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Notice

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

Documentation disclaimer

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

Link disclaimer

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

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

Hosted Service

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

Copyright

Except where expressly stated otherwise, no use should be made of materials on this site, the Documentation, Software, Hosted
Service, or hardware provided by Avaya. All content on this site, the documentation, Hosted Service, and the product provided by
Avaya including the selection, arrangement and design of the content is owned either by Avaya or its licensors and is protected by
copyright and other intellectual property laws including the sui generis rights relating to the protection of databases. You may not
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.

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

Compliance with Laws

You acknowledge and agree that it is Your responsibility for complying with any applicable laws and regulations, including, but not
limited to laws and regulations related to call recording, data privacy, intellectual property, trade secret, fraud, and music performance
rights, in the country or territory where the Avaya product is used.
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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 vulnerabilities are handled per the Avaya Product Security Support Flow
(https://support.avaya.com/css/P8/documents/100161515).

Trademarks

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

Avaya is a registered trademark of Avaya Inc.

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

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

Downloading Documentation

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

Contact Avaya Support

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

The Avaya Documentation Center contains the documentation required to get customers setup
and using Avaya Experience Platform™,

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

https://documentation.avaya.com/bundle?rpp=10&Ilabelkey=Avaya OneCloud CCaaS

Please also see the latest Documentation Updates

https://documentation.avaya.com/bundle/ChangeHistory/page/Documentation Updates.html

2.0 New Features
2.1. MS Teams Chat

2.1.1. Accessing MS Teams directory/address book

1. Log into agent workspace, click on Address book icon t8) from widget area (Corporate
Contacts Widget) and Click on "Corporate Contacts "

x @ Corporate Contacts Corporate Contacts Master

Connect with your Contacts!

Connect with all the accounts you want to see all your
contact in the same place

2. On the left side there are 3 log in buttons "Avaya Cloud Office", "Microsoft Teams" and
“Avaya Spaces". Click on "Microsoft Teams" to log in.

© 2023 Avaya Inc. All Rights Reserved.
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& @ Corporate Contacts

Connect with your Contacts!

Connect with all the accounts you want to see all your

contact in the same place

No active A\

interactions Avaya Cloud Office

%

Microsoft Teams

0

Avaya Spaces

AVAYA

N 5 £z & G Agent10 CC
w & @ o 4 0

3. Click on the Microsoft Teams button, login pop-up page will be loaded. Login with CCaaS

virtual user MS credentials

A (. 2 e 800 @O Gmem @

B 5ign in to your sccount - Google Chrome
7} Corporate Contacts
B® Microsoft
: Sign in
@ Connect with your Contacts! 9
N o Connect with all the accounts you want ta see all your Cmail or phane

in the same place

Select a state to get started:

Avaya Cloud Office

Interaction History

& laginmicrosoftonline.com/comman/oauth2Av2 /autharize7dliont

4. Login was successful, user will land at main screen where the favorite MS Teams experts were

populated under "Users" tab, if any

© 2023 Avaya Inc. All Rights Reserved.
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« C A Notsecure | eus2-05.integration.ws-nonprod.avayacloud.com/services/ApplicationCenter/workspaces

) Corporate Contacts =

.
® users O Chats # Groups

crosot Teorms (5
envisor, CC. you are
@ solive sureshRoAdmin K

To start work:

@ Bollipo, Suresh *
|

@ Bollipo, Suresh *
e Canada DID, Suresh *

o Pode, Anushree *

i i Connected: 1 £ s
Interaction History . v eAato

2.1.2. Access the Chat list and Chat window

.
1. Search MS teams expert from Users tab and click on the chat icon then it navigates
to Chat tab which displays chat list and chat window at the right side.

Application Center x @ tups// 01374 4w X |+ v - B X
aplicationCenterfworkspaces - % = O
R e A B 5y Ageni4cC @

~ w & B L0 cm—m—m

Bolipo, Suresh £

crosoft Teams (1

€ suresnonipo e

@ o advocroun
Suresh Canada OID: histcams

@ suresnsetipo R0 admin
i Bana

[ R

© sronsnomies

[ QT

© suesnvolin

2. Access chats list and chat window by directly clicking on Chats tab.
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Application Center % @ hitps/I01BTA W cowfoontac X | v - 8 x
« C A Notsecure | eus2- g -nonprod.auay /ApplicationCenterworkspaces = =0
©  enternumbe 2 5 3 @  Agenscc
n N ~ @ ® @ £ o

1 Carporate Contacts = Balipo, Suresh
.
& Users 0 Chats Groups

@ siresnotivoen

Jyothi Adhoc Group
Suresh Canada DID: Msteams

@ uresnsetipo RO admin
Q@ ravaEsioa

© sionsniomicesy

Q cvsvon

Q suenvoiine

@ Babasaheb Mote
et

) 5ushma Mohaniy RD

3. Access chat list from Groups tab. Select Group tab and select Teams which displays members
list. Hover over the expert and click on the chat icon.

x| + v - B X

plicationCenterpworkspaces o = O e
s n AD 5y Ageniddce
w {:‘T %7 B @ s 5218

2 Corporate Contacts

@ Users Chats # Groups

e tr O
@ +oonjonathon

> ° AvayaRDTeamsCC (3)

To start work: ks . Test Aveya (2)

