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Notice

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

Documentation disclaimer

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

Link disclaimer

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

“Hosted Service” means an Avaya hosted service subscription that You acquire from either Avaya or an authorized Avaya Channel
Partner (as applicable) and which is described further in Hosted SAS or other service description documentation regarding the
applicable hosted service. If You purchase a Hosted Service subscription, You may be entitled to support services in connection with
the Hosted Service as described further in your service description documents for the applicable Hosted Service. Contact Avaya or
Avaya Channel Partner (as applicable) for more information.

Hosted Service

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

Copyright

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

Third Party Components

“Third Party Components” mean certain software programs or portions thereof included in the Hosted Service may contain software
(including open source software) distributed under third party agreements (“Third Party Components”), which contain terms regarding
the rights to use certain portions of the software (“Third Party Terms”). The Third Party Terms that apply is available in the products,
Documentation or on Avaya'’s website at: http://support.avaya.com/Copyright or such successor site as designated by Avaya.
Service Provider

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

WITH RESPECT TO CODECS, IF THE AVAYA CHANNEL PARTNER IS HOSTING ANY PRODUCTS THAT USE OR EMBED THE
H.264 CODEC OR H.265 CODEC, THE AVAYA CHANNEL PARTNER ACKNOWLEDGES AND AGREES THE AVAYA CHANNEL
PARTNER IS RESPONSIBLE FOR ANY AND ALL RELATED FEES AND/OR ROYALTIES. THE H.264 (AVC) CODEC IS
LICENSED UNDER THE AVC PATENT PORTFOLIO LICENSE FOR THE PERSONAL USE OF A CONSUMER OR OTHER USES
IN WHICH IT DOES NOT RECEIVE REMUNERATION TO: (I) ENCODE VIDEO IN COMPLIANCE WITH THE AVC STANDARD
("AVC VIDEQO") AND/OR (lI) DECODE AVC VIDEO THAT WAS ENCODED BY A CONSUMER ENGAGED IN A PERSONAL
ACTIVITY AND/OR WAS OBTAINED FROM A VIDEO PROVIDER LICENSED TO PROVIDE AVC VIDEO. NO LICENSE IS
GRANTED OR SHALL BE IMPLIED FOR ANY OTHER USE. ADDITIONAL INFORMATION FOR H.264 (AVC) AND H.265 (HEVC)
CODECS MAY BE OBTAINED FROM MPEG LA, L.L.C. SEE HTTP://WWW.MPEGLA.COM.

Compliance with Laws

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

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

Avaya Toll Fraud intervention

If You suspect that You are being victimized by Toll Fraud and You need technical assistance or support, call Technical Service Center
Toll Fraud Intervention Hotline at +1-800-643-2353 for the United States and Canada. For additional support telephone numbers, see
the Avaya Support website: http://support.avaya.com, or such successor site as designated by Avaya.

Security Vulnerabilities

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

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

Trademarks

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

Avaya is a registered trademark of Avaya Inc.

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

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

Downloading Documentation

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

Contact Avaya Support

See the Avaya Support website: http://support.avaya.com for product or Hosted Service notices and articles, or to report a problem
with your Avaya product or Hosted Service. For a list of support telephone humbers and contact addresses, go to the Avaya Support
website: http://support.avaya.com (or such successor site as designated by Avaya), scroll to the bottom of the page, and select
Contact Avaya Support.
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1.0 Avaya OneCloud™ CCaaS Customer Documentation

The Avaya Documentation Center contains the documentation required to get customers setup
and using Avaya OneCloud™ CCaasS Public.

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

Avaya OneCloud CCaaS Public Documentation

Title Link Use the document/videos | Audience

to:
Overview
Avaya Avaya OneCloud™ | Learn about tested product « Sales engineers
OneCloud™ CCaasS Solution characteristics and o Business partners
CCaaS Public | Description capabilities, including e Solution architects
Solution product overview and e Implementation
Description feature descriptions, engineers

interoperability,
performance specifications,
security, and licensing
requirements.

