client certificates by default. Information relating to the provisioning of server and client
certificates in the SAP system, can be found in the SAP documentation (SAP Note
942093).

The provisioning of server and client certificates including private keys and trustworthy
certificates for validation (root certificate authorities), are completed with certificate
storage of the operating system (Windows). Therefore, the following settings are
required for the ICI Connector:

ICITrustedCertsStores: This is a comma separated list of storage names for
certificates where trustworthy certificates are sought. A valid list of possible storage
names for Windows can be found at https://msdn.microsoft.com/en-
us/library/aa347693.aspx. The standard value for Windows is "ROOT". This is the
standard set of trustworthy root certificate authorities. Only the certificate storage of
context “current user” is available.

ICIDoVerifyServerCert: Indicates whether the server certificate transmitted by the SAP
system should be checked for authenticity and trustworthiness based on the above
trustworthy certificates. The standard value is ,1“ (= true) whereas ,0“ equals false.
Suppressing the validation is normally only required for analyzing specific problems
during the startup procedure, rather than on completion of the installation.

ICIServerCertSubject: The name of the server certificate, which is transmitted for
connections initiated by the SAP system. Please note that in addition to the certificate,
the private key has to be installed and has to be available for the ICI Connector
process, too. If this is empty, the service is started without encryption.

ICIServerCertStore: The name of the certificate storage for the server certificate. The
standard value is "MY".

ICIServerCertStoreFlags: Special criteria for the selection of the certificate storage
and respectively the discovery of the server certificate. 1 equals "local computer"”,
standard is "current user".

ICIServerAcceptedClientCertSubjects: The fully qualified names of the client
certificates which will be accepted by the ICI Connector, provided that the validity could
be checked before. Typically, this will be the name of just one certificate, which will be
transmitted by the SAP system upon connection build up that represents a “service
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user”, that is especially setup for this purpose. If this field is empty, then ICI Connector
does not request a client certificate from the SAP system and a certificate which is
nevertheless transmitted will be checked only for validity.

The names (Subjects) of the certificates must be written in RFC2253 notation. Multiple
names are separated by "|".

NOTE: If you have problems with the syntax notation, you can inadvertently have an
incorrect wrong name for the connection build up. This will fail, but the log of the ICI
Connector includes the name of the transmitted certificate in correct notation.

ICIClientCertSubject: This is the name of the client certificate, which is transmitted for
connections initiated by the ICI Connector (Events). Please note that in addition to the
certificate, the private key has to be installed and has to be available for the ICI
Connector process. If this is unavailable, the client certificate is not transmitted.
Depending on the configuration of the SAP system, this will normally cause connection
attempts to fail.

ICIClientCertStore: This is the name of the certificate storage for the client certificate.
Standard value is "MY".

ICIClientCertStoreFlags: Special criteria for the selection of the certificate storage and

respectively the discovery of the client certificate. 1 means "local computer”, standard is
" current user".
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Language-dependent Text block
For messages and status displays in the SAP GUI the ICI Connector uses text blocks.

During the process of logging into the SAP System the user determines which language
is used for the text blocks.

The Text blocks are contained within the file ICIConnector.Ing which are loaded by the
ICI Connector.

The following languages are supported:

e DE (German)
e EN (English)
Settings for Telephony devices

The devices used should be configured in Contact Center.

Call number normalization
Incoming numbers

Call numbers transferred to SAP have to be in the canonical format. For example, for a
German location the following data has to be configured.

TellnternalDevLength (length of internal extension)
e.g. 5 (four-digit extension, five-digit topic number)

TelNumberHead (line number)
e.g. 2392 Avaya (Hamburg)

TelAreaCode (prefix)
e.g. 40 Hamburg

TelCountryCode (country code)
e.g. 49 Deutschland

InboundSubstRules
e.g. 0049;49;000;;049;49;

For an internal extension of an agent for example 4711 494023924711 is transferred to
SAP (see configuration of TellnternalNumberExtensionEnabled).
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External Call Numbers
External call numbers have to be transferred in canonical format by IPO.

For example 069 7505 4711 (call number Avaya Frankfurt) has to be 49 69 7505 4711
from IPO.

External call numbers can be adapted by configuring InboundSubstRules.

When the call number presented from the IP Office is 00049403924711 by using 00;;0;;
it can be converted in 49403924711.

CheckTelNumberSubstition ﬁ'
Inputhumber 06975054711 - Internal
CheckInbound checkOQutbound

Outputhumber 496975054711

L

Dialing from SAP

To dial correctly from SAP (Dial, Consult) following data have to be configured.

TelinternationalCallMinLength (minimal length of international call numbers)
For example 11

TellnternalDevLength
For example 5

TelCountryPrefix (international prefix)
For example 00

TelAreaPrefix (national prefix)
For example 0

TelOutSideLineAcces (external access code)
For example 0

OutboundSubstRules
For example 49;00;1;0001;2;0002;3;0003;4;0004;5;0005;6;0006;7;0007;8;0008;9;0009;
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The general process of call number normalization:

For the call numbers to dial the outbound subst rules and the TellnternalDeviceLength
are used.

a) Internal number

SAP GUI DialPad input +12345

Check on internal call number (length <= TellnternalDeviceLength=>5)
Yes, no further action

=> 12345 is dialed

CheckTelMumberSubstition ﬁ

InputMumber 1234 » | |mternal

CheckInbound checkOutbound

Outputhumber 1234

L 4

b) Local area (without area code)

SAP GUI DialPad input +012345

Check on internal call number (length <= TellnternalDeviceLength=>5)
No

OutboundSubstRules

No match, number is unchanged

-> 012345 is dialed

CheckTelMumberSubstition ﬁ

Inputhumber 012345 » | |mternal

CheckInbound checkOutbound

Outputhumber 012345

[ = -

c) National call number

DialPad input +005715049208
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Check on internal call number (length <= TellnternalDeviceLength =5)
No

OutboundSubstRules

No match, number is unchanged

-> 005715049208 is dialed

CheckTelNumberSubstition [ﬁ

Inputhumber 005715049208 - Internal

CheckInbound checkOutbound

Outputhumber 005715049208

2) national call number (to own local area)

DialPad input +004012345678

Check on internal call number (length <= TellnternalDeviceLength=5)
No

OutboundSubstRules

No match, number is unchanged

-> 004012345678 is dialed

d) International call number

DialPad input 000 41 44 878 14 14 (Switzerland)

Check on internal call number (length <= TellnternalDeviceLength=5)
No

OutboundSubstRules

No match, number is unchanged

-> 000 41 44 878 14 14 is dialed
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CheckTelMumberSubstition ﬁ

Inputhumber  00041448781414 +» | |mternal

CheckInbound checkOQutbound

Outputhumber 00041448781414

This means as rules for user in DialPad of SAP GUI:

Internal call number: without external access code

Local area number: with external access code e.g. prefix ,0"

National call number: (also to local area with prefix of local area) with external access
code + ,0“ so with leading ,,00"

International call number: with leadingr ,000*

Call numbers directly from SAP database are always in format + 41 44 878 14 14
(Avaya CH)

For this call numbers by OutboundSubstRules always ,000“ is the prefix (4=> 0004)

A German call number +49402392 4711 is dialed as 0040 2392 4711 (49=>00).

CheckTelMumberSubstition Lﬂ_hJ

Inputhumber 41448781414 » | |mnternal

CheckInbound checkOutbound |

DUtputf‘-]umI:ler 00041448781414
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Configuration Check

In the configuration tool ConfigUl.exe you can check the configuration for call number
normalization by CheckTelnumberSubst.

A ConfigUl -

| GetData | | SetData CheckTelNumberSubst|

----- +http://135. 124, 16, 134: 1077 TS_HHOQALabar
- +CIE
- +ICI

- +ICTPort

+WorkCenterType

- HMiscellaneous
- +Telefony
- Hlger

r ™
CheckTelMumberSubstition ﬂ
InputMumber w | |internal
CheckInbound checkOutbound |

OutputMumber
E—= T _ B L 3 s ¥
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IP Office Contact Center Settings

It is necessary to create a Tag on each user that identifies each User to the SAP
connector. Therefore each Agent will only be able to use the defined Extension number.

Note: Each required user should be limited to their dedicated Extension number in IP
Office Contact Center.

a [Agent] DEMOT - Edit |
General (—‘Tt*.-le-pht:rr:,r |
| wep [0 ]2
@ Authorizations =]
View: <Ab v| oK
ETdeohonegop | BCampsn |
@ Topic | ¥ Agent group |
J Agent | §)Team  SiTelephone
i View
| v s ]~ =
= Agzigned
£32 () Free
£33 E ®
634 —
[+ 13

1. Click System and then select Tag list.

Service Windows Help
General...
Time off...
Reporting settings...
Delete Reporting Data...
Realtime information default values...
Variables...
Configuration report...
Availability for Tasks (default)...

Skill overview...

Interface for staff planning...
Task Reports...
Shift plan...

Break Time code

2. Click the Add button.
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MNarme Tupe Data type Resolution
a.abserceNate <System:> Stiing

c.nChained <Systems Number Integer
c.positionlnklueue «System> Nurnber Integer
c.quenePrio <Spstem: Nurnber Integes
c.waitT otal <Systemy Numnber Integer
CC VoiceMsgM ame «System: String

CC VoiceM sgProcessed <System: String
CCE_Actual_snnounce_Time <Systemy Number Integer
CCE_AgentDevice_|d «System: String

CCE_AgentM arme 1 zer String
CCE_Announce_Interuptable  <Systemy Number Integer
CCK_Called_Address «System: String

K Callae barme # Biisharny Chirm

AL

0K

a
3. In the Name field type SAPAgentDefaultDevice and then click the OK button.

Neme:  [5APAgeniDefaulDevice] | [oc ]
Tipe
) System-specific
® User-defined
O skil
Datatype: | Sting v
Rezolution: vl

["]Can be changed by CGI server
[ Overvite-protection

Applying Tags into Task resulting from Conference./Transher

Tag from Consultation .
(®) |gnore

() Apply. where apphcable ovenwite
() &pply only if ransfemred, where applicable overwiite
() &pply only if not avalable in the original task

4. The New tag is displayed, click the OK button.

Narme
0DSI_TExceedSec
ODSI_TPreviewSec
0DSI_TReminderSec
0DSI_TwrapupallSec
OrderCode

qocLength

SAPAgentDefaultDevice

Scnpt_OutDi0fice

Script_W ait

skillF actor

Supervisor_|nfoboard

Topich axdlert T imeout
LM &e1T arieliamain

Type

<System>
<Systems
<Sypstem>
<System>
<Systems>
<Sypstem>

<System>
<System>
User
User
User

Resolution

Integer

o B

Integer

5. The Tag must now be assigned to each Agent. Click an Agent and then select the Edit

button.
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E Break Time code I SEPBX I FECHAP server I mVE}’n | ’Cauntry | (4 Queue device | o= Telephone I gTdephone anoup I Y% Chat server “in Chat script I
“ I OToplc | &Agem group .g Agent |.ﬂ Profile I @Team | [E3) Customer I [ Extemal destination | ‘Workplaee | 43 Announcement I @Aﬂnouncemeﬂt script I ﬁIVR

Name 4 Tel E-mail Chat Number PEX E-mail address Edit
Administrator

DEMO1 X HHGALzbar

DEMO2 X HHQALsbor

Coj

Delete

6. Click the Variables button.

General | ¢* Telephony |

i

(v Tetephony
OEmat

[Jcnat

[] Autom. sign on through Windows user account
Usemame: l

7. Click the Add button.

IP Office Contact Center Advanced Installation 11 2016 53



IP Office Contact Center Installation

Object Tag Value

I

i

Change...

Delete

il

8. Click the builder button.

Obiect: [Agert] DEMO1 v [ ox
e | |IEl) o=
Data :
Resolution
Value [ |

9. Scroll down until you can see the tag SAPAgentDefaultDevice.

Name / Type Data.. Resol. |~
Message-Board  User Sting

Mon_Acceptl .. User Mumber  Integer
Mon_AvgTCon.. User  Mumber Integer
Mon_TSF User Mumber  Integer
OD_PERS_MNote User  Sting -
OD_PERS Q.. User  Sting
0D_PERS_Q.. User Shing
OD_FERS_O.. User  Sting
OD_PERS_O.. User  Sting
OD_PERS O.. User  Shing
0D_oam User Shing
aD_nA02 Usesr  Sting
0D_QA03 User  Shing
0D_0A04 User Sting
0D_0A05 Uses  Shing
ODS|_Mo2ndR.. User  Mumber Integer
SAPAgentDefa.. User Sting |
skilF actor User  Number Integer Wi

ﬁ
10.Click the Tag SAPAgentDefaultDevice and then select the OK button.
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Mame 4 Type Data... Resol.. |A
Message-Board  User String
Mon_Acceptl... User Mumber  Integer
Mon_AwgTCon... User Mumber  Integer
Mon_TSF User Mumber  Integer
OD_PERS_Mote User String
0D_PERS_Q.. User String
OD_PERS_0... User String
OD_PERS_Q... User String
0OD_PERS_Q... User String
OD_PERS_Q... User String
0D_2Aad1 User String
0D_0A02 User String
0D_QA03 User String
0D_QAD4 User String
0D_0Aa0s User String
0DSI_No2ndR.., User Number  Integer

SAPAgentDefa... User String

skillF actor User Mumber Integer v |

Object [Agent] DEMO1 [k )
T [sHPRoeDdoddoes | [1]
Data Sting
Resolution -
Value 6301 ]

= 4

12.Click the OK button.

Object Tag Value ok |
42 DEMO SAPAgentDefault.. 630 _

13.Click the OK button.
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General | ¢* Telephony |

-
e

[] Autom. sign on through Windows user account

Usemame:

- =

|

14.Repeat this process for all other SAP users.

Mo of connections;

Call divert logout:

» I QTop\c | &Ageﬂt group | 3 Agent I .ﬂ Profile I @Team I 5] Customer | ' Extemal destination | ‘Workplace I 43 Announcement I @Aﬂnouncemem script I ﬁIVF{ |
E Break Time code I SEPBX I FECHAP server I EVE}\ I ’Cournry I (df Queue device =) Telephone |gTelephcne group | o Chat server I “iu Chat script
MNumber 4 PBX Edit
630 HHQALabor
&1 Lo
632 HHGALabar
633 HHGALabar
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SAP Settings

The following settings must be defined in the SAP System.