X @
@ Go Ready
© somozoemt

Q@ #ohasgenz
@ #ehaton Admin
@ oein Bugeri

© et ceonae

— A N
Interaction History Commecad: | -L'-QL\Qta 15001427 items 1/0pages Show [50 »

2.1.3. Sending a chat message to an expert on Microsoft Team
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1.Agent can send a chat message to a Microsoft Teams contact or a group of contacts from the
Chats tab of the Corporate Contacts widget.

e Agent can send one to one chat message text message to a Microsoft Teams contact.

s - B x

=2 g 08

pow ow P o o

© suesnsolipoen
6 Jyothi Adhoc Group
Suresh Canada DID: Msteams
To start work:
@ o satipn RO Admin
@ GoReady fiBaba
[ QL
Q@ savoviore
Q s

s Bollipo

b Mote

WMohanty RD

2. Agent can make one to many/ad-hoc group chat interaction with MS teams experts. Select
one-many ad-hoc group and start chatting.

e« CCW agent can send text messages to ad-hoc group members.

+ b
d.coms pl :
y & B P @ femec x
& =Y oo
71 Corporate Contacts = Bollipo, Suresh RD Admin
.
Ochats* = Groups
o i ama %
! [ ® | o o
gdghdsfghgdhghd @
it
llipo RD A
olipo RD Adrmin Ifhikfeh

dfichkjd'fhdnfd dhdjht
ifhkiddkifdk

ddjknridnikd

. m

Interaction History Conmeziad: | E\n@l\@"o :

e You can send a channel chat messages only to the groups that already contacted you. The
Microsoft Teams administrator creates and manages contact groups.

© 2023 Avaya Inc. All Rights Reserved.



@ hitps 1013374 Wiecweontsc: % [ Spplcvion Comer x4

<« C & Notsecure | eusd-

2 Carporate Contacts

@ »orremscco

Digital Channel

To start work:

Voice Channel

@ GoReady
General

> (@ Testavere
> (@ comerate contacts widger Tea.. 3
> @ - momerwesosarmne 1)

> (@ s sicon Test Group o see h. @)

S AT,

Interaction History

ronprod plicationCenterfworkspace
o y /

7 Chats. = Groups

AVAYA

- 8 x
Henantid= RONTWadenantUrdev-4 xcc-sandboxavayackordcomorantses.. @ & fr [ () e

P  Agendicc

anty RD and Gaurav Bagu

Hello

Sushma Mohanty RD and Gaurav Bagu

This message has been defeted,

 Reply

ErNew Conversation

o Start a new conversation to a channel chat. Click on New conversation button and type
new message and click on send button.

@ hups1013374 4icowiontas X

<« C & MNorsecure | eus?-05)

= Groups

° AvayaRDTeamsCC (3)

Digital Channel
To start work:

Velce Channel

o Ready
General

s @ e
2’ . Corporate Contacts Widget Tea...  (3)
- P —

> . Sriomi Biton Test Group to see h.__(7)

Interaction History 'G"et\gﬁa ’

aws-nonprodavay aplicationCenterfwor

- B X

kspacesTtenantd=IRONYWatenantlr=dev-4iscc-sandboxavayacloud comBoFauthes.. o & fr [ @ cums

a & B # o6

Agento4 CC @

Hella

Sushma Monhanty RD and Gaurav Bagu
 Reply

Dec 26, 2022 6:36 P

e Reply to messages in channel chat, Click reply button and type a text messages and click
on send icon. The Microsoft Teams administrator creates and manages contact groups

and channels
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To start work:

@ GoReady

Interaction History

2 Carporate Contacts

@ Users 3 Chats m Groups

[ s S
Digital Channel
Voice Channel

General
> (@ Testavere
> (@ comerate contacts widger Tea.. 3

Y R p—

AVAYA

- B X

acesTienantid= RN TWatenantUr=dev-A c-sandboxavayeclondconioFanl 2., ™ & fc 1 @ et §

. 0 A o Agenpace
wo® w40

AvayaRDTeamscC / Digital Channel
ficrosoft team channe

Hello

ushma Mohanty RD and Gaurav Bagul

= Regly

.

e 26, 2022 6:36 P

]

XrE

9 9 4 B S F v

2.1.4. Search for a chats list one to one or one to many on the Chats tab.

e To search for a chat or chat group, on chats tab, in the search chats field, type the contacts
first or last name or the group name.

To start work:

@ GoReady

Interaction History

2 Carporate Contacts

@ Users 01 Chats Groups

| . Adhec

o :
e Suresh Adhoc group
Suresh Canada BID: Why hell man #&nbso,

e Baba Adhoc Group

o€ Group.

p— A A,
anmec 8 A\ 8,

- B X

acesTienantid= RN TWAtenantUr=dev-4 c-sandboxavayeclolconiFa o62Feal,, ® fc (1 @) e | §

. 0 B o Agenpace
wo® w50

@

Select a chat to view the conversation

D @ M

X E

9 9 4 B S F v

o Latest 50 chat conversations will be displayed under chat list.
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@ nepss0 1z x o+ v 8 x
« C A No eus- g -nonprod suay AgplicationCenterworkspaces?renantld=IRDNYWiktenantUr=dev-d ixce-sandbox avayacloud.com%FauthsioFreal.. 0 f#r [0 @) Gt
S o B Awessce
n % emter mumbe £ o & #5 2P o
%1 Corporate Contacts =