Administering

Configuring Configuring Avaya | Create, edit, and manage o Developers
Avaya OneCloud™ workflows for Avaya « Account
OneCloud™ CCaaS workflows |OneCloud™ CCaa$S Public. administrators
CCaasS Public e Business analysts
workflows

Deploying Deploying Preview | Integrate Avaya o Sales engineers
Avaya Dialing for Avaya | OneCloud™ CCaa$S Public « Business partners
OneCloud™ | OneCloud™ CCaaS | with Preview Dialing. « Solution architects
CCaasS Public | Public e Implementation
with Preview engineers
Dialing
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https://documentation.avaya.com/bundle?rpp=10&labelkey=Avaya_IX_Contact_Center
https://documentation.avaya.com/bundle/AvayaOneCloud_CCaaS_Solution_Description_10/page/Avaya_OneCloud_CCaaS_Overview.html
https://documentation.avaya.com/bundle/AvayaOneCloud_CCaaS_Solution_Description_10/page/Avaya_OneCloud_CCaaS_Overview.html
https://documentation.avaya.com/bundle/AvayaOneCloud_CCaaS_Solution_Description_10/page/Avaya_OneCloud_CCaaS_Overview.html
https://documentation.avaya.com/bundle/OneCloudCCaaS_Workflows_10/page/Avaya_OneCloud_CCaaS_workflows_overview.html
https://documentation.avaya.com/bundle/OneCloudCCaaS_Workflows_10/page/Avaya_OneCloud_CCaaS_workflows_overview.html
https://documentation.avaya.com/bundle/OneCloudCCaaS_Workflows_10/page/Avaya_OneCloud_CCaaS_workflows_overview.html
https://documentation.avaya.com/bundle/DeployingPreviewDialingforAvayaOneCloudCCaaSPublic/page/Proactive_Outreach_overview_in_CCaaS.html
https://documentation.avaya.com/bundle/DeployingPreviewDialingforAvayaOneCloudCCaaSPublic/page/Proactive_Outreach_overview_in_CCaaS.html
https://documentation.avaya.com/bundle/DeployingPreviewDialingforAvayaOneCloudCCaaSPublic/page/Proactive_Outreach_overview_in_CCaaS.html
https://documentation.avaya.com/bundle/DeployingPreviewDialingforAvayaOneCloudCCaaSPublic/page/Proactive_Outreach_overview_in_CCaaS.html
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Using Preview | Using Preview Configure Preview Dialing o Sales engineers
Dialing for Dialing in Avaya | with Avaya OneCloud™ « Business partners
Avaya Workspaces CCaasS Public. « Solution architects
OneCloud™ e Implementation
CCaasS Public engineers
Administering | Administering Administer Avaya e Account

Avaya
OneCloud™
CCaasS Public

Avaya OneCloud™
CCaaS

OneCloud™ CCaaS Public.

administrators
Supervisors

Administering
Avaya
OneCloud™
CCaasS Public
Workspaces for
CRM

Administering
Avaya OneCloud

Public Workspaces
for CRM

Configure Avaya
OneCloud™ CCaaS Public
to integrate with Customer
Relationship Management
applications.

Account
administrators
Business analysts

Using

Using Avaya Using Avaya Use the features and e Agents
Workspaces for | Workspaces for capabilities of Avaya e Supervisors
Avaya Avaya OneCloud™ | Workspaces for Avaya

OneCloud™ CCaaS OneCloud™ CCaaS Public.

CCaasS Public

Using Avaya Using Avaya Use the Avaya Workspaces e Agents
OneCloud™ OneCloud CCaaS |functionality from within o Supervisors
CCaaS Public | Public Workspaces | Customer Relationship

Workspaces for
CRM

for CRM

Management applications.