Configure SAP

Transaction sm59

Configuration of RFC Connections =Ny X
RFC Edit Goto Extras Utilities System Help L~
< -H ¢ 3@ 6 | @

SH O S & @)

RFC Connections Type Comment

[ ABAP Connections

ﬁ HTTP Connections to External Server
[E] ADS
AVAYA-CTI
AVAYA_AACC_ICI_DEMO
AVAYA_AACC_ICI_DEV
AVAYA_AACC_ICI_QUA
AVAYA_AES ICI CIE1
AVAYA_AES_ICI_DEBUG
2] AVAYA_AES_ICI_DEMO
AVAYA_AES_ICI_DEV1
AVAYA_AES_ICI_DEVZ
AVAYA_AFES_ICI_TEST_INDIA
AVAYA_AIC_ICI_DEMO
AVAYA_AIC ICI QUA
AVAYA_AIC_ICI_QUA2
5] AVAYA_AIC_ICI_TEST_INDIA
AVAYA_CIE_ICI_DEV1
AVAYA_EMC_ICI_DEV1
AVAYA_ICI_TEST_STGBRITTA
AVAYA_ICI_TEST_STGICIS
AVAYA_ICI TEST_STGQTAPI
AVAYA_ICI_TEST_STGSAPPHONE
[E] AVAYA_ICI_TEST_TMNDEXP-WC01045
CRM_EP_DEST
DE625037709C6CF1850000304860A651
DE62504F309D252F1850000304860A651
SAF_QUERY
SAPCCS

I HTTP Connections to ABAP System

(3 Internal Connections

(3 Logical Connections

(3 TCP/IP cannections

(3 Connections via ABAP Driver

X Ar-r-CF I o000 00000n0n000n0n0w

-~

Adobe Document Server (J2EE)
AVAYA SAP CONMECTOR

AACC for SAP ICI Demo

AACC for SAP ICI Development

AACC for SAP ICI QA

AES2SAPICI CIE1 Environment 1
AES2SAPICI Debug Environment
AES2SAPICI Demo Environment
AES25APICI Dev Environment 1
AES2SAPICI Dev Environment 2
AES2SAPICI test connector India
AIC2Z5APICI Demo Environment

QUA &4 Bit Environment for AIC connector (STGSAPQAL)
QUA 64 Bit Environment for AIC connector (STGSAPQAZ2)
AIC2SAPICI test connector India

CIE Developrment Environment 1
EMC2SAPICI Dev Environment 1
AES2SAPICI Connector STGBRITTA
AIC ICI Connector STGICIS
AES2SAPICI Connector STGQTAPI
AES2SAPICI Connector STGSAPPHONE
AIC ICI Connector TNDEXP-WC01045
Enterprise Portal Connection for CRM
Autormatic Web Service Configuration
Automatic Web Service Configuration
SAF HTTP Query Service

Contact Center Simulator

{1l [

€02 (1) 800 ~ |stgsap2 | INS =

Create a connection with the type HTTP Connection to External Serv.

1. From the Technical Settings tab, enter the data for the connection to the ICI

Connector.
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inafi ) [E=NEx]
FE5 RFC Destination AVAYA CIE ICI DEVI =k
Connection Edit Goto Extras Utilities System Help ]
@ "RE|e@e|L Mk anaa @]
Connection Test %%
RFC Destination AVAYA_CIE_ICI_DEV1
Connection Type |G| |HTTP Connection to Extemal Serv Description
Description
Description 1
Desaription 2
Description 3
I 1
| Mmsuahori | Technical Settings || Logon Security | Specal Options
Target System Settings
Target Host <servemame> Service No. 1077
Path Prefc

HTTP Proxy Options
Global Configuration ]
Proxy Host
Proxy Service
Proxy User
Proxy PW Status is initial
Proxy PRssword | ss sk mdwkn s dokd hhhn kb bk

€02 (1) 800 v [stgsap2 [ INS Gl

2. Inthe TargetHost field, enter the name or the IP address of the system where the ICI
Connector runs.

e —— |
I RFC Destination AVAYA IE ICI DEVI (=5 s

Connection Edit Goto Extras Utilities System Help (-]
@ "EH @6 |l KK anaa @l

Connection Test 2

RFC Destination AVAYA_CIE_ICI_DEV1

Connection Type G| |HTTP Connection to External Serv Description

Description
Description 1
Desaription 2
Description 3

Admnstration | Technical Settings | Logon _Securty | Specal Options |

Target System Settings /
Target Host <servemames Service No. 1077

Path Prefix

HTTP Proxy Options
Global Configurstion |
Proxy Host
Proxy Service
Proxy User
Proxy PW Status is initial
Proxy Password | #etemsmsessstwssasessasessasesen

[co2 (1) 800 ~ [stgsap2 | INS 5 (o 4
— = —

3. Inthe ServiceNo field, enter the ICI Port (see configuration ICI Connector)
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RFC Destination

Connecucn Edit Goto Extras Utilities System Help
@ '9|e@e_auw|unua\@;

| Connection Test %%

RFC Destination AVAYA_CIE_ICI_DEV1

Connection Type G HTTP Connection to Extemal Serv Description
Description

Description 1 CIE Development Environment 1

Description 2

Description 3

Administration I Technical Settings ] Logon Security | Special Options

Target System Settings /
Target Host <servemame> Service No. (1077

Path Prefix

HTTP Proxy Options
' Global Configuration |
Proxy Host

Proxy Service

Proxy User

Proxy PW Status is initial
Proxy Password

_ _ [co2 (1) 800~ [stgsap2 (NS | [ 55 [ 4

5. From the Logon Security tab, enter the security settings.
IS RFC Destination AVAYA CIEICIDEVL I =
Connection Edit Goto Extras Utilities System Help

@ -Bleee/cuk|anaalml|

‘ Connection Test %

RFC Destination AVAYA_CIE_ICI_DEV1
Connection Type |G |HTTP Connection to Extemnal Serv Description
Description

Description | | CIEDevelopment Envionment 1]

Description 2

Description 3

—
| Administration | Technical Settings || Logon Security l§pech| Options |

Security Options
Logon Procedure
(@ Mo Logon
() Basic Authentication
["]send SAP Logon Ticket

Status of Secure Protocol
ssL @) Inactive () Active
SSL Client Certificate |DFAULT S5L Clent (Standard) [*] cert. List

Authorization for Destination

Logon
User
PW Status |is tnizia1

[c02 (1) 800~ [stgsap2 [INS | [ 55 (& /]

6. Check No Logon.
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ConnectionEdit- Goto Extras~ Utilities ~ System Help

e

|| Connection Test 4%

"B8lece LUk enaal @l

RFC Destination |AVAYA_CIE_IC1 DEV |
Connection Type |G| HTTP Connection to Extemal Serv | Description
Description

Description 1 CIE Development Environment 1/

Description 2

Desription 3

| Adminstration | Technical Settings | Logon Security | Specil Options |

Security Options
Logon Procedure
() Basic Authentication
Send SAP Logon Ticket

Status of Secure Protocol
ssL @ Inactive (1) Active
SSL Client Certficate [DFAULT sSL Clent (Standard)

7] cert. Lt
Authorization for Destination
Logon

User [
PW Status is initial

C02 (1) BOO ~ | stgsap2 | INS = (& élj

7. Check SSL Inactive.

ConnectionEdit~ Goto Extras ~ Utilities ~ System  Help

e

|| Connection Test %

"Bleco|cuk anaalmm|

RFC Destination [AvAYA_GiE_ic1_DEVL |
Connection Type |G| | HTTP Connection to Extemal Serv. Description
Description

Description 1 | CIEIDevelopment Envkonment 1|

Description 2

Description 3

| Adminstration | Technical Settings | Logon Security | Specal Options |

Security Options
Logon Procedure
(@ No Logon
(7) Basic Authentication
Send SAP Logon Ticket

Status of Secure Protocol
[Fss @ Tnactive | () Active
" SSL Client Certficate DFAULT SSL Clent (Standard) 7] cert. List

Authorization for Destination

Logon
User |
PW Status |is inizia1 |
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8. From the Special options tab enter the HTTP protocol version.

T ———
RFC Destination AVAYA CIEICLDEV1

3
el )

Connection Edit Goto Extras Utilities System Help o

] "B8leee|a Mk uvaa @B
Connection Test @

RFC Destination AVAYA_CIE_ICI_DEV1

Connection Type G| HTTP Connection to External Serv Description

Description

Description 1

Description 2

Description 3

Admnstration | Technical Settings | Logon _Security. ’

Timeout

@) ICM Default Tmeout

2 No Timeout
Specify Tmeout 0 Timeout in Seconds (1 to 9999999)
HTTP Setting
Status of HTTP Version s
HTTP Version DHTTP L0 @HTTP 1.1 g
Compression Status
Compression @ Inactive
*) Active (Depends on MIME Type)
_) Active (Whole Document)

Status of Compressed Response

Compressed Response @ Yes ' No

€02 (1) 800 ~ [stgsap2 | INS

& /

9. To display a correct QueuePresence in the SAP GUI with the transaction

CRMM_IC_MCM_CCADM, the topics used in the Contact Center along with their name
and call number have to be configured.

= — = S
Change View Quf:ues : Qverview b A A a - [ y
Table View Edit Goto Selection Utilities System Help

< |

B eeeDhnik|lanoa @R @
% NewEnres B E @ E B B

Dilog Structure System ID ‘Cnmergo
I=| CIMzintain System Settin| | channel [prionef+]
| =] CIchannels
&4 Queues
Queues
Com Mgt Soft Queue ID [Description i
767301 \T_ICT =
767302 T_ICI2 3
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Test the connection

The connection between SAP System and ICI Connector can be tested by clicking the

Connection Test button.

To test the connection, the SAP System sends a SOAP request to the ICI Connector.

The ICI Connector receives the request and sends a response.
When the connection is verified, the following message is displayed.

—— - vl

Connection Test HTTP Destination AVAYA_CIE
————

Connection Test  Edit Goto System Help

G| Heee \ @ e
Destination: AVAYA_CE
Ty. HTTP Connection to External Server

Test Result | Response Header Fields H Response Body H Response Text

Detal Value
Status HTTP Response | 200
Status Text 0K
Durafion Test Cal 76 ms

Connection Test HTTP Destination AVAYA_CIE

Connection Test Edit Goto System Help

@ | - ¢ @ @

AVAYA_CIE
Tv. HTTP Connection to External Server

| Test Result || Response Header Fields ‘ Response Body | Response Text |

This is Avaya ICIConnector Version 5.0.2.0 for ICI Version 3.07.0000
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Connection Test HTTP Destination AVAYA_CIE

n .

Connection Test Edit Goto System Help

@ | - ¢ @ e 2@ @

AVAYA_CIE
Ty. HTTP Connection to External Server

Test Result | Response Header Fields ” Response Body ” Response Text

| Detail Value
Status HTTP Response | 200
Status Text 0K

Duration Test Cal 9 ms

CRA (1) 800 ~ |dehacsapcrm | INS

No connection

If no connection is established the following message is displayed in the status line.

ICM_HTTP_CONNECTION_FAILED

Error Analysis

TTraceConsole

When using TTraceConsole the ICI Connector name is displayed under which the

configuration data is saved (In this example, ICI_PABX_ HH1)
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B File Extra View Window Help

i localhost |- ICI_PABX_HH1 {hac46752 / 4464]

[ T ]
W E =aliS)

+ ICI_PABX_HH1 (025) | hac46752 ] 4464
= TestUITabs (024) [ hacdE752 [ 10900
= t_srv (007) | hac46752 | 3156

SHN_Skall
TC_ICIConnector_Caon
TC_ICIConnecter_DB
TC_ICIConnector_Evt
TC_ICIConnector_Fct
TC_ICIConnector_Gen
TC_ICIConnector_Mon
TC_ICIConnector_Msg

TC_ICIConnector_MumAna
TC_ICIConnector_Obj
TC_ICIConnector_Tag
TC_ICIConnector_Tsk
TC_ImpiCheck
TC_LicenseDebug

¥ TC_Licenselnfo

|| ¥ TC_Warning

.

=l

ﬁtm

L
) ...|§endJSEﬁ|!I Infa »> |

w3

—

TTrace prompts and their meaning:
TC_ICIConnector_Gen
Trace Generallnfos - general Information

TC_ICIConnector_Obj
Trace Objects - logs the creation and deletion of data structures

TC_ICIConnector_Fct

Trace Functioncalls, logs protokolliert function calls and their parameters

TC_ICIConnector_Tsk

Trace TaskList — provides additional information on Contact Center Task Objects

TC_ICIConnector_Msg
Trace Soap Messages - logs the replaced XML coded SOAP messages

TC_ICIConnector_Ewt,
Trace Events - logs the events from TaskServer (Agent-,CallStates)

TC_ICIConnector_Con
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Trace Re/Connect - provides information regarding connections/reconnections to the
Contact Center

TC_ICIConnector_Tag

Trace TaskTags - provides detailed information on Call Tags transferred with the
Contact Center

TC_ICIConnector_NumAna

Trace PhoneNumberAnalyzer — provides information on call number replacement/
normalization

TC_ICIConnector_DB

Trace Databaselnterface provides log access to the DBServer and reported changes to
configuration data

TC_ICIConnector_Mon
Trace Monitorinfos - logs events from StatMonServer

Additional commands
PrintTaskByCCld,"CCld of a task, *' or empty parameter = list of available datasets")
- Provides detailed information on known tasks

PrintTaskByCallHandle, "ICICallHandle of a task, *' or empty parameter = list of
available datasets")

- Provides detailed information on known tasks

KillTaskByCallHandle,"enter ICICallHandle of a task to remove it from the system")
- Kills the task identified by the CallHandle

KillTaskByCCld, "enter CCld of a task to remove it from the system")
- Kills the task identified by the CCld

PrintMonitoredPep,"enter Devicenumber of PEP ,”*' or empty parameter = list of all
monitores Peps")

- Provides detailed information regarding monitored extensions

PrintContainer,"enter ICIContainerld, i.e. DeviceNumber with leading '+' ,"”*" or empty
parameter = list of all Container")

- Provides detailed information regarding the Container subscribed by SAP
PrintUser,"enter ICIUserld, i.e. LoginName ,"*' or empty parameter = list of all User")
- Provides detailed information regarding subscribed user (Contact Center

agents) by SAP
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PrintConfig,"Print ConfigData"

- Provides detailed information regarding the configuration of the ICI Connector
and the data in the Contact Center configuration database

Connection to the Contact Center

By using TTraceConsole the status of the ICI Connector can be established.

If the connection to the Contact Center (TaskServer, DBServer, StatMonServer ) is
broken or not established, the log is generated as follows.

B Extra View

- ICLLPABX_HH1 (021) [ hac
« TestUITabs (019) [ hac467
- ti_srv (007) / hac46752 /31

< 1 »

[LJABSORBE_DBG -
[LJABSORB_DTL
[CIABSORE_Naming_DBC
[JABSORB_Naming_DTL,
[CIReport CCTrace
[[IReport_CCTraceCalls
[C1Repor_CCTraceMemor
[C1Report_CCTraceTime
SHM_Error
SHM_General
[CISHM_SKkill
[[1TC_ICIConnector_Con
[1TC_ICIConnector_DB

[ TC_ICIConnector_Evt

[ TC_ICIConnector_Fet
[CITC_ICIConnector_Gen | =
[ITC_ICIConnector_Mon
[1TC_ICIConnector_Msg
[C1TC_ICIConnector_NumA
[C1TC_ICIConnector_Obj
[C1TC_ICIConnector_Tag

.574
.574
.574
.574
.574
.574
.584

TG ICIGonnector Tsk

113,
$13.
113,
:13.
113,

8.594
.594
8.594
8.594
8.594
8.594
.594
8.504

TC_Error
TC_Error
TC_Error
TC_Error
omniCRB
omniORB
TC_Warning
TC_Error
TC_Warning
TC_Warning
TC_Error
omniCRE
omniCRB
TC_Error
TC_Error
TC_Error
TC_Error
omniCRE
omniORB
TC_Warning
TC_LicenseError
TC_Error
TC_Warning
TC_Warning
TC_Error
omniCRB
omniORB
TC_Error
Error

TC_Error
TC_Error
omniCRB
omniCRE
TC_Warning
TC_Error
TC_Error
TC_Warning
omniORB
TC_Warning
omniORB
TC_Errer
TC_Error
TC_Error
TC_Error
omniCRB
omniORB
TC_Warning
TC_Error
TC_Warning
TC_Warning
TC_Error
omniCRE
omniCRB

07 [0x0000123C] TSDBSession::cpen: CORBA exception while conmect to db_srv IDL:omg.org/CORBA/INV CBJREF:1.0 CCMPLE
.0007 No Connection to DataBase

07 [0x0000123C] DBConnector got no dbSession

000.0007 No Connection to DataBase

omniCRB: ERRCR —- the application attempted to invoke an operation
on a nil reference.