@ Users 01 Chats + Groups

@ i Gow
cc., you are Vour Avaya 173

Q1o Fomicher
To start work:

- o Achraf lsmael
®

@ tsieams xperosa

Welcome Ag

Select a chat to view the conversation
@ voumonan

@ srosnranecamne

S Canaca D1D: Why bl man Pl
@ ruromation user

@ o

— B oen Caudaos

Interaction History Connected: | S AT,

o Search for teams and channels on Groups tab only max 50 channels or teams will be
searched in the search list. only max 50 groups or channels are displayed under groups
tab

@ hper012374 Werwgeontas % B Application Censer x + - B X
<« O A Norsecurs | eus2- a -nonprod avay . /AsplicationCenterpworkspaces7tanantid=IRONYWaitenantUr=dev-d ince-sandboxavayacloud comsdauthses.. = & fr [ € cuest
& | enterumber o : By Agenidscc
[ g a8 8 P 0 G @
) Corparate Contacts =
@ Users. o chats m Groups
| - wvad R

Welcome Agentd CC. you are

annected

> ' AvayaRDTeamsCE (4)

To start wark: > Test Avaya (3)

®

Select a channel to view the conversation

Interaction History Connected: 1 &Qﬁ\aﬁa i
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o Maximum allowed 50 groups or channels are searched in the searched results. If there are
more than 50 results then ""The search has more results than the maximum
allowed(50). Please refine your search.” message appears

Interaction History Connectad: 1 & A @

2.1.5. Support of Copy / Paste of text messages

o Copy of text messages from IM or other sources and paste to IM or other sources and
send the chat message from one to one chat.

o Copy of text messages from IM or other sources and paste to IM or other sources and
send the chat message from one to many chat or Adhoc group.

o Copy of text messages from IM or other sources and paste to IM or other sources and
send the chat message from Groups channel chat.

© 2023 Avaya Inc. All Rights Reserved.
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2.1.6. Support Attachments (Files, Videos, Pictures) - Received only.

o Attachments sent from MS teams expert are view and downloaded successfully in one to
one chat.

comner x o+ vo- 8 x
as-nanprodavay aplicationCenter/warkspaces renantid= RINYWatenanilir=dev-4 ncc-sandboxavayacloudcom@oFarhss.. w & 2 [ @ o
R A A oy Ageni4cC @
o8 B P oo
= @ & # 4o
2 Corporate Contacts = Mote, Baba &
.
o cha Groups
v o chats - o
“ Hellg
hov e yo!
@ eavasanenmote et
Baba Adhoc Group
Suresh Bollips (E3]: Avayai23avaya1zs
sosPu
Jyati Mudgade (E5), Pankaj Sawan... Taday
Danaranen ot s chatiing mesta.
Hello
oAt
© sovovsau [ S67B-Presence state inprovementocs &,
Achraf CCWW Login 1204 A
v i
Rohini Kokil-Perf11 [ Bug estimation.csv L [ canvas.png 4 (B Characteristics.docx
Vo il

[ Phone number config...

° Shiomi Biton (E5)
i

£ Suresh Bollipo RD Admin

1:05 AM

Interaction History Connecead | A,

o Attachments sent from MS Teams expert are viewed and downloaded successfully in one
to many chat.

@ hepsspi01za74 x x4+ v~ - a8 x
a ronprod. d plicationCenter/workspacestenantid=IRONYWadtenantUrl=dev-a ixcc-sandboxavayacloud com®oFarth®z.. ™ & #& [0 @ e
o B A 5 Agenid
“ wo® W00 <]
%) Corporate Contacts = Babasaheb Mare, b1
rs. @ Chats Groups
— Hella
How are you
° Babasaheb Mote and b1 hwo are you
Buba e Group v
@ Babasaheb Mote LTI
yoti Mudgade (E5), Pankaj Sawant, ... Al PR g s
s Mot [ am checking message 7a7eu
© cwovtagu
Hella
Achraf COW Login 1
Rohini Kokil-perf11 =) canvast.png L B camasipg L B amaspng

You: Hello
(D) 5678-Presence statei.. L,
Shicmi giton (€5}

Vou Hlla

@ suresh Bollipo RD Admin

Interaction History Conmeciad: | LA,
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Interaction History Connectad: 1 & A5,

o Attachments sent from MS teams expert are view and downloaded successfully Groups
channel chat.
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« @ A Morsecure | eusd i ronpr d. iplicationCanterworkspaces?renantld=JRIMYL ~dev-dixcesandboxavayacloud.comdFFathir. m & fr [ @ s
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% Search
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2.1.7. Support Receiving and display Emojis in CCW.

As Avaya Workplace agent/supervisor can view Emoji in a chat message sent by MS-Teams
expert, ad-hoc MS-Teams group or channel.