Using Avaya Using Avaya Use the features and e Supervisors
OneCloud™ OneCloud™ capabilities of Avaya o Administrators
CCaaS CCaaS Analytics | Analytics™ for Avaya e Report designers
Analytics OneCloud™ CCaaS

Public.
Videos
Avaya Avaya Administer Avaya e Account
OneCloud™ OneCloud™ OneCloud™ CCaaS Public. administrators
CCaaS CCaaS Application e Supervisors
Application Center Videos

Center Videos
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https://documentation.avaya.com/bundle/UsingPreviewDialinginAvayaWorkspaces/page/Overview.html
https://documentation.avaya.com/bundle/UsingPreviewDialinginAvayaWorkspaces/page/Overview.html
https://documentation.avaya.com/bundle/UsingPreviewDialinginAvayaWorkspaces/page/Overview.html
https://documentation.avaya.com/bundle/AvayaOneCloud_CCaaS_Administering_10/page/Logging_in_to_Administration_Portal_for_the_first_time.html
https://documentation.avaya.com/bundle/AvayaOneCloud_CCaaS_Administering_10/page/Logging_in_to_Administration_Portal_for_the_first_time.html
https://documentation.avaya.com/bundle/AvayaOneCloud_CCaaS_Administering_10/page/Logging_in_to_Administration_Portal_for_the_first_time.html
https://documentation.avaya.com/bundle/AdministeringCRM/page/Purpose__Administering_CRMs_.html
https://documentation.avaya.com/bundle/AdministeringCRM/page/Purpose__Administering_CRMs_.html
https://documentation.avaya.com/bundle/AdministeringCRM/page/Purpose__Administering_CRMs_.html
https://documentation.avaya.com/bundle/AdministeringCRM/page/Purpose__Administering_CRMs_.html
https://documentation.avaya.com/bundle/UsingWorkspacesOneCloudCCaaS10/page/Avaya_Workspaces_Overview.html
https://documentation.avaya.com/bundle/UsingWorkspacesOneCloudCCaaS10/page/Avaya_Workspaces_Overview.html
https://documentation.avaya.com/bundle/UsingWorkspacesOneCloudCCaaS10/page/Avaya_Workspaces_Overview.html
https://documentation.avaya.com/bundle/UsingWorkspacesOneCloudCCaaS10/page/Avaya_Workspaces_Overview.html
https://documentation.avaya.com/bundle/UsingCRM/page/Purpose.html
https://documentation.avaya.com/bundle/UsingCRM/page/Purpose.html
https://documentation.avaya.com/bundle/UsingCRM/page/Purpose.html
https://documentation.avaya.com/bundle/UsingCRM/page/Purpose.html
https://documentation.avaya.com/bundle/UsingAvayaIXReporting10/page/Avaya_OneCloud__CCaaS_Analytics_overview.html
https://documentation.avaya.com/bundle/UsingAvayaIXReporting10/page/Avaya_OneCloud__CCaaS_Analytics_overview.html
https://documentation.avaya.com/bundle/UsingAvayaIXReporting10/page/Avaya_OneCloud__CCaaS_Analytics_overview.html
https://documentation.avaya.com/bundle/AvayaOneCloud_CCaaS_Videos/page/Getting_Started_with_Administration_Center.html
https://documentation.avaya.com/bundle/AvayaOneCloud_CCaaS_Videos/page/Getting_Started_with_Administration_Center.html
https://documentation.avaya.com/bundle/AvayaOneCloud_CCaaS_Videos/page/Getting_Started_with_Administration_Center.html
https://documentation.avaya.com/bundle/AvayaOneCloud_CCaaS_Videos/page/Getting_Started_with_Administration_Center.html
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Avaya Avaya Manage orchestration for o Developers
OneCloud™ OneCloud™ Avaya OneCloud™ CCaaS « Account

CCaaS Public | CCaaS Public Public. administrators
Orchestration | Orchestration e Business analysts
Videos Videos

Using Avaya Using Avaya Manage real-time and e Supervisors
OneCloud™ OneCloud™ historical reports.

CCaaS Public | CCaaS Public for

for supervisors | supervisors Videos

Using Avaya Using Avaya Manage contact center e Supervisors
OneCloud™ OneCloud™ features. e Agents

CCaaS Public | CCaaS Public for

for Agents Agents Videos

Avaya Avaya OneCloud | Manage automation for o Developers
OneCloud CCaaS Public Avaya OneCloud™ CCaaS « Account

CCaaS Public | Automation Public. administrators
Automation Videos e Business analysts
Videos

Getting started | Getting Started View an overview of e Sales engineers
with Avaya with Avaya Avaya OneCloud™ CCaaS o Business partners
OneCloud™ OneCloud™ Public features. e Solution architects
CCaaS Public | CCaaS Public e Implementation
Videos Videos engineers