[0x0000123C] TSDBSession::close: CORBA exception IDL:omg.org/CCRBA/INV_OBJREF:1.0 CCMPLETED NC minor: INV_OBJREF Invoked]
(2bsorbNaming: :resolve) unable to contact the naming service. Ex: IDL:omg.org/CORBA/TRANSIENT:1.0 COMPLETED NO minor: TH
[0x00002124] TaskServerProxy(TS_BGl)::pGetCorbaTaskServerByName(): CORBA::is_nil(pCorbaTaskServerManager)
[0%00002124] TaskServerProxy(TS_BGI) : :zReconnect () CorbaTaskServer==NULL

(RbsOrkNaming: iresolve) unable to contact the naming service. Ex: IDL:omg.org/CCRBA/TRANSIENT:1
omniORS: ERRCR -- the application attempted to invoke an operation

on a nil reference.

000.0007 [0x0000123C) TSDBSession::open: CORBA exception while conmect to db_srv IDL:omg.org/CORBA/INV_GBJREF:1.0 CCMPLE
00 07 No Comnection to DataBase

000.0007 [0x0000123C] DEConnector got no dbSession

00 07 No Comnection to DataBase

omniORS: ERRCR -- the application attempted to invoke an operation
on a nil reference.

[0x0000123C] T5DBSession::close: CORBA exception IDL:omg.org/CCRBA/INV_OBJREF:1.0 COMPLETED NG minor: INV_OBJREF Invoked|
004.0008 no license-server found; http://berlin:8080/WebLM/LicenseServer; Problem with connection to server:berlin http:
(RbsOrkNaming: :resolve) unable to contact the naming service. Ex: IDL:omg.org/CCRSA/TRANSIENT:1.0 COMPLETED NO minor: TH
[0%00002124] TaskServerProxy(TS_BG1) : :pGetCorbaTaskServerSyName(): CORSA::is_nil(pCorbaTaskServerManager)
[0x00002124] TaskServerProxy (TS BGl)::zReconnect () CorbaTaskServer==NULL

(AbsOrbNaming: :resolve) unable to contact the naming service. Ex: IDL:omg.org/CORBA/TRANSIENT:1
omniCRB: ERRCR —- the application attempted to invoke an operation

on a nil reference.

000.0007 [0x0000123C) TSDBSession::open: CORBA exception while conmect to db_srv IDL:omg.org/CORBA/INV_CBJREF:1.0 CCMPLE

.0 COMPLETED NO minor: TH

.0 COMPLETED NO minor: TH

00! 07 No Connection to DataBase
000.0007 [0x0000123C] DBConnector got no dbSession
00 07 No Connection to DataBase

omniCRB: ERRCR —- the application attempted to invoke an operation
on a nil reference.
[0x0000123C] TSDBSession::close: CORBA exception IDL:Dmg.DIQ/EDRBA/INV_DSCREF::L.Q COMPLETED_NC minor: INV_DS\TREF_InVGkEE

(RbsOrbNaming: :resolve) unable to contact the naming service. Ex: IDL:omg.org/CORBA/TRANSIENT:1.0 COMPLETED NO minor: TH
(RbsOrbNaming: :resolve) unable to contact the naming service. Ex: IDL:omg.org/CORBA/TRANSIENT:1.0 COMPLETED NO minor: TH
[0x00002124] TaskServerProxy(T5_BG1)::pGetCorbaTaskServerSyName () : CORBR::is nil(pCorbaTaskServerManager)

omniORS: ERROR —- the application attempted to invoke an operation
[0x00002124] TaskServerProxy(TS_BG1)::zReconnect() CorbaTaskServer==NULL
on a nil reference.

000.0007 [0x0000123C) TSDBSession::cpen: CORBA exception while conmect to db_srv IDL:omg.org/CORBA/INV CBJREF:1.0 CCMPLE
000.0007 No Connection to DataBase

00 07 [0x0000123C] DEConnector got no dbSession

000.0007 No Connection to DataBase

omniCRB: ERRCR —- the application attempted to invoke an operation

on a nil reference.

[0x0000123C] TSDBSession::close: CORBA exception IDL:omg.org/CCRBA/INV_OBJREF:1.0 CCMPLETED NC minor: INV_OBJREF Invoked]
(RbsOrbNaming: :resolve) unable to contact the naming service. Ex: IDL:omg.org/CCRBA/TRANSIENT:1.0 COMPLETED NO minor: TR
[0x0000212¢] TaskServerFroxy(TS_BG1)::pGetCorbaTaskServerSyNanme (): CORBA::is nil(pCorbaTaskServerManager)

[0x00002124] TaskServerProxy(TS_BG1)::zReconnect () CorbaTaskServer==NULL

(RbsOrkNaming: iresolve) unable to contact the naming service. Ex: IDL:omg.org/CCRBA/TRANSIENT:1
omniORB: ERROR -- the application attempted to invoke an operatien

on 2 nil reference.

.0 COMPLETED NO minor: TH
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Connection to SAP System

The connection between SAP and IClI Connector can be checked within the SAP

system by utilizing transaction sm59.

Trace in SAP System (SOAP Messages)

Enable TraceFunktion for the user with transaction su01 and the parameter

CRM_ICI_TRACELEVEL

Display Users -
User Edit Goto [nfo. Environment System Help
@ | - e a e | | @
V4
User KOHNKEL
Changed By JENSADM 23.07.201417:37:22 Status Saved

| Address || Logon Data ” SNC ” Defaults | Parameters | Roles ” Profiles ” Groups || Personalization ” Lic. Data

|&FHE Fr B
Parameters

Set/Get parameter ID Parameter value Short Description
[CRM_ICI_TRACELEVEL 7] 200 | user parameter for settings in ICI trace

CRM_UI_PROFILE |Z_1c_AGENT | CRM LT Profile
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With the transaction crm_ici_trace the SOAP dialog between SAP and the ICI
Connector can be displayed for user, where SAPTrace is enabled.

Search for trace files

— A

W T R —
-

Trace System Help

@ ML

e |2 MR uvaa @R

Trace MName
Communication System
Communication Type
Telephone
E-Mail

) Load Trace
Compare Traces

Load Browser Trace

Trace Content Display
Trace Content Display

14
Trace Selection
User KOHNKE]| E| to f
Time Period IE Last 7 Days :

() Other Criteria

Options

From Date To
Search String
Trace Attributes

(@) Text View (Default)

Chat 0
Action rem ]

oo

() Hierarchical View

E =p HTTP incoming request
4= % Method: CL_CRM_ICF_NOTIFY_POLLING~WRITE_POLLING_P,
CCO  +22ms

4= & <accept>
CC@ <acceptResponse><Icltem:response <fIciltem:response= </
4= § Method: CL_MCM_EVENT_DISPATCHER~send_to_client +22n
4= % Method: CL_CRM_ICF_NOTIFY_POLLING~WRITE_POLLING_P,

-

4= % Method: CL_MCM_EVENT_DISPATCHER~send_to_client +
4= % Method: CL_CRM_ICF_NOTIFY_POLLING~WRITE_POLLINC
4= % Method: CL_MCM_EVENT_DISPATCHER~send_to_client +
4 % Method: CL_CRM_ICF_NOTIFY_POLLING~VVRITE_POLLINC
4= % Meth L_MCM_EVENT_DISPATCHER~send_to_client +
4 % Method: CL_CRM_ICF_NOTIFY_POLLING~WRITE_POLLINC
CO@ <phoneCalChangedResponse> +22ms
EI =p HTTP incoming request
4 % Method: CL_CRM_ICF_NOTIFY_POLLING~V/RITE_POLI
000 +32ms
- ’% Method: CL_MCM_EVENT_DISPATCHER~send_to_client +
4 % Method: CL_CRM_ICF_NOTIFY_POLLING~WRITE_POLLINC
18 Message class:CRM_IC_APPL_UI_CHMSG
- ‘% Method: CL_MCM_EVENT_DISPATCHER~send_to_client +
4 % Method: CL_CRM_ICF_NOTIFY_POLLING~WRITE_POLLINC
[=]4= £ <hoid>
©O@ <holdResponse><IcPhoneCal:response=</IlcPhoneCa
Ek@ = <phoneCalichanged: <IcEvent:applds> <IcEvent:item
4= § Method: CL_MCM_EVENT_DISPATCHER~send_to_
4= % Method: CL_CRM_ICF_NOTIFY_POLLING~WRITE_F
©OO@ <phoneCalChangedResponses +32ms

E‘# &% <unhold>
©CC@ <unholdResponse><IcPhoneCal:response= </l
Elﬁ & <drop>
CO@ «di nse:<IciPhoneCal: )

EI@ = <phoneCaliChanged > <IciEvent:applds><Ic
4= % Method: CL_MCM_EVENT_DISPATCHER.
4= % Method: CL_CRM_ICF_NOTIFY_POLLING
©O@ <phoneCallChangedResponse: +32ms

E'@ =p <phoneCalChangeds <IcEvent:applds>
QOC@ <phoneCalichangedResponse> +32m
E'@ﬂ<phunel}aIIChanged><I(lEvent:aupI
4= ¥ Method: CL_MCM_EVENT_DISPA
4 § Method: CL_CRM_ICF_NOTIFY_P
4= % Method: CL_MCM_EVENT_DISPA
4= § Method: CL_CRM_ICF_NOTIFY_P
4= § Method: CL_MCM_EVENT_DISPA
4= % Method: CL_CRM_ICF_NOTIFY_P
©C@ <phoneCalChangedResponse> +| =
4= § Method: CL_MCM_EVENT_DISPA
4= % Method: CL_CRM_ICF_NOTIFY_P
|—|4= & <unsubscribe>

Eintrag 000239 von 000292 Eintrdgen
Zeitstempel:29.10.2014 13:24:42 643ms
Trace-Typ:eingehender SORE-Request

BOST /.Erap EbDlE‘TleP'IgwMCZpPTE‘.mZTlTMDlJVE‘rtORleDWZYMTlmTVRErZkSUmZEDXdWNOSldEhOU]g3YllYZVl4DXIBJTNkJTN b
host: 135.124.16.58:8000

user-agent: gSORE/2.8

content-type: text/mml; charset=utf-8

content-length: 2427

connection: close

soapaction: "http://ingmy.com/scapdispatcher/rpe/bebici/IciEventBean”

< m ] H b

- <Icievent:phoneCall>
<IciEvent:dialedNumber>+767301</IciEvent:dialedNumber>
<IciEvent:lineNumber>+1123</IciEvent:lineNumber>

- <IciEvent:callStatus>
<IciEvent:description>connected</IciEvent:description>
<IciEvent:id>101</IciEvent:id>

</IciEvent:callStatus>

- <IciEvent:capabilityList>
<IciEvent:item>3</IciEvent:item>
<IciEvent:item>4</IciEvent:item>
<IciEvent:item>6</IciEvent:item>
<IciEvent:item>7</IciEvent:item>
<IciEvent:item>8</IciEvent:item>
<IciEvent:item>102</IciEvent:item>
<IciEvent:item>103</IciEvent:item>
<IciEvent:item>104</IciEvent:item>
<IciEvent:item>105</IciEvent:item>
<IciEvent:item>107</IciEvent:item>
<IciEvent:item>109</IciEvent:item>
<IciEvent:item>110</IciEvent:item>
<IciEvent:item>113</IciEvent:item>

</IciEvent:capabilitylist>
<IcikEvent:internal>true</IciEvent:internal>

- <IciEvent:remoteNumbers>
<IciEvent:item>+494077771181</IciEvent:item>

</IciEvent:remoteNumbers>

m

<IciEvent:callHandle>6073426847147098949</IciEvent:callHandle>

<IriFvent-trinkTd>¥&itnil=""true" </TciFvent-triinkld> |
] m 3
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TestTool TestUITabs

By using the TestUITabs.exe the connection and interaction of the ICI Connectors with
the Contact Center can be tested. The Test Tool uses the same SOAP dialogs as the

SAP System.

A ICI Connector TestUI iy -

)

Testl I
Setiings | SubContainer | SubUser | Phone |

CIE Agent Settings

Usy KOHNKET
Fhone +1122
Language EN

HTTP/SOAP Caonnection Settings

Server where ICIConnectar runs [ 7135 1241850 Port  [1077

LocalZ0ARListenPaort 1091

StartlocalSOAPSenver

Clear

Close
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Note: When several instances of the Test Tool software are used, the
LocalSoapListenPort has to be unique for each instance.

A\ ICI Connector TestUl iy —

Testl l
Settings lSubContainer} SubUser} Phone]

CIE Agent Seftings

User KOHMKET
Fhone +1122
EM

HTTR{SOAR Connection Settings & G

Serverwhere ICIConnectar runs |hﬂp;;;135_124_19_50 Part |1D??

O

Language

LocalS0APListenPart

StartLocal SOAPSerer |

Clear

Close

The FreeSeating feature can be tested from the SubContainer tab.

By clicking the GetAttributes button within the SubUser tab, the attributes from the
Contact Center configuration are requested and displayed for the user. In this example
user KOHNKE1 who was previously defined from within the User field of the Settings

tab.
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A\ ICI Connector TestUI .4‘ T rr - - e

I Testl |
Settings | SubContainer SubUser } Phone 1

User KOHNKE1 Applid 420b488

Subscribe ‘ UnSubscribe |

Users

Users  [KOHNKET SearchTem g MadHits ,F

GetAttributes

GetlUserFresence
GetQueuelnfo

Clear

Close

The results are displayed as illustrated below.

[ o
A\ 1CI Connector Testul - -

Testl |
Seﬂmgsl SubContainer SUbUSEflPhnneI

User KOHMKET Applld 41db488

GetAtributes

[ 1[Telefony

+1122

SetCurreniChannels
SetAddresses

Bues

[ G_ox1 FQ})XZ

SetCumentQueues

~Workmod n

[~ 1Logged Of ’y@\[na;{éa G- Fieady:

[ 1000|Paused [~ 10001001|Set OrderCodel Codel

i 100010fpISet OrderCadell Zehn [~ 10001011/Set OrderCode11 elf

[ JLogged On- Mot Ready

SetCurrentorkmode

[~ 10001002|Set OrderCode? Code-R

[~ 10001099|Set OrderCodedd neunur

St.):{cnbe | UnSubscribe |

Users  [KOHNKET SearchTerm ~ MencHits
Users

1L GelllserPresence

GetQueuelnfa
Clear

» <ciUserid> 1 ¢/ciUserid>
<flcillseritemn>
</lcilUserchannels>
<lciUseruserd>KOHNKET </lcilseruserds>
<lcilUserwrapUpMode> 1 ¢/iciUserwrapUpMode>
<lcilUser.currentarkmode>
<IciUserdescriptionyLagged Ofic/ciUser description>
<lcilserid>1</IcilUserid>
<flcilUger.currentorkmode>
<lcilUsercurrentQueuess></lcilser.curentClueuess
<flcillserresponse>
</lciUsergetitibutesPespanse>
</SOAP-ENYBody>

(= {/SOAP-ENYEnvelope>

Close
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By selecting the check boxes as illustrated above, entering the devices number and
clicking the Subscribe button, the agent can be logged into the Contact Center. In this
example, the device address +1122 has been entered under the ‘Telefony’ field.

| Note: Each ‘Telefony’ call numbers requires a leading +

From the Phone tab, Telephony functions can be tested.