X+ v - 8 x

prodavayacloud.com/senvices/AaplicationCenter/workspaces?tenantid= IRONYWRdenanti=dev-A ixce-sandboxavayacloud com¥oFauthio.. w & % [0 @) cue

R S 2 5y Ageno4cC @
LS. &Y D

2 Corporate Contacts = Mote, Baba

Users © Chats Groups @

‘ () Bug estimation.csv L, [ canvas.png 4 [ Characteristics.docx
e - 1 (2 Phone number config.
@ Babasaheb Mote 1:06 AM
AgentoA CC, you il
D o
e Sushma Mohanty
You H -

To start work: ce

@ GoReady

Baba Adhoc Group

You: Hello

° Achraf CCW Login
You: hing

Rohini Kokil-Perf11

@ Shiomi Biton (€5)

Interaction History Shmmedees) SAS,

x 4+ v - 8 X
andboxavayacloudcom¥Fauth>.. m & % [0 @ e

-nonprodavayacloud.comservices/ApplicationCenter/workspaces?tenantid= IRDNYWRtenantir=dev-4.ixce

Agent04 CC

3 a2 [ @
v ow 8 ® 0 G @

2 Corporate Contacts E Babasaheb Mate, b
-
Users © chats Groups [ canvast.png L, B canvasdpng B canvaspng

| (@ 5678-Presence statel.. 4,

[ - s st © e

Babasaheb Mote
&nbso,

To start work:

Sushma Mahanty

@ GoReady You: Hello
0 Gaurav Bagul
You: Hello

© ibvdccrow

You: Hello

Q
Rahasa K

° Achraf CCW Login
You: hir

@ ForiniKokiperttt
Your

@ Shiomi Biton (€5)

Interaction History Shmmedees) SAS,

(ES), Pa
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Received Emojis in channel chat.

AwayaRDTeamsCC / Digital Channel

. Groups [£) Characteristics docx

|

Interaction History Conmeciad: | LA,

. NN RN EN N

2.1.8. Support of message status indication for new or unread chat messages (1-1
and 1-many)

e Unread status message indication in One to One chat: When new messages are
received and CCW expert is not in foreground or chatting with another expert then new
unread message indication is displayed in chat list and chat tab icon.

] @) @ Corporate Contacts = Suresh Adhoc group
_ . 10:45 PM
@ Users 0 Chats #. Groups
@ Hello
‘ Q, Search chats ‘
10:47 PM
Microsoft Teams (50) e
Hey..still woke..?
Babasaheb Mote
Welcome dkkuser2, you are Hello Suresh 10:50 PM
connected!
@ Suresh Adhoc group
Suresh Canada DID: Okay is the indicati...
To start work:
° Baba Adhoc Group
@ Go Ready Sushma Mohanty RD: Hello
e Suresh Canada DID
You: Heyyhfngf
ourenhing @ Hello Suresh
@ Msteams Expert005
You: Hello Its a Agent Good morning

e Unread status message indication in One to Many chat: When new messages are
received and CCW expert is not in foreground or in another expert message view then
new unread message indication is displayed in chat list and chat tab icon.
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c @ eus2-0lintegration.ws-nonprod.avayacloud.com/services/ApplicationCenter/workspaces
& Enter number 2 w &b
) @ 1> Corporate Contacts = Mote, Baba
. L]
® Users O Chats = Groups @

| "] 271ee873-0f65-44aa-9f83-8e8t

‘ Q, Search chats

o Microsoft Tearns (50) Hello This is an attachment

Suresh Adhoc group
Welcome dkkuser2, you are Suresh Canada DID: Hi Baba..morning '

connected! «©
@ Babasaheb Mote
&nbsp; &nbsp;

e Baba Adhoc Group
Sushma Mehanty RD: Hello

To start work:

e Suresh Canada DID
You: Heyyhfngf

@ Msteams Expert005 u P
You: Hello Tts a Agent

o If CCW already presents the one to one or ad-hoc group chat and the last messages are
NOT presented (agent/supervisor scrolls up), then there shall be an indication for the
unread message. Viewing to the expert chat message will clear the indication. Manually
navigating to the last message will also clear the unread indication.

v - o x
=8 & 0o
a & B o2 @ M@ g e e

You Agent
Q@ "ieevran @ iosurean
- 1234 A
a Vladimir Tyagunow, Aleksandar, +4

8 A

Interaction History "o te"e

2.1.9. Mark chat as read one to one / ad-hoc group chat

e Unread message indication when entering to one to one or ad-hoc group chat or viewing
the last messages when | am already in the one to one or ad-hoc group chat.

o If CCW already presents the one to one or ad-hoc group chat and the last messages are
presented, then there shall be no indication for the unread or new messages when CCW is
presented in the foreground

© 2023 Avaya Inc. All Rights Reserved.



2.1.10. Mark chat as read for channel chat

AVAYA

o When entering the channel chat then the unread messages are automatically marked as
read. If CCW already presents the channel chat and the last messages are presented, then
there shall be no indication for the unread message when CCW is presented in the

foreground.

o There will be no unread indication in the channel list as there will be no polling for new
messages of each channel in the channel list or subscription to all channels in the channel

list.

Note : There is known limitation for new Message button when agent/supervisor receives
new messages for channel chat.

2.1.11. Present Scroll bar in the chat message view (one to one, one to many and

channel chat)

o Presentation of scroll bar when scrolling the chat messages of one to one, one to many
and channel chat messages. The scroll bar size/location shall be adjusted based on the
messages displayed. For example, when extending conversation replies in the channel
chat then the scroll bar size and location and shall be adjusted.

o Presentation of scroll bar in chat list and one to one or one to many chat message

window.