Supervisors
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https://documentation.avaya.com/bundle/AvayaOneCloud_CCaaS_Orchestration_Videos/page/Getting_started_with_Orchestration.html
https://documentation.avaya.com/bundle/AvayaOneCloud_CCaaS_Orchestration_Videos/page/Getting_started_with_Orchestration.html
https://documentation.avaya.com/bundle/AvayaOneCloud_CCaaS_Orchestration_Videos/page/Getting_started_with_Orchestration.html
https://documentation.avaya.com/bundle/AvayaOneCloud_CCaaS_Orchestration_Videos/page/Getting_started_with_Orchestration.html
https://documentation.avaya.com/bundle/AvayaOneCloud_CCaaS_Orchestration_Videos/page/Getting_started_with_Orchestration.html
https://documentation.avaya.com/bundle/Supervisor_videos/page/Creating_a_real_time_view.html
https://documentation.avaya.com/bundle/Supervisor_videos/page/Creating_a_real_time_view.html
https://documentation.avaya.com/bundle/Supervisor_videos/page/Creating_a_real_time_view.html
https://documentation.avaya.com/bundle/Supervisor_videos/page/Creating_a_real_time_view.html
https://documentation.avaya.com/bundle/Workspaces_videos/page/Launching_Agent_Desktop.html
https://documentation.avaya.com/bundle/Workspaces_videos/page/Launching_Agent_Desktop.html
https://documentation.avaya.com/bundle/Workspaces_videos/page/Launching_Agent_Desktop.html
https://documentation.avaya.com/bundle/Workspaces_videos/page/Launching_Agent_Desktop.html
https://documentation.avaya.com/bundle/Automation_Videos/page/Getting_Started_with_Automation.html
https://documentation.avaya.com/bundle/Automation_Videos/page/Getting_Started_with_Automation.html
https://documentation.avaya.com/bundle/Automation_Videos/page/Getting_Started_with_Automation.html
https://documentation.avaya.com/bundle/Automation_Videos/page/Getting_Started_with_Automation.html
https://documentation.avaya.com/bundle/OneCloud_videos/page/Introduction___Avaya_OneCloud__CCaaS_Public.html
https://documentation.avaya.com/bundle/OneCloud_videos/page/Introduction___Avaya_OneCloud__CCaaS_Public.html
https://documentation.avaya.com/bundle/OneCloud_videos/page/Introduction___Avaya_OneCloud__CCaaS_Public.html
https://documentation.avaya.com/bundle/OneCloud_videos/page/Introduction___Avaya_OneCloud__CCaaS_Public.html
https://documentation.avaya.com/bundle/OneCloud_videos/page/Introduction___Avaya_OneCloud__CCaaS_Public.html
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2.0 New Features

2.1. Voice features for new onboarded customers

Existing customers will be evaluated for migration based on their feature requirements.
2.1.1. Localized Ringback Tone

When a call is routed to an agent, customer hears the localized ringback tone that is based on the
DID number's country spec in the ITU standards. When the call is transferred to an agent,
customer will hear the same localized ringback tone as dialing any other phone numbers in the
country so that customer won't feel the call is connected to an international agent.

2.1.2. Media Resources Location Optimization

When customer calls a number that belongs to a country, then the country information will be
used to find the closest media resources that are available in the associated CCaas region for the
call. This will help reduce the network latencies.

For outbound calls made by an agent, the agent's account hierarchy country information will be
used for finding the closest media resources. If customer only has the root account country
configured for the tenant, then all users in this tenant will use this country setting. But if
customer has different user departments serving different countries' customers, customer tenant
admin can configure the account hierarchy with different country codes so that agents assigned
to different account hierarchy can be linked to different country codes.

2.1.3. Consult Transfer and Consult Conference

While on a customer call, an agent can make a consult call to a service or to another agent. The
agent can switch between the customer call and the consult call. The agent can complete the
consult call with consult transfer or consult conference. The CCaaS Cloud Ops can manually
enable/disable the consult transfer/conference feature from the account feature toggle.