A ICI Connector TestUI -

-

Testl 1
Setiings | SubContainer | SubUser Phone |

Subscribe UnSubs:ribe| ContainerD | 12z ApplD | 4217290
CreatelternlD ‘ Dial ‘ Consult ‘ Target ‘+1123|

Accept Drop Forward2Ling ‘ T ‘ CarEmEmEs ‘ Startwiraplp | EndWrapUp ‘

Hold ‘ DropAl ‘ meardzl]ueue‘ DropParty | SendDTMF ‘ DTMFSequ

Retrieve Reject

Altermate Refresh

GetData. SetData DelData
Clear
Clear

Close
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[ A ICI Connector TestUL . * — 1 ; u‘
Testl |
Semngi! !fubContamevl SubUser Phone |
Subscribe UnSubscnbel ContainerlD I &;1122 AppllD I 4217290
Crestelemn | DQ | consur | Target[-1i2d

Accept Drop FDrwardZLmel Transfar | Confarence | StartWrapUp | EndwrapUp |
| DiopPary | SendDTMF | DTMFSequ

Hald | DropAll | Forward2Queue;

Retrieve Reject
Alternate Refresh

GetData SetData DelData
Clear
|

Clear

Close

L

By clicking the Subscribe button, the device defined in the Containerld field in this
example +1122 is monitored. By clicking the Dial button, the number entered as the

target for example +1123, is dialed.

Testl |
User Phone |

UnSubscribe | | ContainerD +1122

CreatstterD | [ consutt | |Targa1 [riza |
Accept Drop FomwardzLine | T"‘"x’ | conerence | StertWrapUp | EndWispUp |
Hold | Dropal | Forwardzueue| Dropeany | SendOTME | DTMFSeaw [
Retrieve Reject \
Alternete M

93107575253136 104 DELIVERED +494023321123 active

Seftings | SubContain:

AppllD 4307230

Subscribe

GetData. SetData. DelData Clear

»

Clear

QK
HTTPA .1 200 OKServer gSOAP/2 Content Type: textxml: charset=ut-§Content-Length: 1215Connection: close
<Pxmlversion="10" encoding="UTF-8"?>

<SOAP-ENVEnvelope xmins:SOAP-EMNV="http-/{schemas xmlsoap org/soap/envelope/” xmins:S0AP-ENC="htip:}/schemas xmlsoap org/soap/encoding/” xm
<SOAP-ENV:Header> <IciPhoneCalllanguage SOAP-ENV mustUnderstand="1">EN¢/IciPhoneCalllanguage ></SOAP-ENV Header>

<SOAP-ENV Body>

<IciPhoneCall dialResponse>

<IciPhoneCallresponse><jiciPhoneCall response>

</IciPhoneCalldialResponse>

</SOAP-ENV:Body>

</SOAP-ENV.Envelope>

Close

A\ ICI Connector 'i_'eitul- |y - ﬂ
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The results are displayed:

— — = 3
A ICI Connector Tgﬁul- * u

Testl |
Seningsl SuhCnntamarl SubUser Phone |

Subscribe UnSubscribe ContsinerlD [ A1z ApplD | 4307290
CreatotemD | [ Bl | consut | Terget[1123

Accept Drop anamgmal Transfer | Cumwmel StartwrapUp EndwiapUp
| DropParty | SendDTMFl DTMFSequ

Hold | Dropall | Forward2Queue,

Retrigve Rejsct
Altemate Refresh

931075752531 36 104 DELIVERED +434023321123 active

GetData SetData DelData
Clear

Clear

oK
HTTF/1.1 200 OKServer g20AR/2 BContent-Type: texthml; charset=ut-8Content-Length: 1216Cannection: close
<Pxml version="1.0" encoding="UTF-5"?>

<SOAP-ENY.Envelope xming: SOAP-ENV="http;//schemas xmlsoap orgfzoap/envelope/” xming:S0AP-ENC="http://schemas xmlzoap.orgfzoap/encoding/” xm
<SO0AP-ENYHeader><IciPhoneCalllanguage SOAP-ENY mustUnderstand="1">EN</IciPhoneCalllanguage></SOAP-ENYHeader>

<SO0AP-ENY Body>

<lciPhoneCall:dialResponse>

<lciPhoneCallresponse></lciPhoneCallresponge>

</IciPhoneCall.dialPespanse>?

</SOAP-ENV:Body>

</BOAP-ENY:Envelope>

Close

L

1123 is an internal call number and due to the substitution rules of the used test system,
1123 has been converted to 49 40 2392 1123.

A\ ICI Connector TestUL -* o ﬂ

Testl |
Semngsl SubConlamml SubUser Phone }

Subscribe UnSubscribe ConteinerlD | +i122 ApplD | 4307290
Consutt | | Target 1123 |

CrestelteniD |

Accept Drop e lling | Transfer Corference StartwrapUp EndWrapUp

Hod | Dropal | Foward2Oueu| DropParty | SendDTMF |  DTMFSequ

Retrieve Reject
Alternate I Refresh

93107575259136 104 DELIWVERED |:491|023921 1 ZJFciwe

GetData SetData DelData Clear

Clear

K
HTTP/1.1 200 OKServer. gSOAP{2 8Content Type: textfxml: charset=utt-8Content-Length: 1215Connection: close
<?xml version="1.0" encoding="UTF-8"7>

<SOAP-ENV Envelope xmins:SOAP-ENV="http jfschemas xmlsoap arg/soap/emvelops/” xmins: SOAP-ENC="http: xmlsoap. r
<SOAP-ENVHeader><IciPhoneCalllanguage SOAP-ENV:mustUnderstand="1">EN</IciFhoneCalllanguage></SOAP-ENV:Header

<SOAP-ENV Bady>

<IciPhoneCalldialResponse>

<IciPhoneCallresponse><AciPhoneCallresponse>

</IciPhoneCalldialResponse>

</SOAP-ENV:Body>

</SOAP-ENV.Envelope>

Close
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Use of License

As defined within WebLM.

https:/<WeblmServerName>:8443/WebLM/weblmviewstandardlic.jsp?product=CIE&id=
weblm.pagesidebar.main.menu.licensedproducts|{standard.product.name}
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Salesforce

Introduction

The IP Office Contact Center Salesforce Application (ISA) integrates the Salesforce
CRM Application with IP Office Contact Center. By using ISA, contact center agents can
use the Salesforce CRM application as their primary user interface. Therefore an agent
can handle voice calls, even if there is no IP Office Contact Center User interface
installed on the agents desktop.

ISA will be installed and configured on Salesforce, while CRM Connector is installed
and configured on the IP Office Contact Center Server. The agent will access the
Salesforce CRM application via their web browser. ISA can be deployed as a Console
App, or as a standard App.

Note: Some features such as screen popping, are not supported in standard mode.
Additionally, the standard mode app has limitations, therefore ISA should be deployed
in Console mode only.

Term Description

CRM Customer Relationship Management

IPOCC IP Office Contact Center

CTI Computer-Telephony Integration

ISA IP Office Contact Center Salesforce Application
WSC Web Services Collection

Planning Checklist

#| Task Description Notes v

1

Ensure that a
Salesforce login
account is created to
access Salesforce.

This is required to
allow the IP Office
Contact Center
agent to login to
the Salesforce
platform.

Supported editions of Salesforce
are Enterprise Edition, Unlimited
Edition, Performance Edition
and Developer Edition. “Service
cloud” capability must be
available to agents.

Collection and CRM
Connector in service

2 | Ensure that the IP IP Office Contact If the customer has an existing
Office Contact Center version 9.0.X system or 9.1.X system,
Center is running 10.0.0.0is the server will require upgrading
version 10.0.0.0 required to IP Office Contact Center
server (with working 10.0.0.0. Please refer to the IP
Web Service Office 9.1.7 Maintenance Task
Collection and CRM Based Guide.

Connector (CRM
Connector setup is
show below).
3| Web Service The details relating to these

services are included within this
guide.
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How to check your Salesforce Service Cloud license

Check under Administer - Company Profile — Company information. Then under the
Feature License section check that there is a “Service Cloud User” field. This will
show how many service cloud licenses are available and how many are currently
consumed.

Whether Agents/User have been granted that capability can be checked under
Administer — Users. Choose any user and check the “Service Cloud User” check box.

User Detail Edit | | Sharing | | Change Password

Name
Alias

Email

Address

San ForceA
Gmail

sanforcea@gmail.com

Role
User License
Profile

CEOQ
Salesforce
System Administrator

Username  sanforcea@gmail.com Active v
Nickname  sanforceal.4111111227733027E12 | i Marketing User v
Title Offline User o
Company  Avaya Knowledge User o
Department Force.com Flow User
Division IService Cloud User 4 I

Site.com Contributor User

411013
IN

Time Zone  (GMT+05:30) India Standard Time (Asia/Kolkata) Site.com Publisher User

Locale  English (United States) Work.com User

Supported Browsers
e Firefox 32+
e Chrome 39+

Supported Features
The following agent functionality is provided in ISA:
e Login
e Logout
e Changing Agent State to Available/Not Available.
e Sign-In/Sign-Out to Agent Groups
e Answer Call
e Release(Drop)
e Hold/UnHold
e Make Outbound Call

e Consult
e Transfer
e Conference
e Job Codes
e Wrap-Up
The following Salesforce functionality is provided in ISA:
e CallLog
e Screen Pop
e Click To Dial
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CRM Connector Deployment on IP Office Contact Center
Server

The following section describes the three main steps required to deploy the CRM
Connector:

¢ Install the CRM Salesforce application onto the IP Office Contact Center Server
e Configure the CRM Connector properties file
e Restart the IP Office Contact Center Watchdog

Install the CRM Salesforce application onto the IP Office Contact Center
Server

1. Prior to Salesforce CRM being installed, the IP Office Contact Center Watchdog
must be stopped. Click the Windows icon and select Run.

Programs and Features
Power Options

Event Viewer

System

Device Manager
Network Connections
Disk Management
Computer Management
Command Prompt

Command Prompt (Admin)

Task Manager
Windows
2012 server

Control Panel

File Explorer

Search

Run

Shut down or sign out ’
Desktop
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2. Type services.msc and then click the OK button.

. Type the name of a program, folder, document, or Internet
=/ reseurce, and Windews will open it for you.

Open: | services.msd] w

G This task will be created with administrative privileges.

| [

I

3. Scroll down until the IP Office Contact Center Watchdog service is displayed.
Click the service and then select the Stop link.

File Action View Help

e @ Dcz B »@ »

4 Services (Local) _
IPOCC Watchdog Name = Description  Status

44 1POCC UM DB-Server Avaya IP Of... Running
Stop the service 4 1POCC UM LNA-Server Avaya IP Of... Running
Restort the service £41POCC UM POP3IMAPA Client Avaya [P Of.. Running

£41POCC UM Server Avaya IP Of.. Running
Description: % 1POCC UM SMTP Connector Avaya IP Of... Running
Avaya IP Office Contact Center 4 1POCC UM Taskserver Avaya P Of... Running
rlp:;:l:?ogn:upm sevensl Cs 1POCC UM TextTemplateServer Avaya IP Of... Running

54 1POCC VEA Avaya IP Of... Running

m‘Pva Watchdog Avaya IP Of Running

% IPsec Policy Agent Internet Pro...

% KDC Proxy Server service (KPS) KDC Proxy S...

% KtmRm for Distributed Transaction Coordinator Coordinates...

% Link-Layer Topology Discovery Mapper Createsa N...

e an - FYYoR

] I

4. Open the Install folder followed by the CRM folder.

Home Share View b 0
© v 1|k » 1P0CC91.27900.1509 » v & | | SearchiPOCCO127900.1509 2 |
X Favorites A Name = Date modified Type Size
Bl Desktop . 3rd_Pty_SW 24/02/2015 06:40 File folder
8 Downloads L. Client 24/02/2015 07:50 File folder
4. Recent places -~ |@:ﬁ — h 24/02/2015 06:41 File folder
1. Examples 24/02/2015 06:42 File folder
1M This PC L. Manuals 27/02/2015 09:22 File folder
_ju Desktop L. Server 02/03/2015 14:14 File folder
| Documents | | | Utilities 24/02/2015 06:47 File folder
& Downloads || DVD contents 26/02/2015 14:39 Text Document 1KB
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5. Click the CRMConnector x64

Home Share View hl 0
© = 1|k » IPOCCI.127900.1509 » CRM v & [ searchcrm o |
I 1 -
¥ Favorites -~ Name Date modified Type Size
Bl Desktop §5) Contact Center ICl Connector 24/02/2015 05:16 Windows Installer ... 8,672 KB
& Downloads E CRMCennector x64 24/02/2015 05:15 Windows Installer ... 11,536 KB
L:!"_---j Recent places _ IPOCC Salesforce_App_Readme 09/02/201512:05 Office Open XML ... 1,704 KB

6. Click the Next button.

AVAYA

IP Office Contact Center
CRMConnector

The setup will install CRMConnector in version
9.1.7900. 1509 on your computer.

Click Next to continue or Cancel to exit the setup.

7. Read the End-User License Agreement and click | accept the terms in the
license agreement and then select the Next button.

'default, will not be deemed to constitute a waiver of the right to enforce each and |~
every provision of the Software License Terms in accordance with their terms. If You
move any Software, and as a result of such move, a jurisdiction imposes a duty, tax,
levy or fee (including withholding taxes, fees, customs or other duties for the import

and export of any such Seftware), then YYou are solely Eable for, and agree to pay,

‘any such duty, taxes, kevy or other fees.

W, Agreement in English. The parties confirm that i is their wish that these
Software License Terms, as well as all other documents relating hereto, including all
notices, have been and shall be drawn up in the English language only. Les parties

aux présentes confirment leur volonté que cette convention, de méme que tous les I:I
documents, y compris tout avis, qui sy rattachent, soient rédigés en langue anglaise. |~

I@Iwhm—mhﬂmmm I
() 1 do not accept the terms in the license agreement

[ Bk [ Net | [ cancel |

8. Click Complete and then select the Next button.
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" Gt it s e AVAYA

%

@ All program features wil be installed. Requires the most disk

i3

if

users to choose which program features will be installed
where they will be installed. Recommended for advanced

4

:

[k o] [ o |

9. Click the Install button.

SO— AVAYA

Click Install to begin the installation. Click Back to review or change any of your
installation settings. Click Cancel to exit the wizard.

(oo |t ]

IP Office Contact Center Advanced Installation 11 2016 81



IP Office Contact Center Installation

10.Click the Finish button.

ji5 CRMConnector - Setup | == s
IP Office Contact Center
CRMConnector
CRMConnector successfully installed.

Click the Finish button to exit the setup.

Configure the CRMConnector properties file

1. Browse to the location of the CRMConnector.properties file. The path is
dependent on where the TomcatWWW is installed

C:\Program Files (x86)\Avaya\lP Office Contact Center\Tomcat WWW
webapps\CRMConnector\WEB-INF\classes.

Or
C:\Program Files \Avaya\lP Office

contact

Center\TomcatWWW\webapps\CRMConnector\WEB-INF\classes.

SN L= classes (= & [
“ Home Share View - 6
(€) - 1 | . <« Tomcat » webapps » CRMConnector » WEB-INF » classes » v C.-l Search classes o |
& Downloads Al Name - Date modified Type Size
= Recent places
, com File folder
o || CRMConnector.properties PROPERTIES File 3KB
‘B This PC
m Desktop
| Documents -
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1. Using the right mouse button, click to Open with on the file.

Home Share View v @
(© - T |J. « Tomeat » webapps » CRMConnector » WEB-INF » classes v c,| | Search classes o |
%l Recentplaces |~ Name - Date modified Type Size
09/03/2015 16:03 File fold
 ThisPC | 5 T emmr— f TR 3K8
— nector.properties ile
& Desktop Ll properti IDpenwﬂh C
[ Documents Restore previous versions
@ Downloads Send to v
H Music = Cut
= Pictures T
& Videos
i, Local Disk (C2) £
ca Logs (¥:) | LIIE
Rename
i na e Pmpe,ﬁes
2items  1item selected 2.19KB =

2. Click the option to open the file with Notepad.

How do you want to open this type of file
(.properties)?

Notepad

More options
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3. Edit the HTTPSESSIONTIMEOUT field to match. This value should be in sync
with Salesforce session timeout (in case CRMConnector is accessed from
Salesforce) and 3600 as a minimum. The Default figure is 3600.