@ Babasaheb Mote
Hello Suresh

Suresh Adhoc group

Suresh Canada DID: Okay is the indication...

e Baba Adhoc Group
Sus nty RD: Hello

Msteams Expert005
You: Hello Its a Agent

e Pallavi CCW Login
e Biten Shlomi (E5)
You: Hello Its a Agent

° Msteams Expert203
dwece

4 Vadimir Tvaaunov. Aleksandar. +4

o Presentation of scroll bar in Groups channel chat message window.

@ Hello Suresh

11:34 AM
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@ Corporate Contacts

@ Users ) Chats

Q, Search groups

> AvayaRDTeamsCC (4)

> . Test Avaya (3)

> . Corporate Contacts Widget Tea..

> Dummy Group (1)
> . Test team (23)

> e BabaTest (1)

> Test team (2)

# Groups

3

AvayaRDTeamsCC / Digital Channel
Microsoft team channe
Yesterday 12:08 PM

> <

@ Babasaheb Mote
Yesterday 10:45 PM
Great smily

© Reply

@ Babasaheb Mote

Vesterday 10:45 PM
Hello how are you

“ Reply

@ Babasaheb Mote

Yesterday 10:47 PM
Hello

Reply
I

AVAYA

o There shall be presentation of the scroll bar when in the chat view as in MS-Teams. In all
other places, there shall be no scroll bar.

@ Corporate Contacts

& Users (3 Chats

"

Babasaheb Mote
Hello Suresh

Suresh Adhoc group
Baba Adhoc Group
Sushma Mahanty RD: Hello

Suresh Canada DID

You: Heyyhfngf

Msteams Expert005
‘You: Hello Its a Agent

Pallavi CCW Login
Heyy

Biton Shlomi (ES})
You: Hello Its a Agent

Msteams Expert203
ece

Vladimir Tyagunov, Aleksandar, +4

Groups

Suresh Canada DID: Okay is the indication...

Connected: 1 8N .

Baba Adhoc Group

@ Avayal23Avayal23
1:09 PM

9 Avaya123Avayal23
1:50 PM

e Avayal23Avayal23
339 PM

9 Avayal23Avayal23

4:27 PM
@ Avaya123Avayal23

5:22 PM

@ Avayal23Avayal23

11:41 AM

@ Hello

11:08 AM

« If there are no full of messages occupied in the message window then there is no
presentation of scroll bar.
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Bl ppiiation Cente x4 v - 8 X
< C @ eus?-Ol.integration ws-nonprodavayacloud.com/services/ApplicationCenter worspnces =8 x OO @

' —— a & B & @ [ @ e

' o e e

e Contacts = oW Login, Pallavi
JJJJJ oc
Welcome dkkuser2, you are
To start work:

‘PDOO0OOOOOLOO . - .
H « @ 8
g2 s sz 3 5 e @ g H

2.1.12. MS-Teams Chat: Localization support

e The languages supported by Avaya Workspaces are English (US), German, French,
Italian, Spanish, Korean, Japanese, Russian, Portuguese (BR), Chinese (simplified) and
Hebrew.

e CCW shall support UTF-8 characters for sending and receiving text messages.

e There shall be an option to write message in left to right languages (e.g. English) and
right to left languages (E.g. Hebrew and Arabic).

e When switching from left to right language (e.g. English) to right to left language (e.g.
Hebrew) then the chat list and chat view shall be simple a mirror view of left to right
language (e.g. English). In particular:

2.1.13. Sign Out from MS Teams provider

To Sign Out form MS Teams, click on three dot menu ,pop-up window is opened then click on
Sign Out button.
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Q@ wolivo Suresh RO Admin K

@ soeron steams *
No active
interactions @ ceerons wsteams *
° Saheb, Baba *
B AvayaSpaces
-}
Avaya Cloud Office
= E=3
g Microsof Teams =
J— @ anadjusic@dev-4.ixec-sandbox.a :
Interaction History S A,

2.2. Client resync at websocket disconnect/reconnect

If the Workspaces client websocket is disconnected (e.g. Wi-Fi/internet

disruption), messages/events may arrive for an agent and will not be shown on Workspaces
client. From this drop, when reconnection is successful, client will resync automatically,
and messages/events received during the disconnection will be shown on client.

Client shows state of websocket connection: Connected, Reconnecting with number of attempts
in Agent State menu, disconnected with a notification telling the agent to refresh to retry
connection

Application Center i} - g 5

> KW C ROoB -9

avayacloud.com o [ v Q@ search Bing

n Q, | Enter number +

Welcome

Connection state - Connected

Interaction History

Screenshot: Connected

¥ O ¢

Agent State X

Agent ID - nmcauley@disney.com

Station ID - 10092@Ikpzwu.qa.uk.cc.avayacloud.
com

Connection State

@) Connected

Finish Work

Status
(© Go Not Ready >

-
S
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> MKW C @ 08

n Application Center

avayacloud.com

+

R, Enter number

Welcome

Connection state - Reconnecting

SRSE

Interaction History

Screenshot: Reconnecting

Avaya Workspaces
> MM C @ 08

avayacloud.com

mber i

Welcome

No active
interactions

the
Cookie Policy

Interaction History

Screenshot: Disconnected

i m]

@ [ ~ Q searchBing

w & O

Agent State

Agent ID - nmcauley@disney.com

Station ID - 10092@Ilkpzwu.qa.uk.cc.avayacloud.
com

Connection State

Reconnecting, Attempt 1

-
o

B Finish Work

Status

@ Go Not Ready >

& -
A Qse
{ P A \ (7 Niall Flower

Notifications

Workspaces has lost
connectivity with the
(1) Contact Center

To manually reconnect,
please refresh your browser
by pressing F5.