The consult transfer feature allows an agent to reliably handover the customer to another agent
without being concerned that the transfer target agent doesn't answer the call. The feature also
allows the agent to pass customer case information to the second agent before completing the
transfer.

The consult conference feature allows agents to add other users into the customer call for
assistance on an as-needed basis while remaining as main point of contact for the customer case.

© 2022 Avaya Inc. All Rights Reserved.
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Feature Capabilities

Consult

o CCaasS will initially support the ability for Workspaces agents to Consult to User or
Consult to Queue.

e Once consulting the agent will have the option to Complete as Transfer or Complete as
Conference

e Consult to Team and Extension not supported initially (will support in future)

Consult capabilities

e While in a consult the consulting agent may
o Unhold the customer call. The consult call will be automatically placed on hold.
The consulting agent can continue to move between calls by using the Unhold
button
o Disconnect the consult call. The customer leg will remain on hold until it is
manually Unheld
o Complete as Transfer or Conference
« ACW:

o If disconnecting without completing the consult neither agent will receive ACW
e Supervisory Features

o A consult call cannot be Observed (will support in future)
e Consult to User - Rona

o Aconsult to User is a request to consult with a logged in and available User who
will be routed the engagement (similar to Single Step Transfer to User)

o Ifthe selected User becomes unavailable before the call is routed the call will be
Queued for the agent until they become available. Unlike Single Step Transfer to
User the call will Queue indefinitely and will not be returned to a fallback Queue
if the agent is unavailable,

o If the selected User does not answer within the Rona timeout period the call will
be Queued for the agent until they become available. Unlike Single Step Transfer
to User the call will Queue indefinitely and will not be returned to a fallback
Queue

o Disconnect the consult call. The customer leg will remain on hold until it is
manually Unheld.

= User can drop consult call while waiting for available agent (for both
consult to queue and consult to agent cases)
= User can drop consult when call is established with consult destination

© 2022 Avaya Inc. All Rights Reserved.
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Complete as Transfer

Upon transfer completion

e The consult call completes with both agents connected
e The consulting agent is dropped from the main call
e The consulted agent is added to the main call and will continue with the customer

Transfer capabilities

o« ACW:
o After disconnecting the consulting agent will not receive ACW (same as Single
Step Transfer)
o After disconnecting the consulted agent will transition to ACW if enabled for the
channel or Queue
o For Transfer to Queue it is only the original Queue for the inbound customer call
that will be considered as the Queue for the conference

Complete as Conference

Upon conference completion

e The consult call completes with both agents connected

e The consulting agent is on the main call in Unheld and resumes in an active state
e The consulted agent is added to the main call

o Both agents will now be active in a conference with the customer

Conference capabilities

o« ACW:
o After disconnecting all agents in the conference will transition to ACW if enabled
for the channel or Queue
o For Conference to Queue it is only the original Queue for the inbound customer
call that will be considered as the Queue for the conference
e Multi Party Conference
o Only 3-part conference supported in the initial delivery (will increase to 6)
o Consult button will be disabled when agents are in a conference
e Supervisory Features
o A conference call cannot be Observed (will support in future)
o An agent being observed/coached will not be able to initiate a consult call (will
support in future)
o Agents/Supervisors in a call where a supervisor has barged in will not be able to
initiate a consult call (will support in future)

© 2022 Avaya Inc. All Rights Reserved.
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Orchestration

Orchestration has been updated to support consultation calls initiated by the agent to another
agent or to a service:

= The existing Agent Connected task is updated to introduce a new output called
Consultation initiated. The output is triggered when the agent initiates a consultation
call.

= A new task called Consult has been introduced to handle the consultation call. It is
responsible for getting the agent connected with the target agent and providing a
treatment if the consultation call is queued waiting for an agent.

Agent Connected Task

Support for consultation calls is introduced in Agent Connected task version 8. A new output
called Consultation initiated is introduced. The new output can only be connected to the newly
introduced Consult task.