E CRMConnector.properties - Notepad |;|£-
File Edit Format View Help

MONWSSSL = false ~
TASKHWSSSL = false
OBSERVERSSL = false

#TTRace properties
TTraceServicePort=10300
TTraceServiceHost=localhost
WSC.SSL.AcceptUntrustedCert=Ffalse

#HTTP session timeout in seconds
RETRYWSCONNECTION = 3
WSCINTERVALDETECTOR =10

#hlebsocket setting

WSMSGFLDS = TASKTYPE, AGENTNAME, NUMBER, JSESSIONID, TASKID, NEW_TASKID, TASKCONNID,
NEW_TASKCONNID, JOBCODES,NOTES, AGID,STATUS, TIMEOUT

EVENTS = -

Note: The Salesforce session time out value can be obtained by logging into
Salesforce, and navigating to Setup>Security Controls>Session Settings>Timeout
value

The Salesforce session timeout value is specified in hours. The default Salesforce
Session timeout value is 2 hours. The Salesforce Session time out value should be
greater than or equal to the CRMConnector HTTPSESSIONTIMEOUT value.

<« C https://ap.salesforce.com/_ui/system/security/SessionSettings?id=00D10000000b7ob&retURL=%2Fui%2Fsetup%2F Setup%3Fsetupid%3DSecurity&setupid=¢ =

‘ Search All Setup. | Session Settings Help for this Page &

Expand All | Collapss All

Set the session security and session expiration timeout for your organization.
Salesforce1 Setup

Session Timeout

Force.com Home | Timeoutvalue (12 hours ¥ |
|_| Disable session imeoul warning popup

Administer [#| Force logout on session timeout

*/ Manage Users

Session Settings
»| Manage Apps

* Manage Territories "] Lock sessions to the IP address from which they originated
»| Company Profile || Lock sessions to the domain in which they were first used
B Security Controls + Require secure connections (HTTPS) | 1

|# Force relogin after Login-As-User
|| Require HitpOnly aftribute
] Use POST requests for cross-domain sessions

Sharing Settings
Field Accessibility
Password Policies

Session Seftings

Login Page Caching and Autocomplete

Login Flows

Network Access ¥ Enable caching and autocomplete on login page

Activations

Session Management Identity Confirmation

Login Access Policies + Enable SMS-based identity confirmation

Certificate and Key Management || Require security tokens for API logins from callouts (APl version 31.0 and earlier)

Single Sign-On Settings
Auth. Providers

\dentity Frovider Clickjack Protection

View Setup Audit Trail + Enable clickjack protection for setup pages | i

Expire All Passwords + Enable clickjack protection for non-setup Salesforce pages i

Delegated Administration || Enable clickjack protection for non-setup customer Visualforce pages with headers
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4. Click the X button to close.

File Edit Format View Help
MONWSSSL = false
TASKWSSSL = false
OBSERVERSSL = false

#TTRace properties
TTraceServicePort=10300
TTraceServiceHost=localhost
WSC.SSL.AcceptUntrustedCert=false

#HTTP session timeout in seconds
HTTPSESSIONTIMEOUT =3600
RETRYWSCONNECTION = 3
WSCINTERVALDETECTOR =18

#hlebsocket setting

WSMSGFLDS = TASKTYPE, AGENTNAME, NUMBER, JSESSIONID, TASKID, NEW_TASKID, TASKCONNID,
NEW_TASKCONNID, JOBCODES,NOTES,AGID, STATUS,, TIMEOUT

EVENTS =
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5. Click Yes to save the updated file.

Notepad -

Do you want to save changes to C:\Program
Files (x86)\Avaya\IP Office Contact
Center\Tomcat\w..\CRMConnector.properties?

| Save || Don't Save || Cancel |

6. For the new Salesforce CRM connector to start, the IP Office Contact Center
Watchdog must be started. Click the Windows icon and select Run.

Programs and Features
Power Options

Event Viewer

System

Device Manager
Network Connections
Disk Management
Computer Management
Command Prompt

Command Prompt (Admin)

Task Manager

Windows
2012 server

Control Panel

File Explorer

Search

Run

Shut down or sign out ’
Desktop

= e

=

7. Type services.msc and then click the OK button.

=) Run -

= Type the name of a program, folder, document, or Internet
reseurce, and Windews will open it for you.
Open: | services.msd v

% This task will be created with administrative privileges.

| OK || Cancel || Browse... |
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8. Scroll down until you can see the IP Office Contact Center Watchdog service.
Click the service and then click the Start button.

File Action View Help

e ([@EDcz @Bm e nw»

2 Services (Local) _
IPOCC Watchdog Name = Description  Status |
£41POCC UM DB-Server Avaya IP Of... Running
Stop the service £41POCC UM LNA-Server Avaya IP Of... Running
Restart the service £41POCC UM POP3IMAP4 Client Avaya IP Of.. Running
£41POCC UM Server Avaya IP Of... Running
Description: % 1POCC UM SMTP Connector AvayaIP Of... Running
Avaya IP Office Contact Center 4 1POCC UM Taskserver Avaya IP Of... Running
?P:‘f:ﬁn:“m sevenal £4IPOCC UM TetTemplateServer Avaya P Of... Running
54 I1POCC VEA Avaya IP Of... Running
Ew\,\k Watchdog Avaya IP Of
% 1Psec Policy Agent Internet Pro...  Running
% KDC Proxy Server service (KPS) KDC Proxy S...
% KtmRm for Distributed Transaction Coordinator Coordinates...
% Link-Layer Topology Discovery Mapper Creates a N...

YWY PP - ) - PV

<| " |

\ Extended /A Standard /

9. Click the X button to close.

File Action View Help
e EEBe=z HeEl »enp
2, Services (Local)

IPOCC Watchdog Name Description
4 1POCC UM DB-Server Avaya IP Of...

Stop the service 5 1POCC UM LNA-Server Avaya IP Of...
Restart the service 4 IPOCC UM POP3IMAP4 Client Avaya IP Of.. Running
5 IPOCC UM Server Avaya IP Of.. Running
Description: 5 IPOCC UM SMTP Connector Avaya IP Of.. Running
Avaya IP Office Cl?ntact Center 4 IPOCC UM Taskserver Avaya IP Of.. Running
:’;ﬁ:’:?fn‘s“'“mss several 4 IPOCC UM TextTemplateServer Avaya IP Of.. Running
5IPOCC VEA Avaya [P Of... Running
*3IPOCC Watchdog v Running
Sq‘i, IPsec Policy Agent Internet Pro...  Running
5 KDC Proxy Server service (KPS) KDC Proxy S...
. KtmRm for Distributed Transaction Coordinator Coordinates...
J Link- Layer Topology Discovery Mapper Creates a N...

A TR V) ra

Extended A Standard /
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Installing ISA

1. Ensure you are logged into Salesforce. The ISA package link is
release notes shipped with the IP Office Contact Center softwar

2. Once you access the package URL, click the Continue button.

Package Installation Details

Package Name  |POCC_SFConnector
Version Hame 20150224
Version Humber 1.4
Publisher  Avaya
Description 20150224 (Build 7900)

| | Cont ..l[:am:el
Package Components

Action Component Name Parent Object Component Type Installation Notes

Create iccAppUl Visualforce Page This is a brand new
¥ Resources (24)

Action Component Name Parent Object Component Type Installation Notes

Create icc_outbound Static Resource This is a brand new

Create icc_inbound Static Resource This is a brand new

3. Approve Package API Access. Then click Next.

provided in the
e.

4. Click Security Level. Select Grant access to all users. All internal custom

profiles receive full access or select the option according to you
security policy.

r organization’s

5. To install the Package, click Install. The package is installed and the following

screen is displayed.

Package Details
IPOCC_SFConnector (Managed)

« Back to List: Installed Package

Install Complete

Follow any remaining steps in the app install guide to complete deployment.

Installed Package Detail Uninstall | | View Compeonents | | View Dependencies
Package Name  |POCC_SFConnector Version Humber 1.4
Language  English FirstInstalled Version Number 14
Version Name 20150224 Package Type  Managed
Hamespace Prefix  avaya_ipocc_sfc APl Access  Unrestricted [Enable Restrictions]
Publisher  Avaya Modified By ~ Sandesh Chopdekar, 2/24/2015 5

Description

IPOCC SFConnector integrates Salesforce CRM Application with IPOCC. Using IPOCC SFConnector app contact center agent:
CRM application as their primary user interface as IPOCC agent deskiop. IPOCC SFConnector is preferred to be used as aco
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Configuring ISA
The following steps are required for the configuration of ISA:.

PoONE

Configure a Console app.

Call Center configuration and Agent assignment.
Directory Numbers.

Configure Softphone layouts for screen popping (Optional).

Custom Console Component

Salesforce Console Features

Salesforce Console provides a dashboard interface that includes a navigation
tab.

The ISA window can be minimized and resized as required.

Uisng the Phone icon, the application can be minimized or restored.

Step by Step instructions relating to enabling the service console are available
from the following link:
https://help.salesforce.com/apex/HTViewHelpDoc?id=console2 define app.htm
&language=en

Adding a Custom logo to the Salesforce Console

1.

If you wish to add a custom company logo to your new Salesforce application,
the document (image file) must first be added to Salesforce. If the image file is
already present, please continue from step 9.

Note: The supported image size and format is (gif or jpeg 20KB 275x35 pixels
maximum).

2

y ‘ https://eus salesforce.com/home/home.jsp L-@a2cx || salesforce.com - Developer .. | ‘

. Once logged into salesforce with your System Administrator account, click the +
button to display All Tabs.

=) q

\J
salesforce 3% Search swartaton +  seup vep (IR
&
15

m Chatter Campaigns Leads Accounts Contacts Opportunities Forecasts Contracts Orders Cases Solutions Products Reports Dashboards +
"

4 Stuart Dalton

E Recycle Bin

Stuart Dalton e
Tuesday 10 March 2015

Post File  Z New Event More + Recommendations

pp
Take Salesforce with

Sort By Post Date you everywhere! Download the
new Salesforce1 Mobile App
from the Apple App Store and

There are no updates Google Play.

\:\ Get The Salesforce !
A

Skip >
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3. Click the Documents tab.

‘ Home Chatter Campaigns Leads Accounts Contacts Opportunities Forecasts Contracts Orders Cases §
All Tabs

Recent ltems

Use the links below to quickly navigate to a tab. Alternatively, you can add a tab to your display to bettel

4 Stuart Dalton

view:

| Accounts 4 Home
™ Recycle Bin v w

&« App Launcher Ideas

T # =]

1!5/‘1\ Assets ".‘ Leads

X . Campaigns Tell me mare!

IE,J" Cases f Macros

€Y Chatter () Opportunities
ki Console \y Orders

“/ Contacts 1 People

() Content g Price Books
~ Contracts

=)

I-“_. Contribute

D&B Companies

Qjﬁ Dashboards

'd-l Data.com

= Documents

iﬁ/ﬁ. Products

4 Profile

1 Profile Feed
1 Profile Overvi

( ! Reports

‘;4 Site.com

4. Click the New button.

‘ Home Chatter Campaigns Leads Accounts Contacts Opportunities Forecasts Contracts Orders Cases S
owamans
=/ Home

Enter keywords to find matching documents.

Recent ltems

4 Stuart Dalton

Find Document

Document Folders
E Recycle Bin

Folder |My Personal Documents [« Ge! | Create New Folder

[New]

Recent Documents

No recent records. Click Go or select a view from the dropdown to display records.

Copyright @ 2000-2015 salesforce.com, inc. All rights reserved. | Privacy Statement | Ser

5. Parameters relating to the New Document must be defined. Therefore:
A. Enter a document name.
B. Enter a unique document Name.
C. Click the Externally Available Image check box.
D. Enter a description for the logo

IP Office Contact Center Advanced Installation 11 2016



IP Office Contact Center Installation

6. Then click the Browse button.

Home Chatter Campaigns Leads Accounts Contacts Opportunities Forecasts Contracts Orders Cases Solutions Prd

‘
=/ Upload New Document

& Stuar Daiton
1. Enter details
o Document Name | | ogo for Avaya Application (A}
Document Unique Name lLogo_for_Avaya_AppIication @

Indicate Document is Internal M {i
Externally Available Image m
Folder | My Personal Documents [~

Description | 090 for Avaya Application @

Keywords

2. Select the File
@ Enter the path of the file or click browse to find the file.

File to upload |
or:

() Create a reference link to the file. Enter a file location that others can access.

7. Browse to the logo file’s location, select the file and then click the Open button.

-

/2 Choose File to Uplaad -
@@vlj: » Computer » 4GB (E) » Logo ! v|"’>|| Search Logo P|
=~ 0 @

Date modified Type

Organize « MNew folder

i MName

= | ibrari
"5@ : D'a"es [E 1090109 12/03/201511:14  JPEG image
ocuments
J’ Music
[ Pictures
EE videos

1M Computer
£, Local Disk (C3)
% DVD RW Drive (D
e 4GB (E5)
5 StuartDalton (Vw4 | mn |

~ [l Files ) -

File name: loge.jpg

I Open I ’ Cancel ] .
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8. Click the Save button. The document (image file) has been uploaded.

A

&
S&815

J Home Chatter Campaigns Leads Accounts Contacts Opportunities Forecasts Contracts Orders Cases Solutions Products Reports Dashboards +

Recent Items

o .
Ik |

om/p/doc/Doc JploadUitretURL=3%2F015%2Fo

£ - @ 2 ¢ X ||  upload New Document - 5... x [ |

Search StuartDalton v  Setup  Help

Help for this Page @

=/ Upload New Document

& Stuart Dalton Required Information

1. Enter details e -

Document Name for A licati
= T —— | Logo for Avaya Application
Document Unique Name I Logo_for_Avaya_Application .
Indicate Document is Internal  [J7] | ¢
Externally Available Image [
Folder  |'My Personal Documents [~
Description | og0 for Avaya Application =
Keywords
2. Select the File

@ Enter the path of the file or click browse to find the file.
File toupload | E:\Logollogo.jpg

Or:
() Create a reference link to the file. Enter a file location that others can access.
Path/URL to reference

3. Click the "Save" button

=

Click the Cancel button to cancel an in-progress upload

Cancel

Copyright © 2000-2015 salesforce.com, inc. All rights reserved. | Privacy Statement | Security Statement | Terms of Use | 508 Compliance

Creating the Console App.

1. Click the Setup button.

5.salesforce.com/015240000001518

salesforce ,“%‘
*#15
J Home Chatter Campaigns Leads Accounts Contacts Opportunities Forecasts Contracts Orders Cases Solutions Products Reports iDashboards +

(. Loaofor Avaya Aoolication

.~ Document: Logo for Avaya ... %

Search StuartDalton v  Setup  Help

Document
=/ Logo for Avaya Application

« Back to List: Documents

Help for this Page @

4 Stuart Dalton Document Detail Edit Properties | | Delete | | Replace Document| |Email Document
Document Name  Logo for Avaya Application
w Recycle Bin Document Unique Name  Logo_for_Avaya_Application
Internal Use Only v
Externally Available Image
Document Content Searchable
Folder My Personal Documents
Author [ Stuart Dalton [Changel
File Extension  jpg
MIME Type  image/jpeg
size  5KB
Description  Logo for Avaya Application
Keywords
" AVAYA gt The Power of We™
Created By  Stuart Dalton, 10/03/2015 10:43 Modified By  Stuart Dalton, 12/03/2015 11:22

| Edit Properties | | Delete | | Replace Document | | Email Document

Copyright © 2000-2015 salesforce.com, inc. All rights reserved. | Privacy Statement | Security Statement | Terms of Use | 508 Compliance
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2. Under Setup, navigate to Build -> Create -> Apps, as illustrated below.