Could not load the
following additional
@ widget resources:

« Headset Plantronics Hub
Javascript
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2.3. Provide insightful context when Workspaces encounters an unexpected
error during startup

Until this release, if the Workspaces client encountered an error during startup, a very generic
error message was shown:

"Workspaces encountered an unexpected error during startup™.

From this release, a number of more granular and informative error messages are given. Further
error messages may be added in future releases.

(Error codes and HTTP codes are not applicable for all errors, for example timeout, reason is
unknown.)

HTTP
Status
Code

Error

User friendly Ul message Code

"Activation has timed out.
Please check your internet
connection and try again. If
this issue persists, please
contact your system
administrator.”

N/A

"Request failed, an internal
dependency failed to respond.
Please contact your system
administrator.”

503005 [503

"Unable to retrieve details for
the user provided. Please
ensure that the login details
are correct and that the user 404004 | 404
exists. If this issue persists,
please contact your system
administrator."

"Request failed, a dependency
failed to respond. Please

503005 |503
contact your system
administrator.”
"Validation of request has
failed. If this issue persists, 400000 | 400

please contact your
administrator."
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User friendly Ul message

Error
Code

HTTP
Status
Code

"Layout parsing error.
Activation is not possible.
Please contact your system
administrator.”

N/A

"Unable to load Workspaces.
Please check your firewall and
proxy settings. Service may be
temporarily unavailable and
unable to process any
requests. If this issue persists,
please contact your system
administrator.”

N/A

"Unable to establish a web
socket with the contact center.
Please refresh the page and try
again. If this issue persists,
please contact your system
administrator."

N/A

"There is no user profile
configured for this user.
Please ensure that the user has
been configured correctly. If
this issue persists, please
contact your system
administrator.”

404001

404

2.4. Public Admin API.

e Overview

AVAYA

o Public Admin APIs are being updated from Alpha to Beta versions.

o To enable external programmatic access to the Admin APIs - Customer can
integrate their solutions or may leverage Admin capabilities programmatically

o No backward compatibility for the APIs being moved from Alpha to Beta, but

will be available for future updates

These APIs will be tentatively available on APIXH gateway in April-2023

Following APIs are getting changed or moving to Beta —

= User Management API - Ability to create/update/delete user, Profiles
and Features
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Bulk user API — provides the capability to add, update, and delete users
via bulk jobs.

Group API - Create/update/Delete Group which is logical collection of
the resources

Account Management API —Create/update/Delete Account/tenant and/or
organization node

Digital Admin API — Ability to create/update/delete Custom

Chat Element

Element API - provide the capability to list of all elements

Phone Number API - Provide capability to add/update/release/delete
phone number

Voice Admin APl — ACO and MS Teams - provide capability to
create/update/delete ACO and MS Teams elements.

Please find below information about each API which are moving to Beta, for more
information including details of supported Producers, Measures, sample queries
and response please refer to the API guide on the developer portal.

PUBLIC ADMIN API - USER MANAGEMENT API

o

The Users API provides access to User Management via a REST API
interface.
Agent and Supervisor responsible for handling calls, chats, messages and
emails.
Administrator responsible for contact center administration and
operations.
Profiles - provides a pre-configured template for contact center features
(chat, messaging, email), routing attributes, roles and group memberships.
Following APIs are moved from Alpha to Beta
Following APIs are moved from Alpha to Beta
= /vlbeta/accounts/ABCDEF/users - To create a new User you
should invoke Create User. The fields that you supply will depend
on the type of User you wish to create.
= /vlbeta/accounts/ABCDEF/users/c8c2909d-75e9-484a-94c0-
b7e8d29771fe —
1. A Profile can be applied to a User either during the initial
create or later via an update.
2. To update a User, you should invoke Update User. You
should include all the details of the User.
3. To delete a User, you should invoke Delete User. No
response body is returned from this request.
= /vlbeta/accounts/ABCDEF/profiles - After the Profile has been
created you will receive a profiled in the response that you should
use in all subsequent requests related to that Profile.
= /vlbeta/accounts/ABCDEF/profiless TELHGZ —
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1. Toadd/Remove a new or existing feature, e.g., chat, to an
existing Profile you should invoke Update Profile and
include all the details of the Profile plus the new feature.

2. To delete a Profile, you should invoke Delete Profile. No
response body is returned from this request.

Public Admin API - Bulk User API
o The Bulk User API provides the capability to add, update, and delete users via
bulk jobs.
o Following APIs are moved from Alpha to Beta -

1. /vlbeta/accounts/ABCDEF/users-bulk-template - The first step is to
download the bulk template which is provided in the file format .xIsx. This
can be downloaded straight from the Download Bulk Template API.