_J v/ AgentConnected

Lusbomer 5 Connacted o the
Dest agent

v7 Agent disconnected —
Customer transferred —

Redirected to externa )

—d ./ AgentConnected

LusDomer s connected o the
Dest agent

Agent disconnected
v8

Customer transferred

Redirected to externa

TTTT

Consultation initiated
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When the agent initiates a consultation call, the output is triggered, and the execution of the
connected Consult task begins. The Agent Connected task remains running and resumes control
when the consultation call processing is complete.

Consult Task

A new task called Consult has been introduced to handle the consultation call. It is responsible
for getting the agent connected with the target agent and providing a treatment if the consultation
call is queued waiting for an agent.

Orchestration Manager Instances view of the workflow presents a graphical and data centric
representation of consultation calls associated with the workflow instance. When viewed in real-

time, a consultation call currently in progress has both the Agent Connected and the Consult task
as active with flashing blue outline.

)‘ </ AgentConnected

Customer is connected to the
best agent

Agent disconnected 4

— Customer transferred

Redirected to external

Consultation initiated }

OlOConsuIt

Consultation call is in
progress

In the case where there are multiple consultation calls associated with a call the last consultation
call information is displayed in the instance view of the Consult task of the workflow for the
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call. The history of all the consultation calls is available in the instance view of the Agent
Connected task.

Default Workflows

The default workflow for voice automatically supports consultation handling and includes the
latest Agent Connected task and a connected Consult task. The default workflow for voice is
available to new onboarded customers with voice accounts. As the consultation feature is
disabled for current customers with voice accounts, the presence of consultation handling has no
effect for these accounts. The default workflows for non-voice channels do not support
consultation handling and continue to use v7 of the Agent Connected task.

OneCloud Voice

Custom Workflows

New custom workflows will use the latest version of the Agent Connected task. If the feature has
been enabled, a new voice channel workflow can use the feature by connecting and configuring
the Consult task. If the feature is not required or is not applicable to the channel the
Consultation initiated output of the Agent Connected task is left unconnected.

NOTE:

If consultation handling is required for existing custom workflows the Orchestration user must
manually modify the workflow to replace the existing Agent Connected task with the latest and
connect and configure the Consult task.
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Steps to update a custom workflow to support consultation:

Update the Agent
Connected task

1. Using Orchestrion Designer open the existing workflow and note
the task label

2. Drag the latest version of the Agent Connected task from the
palette to the drawing areas - place it adjacent to the existing task

3. Drag the connections from the previous Agent Connected task to

the new task

Delete the old task

Change the label to match the previous label

ok

Add the Consult task

1. Drag the latest version of the Consult task from the palette to the
drawing areas - place it adjacent to the Agent Connected task

2. Create a connection from the Consultation initiated output of the
Agent Connected task to the Consult task

3. Edit the properties to select a treatment flow to use when the
consultation call is queuing

4. Arrange the Agent Connected and the Consult tasks to maximize
the workflow readability

5. Save the workflow

Deploy

Using Designer or Orchestration Manager deploy the workflow

2.1.4. Agent/Supervisor Internal Extension Call

An agent or supervisor with the voice channel profile can make an internal extension call to
another agent or supervisor within the same tenant. A user does not need to login to voice
channel to make or receive extension calls. With the multi-call feature a user can receive an
extension call while on another call.

This feature will permit agents and supervisors to communicate with each other for non-
customer call related matters. For example, a supervisor can make an internal call to an agent
about the work schedule. An agent can call the supervisor about PC issues.

e Ifanagentis on a customer call, the agent can only make a consult call to another user
for customer related matters. This agent is blocked from making any other outbound

calls.

o If anagent is on a customer call, the agent can still receive an incoming internal call
notification. The agent can decide to answer the internal call (which will put the
customer call on hold automatically) or not to answer it.

e Ifanagentison an internal call, the agent will be made "not ready" for customer calls
until the internal call is finished.
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Since the internal call will only have browser WebRTC to Voice provider connections and there
is no PSTN participants, agent will experience wideband audio that comes with OPUS codec in
WebRTC.

2.1.5. Al Noise Removal

For all CCaaS calls, the Al Noise Removal feature are enabled by default. This feature allows
agent to hear customer better when customer is in a noisy environment which will result shorter
customer call time. This feature also automatically removes agent's background noise during the

customer call such as dog barking, lawn mowing, etc., which improves the remote agents' quality
of services.