€« > C https://ap.salesfor
EEE Apps ‘ Postman
Administer

*

Manage Users
Manage Apps
Manage Territories
Company Profile
Security Controls
Domain Management

T

T

Ld

r

-

*

Communication Templates
Translation Workbench
Data Management

Mobile Administration
Desktop Administration

T

T

Ld

r

-

Email Connect gera
Email Administration
Google Apps

Data.com Administration

*

-

T

Build

+| Customize
B Create

Custom Labels

3. When Apps is selected, the following screen is displayed. Click the New button.

[ Search All Setup l Apps

Expand All | Collapse All
An app is a group of tabs that work as a unit to provide functionality. Users can switch between apps using the Force.com app drop-down mel
Salesforce1 Setup New! every page.

You can customize existing apps to match the way you work, or build new apps by grouping standard and custom tabs
Force.com Home

[ 6 Custom apps work in conjunction with User Profile Tab Visibility seftings. \iew User Profiles now.

Administer
¥| Manage Users Apps Quick st,ml New lReurder
N LR AL Action App Label Console Custom Description
*| Manage Territories
" Edit App Launcher App Launcher tabs
»| Company Profile
»| Security Controls Edit Call Center State-of-the-Art On-Demand Customer Service
*/ Domain Management Edit Community Salesforce CRM Communities
! TR T 2 Edit Content Salesforce CRM Gontent

4. Select Console then click Next.

l Search All Setup... ] NeW Custom App Help for this

Expand All | Collapse All

Salesforce1 Setup New! Step 1. Select Type Step |

e T Select the type of app to create

I- ) Custom app

Administer @ Console

*| Manage Users
*| Manage Apps Next
»| Manage Territories
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5. Enter an App Label and App Name for the Console App as per the conventions
of your organization.

New Console Help for this Page @

Step 2. Enter the Details Step2of 6

Fill in the fields below to define the console.

Console Information 1 =Reguired Information

App Label ||ISA Ceonsole Example: HRforce, Financeforce, Bugforce

App Name  [|pOCC i

Description (|54 Console App

Previous” Next | Cancel

6. To provide a logo for the app, click Insert an Image. This is not mandatory. If a
logo is not required at this time, go to step 16.

New Console Help for this Page @

Step 3. Choose the Image Source for the Console Logo Step3 of 6

Optionally, specify a logo for this console. To do so, choose an image file from the document library.

the Documents tab. Image dimensions should be a maximum of 275 pixels wide by 35 pixels high for best results. Larger images will be resized and may appear

The file size of a console logo must be smaller than 20 KB. (For comparison, the salesforce.com logo is about 3 KB). To upload an image file, add a new document to
distorted.

Previous | Mext Cancel

7. Select the uploaded document for your logo. If the logo document is not
displayed, please recheck the format of your document.

& Attach File - Windows Internet Explorer ERENTSC

(- https://eu5 salesforce.com/widg/filepicker_fs.jspllktp=015&mode=3&otype=3&fpimg=1&s @ B

File Location | My Personal Documents|=| | Go! | Search in Documents

Only files 20K or smaller are shown.

MName Author Size Internal Use Only
Loga for Avaya Application SDalt SKB
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8. The logo is displayed. Click the Next button.

New Console Help forthis Page @

Optionally, specify alogo for this console. To do so, choose an image file from the document library.

The flle size of a consoie logo must be smaller than 20 KB. (For comparison, the salesforce.com logo is about 3 KB). To upload an image file, add a new document to the Documents tab. Image dimensians should be @ maximurm of 275 pixels wide by 35 pixels high for best results. Larger
images will be resized and may appear distorted.

b i st
AVAYA Gt The Power of We™

[ e

9. Select the Navigation Tab items to be displayed in console mode, then click the
Next button.

Step 4. Choose Navigation Tab ltems Stepd4 of 6

Select the objects to include in this console’s navigation tab. The navigation tab:

= Lets users go to objects’ home pages from one tab 9 Accounts ~
+ Saves screen space by combining standard tabs into a small component W' Accounts t | Delete | Croate New View
Choosing items for the navigation tab is like choosing which tabs display for standard Salesforce com apps “s Contacts
" Cases L —
— i NY

‘ A Items marked with an asterisk (*) haven't been fully adapted for the console. See the Salesforce Console Limitations  for more information.

Available Items e Selected Items )
Price Books a Cases -
Contracts® Home
Dashboards™ Accounts TOD\
Documents® Contacts (=)
Orders* Add Leads Up
Products JLJ Opportunities L:J
Reports® P Campaigns [LJ
Solutions LU Nigeas
Libraries” BIIIEE pown
Content* lEJ
Subscriptions* Bottom
Profile”
People*
Groups | \ )

Previous @ Cancel

f.gcrm
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10.Click the required radio buttons to determine how records will be displayed and
then click the Next button.

Step 5. Choose How Records Display Step5of 6

The Console displays all records as tabs so that users can quickly find. update, and create records on one screen. Additional Resources

e

« Primary tabs display the main record to werk on, like an account
+ Subtabs display related records. like cases or contacts on an account

All iterns selected on a primary tab display as subtabs. This lets you work with related items in the context of their records.
On this page, choose how records display when they're selected from outside of pnmary tabs or subtabs. For example, when users

select cases from list views, search results, or screen pops, you can select cases to display as primary tabs or as subtabs on Watch a Demeo (2 minutes)
parent records, such as accounts.

Choose how the following display:

®  Asaprimary tab

Case records open O Asasubtabof| 7|
Home tab opens ® Asaprimarytab
® Asaprimarytab

Account records open o Masumnﬁflzl
®  As a primary tab

Contact records open @ Asasubtabof.lzl
®  As a primary tab
Lead records open ) As asubtab of
_ ® Asaprimarytab

Opportunity records open O asasubtabot| ¥ |
. ®  As a primary tab

Campaign records open -

paig pe O Asasubtabof| |

Idea records open ® Asa primary tab

11.Select the Profiles to be used with the new application and then click the Save
button.

Next assign to profiles.

Step 6. Assign to Profiles Step6 of 6
Choose which user profiles can access this console. Users access console apps
from the Force.com app menu. You can select this console as the default app for a .}Bmm-m
profile. This means that users with the profile see this console when they log in for SRR coove o s | vt | oot | s | Gusoms | - |
the first time.
If an app is set as the default for a profile, you can't make it
invisible for that profile. Both the Visible and Default checkboxes C =] == Cuatcnize P
will be read-only. Clustio vy iom. P
Profile ¥ visible [ Default
Contract Manager | (]
Cross Org Data Proxy User < (]
Custom: Marketing Profile < (]
Custom: Sales Profile l (]
Custom: Support Profile "l (]
Force.com - App Subscription User | (]
Marketing User | (]
Partner App Subscription User | (]
Read Only | (]
Solution Manager | (]
Standard Platform User | o
Standard User I (]

IP Office Contact Center Advanced Installation 11 2016 96



IP Office Contact Center Installation

12.The App configuration data will be saved. The app can be selected from the
Salesforce menu, which is available from the top right of the interface.

Setup Help ISA Service Console v‘

Sales
Call Center
Marketing
App Launcher )
Community
m app drop-down mer  Site.com
Salesforce Chatter
Content

ISA Console

AppExchange
Developer Community
Success Community

13.0nce the console app (ISA Console in this case) is selected, your screen layout
will change. Further changes to the layout will occur, if additional configuration is
completed. Observe the area at the bottom right hand side. You will notice a
Phone icon, with the text Phone.

i
TX Customer - Direct sanlap
OR Customer - Channel sanlap
CA Customer - Channel sanlap
L Customer - Direct sanlap

Customer - Channel sanlap
CA sanlap
NY Customer - Dirsct sanlap
Singapore Customer - Direct sanlap
UK Customer - Direct sanlap
AZ (520 Customer - Direct sanlap

1-17of 17 x| DSelected >| Page| 1 |of1 E
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14.Click on Phone, the softphone will ‘pop’. If IP Office Contact Center is
configured, the login screen is displayed as, illustrated below.

* Home v+

E Stuart Dalton
b o Fooa

©rot P HewEven Mors

Calendar [P p——

Scheauied Mestings | fequested Moetings

Today 1202015
Yo have 1 evenis sshecied for e et 7 days.

My Tasks Hew

Vou hava o apen asks schedulad forthis period

ems to Approve e

o records 1 displey

Configuring Contact Centre

Once ISA is installed, you will need to provide the IP address and port details of the IP

Office Contact Center Server.

1. Click on Salesforce. Open Setup followed by Build, Customize, Call Center,

Call Centers

€ - C' | { hitps//apsalesforce.com/04v?retURL=%2Fui%2Fsetup%2FSetup%3Fsetupid%3DCallCer|

i Apps €8 Postman

[+ Google Apps
[/ Data.com Administration

Build

B Customize
[*] Tab Names and Labels
[*] Home
[* Activities
[/ Campaigns
[* Leads
[*] Accounts
[+ D&B Companies
[*] Contacts
[*| Opportunities
[+ Sales Path New!
[*] Quotes
[* Forecasts
¥ Cases
[*| Entitlement Management
[¥] Self-Service
B call Center

Call Centers

Directory Numbers
SoftPhone Layouts
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2. A ‘getting started’ screen maybe displayed. If so, click the Continue button.

+ Contacts - Console x ) @ Introducing Salesforce CF. x { @ Force.com Home Page ~ - x | '] hitps//10.133.69.243:284. x ) Lol 0
| AR v —
€ - C | @ https://eus.salesforce.com/ui/setup/cti/CtiSplashPage?saveURL=%2F04v%3Fsetupid%3DCallCenters%26retURL%3D%252Fui%252F setup%252FSetup%: v | 8

Take Salesforce with you wherever you go. M
A . . . . pp Store

Run your business from any mobile device with the Salesforcel Mobile App.

SEME AR Set0p “! Introducing Salesforce CRM Call Center L

Expand All | Collapse All

Salesforce1 Setup Salesforce CRM Call Center improves the productivity of your ca|l center users by providing fast and easy access to accounts, contacts, cases, and other salesforce.com

objects that are directly related to incoming calls. By within com, Call Center allows your call center users to perform all the functions of their
job from a single application.

Force.com Home
Getting Started with Salesforce CRM Call Center

PO reetyfccCos

Administer 1. Install CTl adapters
o Update each users machine so thatit has the appropriate Salesforce CTl adapter for the user's call center. -
» Manage Users 2. Define a call center Q Line1 OncCal B
» Manage A| o Specify the call center's name, IP address, port, and any other connection information.
-~ pps o Enter dialing options for international, long distance, and external calls. Caller 1D 4155551212
» Manage Territories . Manage users Duration 00:22
» Company Profile o Selectthe users who are members of this call center. Found 1 Case
2 Update the call center directory
HiSecuity Contole o Add useful phone numbers beyond the call center user that com includes. Case 00001001
» Domain Management 5. Confiure SoftPhone layouts Mumber
+ Communication Templates ° csaelllzd the call details and salesforce.com objects that are automatically displayed with inbound, outbound, and internal
» Translation Workbench o Assign a SoftPhone layoutto any user profile. |1 [
el thndgusard =
»' Mobile Administration B Contaaics
»' Desktop Administration
») Email Connect geta 6‘
») Email Administration Powered by
»/ Google Apps
»/ Data.com Administration 3:'::::;:: CRMCall Canter
) « Getting Started with Setting Up
Build Call Centers
- + Getting Started with
8 Customize oftPhone
»/ Tab Names and Labels « Salesforce CRM Call Center
» Home Developer's Guide
»| Activities
»/ Campaigns
» Leads -/ Dontsho e again
» Accounts
o Continue
+/ D&B Companies Rt
T Fantants

3. The installed Call Center Application will be displayed. Click on Edit.

All Call Centers

A call center correspends to a single computer-telephony integration (CTI) system already in place at your organization. Salesferce.com users must bef
center before they can use any Call Center features.

Import
Name + Version Created Date Last Modified Date
Del IPOCEC Call Center Adapter 2/5/2015 6:52 PM 3/5/2015 7:50 PM

4. Edit the Field below, and the click the Save button.
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5. Enter the IP Address of the IP Office Contact Center Server. Edit the port
number, as provided in CRM Connector. The default value is 28443.

Call Center Edit

IPOCC Call Center Adapter

All Call Centers = IPOCC Call Center Adapter

Call Center Edit Save | |Cancel

Salesforce Application Name

Salesforce Application Name,
Enter either CIE or IPOCC IPOCC

General Information

Internal Name |isaCaIICenterDeﬂnitiDn
Display Name | |POCC Call Center Adapter

CTiAdapter URL  |/3pex/avaya ipocc_sfc_ icct

Use CTI APl true
Softphone Height 450

Softphone Width ADD

Server Configuration

IPOCC Server Address 7.2.35 ﬂ
IPOCC Server Port 28443 @
=
Refresh Timeout (seconds) G0 @
/)
On Call Keepalive (seconds) 30 @
—-J—
Use Directory for Contact
Details 7 true @J—
Access code for external
QutCC 9 @J_
Digits to Trim for external 0
Incoming I—@J—

Save | | Cancel

A. IP Address to that of your IP Office Contact Center Server.
B. The port number, as provided in CRM Connector. Default value is 28443.

C. Refresh Timeout (seconds) is the time in seconds, which defines for how long
during a page refresh, the connection with the server will be maintained. If the
page refresh takes longer than this timeout, the Agent will be logged out. By
Default the value is 60 seconds.
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D. On Call Keepalive (seconds) defines the interval time in seconds, after which
ISA will send a periodic keepalive message to IP Office Contact Center Server.
This is intended to keep the Agent session alive. By Default, the value is 30

seconds.

Note: Care should be taking when changing these default timeout values.

E. Use Directory for Contact Details. When enabled for internal calls, ISA will
display contact information, by searching the Contact Center Directory. Directory

Numbers are required for this function to be utilized.

F. Access code for external OutCC. This code is used for outbound dialing.

G. Digits to Trim for external incoming: This number is used to trim digits from
incoming external call. The trimmed number will be used for lookup in salesforce
database. For e.g. If this number is configured to be 1, and an external incoming
number is 9123456. ISA will do a lookup for "123456". i.e it will trim the 1 digit

from the beginning of the incoming number.

If this number is configured to be 2, and an external incoming number is say
77123456. ISA will do a lookup for "123456" i.e. it will trim 2 digits from the

beginning of the incoming number.

6. Each agent who requires access to the ISA must be defined. From the

Administer interface, click Manage Users followed by Users.

7. Click the Edit button adjacent to the required user.

Help for this Page &

Mass Email Users
e AlBICIDIEFIGIHIIIJKILIMINIOIP Q
Permission Sets

Profiles

Public Groups

Queues

Login History

»/ Manage Apps

*/ Manage Territories
» Company Profile
»| Security Controls

RISITIU|lVIW[X[Y|Z

Search All Setup All Users
Expand All | Collapse All
View: | All Users v | Edit | Create New View
Salesforce1 Setup New!
AlBICIDIEIFIGIHITIJIKILIMINIQIP QRIS TIUIV|WIX Y|Z| Other Al
Force.com Home New User| |Reset Password(s) |Add Multiple Users
Action FullName +  Alias  Usemame Last Login Role Active Profile Manager
Rdminisiey Edit Chafter Expert Chafter chatty.00d10000000b7obeaa.cosm0lGnobcd@chatter.salesforce.com ¥ Chatter Free User
0 Manage Users Ecit JGmail. San  Gmail  sanforcea@amail.com 10222014 1233 PM +  System Administrator
New User| | Reset Password(s) | Add Multiple Users

Other | All
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8. To make the application available to that user, in the user configuration interface,
edit the Call Center field and select the Call Center look up button.