2. Ivlbeta/accounts/ABCDEF/users:bulkAdd?jobName=Bulk%620Job -
Once you’ve completed adding users to the template the next step is to
upload the .xlIsx file to the API.

3. Ivlbeta/accounts/ABCDEF/jobs/c8c2909d-75e9-484a-94c0-
b7e8d30771fe - During the execution of a job you should periodically
check its status by polling the Get Job API.

4. /vlbeta/accounts/ABCDEF/jobs/c8c2909d-75e9-484a-94c0-
b7e8d30771fe/users?pageNumber=1&pageSize=3 - During the
execution of a job you can periodically check the status of the users by
polling the List Users API. This is a paginated API.

5. Ivlbeta/accounts/ABCDEF/jobs/c8c2909d-75e9-484a-94c0-
b7e8d30771fe - When a job has finished processing it will end in 1 of 3
statuses: COMPLETED, FAILED OR ABORTED

6. /vlbeta/accounts/ABCDEF/jobs/c8c2909d-75e9-484a-94c0-
b7e8d30771fe:exportFailedUsers - When a job ends with the status
FAILED you will need to export the list of all the users that could not be
processed by the previous job.

Public Admin API - Groups API
o A Group is a logical collection of the resources. It allows grouping of users.
o Following APIs are moved from Alpha to Beta
= /vlbeta/accounts/ABCDEF/groups - To create a new Group you should
invoke Create Group
= /vlbeta/accounts/ABCDEF/group/c8c2909d-75e9-484a-94c0-
b7e8d29771fe —
= To update a Group, you should invoke Update Group - PUT
/groups/{groupld}
= To delete a Group, you should invoke Delete Group - DELETE
/groups/{groupld}
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e Public Admin API - Account Management API
o Accounts API provides access to Account Management via a REST API interface.
o Following APIs are moved from Alpha to Beta -

1.

2.

3.

Ivlbeta/accounts - To create a new Account, user needs a System
Administrator privileges.

Ivlbeta/accounts/accountld - PUT /accounts - To update an existing
Account you should invoke Update Account
Ivlbeta/accounts/ABCDEF - DELETE /accounts/{accountld} - To
delete an Account you should invoke Delete Account
Ivlbeta/accounts/accountld/organization-nodes - POST
/accounts/accountld/organization-nodes - Organization Node represents a
node in the Account/Organization’s hierarchy.
Iv1lbeta/accounts/accountld/organization-nodes/organizationNodeld -
PUT /accounts/accountld/organization-nodes - To create an organization
node you should invoke Update Organization Node.
Iv1lbeta/accounts/accountld/organization-nodes/organizationNodeld -
DELETE /accounts/accountld/organization-nodes - To delete an
Organization Node you should invoke [Delete Organization Node]

e Public Admin API - Digital Admin API -Custom Chat Element
o As of now only Custom Chat element is moving to OpenAPI, rest are out of scope
for the current phase
o Following APIs are moved from Alpha to Beta

1.

2.

3.

Ivlbeta/accounts/ABCDEF/chat-provider - elements - POST /chat-
provider-elements - To create a new Custom Chat Element you should
invoke Create Cusutom Chat
Ivlbeta/accounts/ABCDEF/chat-provider-elements/c8c2909d-75e9-
484a-94c0-b7e8d29771fe - PUT /chat-provider-elements/{elementld} -
To update a Chat Provider Element you should invoke Update Chat
Provider.
Ivlbeta/accounts/ABCDEF/chat-provider-elements/c8¢2909d-75e9-
484a-94c0-b7e8d29771fe - DELETE /chat-provider-
elements/{elementld} - To delete a Chat Provider Element you should
invoke Delete Chat Provider. No response body is returned from this
request.

e Public Admin API - Elements API
o An Element is a server instance which provides feature capability. Some
examples of elements are Avaya Cloud Office, Chat Connector, Microsoft Teams
and so on. Element APIs require the Account Administrator role for access.
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o Following APIs are moved from Alpha to Beta

vlbeta/accounts/ABCDEF/elements?pageNumber=2&pageSize=5&fil
ter=name:Avaya*&orderBy=name' - GET /elements - To list all
Elements you should invoke List Elements

e Public Admin API - Phone Number API
o Phone numbers is the entry point for contact center voice engagements. A
privileged User creates the phone number via Phone Number Admin APIs.
o Following APIs are moved from Alpha to Beta

Ivlbeta/accounts/{accountld}/phone-numbers - POST /phone-numbers
- To add new Phone Number you should invoke Add Number.
Ivlbeta/accounts/{accountld}/phone-numbers/c8c2909d-75e9-484a-
94c0-b7e8d29771fe - PUT /phone-numbers/{phoneNumberld} - To
update a Phone Number you should invoke Update Number
Ivlbeta/accounts/{accountld}/phone-numbers/c8c2909d-75e9-484a-
94c0-b7e8d29771fe -DELETE /phone-numbers/{phoneNumberid} -To
release a Phone Number you should invoke Delete Number
Ivlbeta/accounts/{accountld}/available-phone-
numbers?countryCode=US&type=TOLLFREE&areaCode=330&pho
neNumber=%02B16479308804&pageNumber=1&pageSize=5 - GET
/available-phone-numbers - To get Available numbers you should invoke
[Available Phone Numbers]

e Public Admin API - Voice Admin API
o Voice API require the Account Administrator Role access
o Following APIs are moved from Alpha to Beta -

1.