2.1.6. Improved Audio Quality
A new wideband Opus codec which will improve the quality especially in lower bandwidth or

over impaired networks. Minimum of 62% decrease in bandwidth for each agent call compared
to current Kazoo.

2.1.7. Improved Security

Always enabled encryption (SIP TLS/SRTP) on the carriers' SIP trunking integration which
improves the security over public Internet.

2.2. Workspaces for CRM

Supervisor in Workspaces, Agent in CRM

When a supervisor is logged into standard Workspaces and would like to have the possibility to
observe/coach/barge-in during digital interactions for the agents logged in CRM (SFDC,

Dynamics and ServiceNow).

The agent being supervised, will be notified when the supervisor starts or ends
observing/coach/barge-in (configurable from NGM for Observe).

The agent will also be able to receive coach messages from his supervisor while he/she is active
on a chat or messaging interaction with a customer.
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The agent who is being coached on a chat or messaging engagement, will have clear highlighted
messages from her/his supervisor so that they do not get confused with the customers messages.

The agent who is being coached on a chat or messaging engagement will have a notification in
CRM Connector when his/her supervisor sends a coaching message for an engagement on which
he/she is not currently working (work card out of focus).

The agent will still be able to continue sending messages in a three-way conference with the
customer and supervisor when supervisor barge-in a conversation.

As an agent who is a party in an engagement where a supervisor has barged in and joined the
conversation with the customer, he/she will be able to leave the engagement and allow the
customer and supervisor to continue.

Once a supervisor leaves the barge in session, control is returned to the agent.

The customer will be able to see that an additional party has joined the conversation that he/she
was having with the contact center agent. The customer will be able to see any messages that
either the agent or the supervisor sends within the engagement context.

Supervisor View in Workspaces
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Supervisor Observe interaction from an agent logged in CRM

AVAYA

w8 A 5y Miruna Supervisor
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Customer | Hanotueue
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& Dtiserving: Mirunal
% Customer Details 3 Chat 0 Customeroumey L New Chat Widget (EcHa |
(-]
chat E
Digital Library
€L Seorch Temgla Plesse select the language between English, @
Spanish and French
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Quick Text <
English
ss4am
URL <
Do yeu need halp fram an Agent? @
° Cussam
ves.

Agent being Observed notification

| R cCcaas Workspaces for Salesforce I
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8:54 AM

Customer

Yes

8:34 AM
Miruna
hello

Type a message... ‘

10000 remaining

=1l -
(999

Default | 10030@xmzggx.dev-
4.uk.ccavayacloud.com
17:47:39

O

Miruna

@ (09:29) - Q,

Miruna
Agent

Customer
Custormer

Miruna Supervisor

c Superviscr
Yes
8:54 AM
Miruna
hello

| Type a8 message...

m™BE
= ==

10000 remaining

[ |
(229

Default | 10030@xmzggr.dev-
4.uk.ccavayacloud.com

17:48:50

© 2022 Avaya Inc. All Rights Reserved.



Supervisor Coach interaction from an agent logged in CRM
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Supervisor Barge-in interaction from an agent logged in CRM
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2.3. Chat JavaScript SDK

e Avaya OneCloud CCaaS Digital provides the Chat JavaScript SDK which
allows customer’s client application to access the built-in chat capabilities.

e The Chat (JavaScript) SDK is a JavaScript library that provides a collection of methods,
objects and events which customers can easily build or integrate as a chat client for their
websites and enable it with Avaya CCaaS Digital Chat.

e The Chat JS SDK APIs can allow the end user to start a new chat, join an existing chat
that might have been started in a different session and converse with the contact center
seamlessly across multiple sessions.

o End users can create multiple chats and converse over them at the same time if required
to do so.

e The CCaaS custom channel web gateway will be exposing a new set of APIs which are
consumed by chat SDK.

2.3.1. JWT Authentication

The Chat JavaScript SDK also requires a JSON Web Token (JWT) to initialize and connect to
Avaya OneCloud CCaasS Digital services. This token must be unique for each end user. Since the
backend web application is aware of the end user using customer services, it should securely
fetch the token from Avaya OneCloud CCaaS Digital from the end user whenever the customer’s
web page requires it.