Work.com User  []
Salesforce Classic User [

Mobile Configuration CE

Data.com User Type

'
=
(=}
=
]

i

[]

Data.com Monthly Addition Limit i
Accesgibility Mode HE
Color-Blind Palette on Charts HE
Salesforce! User T
Make Setup My Default Landing Page |:|

Salesforce CRM Content User
Receive Salesforce CRM Content Email Alerts

EEE

Receive Salesforce CRM Content Alerts as Daily
Digest

Allow Forecasting

Call Center

B
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9. Click the new Call Center Adapter link.

(=8 Search ~ salesforce.com - Developer Edition - Windews Internet Explorer E‘Eﬂ

|x_. https://eu5.salesforce.com/_ui/common/data/LockupPagellkfm=editPagedlknm=CallCenterflktp=04v&lksrch= @ §|

€ Lookup

| Go!

You can use ™" a5 a wildcard next to other characters to improve your search results.

Search Results

Hame Version Created Date Last Modified Date
IPOCC Call Center Adapter 10/03/2015 10:47 12/032015 15:02

Copyright & 2000-2015 salesforce.com, inc. All rights resened.

10.The Adaptor is now added, click the Save button.

Call Center  [[SOCC Call Center Adap| &

Phone
Extension
Fax
Mobile

Email Encoding | General US & Western Europe

Employee Number

Mailing Address
Street -
City
State/Province

ZipiPostal Code

Country

Single Sign On Information

Federation ID

Locale Settings

Time Zone | (GMT+00-00) Greenwich Mean Time (Europe/London) =]
Locale | English (United Kingdom) [=]
Language | English [=]
Approver Settings
Delegated Approver =]
Manager CH
Receive Approval Request Emails | Qnly if | am an approver =]

salesforce.com Newsletter Settings

] Receive the salesforce com newsletter
Receive the salesforce.com administrator newsletter

[] Generate new password and notify user immediately

Save & New | | Cancel
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Configuring the Softphone Layout

The Softphone Layout determines how the screen pop utility functions.
Additional information is available from the following link:
https://help.salesforce.com/htviewhelpdoc?id=cti_admin_phonelayoutscreate.htm&siteL

ang=en_US
1. Navigate to Setup, Build, Customize, Call Center, Softphone Layouts.

Note: Layouts are not configured by default.

2. Click the New button.

SoftPhone Layouts

A SoftPhone is a customizable call control tool that appears in the sidebar of every salesforce.com page if a user is assigned to a call center and is working on a machine on whi
assign them to call center users based on their user profile.

SoftPhone Layout Assignment

Action Name T Default Created By Alias Created Date

3. Select the Is Default Layout checkbox. From the Select Call Type drop down
box, select Inbound.

Save | Cancel

Marmy ISlandard Softphone Layout | ¥ 15 Default Layout |

Select Call Type [EatciiRd

Softphone Layout Help about this section )

Display these call-related fiekds:

b Dialed Number Edit

Display these salesforce.com olgects:
b Account Contact Lead Add | Remove Objacts

b I single Account found, display: Account Name, Phone, Active, SLA. Customer Priority Edit
K multiphe matches found, only Account Name is displayed,

b I single Contact found, display: Mame_ Salutation, First Name, Last Name, Phone, Title Edit
¥ muitiple matches found, only Name is displayed

b I single Lead found, display: Salutation, Name, FirstMame, Title, Phone, Zip/Postal Code Edit
¥ multiphe matches found, only Name is displayed

CTI 2.0 or Higher Settings Help about this section

Screan Pop Settings:

b Screen pops open within: New browssr window or tab Edit
¥ MNomatching records: Pop to new Contact Edit
b Single-matching record: Pop detail page Edit
¥ Multipde -matching records: Pop to search page Edit
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4. Click the options to be displayed for a call from Caller ID, Dialed Number.

Display these call-related fields:

w Caller ID, Dialed Mumber

Available Selections
Queue Caller ID
Segment Dialed Number
Add Up
) )
D )
Remove Down

5. Go to Add/Remove object to display which Salesforce database objects will be
displayed on a successful screen pop, along with the fields contained within the

object to be displayed.

Display these salesforce.com objects:

w Account, Contact, Lead

Available Selections

Campaign Account

Case Contact

Event Lead

Cpportunity

Task Add Up

User ) )

Ly )

Remove Daown

6. An Account look up only displays one account. If multiple matches are found,
only the Account name is displayed. Account look up search parameters can be
added from the Available field to the Selections field.

+ If single Account found, display: Account Name

Available Selections

Type
Billing Street N
Billing City

Billing State/Province

Biling Zip/Postal Code || ~dd
Billing Country

Billing Latitude

Billing Longitude

Shipping Street Remave
Shipping City

Shipping State/Province
Shipping Zip/Postal Code
Shipping Country

Shipping Latitude -

»

Account Name

Lk

If multiple matches found, only Account Name is displayed.

(s

[w]
=]
=
3
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7. A Contact look up only displays one contact. If multiple matches are found only
the contact Name is displayed. Contact look up search parameters can be added
from the Available field to the Selections field.

w If single Contact found, display: Name
Available Selections
Salutation - Name
First Name
Last Name 1
Other Street 5
Other City Add up
Other State/Province L] L~
Other Zip/Postal Code
Other Country Y v
Other Latitude Remove Down
Other Longitude
Mailing Street
Mailing City
Mailing State/Province
Mailing Zip/Postal Code -
If mulfiple mafches found, only Name is displayed.

8. A Lead look up only displays one Lead. If multiple matches are found only the
contact lead Name is displayed. Lead look up search parameters can be added
from the Available field to the Selections field.

w If single Lead found, display: Name
Available Selections

Salutation - Name
First Name
Last Name
Title
Company
Street LS|
City
State/Province L1
Zip/Postal Code Remove
Country

Latitude

Longitude

Phone

Mobile -

If muitiple matches found, only Name is displayed.

m
0j05

jw]
5]
=
=a

Screen Pop Settings

The Screen Pop Settings provide further definition of how screen ‘screen pops’ are
displayed.
Screen pops open within: Existing browser window

w Screen pops open within: Existing browser window

@ Existing browser window
() New browser window or tab

e Determines where the screen pop will occur. It can pop within the existing
browser window, or it can pop into a new browser tab. (If the browser being used
does not support tabs, it can pop into a new browser window).
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No match records: Don’t pop any screen

w HNo matching records: Don't pop any screen

@ Don't pop any screen
© Pop to new | —None-- E
© Pop to Visui—None-- &)
Account
Campaign
Case

b Single-matching recore

. . Ewvent
b Multiple-matching rec Lead ny screen

Opportunity
Task
User

e Determines what action will commence if no matches are found. The options are
to have no pop at all, or to pop to a new Salesforce object (e.g. a new Contact)

Single matching record: Pop detail page

w Single-matching record: Pop detail page
) Don't pop any screen
@ Pop detail page
) Pop to Visualforce page

£

e Determines the action to perform with a unique match. The supported options
are:

o Don’t pop any screen
o Pop detail page

Multiple matching records: Don’t pop any screen

w» Multiple-matching records: Don't pop any screen
i@ Don't pop any screen
") Pop to search page
) Pop to Visualforce page @,

¢ Determines the action to perform when multiple matches occur. The supported
options are:

o Don’t pop any screen
o Pop to search page
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1. Once the required settings have been defined, click the Save button. ISA is now
available to those agents.

SoftPhone Layout Edit

for inbound, outbound, and internal calls. Assign SoftPhone layouts to user profiles by clicking Layout Assignment in the SoftPhone Layouts page

Each SoftPhone layout allows you to customize the ofa
[[save] | cancer
Name | Avaya Softphone Layout ' Is Default Layout

Select Call Type [T

Softphone Layout Help about this section @

Display these call-related fields:
» Caller ID, Dialed Number Edit

Display these salesforce.com objects:
Add / Remove Objects

} Account, Contact, Lead

} If single Account found, display: Account Name Edit
If multiple matches found, oniy Account Name IS displayed.
b If single Contact found, display: Name Edit
If multiple matches found, oniy Name is displayed.
Edit

b If single Lead found, display: Name
If multiple matches found, oniy Name is displayed.

CT1 2.0 or Higher Settings Help about this section @

Screen Pop Settings:
}» Screen pops open within: Existing browser window Edit

» Nomatching records: Don't pop any screen Edit
b Single-matching record: Pop detail page Edit
Edit

} Multiple-matching records: Don't pop any screen
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Logging into ISA
Accepting the IP Office Contact Center Certificate prior to Logging into ISA

Before an agent can login to the IP Office Contact Center Salesforce App (ISA), the
certificate of the IP Office Contact Center Server must be accepted.

1. In your browser, enter the following URL:

https://<IP Office Contact Center Server IP Address>:28443/CRMConnector/

2. Ensure the port number is the same as stated in the CRMConnector
Deployment section.

3. Accept the certificate. If the certificate is not accepted, login to ISA will fail.

Note: When using the Chrome browser to access the URL, the following screen is
displayed.

| Privacy error x ¥

| € > C | fxbaps//148147.182.193:8443/CRMConnector/login o
‘ i Apps @B Postman

L

Your connection is not private

Attackers might be trying to steal your information from 148.147.182.193 (for example,
passwords, messages, or credit cards).

Click Advanced. The following screen is displayed.

oo T -
€« C' | B b#pt://148.147.182.193:8443/CRMConnector/login DR - I

7 Apps @ Postman
UUT SIS SO 15 IOt PTTvets

Attackers might be trying to steal your information from 148.147.182.193 (for example,
passwords, messages, or credit cards).

Hide advanced Back to safety

This server could not prove that it is 148.147.182.193; its security certificate is not trusted
by your computer's operating system. This may be caused by a misconfiguration or an
attacker intercepting your connection.

| Proceed to 148.147.182.193 (unsafe] |

Click on Proceed to ... The certificate will be accepted.
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Note: If the internet connection is via a proxy, an exception needs to be added in the
browser for IP Office Contact Center Server. Unexpected Connection failures can
OoCcur over a proxy connection.

Login to Salesforce using the Salesforce URL.

salesforce

User Name

Password
Log in to Salesforce

Remember User Mame

Forgot your password? | Sign up for free.

Log in to a custom domain.

Login to ISA
Once the agent has logged into Salesforce, the IP Office Contact Center Salesforce
App(ISA) will be loaded in the bottom right side of the browser, as illustrated below.

NOTE: Salesforce provides a variety of default ‘dummy’ data. Therefore a number of
default records may initially be displayed, in addition to your own records.

The agent must click on the Phone button to pop ISA.

« - C https://ap.salesforce.com/console 77 & % == E =
2% Apps € Puslman
Search Developing ISA Pkq, version 1.0
Sandesh BetaPkg v  Setup Help & Training SanForce ~
& Accounts - +
| All Accounts v | Edit| Delete | Create New View EEE Bl Jpreed | o @
|NewAchum||'_J| alBlc|ple|Fla|H|I[J[KILIM|N[o|P|a|R|s|T|u|lv|w]|x]|Y]|Z]|other [Aul]
|:| Acton Account Name I Account Slte Bllling 5tate/Frovince
O EditIDelle Burlington Textiles Corp of America NG
[[J Edit|Del|@p Dickenson ple KS
[[J Edit|Del|g) Edge Communications TX
(] Edit|DaI|° Expreee Logistice and Traneport oR
[ Edit|Del|€) GenePoint CA
[[J Edit|Del | @) Grand Hotels & Resorts Ltd IL
[[J Edit|Del | @) Pyramid Construction Inc. AVAyA
[ Feit]Nel | @) sForce A IP Office Contact Center
(] Edit|Del|e United Qil & Gas Corp. MY
[ Edit|Del|€) United Oil & Gas. Singapors Singapors US"’"‘“*’l:I
() Edit|Del |@) United Oil & Gas. UK UK Password l:l
[ EditlDel | @ Universitv of Arizona AZ Extension
| Login |
< |
1-120f12¥] 0 Selected ¥| 4 4 Previcus Next b ¥ Page
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1. The ISA login screen is displayed. Enter:
a. The agent’s IP Office Contact Center’s Username
i. Maximum length 30 characters
b. The agent’s IP Office Contact Center Password
i. Maximum length 255 characters
c. The agent’s Extension.
I. Maximum length 30 characters

AVAYA

1P Office Contact Center

Username

Password

Extension 8502

2. Upon successful login, the Telephony controls will be displayed as illustrated
below.

INote: Unsupported Ul controls will not be displayed|

0@O-000060@

Note: Click-to-dial is enabled on Salesforce.com once an Agent successfully logs into
the Application. Click-2-dial will be disabled on Agent log off.
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Note: If an agent provides invalid credentials, an error message will be displayed
stating Invalid agent credentials.

To login into the CRM App User Interface, the user has to either click on the
Login button or tab to the Login button and press the Enter key or Space Bar to
activate the login process. Pressing the Enter key on any of the fields
(Username, Password, Extension) is not supported, as each field requires
validation.

Note: If a user is logged into ISA and the network connection with IP Office
Contact Center server is broken and the user then performs an operation in the
User Interface (for example, dials a number), the user is automatically logged out
of the User Interface. After a period of time and the following message is
displayed Connection to IPOCC Server was closed or lost unexpectedly.

Users will not be allowed to logout or change agent state from "Available" to
"Breaktime", when a call is in progress.

If a user is logged into ISA and is logged off from the Telephony via Supervisor
console or Agent console of the IP Office Contact Center thick User Interface,
the user is automatically logged off from ISA. The following message is displayed
Agent was logged off via Supervisor console or via external endpoint.

The opposite of the above scenario is also true, i.e. if a user is logged off from
the ISA App User Interface, then the user is also logged off from the Telephony
in the CC UL.

ISA Ul Controls
The telephony Ul buttons of ISA are shown below. The alignment of these buttons may

differ,

ASTIOMMOO®m>

if the app window is resized.
Agent Name

Agent Extension
Answer

Call Release / Drop
Hold / Unhold

Dial pad button
Consult

Transfer
Conference

Wrap Up

Job Code
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L

A @
Breaktime
@Agenﬂ %) Logout

@802
Groups

QQ QQIYLLY

Note: The Agent State is visible on the top right, as a select option widget. The green
icon indicates that the agent is available. The red icon indicates that the agent is on
breaktime. The state of the agent can also be updated by the Supervisor or the Agent
themselves from the IP Office Contact Center User Interface. The changes are reflected
in ISA.
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Agent Group Sign-On/Off
Click on Groups, to display a list of groups as illustrated below. The Agent can check, or
uncheck the groups to which they are to be signed-in/off.

@ _

Agent2
803

Agent Groups n

Select All - Clear All

Group 1
Group 2
Group 3

Close

Receiving Calls

After successful login, Agents can receive incoming calls. When an incoming call is
presented to the agent, the Call Pickup button will be illuminated green. It will also
blink. Details about the incoming call are also displayed, as illustrated below.
Topic Name

Call Direction

Caller Name

Phone Number

Call Type

Call Alert Indicator

mmoow»

"

Agent1
802

B A
Mr. Peter ParkedC @cml

@soa

60

An Agent can accept a call by clicking on the Call Pickup button. Once the call is
answered, the conversation starts and the screen is updated as illustrated. The duration
and direction of the call is shown along with incoming contact details. The incoming
Contact must be pre-configured in Salesforce, otherwise the contact will be shown as
Unknown.
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Hold/UnHold

A Call can be put on hold by the agent or the other party. The Agent can put the call on
hold, by clicking on the Hold button. Once the call is placed on hold, the Hold button is
illuminated. The call status will also be modified.

Mr. Peter Parker
806

eslojeey 1 1 1)

The call can be taken off hold, by once again clicking the Hold button The status of the
call will change accordingly.