Iv1beta/accounts/ABCDEF/aco-elements - POST /aco-elements - To
create a new Avaya Cloud Office Element you should invoke Create
Avaya Cloud Office
Iv1beta/accounts/ABCDEF/aco-elements/c8c2909d-75e9-484a-94c0-
b7e8d29771fe - PUT /aco-elements/{elementld} - To update an Avaya
Cloud Office Element you should invoke Update Avaya Cloud Office.
Iv1beta/accounts/ABCDEF/aco-elements/c8c2909d-75e9-484a-94c0-
b7e8d29771fe - DELETE /aco-elements/{elementid} - To delete an
Avaya Cloud Office Element you should invoke Delete Avaya Cloud
Office.

Ivlbeta/accounts/ABCDEF/msteams-elements - POST /msteams-
elements - To create a new Microsoft Teams Element you should invoke
Create MS Teams.
Ivlbeta/accounts/ABCDEF/msteams-elements/c8c2909d-75e9-484a-
94c0-b7e8d29771fe - PUT /msteams-elements/{elementld} - To update a
Microsoft Teams Element you should invoke Update MS Teams.
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6. /vlbeta/accountss/ABCDEF/msteams-elements/c8c2909d-75e9-484a-
94c0-b7e8d29771fe - DELETE /msteams-elements/{elementld} - To
delete a Microsoft Teams Element you should invoke Delete MS Teams

2.5. Forced Agent Logout

In this drop the Supervisor is presented with the ability to set their assigned agents to 'Not Ready’
or 'Logged Out' states by setting agent status to 'Not Ready"' or 'Finish Work'.

Justins1, justins1

Enter number b S 7 n @
n gl oo ® 40 o

Status

Agent (3) | Station ID 74 Channels Groups Status t.

Q) #sync amic - Group1

Group1 Ready

o justinal 10005@bae...

No active @ Muthiah, Kaarthic . Group!
Finish Work

interactions

Interaction History Show: 10

If agent is transitioned into 'Not Ready' or '‘Logged Out' state by supervisor while on an active

engagement, flow will be similar to when changing their own state.
Agent will transition to 'Pending Not Ready' or 'Pending Logout' state until the engagement
terminates, and then automatically transition to 'Not Ready' or 'Logged Out' respectively
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No active
interactions

Interaction History

Agents

Search

Agent Name or Stat

Agent (3) |

o Async, Amit
o justinal

Service Name

@ None

o Muthiah, Kaarthic

(]

Channel
None selected
Station ID 74 Channels
10005@bae... ® %9
Target Duration
12066813847 0025

Group

~ MNone selected

Groups

Group!

Groupt

State Work Code

Active Mot Set

Group?

AVAYA

& n justins1, justins1
® 0 & 0 0

Status
~ None selected v

Status T4 Contact
Offiine ~
Not Ready Pending %, ~

Disposition Code

Not Set Observe
Offline v

Show: | 10

Any agent who is transitioned into ‘'Not Ready' state as a consequence of supervisor intervention
is assigned the 'Supervisor' reason code.

8 (8 (@ (®
S E

_ No active
interactions

Interaction History

+

Settings

About
Logs
Language
Audio
General

Notifications

By AVAYA
2 workspaces

Version 4.0.0.0

Build 4.160.18

Universal Widget Framework 4.160.3
UI Library Neo 3,55.0

Layout Test Layout

Environment CCaas

UX Profile Default Ux Profile

UX Group OmniChannel Ux Group

This software uses the following software libraries:

The Avaya Client SDK (Customer Interaction Services
Package) version 2.5.1

The Avaya Customer Interaction Utilities SDK version 3.7.0.0

The Avaya Shared Library version 4.159.2
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3.0 Known Considerations

3.1. Browser Support

AVAYA

https://documentation.avaya.com/bundle/AvayaOneCloud CCaaS Solution Description 10/pag

e/Supported browsers.html

3.2. Known Issues

Persona | Summary Customer Impact Workaround/Limitations Frequency
Agent Multiple browser | The user will get a notification The Administrator should modify Always
tabs are not dialog informing them about the the CRM Call Center Configuration
supported by unsupported configuration. for voice tenants as follows:
workspaces for
CRM existing WebRTC mode: C
voice customers e oraas Waorkspaces for Sales_. _ o
Use local session sharing: N
Warning
Workspaces for CRM does
not support multiple
browser tabs. Please contact
your administrator to
madify the configuration
You will be redirected to the
lagin page
Tenant | Customer Journey | Changes made by the Tenant Admin | Wait a minute to see changes take Always
Admin | Admin screen may not be reflected in the system affect 0-1
settings my take for up to a minute minute for
up to a minute to changes to
propagate to the take
Admin screen and effect.
ul
Tenant | Admin Portal — New timers were introduced under This is a known issue. While the Ul | Always
Admin | New timers Administration — Contact Center — | has been delivered, the underlying

introduced to
handle browser
disconnect issues
are not working as
expected.

Timers, 'AutoAgentNotReady' and
'‘AutoAgentLogout’. However, these
timers are not taking effect as per the
configuration on the tenant.

functionality isn’t available yet. We
are planning to deliver the full
functionality in the upcoming
releases.
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