To fetch the token from Avaya OneCloud CCaaS Digital, the backend web application server
needs to invoke the Generate JWT Token APl which is authenticated the in same way other
public CCaaS APIs are authenticated.

Integration needs to get created through Admin Configuration.

Create Integration

n Administration 0 0 -
ne .

Home Chat

Chat Apps

unt
Connector Type
[2]l Business Rules Default Select Default to create chat integrations
@) Channels ( 1 cli i
(=) Channe ‘ [ — Click on Create Integration
J button to create new integration
. t
Integration Name Integration Id

02544a28-2db2-4128-972-8002de0f4d33

Voce ‘ bofadase-e164-49¢7-a
dcded940-f98a-4efc-83!
046f3838-732-4d73-93¢8-632e50«

6ffScich-5624-45d2-bes8-f45575fcasos
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Save Integration

B Administration

le‘ Home Home x Chat >
sh Account
B Business Rules <

Channels v

® Chat
Email
Messaging

Voice

Contact Center <
&9 Element Inventory

AR Groups =

Enter integration name

Chat Integrations / New Integration

Cancel

Click on Save button
to save integrations

B Administration

@ Home Home x  Chat -
sh Account Chat Apps

Connector Type *
[l Business Rules

Default

ate Integration

() channels

Integration 1d

02544a28-20b2-418-9€72-80020€014033
794de068-1054-4e89-5767-11fec204d17e
b9f4d48c-e164-49¢7-a769-1567babod 1a5
dcded940-f98a-4efc-839b-bef67256191e

046/3838-7321-4d73-93c8-6(32e50c28dc

Chat integrations

e Chat
Integration Name
Email
ChatConr
Messaging
Voice e o
New
2] contact Center
addad
@) Element Inventory testChatapg
B3 Groups =
1777 shown

Show: 10 v

Start Chat Engagement using Chat RefClient, which is using ChatSDK.

Chat ref client (Sample)

AVAYA  Avaya Messaging

Required fields are followed by *
First Name*

Bob

Last Name*

Thomas

Email Address*

bob@ac.com{

+ Add Context Parameter

Lorem Ipsum is simply dummy fext of the printing and typesetting
google. Lorem Lorem Ipsum is simply dummy fext of the printing
and typesetting google. Lorem Lorem Ipsum is simply dummy
text of the printing and typesetting. Lorem

1.Enter required
details and click

on Start chat button
to create session and
Engagement.

2.Select language and
Agent required for
Automation messages

3. Enter chat message
For agent.

Customer Support

5

AVAYA

Avaya 209
Avaya Company
Waiting For Agent
Please select the language between
English, Spanish and French
@ English
12:32 AM
Do you need help from an Agent?
Yes
12:32 AM
N ©)

[ Irype
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Customer ends Chat.

Click on x button
to end chat

End chat

You are going to end the conversation.

Cancel ‘ End chat

2.3.2. Metric and Alerts supported
2.3.2.1. Metrics introduced for Chat Feature:
e Success: ccaas.digital.msg_web_gateway.sdk_session_chat_success_count

o Failures: ccaas.digital.msg_web_gateway.sdk_session_chat_failed_count
e Session erminated: ccaas.digital.msg_web_gateway.sdk_session_chat_terminated count
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2.3.2.2. Alerts:

What is

the numeric threshold
List all alerts that | for the metric

will be published |that, when

breached, will trigger
this alert?

What is the action that needs to be taken
by the developer when this alert causes a
pager to go off?

Digital-
WebGateway :
Datasource health
issue

This log shows that
service is not able
to communicate
with DB. This
might lead to data Em> 5 Log Monitors

loss. - Digital#PostgresDBConnection/Accessissue
Log to monitor:
"Database has gone
unreachable” OR

"Failed to save in
database" OR

"Failed to delete
from database"
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3.0 Known Considerations
3.1. Browser Support

https://documentation.avaya.com/bundle/AvayaOneCloud CCaaS Solution Description 10/pag
e/Supported browsers.html
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