Mr. Peter Parker

esioelel 1 1 1/

Drop Call
To drop/release a call, click on the Call Release button. The button’s color will change
to Red.
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Mr. Peter Parker 00:05:26
806 Conversation

@~ WEOPO®

Outbound Call

To make an outbound call, click on the Dial Pad button. A dialog box appears. Select
whether an internal or external number is to be dialed. In the Dial dialog box, enter the
number to be dialed, and then click the Dial button.

Enter Mumber

) Intern '®) Extern

Dial || Cancel

@0 000600

Once the Dial button is clicked, the dialog disappears and the status of the call and the
called party is displayed.
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Rose Gonzalez
803

-~ 0000906

Once the other party accepts the call, the call is connected. The call status is updated to
Conversation, as illustrated below.

Ms. Rose Gonzalez 00:00:47
803 Conversation

Q@ ~HWEFOOO®

Consult

During an ongoing call, an agent may wish to discuss/consult the call with another
agent. The agent clicks the Consult button. On clicking the consult button, a dialog box
opens.
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Ms. Rose Gonzalez 00:18:11
203 nversation

Enter Number
|s04 |

® intern O Extern

Dial = Cancel

Q~HWHLOPO®

The agent enters the number of the extension to be consulted, and then clicks Dial. The
current call is placed on Hold. The status of the ‘consult call’ is displayed.

A. The original call is placed on hold

B. ‘Consult’ call

Agenti
802

«

Ms. Rose Gonzalez
803

0~ 000»90®

Once the other agent accepts the call, the conversation commences, as illustrated
below
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A 2

Agent1

802

Ms. Rose Gonzalez 00:49:14
803 Hold
Agent 3 00:25:06

During the ‘consult’ call (or between any two calls), the agent can switch between the

calls by clicking on the respective call area panel.
A. First Call Area
B. Second Call Area

Pocc m

Agenti

802

Ms. Rose Gonzalez 00:56:09
803 Conversation A

g

A ent 3 00:32:02
8(?4 Hold

After the ‘consult’ call is completed, the agent clicks on the Call Release button. The

‘consult’ call is ended.

Note: Ensure that the consult call is the active call.

When the ‘consult call’ ends, the original call is still in a Hold state. Therefore to

“‘unhold” the call the agent must once again click the Hold button.
To end the call, click the Call Release button.
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Transfer

To Transfer an existing call, the agent clicks the Dial Pad button, enters the number to
which the call is to be transferred. The original call is automatically placed on hold.
Once the other party has picked up the call, the call is connected. To complete the
transfer process, click the Transfer button.

Agent1
802

&

Ms. Rose Gonzalez 00:56:09
803 Conversation
Agent 3 00:32:02
804 Hold

8

Once the transfer button is clicked, the call is transferred from the agent.

A @ |

Agent1
802

Conference

During an ongoing call, an agent can conference another agent to join the call. The
agent clicks the Dial Pad button and dials the third party. The original call goes on
Hold.

When the other party accepts the call, they are ready to join the conference with the
original agent and the caller.
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A o |

Agent1

802

Ms. Rose Gonzalez 00:02:02
803 Conversation
Agent 3 00:01:02
804 Hold

To join these two calls in a conference, the agent clicks Conference button.

A @
Agent1
802
Ms. Rose Gonzalez 000

If the agent wishes to add another party into the conference, they follow the same
process. i.e. dial the number, connect the call and then click on the Conference button.

To drop out of the conference, click the Call Release button.

Job Codes
An Agent can add Job Codes relating to the call, by clicking on the Job Code button.

After clicking on the button, the agent will see a pop-up dialog as illustrated below.
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[0 1 - JobCodet
EdnaFran — ' "7°F 00:00:33
8503 ) 2 - yobCodez jonversation
[0 3- JobCooed

[0 4- JobCodes

[0 5- JobCodes

[0 6 - Jobcodes

Unrestricted entry (length 1)

Send | | Cancel

The agent can select the Job Code from the list and click Send. Job codes can be
manually added by entering the code in the box, clicking Add, and then selecting the
code and clicking Send.

Wrap-Up

If wrap up is configured, an Agent enters the wrap-up state after the call ends. By
clicking on the wrap-up button, the agent can end the Wrap up. When the agent is in
wrap-up, the timer shows the period left before wrap-up will expire.

Edna Frank
8503

O@0BGO00®

Logout
To logout, click the Logout button.
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.v
Breaktime
802

>

Groups

Call Log
By default, completed calls are logged and saved in Salesforce, when the
corresponding contact object is available.
If the incoming contact number is present in multiple objects of same or different type,
the call log will not be saved.
Calls logs for incomplete/abandoned calls will not be saved.
Call logs are saved to Salesforce “Task” object of the Contact.
The following fields are saved by ISA in Call logs.
o Contactid

Subject (the default value "CALL" will be stored)

Status- will always be stored as “completed” state

Phone and email id will automatically be updated from contact
Duration (in seconds)

Call Type

O O O O O

Call Logs will always be displayed in the activity history of the contact.

Note: Call Logs are not a replacement for IP Office Contact Center call related reports.
The two are independent of each other. Salesforce Call logs, saves or updates the Task
object in Salesforce. Salesforce will only have information related to the current
User/Agent.

Topic Call : An inbound topic call initiated from customer will be saved in call log. The
topic call will be visible in comments field and will be saved in following format “Topic
call - <topicnumber>”

Screen Pop

Configure the softphone layout option as given under the Configuring Softphone
Layout section of this guide. Once the configuration is in place, the screen pop on calls
feature is enabled.

Note: Screen pop will occur on Inbound, and Outbound calls. The Phone Number
(Dialed or Incoming) will be used as the key to search for Salesforce objects.
Note: Screen Pop is not supported in Standard mode.

Known Issues:
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After screen pop occurs, Salesforce doesn’t relinquish User Interface control to IP
Office Contact Center Salesforce App. Consequently the Agent is not able to type
anything in ISA dial pad. The workaround is that the Agent needs to click once in
Salesforce area, and then click on ISA.
https://success.salesforce.com/issues_view?id=alp30000000SyTGAAO

Uninstalling the ISA Application

1. To uninstall the application, click on Setup and navigate to Build, followed by
Installed Packages.

2. Click on Installed Packages.

| Translation Workbench
| Data Management

*| Mobile Administration

*| Desktop Administration
»| Email Administration

*| Google Apps

+| Data.com Administration

Build

*| Customize

*| Create

v/ Develop
Schema Builder
Canvas App Previewer

Installed Packages

AppExchange Marketplace
Critical Updates

3. Alist of installed packages is displayed. Identify the package to be uninstalled.
Click the Uninstall button.

Help for thiz Page &

Installed Packages

On Force.com AppExchange you can browse, test drive, download, and install pre-built apps and components right into your salesforce.com
environment. Learn More about Installing Packages appexchange

Apps and components are installed in packages. Any custom apps, tabs, and custom objects are initially marked as "In Development” and are not

deployed to your users. This allows you to test and customize before deploying. You can deploy the components individually using the other features in
setup or as a group by clicking Deploy. Visit AppExchange »

Depending on the links next to an installed package, you can take different actions from this page.

To remove a package, click Uninstall. To manage your package licenses, click Manage Licenses.

Installed Packages

Action Package Name Publisher Version Number Namespace Prefix Install Date
Uninstall 7% |IPOCC SFConnector Avaya 1.6 avaya_ipocc_sfc 2/24/12015 244 P
Description

IPOCC SFConnectorintegrates Salesforce CRM Application with IPOCC. Using IPOCC SFConnector app contact center agents can use Salesforce CRM applicati...

Uninstalled Packages

Mo uninstalled package data archives
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4. A confirmation screen is displayed including options to save the data associated

with the package. To uninstall the package, click on the checkbox adjacent to

Yes, | want to uninstall the package and permanently delete all associated

components.

Uninstalling a Package Help for this Page @

'fi\' Uninstalling this package will:
« Permanently delete all components in this package (listed below)
« Permanently delete all customizations you have made to these components

When you uninstall a package, by default, all its data as well as related notes and attachments are automatically saved as an export file. This file is available for 48 hours
in case you need to recover the data. To reload the data, import the export file manually and recreate any relationships between objects. Some components can't be
recreated and others require special treatment. You can also prevent the package data from being exported by selecting the appropriate radio button below. Tell me
more

Package Compeonents

Action Name Parent Object Type
icc_consult call Static Resource
icc dial pad Static Resource
iccSessionananer Static Resource
icc_end wrap up Static Resource
iccUIController Static Resource
iccAppUl Visualforce Page
IPGCC Call Center Definition Call Center
iccContactSearchController Apex Class
iccContactSearchControllerTest Apex Class

* Save a copy of this package's data for 48 hours after uninstall

Do not save a copy of this package's data after uninstall

#Ives, |want to uninstall this package and permanently delete all associated components

Uninstall

5. Click the Uninstall button. A progress screen is displayed.

Installed Packages Heip or this Page @

On Force.com AppExchange you can browse, test drive, download, and install pre-built apps and components right into your salesforce.com environment.
Learn More about Installing Packages ‘ s | o o
appexchange

l4pps and components are installed in packages. Any custom apps, tabs, and custom objects are initially marked as "In Development” and are not
deployed to your users. This allows you to test and customize before deploying. You can deploy the components individually using the other features in
setup or as a group by clicking Deploy.

Cepending on the links next to an installed package, you can take different actions from this page

[To remove a package, click Uninstall To manage your package licenses, click Manage Licenses

Installed Packages

Package Name Publisher Version Number Namespace Prefix Install Date
¥, SanManagedBetal abc 1.2 (Beta 2) sanTest 12/29/2014 6:22 PM
Description

Base ISA Managed package

Y/

Uninstalled Packages

Action Package Name Namespace Expiration Date Uninstall Status Uninstall Date
SanManagedBeta1 (Version Name New Year Eve 0.1) sanTest 12/31/2014 7:51 PM In Progress 12/29/2014 7:51 PM
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6. The uninstall process can take a number of minutes to complete. The status of
the package is displayed in the Uninstalled Packages panel.

Installed Packages Help for ths Pag

On Force.com AppExchange you can browse, test drive, download, and install pre-built apps and components right into your salesforce.com
environment. Learn More about Installing Packages

Apps and components are installed in packages. Any custom apps, tabs, and custom objects are initially marked as “In Development” and are not
deployed to your users. This allows you to test and customize before deploying. You can deploy the components individually using the other features in
setup or as a group by clicking Deploy. Visit AppExchange

Depending on the links next to an installed package, you can take different actions from this page

To remove a package, click Uninstall. To manage your package licenses, click Manage Licenses.

Installed Packages

No packages installed

Uninstalled Packages

Action Package Name Namespace Expiration Date Uninstall Status Uninstall Date

Del ISA_Pkg (Version Name 20150129) ISA_ManagedBeta 2/5/2015 1:02 PM Uninstall Complete 2/3/2015 1:02PM

7. To completely remove the package, click the Del button. The package is deleted
from the SFDC al/c.

Troubleshooting the CRM Connector

In case of unexpected behavior in the Salesforce Application, please supply the log files
listed below to Avaya Support:

e CRM Connector logs in IP Office Contact Center TTrace
e Browser Console: This is a debugging display that is part of the user’s browser.

To obtain the log from the Browser Console, the browser’s debugging tools will have to
be invoked. (This can be achieved in both Firefox and Chrome by pressing “F127).
Once the debugging tools are displayed, use the tools to select the Console display.
Recreate the issue while the Console is displayed. When you have finished recreating
the issue, highlight the entire contents of the Console display and send the log entries
to Avaya Application Support.

Other Troubleshooting Considerations
e A User cannot logout or change their agent state from Available to Break time,
when a call is in progress.

e If a useris logged into the ISA App User Interface and is logged off from the
Telephony via Supervisor console or Agent console of the Contact Center User
Interface, the user will automatically be logged off from ISA App User Interface.
The following message is displayed: "Agent was logged off via Supervisor
console or via external endpoint.”

e If a user is logged off from the ISA App User Interface, the user is also logged off
from the Telephony in the Contact Center User Interface.

e |If auserislogged into the ISA App User Interface and is in idle state for a period
of 60 minutes, then session timeout occurs from the CRM Connector. In this
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case, the user is automatically logged off the User Interface and the following
message is displayed: "IPOCC Server session timed out for the logged in Agent."

e If a useris logged into the ISA App User Interface and the network connection is
lost and they then attempt to use the interface for example, to dial a number, the
user is automatically logged out of the user Interface and the following message
is displayed: "Connection to IPOCC Server was closed or lost unexpectedly".

o A user will only receive a ‘connection lost’ message when they perform an
operation via the interface, as the web socket connection is alive and
remains so for a long period, believing that connection will be restored.
Therefore the App is not notified of the loss of connection, until a request
is sent to server.

e If the CRMConnector is already installed and the IP Office Contact Center Server
is upgraded, the CRMConnector will not be upgraded. The CRMConnector

would therefore require to be manually upgraded in a similar manner to a fresh
installation.
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Avaya Documentation
e http://support.avaya.com/

Avaya IP Office Contact Center Task Based Guides

IP Office Contact Center Start Here First

IP Office Contact Center Installation Task Based Guide

IP Office Contact Center Advanced Installation Task Based Guide

IP Office Contact Center — IVR Editor Scenarios Task Based Guide

IP Office Contact Center Task-Flow Editor Telephony Task Based Guide
IP Office Contact Center Telephony User Interface Task Based Guide

IP Office Contact Center Reporting Task Based Guide

IP Office Contact Center Dialer Task Based Guide

IP Office Contact Center Contact Recorder Configuration Task Based Guide
IP Office Contact Center Email and Chat Services Task Based Guide

IP Office Contact Center Maintenance Task Based Guide

Please note, only the IP Office Contact Center Task Based Guides listed above are
available from Avaya. Further IP Office Task Based Guide documentation as listed
below is available directly from ITEL. http://www.iteluk.com/
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ITEL IP Office Task Based Guides

Initial Installation

©OoNoGO AWM

IP Office Configuration Maps

IP Office Hardware Installation

IP Office Initialisation

IP Office Manager

IP Office Voicemail Pro Initial Installation Guide

IP Office Small Community Networking

IP Office Customer Call Reporter Initial Installation Guide
IP Office Server Edition Configuration

IP Office Security Policies

UCM

10.

IP Office Unified Communications Module

Core Telephony

11.
12.
13.
14.
15.
16.

IP Office Telephony and Call Routing

IP Office Short Codes Summary

IP Office Hunt Group Setup and Operation

IP Office Conferencing

IP Office IP Telephony Guide

IP Office Computer Telephony Integration — 1st Party

Users, Telephone & Softphone Configuration

17.
18.
19.

IP Office Configuring IP Office Phones and User Accounts
IP Office Call Handling
IP Office Configuring the IP Office Softphone

Auto Attendant & Voicemail

20.
21.
22.
23.

IP Office Embedded Voicemail (Intuity Mode) Flowchart
IP Office Auto-Attendant Setup and Operation

IP Office Embedded Voicemail

IP Office Embedded Voicemail Flowchart

Voicemail Pro

24,
25.

IP Office Voicemail Pro Summary Guide
IP Office Voicemail Pro — Voicemail User Guide
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One X Portal & IP Office Applications

26.
27.
28.
29.
30.
31.

IP Office One X Portal Guide

IP Office One X Mobile Preferred Implementation
IP Office Plug-in for Microsoft® Outlook®

IP Office MS Lync Plugin

IP Office Avaya Flare

IP Office One X Mobile Essential

Customer Call Reporter — CCR

32.
33.

IP Office Customer Call Reporter Configuration Guide
IP Office Customer Call Reporter Wallboard Guide

Contact Store & Receptionist Console

34.
35.

IP Office Contact Store
IP Office Receptionist Console

Maintenance

36.
37.
38.

IP Office Backup and Restore
IP Office System Status Application
IP Office Upgrade Guide
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